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The Following Is Our
Practical 21 Step Approach To Our 
WATER RESTORATION PROJECTS.

Wes Williams
President, CJB Restoration Services Ltd.

AFTER RECEIVING THE CALL FROM OUR INSURANCE ADJUSTER AND/OR BROKER, FOR A NEW PROPERTY WATER LOSS,  OUR CJB PROJECT MANAGER WITH CONFIRM THE FOLLOWING DETAILS: 

1) NAME, 2) PHONE NUMBER, 3) TYPE OF LOSS, 4) COVERAGE, 5) CLAIM # AND 6) DEDUCTIBLE AMOUNT.

1) The Project Manager contacts the Insured within an hour of receiving the information. Confirm with the Insured the details of the type of loss, their address and the deductible amount.

2) Arranges a meeting time with the Insured at the Loss Location.

3) Arranges the appropriate crew to attend the site with the proper equipment and supplies          required.

4) Confirms the approximate arrival time of crew to site and inform the Insured.

5) On site documentation starts with the 1st picture of the front of the house, with a CJB company marked vehicle included in the picture. The 2nd picture taken is to show only the house number.

6) Meet with Insured, with Business Card or Company ID Card, and walk through the building. As we go through the building to the loss area we take pictures on the way, specifically of any building or content damage that is observed and that is not as a result of the insured peril.

7) Discuss with Insured the process of restoration or remediation required; from the immediate Emergency Mitigation of the Loss to any Final Repairs that may be required. 

8) Complete a “Service Agreement Contract” and have it endorsed by the Insured. Forward a copy of the completed Work Service Agreement to the Adjuster and forward the original copy to the Operation Manager’s Office.

9) Secure the confirmed deductible amount by check, or credit card. Forward the deductible check to the office the next business day.   

· If it is not possible to collect the deductible at the time of the outset of work, and we are confident that payment is possible, we then make arrangements with the Insured to collect the whole deductible no later than 5 working days after the commencement of the work. On occasion we may collect a post dated check, to accommodate and convenience of the Insured, but dated no longer than 15 working days after the commencement of work.
10) Document the details of the damage :
· Document the loss area with pictures showing the cause of loss first and then the resultant damages. Focus on items specific to the loss. Make note of any damage to the structure or a content, which does not appear to be as a result of the insured peril. Document the damage with pictures and confirm with insured that the damage was pre-existing.

· Measure the effected areas, and any other rooms as required. Make note of ceiling heights over 8 feet and if the ceilings are textured.

· Draw a rough sketch of the layout of the structure, identifying the floor covering, stairs, main floor, second floor and basement.

· Have the emergency crew take samples of flooring, wallpaper, baseboards or any other building materials that were effected and are going to be renewed.  Leave the samples in a CJB Onsite Sample Bag by the entry door for future reference. Each sample must be clearly marked and identified for its origin for where it was removed.

IICRC S500 reference #2

11) Instruct the crew on the appropriate mitigation approach to securing structure and contents :
· If drywall damage has occurred as a result of the Insured’s peril then repairs will be required. A sample of the drywall joint compound found in the corners of the walls or between drywall sheeting including the textured ceiling compound must be collected for analysis. Place each sample in a separate ‘asbestos testing zip lock bag’, noting the area where the sample was collected; also note the insured’s name, address & file #. Send these samples to the lab to check for the presence of asbestos. 

Note: Follow the proper removal procedures when attempting this portion of work; including proper PPE (Personal Protection Equipment) and isolation of the work area.      ( IICRC S500 Ref #1 #3 #4 #5)     

12) Follow up with the Insurance Adjuster on the progress of the emergency portion of the job. Forward pictures of the loss and any details or information, that would assist the Adjuster, within the next 2 working days from the collection of the data on regular non-catastrophic times, with an email carbon copy (cc) forwarded to the Operations Manager.

13) Follow up with the insured to update on the status of the work. Make sure the expectations of the Insured are equal to the actual work being performed in the time that you have allotted. 

14) Complete a Sketch and a Specification Of Repairs Estimate for the Final Repairs on the estimating software (Xactimate) and forward to the Adjuster. This information goes to the Adjuster as soon as possible, ideally within 5 working days of the collection of the data, on regular non-catastrophic times, with an email carbon copy (cc) forwarded to the Operations Manager and Office Manager.

15) Follow up with the Adjuster on the estimate that you provided, and answer any questions, if not already done. Confirm the ‘Approval’ to complete the work as per the estimate. Receive the ‘Approval’, in writing, in the form of an email would be best for future reference and to leave a copy of the approval correspondence in the hard copy file.

16) Invoice The Emergency Repairs Once The Emergency Mitigation Is Completed. CC an (email carbon copy) of the Invoice forwarded to the office manager.

17) Complete the Final Repair Specifications based on the direct physical damage to the structure and contents as a result of the insured peril. Forward both the Final Repair Specifications and Estimate to the Adjuster for approval within 7 working days after the completion of the Emergency Repairs; unless the rebuild is of a larger nature or the Adjuster requires a 2nd bid. In that event, forward only the Final Repair Specifications to the Adjuster for review within the time allotted. Make corrections or changes as instructed and forward the Final Repair Estimate based on the agreed Final Repairs Specifications. Receive the ‘Approval’, in writing, in the form of an email would be best for future reference and to leave a copy of the approval correspondence in the hard copy file.

18) On Approval of the Final Repair Estimate, begin to arrange and organize the trades required to complete work.  Follow up with the Insured and update on the status of the work. Make sure the expectations of the Insured are equal to the actual work being performed in the time allotted. 

19) EXTRAS. In the event Additional or Unforeseen Repairs are required, provide an “Extra’s Specification of Repair” and forward Estimate to the Adjuster for ‘Approval’. Receive the ‘Approval’, in writing, in the form of an email would be best for future reference and to leave a copy of the approval correspondence in the hard copy file.

20) Once the work is completed, secure a Completion Sheet from the Insured.
                         
21) Invoice Final Repairs with Completion Sheet to the Adjuster for payment. CC (email carbon copy) the invoice forwarded to the Office Manager.

Note: Follow up with the Adjuster is required by the Project Manager when an Invoice has not been paid after 30 calendar days. All closed working files are returned to the Operation Manager’s office for archiving after the files are not needed for follow up and review.
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