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MEETING DETAILS

DATE:

February 17, 2011

TIME:

Social Hour 5 p.m.
Dinner/Meeting 6 p.m.

PLACE: Doubletree Hotel
44th & Van Buren
RSVP:

By February 15th
online at
www.aicaonline.org,
via e-mail at

aica@pinnaclerestore.com

or by phone at
(480) 206-4297
COST:

$25 per person—
current Members
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GUEST SPEAKER—JOHN E. BUONAGURIO
MANAGER, CLAIMS SERVICES SALT RIVER
PROJECT
Salt River Project is actually two entities: the Salt River Project Agricultural Improvement and Power District, a political subdivision of the State
of Arizona; and the Salt River Valley Water Users’ Association, a private
corporation. The District provides electricity to nearly 934,000 retail customers in the Phoenix area. It operates or participates in 11 major
power plants and numerous other generating stations, including thermal,
nuclear, natural gas and hydroelectric sources. The Association delivers
nearly 1 million acre-feet of water annually to a service area in central
Arizona. An extensive water delivery system is maintained and operated
by the Association, including reservoirs, wells, canals and irrigation laterals.
JOHN BUONAGURIO is Manager of the Claims Services Department at
Salt River Project, which includes Third-Party Claims and Revenue Recovery. Prior to his 13 career at SRP, John spent 10 years in the
insurance industry, where he gained experience in personal and commercial lines.
John is originally from the Boston area. He has a degree in Political Science from the University of
Massachusetts, with a minor in Law and Justice. He is married, with three children and one grandchild. Volunteerism is very important to John. He is actively engaged in his community and
frequently volunteers in a variety of causes. He is an avid Red Sox and Patriots fan. He also loves
the Arizona outdoors.

$40 per person—
Non-members
FREE for the first 25
STAFF adjusters/managers
that RSVP
Payment can be made online using
PayPal at www.aicaonline.org or by
cash or check at the meeting.
Please make sure you cancel your
reservation at least 24 hours in
advance if you are unable to attend. Late cancellations and noshows will be billed.
Inside this issue:
President’s Message

2

Funny Claims Story

2

Expert’s Corner

3

Golf Tournament

4

Door Prize Donations

6

AICA Officers & Board
Members

8

John is a member of a number of organizations, as follows: Arizona State Bar Fee Arbitration Committee (2003 – present); City of Peoria Arts Commission (2003 – present); City of Peoria Public
Defender Contract Review Committee (2003 – present); Leadership West (past Board Member);
Peoria Sister Cities (Board Member 2007 – present); Arizona Insurance Claims Association; Arizona
Town Hall (2008 – present).
John published an article in the National Business Institute (2001) entitled ―Adjusting the Automobile
Injury Claim in Arizona.‖ Various media outlets have also featured John’s public service work.

AICA GIVES BACK
America is winning a
battle against heart
disease and stroke
mortality, but is still
losing the war, according to the American Heart Association. Although death
rates from heart disease and stroke continue to fall, risk factors and the financial and
societal burdens of the diseases remain high,
according to the American Heart Association’s
Heart Disease and Stroke
Statistics – 2011
Update.

The estimated total cost (including heath expenditures and lost productivity) from heart
disease and stroke in the United States is
higher than that for any other diagnostic group.
33.5 percent of adults 20 years and older in
America have high blood pressure; 80 percent
are aware of their condition but less than half
have their condition under control. 23.1 percent of men and 18.1 percent of women are
cigarette smokers; 19.5 percent of students in
grades 9 through 12 report current tobacco
use. 15 percent of adults 20 and older have
total serum cholesterol levels of 240 mg/dL or
(Continued on page 6)
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PRESIDENT’S MESSAGE
Men and ladies, don't forget to get your sweetheart something nice for Valentine's Day.
You just might get
something nice in return!
Don't forget our meeting this month, February 17,
2011. The social hour begins at 5:00 p.m. and the dinner
meeting is at 6:00 p.m. The meeting is held at the Doubletree Hotel at 44th St. and Van Buren. Also remember, if
you are a insurance company adjuster, your membership
and meal are free – at least to the first 25 adjusters to
RSVP. So don't delay, you can RSVP on line at http://
www.aicaonline.org.

Dale Schantz who can provide you with all the details. See pages 4—5 also for more information. If you
are looking to put a team together, Dale can help you with
that also.
See you at the meeting!

Joe Hendren
AICA President
480-563-3838
phoenix@americlaim.com

The 2011 golf outing is coming up soon, May 2011. If you
are interested in being a sponsor, you need to contact

FUNNY CLAIMS STORY
This month’s story comes from Nancy Germond at the
Insurance Writer.

We paid the claim.

