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TRAININGTALK

Claims Education Magazine:

A REFLECTION OF THE INDUSTRY AND
A SPOTLIGHT ON INDIVIDUALS

Welcome to the first of many issues of Claims Education
Magazine, a publication produced to enhance the informa-
tion provided to students of International Insurance Institute
and support the educational process in a real-world concept.

For years, we have offered the best in claims education with
on-site training. This publication takes that commitment one
step further. Once every quarter Claims Education Magazine
will examine the issues facing the claims professional, both in the office and with a
client. We will also inform, educate and reinforce the concepts from the classroom
and into the field.

All this in an easy-to-carry, take-home sized package.

Claims Education Magazine will produce a resource of news, insights and the
latest training techniques available for the claims professional. Every issue will be
filled with skills taught in the classroom and proven in real life. Other articles will

offer previews into some of the educational courses that are still on the drawing
board.

This publication has also been designed to recognize the achievements and
accomplishments of professionals in the field, from entry-level customer service
representatives to the highest levels of claims and insurance management.

Every issue will recognize the participants of our courses around the country, with
special notation for graduates of multiple courses and our sponsoring companies.
Claims Education Magazine will highlight one special student and one trainer
each quarter. There will be a page reserved near the back of each issue with tips
from some of our most popular educational presentations.

But Claims Education Magazine can only meet the needs of the claims profession-
al if we get feedback from our readers and our alumni. Suggestions for articles or a
focus on a particular portion of the claims industry can be sent to me at
CarlVan@Insurancelnstitute.com or by calling me directly at (888) 414-8811.

I'look forward to contributions from every corner of this country.

Until then,

Nt

Carl Van
President and CEO
International Insurance Institute

www.Insurancelnstitute.com
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NEWS

HERE ARE LATEST
COURSES AVAILABLE:

Awesome Claims Customer
Service—Part 2

Like ACCS Part 1, this interactive
class (8:30 a.m. — 4:00 p.m.) is
deigned to improve customer
service and, in turn, make the job
of a claims professional much
easier. Instead of focusing entirely
on the interaction between the
claims professional and the
customer, Part 2 of ACCS will
focus primarily on the required
skills of claims professionals. The
majority of the course is
dedicated to time management,
stress management, business
writing skills, initiative and job
satisfaction.

Critical Thinking for Claims

This full day class (8:30 a.m - 4:00
p-m.) was developed in response
to a request of a member
company. This course was
designed to improve the critical
thinking skills of the claims
professional. Attendees are taught
how to:

+ Make good decisions based on
cautious review

+ Work through problems to find
the best answer

- Stay focused on the real issues

- Apply critical thinking to
writing

- Apply learned skills to claims
situations (such as coverage
analysis and reporting).

These courses are not yet listed
in the catalog. For more informa-
tion, please call (504) 393-4570.
For a current catalog of all classes
offered by International
Insurance Institute, Inc., please
visit our website at
www.Insurancelnstitute.com and
order a catalog online.

See page 18 for more course
profiles.

Farm Bureau Administrator joins
Il board

Wendell Lambert, the Administrative
Manager for Texas Farm Bureau, has
been named to the Course Review
Panel of the International Insurance
Institute. In his new capacity, Lambert
will join fellow board members to
review training programs and make
recommendations before their release.

The Il board is also called on to

make recommendations for future
training courses to meet the needs of
the claims industry across the country.

Claims Education Conference will
break all the rules

Responding to the requests from
clients and insurance companies,
International Insurance Institute will
stage its first annual Claims Education
Conference in May of 2006 in the heart
of the wine country, Sonoma, California.

Unlike conferences and seminars of
the past, the III Claims Education
Conference will feature training, and
nothing but training. There will be
separate sessions for claims profes-
sionals, adjusters, management and
non-claims professionals.

The three-day conference from May
16-19 will consist of powerful four-
hour blocks of training. Each of the
courses has been pre-approved for
CE credits for the states that require
CE for adjusters.

For more information, or to register,
call 952-920-4642 or log on to
www.Insurancelnstitute.com.

New Member Companies

The newest member companies to join
the International Insurance Institute
member list bring a distinct interna-
tional flavor to the administrative side
of ITI, covering a wide spectrum of
expertise.

New member companies and contact
individuals include:

United States

Shawn Wiley, the Claims Training
Manager at Fireman’s Fund Insurance

Jim Littleton, Claims Vice President at
Assurant Solutions

Dave Williams, Vice President of ZC
Sterling

Scott Thomas, Claims Vice President
at West Bend Mutual Insurance

Canada

Mike Dicecco, Claims Training
Manager at Royal Bank of Canada

Ken Dusenbury, Claims Director at the
government-based CCAA

Australia

Paula Coleman, Claims Manager at
Australia’s QBE Insurance

United Kingdom

Lorraine Peel, Vice President of the
international division of IBM

Time Management and Stress
Management are just two of the
required skills covered in the new
Awesome Claims Customer
Service—Part 2.

www.Insurancelnstitute.com



A classic blend of basic training
mixed with just a hint of oak

2006 CLAIMS EDUCATION CONFERENCE IN THE NAPA VALLEY
WILL OFFER A DISTINCTIVE TASTE OF HIGH IMPACT TRAINING

ike a fine mélange, the first ever

Claims Education Conference in
the heart of California’s wine country
will provide a bold taste of no-nonsense
courses that will satisfy the most
discriminating appetite for continuing
education.

The 2006 Claims Education
Conference, presented by International
Insurance Institute (IIT), has been
scheduled for May 16-19 in Sonoma,
California.

The conference will be a “private
reserve” of pure training sessions. The

distinct and flavorful three-hour
segments that will leave the partici-
pants savoring the experience and
their thirst for knowledge quenched.

Each of the courses has been approved
for consumption for CE credits in all
the states that require CE.

“For years, our member companies
have requested that we hold an annual
conference where they can send indi-
viduals to obtain high-impact
training,” said Carl Van, President and
CEO of International Insurance
Institute. “After years of preparation,

education blocks will be divided into we are pleased with our efforts to
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stage a

first-class claims
education conference in a
world-class location.”

Van was quick to point out that the
first III conference will be totally
different from educational seminars in
the past.

“First, and foremost, there will be no
BS. The conference will be 100 percent
training,” said Van. “There will be no
boring panel discussions and no
vendor presentations with merchants
proclaiming their vast superiority.”

Van added that the conference would
be an enjoyable training session away
from the office where claims profes-
sionals will be able to refine their taste
for high quality performance. It will
enable them to work more efficiently
at providing superior customer service.

“Training is the prime ingredient to a
blend of time-saving techniques that
reduce the stress level on individuals
and reduce operating costs to the
company, said Van. “That equates to
happier customers and increased
revenue to the bottom line.”

For more information or registration,
see the ad on page 9. Or, log on to
www.Insurancelnstitute.com.



CLASSACTS

STUDENT OF THE QUARTER

Claims training helps pave a course of self-help therapy
CSR IN DELAWARE LEARNED TO LISTEN TO THE NEEDS OF OTHERS WHILE ACHIEVING SATISFACTION IN HER LIFE

Michelle Bufis
Customer Service

As a single mom, Michelle Bufis liked
the flexibility of the job she accepted
in 2001 as a casualty claims secretary
in the Auto Benefits Department at
Westfield Insurance. The position
allowed her extra time away from the
office with her son, who was in
physical therapy.

Michelle did not want to consider a
promotion until her son was healthy

and she was prepared for the
challenge. Four years later, Michelle
has earned her insurance certificate,
as well as her AIS and ACS designa-
tions. In fact, she is only one test
away from her AIC designation and
Delaware state license.

“I really enjoy it and I am striving to
grow more,” said Michelle when she
received a promotion to Claims Service
Representative in the Medical First
Party division. “I am looking into taking
classes for my LPN or RN, and looking
forward to becoming a BI adjuster.”

Michelle gives at least partial credit for
her personal growth to lessons she
learned in the Awesome Claims
Customer Service—Part 1 course, and

the Real Life Time Management for
Claims course she completed in March
of 2004.

Michelle was selected as Student of the
Quarter due to her dedication to self-
improvement and willingness to apply
the new skills she learned in class.

The course instructor for the Real Life
Time Management for Claims class
commented, “Michelle showed a high
level of enthusiasm for the informa-
tion, and a sincere desire to apply her
new skill to her job. She was a real
pleasure to have in class.”

Congratulations to Michelle. We all
wish her great success in wherever her
career path may lead.

Dramatically Improve CLAIMS Results...
Fast, Proven, Easy, Low Cost

a8

Reduce Claims Losses. Improve
the Combined Ratio
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power of the “Internet Agel!”
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TRAINER FOR THE SEASON
Connecticut is just home base for trainer who sings: On The Road Again

include facilitating new hire policy Carl Van added, “Glenn has an ability
classes as well as on-going training for to reach out and relate to our
seasoned veterans. students, regardless of what corner of
the country they are in or their
Glenn Duperrault He is as also a course designer, having individual area of expertise.”
Training Manager customized training for adjusters
Zurich Insurance Company  based in his region. Part of Glenn’s Dedication has a price for Glenn. His
Rocky Hill, CT responsibilities are to identify and duties with Zurich NA often have him
organize outside training for every on the road and away from his base of
Training is more than just another claims professional in his region. operation in the rural suburbs of
assignment for Glenn Duperrault. Connecticut 3-4 days every week.
“That’s just part of my duties,” said
One thing Glenn has learned after Glenn. “But it’s the responsibility for It is for that dedication that Glenn was
many years on the claims side of the improving service to our customers selected as Trainer for the Season for
insurance business is that the first that is the most rewarding.” summer of 2005. His commitment to
step toward having a profitable delivering all levels of training is
business with happy clients begins Scott Ornstein, the AVP of Zurich admirable, but his willingness to push
with a well-trained staff. NA explained, “Glenn is excellent for outside training when there is a
at what he does because of his need makes him one-of-a-kind.
Glenn is currently is the Training innate ability to reach our group as
Manger in the New England region for a whole and adapt to individual To nominate someone you know for
Zurich NA Insurance based out of needs when it comes to training and Trainer for the Season, please e-mail
Rocky Hill, CT. His responsibilities development.” Nominations@Insurancelnstitute.com.

Northern California’s premier claims investigation and adjusting company

HAIG & LEWIN Investigatorse Adjusters provide multi-line, personal and
commercial claims investigation and adjusting services, specializing in all of
Northern California. With combined experience of over 70 years in the insurance
adjusting field, HAIG & LEWIN provide cost-effective and timely investigations,
adjustments and structural damage appraisals.

We specialize in the following Investigation/Adjusting Services:

e Property Loss Adjusting e Workers Compensation AOE/COE

e Liability Loss Adjusting Investigations

e Products Liability e Background Checks

e Professional Liability ¢ Claims Auditing

e Surveillance e Consulting

SAN FrRANCISCO SACRAMENTO VALLEY
Bay AREA OFFICE SIERRA FOOTHILLS OFFICE
PHONE: (510) 758-9699 PHONE: (916) 435-9041
FAX: (510) 223-3842 FAX: (916) 435-9034

__HAIG & LEWIN _

INVESTIGATORS + ADJUSTERS

www.haig-lewin.com

CALIFORNIA D.O.I. LiceNseE 2D53116 ¢ CALIFORNIA PRIVATE INVESTIGATION LICENSE Pl 16739
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The interview process can
present a perilous pit on the
path to a promotion

COMMON MISTAKES MAY SLOW YOUR CLIMB

UP THE CORPORATE LADDER

BY KEN SANDERS, CPCU, AIC

W oody Allen once said, “90
percent of success is just
showing up.”

We can take Woody’s quote to a more
personal level when faced with an
interview for a promotion or a new job
in the career of a claims professional.
In that case, “90 percent of getting a
job is not saying something dumb to
eliminate yourself.”

Getting promoted into management
is a top priority for many professionals
in the claims field. With promotions
come more responsibility, greater
recognition and increased compen-
sation.

During my career I have seen qualified
people miss out on promotional
opportunities because of the way they
prepared for the final interview. More
specifically, how they did not prepare.

Most applicants go about the process
as they would for any job they’ve
applied for in the past. Landing that
first job in management usually takes
a great deal more than selling yourself
and answering interview questions.

Most people take themselves out of
the running in the final interview by

making basic mistakes.

I'll make my point by
borrowing from a conversation
I had with a former co-worker,
Doug, who was devastated over
being turned down for a Branch
Claims Manager position.

Doug was a supervisor who I had
worked with as an adjuster. He had
applied for an open position as Branch
Claims Manager at an office in
another state. Doug became very
distraught when he learned he did not
get the job.

Doug was well qualified, had a

great deal of experience and was
ready to take this next step in his
career path. I had watched him
advance from a Claims Adjuster
trainee to a Litigation Supervisor in
a very short time. I had to admit I
was curious. What had gone wrong?
Had Doug totally blown the
interview?

He continued, “I passed a competency
exam during my interview with
Human Resources. It must have been
my interview with the director.”

I needed more information before I
could offer Doug any advice.

“Maybe I can help

you figure out what went
wrong and coach you for the
next time you interview for a
promotion,” I suggested.

Serious concerns

Doug sighed heavily and began, “You
see, | wanted to start off the interview
showing the director that I was an
aggressive person and not afraid to
take charge. I told the director exactly
what I would need in the way of
resources, staff and most importantly,
my new salary. I wanted to make my
demands and needs for success known
right away. I figured that once I got the
job, I would never have the opportunity
to tell him what I needed again.”

I encouraged Doug to continue.
“Then, the director asked for my

immediate and long term plans for
this branch. I told him I want to take

www.Insurancelnstitute.com



the first 10 days to get
my feet wet, and then I would
start my plan”

I replied with a serious, “Hmmm.”

Doug continued, “Then he asked me
what I thought the assets of the
branch were, as well as any areas of
concern. I told him I couldn’t answer
that question because I have never
worked in that branch. I explained
that I preferred to assess the branch
after I start working there.”

“Why did you do that?” I asked.

“Because I didn’t want him to think I
wasn't open minded.”

“Go on” I said.
I was quickly understanding why Doug
didn’t get the job, but I kept asking

questions.

www.Insurancelnstitute.com

Another big sigh from Doug, “He
then asked me to talk
about my strengths. I had
no problem there. I talked
about my accomplishments,
qualifications and experience. I
felt like I was on Late Night
doing the Top Ten
Reasons the
Company Should
Hire Doug.

“But then the director tried to
catch me in that old trap of asking
me to list my weaknesses.”

“Maybe it wasn’t a trap, maybe he...”

“Oh, it was a trap.” Doug insisted. “I
told him that I didn’t have any weak
areas, and that’s why I was the best
candidate for the claims manager
position at the branch. But he kept
pushing me by asking more questions
about what I thought I could improve
upon.”

