
Kent G. Robinson is a Travelers General 
Adjuster, Business Insurance Major Case 
Unit.  Kent has 27 Years Property and 
Casualty Experience and 20 years Large 
Loss Adjusting-nationwide.  
 

He is a member of the following: 

 Loss Executives Association 

 National Forum for Property Loss Pro-

fessionals 
 

Kent has been a speaker at; 

 Property Loss Research Bureau, 

www.plrb.org - National and Regional 
Conferences 

 The Southern California Bar Associa-

tion 

 The California Claims Association 
 

Kent is a graduate of United States 
army  Airborne and Ranger Schools.  While 
serving in the 82

nd
 Airborne division, Kent 

was awarded the Army Achievement Medal 
and Army Commendation Medal for duties 
during deployments. 
 

Topic: Ordinance or Law Coverage 
Building codes impact upon building recon-
struction is a significant part of modern 
claims handling.   It is an important con-

stituent to establishing what is com-
pensable under 1

st
 party property insur-

ance claims. 
 

It will always manifest itself in a building 
loss, irrespective of  Ordinance or Law cov-
erage being in place.  Complex variables 
will drive claim results involving code.  
There is often no one source of a written, 
clear mandate or edict that will precisely 
predict what your obligations may be.  
 

Other informative issues include the vari-
ous attributes of the physical loss: particu-
larly, damaged and undamaged areas, the 
historic use and occupancy of the building, 
various codes that may be applicable to the 
local area, the personalities of the code 
officials, and, the legal venue idiosyncra-
sies will all drive the impact of code issues 
on your claim.  
 

We do hope to expand your perspective 
and suggest some practical ideas to man-
age ORDINANCE OR LAW Claim issues to 
results that are in alignment with your pol-
icy provisions, the legal requirements the 
insured must comply with, and, that also 
sound in good judgment and reasonable-
ness.   
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DATE: November 18, 2010 
 

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

PLACE: Doubletree Hotel 
 44th & Van Buren 
 

RSVP: By November 16th 
 online at 
 www.aicaonline.org,  via 
 e-mail at  
 aica@pinnaclerestore.com 
 or by phone (480) 206-
 4297 
 

COST: $25 per person— 
 current Members 
 

 $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 at-
tend.  Late cancellations and no-
shows will be billed. 
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Inside this issue: 

Many of us can be thankful for the abun-
dance we have in our lives; however, 
 
DID YOU KNOW…… 
 
Currently, 1 in 5 CHILDREN, 1 in 7 

ADULTS, and 1 in 12 SENIORS in Arizona 
lives in poverty?  Did you also know that 
when combining donated financial support 
with the value of donated food, that for 
every $1 donated, it provides 7 meals? 

Continued on page 2 

A I C A  G I V E S  B A C K  

The AICA is actively pursuing this presentation, adapted from previous PLRB 

events, to provide 1 credit hour for the following states; AZ, CA, CT, DE, FL, GA, 

KY, LA, NC, NH, NM, OK, SC, TX, VT, WY.  You must sign up early and note which 

state you will need  CE credit for or we will not be able to provide a credit hour 

for you. 

http://www.plrb.org


Hello Everyone!  What a great time of year to be living in 
Arizona and while we have had some wild weather re-
cently it‘s certainly has turned for the better!  
 
Speaking of wild weather, as some of you may know St. 
Mary‘s food bank suffered some severe damage and there 
is a real need to replenish what was lost as a result so we 
are holding a food drive,  please see the ―AICA GIVES 
BACK‖ section of this letter for more details.  
 
Also, don‘t forget we are holding our elections at this 
month‘s dinner meeting so get to know the candidates and 
let‘s get the vote out! This is your chance to have an im-
pact and create an association we can all be excited 
about. We have some fine candidates and REMEMBER – 
YOU HAVE TO BE A MEMBER TO VOTE.  Anyone can 
vote for Members at Large, but only AICA adjusting mem-

bers can vote for Officers.  
 
On to more fun things! 
 
Plans for the Christmas party are in the works and this 
years party looks like it will be the event to be at so look 
for details in the newsletter and at the meeting and make 
your reservations early.  
  
