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RECOMMENDED SUPPLIES

160 & 2208 AL a dQf apprgpriate load capacity (Type | = 2501bs,
Type Il = 225 Ibs, Type Il = 200 Ibs) in good working order that have been
stampedwithasealfrom t he Underwriterds Laborator

Laptop Computer & Printer i Even if Carrier provides a laptop and
printer, it is a good idea to have your own along as well to take care of
personal business

Fax / Copier i A huge time saver that will allow you to make copies in the
field and send/receive a fax away from claims office

Hand Held Stapler- Much more efficient than desk style staplers for putting

together claim files while in your vehicle/office. Most claim files, though
primarily electronic, stil!]l reqguire con
need to be turned in and later imaged to server. Staple all loose documents

to folder to prevent them from slipping out

Multi-port Utility Power Adapteri To run computer, phone,
A/C Power converter
Flashlight i Very valuable for attic and substructure inspections.

Pitch gaugeiT Anecessi ty for detfeExmirna &Pt eNeSpoe e p «
AExtreemgo Stepair all owances

Shingle Lifting Putty Knife i Utilized primarily to determine repairability of
shingles

Two High Quality Steel Tape Measures i (With long stand-out
capabilities) will greatly improve claims inspection efficiency. The life span
of a tape measure is usually limited to 2-3 months of hard use

Utility Knife i For cutting out carpet samples

Small Wrecking Tool i For punching through damaged drywall to
determine extent of damage to inner wall components

Trash Can i To be placed in vehicle to keep up with the flurry of trash
generated. NOTE: Use caution when disposing of data sensitive material.

GPS 1 Absolute necessity for locating claims and decreasing road time
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Clipboard w/ calculator i A hand held writing surface to hold claim, scope
notes and allows you the benefit of calculating roofing area while actually
on the roof

Appropriate Work Attire T A collared short sleeve storm shirt, khaki pants
and appropriate roof climbing footwear. Cougar Paws brand footwear can
greatly improve safety and efficiency of inspecting roofs

Small Cooler i To store drinks and meals on the go

Extra Fuel Containers i Finding fuel on a hurricane assignment can be
quite challenging

Cash - Cash machines do not work w/o power and many shops in areas
devastated by storms will only accept cash

Cell Phone, Two Hole Punch, Reliable Transportation, Roofing Chalk,
Single & Two Story Ladders, 1007 200ft Tape Measure, Measuring
Wheel, Gloves, Rubber Boots, Sunscreen, Insect Repellant,
Sunglasses, Hat, Rain Coat é .

Resources provided by some Carriers Include:

Access to Trainers and Technical Support
Basic Office Supplies

Digital Camera

Laptop w/ Estimatics Software

Magnetic Vehicle Signs

Office Space

Printer w/ Ink Cartridges

Roofing Chalk

Storm Shirts
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ADVANCED SUPPLIES / RESOURCES

Tools for building greater levels of efficiency and advanced levels of
specialized production

Laptop & Printer Desk Built-Up Roof Coring Tool
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Rope & Harness Inspection Kit

Kits & Training Available @ www.RealityRopeAccess.com

(936) 537-6759
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NOTE: Fuelis a valuable resource that we can often under-value in our
everyday lives. Finding fuel at or simply while getting to a particular storm
site can be quite challenging with potentially devastating consequences
should you run out. Auxiliary fuel tanks will allow you to take advantage of
abundant fuel supplies that exist well outside the path of the storm
occurrence (particularly hurricane) evacuees. Providing enhanced fuel
transport capabilities will enhance your work production, save time and limit
fuel expenditures.

Additional Advanced Resources Include:

RVs / Travel Trailers, Generators, E-Fax Capabilities, Cell Boost
Antennas, Laser Measuring Device / Disto, Roof Walking Shoes /

ACougar Pawso, Fax Mac hSateldte Int&oepi er ,

Service, 40 Ft Ladder é
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MINIMUM STORM SITE EXPECTATIONS

)l

ARRIVE ON TIME AND BE PREPARED TO REMAIN ON SITE AS
LONG AS YOUR MANAGEMENT REQUIRES!

Adhere to company work schedule and/or production requirements.

Attend all meetings as required by management.

Make your own housing arrangements, provide for all equipment not
Issued by Insurance carrier.

Employ ALL measures necessary to prevent theft or damage to laptop
computers furnished by carrier.

Check and clear out your wire basket IN-BOX daily. Organize and save
all incoming correspondence that you cannot commit to memory.

Check and provide prompt response to all company e-mails.

Make a voice to voice contact with a policyholder of every claim
received ASAP.

Return all messages ASAP.

Maintain a professional attitude with all internal/ external customers
and support personnel.

Be accountable for correcting all errors in your work product.
Keep track of and turn in accurate billing information.

Appropriately destroy / dispose of all customer data sensitive
documents

Return all excess supplies provided by storm site prior
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UNSPOKEN EXPECTATIONS

Do not include the names of storm site personnel (man-
inspectors / trainers / other adjusters) in your claim fi’
their expressed permission.

