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Introduction



About This Book

! This book has two parts:  Part I explains what you need to do 
before a storm to get ready.  And Part II is a QuickStart guide to get 
you up and making money right away.  It's a specific plan for han-
dling yourself on your first storm if you’ve never worked before.

! The QuickStart guide focuses on strict time management dis-
cipline and provides a structure for the new adjuster to focus on 
the most important part of the process:  closing claims.  Instead of 
spending weeks trying to figure out how to get a claim closed, I 
promise to demonstrate that a new adjuster can have 50 claims 
closed in the first 30 days of their first-ever storm.!

*  *  *

! Getting deployed on an event – or storm, as we typically call 
it – is just the beginning.  It's the beginning of a great opportunity 
to make a large amount of money in a very short amount of time.  
Often an adjuster can earn all the money he or she will need in a 
year within four or five months.  If he sticks it out for another few 
months, he can double it.  And that's the draw, the lure of catastro-
phe claims adjusting.  

! But it's also the beginning of a lot of long hours, repetitive 
work, sometimes dicey situations with policyholders and contrac-
tors, occasionally dangerous roof climbing, and just plain loneli-
ness.  This work isn't for everybody and it can come at the expense 
of a social life and a home life.  But for those who choose to make 
some sacrifices, the rewards can be great.  The income is by nature 
variable and there are times when absolutely nobody is working.  
It can be feast or famine.

! An adjuster gets to meet great new people every day and 
while he won't stay for dinner at an insured's house, oftentimes 
he'll find common ground with an insured who builds custom mo-
torcycles in his garage as a hobby, or has a landing strip in his back 
yard, or remodeled her house on her own, or shares a love of 
sports or gardening.  

! It's also an opportunity to be a part of, and help out with, cata-
strophic events that in many cases receive major national media at-
tention like hurricanes, wildfires, blizzards, tornadoes, floods, 
earthquakes, and mudslides.  

! Adjusters are required to be autonomous in the field, rarely 
hearing from their managers and almost never seeing them.  An ad-
juster makes his or her own hours and gets the work done.  If they 
can’t adapt to the job, they go home empty handed.

What You Won't Learn In This Book

! This book isn't about teaching you the basics of turning on 
your laptop, understanding policy language, distinguishing be-
tween drip edge and a deductible, or helping you study for your 
license or certification exams.  Those are part of your toolset that 
you’ll need to be successful.

! This book contains what all of the estimatics classes and certi-
fication courses don't teach you:  how to be successful as an ad-
juster by adopting the proper mindset.  All of the policy knowl-
edge in the world won't help you if you don't know how to close 
your claims fast and accurately and with a smile on your face.  Cer-
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tifications won't put money in your checking account – closed 
claims will.

! What this book will teach you, however, is how to close solid 
claims in the very first week of your very first storm.  You will 
learn how the most experienced adjusters make consistent six fig-
ure incomes and don't go crazy in the process.

! You will learn how to make money with those pre-storm 
skills you have learned through certification, licensing, estimatics, 
and software training.

The Money Mindset

! There are two basic ways that independent storm adjusters 
get paid:

 1.! Daily Rate

 2.! Fee Schedule

! Most of the day rate gigs I've worked have been relatively 
low key.  It's generally used when the volume of work isn't ex-
pected to be very high or it's a unique type of work like ladder as-
sist or field support.  You get paid just for showing up, but you 
have to provide written documentation of the work you have done 
every day.  The money is good, but that doesn’t mean it’s going to 
be a cakewalk.  I worked the Scripps Ranch wildfire handling con-
tents claims and was paid day rate.  I had only five claims, which 
were total losses.  But I was busy on-site for three months.

! Fee schedule is the bread and butter of the working adjuster.  
The fee schedule is simple: we get paid per claim on a sliding scale 
based on the type and amount of damage.  In many cases there can 
be additional fees we can add for interior damage, two story, steep, 
and additional outbuildings.  If you’re reading this you’re proba-
bly aware of the different fee schedules that vendors and their cli-
ents offer.  We are paid on commission: we receive a percentage of 
the gross total of each claim we complete.  Many companies have 
enticing fee schedules, but they don’t mean anything if an adjuster 
can’t close a lot of claims quickly and accurately.

! But unlike daily rate, the only way to get paid is to turn in a 
closed claim that stays closed.  And the only way to get paid a lot 
is to turn in as many accurate, complete closed claims as possible, 
in a short period of time.  Just showing up won't cut it.  Going in 
with the attitude that just doing a little work and turning in a mini-
mum number of claims to avoid the attention of the managers is a 
very bad idea.  The only way to be really successful at this job is to 
make good use of every waking moment of the day.  And that 
means using the available time as efficiently as possible to com-
plete as many claims in a working day as you can.

! If you’re not interested in going all-out in the short time 
you’re on the storm to close solid claims, why bother with all this 
hassle?  It would be better to keep your day job.  I’m not kidding.

Become an Elite Adjuster

! Being at the top of the roster takes a lot more than just being 
fast running claims.  The men and women who are consistently 
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called, consistently earn the most money, and consistently work 
when the majority of other adjusters are sitting at home glued to 
the weather report, have a few basic characteristics in common:

1. They are very organized – I don't care what anybody says, this 
is a learnable skill.

2. They have developed their own repeatable workflow systems 
for handling claims.

3. They have excellent customer service skills – they know how 
to satisfy most policyholders, even if – especially if – they deny 
the claim.

4. They are very efficient.

5. They are fast.  This means not being afraid to make a decision 
on the spot and move on.  Being afraid to make decisions is 
probably the number one time killer.

6. They are very accurate - they don't pay for things that weren't 
damaged by the storm or are irrelevant to the claim.  But more 
importantly, they don't miss the damage.

7. The claims they turn in are clean, neat, and complete.  The fin-
ished product is a reflection of the adjuster, and they know it.  
The work product is a reflection of the insurance company to 
the policyholder and agents.  And, ultimately, it's a reflection 
of the vendor company to the insurance company.  This is a 
big feedback loop, which is why it’s important to me, as an ad-
juster.

8. They are accountable - they know that the insurance company 
and their vendor management will have their back on what-

ever decision they make in the field so they aren't afraid to say 
no when the damage just isn't there.  And they definitely aren't 
afraid to say yes.  If it's damaged, it's damaged.  Pay for it.

9. They produce.  The adjusters who turn in a daily batch of com-
plete, accurate claims and make the insureds, agents, and man-
agers happy are the adjusters who receive more claims and 
more responsibilities (like commercial claims and special 
claims).  This is how we make the big bucks.

10. They never put off what can be done right now.  Ever.

Good Adjusters are Made, Not Born

! The keys to success in this field, therefore, are simple:

1. Mental Attitude

2. Time Management

3. Efficient Workflow Design

4. Professionalism

5. Organization

Why I Only Close Claims in the Field

! The heart and soul of the way I run claims is that I always 
close them in the field, at the house, on the spot.  The whole thing.  
At the end of the day the only thing I do is hit upload in my soft-
ware.

v



! Why is closing claims on site preferable to closing them later, 
in the comfort of my hotel room?

! Two reasons:  because the hotel or RV is full of distractions.  
And because the farther I get from the loss, the easier it is for errors 
to be introduced.

! A big part of my philosophy for handling claims is accuracy.  
If I am still at the house and I forget a photo or miss a measure-
ment, closing the claim on site allows me to just hop out of my ve-
hicle and get it.  If I am sitting in my hotel room and working on a 
claim I scoped two days prior and I find that I didn't take a photo 
of an outbuilding or worse, I didn't get a photo of the water spot in 
the bedroom (meaning I can't just drive by any time to get the shot 
and I can't bill for interior damage without a photo), I either have 
to hope nobody notices, or drive my rear all the way back out to 
get the photo.  If I miss a measurement then I will do what most ad-
justers do and make it up.  That can mean that the claim gets re-
opened later for somebody else to fix for me if I'm not still around 
(which if I make a lot of mistakes like this, I won't be).  This does 
not endear me to the client or the vendor if my claims are always 
reopening for supplements for incorrect (low) measurements.  If I 
frequently guess too high, a quality control rep will catch it eventu-
ally and I'll get nicked on my rating for giving away the farm.  Ei-
ther way, I'm not the guy who gets asked to stay or who will re-
ceive commercial or special claims.

! If the homeowner remembers something else that was dam-
aged that wasn't obvious during my inspection, they'll come over 
to the car.  I used to hate this.  But now I hope it happens because 
it's usually something like a water spot on the ceiling inside the 

house, which translates to extra money on my billing invoice.  
Those $20 fees add up over time.  It's also possible that the addi-
tional damage to the interior of the house could kick the invoice up 
into the next tier, which could mean a lot more than just $20.

! Sitting in my car, I'm forced to focus on the task at hand.  
There are zero distractions and I find that I can work faster when I 
am running up against the deadline of my next appointment.  Writ-
ing estimates in my hotel room, lounging around in my underwear 
with the TV on, always takes longer.  Somebody always comes to 
the door and declares that a bunch of people are going down the 
block to the bar for dinner.  Somebody always comes to the room 
to ask for help.  Somebody always comes to the room because 
they've finished working for the night and want somebody to chat 
with, usually with a six pack.

! Finally, I just hate to have to keep working in my room after 
I've been outside working all day.  I get so much more done be-
cause I’m relaxed and always ahead of the curve.  I have no back-
log of claims waiting to be addressed.  

! And I make so much more money.
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! Thank you for purchasing The Elite Adjuster Method, 2nd 
Edition.  

! This book is the product of a brainstorm I had while sitting in 
a church gym at a Hurricane Katrina orientation in Mobile, AL..

! Most of the people I saw milling around me had a look of ab-
ject terror in their eyes.  They had all manner of equipment from 
nothing at all to desktop computers and rolling file cases.  

! But none of them had any experience and it showed.  

! At the time, I only had six years of experience myself.  But I 
did have a couple of hurricanes, a wildfire, and a few thousand 
hail and wind claims under my belt already.  Needless to say, Ka-
trina was a bit of a cakewalk for me and for most people who had 
any experience.  In fact, I spent the first couple of weeks of the hur-
ricane wrapping up a nice hail storm in Wisconsin.  It had already 
been a really good year for me up until the hurricane hit.

! One thing that bothered me was that the new adjusters 
would get assigned 50-70 new claims and then sent out in the field 
with a pat on the head and a “good luck.”  

! One thing that really bothered me was that half of the claims 
that I received had already been previously assigned to other ad-
justers.  

! That’s right.  I said adjusters plural.

! The homeowners were not pleased to be hearing from yet an-
other adjuster.  Of the first two adjusters they had, the first one 
showed up and never called them back and the second one set an 
appointment and never showed up.  They didn’t hear anything for 
a week and then I called.  They were justifiably angry.  

! This was bad on so many levels and it pains me that it still 
happens even today.  I blame the vendors and the carriers for not 
properly training new people as much as I blame the new guy who 
doesn’t take responsibility for his preparation and then just freaks 
out and leaves the storm.

! So my brainstorm was this:  Surely there is a simple plan that 
a new adjuster can follow so that they can accomplish two main 
things on their first-ever storm:

1. learn to run claims

2. make money while doing it

! The plan became a simple blueprint that a new adjuster can 
use to be productive while they’re learning, stay compliant with 
their management’s production goals, make money, set themselves 
up for future work, and not completely stress out.

! This book is that plan.

! In this version I’ve condensed some things, expanded others, 
and added a bit here and there.  I encourage you to email me at 
info@theeliteadjustermethod.com with any questions, comments, 
or suggestions.    

vii

PREFACE TO THE SECOND EDITION

mailto:info@theeliteadjustermethod.com
mailto:info@theeliteadjustermethod.com


viii

! I’m here to give back to the community and elevate the level 
of service the industry provides as a whole so I’m happy to hear 
what works and what doesn’t.

! I trained 22 adjusters on Hurricane Sandy and I spent many 
hours with them in the field, in the help room, and in their hotel 
rooms, sometimes after midnight, showing them how to be organ-
ized.  They told me they wanted to buy my book and I told them 
that they didn’t need it because I was teaching it to them.  To their 
credit, none of my adjusters left the storm early.

! I hope you enjoy it and that it helps you to be successful 
when you do get called on your first storm.  

! Good luck and stay safe!

Mathew Allen, May 2013, Sandpoint, Idaho



We never say, “that’s not my job.”  Everything is our job 
in this job. 

PART I - CHAPTER 1
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Mental Attitude

! One of the most important things a person can bring to this 
job is the proper mental attitude.  

! What this means is that because of the nature of the work the 
adjuster cannot bring a 9-to-5 mentality to the job.  

! We never say, “that’s not my job.”  Everything is our job in this 
job.  

! We don't get paid by the hour and there is a disincentive for 
procrastinating.  With an hourly job, a worker probably has times 
during their workday where they have to “look busy” or times 
when they can put things off until later in the week.  They may 
have deadlines for things, but generally they are loose and there 
probably isn't much of a penalty for missing them.  This simply 
isn't an option for a CAT adjuster.  Our deadlines are extremely 
tight and if we miss them and can't produce timely closed claims, 
we go home.  It's that simple.

! I've spoken with new adjusters who are shocked and don't be-
lieve me when I say that on a good hail storm I'll happily handle 
anywhere from 7 to 12 claims in a day.  They are sitting in their ho-
tel rooms taking well over an hour, or even two hours to complete 
one basic hail claim when I'm taking 45 minutes to scope and close 
the whole thing in the field.  

! It's not only possible, but required.  They don’t hire us to 
close 2 claims a day.

! The stories you hear of adjusters who make $130,000 to 
$160,000 (or way, way more) in a year are true, but those are the 

men and women who hammer out lots and lots of clean, closed 
claims every single day of the week, for weeks on end.  It's tough, 
but definitely not impossible.  

! So the mental attitude that a person needs to bring to this job 
includes:

 1.! being a self-starter – which means basically that the person 
has a lot of initiative and doesn't need to be prodded to work – we 
simply do not operate with a 9-to-5 mentality.

 2.! ability to see the big picture – these people recognize that 
the job will only last so long and that with a gig like this, a person 
needs to make hay while the sun shines.  Every day on a storm is a 
day that money can be made.  

 3.! keeping an open mind – an adjuster really needs to approach 
each and every claim without preconceived notions about what 
may or may not be happening at the house (for example, on a 
roof).  

! How this translates to the field - particularly number three 
above - is like this:  

! If I have an appointment with a roofing contractor on a hail 
storm on a house in an area that I don't think was hit, I still need to 
keep an open mind and do my best to do an honest and complete 
inspection of that roof.  I have been surprised more than once.  It 
makes my life a lot less stressful if I am not assuming that a con-
frontation is going to occur at every inspection in fringe or lightly 
hit areas.  If it's not there, it's not there and if the contractor doesn't 
agree, I amicably agree to disagree and move on.  My photos will 
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tell the story and if it escalates then management can get involved.  
But I’ve done my job.

! If, despite my experience that the area didn't get hit, I find 
that there is damage, I check to see if there are prior claims that 
were paid, but the repairs weren't completed.  If that’s not the case, 
then I consider that it's entirely possible that a pocket of the storm 
hit this smaller area or that the shingle is older and weaker and 
more susceptible to smaller hail.  

! I do this because walking up to an appointment with the atti-
tude that I'm not going to pay for anything because I think the area 
wasn't hit ultimately can cause a considerable amount of anxiety 
and strife for me and the insured, and sometimes a confrontation 
with the roofer – especially if I've met with the roofer before and he 
or she was aggressive.  I just smile and keep an open mind.  Hey, 
sometimes the damage is there and if it is, I smile bigger and write 
it up.  Then move on.

