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Protect Your Agency from
Losses

While no one can stop storm catastrophies, you can prevent devastating losses from closing down your
business permanently. Simple steps you can take now—and others to take when a storm is approaching—can
minimize both your property losses and the disruption of your business operations. Knowing what to do after a
storm, too, can expedite your insurance claim and help you restore your business to full operation as rapidly as
possible.

The most critical element of protecting your business from losses is making sure you have adequate insurance
coverage in place. Be sure you have an insurance policy for your building, including Contents coverage for your
office equipment, furnishings, electronics and other items.

Once your coverage is in place, review and update it annually. Then, follow the simple steps below to minimize
your losses, expedite your insurance settlement, and restore your full business operations.

Part I: Steps to Take Now

A. Create an Itemized Inventory
Using the form below, make an itemized list of property including furnishings, electronics, equipment and
supplies. Where possible, include manufacturers’ names, dates and places of purchase, and price. Try to
locate receipts or proofs of purchase, especially for major items.

Attach photographs of costly items, as well as of the interior and exterior of your property. These will assist
your insurance adjuster in settling your claim. (Add more pages as needed)

Item Description Quantity Unit Price Serial Number Date of Purchase




Item Description Quantity Unit Price Serial Number Date of Purchase

B. Develop a Catastrophe Plan
Meet with your office staff and identify what will need to be done if your office cannot be used. Clearly outline
each task and assign it to a staff member. Be sure that each employee clearly understands his or her
assigned tasks. If you have personnel changes, make sure that new staff members are fully familiar with your
catastrophe plan and the responsibilities assigned to them.

Use the form below to list employees’ names, addresses and home and cell phone numbers, along with their
catastrophe assignments.

Name and Address Home Phone/Cell Phone Assignments




C. Identify Backup Location(s)

If your office is unusable, you will need one or more alternate locations. This may include coordinating with a
partner office to take phone calls. Make those arrangements now. List the name, address, and telephone
number of your alternate locations below:

Alternate Location 1: Name

Address

City/State/Zip

Phone Fax

Alternate Location 2: Name

Address

City/State/Zip

Phone Fax

D. Provide for Protection of Files and Equipment

e Set up a system now for updating and backing up your files regularly. When a storm hits and you are
working to keep your business operational is not the time to find your information is out of date.

« ldentify equipment and files that are irreplaceable. Determine who will be responsible for their retrieval
and safety.

» Determine how you will protect your files and office equipment and make sure this is part of your
preparedness plan.

E. Provide for Basic Services
Make arrangements with your Internet service provider, phone company, office equipment supplier, office
supply vendor and other business partners to provide service in an emergency. Find out what their
capabilities are, how fast they can get services up and running at alternate locations, and other issues.

Document these arrangements below by listing the company, contact name, phone, fax and emalil
information, and any notes regarding emergency services.

Power. Contact your local power company and ask about service restoration priorities in the event of power
outages. Do businesses get service before residential clients? What would be the timeframe for power
restoration in the event of power loss in a 10-block radius?

Contact name:

Company:

Contact phone:

Cell phone or beeper:

Notes:




Telephone service. Determine if your local phone company can internally transfer existing phone numbers
to off-site, temporary locations. Find out how long restoring service or establishing new service will take.

Contact name:

Company:

Contact phone:

Cell phone or beeper:

Notes:

Computer support. Find out what type of support your vendor can provide in an emergency, and how to
reach them.

Contact name:

Company:

Contact phone:

Cell phone or beeper:

Notes:

Internet Service Provider. Find out where your provider’s servers are located and what kind of emergency
backup plans they have. If you're not satisfied, change providers.

Contact name:

Company:

Contact phone:

Cell phone or beeper:

Notes:

Office equipment. Can your office equipment vendor get you new or used equipment, either for purchase
or loan, in an emergency?

Contact name:

Company:

Contact phone:

Cell phone or beeper:

Notes:




F. Hurricane-proof your building’s exterior

Consider impact-resistant windows, shatter-resistant window film, or storm shutters.
Obtain pre-cut, ready-to-mount boards to cover windows, and install appropriate hardware for mounting.
Purchase enough sandbags to block doors.

