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March Meeting 

Guest Speaker—Mike Norton, EFI Global 

Michael Norton, Fire Investigator for EFI Global is a 13 year veteran 
of the fire service.  Michael began his career as a fireman in New Mex-
ico.  He swiftly moved through the ranks and became the Fire Preven-
tion Captain for the Dona Ana county Fire Marshal‟s office.  Michael 
has also held the position of Division Chief/Fire Marshal for Rural/
Metro‟s Maricopa/Pinal County. 
 
In his current position as a Fire Investigator at EFI Global, Michael 
conducts origin and cause investigations in Arizona, Colorado and 
New Mexico.   
 
Norton is a Certified Fire and Explosives Investigator and a Certified 
Vehicle Fire Investigator through the National Association of Fire In-

vestigators. He currently has investigated over 400 fires. 

 

Date:  Thursday, March 18, 2010 

Time:  5 pm—Social Hour 

  6 pm Meeting/Dinner 

 

Place: Doubletree Hotel 

  44th & Van Buren 

  Phoenix, Arizona 

 

RSVP: By March 16 at www.aicaonline.org or aica@pinnaclerestore.com  

  or (480) 206-4297 

 

Cost :  $25 pp—Members $40 pp—Non-members 

  First 25 Staff Company Adjusting members to make a reservation  

  attend free! 

 

Pay online with PayPal at www.aicaonline.org or pay with cash or check at the 

meeting. 

Meeting Details 

First 25 Ins. Company 
Adjusters Free! 

mailto:jenifer@pinnaclerestore.com?subject=AICA%20RSVP
http://www.aicaonline.org/
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President’s Message 

This month‟s meeting was a great success and while the 
topic may not have been for everyone, it is important to 
remember the purpose of the AICA is to meet the profes-
sional needs of the insurance claims personnel by promot-
ing education in the insurance field for all, whether you are 
a property adjuster or multi-line.  
 
Thank you to all the vendors who furnished door prizes for 
it is your support that is the engine that drives our associa-
tion. 
 
It is also great to see new members join every meeting and 
let‟s all remember to get the word out there about our great 
organization and continue to build the active membership.  
After all, if not for the members there would not be an 
AICA.  
 
As we strive to fill the vacant positions on the board and 
bring the organization forward we welcome your feedback 
and ideas on how you feel the AICA could be more pro-
ductive and educational for you, our members.  
 
We are getting closer to the summer break and we have 
some exciting things in store as well as several gatherings 
during the break to look forward to.  We will have more 
information on these things at our upcoming meetings as 
well as in the newsletter and on the website so be on the 
lookout and tell your colleagues.  
 
It is an honor to serve you as your president and together I 
am sure we will make this group the premier claim associa-
tion for Insurance Professionals.  
 

Robin Roberts  
480-635-3760  

robin.roberts@fbfs.com 

February Door Prize Donors 

• Anderson Engineering 

• Absolut Restoration 

• ServiceMaster 

• VBS Construction 

• Sun Country Restora-
tion 

• American Technologies 

 

 

 

 

 

 

• Arizona Fire & Water 

• Dry Force Restoration 

• Genex 

• Kowalski Construction 

• Americlaim 

• Badger Restoration 

mailto:robin.link@fbfs.com
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Spring is almost here and that means it‟s time for the AICA Annual Golf Outing!  This is a wonderful opportunity to get 
out and enjoy the beautiful Arizona weather and be able to network with Insurance Industry Professionals. 

 

Friday, April 30th, 2010—7 a.m. shotgun start 

Stonecreek Golf Club 

4435 E. Paradise Village Parkway South 

$110 per golfer, Includes Green Fee, Cart, Driving Range, Prizes and BBQ 

Scramble Format 

Sponsorships Available  

$250.00 Chipping, beverage cart, hole sponsorships—includes company sign and 2 BBQ meal tickets. 

$125.00 Breakfast sponsor 

$125.00 Grab bag sponsor 

$950.00 18 green pin logo flags 

$650.00 Golfer cart sponsor 

 

Registration and Sponsorship Forms available on the AICA website at www.aicaonline.org.  All forms and payments must 
be received by March 31, 2010.  Limited to the first 36 teams (144 players).  Sponsorships available on a first come, first 
serve basis. 