“What did you tell him,” I asked.

“I couldn’t really think of anything. I
mean, I know there has been stuff in
some of my performance reviews, but
they were either too little to worry
about or dumb things. I just told him I
didn’t really remember, but I could get
him copies of my past performance
reviews,” Doug said.

Well, there it was. The worst answer
Doug could have given.

“Was there anything else,” I asked.

“I'm just glad I didn’t fall for that trap
and stuck to my guns,” Doug said
proudly. “Otherwise, the director
might have thought that I was weak
and couldn’t do the job. I can’t under-
stand what happened; I thought I
made such a great impression during
the interview.”

Doug had made an impression all
right; just not the impression he had
hoped to make.

Doug had made what I believe are the
three most common mistakes that
claims professionals make when inter-
viewing for claims management
positions. Although there are

numerous ways to make a bad impres-
sion, these examples are my Top Three:

1. Starting an interview with a list of
demands

2. Showing up without a plan

3. Failing to identify what you need to
do, or have done, to improve
yourself

Starting with a list of demands

By starting an interview with a list of
demands, Doug was telling the
director that he would always see
himself as the most important person
in the organization. He was also
showing he will be unable to do what
is best for the operation or the
company as a whole. Doug should have
presented any concerns he had about
resources or salary as questions when
given the opportunity.

His concerns should have been framed
around his observations and assess-
ment of the position and the
operation.

Opening up with demands is a sure
fire way to fail. One person I remember
lost a position simply because he
asked to be sent to a state-of-the-art
training program. When he was asked
why, he told the hiring manager it was
so he could be more marketable for
the future. (An obvious faux pas.)

Doug should have remembered that he
was the one asking for the job.
Therefore he should have focused his
interview on what benefits he could
offer the company. The interview was
an opportunity to establish his ability
to manage. Doug could have used the
entire interview to set the stage to
establish communications with this
new boss that would allow him to be
more effective, once he had the job.

Demonstrating that his interests were
primarily personal did not work to his
advantage.

Showing up without a plan

The most successful job candidates
come to the interview with a plan of
what they will do when they get the
job. They come prepared with a plan
that includes observed concerns,



improvement steps, success measure-
ments and goals.

Doug should have gone to the
interview with the mind set that he
was meeting with his new boss on his
first day to discuss his plans to
improve the organization. This would
have made Doug appear more confident
and would have demonstrated that he
is someone who will identify opportu-
nities and take steps necessary to
improve the department.

The most successful job
candidates come to the interview
with a plan of what they will do
when they get the job.

They come prepared with a plan
that includes observed concerns,
improvement steps, success

measurements and goals.

—Ken Sanders

Example: A friend of mine went to an
interview to head up a company that
provided services to claims operations.
Prior to his appointment, he contacted
claims managers he knew from
different companies to ask them about
the company he was going to
interview with. He asked about what
they liked, and what they didn't like.
He asked for suggestions and possible
areas for improvement.

The day of the interview, he showed up
with the names of 20 claims managers
who all said they would start using
their services if certain problems were
improved. The candidate even offered
some preliminary ideas on how he
could accomplish upgrades.

Needless to say, he got the job.

Taking the time to write out a plan
would have helped Doug prepare for
the interview. It would have forced
him to think about the position and
forced him to focus on the issues that
would be an inevitable part of the
interview.

Making plans for developing people,
achieving results or moving the
operation to the next level is what
managers do. Therefore, why not
demonstrate a game plan while
interviewing for the job? Doug could
have included his concerns, solutions,
goals and measurements in his plan
to show that he is capable of viewing
the entire picture from beginning

to end.

Personally, I have interviewed many
candidates for managerial positions in
the claims field. The ones that come
prepared with a plan for success, even
if it’s just in their head, usually
succeed.

Failing to identify areas of improvement
This last area is where I have seen
many candidates self-destruct in their
interviews. Many candidates believe
that when this question is asked, the
interviewer is looking for items to help
eliminate them from a job, or have a
list of things to fix later. This is usually
far from the truth.

Most interviewers are looking for
varied characteristics, such as
humility, the ability to be self-critical, a
willingness toward self-improvement,
a capacity to accept feedback and the
ability to improve others.

Of all of the possible answers to this
question, two stand out as the
absolute worst. The second worst
answer is not admitting there is room
for improvement. To be a successful
leader at any level a manager must be
able to identify what he or she does
well, and not so well, and be able to
explain the difference.

Even better is the capacity to explain
what steps you have taken to prepare
yourself as a potential leader.

The worst answer is, of course, not
being able to remember. This tells the
interviewer that the candidate is not
receptive to feedback to the point of
what was said to them.

This answer also indicates forgetting
what the candidate has no intention of
changing. After all, how can someone
change something they can’t even
remember?

The best answer to this question is, “I
have been told I don't do some things
well and this is what I did to improve.
And it’s working.”

There were occasions that I was able
to give feedback to people that I didn't
hire. Usually I tell someone I eliminat-
ed him or her from competition for a
management job over my concerns
that they don’t accept constructive
feedback. Commonly, the reaction is,
“That’s not true.” This is kind of the
person who, when being told he has an
argumentative personality, says, “No I
don’t,” and proceeds to argue.

Doug sabotaged his chances by falling
into all three categories, but really any
one of them could have done him in.

The next time Doug goes into an
interview, I only hope he will know the
job; prepare a plan; demonstrate confi-
dence to do the job; acknowledge his
weaknesses as well as his strengths,
and be engaged in something to
actively improve himself.

Actually, I kind of wish I had more
time to chat with Doug. If I had, you
might be reading about the top six
things to avoid.

Ken Sanders is Executive Vice
President of International Insurance
Institute, Inc.; and has over 20 years of
claims management and interviewing
experience. Sanders heads up the
Temporary Employee and Permanent
Placement divisions of IIl and is based
in Phoenix, AZ. He can be reached at
(480) 705-4093.

Reprinted with permission from Claims magazine.

For more tips on the ability of what to say

and how to say it, try attending Empathy and
Listening Skills, a full day workshop designed
specifically to improve communication by
enhancing listening skills and developing
empathy abilities. Practice exercises, role-plays
and real life scenarios are utilized in this highly
interactive, practice-based workshop. It will
improve listening skills and will resultin both an
increase in customer satisfaction and decrease
in effort. Visit www.Insurancelnstitute.com for
more information on this and other available
courses.

www.Insurancelnstitute.com
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Presented by International Insurance Institute
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HOLY CLAIMS PROCESSING, BATMAN

Adjusters can steer clear of headaches

by avoiding The Hammer

BY CARLVAN

simple change in process can

make the claims adjuster’s job
easier, and increase the chances that a
customer will remain a client.

Of all of the time an adjuster spends
negotiating, only 10 percent is spent
negotiating the dollar amount of
something—either the actual cash
value of some object, or the daily rate
of pay of some coverage, etc. The other
90 percent is exhausted negotiating for
something else.

Yet most adjusters receive no formal
training whatsoever on how to effec-
tively negotiate for what they will

spend 90 percent of their time trying
to obtain. What can this be, you ask?

Of all the time adjusters spend
negotiating, 90 percent of that time will
be spent negotiating for cooperation—
either getting an insured to give a
recorded statement, convincing a
claimant to send in some estimates,
having someone complete a medical
authorization or even getting someone
to agree to call back.

Gaining cooperation is a very time-
intensive activity for most claims
adjusters, yet the approach taken to
gain that cooperation can significantly
affect the final resolution of the claim,
the amount needed to settle it and
specifically whether the company keeps
a customer.

As an example: An adjuster asks a
customer to complete a medical
authorization, and return it to him. The
customer replies, "No, I'm not going to
do that.” What usually follows is what
we sarcastically call “The Hammer”
and sounds strangely like an old
episode of the Batman television series.
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The adjuster pulls out the Claims
Hammer, and gives the customer a
good whack. “Well, if you don’t sign the
form, we can't pay you." (WHACK!)

And keep in mind, if the first whack
doesn’t work, there is more.

“Well, you're obligated under the policy
to cooperate. (BAM!) And besides, it’s
the state law. (POW!)

The adjuster will keep whacking away
until the customer can no longer take
the pain and finally agrees, "Okay, okay,
I'll sign your stupid form."

What is going to be the attitude of that
customer for the rest of the claim?
Not good.

Most people don't like being pushed
into something they don't want to do.
Now that the customer has been
pushed into something they didn’t
want to do, he or she will have a
negative attitude regarding the rest of
the claim (and the insurance company).

This pessimistic attitude will be behind
every encounter the customer has with
the adjuster. It will be behind why the
customer does not believe the adjuster’s
figures. It will be behind almost every
point of conflict throughout the claim.

One simple rule applies in a case like
this: “It is much easier to convince
someone you're right, than it is to
convince someone to give in if they
think you’re wrong.” The information
the adjuster gave in the example did
not convince the customer he was
right, he only persuaded the customer
to give in under the threat of pain (or
lack of payment).

Instead of pulling out “The Hammer,’
the adjuster could have asked the

question, “Why don’t you want to sign
the form?” The customer may have
responded by saying: “I was told that I
wouldn’t have to sign anything.”

Instead of responding with the no-win
question, “Who told you that?” The
skilled, well-trained adjuster could
respond with, "If someone told you that
you wouldn’t have to sign anything, I
apologize. Perhaps they were just trying
to reassure you nothing would happen
without your permission. I really can’t
be sure. This form simply allows me
access to your medical bills so I can pay
you. If you will sign the form, I can get
your bills and get busy processing your
claim. Again, I am sorry someone gave
you the wrong information. Will you
sign it so I can get going on helping you
with this claim?”

Explaining to a policyholder how you
can help if they cooperate is totally
different than telling someone what
will happen if they don’t. These are two
different approaches with two pre-
dictably different outcomes.

Sometimes "The Hammer" is a
necessary evil. But most of the time it
just leaves everyone, including the
adjuster and the company, with a big
headache.

Reprinted with permission from National Underwriter magazine.

Shoulder the Hammer is just part of the Ill
course Conflict Resolution for the Claims
Adjuster. The class focuses on how to deal
with unpleasant situations which is the
hallmark for successful adjusters. The main
objectives of this course are to explain the
psychology that governs upset customer
behavior, and suggest steps to take and
strategies for successful customer encounters.
Visit www.Insurancelnstitute.com for more
information on this and other available courses.

www.Insurancelnstitute.com



The 8 Characteristics of
the Awesome Adjuster

THE 8 CHARACTERISTICS OF THE

AWESOME ADJUSTER

Retention is the name of the game. Adjusters are the real reason
people stay or leave a carrier. This book will help any claims person
improve their companys retention and that goes straight to the
bottom line. It will be terrific annual reading for all seasoned expe-
rienced claims people. Not because they aren’t doing a good job, but
because they can do a fabulous job, with less hassle, less confronta-
tion, better production and a lot less stress!
—Lola Hogan, Claims Vice President
Sequoia Insurance

Carl Van is the master of conversation! He takes the ’claims
hammer” out of an adjusters hand before a relationship is damaged
beyond repair suggesting more empathetic tools to successfully
navigate the tensest of situation. He is coach and therapist
combined and all claims people will benefit from his "first, do no
harm” philosophy.
—Sam Friedman, Editor-In-chief
National Underwriter

If you want to lower your loss adjustment expense and claims
inventory while at the same time increasing customer retention and
employee job satisfaction, have all claims representatives in your
organization read this book.
—Kevin Campbell, Regional Claims Executive
Westfield Insurance

Finally, something written especially for the claims
adjuster that is not a technical manual.
It’s the first of its kind. A unique look into what makes
awesome adjusters truly awesome.

Please visit our website at www.Insurancelnstitute.com to place an order today!



HONORROLL

Hail to our recent graduates
FIRST QUARTER STUDENTS

Critical Thinking for Claims
Alan Abramezyk, Claims Rep,
Westfield Insurance, Lancaster, PA
Linda Amatucdi, Sr. Claims Rep,
Westfield Insurance, Lancaster, PA
Dave Besselman, Claims Specialist,
Westfield Insurance, Lancaster, PA
Cynthia Blough, Senior Claims Rep,
Westfield Insurance, Lancaster, PA
Bernadett Condo, Claims Rep,
Westfield Insurance, Lancaster, PA
Dean Crowley, Supervisor,
Westfield Insurance, Middletown, DE
Tracy Donmaoyer, Claims Supervisor,
Westfield Insurance, Lititz, PA
James Erickson, Claims Specialist,
Westfield Insurance, Lancaster, PA
Steve Garner, RCA,
Westfield Insurance, Lancaster, PA
Rosemary Girandi, Senior Claims Rep,
Westfield Insurance, Lancaster, PA
Lynn Glick, Property Supervisor,
Westfield Insurance, Lititz, PA
Bradley Herneisey, Claims Supervisor,
Westfield Insurance, Lancaster, PA
(aroline Huber, Property Office Claim Rep,
Westfield Insurance, Lancaster, PA
Lisa Kirchner, Casualty Claims Rep,
Westfield Insurance, Lititz, PA
Karen McClearen, Claims Service Rep,
Westfield Insurance, Lititz, PA
Jason Metsker, RCA,
Westfield Insurance, Lititz, PA
Dawn Metzger, Claim Rep,
Westfield Insurance, Lancaster, PA
Kelly Morrison, Service Claim Rep,
Westfield Insurance, Lancaster, PA
Sharrod Parker, Office Claims Rep,
Westfield Insurance, Lititz, PA
Donna Pawlowski, Claims Service Rep,
Westfield Insurance, Middletown, DE
Kim Ream, Claims Specialist,
Westfield Insurance, Lititz, PA
Kevin Ruth, WC Senior Claims Adjuster,
Westfield Insurance, Lancaster, PA
Treva Shaffer, Insured Subrogation Rep,
Westfield Insurance, Lititz, PA
Susan Smith, Office Claims Rep,
Westfield Insurance, Lancaster, PA
Kathryn Smith, Casualty Claims Rep,
Westfield Insurance, Lititz, PA
Tommy Snyder, Office Clams Rep,
Westfield Insurance, Lititz, PA
William Thompson, Claims Rep,
Westfield Insurance, Lancaster, PA
Kathleen Valenciano, Claims Rep,
Westfield Insurance, Middletown, DE

