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When your property is flooded, damaged, or suddenly affected by water, who should you call first?
A Plumber ?
Your Insurance Co ?
Insurance Recommended Providers ?


Custom Restoration ?



The contractor next door ?




Or just Do-it-yourself ?
All six options listed can be appropriate, so there is not necessarily an automatic right or wrong, but the approach you choose can either compound your loss, or significantly benefit you.

Select who you think you might call first, consider the Pro’s and Con’s listed, and then look at the others to determine which option would most often be in your best interest.

Calling a Plumber 
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· Fast Emergency Response (this is critical to ensuring a limit to the ongoing flow of water which can significantly increase the extent of damage).

· Can solve most plumbing leaks on the spot.
· There are many plumbing companies to choose from.

Con’s:

· Licensed only to do plumbing work; they are not insured or licensed to do the repair work.
· Lack training in water damage mitigation.

· Inadequate water assessment tools (most plumbers cannot verify leaks behind walls, nor determine the extent of damage).

· They are by far the most expensive option to call. You will pay the highest rates in the construction industry for what can be managed at much lower costs by other trained professionals.

· Your insurance carrier will not work with Plumbers to repair damage caused by most water loss exposures. 
· Not insured, trained, or legally allowed to deal with potential mold and related hazardous exposures that often occur in water damage situations.
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Calling your Insurance Company and Adjuster
Pro’s:

· [image: image3.wmf]They are an essential part of the mitigation process and need to be called early in the process if the potential financial loss is significantly above your deductible. Calling early, however, does not mean the same as calling immediately. It is common to call insurance carriers after trained professionals have already begun mitigation procedures and thereby have determined the likely extent of damage.
· Most adjusters are experienced at handling similar loss situations, and are helpful in explaining how the claim procedures work for that particular carrier.


Con’s:

· Several days will most often pass before you ever see an adjuster. They rarely respond immediately. During this time, a significant amount of damage can occur, and by the wording in most all insurance contracts, your claim can be denied if you have not done a reasonable job in getting emergency work started. 

· Insurance Adjusters work for Insurance companies not for you. Although most are professional and will handle your claim according to your contract, it is a simple fact of the insurance industry that an adjuster is incented to “adjust” your claim, wherever possible, in the favor of the carrier. It is the reason you see so many mid-day TV commercials by lawyers encouraging injured people to call for an advocate that will represent their personal interests.
· Insurance adjusters are often well experienced and trained in assessment, but they are not restoration professionals. Legally and professionally, they cannot determine the scope of work—only a licensed, trained, and insured restoration company can perform this function. They are, however, the decision maker on what’s covered.
· They will promote their own PSP’s who have agreed to represent the insurance company according to its own procedures to do the dry-out portion of the work. This is a serious conflict-of-interest, but many owners are afraid that if they don’t use their insurance carriers recommended restoration company, that they may not get their claim paid for. By law, owners are allowed to pick any contractor they want and the insurance company cannot refuse (unless you are wanting someone not appropriately trained for the water damage work). 

· In most cases, it is not even worth calling your insurance, if the claim is close to the deductible you have to pay out of your own pocket. Unless is it a large loss, you may also want to consider twice before calling, if you have had multiple claims in the past. 
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Calling Insurance Recommended Providers (also called PSP’s )

Pro’s:

· [image: image4.wmf]Preferred Service Providers (PSP’s), in the case of water damage claims, are restoration companies who primarily offer Dry-out services and are recommended by Insurance companies to homeowners who don’t have their own restoration company in mind. 

· They are trained in and insured for water loss mitigation. This is why insurance carriers recommend them, rather than plumbers, for emergency services.
· Insurance adjusters like working with PSP’s and that can make an owners interaction with their adjuster less likely to develop communication problems.

Con’s:

· By virtue of their status as a PSP for that insurance carrier, they are incented to work for the insurance company rather than to represent the owner. This is not to say that PSP’s are unethical or intentionally cut corners; they simply do whatever the adjuster wants, because otherwise they will not get further referred business from them. Under such an arrangement, most owners have no idea how much they are potentially signing away.
· Most PSP’s only do Dry-out work. Once the structure is dry, they leave, and the owner is left to find other contractors to put everything back together. This presents a significant problem, since only the adjuster is now aware of the extent of what should be paid to restore the structure. The owner no longer has an advocate to ensure they get the full financial support owed to them. A trained water damage restoration company that does re-construction work will be able to assess most of the necessary costs, but even then, they are at a disadvantage due to not knowing what the original condition was. 
· Owners will most often have to bring in a completely different company to do the Re-Construction stage of the work, often resulting in delays, new crews in the home, uncertainties in the schedule of work, lack of awareness of pre-conditions to the property, lack of experience and trust between the adjuster and new contractor, and loss of an informed advocate for your benefit.