 

Call the AICA Golf Liaison, Dale Schantz at 623-825-7872 for more information or with questions. 

Annual Golf  Outing 
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Expert’s Corner—Claim Rep Pet Peeves 

By Daniel Cummins 

Published 2/22/10—Claims Magazine 
 

Every profession generates its own perpetual annoyances that 
cause frustration day in and day out. Claims is no exception, as 
there are pet peeves caused by fellow claim professionals, claim 
management, attorneys, or even from dealing directly with insur-
eds and claimants. 
 

I recently floated this topic on the discussion boards of several 
insurance or claim groups to which I belong on LinkedIn.com 
(http://www.linkedin.com/in/danielcummins). I requested 
feedback about what irked people the most in claims. What fol-
lows is a cross-section of the responses I received in this unsci-
entific study, along with suggested solutions to lessen the fre-
quency that these annoyances occur. Let‟s see if any strike a 
nerve with you. 
 

Surprises 

A frequently mentioned pet peeve of claim professionals was 
being hit with surprises. Claim representatives, under the pres-
sure of management, obviously do not appreciate being notified 
of a court hearing or a pre-trial settlement conference the day 
before it is scheduled to happen, particularly when the court 
previously sent out the date weeks or months before. 
 

As noted by one claim rep, claim managers do not want any sur-
prises from their claim staff. For example, management does not 
want to learn that a reserve should have been raised substantially 
a year ago, or that extraordinary settlement authority is needed 
by next day. 
 

Possible Solution: Stay on top of your calendar — and your de-
fense counsel — to keep you apprised. 
 

Silence from Plaintiff’s Counsel  

Another continually recurring annoyance for claim representa-
tives is the situation whereby plaintiff‟s counsel sends a letter of 
representation for an injured party and then falls as silent and 

unresponsive as a hippo laying in the summer sun at the zoo. 
The claim representative is then left with an open file in an in-
creasingly growing list of open files, with no opportunity to 
work to evaluate and close the file out. This is frustrating, to say 
the least. 
 

Possible Solution: Keep reaching out to plaintiff‟s attorney. Dan-
gle a carrot if you can; eventually they will come around because 
you have what they are looking for — namely, money.  
 

Disorganized Case Presentations  

According to the replies to this inquiry on the various discussion 
boards, perhaps just as bad as the non-responsive plaintiff‟s at-
torney is the disorganized and/or unreasonable attorney. Claim 
representatives loathe the receipt of a pile of unorganized docu-
ments that are not broken out in to separate exhibits and placed 
in chronological order, with the duplicate copies removed from 
the pile.  
 

Claim professionals also note that plaintiff‟s attorneys often in-
explicably fail to provide current photos or, at times, any photos 
for claims where scarring or disfigurement is alleged. Evaluating 
a scar that you‟ve never seen is obviously problematic.  
 

It is also frustrating for claim representatives to receive records 
only from the date of the accident forward, as opposed to com-
plete medical files, particularly when it is evident that the claim-
ant has a related prior medical history. 

Possible Solution: Politely indicate to plaintiff‟s counsel that it 
would be very helpful and appreciated if, next time, he could 
submit a streamlined demand package broken down into exhib-
its, and with duplicates removed. Maybe, one by one, the attor-
neys will learn, and you will have to deal with this pet peeve less 
frequently. 
 

Ignorant Defense Counsel 

Many claim professionals responded on the discussion boards by 
lamenting that their own insurance defense counsel often talked 
down to them instead of to them. Some also complained that 

http://www.linkedin.com/in/danielcummins
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Expert’s Corner cont’d 

defense counsel was often reluctant to hear out the claim repre-
sentative‟s opinions about the file, and that counsel even took 
umbrage, at times, with the claim representative offering instruc-
tions about how to proceed with the case or settlement negotia-
tions. 
 

Other pet peeves with defense counsel included a delay in timely 
status reports about the file and not receiving other reports as 
promised. Failure of defense counsel to return phone calls was 
another oft-repeated complaint. 
 

Some claim professionals complained about the apparent inabil-
ity of defense counsel to answer simple questions about the 
value of a claim or the cost to defend through the end of the 
matter. One particularly irked claim professional vented about 
“defense lawyers who call you up, yak for 45 minutes about non-
urgent items and then close by saying, „I'll put this in a letter to 
you.‟” 
 

Possible solution: Have a frank discussion with defense counsel 
at the start of each claim, politely reminding him about how you 
would like certain things to be handled. 
 

