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/n ŝƚƐ 6ϬƚŚ ǇĞaƌ oĨ ďƵƐŝnĞƐƐ͕ AŇac ŝƐ lŝǀŝnŐ ƚŚĞ ĚƌĞam oĨ 
anǇ comƉanǇ.  :ƵƐƚ ƐomĞ oĨ ƚŚĞŝƌ ƌĞcoŐnŝ�onƐ ŝnclƵĚĞ͗

on ƉŚŝloƐoƉŚǇ͕  ƉŚŝlanƚŚƌoƉǇ͕  ŐoǀĞƌnancĞ͕ Śow ƚŚĞǇ 
ŚanĚlĞ cŚallĞnŐĞ͕ Ğƚc.  �ĞǇonĚ ƚŚŝƐ ƐƵƌǀĞǇ͕  ŚowĞǀĞƌ͕  
EƚŚŝƐƉŚĞƌĞ maŐaǌŝnĞ alƐo conĚƵcƚƐ ŝnƚĞnƐĞ ƌĞƐĞaƌcŚ ŝnƚo 
ƚŚĞ oƌŐanŝǌa�onƐ ƚo aƐƐƵƌĞ ƚŚaƚ ƚŚĞ ŝnĨoƌma�on ƉƌoǀŝĚĞĚ 
ďǇ ƚŚĞ comƉanŝĞƐ ŝƐ accƵƌaƚĞ anĚ ƚo ĚĞƚĞƌmŝnĞ wŚĞƚŚĞƌ 
ƚŚĞǇ aƌĞ ŝnĚĞĞĚ ĚĞƐĞƌǀŝnŐ oĨ ƚŚŝƐ ƌĞcoŐnŝ�on.  /nĚĞƉĞn-
ĚĞnƚ Ğn��ĞƐ ƐƵcŚ aƐ EƚŚŝƐƉŚĞƌĞ maŐaǌŝnĞ aƌĞ con�nƵ-
oƵƐlǇ conĮƌmŝnŐ ŝn ƚŚŝƐ mannĞƌ ƚŚaƚ AŇac ƚƌƵlǇ ΗwalŬƐ 
ƚŚĞ ƚalŬΗ ŝn cƵƐƚomĞƌ ƐĞƌǀŝcĞ anĚ coƌƉoƌaƚĞ cŝ�ǌĞnƐŚŝƉ.

dŚĞ ƉŚŝloƐoƉŚǇ ƚŚaƚ ƉĞƌmĞaƚĞƐ AŇac ŝƐ aƉƚlǇ namĞĚ ƚŚĞ 
ΗAŇac taǇΗ anĚ ŝƐ ƚŚĞŝƌ ƉƵďlŝc commŝƚmĞnƚ ƚo ŐƌĞaƚ 
ƐĞƌǀŝcĞ.  dŚĞƌĞ aƌĞ ƐĞǀĞn oǀĞƌaƌcŚŝnŐ ΗCommŝƚmĞnƚƐΗ 
anĚ ϭϱ Η�aƐŝcΗ ĞǆƉĞcƚa�onƐ ;ƐĞĞ SŝĚĞ �aƌƐͿ ƚo ďƌŝnŐ ƚŚĞ 
commŝƚmĞnƚƐ ƚo lŝĨĞ ĞǀĞƌǇ ĚaǇ wŝƚŚ ĞǀĞƌǇ ŝnƚĞƌac�on.  
>aƌĞĞ �anŝĞl͕ CŚŝĞĨ AĚmŝnŝƐƚƌa�ǀĞ KĸcĞƌ Ĩoƌ AŇac͕ 
ũoŝnĞĚ ƚŚĞ comƉanǇ ďĞcaƵƐĞ oĨ ƚŚaƚ commŝƚmĞnƚ.  DƐ. 
�anŝĞlΖƐ caƌĞĞƌ ŚaƐ ďĞĞn ƉƌŝmaƌŝlǇ ŝn ƚŚĞ ŝnƐƵƌancĞ ŝnĚƵƐ-
ƚƌǇ͕  ŝn all oĨ ŝƚƐ aƐƉĞcƚƐͶoƉĞƌa�onƐ͕ ĚŝƌĞcƚ ƐalĞƐ anĚ 
maƌŬĞ�nŐ.  tŚĞn conƐŝĚĞƌŝnŐ a caƌĞĞƌ wŝƚŚ AŇac aŌĞƌ 
ďĞŝnŐ ƌĞcƌƵŝƚĞĚ ŝn ϮϬϬϳ͕ �anŝĞl ŝnǀĞƐ�ŐaƚĞĚ ƚŚĞ oƉƉoƌƚƵ-
nŝƚǇ ƚŚoƌoƵŐŚlǇ ďĞĨoƌĞ maŬŝnŐ ŚĞƌ ĚĞcŝƐŝon.