! What I never do is deny a roof that has damage because I’m 
trying to save money for the insurance company.

!

Ethics

! Ethics, noun:  Moral principles and values that govern a person’s 
behavior.

! I think it’s important to mention ethics - that is, doing the 
right thing - early on in the book.

! The earning potential of this job is pretty high.  And adjusters 
are by and large autonomous.  Even so, I've reinspected claims by 
other adjusters who have added things to their estimates in order 
to bump up their fee bill.  

! Some examples include adding a photo of an outbuilding 
that doesn't exist on the property, adding a photo of interior dam-
age that doesn't exist on the property, or cheating the pitch gauge 
to make it look like it's a 7/12 when it's a 5/12 for a steep charge 
on the fee bill.

! This is not only unethical, it's illegal.  It’s fraud.

! Other activities that may push the boundaries of ethics, and 
which are made completely unnecessary using The Elite Adjuster 
Method for handling claims, include keeping extra photos of un-
damaged (or damaged) shingles or vents or interior water spots to 
throw in a file in case the adjuster forgot to take them in the field.  
It’s not right to put pictures of somebody else’s house in a file.  

! Worst of all, colluding with a contractor to receive kickbacks 
or other payment like dinners in exchange for handing out cards or 
providing the contractor with insured’s information so they can 
have a bidding advantage.
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! I will always maintain that since we already make more than 
most people, it's simply not worth it to cheat to try and make a lit-
tle more.  Especially when the risks are so high.  If you get caught 
cheating, most likely you will simply stop receiving claims and 
will never get called to work again by that vendor.  So how did 
that help your career again?  Yeah, it didn't.  

! I may not have always been the best adjuster, but I have al-
ways insisted on keeping everything above board and never cheat-
ing.  And I think this is part of why I have consistently worked 
more than most other adjusters.  The clients and your vendor man-
agement will notice that your files are consistently clean and you 
will be more trusted than those who try bending the rules.

! Finally, I think a brief discussion of just exactly what insur-
ance is for is in order:

! The purpose of insurance is to transfer 
risk from the homeowner to the insurance 
company.
!

! This renders the old argument of “adjusting for the company 
or adjusting for the insured” a moot question.  The damage is ei-
ther there or its not.  

! The insurance company is obligated to pay for everything that is 
covered under the policy and that was damaged at the time of the covered 
loss.  

! The insured is obligated to maintain their property and pay their 
premiums.  

! The adjuster is obligated to pay the right price for the right repairs 
and restoration, using commonsense and customary pricing, as allowed 
by the policy.

! The policy is a contract between the insurance company and the in-
sured and neither can deviate from it.

Fraud

! Note to unscrupulous roofers:  we know what hammer hail 
looks like.  You might fool one adjuster, but you can’t fool us all.  
We’ll catch you eventually and I, personally, am not kind to roofers 
who scratch, grind, hit, scrape, stomp on, or rub on roofs that don’t 
otherwise have damage.  It’s obvious so please stop doing it.  I tell 
every roofer who innocently thinks he’s “helping” by rubbing on 
what he thinks are hail hits - “never, ever touch the roof for any rea-
son.  We have to be able to inspect the roof in the state it’s in before 
anybody messes with it.”  

! You’re not helping so stop doing it.

! I give the same stern advice to adjusters who rub on every lit-
tle spot on a lightly hit roof.  Just remember, you’re taking photos 
that people are reviewing who likely have way more experience 
than you do.  Managers will go back out and reinspect that roof if 
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they think you’re paying for things you shouldn’t be.  Trust me, 
they love getting out of the office.

! Unlike those bad-guy roofing contractors, we adjusters actu-
ally have some accountability to the company to do the right thing 
for both them and the homeowner.  Why ruin a perfectly good roof 
and your career for a higher fee bill?  You’ll get busted eventually.

Empathy

! Just about any situation you will encounter as an adjuster can 
be successfully negotiated as long as you can muster some honest 
empathy for the other person.  

! Even if they are so mad at you they can’t see, if you can re-
member to ignore the insults and have some empathy for their 
situation it’ll go a long way to diffusing the encounter.

! Empathy is the ability to put one’s self in another’s shoes and 
see things from their perspective.  In other words, if you deny a 
hail claim on an old roof and the insured goes ballistic on you, you 
have to understand that they probably already knew they need a 
new roof and they simply can’t afford it.  That by itself can cause a 
person considerable stress.  They may have also just lost a parent 
or a friend in a car accident.  They may have just been diagnosed 
with cancer.  They may have just lost their job and are running out 
of money and were going to use the money from the claim to feed 
their kids and stay out of foreclosure.  It’s not your job to judge the 
circumstances of others so it’s counterproductive to maintain a bad 
attitude because an insured objects to your conclusions.  

“Shouldn’t have bought a house if you can’t afford it,” doesn’t help 
the situation.  

! Empathy also helps when you’re explaining claims to the in-
sured.  Most people you meet have never filed a claim before in 
their lives and have little understanding of the process.  Worse, 
they may have negative preconceived notions about you as an ad-
juster that they heard from a neighbor, a contractor, or the media.  
It’s your job to never take things personally and to do your best to 
always push towards creating an understanding with the insured.  
If you can dispel myths and educate people about insurance you’ll 
be doing everybody - including yourself -  a favor.

! So take your time, answer questions to the best of your ability 
or call a manager for the answer on the spot.  And be nice.  Act like 
you care - because you should.  This is another human being, after 
all.   

! Many times things aren’t covered in the policy because if it 
were, rates would be so high nobody could afford to insure their 
houses.  Two examples:

1. trees, limbs, and other plant debris in the yard that haven’t dam-
aged any structure or contents items.  Any idea why this isn’t 
covered?  Think about it.  If it were, insurance companies would 
be paying for everybody’s landscaping and yard cleanup.  

2. water that seeps into the basement, also not covered.  Why?  Be-
cause there are few truly dry basements in North America and if 
the company paid for every drip, enterprising contractors would 
be tearing out and installing new foundations left and right.
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! It’s important for the insured to understand that there is actu-
ally a good reason why some things aren’t covered because some-
body will always ask, “well why do I even have insurance any-
way??”

! Another place where your empathy will help you is that peo-
ple will think that it’s your job to save the insurance company 
money on their claim.  

! That’s absolutely true.

! But not in the way that the accusation is generally made (and 
it’ll be made, I promise).  

! Insurance adjusters physically go to people’s houses instead 
of just letting contractors send in estimates because we are a form 
of cost control.  That is, we want to make sure that the insured is 
paid the right amount in accordance with customary pricing for la-
bor and materials for the area where the house is - and by the con-
straints and provisions of the particular policy they have.  

! It’s easy to imagine a world where contractors could just 
name their price to a third party like an insurance company with-
out any oversight.  So yes, we are there to save the insurance com-
pany money and by extension, keep the homeowner’s rates down.  
So really, we’re saving the insured money.

! In the bigger picture, storm restoration claims could have an 
effect on contractor pricing as a whole.  In a way, we might be keep-
ing contractors honest in their pricing, something I’m certain most 
roofers would strongly disagree with me on.  

! I’ve had more than one occasion where I was explaining the 
roof replacement estimate I had written.  The insured became irate 
with me because they had the roof replaced the year before and 
they had paid three times what I had written in my estimate for the 
same work.  

! I make it a point to not pay too little or too much on claims, 
especially hail claims.  So the first time this happened, I anxiously 
went back over my estimates to see what I had missed.  I couldn’t 
find anything so I instructed the insureds to get two or three esti-
mates and pick the guy they liked.  We would work with them to 
see where our pricing may or may not be off.  I received a call from 
one insured a few weeks later.  He apologized for berating me as 
all three estimates he received had been within a couple hundred 
dollars of my estimate.  He had simply been taken to the cleaners 
when he had replaced the roof on his own.  I did not gloat.  I in-
sisted that it’s our policy to make sure he’s paid the right amount 
to get him to his pre-loss condition and we’re willing to work with 
his contractor to get the job done correctly and in a way that we 
would want done to our own houses.

! Kill them with kindness.  
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Everything You Need to Know 
Before You Leave Your House

PART I - CHAPTER 2

15

Before the Storm



BEFORE THE STORM

! Obtaining an insurance adjuster's license is 
an important part of every adjuster's career.  
Common licenses are from Texas and Florida.  
On catastrophe duty, some states will allow ad-
justers to work under blanket temporary licenses 
provided by their vendor companies.  But several 
states, including Minnesota and Arizona, require 

the adjuster to carry a license before they can be 
allowed to handle claims in their state.  

! If a person wants to have the most options 
available to them, they will invest the time and 
money in obtaining as many state licenses as is 
reasonable.  Some vendors now require all adjust-

Sections At a Glance:

1. Licensing - Why you need a 
license and how to get one

2. Training - Essential skills for 
handing claims in the field, 
including typing (yes 
typing!!)

3. Vendors - How to get on the 
roster and rise to the top

4. Gear - Everything you need 

Licensing

16



ers to be licensed somewhere, or they can't be deployed.  

! If your state requires a license, start with that license as the 
Texas license may or may not be more of a hassle to obtain (you 
need fingerprints and notaries and the like).  Indiana is a good li-
cense that only requires that you take an online prelicensing 
course, pass their test, and pay a fee.  

! Also, short of field experience the prelicensing courses are the 
only real way to learn the technical side of how the policy works, 
the laws behind insurance, and for obtaining deep policy knowl-
edge.  It's more knowledge than you will ever need in the field writ-
ing wind and hail claims.  However, the information is invaluable 
as it can help an adjuster understand why some things are covered 
and some things aren't and help them better educate the insured 
on their policy.

! We are insurance professionals, after all.  It would only make 
sense that we are experts on the policy.

! Do an internet search for “adjuster prelicensing” with Texas 
or your home state.  

! Also, your license applications can be handled easily online 
at www.produceredge.com  Everything that used to be handled by 
Sircon is now handled by Vertafore via the above website.

! ProducerEDGE is extremely convenient since once you have 
your home state license, you can apply for as many others as you 
want in one place and at one time.

A Note about State License Reciprocity:

! Reciprocity doesn’t mean that if you have a Texas license that 
you can go and work in any state that “reciprocates” with Texas.  
What it means is that if you have a Texas license and apply for a li-
cense in another state reciprocal with Texas that you don’t have to 
take their test.  In other words, the test you took for your home state 
is recognized by the reciprocal state.  Huge difference. 

Flood

! The National Flood Insurance Program (NFIP) is a program 
created by the Congress of the United States through the National 
Flood Insurance Act of 1968. The program enables property own-
ers in participating communities to purchase insurance protection 
from the government against losses from flooding. This insurance 
is sold to homeowners through their private insurer.

! No private insurer covers flood (surface water, storm surge, 
seepage, etc.).  

! For our purposes, it’s a really good idea to try to get your 
NFIP FCN (Flood Control Number).  Flood claims can be considera-
bly more involved than wind claims, but they generally pay more 
to the independent adjuster because of the high estimates written 
and the time involved in completing the claims.  But, just like any-
thing else, once you have a system down you can move through 
these claims pretty efficiently making them quite lucrative.  
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! Talk to your vendor company about getting flood certified.  
The NFIP program is a bit complex so it’s a good idea to do some 
research on your own online.
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BEFORE THE STORM

There are three types of basic training that an adjuster can and 
should obtain on their own before ever attempting to be deployed 
on an event:

 1.! Estimatics

 2.! Software

 3.! Typing (yes, typing)

Estimatics

! Estimatics is the basic skill of writing a scope of damages 
and writing an estimate for repairs.  There are a number of options 
available including schools and ridealongs with experienced ad-
justers.

Training
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! I have mixed feelings towards adjuster ridealongs as “train-
ing” simply because while it's a great way to observe an experi-
enced adjuster at work, there's not much hands-on experience 
since the working adjuster isn't getting paid by the hour and proba-
bly won't let you write his claims or talk to his insureds.  It's a 
good introduction to the process and I suggest everybody do it to 
see if this is even something they want to try themselves, without 
incurring much cost.  But I don't believe it's any substitute for a for-
mal training.  If you do find somebody who will let you ride along, 
be nice to them and buy them lots of lunches and offer to carry 
their ladder.  Remember, we don't get paid by the hour so time 
taken to explain things to you can literally be money out of their 
pocket.

! In some cases, the client or vendor will have trainers on site 
who will accompany you on claims for your first week or two.  On 
the first storm I ever worked, the carrier assigned me two excellent 
RT's (Reinspector/Trainers), Kirk and Nancy, who taught me well 
above and beyond what I had learned at school, most importantly, 
customer service.  Most of the time, however, you will show up at 
orientation and there will be no trainers.  You will be on your own.  
So it's very important to be ready to go out of the gate.

! A note to roofing contractors getting into claims:  Yes, having 
the knowledge about how to install a roof, how to write a roof esti-
mate, and draw a roof diagram will be extremely helpful to you 
getting started.  But unless you have an understanding of more 
than one trade – that is, roofing – and have some basic policy 
knowledge, don't expect to walk on to your first storm and knock 
them out of the park like a pro.  You will have a rude awakening.  
Running claims is unlike anything you have ever done.  If your 

first storm is a hurricane and half of your claims have trees in liv-
ing rooms, those roof skills won't help you write a carpet estimate, 
properly compile a contents estimate, write an ALE advance, or in 
other cases show the proper empathy and tact when you have to 
tell an old lady that her policy doesn't cover the sewage that's com-
pletely ruined her basement.  (And nothing, I mean nothing, can 
prepare a person for the smell of real raw sewage.)  Insurance ad-
justers are generalists when it comes to understanding construc-
tion practices.  We may not have the skill to be able to build a 
house with our bare hands, but we can surely write an estimate to 
replace one.  And in this business, that's all that matters.

“If you are the type of person who prides 
themselves in not being tech savvy and 
you think it's cute to say you don't even 
have email, I suggest you consider an-
other line of work.” 
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Software

! Learning how to be proficient in the software is enough to be 
an okay, mid-pack adjuster.  Learning how to exploit all of the pow-
erful shortcuts of the software will take you to the next level by 
shortening the amount of time it takes to write the estimate and ac-
tivity diary, upload photos, and update policy information.  Every 
minute saved can ultimately add up to another inspection and an-
other $100+ added to your paycheck for that day.  

! The most commonly used software by insurance companies 
and contractors alike is Xactimate and it pays to get formally 
trained in the program.  If you know your way around the soft-
ware and can find things quickly, you will spend much less time 
pulling out your hair trying to find “plastic window well covers” 
or “wood window jamb extensions” or “what's that plastic piece 
on the thing with the dealio?”

! You can download a demo version of Xactimate from 
www.xactware.com and I highly recommend doing so and writing 
practice estimates.  A simple way to do this is to just pretend your 
house has hail, wind, fire, or water damage, and write practice 
scopes.  Take some photos and import them in and label them.  
Make up an activity diary. Learn where things are in the software.

! Online resources are available for learning Xactimate as well, 
notably xactware.com and trainwatermark.com.

Typing

! Finally, I have included training for what I think is a critical 
skill that will allow the adjuster to increase their speed and effi-
ciency by several fold:  Typing.  

! No joke.

