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Citywide Records Program 

Public Records Request #6393  
The following materials have been gathered in response to public records request #6393. These 
materials include: 

• RFP #269-2017-001: Insurance Broker Services – Wells Fargo 
• RFP #269-2017-001: Insurance Broker Services – Wells Fargo – Additional Response 
• Wells Fargo Insurance Services – Interview Materials 
• Risk Management Insurance Broker Services – City Council Approval – November 14, 2016 
• Contract #2017000466: Agreement to Provide Insurance Broker Services 

This information was provided as a response to a public records request on 11/15/21 and is current to 
that date.  There is a possibility of more current information and/or documents related to the stated 
subject matter. 

Further Information 
For further information about this request or the Citywide Records Program, please contact:  

Cheyenne Flotree  
Citywide Records Program Manager  
City of Charlotte/City Clerk’s Office  
600 East 4th Street, 7th Floor  
Charlotte, NC 28202 
Cheyenne.Flotree@charlottenc.gov 
 
Amelia Knight 
Public Records Specialist 
City of Charlotte/City Clerk’s Office 
600 East 4th Street, 7th Floor  
Charlotte, NC 28202 
Amelia.Knight@charlottenc.gov 
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August 25, 2016 
 
Ms. Sarah Poulton 
Management and Financial Services 
Procurement Management Division 
City of Charlotte, North Carolina 
9th Floor, CMGC 600 East Fourth Street 
Charlotte, NC 28202 
 
Dear Ms. Poulton, 
 
Thank you for the opportunity for Wells Fargo Insurance Services USA, Inc. (Wells Fargo Insurance) to 
respond to the City of Charlotte’s (City) Request for Proposal.    
 
We very much appreciate serving as the City’s current Insurance Broker and in our following reply we 
provide solutions for building on the success of the past five years and thus continuing to best meet the 
City’s needs for insurance brokerage services into the future. 
 
As the City’s current insurance broker, Wells Fargo Insurance has developed a deep institutional 
knowledge of the City’s complex needs for all entities. As an example, closely working with the City’s 
risk management department, our partnership together produced savings in both claims and premium 
costs resulting in a 45% ($4,600,000) reduction in total cost of risk. We also facilitated the placement 
for the Democratic National Convention.  
 
Based on the plans we provide in our response, we believe our partnership with the City will continue to 
deliver the most optimal solutions for many reasons including: 
 

• Our Team – We provide the City with a highly experienced team of professionals who work 
closely together to holistically understand your needs. This includes a strong local service team 
responsible for daily execution of services supported by national resource experts by discipline 
including transportation, aviation, environmental, enterprise risk management, property 
placement, casualty placement, etc. 

• Our Structure – Wells provides national resources to the local service team via a simple 
corporate overhead model. As a result, there are no additional charges for the team to provide 
needed national risk management services to our customers. This delivery model ensures the 
City will continually receive our very best national resources with a seamless team oriented 
approach. 

• Proper Resource Management - Our resource group is further managed nationally to ensure we 
have a proper level of staffing during periods of large growth so that our current customers 
continue receiving proper services throughout the entirety of our service contract period. 

• Our Tools – With significant customer input, Wells has developed proprietary tools including 
CyberSure which allows the team to provide extraordinarily high levels of service for certificates 
of insurance and document management. 
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• Our Vision and Processes – Based on our experience with the City and many other public 
entities across the country, Wells has a clear vision and processes to completely meet and exceed  
 
goals we establish together as part of our joint ongoing work to properly manage risk at the best 
possible overall cost of risk. 

 
On behalf of our entire team, we would like to thank the City’s team for your partnership and wonderful 
working relationship. We continue to celebrate our excellent successes together and are excited about 
our joint plans for the future. 
 
The enclosed responses are accurate and binding subject to a fully executed service contract.  
 
Sincerely, 

 

 
Hal Guice 
Senior Account Executive 
Direct dial: 704-557-1839 
Fax: 866-332-3051 
Email: hal.guice@wellsfargo.com
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Executive summary 

Our response will provide you with meaningful insight into our insurance placement and service 
processes, as well as the intellectual capital and expertise that will be delivered through a continued 
alliance with Wells Fargo Insurance. 
 
What does this mean to you and why is Wells Fargo Insurance the best fit for the City? 

 
Our people – an extended team of professionals is built to serve your specific needs 
First and foremost, we see ourselves as an extension of your risk 
management department accountable to Dan Pliszka, Chrislee 
Gibson and the City risk management team. Our primary 
account team members – Hal Guice, Elizabeth Younts, and 
Kelly Clarkson– have an average of 25 years in the business. 
You can be assured you have continuity with a team that is 
experienced, understands your operations, and possesses the needed technical knowledge and skills to 
serve you. Aside from our local team, our business model allows you to draw from our best expertise we 
can offer across all geographies, currently in transportation and mass transit, aviation, network 
security, and enterprise risk management. You will be exposed to creative, innovative thinkers who 
support us in an advisory capacity. We are creating an advisory team that will include team members 
supporting the cities of Dallas and Atlanta and possibly others as we go forward. As a result, the City 
will benefit from up-to-date benchmarking, market trends, emerging issues, and strategic industry 
developments. 
 
Our community is your community 
Our relationship with the City extends beyond routine daily business transactions. Wells Fargo has 
approximately 23,500 employees residing and/or working in the greater Charlotte metropolitan area. 
This makes serving the best interests of the City a priority as it benefits our community as a whole. We 
share the City’s vision by being a leading charitable contributor to Charlotte and surrounding areas.  
 
Our approach 
We collaborate rather than dictate. As brokers we know the markets, the 
people who make the ultimate underwriting decisions, and their 
respective appetites for risk and premium. In our experience, the single 
most important influence on the pricing and breadth of insurance offered 
by the market is the quality of the risk itself and the commitment and 
efforts of the client to continuously improve that risk. As your broker, we 
will continue to help you set longer-term stretch goals that are consistent with overall business 
objectives. We have enhanced these efforts with our ongoing enterprise risk management project. The 
results of this project will help us develop a long-term strategic plan. We will also work with you to 
systematically help you improve risk management practices and the quality of your risk profile, making 
continuous progress in manageable steps, to become truly best in class. Then, we will help you tell your 
story to the market in the most compelling way possible. 
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As a risk manager, you have to answer some very challenging questions, and re-examine your answers 
as conditions change over time. We are building our resources around you to help you answer these 
questions in the most effective way possible: 

• Given the goals and objectives of the organization, what key risks should we be concerned 
about? What is the potential impact of these risks on the organization? 

• What data do we have available on these risks and how would it be used? By whom? What can 
we learn from it? What else do we need? 

• What analytics can we do to better understand these risks and make better decisions about risk 
treatment? 

• What controls do we have in place now for these risks and how do they compare to best 
practices? What are the costs and benefits of improvement?  

• What will be the most effective risk mitigation and claims management strategy going forward? 
• What is the optimal risk finance design — retention, structure, pricing? 
• What markets should we choose? How should we best market the program? 
• How do we measure the performance of our program and continue to improve? 

 
Over the last five years we have addressed each of these questions and we are fully committed to 
continue providing solutions.  
 
 

 
Service, reputation, and capabilities 
These awards have produced some important insights about how our clients see us:  
• We are analytical, we constantly challenge the status quo, and our service platform 

goes way beyond the transaction itself – providing integrated services that truly make us an 
extension of you. 

• Our clients see us as a blend of a boutique broker focused on service excellence combined 
with resource rich, experienced national account professionals – that still puts its 
customers first. 

• Ability to provide a “best in front” team – Wells Fargo 
Insurance’s national practices and industry specialists consist of local, 
regional and national technical experts working in a collaborative 
environment to provide our clients with advisors, analytical tools, best 
practices, market relationships and product knowledge. We bring you 
the best experience and thought leadership without geographical 
restrictions or office revenue/profit & loss concerns. 

• Innovation and creativity – We love the challenge of developing new insurance and risk 
management solutions for the emerging exposures of our clients.  

• Underwriting relationships - As one of the top ten brokers in the U.S., we have high-level access 
to all carriers and serve on many national insurer producer 

Our approach in action 

 We are proud to have been the insurance broker and risk management 
consultant for the City since 2012. During our tenure, we have worked 
together to increase policy limits and broaden coverage to match the 

evolving risk profile of the City, stabilize cost by negotiating multi-year policies and rate 
guarantees, and ease the administrative burden of managing Certificates of Insurance and 
contract review. 
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councils. We value our independence in the U.S., London, and Bermuda markets. We use the most 
experienced wholesale brokers without regard to ownership.  

• Our formal risk assessment, risk finance review, and analytical tools will combine to 
support risk management decision making. 

• We offer high impact claims advocacy and consultative services to optimize outcomes in 
the event of losses/claims. Included are strategic claim reviews and TPA oversight/auditing.  

• Our commitment to provide our clients with continued technological innovation – 
CyberSure, a great example and discussed elsewhere 
in this response, is a game changing technology solution 
and client-broker interface. It drives efficiencies in 
risk management program management. 

• Value added services – Whether core service or 
ancillary service, in addition to placement, our services 
range from risk consulting to technology solutions to specialized training to fleet team services to 
environmental consulting to keeping you informed through a variety of communications – and more. 

• Wells Fargo’s strong emphasis on integrity and compliance provides us with a superior 
platform for servicing our clients’ best interests. 

 
 
You have stated what you will require of your broker. We believe we not only match up well as an 
extension of your risk management team, but will continue to exceed your expectations. We are 
committed to continuing to “roll up our sleeves”, negotiate aggressively, hit our targets, and leave no 
stone unturned when it comes to providing alternatives and minimizing your total cost of risk – while 
always putting your interests first. The following presentation of Wells Fargo Insurance’s capabilities 
demonstrates our commitment to excellence in client service, quality, and teamwork. 
 
Wells Fargo Value Proposition  
As discussed during the Pre-proposal Conference, the City advised all participants a low brokerage fee 
did not necessarily reflect a true value due to the level of services requested. We agree and have taken a 
long-term view with the result being we are able to keep our fee steady while continuing to provide a 
high level of service.  That being said, we remain very open to discuss and amend our stated fees should 
the scope of work need to be amended.   
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Proposed solution 

3. Scope of insurance broker services 
 
3.1. General scope. 
The City requires a qualified insurance brokerage firm to perform Services for the City of 
Charlotte. Through an inter-local agreement, the City’s Office of Risk Management 
provides property and casualty risk management services to: the City of Charlotte, 
Mecklenburg County, the Charlotte-Mecklenburg Board of Education, the Public Library 
of Charlotte and Mecklenburg County (PLCMC), MEDIC, and the Charlotte Regional 
Visitors Authority (CRVA). Collectively, these organizations are known herein as the 
Entities. The Company shall perform work and services on assignments related to 
supporting the Entities in their risk management and insurance needs. Services include 
market analysis, coverage recommendations and placements, consulting services and 
other related services. 
 
Wells Fargo Insurance is a full service risk management consulting and insurance brokerage services 
firm. We are fully qualified to provide all of the services outlined in this RFP. We have been servicing 
the risk management needs of the entities since being selected as the City of Charlotte’s insurance 
broker in 2012. Throughout our response we have provided examples of specific achievements that 
demonstrate both our ability to provide the services required and our capability to deliver what we 
promise if we are selected to serve the City and associated entities going forward. Please refer to 
Section 6 where we have listed the cities, counties, board of educations, mass transit systems, airports, 
and state programs for which we currently provide services.  
 
3.2. Service categories. 
Appendix A includes all service categories including primary and excess insurance 
placement, claims reporting and counseling, risk management and control consulting, 
enterprise risk management consulting, market trend analysis, communications of 
emerging risk topics, industry specialization, and other miscellaneous services related to 
risk financing, transfer and management. 
 
Our team is experienced and well qualified to respond and complete their duties as demonstrated by the 
team information in Section 6 and in the Appendix. The standards of customer service set forth by the 
City in the RFP mirror the business approach of Wells Fargo & Company, including Insurance Services. 
We approach this RFP adhering to these principles. Our specific capabilities are outlined in our 
response to the specific questions in Section 3.3, below. 
 
3.3. Services and responsibilities. 
Due to the complexity of the risk management programs it is necessary that brokerage 
services be comprehensive and provide strong support of the Entities’ missions. The 
Company shall provide the following Services: 
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3.3.1. Risk financing 

The Company shall assist in the development and maintenance of risk financing plans 
that enable success in over-all financial planning and budgeting; coordinate with 
actuarial efforts and provide comprehensive information on market conditions and 
trends; support innovative design of and alternatives for the most cost effective risk 
financing methods; and design risk financing programs that provide adequate policy 
limits, lowest feasible retentions and costs with appropriate segregation of risks. 
 

At Wells Fargo Insurance, our stated mission is to help our clients succeed financially. We 
view ourselves as consultative risk management advisors with our clients, not ‘brokers who 
sell insurance’. We believe that while the broker’s market relationships, marketing and 
negotiation skills are important, the most powerful thing a broker can bring to the 

underwriting community is a client with a great story to tell. A client with great facts supporting a 
powerful story demonstrating the quality of their risk and commitment to risk management excellence 
will receive the best quote from the market every time. 
 
