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The context of this presentation

Major flood Incidents, when resources are
stretched — Building reinstatement.

Sir Michael Pitt - 16 April 2008

“Thousands of people are still out of their
homes a situation whichi Is worrying and
perplexing some ten months after the
summer's events.”




The Audience




Walking the process

he incident

'he parties
Understanding needs
The initial response
Sorting the debris
Structural drying
Building Reinstatement




The Incident

What does it feel like to see a river in your
home?

How would/did you react?

What were your initial concerns?
What was the first thing you did?
When did you call for help?

Did you take mitigating measures?




Insurer, Adjuster and Insurer’s
Contractor

How often does the customer meet/deal
with each?

So who has the most day to day influence

on customer satisfaction?




What was said previously?

owyn — 1990
Insurers and Adjusters

Warwickshire — 1998
Insurers and Adjusters

Carlisle — 2005

Insurers, Adjusters & contractors!
67% 65%

Hull - 2007
Insurers, Adjusters & contractors




NFF Hull Press Release

Flood victims continue to face insurance
claim stress

The Pitt Report




NEF Hulll— Health Questionnaire

Have you (or anyoene in your home) sought
medical help (GP or others) over the last 6
months for emotional problems?

48%
\Was this for flood related stress?

44%
IHave you ever visited your GP for similar
feelings before June 2007.

10%




Family Misfortunes

\What specific situations / difficulties do you
feel have caused added to your stress?

Builders 54%

Loss Adjusters 72%

Temporary Accommodation 44%
_0ss of Personal Effects 40%
nsurance Companies 56%
Delay in Returning Home 52%




Family Misfortunes

Symptoms — what new: physical or emotional symptoms
have you experienced since the flood?
Sleeplessness 60%
Anxiety 54%
Feelings of being Overloaded 52%
Sadness 46%
Crying a Lot 32%
Feeling Low 62%
No Energy 50%
Unable to focus 44%
Easily Upset 56%
Affected Sex Life 30%
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control

Low level of <:> Just another job
u

Contractor

Structural Drying
Network Appointment
Schedule of works

Initial response
Contents handling
Removal of vapour barriers

Red Adair to the

High level of rescue
control < >




The Initial Response — Major event

What the customer needs
Shelter, warmth etc.
Physical assistance
Empathy
Professional advice

What the customer gets

Alt. accommodation

Inconsistent and Inter-competitive damage
management companies

Invasion of contractors
Inconsistent advice from “experts”
Unsolicited advice from media, friends & neighbours

Overworked, under trained and under resourced
service providers!




Sorting the debris

Build customer confidence

Respect for the home & contents

Photograph, list and remove quickly

Don’t try to out-do the opposition

Don'’t overstate the contamination Issue

Don't decelve Insurers or customers on capacity.
PAS 64

Don’t clean/store on site

Don’t use unsafe electrical installations




Structural Drying

Lack of knowledge/guesswork!

Being truthful about manpower &
equipment volumes

Inadequate installations and lack of proper
monitoring

Meaningless drying certificates




Building Reinstatement

“Mike” “Mr Angry”

(loss adjuster) (insured) w1z
“Sarah” Jozef, W adys aw,

(claims dept) PiOtr, Stanis aw ”

(site workers)

“John”
(customer care dept) “Graham”
(R&R franchisee - contents)
“Nick”

(loss adjuster’s supplier manager) Peter

(contract manager)

“Sally”

(R&R franchise head office)

“Tom”

(adjuster’s technician) Julie

“James” (Building network)

(contractor’s base)

Recent example — does this make sense?




Building Reinstatement

©
“Mr Happy”

(insured)

\
Claims technician

Supplier manager “Mike” “Roy” Project admin

Claims dept (loss adjuster) (project manager) Surveyor

Customer care Heads of trade

/

Recent example — does this make more sense?
Insured only liaising with 2 parties.




A considerate approach

|
Loss adjuster Project manager

Administrator

Building surveyor

Heads of trade




Guide to success

Do keep your promises

Do be truthful

Do respect the home

Do keep people infermed

Do keep the site clean

Do comply with all legislation

Do manage the customers’ expectations




Questions?




