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Today more than 200 of America’s companies place their trust in the people
of Hartford Steam Boiler Inspection and Insurance Company.

It is point of pride for us. Consequently, it started us thinking about what it 
is that we do – have done for 140 years – that has earned that trust.

We think it is a combination of personal traits and beliefs about how to 
conduct yourself in business. It is a refreshingly positive and deeply embraced
attitude, formed by those tenets, that puts HSB in the position to earn the
trust of our client companies.

Passion.

Listening.

Integrity.

Tenacity.

Vision.

Respect.

These are the pillars upon which we’ve built one of America’s great companies.
Each and together, they are the basis upon which our customers have placed
their trust in us.

We’d like to share some thoughts on earning trust with you. We also encourage
you to explore with us your ideas about what it takes to earn – and keep – a
client’s trust.

For us, nothing is more important.

What does it take to earn trust?



Surely this is hyperbole?

Can we really be serious about this notion?

Passion for the trade of insurance?  Someone must have put something in our
morning coffee.

Yet.

Yet, there can be no denying that our people have a passion for what they do.
No company can exist, let alone thrive, without the passion to task that is
demonstrated by Hartford Steam Boiler employees.

Daily.

Even the most seemingly mundane tasks – inspecting a pressure gauge on a
rusted boiler to inspecting the timing of coverage in the policy language that
insures that boiler – are completed by professionals with a passion for this
business.

They demonstrate, in countless circumstances and under the most sophisticated
and complex situations, an understanding of the role their creativity, perspective
and knowledge play in protecting the lives and property of our clients.

It is that passion of which we speak.

It is that passion that we praise.

It is exactly that passion that, in the end, contributes to earning something
more valuable than profit.

Trust.

What does it take to earn trust?
Passion.



C’mon people, focus.

You’ve read the books. Swallowed the jargon. Memorized all the MBA 
buzz phrases.

“Stay on message.” “Stay the course.” “Keep your eye on the prize.”
Oh, and avoid obfuscation.

And you’ve committed to memory all the consultant insights and helpful,
if obtuse, aphorisms.

Be ‘clear-eyed’, steady, true. Be nimble, flexible, tireless and above all, close
the deal.

But all along you’ve known what you really have to do. You learned it in
kindergarten.

You know what will happen if you simply... listen.

Listening allows you to get your client’s perspective. Listening allows you to
understand. And once you really understand the problem you can use your
experience and knowledge to solve it.

Listening is the first step.

For 140 years the people who have built Hartford Steam Boiler into a leader
in this industry have repeatedly demonstrated a singular ability to listen.

More importantly, listening has helped us earn the trust of more than 200
client companies. We encourage you to find out more about how HSB listens.

We think you’ll like what you hear.

Listening.
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Oh sure, everyone has it.

It’s rampant. Like a virus.The bird flu of business. All god’s children got the
integrity. And, if you can fake it, for a while, you’ve got it made. But, only for
a while.

Integrity is everywhere. It’s vital, critical and promised by everyone. But in
the end, delivered by so few.

What then is integrity?

For Hartford Steam Boiler, it’s simply about keeping our promises.

Doing what we said we’d do, when we said we’d do it.

Consistently rising above the expected. Every day.

Quoting a rate that is fair. Paying a customer’s claim fast.

It’s standing behind our customers, believing in our employees and treating
them both as though they were the only reason we are in business.
Because they are.

It is the nexus of perspective, creativity and knowledge.

Integrity. When you deliver it, you earn something even more valuable.

Trust.

What does it take to earn trust?
Integrity.



Think Border Terrier.

We’re all about the positive vibes that a great terrier gives off. A terrier’s
work ethic is second to none.

It’s confident, clever and imaginative.That’s us.

HSB people are tenacious in everything we do. From inspecting the complex
and sophisticated hardware that runs your business (yes, on our hands and
knees) to the way we incorporate 140 years of experience in our underwriting.

Simply being a champion for our customers.

Tenacity is daring to let our creativity loose in the halls of an insurance 
company. Daring to think like an Italian, not just from the head, but from 
the heart.

Tenacity is often about being less rational, less literal, so we can identify the
bigger issues and define better solutions.

Don’t just deliver the white paper with the number-crunched risk matrices.
Show ’em heart.

Blind them with originality.

Stun them with fresh thinking and the joys of new discoveries.
Now, that’s Italian.

Tenacity. It’s another way to earn trust.

What does it take to earn trust?
Tenacity.



Only a sucker believes in seers, right? Tell that to the people who invested 
in Berkshire Hathaway.

Vision is more than just seeing things in a different light. It’s more than 
predictive modeling and risk-possible matrices.

It’s about imagination.

Imagining an answer to the question, “what if?”

It’s allowing yourself to develop answers that scare you. Shake your 
confidence. Question your experience and your accumulated wisdom.
And then doing something about it.

Vision is seeing a big picture. A new line of business that grows from a 
new problem in the marketplace. It’s seeing that profit comes from solutions.
Solutions from questions. Questions from people who celebrate the use of
both sides of their brains.

Vision is very, very old fashioned. We put it to good use 140 years ago when
the idea of providing protection for companies whose steam boilers could 
blow at any moment, first occurred to us.

Today, more than 200 companies rely on us for 21st century equipment
breakdown coverage and more.

Vision. It’s hard to describe, but you know it when you see it. And it is 
another way we earn the trust of our customers.

What does it take to earn trust?
Vision.




