
Next Regular Meeting: Friday, October 23, 2020 by Zoom
See page 2 for meeting details
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~ Our Mission ~
“A professional organization dedicated to the ongoing ed ucation of the claims community.

Providing an arena for member interaction and the sharing of resources.”

PSAA’s guest speaker this month, White House
Coronavirus Task Force spokesperson, Dr. Anthony
Fauci, has been gagged by the White House until
after the election. Our alternative guest speaker,
President Donald J. Trump, has been under COVID
quarantine (along with 35+ of his closest associ-
ates), so Lizzy Adkins vetoed the President’s de-
mand that the October 23rd PSAA Meeting be
held with in-person attendance at the Tacoma
Dome.

Thankfully, PSAA’s third choice for the October
Zoom Meeting speaker is a triple threat of Lisette
Terry, Cecelia Larson, and Scott Thomas from De-
genkolb Engineers presenting a virtual (and inter-
active) demonstration of “How COVID-19 has Ac-
celerated the Rise of Virtual Innovations in Forensic
Engineering”. This PSAA event promises to be an
absolute super spreader… of information.

President’s Choice Charity
It was agreed by the board that it
would be difficult to support just one
charity this year due to a limit on the
number of events we will have to
raise money. So it was decided to
look for small local charity events to
support throughout the year. For ex-
ample, PSAA purchased $200 worth
of socks last month to support a sock
drive hosted by Superior Cleaning &
Restoration.

Please feel free to recommend to
President Joel Mattes any other
charitable type events that PSAA
could support in this manner through-
out the next several months. 

Claims Conversation
with Roger Howson, Claims Dispute
Resolution, PSAA Newsletter Editor &
Education Chair, TCAA Past President

Please do NOT disclose to Lisette, Cecelia, and/
or Scott that they were not our first choice to in-
augurate the 2020-2021 PSAA year. And please
DEFINITELY do not let them know that the only
reason they beat out POTUS as our guest
speaker is that PSAA was too cheap to cover the
deposit on the Tacoma Dome.

I learned the hard way (Barb Tyler yelled at me)
that we must sign up (RSVP) to be able to attend
this October 23rd Zoom Meeting. Barb asked me
what part of “It is necessary for you to RSVP in
order to receive log-in information for this Zoom
meeting,” did I not understand.

Barb and I have worked together for almost 20
years (Barb tells me that it seems much longer
than that), and she keeps me in line with a three
stage behavior modification program that starts
out with Barb yelling at me. Stage two is Barb
having Spunky yell at me. And stage three in-
volves Barb calling out the Ballard Elks Lodge
(because her local Elks Lodge members are too
old to drive at night) to show up at my office for

(Continued on page 3)

~ See page 2 for details ~
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an impromptu rearrangement of my furniture
and my face. Barb warns me of a stage four
wherein Lizzy Adkins, Deanna Boras, and Keely
Abbas employ a Taser to explain to me the un-
written rules and regulations of PSAA member-
ship, but she hopes we never get that far into my
rehabilitation.

There is meeting registration information on page
two of this month’s newsletter, so you will want to
follow the directions for submitting an RSVP in
order to get into the Zoom Meeting. Please,
please, please, please, PLEASE sign up NOW for
the October 23rd, 2020 1:00pm PDT PSAA Zoom
Meeting so that on the day of the meeting Lizzy
and Barb aren’t inundated by frantic calls, texts,
and emails at 1:05pm complaining that you
don’t know how to log on to the PSAA Zoom
Meeting. Seriously, sign up for the October PSAA
Zoom Meeting now, because Barb tells me there
is a phase 5 behavior modification that she and
Lizzy are just itching to test.

Speaking of Deanna Boras, PSAA’s 2019-2020
President deserves a shout out for enduring a
tumultuous term of pandemic pandemonium
and uncertainty during which meetings were
canceled, the symposium was downsized then
canceled, the golf tournament was delayed,
and not a single participant was infected or in-
dicted. We thank Deanna for her service and
acknowledge her as the first ever Virtual PSAA
President. She memes… I mean, “means” a lot to
this organization.