We wrote a young Phoenix man's auto insurance. In a supermarket parking lot, an elderly woman pulled away from
the curb and our insured struck the woman’s vehicle in the
left rear fender. We felt the other driver was liable due to
her failure to yield. However, she disputed the facts, stating she had the right-of-way and our insured raced up the
aisle in front of the market and struck her. With no witnesses, based on the damage to the vehicles and our insured’s version, we refused to pay the 50/50 split the other
carrier offered.

****************************

We decided to arbitrate the claim. I prepared a diagram
based on our insured’s version. I sent it to him to sign and
the insured returned it with heavy pencil marks on it showing where he had driven and these remarks at the bottom
of the page: ―It was the old biddy’s fault.’‖

If you have a funny
claims story you would
like to share, please contact:
Jim Dolliver
Bell Rock Vehicle
Appraisal
P. O. Box 21155
Sedona, AZ 86341
Office: 928-284-9444
Fax: 928-284-9442

PLACE YOUR COMPANY'S
AD HERE
FOR MORE INFORMATION
CONTACT MIKE BENNER
623-256-4931
mbenner@smallcare.com
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EXPERT’S CORNER—HOW TO SHINE FROM BEHIND YOUR
DESK—A CLAIM ADJUSTER TUTORIAL
January 17, 2011

By Harmony Nicole Fortenberry

In the insurance world, most of our work is done over the
phone. A customer spends hundreds, even thousands of
dollars on premiums each year based on a promise that
their insurance company will be there for them in the event
that something bad happens. Your job as an adjuster is to
earn your customer’s trust and put their mind at ease. Is
that easy to do with a simple phone call? No, it’s not, but
there are ways that you can exceed their expectations,
even from the comfort of your office.
Always Be Prepared
The Girl Scout motto rings true, both in the wilderness and
in the claim business. As adjusters, our workload is rather
daunting, and it’s easy for loss facts and other details to
run together. However, the people we speak with are only
dealing with one claim—their own—and are well aware if
you come across confused. That’s why it’s important to
have all of the pertinent information in front of you before
discussing a claim with an insured or claimant.
Almost everything is electronic now, and some adjusters
don’t even use paper files anymore. Despite the transition
to digital files, I suggest keeping at least one page of paper notes in a file on each case to keep your claim facts
visible should you have computer problems, and to have a
quick reference.
If you are speaking to an insured or claimant and looking
at an electronic file, make sure you have the police report
in front of you as well as any damage photos or scene investigations. No one expects you to memorize every fact
about every loss, but you are expected to be accurate in
your statements. It is not reassuring for an insured to hear,
―Oh, I’m sorry, I was mixing up your case with a different
file.‖ Though that might happen sometimes, we don’t want
our customers to worry that we are confusing their case
with another.
Part of providing great customer service is keeping your
desk in order. An employee that is, as they say in the res-

taurant business, ―in the weeds,‖ is going to come across
as frantic and unreliable to the insured or the claimant, so
it’s important to make sure your whole desk operation is at
its best. It’s difficult to shine from over the phone, but claim
adjusters have to do it.
Another part of being prepared is anticipating what questions an insured, claimant, or attorney will ask you, or what
counter arguments they will bring up. Having a thorough
review of your file prior to taking action will put you in a
much better position to work with the insured or claimant.
Before calling your insured to deny a claim, make sure you
have all of the details of the denial in front of you. If there
are any uncomfortable arguments to mention, make sure
you are able to address those in a professional manner.
Before calling an attorney or injured party to negotiate a
settlement, make sure you are ready for any counterarguments that may come up. When negotiating a claim, we
know the arguments to support our offer; play the devil’s
advocate and look at the other side of that same argument. It will prepare you for your negotiations, and you
won’t be caught off guard.
Make Every Contact Count
Another part of an adjuster’s job is to make contact with all
of the parties involved in a loss. This can be a challenge
when something big like a seven car pile-up comes along.
Seven people can easily turn into 52 phone calls, and you
may only reach the people half of the time, so it’s very important that when you do get Mr. Unit 3 on the phone, you
get all of your questions answered. Make a list of all the
basic questions you need answered from an insured or
clamant, and make sure that everything is addressed before you hang up. In addition to saving you time later, you
will come across as a thorough claim professional.
In addition to making contacts count, make sure you set
clear expectations for the insured or claimant during your
first phone call. Explain to them how claims work; they
(Continued on page 7)
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AICA GIVES BACK CONT’D
(Continued from page 1)

higher. 8 percent of adults have been diagnosed with
diabetes mellitus; 36.8 percent have prediabetes. More
than 67 percent of adults are overweight. During the past
30 years, the prevalence of obesity in children 6 to 11
years has increased from about 4 percent to more than
20 percent.
The death rate from heart diseases declined 27.8 percent
from 1997 to 2007 (the most recent final data available),
and the stroke death rate fell 44.8 percent. However,
during the same period, the total number of inpatient
cardiovascular operations and procedures increased 27
percent. The estimated total cost from heart disease and
stroke in the United States for 2007 (including health
expenditures and lost productivity) was $286 billion.
That’s higher than any other diagnostic group. In 2008,
the estimated cost of all cancer and benign tumors was
$228 billion, according to the update.