Awesome Claims Customer Service—
Part1
Tom Ables, Senior Claims Rep,
Farmers Insurance, San Diego, CA
Sally Abrahemian, Casualty Adjuster,
Mercury Insurance, Westlake Village, CA
Sally Ali, Claims Assistant,
ZCSterling, Irvine, CA
Pamela Allen, Branch Claims Mgr.,
Farmers Insurance, Sacramento, CA
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Renae Allen, EI NCM,
Zurich NA, Colorado Springs, CO
John Allington, Supervisor,
Farmers Insurance, San Diego, CA,
Janette Alvarez, Office Adjuster,
Mercury Insurance, Brea, CA
Kathy Ames, Small Claims Adjuster,
Mercury Insurance, Rancho Cordova, CA
Marcie Amparo, Office Adjuster,
Mercury Insurance, Rancho Cordova, CA
David Anderson, Car Reinspector,
Mercury Insurance, Brea, CA,
(laudia Anzora, Casualty Adjuster,
Mercury Insurance, Valencia, CA
Laurie, Atoe, Claims Specialist,
Zurich NA, Colorado Springs, CO
Juanita Austin, Property Claims Rep,
Farmers Insurance, San Diego, CA
Stadi Autry, Claims Adjuster,
GuideOne Insurance, Stone Mountain, GA
Kathy Ayer, Claims Processor,
ZCSterling, Irvine, CA
Natasha Ayers, Casualty Adjuster,
Mercury Insurance, Rancho Cucamonga, CA
Tasha Ayers, Claims Expeditor,
GuideOne Insurance, Stone Mountain, GA
Mai Bach, Casualty Adjuster,
Mercury Insurance, San Diego, CA
(laudette Bailey, Total Loss Adjuster,
GuideOne Insurance, Stone Mountain, GA
Carrie Baker, Claims Rep,
ZCSterling, Irvine, CA
Kris Baker, Claims Adjuster Ill,
GuideOne Insurance, Stone Mountain, GA
Terri Bang, Supervisor,
Farmers Insurance, Orange, CA
Shirley Barentine, WC Support,
GuideOne Insurance, Stone Mountain, GA
Lisa Barnes, Claims Adjuster II,
Fireman’s Fund, Lakewood, CO
Jose Barrera, Field Appraiser,
Mercury Insurance, Burbank, CA
Kevin Barry, Claims Manager,
ZCSterling, Irvine, CA
Chuck, Battle, Claims Specialist,
Farmers Insurance, Calabasas, CA
Karla Beamer, secretary,
Westfield Insurance, Columbus, OH
Sue Beckett, secretary,
Westfield Insurance, Columbus, OH
Bruce Bedrick, Office Adjuster,
Mercury Insurance, Rancho Cordova, CA
Matthew Beevwsaert, Claims Adjuster,
Mercury Insurance, Rancho Cucamonga, CA
Shannon Behler, Claims Rep,
Westfield Insurance, Cincinnati, OH
Joan Belenson, Claims Adjuster IV,
GuideOne Insurance, Lake Worth, FL
Christopher Bell General Adjuster,
Fireman’s Fund, Walnut Creek, CA
Paula Benavidez, Senior Claims Rep.,
Farmers Insurance, Orange, CA
Shannon Benedict, EI NCM,
Zurich NA, Colorado Springs, CO
Trisha Benevides, Senior Claims Rep,
Farmers Insurance, Sacramento, CA
Joe Benson, Office Adjuster,
Mercury Insurance, Santa Clarita, CA

Robert Berg, Total Theft Adjuster,
Mercury Insurance, Brea, CA
Melissa, Bernal Office Adjuster,
Mercury Insurance, Brea, CA
C. Timothy Bitner, Property General Adjuster,
Firemans Fund, Irvine, CA
Melinda Black, Claims Adjuster,
Farmers Insurance, Orange, CA
Pam Blake, Rental Unit Specialist,
Mercury Insurance, Brea, CA
Karen Blanchard, Senior Property Adjuster,
Firemans Fund, Victorville, CA
Tammy Blevins, (CP,
Zurich NA, Colorado Springs, CO
Rick Block, Claims Rep,
Farmers Insurance, Orange, CA
Janette Boains, Property Claims Adjuster,
Zurich NA, Colorado Springs, CO
Mitch Boerjan, Casualty Adjuster,
Mercury Insurance, San Diego, CA
James Bohn, Cars Reinspector,
Mercury Insurance, Brea, CA
Deborah Bolman, Casualty Adjustor Trainee,
Mercury Insurance, Rancho Cordova, CA
Raul Bonachea, Environmental Manager,
Assurant Solutions, Miami, FL
Katie Boone, Casualty Adjuster,
Mercury Insurance, Brea, CA
Lee Borders, Field Manager,
Assurant Solutions, Clarksville, TN
Beverly Bosco, Claims Rep,
Farmers Insurance, San Diego, CA
Alan Bot, General Adjuster,
Farmers Insurance, Orange, CA
Steve Bowers, Regional General Adjuster,
Fireman’s Fund, Truckee, CA
Chris Boyd, Claims Associate,
Farmers Insurance, Sacramento, CA
Scott Bradley, Adjuster,
Farmers Insurance, Sacramento, CA
Bill Bradshaw, Total Theft ADJ,
Mercury Insurance, Rancho Cordova, CA
Kristin Bravo, Total Loss Appraiser,
Mercury Insurance, Brea, CA
Justin Brophey, Casualty Adjuster,
Mercury Insurance, Rancho Cucamonga, CA
Bobby Brown, Specialty Claims Adjuster,
Farmers Insurance, Orange, CA
Ken Brown, Property Territorial Supervisor,
Fireman’s Fund, Carlsbad, CA
Darrilyn Bruce-Jones, Claims Adjuster lll,
GuideOne Insurance, Indianapolis, IN
Parveen Bryant, Office Adjuster,
Mercury Insurance, Rancho Cucamonga, CA
Kristi Burke, Casualty Claims Adjuster,
Mercury Insurance, Westlake Village, CA
Amber Burns, Casualty Adjuster-Trainee,
Mercury Insurance, Brea, CA
Jennifer Burris, Casualty Adjuster,
Mercury Insurance, Westlake Village, CA
Yadira Bustamante, Total Theft Adjuster,
Mercury Insurance, Rancho Cordova, CA
Juanita Calfa, NCM EIU,
Zurich NA, Colorado Springs, CO
David Calkins, Total Theft Claims Adjuster,
Mercury Insurance, Rancho Cordova, CA
Kristin Campos, Casualty Adjuster,
Mercury Insurance, Rancho Cucamonga, CA

Mildred Cardelle, Claims Examiner,
Assurant Solutions, Miami, FL
Warner Carrillo, Special Claims Rep,
Farmers Insurance, San Diego, CA
Mauricio Cervantes, Casualty Claims Adjuster,
Mercury Insurance, Brea, CA
Robynn Charles, Claims Adjuster,
Mercury Insurance, San Diego, CA
Paul Chee, Supervisor,
Mercury Insurance, Brea, CA
Jason Choi, Casualty Adjuster,
Mercury Insurance, Santa Clarita, CA
Ricky Christian, Manager,
Assurant Solutions, Troy, AL
Robert Cisneros, Rental Control Specialist,
Mercury Insurance, Brea, CA
Lawrence Coleman Jr., Claims Adjuster,
Guide One Insurance, Pinson, AL
Lori Conrad, Claims Adjuster,
Zurich NA, Colorado Springs, CO
Joseph Constable, Casualty Adjuster,
Mercury Insurance, Brea, CA
Jennifer Cook, Office Adjuster,
Mercury Insurance, Brea, CA
(aroline Copeland, General Adjuster,
Farmers Insurance, Orange, CA
Sandra Couch, Claims Associate,
Farmers Insurance, Sacramento, CA
Candace Couture, RN,
Zurich NA, Colorado Springs, CO
Susan Covert, EI NCM,
Zurich NA, Colorado Springs, CO
(laude Covington, DRP Cars Reinspector,
Mercury Insurance,
Rancho Cucamonga, CA
Christine Crain, Claims Rep,
Farmers Insurance, San Diego, CA
Lindsey Cramer, Office Adjuster,
Mercury Insurance, Valencia, CA
Roger Crowley, AMD Supervisor,
GuideOne Insurance,
Stone Mountain, GA
Chris Cummins, MD Cars Supervisor,
Mercury Insurance, Brea, CA
Jeanette Curry, Senior Field Appraiser,
Mercury Insurance, Anaheim, CA
Bruce Dalrymple, Director of Claims,
Assurant Solutions, Miami, FL
Leonel DaRosa, Claims Adjuster,
Farmers Insurance, Calabasas, CA
Bob Davidson, Property Claims Adjuster,
Farmers Insurance, Sacramento, CA
George Davin , Claims Adjuster IV,
GuideOne Insurance, Indianapolis, IN
Jose Delgado, Office Adjuster,
Mercury Insurance, Rancho Cucamonga, CA
Elizabeth Delgado, Claims Rep,
Mercury Insurance, Brea, CA
Todd Dettner, Regional Claims Manager,
Farmers Insurance, Santa Ana, CA
Maggie Dewey, (CP,
Zurich NA, Colorado Springs, CO
Jennifer Diaz, Claims Rep,
ZCSterling, Irvine, CA
Gary Diaz, Claims Rep,
Zurich NA, Colorado Springs, CO
Stephanie Dickson, Claims Adjuster,
Guide One Insurance, Stone Mountain, GA

www.Insurancelnstitute.com



Andrea Diossa, Office Adjuster,
Mercury Insurance, Santa Clarita, CA
Brian Dockery, Claims Manager,
Assurant Solutions, Mooresville, NC
Sean Domaille, Claims Rep,
Farmers Insurance, San Diego, CA
Robert Donada, Casualty Adjuster,
Mercury Insurance, Rancho Cordova, CA
Jeffrey Dostis, Claims Rep,
ZCSterling, Irvine, CA
Susan Ducray, Acting Branch Manager,
Farmers Insurance, Sacramento, CA
William Duffy, Total Theft Adjuster,
Mercury Insurance, Rancho Cordova, CA
Esther Dupree, Claims Assistant,
ZCSterling, Irvine, CA
Marcia Eddins, RN Case Manager,
Zurich NA, Colorado Springs, CO
(Chris Erickson, Claims Supervisor,
Farmers Insurance, Calabasas, CA
Amanda Everling, Claims Adjuster,
Mercury Insurance, Rancho Cordova, CA
Scott Faser, General Adjuster,
Farmers Insurance, Sacramento, CA
Michael Fay, Claims Rep,
Farmers Insurance, San Diego, CA
Liberty Fermin, Claims Assistant,
ZCSterling, Irvine, CA
John Fernandez, Senior Claims Rep,
Farmers Insurance, Sacramento, CA
Karen Fischer, Senor Claims Rep,
Farmers Insurance, San Diego, CA
Patricia Fisher, Small Claims Adjuster,
Mercury Insurance, Brea, CA
Diana Fitzpatrick, Claims Supervisor,
Farmers Insurance, Sacramento, CA
Patrick Flanagan, Senior Property Claims
Supervisor, Zurich NA, Colorado Springs, (O
Christopher Fleming, Casualty Adjuster,
Mercury Insurance, Brea, CA
Angel Fox, Office Adjuster,
Mercury Insurance, Rancho Cordova, CA
Manuel Frausto, Casualty Adjuster,
Mercury Insurance, Rancho Cucamonga, CA
Rick Frey, M.D.S.,
Westfield Insurance, Cincinnati, OH
Christopher Frye, Senior Claims Rep,
Farmers Insurance, Calabasas, CA
Adria Furlong, Casualty Adjuster,
Mercury Insurance, San Diego, CA
Frances Gadd, Supervisor of Administrative
Services, Guide One Insurance, Stone
Mountain, GA
Ally Gaffan-Driver, Claims Adjuster,
Mercury Insurance, Rancho Cordova, CA
Emory Gaines, Claims Rep,
GuideOne Insurance, Eastman, GA
Philip Galit, Casualty Adjuster,
Mercury Insurance, Brea, CA
Jo Gallardo, Rental Control Specialist,
Mercury Insurance, Brea, CA
Lorena Galvan, Casualty Adjuster,
Mercury Insurance, Rancho Cordova, CA
Silvia Garay, Senior Field Adjuster,
Fireman'’s Fund, Los Angeles, CA
Felicia Garcia, WC Claims Rep,
Zurich NA, Colorado Springs, CO
Andrea Gardana, Claims Examiner,
Assurant Solutions, Miami, FL
Marilyn Gardner, Supervisor,
Farmers Insurance, Sacramento, CA
Ken Gee, Cars Reinspector,
Mercury Insurance, Brea, CA
Tony Gentile, MD Supervisor,
Mercury Insurance, Anaheim, CA
George Gerega, Senior Property Adjuster,
Fireman'’s Fund, San Diego, CA

www.Insurancelnstitute.com

Rochelle Gerulski, Litigation Specialist,
GuideOne Insurance, Indianapolis, IN
Gregory Gielgiand, General Adjuster,
Farmers Insurance, Sacramento, CA
Sharon Gilchrist, Small Claims Adjuster,
Mercury Insurance, Rancho Cordova, CA
Ron Giles, Mold Field Claims Rep,
Farmers Insurance, Sacramento, CA
Mike Gilmer, Field Staff Manager,
Assurant Solutions, Johnson City, TN
Corinne Gish, Small Claims Adjuster,
Mercury Insurance, Rancho Cordova, CA
Ralph Gomez, MD Supervisor,
Mercury Insurance, Brea, CA
Fernando Gonzalez, CA,
Mercury Insurance, Rancho Cucamonga, CA
Nicole Gorum, Casualty Adjuster,
Mercury Insurance, Westlake Village, CA
Jack, Gove Casualty Adjuster,
Mercury Insurance, Brea, CA
Debby Grachen, Senior Field Appraiser,
Mercury Insurance, Brea, CA
David Grajeda, Field Appraiser,
Mercury Insurance, Brea, CA
Goeffrey Griffard, Casualty Adjuster,
Mercury Insurance, Westlake Village, CA
Mark Grindle, Claims Rep,
Farmers Insurance, Orange, CA
Jon Guffined, Supervisor,
Farmers Insurance, Sacramento, CA
Randall Gunther, Senior Claims Rep,
Farmers Insurance, Sacramento, CA
Hector Gutierrez, Claims Rep,
ZCSterling, Irvine, CA
Stephanie Haight, Office Adjuster,
Mercury Insurance, Rancho Cucamonga, CA
Ricky Ham, Claims Admin Specialist,
Farmers Insurance, Orange, CA
Ruth Anne Hamilton, General Adjuster,
Fireman’s Fund, Palmdale, CA
Carleen Hanley, EINCM,
Zurich NA, Colorado Springs, CO
Christopher Harder, ABCS Supervisor,
Farmers Insurance, Sacramento, CA
Mara Hardy, Medical Payment/PIP Adjuster,
GuideOne Insurance,
Stone Mountain, GA
Ryan Harikul, Casualty Adjuster
Toni Harris, Service Advisor,
ZCSterling, Irvine, CA
Brian Harris, Senior Claims Examiner,
Assurant Solutions, Miami, FL
Daniel Hatfield, Supervisor,
Farmers Insurance, Orange, CA
Tracy Haynesworth, Casualty Adjuster,
Mercury Insurance, San Clemente, CA
James Hazlehurst, Casualty Adjuster,
Mercury Insurance, Rancho Cordova, CA
Jean Heller, Claims Counsel,
Assurant Solutions, Miami, FL
William Henry, Claims Operations Manager,
Assurant Solutions, Woodstock, GA
LaTonya Henson, Auto Claims Rep,
GuideOne Insurance, Indianapolis, IN
Jessica Hering, secretary,
Westfield Insurance, Columbus, OH
Angela Hernandez, Claims Rep,
Mercury Insurance, Brea, CA
Jose Hernandez, SSII,
Mercury Insurance, Brea, CA
Alan Hernandez, Office Adjuster,
Mercury Insurance, Brea, CA
Ranniery Hernandez, Claims Examiner,
Assurant Solutions, Miami, FL
John Hill, General Clerk I,
GuideOne Insurance,
Stone Mountain, GA