PSAA will be back better and more relevant
than ever. Stay tuned!!

Oh yeah, make sure to vote by November 3rd,
2020. Anyone who thinks that sitting out the elec-
tion or voting for a throw away candidate is
“sending a message” to the powers that be is for
sure sending a message… that you don’t care
enough about the troubles in this country to
voice your concerns. The United States is a repre-
sentative democracy; regardless of whether you
are right or left, red or blue, republican or de-
mocrat, independent or libertarian, or some-
where in between, your vote counts. We owe it
to ourselves as United States citizens to be in-
formed, open minded, and respectful. We do
not have to always agree, but we should always
work together to build back the country we de-
serve.

Get out there and vote!!! 

Claims Conversation… (Continued from front page)

Meeting Date: October 23, 2020
Time: 1:00pm
Location: Virtual Meeting via Zoom

Join us from your own location!

Presentation: “How COVID-19 has Accelerated the Rise of
Virtual Innovations in Forensic Engineering”
with Lisette Terry, Cecelia Larson, and Scott
Thomas of Degenkolb Engineers (see below)

Sponsored by: Degenkolb Engineers

Important Info: RSVP required in order to receive log in
information. Please submit to
info@pugetsoundadjusters.org.
When RSVPing please provide a preferred
mailing address. Degenkolb Engineers will be
holding drawings and will mail/ship your item
should you be a winner.

PSA A Meeting…

How COVID-19 has Accelerated the Rise of
Virtual Innovations in Forensic Engineering

COVID-19 has changed how we conduct site visits and investiga-
tions as well as depositions, arbitrations, and mediations. Lisette
Terry, Cecelia Larson, and Scott Thomas with Degenkolb Engineers
will join us to discuss how Degenkolb has incorporated virtual tech-
nology into site investigations and legal cases.

Lisette Terry and Cecelia Larson will present two case studies of
how Degenkolb successfully utilized virtual technology to get ex-
perts to a site. Please join us to learn about the advantages and
disadvantages of virtual site visits, lessons learned, and where they
see this heading in the future to save time and resources.

Scott Thomas will share how interactions during legal proceedings
have changed in response to the new era of COVID-19. He will
provide his insights into the strategies he has employed for navigat-
ing virtual testimony.

About Degenkolb Engineers — Founded in 1940, Degenkolb Engi-
neers’ practice reflects more than eight decades of commitment
to technical expertise, exceptional client service through close
collaboration, and life-long learning. Our award-winning structural
designs have saved clients hundreds of millions of dollars and are
delivered by taking full advantage of our expertise and experi-
ence. 

About Our Presenters from Degenkolb Engineers
Lisette Terry, PE, Associate
Lisette Terry, PE, is a Civil Engineer with 14 years’ experience
in structural analysis and design. Her experience concen-
trates on reinforced concrete and structural steel design.
Lisette’s involvement in projects range from high rise steel
buildings in Seattle, WA to the Third Set of Locks of the Pa-
nama Canal. Her design career has involved extensive ex-
perience with the AISC, ACI, ASCE, IBC and USACE EM
codes. Lisette’s Forensic Practice focus areas include: fire
and life safety, property damage assessment, foundation
and soil analysis, water intrusion, and construction deficien-
cies. She has with specific expertise in reconstruction design.
Her primary work focuses on fire damaged structural assess-
ment, vehicle strike-damage structural assessment, tree
strike-damage structural assessment, repair recommenda-
tions and permitted sets of repair plans.  She also provides
support in origin and cause investigations, including but not
limited to water intrusion damage, snow related damage,
foundation issues, and construction defect. Lisette is a li-
censed Professional Engineer with a Bachelors and Masters
of Science in Civil Engineering and is a member of the Struc-
tural Engineers Association of Washington and the American
Society of Civil Engineers.