G. Purchase a generator
Whether at your alternate location or your regular business location, you may be without electricity for an
extended period. Purchase and test a generator that will provide adequate power for your needs.

H. Create a store of emergency supplies
Your catastrophe supplies should include:

A 1-2 week store of office supplies to handle incoming CAT claims
Extension cords

Heavy plastic sheeting and heavy trash bags to protect office equipment
Cell phones

Portable lights

I. Advise customers of your business continuity plan

Send stuffers or a separate mailing to customers indicating that, “In the event severe weather disrupts our
office operations, ...".

Post the information on your web site.

Write scripts in advance for outgoing messages on your telephone. Once phone service is restored, your
outgoing message should advise callers how to file their claims.

Part 2: What To Do When a Storm is Approaching

48 hours before the storm

Put your plan into action. If you've done a good job of preparation, most of the work will already have
been completed.
Back up computers.

When the storm is close and you must leave

Clear all desks and place contents in cabinets.

File everything away. Secure all documents, computer disks, files, etc.

Remove as many items as possible—including modems, power bars, files, and books—from the floor and
put them on desktops, shelves or other high surfaces.

Raise equipment, furniture and supplies as high as possible.

Cover furnishings and equipment with heavy plastic sheeting or trash bags.

Unplug all electronics and turn off all utilities.

Place sandbags along doors and towels along window sills to keep rainwater from blowing in.
Put boards in windows or install storm shutters.

Ensure signs are taken down and secure other outside items that might float or blow away.
Once everything is done, leave! Take evacuation orders seriously.

Safety is the most important consideration.
Don’t stay at your business when the situation becomes dangerous.
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Restoring Your Business Operations

An Orderly Cleanup Can Save You Time, Work and Money

If your business property has been damaged, you will face the task of cleaning up. It's a long and difficult
process at best, but an orderly approach can help speed your insurance settlement, which in turn will help
you get things back to normal sooner. Following these guidelines will make the process as efficient as possible.

First and foremost, do not return to your business site until it is deemed safe by local authorities.

e Once you are able to visit your property, make a quick survey of the damage, then call your insurance carrier
to report your claim. To prevent further damage from rains, put temporary tarps over roof leaks and attach
plastic over cracked windows, if any.

» Wear boots and heavy gloves during cleanup. If floodwater is present, it can be severely contaminated with
bacteria, sewage, and toxic substances.

Before beginning any cleanup, take photographs of everything “as is” to show the extent of damage.
Include interior and exterior photos that show damage to walls, furniture, flooring and contents.

e Locate your contents inventory and compare it with the lost or damaged items to ensure no items have been
missed.

e Make a room-by-room list of missing or damaged items, separating damaged and undamaged property.

 Remove all damaged upholstered furniture, draperies and other large items to someplace where they can be
stored until the adjuster can determine whether they can be cleaned, reupholstered or salvaged.

 Remove all damaged carpet and carpet padding, but save a large piece of both carpet and pad so that your
adjuster can see the type and quality of the carpet.

* When cleaning furniture and other solid surfaces, use disinfectant and soapy water to remove as much dirt
and bacteria as possible.

e Once all the damaged furniture and carpets have been moved out of the way, remove any debris that
remains, cleaning the floor with soapy water and disinfectant.




Use This Years Experience
to Plan for Next Year

Once your business has resumed normal operations, and the volume of claim calls has decreased, gather your
staff for a catastrophe debriefing session. Assign someone to take detailed notes of the meeting. Discuss:

* What things occurred that we weren'’t prepared for? How can we provide for them in our planning?

* What aspects of our preparedness efforts worked especially well? Can we make them work even
better next year?

What common questions did our insureds ask that we could have answered better?
* What aspects of our catastrophe claim customer service could be improved? How?

* What else did we learn this year that should be incorporated into our planning for future years?
Use the information from this debriefing session to help your agency be better prepared for the next storm.

By April 1 of next year, review your entire preparedness plan, including the results of this year’s debriefing
session(s). Update your preparedness plan and take the steps necessary to be ready for the coming storm
season.

