Chris Meidt
President & CEO, Partner
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Thank You!

Ali Souza — party planner
Committees from each Division
Carriers who are sponsoring this event
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8:55 a.m.
9:30 a.m.

11:00 a.m.
11:15 a.m.
11:45 a.m.
12:45 a.m.

2:00 p.m.
2:15 p.m.
4:30 p.m.

Meeting kick-off

Department breakout sessions
Break

General session

Lunch

Guest Speaker: Laurie Guest
Closing

Reception begins

Load buses & depart
‘\ NORTH RISK PARTNERS®



NORTH RISK PARTNERS
CORE VALUES

oneTEAM ( N

C
RESULTS

Promote

ACCOUNTABILITY

CHALLENGE
TRUST
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Gretchen O’Brien
CFO, Partner
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[ ]
o St. Cloud
APOLLO DIVISION
(]
St. Paul
JOHNSON MCCANN DIVISION
&
°®
@
Rochester

C.O. BROWN DIVISION

2013

10 locations

100 employees
S18 M in revenue
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@© Thief River Falls

THUNE DIVISION

®
o St. Cloud
APOLLO DIVISION
()
St. Paul
JOHNSON MCCANN DIVISION ©
@
@]
@

Rochester

C.O. BROWN DIVISION

2014
13 locations

130 employees
S18.3M in revenue
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@© Thief River Falls

THUNE DIVISION

®
o St. Cloud
APOLLO DIVISION
()
St. Paul
JOHNSON MCCANN DIVISION ©
@
@]
@

Rochester

C.O. BROWN DIVISION

2015
13 locations

155 employees
S24.9M in revenue
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@ Thief River Falls

THUNE DIVISION

e St. Cloud
APOLLO DIVISION
@
. .
St. Paul
JOHNSON MCCANN DIVISION
@
@
®
Rochester

C.O. BROWN DIVISION

2016
15 locations

160 employees
S24.8M in revenue
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© Thief River Falls

THUNE DIVISION

) St. Cloud
APOLLO DIVISION
@
. .
St. Paul
JOHNSON MCCANN DIVISION
®
@
@
Rochester

C.O. BROWN DIVISION

2017
18 locations

172 employees
S30.1M in revenue
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2018
21 locations

O Thief River Falls

260 employees
S51.2|\/| (est. revenue)

Estimated by 12/31/18:
25 locations

. = Core Office

® = Satellite Office 300 e m p I Oyees

‘\ NORTH RISK PARTNERS®
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GEOGRAPHICAL

DIVISION

THUNE

APOLLO

BEARENCE NORTH

JOHNSON McCANN

C.0. BROWN

BEARENCE SOUTH

MIDWEST

TBD

FUNCTIONAL

Commercial Lines
Sales Service Market

Benefits
Sales Service

Personal
Sales Service

Ops

ADMIN
Acct Finance IT Comm




NN

GEOGRAPHICAL

FUNCTIONAL

DIVISION ’cs

ales Service Market

ommercial Service

Benefits | Personal
Sales Service | Sales Service| Ops

ADMIN

Acct Finance IT Comm

THUNE

APOLLO

BEARENCE NORTH

JOHNSON McCANN

C.0. BROWN

BEARENCE SOUTH

MIDWEST

TBD

EEENEEE
ENa AN

ALY
HIIEEEPE

\
A

> 1 )
HNENEN]

N4l
HEEIE

EE NN}
EAS4ANPA

LI NP
EEEEEEE




FUNCTIONAL

SALES CL SERVICE OPERATIONS

APOLLO
DIVISION

C.0. BROWN
DIVISION

RV/
o,“’ C

T\, THUNE

£  DIVISION
O

v
&

)iEOG RAPHICAL
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e Revenue Growth
e Overall Revenue Growth (includes acquisitions)
e Organic Growth

* EBITDA

e Earnings Before Interest, Taxes, Depreciation, Amortization
e EBITDA with Contingencies (EBITDA)

e EBITDA without Contingencies (Operating Margin)

‘\ NORTH RISK PARTNERS®
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60,000,000