Julie Hill, Workers' Comp Adjuster,
GuideOne Insurance, W. Des Moines, IA
William Hiller, Quality Assurance,
GuideOne Insurance, W. Des Moines, IA
Jennifer Hodder, Claims Rep,
Farmers Insurance, Sacramento, CA
Doris Hoffman, WC Adjuster,
GuideOne Insurance, W. Des Monies, |A
Amberlyn Holley, Casualty Adjuster,
Mercury Insurance, Brea, CA
Leigh Hollis, Claims Adjuster IV,
GuideOne Insurance, W. Des Moines, 1A
Terese Hoogoian, Casualty Adjuster,
Mercury Insurance, Westlake Village, CA
Lamar Hooks, Claims Rep,
Farmers Insurance, Sacramento, CA
Brian Howard, Senior Field Adjuster,
Fireman’s Fund, Renton, WA
Chris Hughes, Branch Claims Supervisor,
Farmers Insurance, Orange, CA
Cecil Hunt, Claims Adjuster Il
GuideOne Insurance, Stone Mountain, GA
Harlan Hunter, Claims Rep,
Farmers Insurance, San Diego, CA
John Hurt, Claims Adjuster IV,
GuideOne Insurance, Charlotte, NC
Rob Hutchinson, General Adjuster,
Farmers Insurance, Orange, CA
Donna Imhoff, El NCM,
Zurich NA, Colorado Springs, CO
Amber Interial, Claims Adjuster II,
GuideOne Insurance, Stone Mountain, GA
Barry Jackior, General Adjuster,
Farmers Insurance, Sacramento, CA
Jani Jackson, Branch Claims Supervisor,
Farmers Insurance, San Diego, CA
Lindy James, Casualty Adjuster,
Mercury Insurance, Rancho Cordova, CA
Nancy Jarl, Casualty Adjuster,
Mercury Insurance, Westlake Village, CA
Corey Jecter, EPV Coordinator,
Farmers Insurance, Garden Grove, CA
Debra Jeffery, Claims Supervisor,
Farmers Insurance, Sacramento, CA
Sara Johnson, Property Claims Adjuster,
GuideOne Insurance, W. Des Moines, IA
Tom Johnston, Supervisor, Guide One
Insurance, Stone Mountain, GA
Kenneth Jones, Claims Rep,
Farmers Insurance, Stockton, CA
(atherine Jones, Process Reengineering
Team, Farmers Insurance, Pleasanton, CA
Bonnie Jones, Senior Clerical,
Westfield Insurance, Columbus, OH
Patricia Jordan, Total Loss Control,
GuideOne Insurance,
Stone Mountain, GA
Ross Jose, Branch Claims Supervisor,
Farmers Insurance, Orange, CA
Christy Jungman, WC Adjuster,
GuideOne Insurance, W. Des Moines, IA
Bill Keeton, Senior Claims Adjuster,
Farmers Insurance, Calabasas, CA
Jessica Kehr, Claims Rep,
Farmers Insurance, Sacramento, CA
Victor Keith, Claims Supervisor,
Farmers Insurance, Orange, CA
Pamela Kelly, VP of Sales,
Quest Discovery Services, San Jose, CA
Diana Kendrick, Casualty Adjuster,
Mercury Insurance, Rancho Cordova, CA
Steve Kennedy, Supervisor,
Farmers Insurance, Calabasas, CA
Jeff Kennington, Claims Adjuster,
Mercury Insurance, Santa Clarita, CA
Marilyn Kerwick, Claims Expeditor,
GuideOne Insurance, Indianapolis, IN

Rhonda Kim, Casualty Adjuster,
Mercury Insurance, Westlake Village, CA
Tina King, Special Claims Rep,
Farmers Insurance, Cottonwood, CA
Jerry Kish, Casualty Claim Rep,
Westfield Insurance, Columbus, OH
Jenny Kish, Casualty Claims Rep,
Westfield Insurance, Columbus, OH
John Kitchens, General Adjuster,
Farmers Insurance, Sacramento, CA
May Kittrell, El Nurse Case Manager,
Zurich NA, Colorado Springs, CO
J.C. Kokaisl, General Adjuster,
Fireman's Fund, Folsom, CA
James Krueger, Branch Claims Supervisor,
Farmers Insurance, Sacramento, CA
Jack Lape, Property Adjuster,
Farmers Insurance, Orange, CA
Michael Laramee, Claims Adjuster,
GuideOne Insurance, Owatonna, MN
Christy Latchford, Casualty Adjuster,
Mercury Insurance, Brea, CA
Torey LaVally, Claims Adjuster,
Mercury Insurance, Valencia, CA
Judah Lavine, Property Field Trainer,
Farmers Insurance, Sacramento, CA
Mary Lawrence, CCP Administrator,
Zurich NA, Colorado Springs, CO
Tess Lawson, Claims Associate Il
Zurich NA, Colorado Springs, CO
David Lazar, Claims Adjuster IV,
GuideOne Insurance,
Stone Mountain, GA
Brenda Leadley, Director of Claims Academy,
Fireman's Fund, Novato, CA
Travis Lee, Casualty Adjuster,
Mercury Insurance, Rancho Cucamonga, CA
Rhoda Leet, Total Theft Adjuster,
Mercury Insurance, Brea, CA
Jason Legaspe, Office Adjuster,
Mercury Insurance, Brea, CA
David Levin, Claim Manager,
Farmers Insurance, Calabasas, CA
Jeff Liberto, Manager,
Assurant Solutions, Miami, FL
John Lively, Claims Adjuster,
GuideOne Insurance, Stone Mountain, GA
Brenda Loadley, Director of Claims Academy,
Fireman'’s Fund, Novato, CA
Jan Loewen, Territorial Supervisor,
Fireman’s Fund, Santa Rosa, CA
Brandy Lofton, Salvage Coordinator,
GuideOne Insurance, Stone Mountain, GA
Todd Logue, Claims Adjuster Ill,
GuideOne Insurance, Indianapolis, IN
Steve Love, Casualty Adjuster,
Mercury Insurance, Rancho Cucamonga, CA
Pam Lovette, Auto Adjuster,
GuideOne Insurance, Stone Mountain, GA
Teresa Luther, (SR,
Westfield Insurance, Columbus, OH
Elizabeth Lynch, Field Trainer,
Farmers Insurance, Sacramento, CA
Daniel MacDonald, Team Manager,
Zurich NA, Colorado Springs, CO
Sharon Mackin, Team Leader,
Farmers Insurance, Orange, CA
Michael Mahollan, Casualty Adjuster,
Mercury Insurance, Valencia, CA
Adrian Mahoney, Claims Rep,
Farmers Insurance, San Diego, CA
Dawn Mantzouraniz, Office Adjuster,
Mercury Insurance, Rancho Cordova, CA
Michael Marco, General Adjuster,
Fireman’s Fund, San Jose, CA
Dominique Marquez, Claims Adjuster,
Mercury Insurance, Brea, CA



Honor Roll, continued...

Ashlee Marshall, Claims Adjuster,
Guide One Insurance, Stone Mountain, GA
Wendy Martin, EI NCM,
Zurich NA, Colorado Springs, CO
Gerald Masingale, Claims Rep,
Farmers Insurance, Orange, CA
Joseph Mathews, Total Loss Appraiser,
Mercury Insurance, Brea, CA
Randy McFarland, President, Southwest
Adjusters of Texas, Houston, TX
Johanna McDonald, Claims Adjuster,
Mercury Insurance, Westlake Village, CA
Donna McEntire, Claims Rep,
GuideOne Insurance, Stone Mountain, GA
Timothy McNatt, Property Technology
Director, Fireman’s Fund, Novato, CA
A. Meadows, Adjuster/Special Projects,
Farmers Insurance, Sacramento, CA
(laude Meads, Property Technology Director,
Fireman’s Fund, Overland Park, KS
David Mejia, Casualty Claims Adjuster,
Mercury Insurance, Brea, CA
lleana Merrado, Small Claims Adjuster,
Mercury Insurance, Rancho Cordova, CA
Ryan Michaels, Office Adjuster,
Mercury Insurance, Rancho Cucamonga, CA
Cynthia Miller, Claims Associate,
Farmers Insurance, Sacramento, CA
Tim Miner, Claims Adjuster,
GuideOne Insurance, Indianapolis, IN
Annie Mitchell, Total Loss Supervisor,
Mercury Insurance, Brea, CA
David Molina, Special Claims Rep,
Farmers Insurance, Orange, CA
Rachelle Morales, Office Adjuster,
Mercury Insurance, Brea, CA
Ava Morrow, Claims Rep,
Farmers Insurance, San Diego, CA
John Mueller, General Adjuster,
Fireman’s Fund, Novato, CA
Casey Mulgren, Claims Rep,
Farmers Insurance, Orange, CA
Peggy Mundy, Litigation Spedialist,
GuideOne Insurance, Indianapolis, IN
Elsabeth Muniz, Claims Associate,
Farmers Insurance, Sacramento, CA
Bob Murphy, Property Claims Adjuster,
GuideOne Insurance, Indianapolis, IN
Matthew Murray, Casualty Adjuster,
Mercury Insurance, Brea, CA
Rebekah Myers, Office Adjuster,
Mercury Insurance, Valencia, CA
Ta Nesha Napier, Claims Adjuster,
Mercury Insurance, Brea, CA
Maria Navarro, Medical Review Specialist,
Mercury Insurance, Brea, CA
Magdalene Nchako, Claims Adjuster,
GuideOne Insurance, Stone Mountain, GA
Corey Neyland, Casualty Adjuster,
Mercury Insurance, Brea, CA
Jerry Ngo, Claims Rep,
Farmers Insurance, Orange, CA
Thu-Thuy Nguyen, Casualty Adjuster,
Mercury Insurance, Westlake, CA
Haskell Nichols, Claims Manager,
Assurant Solutions, Longview, TX
Ollie Ninh, Casualty Adjuster,
Mercury Insurance, Westlake Village, CA
Ron Norman, Claims Manager,
Assurant Solutions, West, TX
Tim Norvell, Claims Rep. Ill,
Assurant Solutions, Houston, TX
Terry Novak, MD Appraiser,
Mercury Insurance, Brea, CA
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Todd 0'Donnell, Regional General Adjuster,
Fireman'’s Fund, Granite Bay, CA
Trina 0'Loane, Claims Supervisor,
GuideOne Insurance, Stone Mountain, GA
Angela 0'Neal, Property Claims Rep,
GuideOne Insurance, Indianapolis, IN
Belema Ogulu, Office Adjuster,
Mercury Insurance, Rancho Cucamonga, CA
Robin Ohanesian, Casualty Adjustor,
Mercury Insurance, Rancho Cordova, CA
Arthur Oldner, Field Staff Adjuster,
Assurant Solutions, Cleburne, TX
Vince Olin, Claim Trainer,
Farmers Insurance, Calabasas, CA
Edward Orlovsky, Casualty Adjuster,
Mercury Insurance, San Clemente, CA
Jose Omelas, Casualty Claims Adjuster,
Mercury Insurance, Brea, CA
Edda Ortega, CCP,
Zurich NA, Colorado Springs, CO
Donald Osborne, Field Claims Adjuster IV,
Assurant Solutions, Rochester Hills, MI
Veeta Ostendorf, Claims Associate,
Farmers Insurance, Sacramento, CA
Deborah Padilla, Medical Review Specialist,
Mercury Insurance, Brea, CA
Gus Panagakis, Casualty Adjuster,
Mercury Insurance, San Diego, CA
Barbara Panora, Claims Rep,
Fireman’s Fund, Sacramento, CA
Philip Panzarella, Claims Adjuster,
Mercury Insurance, Brea, CA
Shari Parker, Claims Rep,
Farmers Insurance, Orange, CA
Bill Parker, Branch Claims Sup,
Farmers Insurance, Sacramento, CA
Connie Parmer, Casualty Adjuster,
Mercury Insurance, Rancho Cordova, CA
Kenneth Partner, Claims Rep,
Farmers Insurance, Orange, CA
Christine Patti, Claims Rep,
Farmers Insurance, Sacramento, CA
Jeremy Pearson, Senior Claims Adjuster,
Farmers Insurance, Sacramento, CA
Lisa Pedersen, Claims Rep,
Farmers Insurance, Calabasas, CA
Joseph Pehote, Claims Specialist,
Zurich NA, Colorado Springs, CO
Celia Peitpas, Sp. Comm. General Adjuster,
Farmers Insurance, Orange, CA
Rachel Pemberton, Casualty Adjuster,
Mercury Insurance, Brea, CA
Madeline Pena, Field Claims Rep,
Farmers Insurance, Orange, CA
Christopher Penaranda, Field Appraiser,
Mercury Insurance, Brea, CA
Darron Pennington, Litigation Specialist,
GuideOne Insurance, Indianapolis, IN
Edgar Perez, Casualty Adjuster,
Mercury Insurance, Rancho Cucamonga, CA
Leslie Perrin, Property Adjuster,
GuideOne Insurance,
Stone Mountain, GA
Andre Phelps, Team Manager,
Zurich NA, Colorado Springs, CO
Erin Pickett, Senior Claims Rep,
Farmers Insurance, Calabasas, CA
Paul Poncio, Claims Manager,
Assurant Solutions, Houston, TX
Marilyn Pouncey, Claims Adjuster,
Farmers Insurance, Sacramento, CA
Natalie Powell, Claims Rep,
Farmers Insurance, San Diego, CA
Anthony Price, Claims Adjuster,
GuideOne Insurance, Indianapolis, IN
Zachery Purnell, Casualty Adjuster,
Mercury Insurance, Brea, CA