�z >AZEE �AN/E>͕ C,/E& A�D/N/SdZAd/sE K&&/CEZ͕ 
hN/dE� SdAdES KPEZAd/KNS͕ A&>AC

AN� N/s/ NAG/E>͕ NCSA

LIV ING THE D REAM ,  ONE CU S TOM ER AT A TIM E

F ortune m agaz ine' s list of  
͞dŚĞ toƌlĚΖƐ DoƐƚ AĚmŝƌĞĚ ComƉanŝĞƐ͟Ͷϭϯ �mĞƐ͊

E thisphere m agaz ine' s list of  the 
͞toƌlĚΖƐ DoƐƚ EƚŚŝcal ComƉanŝĞƐ͟Ͷϴ ǇĞaƌƐ ƌƵnnŝnŐ͊

F ortune m agaz ine' s list of
͞ϭϬϬ �ĞƐƚ ComƉanŝĞƐ ƚo toƌŬ &oƌ͟ͶĨoƌ ϭ6 ǇĞaƌƐ͊

AnĚ lĞƐƚ wĞ ƚŚŝnŬ ƚŚaƚ anǇ oĨ ƚŚĞƐĞ awaƌĚƐ aƌĞ ƐŝmƉlĞ ƚo 
aƩaŝn anĚ ƌĞƚaŝn͕ lĞƚ ƵƐ ŐŝǀĞ ǇoƵ onĞ ĞǆamƉlĞ oĨ ƚŚĞ 
ĚĞƉƚŚ oĨ ŝnǀĞƐ�Őa�on ƚŚaƚ ŐoĞƐ ŝnƚo analǇǌŝnŐ ƚŚĞ canĚŝ-
ĚaƚĞƐ Ĩoƌ EƚŚŝƐƉŚĞƌĞ maŐaǌŝnĞΖƐ lŝƐƚ oĨ ƚŚĞ ͞toƌlĚΖƐ DoƐƚ 
EƚŚŝcal ComƉanŝĞƐ.͟   EƚŚŝƐƉŚĞƌĞ maŐaǌŝnĞ ƉƌoǀŝĚĞƐ ϳϱ 
ƐƵƌǀĞǇ ƋƵĞƐ�onƐ annƵallǇ ƚo comƉanŝĞƐ ǀǇŝnŐ Ĩoƌ ƚŚĞ 
Śonoƌ oĨ ďĞŝnŐ ƐĞlĞcƚĞĚ Ĩoƌ ƚŚĞ lŝƐƚ.  dŚĞ ƋƵĞƐ�onƐ ĨocƵƐ Continued on foůůoǁing page
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dŚĞ ĞƚŚŝcal naƚƵƌĞ oĨ ƚŚĞ ďƵƐŝnĞƐƐ͕ Ɛƚaƌ�nŐ aƚ ƚŚĞ ƚoƉ͕ 
waƐ wŚaƚ ŝnŝ�allǇ aƩƌacƚĞĚ DƐ. �anŝĞl. dŚĞn ƐŚĞ 
lĞaƌnĞĚ moƌĞ aďoƵƚ ƚŚĞ ƋƵalŝƚǇ oĨ caƌĞ wŚŝcŚ AŇac 
ŐŝǀĞƐ ƚo ŝƚƐ ĞmƉloǇĞĞƐ͕ anĚ ŝƚƐ wŝllŝnŐnĞƐƐ ƚo ďĞ ŝnno -
ǀa�ǀĞ anĚ ƚaŬĞ ƌŝƐŬƐ. All oĨ ƚŚaƚ Įƚ DƐ. �anŝĞlΖƐ 
ƉĞƌƐonal ƉŚŝloƐoƉŚŝĞƐ oĨ ƐĞƌǀŝcĞ͕ Ɛo ƐŚĞ accĞƉƚĞĚ ƚŚĞ 
ƉoƐŝ�on anĚ now ƐĞƌǀĞƐ aƐ CŚŝĞĨ AĚmŝnŝƐƚƌa�ǀĞ 
KĸcĞƌ Ĩoƌ AŇacΖƐ hnŝƚĞĚ SƚaƚĞƐ oƉĞƌa�onƐ anĚ ŝƐ 
Ƶl�maƚĞlǇ ƌĞƐƉonƐŝďlĞ Ĩoƌ Ϯ͕ϮϬϬ ĞmƉloǇĞĞƐ.
 
