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Letters from Consumers

Michael has been the insurance broker for this company
for almost 10 years. In that time, he has become an
invaluable resource in aiding the company in managing
its insurance needs.

Michael not only seeks out the best products to fit our
needs annually, but we frequently call on him to assist us
with issues employees are having, or when I have
questions about erroneous billing and coverage.

He always takes the extra step to follow up with us to
make sure any issue he helped us with was resolved to our
satisfaction. His replies are always prompt, courteous and
effective.

This company would be hard-pressed to muddle through
the insurance maze without his expertise.

—Susan G.

We rely on our broker representative to assist with
enrollments/changes/and terminations, to help with
claims questions, to provide accurate and timely
information regarding legislation such as COBRA or state
insurance continuation as well as the new ARRA 2009
legislation.

—Marilynn A.

I understand that the freedom to choose health insurance
coverage and work with an insurance agent may be taken
away from the public. Health insurance is an expensive
and complex purchase. Over the past two years, my family
has had many different needs and each circumstance
required adjusting our health insurance to adapt to the
changes. We have had to purchase more insurance, thus
spending more money for benefits accompanied with
additional terms. Each time we have had a life-changing
event, our agent has helped us get the benefits that would
fit our situation best. Each time I have a claim, my agent
personally walks me through the process to ensure all the
proper procedures are followed to maximize my benefits.
In addition, my agent has assisted in billing problems and
dealt personally with the insurance company on many
occasions to ensure my coverage. I value the opportunity
to choose my own insurance, work with an agent, and get

the health benefits customized for my family. Please do

not take away the right of the public to continue choosing

health benefits and working with an agent of our choice.
—Heather Schroeder

Our health insurance broker is invaluable to me as a
small business health insurance administrator. She has
saved our company time, money, and a lot of stress. She is
always knowledgeable when it comes to resolving difficult
issues. She is always available to answer a quick question
(without us having to resort to going through the health
provider’s customer care phone service that may take
hours). She offers unique guidance and knowledge of the
health insurers and knows who we need to talk to and
what we should ask. She is the one who provides several
competitive quotes during renewal time, and has helped
process difficult claims. I am strongly opposed to any
legislation that would eliminate the services of insurance
agents.

—Becky K.

I would like to brief you on some of the things that Angie
and Lori do to service our account here at Greenville
Mechanical, LLC.

Greenville Mechanical has been in business for 35 years
and when I became employed here in 1987, we had offered
health insurance. Due to the rising cost of benefits each
year, the president at that time decided to cancel all health
care coverage and give the employee a monthly stipend to
help the employee obtain health coverage on their own.

Upon his death in 2005, the newly elected president then
addressed bringing back health insurance coverage to the
company. Creative Insurance Company came
recommended to me from several outside sources.
Everything I was told about these two ladies has turned
out to be absolutely the truth about their honor, honesty
and extraordinary level of service they give to their clients.

I have been working directly with Angie and Lori now for
four years. Not only do these two ladies bring forth the
best carriers for our situation, but they also provide each
insured employee with personal service. They research



each insured employee’s coverage and try to find them the
best fit with cost, helping approach doctors that are not in
network for coverage consideration, helping employees
that are retiring understand their options with Medicare,
resolving billing discrepancies, listening to us in a time of
crisis, giving insurance meetings at 7 or 7:30 a.m.
(whatever time we dictate they be there) and rewarding us
with Christmas breakfast every year (even for the
employees who elect not to be insured).

These have been just a few things that come to mind off
the top of my head...Angie and Lori go over the top to
make sure this account is serviced, serviced and serviced!!!
Greenville Mechanical is fortunate to have them on our
side.

—Cindy Appleton

I would like to say that our brokers do a tremendous
amount of work for us after the sale is made. They are
always there to help us with problems and issues that we
don’t understand. Recently, they have been a tremendous
help to us with the COBRA stimulus deal. We would
definitely be hurting if we didn’t have them to call on.
—Luann Smith

I am the benefits coordinator for our company’s HR
department. I do not feel that eliminating the brokers
from the insurance market will streamline the system at
all. It will all but remove personal service from the
industry and force individuals to attempt to contact a
human being at a huge corporation through a mass of
automated phone menus. There have been many times
that myself and co-workers have turned to our broker for
assistance on claim information that most of us simply do
not understand. By turning to someone that we trust and
who knows the system and has contacts in the insurance
company, we have been able to make sure claims are paid
according to the policy and have actually obtained refunds
from physicians that have overcharged us. It is also very
helpful when looking at the different insurance companies
to have someone that is familiar with the companies and
their trends and service history. Health insurance is a very
costly part of our budget and we must diligently look for
the very best price.