50,000,000

40,000,000

30,000,000

20,000,000

10,000,000

2013

2014

Revenue

2015

2016

2017 Est. 2018
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Organic Growth

7.00%
6.00%
5.00%

4.00%

3.00%
2.00%
0.00%

2013 2014 2015 2016 2017 YTD 2018

‘\ NORTH RISK PARTNERS®
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 Service to Clients: A team member who goes above
and beyond to serve clients

e Service to Each Other: A team member who exhibits
extraordinary service to the NRP oneTEAM

e Service to Community: A team member who has
made significant contributions to their community

% * Values Pyramid Role Model: A team member who
AP embodies the NRP Values Pyramid in their everyday
life

‘\ NORTH RISK PARTNERS®
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“A team member who has made significant
contributions to their community.”

‘\ NORTH RISK PARTNERS®

#ONETEAM #ONEMISSION



#ONETEAM #ONEMISSION

Sarah Line
Client Manager
Mendota Heights

Deb Geislinger
Commercial Service Advisor
St. Cloud

Beth Morris
Operations Manager
Rochester
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Deb Geislinger
Commercial Service Advisor
St. Cloud

“As long as | have been at North Risk Partners, | think Deb has either been on, or
lead the United Way campaigns and other various community outreach programs
that we are involved with in St. Cloud (Salvation Army, Quiet Oaks, etc.). Deb
always brings a creative element to the campaigns along with an upbeat attitude
that you can't help but get excited to participate and contribute to the worthwhile
causes. Deb has obviously undergone some tremendous challenges at home that
few can relate to over the past 4 years, and | am consistently floored with how she
continues to always stay grounded and continue to look at ways to help others
when it would be easy to just worry about yourself.”

‘\ NORTH RISK PARTNERS®



9:30 A.M.—-11:00 A.M.
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Stairs From Main Lobby
l

To Elevator

é-‘ "
Vikin,
ch)-ret;5

Oslo
Room

Stockholm
Room

Elzinore
Room

Scandinavia Ballroom

Helzsinki
Room

Scandinavian Terrace

ToParking  To Lobby & Scandinavian Roomg =g
—
=B
Conf.
Reom
; M=
AV @
Booth I ;—’* *E
Conf. 5_3“
Room é
G =
Conf. % @ >
Room ==
H B2
c m
I 5 w

Booth
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GROUND FLOOR

Plymouth
Room

To Outside Terrace & Picnic Area

& Outside Area

tudiol = [ = | A s |St$§m
L l2l1ele YU =0 =] S
Stugdlo E ;:; -; Bo’g w1212 6 (2
Studio -
: | Mezzanine 19
Studio 7
Studio 6 A ? ’i|
Studio 5 |§
o
Studic 4
- % SECOND FLOOR
Studio 2
Elevator
==
Studio ] =2ye

Department Room

Commercial Lines Service
Commercial Lines Sales
Benefits Sales & Service
Personal Lines Sales & Service
Commercial Marketing
Information Technology
Accounting

Claims

Scandinavian Ballroom
Conference Room F
Conference Room H
Conference Room G

Studio 4
Studio 1
Studio 3

Studio 6
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11:00 AM - 11:15 AM

TRAVELERST S SECURA

NCE COM

ﬂ;ST BEND WESTERN NATIONAL
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The relationship company-
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Thune Division President, Risk Advisor, Partner
Mark Thune
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By providing:

e Service to Each Other and Ourselves
e Service to Our Clients

e Service to Our Communities

HOW DO WE DO THIS?

‘\ NORTH RISK PARTNERS®
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“The words you speak to yourself shape your
self perception. Self perception shapes your
actions. Actions shape your life. Your life
determines your destiny. So what words are at
the foundation of your destiny?”

-Simple reflection at the beginning
of the day help prepare us.

‘\ NORTH RISK PARTNERS®




If we want to be inspiring people we have to
take the time for things that inspire us first!

What do you need to be an inspired person?

Finalist examples:

* Many do whatever it takes attitude and actions

* Aging parent

e Repetitive IT Helpdesk with willing attitude and smile

‘\ NORTH RISK PARTNERS®
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e DEVELOP FRIENDSHIPS!

e Friendships take work.

