B16

PHILADELPHIA BUSIMESS ICURNAL

BEST PLACES TO WORK

philadelphia.bizjounals.com | OCTOBER 19-25, 2007

Yes, you can build
office rapport around
scheduled snacking

ADAMSTONE
SPECIALTOTHE HUSIMESS JOLRKAL

ike the century-old comic strip
icons Alphonse and Gaslon, Russ
Carlson and Marie Wahl are
qlumblmg aver one another Lo
give credil for the track record of
]1uman resource excellence #l BeneServ
Corporale Benefit Services,

“After you,” says one, “No, [ insist, after
you!”

Whoever started the ball rolling, it's
clear that together this team has created a
posilive workplace, As president, Carlson
credils Wahl wﬂh inaugurating fruit time,
Claims Specialist
Wahl says she
couldn't have
done it without

‘Everybody’s

[ ricndly; the boss' support.
0y t ' Um, [ruit ime?
itis & ‘'we Sure, that would

hd . x ] 3 L1l

situation | oo b Sy

day, when Wahl
announces to all
that it is time {o
eal fruit, “It's a
silly thing, but if
makes them
happy. Tt gets
them away from
the phones, from
the pressures of
dealing with cli-
ents, dealing with
business,” Carlson said. “And it has to be
fruit, it can't be a Tasiylkake. Nothing
apainst Tastylake, of course.”

The coffee-and-te stretch arrives al 2
o'clock and the Peppermint Patty break
rounds out the day at 4 o'clock. These are
not exactly traditional benefits, but they
seem to work. Carlson said it keeps people
cheerful and motivaled and one can't help
but observe that the breaks cost the busi-
ness virtually nothing.

None of this could happen without Wahl,
Carlson said. Her energy, drive and orga-
nizational ability are what generates the
spirit of enthusiasm in the office.

Wahl in turn credits her hoss. "A major-
ity of it is Russ, and how he acts toward
us."

The office could never buzz along so
happily, she said, if Carlson did not make
people feel good about themselves amd
their warle. Everyihing he does seems to
projectan #ir of genuine caring, she said.

—we are
all in this
together,’

Russ Carlson
President

First Place | Small Company

BeneServ Corporate
Benefit Services
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Russ Carlson with a group of employees. The office takes regular breaks for fruit, drinks and Peppermint Patty's.

“Over the course of 30 years, [ have
never had this before,” said Wahl, who has
worlted for small privale companies and
big corporations, plus seven years at Ben-
eServ.

"I have worked in businesses where you
tfo a job and you feel like you do it well, but
no one ever actually comes out and says
‘thank you' or ‘good job.' But I think that
peaple need that," she said, “[Carlson]
thanks us everyday for the work that we
did. Who does that?”

The oceasional expression of gratitude
is a simple thing, but it goes a long way,

The $1.9 million husiness of BeneServ is
somewhat more dry than the daily round
of feslive breaks might suggest. Iis seven
sales people and seven administrators in
Springfield sell health insurance to local
comparies and then support those compa-
nies’ employees as they access those ben-
cfils,

Carlson, who has run the compny since
1985, does so with a particular kind of
openbandedness. In addition to selling in-
surance, he helps clients manage their
coverage: His administrative staff adds
and removes employees fom policies, re-

searches unpaid claims and handles the
vast administrative burden of COBRA.

‘That's an unusual range of support ser
vices in an industry where the broker's
role lypically begins and ends with making
asale and cashing the commission checks.
Carlson decided early on o deliver such
services without charging extra.

‘This approach may daie back to Carl-
son's younger days in a family that strupg-
gled financially, that in fact spent some
lime on welfare, Carlson says those experi-
ences helped him understand what it is o
need, and what it is to give.

Thinking about what he might give to
his stafl, Carlson seems to have hiton a
formula of giving not just benefils (about
which he knows a thing or two) but alsp
giving quality-of-life perks. That means,
among other things, loosening up on the
traditional schedule.

“Insuranceis very structured, very black
and while. You do your job, you take a 10-
minule break here or-there,” he said. *"We
iry nol to be that way.”

Carlson never loses sleep wondering if
flex time might be abused. "I don't have to
walch over people. Everyone gets the

worle done. I very rarely have a problem
and when something does come up we
work through it," he said.

“Everybody’s fiendly; it is a ‘we" silua-
tion — we are all in this together. If one
person has a bad day, if someone on the
phone is yelling al them or cursing at
them, they will talk it out with the others,”
he sald As a result, “we don't have turmn-
over.”

Bo people really vell and curse al Bene—
Serv employees? Sure they do. This is cus-
tomer service, after all. “When somebody
calls, they are not calling just to say hello.
They are calling because something is
wrong. So that person may not be all that
happy,” Carlson said.

That malees it all the more important for
BeneServ staff to feel good about their
jobs — and they do. The employees them-
selves say so, and the customers affirm it.

"Chents rave about cur customer sei-
vice," Carlson said. "They know that when
they call in, that call will get answered on
the first ring, and it will be answered by
someane who is happy.

"That is how it is. When you are eating a
Peppermint Patty, you are happy.” &3