dŚĞn camĞ ŚĞƌ oƉƉoƌƚƵnŝƚǇ ƚo ďƌŝnŐ ƚŚĞ SĞǀĞn Com-
mŝƚmĞnƚƐ wŝƚŚ ƚŚĞ accomƉanǇŝnŐ ϭϱ �aƐŝcƐ ƚo lŝĨĞ Ĩƌom 
wŝƚŚŝn ŚĞƌ ĮĞlĚ oĨ ŝnŇƵĞncĞ.  ΗCommƵnŝcaƚĞ ƌĞŐƵlaƌlǇ͕  
Ŭnow ǇoƵƌ ƐƚƵī͕ ƐŚooƚ ƐƚƌaŝŐŚƚ͕ coǀĞƌ ƚŚĞ cƵƐƚomĞƌ 
Ͷnoƚ ǇoƵƌ ďĞŚŝnĚ͕Η aƌĞ ũƵƐƚ a ĨĞw oĨ ƚŚĞ ΗďaƐŝcƐΗ Ĩoƌ 
acŚŝĞǀŝnŐ ƚŚĞ commŝƚmĞnƚƐ oĨ AŇac. hnĚĞƌ ŚĞƌ ĚŝƌĞc-
�on͕ dŚĞ A taǇ EǆƉĞƌŝĞncĞ waƐ laƵncŚĞĚ͕ an ŝnŝ�a�ǀĞ 
ƚŚaƚ ŚĞlƉƐ ĞmƉloǇĞĞƐ ƵnĚĞƌƐƚanĚ ƚŚĞ lŝnŬaŐĞ ďĞƚwĞĞn  
ƚŚĞ CommŝƚmĞnƚƐ anĚ �aƐŝcƐ͕ maŬŝnŐ ŝƚ ĞaƐŝĞƌ ƚo aƉƉlǇ 
ƚŚĞm ƚo ƉƌoǀŝĚĞ conƐŝƐƚĞnƚlǇ ŐƌĞaƚ ƐĞƌǀŝcĞ.
 
AŇac ďƌŝnŐƐ ƚŚĞŝƌ ΗAŇac taǇΗ ƚo ƚŚĞŝƌ nĞaƌlǇ ϰ͕ϱϬϬ 
ĞmƉloǇĞĞƐ ƐƉƌĞaĚ aƌoƵnĚ ƚŚĞ coƵnƚƌǇ ƚŚƌoƵŐŚ 
cƵlƚƵƌal ƚƌaŝnŝnŐ ƚŚaƚ ĞǆƉlaŝnƐ anĚ ĚĞmonƐƚƌaƚĞƐ ƚŚĞ 
cƵlƚƵƌĞ.  dŚĞƌĞ ŝƐ a ĨocƵƐ on Śow ƉĞoƉlĞ aƌĞ ƚƌĞaƚĞĚ ŝn 
ƚŚĞŝƌ cƵlƚƵƌĞͶƚŚŝƐ maŬĞƐ ƚŚĞŝƌ cƵlƚƵƌĞ ƵnŝƋƵĞ.  EǀĞn 
ĞmƉloǇĞĞƐ wŚo woƌŬ Ĩƌom ŚomĞ aƌĞ ďƌoƵŐŚƚ onͲƐŝƚĞ 
ƚo ũoŝn ƚŚĞŝƌ collĞaŐƵĞƐ ŝn ƚŚĞ cƵlƚƵƌal ƚƌaŝnŝnŐ ŝnŝ�a�ǀĞ 
Ɛo ƚŚaƚ ĞǀĞƌǇonĞ ŚĞaƌƐ ƚŚĞ ĞǆƉĞcƚa�onƐ ĮƌƐƚŚanĚ anĚ 
ƵnĚĞƌƐƚanĚƐ wŚǇ AŇacΖƐ cƵlƚƵƌĞ ŝƐ Ɛo ŝmƉoƌƚanƚ.  