* BE POSITIVE!

e Make others feel like we have the best news in the
world and the world needs to hear it.

e LET PEOPLE IN!

e Share by example, share even if not completely
welcome - you never know how you may touch a client,
coworker, community member or future client.

‘\ NORTH RISK PARTNERS®
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e Company we keep.

* World is more connected that ever, yet we are
lonelier than ever in the world.
o |T story: Hurricane Team Building

e A quote from Henry Ford “my best friend is the
one who brings out the best in me”

‘\ NORTH RISK PARTNERS®
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Mickey Kyler story

‘\ NORTH RISK PARTNERS®
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Britt Osterhues
Senior Account Manager
~ ¥ St. Paul

Debbie Bledsoe
Commercial Service Advisor
St. Cloud

#ONETEAM #ONEMISSION
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O
e

Carole Beedy
Risk Advisor
Thief River Falls

Tammy Amos
Commercial Service Advisor
Rochester

Staci Mayers
Commercial & Ag Service Advisor
Melrose

Amy Hartman
Personal Service Advisor
Rochester

Bridget Satre
Personal Service Advisor
Hastings

Brittany Wiseth
Commercial Service Advisor
Thief River Falls

Jackie Riley
Commercial Service Advisor
St. Cloud

N\ Jan Herzog
=N Commercial Service Advisor
L - .! J’

~ Albany
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Jill Hatfield
Commercial Service Advisor
Monticello

Kim Swanson
Benefits Service Advisor
Thief River Falls

l RV/ \
‘O
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Linda Speer
Risk Advisor
Rochester

Brenda Borash
Personal Lines Account Advisor
Little Falls

Laurie Litke
Commercial Service Advisor
Little Falls

Barb Holthusen
Risk Advisor
Thief River Falls

‘\ NORTH RISK PARTNERS®
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e What | find consistently amazing about these special people is they
seem to have more time, NOT LESS, for people as time goes on even
though they are busier each year.

* The most influential people in my life are the ones | found most
available.

Uncle Ernie quote:

ﬁi@ “When you need something done call the busiest
person you know, they will always be there for you.”

‘\ NORTH RISK PARTNERS®
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Tammy Amos
Commercial Service Advisor
Rochester

“Tammy has 39 years of experience serving our customers in the
C.O. Brown division, and many of those customers she has been
their main contact for quite a few of those years. She has great
relationships with these customers and gives superior service.
One of the most impressive traits of Tammy is her ability and
willingness to share her experience with newer service staff. She
is a great mentor to teach the dedication and level of service
customers should receive, and is a wealth of knowledge for
them. We so appreciate having Tammy in the CO Brown division

and on the NRP team!”
‘\ NORTH RISK PARTNERS®



Gretchen O’Brien
CFO, Partner
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e All full-time and part-time employees are eligible to participate.

e Employees can make an individual efforts or work together with
a team with other employees effort to volunteer with a 501c3
charitable organization(s).

e Full-time employees can use 24 hours (3 days) per calendar year
e Part-time employees can use 8 hours (1 day) per calendar year

- ®

% \‘“ _ * Employees must be in good performance standing to participate
E ¢ £ inthis program.

'P’. é

‘\ NORTH RISK PARTNERS®
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This program will give employees an opportunity to support fellow
employees who have experienced a medical emergency or a major

disaster.
 Donating PTO

 The donation is voluntary and the donation goes into a pool for use by
eligible recipients.

e The maximum number of PTO hours donated in one quarter is 20 hours
with an annual cap of 40 hours.

Requesting Donated PTO

 Any employee that has experienced a medical emergency or major
disaster may be eligible to apply for PTO from the leave share pool.

e Recipients may receive up to 12 weeks of pay annually.

‘\ NORTH RISK PARTNERS®
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Champions are champions

NOT BECAUSE THEY DO ANYTHING
BUT BECAUSE THEY DO THE

better than anyone else.

‘ RV/ \
)
O'P»,r @’3 S - Chuck Noll

-‘?JSK?P-?‘ q,?'
‘\ NORTH RISK PARTNERS®
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“A team member who exhibits extraordinary
service to the NRP oneTEAM.”