As an individual, our broker has helped me to find an
independent policy for my husband who is self-employed.

It was extremely helpful to have her in our corner and be
able to contact her to ask questions to make sure we were
getting the very best policy for our hard-earned money as
this is a large part of our personal budget as well.

I agree that there are many problems with our current
health care system, but eliminating insurance brokers is
not the answer.

—Lisa Spring

Our insurance agent is a vital part of our overall
organization. As a small business, even though we have an
HR department, we occasionally have problems with our
coverage. Things like getting new employees on the
insurance policy and prescription card rejections are
things that our agent speeds along more quickly than we
can. A most recent example is the merger that we have
just completed. Our agent helped us negotiate much better
health care rates, and she helped smooth the transition of
merging two companies and their health care plans. She
was available to us immediately and took care of the
problems that we could not resolve on our own. I think
this is because our particular agent writes so many policies
that the insurance companies pay more attention to her
than to individual policy holders. I shudder at the thought
of the red tape and drag on the system if the government
takes over health care. Leave it to the professionals in the
insurance industry!

—Bryan N. and Carol A.

As a private small business with less than 25 employees for
the past 25 years, we have seen a lot of changes in the
workplace and as business owners we have tried to keep
abreast on public policy, the latest trends, etc. As a small
organization, we do not have HR people on staff. What
very little I knew about insurance to begin with was
probably quite evident to our agent. But without her there
to answer the questions I thought to ask or needed to ask
and to take care of the ones I didn’t know to ask or didn’t
understand to ask, I would have been in lots of trouble
early on. For that very reason we have stayed with her
throughout the years and trusted her to look out for us
and our interests.

Knowing us as well as she does, we knew she would watch
out for us and understand our intent was to provide some
form of health insurance for the employees that we could



at a minimal cost for everyone. In spite of the rising costs
in the industry, she has helped us achieve that.

So with a hat tipped in thank you, I don’t know how I
would have ever waded through all of the red tape and
“insurance” jargon without her there to patiently explain
(over and over again, every year) and to have her and her
staff answer my “important” (to me anyway) inquiries at
a moment’s notice. I appreciate it all. I have enough
trouble just trying to figure out my own personal income
tax!

—Elaine D.

The health care arena has become so complicated that
businesses of all sizes need representation in this intense
industry. The committed leadership of an insurance
broker is paramount in providing information, education
and advice as we in the corporate setting strive to provide
the very best benefits possible to our employees at a
reasonable cost.

Additionally, the insurance broker provides year-round
assistance with issues like tracking and correcting
employees’ claims which may not have been processed
correctly, assisting the corporate benefits representative
with paperwork arising from open enrollment, providing
enrollment materials, making presentations at open
enrollment, being available to walk the benefits
representative through any corporate benefits issues, efc.
Without brokers all of these tasks would fall on the
company and, more often than not, an individual who
knows just enough about insurance matters to be
dangerous to the company’s benefits’ program and the
health of the company’s bank account.

Lastly, we do not need the federal government in the
insurance industry period! Medicare, Medicaid and Social
Security should be proof enough of that.

—Doris P.

The Kidder Group, Inc. has used Angie and Lori at
Creative Insurance Company for the past 10 years. They
have been instrumental in helping our small business with
both the initial sale of the insurance and the annual
renewal. However, both Angie and Lori go above and
beyond for us as a small business and work as
intermediaries with the insurance company when needed.
They have been able to help us clarify errors on the side of
the insurance company multiple times. In essence, the big
insurance companies are about as responsive as our
government’s employees and usually just as unhelpful.
However, when we call Angie or Lori, I know the person
on the end of the line and they know us. When necessary,
they come and meet us in person. I have yet to meet a
“person” from the insurance companies, and often those
insurance company employees are overseas. To sum it all
up, our only connection to the insurance company is our
broker. They provide valuable service and advice. They
earn their commission by providing outstanding service.