dŚĞ ƉƌocĞƐƐ oĨ ĞnŐƌaŝnŝnŐ ƚŚĞ AŇac cƵlƚƵƌĞ ŝn ŝƚƐ 
ĞmƉloǇĞĞƐ ďĞŐŝnƐ wŝƚŚ ƚŚĞ onďoaƌĚŝnŐ ƉƌocĞƐƐ͕ wŚĞƌĞ 
nĞw ŚŝƌĞƐ aƩĞnĚ a mƵl�ͲĚaǇ nĞw ĞmƉloǇĞĞ oƌŝĞnƚa-
�on ;NEKͿ.  Aƚ NEK͕ ƚŚĞ ĞmƉloǇĞĞƐ aƌĞ wĞlcomĞĚ ƚo 
ƚŚĞ comƉanǇ anĚ aƌĞ ŝnƚƌoĚƵcĞĚ ƚo a ďaƩĞƌǇ oĨ 
lĞƐƐonƐ aďoƵƚ ƚŚĞ cƵlƚƵƌĞ ďǇ oĸcĞƌƐ aƚ ƚŚĞ moƐƚ 
ƐĞnŝoƌ lĞǀĞl oĨ AŇac.  dŚĞǇ ǀŝĞw ǀŝĚĞoƐ Ĩƌom ƚŚĞ CEK 
anĚ C&K ƚŚaƚ ƌĞŝnĨoƌcĞ ƚŚĞ cƵlƚƵƌĞ oĨ ĞƚŚŝcƐ anĚ aƌĞ 
oŌĞn ƚƌĞaƚĞĚ ƚo a ǀŝƐŝƚ Ĩƌom AŇacΖƐ GĞnĞƌal CoƵnƐĞl͕ 
wŚo ĚŝƐcƵƐƐĞƐ ƚŚĞ ΗAŇac taǇΗ oĨ ĚoŝnŐ ďƵƐŝnĞƐƐ.  
tŚŝlĞ aƚ oƌŝĞnƚa�on͕ ĞacŚ nĞw ĞmƉloǇĞĞ ŝƐ ƉƌoǀŝĚĞĚ a 
ŚaƌĚcoǀĞƌ coƉǇ oĨ ƚŚĞ ΗAŇac taǇΗ ďooŬlĞƚ͕ wŚŝcŚ ŝƐ 
ƚŚĞŝƌƐ ƚo ƌĞaĚ anĚ ŬĞĞƉ.  dŚĞƐĞ ďooŬlĞƚƐ aƌĞ oŌĞn ƐĞĞn 
on ƚŚĞ ĚĞƐŬ oĨ ďoƚŚ nĞw anĚ ǀĞƚĞƌan ĞmƉloǇĞĞƐ aƚ 
AŇac͕ wŚŝcŚ ƐƉĞaŬƐ ƚo ƚŚĞ ŚanĚǇ ƌĞĨĞƌĞncĞ ŝƚ ƌĞmaŝnƐ 
aŌĞƌ oƌŝĞnƚa�on.