Cecelia Larson, PE, Associate
Cecelia Larson is a licensed Professional Engineer with over
10 years of structural engineering, consulting, and forensic
engineering experience. Cecelia’s professional experience
includes the structural analysis and design of building and
non-building structures, seismic evaluation and rehabilitation
of existing structures, field investigations and condition as-
sessments, as well as design of repairs for structural and foun-
dation failures. She has extensive experience in designing,
analyzing and evaluating all major building types, framing
systems and construction materials such as concrete, ma-
sonry, steel, aluminum, wood, and fiber wrap applications.
Cecelia has unique experience with marine projects includ-
ing the design of breasting and mooring dolphins, pre-cast
and CIP concrete decks, guide piles, and floating structures.
In addition, Cecelia has been involved with various con-
struction defect litigation projects. She applies her knowl-
edge of codes and standards to analyze liability and per-
sonal injury cases.

Scott Thompson, PE, Senior Associate
Scott Thomas joined Degenkolb Engineers in 2020, bringing
over 30 years of experience in civil and forensic engineering,
including the investigation of causation and assessment of
damage associated with structural, civil, and building enve-
lope failures. Scott provides engineering support to the insur-
ance, legal, and building management industries for con-
struction defect litigation. He conducts site investigations of
exterior building envelopes and roof coverings for moisture
management issues and associated damage. He performs
peer reviews of technical engineering reports of damage
investigations. He is experienced with water intrusion and rot
damage assessments involving a variety of building materi-
als and assemblies, including EIFS, stucco, vinyl, fiber ce-
ment, and wood siding as well as fenestration and flashing
materials. In addition, he performs damage assessments of
commercial, industrial, and residential buildings damaged
by fire, seismic events, vehicle impacts, flood, and storm
events. Scott has also participated in depositions, media-
tions and provides expert witness testimony in trial. 
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   NEWS
from

Around the Web
NICB’s Hot Wheels: America’s top 10 most stolen
vehicle makes

The Hot Wheels 2019 Report from the National Insur-
ance Crime Bureau (NICB) found that Ford full-sized
pickups were the most stolen vehicle in 2019, re-
placing the Honda Civic as the most targeted vehi-
cle for theft. The 2000 Honda Civic had the most
thefts by model year in 2019, with the 1997 Honda
Accord coming in second. The top two model years
stolen are 2018 at 47,859 thefts, with 2019 coming in
at second at 45,118 thefts. NICB suggests drivers util-
ize four layers of protection to protect against vehi-
cle theft, including common sense approaches like
parking in a well-lit area; utilizing a warning device
like brake locks; utilizing devices that prevent
thieves from bypassing the ignition and hot-wiring
the vehicle, like kill switches; and having a tracking
device that produces a signal to police or a moni-
toring station when the vehicle is stolen. — Go to
www.nicb.org, under News Releases, for more on
this article.]

Mudslides Often Follow Wildfires: Be Prepared and
Understand the Insurance Implications
Reprinted from www.resilience.iii.org

As wildfires continue to burn in California, Oregon,
Colorado, and elsewhere – and people pray
for precipitation to help firefighters in their efforts –
another threat looms: mudslides.

Wet weather is in Oregon’s forecast, and the
Marion County Sheriff’s Office warned that mud-
slides and falling trees will be a big concern with so
much burned land in the county. Areas that could
be seriously affected include Mill City and Gates,
where much of the towns have been destroyed by
wildfires.

The sheriff’s office said people need to pay atten-
tion to what happens around them and listen to
alerts from local authorities.

“We’re really concerned about as those high winds
pick up, some of those coming down and creating
more hazards along the roadway, more than we
would see in a typical windstorm,” Sgt. Jeremy
Landers with the Marion County Sheriff’s Office
said.
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AI is fair, ethical, accountable and safe, broad ide-
als for a technology that is only beginning to be
used. In its statement of principles, the NAIC Innova-
tion and Technology Task Force said insurers as well
as rating and advisory organizations “should be re-
sponsible for the creation, implementation and im-
pacts of any AI system, even if the impacts are unin-
tended.” Jon Godfread, chairman of NAIC’s Artifi-
cial Intelligence Working Group, characterized the
principles as aspirational guidelines for internal dis-
cussions among regulators. — For the complete
article go to www.rollcall.com.