Its been a great year so far and I am looking forward to 
seeing you at the next meeting.  
 
 

Robin Roberts 
President  
Phone 520-233-4664 

P R E S I D E N T ’ S  M E S S A G E  
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A I C A  G I V E S  B A C K  C O N T ’ D  

As many of you know, St. Mary‘s Food Bank 
Alliance suffered tremendous losses during the 
recent hail storms.  Much of their food dona-
tions were destroyed and with the holiday sea-
son fast approaching, now more than ever, St. 
Mary‘s is in need of your    support. 
 
So in the spirit of Thanksgiving, the AICA is 
holding a food drive at this month‘s dinner meeting to 
benefit St. Mary‘s Food Bank.  We ask that you show your 
support by bringing non-perishable food items to donate. 
 
Items needed the most include:  
 

   Peanut Butter    Tuna 

   Canned Vegetables/Fruit    Rice 

   Pasta      Beans 
 
We have 3 boxes to fill – each one holds 300 lbs – so 
don’t be shy. 

Update: Cell Phone Collection 
 

A special thanks to all of our members who 
donated their gently used cell phones at the 
October 2010 dinner meeting.  The AICA 
collected 180 cell phones and 260 phone 
charges, all of which were donated to the 
Verizon HopeLine™ program.   

 

Through the program, donated cell phones and accesso-
ries are refurbished (or recycled in an environmentally 
friendly way).   Then, the refurbished phones, complete 
with 3,000 minutes of wireless service, are provided to 
local domestic violence organizations or local government 
and law enforcement agencies for use with their domestic 
violence clients.   
 

A special thanks goes out to Greg Short with Farmers In-
surance for donating 20 cell phones, the most cell phones 
that evening by one individual/company.  Way to go every-
one! 



Page 3 V O L U M E  9 ,  I S S U E  3  

Virtual Options for Effectively Handling Salvage   
 
BY VINCENT MITZ 
 
Published 10/7/2010   
Claims Magazine 
 
A little more than a century ago, The New York Times ran 
a brief article detailing the commotion at a horse auction 
held at old Madison Square Garden. It was1909, and 
alongside more than two dozen equines that were put up 
on the block was a lone automobile. As though it was a 
horse, the car was led out with a halter attached, and the 
auctioneer called out its full pedigree, including dam, sire, 
age, and mark. 
 
According to the article, it was "the first time that a motor 
car intruded in such a manner on the premises where 
horse is king, and the invasion was hailed with derision," 
later described as jeers, laughter, and hoots of a thousand 
horsemen. But we all know how things turned out for the 
automobile. 
 
A Virtual Revolution 
Flash forward to the present, and another technological 
sea change is again revamping the way things are done. 
This time instead of the automobile replacing the horse, it 
is live virtual auctions replacing physical, in-person auc-
tions. Not only is this change revolutionizing auto auctions, 
it is changing how insurance companies manage the dis-
position of salvage vehicles acquired as part of the claim 
settlement process.  
 
Salvage auto auctions were originally formed to save in-
surance companies the costs and hassles involved with 
dealing with contracted auto wreckers or salvage yards. 
Rather than continue with this inefficient logistical night-
mare, cars were pooled together and buyers were allowed 
to bid on them. Salvage auto auctions were born.  
 

The ensuing years brought various innovations, such as 
replacing sealed bids with live auctions, and bringing the 
events indoors instead of out in the cold. But nothing quite 
changed the face of auto auctions like the Internet. When 
the Internet gained widespread popularity in the mid-
1990s, one of the first uses the salvage industry found for 
it was as a powerful marketing tool. It no longer needed to 
mail or fax lists of cars to potential buyers, a process that 
was labor-intensive and time consuming.  
 
But this was only the beginning. It was not until the advent 
of virtual online auctions that the salvage auto industry 
harnessed the true power of the Internet. In addition to 
being a great marketing tool, virtual online auctions pro-
vide claim managers with an outlet to sell off salvaged 
autos fast and for a high recovery price. Insurance compa-
nies can utilize this technology to enhance operating effi-
ciency through Internet bidding, salvage value quotes, 
electronic communication with buyers, vehicle imaging, 
and online used vehicle parts locator services. 