nŝƚǇ ƚo ƌĞcoŐnŝǌĞ ĞmƉloǇĞĞ lŝĨĞ ĞǀĞnƚƐ lŝŬĞ ďŝƌƚŚĚaǇƐ 
anĚ annŝǀĞƌƐaƌŝĞƐ.  dŚĞn ƚŚĞǇ ĨocƵƐ on ƚŚĞ ͞ AŇac taǇ͟ 
CommŝƚmĞnƚ Ĩoƌ ƚŚaƚ wĞĞŬ ďǇ ĚŝƐcƵƐƐŝnŐ a ƌĞalͲlŝĨĞ 
ĞǆamƉlĞ.  ΗKƵƌ lĞaĚĞƌƐ aƌĞ coacŚĞƐ.  dŚĞǇ ŚaǀĞ ƚŚĞ 
ƌĞƐƉonƐŝďŝlŝƚǇ oĨ ďƌŝnŐŝnŐ oƵƚ ƚŚĞ ďĞƐƚ ŝn ƉĞoƉlĞ͗  
�ĞǀĞloƉŝnŐ anĚ ŝmƉlĞmĞn�nŐ a cƵƐƚomŝǌĞĚ manaŐĞ-
mĞnƚ Ɖlan ƉĞƌ ƉĞƌƐon ďaƐĞĚ on wŚĞƌĞ ƚŚĞǇ wanƚ ƚo 
Őo͕Η ƐaǇƐ DƐ. �anŝĞl.  AnĚ ƚŚaƚ ŝƐ wŚǇ &oƌƚƵnĞ 
maŐaǌŝnĞ ŚaƐ namĞĚ AŇac aƐ onĞ oĨ ƚŚĞ ͞ϭϬϬ �ĞƐƚ 
ComƉanŝĞƐ ƚo toƌŬ &oƌ͟Ͷϭ6 ǇĞaƌƐ ŝn a ƌow͊ 

DƐ. �anŝĞl acŬnowlĞĚŐĞƐ ƚŚaƚ ƐŝncĞ aƉƉƌoǆŝmaƚĞlǇ ϯϬ 
ƉĞƌcĞnƚ oĨ ƚŚĞŝƌ ĨƌonƚlŝnĞ ĞmƉloǇĞĞƐ woƌŬ Ĩƌom ŚomĞ͕ 
ƐƚaǇŝnŐ ŝn ƚoƵcŚ wŝƚŚ ƚŚĞm Ĩƌom a cƵlƚƵƌal ƉĞƌƐƉĞc�ǀĞ 
can ďĞ moƌĞ oĨ a cŚallĞnŐĞ.  NonĞƚŚĞlĞƐƐ͕ wŝƚŚ ǀŝĚĞo-
conĨĞƌĞncŝnŐ anĚ Ɛŝmŝlaƌ ƚĞcŚnoloŐǇ͕  ĞmƉloǇĞĞƐ aƌĞ 
ďƌoƵŐŚƚ ƚoŐĞƚŚĞƌ Ĩoƌ mĞĞ�nŐƐ anĚ oƚŚĞƌ aƉƉƌoƉƌŝaƚĞ 
ĞncoƵnƚĞƌƐ Ɛo ƚŚaƚ ƚŚĞ ͞AŇac taǇ͟ ŝƐ conƐƚanƚlǇ 
ƌĞŝnĨoƌcĞĚ ƚŚƌoƵŐŚoƵƚ ƚŚĞ ƐǇƐƚĞm.  /ƚ ŝƐ oŌĞn ƐaŝĚ ƚŚaƚ 

aĚƵlƚƐ lĞaƌn ďĞƐƚ wŚĞn ƚŚĞǇ ƌĞcĞŝǀĞ onŐoŝnŐ ƌĞmŝnĚ-
ĞƌƐ oĨ ŬĞǇ cƵlƚƵƌal anĚ ĨƵnc�onal ĞǆƉĞcƚa�onƐ͕ 
ƌĞŝnĨoƌcĞĚ ďǇ conƐŝƐƚĞnƚ lĞaĚĞƌƐŚŝƉ ƌolĞ moĚĞlŝnŐ.  
AŇac ŚaƐ ďƌoƵŐŚƚ ƚŚaƚ concĞƉƚ ƚo lŝĨĞ wŝƚŚŝn ƚŚĞŝƌ 
woƌŬĨoƌcĞ͕ anĚ ŝƚ oďǀŝoƵƐlǇ ƉaǇƐ oī͕ ŐŝǀĞn all oĨ ƚŚĞŝƌ 
ƌĞcoŐnŝ�onƐ.  