Fire Departments Need Training in Electric Vehicle
Fires — By Alan Levin
Reprinted from www.insurancejournal.com

Half of U.S. fire departments have no protocols in
place to fight fires that break out in the growing
number of battery-powered vehicles on the road,
according to accident investigators.

Only a quarter of fire departments have dedicated
training for fighting blazes involving the electric ve-
hicles, according to the survey released last week
by the National Transportation Safety Board.

The survey conducted by the International Associa-
tion of Fire Chiefs and the National Volunteer Fire
Council was one of 17 reports, documents and
other evidence released by the NTSB as it prepares
to issue broad findings on growing risks of battery
fires.

The Safety Board began its investigation after a se-
ries of crashes in which batteries on cars, including
several cases involving Tesla Inc. vehicles, burst into
flames after crashes.

After a March 23, 2018, accident on a California
freeway, a Tesla Model X caught fire twice within 24
hours and again six days later.

The NTSB has also documented instances in which
firefighters didn’t use the preferred method to fight
a battery fire: copious amounts of water to cool
overheating power packs and tamp down flames.

The most aggressive fires have involved lithium-
based batteries, which can self-ignite and are diffi-
cult to extinguish, such as those installed on Teslas.

The survey of 32 fire departments was compiled in
2018, according to the NTSB records released
Wednesday. At least 65% of departments said
awareness of electric vehicles, training for those
type of fires and a lack of funding were all
“obstacles” to how they responded. 

He added that it’s important that people have a
plan in place in case the weather becomes danger-
ous.

Santa Cruz County, Calif., also is preparing for mud-
slides in the aftermath of the CZU Lighting Complex
fire in August. Carolyn Burke, senior civil engineer,
said during a special meeting of the Santa Cruz
County Board of Supervisors, “The only effective
means of protection” is early warning and evacua-
tion.

The fire in the Santa Cruz Mountains burned 86,509
acres – and while Cal Fire on September 22 said it
was 100% contained, risk remains of fires igniting and
the subsequent danger of mudslides when rain
comes. Rainy season there has a history of starting
from September to November.

In Colorado, cooler temperatures, rain, and
snow have helped suppress the fires
that have been  raging across that state. Alaska Inci-
dent Management Team Incident Commander
Norm McDonald wrote, regarding his team’s work on
the Grizzly Creek Fire, “While our assignment ends
with the Grizzly Creek Fire at 91% containment, we
realize there is still much work to be done and the
ramifications of this fire will be long-lived with the po-
tential for mudslides and flooding.”

For insurance purposes, it’s important to understand
the difference between “mudslides” and
“mudflow.”

Mudslides occur when a mass of earth or rock moves
downhill, propelled by gravity. They typically don’t
contain enough liquid to seep into your home, and
they aren’t eligible for flood insurance coverage.  In
fact, mudslides are not covered by any policy.

Mudflow is covered by flood insurance, which is
available from FEMA’s National Flood Insurance Pro-
gram (NFIP) and a growing number of private insur-
ers. Like flood, mudflow is excluded from standard
homeowners and business insurance policies—you
must buy the coverage separately. 