Continued on page 8 

E X P E R T ’ S  C O R N E R — T H E  A U T O  A U C T I O N ’ S  C O M I N G  O F  A G E  

http://www.claimsmag.com/Pages/Claims-Magazine-Author.aspx?key=Vincent%20Mitz
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Please plan to attend the November meeting, where we will be voting for our 2011 AICA      
Officers & Board Members.   
 
The Association‘s Officers work diligently throughout the year to plan and direct the Arizona 
Insurance Claims Association.  There is an extensive amount of behind-the-scenes work that 
goes into running this valuable organization and it takes a great team to pull it off each year. 
 
Be sure to take a moment to thank our 2010 Officers who have done an amazing job this year!   

 

OFFICERS 

 
President 

Robin Roberts 
Phone 520-233-4664 

robindesertbird@gmail.com  

 
 

Vice President 
Bruce McNeil   

MACS Independent, LLC 

480-215-8538          

bruce@macsllc.com 

 
 

Secretary 
Joe Hendren 
Americlaim 

480-563-3838 
phoenix@americlaim.com 

 
 

Treasurer 
LaGayle Atwell  

Crawford & Company  
602-216-1507  

lagayle_atwell@us.crawco.com  

 
 

 

BOARD MEMBERS 

 
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 

SOS Restoration 

602.615.2699 

nvarela@sosrest.com 

mailto:robindesertbird@gmail.com
mailto:bruce@macsllc.com
mailto:lagayle_atwell@us.crawco.com
mailto:jenifer@pinnaclerestore.com
mailto:aboersen@andeng.net
mailto:rita@suncountryrestoration.com
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NADINE MAR—SECRETARY 

My Name is Nadine Mar and I am currently a Regional 
Claim Manager for Scottsdale Insurance Company.  I 
would like to join the board of the AICA and apply for the 
Officer position of Secretary. 
 

I have been in the Insurance Industry for over 20 years 
and I have worked for both Personal and Commercial In-
surance carriers.  I am a people and operations manager 
who has worked for Allstate Insurance and USAA and be-
fore joining Scottsdale Insurance Company in 2007. I have 
personally investigated and settled Property and Auto 
claims.  Currently, I manage a team of Commercial Trans-
portation Claim handlers. 
 

I have lived in Phoenix Arizona since 2002 and have been 
an AICA member since 2002. 
 

I have watched our Association grow and want to help 
continue the growth of the AICA, and attract more mem-
bers. My goal will be to involve more claims people, and 
claim vendors to call out our reputation as the Provider of 
Choice for Claims networking and continuing education.  
 

MIKE BENNER—MEMBER AT LARGE 

Mike Benner, ServiceMaster All Care 
Born and raised in a small town in south central Ohio; 
Graduated w/BM and MM 1977 – Univ. of Cincinnati; 34 
years of sales and marketing experience; worked for 
Xerox Corporation as a computer graphic sales represen-
tative;  Advanced Office Systems, General Manager; 
awarded for creative and imaginative marketing ideas as 
well as technical innovations in facsimile products; 10 
years in restoration; Instrumental in developing CE course 
in Restoration of Fabrics and Garments for Ohio Insur-
ance, 2008;  Member of and involved in 3 claims associa-
tions : Cincinnati  OH, Dayton OH &  Lexington KY  2001 – 
2009; IICRC certified 2005 – 2009; relocated to AZ Sept. 
2009; joined ServiceMaster All Care Jan. 2010 and have 
been responsible for increasing this year‘s business over 
last year‘s performance; Married to Mary Kay, a nurse; 2 
sons, both musicians living in Nashville, one is the drum-

mer in the popular Christian rock group Hawk Nelson 
 

What I bring to the Board: 
I‘m running for a Member-at-Large seat on the Board. If 
elected I will bring new energy to the association and ac-
tively seek new members. Every week I market to adjust-
ers all over the valley. This allows me to expound upon the 
benefits they can receive if actively involved.  Another con-
tribution is my creative mind. It enables me to come up 
with interesting and presentable ideas for the association. 
Coming from another part of the country I bring a fresh 
perspective on ideas. The AICA is a forum for adjusters, 
contractors and vendors to come together and exchange 
ideas and share information. I am an advocate for that fo-
rum. Therefore I offer my enthusiasm for the association, 
my ServiceMaster administrative staff to assist in clerical 
needs, my creativity and am willing to pitch in to see the 
organization grow and flourish with understanding and 
trust among adjusters and vendors. 
 