�Ƶƚ ƚŚĞ ƚƌaŝnŝnŐ ĚoĞƐnΖƚ ĞnĚ wŝƚŚ ƚŚĞ onďoaƌĚŝnŐ 
ƉƌocĞƐƐ.  /n Ĩacƚ͕ wŚĞn ǇoƵ comĞ ƚo onĞ oĨ AŇacΖƐ 
oĸcĞƐ͕ ƚŚĞ ŚanĚwƌŝ�nŐ ŝƐ on ƚŚĞ wallͶlŝƚĞƌallǇ.  
dŚƌoƵŐŚoƵƚ AŇacΖƐ camƉƵƐĞƐ ŝn GĞoƌŐŝa͕ SoƵƚŚ 
Caƌolŝna͕ NĞw zoƌŬ anĚ NĞďƌaƐŬa aƌĞ ŝmaŐĞƐ anĚ 
ŝnƐcƌŝƉ�onƐ aƌoƵnĚ ĞǀĞƌǇ coƌnĞƌ ŝllƵƐƚƌa�nŐ ƚŚĞ com-
ƉanǇΖƐ SĞǀĞn CommŝƚmĞnƚƐ ƚo woƌŬŝnŐ ƚŚĞ ΗAŇac 
taǇΗ anĚ ƚŚĞ ϭϱ �aƐŝcƐ oĨ cƵƐƚomĞƌ ƐĞƌǀŝcĞ.  GlaƐƐ 
ĚooƌƐ anĚ wŝnĚowƐ aƌĞ ĨƌoƐƚĞĚ wŝƚŚ ƚŚĞ cƵlƚƵƌĞ-
ƌĞŝnĨoƌcŝnŐ mĞƐƐaŐĞƐ anĚ͕ oĨ coƵƌƐĞ͕ ǇoƵ canΖƚ Őo 
anǇwŚĞƌĞ wŝƚŚoƵƚ ƐĞĞŝnŐ ƚŚĞ ƵďŝƋƵŝƚoƵƐ AŇac �ƵcŬ.

�ĞǇonĚ ƚŚĞ ŝnŝ�al cƵlƚƵƌal ƚƌaŝnŝnŐ Ĩoƌ all ĞmƉloǇĞĞƐ͕ 
anĚ ƚo ďĞƩĞƌ aƐƐƵƌĞ ƚŚĞ ĞǆƉĞcƚa�onƐ ƚaŬĞ ŚolĚ anĚ 
aƌĞ acƚĞĚ on conƐŝƐƚĞnƚlǇ ĞacŚ ĚaǇ͕  ƚĞamƐ mĞĞƚ 
wĞĞŬlǇ Ĩoƌ ϭϬʹϭϱ mŝnƵƚĞƐ ƚo ŚĞlƉ all ĞmƉloǇĞĞƐ aƚ all 
lĞǀĞlƐ ƵnĚĞƌƐƚanĚ Śow ƚŚĞŝƌ ƌolĞ ŝmƉacƚƐ ƚŚĞ coƌƉo -
ƌaƚĞ mŝƐƐŝon anĚ ƐƵccĞƐƐ.  dŚĞǇ alƐo ƚaŬĞ ƚŚŝƐ oƉƉoƌƚƵ -

“Our Leaders are 
coaches...they bring out 

the best in people.”
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Ms. Daniel is proud of how the Aflac team maneuvers 
through the landmines of challenge in their industry, 
assuring that there is an appropriate and constantly 
tested balance within their claim payment prac�ces.  
"We understand the importance of having benefits 
paid during medical situa�ons so we place a high 
priority on processing claims quickly, in an average of 

adults learn best when they receive ongoing remind-
ers of key cultural and func�onal expecta�ons, 
reinforced by consistent leadership role modeling.  
Aflac has brought that concept to life within their 
workforce, and it obviously pays off, given all of their 
recogni�ons.

Of course, the ul�mate reinforcement is how leader-
ship behaves every day in every interac�on with 
internal and external customers.  Consistency of 
approach in living the Seven Commitments and the 15 
Basics has carried Aflac to new heights of performance 
and is expected of all leadership from the top on 
down.
 
Ms. Daniel is proud of Aflac's recogni�ons but is very 
clear to state that "when you have loyal employees, 
that turns into loyal customers.  If you treat your 
employees well, they are more likely to treat their 
customers the same way.  Our employees are proud to 
work for Aflac.  When they are engaged, the culture 
plays out every day," says Ms. Daniel.  Beyond the 
formal na�onal recogni�ons which Aflac shares with 

all staff, they also have "Thank You Thursday," where 
any customer that calls in on that day can be chosen 
for a thank-you note from any of the Aflac Call Center's 
600 employees.  
 
