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Assurity’s Client Services: From Confusion to Confidence

Pat Criger has been with Assurity Life Insurance Company for 32 years. She knows 
the company and its markets well. That’s one reason she was asked to take the 
helm of the company’s Client & Operational Services Department after a recent 
reorganization.

One of the first things Pat wanted to do in her new position was boost the knowl-
edge, confidence and effectiveness of the department’s staff. There had been a 
great deal of change with the department reorganization. During the transition, 
customers and agents calling in were frustrated and vocal about it. Pat felt that a 
new focus on staff skills would smooth things out. 

“I wanted people to feel good about their jobs,” she said. “I wanted the company to 
be a success, but I also wanted our people to be a success.” 

Pat was thrilled when Assurity’s CEO, Tom Henning, and Human Resources V.P. Jan 
Zoucha, introduced a way for her to accomplish her goal: the Leadership Resources 
(LR) process.

Pat and three of the five supervisors on her team participated in a pilot run of 
courses and coaching sessions, and took advantage of other LR resources, such as 
the unique My Tyme planner and a number of planning and management forms. 
The result, according to Pat, was nothing short of phenomenal—the staff made a 
transition from being overwhelmed with the workload to being confident in their 
ability to manage the client list and make progress each day. 

In fact, Pat and her team estimate that their efforts have made an annual impact 
of $600,000—a blend of cost savings, cost avoidance, improved team productiv-
ity, and improved personal productivity. They believe this is only a starting point, 
because they plan to be continually more proactive in making positive impacts on 
themselves, their employees, their clients and the organization as a whole.

Personally, Pat credits LR with providing the steps and structure she needed to 
develop her team. “It helped me look at what we do from a new perspective,” she 
says, “and figure out where people fit and how to move us toward operational 
efficiency.” The bottom line for Pat is to have a lighter workload, greater personal 
effectiveness and less time at the office. 

“I feel very confident,” Pat says about the changes in both herself and the depart-
ment. “I think I could get really stressed during a reorganization like this, but I’m 
not. I don’t feel overwhelmed, because I have the tools I need. We already are a 
good department, and soon we are going to be a great department!”

Carolee, one of the first three supervisors to benefit from LR, manages the depart-
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ment’s imaging services unit. Carolee says, “I had ad-
equate skills and knowledge to take on the supervisory 
position. However, I feel that I would not be as successful 
as I am today without having taken the LR course.”  Pat 
says she saw changes in Carolee almost immediately after 
she began the course—she was more motivated, more 
focused and able to accomplish much more.

Before Leadership Resources, Carolee felt there was too 
much to do and didn’t know where to start. “I now find 
great reward in coming to work every day,” she says, “and 
I look forward to each new project. With the goal setting 
and project planning tools I learned in LR, I know that our 
work and each project will be thorough and completed 
on time.” Since streamlining her unit, employee turnover 
has been reduced, team goals are being achieved and 
Carolee works fewer hours and spends more time with 
her daughter. That’s the bottom line for her.  

Chris, mother of four and supervisor of Assurity’s client 
services contact center, had supervised only one person 
at a time before taking the new position in client services. 
Now she leads eight staff members. “I wasn’t 100 percent 
comfortable at first,” she admits. “Now I’m more confident. 
I’m not second guessing myself. I’m coaching more and 
troubleshooting less. I have the tools I need to manage 
my staff.” 

Chris, like the others, uses the LR principles she has 
learned both at work and at home. “24 hours a day!” she 
says enthusiastically. “I feel like I’m in control.” An orga-
nized life is the bottom line for Chris.

Pat emphasizes her belief that meaningful, organized 
personal lives make people better at their jobs when they 
come into the office. “It’s important, for example, to be 
involved in the community, to spend time with family, 
and to exercise,” she explains. 

The third of Pat’s supervisors to undergo the LR process 

was Vickie, manager of the compliance and product filing 
departments. “I started with no knowledge of the area,” 
Vickie says. “I felt like I was spiraling out of control.” With 
help from LR, she has become adept at scheduling time 
and setting priorities. 

“Leadership Resources gave me the steps to make it 
happen,” Vickie said. Perhaps most important from her 
point of view, Vickie has learned how to coach her staff 
to analyze challenges and provide their own solutions, so 
she doesn’t have to solve many problems for them. That’s 
the bottom line for her.

Pat and the three supervisors have noticed an exponen-
tial difference in their work together as a team. They com-
municate with one another better than they did in the 
beginning. They all have a better grasp on the big picture 
and Assurity’s long-term vision. They are accountable to 
one another—reminding one another to use the LR tools, 
helping each other come up with solutions, inspiring one 
another to excel.

This particular Assurity team has found that their new 
habits are spilling over naturally to others on their team. 
The other two of the five supervisors already are using 
some of the tools they’ve acquired from their colleagues. 
(They’ll learn more when it’s their turn to go to LR cours-
es.) In fact, the LR-trained supervisors have become role 
models for Assurity associates throughout the company.

When all is said and done, the most important benefit of 
the LR process for Assurity has been the difference cus-
tomers and agents have noticed when they call in.

“We haven’t received near as many calls as we did in the 
beginning saying, ‘You guys don’t know what your are 
doing!’” Pat laughs. “Now we are getting the opposite. I 
just received an e-mail from one of our staff members 
that said, ‘Thank you so much! We now have hope!’” That, 
according to both Pat and her staff of supervisors, is the 
final bottom line.
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