Elizabeth Queredo, Rental Control Specialist,
Mercury Insurance, Brea, CA
Tanya Rafferty, Claims Legal Coordinator,
Assurant Solutions, Miami, FL
Albert Ramirez, RGA,
Fireman’s Fund, Highland, CA
Rebecca Reich, Casualty Adjuster,
Mercury Insurance, Brea, CA
Richard Reimche, Regional General Adjuster,
Fireman'’s Fund, Salida, CA
April Rex, Special Claims Rep,
Farmers Insurance, Sacramento, CA
Douglas Riffle, Property Claims Rep,
Westfield Insurance, Cincinnati, OH
Ricky Roaues, Property Adjuster,
Farmers Insurance, Sacramento, CA
Doris Roberts, Claims Adjuster, Guide One
Insurance, Stone Mountain, GA
(arissa Robideaux, Office Adjuster,
Mercury Insurance, Rancho Cucamonga, CA
Aaron Rocks, Claim Rep,
Farmers Insurance, Calabasas, CA
Marco Rodriguez, Mold Claims Rep,
Farmers Insurance, Orange, CA
Raquel Rodriguez, Subrogation Adjuster,
Mercury Insurance, Brea, CA
Michael Roeper, Claims Rep,
Westfield Insurance, Columbus, OH
Tina Rohl, Small Claims Adjuster,
Mercury Insurance, Rancho Cordova, CA
Jamie Rosenthal, Associate,
Zurich NA North America, Schaumburg, IL
James Roy, Associate Program,
Zurich NA, Colorado Springs, CO
Enrique Ruiz, Casualty Claims Adjuster,
Mercury Insurance, San Clemente, CA
Erin Rulon, Claims Supervisor,
Farmers Insurance, Calabasas, CA
Darlene Ryan, Operations Supervisor,
Farmers Insurance, Sacramento, CA
Scott Sacks, Casualty Adjuster,
Mercury Insurance, Brea, CA
Preet Samra, Special Claims Rep,
Farmers Insurance, Sacramento, CA
Frank Sapio, Regional Claims Executive,
Fireman'’s Fund, Rancho Cordova, CA
Kathy Schaeffer, EI NCM,
Zurich NA, Colorado Springs, CO
Connie Schenk, Customer Service Rep,
Westfield Insurance, Cincinnati, OH
Scott Schmid, Claims Adjuster,
Farmers Insurance, Orange, CA
Adam Schram, Office Adjuster,
Mercury Insurance, Rancho Cucamonga, CA
Mike Schroeder, General Adjuster,
Farmers Insurance, Sacramento, CA
Irene Scott, Office Claims,
Mercury Insurance, Santa Clarita, CA
Chris Scriver, Casualty Adjuster,
Mercury Insurance, San Diego, CA
Pam Seddio, Acting Branch Claims Manager,
Farmers Insurance, San Diego, CA
Lazara Semanate, Supervisor,
Assurant Solutions, Miami, FL
Theresa Seminario, Claims Rep,
Farmers Insurance, Sacramento, CA,
lan Sevilla, MD Cars Reinspector,
Mercury Insurance,
Rancho Cucamonga, CA
Christopher Shelton, Casualty Adjuster,
Mercury Insurance, San Diego, CA
Jerry Shih, Claims Rep,
Farmers Insurance, Orange, CA
Andrew Shimonek, Claims Adjuster,
Mercury Insurance, Rancho Cordova, CA
Judy Shine, Casualty Adjuster Trainee,
Mercury Insurance, Rancho Cordova, CA

Robert Shorthouse, Manager,
Assurant Solutions, Miami, FL
Andrea Simmons, Office Adjuster,
Mercury Insurance, Rancho Cordova, CA
Nathan Simpson, Claims Rep,
Farmers Insurance, Orange, CA
Robin Singer, Property Claims Director,
Fireman'’s Fund, Rancho Cordova, CA
Christy Skeffington, Casualty Claims
Adjuster, Mercury Insurance,
Rancho Cordova, CA
Todd Smith, Senior Property Claims Rep,
Farmers Insurance, Sacramento, CA
Jonathan Smith, Claims Rep,
Farmers Insurance, San Diego, CA
Dave Smith, Claims Specialist,
Westfield Insurance, Columbus, OH
Nan Smith, NCM,
Zurich NA, Colorado Springs, CO
Dave Smith, Claims Specialist,
Westfield Insurance, Wapakoneta, OH
Fount Smith, Claims Adjuster,
Assurant Solutions, Brandon, MS
Julie Smurda, Senior Claims Rep,
Farmers Insurance, Sacramento, CA
Jerick Sobie, Claims Rep,
Farmers Insurance, Orange, CA
Christen Solorio, Casualty Adjuster,
Mercury Insurance, Westlake Village, CA
Michelle Spano, Claims Adjuster,
Zurich NA, Colorado Springs, CO
Paul Stangis, Claims Rep,
Farmers Insurance, Sacramento, CA
Susan Stein, Regional General Adjuster,
Fireman'’s Fund, Camarillo, CA
Deanna Stephens, Office Adjuster,
Mercury Insurance, Brea, CA
Eden Steves, Claims Adjuster,
Mercury Insurance, San Diego, CA
Charles Stilwell, MD Cars Reinspector,
Mercury Insurance,
Rancho Cucamonga, CA
Jazmine Stokes, Office Adjuster,
Mercury Insurance,
Rancho Cucamonga, CA
Jill Stone, Total Loss Supervisor,
Mercury Insurance,
Rancho Cucamonga, CA
Angie Stotts, Claims Rep,
GuideOne Insurance, Louisville, KY
Chantel Stricklin, Small Claims Adjuster,
Mercury Insurance, Brea, CA
Matthew Stringham, Casualty Adjuster,
Mercury Insurance, San Clemente, CA
Jared Stuart, Senior Claims Rep,
Farmers Insurance, Calabasas, CA
Roger Suelzle, Senior Property Claims
Adjuster, Fireman'’s Fund, Modesto, CA
Kari Swain, Casualty Adjuster,
Mercury Insurance, Brea, CA
Diana Tacury, Customer Care Professional,
Zurich NA, Colorado Springs, CO
Kelly Takemori, Claims Rep,
Farmers Insurance, Sacramento, CA
Jeremy Tansill, receptionist,
GuideOne Insurance, Stone Mountain, GA
Meredith Tarantino, Claims Adjuster,
GuideOne Insurance,
Stone Mountain, GA
Monique Tarin, Rental Control Specialist,
Mercury Insurance, Brea, CA
Laura Tarver, Senior Claims Rep,
Farmers Insurance, San Diego, CA
Diana Tay, Casualty Adjuster,
Mercury Insurance, Rancho Cordova, CA
Merle Teer, Field Property Adjuster,
GuideOne Insurance, Wheatland, MO
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James Terrell, Senior Claims Rep,
Farmers Insurance, Cameron Park, CA
Sai Thaoprasenth, Claims Rep,
Farmers Insurance, Orange, CA
David Thomas, MDS,
Westfield Insurance, Vandalia, OH
Amber Thomas, Casualty Adjuster,

Mercury Insurance, Rancho Cucamonga, CA

David Thomas, M.D.S.,
Westfield Insurance, Vandalia, OH
Trevor Thornton, Casualty Adjuster,
Mercury Insurance, Rancho Cordova, CA
Charles Tolentino, Claims Rep,
Farmers Insurance, Calabasas, CA
Kim Torain, WC Adjuster,
GuideOne Insurance,
Stone Mountain, GA
Monica Torres, Total Theft Adjuster,
Mercury Insurance, Brea, CA
Katherine Tout, Adjuster,
Westfield Insurance, Cincinnati, OH
Kathy Tout, Claims Rep,
Westfield Insurance, Cincinnati, OH
Truoy Trapp, Claims Adjuster,
GuideOne Insurance, W. Des Moines, IA
Laura Traver, Senior Claims Rep,
Farmers Insurance, San Diego, CA
John Umland, Territorial Supervisor,
Fireman’s Fund, Rohnert, CA
Michelle Vaca, Supervisor,
Farmers Insurance, San Diego, CA
David Van Brunt, Casualty Adjuster,
Mercury Insurance, Rancho Cordova, CA
Anthony Van den Bosch, General Adjuster,
Fireman’s Fund, Arcadia, CA

Betty Van Holten, Regional Claims Executive,

Fireman’s Fund, Irvine, CA
Gerardo Vargas, Casualty Adjuster,

Mercury Insurance, Rancho Cucamonga, CA

Jeanie Varis, Inside Claims Rep,
Westfield Insurance, Cincinnati, OH
Vic Vidrin, Field Adjuster,

Assurant Solutions, Lafayette, LA
David Villalobos, Property Claims Rep,
Farmers Insurance, Calabasas, CA

Lan Vo, Claims Rep,
Farmers Insurance, San Diego, CA
Daniel Vroman, Claims Rep,
Farmers Insurance, Sacramento, CA
Donna Wade, Claims Adjuster,
Mercury Insurance, Rancho Cordova, CA
Elizabeth Wainer, Field Claims Rep,
Farmers Insurance, Calabasas, CA
Alice Walker, Claims Adjuster,
Mercury Insurance, Rancho Cordova, CA
Farah Wall, Claims Rep,
ZCSterling, Irvine, CA
Monica Wallace, AMD Claims Adjuster,
GuideOne Insurance,
Stone Mountain, GA
Jaclyn Walls, Casualty Adjuster,
Mercury Insurance, San Diego, CA
Torey Wasserburger, Customer Care
Professional,
Zurich NA, Colorado Springs, CO
James Wasson, Claim Rep,
Farmers Insurance, Calabasas, CA
William Weisberber, Claims Adjuster,
Farmers Insurance, Sacramento, CA
James Whitfield, Property Adjuster,
GuideOne Insurance, Stone Mountain, GA
John Wiese, Claims Rep.,
Farmers Insurance, Calabasas, CA
Shawn Wiley, Training Manager,
Fireman'’s Fund, Novato, CA
Glenn Willock, Claims Rep,
Farmers Insurance, Sacramento, CA
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Roxy Wilson, Property Claims Adjuster,
GuideOne Insurance, W. Des Moines, 1A
Linda Wilson, WC Supervisor,
GuideOne Insurance, W. Des Moines, IA
Andy Wood, CCP,
Zurich NA, Colorado Springs, CO
Jennifer Woodwick, Administrative
Assistant, Zurich NA, Colorado Springs, CO
Tammy Worley, Casualty Claims Adjuster,
Mercury Insurance, Westlake, CA
Lill Worthington, Casualty Claims Adjuster,
Mercury Insurance, Brea, CA
Timothy Wozney, Special Claim Rep,
Farmers Insurance, Sacramento, CA
Jim Wynne, Property Claims Rep,
GuideOne Insurance, Liberty, MO
Sharon Yajimei, Adjuster,
Farmers Insurance, Calabasas, CA
Daniel Yang, Claims Rep,
Farmers Insurance, Calabasas, CA
Michael Yarger, Quality Analyst,
GuideOne Insurance, Indianapolis, IN
Eiji Yoshihiro, Field Trainer,
Farmers Insurance, Orange, CA
Nancy Yotz, Customer Service Rep,
Westfield Insurance, Columbus, OH

Real Life Time Management for Claims
Betty Beckwita, Customer Service Rep,
Westfield Insurance, Cranberry Twp, PA
Suzanne Bradley, Claims Rep,
Westfield Insurance, Lititz, PA
Michelle Bufis, Claims Service Rep,
Westfield Insurance, Lititz, PA
Valerie Caban, ,
Zurich NA, Pittsburgh, PA
Jane Cline,
Zurich NA, Pittsburgh, PA
Bernadettte Condo, Claims Rep,
Westfield Insurance, Lancaster, PA
Lauren Culley Claims Service Rep,
Westfield Insurance, Lititz, PA
Lee Engles, Property Claims Rep,
Westfield Insurance, Cranberry Twp, PA
James Erickson, Claims Specialist,
Westfield Insurance, Lancaster, PA
Rosemary Giraudi, Senior Claims Rep,
Westfield Insurance, Lancaster, PA,
Roger Harsh, Material Damage Specialist,
Westfield Insurance, Lancaster, PA,
William Houser, Material Damage
Specialist, Westfield Insurance,
Lancaster, PA
Lisa Kirchner, Casualty Claim Rep,
Westfield Insurance, Lititz, PA
Krista Lupo, Office Claims Rep,
Westfield Insurance, Boardman, OH
Karen Martin,
Zurich NA, Pittsburgh, PA
Karen McClearen, Claims Service Rep,
Westfield Insurance, Lititz, PA
Patty Opar,
Zurich NA, Pittsburgh, PA
Geetha Pai,
Zurich NA, Pittsburgh, PA
Katherine Protzman,
Zurich NA, Pittsburgh, PA
Robert Quehl,
Zurich NA, Pittsburgh, PA
Jeanne, Romanski,
Zurich NA, Pittsburgh, PA
Treva Shaffer, Rep.,
Westfield Insurance, Lititz, PA
Kathryn Smith, Casualty Claims Rep,
Westfield Insurance, Lititz, PA
Susan Smith, Office Claims Rep,
Westfield Insurance, Lancaster, PA

Christine Smith,
Zurich NA, Pittsburgh, PA
Tamnly Snyder, Office Claims Rep,
Westfield Insurance, Lititz, PA
Greg Snyder, Senior Field Claims Rep,
Westfield Insurance, Lancaster, PA
Bryan Ungar, Adjuster,
Westfield Insurance, Parkersburg, WV
Fran Warzinski,
Zurich NA, Pittsburgh, PA
D. Steven Wellman, Material Damage
Specialist, Westfield Insurance,
Hurricane, WV

Effective Business Writing
for Claims
Linda Amatucci, Senior Claims Rep,
Westfield Insurance, Lancaster, PA
Brian Donovan, Claims Manager,
Westfield Insurance, Indianapolis, IN
Brian Grincius, Claims Rep,
Westfield Insurance, Lewisville, KY
Anita Manley, Claims Rep,
Westfield Insurance, Indianapolis, IN+
Jenny Mardis, Claims Rep,
Westfield Insurance, Cincinnati, OH
Douglas Riffle, Property Adjuster,
Westfield Insurance, Cincinnati, OH
Thomas Rihel, Claims Rep,
Westfield Insurance, Indianapolis, IN
Stephen St. Clair, Claims Specialist,
Westfield Insurance, Indianapolis, IN,
Robert Taylor, Regional Claims Analyst,
Westfield Insurance, Indianapolis, IN
Mark Welton, Regional Claims Analyst,
Westfield Insurance, Livonia, MI
Todd Zuboski, Senior Claims Rep,
Westfield Insurance, Cincinnati, OH

