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To:                  All Associates
From:        
Steve Upshaw, CEO
Date:         
December 21, 2017
Subject:         2017 Year-End Message
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As we come to the close of 2017, I’d like us all to reflect on a year of significant accomplishments, where our organization delivered on major initiatives that elevated the visibility of our transformation, both internally and externally. Being in such a dynamic and competitive business, our success comes with hard work. It also comes with disappointment and frustration at times, often from pushing ourselves to transform and stretch our capabilities. Achieving success is a process – a process we’re all working through together. For all of your efforts, patience and perseverance, I thank you.
Looking Back on 2017
We set forth five 2017 Enterprise Priorities that with success, would demonstrate our commitment to our strategy and transformation. We had marked success achieving the following:
· Reducing call backs per claim by 10-20%
· Substantially improving our severity and therefore loss ratios
· Implementing our Field Service Management (FSM) ServiceBench technology solution 
· Launching My Account to enable claims initiation, scheduling, status, and account maintenance, and the IVR system
· Incremental sales success with wins across historical channels, and in new channels we targeted
In addition, we delivered the best summer service experience in years, leading the industry; identified other opportunities to further our strategy/digital transformation with the first Amazon Alexa Skill in the home services market; and fundamentally reframed our relationship with Sears which has improved alignment for customer experience, presented a long-term focus and provided a path to dramatically improved program financials.
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While pursuing all of this, we made a significant step forward in defining our Brand Identity to show ourselves and the outside world what our vision and strategy mean. This new brand is fresh, modern and simple – essentially the way we want our customers to view us.
What’s Ahead for 2018 
We have refined our strategic focus to drive more emphasis on our culture and human capital. We recognize that enduring success and the pursuit of our vision and strategy is rooted in having a High Performance Culture as an organizational foundation. Given our success and the expanded resources we’ve deployed in 2017, coupled with the incremental resources we’ll leverage this coming year, we will grow our strategic 2018 Enterprise Priorities to the eight listed below, still within our pillars.
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Execute Corporate Re-Brand and Unification
Create Pricing Flexibility for Warranty Products
Implement Messaging & Response (JSN)

Develop and Initiate Multi-Year Enterprise Technology Roadmap
Revise and Align Core Values and Brand Attributes
Deploy New Talent Management Program
Enter and Launch Insurance Vertical

Comprehensive Point-of-Need (PON) Market Entry






As we complete our year, we are working to ensure organizational understanding of our priorities and objectives, and clarity about where each associate fits into these priorities. We all need to work together to ensure this happens. This is key to all of our success. 
In 2017, we were ambitious, innovative and goal driven – and I can honestly say that this year we took a major step to achieving our Vision – to be the preeminent player in the home services space.
Thank you again for your contributions, support and teamwork in a truly transformational 2017. We are well positioned to continue our momentum moving into the New Year. Please enjoy the holidays with your loved ones, and I look forward to an exciting and even more successful 2018. 
Happy Holidays to you and yours,
Steve
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