Difficult Insureds or Unrepresented Claimants 

Another common lamentation by claim representatives concerns 
the penchant of insurers to absorb losses rather than refer 
fraudulent claims and claimants to the carrier‟s Special Investiga-
tion Unit (SIU). This claim rep would rather fight and let SIU 
handle such claims to conclusion where the elements of fraud 
are clearly displayed within the content of the submissions made 
by the claimant and his counsel. 
 

Some claim reps expressed beefs about the shoddy treatment 
they sometimes receive from difficult insureds or unrepresented 
claimants. One pet peeve noted was insureds who demand im-
mediate responses from the claim reps on their terms. For in-
stance, for a homeowners‟ claim requiring an inspection, the 
homeowner reports that he‟ll be home from work at 5:30 p.m. 
Well, the family should finish eating dinner by 6:30 p.m., so can 

the adjuster simply arrive between 7 and 7:30 p.m.?  
 

Not surprisingly, claim professionals do not feel kindly towards 
insureds or claimants who call and swear at them. They are also 
not too fond of those who threaten to call the claim representa-
tive‟s boss, insurance commissioner, or whomever else, provided 
that the claim rep does not comply with whatever request in-
stantly.  
 

Possible Solution: Bite your tongue. You can‟t win here. 
 

Fellow Professionals 

One claim rep pointed to the pet peeve of insurance agents call-
ing at the request of insureds and 

asking why the claim was not being paid, without the agent hav-
ing first read the applicable policy language. Another claim pro-
fessional said his biggest pet peeve is opposing claim reps. Many 
seem burned out; many lack any personal touch. Equally frus-
trating are opposing claim reps who take an unreasonable settle-
ment position in a matter involving multiple defendants and 
defending carriers.  
 

Possible Solution: Remember the adage, “what goes around, 
comes around.” Treat fellow claim professionals reasonably, and 
that good karma will hopefully, eventually, come back to you.  

While these pet peeves may never be eradicated, perhaps an ac-
tive acknowledgment of them by all of the parties involved can 
jumpstart the process of neutralizing irritating and frustrating 
situations. By addressing a pet peeve as it occurs, claim profes-
sionals can potentially minimize the frequency at which these 
recurring annoyances happen. In the end, the claims profession 
as a whole will benefit. 
 

Daniel E. Cummins, Esq., is an insurance defense/coverage 
attorney with the Scranton, Pennsylvania law firm of Foley, 
Cognetti, Comerford, Cimini & Cummins 
(www.foleycognettilaw.com). His blog, Tort Talk, provides up-
dates about Pennsylvania civil litigation and insurance law issues 
(www.torttalk.com). 

http://www.foleycognettilaw.com/
http://www.torttalk.com/


Arizona insurance claims 

association 

We’re on the web!

www.aicaonline.org 

2303 N. 44th Street, 

Suite 14-1502 

Phoenix, AZ  85008 

Treasurer 

To be filled at  

“Special Election”  

 

President 

Robin Roberts  

Farm Bureau        
Insurance Company 

480-635-3760                
robin.roberts@fbfs.com 
 

 

Vice President 

Bruce McNeil   

MACS Independent, 
LLC 

480-215-8538         
bruce@macsllc.com 
 

 

Secretary 

To be filled at 

“Special Election”  

 
 
 

 

 

 
 
 
 

 
 
 
Member at Large 
Jenifer Kimbrell  
Pinnacle Restoration 
480-206-4297  
jenifer@pinnacle-
restore.com 
 

 
Member at Large 

Alaina Boersen  

Anderson Engineering 

602-437-5455 

aboersen@andeng.net 

Member at Large 

Rita Megui   

Sun Country Restoration 

866-72-FLOOD 
rita@suncountry-
restoration.com 

 
Member at Large 

Nanette Varela 

Absolut Restoration 

602-292-2269 

nan68@cox.net 

AICA 2010 Officers 

Interested in running for one of  
our open offices?  If you are an  
Adjusting Member, contact any    
of the listed Board Members for 
information 
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