! Yes, typing is so important for me handling claims that I 
strongly recommend that anyone considering becoming an ad-
juster – and every experienced adjuster who doesn't know – use 
the downtime before their first (or next) storm to learn how to type 
at least 30-40 words per minute.  Take a solid typing instruction 
course instead of going for that thirteenth adjuster license in that 
state like Alaska where you will probably never work.  I use typing 
on every single claim I write.  Here's how:

1. Writing notes in the body of the estimate, e.g. to explain to the 
insured on which side of the house I'm replacing the wraps

2. How much I am depreciating an item and why

3. The activity diary

! Despite the fact that these above items will have comprehen-
sive macros that you will use, every claim is a little different.  And 
some claims are a lot different.  

! You'll need to spend less time hunting and pecking if you 
want to be fast.  In fact, if you can operate the keyboard without 
looking at it, you can cut down your time spent writing estimates 
by half.  
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! You don't need a mouse either.  The less you move the mouse 
arrow, the better.  Xactimate can be navigated almost entirely with 
keyboard shortcuts and I couldn't be as successful as I am without 
using them.  

! Case in point:  working a windstorm a few years ago in north-
ern Minnesota, I arrived at my 10am, assuming that since the poli-
cyholder just told me over the phone that she had a tree fall on her 
little metal garden shed and a fence, it would take me all of 20 min-
utes and I'd be out of there.  That's literally only a half a dozen or 
so line items in the estimate.  Oh how wrong I was.  

! She didn't have a tree on one shed.  She had five trees on five 
sheds.  And each shed had every single thing she ever owned in 
them.  It was how she stored things.  

! I had to shuffle my three appointments that day because 
there was no way around it, I had to write up those contents items 
in the estimate separately, not to mention the fact that I had to go 
through each shed with her and decide which items were damaged 
and then get the “what, how old, where'd you get it” information 
on each one.  If I had just scoped this loss and then run off to my 
next appointment, that headache of a claim would have haunted 
me for a week because there simply wasn't any time the rest of the 
week to sit down and put it all in the computer.  And I know my-
self - I would have put it off several times before staying up at 
night at the hotel to write it up, which is something that goes 
against my basic rules of adjusting.  So type it up on the spot I did, 
and in less time that I anticipated, too.  

! Overall, it's extremely important to be proficient at operating 
your computer.  If you are the type of person who prides them-

selves in not being tech savvy and you think it's cute to say you 
don't even have email, I suggest you consider another line of work.  
Claims handling today is almost entirely digital for most carriers 
and the rest are quickly moving in that direction.

! Learn to type and learn how to get around in your laptop 
quickly and efficiently.  Becoming proficient at typing alone will 
separate you from 90% of the rest of the field of adjusters.  If you 
do nothing else, learn to type.

! I simply can’t stress this enough.
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A Note about Technology

! Things move fast in this industry.  When I started in 1999, I 
had to take and label Polaroid photos and attach them to a big, fat 
paper file that had several copies of the estimate, the activity diary, 
the claim summary and statement of loss, and a billing invoice - all 
handwritten.  Nothing was done online and the only thing I used a 
computer for was writing the estimate. 

! These days I complete everything in the computer including 
the activity diary, the estimate, and even the billing invoice.  For 
years I've been hearing about plans to allow adjusters to use hand-
held computers to input their scopes directly into the estimating 
software.  With the advent of pda's and apps technology, it appears 
we are on the cusp of another radical change in the industry.  
They’re generally not used in the field yet, but I anticipate that this 
year or next iPad’s and Android tablets will be pretty popular 
pieces of adjuster field gear.

! The ability to write the estimate as it's being scoped will re-
duce the amount of time spent at the house tremendously, espe-
cially if roof estimates can be populated with Eagleview data.  
They still need a human to see the damage - or lack thereof - on 
site, interpret policy, and most importantly meet with the insured 
so I'm not worried that the need for cat adjusters will suddenly 
evaporate.  But because of this, it's even more important for today's 
adjuster to keep up with tech trends and use up-to-date equip-
ment.

Summary

! In short, spend time honing your skills before and between 
deployments so that when you do get called, you can hit the 
ground running.
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BEFORE THE STORM

Congratulations!  You've been hired by the adjuster vendor com-
pany and given an official adjuster number!  

! Do not - I REPEAT - do not quit your day job!!!

! The vendor companies are the companies that will hire you 
to send you out on storms.  There are many.  A large handful of 

major ones handle claims for the major insurance companies, in 
some cases exclusively.  A quick internet search will yield dozens.

! Once you successfully complete the application and hiring 
process there is no guarantee that you will work right away, or 
even that year.  Many are discouraged to learn that it could be 
many months even years before an event large enough happens 
where the need for adjusters is so great that they will bring on 

Vendors: Getting Deployed
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new adjusters to handle claims.  It's important to spend this time 
getting additional training, doing more ridealongs, saving up 
travel and hotel expenses for your first storm, saving up for and 
buying all your needed gear, and learning to type.  If you are count-
ing on getting a hurricane your first year, consider that Sandy was 
the first major hurricane to cause widespread damage since Ike in 
'08.  I didn't go on my first hurricane until '04 and I was on my ven-
dor’s roster in '99.  I worked hail.

! But don't be discouraged.

! It could be a while, but an important tactic to get you out on 
your first storm is to just call every single week during storm sea-
son and check in.  It's how I ended up on my first storm. Once you 
prove yourself as an adjuster with great potential on your first 
storm, you are much more likely to get called out of the blue for 
work than if you barely make through your first storm alive.

! Most adjusters will work for more than one vendor during 
their career.  But I believe that cultivating a relationship with one 
trusted vendor will yield more gigs and more special assignments 
than the more mercenary adjuster will get.  I have worked at least 
ten storms where I was the only adjuster from day one.  I got gigs 
like this because I have an excellent relationship with my vendor, 
and I've never worked for any other vendor.  They keep me busy.

How to Get Deployed

! I wish I could share with you some kind of super top secret 
trick for getting on storms that nobody else knows about.  Sadly, I 
don’t.  I don’t really think there is.

! That being said, I have some good news.

! Once you have been deployed on a storm and have proven 
that you can close claims, getting deployed again is much easier.  In 
essence, you make your own luck.

! An additional strategy that might help is to simply make 
friends with experienced, working adjusters.  Guys who are regu-
larly deployed can tell you when there’s a big deployment for a 
hail or wind storm and this will give you a little bit of an edge 
when knowing when to call in.  

! They can also recommend you.  One of my closest friends 
and his wife were deployed on their first storm because while I 
was being deployed to Hurricane Ivan, the dispatcher asked if I 
knew anybody who had training that wasn’t yet deployed.  That 
adjuster is as busy as I am these days.

! On Hurricane Sandy I worked as a Technical Advisor for All-
state and for the first six weeks our weekly manager’s conference 
call included a call for more licensed adjusters if we knew any. 

! So yeah, sometimes it is who you know.
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BEFORE THE STORM

Here's where the fun begins:  a trip to Best Buy and The Home De-
pot.  Every independent adjuster is required to purchase and main-
tain their own equipment which includes, but is not limited to, the 
following:

! Recent model laptop with proper up-to-date OS.  Even a 
small problem with your gear, in particular your laptop, can cost 
you thousands of dollars in lost income over a very short period 
of time.  

! A couple of very important tips to keep your computer from 
becoming an expensive doorstop:

Gear
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1. Never leave your computer on while you are driving.  Even 
small vibrations from the road can and will cause damage to a 
spinning hard drive and other components.

2. Never ever leave your power inverter plugged in to the 
power point while starting the car. Electricity surges through 
the system when the starter is activated, which will cause pro-
gressive damage to the motherboard in your laptop.  When I 
took my Toshiba in to get it repaired the guy asked me what I 
did to it because the motherboard was black.  I left it plugged 
in whenever it was in the car, on or off.  I also ruined the moth-
erboard in my Dell before an adjuster friend of mine told me 
he was told by the car stereo install guy not to leave things 
plugged in to an inverter when starting the car.  Unplug it 
completely. I believe it will damage it even if the computer is 
off and the inverter switch is off.  Call me superstitious, but I 
take no chances with expensive gear that I rely on to make 
money.

3. Invest in Norton or other antivirus software.  One annoying vi-
rus can cost you a day or  more of work.  What's worth more to 
you?  An $850 day in the field or $100 anti-virus software?  
That's what I thought.

! I wouldn’t bother getting a souped up gaming laptop with a 
17-inch screen.  Remember that the lighter your gear is, the easier it 
is to carry around with you.  I personally think that a 15-inch is 
more than enough screen space to write estimates and do email.  
I’d go so far as to say even a 13-inch is probably fine.  A good work-
horse laptop from a computer tech that specializes in building com-

puters will usually give you the best deal and install the appropri-
ate operating system on it as well (there can be conflicts between 
latest versions of Xactimate and latest versions of Windows).  I 
would try to avoid buying a big-box retail laptop unless it’s an 
emergency because the laptops they sell are usually also loaded up 
with lots of extra promotional software that you will probably 
have to uninstall yourself anyway.  And seriously, does anybody 
even use AOL anymore?  You can get more horsepower for less 
from a good computer builder.

! I’ve seen a few guys running Xactimate on MacBook Pro’s 
since they are Intel machines and will run Windows natively.  It’s 
up to you if you want to beat up your fancy Apple out in the field 
(I’m writing this book on my nice Mac and use my pc laptop for 
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claims only).  I’m happy to run through a PC once every two or 
three years.

! And yes, I’ve also seen people with desktop computers in 
their hotel rooms.  Please don’t do this.  A laptop is a critical 
piece of equipment and you should buy a good new one as soon 
as you can after deciding you want to pursue this kind of work.  
I say new because I can assure you that borrowing your brother-
in-law’s 4 year old Dell that can barely handle the software will 
give you more gray hairs than an IRS audit and you’ll be in 
BestBuy before you know it picking up the manager’s special.  It 
won’t save you money for long.

! Professional adjusters use quality gear and take responsibil-
ity for it.

! Digital camera - I recommend a semi-cheap rechargeable 
snapshot camera with a media card that is compatible with your 
laptop.  That is, purchase a laptop with the camera in mind.  My 
laptop has a dedicated slot for the SD card that my camera uses, 
which eliminates a cable.  I carry two of the rechargeable batteries 
and two SD cards for it on me at all times.  Don't use the flash for 
anything but water spots and other interior damage.  The battery 
will last for up to a week of hundreds of non-flash images.

! Find one with a large view screen so that you can show in-
sureds photos of their roofs.  It’s easier to see damage or lack 
thereof on a big bright screen than a tiny little screen.  I tried a wifi 
Nikon but I found that it didn’t have enough range to send photos 
back to my laptop in my truck from the insured’s roof and it was a 

hassle to keep it synced up.  I find it’s just faster to slide the SD 
into the laptop and load them in that way.

! With digital cameras, something that is too cheap will be a 
headache to operate and will quickly break.  Something too expen-
sive will be inappropriate for daily field work.  I personally look 
for something in one of the major brands (Sony, Nikon, Canon) 
and will pay no less than $120 and not more than $220 when I need 
to retire a camera.  Generally I can get about two years out of this 
particular piece of equipment.  
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! Printer – nothing fancy, but something that takes no more 
than two printer cartridges at a time. Canon makes some nice 
printers, but you don't need to be spending $80 on the pile of 
cartridges it needs to operate.  Depending on the carrier you’re 
working for, you may be required to bring a printer/copier 
along with you in the car.  

“If you do find yourself on a spooky 
roof, just move slowly and be careful.  
Carry your phone with you at all 
times!!”

! Ladder - Many adjusters use folding ladders or telescoping 
ladders, but I personally carry two extension ladders with me (16 
and 32 footers).  I currently use extension ladders because I find 
them easier to deploy than folding ladders and sturdier than tele-
scoping ladders, which give me the willies (although a roofer re-
cently showed me a very nice new one that was surprisingly 
sturdy and extended a full 16 feet).  I started with folding ladders 
but found that setting up and taking down a lightweight fiberglass 
16 foot extension ladder saved me up to a minute of time over a 
folding ladder (although with experience a folding ladder can be 
setup almost as quickly – choose whichever makes the most sense 
to you).  Having a two story ladder with me at all times has saved 
me untold hours of precious time waiting around for roofers or 

other adjusters to come and help me get on roofs.  I have only had 
a handful of occasions where 32 feet wasn't enough and those are 
large commercial losses with three or more stories.  And on ladder 
assist gigs, in which case I rent a 40 footer and strap it to the top of 
my SUV.  Goofy looking?  Absolutely.  Lucrative?  Immensely.

! Cougar Paws - I highly recommend investing in a pair of Cou-
gar Paws.  These shoes are invaluable for accessing roofs with 
pitches 7/12 or greater.  But don't wear them to the mall.  Or step 
in dog poop with them.  If you can, order the low-top types, they 
are more comfortable.  And don’t wear them in mud, dust or dirt, 
or wet grass as this will seriously compromise their ability to keep 
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you stuck to the shingles.  Check the pads frequently because they 
wear down fast and once they do, they are worse than a pair of tap-
dancing shoes on a steep roof and therefore very dangerous.  Re-
mind me to tell you about the 10/12 slate roof I got to the top of 
when I realized that my pads were wore down to almost nothing.  
Going up is definitely easier than coming down

! Tape - I only use a 40 foot tape if I can help it, but I know 
plenty of adjusters who get by with a 25 footer and plenty of others 
who only use a 100 footer with a tennis ball attached to one end 
and still more who even just use a wheel.  I rarely use my wheel un-
less I have hundreds of feet of fence to scope or an extremely large 

building (like an apartment or office building).  I still use the 
same tape measure holster I bought 15 years ago on my first de-
ployment.  Whatever you are most comfortable using is what is 
best for you.

! One of my favorite pieces of specialized kit I carry is a Hilti 
PD40 optical laser tapeless measurer – not a sonar tapeless with 
a laser pointer (big difference, please don't waste your money 
on a sonar measurer).  It was expensive, but it paid for itself the 
first day I bought it on Hurricane Ike (my previous one, a PD30 
I bought on Hurricane Ivan, was lost) and it still has the same 
battery in it.  It saves so much time and is so much more accu-
rate that if this one was lost or stolen I would happily buy two 
more.  Lately the price has come way down on these so there’s 
really no excuse for not getting such a time-saving and accurate 
device.

! Calculator - I always carry on me a cheap calculator so that I 
can add up roof areas while I'm still up on the roof.

! Clipboard - Years ago, a roofer showed me how to attach 
kitchen drawer pads to the back of my clipboard so that it will stay 
put on the roof.  I buy the cheapest fiberboard clipboards because 
they get thrown off of roofs and dropped and the plastic clipboards 
will shatter.  I used to buy clipboards with calculators attached to 
them, but I can't seem to find a good one these days, and they also 
all seem to only be made of brittle plastic.  I've seen a lot of adjust-
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ers and even roofers who will attach their clipboards to their belt 
or tool belt.  Whatever works.

! Good graph paper with 10x grid.  Very useful for drawing 
legible and to scale roof diagrams.

! Holsters - I personally keep my camera, calculator, tape, and 
laser, and chalk in individual holsters on my belt.  Many adjusters 
use a tool belt with big pockets.  There are so many options for this 
that whatever system works for you that is flexible and won't get 
hung up in tree branches or catch on your ladder causing death by 

gravity is perfectly fine.  If you can take it off and leave it in the 
car when you need to run into the sandwich shop for a meatball 
sub even better.  

! Power - Quality power inverter for keeping batteries topped 
off in laptop and camera are absolutely required.  You can find 
good ones at large truck stops or Batteries Plus.

