Building a Culture of Tiggers

In a World of Eeyores

(Cultivating positivity and high performance in workplace relationships)
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Bobby Shomo, MBA, CIC

Traits

» Optimistic/Positivity (RESILIENCY)

YOURE TOTALLY THE IPORTANT
T

YOU HAVE NO
FARKETABLE
TALENT.

» Enthusiastic

Higher engagement, more initiative, outside of the box creativity, it's contagious!

»High Energy

. Increased productivity, higher morale, better customer service, less turnover!

»Individuality in a Group Setting

unique & diverse i decisions

= Doer




Traits
i 8 pessimistic/Negativity |

=
1 YOURE TOTALLY Sl Toe ameorTaNT
UMERMPLOYABLE. WING 1S TO
YOU HAVE NO AND THATS NOT §| xeer A PosITIVE
FAARKETABLE GOING TO CHANGE ATTITUDE
TALENT.

/ /

Hard to please
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/// Snomo-MADSEN \/glues:
INSURANCE
l‘-m Integrity, Character & Honesty.
acmear ga Our employees & their families and their quality of life FIRST.

i 8 3 Smiles, Laughter, Positivity and the JOY of being alive & together!

RIS £ MW [1]).  Afresh approach to risk management by protecting our customer’s assets --
including their families, employees and financial security -- from catastrophic loss.
- TI?E Coverage & high limits more than price. 4 N
Balance & Boldness m
LIFELONG 4
LEARNING Education & growth. _
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‘To do things
right, first
you need love,
then technique’;
Antoni Gaudi

1/27/2026

Building a Culture of Tlggers’%‘

In a World of Eeyores

(Cultivating positivity and high performance in workplace relationships)
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Talent & Team — 2026+

Boomers Alpha Gen Gen X
1946-1964 2012- 1965-1980
20 % 35%
GenY GenZ
Millennials ; : Zoomers
1981-1996 " ’ 1997-2012

38% MM T Y
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Baby Boomers Gen Z
1946-64
( ) (1997-2012)
Gen X
(1965-80) b Gen Alpha
GenY
(1981-96) (2012-...)
What to do with one once you find them....
O A Rt 1) 4 T
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Seeking the “Soft” Skills

Hiring managers must look beyond a candidate’s résumé to
identify “soft skills.”

* Ask Behavioral questions designed to solicit information
about how a candidate handles stress, interruptions,
receives criticism and manages a differing opinion

* Assess problem-solving skills
* Elevate positivity & Enthusiasm

HIRING !

JOINUS !
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Seeking the “Soft” Skills

Hiring managers must look beyond a candidate’s résumé to
identify “soft skills.”
* Effective communication

* Active Listener?

* Positive Articulator?

*  Ability to communicate tough truths well?

“The art of conversation is
the are of hearing as well as

of being heard.”

102
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Seeking the “Soft” Skills

*  What is the candidate’s preset relationship culture?
* Assess a candidate’s sandbox skills

* Does the candidate have the ability to positively // ’\
/! N\
=

contribute in a TEAM environment?
* |s the candidate capable of failing?

* How do they handle failure? \ ) WE ARE /
* Are they capable of learning from their mistakes 3 HIRING ! /
and adapt? OGSt

« Are they capable of working in a changing environment? S v

e

102
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Seeking the “Soft” Skills

| | i
* What is the candidate’s preset relationship culture? WE | we

¢ Assess problem-solving skills
* Elevate positivity & Enthusiasm

E3

JOINUS !
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Cultivate a positive work culture

* Work/Life Balance

* Treat your team members as family and friends
* Show kindness & compassion

* Inspire your team members to be difference makers

¢ Celebrate wins and achievements
* Make failure fun

¢ Make communication open
¢ Value education, growth & INTERNAL promotions

* Promote a culture of trust, respect, gratitude and integrity
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Navigating Difficult Client Relationships

* Know your client’s preferred method of communication
¢ Gather the facts
* Listen for understanding.
* Keep an open mind in the fact gathering stage

* Don’t get defensive (yet!) ﬂuo o\
* Once you've gathered all the facts: & A ~= |
* Restate the problem in the client’s preferred ﬂl
method of communication = -

* If there is an elephant in the room, acknowledge it!
* Empathize & apologize when appropriate
* Honesty first with a professional courtesy
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Navigating Difficult Client Relationships

* De-escalate emotions by
* NOT making it personal
* NOT accepting an invitation to fight
* Treating others the way you would like to be treated
* Even when the client does not give you the same courtesy!
* Set clear expectations by shooting straight
* | can make a change and | will
* | can ..., but I'm not going to change  NO VES
* | cannot do what you wish me to do m | @

* | will not do what you are asking me to do ﬁ H

P -

1/27/2026
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Navigating Difficult Client Relationships

* It’s OK to FIRE a client
* If profit = success, | am often better off terminating
* A monoline customer
* A high-touch client
* Abusive language/attitude to our team
* Mis-aligned values to that of the agency
. — -
Someone who doesn’t fit our business model ﬂll‘ﬂ &r:s

iK

PN PN
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Building a high-performance TEAM

* Know Who You ARE and WHAT you VALUE

* Hire toward those values
* Know your individual team members as people

* Families, bills, debts, relationship struggles, health issues, ...
* Boomers/Xers typically build from a Top-Down approach
* Millennials/Zoomers value a more collaborative .

approach with transparency in dealing with: "‘
* The complexity of problem-solving ,\L.
* The speed of change L

* Leaders often set a vision, but it’s the employees > »
that often bring it to life! ‘y“ \ ".