Awesome (Claims Customer Service—

Part 2

Eatia Alati, Senior Claims Specialist,
Zurich NA North America, Melville, NY

Dora Allen, Claims Examiner,
Zurich NA, Melville, NY

Dea Baldovin, MCU Specialist,
Zurich NA, Melville, NY

Felice Balkin, Senior Claims Specialist,
Zurich NA, Melville, NY

Erin Barnette, Claims Specialist,
Zurich NA, Charlotte, NC

Jacqueline Barnhart, Claims Rep,
Zurich NA, Charlotte, NC

John Barr, Claims Rep,
Zurich NA, Charlotte, NC

Patsy Beamer, Claims Specialist,
Zurich NA, Charlotte, NC

Jennifer Beard, Claims Spedialist,
Zurich NA, Charlotte, NC

Eileen Bender, Claims Specialist,
Zurich NA, Melville, NY

Janet Berberich, Claims Examiner,
Zurich NA, Melville, NY

Jeff Berger, Worker's Comp Adjuster,
Zurich NA, Charlotte, NC

Shirley Bingham, Claims Specialist,
Zurich NA, Charlotte, NC

Joette Bolton, Claims Technician,
Zurich NA, Charlotte, NC

Christina Bonanza, Claims Examiner,
Zurich NA, Melville, NY

Karen Bonds, Claims Manager,
Zurich NA, Charlotte, NC

Ryan Brauns, Litigation Specialist,
Zurich NA, Charlotte, NC

Peggy Broome, Administrative Assistant,
Zurich NA, Charlotte, NC

Nicola Brown, Worker's Comp Rep,
Zurich NA, Melville, NY

Denise, Cacedi, Claims Speialist,
Zurich NA, Melville, NY,

Keisha Campbell, Claims Adjuster,
Zurich NA, Charlotte, NC

(athy Carmichael, Claims Adjuster,
Zurich NA, Charlotte, NC

Tara Castillo, Claims Adjuster,
Zurich NA, Melville, NY

Lois Chierichella, Claims Manager,
Zurich NA, Melville, NY

Karen Coggins, Claims Examiner,
Zurich NA, Melville, NY

Joseph Combader, MCU Manager,
Zurich NA, Melville, NY

Edward Coogan, Claims Adjuster,
Zurich NA, Melville, NY

Kelly Cox, Claims Rep,
Zurich NA, Charlotte, NC

Barbara Cullum, Team Manager,
Zurich NA, Charlotte, NC

John D'Errico, Case Manager,
Zurich NA, Melville, NY

Glenn Denzler, MCU Specialist,
Zurich NA, Melville, NY

Kristine Dilullo, MCU Claims Spedialist,
Zurich NA, Melville, NY

Tara Donohue, Medical Only,
Zurich NA, Melville, NY

Karen Doyle, Senior Claims Specialist,
Zurich NA, Melville, NY

Virginia Dunn, Benefit Analyst,
Zurich NA, Melville, NY

Mary Edwin, Regional Operations Manager,
Zurich NA, Charlotte, NC

Randy Eichhorn, Team Manager/Adjuster,
Zurich NA, Charlotte, NC

Deirdre Faber-Aponte, Senior Claims
Examiner,
Zurich NA, Melville, NY

Sheila Faeth, MCU Specialist,
Zurich NA, Charlotte, NC

Doreen Forte, Senior Claims Adjuster,
Zurich NA, Melville, NY

Brenda Foster, WC Team Manager,
Zurich NA, Charlotte, NC

Pearl Gomez-Plourde, Claims Rep,
Zurich NA, Charlotte, NC

Pamela Goss, Claims Specialist,
Zurich NA, Charlotte, NC

Erika Graham, Claims Adjuster,
Zurich NA, Melville, NY

William Greene, Claims Spedialist,
Zurich NA, Melville, NY

Elizabeth Gregory, Claims Adjuster,
Zurich NA, Charlotte, NC

JoAnn Hagmeyer, Case Manager,
Zurich NA, Melville, NY

Pearline Hammond, Senior Claims Specialist,
Zurich NA, Lindenhurst, NY

Angela Harris, Claims Rep,
Zurich NA, Charlotte, NC

Betty Hartsell, Claims Specialist Il,
Zurich NA, Charlotte, NC

Lauren Hatton, Claims Examiner,
Zurich NA, Melville, NY

Stephen Hermann, Senior Claims Specialist,
Zurich NA, Melville, NY

Donna Hickey, Claims Analyst,
Zurich NA, Melville, NY

Collin Hutchinson, Claims Technician,
Zurich NA, Melville, NY

Patricia Ibarra, Claims Specialist,
Zurich NA, Charlotte, NC

Kenneth llukowicz, Claims Manager,
Zurich NA, Melville, NY



Honor Roll, continued...

Arlene Ivers, Claims Examiner,
Zurich NA, Melville, NY

Cynthia Jackson, Senior Claims Specialist,
Zurich NA, Charlotte, NC

Patricia Jackson, Claims Rep,
Zurich NA, Melville, NY

Gina Jesinsky, Claims Adjuster,
Zurich NA, Melville, NY

Fernando Julian, Senior Liability Specialist,
Zurich NA, Melville, NY

Alice Karr, Claims Rep,
Zurich NA, Charlotte, NC

Kathy Kelsch, Claims Manager,
Zurich NA, Melville, NY

David Koch, Team Manager,
Zurich NA, Melville, NY

Tricia Koehnke, Worker's Comp Adjuster,
Zurich NA, Melville, NY

Patricia Lane, Team Manager,
Zurich NA, Melville, NY

Celeste Levering, Senior Benefits Analyst,
Zurich NA, Melville, NY

Frank Licari, Claims Examiner,
Zurich NA, Melville, NY

Michele, Loesch, Senior Claims Specialist,
Zurich NA, Melville, NY

Andrea Lupo, Claims Examiner,
Zurich NA, E. Northport, NY

Patricia Machado, Claims Examiner,
Zurich NA, Melville, NY

Linda Malich, Claims Assistant,
Zurich NA, Charlotte, NC

Patricia Manero, Senior Litigation Rep,
Zurich NA, Melville, NY

Donna Manfre, Claims Specialist,
Zurich NA, Charlotte, NC

Fran Manzi, Senior Claims Handler,
Zurich NA, Melville, NY

Theresa Mazza, DB Examiner,
Zurich NA, Melville, NY

James McLoughlin, MCU Liability Specialist,
Zurich NA, Melville, NY

Lamartha Meyer, Litigation Specialist,
Zurich NA, Charlotte, NC

Kimberly Meyers, Claims Adjuster,
Zurich NA, Charlotte, NC

Douglas Millner, Claims Specialist ll,
Zurich NA, Melville, NY

Arlene Mistretta, Team Manager,
Zurich NA, Melville, NY

Ann Marie Mize, MCU Specialist,
Zurich NA, Melville, NY

Elisa Mosley, Claims Specialist,
Zurich NA, Melville, NY

Kevin Murphy, Claims Specialist,
Zurich NA, Melville, NY

Linda Murray,
Zurich NA, Charlotte, NC

Mary Murray, Claims Examiner,
Zurich NA, Melville, NY

Barbara Myers, Claims Specialist,
Zurich NA, Charlotte, NC

Gerhard Pagels , Senior Litigation Specialist,
Zurich NA, Melville, NY

Sally Parham, Claims Support,
Zurich NA, Charlotte, NC

Leslie Prola, Claims Assistant,
Zurich NA, Melville, NY

Denise Reape, Worker's Comp Specialist,
Zurich NA, Melville, NY

Deborah Render, Claims Specialist,
Zurich NA, Charlotte, NC

Danny Richie, Claims Specialist,
Zurich NA, Charlotte, NC
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Mary Schmeling, Claims Manager,
Zurich NA, Melville, NY

Eileen Schmich, MCU Manager,
Zurich NA, Melville, NY

Richard Snelson, Field Technology,
Zurich NA, Charlotte, NC

William Soule, Claims Specialist,
Zurich NA, Palmyra, VA

Karen Spinner, Team Manager,
Zurich NA, Melville, NY

Terry Sprung, Senior Claims Spedialist,
Zurich NA, Melville, NY

Laura, Stengi, Senior Claims Specialist,
Zurich NA, Melville, NY

Bradley Tisdale, Claims Case Manager,
Zurich NA, Charlotte, NC

Nina Torres, Claims Specialist,
Zurich NA, Melville, NY

Nancy Troisi, Sr. Claims Specialist Ill,
Zurich NA, Melville, NY

Ron Turlington, Team Manager,
Zurich NA, Charlotte, NC

David Twilling, Senior Claims Specialist,
Zurich NA, Charlotte, NC

Dianne Verga, Claims Assistant,
Zurich NA, Melville, NY

Rose Vultaggio, Claims Examiner,
Zurich NA, Melville, NY

Carol-Ann Walker, Claims Assistant,
Zurich NA, Melville, NY

Lisa Ward, Senior Claims Specialist,
Zurich NA, Charlotte, NC

Susan Ward, Claims Specialist Il
Zurich NA, Beloit, WI

Linda Waring, Senior Claims Specialist,
Zurich NA, Charlotte, NC

Kenneth Wasserman, Claims Case Manager,
Zurich NA, Melville, NY

Dara Westlake, Claims Rep,
Zurich NA, Melville, NY

Queen Woods-Hart, Medical Only Adjuster,
Zurich NA, Charlotte, NC

Tamara Woolard, MCU Claims Rep.,
Zurich NA, Charlotte, NC

Margherita Zummo, Claims Assistant,
Zurich NA, Melville, NY

Negotiations Techniques for Claims
Linda, Amatucci, Senior Claims Rep,
Westfield Insurance, Lancaster, PA
Denise Balogh, Claims Manager,
Westfield Insurance, Westfield Center, OH
Kim Barnes, Insured Sub. Rep,
Westfield Insurance, Westfield Center, OH
Scott Bruce, Claims Rep,
Westfield Insurance, Lancaster, PA
Rebecca Bruce, Customer Service Rep,
Westfield Insurance, Independence, OH
Evan Clemmer, Material Damage Specialist,
Westfield Insurance, Lancaster, PA
Bernadette Condo, Claims Rep,
Westfield Insurance, Lancaster, PA
Michelle Cramer, Office Claims Rep,
Westfield Insurance, Lancaster, PA
Lauren Culley, Casualty Claims Rep,
Westfield Insurance, Lancaster, PA
Rosemary Giraudi, Senior Claims Rep,
Westfield Insurance, Lititz, PA
Larry Greathouse, Physical Damage Specialist,
Westfield Insurance, Lancaster, PA
Amy Greathouse, Claims Service Rep,
Westfield Insurance, Lititz, PA
Darryl Guidish, Senior Material Damage
Specialist, Westfield Insurance,
Independence, OH
Roger Harsh, Material Damage Appraiser,
Westfield Insurance, Lancaster, PA

William Houser, Material Damage Specialist,
Westfield Insurance, Lancaster, PA
Judith Huey, Senior Office Claims Rep,
Westfield Insurance, Lancaster, PA
Lisa Kirchner, Casualty Claims Rep,
Westfield Insurance, Lancaster, PA
Kayla Kroll, Claims Rep,
Westfield Insurance, Independence, OH
Donna Lee, Insured Subrogation Rep,
Westfield Insurance, Westfield Center, OH
Anita Manley, Claims Rep,
Westfield Insurance, Indianapolis, IN
Gary Matjasie, Senior Material Damage
Specialist, Westfield Insurance,
Independence, OH
Karen Mc Clearen, Claims Service Rep,
Westfield Insurance, Lancaster, PA
Dawn Metzger, Claims Rep,
Westfield Insurance, Lancaster, PA
Kelly Morrison, Claims Service Rep,
Westfield Insurance, Lancaster, PA
Dawn Mountcastle, Claims Rep,
Westfield Insurance, Medina, OH
Marilyn Murphy, Recovery Analyst,
Westfield Insurance, Westfield Center, OH
Barbara Novak, Office Claims Rep,
Westfield Insurance, Independence, OH
Lisa Obrzut, Office Claims Rep,
Westfield Insurance, Medina, OH
Sharrod Parker, Liability Claims Rep,
Westfield Insurance, Lancaster, PA
Joyce Pinchot, Claims Rep,
Westfield Insurance, Independence, OH
Thomas Rihel, Claims Rep,
Westfield Insurance, Indianapolis, IN
Kevin Ruth, Senior WC Claims Rep,
Westfield Insurance, Lancaster, PA
Joy Sherwin, Recovery Analyst,
Westfield Insurance, Westfield, OH
Kathy Smith, Casualty Claims Adjuster,
Westfield Insurance, Lancaster, PA
Susan Smith, Office Claims Rep,
Westfield Insurance, Lancaster, PA
Tammy Snyder, Office Claims Rep,
Westfield Insurance, Lancaster, PA
Gregory Snyder, Field Claims Rep,
Westfield Insurance, Lancaster, PA
William Stockard, Material Damage
Specialist, Westfield Insurance,
Independence, OH
Delores Stumbaugh, Senior Claims Rep,
Westfield Insurance, Mansfield, OH
William Thompson, Office Claims Rep,
Westfield Insurance, Lancaster, PA
Matthew Wachter, Claims Rep,
Westfield Insurance,
Independence, OH
Melanie Zirkle, Office Claims Rep,
Westfield Insurance, Westfield Center, OH

8 Characteristics of the Awesome Adjuster
Charles Alberson, Field Staff Adjuster,
Assurant Solutions, Stephenville, TX
Michael Alexander, Field Staff Adjuster,
Assurant Solutions, Greeley, CO
Roland Almaraz, Field Staff Adjuster,
Assurant Solutions, San Antonio, TX
Jeff Amos, Field Adjuster,
Assurant Solutions, Greenback, TN
William Amos, Field Staff Adjuster,
Assurant Solutions, Pace, FL
Mayra Andalia, CS Claims Director,
Assurant Solutions, Miami, FL
Rodney Anderson, Field Staff Adjuster,
Assurant Solutions, Munster, IN
Erick Arias, Claims Examiner,
Assurant Solutions, Miami, FL