‘\ NORTH RISK PARTNERS®
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Mara Molenaar
Marketing Manager
St. Paul

Jill Rukavina
Front Desk Coordinator
Mendota Heights

#ONETEAM #ONEMISSION

Stephanie Daley
Commercial Service Advisor
Thief River Falls

Jessica Miller
Benefits Service Advisor
St. Cloud

Shonta Skattum
Commercial Service Advisor
St. Cloud

Kristie Reynolds
Commercial Marketing
Coordinator

St. Cloud

Sandra Soto
Support Center Coordinator - Commercial Lines
Mendota Heights
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Angie Anderson
Benefits Service Advisor
Thief River Falls

Brenda Klimstra
Commercial Service Advisor
St. Cloud

Kathy Batton
Personal Service Advisor
Thief River Falls

Martha Hoven
Commercial Service Advisor
Red Wing

Kerry Johnson-Morud
Risk Advisor
Thief River Falls

Gene Stoffel
Controller
Red Wing

Kristin Silbernick

Commercial Marketing Coordinator
Thief River Falls

Barb Bergner
Accounting Specialist
Rochester

Denise Bauleke
Personal Lines Development Coordinator

St. Cloud \
‘ NORTH RISK PARTNERS®
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Kristie Reynolds
Commercial Marketing Coordinator
Thief River Falls

“Kristie is a total team player, she will go out of her way to
help anybody who needs it. She is an encyclopedia of
knowledge when it comes to marketing accounts. She takes
notes in all our meetings and does it with a smile. She truly
cares about NRP and its employees.”

‘\ NORTH RISK PARTNERS®



Europa Room
11:45 A.M. —12:45 P.M.
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ONE ENCOUNTER AT A TIME

\
7 Ues
@n%ounfersw

Better Service. Better Performance. Better Resulss.

LAURIE GUEST, CSP



't’s all about the snapshot





http://clearfinancial.ie/news/congratulation-to-our-winner/
http://clearfinancial.ie/news/congratulation-to-our-winner/
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How does this apply to you?
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“THERE’S
NOTHING |
CAN DO.”

“THAT’S OUR
POLICY.”










Save the sorry for when an apology is owed e OUCoLE
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http://www.customerexperienceinsight.com/7-examples-of-body-language-that-destroy-sales/
http://www.customerexperienceinsight.com/7-examples-of-body-language-that-destroy-sales/

Smooth Transitions and Redirects




Showtimel

Go time,

All the time...



10.
1.

12.

] 2 Ways to

Respond to
an Angry

Customer

Stoy calm.

Stop, look, listen, lean forward, be exprassive.

Accept the anger — it is 0 common expression of frusimtion.
Accept responsibility. Mever say, “There is nothing | caon do.®
Refer the customer to the person who can help.

Ask quesfions. “What were you told?®® “When did you call?®

Resiote the problem and ask for confirmation.
"ou were fold the order would be ready oday of 3:00%

Respond visibhy.
Vaolidate the concem.
Develop solufions.

Becead expectations. The definifion of complaint is
"an oppordunity ko excesd expectations.”

Personalize by using the person’s name.
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KNOW
Get on the Radar

Swaying Back Guests Your Have Lost!

Name

Location

Appearance

Advertising

Public Relations

Issue Management

Stop Netwarking, Start Tunnelingl
Invitation to Sample

Word of Mouth

CHOOSE
It's Rally Time
= Fro

= Ability to "Be Known"

= First Impression Through
Last Impression

= Ability to Deliver as Promised

* Degree of Pain or Urgency
of the Buyer

® Showtiming
= Ask for the Sale
m ‘Word of Mouth

Keep them Comin' Back
= Internal Environment

- Teamwork

- Individualized Staff

Development
- Attitude and Meoral
- Stress Level
- Ability to Handle Change
Consistent Communication
* MNoteworthy Customer
Experience
= Attention Meter and Follow-up
* Consistency
e Exiras count

= Uniqueness Factor

= Appreciate the Business

= \Word of Mouth

Bad Bowl of
Soup Syndrome

R-FORMULA
The Secret Ingredient
* Reorder

® Revisit

= Refer

= Relationship Built

RESULTS!