! Parachute - I wear a small backpack with a Personal Adjuster 
Parachute (or PAP).  Just kidding.  There will be some roofs you 
can get up on, but wish you had a parachute – or the fire depart-
ment – to get down from.  Do not access a roof that you have 
doubts about.  If you do find yourself on a spooky roof, just 
move slow and be careful.  Carry your phone with you at all 
times!!

! Bins - Bring a bin to carry all of your client literature hand-
outs, your spare chalk, your extra graph paper pads, your door 
hangers, your business cards, Haag Engineering damage picture 
books, your client certification manuals, your siding snippers, and 
your Elite Adjuster Books.  Organize everything neatly so that it's 
easy to access and put it in your backset or in the cargo area if you 
have an SUV.  You'll rarely get in this bin except for handouts.  And 
if it doesn't fit in this bin, it stays home.
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! Accordion-Style Expanding File Folder - The file folder is 
the heart and soul of my system.  It’s your schedule and the place 
where your files live until you complete them.  If it’s not in the file 
folder, it won’t happen.  So if you have a  dentist’s appointment at 
11:30am on Thursday between a couple of inspections, stick a piece 
of paper in there with “Dentist Appt 11:30am Thursday, 7/7.”  
That’s what I do.  Haircuts, oil changes, you name it.  If I want it to 
happen and I’m on a storm, it goes in my file folder. 

! Organize your file folder.  Unless you have to write checks 
and hand out large amounts of literature to the homeowner, only 
use a 13 pocket accordion-style file folder.  Label the pockets, from 
front to back, thusly:

! Pending  
! Done 
! Monday  
! Tuesday  
! Wednesday  
! Thursday  
! Friday  
! Saturday  
! Sunday  
! Questions

! If you are required to write checks, always bring them into 
the hotel with you at the end of the day.  Never lose track of 
checks.  Big, big trouble if you do.  I have included a tenth pocket 
called Questions for the new adjusters file folder.  Any time you 
have a question about anything, write it down and stick it in this 
folder. 

! Important!  Any questions that an insured has that you can't 
answer, you must immediately call a manager or field support 
about.  But any general questions you have that aren't critical to 
what you are doing at the moment can be filed here to be answered 
later.

! Please, for the love of all that is good and wonderful in this 
world, don’t try to replace the file folder with manila folders, big 
heavy hard-sided file cases, rubber bands, giant clips, bobby pins, 
or anything else.  This simple folder is all you need to keep your 
schedule - your life on the storm - organized.  

! This one file folder replaces a schedule book and a bulky file 
box.  I explain how to fill it up with appointments in the Quick-
Start Guide under Contacts & Scheduling.

Personal Items

! I only bring on a storm those things which are absolutely es-
sential.  On top of that, I might bring one personal item like golf 
clubs or a guitar.  I go play golf in the rain when working hail 
storms.  It's almost always deserted and if it's not a torrential down-
pour and there's no lightning, it's usually not that bad with decent 
rain gear.  

! Notice that I just said I can go golf on a rain day instead of sit-
ting around in my undies writing estimates.  Do not doubt the 
beauty of The Elite Adjuster Method.

! Sometimes I find myself “riding the wave.”  This is a blissful 
place where I’m so caught up that the claims I receive today I 
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schedule for tomorrow.  When this happens, I usually start taking 
Sundays off for church and golf.

! Don't bring a bunch of books, don't bring food, don't bring 
tons of extra stuff.  I know of a few adjusters who live abroad in 
England or in far flung corners of the country like Alaska who fly 
to storms, rent a car and a ladder, and do just fine without bringing 
a pickup truck full of stuff that they will never use.  I have been 
guilty of doing it both ways, however.  I have brought along work-
out equipment, extra computers, gaming consoles, extra books to 
read and CDs and DVDs (thank heavens for Kindle and iTunes).  I 
am usually too busy to mess with that stuff on a storm anyway so 
it becomes stuff that sits in it's boxes and stuff that I have to haul 
back to the truck when I leave. 

Vehicle

! One of the most important pieces of gear is your vehicle.  You 
can run claims in almost any kind of vehicle.  But it’s very impor-
tant that what you drive leaves a favorable impression of you and 
the insurance company in the insured’s mind.  

! SUV’s and pickups are probably the most used and most use-
ful adjuster vehicles.  But I’ve seen everything from VW Beetles to 
Cadillacs with company door magnets on them.

! On that note, it’s important that the vehicle you drive not be 
either a junker or a fancy car.  Imagine the reaction and the subse-
quent phone calls you’ll get (agents, managers, etc.) if you deny a 
person’s flooded basement and then drive off in your 7 series 
BMW.  Especially if you lacked the proper empathy in your denial.

! Likewise, representing the company in a car that you have to 
lift the hood on to start it every time is not good customer service 
in any way.  I understand that you want to save money and that 
you can fix your own car.  But a working, reliable, clean, recent 
model pickup or SUV is a piece of equipment that’s more impor-
tant than just about anything else you’ll use.  Can’t walk to your 
claims, can you?  

! I personally currently drive a 2007 4Runner that has served 
me well.  Previously, when I was RV’ing full time I drove an F350. 

! A small-sized used SUV like a RAV4, Ford Edge, or similar is 
perfect for running claims because they are cheap to maintain, reli-
able, and relatively nondescript.  Frankly, I’d rather an insured not 
be able to remember what kind of car you drive because it’s plain 
and common than to remember you as the guy who drove the 
lifted Bigfoot pickup or the 1973 station wagon with mattress and 
pillows in the back (I’ve seen both more than once).

! And a note about door magnets:  People.  Please.  Put them on 
straight!  If you’re on a storm and I’m your field support one of the 
first things I’m going to do when I meet you at a house is 
straighten out your door magnets.  To me it’s like walking up to 
the front door of the insured’s house with a big piece of spinach in 
your teeth, your shirt tail half tucked in, or wearing a mohawk hair-
cut.  It says you just don’t care.
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Summary

! All of your gear has a purpose.  That purpose is to help you 
make money.  Take care of your stuff and it will take care of you.  I 
personally buy the best I can afford because I’d rather pay a little 
more up front for better quality than to pay more on the backend 
repairing or replacing lesser quality.  Sure I can repair a lot of 
things myself.  But on a storm, time is money and the less down-
time I have fixing or replacing gear, the better.

! Be accountable.  Get good gear.

! And keep your receipts because your gear is tax deductible, 
either in a lump sum or as a yearly depreciating asset.

My whole world is in this lightweight computer bag.  Note the blue SD 
card in the laptop.  
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THE STORM

Being organized is the art and science of know-
ing exactly where everything is at all times.  And 
this applies to time as well as to gear and sup-
plies.  Being organized as an adjuster is abso-
lutely critical to any kind of success.  It's simply 
not possible to do well at this job if you can't get 
organized.

! If all areas are organized, then it's easy to 
get things done.  The worst part of being disor-
ganized is getting surprised when something 
you should have been paying attention to slips 
through the cracks.  Get organized and watch the 
endless, time-consuming phone calls from in-
sureds and managers evaporate.  I can go for 

Sections At a Glance:

1. Basic Organization and 
Workflow

2. Customer Service

Get Organized
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days without my phone ringing simply by being organized and 
thoughtful about how I handle the claims process.

1. Reduce or eliminate distractions – this is why I complete claims 
in the field 99% of the time.  In the field, there is no tv, no email, 
no adjusters knocking on my door with beers, etc.

2. Make a plan.

3. Have set working hours.

4. Do not multitask.  Singletask.  Doing more than one thing at a 
time almost guarantees that something will get missed, which 
translates into a kickback or a phone call.

5. Have a simple, repeatable workflow that you use on every sin-
gle claim.

What is a Workflow?

! According to the dictionary:  

! Workflow - The sequence of industrial, administrative, or other 
processes through which a piece of work passes from initiation to comple-
tion.

! It’s pretty simple.  

! Your workflow starts when you download a claim and ends 
when you’ve uploaded it and settled with the insured.  Absolutely 
everything you do to achieve the goal of a closed claim is part of 
that workflow.  

! Your task is to identify areas where you can automate repeti-
tive processes.  

! We want to be sure that we have those individual processes 
so streamlined and well thought out that we can save the maxi-
mum amount of time on a claim.  

! Because time is money, after all.  

! I refer to this idea as incremental efficiency.  

Incremental Efficiencies

! One important skill an adjuster can learn is to save up small 
amounts of time that add up so that more claims can be completed 
in a day.

! Learning how to streamline small, seemingly inconsequential 
behaviors is one of the best ways to increase productivity and earn 
more money. 

! Here's how it works:

! Streamlining one behavior by itself really is inconsequential. 
But streamlining ten things can add up to enough saved time by 
the end of a work day that I can fit in an extra claim or even two. 
Depending on the fee schedule and type of claim, that can add a 
few hundred dollars to my daily earnings.

! Therefore I actively seek out ways to streamline everything 
from how I take photos to how I move through the software. Some 
of the key ways I streamline are:
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! Getting to bed early. Seems obvious, but so many adjusters 
view storms as a time when they throw their personal health out 
the window and they fully plan on not getting any sleep or eating 
right. I take the opposite approach. By closing claims in the field 
and putting a priority on my personal time, I can be sharper and 
more efficient because I am well-rested and in a great mood all day. 
When I would stay up until 1am writing claims and then dash out 
for the day by 7am, I was cranky, slow, and made frequent errors. I 
start with a solid foundation of low stress and a good degree of 
mental sharpness and physical awesomeness. Estimated time 
saved by not making bumbling errors like forgetting my camera at 
the hotel room for foggy brain: 30 minutes a day.

! Filling out everything I can in an estimate while I'm put-
ting in my first activity diary entry. By running through and check-
ing off the contacted date, the mortgagee, adding the line item tree, 
double checking the deductible and the insured's name and loss ad-
dress, among other things, I can save myself a lot of time per claim 
in the field. Estimated average time saved: 3 minutes per claim.

! I don't let the insured dictate my schedule. By planning my 
day so that I take care of claims that are close to each other, even if 
it's only the difference between a few blocks, I can save several min-
utes between each inspection. Estimated average time saved: 5 min-
utes (possibly more) per claim.

! Using macros, trees, and sample estimates. One of the big-
gest things I do to save time is to create macros at the beginning of 
a storm for the most common types of construction items I am find-
ing in the field. I have generic macros I use for all claims, but after 

about the first week, I can customize them to speed things up a lit-
tle bit. 

! For example, in some communities I can't find any roofs with 
anything other than ridgevent and 30 year shingles. If I have a 30 
year shingle macro that has 4 different kinds of vents that I never 
see, I'll tweak my macro to delete those. I can always add them in 
later if I find an outlier that has turtle vents. It saves a couple of 
keystrokes.  Doing this with siding, gutters, and fence restaining, it 
can add up on a claim. Depending on the storm type, I can save a 
little or quite a bit of time. 

! If I am running sewer and drain backup claims, I can save up 
to 20 minutes by importing a massive sample estimate that has eve-
rything I am likely to encounter on a typical drain backup claim, 
including remediation, water extraction, drywall and paint, con-
tents manipulation, etc. If the insured has a $5000 or $10,000 limit 
on their policy, it's as easy as eyeballing the damage in their base-
ment and saying, “we'll send you a check for $5250 (plus debris re-
moval), have a great day!” I then go back to my car and import 
that huge sample estimate.

! I can plug in all of my dimensions using the dimensioning 
tool in Xactimate, remove line items they don't have, and do a 
batch depreciation adjustment. As long as the ACV of the claim is 
more than the limit plus deductible, and using my experience I can 
reasonably see that if the basement was finished with new carpet 
and drywall last year and has about 2000 square feet, it's going to 
exceed the limit by quite a bit, I feel I can safely tell the homeowner 
what the settlement will be before I even write the estimate. 
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! Generally speaking on drain backup claims, the water extrac-
tion and remediation typically pegs the limit anyway. Estimated 
average time saved per claim: up to 45 minutes.  It’s huge and one 
of the big reasons I like getting called on sewer/drain backup 
storms.  But be absolutely sure you’re going to exceed the limit by 
enough.  Don’t make up line items just to get it over.

! It's easy to see how by doing small incremental things an ad-
juster can find enough extra time during the day to either fit in an-
other claim or to make contact calls and do other administrative 
jobs. Just by doing the above few things I can save up enough min-
utes during the day, assuming six claims a day, that I can add a sev-
enth claim. On a hail storm that could be as much as an extra $200 
in my pocket, possibly a lot more.

! And don't forget, the more solid claims an adjuster turns in, 
the more claims he or she will be assigned. The biggest objective of 
the cat team is to close as many claims as possible in the shortest 
amount of time, as accurately as possible. Streamline your work-
flow in this way and reap the rewards.

Organize Your Stuff

1. Organize your clothes – don't leave a duffle bag or suitcase full 
of clothes on the chair or on the floor in your closet.  Put your 
clothes away in the dresser (almost all studio-type hotels sup-
ply a dresser).  Here's pretty much the only place I will bring 
more than less.  I will bring along two weeks' worth of under-
wear, tee shirts, and socks and one week's worth of shirts and 
two pairs of pants.  Bring along one set of casual clothes includ-

ing a pair of jeans and shorts (if that's your thing).  I bring that 
many pairs of undies because usually it takes about two full 
weeks before I can even think about having time to do laun-
dry.

2. Organize your kitchen.  Don't leave dishes in the sink.  House-
keeping won't clean them and if you are anything like me, 
you'd rather go out than do dishes.  So I clean them as I use 
them and try to use paper plates as much as possible.  I used to 
bring along a large plastic container full of kitchen gadgets 
and supplies.  Not any more.  If I bring along anything for the 
kitchen, it's a good chef's knife and a plastic cutting board (the 
kind with rubber edges so it doesn't slide around).  That's it.  
You can get coffee downstairs if they don't have a coffee maker 
in the room. If they don't have coffee at all, you can drink in-
stant. 

3. Hit the store.  Useful stuff to get at the grocery store:  paper 
plates, plastic cups, and large freezer storage bags.

4. Organize your bathroom.  If you want housekeeping to give 
you fresh towels, toss used towels on the floor.

5. Organize your office area.  Simple and uncluttered.  Usually 
the provided desk is rather small so I like to put my printer on 
the dresser next to the tv or on another nearby surface and 
leave as little as possible on the desk so that when I come in 
from the field, I can set up the laptop, attach the printer and 
charger, and upload/download claims.  I have a plastic cup or 
mug with a pen and a pencil in it and a stapler.  That's it.  Pa-
per goes under the printer.  I recommend a wireless printer as 
it reduces clutter and you can print from your bed.  I have seen 
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adjusters who have large, elaborate desk areas setup with mul-
tiple printers and fax machines using extra folding tables they 
brought from home.  The only time I can see this being the 
way to go is if you are a contents only adjuster, or are handling 
total losses from a tornado or wildfire, or possibly flood 
claims.  I have personally never needed or used this kind of 
setup and I have handled just about every type of claim an ad-
juster is likely to encounter in their career.  On your first 
storm(s) you will be spending a lot of time at the help center 
where they usually have large areas to spread your stuff out 
on.  I don't bring tables or anything other than what I've listed 
above.

6. Organize your vehicle.  Client handouts, spares, and anything 
else that's essential in the field goes in your bin.  Anything that 
won't fit in there stays at home.