Wells Fargo Insurance was appointed broker for City of Charlotte in 2012. At that time we competed 
with several other brokers and provided a comprehensive outline of how we would improve coverage 
and reduce fixed insurance cost. Since then, we have worked together to: 
 

   Enhance risk management program to match evolving risk profile: 

1. Network security – gradually increase based on market conditions/claims activity 
2. Workers compensation – all entities now have statutory limits 
3. Strategic planning in 2016 for 2017 budget considerations 

• Law enforcement legal – from $5 million to $10 million 
• Add public officials liability for the City 
• Airport liability – from $500 million to $750 million 
• Property limits increase from $1 billion to $2 billion  

 

   Provide budgeting stability and minimize total cost of risk: 

1. Procuring multi-year policies and rate guarantees  
• Property policy is now on a three year policy expiring in 2019 
• Workers compensation program has a three year rate guarantee 

2. Producing a savings in premium, taxes and fees of $1,073,843 over five years 
3. Driving down total incurred cost from $10,100,000 in 2011 to $5,500,000 in 2015 

 

   Optimize program design options to ensure best in class coverage for the City: 

1. Full risk management and insurance program support for the DNC 
2. Added drone coverage 
3. Offered 32 program options and enhancements at the 2016 renewal 

 
We believe, and we hope you agree, that these were all worthwhile improvements to the City’s risk 
management programs and results. However, we believe we can do more. We believe we can continue 
to help the City lower cost and reduce risk by focusing our efforts throughout the year on helping the 
City improve your risks and risk management practices to create a continuously improving set of facts 
that will support a great story every time we approach the market. With this approach, we can deliver 
sustainable savings to the City over time. 
 



 

 
Response to RFP for: City of Charlotte, North Carolina. RFP # 269-2017-001. Date: 8/25/16. 
Confidential. © 2016 Wells Fargo Insurance Services USA, Inc. 6 

Going forward, we intend to expand our use of analytics to better understand the potential impact of 
your risks and how they correlate with your operational goals. We will continue to provide loss forecasts 
for the casualty coverages at various deductibles/retentions so that we can provide appropriate cash 
flows and decision tools, allowing the City to be aware of the program costs associated with the 
programs being presented and introduce a number of other analytical techniques, some of which are 
outlined below.  
 

Loss forecasting, accrual studies, and 
collateral reduction analysis Risk retention analysis 

Analyze and calculate expected losses, enabling 
Wells Fargo Insurance to: 
 
• Project expected losses 
• Aid in setting budgets for the City 
• Select an appropriate risk financing program 
• Challenge letters of credit requirements and 

negotiate letters of credit reductions 

By determining losses at various retention 
levels, Wells Fargo Insurance can: 
 
• Assist in selecting an optimum retention 

level 
• Compare potential premium savings versus 

expected losses with increased retentions 
• Clarify management’s appetite for risk 

Cost of risk allocation Program comparison and  
cash flow modeling 

Cost of risk allocation is a useful tool to help 
business units become engaged in reducing 
losses from both a pre- and post-loss standpoint 
and provide a model for allocating premiums, 
losses, and risk management costs. 
 
• Managers become more aware of loss control 
• Once a claim is made, managers are more 

involved in the claims management process 
• Collection requirements can be a driving factor 
• Allocation should be easy to understand; if 

they do not know how it works, they will be 
disengaged and allocation will not be effective 

We will evaluate and compare alternative 
financing programs based on the following 
variables: 
 
• Expected losses 
• Fixed costs including administration, claims 

handling, loss control, risk management 
information system, residual market 
changes, assessments, taxes, other 
premiums, etc. 

• Projected costs 
• Timing of cash flows 
• Opportunity cost of capital 

 
We would also propose utilizing our new Risk Performance Navigator tool to evaluate the quality of 
current controls and risk treatment against best practices and identify what is needed to close the gap 
with best practice. This tool in conjunction with the ongoing enterprise risk management project will 
assist us in developing mutually agreed areas for potential improvement of risk management practices 
in ways that will bring greater value to the City in the future. This process will also enable us to collect 
the information necessary to support a strong marketing submission and presentation of each risk in 
the most favorable way possible. 
 
While the City may have best in class practices in many areas, your team will provide laser-like resource 
capabilities designed to help the City move from your current state of capability to higher levels of 
capability to the extent that the City will derive greater value from the change (on a cost effective basis) 
and the change is aligned with your organizational culture. This approach is mainly consultative and 
project driven, with the objective of both improving the City’s capabilities (i.e. expertise and self-
sufficiency) in each function and simultaneously increasing the value derived from risk management at 
each step. It is a significant departure from the traditional insurance brokerage service model which is 
driven primarily by the requirements of the annual renewal cycle. 
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By committing our resources to support the City’s efforts across the entire range of risk management 
activity from risk identification to quantifying financial capacity to take risk and measuring likelihood/
severity, we can develop better, more cost effective solutions while simultaneously helping the City 
build a stronger reputation in the underwriting community as one of the most desirable risks in your 
class. We also hope to capitalize on synergies that may arise by creating a closer relationship between 
the activities of the City’s Office of Risk Management and the broader enterprise risk management 
practices being implemented across the City’s departments and organization. 
 
Wells Fargo Insurance will then break down every aspect of the program and identify the opportunities 
for improvement and anticipated impact of making any changes. Collectively, the City and Wells Fargo 
Insurance discuss the existing program and your current carrier relationships and combine all this 
information together to form a program design and marketing strategy. Every “piece of the puzzle” 
must be leveraged in such a way that each element complements the other. This strategy is formalized 
in a timeline that serves as the map to keep us all on track for a successful program design. 
 
We intend to let data and analysis drive the design of programs for pre-loss mitigation, post-loss cost 
containment, and risk finance within a framework of both the Financial Impact and Cost of Risk 
(FICOR). Our approach includes: 
 
• Better integration of pre-loss mitigation, risk finance, and post-loss cost containment strategies to 

minimize the impact and cost of risk. 
• Acquiring a deeper understanding of your organization and persuasively using data in developing a 

program design and marketing approach. 
• Better analytics to support risk management decision making:  

o Risk analysis and metrics that are better aligned with overall goals and the performance metrics 
used to measure success across the organization.  

o Analytical assistance in defining your financial capacity to take risk and the return needed on 
that capacity to create value for the City. 

o Analytics that show why a given program design is best suited to protecting your assets and 
more rigorous cost/benefit comparisons of the various options available to achieve the best 
outcome. 

• Improved ability to measure the value your risk management programs create for the City. 
 
Our risk financing goals for the next phase: 
 
• Risk Analytics – Provide in depth analysis on retentions and limits 
• Develop a strategic five year plan based upon the findings of the ERM project 
• Integrate the five year plan with the current risk management program 
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3.3.2. Insurance renewal applications, policy review and policy delivery 
 
At least 120 days prior to the expiration of each policy, an underwriter’s application shall 
be delivered to the City for review and completion. Upon renewal or placement of new 
policies, the Company shall review all policies and endorsements to ensure and confirm 
accuracy of policy terms and conditions prior to delivery of policies for review and 
acceptance by the City. The City requires new or renewal policy delivery in digital format 
within ninety (90) days of expiration, renewal or policy anniversary dates. 

 
The timeline below is the minimum marketing standard as defined by our internal 
professional standards. We are happy to adjust the timetable in any manner so that it best 
meets your needs and requirements. 
 

 
 
 
3.3.3. Marketing 

The Company shall provide marketing at the direction of the City when it is determined 
to be in its best interest to approach markets regarding pricing and/or coverage. The 
Company shall organize, develop, and present to underwriters all necessary data for the 
marketing of risk financing plans; review the marketing plan documents with the City for 
approval to proceed prior to going to the market; facilitate, as directed, 
meetings/discussions between underwriters and the City; and negotiate and present to 
the City the best risk financing and/or insurance policy terms, conditions and premium 
rates. 
 
There are three key components critical to creating competitive advantage in the marketplace: 
 

1 

 
 

Knowledge 
The City has unique and specific needs. The broker’s role is to understand those 
needs, be knee deep in the latest property and casualty products and services, 
creative risk management advice, customized solutions, and objective evaluations are 
all essential to creating competitive advantage in the marketplace. A successful 
placement and our ability to negotiate best price in combination with best coverage, is 
greatly enhanced when we educate our underwriters about the City. If underwriters 
have relevant information positioning the City as best-in-class compared to similar 
organizations, they can provide proper credits and offer broad coverage terms. 

Day 
20-1  

• Strategy session 
• Marketplace overview 
• Renewal goals & 

objectives 

• Specification delivery 
to markets 

• Initial underwriting 
meetings 

• Gather quotes 
• Present proposal 

• Deliver binding 
documents 

• Issue certificates 
• Auto ID cards 
• Invoices  
• Posting notices 

Day 
120-115 

Day 
115-100 

Day 
100-90 

Day 
90-60 

Day 
60-30 

Day 
30-20 

• Data gathering 
• Specification 

development 
• Loss analysis 

• Negotiations 
• Determine competitors 
• Narrow field 

• Binding orders 
• Final negotiations 
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2 
 

Strategy 
Our approach is to utilize our institutional knowledge of the City to create leverage 
among carriers. While we will always recommend continuity of a positive carrier 
relationship, that does not mean that we cannot restructure layers, move carriers up 
and down in a program to find price efficiencies, or remove carriers that are not 
performing to our expectations or with the market. Ultimately it is our job to provide 
the City with relevant and viable options—options that will be efficient on pricing and 
provide coverage benefits. 

3 
 

Execution 
The ability to secure the best pricing, value, desired levels of coverage, coordination of 
claims processing, and overall international capabilities are all dependent on proper 
execution. The City brokerage team represents the City directly, to develop the 
optimal marketing/positioning strategy, define and negotiate the program, and drive 
claim resolution. We act with urgency on your behalf—and always in your interests.  

 
Every year, we challenge all assumptions to test validity and inject any new conditions that have 
emerged since the last renewal within the City or the insurance marketplace. This approach will 
ensure excellent results for the City – a responsive program that matches your evolving 
operations and current appetite for how best to treat risk. In October 2015 we completed a peer 
review and delivered the results to the Risk Management Office which resulted in enhancements 
in the van pool program, adding drone coverage, and all workers compensation policies 
enhanced to statutory limits. 
 
The underlying analytics that go into designing a custom risk transfer, financing, and retention program 
is the first step in the process. The second component of our effort includes our understanding of the 
City, the marketplace, and other qualitative factors. Both are necessary to perform at a high level and to 
deliver superior results. The following is a depiction of the process that we will utilize to develop a 
marketing strategy and ensure that we deliver the most competitive program customized to meet your 
needs. 
 

Marketing process – driving superior results  

 

 

• Risk 
assessment 

• Loss trends 
• Best practices 
• Internal/

external 
factors 

• Market 
conditions 

• Loss 
projections 

• Loss 
stratification 

• Benchmarking 

• Program design 
• Pricing 

parameters 
• Coverage 
• Limits 
• Retentions 
• Carrier services 

• Financial rating 
• Industry 

knowledge 
• Claims expertise 
• Service 

reputation 
• Terms and 

conditions 
• Flexibility 
• Capacity 

• Client overview  
• Marketing 

objectives 
• Exposure 

information 
• Loss 

information 
• Best practices 
• Service 

requirements 
• Sample 

contracts 
• Annual report 

• Carrier meetings 
• Prioritize issues 
• Present all 

options 
• Cost-benefit 

analysis 
• Recommendations 
• Service plan 

Analysis 
Marketing 
objectives 

Negotiation & 
presentation Specifications Market selection 
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Educating the underwriters so they understand not only your risk but the structure of the program is 
crucial. This will allow underwriters to understand the risks that we expect to be insured and educate 
them on the true exposures (versus perceived) associated with your program. Ultimately, we want 
underwriters to be excited about the opportunity to compete for your program. We facilitate pre and 
post renewal underwriter meetings to help familiarize the underwriters with the risks and people 
involved. After our last annual engineering meeting with CATS, the lead underwriter stated “This is the 
best account I have.” 
 
Vitally important is how we approach the markets – we do not believe in marketing centers where a 
client is transferred to a separate and distinct group of individuals who are not intimately familiar with 
the risk profile of the client. The selected service team that conducts the risk identification and 
quantification process for the City also negotiates directly with the markets on your behalf. No handoffs. 
 
The Company shall evaluate the underwriter(s) and their respective companies, and 
report to the City, on financial stability and service commitment to clients; review and 
advise the City on policy language for proper application to risk. For each policy renewal 
process, the Company shall meet with the City to set a pre-determined renewal time-line 
showing key deadline dates and present marketing results no later than thirty (30) days 
prior to renewal of coverage. The marketing report for each renewal will include 
summaries of the following: 
 
Current program versus renewal options including all terms, conditions, premium rates, 
market quotes and/or those carriers denying to quote and the reasons; and  
 
The Company shall be responsible for verification of policy terms, conditions, language, 
and form, compliance with regulatory requirements and consistency with expiring policy 
prior to delivery of said policies. 
 
Market Security Committee  

 
Wells Fargo Insurance has appointed a group of experienced insurance professionals to serve 
on a Market Security Committee. This committee is responsible for establishing and utilizing 
guidelines for the selection of insurers and supporting Wells Fargo Insurance team members in 
their efforts to utilize financially sound insurers. In assessing the financial strength of insurers, 

the committee relies upon the opinions and assessments of recognized rating agencies and other carrier 
review companies. 
 
We gather market information from our own experience in placing similar risks, by participating in 
various industry organizations (i.e., Risk and Insurance Management Society and CPCU Society) and 
through our Corporate Marketing Group.  
 