Be very careful with all Agents! Address and *
policyholder with management privileges.

No Team Adjusting! Claims are assignr
are solely responsible for claim corre
documentation. This does not nor
however, the splitting of claim
warning.

Do not take part in any 7
complaint. Your effec*
by your ability to w”

Do not request

Maintain @
as youv
and 7

r
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EXAMPLE OF A STORM SITE
ORIENTATION MEETING

This information is intended to provide a feel for common issues addresse
management of a catastrophe operation. Actual discussion topics will »
depending on carrier and zone of operation.

Please take note of the followi@at HT procedures:

Policyholders should be compensatedtih@ir own labor at the
hour for removal of wind debris and $5.15 per hour (minir
flood loss andemoval of flood debs when policy covera
we dondét owe for any mo”
debris removal company to do the same jobAll skill

at fair market rate.

Contact/Inspect Logs:Are to be updated on tr
pmwith NO EXCEPTIONS! All severity #1
such within 12 hours of receiving claim!

NO FREE FORM LETTERSAIl letters
Writing Packet. If you have not yet -
with Tech assist to get a copy an’

All estimates must be uploadr
crashes, you will be respon-

Estimates for interior rer
replacement of Allshe
germicide allowed fr
coverage provisio’

Please make ¢
space is limv*
ASAP. Re’
person 7

Upd~
no*
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UNDERSTANDING
THE PEOPLE WHO
YOU ARE LIKELY
TO ENCOUNTER
ON YOUR FIRST
STORM ASSIGNMENT




The storm claims industry can be a very large and intimidating picture to
comprehend in a single glance as it encompasses many different people
performing many different job descriptions for many different reasons.
Narrowing your focus to only the very next step is often the best means for
dealing with this overwhelming portrait of responsibility. Understanding the
primary characteristics of the individual titles that you are certain to
encounter will assist you in determining your own strategy for success.

PLEASE UNDERSTAND: Corporate America is somewhat predisposed to
promoting employees based on political skills with little consideration for
practical ability or true career dedication. Spend several years in this
industry and you too will certainly bear witness to this very fact. Your
success as an adjuster will greatly depend on your ability to develop
appropriate skills for dealing with difficult people.

INSURANCE CARRIER TEAM MANAGERS /
CLAIMS SUPERINTENDENT

This is your primary Insurance carrier contact person with whom you will be
required to interface with from assignment of claims inventory all the way
through to equipment check out. Claims managers will play a very large
role in determining the overall success of each and every one of your storm
claims assignments. As with people in general, claims management too are
capable of a wide spectrum of characteristics ranging from true
professionals who are competent and caring all the way to demoralizing
narcissist with no regard for anyone® interests but their own.
Unfortunately, you will have very little control over which manager you are
ultimately assigned to.

Claim Management Facts:

1 Most are paid salary not comission and therefore are susceptible of working out
of a very different mindset than production paid workers. Do not assume that
they will be pleased with Independent adjusters who turn in large amounts of
completed claim files accurate or otherwise.

1 Sometimes only recently forced into a management role with little or no
management experience. Desperate times call for desperate measures therefore
it is not all together uncommon for insurance carriers to advance the majority of
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their staff adjusters into management positions to oversee the volume of
independents they require for a large catastrophic occurence.

Most started out their insurance careers as front line adjusters however, may
have very limited experience with property storm claims.

Have very little control with respect to choosing independent adjusters who will
be assigned to them yet normally a great deal of control over which independe”
will remain on assignment the longest.

Claim Manager MO at the positive end of the spectrum:

T

T

Primarily focused on what the assignment requires to complete as 7
efficiently as possible with the highest degree of Policyholder saf’
Represents an open and available informational resource with
approach for delivering the details of appropriate claim hanc”
Reviews adjuster claim files as soon as they are turned ir

provides appropriate detailed feedback to the owning @

claim practice modifications that need to be made.

Understands that tightly zoned claim assignments

the policyholder, adjuster and management alil

Claim Manager MO at the negative end r

T

A)

Attained management status with a pc’
the merits of a sound work product.
Primarily focused on making it thr
to provide any more effort than
Demonstrates very little (if a*

i ndividual e
efficiency.

Unable or unwilling t

are responsible for

Very skilled at tr

Hopelessly b’

their adjust”

This app’

and cl

InnF

ar

o —
Ct—P
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THE ASSESSMENT
AND APPLICATION
OF POLICY
COVERAGES




THE DECLARATIONS PAGE

The question of coverage begins with the declarations page. The
information contained on the declarations page sets the boundaries by
which coverage will apply. This sheet of information that is sometimes
referred to as pichllgtheiodheirdfornmioy provided with t y
every new claim file and should be reviewed as soon as possible when
received as it will reveal:

A. The urgency/order the claim should be contacted & inspected i
Severity 1 claims will require immediate attention to verify extent of
damages sustained, provide information on mitigating loss, assess
the need for additional living expense allowance and schedule an
inspection.