 

Organizing Your Workday

! Once you’ve got some experience and can run claims on your 
own, your workday will be pretty different than what you’ll be do-
ing on your first storm.  Primarily you’ll be spending no time in 
the help room.  You’ll also be able to comfortably handle 4-7 claims 
a day, depending on the storm type.  

! My typical day workflow looks like this:

6am – get up well-rested and eat breakfast, I cook my own meals 
almost 100% of the time so I also make lunch here if I didn't make 
it last night.

7am – take a shower and get dressed

7:30 to 8:30am – head out the door (depending on the time of year 
and type of loss, my day will start a little earlier or a little later)

9am to 12pm – appointments

12pm to 12:30pm – lunch in the car

12:30pm to 5-7pm – appointments

6 to 8pm – upload/download claims while eating dinner, may 
make contacts after dinner or plan time during day to make con-
tacts

9:30pm – in bed

In other words:

Day one:  Receive claim

Day two: Close claim.

! The typical workday of adjusters who don’t write ‘em up in 
the field looks like this:

5am – get up, drink some coffee and work on estimates

7am to 2pm – inspections 

3pm-4 or 5pm – nap

5pm Thru midnight or 2am – writing estimates
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Summary for this method:

Day one:  receive claim

Day two:  inspect claim

Day three:  write up claim

Day four:  settle with insured and upload claim

! It's done both ways, but the majority of adjusters that I meet 
on cat events typically do it the second way.  Hey, if it works for 
them, great.  But I have to ask why they are usually going home 
within a month of arriving on a storm, and I'm still there 4 months 
later, sometimes as the very last guy?  I'm still working when oth-
ers are at home raiding the couch cushions for change.

! By the way, I don’t know of any insurance company that 
doesn’t want you to close them in the field.  It’s a good habit to de-
velop.

Summary

! Being organized and developing a solid workflow for han-
dling claims is critical to your success as a cat adjuster.  It bears re-
peating that there is simply no way to be successful on a storm 
without being very organized.  
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THE STORM

! The essence of insurance is customer service.  There is no 
physical product that insurance companies sell.  Only a promise of 
timely pay in the event of a covered loss.  That's pretty much it. 

! The vast majority of insureds I encounter have never filed a 
claim against their homeowner's insurance nor do they have a real 
firm grasp on just exactly how it works.  

! It is imperative for me as the adjuster to help educate them 
on how their policy works, what to expect from me as the adjuster, 
what they are expected to do, and how long it will all take.  I do 
my very best to make myself completely available to the insured 
and I give out my cell phone to everybody.  My phone almost 
never rings but when it does, it's for a legitimate question that gen-
erally takes me about two minutes to talk through with them.  

Setting Expectations - And Following Through With Them

Customer Service
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! It's important when I am at the house with the homeowner 
that I am able to answer every question that they have right then.  
If I don't know the answer, I will call either a colleague or a man-
ager and get the answer.  I won't ever leave the house telling the 
homeowner I will call them back with an answer on something.  
Because you know what happens?  That’s right, I’ll forget.

Set Expectations

! I always do what I say I am going to do.  If I can't, I always 
call the homeowner and explain why I can't.  I always show up 
right on time.  If I can't, I always call before the appointment and 
tell the homeowner that I will be behind schedule and thank them 
for their patience.  There will be rare occasions where, despite your 
best efforts, one or two claims will fall through the cracks.  Occa-
sionally one will accidentally not get scheduled and you'll receive 
a phone call a week later from an agent or a manager asking why 
this homeowner hasn't been contacted.  If this happens, assure the 
manager that you will contact them immediately – and then do so.  
That person is now a priority so I always try to squeeze them in 
that day, if possible, or my next available slot.

! When you can’t close a claim in the field, you must set an ex-
pectation that you can either meet or exceed.  Don’t tell the home-
owner you will call them back with their settlement amount tomor-
row when you are so swamped with work you’ll be lucky to get 
back with them in a week.  

! If today is Monday, tell them you’ll call them back by Friday 
at 5pm.  Then beat it.  Call them Wednesday by 5pm.  Conversely, 

if you find that you simply can’t get that estimate completed by Fri-
day at 5pm (shame on you!), call them the minute you know this and 
reset a new, realistic expectation. Don’t wait until Friday at 5pm to 
call them and tell them you don’t have their numbers.  Worse, if 
you don’t call them at all you’re phone will start ringing anyway.  
People will be upset with you if they think you are giving them the 
runaround.

Denials

! If I know the damage isn't covered, it's my job to tell the 
homeowner face to face.  It's the hardest part of the job and there 
are probably only about 10% of storms where this happens, but 
there are some events that are nothing but denials.  Some things 
just aren't covered and they generally involve water in some way.  

! It's extremely important to be as empathetic as possible when 
denying claims, especially ones with extensive or catastrophic dam-
age.  I had one a few years ago in St. Louis on a sewer and drain 
backup storm that I couldn't have screwed up worse.  I told him I 
would be there at 9am, but my 9 looked like a 4 and so I stuck him 
in after my 3pm in my folder.  I showed up with a big smile at 4pm 
on the dot and he answered the door with a red face.  Of course, I 
interrupted his son's birthday party cookout.  I apologized for the 
mixup and promised to reschedule whenever it was convenient for 
him, but he insisted that I go ahead and look at it right then any-
way.  

! To make matters worse, even though he had the endorsement 
that covers damage caused by drain backup, the water seeped in 
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through a wall on the opposite corner of the house from the utility 
room where there was a floor drain.  I made sure that he was confi-
dent that the water came from the wall and not the drain and then 
inspected the rest of the house for any other damage.  Even after 
screwing up the appointment time, interrupting a family function, 
and denying his claim, I still left the house with the offer of a bur-
ger and a cold beer.  (which of course I didn’t take)

! The important takeaway from the above example is that even 
though he could not get relief from his insurance company, he felt 
that he had been treated fairly.

! Some of the most glowing letters I have received from home-
owners have been from claims I have had to deny.  All it takes is 
the proper amount of empathy and a willingness to not leave the 
house until I know there is nothing I can pay for.  People really ap-
preciate it when I make an extra effort to find coverage because it 
makes them feel like their insurance company isn't just trying to 
save money on their claim.  

! Granted, there will always be people who simply cannot be 
satisfied, even when I am paying for things above and beyond 
what they thought they were going to receive.  One woman, again 
in St. Louis, called me at midnight on a Friday night to express her 
strong negative feelings towards me, even though I paid for ex-
actly everything her very reasonable contractor had bid for, plus 
some other items that neither of them had noticed.  I'll never under-
stand it, but it just happens sometimes.  I do my best to never take 
personally anything anybody says to me. 

! Occasionally, things can threaten to get to the point where 
hackles and voices get raised.  Sometimes you will encounter ex-

tremely unreasonable contractors, generally roofers, who's only 
goal seems to be to battle with every adjuster they meet over every 
little speck and spot on a roof.  It is critical not to be drawn into 
shouting matches with roofing contractors in homeowner's front 
yards.  They will call you every name in the book and insist that 
you have no clue what you are doing.  

! If a situation with a contractor or a homeowner looks like it's 
escalating into a confrontation, it is your duty to leave the property 
immediately.  If you have already denied the roof, simply agree to 
disagree, get in your vehicle, and leave (this is a good time to devi-
ate from the “close every claim on site” rule).  

! Call the agent immediately and explain your side of the story 
in general, non-confrontational terms (e.g. “could not find damage 
consistent with hail, contractor disagreed, and homeowner became 
upset,” etc.).  Even if it's 7:30pm on a Sunday on the Fourth of July, 
leave a message.   Seriously.  Be dialing the agent’s number the sec-
ond you get in the car.  Remember, the person who talks to the 
agent first is the winner.

! Shoot an email to your manager with the details so they don't 
hear about it the first time from somebody else (like a mad agent 
because you didn’t get to him first - see how that works?).

! Note the activity diary that the homeowner/contractor be-
came irate and was dissatisfied with the results of your inspection, 
write up anything that was damaged, and send the file up.  There 
are avenues for the insured to take if they don’t feel like they re-
ceived a fair assessment on their claim so it’s not your responsibil-
ity to state anything other than what the facts are.  Leave your opin-

44



ion that the roofer is dumber than a bucket of mice out of the activ-
ity diary.

! Above all, ALWAYS act professionally and do not under any 
circumstances argue or allow the meeting to escalate into a confron-
tation with roofers or homeowners.  If you are physically threat-
ened, stop talking and leave immediately.

! In fact, the more you keep your mouth closed the better. 

Closing Claims

! I say almost exactly the same thing every time I go over an es-
timate with an insured.  It goes a little something like this (slowly 
and with lots of eye contact to make sure they are listening):

! “Okay, the grand total I came up with to do the repairs (I list them 
in detail here), is $14,560.37.  

! You have a $500 deductible, which we subtract from the grand total.

! Whenever Such and Such Insurance company pays for any settle-
ment on a replacement cost policy, which you have, we always pay in two 
payments.

! The first payment is called the Actual Cash Value payment and is 
basically the appraised value of what you have now, based on the age and 
condition.

! For example, you told me your roof is twelve years old.  Those shin-
gles have a twenty five year useful lifespan.  So twelve is about half of 

twenty five, right?  (eye contact important here)  We hold back about half 
- 48% - until you have the work completed.  

! Once you show us an invoice or bill from your contractor stating 
that the work was completed and they need their balance due, we will 
send you up to the remaining amount.

! Therefore, your first check will be for $10,432.14.  You will receive 
this check and two copies of the detailed estimate I wrote, showing line by 
line how I came up with what I did, in the mail in about seven to ten busi-
ness days.

! You will have up to $3628.23 left over to collect from us once the 
work is complete.  You have one year from the date of loss, which was 
April 4th, to get the second payment.

! The reason I asked about your mortgage company is because when-
ever the total amount of the claim goes over $5000, we are required by the 
terms of the policy to include the mortgage company as a payee on the 
checks.  So the checks will say, ‘pay to the order of you, your husband 
Gary, and Bank of North America.’  Everybody has to endorse the back.

! Give your mortgage company a call and tell them you have an insur-
ance claim and a check with their name on it and ask them what to do to 
get their signature and they will tell you.

! If you get three or four estimates and they are all coming in higher 
than what I wrote for the same scope of damages, or you find more dam-
age around the house, or you have any questions at all, please feel free to 
call me any time.  

! Do you have any questions at this time?”

! A few questions you will invariably get at this point are:
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1. “I thought I had a replacement cost policy!”  Replacement cost 
policies pay the full replacement cost once the item has been 
replaced.  Every insurance company I know of pays home-
owner claims this way.  Many times people do not have the 
repairs done and the insurance company keeps premiums 
down in this way.

2. “What if I don't do the work?”  You won't receive the second 
payment.  But you can't claim the same damage again if you 
have another storm.

3. “What if I can't get the work done in a year?”  Contact your 
agent or the claims center well in advance, preferably in writ-
ing, and there is a possibility that they can help you find an 
available contractor or some other assistance with this issue.

Kickbacks

When you get a file sent back to you for corrections (also called a 
kickback), and you will, address them immediately.  Do not put it 
in the back of your file box.  

! Notice there is no pocket in your file folder labeled Kick-
backs.  If you receive a notification via email on your phone, stop 
what you are doing and fix the file and then reclose it to be up-
loaded later. 

! Don't wait.  

! If you have to turn in a paper file and it shows up in your bas-
ket at the office as a returned file, address that claim first before 
you do anything else at the office.  If you don't understand why it 

was kicked back, ask your manager or go find the file examiner 
who reviewed it and ask.  Kickbacks are always a headache, but 
headaches that are addressed immediately don't turn into night-
mares later.  And they are also learning experiences so take note of 
what you screwed up and don't do it again.  You'll receive files 
back for corrections your entire career so don't take it personally.

! In addition to having been a Technical Advisor (field support) 
and a reinspector, I have also reviewed files.  I’ve sent back so 
many files for the simplest things that adjusters missed or over-
looked.  Please take the time to review the claim before you send it 
up.  If you don’t, you have no right to send me a stinky email be-
cause I kicked a file back to you for not having a photo of roof dam-
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age or you forgot to put in a depreciation note.  Be kind to the file 
reviewers.

! Why is this a customer service issue?  Because the longer that 
file sits around waiting to get approved, the longer the insured has 
to wait to get paid.  Your phone will ring.  If the correction results 
in a change, up or down, in the final settlement, call the insured 
and let them know as soon as you finish the correction.  

Appearance

! It’s extremely important to present yourself as a professional.  
And that requires clean clothes, good grooming, and impeccable 
manners.  You are the face of the company and if you show up in a 
messy vehicle, dirty clothes, and a bad attitude you will eventually 
fail.

! I have met with many adjusters and more than a few seemed 
to have forgotten how to do laundry.  A salsa stain on the front of 
your company shirt or fiberglass dust from the attic of the last 
house you were at on your jacket is something that will leave a bad 
impression on the insured.  And in a case where it’s you versus a 
belligerent contractor who’s dressed sharp with a clean truck, 
things may tip in his favor, not yours.  Is it fair?  No.  But who said 
life was fair, anyway?

! It is imperative to take pride in your appearance for many rea-
sons.  But the most important, of course, is that the insured will re-
member it and it will affect their impression of the company they 
pay their premiums to.  

Summary

! There is no way to be truly successful at this job without de-
veloping the ability to instill confidence in the insured that you not 
only know what you are talking about, but that you will also fol-
low through on what you say you are going to do.  You are the face 
of the insurance company, after all.  

! Customer service is a critical skill for cultivating a relation-
ship with your vendor and their clients.
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The following QuickStart Guide is a field proven method for successfully contacting, inspecting, and 
closing 50 claims in the first 30 days of your first ever storm, whether it’s a hurricane or a hail storm. 

PART II - CHAPTER 4
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! Welcome to the Quickstart Guide, a step-by-step daily guide 
to successfully getting through the first month of your first storm.

! Everybody who gets into this line of work does it for one rea-
son and one reason only:  They heard about it from a friend of a 
friend who knows a guy who goes out and climbs roofs for 3 
months and comes home with $60,000 in the bank.  It sounded as 
crazy to me the first time I heard it as I’m sure it does to you

 ! The stress of the first storm quickly mounts once one finds 
out that there is so much more to the work than just looking at 
damage.

! Everybody needs a plan to be successful.  And for you, new 
adjuster, it’s critical.

! You are not going to get rich on your first storm, but you can 
lay the groundwork for a long, lucrative, and enjoyable career as a 
catastrophe claims adjuster.  And unlike most other new adjusters 
on their first storm, you will actually make some money.

How This Blueprint Works

! This program is set up to give the new adjuster control over 
the most precious commodity on a storm:  TIME.  So it is designed 
to give adjusters time to learn how to be an adjuster and still com-
plete the work in a timely manner.  

! The normal way a new, barely-trained adjuster with no plan 
conducts themselves on their first big hurricane is like this:

! Stricken with an unholy mixture of fear and anxiety, the new 
adjuster scrambles to contact his insureds, promising them that 
they will get to their claim that week.  Then, from dawn to dusk 
every day of the week, he scopes, and scopes, and scopes, and 
scopes.  At night, he tries to start learning how to write up the 
claims (much of which is client compliance and archaic procedure), 
often staying up well after midnight.  He might get a handful of 
claims completed by the middle of the first week, but those claims 
get returned immediately for endless corrections.  Those claims are 
not priorities, naturally, so they go to the bottom of the pile on his 
desk.  After all, more scoping will surely make his phone stop ring-
ing, right?  Wrong.