This team is the “breaking news” department that issues “Action Alerts and Updates” to our staff as they 
occur, using a host of sources including: 
 

 

• A.M. Best (Bestwire Services) 
• Advisen 
• Bisys 
• Carrier Notices 
• Dow Jones Newswires 

• Insurance Newlink.com 
• Lloyd’s Broker Market Update 
• Roughnotes, including IMP 
• (Insurance Marketplace) 
• Workers Compensation Executive Newsdesk 
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Wells Fargo Insurance authorizes insurers that it believes, at the time of placement, have the financial 
ability to fulfill their claim payment obligations to our clients. Wells Fargo Insurance is not a guarantor 
of the solvency of insurers with which its agents place business. The goal is to use all reasonable 
measures to do business with financially healthy insurers. 
 
As part of our ongoing service dialogue with the City, we will discuss market developments, 
underwriting trends, the litigation environment and other matters impacting the availability and cost of 
insurance coverage. At our annual pre-renewal strategy meeting, we typically have a detailed discussion 
of the current state of the insurance market and relay our thoughts and recommendations regarding 
coverage structure. Throughout the course of the year, we update our recommendations and provide 
additional observations based on current developments in the insurance market and the changing 
needs of the City. We will forward industry commentary to the City and articles of interest on a regular 
basis. 
 
Our marketing timeline is addressed in our response to question 3.3.2. We will also be introducing a 
new approach to the presentation of renewal options based on the Financial Impact and Cost of Risk 
(FICOR). This approach enables the City to compare program options on both the basis of their relative 
cost and the residual risk that the City must retain in each, due to retentions, difference in coverage or 
program structure. We use a technique known as the “Efficient Frontier” to show each option in relation 
to the current program as demonstrated in the diagram below: 
 

 
 
Further detail around how our team will support the City, from submission through binding, is 
provided in the renewal strategy report, found in the Appendix.  
 
 

Total Cost of Risk

Risk 
(CV)

Low

High

High

Current program
Options 1, 2, 3

The Efficient Frontier of risk and reward

1

2
3

Relative to the current program:
 option 1 is much lower cost and much higher risk
 option 2 is somewhat lower cost and lower risk
 option 3 is much higher cost and much lower risk 
The 3 options are theoretically equal trade-offs depending on how the decision maker values risk and cost.
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3.3.4. Claims and loss support 

The Company shall support claim submittals from the City in such a manner as to ensure 
proper team member(s) assignment to receive and process Entity claims. The Company 
will direct and assist underwriter’s claims administration personnel, representing at all 
times, the best interest of the City. 
 
Claim advocacy at Wells Fargo Insurance encompasses key touch points of the claim management 
process. We understand the City’s Risk Management Department self-administers the majority of claims, 
however, as a Wells Fargo Insurance client our full services are available to you. Our service approach 
begins before a claim occurs because we proactively examine client needs and insurance program 
structure. We facilitate decisions about claim reporting workflows by determining the best process for our 
clients. We shadow complex claims or claims of interest for our clients until closure. We work to maximize 
the various claim services offered by insurance carriers so that they are deployed to benefit our clients. 

We staff our claim service teams with highly qualified service professionals with an average of 25 years 
of experience and a balanced blend of experience in the brokerage, insurance company or private 
industry sectors. Our senior advisors hold professional designations, advanced degrees, and 
professional licenses in their field of expertise. 

Our integrated consulting model is the foundation of our interaction with our clients. It consists of 
seven (7) stages: Analytics, Assessment, Goal Setting, Risk Control, Claims Management, Measurement 
and Renewal Strategy. 

Integrated pre- and post-loss client engagement process 
7 Renewal activities 

 

1 Data analytics 
• Marketing team support 

− Assist account team 
with “Telling the story” 

• Transition to next year’s 
services planning phase and 
recalibrate 

• Assess an analyze loss and 
exposure data 

• Assess technology (RMIS) and 
how client uses data in decision 
making 

• Deploy applications 
  

6 Measurement 2 Risk program assessment 
• Service and strategy execution 

progress reports 
• KPI metrics and performance 

dashboards 
• Success stories 

• Identify risk stakeholders and 
accountabilities 

• Assess quality of claims and 
risk control contracts, 
processes, procedures, and 
culture 

• Identify gaps 
• Isolate open claims and 

collateral positions 
  

5 Claims execution 3 Goal setting 
• Claim coverage advocacy – 

optimize policy benefits 
• Claim resolution strategy 

advice 
• Carrier/TPA audit and 

performance oversight 
• WC program cost containment 

• Document service plan 
− Set priorities 
− Communication and progress 

reporting protocols 
− Align with findings and client 

goals 
• Target adverse trends, 

exposure gaps, and develop 
strategy to attack them 

  
 4 Risk control/Safety execution  

 • Safety and compliance global plan and carrier coordination 
• Property protection program 
• Exposure remediation strategies 

 

 

Data 
analytics 

Risk program 
assessment 

Goal setting 

Risk 
control 

execution 

Claims 
execution 

Measurement  
(TCOR 

impact) 

Renewal 
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This approach centers on our core belief that our advisors and clients must be armed with meaningful 
data to truly understand cause and effect. Intuitive risk information analytics depends on a combination 
of analytical technologies and skilled professionals. Technology solutions should include predictive 
modeling and data mining. Our skilled consultants will bring the analytic vision and ability to see the 
story behind the raw data and help our clients make informed decisions about the course and direction 
of their risk management program.  
 
Our claims associates are some of the most technically competent professionals in the field today. They 
average more than 20 years of claims experience and were recruited not only for their technical abilities 
but also for their attention to detail, responsiveness, and exceptional customer service skills. Most have 
a claims adjusting background. We will offer our claim services using our Charlotte office; however, you 
will have unfettered access to our Claims Consulting National Practice, which allows unrestricted access 
to 95 Wells Fargo Insurance claims professionals across the United States in many different areas of 
specialization.  
 
3.3.5. Risk control 

The Company shall provide resources to assist in development and maintenance of a 
comprehensive risk control program which will continue to grow in size and complexity 
with the activation of new work projects developed in various strategic and economic 
plans for the future including, but not limited to, regional transit plans, regional 
commuter rail, light rail, intermodal and bus transportation systems. 
 

Wells Fargo Insurance has been a leader in risk consulting with a commitment to employee 
work safety and owners property conservation long before the advent of structured risk 
management programs. We offer over 34 in-house property and safety risk control 
consultants across the United States, including 3 consultants located in Charlotte, 
providing technical services in a wide variety of areas. Our risk control consultants can 
create and execute a plan connecting our services with your risk management goals. 
 

Risk management program assessment 

As we continue our consultative relationship with the City, we are committed to the promotion of best 
practices and risk management improvement that is tangible and measurable. In this regard, we have 
developed an assessment process we deploy to assist the City with identifying opportunities to 
reduce, control, or eliminate exposure to risk and related claim costs. This assessment process is: 
 
• Focused on broader risk management areas and best practices, not just compliance  
• Designed to be a detailed operational and functional analysis of your risk management organization 
• Focused on exposing opportunities where you can reduce exposures and overall cost of risk and 

prioritize efforts to execute effectively on improvements 
 
Risk Performance Navigator (RPN) is a web-enabled diagnostic tool that leverages Wells Fargo 
Insurance’s proprietary risk management expertise to assess the City’s overall risk management 
practices, culture, and operational activities. The assessment covers seven critical risk performance 
areas including: 
 
• Commitment to risk improvement 
• Employee safety practices 
• Transportation safety 
• Asset management and protection practices 
• Claims management practices 
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• Service provider management 
• Risk data analytics and risk management information systems (RMIS) 
 
The RPN will enable Wells Fargo Insurance to intelligently scale the organizational expertise of our risk 
management specialists by automating aspects of the risk assessment and consulting processes. 
Benefits of automating data collection, risk analysis, and risk reporting include the following: 
 
• Consistent and repeatable process that produce high quality situation-specific deliverables 
• Improve operation efficiencies 
• Deliver real-time consultative reports  
• Benchmark risk performance and allow the City to measure impacts of your risk management 

initiatives across the organization 
 
The application leverages technology and design expertise provided by Assessment Forge LLC, a 
Cambridge, MA company that focuses solely on automating business process assessments. The 
application will allow the City to: 
 
• Launch a smart, web-based survey, 

which follows Wells Fargo Insurance 
sequencing logic  

• Run powerful rules engines that 
analyze data to calculate risk scores 
and generate risk performance 
reports, and to provide complex 
scoring and reports using generation 
algorithms that are designed to 
support Wells Fargo Insurance Risk 
Management consultants’ thought 
processes 

• Compare the City’s performance 
against best practices and, 
eventually, peer performance as data 
is collected  

 
The City’s RPN report: 
The City’s report will include scores for each of your focus areas, as well as recommendations for 
improvement. We’ll consult with you to determine what steps are needed to achieve best practice 
performance — and, we can help you implement strategies to close process gaps. By following these 
important steps, you can gain the potential to improve efficiencies, have better control over your risk 
management program, and ultimately reduce your cost of risk. 
 
Overview of risk control services  
Property and operational risk control services 
• Business interruption analysis 
• Emergency response  
• Business Continuity Planning 
• Fire protection evaluations 
• Property conservation policy assistance 
• Coordination of service provider resources 
• Life safety evaluations 

• Cost benefit analysis 
• Crisis management program development 
• Guest/visitor safety/control analysis 
• Security assessments 
• Contractor control evaluations 
• Plan review for new construction/renovations 

Process 
Best practice 

Program design 

Actual practice 

GAP 

GAP 

Assessment 



 

 
Response to RFP for: City of Charlotte, North Carolina. RFP # 269-2017-001. Date: 8/25/16. 
Confidential. © 2016 Wells Fargo Insurance Services USA, Inc. 15 

Overview of risk control services  
Casualty risk control services 

• Safety management services 
• Safety program administration 
• Risk control program evaluation 
• Behavior based safety 
• Ergonomic program development 
• Industrial hygiene exposure evaluation 

• General, auto and products liability 
• Safety training and orientation programs 
• Management and supervisor accountability 

processes 
• Leadership workshops 
• Regulatory review and compliance services (OSHA, 

NFPA) 
Fleet safety 
• Fleet safety program evaluation 
• Fleet safety program development 
• Risk assessment and accident trending 
 

• DOT regulation updates 
• DOT compliance audits 
• Driver training programs 
• Driver file evaluation 

Environmental risk control services 
• Environmental management system 

assessments 
• Environmental aspect and impact analysis 

• Identification of pollution prevention opportunities 
• Environmental auditing 

 
 
3.3.6. Availability 

The account executive and account team assigned to service the City shall be available on 
a normal daily basis to address daily activities associated with this account, including 
face-to-face and telephonic consultation on an as-needed basis and sometimes at a 
moment’s notice. 
 

Our team is a service-oriented group of professionals whose responsibilities are focused on 
providing prompt and accurate responses and assistance to our clients. We understand and 
readily accept that insurance issues are not consistently predictable. This is especially true 
for municipal and governmental entities with exposures 24 hours a day, 7 days a week. 

 
In addition, issues such as contractual language interpretation, coverage questions, claim situations, 
loss control, and a host of emergency risk management issues may require immediate attention by all 
members of our team. To respond, our team members will be available in person or telephonically to 
the City as required including 24 hours a day, 7 days a week access to your team leader, whose 
responsibilities include engaging team members as required.  
 
We will also provide predetermined back-up persons for each team member position. Our usual 
communications include telephone, facsimile, email, laptop, and desktop capabilities, cellular, 
Blackberry, and iPhone devices. 
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3.4. Reporting requirements 
3.4.1. Project reporting requirements 

The Company shall provide an annual report within ninety (90) days of the end of the 
fiscal year for the City, July 1st through June 30th, which shall include, but not be limited 
to: 

• A schedule of policies in force; respective policy premiums, losses, fees earned or 
waived; and 

• Development and trends in the markets addressing each coverage and 
recommendations for change or enhancement of the risk financing program. 

 
We provide the City with an annual stewardship report that 
is customized to fit your specific needs as outlined above. 
In general, our report is a comprehensive analysis 
including a critical coverage audit; current program 

benchmarking; claims review; state of 
the market discussion and a review of 
the City’s strategic goals and 
objectives for renewal as well as our 
assessment of the team’s performance 
during the year. At a minimum, we 
would like to meet with management 
quarterly to provide updates on the 
insurance and risk management 
programs. We believe regular 
meetings are important to address 
ongoing and changing exposures, and 
frequent communication enhances 
our ability to satisfy your business 
needs.  
 
One dominant theme that guides our service approach is 
“thought leadership.” Aside from our local team, our business 
model allows you to draw from our best expertise across all 
geographies. You will be exposed to creative, innovative thinkers 
who support us in an advisory capacity. As a result, the City will 
benefit from up-to-date benchmarking, market trends, emerging 
issues, and strategic industry developments. 
 
 

South Carolina Department of Revenue.  
A cyber-attack in the fall of 2012 exposed 3.9 
million tax returns, including Social Security 
numbers (SSNs), and 387,000 credit and debit 
card numbers. The breach occurred after a 
Department of Revenue (DOR) employee opened 
a phishing email, which gave hackers access to 
the information by infecting DOR servers with a 
virus that stole access credentials. The state paid 
$1.3 million to notify taxpayers, $12 million for 
credit monitoring, and $5.6 million to improve 
encryption. The state’s budget board ultimately 
approved a $20.1 million loan to cover the costs 
associated with the breach and the DOR’s 
director resigned after a report showed that 
officials could have done more to protect the 
information. 
 City of Detroit.  