· In most cases, the costs “allotted” by the adjuster for the repairs have already been determined, effectively eliminating the construction company from representing the owners to ensure the full amount of resources are paid toward making the owner “whole” and restoring the property to a “pre-loss” condition.
· Franchise PSP’s are incented to cater to the insurance adjuster. They do not typically focus on referral type business or relationship building with owners. 
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[image: image5.wmf]Calling Custom Restoration

Pro’s:

· [image: image6.wmf]You come first! We are incented to represent your interests in all water damage claims. Referral business and our reputation with owners are our bread and butter. 
· All insurance carriers accept our certification credentials. We partner with adjusters to define the scope of work and the appropriate cost allocation, but by law and by intent we work for you, not for the insurance company.

· Custom is specifically trained and certified in water damage mitigation and mold remediation through the IICRC. As a result, we are the professionals who determine the extent of damage, what needs to be done and what the necessary costs are to return you to a pre-loss condition. Adjusters review our assessments and make their recommendations in order to ensure that the work fits under the specific insurance contract you have with them.
· We are a General Contractor company that specializes in Water Damage Restoration work and that also performs complete Remodel services. We not only perform certified emergency Dry-out services, we also stay committed to completely restoring you to an appropriate pre-loss condition.

· Our remodel section allows us to “add” less costly upgrades, beyond the insurance coverage, to your property as part of the re-construction process.

· We are dual insured for your protection. (see “Contractor Insurance” for further detail on this benefit to you).

· Fast Emergency Response. We handle all emergency calls, 24-7, including any plumbing issues.
· We take care of everything, from protecting, storing, and moving your belongings, to removing the water and mitigating offending odors, to working with your insurance company and even cleaning your carpets.

· We are a family owned, local, independent company that is incented to give you the best service possible.

Con’s:

· We are likely biased in our view of ourselves. Hopefully the evidence will speak for itself. 
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Calling the Contractor next door 


Pro’s:
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They are often known to owners personally.
· They are often willing to work at reduced rates.
· Insurance adjusters will often tells owners to “get multiple bids” for the re-construction part of the job. This does little to help the owners; it is one of the ways to “adjust” the amount paid to a lower figure, because the insurance company is required to pay the full amount due to have the work done right. A cheep contractor helps the insurance company, not the owner.


Con’s:

· If they lack the training and credentials in water damage restoration, they cannot certify removal of all damage. Your insurance carrier and your mortgage company will refuse to cover their work and both could well cancel contracts with you. 
· If they don’t have a special CPL insurance policy for water and hazard exposures, then you will be left completely without coverage for any work they do. 
· They will not likely have the necessary testing equipment to “prove” their psychometrics; results from which contribute to a chart that insurance companies often want before they will pay for emergency services.

· They seldom have the experience in working with insurance companies and as a result they are rarely aware of the extent of what ought to be paid on a job. 
· They may be a friend, but by experience and training, they cannot be your advocate; leaving you at a significant disadvantage when your loss is being “adjusted.”
· If their bid is lower than what the adjuster thinks it costs to restore the property, the owner will be paid only the lower amount without ever knowing the difference. 
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Just Do-it-yourself

Pro’s:

· Don’t have to call anyone.

· Save paying a deductible 

· Fastest response time possible

· Chance to use that nice shop vac in the garage


Con’s:

· Very often results in secondary damage, like hidden mold growth, undiscovered dry rot, warped pictures and artwork, offensive odor accumulations, heightened sensitivity to allergies and environmental illnesses, later insurance coverage denial, mortgage company loan cancelation, and many other potential problems.
· Lack of training to assess extent of damage; typically limited to surface level corrections; assumptions of completion while damaging effects continue to expand.

· Lack of equipment. If able to rent some equipment, then lacking knowledge of how to use it effectively.

· Attempting to do own re-construction work. In some cases owners can save a few bucks by agreeing to do their own work, but ultimately it reduces the amount insurance companies will pay out for the reconstruction. Part of this issue is what insurance companies pay out to General Contractors under the label RCV. Without a GC, owners will only receive a lower ACV payout. The larger issue, however, is that owners seldom understand the full extent of what their contract will pay out to restore their property and thus they often settle for much less—thinking they are “saving” money.
· Can result in eventual insurance coverage refusal, if the adjuster discovers that the owner attempted their own restoration work and further damage was later discovered. This falls under a clause in insurance contracts that require due diligence on the part of the owner.

· Can result in accusation of insurance fraud, if some insurance moneys are paid out, and not everything is fully disclosed in how every part of the work is done, including changes to what is done and by whom.

· Owners often end up expending themselves and their resources to do work that they have already paid an insurance company to cover. 
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