! The adjuster continues his morning until night scoping and 
late night estimate writing.  Before he knows it, this new adjuster is 
already seven days out and still doesn't have a closed claim.  He 
also is developing an ulcer and a tick over his left eye.  He's gotten 
about 3 hours of sleep a night and is mainlining coffee.  He jumps 
every time his phone rings because his manager is calling him 
every day telling him he is falling behind fast and his insureds are 
calling him with nonstop questions and demands.  

! If this guy is lucky, he might have a half a dozen solid claims 
closed and turned in fourteen days out from his arrival.  He’s al-
ready missed at least one pay day and he still has 44 claims left to 
close.  

! Don't be this guy.  

! I have developed the following program to allow an adjuster 
to get his or her claims solidly closed in less time, with less stress 
than the typical noob adjuster.  The idea of not going on a mad 
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scoping rampage may seem counterintuitive, especially when eve-
rybody else seems to be doing it.  But the goal isn't to scope claims; 
it's to close claims.  The money is there – whether you can close 
those claims in a week or in four weeks makes no difference:  the 
claims are in your queue.  It's up to you to decide how to do them.  
And if you don't yet know how to do them, then it makes more 
sense to work smart so you can maintain control over your time 
and sanity than it does to make a lot of commotion running around 
scoping all day and then staying up all night and not getting much 
done.

! With this guide, keep in mind that there may be a large gap 
of time between when you arrive on site and when you can finally 
begin your inspections, especially when deployed on a large hurri-
cane.  Many times there are mandatory evacuations where nobody 
is allowed back to their homes.  In some cases the client may not 
know where to deploy people yet so you may be sitting around 
earning day rate for a few days until they’ve sorted things out as 
you wait for claims to be assigned to you.  Every hurricane I’ve 
ever worked has been this way.  Be prepared to hurry up and wait 
before you can start work.  You might get dayrate during this time.  
You might not.

! Also, when you’re in orientation, finish it.  If you get claims 
assigned to you and you still have a day of orientation to complete, 
do not leave the orientation site to rush off and start scoping.  

!

So why only a few inspections the first week?

! You see, many new adjusters on a storm don't have any 
claims turned in two, even five and six weeks into a storm.  

! And I promise you, they will take claims away from people 
who aren't producing and give them to those who are.  Having this 
happen does not bode well at all for a new adjuster's career.  If you 
can be turning in claims right away, and they don't look terrible, 
you will get a lot more attention from help room people and you 
may find yourself among the last people on the storm.  

! So you might not make much your first month.  But that's bet-
ter than the zero you will make if you don't have a solid plan that 
allows you to learn the ropes and work smart at the same time.  
And you’ll be earning something, which will help cover your ex-
penses.

! And if you are still there 6 months later, you could be sitting 
on some serious cash.  It's not how you start, but how you end up, 
as they say.  

Write Them Up in the Field

! You want to start right and develop the right habits so that 
you can be efficient, relatively fast, thorough, have great customer 
service, maintain your sanity, and get enough sleep at the same 
time.  You will be wise to train yourself to work efficiently and in-
telligently instead of using a brute force method of scoping all day 
then writing them up for the next three days.  
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! The secret is to write them up on site.  The entire claim, start 
to finish.  The only thing left to do back at the hotel is upload it.  
Everybody I have trained in this method is very successful with it.  
You probably won’t be able to do this your first or second week, 
but I strongly encourage you to begin closing claims in the field 
and settling with the insured on site as soon as you can.  You might 
not feel comfortable trying it at first, but you’ll have to get out of 
your comfort zone sooner or later.  Sooner is better.

The Calendar

! On the following page is your main plan for the first 30 days 
of your first storm.  In the sections that follow, I detail what is to be 
done on each day type:

1. Arrival

2. Orientation

3. Contacts and Scheduling

4. Inspections

5. Paper Days

6. In the Help Room

! This calendar is how you’ll lay your printed loss reports out 
on your bed in your hotel room while you are organizing your 
claims into your big schedule.  !
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Monday Tuesday Wednesday Thursday Friday Saturday Sunday

1 
Arrival

2
Orientation

3
Contacts

4
- 9am inspection

- Remainder of day in 
help room

5
- 9am inspection

- Remainder of day in 
help room

6
- 9am inspection

- Remainder of day in 
help room

7
Paper Day

Help Room

8
- 9am inspection

- Remainder of day in 
help room

9
- 9am inspection

- Remainder of day in 
help room

10
- 9am inspection
- 1pm inspection

- Remainder of day in 
help room

- 7 total closed

11
Paper Day

Help Room

12
- 9am inspection
- 1pm inspection

- Remainder of day in 
help room

13
- 9am inspection
- 1pm inspection

- Remainder of day in 
help room

14
- 9am inspection
- 12pm inspection
- 3pm inspection

- Remainder of day in 
help room

- 14 total closed

15
Paper Day

Help Room if 
necessary

16
- 9am inspection
- 12pm inspection
- 3pm inspection

17
- 9am inspection
- 12pm inspection
- 3pm inspection

18
- 9am inspection
- 12pm inspection
- 3pm inspection

- 23 total closed

19
Paper Day

20
- 9am inspection
- 12pm inspection
- 3pm inspection

21
- 9am inspection
- 12pm inspection
- 3pm inspection

22
- 9am inspection
- 12pm inspection
- 3pm inspection

- 32 total closed

23
Paper Day

24
- 9am inspection
- 12pm inspection
- 3pm inspection

25
- 9am inspection
- 12pm inspection
- 3pm inspection

26
- 9am inspection
- 12pm inspection
- 3pm inspection

- 41 total closed

27
Paper Day

28
- 9am inspection
- 12pm inspection
- 3pm inspection

29
- 9am inspection
- 12pm inspection
- 3pm inspection

30
- 9am inspection
- 12pm inspection
- 3pm inspection

- 50 total closed



QUICKSTART GUIDE

Arrival

! Arrive on site as soon as possible to allow time to find a de-
cent hotel that will have a kitchenette and a desk.  Don't lollygag 
around your house saying goodbye to friends or thinking you 
have enough time to get to the storm site.  Leave as soon as you 
can after you get the call.  Early birds definitely get the worms in 

this business.  Your bags should already be packed and ready to 
go.

! Unload your stuff at the hotel.  Head to the grocery store and 
get a bunch of semi-healthy looking microwave meals, including 
hot breakfast items, and anything else you usually like to eat.  
Keep a few plastic or paper grocery bags and leave them in your 
car as trash bags.  Get a bin for brochures and door hangers and 

!

Arrival
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other stuff and leave it on the backseat.  There really shouldn't be 
anything else in your vehicle.  Clutter will make you crazy.  While 
you're out, scout the area for food, water, and fuel.  The is particu-
larly important on large, devastating hurricanes where there may 
not be an operational gas station for 100 miles or more from your 
working area.  

! Set up your work area in your hotel room.  If you found a 
place with a desk, great.  Put your printer on the floor next to it or 
on a nearby dresser, put your paper under it.  Try to leave the desk 
as uncluttered as possible.  No, you don't need file organizers or 
trays or baskets or anything else other than your file folder.  Put a 
coffee mug or plastic cup on the desk for a pencil and a pen.  Set 
your stapler next to it.  That's about all that should go on your 
desk.  

!
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QUICKSTART GUIDE

Orientation

! Attend orientation.  On very large storms like hurricanes, 
there are ongoing orientations and processing every day for adjust-
ers who are continuously arriving at the storm area.  On smaller 
storms like wind or hail, there will be one orientation (on rare occa-
sions two) so it's important to be there early.  You don't want to 
miss orientation, especially on your first storm.  You won't remem-

ber even a fraction of the information they cover (policy updates, 
new procedures for handling ALE, etc.), but you have to show 
your face, get your ID badge, shirts, supplies, checks, and meet 
your manager(s), field support, and help room people.

Orientation
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! Keep in mind that adjusters are generally expected to be profi-
cient out of the gate, even the new people, and it is sometimes diffi-
cult to get enough attention from help room people, trainers, and 
managers to get claims closed, especially in the first critical weeks.  
It is imperative that you put away any shyness and don't be afraid 
to ask questions about anything.  They know you're new, so to 
them no question is a dumb question.  But you have to be a little 
aggressive sometimes because you will be competing for their at-
tention with a lot of other new people.  

! An important note about orientation meetings, however:  
write down your questions as they occur and find your manager 
after the meeting to get answers.  Managers have very large 
amounts of information to cover during these meetings.  Constant 
interruptions from adjuster questions and comments can add a con-
siderable amount of time to the meetings.  I've never been to a 
meeting where the managers and other support staff weren't avail-
able afterwards to answer any and all questions.

! Bring your laptop so that latest version of the estimating soft-
ware can be installed and any macros that more experienced adjust-
ers or managers might have can be loaded and installed in the soft-
ware.  Bring a notepad to get important CAT administrator, man-
ager, and quality assurance personnel phone numbers and to note 
important policy changes and procedures that may be covered in 
meetings. 

! Make sure to dress sharp business casual if you don't have 
storm shirts already.  Wear a solid color golf shirt (preferably blue 
or white as the company adjusters typically wear these colors), 
clean chinos, and brown casual shoes or brown or grey hiking 

shoes or boots.  Do not show up to a storm site wearing tennis 
shoes, running shoes, heels, or other colorful sporty shoes.  Do not 
wear a shirt with no collar or a Hawaiian shirt.  And finally, under 
no circumstances whatsoever, do you ever wear jeans to the office 
or any help room, on claims in the field, or at any time other than 
your own free time (of which there will be just about none).!

Help Rooms and Field Support

! Find out where the help rooms are and find out who the field 
support managers are or trainers (if there are any) and talk to them 
and get their cell phone numbers.  You will need these guys later.

! Find out who your field support person is – you may be as-
signed one depending on carrier – and tell him or her that you will 
need him Thursday morning (per our Calendar) to ride along on 
one inspection that day.  Just one.  And you will need him Friday 
and Saturday as well.  He's going to be super busy so nail this 
dude down as soon as possible.   If he can’t meet with you, he can 
find somebody who will.  

! A good field support person can help you also close the claim 
in the field in lieu of going to the help room.  These people are here 
to help train new people so use them as much as you can.

! Work on developing a network of people who know more 
than you and who will be willing to answer your questions when 
you call.  You will meet these people at orientation and in the halls 
of your hotel.  Most adjusters are friendly and helpful and if they 
can't help you, they will probably introduce you to somebody who 
will.  If you can, befriend a friendly, helpful, experienced adjuster 
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and get his or her cell phone number.  Do call this person for help 
if they'll let you.  However, don't abuse this person's time.  They 
are there to make money, not train newbies like you.  Do abuse 
your field support person’s time.  That’s what they’re there for.

! Gather all supplies in reasonable amounts.  Don't be greedy, 
you can always come back later for more.  Don't forget ID and 
shirts!

! Go back to hotel and finish putting away your clothes and toi-
letries.  Download claims.  Eat.  Go to bed.
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QUICKSTART GUIDE

Contact Calls and Scheduling

! You will use all of this day to organize your schedule, con-
tact your insureds, and input contact data into the activity diary of 
your software.

! Print a basic loss report that shows name, address, damage 
details, phone number, deductible, and other details for each 
claim.  No need to print out more than one sheet for the claim.  
Again, do not buy or use manila folders!  (I don't care what any-
body says, they are a waste of money)  You will be writing your 
scope on a sheet of graph paper and making contact notes on the 
loss report itself.  If you are required to include the loss report in 

Contacts & Scheduling
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the final file, print out two.  You generally can't turn in the ma-
nila folder even if you are required to turn in a paper file so don't 
waste your money. 

! Export risk locations to mapping software – in Xactimate 
it's as simple as highlighting the claims you want to map out, 
right clicking on the selected claims, and selecting “export to 
mapping software.”  I use Microsoft Streets and Trips, but many 
adjusters use Delorme as well.

Scheduling

! Take the three claims that seem to have the least amount of 
damage and, since we're saying today is Wednesday, in the up-
per right hand corner of your loss report write Thursday, 9am, 
on the first one.  Friday 9am on the second one.  And Saturday 
9am on the third one.  Do NOT go out to the worst claim in your 
stack in your first week.  Trust me, they can wait.  Your goal is to 
get an understanding of the process of completing a claim, and it's 
easier to do that with simple claims first.  More complex claims 
will follow the same basic process, but starting with the bad ones 
will only cause frustration and slow you down.

! You will definitely need to address your bigger claims sooner 
than later.  You must bring your field support along with you on 
large claims, especially ones where the house is uninhabitable.  I 
would try to start working those in towards the end of the second 
week.  On a hurricane it can be tough to know which claims have 
severe damage and which ones are just overly dramatic homeown-
ers.  All of your claims are a high priority to you so don’t feel that 

you must look at everything that seems severe immediately.  In 
many cases, it may make more sense to inspect bigger losses later 
on after the big tree has been removed, the mandatory evacuation 
has been lifted, or the property has been made safe to enter by a 
contractor.  

! Having the contractor there when you look at big claims will 
also be an immense help.  Be sure that you give proper instructions 
to the homeowner during your first contact to do what they can to 
protect their property from further damage.  Remind them that we 
have the right to inspect.  That means we have to be able to see the 
damage before we can pay for it.  If they take a bunch of really 
good photos and have to get started on the repairs before you get 
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there, that should be fine.  Always check with your management 
to see how they want situations like that handled.

! Assuming you have no claims with catastrophic damage 
or claims with ALE (Additional Living Expenses), organize 
claims according to location.  That is, look at the map and visual-
ize a path from one end of the map to the other, and organize 
claims so that if you were to drive by them all in one day, there 
would be a line from one end of the map to the other.  The goal 
is to organize your day so that you have the least amount of 
drive time between claims.  Not really applicable in the first two 
weeks, but it's important to establish this habit.

Building Your Schedule According to the Method

! Before you ever pick up the phone to call your people, you 
will lay your claims out on your bed or other large flat surface like 
the floor.  Organize them by location, then by day, and finally time 
- according to the calendar back on page 52.  Take blank sheets of 
paper and write down “Paper Day” and set those out according to 
the calendar as well.  I would even go as far as to take additional 
sheets of paper and write down scheduled conference calls and in-
sert them in the proper day and time.

! Write the time, date, and day of the week that you have 
planned for each claim in the upper right hand corner of the loss 
report. 

! When you are done your bed should look like the calendar 
on page 52.  That’s it.  Everything laid out on your bed is going to 
be your life for the next month.  Every adjuster I’ve shown this 

method to breathes a sigh of relief at this sight.  You’ve got a plan 
now, all you have to do is execute it. 

!  
Contacts

! I always make my contact calls after I have created my sched-
ule.  Also, if I get a person's voicemail or there is no answer, that 
claim gets to keep that spot in the schedule until I can contact them 
and confirm it.  I also always call the agent's office to try and get an 
alternate number and also to let them know I have been trying to 
contact them.  I leave my cell phone number in case the insured 
calls in to the agent's office.  If I can't contact them by the appoint-
ment time I wanted, I will drive by their house.  Many times 
they're home and are happy to let me perform their inspection and 
many times are apologetic for not calling me back.  