In early 2014, a phishing email released malware 
onto a computer in city hall that froze access to 
numerous files, which included names, dates of 
birth (DOBs), and SSNs for 1,700 current and 
former employees. Although it did not appear 
that the information was actually accessed, the 
city still notified the affected individuals and 
offered them free credit report monitoring and 
identity theft insurance. The city is now looking 
into increasing training for city workers on 
computer security. 
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3.5. Certificate of insurance management system 
 
The Company shall provide an online management system capable of storing and 
tracking certificates of insurance (COIs) from City vendors. Requirements include, but 
are not limited to:  

• Easily trainable to and used by a minimum of 100 Entity users; 
• Ability to upload, store, track, and export COIs; 
• Functionality to send email to Entity vendors a set number of days before COI(s) 

expire. Emails should be customizable by the City or the Company; 
• Allow separation of Entity users and COIs by department; 
• Ability to track COIs by contract; and 
• Search capabilities by vendor name, vendor number, contract name, contract 

number, expiration date. 
 
The Company shall provide unlimited training and support for their COI system. 
Description of such a system should be included in a Company’s response to Section 6, 
Form 8. The Company shall assist the City with transition from their current system as 
required. 
 

CyberSure® 

The City is currently utilizing our award winning technology, which is included in our 
service platform (at no additional charge): CyberSure. CyberSure helps our clients 

streamline the administration of their insurance programs. The numerous applications include: 
accessing your own information, requesting changes to your programs and collaborating with your 
Wells Fargo Insurance team 24 hours a day, 7 days a week; storing policies and managing incoming/
outgoing certificates of insurance; claims reporting and history. Currently the City has 47 Cybersure 
users storing over 1,100 records.  
 
Full details on our CyberSure platform are found in Appendix III.  
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Section 6, Form 2, Addenda receipt confirmation 

 
REQUIRED FORM 2 - ADDENDA RECEIPT CONFIRMATION 

 

RFP # 269-2017-001 

Insurance Broker Services 

Please acknowledge receipt of all addenda by including this form with your Proposal. All 
addenda will be posted to the NC IPS website at www.ips.state.nc.us. 

 
ADDENDUM #: DATE ADDENDUM 

DOWNLOADED FROM NC IPS: 
_____#1______     07/22/2016 
_____#2______     08/12/2016 
_____#3______     08/19/2016 
_____________     _________ 

 

I certify that this proposal complies with the Specifications and conditions issued by the City 
except as clearly marked in the attached copy. 

Harold A Guice Jr   08/25/2016 
(Please Print Name)  Date 

 

 

Authorized Signature  
  
  
Senior Account Manager/AVP  
Title  
  
Wells Fargo Insurance Services USA, Inc.  
Company Name  

 
 
 
 
 

  

http://www.ips.state.nc.us/
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Section 6, Form 3, Proposal submission 

 
REQUIRED FORM 3 - PROPOSAL SUBMISSION FORM 

 
RFP # 269-2017-001 

Insurance Broker Services 

This Proposal is submitted by: 

Company Name: _Wells Fargo Insurance Services USA, Inc.   

Representative (printed): _HAROLD A GUICE JR   

Address: _6100 Fairview Road   

 _Suite 1400   

City/State/Zip: _Charlotte, North Carolina 28210   

Email address: _Hal.Guice@Wellsfargo.com   

Telephone: _704-557-1839   

 (Area Code) Telephone Number 

Facsimile: _866-332-3051   

 (Area Code) Fax Number 

The representative signing above hereby certifies and agrees that the following information is 
correct: 

1. In preparing its proposal, the Company has considered all proposals submitted from 
qualified, potential subcontractors and suppliers; and has not engaged in or condoned 
prohibited discrimination. For purposes of this Section, discrimination means 
discrimination in the solicitation, selection, or treatment of any subcontractor, service 
provider, or supplier on the basis of race, ethnicity, gender, age, religion, national origin, 
marital status, familial status, sexual orientation, gender identity, gender expression or 
disability or any otherwise unlawful form of discrimination. Without limiting the 
foregoing, discrimination also includes retaliating against any person or other entity for 
reporting any incident of discrimination. 

2. Without limiting any other provision of the solicitation for proposals on this project, it is 
understood and agreed that, if this certification is false, such false certification will 
constitute grounds for the City to reject the bid submitted by the Bidder on this Project 
and to terminate any contract awarded based on such bid. 

3. As a condition of contracting with the City, the Company agrees to maintain 
documentation sufficient to demonstrate that it has not discriminated in its solicitation 
or selection of subcontractors. The Company further agrees to promptly provide to the 
City all information and documentation that may be requested by the City from time to 
time regarding the solicitation and selection of subcontractors. Failure to maintain or 
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failure to provide such information constitutes grounds for the City to reject the bid 
submitted by the Company or terminate any contract awarded on such bid. 

4. As part of its Proposal, the Company shall provide to the City a list of all instances within 
the past ten years where a complaint was filed or pending against Company in a legal or 
administrative proceeding alleging that Company discriminated against its 
subcontractors, service providers, or suppliers, and a description of the status or 
resolution of that complaint, including any remedial action taken. 

5. The information contained in this Proposal or any part thereof, including its Exhibits, 
Schedules, and other documents and instruments delivered or to be delivered to the City, 
are true, accurate, and complete. This Proposal includes all information necessary to 
ensure that the statements therein do not in whole or in part mislead the City as to any 
material facts.  

6. It is understood by the Company that the City reserves the right to reject any and all 
Proposals, to make awards on all items or on any items according to the best interest of 
the City, to waive formalities, technicalities, to recover and re-bid this RFP.  

7. This Proposal is valid for one hundred and eighty (180) calendar days from the Proposal 
due date. 

I, the undersigned, hereby acknowledge that my company was given the opportunity to provide 
exceptions to the Sample Terms as included herein as Exhibit A. As such, I have elected to do 
the following: 

_X_ Include exceptions to the sample contract in the following Section of my Proposal: 

1.  12 - Wells Fargo conducts our own internal background checks upon hiring and would 
then ask that the subs we use (if any) do the same 

___ Not include any exceptions to the Sample Terms. 

Representative (signed):    
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Section 6, Form 4, Pricing worksheet 

 
REQUIRED FORM 4 - PRICING WORKSHEET 

 
RFP # 269-2017-001 

Insurance Broker Services 

Regardless of exceptions taken, Companies shall provide pricing based on the requirements and terms 
set forth in this RFP. Pricing must be all-inclusive and cover every aspect of the Project. Cost must be in 
United States dollars rounded to the nearest quarter of a dollar. If there are additional costs 
associated with the Services, please add to this chart. Your Price Proposal must reflect all 
costs that the City will be responsible for. 

For purposes of this RFP, assume an initial term of three (3) years, with the City having an option to 
renew for two (2) additional consecutive one (1) year terms thereafter. 

1. Base Rate Pricing. 
Companies shall indicate below their base annual rate to provide the Services described in 
Section 3: 

Contract 
Year Total Cost 

Year 1 $ _300,000___ 
Year 2 $ _300,000___ 
Year 3 $ _300,000___ 
Opt. Year 4 $ _300,000___ 
Opt. Year 5 $ _300,000___ 

2. Pricing for Additional Services. 
Companies shall indicate below their fees for additional services as needed by the City. If your 
company’s COI management system is an additional cost, please also indicate that below. 

Additional Service Cost 
Additional Coverage Added Market rate commission: __5-15% 
Coverages not detailed in this 
RFP will be mutually negotiated  
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Section 6, Form 5, MWSBE utilization 

 

 

REQUIRED FORM 5 – M/W/SBE UTILIZATION 
 

RFP # 269-2017-001 

Insurance Broker Services 

The City maintains a strong commitment to the inclusion of MWSBEs in the City’s contracting and 
procurement process when there are viable subcontracting opportunities. 

Companies must submit this form with their proposal outlining any supplies and/or services to be 
provided by each City certified Small Business Enterprise (SBE), and/or City registered Minority 
Business Enterprise (MBE) and Woman Business Enterprise (WBE) for the Contract. If the Company is 
a City-registered MWSBE, note that on this form.  

The City recommends you exhaust all efforts when identifying potential MWSBEs to participate on this 
RFP.  

Company Name: Rankin Insurance Group 

Please indicate if your company is any of the following: 

__ X__ MBE ____WBE __ X__SBE  ____ None of the above 

If your company has been certified with any of the agencies affiliated with the designations above, 
indicate which agency, the effective and expiration date of that certification below: 

Agency Certifying: City of Charlotte  Effective Date: 10/2008_ Expiration Date: _10/31/2017_ 

Carolina Virginia Minority Supplier Diversity Council – Expiration Date 12/13/2016 

Identify outreach efforts that were employed by the firm to maximize inclusion of MWSBEs to be 
submitted with the firm’s proposal (attach additional sheets if needed): 

_ Hal Guice and Darrin Rankin met to discuss services The Rankin Insurance Group (RIG) could 
provide for the various City of Charlotte entities. After discussions of the services currently offered to 
other RIG customers and the insurance carriers RIG represents, the best opportunity would be in the 
commercial crime and stand-alone BOE automobile areas.  They did also consider the cyber liability / 
network security, but due to the complex nature of the City’s various entities’ exposures, it was 
determined that this would not be an appropriate collaboration.  

 

Identify outreach efforts that will be employed by the firm to maximize inclusion during the contract 
period of the Project (attach additional sheets if needed): 

_ We already have an agreement in principle.  We will continue to work on moving the current four (4) 
polices to RIG thru Broker of Record Letters or remarketing to other carriers, if needed.  We will also 
facilitate an introduction of RIG to the Risk Management (RM) office staff to promote and ease future 
contact between RM and RIG.  

[Form continues on next page]  
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List below all MWSBEs that you intend to use on the Contract.  

Subcontractor 
Name 

Description of work or 
materials 

Indicate either 
“M”, “S”, and/or 

“W” 

City Vendor 
# 

Rankin Insurance 
Group 

Insurance Brokers Service for 
Commercial Crime for City, County 
and BOE  and monoline Automobile 
for BOE  

SBE 150351 

    

    

    

 
Total MBE Utilization % 
Total WBE Utilization % 
Total SBE Utilization >1% 
Total MWSBE Utilization  >1% 

 
 

Representative (signed):    
  
  
  08/25/2016  HAROLD A GUICE JR  
Date  Representative Name 
   
   
  $4,259   
Estimated Total Contract Value   
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Section 6, Form 6, Company background and experience 

Company Identification 
 
Company’s legal name 
 
Wells Fargo Insurance Services USA, Inc. 
 
Company Location (indicate corporate headquarters and location that will be providing 
the Services). 
 

Corporate headquarters: San Francisco, California 

Location providing services: Charlotte, North Carolina 
 
How many years has your company been in business? 
 
113 years 
 
How many public sector (cities or counties) clients does your company have? How many 
are using the Services? 
 
421 
 
Identify by name some of the clients similar to City (e.g., similar in size, complexity, 
location, type of organization). 
 

Cities: 1. Dallas, TX (2010 Population 1,197,816) – Property; Misc. Professional 
2. St. Louis, MO (2010 Population of 319,294) 
3. City of Fort Wayne, IN (2010 Population 253,691) 
4. City of Atlanta (2010 Population 420,003) 

Counties: 1. Salt Lake County, UT (2010 Population 1,029,655) 
2. Franklin County, OH (2010 Population 1,163,414) 
3. Hamilton County, OH (2010 Population 802,374) – Property and Builders Risk; larger 

venue locations 

Board of 
education: 

1. Washoe County, NV School District (student population 52,000) 
2. Katy, TX ISD (student population 77,000) 
3. Columbus Public School District (student population 50,000) 

Mass 
transit: 

1. Los Angeles Metropolitan Transit District (light rail and bus) 
2. Sacramento Regional Transit District (light rail and bus) 
3. San Francisco Bay Rea Rapid Transit District (BART) 
4. Peninsula Corridor Joint Powers Board (Caltrain) and San Mateo County Transit District 

(Samtrans) 

Airports: 1. Reagan International Airport, Washington, DC 
2. Washington Dulles International Airport, Washington, DC 
3. Anchorage International Airport (note: we do all aviation for the State of Alaska) 

State 
programs: 1. State of Alaska 
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List any projects or services terminated by a government entity. Please disclose the 
government entity that terminated and explain the reason for the termination. 
 
The following government entities terminated projects or services: 
 
• State of Texas Automobile Program in September 2014 as carrier non-renewed due to change in 

underwriting appetite. 
• Cape Fear Public Utility Authority in January 2015 due to pricing 
• City of Statesville in January 2015 due to pricing 
 
 
Corporate Notes 
 
If your company is a subsidiary, identify the number of employees in your company or 
division. If your company is a subsidiary, identify revenues of proposing company or 
division. 
 
Wells Fargo Insurance Services USA, Inc. is a wholly owned subsidiary of Wells Fargo & Company and 
currently employs 3,586 associates. The 2015 annual revenues of Wells Fargo Insurance nationally total 
$1,316,335,000. 
 
Provide an overview and history of your company. 
 

