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In this issue we feature a story about GAINSCO Insurance. The good people at GAINSCO are committed to what
they call “championship performance.” They even back that
up by sponsoring the championship-winning GAINSCO
No. 99 racing team. That performance is experienced by
their customers every day.
Also see our News Briefs section for information about

GOING FOR
CHAMPIONSHIP
PERFORMANCE
BY CARL VAN, ITP

the new format of the joint conference between International
Insurance Institute, American Educational Institute and The
Society of Claim Law Associates which will move permanently to New Orleans on May 16, 2017
This issue we welcome quite a few new customers, especially on the international level. See if there is anyone you
know in the News Briefs section.
Our Feature Course section provides information on
the latest addition our highlighted workshops, Leadership
Skills for Leaders.
Also, check out our new program of offering FREE training to member companies in the News Briefs section.
As always, we here at International Insurance Institute
welcome your contributions to CEM and encourage you to
contact Karla Alcerro at karla@insuranceinstitute.com for
any input. Please feel free to direct any questions, feedback,
articles, claims success stories, and/ or even topics that you
would like to see discussed in the magazine. K

In January of this year, I had the pleasure of facilitating a
couple of two-day Leadership Concepts for Claims Managers
workshops to the outstanding management team at GAINSCO Auto Insurance® in both Dallas, TX and Miami, FL.
Since I teach quite a few of these classes, I wasn’t expecting
to find anything out of the ordinary with these groups, however, I was pleasantly surprised.

Carl Van
President and CEO
International
Insurance Institute

I found the management team at GAINSCO to be incredibly enthusiastic, dedicated and committed to customer
service in a way I rarely see. So, I thought I would take the
time to find out what makes this group so special.
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FEATURE , STORY
A LITTLE BACKGROUND
GAINSCO Inc., is a property and casualty insurance holding company. Through their insurance brand, GAINSCO

“Every time there is a claim, there are also many
people counting on us to keep our promises. This is
something that we are extremely passionate about.”
- Greg Castleman, Chief Claims Officer, GAINSCO

Auto Insurance®, concentrate their efforts on the nonstandard personal automobile market, specializing in minimumlimits personal auto insurance. GAINSCO was established in

of positions such as Branch

1978 as a Texas corporation and is based in Dallas, TX with

Manager, Regional Manager,

a regional office in Miami, FL.

Regional Director, VP of
Claims and Shared Services,

CHAMPIONSHIP PERFORMANCE
The good people at GAINSCO are committed to what they

VP of Claims-Technical, SVP
of Field Operations, and for

call “championship performance.” They even back that up

the past eight years, Chief

by sponsoring the championship-winning No. 99 (aka Red

Claims Officer at GAINSCO.

Dragon) racing team. That performance is experienced by
their customers every day.
With no pun intended, they claim to be, “driven to provide

Greg Castleman

When he arrived eight years ago, GAINSCO had very little
structure in place. “It was essentially a blue sky in terms of
establishing the best operating model, systems, processes

insurance products that are flexible and customizable and at

and leadership structure,” comments Mr. Castleman. “We

a competitive price as well as deliver superior customer sup-

restructured the organization into one that is segmented and

port and claims handling.”

specialized to ensure we struck the best balance between
speed and accuracy. While we continue to refine it, this

A LEADER DISPLAYING LEADERSHIP
Back in the Summer 2015 issue of Claims Education

model serves as a strong foundation today.”
By all accounts, Greg and the company’s leadership have

Magazine, I wrote an article entitled, Leadership Concepts

done an extraordinary job of building a championship cali-

for Leaders. In that article I focused on the leaders of several

ber auto insurance company. This is true in all areas of the

different companies who, by their actions in supporting

company. One of the things he is most proud of is what the

training, inspired their employees to improve. So, I was quite

claims team has done in terms of developing the road map

pleased to see Greg Castleman, Sr. Vice President and Chief

and launching the next generation of claims handling. This

Claims Officer, show up to every session.

required many people to change their approach or perspec-

After spending some time working with Greg and his

tives, which was a test of the leadership team. That was true

team, I could tell it was no coincidence that his team was so

for Greg himself, he admits. “I’m so excited about what the

passionate. That passion to improve made the experience of

future holds for this organization. With so many talented

teaching all of those great folks fun and rewarding.

young leaders in the Claims organization, there is no limit to
what we can accomplish,” he insists.