13 words you
never use when
replying to a
Customer

bonus@jaybaer.com

put Laurie Guest in the subject line

The world’s most retweeted

How to Embrace Complaints person by digital marketers

and Keep Your Customers

New York Times bestselling author of Youtility


mailto:bonus@jaybaer.com

Behaviors That Lead to Growth

Francis FOrRD CorPPOLA







“It doesn’t
matter how

good the

baker Is,
If the cashier

SpIts In
your cake

~Laurie Guest
K}







Chris Meidt
President, CEO, Partner
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INSURANCE

The relationship company
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e Ali Souza

* Angie Anderson

e Anita Borgerding

e Becky Eisenwinter

e Joey Wollner

e Kayla Thielhorn

e Kerry Johnson-Morud
* Leslie Schultz
 Robyn Udenberg

e Kate Burnevik

* Nicole Demolee

e Alexandra Fischer
e Eveline Meidt
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e Service: to Our Clients, to Each Other, to our Communities
* The power of service comes from your HEART CONDITION
e Servant Leaders willingly SERVE (award nominees)

 EGO (which is the enemy) only wants to be served ...
 Bill Walsh, Super Bowl winning coach said with “untamed ego”
e self-confidence becomes arrogance,
* assertiveness becomes obstinacy,
e and self-assurance becomes reckless abandon.
e John D. Rockefeller
 Q: “How much money is enough?”
e A: “Enough is just a little bit more” ‘\ NORTH RISK PARTNERS'
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e Ego is the enemy of what you want and what you have;
* Mastering a craft and having real creative insight
 Working well with others
e Building loyalty and support
* Longevity and ability to repeat and retain your success
e Causes you to lose advantages and opportunities

ﬁ * Is a magnet for enemies and errors
ke

‘\ NORTH RISK PARTNERS®
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* A heart of service will allow you to:
* Think of others before yourself
e Exhibit self control
* Allow you to patiently endure
 Display humility in victory, AND in defeat (no deny, deflect, defend)
* Have an open thirst for knowledge (ask questions)

;A;o * Listen intently without a ready response

‘\ NORTH RISK PARTNERS®
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* Think about the power of NRP — 300 people who service

* Think of the results if you simply give your gifts for free — without
expecting a return.

e Today is a day of creating new relationships, celebrating each other
and our results, contemplating our MISSION of become a person and
team of servant leaders

* As Coach J encouraged us, “Give the good juice”
* Speaking of giving the good juice ....

‘\ NORTH RISK PARTNERS®
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“A team member who embodies the NRP
Values Pyramid in their everyday life.”

j oneream ()

CCCCCCCC
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Dan Delinksy
Risk Advisor
St. Cloud

Kate Burnevik
Marketing Communication Manager
St. Paul

Kevin Johnson
Risk Advisor
Albany

‘\ NORTH RISK PARTNERS®
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Kate Burnevik
Marketing Communication Manager
St. Paul

“Kate has been a role model of the Pyramid. As a young employee, she is
challenged to earn fellow employee’s trust. She has challenged the "this is
how we have always done it." She is committed to making NRP a better
place and continues to improve/grow herself and others around her. She
drives accountability with each location on NRP's vision and what we stand
for. And she loves to celebrate everyone's victories large and small! Kate
puts NRP before herself. She is a role model of being committed to
something bigger than herself and believing and living the values of NRP.

‘\ NORTH RISK PARTNERS®
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* North Risk Partners is the broker of the future. Together we will
become the best in class group of insurance professionals in the
Midwestern part of the United States of America!

‘\ NORTH RISK PARTNERS®
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pos CAN YOU GUESS?

The average number of claims North Risk files per month? 642

The average number of daily incoming phone calls throughout 576
North Risk Partners?

*this number does not include the Bearence Division

How many clients North Risk Partners has companywide? 43,992
he number of clients North Risk Partners has in Minnesota? 41,792

The number of clients North Risk Partners has outside Minnesota? 2’200

ALL STATS ABOVE WERE PULLED ON 5/31/2018
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