Manager Spotlight
Promise to keep his word has inspired Thomas’ distinguished career in claims
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Scott Thomas,
director of claims
at West Bend
Mutual Insurance
in West Bend, WI is committed
to going out of his way to provide
excellent customer service in an
industry where an insurance policy or
a claim settlement is really nothing
more than a promise.
“We need to realize that the claim
is our opportunity to provide empathy
and take the concept of customer
service to the highest possible level,”
said Thomas. “Claims professionals

must challenge themselves to learn
and develop. We can’t rely on someone
else to manage our careers. We must
take it into our own hands and uncover
the opportunities. It’s our job to make
things happen.”

Thomas. “The solution was simple. We
took the claims office to the customer.
This allowed us to provide the best
possible customer service while making
the claims-handling process faster and
more efficient.”

Personal responsibility is so
paramount to Thomas that he contracted with a manufacturer to
construct a 35-foot custom-built recreational vehicle equipped with satellite
technology to serve as a mobile claims
center. Nicknamed The Responder, the
RV has eight wireless workstations
and can process claims in any remote
location.

Thomas began his career in the
insurance industry as a desk adjuster
in 1987 and quickly progressed into a
management role. He joined West Bend
six years ago and credits his rise into
management to ongoing training and
a continuous improvement in public
speaking.

“We were having a challenge with
claims from the field being processed
back at our home office,” explained

“You try to be like people you
admire.” said Thomas. “A true leader
is someone people follow because
they want to, not because they have
to.”

SITE is dedicated to providing trainers and educators performance improvement
opportunities through programs, networking, and services.

“Improving Results
Through Learning”
Site offers members the following services:
J SITE Membership Directory & Resource Network —
Online, the database is searchable by 60 areas of training expertise.
J InSite — A bi-monthly newsletter
J The Journal — An annual compendium of articles related to insurance training and education.
J Insurance Designations Handbook — A compilation of more than 100 designations
along with sponsoring organizations and necessary qualifications/requirements.
J Train the Trainer — A certification program for insurance training professionals.
The program is offered in various locations throughout the year.
J Insurance Training Professional — A designation program designed to recognize
the professionalism of insurance trainers.
J Annual Conference — The premiere educational event for insurance trainers and
educators provides members the chance to exchange ideas with top trainers in the
field and access to an exhibit hall of training content, programs and solutions.
J Regional Meetings — Regional chapters offer local and virtual meetings providing
a forum for presentations and discussions on insurance training and education.
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