Wells Fargo Insurance has been serving the insurance needs of consumers, high 
net worth individuals, small businesses, middle market, and large corporate 
clients since 1903. Wells Fargo Insurance is headquartered in Chicago, Illinois 
and operates from 27 states including D.C. The approximately 3,586 insurance 
professionals of Wells Fargo Insurance write or place $9.3 billion of risk 
premiums annually in property, casualty, benefits, international, and personal 
lines. Wells Fargo Insurance was named North America's Best Insurance Broker 
by Global Finance two consecutive years (2014 and 2015). 

 
With Wells Fargo Insurance, you get the experience of a large broker with the personal attention and 
service of a local broker. We offer a remarkable selection of products and services, combined with 
exceptional knowledge in a variety of industries, to provide coverages that satisfy your needs today and 
in the future. We invite you to learn more about our company and the products and services we offer by 
going to our website, wfis.wellsfargo.com. 
  
Provide a management organization chart of your company’s overall organization, 
including director and officer positions and names and the reporting structure. Provide 
detailed information for the business segments of your organization:  
 
As stated above, Wells Fargo Insurance is a wholly owned subsidiary of Wells Fargo & Company. Our 
complete corporate structure can be found in our annual report 
at wellsfargo.com/invest_relations/annual 
 
 

https://wfis.wellsfargo.com/
https://www.wellsfargo.com/invest_relations/annual
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Additional Narrative Response 
  
Detail how long the company has been providing services similar to those in this RFP to 
local governments. Include information regarding experience with similar projects. 
 
The Company – Today, Wells Fargo Insurance Services USA, Inc. is made up of a collection of 
agencies, both national and local, which have been acquired over time. Accurately identifying when one 
of those entities first started servicing a “public entity” is a difficult task and one that could lead to a 
host of interpretations. However, our experience in handling the public entity accounts with insurance 
brokerage services is documented as being over 25 years. 
 
North Carolina – Our team here has an extensive background in servicing public entity clients that 
spans 35 years. Our Carolinas offices provide consultative insurance brokerage and risk management 
services to 1,650 firms. 
 
Describe the key individuals along with their qualifications, professional certifications 
and experience that would comprise your company’s team for providing the Services. 
 

Hal Guice,  
CIC, CWCA 

Senior Sales 
Executive 

 

 

Hal Guice is a Risk Management Account Executive and team 
leader for Wells Fargo Insurance. His focus is on government and 
manufacturing clients with premiums over $1,000,000. Hal has 
over 30 years of experience in the commercial insurance business 
with both insurance carriers and brokerage firms. He specializes in 
placement, coverage negotiations, program design and serving 
large, casualty oriented clients with alternative risk finance 
programs. 

 

Mike Murray 

Managing 
Director, 
North Carolina 

 

 

Mike is the Managing Director for the Charlotte, NC and Greenville, 
SC markets of Wells Fargo Insurance responsible for sales and 
service operations including Property & Casualty, Employee Benefits, 
and Surety. Prior to joining Wells, Mike served as a senior broking 
executive and senior risk management account executive for 
Sedgwick of the Carolinas managing large, complex, customer 
relationships both locally and internationally. He also served as a 
senior underwriter for St. Paul Insurance Company and Home 
Insurance Company. 

 

Barbara 
Goodwin, MBA, 
CPCU, ARM-E 

Senior Client 
Advisor – 
Transportation  

 

Barbara is a recognized, creative, and talented public transit broker 
and has twice been named a “Power Broker” in the transportation 
sector by Risk and Insurance Magazine. She has 14 years of 
experience insuring public transit agencies, and current clients 
include Peninsula Corridor Joint Powers Board (Caltrain), San 
Mateo County Transit District (SamTrans), Greater Cleveland 
Regional Transit Authority, Golden Gate Bridge Highway and 
Transportation District, and Charlotte Area Transit System (CATS). 

 

Elizabeth  
Younts, CISR 
Senior Account 
Representative –  

Customer Service 
 

 

Elizabeth excels at customer service. She has 19 years of 
experience with Wells Fargo Insurance, with 10 years providing 
support for large casualty accounts and municipalities. She 
graduated with a BSBA degree in Finance, Risk Management and 
Insurance from UNCC in 2000. Elizabeth is responsible for the day 
to day management of the City’s program, including invoicing, 
endorsements, certificates, builders risk reporting, renewal 
submissions and processing. Elizabeth also provides on-going 
support to the City’s enterprise risk management initiative. 
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Dean Anderson 

Senior Client 
Advisor – Aviation 

 

 

National Practice Group Leader and Director of Aviation, Dean 
serves in a production and Senior Aviation Specialist capacity with 
Wells Fargo Insurance with responsibilities servicing the cross-sell 
needs for the Wells Fargo Insurance/Wells Fargo network. His 
department currently serves clients countrywide, ranging from 
individual aircraft owners to scheduled airline service. 

 

Kelly Coco  
Clarkson,  
CPCU, MBA 

Risk Management 
Advisor 

 

 

Part of our National Risk Management team, Kelly serves as a 
consultant and resource for creating program structure and 
business strategies for clients that reduce financial volatility, lower 
cost of risk and promote growth. 

 
If the Proposal will be from a team composed of more than one (1) company or if any 
subcontractor will provide more than fifteen percent (15%) of the Services, please 
describe the relationship, to include the form of partnership, each team member’s role, 
and the experience each company will bring to the relationship that qualifies it to fulfill 
its role. Provide descriptions and references for the projects on which team members 
have previously collaborated. 
 
Not applicable. 
 
Explain how your organization ensures that personnel performing the Services are 
qualified and proficient. 
 
Wells Fargo Insurance managers work closely with our team members 
to set annual training goals to make certain our team members are 
continually improving their customer service and technical skills. In 
addition, Wells Fargo Insurance supports a culture of internal 
promotion which allows our team members to seek advancement from 
within. By fostering a positive environment of continual improvement 
and advancement, Wells Fargo Insurance maintains a steady back-up 
bench in the event there are staff changes including instances in which 
additional staff is needed to insure service levels are held to a high 
standard. 
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Section 6, Form 7, References 

REQUIRED FORM 7 – REFERENCES 
 

RFP # 269-2017-001Insurance Broker Services 

Companies shall complete the form below. The City’s preference is for references from organizations of 
similar size or where the Company is performing similar services to those described herein. If such 
references are not available, individuals or companies that can speak to the Company’s performance are 
adequate. 

Reference 1 
Company Name City of Dallas 

Contact Name Zeronda Smith - Director of Risk & Employee 
Benefits 

Phone Number (214) 671-9051 

Reference 2 

Company Name City of Atlanta 

Contact Name Alison Knight - Interim Director, Office of Enterprise 
Risk Management 

Phone Number (404) 865-8969 
Reference 3 

Company Name 
Metropolitan Washington Airports Authority Dulles 
International Airport & Ronald Reagan Washington 
National 

Contact Name Frank Wojnar, Risk Manager 

Phone Number 703.417.8653 

Reference 4 

Company Name Kenton County Airport Board  (Cincinnati Airport) 

Contact Name Scott Gibbons, Risk Manager 
Phone Number 859.767.4793 

Reference 5 
Company Name YMCA of Greater Charlotte 
Contact Name Dave Dove - Sr. VP/CFO 
Phone Number 704-716-6288 

Reference 6 
Company Name Carolina Panthers 
Contact Name Mike Dudan, CFO 
Phone Number 704-358-7458 

Reference 7 

Company Name Charlotte Housing Authority 

Contact Name Shaunte Evans, CAO 
Phone Number 704-336-5228 
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Section 6, Form 8, Additional company questions 

Companies shall include responses to the additional questions posed below. Responses 
may be provided on a separate sheet provided that such response clearly includes the 
question reference numbers. 
 
General Questions 
 
1. What steps will your organization take to ensure that the transition of Services runs 

smoothly? 
 
Not applicable. A transition of services is not required as Wells Fargo Insurance currently serves as the 
broker and consultant to the City. 
 
2. Describe the communications scheme that your organization will use to keep the 

City informed about the Services. 
 
The basic service delivery model at Wells Fargo Insurance is built on the platform of local daily and 
administrative services supplemented by national and regional expertise according to discipline and 
industry. Because we do not have a chargeback or allocation of cost process for these experts, they are 
accessible to our clients throughout the country. This is a different platform than many other brokers 
where internal consulting support requires internal charge backs. Wells Fargo Insurance’s client service 
model allows us to commit to: 
 

 

 Acknowledge—and, if possible, resolve—100% of the City’s service requests 
within a 24-hour window. 

 Address emergency or time-sensitive requests as soon as possible within that 
window. 

 For service requests or outstanding concerns that will require more than one 
business day, escalate procedures through appropriate channels and provide the 
City status reports until timely resolution. 

 
Wells Fargo Insurance is a “flat” organization with minimal bureaucracy. Unlike competitors we do not 
utilize “service centers” that may be located remotely from clients, but instead perform the majority of 
services for the City from our local office. Your dedicated service team in Charlotte will ensure the 
highest degree of customization and performance. As needed, your local core team will access an 
extended team of national practice leadership – local, regional, and national experts collaborating to 
provide technical advice, analytic tools, best practices, market relations, and product knowledge. 
National practice leaders are ready to provide expert knowledge developing and implementing a 
program that meets your requirements for the City’s complex risk management program. We are a full 
service insurance brokerage and risk management services firm and are fully capable to provide the 
services you need. 
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3. Describe the risks associated with this Contract. What contingencies have been built 
in to mitigate those risks? 

 
People are our core competency. Your Wells Fargo Insurance team is comprised of 
highly skilled, seasoned professionals. Over utilization of, disruption to or turnover 
in the team is the primary risk to the City. 
 

To mitigate this risk, Wells Fargo Insurance utilizes a multi-faceted approach in which workflows are 
monitored by the service team, local commercial operations manager, and regional operations manager. 
The local team serves as a primary indicator and advocate for the client. We believe keeping authority 
close to the client allows our service team to quickly detect when additional staffing may be needed. 
Like all well-run businesses, however, Wells Fargo Insurance attempts to neither understaff nor 
overstaff. Occasionally, there are times due to either normal turnover or growth in which Wells Fargo 
Insurance will need to hire externally. While we maintain an active talent board, there can be instances 
in which it will take time to hire additional staff. During the interim, however, Wells Fargo Insurance 
managers and other team members provide support for the local team so that customer service is 
maintained at a very high level until appropriate staff is added. 
 
During our tenure as insurance broker and risk management consultant to the City, our service team 
has sustained the retirement of two key team members, as well as turnover in other positions. Due to 
our continuous succession planning and team member development process, we have continued to 
provide top notch customer service and client advocacy for the City with minimal disruption. This is 
evidence that our process works. We have the bench strength to provide the service you need. 
 
4. Describe your security procedures to include physical plant, electronic data, hard 

copy information, and employee security. Explain your point of accountability for all 
components of the security process. Describe the results of any third party security 
audits in the last five (5) years. 

 
Wells Fargo Insurance adheres to strict corporate policies and procedures, including internal standards, 
internal and external account handling measures, security, and required employee training. Our 
procedures are designed to maintain the trust of our clients and to exceed expectations. These include: 
 
• Internal and external security controls, including information security alerts, security reporting 

procedures, guidelines for secure work areas, transporting and handling of confidential information, 
and communication security; 

• Data storage and record management, including record retention requirements; 
• Insurance coverage placement requirements, timelines, policy checklists, state-by-state mandated 

requirements, and annual disclosures to clients; 
• Annual Wells Fargo Insurance mandated training, including federal requirements placed upon all 

bank employees, ethics, security practices, surplus lines placements and taxation requirements, 
licensing, and technology training; 

• Market security as described in this RFP response; 
• Internal account review processes to ensure team members are following Wells Fargo Insurance 

policies and procedures; 
• Service provider management policies governing third party service providers, approval, security, 

and use process; 
• Wells Fargo & Company’s privacy policy written to comply with the Gramm-Leach-Bliley Act; 
• Wells Fargo Insurance transparency policy and compensation policy. 
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5. Other than insurance placement, what other services does your company provide 
that may assist the City in lowering its total risk cost? 

 
We have addressed our capabilities in risk finance, claims advocacy and loss control and the main body 
of our response. In addition, we have been supporting the City’s enterprise risk management 
implementation and have the capability to build on that support to create greater value going forward. 
 

Enterprise Risk Management (ERM) 

Wells Fargo Insurance has been supporting the City’s Office of Risk Management implement a 
Phase I risk assessment as outlined below. As this phase is completed, Wells Fargo Insurance 

has the ability to continue to support the City as your ERM program as you enter into the risk 
mitigation and analytics phases further outlined below. 
 
We keep the process simple. ERM simply requires a shift in the way decisions are made within the 
organization. It ultimately boils down to three questions that should be answered every time the 
organization decides on a course of action: 
 
• What are we trying to achieve? 
• What could prevent us from achieving it? 
• What can we do about it? 
 
A typical ERM engagement involves three phases: 

 

Through a series of meetings, Wells Fargo Insurance is working with key stakeholders to holistically 
assess risks throughout the City—what could go wrong, the impact, and how to plan. The team is 
interviewing department leaders about risks that might prevent them from achieving their strategic 
objectives. 
 
• What are those risks?  
• If they materialized, how would they impact not only the individual business units but also the rest 

of the company?  
• What effect would they have on areas such as tax revenue, budget, reputation, innovation, public 

perceptions, or technology?  
• What is the likelihood and projected magnitude of each risk?  
• How well are departments currently managing the risks? 
 