THE LEADER AT HAND
Greg Castleman graduated with a BA in Business Adminis-

THE CLAIMS CULTURE AND GOALS

tration from Ouachita Baptist University in 1985, and earned

The claims leadership team is in the midst of creating the

an MBA in Finance from Houston Baptist University in 1998.

next generation of a high performing claims organization at

He started in claims as a Claims Representative Trainee
in 1986. Throughout the years he has held a wide variety
2 , www.InsuranceInstitute.com

GAINSCO. They believe that every time they sell a policy,
they are making a promise. This extends to their customers,

teammates, the company itself, and even the community.
According to Greg, “Every time there is a claim, there

It’s a leader’s job to take people to levels well

are also many people counting on us to keep our promises.

beyond what they believe to be possible. To help

This is something that we are extremely passionate about.

them realize their potential.”

Each claims professional can have a profound impact on

- Greg Castleman, Chief Claims Officer, GAINSCO

the customer experience and bottom line of the company.”
He continued, “Keeping our promises is at the heart of the
claims culture we’ve created in Claims. Being the absolute

• Always look for creative solutions to overcome obstacles.

best at keeping our promises is central to the success of our

There will always be obstacles to achieving your goals in life

department and GAINSCO Auto Insurance as a whole.”

or business. Success comes as a result of finding ways to
remove, go over, around or through those obstacles.

PERSONAL VALUES
I asked Greg to name some keys to success. Without
hesitation he referenced GAINSCO championship
characteristics:
• Be passionate about everything you do. Passion is the
spark that ignites the engine.
• Continuously look for ways to develop critical

• Show up every day committed to be the very best at what
you do, then put in the effort to make it happen.
• Lastly, there will always be challenges or headwinds in
everything we do. Becoming the best is not easy. But when
the challenges seem the greatest, simply find a way to persevere. Our CEO says it well, “Passion gets you started, but
perseverance gets you to the finish line!”

perspectives that will help you identify, or better yet
anticipate, drivers of results, obstacles to achieving goals,
or new opportunities.

TRAINING FOR THE LEADERS
The two-day Leadership Skills for Managers workshop
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consists of real-life topics that can be utilized every day

“But perhaps more importantly, I’ve seen a remarkable

such as decision making, motivation, effective coaching,

change in their confidence as leaders, as well as their overall

time management, and inspiring improvement (See Feature

engagement in the business.”

Course section for an outline of topics).
Throughout the two days, participants work in teams to

GAINSCO Claims leadership is committed to continue to
refine the leadership skills of the frontline leaders, since they

solve leadership problems, practice coaching techniques and

have one of the most challenging but impactful roles in the

develop plans of action for further development. It is a fast-

organization. As they put it, “Our promise to our leadership

paced, interactive, problem solving workshop where partici-

team is that we will continue to make investments in them

pants leave enthusiastic about their new skills and are ready to

so they can develop skills needed to be successful long term.

put them into place right away.

That’s a promise we will keep”.

TRAINING PRODUCES RESULTS

FINAL THOUGHTS

Now the fun part for me. In following up on how his team

In asking for any final thoughts about his leadership team

has put the leadership training to use, Greg advised me, “I’ve

or GAINSCO itself, Greg replied, “We simply want to be the

heard of and witnessed leaders who attended the training ap-

best. We might not be the biggest, but we are driven to be

plying the concepts in a variety of ways, but one stands out.

the best!” Again, no pun intended I’m sure. K

Immediately following the training, Cynthia Ramirez, one
of our Southwest Team Leaders, introduced the Voice Mail

Carl Van, ITP, is President & CEO of International

Multiplier and the use of Nail-Down questions to her team.

Insurance Institute, Inc. based in New Orleans, LA. Mr. Van

As a result, they were able to dramatically reduce voice mail

may be reached at CarlVan@InsuranceInstitute.com or

and escalating calls.”

504-393-4570.
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