JILL MARIE MALLEY—MEMBER AT LARGE 

Prior to and after graduating from ASU I have been em-
ployed in the construction industry as management and/or 
owner.  Having that knowledge and acquiring a degree in 
marketing I made the move into the restoration industry.   
 

I  have been in this industry since 2005, working previ-
ously with a franchised full service company prior to ac-
quiring my current position as Marketing Manger with De-
sert Sky Restoration.  I am very active in different network-
ing organizations and currently serve on two boards of 
directors.  One being HSP (Human Service Professionals) 
an organization comprised of assisted/independent care 
facilities as well as in home care professionals.  Addition-
ally, I volunteer my time as a board member for Hands of 
Hope a domestic violence shelter in the Northwest valley.  
I have organized and facilitated several events with nu-
merous organizations to raise money and/or bring aware-
ness to such organizations.  I feel serving on this board as 
a ‗Member at Large‖ will enable me to share my knowl-
edge and skills to assist in the growth of this association.   

2 0 1 1  A I C A  E L E C T I O N  C A N D I D A T E S  
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Test Driving the Process 
To illustrate, let‘s look at a virtual online 
auction technology that employs a two-step 
bidding process. The first step is an open 
"preliminary bidding" feature that allows a 
buyer to enter bids either at a bidding sta-
tion in a vehicle storage facility in advance 
of the actual auction date, or over the Inter-
net.  
 
To improve the effectiveness of bidding, the 
auction allows buyers to see the current 
high bid on a vehicle they want to purchase. 
Buyers then enter the maximum price that 
they are willing to pay for the vehicle, letting 
the computer incrementally increase the bid 
on their behalf during all phases of the auc-
tion. 
 
Preliminary bidding ends one hour prior to 
the start of the second bidding step, an 
Internet-only, live virtual auction. This step 
allows bidders the opportunity to bid against each other and 
the high preliminary bidder. Buyers enter bids via the Inter-
net in real-time, while an automated program submits bids 
for the high preliminary bidder, up to their maximum bid. 
When bidding stops, a countdown is initiated. If no bids are 
received during the countdown, the vehicle sells to the high-
est bidder. Because it‘s all done online, it‘s available to buy-
ers anywhere who have Internet access — including over-
seas.  
 
Indeed, unlike the U.S., most countries are not major manu-
facturers of automobiles and do not have the ability to meet 
domestic demand, so many foreign countries import their 
vehicles. Online vehicle auctions have enabled foreign buy-
ers to purchase cars online in the U.S. for shipping over-
seas. Today, some of the largest export markets for salvage 
vehicles in the U.S. are in Eastern Europe. This trend has 
provided an opportunity for sellers — the insurance compa-
nies — to expand their markets by connecting with custom-
ers globally, move vehicles quickly, and lower claim costs 
while providing other benefits for the insured.  
 
Other Benefits 
These are but a few of the benefits. For instance, a live 
auction that might be canceled due to inclement weather 
would still be held in an all-electronic model. Online virtual 
auctions do not have to rely on physical attendance. When 
a hurricane hit Tampa a few years ago, 250 cars were sold 
in a virtual auction that otherwise would have not been held. 
 
Bringing auctions online has also helped eliminate the op-
portunities for collusion. With the Internet, buyers who want 
to place a bid at an auction they can‘t attend simply enter 

their bids into a computer rather than going through an on-
site auction manager who may handle multiple competing 
bids. By eliminating the human element in the auction proc-
ess, an even playing field is created for all bidders, along 
with improved transparency.  
Virtual online auctions also allow sellers to contingently sell 
a vehicle through the auction process to establish its true 
value, allowing the insurance company to avoid dealing with 
estimated values when negotiating with owners who wish to 
retain their damaged vehicles.  
 
The next logical step for the auto auction industry is to 
move to an entirely electronic title format. This will reduce 
the cycle time of the whole process when insurers are chas-
ing down a title being held by a bank or title warehousing 
facility.  
 
