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January Meeting 

Guest Speaker—Nancy Germond, Insurance Writer 

Nancy Germond is the President of Insur-
ance Writer, a consulting firm located in 
Phoenix, Arizona. With more than two 
decades of risk management experience, 
her unique insights and abilities help busi-
nesses better understand and manage their 
risk. Nancy has authored scores of risk 
management-related articles, white papers 

and has consulted to and presented for both public sector and private sector insurance 
organizations. 
 

Nancy Germond is a second-generation insurance professional, the first risk manager of 
the City of Prescott, Arizona, and has worked in the private and public sectors as a risk 
and claim manager. In 1997 she founded Insurance Writer to assist insurance organiza-
tions to better manage their employment-related issues and to better penetrate the com-
petitive insurance marketplace. Nancy holds a B.A. in Communication from Mills College 
and the Associate in Risk Management, the Associate in Claims designation from the In-
surance Institute of America and the Insurance Training Professional designation. She is 
in the last semester of her Masters degree in organizational sociology at Lincoln Univer-
sity.  

 

January 21, 2010 

 

5 PM Social Hour 

 

6 PM Meeting/Dinner 

 

Doubletree Hotel 

44th & Van Buren 

Phoenix 

 

 

Rsvp by January 19th   

 

at  

www.aicaonline.org  

or  

jenifer@pinnacle-

restore.com  

or  

(480) 206-4297 

 

 

 

$25 pp—members 

$30 pp—nonmembers 

*Adjusting members 
free—see page 3 for de-

tails 

Pay online with 

Paypal At  

www.aicaonline.org 

Or Pay with cash or 
check at meeting. 

Meeting Details 

TOPIC: 

 
DIVERSITY  

 
AND  

 
TEAM  

 
BUILDING 
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President’s Message 
This will be my last President’s Message.  It has been a 
pleasure serving as your President for the last two years. 
 
The Christmas Party was a huge success.  We had over 125 
attendees.  We had six large boxes overflowing with gifts 
for Toys for Tots.  Thank you everyone for your generos-
ity.  If you could not make the 2009 Christmas event, please 
make sure to attend the 2010 event.  It just keeps getting 
bigger and better 
 
I would like to give a special thank you to our vendors who 
have supported the AICA during 2009 and past years.  If 
not for the vendors the AICA would not function as well as 
it does.  We hope the vendors who have supported the 
AICA in the past continue to do so.  We are also hopeful 
vendors who have not supported us monetarily in the past 
consider to do so.  There are many ways to do this, pay 
memberships on time, consider to be a sponsor at one of 
our social events, the golf outing, the summer volleyball and 
horse shoe event and the Christmas event. 
 
In 2010 the AICA needs the vendor support more than 
ever.   A new pilot program being kicked off at the January 
2010 meeting will include free membership and dinner 
meals for insurance company adjusters.  The goal is to at-
tract more insurance adjusters.  The free membership and 

dinner meals will put a burden on the AICA to fund this 
pilot project.  The funds from our prior year social events 
where the vendors give generously in sponsor donations 
will help fund this but should this pilot project meet the 
expected goals to increase insurance adjuster attendance, we 
will need an increase in donations.  Please consider to be a 
part of the AICA and know we appreciate you, the vendors, 
a great deal. 
 
On a side note the AICA will only be able to accept a lim-
ited number of free insurance adjuster dinner meals for 
each meeting.  It is important to RSVP early to make certain 
you will get one of the free offerings. 
 
There will be more news about other programs and events 
for 2010 in newsletters to come. 
 
Personally I’m looking forward to a great AICA 2010 and 
look forward to seeing you at the meetings. 
 

Joe Hendren 
(480) 563-3838  Telephone 
(480) 563-3939  Fax 
phoenix@americlaim.com 
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Expert’s Corner—It’s Time to Deliver 

Adding Value to the Customer Experience Now   
by Rick Hayne 
 

Not a day that goes by that we don’t hear news of layoffs, down-
sizing, bankruptcies, the stock market’s downturn, and the dismal 
state of the housing market. With the unemployment rate at over 
9.5 percent, we all know friends or family members who have lost 
their jobs, homes, investments, and — in some cases — life sav-
ings. One cannot help but wonder, “Am I next?”  
 

The mere thought of being unemployed is stressful. The insurance 
industry has been faring relatively well; however, it suffered its 
worst first quarter in 20 years. Combine this news with the overall 
feeling of vulnerability and the stress of being in claims, and you 
have employees feeling the pressure. While claims may not be 
viewed as the most stressful job, I believe we can all agree that it is 
up there. After all, we are dealing with those who have suffered a 
very real loss, whether it is a family member, a home, or a car. 
 