! I have found that when an insured doesn't call me back to 
confirm an appointment and then I don't show up, I get a call from 
my manager via their agent asking me why I wasn't there to meet 
their roofer.  So the spot I have set for them is their spot until fur-
ther notice.
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10/10 3pm Mr. cell.  int dmg, roof, tree on fence, rfg 7 yrs
10/10 3pm LM wk (work number)
10/10 3pm Mrs. hm (home phone), roof dmg, K (means contrac-
tor will be present)
10/10 3pm No answer (still gets a spot in the schedule)
10/10 3pm LM with teenage son, call back after 5pm for Mr



! Call them all and say the following.  Stick to the facts and 
don't waste time chit chatting about the storm or anything else.  
The number one goal of this call is to let them know who you 
are, set an appointment, and give them your contact information.  
Be sure to be upbeat and smile while you talk, because the in-
sured can hear it in your voice and it will reassure them that you 
know what you are doing, because hey, this is your job and you 
love it, right?  Exactly:

“Hello!  Can I speak with John Doe?  Mr. Doe, my name is Jane Smith 
from Your Insurance Company and I am calling to let you know that I 
am the adjuster who has been assigned to the storm damage claim you 
filed for your house/property at 1234 Elm Street, Coastal City.  Your 
claim number is:  123 456 789. My cell phone number is:  251-555-
2345.  Can you verify that your mortgage company is ABC Bank?  
Please give me a brief description of the damage you are seeing at the 
house, including any interior and personal property damage.  Was there 
a power outtage?  Did you lose any refrigerated food items during the 
storm?  How old is your roof/siding?  I will be in your neighborhood to 
look at your property on DAY, DATE, and TIME.  Is this a good number 
to reach you at?  What is the best time to contact you?  Your Insurance 
Company appreciates your business.  Goodbye.”

! Take notes on the loss sheet you printed out like this (I use 
my own shorthand):

 1.! Date

 2.! Time

 3.! Who you talked to and what phone number you used to con-
tact him or her.  If it’s not a named insured, get their first and last 
names.

 4.! a brief bullet point list of what kind of damage they have sus-
tained:

◦! shingles off

◦! water spot

◦! water in FINISHED/UNFINISHED basement

◦! Tree through bedroom

◦! garage flattened
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! If they say that they do have food loss, it's extremely impor-
tant to tell them to have a complete, detailed list of all the things in 
each refrigerator and deep freezer that were lost and their price.  
They should be generally specific – meaning that you probably 
don't need brand names or each salad dressing listed out individu-
ally, but more as groups of food types.

! On the loss report I also make a circle around the loss loca-
tion, the claim number, the phone number I just called, the deducti-
ble, any prior claims, endorsements, and the mortgage company 
(with a check to indicate I verified it to myself).  I do this quick 
checklist because sometimes the address is different or wrong, I 
just want to know what the deductible is (sometimes they have 
wind/hail deductibles that are significantly higher than the regular 
deductible and I don't want to get a claim kicked back because I 
used the wrong deductible), and if the claim is more than $5000 or 
$10,000 the mortgagee will be included on the check.  Prior claims 
because they might not have had repairs done and endorsements 
because the damage might not be covered without one.  I gather 
this information so I can write the claim up on the spot and close it 
in case I can't ask the insured because they aren't there and don't 
mind me inspecting without them around.

! If you get voicemail, leave this message:

“Hello.  My name is John Smith from Your Insurance Company and I am 
calling to let you know that I am the adjuster who has been assigned to 
the storm damage claim you filed for your property at 1234 Elm Street, 
Coastal City.  Your claim number is:  123 456 789. My cell phone num-
ber is:  251-555-2345.  I will be in your neighborhood to inspect your 
property on DAY, DATE, and TIME.  Please call me back to CONFIRM 
this appointment time and discuss your claim.  Your Insurance Company 
appreciates your business.  Thank you!”

! If you don't get an answer, if it just rings and rings or is busy 
(call twice back to back), make a note of it and move on (we'll get 
to these later).

! This will take at least half a day – but this is your job for to-
day and you are allotting the entire day for it because the other 
half of the day will be inputting this contact information into your 
software.

! Once I’ve confirmed an appointment date and time, I will cir-
cle the day, date, and time that I wrote in the upper right hand cor-
ner of the loss report and put a checkmark on it to let me know 
that I’ve confirmed that appointment.

File Folder

! The accordion-style file folder I’ve recommended in the Gear 
section is lightweight, compact, and easy to slide into your com-
puter bag for transport between your truck and the hotel.  
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Dairy (butter, two gallons of milk, 6 yogurts)  $24
Fresh vegetables  $20
Deli meat $12
TV dinners, 6  $14
Etc.



! Once you’ve contacted everybody and input all of their info 
you can into the computer, get some paper clips and clip all the 
claims and other activities for each day together.  That is, if you 
have three appointments and an oil change planned for Thursday, 
August 27th, paper clip those sheets together.  You’re doing this be-
cause you’ve only got a week’s worth of slots in your file folder 
and four weeks worth of appointments.  

! Here’s how I do it:  I put the first week’s worth of loss reports 
loose in their respective days, facing me.  Then I put the clipped 
loss reports for the following weeks in facing towards the back of 
the file folder so I don’t accidentally start into them when I’m out 
in the field.  

! The important thing about the file folder, again, is this:  You 
have one place for your schedule and all of your loss reports.  You 
don’t have to carry a separate schedule book and file box.  When 
somebody calls you back to confirm an appointment, you just grab 
your file folder and go to the day their appointment is, pull out 
their file, make a quick note on the bottom near the other contact 
attempt information, check off that you’ve confirmed it, and slide 
it back in.  It’s the simplest way I know of to keep track of my 
schedule and my loss reports at the same time.  

! When I arrive at the house, I just grab the loss report and my 
clipboard with graph paper pad already on it and head up to the 
house.  

! All of my completed claim diagrams/scope notes and loss re-
ports stay together in a stack on the floor under my desk in the ho-
tel until the end of the storm when I shred them and throw them 
away.  I hang on to them until then because if I get a claim kicked 

back and I need a diagram or notes for some reason, I have the 
name of the insured on the loss report and their diagram next to 
each other in the stack.

“What the @#$&! do you mean you won’t be here for 3 weeks?!”

! You are setting all of your appointments for the entire month 
so don’t be surprised if some of your insured’s are frustrated with 
having to wait more than a week to get an inspection.  Here’s what 
you tell them:

1. We really appreciate your patience so please go ahead and begin 
to look for a contractor and begin repairs as soon as you can.  

2. However, please take extensive photos of everything and do not 
throw anything away of value that you wish to claim (electron-
ics, appliances, carpet, wood flooring, etc).  Keep a few pieces of 
carpet and other flooring so we can see the type and quality.

3. Keep all receipts and invoices for anything that you have done 
on at the house.

4. My schedule can change and if it does, I will call you to move 
your appointment up if I can.

! What you know - but won’t tell them of course - is that even a 
month out they’ll likely be taken care of sooner than some of their 
neighbor’s who have adjusters who don’t have a plan for success.   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Contact Your Field Support Person

! After you’ve made your contacts, call your field support per-
son and tell him or her to meet you at address such and such at 
9am tomorrow morning.  If he can't be there at 9am exactly, as long 
as he shows up at some point while you are there, he will be wel-
come as he can go over what you have scoped already and help 
you scope the rest of the house.  He may request that you email 
him the claim number and appointment time so he can note in the 
file.

! Make a note on your paper loss report that you contacted (or 
tried to contact) your field support to have him or her meet you.

Input Contact Information into Estimating Software

! For the second half of Monday, boot up your computer and 
software, start at the top of your stack of loss reports, and input the 
contact information into the activity log or diary per your com-
pany's guidelines.  Some want the time and phone number of the 
person you contacted – ALL prefer that you use the insured's ac-
tual name, like “Jack Smith,” instead of “Insured,” “I,” “Mr. In-
sured,” “Mr. Smith,” “Jack,” or “00” (which is company shorthand 
for insured).  Upload that info.

! Place each loss report in it's corresponding day's pocket in the 
file folder.  Place the rest of the files in the Pending pocket.  

! Go get something to eat, watch a little tv or read a book; go to 
bed and be rested for tomorrow.

CWP and Handling Claims Over the Phone

! Some of these will be CWP's, which means “Closed/Claim 
Without Pay.”  A CWP is generally a claim where the homeowner 
decides that the damage they have isn't worth filing a claim for, or 
the claim can't be paid because there is no coverage and you can 
definitively determine this in the first phone call.  On a windstorm, 
a typical CWP scenario is where your insured's tree fell over on the 
neighbor's house, fence, or car.  You have to inform the insured 
that their insurance company only covers damage to their prop-
erty, not their neighbor's property.  Since there is no physical dam-
age to your insured's property, you would then close the claim 
CWP.  CWP's handled over the phone are typically billed as phone 
closures.  You might hear them referred to as CWOP’s.

! Generally speaking, it's a good idea to still offer to come out 
and check the property over in case there is damage that the in-
sured may have missed (for example, on the roof).  It's good cus-
tomer service, sometimes you find damage they didn't know 
about, and you get to bill for your inspection, which is more than a 
phone closure billing. 

! Another type of claim that you can fast-track is when the in-
surance company authorizes adjusters to handle claims up to a cer-
tain dollar amount over the phone, typically up to $2500 or $5000.  
These save a considerable amount of time.  You will possibly see 
claims like this on major hurricanes where the insurance company 
is concerned that they will be in violation of state laws that dictate 
how many days they have to inspect and settle claims.  It’s usually 
not very long.
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! The way it works is that the adjuster interviews the insured 
over the phone and writes an estimate based on the damages that 
the insured describes.  Later, if it turns out there is more damage or 
the measurements are wrong, a supplement can be written.

! For the purposes of the Quick Start Guide and these type of 
claims claims, I would make them a priority since you’ll likely be 
able to close many more claims over the phone than you might 
think.  You see, on most typical hurricanes, there is a relatively 
small area of catastrophic damage that gets all over the news.  
Then there is a massive area of lightly hit wind claims (tree on 
fence, water spot, etc.).  That means that you are likely to have a 
large number of these small claims.

! This is also where having experience getting around in Xacti-
mate prior to getting deployed would be a huge help.

! If I was told that we were allowed to close claims over the 
phone, here’s how I would handle phone-only claims on my first 
storm:

1. I would look through my loss reports and pull out all the ones 
that appear to have only a tree on the roof, a water spot on the 
ceiling, a blown down fence or gutter, or other minor damage 
and set these aside.  

2. For all of the ones with major damage, that is, entire roof gone, 
tree in living room, garage flattened, or a combination of a lot of 
small things that would add up to more than my limit, I would 
create my inspection schedule with them but I would give my-
self at least two days to write up and close the CWP’s and phone 
closures.  Therefore, the inspection schedule my first week might 

start on Saturday or Sunday instead of Thursday, per the calen-
dar on p. 52.

3. I would call all the ones I thought I could close over the phone 
first and get as much detail as possible from them on the dam-
age and the measurements of the area damaged.  The company 
may have a name for these like Fast Track or Express so I’d make 
a pile with a sticky note that says “FT” or “Close Now” or some-
thing like that.

4. After I had contacted everybody, I would input the contacts into 
the software as usual.  If I still had time left I would head to the 
Help Room or call my field support and get help writing a few 
of these fast track claims up.

5. I would spend every waking moment of the next two or three 
days to write up and close these claims.  I would call each in-
sured to settle up with them as soon as I finished their claim.  Un-
less it was after say 9:30pm or so or before 7am.

! Either way, I would recommend closing CWP’s and phone 
closures as quickly as possible.  If the company will let you close 
claims without inspection over the phone it means they want you 
to take advantage of it so you can close a bunch right off the bat.

! The more you can get done in the beginning of the storm the 
easier your life will be going forward.  And the greater the likeli-
hood that you will start getting new claims.  If you can get your to-
tal closed claims up over a hundred, then your first storm will be a 
really good one. 
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QUICKSTART GUIDE

Your First Inspection

! Good morning!!!

! Make yourself a hot breakfast and have a cup of coffee.  
Nothing beats a hot breakfast.  Except closed claims.  Today is the 
day where the rubber meets the road.  But you’re still only half-
way through the process of getting that claim closed.  What you 

do here will dictate how easily you can close and upload the 
claim.  If you’re thorough here, you’ll have an easier time writing 
your estimate and closing the claim.

Inspections
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First Inspection – How It's Done

! 9am – arrive exactly on time or no more than 10 minutes ear-
lier.  Do not ever be late.  Ever.  If, because of unforeseen circum-
stances, you know you will be even five minutes late, call the in-
sured the second you know.  Even if it’s an hour or more earlier.  One 
hundred percent of insured’s are grateful for the heads up because 
I assure you, as soon as the clock ticks one minute past the time 
you are supposed to be there, they start grumbling.  Heck, even I 
do when I’m expecting a contractor or cable guy at my house.

! Get out of your car and first thing, take a risk photo.  You 
will never vary this practice your entire claims career.

! If they are claiming roof damage or water spots on their ceil-
ings, get your ladder down and set it up on the house – on a flat, 
stable, dry surface.  

! Introduce yourself and start your inspection inside if they 
have interior damage so that you don't track dirt through the 
house after your exterior inspection.  As they show you the dam-
ages, do the following:

1. take a couple of photos of the damage – overview and 
closeup

2. write down the affected items (like “FRONT BATHROOM – 
12SF water spot ceiling, drywall/paint  hand texture” - my 
shorthand is mostly in Xactimate codes so it would look like 
this:  FBATH 5X9 12SF c, dry, pnt, tex)

3. measure the room and write down the measurements

4. move to next room/area

! On the exterior of the house I start by walking around the ex-
terior, starting with the most damaged sides.  

! So, for example, on a house with hail damage to the front and 
left, I will scope the front, then move to the left side of the house, 
then look at the back and right.  From there I move up to the roof.  
I check the number of layers, valley metal, and the gutters for dam-
age on my way up (get photos of each).  Once I get to the top, I 
move straight to the slope that faced the storm or that appears to 
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A Note on Eagleview and Hand-drawn Diagrams

! These days Eagleview is becoming extremely popular and 
widely used by the biggest insurance companies.  I think it’s a great 
product and it can seriously shorten the time an adjuster needs to 
spend on site, especially with Xactimate integration.

! However, it can still be inaccurate (high and low) and not all 
roofs have an Eagleview diagram available.  So it pays to know how 
to properly measure a roof and produce an accurate, legible, and to-
scale diagram.  You’ll need to double check measurements anyway.  
Plus, quality control will measure the roof the old-fashioned way so 
you want to be sure you’ve got the proper dimensions.

! And later if there is a discrepancy between your roof estimate 
and a contractor’s, you’ll likely want to meet him and remeasure to-
gether so that you can both look at the tape and agree on what the ac-
tual measurements are.  It will undermine your position if that’s the 
first time you’ve ever used your tape on a roof or you don’t know how 
to calculate the area of a hip.



have the most damage and start considering the condition of the 
roof, taking photos, and noting the damages.  

! I draw a diagram while I'm up there and if I am planning 
on paying for a replacement of the roof, I will add up my meas-
urements before I get off the roof so that I have the total number 
of squares.  If I'm up on the roof with a roofer and I come up 
with something different than what he had, we can compare 
notes and remeasure if necessary.  It's hard to dispute the tape 
when you're standing on the roof with the guy.  

! I take a snapshot of my diagram and it's the last photo I 
take on that claim (unless something new comes up later). 

! The insured will probably be talking to you and they will 
probably walk away thinking you will just follow them around 
the house.  Politely ask them to give you a few minutes to com-
plete your scope of that room/area before moving to the next.  This 
will save you from having to backtrack and have to try to remem-
ber what they said about each room.  Write it down as they say it 
and as you see it.  

