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Imagine you never worked in a corporate office before.  Then pretend you know little about insurance. 
How do you think you’d respond on your first day of work in a Fortune 100 insurance company?   
 
This is what my daughter Lindsay experienced over the last month with her 1st internship (not CIGNA ).   
Her role is to organize insurance product filings – thousands of them – in SharePoint.  It’s not glamorous, 
but she’s learning a few technical skills and some basics on how insurance works, and she’s curious.   
 
I’m fortunate to drive her to work some days so I have a captive audience, and she’s eager to talk about 
her experiences.  For example, on her 2nd day she asked me “Dad, what’s a rider?” and subsequently on 
the 3rd day questioned “who would ever want to add a 24 hour emergency evacuation rider?” 
 

Her Takeaway:  Insurance seems unnecessarily complicated from a new customer’s perspective.  
But as a worker, you can learn A LOT in a short period of time by being curious and asking WHY. 

 
After 2 weeks she was already done with 50% of her summer assignment.  She overheard her boss talk 
about how they needed to find her more work, and that she was a “Spitfire”, which made her smile. 

 
Her Takeaway:  How you show up at work quickly makes a lasting impression! 

 
Her workstation is in open space, so she can hear everything.  Last Friday, a remote worker came into 
the office and talked with a co-worker for over 2 hours (mostly not about work).  Another co-worker 
spent an hour planning his kid’s birthday party, then left early for the day. 
 
On the way home that day she asked me “how is it fair they get paid when they aren’t really working, 
while I’m actually working?”  It really bothered her, which triggered a discussion about the correlation of 
engagement to productivity & outcomes, and the importance of work/life balance & relationships. 
 

Her Takeaway:  Productivity is important, but so are relationships & balance for long term success.   
 

 

 

 
 

After further reflection, I wondered if the catalyst for engagement and continuous improvement could 
really be that simple.  To ignore your biases and pretend you’re seeing something for the first time with 
an open mind, where a clear goal and a series of questions will guide your path. 
 
The newest generation entering our workforce has an advantage here.  Over time our work experiences 
can condition us to accept things that we might question under new or different circumstances.  So it 
may require a renewed focus on our natural curiosity and asking more questions to gain deeper insights 
into what our customers are looking for and how we can improve our products and services to that end. 

At first I was puzzled why the engagement of co-workers 
was so important to her.  But in reflecting more about the 
mindset of a 19 year old, I believe she simply wants to 
make a difference and know that her work is important.  
And she wants the people she works with to feel the 
same.  Which quickly gets you to the concept of common 
purpose, a critical element of high performing teams. 



My other daughter Morgan is a year younger, and she graduates from high school today.   

She’s also on the precipice of new experiences, where she’ll be asking WHY many times over the next 4 

years.  Interestingly, she didn’t select the highest rated college she was accepted to, but rather the one 

she thought fit her best.  A place where she felt she could fully engage toward her longer term goals. 

 The concepts of engagement & purpose seem to apply just as well to the college environment as 

they do in the business world.  It helps explain that “gut feeling” most students say is how they 

picked their college, or why someone chooses to work at a certain company or a specific job.  

Having the comfort & confidence to fully engage is an environment we all desire! 

Graduations have that springboard effect to a next stage – it’s a chance to celebrate what you’ve 
learned and apply it at new level, while continuing to grow capabilities toward an evolving purpose. 
The points of demarcation for this kind of transition may be less obvious in a corporate setting, when 
there isn’t always a graduation ceremony, but they exist if you look for them. 
 
Graduating at CIGNA 
 
In the CIGNA Medicare Business, we’re graduating to a new growth strategy with new customer groups, 
products and services.  More broadly, CIGNA is graduating into a newly merged value proposition with 
Express Scripts.  We even had our 1st team “graduate” from the Performance Excellence Program, 
reaching best-in-class performance levels and creating a foundation for continuous improvement. 
 
So as we embark on these next graduated levels across GBS and CIGNA, here are a few suggestions to 
ensure we incorporate a “graduate” or new employee mindset into the work we do every day.  It might 
seem simplistic, but then again, how often do we really emulate these behaviors?  Personally, I know I 
have plenty of room for improvement here, compared to what my daughter has recently demonstrated. 
 

 

     
 
 
We’re a little bit lucky in the Operational Excellence organization as we graduate from one strategic 
program or problem solving event to the next, with an opportunity to help our business partners 
improve their processes to better meet their goals and hopefully achieve their purpose. 
 
It creates countless opportunities for us to step back and take a fresh, unbiased look at our customers 
and services as if we were seeing them for the first time and simply ask WHY, again and again. 
 

Joe 
 

“Excellence is the result of high intention, sincere effort and intelligent execution.” 

1) Make sure your purpose is clear, and seek collaboration 
with teammates and associates that have similar goals. 
 

2) “Go & See” processes for yourself so you get a first-hand 
understanding of issues & opportunities – be curious! 
 

3) Literally put yourself in the customer’s shoes and seek 
empathetic understanding of their underlying needs. 
 

4) Ask A LOT of questions, listen intently, be your genuine 
self, and seek feedback from all sources – embrace it! 