If we want to save private health insurance, we need to
really reform the system and bring transparency back to
the relationship between the medical community and the
patient. Fees for services should be posted both in the office
and online. Doctors should know what the service costs.
And, most importantly, the services should all cost the
same, regardless of whether the patient has insurance or
not and they should be the same within the insurance
community.

—Gary T



Maine

Our agency is a small agency with locations throughout
the state of Maine. Our state is rural in nature and small
in population, which gives us limited access to health
carriers. We work with approximately 200 businesses.
The carriers that we do have in Maine do not have any
local on site assistance for employees regarding
enrollment and service/support. Our home office is
located in Presque Isle, Maine. Presque Isle is 30 minutes
from the Canadian border and close to eight hours north
of Boston. This is an area where business growth is very
limited. Not many carriers or agencies are looking to
open their doors for an office that would serve the largest
town with a population of only 8,800 people. But all
these citizens still need assistance and guidance and that
is where our firm plays a role.

Our clients rely heavily on our staff for advice and
assistance. The health insurance marketplace has become
so complicated with changes in legislation, plan design
and benefit offerings that it has become a full time job
for a person to be well-versed in all aspects of the
industry. A small “Mom and Pop” shop just does not
have the resources or abilities to take this on by
themselves. They rely on our office for services that they
would not receive from the carrier or through any form
of state/federal agency. We provide an independent
review of their benefits and shop their plan to ensure
they are still receiving the most competitive options
available.

Our role goes way beyond the annual renewal cycle. Our
firm is heavily focused on day-to-day service. We direct
our clients to contact our firm with any questions and
concerns. This invitation extends to all employees of a
business, not just the owners. We handle items such as
assisting a person with the explanation of benefits, and
helping to balance billing issues that may be occurring
while they are undergoing treatment for a health issue.
We assist employers in the area in the establishment of
wellness programs with the goal of improving the health
of our workforce. From simple claims such as lens
reimbursement requests, to the analysis of 10-year trends
in claims for prescription use, we assist our clients in
every avenue possible.

Our firm has just celebrated its 30th anniversary. We
work and live in the communities we serve. We pay
taxes, buy locally and support those who are in need. We
place a strong emphasis on giving back to the
communities that have made our growth a success. Our
clients truly value the role we play in helping them
navigate through the ordeal that health insurance has
become. They truly feel they have an advocate working
on their behalf providing the expertise with integrity that
they would not otherwise have were it not for their
broker.

—Scott Boucher (ME)



Maryland

I've spent 40 years helping clients with every kind of
issue you can imagine. Two, this week, come to mind.

I spoke with the spouse of one of my insured clients. She
mentioned, during our conversation about her pharmacy
coverage, that her husband was experiencing some
symptoms and he was reluctant to make an appointment
to see his physician. I asked her what he was taking and
looked it up on the internet while we were talking. It
turned out that the symptoms he was experiencing were
very serious side effects of his prescribed medication. I
urged her to have him get in to see his doctor. He called
me about two weeks after seeing his physician to thank
me for alerting him. His physician had him come in right
away to be seen and told him the symptoms were life
threatening.

The other call was from a distraught mom who had a son
covered under the Healthy Families program in
California. The son has been institutionalized for
psychiatric problems while in the custody of his father.
The mother needed to provide proof that her son would
be covered before the hospital would discharge him for
travel back to the Washington, D.C., area. We were able
to provide this mother with the documentation that she
needed to travel to California to pick up her son.

We don’t just write the coverage for our clients and
disappear as some on Capitol Hill would believe. I
personally have spent my entire career advocating for
clients and helping them navigate health care resources.
During the mid 1980s, I invested in establishing a
Consumer Health Resource Center in Illinois where we
provided medical treatment searches through a research
associate at the University of Chicago. This effort
resulted in countless positive outcomes. One in
particular was stunning.

A 10-year-old girl was discharged from a psychiatric
institution when her mental health benefits were