B. Verify that the name of the assigned adjuster is correct i to avoid
completingwork onanother adj uster s claim file.

C. Verify date of loss and date the policy was in force.

D. Location of risk - be careful (especially with Rental Dwelling
Policies) as the risk address is not always the same as the mailing
address.

E. Type of policy in forcei taketme t o review the <cl ain
are not familiar with it.

F. Prior storm claims that have been filed i pull and review prior
claim files to avoid duplication of payment for unresolved damage
and document research findings in claim activity log.

G. Name of mortgage company 1 a list of mortgage companies that
request draft recognition at dollar $1 should be provided at induction.
All other mortgage companies will normally only require draft
recognition when loss exceeds $7,500.

H. Policy settlement dollar limits i for Cov. A (Dwelling), Cov. B
(Contents) and Cov. C (Additional Living Expense/ Loss of Rents).
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Agent 0s i magaontkirsspecial instructions for contacting
the policyholder or family members / friends in charge of handling
claim for the policyholder.
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~~ D

Route to: JJ Stamps

MOH Lloyds
Curr date: 2/15/04
Insured tax id:

WILLIAM J. WORTHINGTON 13
3215 VALLEYVIEW WAY

/' HOUSTON TEXAS 77066216

Home: (713) 4448361 Wwork: (936) 689 2216

claim number

43-C802661

policy number

83-G6-21217

eff date: 0915-03

'\/’

date of Loss cat sevunit deduct
01-15-04 KT 3 6V -11%

exp date: 095-04

4

/

Location /
1904 DABBNER CT.
HOCKLEY, TX 77632 |

MORTGAGEE:
CHASE MANHATTAN ?
CORP ITS SUCCESS

\A\ASSIGNS.

Policy type HC
pace: PL32.8

0

printed: 090803 1:32pm
rep: XJZP
yr blt tran cnty yriss
1974 NBBB 211 199%

agt name (BILL ) agtphor
WILLIAM DOLAS (287

Claim histor

cat number  dol
C 43D122-211 3/2¢
C43F233995 6/
C 43Q612312
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CONTACTING
POLICYHOLDERS
;
SCHEDULING
APPOINTMENTS




CONTACTS

Contacting all of the Policyholders listed on your claim inventory is one of
the first required tasks you will be presented with and subsequently one of
the first opportunities to make or avoid some painful errors. The number of
claims on your assigned inventories frequently range from fifty to one
hundred fifty policyholders, most of whom would like to schedule immediate
inspections. Possibly the largest mistake you can make is one of over
commitment.

Remember, contacts should fulfill the following primary objectives:

1) Introduction to the policyholder and assurance that their claim
has been received and assigned.

x Most policyholders do not understand the communication delays
and constraints that a catastrophic event can present. By the time
you receive your inventory of claims, many of your policyholders
will have already made several attempts to contact you to
schedule an inspection.

x This is your chance to listen, show concern and empathy. Do not
make promises that you are not completely sure that you can fulfill.
Use this opportunity to establish the rapport and credibility you will
need to see the claim through to completion.

x Provide your Policyholder with:

1. Their claim number and encourage them to use it on all
correspondence.

2. Your name and voice mail number. Be careful about who
you choose to give your cell number to.

3. A rough estimate or window of time when you will be calling
back to schedule your inspection. Make sure your
policyholder knows that it is just a guess and then make
every effort to exceed their expectations on the time frame
you have set.
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2)

3)

Notir
pri

Investigation of claim damages to establish priority of
inspection.

x  Priority Claims:
1. Claims that have sustained the most damage.
2. Claims that represent the greatest risk to sustain #
damage.
3. Policyholders who are in need of additional liv’
payment advance.

x Policyholders who insist on immediate claim &’
be elevated to the status of priority. Ignoring
requests or demands for attention will usuv
to an official complaint or worse. Many t'
demand attention are actually in desp
make every reasonable effort to ins’
of claims as soon as possible.

Provide Claim information and

x Do not answer questions ¢
mind that this claim wou'
could have been resol
confirmation or denir
have gathered anr’

x Encourage anr’
homeowners
to mitigate

x Encour
with 7
mo’

S
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Understanding Roofing Essentials

A roofing system is the first line of defense against storm damage and
subsequently the most common building component to sustain damage in a
high wind or hail event. An un-proportionally large percentage of a storm
claims adjusterodos job is roofing specifi
Is put together and works is a vital key to assessing roof problems and method
of repair. While there is a strong correlation between roof damage and interior
leaks, one does not automatically necessitate the other. Situations where
roofs have sustained severe storm trauma and held up well enough to protect
a building® interior are just as common as significant interior leaks without
roof damage. Getting a firm grasp on this concept can be difficult for a new
adjuster and frustrating at best for a policyholder who is being denied roofing
repairs after making years of premium payments. Fact is that storm damage is
just one of an infinite number of reasons for roofing system failure. Other
examples of roofing failure not covered under a standard homeowners policy
include manufacturing defect, wear, deterioration, mechanical breakdown,
latent defect, inherent vice, corrosion, rot, insects or vermin. However, all leak
claims will require the ability to accurately assess the source of a problem with
an explanation of how repairs should be carried out.
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