Although there are signs the economy is getting better, unemploy-
ment is not expected to improve until sometime in 2010, and it 
remains a topic of conversation wherever one goes. I believe it is 
the perfect time for us all to revisit what constitutes success and 
how to be successful. How can you make a difference to the insur-
ance company for which you work? More than ever, now is the 
time to “deliver.” This means delivering service that exceeds cus-
tomers’ expectations, and favorably impacts your company’s bot-
tom line. Remember that renewal business is much more profitable 
than new business. Let’s take a look at what differences you can 
make and add value to what you do each and every day. 
 

Enhancing Customer Service  
Customers can now report claims via telephone, e-mail, fax, Inter-
net, and even iPhones. With all of this technology available, most 
customers still pick up the phone and dial the claims customer 
service center to report a loss. 
 

Typically customer service representatives take the First Notice of  
Loss (FNOL). In most cases, they are the first point of contact 
after the customer suffers a loss. This is such a critical time, as the 
customer’s impression of the company can be made in the first 30 
seconds. Did you answer the phone with a caring voice or dive 

right into details, asking for the policy number first? Were you able 
to show compassion and really listen to the policyholder prior to 
asking for the details of the loss? Were you able to gather all of the 
necessary information? 
 

When the customer hangs up, ask yourself if you would you feel 
good about the company if you in their proverbial shoes. Were you 
treated fairly? Could they see the smile and compassion on your 
face? Could they feel the empathy in your voice? Did they know 
you were there to help them? You were probably the first person 
they called. How did you do? 
 

Once the claim is filed, the next person to have direct contact with 
the customer is the adjuster. Whether inside or working as an inde-
pendent, the adjuster often has the most difficult job. After all, the 
adjuster may need to tell the customer that a loss is not covered. 
How you approach the process from the beginning will play a key 
role in how the customer reacts to any news you relay. Establish a 
positive relationship with the customer from the beginning, and 
maintain the customer’s trust throughout the process. In the end, 
your news, whether good or bad, will be better received.  
 

Build the customer’s trust by following through on the commit-
ments you made. Communicate in a proactive and thorough way. 
In the beginning, take the time to walk them through the various 
stages of the process so they understand and will not be frustrated. 
When you say you will call them back or do something…do it. 
Remember that most complaints occur because of a lack of com-
munication or follow-up as promised. It is ultimately your respon-
sibility to ensure that you pay what you owe and thus deliver on 
the promise of the insurance contract.  
 

Loss Recovery 
Subrogation and salvage plays a key role in the success of the com-
pany. This area’s performance has a direct impact on the com-
pany’s profitability. Every loss has a cause. If you lacked insurance 
 and lost your home in a fire because of a faulty appliance, what 
would you do? Would you pursue the manufacturer to attempt to 
recover your losses?  I think we all know the answer: Of course 
you would vigorously pursue those that may be legally liable for 
your loss. Many companies struggle with subrogation and salvage 
recovery as many employees consider the claim closed once pay-
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Expert’s Corner cont’d 
ment is made and the necessary closing documents have been sent 
to the appropriate parties. After all, a closed claim is a good claim.  
 

Look for ways to help your company and, ultimately, yourself. 
Take this process personally. If there is a potential for subrogation 
and/or salvage, then make it personal. After all, it is your com-
pany’s money. Investigate the claim properly and do not close it 
until you have all of the necessary information. If every claim em-
ployee were to be committed to the subrogation and salvage proc-
ess, then results would improve drastically and impact the bottom 
line.  
 

Leadership 
Most leaders were promoted to a management position because 
they were proficient adjusters and demonstrated leadership quali-
ties. Let’s focus on front-line managers and how critical their role 
is to the success of the company through delivering results, service, 
and motivating their employees.  
 

There is no question the leadership team wears many hats in a 
claim department — from handling personnel issues and reviewing 
files to approving payments, hiring, working with vendors, and 
formulating strategies. You too may be feeling the pressure of the 
economy and the effects of juggling different hats. No matter how 
difficult things may seem, you must try to project a positive atti-
tude when interacting with everyone. Your attitude is just as im-
portant as that of yours staff. The attitude your team displays to 
their co-workers and customers is a reflection of your leadership.   
 

Employees who like and respect a manager will produce better 
results in all aspects of an organization. Your ability to communi-
cate the company’s goals and direction will dictate your success or 
failure both as a department and an organization. If you talk down 
to your staff, then will they in turn talk down to the customer. 
The way you speak to an employee should demonstrate the same 
compassion and respect you want from them. Employees are moti-
vated by the manager who is part of the team, and who is directly 
connected with their successes, failures, and opportunities.  
 