In many cases during this process, leadership will learn about risks and risk management plans they 
didn’t know existed. That’s because risk management is often housed in operational silos throughout 
the organization, which is also why many companies struggle to implement risk management behaviors 
that are integrated across the enterprise. The risk assessment process helps break down these silos. 
 
After the interviews, Wells Fargo Insurance will record the findings from each department – including 
potentially hundreds of risks and mitigation strategies – and assemble the findings in a corporate risk 
map that evaluates the risks, impacts, and likelihoods. From this map, the team will work with the 
organization to identify the top 10 – 20 enterprise-level risks that could have the greatest impact. 
 
  

Phase I: Risk assessment 
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Once the assessment is complete, the Wells Fargo Insurance team can work with the departments on a 
deeper analysis of the top risks. This phase involves scenario-planning for each critical risk, including 
assessment of mitigation tools and development of new ones. The team can assist in modeling to show 
how events correlate across different risk scenarios and help leaders make better risk-adjusted 
decisions.  
 
Once risk-mitigation techniques are determined and agreed upon, they should be bolted onto existing 
operational processes, ensuring that ERM is systematically embedded into the organization. 
 
Due to the complexity of moving parts throughout an organization, the second phase of ERM can take 
months, if not years. To reduce the scope and help ensure success, Wells Fargo Insurance recommends 
focusing on the critical few risks that pose the greatest threat to the organization. 
 

 

Finally, the Wells Fargo Insurance team will work with the internal ERM leader, the CFO and other top 
stakeholders to develop ERM reporting protocols for the board of directors. This process helps create 
visibility of risks and mitigation strategies throughout the enterprise and at the board level. 
 
Once risks have been identified, assessed and quantified, we offer a fourth step in the ERM process. We 
call this process Risk Monetization and it is designed to help you answer three questions: 
 
1. What is our financial capacity and appetite to take risk? 
2. How much of that capacity does the potential impact of strategic and other uninsurable risks to 

our organization consume? 
3. How do we best value the risk/reward tradeoff if we have additional unused capacity to take risk? 
 

Wells Fargo Insurance further offers a unique combination of strengths and capabilities: 

 

 Financial experience 
 
Unlike any other insurance broker, Wells Fargo Insurance 
can draw upon our parent, Wells Fargo & Company, and the 
wide array of expertise within the organization to evaluate 
and develop financial solutions for clients. After identifying 
mission-critical risks in your business, we can bring 
additional Wells Fargo Insurance resources to advise clients 
on financial strategies and capital market developments, 
helping to ensure companies have the cash they need to 
survive a crisis. 

 

 Insurance experience 
 
Drawing on deep insurance 
experience and knowledge, 
Wells Fargo Insurance can see 
the risks in a company’s people, 
products, and operations – and 
how they relate to overall 
survivability of the business. 

 
 
 
  

Phase II: Mitigation 

Phase III: Analytics 
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Online Certificate System  
 
6. Is there a maximum number of users of the COI system? 
 
There is no maximum number of users. Currently the City of Charlotte has 47 CyberSure users. 
 
7. Does the system allow multiple users from the same Department? Can users be set 

into separate groups so they do not see all COIs? 
 
Yes, you may have as many users as needed in the same department and folders are setup for different 
departments.  
 
8. Describe your process of adding, removing or adjusting City users’ accounts. 
 
It is easy to modify your CyberSure user. Currently, you email a request to add or delete a user and we 
usually have it completed within the same day. All we need is the user’s name, phone number, email 
address and requested access points. 
 
9. Can a Department have multiple divisions (i.e. users in one division cannot see 

another division’s COIs)? 
 
Yes, we can setup multiple folders and users can have access tailored to their viewing needs. 
 
10. Does your system store expired COIs or replace with the updated COI once entered 

by a user? 
 
CyberSure provides a flexible, user-friendly experience. Expired certificates are stored and can be 
retrieved to be updated or even copied into the current certificate term.  
 
What our clients are saying 

 “As the day-to-day servicer of my company’s insurance program, I think that 
CyberSure is truly a game changing broker-client interface. Beyond the usual 
document storage and uploading, certificate management notably has been 

reduced to a few easy clicks; I can instantly generate ACORD certificates for 
clients, specifically tailored to contracts, and I can do it all from anywhere with an 
incredibly handy accompanying mobile application. No other broker can provide this level 
of functionality, and Wells Fargo Insurance is continuously upgrading the platform based 
on client feedback anyway.” 

– Tyler Guth, ARM, Insurance and Claims, FIS Global 

 
11. Can users have different levels of access to do the following: 

• Enter COIs 
• View COIs 
• Edit COIs 

 
Yes, CyberSure can provide different levels of access for entering, viewing, and editing Certificates of 
Insurance. 
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12. Please provide screen shots of the following components of your system: 

• Login  
 

 
 

• Dashboard or main landing page 
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• COIs entry page 

 

 
 
 
13. Would the pricing you have provided in Section 6, Form 4 be reduced should the City 

elect not to use your COI system? 
 
No. CyberSure is a free service we provide to all Wells Fargo Insurance clients. 
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Exceptions to the remainder of the RFP 

 
 
Exceptions to the sample contract 
 
 

1. 12 - Wells Fargo conducts our own internal background checks upon hiring and would then ask 
that the subs we use (if any) do the same 
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Appendix I – Team chart 

 

City of Charlotte  
Mecklenburg County 

Charlotte-Mecklenburg Board 
of Education Related Entities  

 

 Core Service Team  

 
Hal Guice 

Senior Account Executive 
Team Leader (Charlotte) 

Bob Bookhammer 
National Governmental 
Practice Leader (Dallas) 

 
Elizabeth Younts 

Account Representative (Charlotte) 
 

 

 

    

Graham Smith 
National Environmental 

Specialist 

Joanne Elliott-Fromm 
National Property Practice 

Liz Olsson 
Executive Liability 
Practice Leader 

Roger McCreary 
Regional Claims/Risk Leader 

Erin Walters 
Network Security 

Marnie Ferrer 
Risk Mgmt. P&C 

Brokering-Certain Entities 

Debbie Hughes/ 
Jason Wetmore 
Executive Liability 

Kate Chapman 
Claims Consultant 

Jennifer Hoehn 
Account Executive – Bonds 

Barbara Goodwin 
Transportation 

Miles Afsharnik 
National Claims – Legal 

Chip Murray 
Senior Risk Control 

Consultant 

Marcia Linton 
Analytics Consulting 

Practice Leader 

Dean Anderson 
Aviation  

Jim Orff 
Senior Risk Control 

Consultant – Aviation 

Doug O’Brien 
Alternative Captive  

Practice Leader 

Rich Michel 
Enterprise Risk Management  

John Canepa 
Senior Risk Control 

Consultant – Transportation 

Charlene Washburn 
Environmental Risk 

Kelly Clarkson 
National Practice Advisor – 

Risk Management 
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Appendix II – Service team 

Following is a summary of our entire account team. 
 
Hal Guice – Hal Guice is a Risk Management Account Executive and team leader for Wells Fargo 
Insurance. His focus is on government and manufacturing clients with premiums over $1,000,000. Hal 
has over 30 years of experience in the commercial insurance business with both insurance carriers and 
brokerage firms. He specializes in placement, coverage negotiations, program design and serving large, 
casualty oriented clients with alternative risk finance programs. 
 
Bob S Bookhammer, ARM-P, and CSRM – Wells Fargo Insurance SE Government Practice with 
focus on governmental clients whose cost of risk is greater than $500,000. Specific areas of technical 
specializations include loss development projects, sophisticated property, alternative risk transfer, 
reinsurance placement and recovery, client service plan development. Bob is a presenter at regional and 
national PRIMA. 
 
Joanne Elliott-Fromm, CPCU, ARM – Senior Account Executive, Risk Consulting Group – 
Responsible managing the relationships and service for our clients located within the Carolinas and the 
South Region.  
 
Barbara Goodwin, MBA, CPCU, ARM-E – A recognized, creative and talented public transit 
broker and has twice been named a “Power Broker” in the transportation sector by Risk and Insurance 
Magazine. She has 14 years of experience insuring public transit agencies, and current clients include 
Peninsula Corridor Joint Powers Board (Caltrain), San Mateo County Transit District (SamTrans), 
Greater Cleveland Regional Transit Authority, Golden Gate Bridge Highway and Transportation 
District, and Charlotte Area Transit System (CATS). 
 
Erin Walters – Professional Risk Practice – In-house resource for management and professional 
liability insurance with a focus on professional liability, technology errors and omissions and network 
security and privacy liability lines of coverage. In this role, she provides consultative services, market 
negotiation, policy analysis and placement, contract review, policy administration, and claims advocacy 
services on behalf of clients. 
 
Dean Anderson – National Practice Group Leader and Director of Aviation – Serves as Senior 
Aviation Specialist serving clients countrywide including airports and scheduled airline service. 
 
Miles Afsharick, Esq., – National Claims and Legal Practice Resource Director – serves as an 
advocate for our clients for legal matters arising out of complex executive liability claims. Previous 
experience as an employment litigation and civil rights corporate counsel. 
 
Marnie Ferrer, CIC – Thirty-three year Property and Casualty broker and part of Wells Fargo 
Insurance Risk Management, Charlotte Risk Management department. Marnie currently handles both 
property and casualty coverages for larger commercial and institutional accounts. 
 
Liz Olsson, RPLU – South Regional Manager, Professional Risk Practice – Oversees a team of 
brokerage professionals who focus on the executive and professional liability insurance needs of our 
clients. She is also the National Product Leader for private and non-profit management liability, 
ensuring that our clients in this space benefit from a strategic, national response from the marketplace. 
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Debbie Hughes – National Security Practice Leader – In-house resource for all professional liability, 
technology errors and omissions, network security and privacy related coverage. Her role includes 
consultative services, market negotiations, policy analysis and placement, policy administration and 
claims advocacy. 
 
Graham Smith – National Environmental Specialist with Wells Fargo Insurance's property and 
casualty team and has more than 26 years of experience in the environmental arena specializing in 
environmental consulting, environmental insurance brokerage/advisory services, and environmental 
underwriting. He has particular specialization in merger and acquisition work, supporting the 
environmental due diligence process of private equity firms and law firms from the perspective of 
environmental risk management and risk financing. 
 
Charlene Washburn, CPCU – Environmental Complex Risk Specialist – Experienced in design, 
negotiation, placement and servicing environmental programs/coverage, including best terms, 
conditions and pricing. Activities include work with public entities for their unique risk, including a 
recent solution for catastrophic bioterrorism coverage for public transit. 
 
Elizabeth Younts, CISR – Account Representative – Elizabeth has 19 years of experience with 
Wells Fargo, with 10 years providing support for large casualty accounts and municipalities. She 
graduated with a BSBA degree in Finance, Risk Management and Insurance from UNCC in 2000. 
Elizabeth is responsible for the day to day management of the City’s program, including invoicing, 
endorsements, certificates, builders risk reporting, renewal submissions and processing. Elizabeth also 
provides on-going support to the City’s enterprise risk management initiative. 
 
Roger McCreary, CPCU, ARM, CRM – Regional Claims Manager Risk Consulting Group – 
Responsible for all claims and risk control consulting, Carolinas region. Thirty-two years’ experience 
handling all lines of coverage, predominately with larger accounts, including oversight of governmental 
claims programs as insured by Royal Insurance Company (Orion). 
 
Kate Chapman – Senior Claims Consultant – Thirty-two years loss adjuster and client advocate 
experience with a primary focus on workers compensation. She serves as a claims advocate for our 
largest accounts in the Carolinas and whose projects include TPAs, OCIP Projects, large deductibles, 
self-insured retentions and captives. 
 
Charles “Chip” Murray, MSE – Senior Risk Control Consultant – Loss control training OSHA 500 
and 501 Certified. Available for training, loss control service plans, manual development, client specific 
loss control needs; recently completed the safety manual for City of Statesville. 
 
Jim Orff, MBA, CSP, CM, CPEA – Senior Loss Control Consultant with emphasis in aviation – Jim 
has a diversified risk management background including engineering and management in airline and 
aerospace companies and OCIP construction safety. He is a professional member of American Society of 
Safety Engineers (ASSE), HJIAI (Atlanta Airport), and is vice chairman of National Safety Council’s 
International Air Transport Executive Committee (ARTEX). 
 
John Canepa, MS, CSP, CFP, ARM – Senior Risk Consultant and Western U.S. Director of Risk 
Services – John’s primary focus is geared toward serving risk management clients in proposal and 
implementation of techniques to address liability, personnel, and net income exposures. He has specific 
rail and transportation experience and is certified in ergonomics, behavioral modification programs, 
fleet training, DOT and regulatory compliance. 
 
Jennifer Hoehn – Client Executive with 20 years’ experience in underwriting and broking of bonds. 
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Marcia Linton, MBA, ARM, CRM – Practice Leader for Analytics Division, Marcia’s activities 
support our major clients with respective analytical reports discussed herein. Marcia is a speaker for 
RIMS events. 
 
Doug O’Brien – National Casualty and Alternative Risk Practices Leader. Doug assists clients and 
colleges in the analysis, design, marketing and placement of casualty and alternative risk financing 
programs. 
Rich Michel – National Risk Management Leader. Serves as consultant and resource for creating 
program designs and business strategies for clients that reduce financial volatility, lower costs and 
promote growth. 
 