The best thing you can do for your agency and your customers is to restore your business operation with as little
interruption as possible. Good planning and preparation, plus appropriate insurance coverage from Bankers, will
ensure that your agency weathers the storm.




Understanding the Customer
When Handling Claim Calls

How you respond to callers is as important as what you tell them.

RECOGNIZE their reactions to the situation

» Damaged home and property = sense of loss

* Property losses + missed work = financial worries

e Concerns about the care and safety of children and/or elderly family members = added stress
e Facing the task of cleaning up = emotional and physical exhaustion

Your callers may be:

e Sad/weepy e Frustrated  Distracted and unable to concentrate
e Angry e Confused » Having difficulty remembering details
* Irritable e Overly sensitive ¢ Physically and emotionally exhausted
They may:

» Ask the same question more than once or ask you to repeat things
» Become agitated, angry or frustrated
« Seem to have difficulty making decisions or recalling information

REMEMBER that their negative feelings are not directed at you! Let them:

» Talk about what happened to them

 Tell you how they feel

» Express anger, fear, financial worries, etc.
e Cry

Useful statements:

» “| can understand why you feel that way.”
* “You must feel exhausted.”
e “The task of cleaning up can seem overwhelming.”

IDENTIFY the customer’s needs

» Don't do all the talking; listen.

« Confirm: “Now let me be sure | understand—your patio, garage and kitchen are damaged but there isn’'t
any damage in the rest of the house.

 Clarify: When you say ‘a lot’ of damage, can you tell me how many rooms are damaged?”

» Paraphrase: “So your question is, what will the adjuster do when he or she comes to your house?”

» Be sympathetic: “| think | would feel the same way if that had happened to my home.”

» Use open-ended questions: “What have you done so far in the way of cleanup?”




AFFIRM your understanding

To the insured whose home or business has been damaged, you are a lifeline in a crisis.
They are counting on you to:

Hear their problem
Understand their need
Take action to help

Useful statements:

“We want to get your claim underway so you can concentrate on getting your life back to normal.”
“We're here to help.”
“I just have a few more questions, and then we can get this claim submitted for you.”

“I know you must have so many things you need to be doing right now; let’s finish this up so you can
move on to something else.”

“OK, (name of person) | have all the information | need to submit your claim. | understand that you would
like your check sent to your brother’s home at (address), since that’'s where you will be staying. I'll submit
your claim today so that we can get this moving as soon as possible.”




Claim Handling Dos and Dornits

Dos

DO caution your insureds not to throw away any damaged property.
DO tell your insureds they can call Bankers directly if they wish.
DO warn insureds against paying any money up front for repairs.

DO advise your insureds of the following:
e Separate damaged from undamaged items
» Save damaged contents and take steps to prevent further damage.
» The size of the storm may cause delays in claim processing.

« Advance payments may be possible.

Don’ts

DON'T commit to coverage.

DON'T make promises for the adjuster or for Bankers.

DON'T recommend contractors or repairs companies.

DON'T hesitate to contact us immediately about:
1) any questions or problems in the claim handling process
2) any hardship cases, or

3) claims that need special handling
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How to Submit a Claim

You can submit new claims in one of three ways:

1. Fax the completed claim form toll-free to 877-541-4084. (Tampa Bay area local fax: 727-803-4084).
2. Provide the claim information by phone at 800-765-9700.
3. Submit the claim online at www.bankersinsurance.com.

Submitting claims online is the fastest and most convenient way to
expedite service to your customers. Just follow this simple process:

Select the For Agents section on the www.bankersinsurance.com home page.
Use your password to log into the secure agent section.
Select Agency Management tab.

w0 DR

Select the Claims button on the left side of the screen. When the Welcome Claim Wizard window
appears, click on the top button.

o

From the list at the left of the screen, near the bottom, select First Notice of Loss.

6. Enter the policy number OR search for it by entering the insured’s last name. (If you search by name,
select the policy and click Next at the bottom of the screen.)

7. Complete the claim information and click Submit. A claim number and contact information will be issued

immediately.
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Customers Most Frequently
Asked Claim Questions

Is my loss covered? (Or questions about specific items lost or damaged.)