Mangers that excel take the time to effectively communicate with 
their employees. They show interest in who they are, what they are 
doing, and their goals. They are compassionate, yet understand 

their role as a leader in the organization.  
 

Motivating employees is a critical goal of any leader. Motivated 
employees drive better results, better service, both internally and 
externally, and ….care. This can mean the difference between out-
standing results and just getting by. Which would you rather have?  
 

Source:  Claims Magazine, Published 10/5/09 

Help Wanted 
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Our December meeting was a great suc-
cess thanks to the support of the follow-
ing companies: 

 

Gold Sponsors: 
•Felton Antrim 
•Absolut Restoration 
•Frank Schultz & Mullen 
•Universal Restoration 
 

Silver Sponsors: 
•Sun-Brite 
•Starling Madison Lofqust, Inc. 
•Kowalski Construction, Inc. 
•Desert Dry Restoration 
•AmeriClaim 
•Schantz Construction 
•Arizona Fire & Water 
•Crawford & Company 
•CRS Temporary Housing 
•MACS Independent 
•Enterprise Rent-A-Car 

December Meeting Sponsors 

President 
Todd Van Sant   
480-399-8273 
vansant@gmail.com 
 
Vice President 
Robin Link   
480-635-3760 
robin.link@fbfs.com 
 
Treasurer 
Bruce McNeil   
480-215-8538 
bruce@macsllc.com 
 
Secretary 
Ana Garcia  
480-635-3724 
ana.garcia@fbfs.com 
 

 

Member at Large 
Jenifer Kimbrell  
480-206-4297 

jenifer@pinnaclerestore.com 
 
Member at Large 
Alaina Boersen  
602-437-5455 
aboersen@andeng.net 
 
Member at Large 
Rita Megui   
866-72-FLOOD 
rita@suncountryrestoration.com 

 
Member at Large 
Nanette Varela 
602-292-2269 
nan68@cox.net 

2010 AICA Officers 
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AICA MEMBERSHIP 

Join or renew your membership today.  Sign up and pay online at www.aicaonline.org or complete 
this form and mail it with your payment as noted below. 

 

$25.00  Claims Adjusters  - NOW FREE (See page 3 for details) 
$75.00 Associates (Service Companies) 

 

Please note that memberships are per person, not per company. 
 

 NEW MEMBER   RENEWAL 
 

Member Name:  ___________________________________________________________ 
 

Company:  _______________________________________________________________ 
 

Address:  ________________________________________________________________ 
 

City: ______________________  State: _____________  Zip Code:  _________________ 
 

Business Phone:  ____________________  Fax #:  _______________________________ 
 

E-mail Address:  __________________________________________________________ 
 

Licensed? (State):  _________________________________________________________ 
 

Mail completed form and check made payable to: 
 

AICA 
2302 N. 44th Street 
Phoenix, AZ  85008 

 

If  you have any questions regarding membership, please contact Jenifer Kimbrell at 
Jenifer@pinnaclerestore.com or at (480) 206-4297. 



Arizona insurance claims 
association 

We’re on the web!
www.aicaonline.org 

2303 N. 44th Street, 
Suite 14-1502 

Phoenix, AZ  85008 

When:  Friday, April 30, 2010     
  7:00 am Shotgun Start 
 

Where:  Stonecreek Golf Club 
  4435 E Paradise Village Parkway South 
 

Cost:  $110 per golfer 
  Scramble Format 
  Green Fee, Cart, Driving Range, Prizes,  
  and BBQ included. 
   
Dress:  Proper Golf Attire Required 
 

Deadline: All Forms & Payments Must be Received 
  by March 31, 2010.  After March 31,  
  $120 per golfer 
 

Player Registration and Sponsorship Forms are available on 
our website at http://www.aicaonline.org/golf.php. 
 

Contact Dale Schantz, AICA Golf Liaison, at 623-825-7872 
with questions. 

 SPONSORSHIPS/ADVERTISING 
 
$250 Chipping, Beverage Cart, Hole Sponsorships 
 Includes Company Sign & 2 BBQ Meal Tickets*  
$125 Breakfast Sponsor 
$125 Grab Bag Sponsorship 
$950 18 Green Pin Logo Flags –                                               
 Deadline March  1, 2010 
$650 Golfers Cart Sponsor 
     
Circle Sponsorship Requested 
 
All Forms and Payments must be received by March 
31, 2010.  Hole sponsors will be assigned first come and 
paid sponsorship. 

 
You may also have the following on the tee box/green 
area:  Sodas, Beer, Water, Gatorade or Kegs. For prices 
and orders, call Food and Beverage Director at Stonecreek, 
602-953-9111 X 230. 

Annual Golf  Outing—Mark Your Calendars & Register Now 