Mayra Baez, Claims Examiner,
Assurant Solutions, Miami, FL
Paul Baird, Field Staff Adjuster,
Assurant Solutions, Falcon, CO
(arol Baldwin, Claims Examiner,
Assurant Solutions, Miami, FL
Raymond Barnard, Field Staff Adjuster,
Assurant Solutions, Arlington, TX
Thomas Bashidum, Field Staff Adjuster,
Assurant Solutions, Gladewater, TX
Glenn Beck, Field Staff Adjuster Ill,
Assurant Solutions, Pflugerville, X
Jeffrey Bentley, Claims Adjuster,
Assurant Solutions, Missouri City, TX
Phillip Berg, Claims Examiner,
Assurant Solutions, Miami, FL
Scott Bittl, Field Staff Adjuster,
Assurant Solutions, Colendale, AZ
Lisa Blanco, Claims Examiner,
Assurant Solutions, Miami, FL
Edward Boateng, Senior Claims Adjuster,
Assurant Solutions, Miami, FL
James Bonds, Field Claims Adjuster,
Assurant Solutions, Fremont, CA
Billy Bounds, Claims Adjuster,
Assurant Solutions, San Antonio, TX
Todd Bridges, Field Staff Adjuster,
Assurant Solutions, Dacula, GA
James Broskey, Field Adjuster,
Assurant Solutions, Birdsboro, PA
Charles Buckholtz, Field Staff Adjuster,
Assurant Solutions, Lowman, NF
Rebecca Burns, Claims Manager,
Assurant Solutions,
Lawrenceville, GA
Ronald Bushy, Field Staff Adjuster,
Assurant Solutions, Arlington, TX
Galittza Calderon, Claims Examiner,
Assurant Solutions, Miami, FL
Juan Carbut, Field Staff Adjuster,
Assurant Solutions, Miami, FL
Edward Castilleja, Senior Field Adjuster,
Assurant Solutions, San Antonio, TX
Zenia Castro, Claims Specialists II,
Assurant Solutions, Miami, FL
Walter Cooper, Property Solutions Claims,
Assurant Solutions, Zebulon, NC
James Craven, Field Staff Adjuster,
Assurant Solutions, Gautier, MS
JoHanna D'Arpa, Claims Manager,
Assurant Solutions, Miami, FL
Dinah Daly, Field Staff Adjuster,
Assurant Solutions, Tyler, TX
Jay Dufe, Field Staff Adjuster,
Assurant Solutions, Marysville, OH
Jeffrey Dunlap, Field Claims Manager,
Assurant Solutions, Castle Rock, CO
Edwin Edwards, Field Staff Adjuster,
Assurant Solutions, Clanton, AL
Donna Emery, Claims Examiner |,
Assurant Solutions, Miami, FL
Edna Faz-Flores, Claims Adjuster,
Assurant Solutions, Fort Worth, TX
Jackie Fear, Subrogation,
Assurant Solutions, Miami, FL
Omar Folkes, Field Staff Adjuster,
Assurant Solutions, Miami, FL
Brett Ford, Claims Adjuster,
Assurant Solutions, Cordova, TN
Thomas Frankino, Field Staff Adjuster,
Assurant Solutions, Villa Park, IL
Maria Funk, Claims Adjuster,
Assurant Solutions, Miami, FL
Jasmine Galindo, Claims Examiner,
Assurant Solutions, Miami, FL
Patrick Gannon, Field Staff Adjuster,
Assurant Solutions, Rocky River, OH

www.Insurancelnstitute.com



Maria Gaytan, Claims Examiner,
Assurant Solutions, Miami, FL

Randall Gilliam, Claims Manager,
Assurant Solutions, Cary, NC

Keith Goss, Claims Adjuster,
Assurant Solutions, Staten Island, NY

Stephanie Greaux, Field Staff Adjuster,
Assurant Solutions, San Clemente, CA

Francis Greco, Field Adjuster,
Assurant Solutions, Rock Hill, SC

Joe Gregory, Field Staff Adjuster,
Assurant Solutions, Midland, TX

David Groden, Field Staff Adjuster,
Assurant Solutions, Cleveland, OH

Aubry Hall, Field Staff Adjuster,
Assurant Solutions, Indianapolis, IN

William Hardy, Property Adjuster,
Assurant Solutions, Richmond, VA

Cindy Hardy, Field Adjuster,
Assurant Solutions, Bountiful, UT

Timothy Hartfell, Field Claims Adjuster,
Assurant Solutions, Moyock, NC

Alan Hartmann, Field Staff Adjuster,
Assurant Solutions, Lansing, IL

Michael Hass, Senior Claims Examiner,
Assurant Solutions, Miami, FL

Robert Hatch, Claims Adjuster,
Assurant Solutions, Goldsboro, NC

Ted Hendley, Field Staff Adjuster,
Assurant Solutions, Amarillo, TX

David Johns, Claims Adjuster Ill,
Assurant Solutions, Charlotte, NC

George Jones, Senior Examiner,
Assurant Solutions, Miami, FL

Ray Keevan, Field Staff Adjuster,
Assurant Solutions, Roanoke, VI

E. James Kroll, Claims Manager,
Lending Solutions, Atlanta, GA

Ana Lara-Roldan, Claims Examiner I,
Assurant Solutions, Miami, FL

David Leclerc, Claims Adjuster,
Assurant Solutions, Gainesville, FL

John Lewton , Claims Adjuster,
Assurant Solutions, Olympia, WA

Donna Lisk, Field Adjuster,
Assurant Solutions, Murrysville, PA

Lian Lloyd, Claims Adjuster IV,
Assurant Solutions, Miami, FL

Maria Marrero, Claims Examiner I,
Assurant Solutions, Miami, FL

Austin Martin, Claims Examiner,
Assurant Solutions, Miami, FL

Josefina Martinez, Claims Director,
Assurant Solutions, Miami, FL

Jesse Martinez, Field Staff Adjuster,
Assurant Solutions, El Paso, TX

John McCauley Jr., Field Staff Adjuster,
Assurant Solutions, Raleigh, NC

William McCulloch, Field Staff Adjuster,
Assurant Solutions, Shreveport, LA

Dan McDonald, Field Staff Adjuster,
Assurant Solutions, Ridgeland, SC

Eugene McGowan, Field Staff Adjuster,
Assurant Solutions, Columbia, SC

Daron McKnight, Field Staff Adjuster,
Assurant Solutions, Baker, LA

David Mehlberg, Field Staff Adjuster,
Assurant Solutions,
Lawrenceville, GA

Kevin Miller, Field Staff Adjuster,
Assurant Solutions, Des Peres, MO

Deborah Mohler, Claims Adjuster,
Assurant Solutions, Macon, GA

Michael Moore, Field Adjuster,
Assurant Solutions, Advance, NC

Emerson Moseley, Field Staff Adjuster,
Assurant Solutions, Albuquerque, NM

www.Insurancelnstitute.com

Michael Murphy, Claims Manager,
Assurant Solutions, San Antonio, TX
Kenneth Nix, Field Staff Adjuster,
Assurant Solutions, Woodruff, SC
Nandi 0'Hara, Claims Examiner,
Assurant Solutions, Miami, FL
Chestor Parish, Claims Manager,
Assurant Solutions, Baton Rouge, LA
Marian Payne, Claims Manager,
Assurant Solutions, Atlanta, GA
Jose Perez, Property Claims Adjuster,
Assurant Solutions, Miami, FL
Dudly Pitts, Field Staff Adjuster,
Assurant Solutions, Nashville, TN
Michael Provost, Claims Examiner,
Assurant Solutions, Miami, FL
Bernadette Quinn, Customer Service
Manager, Assurant Solutions, Miami,
FL
Susan Revels, Field Staff Adjuster,
Assurant Solutions, Pembroke, NC
Renee Rhodes, Claims Manager,
Assurant Solutions, Atlanta, GA
Jesse Rivas, Adjuster,
Assurant Solutions, Miami, FL
Lea Robison, Field Claims Adjuster,
Assurant Solutions, Kerens, TX
Elena Ruiz, System Support Analyst,
Assurant Solutions, Miami, FL
Gustaro Santos, Claims Examiner,
Assurant Solutions, Miami, FL
Donna Sease, Claims Adjuster,
Assurant Solutions, Miami, FL
Elvira Seijo, Claims Manager,
Assurant Solutions, Miami, FL
Laurie Shepherd, Field Adjuster,
Assurant Solutions, Van Nuys, CA
Jeff Shipe, Claims Adjuster,
Assurant Solutions, Livonia, MI
Damian Silva, Examiner |,
Assurant Solutions, Miami, FL
Mark Simon, Claims Adjuster,
Assurant Solutions, Miami, FL
Scott Smedley, Field Claims Adjuster,
Assurant Solutions, Maumelle, AR
Dale Smethers, Field Claims Adjuster,
Assurant Solutions, Edward, OK
Wayne Sneed, Staff Adjuster,
Assurant Solutions, Zirconia, NC
Karina Sotomayor, Claims Examiner,
Assurant Solutions, Miami, FL
Jack Stewart, Vice President of Claims,
Assurant Solutions, Chapin, SC
Ronald Strnad, Claims Manager,
Assurant Solutions, Waxhaw, NC
Juan Tamayo, Customer Service Rep,
Assurant Solutions, Miami, FL
Heidi Thompson-Mesa, Claims Examiner,
Assurant Solutions, Miami, FL
Nestor Torra, Claims Examiner,
Assurant Solutions, Miami, FL
William Trahan, Field Staff Adjuster,
Assurant Solutions, Beaumont, TX
Eric Uhl, Field Adjuster,
Assurant Solutions, League City, TX
Nellie Valea, Claims Examiner,
Assurant Solutions, Miami, FL
Daniel Valera, Claims Examiner,
Assurant Solutions, Miami, FL
Ofelia Vgalde, Claims Examiner,
Assurant Solutions, Miami, FL
Ron Vinyard, Field Claims Adjuster,
Assurant Solutions, Miami, FL
Dawn Wallace, Field Adjuster,
Assurant Solutions, Wilmington, NC
Jesse Warth, Claims Adjuster,
Assurant Solutions, Ashville, AL

Jimmy Wease , Field Staff Adjuster,
Assurant Solutions, Albany, GA
Paul White, Field Claims Adjuster lll,
Assurant Solutions, Valrico, FL
Louis Will, Field Claims Adjuster,
Assurant Solutions, Richmond, KY
James Williams, FSA Claims Manager,
Assurant Solutions, Miami, FL
Tom Wyche, Adjuster,
Assurant Solutions, Hutto, TX
Juan YeJe, Claims Adjuster I,
Assurant Solutions, Miami, FL

Teaching Your Adjuster the 8
Characteristics of an Awesome Adjuster
Margie Andrews, Claims Administrator,
Ohio Casualty Group, Lexington, KY
Paul Bamett, Property Supervisor, Ohio
(asualty Group, Philadelphia, PA
William Bottger, Casualty Claims Supervisor,
Ohio Casualty Group, Fairfield, OH
Michael Brennan, VP of Casualty Claims,
Ohio Casualty Group, Fairfield, OH
Anita Brogden, First Party Supervisor,
Ohio Casualty Group, Raleigh, NC
Gina Broughton, Quality Control Coordinator,
Ohio Casualty Group, Lexington, KY
John Chamulak, Home Office Analyst,
Ohio Casualty Group, Fairfield, OH
Deborah Collins, Claims Administrator,
Ohio Casualty Group, Denver, CO
Edward Conaway, Regional Claims Supervisor,
Ohio Casualty Group, Fairfield, OH
Joseph Corna, Casualty Claims Supervisor,
Ohio Casualty Group, Oak Brook Terrace, IL
Daryl Daniel, Casualty Claims Supervisor,
Ohio Casualty Group, Hamilton, OH
Michael DeLorenzo, Litigation Supervisor,
Ohio Casualty Group, Parsippany, NJ
Gregory Demmon, Claims Supervisor,
Ohio Casualty Group, Centennial, CO
Suzette Duchene, Regional Claims Supervisor,
Ohio Casualty Group, Raleigh, NC
Sheryl Emmerich, First Party Supervisor,
Ohio Casualty Group, Hamilton, OH
Larry Eversole, HO Claims Supervisor,
Ohio Casualty Group, Fairfield, OH
Allan Faber, Casualty Claims Supervisor,
Ohio Casualty Group, Lexington, KY
Michael Feeley, Claims Supervisor,
Ohio Casualty Group, Voorhees, NJ
Vicki Fisher, Regional Claims Supervisor,
Ohio Casualty Group, Raleigh, NC
Jennie Fleming, Casualty Claims Supervisor,
Ohio Casualty Group, Englewood, CO
Robin Fryman, Quality Control Coordinator,
Ohio Casualty Group, Hamilton, OH
Mike Fullerton, Claims Supervisor,
Ohio Casualty Group, Centennial, CO
Michael Galanie, First Party Supervisor,
Ohio Casualty Group, Voorhees, NJ,
Teresa Galloway, Quality Control Coordinator,
Ohio Casualty Group, Charlotte, NC
William Gentry, Regional Claims Supervisor,
Ohio Casualty Group, Lexington, KY
Tracey Giles, Claims Administrator,
Ohio Casualty Group, Voorhees, NJ
Tim Gottschalk, Claims Supervisor,
Ohio Casualty Group, Oak Brook Terrace, IL
John Halferty, Field Claims Analyst,
Ohio Casualty Group, Raleigh, NC
Louis Hansen, Supervisor of Specialty Claims,
Ohio Casualty Group, Fairfield, OH
Tracy Hartsfield , Regional Claims Supervisor,
Ohio Casualty Group, Raleigh, NC
Carolyn Hogle, Claims Administrator,
Ohio Casualty Group, Hamilton, OH

Kathy Jones, Senior Claims Supervisor,
Ohio Casualty Group, Raleigh, NC
Donna Jones, Field Casualty Analyst,
Ohio Casualty Group, Hamilton, OH
James Keating, Claims Adjuster,
Ohio Casualty Group, Fairfield, OH
Russ Kelly, VP of Claims,
Ohio Casualty Group, Fairfield, OH
Kenneth Kindler, Claims Supervisor,
Ohio Casualty Group, Indianapolis, IN
Joseph Kishmarton, Claims Supervisor,
Ohio Casualty Group, Hamilton, OH
Frank Kocsovsky, Field Analyst,
Ohio Casualty Group, Voorhees, NJ
Brenda Lewter, Claims Administrator,
Ohio Casualty Group, Raleigh, NC
Ed Magi, Supervisor,
Ohio Casualty Group, Fairfield, OH
John Martin, Claims Supervisor,
Ohio Casualty Group, Windsor, CT
Joanne McCormick, Claims Administrator,
Ohio Casualty Group, Fairfield, OH
Jeffrey McInturf, Regional Claims Supervisor,
Ohio Casualty Group, Lexington, KY
Cindy Merrill, Supervisor,
Ohio Casualty Group, Fairfield, OH
Gary 0'Rourke, Regional Claims Supervisor,
Ohio Casualty Group, Oak Brook Terrace, IL
Kathleen Oetjen, Claims Supervisor,
Ohio Casualty Group, Hamilton, OH
Kevin Olson, Regional Claims Supervisor,
Ohio Casualty Group, Oak Brook Terrace, IL
Catherine Padula, Casualty Claims Supervisor,
Ohio Casualty Group, Raleigh, NC
Cindy Patterson, Regional Claims Supervisor,
Ohio Casualty Group, Lexington, KY
Kathy Peoples, Regional Claims Supervisor,
Ohio Casualty Group, Raleigh, NC
Joseph Raker, Claims Supervisor,
Ohio Casualty Group, Hamilton, OH
Merrill Ray, Regional Claims Supervisor,
Ohio Casualty Group, Raleigh, NC
James Reynolds, Regional Claims Supervisor,
Ohio Casualty Group, Lexington, KY
Valerie Rissky, Casualty Field Analyst,
Ohio Casualty Group, Oak Brook Terrace, IL
Paul Robbins, Field Claims Analyst,
Ohio Casualty Group, Centennial, CO
Joseph Roberta, Quality Control Analyst,
Ohio Casualty Group, Voorhees, NJ
Kyle Schuppie, Claims Supervisor,
Ohio Casualty Group, Hamilton, OH
Terry Thomas, Regional Adjuster,
Ohio Casualty Group, Lexington, KY
Dianne Tom, Supervisor,
Ohio Casualty Group,
0Oak Brook Terrace, IL
Glen Trusty, Regional Claims Supervisor,
Ohio Casualty Group, Raleigh, NC
Jim Vogel, Claims Supervisor,
Ohio Casualty Group, Hamilton, OH
Michael Westby, Claims Supervisor,
Ohio Casualty Group,
Centennial, CO
Janis Wheeler, Claims Administrator,
Ohio Casualty Group, Hamilton, OH
Greg Wilson, Reinsurance Claims Sup,
Ohio Casualty Group, Fairfield, OH
James Wince, Supervisor,
Ohio Casualty Group, Lexington, KY
James Wormington,
Regional Claims Supervisor,
Ohio Casualty Group, Centennial, CO
Malissa Yeager, Regional Claims Supervisor,
Ohio Casualty Group, Raleigh, NC
Lillian Young, Regional Claims Supervisor,
Ohio Casualty Group, Voorhees, NJ



ONCOURSE

Claims Education for Every Occasion

International Insurance Institute, Inc. (IIl) provides a variety of superior educational opportunities dedicated to enhancing the
insurance industry. The current list of classes provides education on virtually every aspect of the claims environment. For more
information on individual classes or schedules, contact IIl by phone at (888) 414-8811 or online at www.Insurancelnstitute.com.