Explain that the adjuster is the best person to determine what is covered and what isn’t. However, you
can offer to:

1. verify that the policy is in effect

2. check the deductible amounts, being sure to see if there is a separate hurricane deductible.

>

When will the adjuster call me/come to inspect my property/submit my
claim?

e The claim is assigned to an independent adjuster the same day it is received.

* The adjuster will generally attempt to contact you within 72 hours and schedule an appointment to
inspect the damage. (After a major storm, inspections may be backlogged.)

» The inspection will be scheduled as soon as possible, depending on the number and scope of
claims in the local area. The adjuster may need to visit your property more than once to complete
the inspection.

e Adjusters usually submit their reports within 5-7 business days after completing the inspection process.

How does the claim settlement process work?

The usual steps are:

1. The adjuster will complete the estimate of damages and reach an agreement with you.

2. The adjuster will forward the paperwork to the insurance company.

3. The company will normally process your claim within 5-7 business days from the time they
receive the paperwork from the independent adjuster.

Can | start cleaning up?

Yes, following these guidelines:

1. Separate damaged and undamaged property, but keep all damaged items to show the adjuster.

2. Save samples of carpeting and pad to show type and quality.

3. Cover any broken windows, holes in the roof or other openings to prevent further damage from rain.
4. If possible, take photos of all damage.

When will | receive my check?

This will depend on the amount of damage to your property as well as the overall damage caused by the
storm. Normally, after the inspection has been completed, expect about one week for the adjuster to
submit a report, and another week for the insurance company to process the claim.

Please be sure to give the adjuster your correct mailing address and the correct name and address of
the person who holds the mortgage on your property. Your check will be mailed to your home or
business address unless we receive instructions to send it elsewhere.
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Can | get an advance on my claim to meet expenses | have now?

Advance or partial payments may be possible. If you need an advance payment, be sure to tell the
adjuster when he or she visits the property.

What if | disagree with the amount of the settlement?

Your adjuster will do his or her best to identify all the damages covered by your policy. If you disagree
with the report, ask the adjuster to refer the file to the insurance company for resolution.

What is a Proof of Loss form, and what am | agreeing to by signing it?

The Proof of Loss is simply the written documentation of your claim, stating the amount of damage you
are claiming under your insurance policy. It is not a waiver or release of any kind.

What if | notice more damage after I've settled my claim?

If you notice additional damage shortly after your claim has been submitted, you should contact the
adjuster or the firm the adjuster was working for and tell them about it.

>0 | >»O| PO | >PO| >O

Whom should | get to repair my property?

e Hire someone you know and trust if possible.

» Ask friends and neighbors for recommendations.

*  Check with local trade associations or building supply dealers.

» Make certain that whomever you hire is licensed, bonded, insured and local.

» Be careful. Storms attract a lot of opportunistic individuals.

 Remember that repair companies may be severely backlogged and repairs may be delayed if there
has been a lot of damage from the storm.

>O

Do | need to contact my mortgage company?

You should contact your mortgage company immediately to let them know the house or business has
been damaged.
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Forms Used in Settling Claims

Your customers may have questions about forms used in the settlement process. The following brief
descriptions will help you explain how the various forms are used. (See sample forms for reference.)

Proof of Loss (POL)

We may send a Proof of Loss form to the customer for claims over a certain dollar amount. This form is not a
waiver of rights, nor a release of any kind, but a summary of losses. Signing this form does not mean that you
cannot receive additional payment if you should discover more storm-related damage after the claim has been
processed.

Statement of Claim/Contents Worksheet

Storm damage affects not only the building, or structure, of your home or business, but also the contents—
furniture, appliances, electronics, clothes, toys, and tools, for example. This worksheet will help you make a
detailed list of what was damaged, identifying the age and original purchase price of each item. You should
attach a receipt or other proof of purchase for unique or especially valuable items, like a big-screen TV or a
computer. The field adjuster who handles your claim will confirm your list of contents when he or she inspects
your home after the storm.

Statement as to Full Cost of Repair or Replacement
This explains what you need to send us in order to obtain reimbursement. It can apply to the building and/or
the contents.
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