While call centers typically have a very high turnover 
due to the amount of knowledge required, and the 
constant challenge of handling a variety of 
customers—from easily sa�sfied to extremely irate 
—all within a limited �meframe so that the next 
customer can be quickly served, Ms. Daniel  reports 
that the turnover in the Aflac Call Center is extremely 
low.  The average seniority of an amazing 10 years for 
employees under Ms. Daniel speaks yet again to 
Aflac’s and Daniel’s trea�ng their internal customers 
as the vital asset that they are, thereby be�er assuring 
that the same treatment will be translated to its 
external customers.

To further engage its employees, Aflac encourages 
staff to par�cipate in "Aflac Bright Ideas," which is an 
online submission of opportuni�es for improvement 
and innova�on. Employees accumulate points for all 
submissions that they can u�lize to purchase gi�s and 
the top three ideas are recognized annually during 
Employee Apprecia�on Week with prizes including 
monetary gi�s.  The week includes entertainment, 
celebra�ons, a review of the company-wide mission of 
recognizing fellow employees for living the "Aflac 
Way" and a commitment to the Basics, followed by a 
public recogni�on of those efforts.
 
Oddly, we’ve hardly men�oned what most Americans 
best link Aflac with from a public percep�on 
standpoint—the "Duck."  When it was first introduced 
millennial weekend, Aflac got an amazing response, 
despite the focus that weekend on the fears associ-
ated with Y2K.  While the Duck is clever, cute and gets 
a lot of a�en�on, even the best marke�ng campaign 
cannot sustain, in and of itself, the consistent level of 
customer and employee sa�sfac�on scores that are 
evidenced by Aflac's numerous na�onal awards.  
Employees are reminded that "You are the Duck.  You 
are the brand," says Ms. Daniel.  How each one of 
them behaves every day with every interac�on sells 
the company over and over.  

Every year Aflac produces a holiday version of its plush duck 
and sells them with all the proceeds going to the company’s 
primary philanthropic cause: Children’s Cancer.
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Ms. Daniel is proud of how 
the Aflac team maneuvers 
through the landmines of 
challenge in their industry, 
assuring that there is an 
appropriate and constantly 
tested balance within their 
claim payment prac�ces.  
"We understand the impor-
tance of having benefits paid 
during medical situa�ons so 
we place a high priority on 
processing claims quickly, in 
an average of 4 days," says 
Ms. Daniel.  

While Ms. Daniel and her 
leadership counterparts very 
much appreciate the recogni-
�on given them by Fortune 
magazine as one of the "100 
Best Companies to Work For," 

a $3 million pledge.  They maintain that support to this 
day, dona�ng all proceeds from sales of the Aflac Duck 
to the Aflac Cancer Center.  

Aflac holds all employees accountable for its high 
standards of customer service and ethical behavior.  
The dream they are living is one they have created and 
work hard every day to sustain.  Living the dream takes 
constant focus and effort by the en�re team, and Aflac 
seems to have that equa�on down to a science.    

Laree Daniel is the Chief Administrative Officer, 
United States Operations for Aflac.
Nivi Nagiel is an NCSA Editor.

ARTICLE PHOTO ON PAGE 2: A team atmosphere in 
Aflac’s Call Center is one of the things that has earned 
Aflac a place on FORTUNE’s 100 Best Places to Work 
list for 16 consecu�ve years.

they also do an employee engagement survey 
annually, with follow-up staff focus groups, where 
survey results are provided.  The intent of the associ-
ated ac�on plans is to assure that employee sa�sfac-
�on at Aflac is always improving.  Ms. Daniel reports 
that overall employee sa�sfac�on in Opera�ons at 
Aflac is 85 percent.  Employees also have the opportu-
nity twice yearly to respond to a survey about their 
leaders.  Appropriate coaching plans are established 
to assure the leadership is supported and con�nually 
improving as well.  
 
As a Fortune 200 employer, Aflac must constantly 
ensure that they are ge�ng be�er every day.  Their 
commitment to, "Be there for you in your �me of 
need," calls them to ac�on with every customer 
contact.  But beyond their daily work ini�a�ves to be 
the best of the best, Aflac is commi�ed to support the 
Aflac Cancer Center at Egleston Children's Hospital in 
Atlanta, Georgia, which they established in 1995 with 

Each year during Employee Apprecia�on Week, Officers at Aflac, including Laree Daniel 
(middle), take part in daily drawings for Aflac employees to win big prizes.
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