February is National Heart Health Month.
This
month’s 50/50 raffle will benefit the American Heart
Association’s Phoenix Chapter. We are also accepting separate donations “In Memory of” and to support the cause of heart health we are encouraging all
those in attendance to wear red to the dinner meeting.
Heart Disease has touched many of us so let’s show
our support and show Phoenix that the Arizona Insurance Claims Association has a heart!

JANUARY DOOR PRIZE DONATIONS


Ringler Associates— Eileen Wareing



Sun Country Restoration—Rita Megui



SOS Restoration—Nanette Varela



CRDN—Amber Arapovic



Badger Restoration—Glenn Brennan



Kowalski Construction—Julie Carns



ServiceMaster All Care—Mike Benner



Radar Restoration—Tammi Whitlow



Desert Sky Restoration—Jill Malley



Getty Engineering Services—Tom Getty
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EXPERT’S CORNER CONT’D
(Continued from page 3)

don’t experience claims very often and may not
understand the process. You’ll also want to give them a
reasonable timeline. The more information you give them,
the more they’ll understand, and that means fewer times
they’ll have to call you back with additional questions. The
insurance business can be quite confusing, and it’s our job
as adjusters to walk them through the process and instill
confidence that they will be taken care of.
The initial phone call made to any participant involved in a
claim is crucial. The first time you speak with an insured or
claimant, you are setting the tone for their experience with
your company. This is your chance to build a great rapport, and to gain the person’s trust. When your job is to
investigate losses, it’s easy to forget that accidents are a
big deal for most people. It’s also easy to forget that people are scared, concerned, and even embarrassed about
the loss, and about how you’re going to handle this problem for them.
Being sympathetic towards your insured or claimant is an
easy thing to do that can mean a lot to the life of the claim.
In order to resolve claims, we need the parties to work with
us. There is only so much we can do on our end, and it’s
necessary that they are an active participant in the claim
process. By expressing care and concern from the beginning, you can ensure that both insureds and claimants will
be willing to work with you. Plus, it makes it a lot easier
when you have to deliver bad news or ask for additional
information later.
Staying on Track
Being organized is not just about having a good filing system. No doubt, working in claims can be complicated—we
have a lot to deal with on a daily basis, we are very detailoriented, and we’re always trying to satisfy our customers
during a tough situation in their lives. You can’t afford not
to be organized.
Make sure you have a good calendar program on your
computer to help you keep track of deadlines and contacts. Knowing your schedule days ahead of time can give

you a jump on what to expect the next day. For example, if
you have a little extra free time one day, you can start the
next day’s assignments. That way, if you get hit with a
claim in which lots of people are involved and there are
many phone calls to be made, you’ll be ahead of the
game.
It’s easy to get distracted with all of the phone calls we
take, but you have to be able to pick up where you left off
once you hang up. Being organized will help you keep
your rhythm going. When you are interrupted by a phone
call, handle what you can at that moment, and add any
additional tasks to your list of things to do today; then get
right back to what you were doing first. This is a daily (or
hourly) occurrence at a claim desk, but it’s important that
your focus is maintained on the task at hand. Keeping your
desk in order will help you to give each task 100 percent of
your attention.
In our business, customers and claimants hold our work to
the highest standard. It takes a lot to be able to trust a person just from speaking over the phone, but as claim professionals we are responsible for developing that trust.
Keeping a professional and knowledgeable rapport will
help you to keep insured’s or claimants cooperating with
your investigation. Similar to the way a bartender has
many jobs (bartender, therapist, doctor, marriage counselor), a claim professional wears many hats as well. A
claim professional serves as an investigator, an evaluator,
a negotiator, a good listener, and a file settler all in one.
Keeping your business manner professional and organized can help you handle your multitude of jobs.
Harmony Nicole Fortenberry is a senior claim adjuster,
working in attorney-represented casualty claims. She can
be reached at harmonyfortenberry@gmail.com.
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We’re on the Web!
www.aicaonline.org

2011 OFFICERS & BOARD MEMBERS
PRESIDENT
Joe Hendren, GA
AmeriClaim
480-563-3838
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TREASURER
Robin Werth, AIC
Berkley Risk Administrators
Rwerth@berkleyrisk.com
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Bruce McNeil, AIC
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bruce@macsllc.com
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jenifer@pinnacle-restore.com

MEMBER AT LARGE
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mbenner@smallcare.com
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Nadine Mar, CCLA, AIC, ARM
Scottsdale Insurance Company
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marn@scottsdaleins.com
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623-825-7872
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