1
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Building a high-performance TEAM

* Know and communicate what you are building
* Motivate to a standard of excellence with an attitude toward
constant improvement and valuing education as an investment!
« Efficiencies and increased productivity

* Customer and team engagement

* Commitment to quality
* Synergy through valuing diversity
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2 SHOMO-IVIADSEN  (JMAGINATION & CREATIVITY)

* Building and sustaining healthy work environments, and
* Providing unique perks, benefits, and professional development.

1/27/2026

Employee Development

The only thing worse than training
your employ and having them leave
is not fraining them and

HAVING THEM STAY

The way your employees feel is the way your
customers will feel. And if your employees

don’t feel valued, neither will your customers.
— Sybil F. Stershic, marketing and organizational advisor

Learning can emerge as spontaneous

order at the edge of chaos. — sugata
Mitra, Professor of Educational Technology, Newcastle
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121-122

Calvin Coolidge
& Educated Derelicts...

1/27/2026

“Nothing in this world can take the place of persistence.
Talent will not; nothing is more common than
unsuccessful men with talent. Genius will not;
unrewarded genius is almost a proverb. Education will
not; the world is full of educated derelicts. Persistence
and determination alone are omnipotent. The slogan
Press On! has solved and always will solve the problems
of the human race.”

Coolidge, Calvin: Citi hi his-world: e et
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CULIURE 16
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* Benefits of a Healthy Culture

’ A S
* Increased productivity . -

A * Decreased employee turnover L g
* Increased client retention *

“Culture eats strategy for breakfast.” -
- Peter Drucker (2006)

e

Highly Proficient Average

19 47

30
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No _Job Family
Selected
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Suogested COAT Score Ranges by Position
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Highly Proficient
Overan Rating

Overview
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Results Details

- enaraty iapimy armotional intelligence when interacting with
B Bt Bt el

pdaraessh T I A S S ey

Score Detalls

e

Perceiving Emotions Percentile 8a Understanding Emotions Percentile 28
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Assign Expertise Assessments
Select the accecemente you would like to assign to the applicant

Recommend

length is less Yan 2 hours

®© owmin

Commerclal Lines. Personal Lines Employee Benefits
cCoverage knowleage coverage Knowledge Coverage knowledge
Job Dutics o Dutics Job Duties
ACORD Scenarios Comparative Rater Scenarios Application Scenarios
cor Insurance Dwelling Submission Large Croup Submission
Application Submission
Earthquake Submission Small Group Submission
Workers Compensation
Application Submission Flaod Submission
Commercial Excess & Umbrella Homeowners Submission
Liability Submiseion

Personal Auto Submission
Commercial Property
Submission

Umbrella Submission
Inland Marine Submission

Certiicates Sub

General Liability submission

Auta submission
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*Goals

* Goals are the concrete aims of an organization.
¢ Well-defined goals are SMART goals.

1/27/2026
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SHOMO-M ADSEN INSURANCE PERFORMAN CE EVALUATION
. AND DEVELOPMENT

22 E.Main Street ® Marshalltown, 1A 50158

641-753-6691 @ Fax 641-752-5360
Person Raviswed: TJob Tide: Period Undzr Review:
Hire Dats: Eire Satary: Cucrent Satary: Reviswer:
KEY QUALITIES: (5= Excects fxpestation: 4= 3= Meets = Below Expoctations: 1 = Fal to Meet
KNOWLEDGE: 1235 auaury: 12345 auanTTy: 12345 onTmE 12345
INITIATIVE: 12345 TEAMWORK: 12345 ATTITUOE: 12345 ATTENDANCE: 12345
COOPERATION: 12348 LEADERSHIP: 12345 12345 APPEARANCE: 12345
DOCUMENTATION: 12345 ActvmEes: 12145 12345 NON.PRODUCTIVE TRAE: 12345
c SERVICE LS:
STAFF/TEAMWORK WINS/FAILS:
H1 #1.
w2 a2
#3 #3
#a #a
s, #s,

pate:_/_/ Change:

Manage: Date: ) /[ Bonus:
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Meaningful feedback FUELS performance

“*80% of employees who received feedback in the last week are FULLY engaged

“*Employees are 3.6 times more likely to agree they are MOTIVATED to do
OUTSTANDING work when their boss provides DAILY/WEEKLY feedback as
opposed to ANNUAL feedback.

«»Daily/WEEKLY feedback allows REAL-TIME, on-the-fly adjustments

“»*Meaningful, timely feedback retains talent & energizes purpose-driven talent!

Best-in-class managers use ongoing
conversations to deliver energizing

feedback that celebrates successes and
calibrates performance.

1/27/2026

40

CELEBRATE ACHIEVEMENTS

«*Make EDUCATION an investment, not an expense.
= Reward designations and licenses!
“»Lead with POSITIVITY
« Typical parent provides 10 negative reinforcements to every ONE positive
reinforcement
“*When Recognition/achievement is a regular part of the work culture and
evaluation goal progress increases by 30%.
“*Management is HARD! Manage your managers
= 46% of middle-managers are looking to change jobs due to stress!
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