Kelly Clarkson – Part of our National Risk Management team, Kelly serves as consultant and 
resource for creating program designs and business strategies for clients that reduce financial volatility, 
lower costs and promote growth 
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Appendix III – CyberSure 

CyberSure® 
CyberSure, our award-winning, interactive, Web-based tool, helps clients organize their insurance 
information and reduces the time spent handling insurance issues. From ordering and issuing 
certificates of insurance, creating a policy and document library, to managing your risk management 
program, CyberSure will streamline the design and administration of your risk management program 
saving you time and money.  
 
What is CyberSure? 

• A no-cost, interactive Risk Management and Human Resources information system available to all 
property and casualty, and employee benefits clients 

• CyberSure® is our award-winning Web-based tool helping to organize information and reduce the 
time our clients spend handling insurance matters 

• Continuously enhanced as technology and client needs have evolved 
• Solutions. Seminars, online training courses, return to work resources, contingency planning 

materials 
• Resources. Safety training and loss prevention materials, WC forms and resources, Risk 

Management materials, informational services 
• eServices. Accounting tools, certificate management, claims management, add/delete vehicles, 

request policy changes, custom databases, and RM intranet 

 
CyberSure functions 
that may be useful to 
the City include the 
following: 

• On-line policy access 
• Certificate of insurance issuance and management 
• Risk management information portal 
• Risk control library 
• CyberSure university (on-line learning programs at discounted rates) 
• Summaries of insurance and program organization 
• Policy changes and requests 
• Claims reporting and history 
• Premium summary and accounting activity 

 
CyberSure® online certificates 
CyberSure® Online Certificates is a value-added service that Wells Fargo Insurance provides to clients 
who have the need to issue certificates of insurance immediately, conveniently, and easily. You can have 
certificates issued any time, 24/7, as long as you have a computer and an internet connection. 
Supported by our award-winning insurance and risk management Web site, CyberSure, the certificate 
issuance process is quick, secure, and “green.” 
 
Certificates may be printed, faxed, or e-mailed at any time. Your business advisors (clients, property 
owners, developers, leaseholders, etc.) receive their copy of the certificate in the manner they prefer, 
and your copies are stored online for viewing, reprinting, or re-submission whenever needed. 
  



 

 
Response to RFP for: City of Charlotte, North Carolina. RFP # 269-2017-001. Date: 8/25/16. 
Confidential. © 2016 Wells Fargo Insurance Services USA, Inc. 42 

CyberSure® eService 
Wells Fargo Insurance offers a mobile version of our CyberSure® eService for your Smartphone or 
iPad.* 
 
Our mobile application makes it possible to perform these tasks anywhere, anytime: 
 
• Certificates of insurance. Issue certificates of insurance instantly. You can also use the search 

function to easily locate certificates, make edits, and send them directly from your mobile device. 

• Safety inspections. Instead of using cumbersome clipboards and papers, conduct safety 
inspections right from your handheld device. Using your own checklist or one that our team designs 
for you, you can record observations and activities, assign tasks, set due dates, and create email 
notifications. Then, back at the office, you can easily access your inspection information online. 

 
Concerned about the security of your data? Our mobile service allows you to restrict access so that only 
appropriate individuals or groups can view and enter information. 
* CyberSure eService mobile features are dependent on mobile device capabilities. Phone carrier data 

usage charges may apply. 
 
 
CyberSure® eCollaborate 
Overview Key features 
• Proprietary Wells Fargo Insurance 

technology platform 
• Streamlines insurance information 

sharing 
• Keeps track of exposures around the 

world organizing your program by 
groupings 

• Access policy documents — all from 
a single source 

• Efficiently communicate with your 
Wells Fargo Insurance account team, 
schedule meetings, share and 
discuss documents, and receive 
email updates on to-do items 

• Integrates with Microsoft Office, it 
can work with your existing business 
software 

• Document management. Store your policies in a 
centralized online location, so you can quickly find the 
most up-to-date version and supporting documentation. 

• File sharing. Rather than struggling to email files all 
over the world, use our secure sites to easily share files 
with your staff and Wells Fargo Insurance. 

• Email notifications. When you enable automatic email 
notifications, you’ll be alerted any time Wells Fargo 
Insurance uploads a document that needs your 
attention. 

• Task management. Assign and track action items and 
due dates on a shared calendar. 

• Anytime, anywhere access. No matter where they 
work, your staff can instantly access documents, 
calendars, discussions, lists, and tasks. 

• Database management. Quickly update information 
on exposures and keep all parties informed in real time. 

 
Clients receive the substantial value that the innovative use of technology delivers when properly 
integrated with personalized “high touch” services. Regardless of your time frame (or time zone), 
CyberSure is dedicated to providing the information the City needs to stay ahead of ever-changing 
regulations, legislative developments, and compliance requirements. We know that communicating 
with employees and helping them to understand and appreciate the benefits programs you offer are also 
key challenges for most Human Resources departments. Through CyberSure and other integrated 
technology tools that focus on employee education and communication, we reduce the time you must 
spend answering routine employee questions, freeing you up for other important activities. Visit our 
CyberSure webpage for additional information. 
  

https://www.cybersure.com/cybersure/default.aspx
https://www.cybersure.com/cybersure/default.aspx
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Compensation disclosure for commission-based clients 

We receive compensation from the insurance companies we represent when placing your insurance. 
Our compensation is usually a percentage of the premium you pay for your insurance policy or bond 
(a commission), which is paid to us by the insurance companies for placing and servicing your 
insurance or bonds with them. We may also receive fees agreed to in writing from our clients. 
Intermediaries, such as wholesale brokers, may sometimes be used to access certain insurance 
companies. Such intermediaries will allocate a portion of the compensation from the insurance 
companies to us and may, in some cases, be an affiliated company. 

We receive payments from insurance companies to defray the cost of services provided for them, 
including advertising, training, certain employee compensation, and other expenses. 

We may earn interest on premiums received from you and forwarded to the insurance companies 
through our bank accounts. 

Some of the insurance companies we represent may pay us additional commissions, sometimes referred 
to as contingent or bonus commissions, which may be based on the total volume of business we sell for 
them, and/or the growth rate of that business, retention rate, claims loss ratio, or other factors 
considering our entire book of business with an insurance company for a designated period of time. 

The amount of premium you pay for a policy may change over the term of the policy. For example, your 
endorsement requests will affect the premium. Should the premium for any of your policies change, the 
amount of compensation paid to us by the insurance company would change accordingly. 
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Disclosures 

Wells Fargo Insurance Services USA, Inc. does not provide insurance products and services outside of 
the United States. Insurance products and services may be provided outside of the United States by 
foreign brokers licensed within their home venue. 

Foreign brokers are not employed by any Wells Fargo legal entity. Foreign brokers are individual 
insurance brokers responsible for compliance with all regulatory requirements of their home venue. 

In the United States, products and services are offered through Wells Fargo Insurance Services USA, 
Inc. and Safehold Special Risk, Inc., dba Safehold Special Risk & Insurance Services, Inc. in California, 
non-bank insurance agency affiliates of Wells Fargo & Company. 

Products and services are underwritten by unaffiliated insurance companies in the United States. Some 
services require additional fees and may be offered directly through third-party providers. Banking and 
insurance decisions are made independently and do not influence each other. 

Some services may be provided by third parties. Wells Fargo Insurance intends to assist its clients in 
identifying third parties that will meet the clients’ needs, but Wells Fargo Insurance has not reviewed 
these third parties for data security practices, financial stability, or the other factors you should 
consider as you choose a service provider to meet your needs. As with any company you choose to do 
business, it is important that you conduct due diligence.  

 
Third Party Disclaimer 
 Wells Fargo Insurance will assist Clients with understanding Private and Public Health Care 

Exchange options. 
 Companies that operate Private Exchanges present themselves as being capable of providing the 

services Clients are seeking; however it is important to understand that Wells Fargo Insurance is not 
a party to the contract Clients enter into with any health care exchange company, and any referral 
by Wells Fargo Insurance does not warrant the sufficiency of that company’s data security practices 
or the adequacy of its capabilities, nor does it guarantee the company’s financial stability or ensure 
the appropriate management of its third party service providers. As such, it is important that Clients 
conduct their own due diligence and consider all relevant factors associated with their particular 
needs/requirements. 

 Public Exchanges are operated by the Federal and/or State Governments that have contracted with 
third parties to perform some services. Wells Fargo Insurance does not warrant the sufficiency of 
any Public Exchange’s data security practices or the adequacy of its capabilities, nor does it 
guarantee the appropriate management of the third party service providers engaged by any Public 
Exchange. It is important that Clients conduct their own due diligence and consider all relevant 
factors associated with their particular needs/requirements. 

 
Market Security Disclaimer 
 Wells Fargo Insurance’s objective is to place Clients risks with insurers that are financially sound. In 

assessing the financial strength of insurers, Wells Fargo Insurance relies upon statutory financial 
statements as well as the opinions and assessments of recognized rating agencies and other carrier 
review companies. Wells Fargo Insurance authorizes insurers that it believes, at the time of 
placement, have the financial ability to fulfill their claim payment obligations to our clients. 
Wells Fargo Insurance is not a guarantor of the solvency of insurers with which its brokers place 
business. However, our goal is to use reasonable measures to do business with financially healthy 
insurers. Our recommendations are based on financial and other relevant information that is 
available at the time of placement. 
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 If Clients elect to place their business through a state health insurance exchange, please note that 
these exchanges may require their list of available insurers to include insurers not included on 
Wells Fargo Insurance’s authorized list. In such cases Wells Fargo Insurance will recommend a 
carrier that has been authorized based on our aforementioned assessment process, although the 
Client has the ultimate decision on insurer choice. 

 
Wells Fargo Insurance Services USA, Inc. may receive compensation in connection with a client’s 
engagement of certain third-party service providers.  
 
This material is provided for informational purposes only based on our understanding of applicable 
guidance in effect at the time of publication, and should not be construed as being legal advice or as 
establishing a privileged attorney-client relationship. Clients and other interested parties must consult 
and rely solely upon their own independent professional advisors regarding their particular situation 
and the concepts presented here. Although care has been taken in preparing and presenting this 
material accurately (based on the laws and regulations, and judicial and administrative interpretations 
thereof, as of the date set forth above), Wells Fargo Insurance Services USA, Inc. disclaims any express 
or implied warranty as to the accuracy of any material contained herein and any liability with respect to 
it, and any responsibility to update this material for subsequent developments. To comply with IRS 
regulations, we are required to notify you that any advice contained in this material that concerns 
federal tax issues was not intended or written to be used, and cannot be used, for the purpose of 
avoiding tax-related penalties under the Internal Revenue Code, or promoting, marketing, or 
recommending to another party any matters addressed herein.  
 
Information contained in this document is proprietary and submitted with the understanding that it 
will not be used for purposes other than the evaluation of our qualifications without the prior written 
consent of Wells Fargo Insurance Services USA, Inc.  
 
©2016 Wells Fargo Insurance Services USA, Inc. All rights reserved.  
 



Hal	Guice	
Wells	Fargo	Insurance	Services	USA,	Inc.	

6100	Fairview	Rd.	
8th	Floor	

Charlotte,	NC	28210‐3277	
	

	
 
September 14, 2016 
 
Ms. Sarah Poulton 
Management and Financial Services 
Procurement Management Division 
City of Charlotte, North Carolina 
9th Floor, CMGC 600 East Fourth Street 
Charlotte, NC 28202 
 
Dear Ms. Poulton, 
 
Thank you for the opportunity for Wells Fargo Insurance Services USA, Inc. (Wells Fargo 
Insurance) to respond to the City of Charlotte’s (City) Request for Proposal.   As 
requested, please find attached our answers to your Additional Response Questions for 
RFP # 269-2017-001. 
 
Included in this response are our proposed solution and clarifications on the following 
requested items: 
 

1. Detail your experience and ability to assist with the implementation ERM 
(enterprise risk management).  

2. Explain how your company could assist the City in evaluating our current self-
administered workers’ compensation claim-handling program.  

3. Clarify how you intend to utilize your identified subcontractors.  
4. In light of the current budget constraints, the City is required to find savings 

across all service areas. With that in mind, please provide your best and final 
offer for the Services described in the RFP in the matrix below.  

  
We hope you find our answers to these questions thorough and comprehensive.  If you 
should need further details, please feel free to contact us.   
 
In our preparation for the oral presentation, we noticed an error in our cover letter that 
we would like to amend.  Our intent was to highlight our shared success and we stated 
“closely working with the City’s risk management department, our partnership together 
produced savings in both claims and premium costs resulting in a 45% ($4,600,000) 
reduction in total cost of risk since 2012”.  Though this would be accurate when 
considering the undeveloped Total Incurred claims data, we should have used the fully 
trended and developed number. By not calculating the IBNR properly, we inadvertently 
overstated our shared success.   
 
It is better stated, over the course of the past five years, together we have achieved 
savings in excess of $1,800,000 via reduced premiums, taxes, fees and subrogated 
claims. 
 
 



Hal	Guice	
Wells	Fargo	Insurance	Services	USA,	Inc.	

6100	Fairview	Rd.	
8th	Floor	

Charlotte,	NC	28210‐3277	
	

	
On behalf of our entire team, we would like to thank the City’s team for your partnership 
and wonderful working relationship. We continue to celebrate our excellent successes 
together and are excited about our joint plans for the future. 
 
