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To Our Policyholders, Independent Agents,
Business Partners, & Associates:
2019 was a year during which we maintained the incredible momentum
from the previous year, and built on that foundation in a number of
meaningful ways.
While the first half of the year mirrored the phenomenal growth of 2018, a modestly slowing
economy and increased competitive pressures slowed growth in the second half, but still
resulted in solid overall direct written premium growth of 5.4%. We also posted a strong
Combined Ratio of 94.6% and strengthened Policyholder Surplus by adding approximately
$27M. Just as important, our ongoing focus on earning loyalty and customer experience
resulted in our highest ever Net Promoter Score (NPS). NPS is a proxy for customer loyalty and
it has increased 36% over the past three years. In addition, we were honored to be named for
the sixth time to the Ward’s 50, which independently recognizes the nation’s top 50 insurers. In
summary, we produced very strong financial and customer experience results in 2019.
In the face of a looming talent shortage in our industry, we have employed a number of
thoughtful strategies to attract, recruit, and retain a new generation of associates who share the
high level of professionalism, passion, and commitment to customer experience as our current
dedicated team. Associate engagement continues to grow each year, and we are proud to have
again earned Gallup’s designation of a “Great Place to Work.”
As we developed strategies to support a comprehensive recruitment and retention effort, it
became apparent that we needed to invest some effort and capital into our physical work space
at our Home Office in Bucyrus. As a result, we executed a year-long project to reimagine our
space, increase areas for associate collaboration and teamwork, expand capacity, and create
state-of-the-art meeting spaces. The building renovation was truly a success. We were able to
create more capacity for our growing number of associates within our existing structure (avoiding
the expense of an expansion), incorporate environmentally-friendly features to reduce energy
consumption, and support our culture of teamwork and collaboration through the impressive
design.
We also improved a number of our insurance products throughout the year, created new
operational efficiencies for our valued agent partners, and built creativity and innovation
throughout the organization as part of our continuous improvement focus. Together, in alignment
with our Guiding Principles, these efforts helped to make 2019 a successful year, and created
great forward momentum for 2020.
Our success is the result of the combined impact of the strategic vision our company’s Board of
Directors, the daily commitment of our local agent partners, contributions from many other
business partners, the passion of our associates, and a growing number of loyal and valued
policyholders. Each of these valued contributors are owed a debt of gratitude, and I am grateful
to have the privilege to serve alongside each one.

Mark C. Russell, CPCU
President & CEO
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