! Write down everything.  Take good medium distance photos 
of everything you plan to pay for and then closeups.  Scope from 
the top down, inside or out, and write it down this way on your 
scope sheet.

! Be methodical and take your time.  Missed damage translates 
into an estimate that comes up low against a reasonable contrac-
tor's estimate, an upset insured who thinks the insurance company 
is trying to get out of paying him what he's owed, and it's money 

left on the table in the form of a smaller fee bill.  Don't miss dam-
age.

Back to Your Vehicle

! Once you have finished your scope, go back to your car, boot 
up your laptop and software, and open the estimate.

! Import all the photos and label them, making sure that you 
didn't forget critical photos of the Front of Risk and Rear of Risk as 
well as overviews of roof and elevations, non-blurry closeups of 
damage, and interior room overviews and closeups of waterlines, 
contents and other damage, and any outbuildings that may have 
damage.  It's not really necessary to inspect (or try to bill for) out-
buildings if there is only water damage in the basement.  If you 
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Driveby Contacts

! Once you complete this first inspection, drive by the house(s) 
who's phones never went to voicemail or were busy and hang a door 
hanger on the door with your contact info and a note to call back to 
set appointment.  If they are home verify their correct phone number 
and ask them the same questions you would if you had talked to 
them on the phone.  Give them their appointment time and date.  
Once you've got some experience I would definitely recommend in-
specting and completing this claim if they will let you.  But for now, 
you are still ahead of the game having only scoped one claim today.



miss a photo or they are blurry, you are still sitting there at the 
house so go take them again.

! Write the activity diary stating the time, with whom you 
met, what you are paying for, and what you are going to do next 
– this is practice for closing claims in the field.  If you took an 
Xactimate course and think you can write the actual estimate, by 
all means do so.  Write the claim as far as you can in your car be-
fore you leave the house.  Shut down your laptop.

! (If your field support is with you, ask them if they can help 
you close the claim on site.)  

A Note about Photos

! While I was training adjusters on Sandy, I noticed that they 
would import photos on to the desktop of their computers in-
stead of straight into Xactimate.  I don’t do this personally be-
cause I import them directly into Xactimate and label them before 
leaving the house.  I’ve never had images get deleted from Xacti-
mate in all my years of doing this so I think it’s a time waster to 
save them on the computer and then import them into Xactimate.  
It takes a very long time to fill up an SD card at the resolution 
you’ll be taking your photos in.  I don’t delete photos on my SD 
card until it tells me I’m out of room.  Skipping the step of saving 
photos on your desktop and importing them directly into Xacti-
mate is an example of an Incremental Efficiency.

Talk to the Insured

! Gather whatever literature the client wants handed out and 
your business card and walk back up to the house and explain to 
the insured that you have what you need and will call them in the 
next 72 hours with a full report - it’s extremely important to give 
the insured an expectation of when they’ll hear from you and 
when they can expect to get their settlement.  Smile and be confi-
dent.  Tell them that you have all your photos and measurements 
so if they want to get started on the repairs, they can and should.
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Head to the Help Room

! Head to the nearest convenient help room and sit down with 
a help room person and get to work.  

! Your job for today is closing this claim.

How to Handle Trees, Bills, and Other Documents

! If they have a tree on the house (whether the tree guy has 
been out or not, or they have paid or not) if they have been given a 
bill for tree work, get it.  If they were given a verbal, get that.  
Make your estimate the same within reason.  Use your experience 
and common sense when paying tree bills.  If an insured hands 
you a tree bill for $50 to remove a 24 inch pine tree from the roof of 
a two-story house, and the work is already done, pay it (I have seri-
ously seen this).  If they have a four inch limb see-sawing on their 
side fence and they have an estimate for $2800 to get it off the 
fence, well, you better question that one.  Hurricane tree bills are 
ridiculous and insane.  Be prepared to aggressively challenge the 
$17,000 (not a typo) bills for removing a six inch limb from a roof 
you will see on major hurricanes. 

! If the homeowner doesn’t know how much it will cost it is 
your responsibility as the adjuster to estimate the cost of the tree 
removal based on your experience.  This goes for many other kinds 
of bills, as well as damaged contents items (whether it's a list or 
having to look up the price of something).  It can take weeks for 
electricians and others to get estimates or invoices out to your in-
sureds.  You will find that when a tree pulls a power mast down, 

the electrical repair invoices usually come in universally about the 
same.  Write your estimates to match this general amount.  

! Do.  Not.  Wait.  Ever.  

! If you estimate low you can always add it in later as a supple-
ment yourself or they can do it on the backend after you have left.  
Don't waste time and mess up your production numbers by sitting 
on claims for days or weeks waiting for tree bills.  Estimate it the 
best you can and turn it in now.  It's your job as an estimator.  Re-
member, the number one goal is to close claims.  A closed claim is a 
check in the insured’s hand.  And that is good customer service. 

! I will repeat this forever:  do not sit on a claim waiting on a 
tree or any other kind of bill or contents list.  This is one of the 
biggest thing that new adjusters do that ruins their production 
on their first storms.  A homeowner will tell you that the tree guy 
told them they would have a bill for them within a few days.  Do 
not wait.  Write it up now.  

Contents Items

! Just like with tree and electrician's bills, do NOT sit on a 
claim waiting for a homeowner to look up what they paid for a con-
tents item.  For smaller items that are less than $100, put it in the 
estimate immediately using what you think it should be based on 
your experience and quick internet research.  If it turns out you un-
der paid, the claim can be supplemented.  Talk to the insured.  Ask 
what they think they paid and tell them that when they go to re-
place it if it's more, they can call you back.  If they say they spent 
$3000 on a patio table and you know you saw that same set at the 
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store for around $599, tell them so.  All they have to do is produce 
a receipt showing what they paid for it and until you have that, 
you can only go by what you know.  And it’s your job to research 
pricing if you are putting it in your estimate.

! For these items, always ask the insured how old it is, where 
they got it, and what they remember paying for it.  We always 
have to verify pricing.  Some items have a typical price and many 
times the insured won't remember, especially if it's more than a cou-
ple of years old.  Look it up on the internet on your smartphone 
while you are still at the house.  Many times, the insured won't re-
member where they got something like patio furniture.  Use the 
most common local retailer who would sell a similar item. 

!

Mechanicals

! However, the main exception is for possible damage to AC 
units, furnaces, major appliances, and expensive electronics.  They 
must get a cause of loss and repairability affidavit from a repair 
technician that explains the cause of loss (if it’s even damaged) and 
whether or not the item can be repaired or if the repair cost exceeds 
replacement.  Burnt in a fire or crushed by a tree, of course, pay for 
it on the spot.  But it’s not our job to troubleshoot possible damage 
we can’t see to a furnace or a washing machine that might have got-
ten wet or damaged by lightning.  If it makes a weird sound or 
doesn’t work “since the storm” but has no visible damage, the in-
sured still needs to prove that the storm caused it to not work.

Total Time

! Scoping a loss, depending on the severity and complexity of 
the damages, can take anywhere from ten minutes to several 
hours.  For typical minor to moderate wind damage to roof and in-
terior damage caused by a hurricane, it should take a new adjuster 
about an hour or so to complete the scope.  Then another ten to 
thirty minutes to import the photos and write the diary.

! Hopefully you selected the easiest-sounding claims for your 
first inspections.  If you just have a water spot on the ceiling, you 
can certainly take a few photos of the room, measure it, and then 
head straight to the help center.  It won't take you more than a half 
an hour to scope one like this.  But you never know what you'll 
find on storm claims.  I had one in Long Island in 2003 that when I 
asked the homeowner what kind of damage he had he casually 
said some snow damage to the garage.  When I showed up the at-
tached garage was flattened (with a car inside).  You'll also have 
other insured's who state that their entire ceiling is caving in and 
they can't live in the house.  But when you show up there's a water 
spot the size of a coaster on the ceiling and no other damage.  Be 
prepared for anything.  And be friendly with everybody no matter 
what.

! You have allotted the entire day for this first scope, but unless 
there is extensive damage to both the interior and exterior or con-
tents damage, you shouldn't need more than 2-4 hours to complete 
your very first ever scope.  Therefore, you still have half a day so 
take what you have to the help room and insist that a helper sit 
down with you and write up the entire claim, start to finish - if 
your field support isn’t with you or can’t help you do this.  
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! At the end of the day, go back to the hotel, eat, and go to 
bed.

How to scope your first claim without field support

1. Arrive at house and grab clipboard with loss report and graph 
paper, camera, tape and other supplies.

2. Take risk photo.

3. Set ladder on house if roof inspection.

4. Knock on door and introduce self to the insured.

5. Ask specifically where damage is.

6. Note damages as you go on the graph paper, taking photos and 
measurements of everything that the insured points out. 

7. Start at front and go around the house left or right, whichever 
makes sense.

8. Take a photo of the back side of the house while there.

9. Ask about personal property items while in the back yard "was 
there any personal property damaged by the storm? Patio furni-
ture, dog dish, big wheels, etc?"

10.Return to front of house and access roof.

11.While up on roof, take photos of all damage and if there is no - 
or an incomplete - eagleview diagram, draw the roof and take 
measurements. Note the damages on your scope sheet.

12.Return to the front of the house and ask if there is any interior 
damage.

a. If yes, scope the interior.

13.Tell the insured that you have everything you need and that 
you'll contact them tomorrow after 5pm to go over claim report 
and to let them know what the next step is. Be sure to hand out 
any company literature as instructed in orientation. 

14.Return to your vehicle and import and label the photos and the 
dimensions of the elevations and interior rooms, if applicable. 

15.Drive to the help room and finish the claim with the help of the 
support staff..
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QUICKSTART GUIDE

The Paper Day

! Also known as an Office Day.  Never known as a Day Off.

! In order to not get behind, even seasoned adjusters will build 
paper days into their schedule because they know all too well how  
quickly time passes on a storm.  

! Time.  It’s so precious on a storm.  Since we don’t get paid by 
the hour, we have to guard our time ruthlessly.  

! Scoping claims is only one part of the claims process.  Writ-
ing estimates, settling with the insured; phonework..  These are all 
equally as important as climbing a ladder.  Therefore we have to 
take a break from scoping to make sure that these other parts of 
the process aren’t being neglected.  

Paper Days
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What You’ll Do on Your Paper Days - in this order:

1.  Finish any outstanding estimates and call insureds to settle up 
with them.

2. Listen to your voicemail and call everybody back.  You should 
be doing this every day anyway, right?  Right??

3. Follow up on contacts.  If you’ve been trying to get ahold of 
somebody for a couple of days, now is the time to try again 
(they might have left you a message in the previous step).  Fol-
low up with their agent to let them know you’re trying to get in 
touch with them.  Note the attempt in the diary, including your 
conversation/voicemail to the agent’s office.

4. Contacting new claims received and setting appointments.

! If, in the extremely rare event that you have nothing, and I 
mean nothing left to do, go see a movie or take a long nap.  But 
there’s always stuff to do.  

! Don’t forget our main maxim:  Do not put off until tomor-
row what you can do today.  Your tomorrow self will thank your 
today self.  I promise.

! The paper day is here to help you get everything done and to 
be a buffer against falling behind.

! Resist with everything you have the urge to set appointments 
on your paper day.  Your overall production will suffer if you 
scope every single day without a break.
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QUICKSTART GUIDE

Help!

! After you have finished your inspections for the day, head 
straight to the help room and write up those claims you have 
scoped that day.

! It is critical that your inspections and closures are as close as 
possible - meaning that if you have ten inspections completed by 

Tuesday afternoon, by Tuesday night you really need to have ten 
closed.  I can’t stress enough how important it is to not fall behind.

! Help room people will be very busy assisting everybody 
who is in the room.  They will be experienced adjusters.  They will 
spend the storm in that tiny, stuffy room from 7am until probably 
10pm.  Every day.  Week after week.  They don’t get days off so be 
very, very nice to these people because they will help you be suc-

In the Help Room
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cessful.  I have it on good authority that they are particularly fond 
of gift certificates to nice restaurants.  But don’t overdo the dough-
nuts because nobody wants to get fat, right?

The Estimate

! When you write up the claim, do everything in the same or-
der every time.  

! At this point you’re ready to go ahead and write the estimate.  
Starting with the roof, work your way down the estimate tree, add-
ing gutters, siding, windows, drywall, paint, and anything else 
that was damaged.  Address base service charges, if applicable.

! After that, do a print preview to get the grand totals, which 
you will write down on a sheet of paper so you know what to tell 
the insured when you call them.  I finish the billing invoice, claim 
summary, and damage evaluation form.  Resequence line numbers 
and do any other software-specific functions.  Complete estimate 
and run payment tracker.  Hit save and exit.  Boom.  Done.  

! Some companies have proprietary software that they want 
you to work in where you’ll write your activity diary, write checks, 
and communicate with managers and other support people.  Other 
companies require nothing other than your estimate.  When you 
are in the help room, there will be plenty of instruction on how to 
close the claim.  

! In the beginning, you’ll be working on one claim per day in 
the help room.  Once you’ve completed that claim and settled with 
the insured, I would use the rest of the time to complete any 

CWP’s you might have, and then work on those fast-track phone 
claims.  

! You’ll begin to notice that the claims process is extremely re-
petitive, no matter what kind of claim you are dealing with.  So fo-
cus on learning the overall steps of the process so that later you can 
take care of these on your own without help.

The Settlement

! Then you will call the insured and go over the numbers with 
them, per page 45.

! I do a general run-through of the damages that we discussed, 
go through the numbers, explain depreciation and mortgagee, and 
give them an expectation for when they will receive their settle-
ment packet. 

! I finally explain to them that if they find more damage 
around the house that we missed or if they start getting bids from 
roofers or other contractors to do the work and the estimates are all 
coming back higher than what I wrote to give me a call and I will 
address either issue.  Since the vast majority of people have never 
had a claim on their homeowner's insurance before, it's important 
to be patient and very empathetic with them, even if they seem ill-
tempered.  They need to know that cashing the check doesn't mean 
that they give up the right to ask for additional money in the form 
of a supplement if something else is discovered or I made an error 
in my estimate which leaves them short.  

77



Going Forward

! Ideally, you’ll only need to spend time in the help room for 
the first couple of weeks.  But if you need to go in there every sin-
gle day of the storm, don’t be ashamed.  The only thing that mat-
ters is that you come away with at least enough money to cover 
your expenses - and if you only complete your fifty claims and 
leave, you will actually walk away with several thousand dollars 
in your pocket.  Just imagine what you could make if your man-
ager asked you to stay because you closed good claims.

! Ultimately, you want to leave a good impression on your 
manager so that you’ll be remembered for the next storm.
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CONCLUSION

! I hope that this ebook has been helpful to you before, during, 
and after your first storm.  I encourage you to improve upon what 
I’ve taught you here, as it is my goal to improve the quality of in-
dependent adjusters across the board.  If we raise the bar on the 
level of quality that we provide for the industry, we increase the 
likelihood that our services as independent contractors will re-
main in demand for decades to come.

! It’s been a joy to write this book and to work with adjusters 
in the field.  I wish I had something like this when I started out, 
and that’s really why I wrote this book in the first place.

! I pray that you can pay it forward, as they say, once you’ve 
become an experienced and successful adjuster.  Help out the new 
guys.  

Final Thoughts
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! Please visit my website, www.theeliteadjustermethod.com for continued updates to this text as well as ongoing blog entries about my 
experiences on the road.  

! Happy claims!
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