 
Sincerely, 

	

	
Hal	Guice	
Senior	Account	Executive	
Direct	dial:	704‐557‐1839	
Fax:	866‐332‐3051	
Email:	hal.guice@wellsfargo.com	
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Additional Response Questions 

Additional Response Questions 
 
  
1. Detail your experience and ability to assist with the implementation ERM (enterprise 
risk management) 
 
Based in Atlanta, Rich Michel leads the Wells Fargo Enterprise Risk Management (ERM) consulting 
and Risk Monetization practices and has extensive experience creating program designs and business 
strategies for clients that reduce financial volatility, lower costs, promote growth, and facilitate the 
achievement of business objectives.  He has developed ERM practices that make a significant, 
measurable contribution to the performance (success) of an organization, beyond basic compliance 
with contractual, legal and regulatory requirements. Past ERM projects have included a broad range of 
industries including power generation, retail, public entities, hospitality and others. Rich has over 37 
years of industry experience and is a former Principle of Pure Risk Consulting LLC and Managing 
Director of Marsh where he served as a business development leader, senior client executive and has 
over 18 years of experience in ERM consulting across all three organizations. 
 
Kelly Clarkson, based in Charlotte, is a Consultant with the Wells Fargo ERM practice and has 22 years 
of experience in corporate risk management, risk finance and alternative risk transfer programs for 
clients in the Charlotte community.  Prior to joining Wells Fargo (formally Wachovia) in 2006, she was 
Director of Risk Management for PCA International, Inc. where she was responsible for managing a 
team of risk management, safety, loss control and claims professionals for an organization with over 
2,000 locations in 5 countries.  She began her career at a Risk Management Analyst with DHL 
Worldwide Express.  Kelly’s functional expertise is in risk analytics, including loss forecasting and 
reserve analysis, collateral management and captive feasibility.  She earned a BBA in Risk Management 
from the University of Georgia and an International MBA from the University of South Carolina and 
maintains the CPCU professional designation. 
  
Rich and Kelly, with support from the local insurance brokerage team, have been supporting the City’s 
ERM implementation for the past year. This initiative is currently in the risk identification and 
assessment phase and WFI intends to support this important project further if selected to continue 
serving as your broker. The current and future phases of the ERM implementation include: 
 
1. Risk assessment. Through a series of meetings, the team is working with key stakeholders to 

holistically assess risks throughout the organization. Standard scales for rating frequency and 
severity have been established with senior leaders so they can be applied consistently across the 
organization. Key questions include: what are the risks of greatest concern to each department? If 
they materialized, how would they impact not only the individual department but also the rest of the 
city? What effect would they have on areas such as the public, city revenue or reputation? What is 
the likelihood and projected magnitude of each risk? How well are departments currently managing 
the risks? 
 
After the interviews, the team records the results from each department and assembles the findings 
in a city risk register that defines the risks and evaluates impacts and likelihoods. From this register, 
the team will conduct validation workshops with smaller, diverse, cross functional teams to validate 
the interview findings and prioritize the top 10+ risks that have the greatest potential to impact each 
department. Further analysis will identify the top 10 – 25+ risks that are of greatest concern to the 
city.  
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2. Mitigation. Once the assessment is complete, the team will work with the departments on a deeper 

analysis of the top risks. This phase involves scenario-planning for each critical risk, including 
assessment of mitigation tools and development of new ones. The team can assist in modeling to 
show how events correlate across different risk scenarios and help leaders make better risk-adjusted 
decisions. 
 
Once risk-mitigation techniques are determined and agreed upon, they should be bolted onto 
existing departmental processes, ensuring that ERM is systematically embedded into the city 
organization. 
 
Due to the complexity of moving parts throughout the city, the second phase of ERM can take a 
considerable period of time. To reduce the scope and help ensure success, we recommend focusing 
first on the critical few risks that pose the greatest threat to the city in order to demonstrate success 
and then expand the effort to the other risks on the register in order of priority. 
 

3. Reporting. The team will work with the internal ERM leaders and other top stakeholders to 
develop ERM reporting protocols up to the senior leadership level and outwardly across the city so 
knowledge is shared widely throughout the organization. This process helps create visibility of risks 
and mitigation strategies throughout the city and at senior levels. 

 
4. Other aspects of the implementation may involve helping establish city-wide ERM governance 

protocols to guide the progress of ERM over the long term. 
 
 
 
2. Explain how your company could assist the City in evaluating our current self-
administered workers’ compensation claim handling program. 
 
Wells Fargo’s 360 Claims Process and Gap Assessments 
Many organizations have developed internal departments for the management of their claims 
processes, either in the form of self-administered programs or to provide controls and over sight of 
claims intake and resolution.  Questions often arise whether or not established procedures and staffing 
are effective and beneficial for the success of the organization. Wells Fargo Insurance has developed a 
program assessment designed to work with the City to determine if the claims management structure 
and processes being utilized are achieving the best results. Our assessment process will evaluate: 
 

 Adequacy of staffing levels 
 Skill level and proficiency of the internal staff 
 Claim intake process  
 Working relationship with claim administrators (if applicable) 
 Claim management philosophy 
 Reserving and settlement practices 
 Claim procedural manual 
 Communication and interaction with claims staff and other departments 
 Staff training and education 
 Key performance measurements  
 Working relationship with third party vendors  
 Litigation management procedures 
 Claim information system utilization      
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Our methodology is to interview key stakeholders in the claim management process and thoroughly 
examine established written protocols.  Our end result will be to provide the City with an accurate 

assessment that will identify any gaps in your 
program and where the City can improve claims 
management procedures.  
 
Wells Fargo Insurance’s claims consulting teams 
are committed to the delivery of high impact 
advocacy and consultative services with the 
primary goal of optimizing outcomes in the event 
of a loss or claim. Our approach is to 
complement your claims efforts in a way that 
supports your overall risk management 
objectives by providing tangible value to your 
risk management team as well as to all internal 
and external stakeholders in the claims process. 
 
 
We know from experience that assertive claims 
management is critical to your program since 
claim costs assist in driving overall program 
costs.  
 
We believe in a systematic approach to 
complementing your efforts. It all starts with a 
services installation meeting to coordinate and 
customize a service plan. We review and amend 
claims handling instructions so that we are 

appropriately embedded within your process. We consult with you on problematic and complex claims. 
We set an appropriate diary process on those designated claims to ensure adjusters are aggressively 
managing the files and following up on the recommended file resolution strategy. 

 
Our claims consulting professionals are positioned to operate as an integral component of your risk 
management department. Our claims consulting practice associates have, on average, over 20 years of 
experience in all lines of insurance as industry claim managers, examiners, and analysts. We are unique 
in that our claims professionals are strategically deployed to serve on local service delivery teams in our 
regions yet linked to a national network to foster collaboration, continuous improvement, and 
innovation. 

 
 

Strategic claim reviews 

With so much at stake in the outcome of a claim, our claim advisors assist in coordinating a strategic 
claims review. This process provides our clients with the opportunity to take an active role in the 
claim process and thereby make informed decisions. 

 
A strategic claims review can provide a Risk Manager with a second opinion regarding reserves and 
help drive claim resolution strategies. The process reduces the potential for claims “falling through the 
cracks” and being neglected by the carrier or TPA for an extended period. It also reduces the risk of 
financial surprises if reserves are under or overstated.  

 
 

Identifying Gaps 
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Our strategic claim reviews are planned and scheduled discussions with adjusting staff to assess claim 
handling performance and strategies with the goal of maximizing claim outcomes for our clients. Our 
methods include in-person meetings or teleconference reviews, depending on the needs and structure 
of the program. 

 
This process affects the closure of neglected files as well as aides in developing strategies to eliminate or 
cap the cost of claims with future financial exposures.  

 
 

Third party administrator (TPA) marketing and selection 

WFI can also assist if you decide to evaluate the use of a third party administrator (TPA). 
 
An effective TPA is one whose philosophy and organization are compatible with a client’s goals. We 
assist clients with the TPA selection process and on-going performance evaluations so they can gain 
closer control and ownership of the claims process. We maintain a vast database of TPA profiles and 
their capabilities so that we can effectively match our clients’ claims management philosophy to that of 
the appropriate TPA.  
 
We assist in providing the following services: 
 

 Maintain and utilize detailed best practices to govern the TPA selection process 
 Project manage the TPA selection process (RFPs, interviews, evaluation, selection, installation) 
 Assess core competencies and pricing  
 Interview the proposed TPA account managers, supervisors, and claim representatives  
 Manage communication with the TPA candidates during the selection process 
 Advise and consult on the selection decision  
 Assist in performance guarantee design, implementation, and evaluation 
 Examine and assist with negotiating the proposed service agreement terms 
 Assist in establishing claim service instructions  
 After the selection and implementation, employ our claim audit process to evaluate TPA 

performance 
 

As you look to the future of your program, our claims consultants will serve as lead resources in writing 
Requests for Proposals (RFP) and coordinating the carrier selection process. In addition, we have built 
a TPA assessment model to help our clients qualify local, regional, and national claims service providers 
by efficiently evaluating responses to the RFP. Our national platform includes access to resources that 
have formerly served in senior management roles with TPAs and who have an intimate knowledge of 
the contracting and performance measurement process. We make it a priority to regularly engage TPA 
local and senior leadership in order to leverage those relationships on behalf of our clients. 
 
 
 
 
3. Clarify how you intend to utilize your identified subcontractors. 
 
As a smaller firm, The Rankin Insurance Group (RIG) has limited access to insurance markets and 
technical expertise in the risk management program area.  Based on this, examples of areas RIG could 
potentially help the City would be: 

1. Commercial crime policies currently with Travelers: 
a. City of Charlotte – expiring 7/1/17 
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b. Mecklenburg County – expiring 7/1/17 
c. Board of Education – expiring 7/1/17 

 
2. Automobile with The Hartford 

a. Superintendent’s policy expiring 10/4/2017 
 
As noted earlier, we have an agreement in place with RIG. As needed, we will facilitate an introduction 
of RIG to the Risk Management (RM) office staff to promote a relationship between RM and RIG. If 
mutually decided, we will also facilitate moving any policies, such as the four (4) we’ve identified above 
to RIG through Broker of Record Letters or remarketing to other carriers. 

 
 
 
4. In light of the current budget constraints, the City is required to find savings across all 
service areas. With that in mind, please provide your best and final offer for the Services 
described in the RFP in the matrix below. 
 
Base Rate Pricing: 
 

Contract 
Year Total Cost 

Year 1 $ _265,000___ 
Year 2 $ _265,000___ 
Year 3 $ _265,000___ 
Opt. Year 4 $ _265,000___ 
Opt. Year 5 $ _265,000___ 

 
 

Pricing for Additional Services: 
Companies shall indicate below their fees for additional services as needed by the City. If your 
company’s COI management system is an additional cost, please also indicate that below. 

 

Additional Service Cost 
Additional Coverage Added Market rate commission: __5-15% 
Coverages not detailed in this 
RFP will be mutually negotiated 

 

  
  
  
  

 































City of Charlotte

Agenda Date: 11/14/2016

Charlotte-Mecklenburg
Government Center
600 East 4th Street

Charlotte, NC 28202

Agenda #: 68.File #: 15-3898 Type: Consent Item

Risk Management Insurance Broker Services

Action:
A. Authorize the City Manager to negotiate and approve a unit price contract with

Wells Fargo Insurance Services for insurance broker services for an initial term of
three years, and

B. Authorize the City Manager to renew the contract for up to two additional, one-
year terms with possible price adjustments and to amend the contract consistent
with the City’s business needs and the purpose for which the contract was
approved.

Staff Resource(s):
Daniel Pliszka, Management & Financial Services

Explanation
§ Management & Financial Services - Risk Management provides insurance and risk management

services through an interlocal agreement with the City, Mecklenburg County (County), and the
Charlotte-Mecklenburg Schools Board of Education (School Board).

§ The interlocal agreement divides risk management administrative costs three ways  based on total
cost:

- City pays 55%,
- County pays 25%, and
- School Board pays 20%.

§ Risk Management purchases approximately $8,000,000 in various insurance coverages each year.
§ Insurance broker services performed include:

- The placement of appropriate insurance policies to cover numerous risks and liabilities;
- Management of the insurance components of the City, County, and School Board; and
- Assistance with the management of the total cost of risks related to the program.

§ Given the size of the risk profile, the City, County, and School Board place high demands on the
selected insurance broker and expect high-quality customer service in return. This high level of
customer service requires responsiveness from all levels of the broker, extensive experience, and
the use of advanced technology for modeling and analytics.

§ On July 18, 2016, the City issued a Request for Proposals (RFP) for Insurance Broker Services. In
response to the RFP, the City received six proposals from interested service providers.

§ The Project Team, consisting of staff from Management & Financial Services, the County, and
School Board evaluated the proposals and determined that Wells Fargo Insurance Services best
meets the needs in terms of qualifications, experience, cost, and responsiveness to the RFP
requirements.

§ Staff anticipates renewing the contract for up to two additional, one-year terms at costs as
indicated in the contract, which is available upon request.

§ The company will be paid on an annual commission basis and the estimated annual contract
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Agenda #: 68.File #: 15-3898 Type: Consent Item

expenditures are $265,000.

Charlotte Business INClusion
No subcontracting goal was established because there are no subcontracting opportunities (Part C: Section
2.1 (a) of the Charlotte Business INClusion Policy).

Fiscal Note
Funding: Insurance and Risk Fund
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