The shift to an entirely electronic format will only continue to 
help in expediting vehicle turnaround time in terms of speed 
and cycle time in and out of the auction yard. This can 
translate into lowered claim costs for insurers, allowing 
them to receive the most value for damaged vehicles in a 
short amount of time. A fast, efficient turnaround can in-
crease the return on investment for the insurance company. 
 
Vincent Mitz is president of Copart, Inc., an online vehicle 
auction and aftermarket services company. He may be 
reached at vinnie.mitz@copart.com, www.copart.com.  

A  S P E C I A L  R E P R I N T  
© Entire contents copyright 2010 by Claims Magazine, a 
publication of The National Underwriter Company/Summit 
Business Media.    
All rights reserved. www.claimsmag.com.  

E X P E R T ’ S  C O R N E R  C O N T ’ D   
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To advertise your event in this section, contact Alaina Boersen at 602-437-5455 or aboersen@andeng.net. 

NOVEMBER 2010 

S U N  M O N  T U E  W E D  T H U  F R I  S A T  

 1 2 

Election 

Day 

3 4 5 6 

7 8 9 10 11 

Veteran’s 

Day 

12 13 

14 15 16 17 18 

AICA    

Meeting &     

Elections 

19 20 

21 22 23 24 25 

Thanksgiv-

ing 

26 27 

28 29 30     

EVENT DETAILS 
 

11/18— Monthly  
Association Meeting      
5 p.m. at the Doubletree 
Hotel on 44th & Van  
Buren 
 
11/18—2011 AICA     
Officer/Board Member 
Elections Held at 
Monthly Association 
Meeting. 
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DECEMBER 2010 

S U N  M O N  T U E  W E D  T H U  F R I  S A T  

   1 

Hanukkah 

Begins 

2 3 4 

5 6 7 8 9 

Hanukkah 

Ends 

10 11 

12 13 14 15 16 17 

AICA Holi-

day Party 

18 

19 20 21 22 23 24 25 

Christmas 

26 

Kwanzaa 

27 28 29 30 31 

New Year’s 

Eve 

 

EVENT DETAILS 
 

12/17—AICA Holiday 
Party with special enter-
tainment, food and fun. 
6 p.m. at the Doubletree 
Hotel on 44th & Van Bu-
ren 

mailto:aboersen@andeng.net


C L A S S I F I E D S  
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Abracadabra Restoration is a dynamic, growing com-
pany and an area market leader in water, mold and fire 
remediation and repair.  We are currently recruiting for 
two positions: a Senior Estimator with experience in 
Preferred Vendor programs and a Mitigation Production 
Manager with strong IICRC credentials.  Email resume 
to BreckG@abrarest.com. 

For information about posting your company‘s job 
openings, announcements or other industry informa-
tion, contact Alaina Boersen at 602-437-5455 or 
aboersen@andeng.net 

Each month, we are able to offer great door prizes to 
those in attendance at our meetings thanks to the gen-
erosity of our supporters.  We appreciate your commit-
ment to the AICA. 
 
Thank you to the following companies who donated 
door prizes for our October meeting. 
 
 

 SOS Restoration 

 Anderson Engineering 

 Pinnacle Restoration 

 Ringler Associates 

 Desert Dry Restoration 

 1
st
 Choice Restoration 

 ServiceMaster – Hoffmann 

 ServiceMaster – Benner 

 Rainforest Plumbing & Air 

 Damage Control 

 Crawford & Co. 

If you or your company would like to donate a door 
prize for our monthly meetings, you can bring your do-
nation directly to the meeting (with the exception of  
December) or contact any of our Officers or Board 
members to make arrangements to drop it off.  Thank 
you. 

D O O R  P R I Z E S  

T
h

a
n

k
 Y

o
u

 

mailto:BreckG@abrarest.com
mailto:aboersen@andeng.net


Mailing Address 

2303 N. 44th Street,    

Suite 14-1502 

Phoenix, AZ  85008 

A R I Z O N A  

I N S U R A N C E  C L A I M S  

A S S O C I A T I O N   

We’re on the Web!  

www.aicaonline.org 


