~ The NAAFA Report..................

Who We Are

The National Association of American Family Agents (NAAFA) is a professional organization established to promote education and
communication between American Family Agents and American Family Insurance Company, for whom the Agents supply the lifeline that
enables American Family Insurance to exist. Our desire is to be a vital, active group who is interested in sharing our experiences and
knowledge with other agents, always encouraging, listening, and growing in ways that not only profit the Agents, but the Company and
Customer, as well.

Our Mission Statement

The Association shall strive to provide professional fellowship by dedicating its activities to furthering the
highest degree of ethical service to the insuring public. The Association will support the strictest adherence to
the integrity of its members as professional insurance agents. We will promote professional conduct and
protect the legislative interests of our members through awareness and understanding of the issues facing the
independent contractor insurance agent in the American society.
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THE AMERICAN FAMILY AGENCY, THEN AND NOW

It is often that we hear agents remark that “times just aren’t what they used to be.” Of course, we
hear this mostly from veteran agents, but lately we have been receiving calls from agents with less
than 10 years with the Company who are saying the same thing. Even they can see a difference.
Just what are the differences between the American Family agency 30 or 35 years ago compared to
today? Is agency life improving or is it worsening? Are agents happy with the state of things? Well,
NAAFA, after a series of interviews, has decided to tell you what we have discovered.

District Managers, yesterday vs today: Every agent interviewed admits to originally feeling very proud to be
working for American Family. Agents who were hired 25 to 35 years ago remember having District Managers
(DM’s) who were given total control of their districts. The DM’s worked closely with new agents, doing all the
training in sales techniques and product knowledge. DM’s spent lots of time with agents, going out on
appointments, answering questions, building a great rapport with their agents. Agents generally looked at their
DM as their friend. Often agents say they felt obligated to work hard out of respect for their DM. District
Managers encouraged in a positive way....never threatened. Praise was heard real often. The camaraderie
which developed between each DM and agent also created a great TEAM atmosphere. As a result, agents
encouraged and cheered each other on toward the district goal. DM’s often held district functions where agents
got to know each other on a personal basis. Spouses and children were invited to district functions, too. As a
result of the development of this closeness, often spouses would become as much of an encourager as the DM.
American Family Insurance became the “family” it was meant to be. The agents felt that the Company embraced
their hard work. The agent felt very proud to be working for American Family because they felt the Company
cared. The agent looked at all departments (underwriting, claims, life, corporate) as being part of one unit,
existing to provide a wonderful living for everyone who worked for American Family through the wise and
prudent use of the premiums paid by the best policyholders in the country. It was a mutual admiration society,
so to speak.

In the past few years, things have changed. DM’s no longer do the agent training. DM’s seem to have very little
influence on the agent. Often DM’s are hired who have very little experience themselves as an agent. It seems
hard for the DM to earn the respect of agents because of their lack of accomplishment as an agent. It appears
that the DM’s responsibility today is simply to be a “conveyor of information.” Often that information is very
limited. One agent said he feels like he is “being mushroomed, kept in the dark, and fed horse____!”

If an agent needs to be fired, this rather uncomfortable job falls on the DM’s shoulders. DM’s appear brow

beaten and perhaps threatened if their districts don’t produce so, of course, they pass these threats on to their
agents. They never seem able to figure out how to encourage their agents to produce. The normal approach is
with threats, not praise. One agent said “the manager of today twists your arm instead of shaking your hand,