COURSES FOR ADJUSTERS

Featured Course:

Awesome Claims Customer Service
Most claims professionals know the
customer rarely recognizes outstand-

ing customer service during the claims

process because they are so worried

about the outcome. Because of this, it is

extremely important for claims profes-
sionals to recognize and deliver out-
standing customer service without
acknowledgment from the customer
along the way.

In this full day workshop, every level
of claims professionals will learn the
basics of providing high quality cus-
tomer service, proper telephone tech-
niques, gain insight into understand-
ing what individual customers need,
manage the customer’s perception, as

MANAGEMENT COURSES

Featured Course:

Time Management for Claims Supervisors
and Managers

A full day workshop includes real-
life scenarios geared specifically

toward claims supervisors and man-

agers. These professionals have a
unique demand upon them to be
not only good managers, but also
technical experts. Many time man-
agement issues arise because of
these demands, and are specific

to the Claims Supervisor and
Claims Manager.

Participants are involved during the

day in group discussions, role-play,
team exercises and self-evaluations.
The goal, as with the Time Manage-
ment for the Claims Adjuster work-
shop, is that participants leave with
some very practical methods of
improving time management that
they can put in place right away, as

18

well as understand the essential role
customer service plays in the success
of the claims department.

Some specific topics include: handling

the telephone; effective listening;
managing objections; asking questions;
delivering bad news; managing different

customer behaviors; managing the voice

mail system; managing customer call

backs; statements to avoid; closing con-
versations; attitude as the key to success;

and an action plan for better service.

Other Courses for Adjusters:

+ Real-Life Time Management for
Claims Adjusters

+ The 8 Characteristics of the
Awesome Adjuster

+ Managing the Telephone

well as some methods that require
further development.

Other Management Courses:

+ Teaching and Coaching
for Claims Supervisors and
Managers

- Keys to Effective Presentations

+ Teaching Your Adjusters the 8
Characteristics of Awesome
Adjusters

+ Motivating Your Claims Team

- Handling Difficult Employees

+ The New Claims Supervisor

+ Delegation Training for
Supervisors and Managers

- Managing Change

+ Team Training

- Leadership Skills for Claims
Supervisors and Managers

+ Preparing Effective Performance
Appraisals

+ Managing the Highly Technical
Adjuster

+ Negotiation Training for the
Claims Adjuster

+ Conflict Resolution for Claims
Adjusters

- Attitude & Initiative Training for
Claims Adjusters

- Empathy & Listening Skills

+ Adjuster Organization—Managing
the Desk

+ Prepare for Promotion—Adjuster
Leadership Training

+ Teamwork Basics—No Adjuster Is
an Island

« Interpersonal Skills—Improving
Team Member Relations

- Effective Recorded Statements

- Business Writing Skills for Claims
Adjusters

+ Beating Anxiety and Dealing With
Anger—Help for the New Adjuster

COURSES FOR NON-CLAIMS
PROFESSIONALS

Claims Training for Underwriters

A full day workshop designed to
enhance the understanding of the
claims department’s role for the
underwriter. Subjects include the
claims department’s objectives, the
claim department’s functions, the
adjuster’s duties and responsibilities,
fields of knowledge and attributes.

A portion of the day is set aside to
answer questions from underwriters
regarding the operations and proce-
dures of claims functions. The goal of
this workshop is to increase the under-
writer’s awareness and understanding
of just how a claims operation works.

Claims Training for Agents

- Insurance Contracts—General
Overview

+ Auto Policy—General Overview

+ Homeowners Policy—General
Overview

www.Insurancelnstitute.com
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CAREERPATH

A total commitment
to claims service excellence...
and to you.

At Westfield Group, our 157-year history of
success was built on a solid foundation of trust,
integrity and respect. Our employees share a
common vision of claims service excellence
through prompt, fair and professional claim
service.

Our claims careers are among the best in the
industry, with competitive wages and an out-
standing work/life balance suite of benefits.
Our attractive headquarters office is located less
than hour from Cleveland, Ohio, and service
offices are located in 19 states and growing.

Visit www.westfieldgrp.com to learn more
about us and our claims opportunities. EOE.

r"j
-
WESTFIELD

Y TR T R

CLAIMS ROAD ADVISOR, RBC INSURANCE
Location: Edmonton, Calgary, Ottawa,
and Toronto

RBC Insurance is one of Canada's leading
insurance providers, bringing Creditor, Life,
Health, Travel, Home, Auto and Reinsurance
products and services to more than 5 million
North American customers.

The person(s) selected will conduct scene
investigations, and settlement of assigned auto
and property claims. The position involves direct
personal contact with customers. Use of esti-
mating software, inspections, and estimates
will be required.

Education & Skills

« College diploma or University degree preferred.

« Minimum 5 years of previous experience in
auto and property claims.

« Minimum 2 years of prior field work

« Superior skills in time management, organiza-
tion, negotiation, and decision-making abilities.

- Valid Driver's License with good driving record
required (Driver's Abstract required).

RBC
% Insurance

RBCEH

® Registered trademark of Royal Bank of Canada

UNIT MANAGER - CLAIMS ROAD OPERATIONS,
RBCINSURANCE
Location: Toronto Area

RBC Insurance is one of Canada's leading
insurance providers, bringing Creditor, Life,
Health, Travel, Home, Auto and Reinsurance
products and services to more than 5 million
North American customers.

The successful candidate will provide guidance
on Home and Auto claims in relation to
coverage, estimates, investigations, statements,
strategy and knowledge as required moving the
file towards resolution.

Education & Skills

« College diploma or University degree
(Business or Insurance-related field preferred).
A combination of related education and
experience will be considered.

« Minimum 5 years of previous experience in a
property and casualty insurance claims envi-
ronment, with 2 years+ prior management.

- Proven negotiating, effective conflict manage-
ment, and sound decision-making skills.

RBC
\% Insurance

RBCJ

® Registered trademark of Royal Bank of Canada

Superior Settlements,

a structured settlement consulting firm,

is looking for awesome adjusters who may be
interested in a sales career in structured settle-
ments. If you want to use your casualty claims
expertise in a sales role, consider applying for a
position as a Structured Settlement Producer.
The person selected will focus on new business
production with insurance carriers and
attorneys.

We offer:

« Work from home

« Salary plus commission

- Expense reimbursement

- Top annuity carriers

« Complete "back office” support team

If interested, please send a resume to
belindadarr@westfieldgrp.com and reference
(laims Education Magazine.

Superior

SETTLEMENTS

Liability Team Manager
Location: Orlando, FL, Position ID#: 7723

Lurich is a leading commercial property-
casualty insurance provider serving the large
global corporate, middle market and small
business sectors in North America.

Responsibilities: Will review the management
and investigation of liability claims, determine
liability, and review coverage with claims
adjusters.

The qualified candidate will possess: 8-10 years
of general liability experience; 5-plus years of
managerial experience; Bachelors degree
preferred; Strong customer service & organiza-
tional skills; Ability to work on own & strong
leadership skills are essential.

To apply visit our Career Center at
www.zurichna.com and search for Position ID:
7723. All qualifying candidates will be subject
to a complete background check. An EEO/AA
Employer, in North America, Zurich supports a

diverse workforce.

ZURICH

AT A CROSSROADS WITH YOUR
CLAIMS CAREER?

Haig & Lewin, a premier multi-line independent
adjusting, investigation and appraising com-
pany, is continuing our expansion throughout
California.

We're seeking detail-oriented, organized,
motivated and enthusiastic additions to our
staff. While our positions are all field positions,
our electronic claim file processing system elim-
inates a commute to a central office.

If you are at a crossroads in your career and
thinking abouta field position with our growing
company, fax your resume to (888) 323-9888
or e-mail it to info@haig-lewin.com for consider-
ation. EOE

Halc & LEWIN
IMVESTIGATORS « ADJUSTERS

www.haig-lewin.com

To reserve your Career Path ad in Claims Education Magazine,

www.Insurancelnstitute.com

please call Vance Custom Media at (847) 634-2600!
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CLASSROOMREVIEW

Here are some reminders from
two of our favorite courses
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Awesome Claims Customer Service—Part 1

Gaining Trust and Credibility
In Awesome Claims Customer Service, Part 1, students

learn that “people will accept what you have to say,
to the exact degree you demonstrate you understand
where they are coming from.” We accomplished

this by gaining confidence through a high level of
understanding.

Ending the Question-After-Question Cycle
People often ask continuous questions. Not because

they want a lot of information, but simply because they
are nervous and anxious. Many hypothetical questions
are indicators of nervousness or anxiety.

Start by comforting the customer. Let them know they
have a competent individual who knows what they are
doing, and cares about doing a good job.

Strategies for stopping the question cycle:
«  Acknowledge: Acknowledge that you understand

how important this is to them.

Empathy: Empathize the feelings the customer
may have. Don’t be too intrusive.

Permission: Let the customer know it’s perfectly
normal to be concerned.

Experience: Make a modest comment about your
experience, but NEVER downplay the importance
of the question.

Promise: Tie the empathic statement into a
promise that you will use that experience to do
everything you can to make the process go well.

Example:

Ms. Smith, I can see by your questions that it is
important that this claim goes smoothly. You may be a
little nervous or a little anxious. Thats fine.

I know this is new for you, but I've been handling claims
for some time now, and I've got a pretty good handle on
what is important to make sure this claim goes smoothly.

I can'’t promise that everything is going to go perfectly.
What I can do is tell you that I will do everything within
my power to make sure it does.

Critical Thinking for Claims

In Critical Thinking for Claims, we apply critical thinking to
recognize and evaluate elements of a claim. There are seven
steps to recognize and evaluate an argument:

Recognizing and evaluating arguments:
- Find the Issue

Locate the Argument

Be Clear

Understand Context

Establish Credibility

Look for Consistency

Judge Each Argument

Uncover Credible Evidence
When analyzing the credibility of an argument, ask three
questions:
Does the evidence conflict with my personal
observations?
Does the evidence conflict with my background
knowledge?
Is the source of the evidence credible?

Does the evidence conflict with personal observations?

Doubt anything that conflicts with your own firsthand
observation. Be aware of the limits of your own
observations. Personal circumstances can hinder
objective observations.

Does the evidence conflict with my knowledge on the subject?
Evidence can be compared to your own knowledge about
the issue. Remember, the greater the conflict between

the two, the less credible the evidence. At the same time,
remember to keep an open mind to new information that
may not fit with your own beliefs or understanding.

One example is the Internet. The Internet provides
unfiltered information and thus can be the source of
rumor, gossip and even deception.

Is the source of the evidence credible?
The credibility of an issue may be hindered if information
is not readily attainable. Ask the following questions to
help determine the credibility of a source:
Did the source directly observe the situation or is the
information simply hearsay?
Are the events highly improbable?
Is there supporting testimony?
Is the source knowledgeable about the subject?

www.Insurancelnstitute.com



Need to find the right fit?

Claims Temporary Staffing or Permanent Placements

In a service-oriented environment like Claims,
having the right staff can make or break your bottom line.
Yet finding the right professional to fit the employment needs of
your company can be a time-consuming, often frustrating process.

Unless you call lll Staffing.

Our experienced staffing team has worked in claims
and claims management, so they know what to look for
when hiring claims professionals.

Whether for a full-time or temporary position,
we do all the initial screening in order to provide you
with the highest quality candidates available.

For more information on our temporary employee or permanent
placement services, please call us at 480-705-4093 in the U.S and

Canada or e-mail us at TempDivision@Insurancelnstitute.com.

1l Staffing—Finding the right employee to fit your needs.




Paragon Delivers What You Need -
Integrity, Superior Service, and Greater Value

Since 1995, Paragon Subrogation Services has provided
multi-line subrogation, arbitration, and recovery
services for clients throughout the United States. Our
clients, which include leading insurance companies
and large self-insured corporations, benefit from

our industry-leading practices and
“&_ our focus on results.

:p Our Clients Say It Best
"Paragon Subrogation is definitely a
— partner that goes the extra mile. They
are very flexible and customer oriented...

— P : and they deliver great value. I have
” A0 | gy Jound that they collect on a greater

=Zaur ?{ percentage of files than other

_" "I / Jirms, both in number of

W placements and dollars recovered

_ “» from those placements. Overall,
3 1 g > they have done an excellent job for

' ] " ys year after year."

- s — Subrogation Manager,
& e e National Insurance Carrier

ﬁ?rr_:#fé People you can count on.
=" People you can trust.

The clearest measure of our integrity is this: we have undergone more than 100 client audits in
our 10-year history, and have never been asked to true-up any money to any client at any time.

Paragon Subrogation Services excels in all forms of subrogation and collections, including:
Auto subrogation and arbitration - Uninsured motorist subrogation - Rental subrogation
Property subrogation and arbitration - Medical/healthcare subrogation - PIP
Workers compensation subrogation - Commercial collections

For Integrity, Superior Service, and Greater Value, call:
Paragon Subrogation Services, Inc.
9221 Corbin Avenue, Suite 250
Northridge, CA 91324
(888) 329-3332