Uncertainty reigns for insurers as industry adopts AI
standards

This article reports that the growing use of artificial
intelligence (AI) among insurance companies has
prompted state regulators to consider taking steps to
guarantee that the technology does not result in
policyholders being treated unfairly. Meanwhile, in-
surance organizations have moved to establish guid-
ing principles. In a unanimous decision in August, the
National Association of Insurance Commissioners
(NAIC) adopted guidelines to ensure that the use of



PSAA — October 2020PSAA — October 2020 Page 6 Page 7

Insurance Restoration Specialists

P: 425-315-0748     F: 425-315-0728     800-280-5658
sirconstruction.com SIRCO**066OT

...exceeding expectations

Insurance Claim Restoration
Interior Renovations
Siding, Decks, Roofing, Windows
Rot Repairs & Maintenance

AI is fair, ethical, accountable and safe, broad ide-
als for a technology that is only beginning to be
used. In its statement of principles, the NAIC Innova-
tion and Technology Task Force said insurers as well
as rating and advisory organizations “should be re-
sponsible for the creation, implementation and im-
pacts of any AI system, even if the impacts are unin-
tended.” Jon Godfread, chairman of NAIC’s Artifi-
cial Intelligence Working Group, characterized the
principles as aspirational guidelines for internal dis-
cussions among regulators. — For the complete
article go to www.rollcall.com.

Fire Departments Need Training in Electric Vehicle
Fires — By Alan Levin
Reprinted from www.insurancejournal.com

Half of U.S. fire departments have no protocols in
place to fight fires that break out in the growing
number of battery-powered vehicles on the road,
according to accident investigators.

Only a quarter of fire departments have dedicated
training for fighting blazes involving the electric ve-
hicles, according to the survey released last week
by the National Transportation Safety Board.

The survey conducted by the International Associa-
tion of Fire Chiefs and the National Volunteer Fire
Council was one of 17 reports, documents and
other evidence released by the NTSB as it prepares
to issue broad findings on growing risks of battery
fires.

The Safety Board began its investigation after a se-
ries of crashes in which batteries on cars, including
several cases involving Tesla Inc. vehicles, burst into
flames after crashes.

After a March 23, 2018, accident on a California
freeway, a Tesla Model X caught fire twice within 24
hours and again six days later.

The NTSB has also documented instances in which
firefighters didn’t use the preferred method to fight
a battery fire: copious amounts of water to cool
overheating power packs and tamp down flames.

The most aggressive fires have involved lithium-
based batteries, which can self-ignite and are diffi-
cult to extinguish, such as those installed on Teslas.

The survey of 32 fire departments was compiled in
2018, according to the NTSB records released
Wednesday. At least 65% of departments said
awareness of electric vehicles, training for those
type of fires and a lack of funding were all
“obstacles” to how they responded. 

He added that it’s important that people have a
plan in place in case the weather becomes danger-
ous.

Santa Cruz County, Calif., also is preparing for mud-
slides in the aftermath of the CZU Lighting Complex
fire in August. Carolyn Burke, senior civil engineer,
said during a special meeting of the Santa Cruz
County Board of Supervisors, “The only effective
means of protection” is early warning and evacua-
tion.

The fire in the Santa Cruz Mountains burned 86,509
acres – and while Cal Fire on September 22 said it
was 100% contained, risk remains of fires igniting and
the subsequent danger of mudslides when rain
comes. Rainy season there has a history of starting
from September to November.

In Colorado, cooler temperatures, rain, and
snow have helped suppress the fires
that have been  raging across that state. Alaska Inci-
dent Management Team Incident Commander
Norm McDonald wrote, regarding his team’s work on
the Grizzly Creek Fire, “While our assignment ends
with the Grizzly Creek Fire at 91% containment, we
realize there is still much work to be done and the
ramifications of this fire will be long-lived with the po-
tential for mudslides and flooding.”

For insurance purposes, it’s important to understand
the difference between “mudslides” and
“mudflow.”

Mudslides occur when a mass of earth or rock moves
downhill, propelled by gravity. They typically don’t
contain enough liquid to seep into your home, and
they aren’t eligible for flood insurance coverage.  In
fact, mudslides are not covered by any policy.

Mudflow is covered by flood insurance, which is
available from FEMA’s National Flood Insurance Pro-
gram (NFIP) and a growing number of private insur-
ers. Like flood, mudflow is excluded from standard
homeowners and business insurance policies—you
must buy the coverage separately. 

Uncertainty reigns for insurers as industry adopts AI
standards

This article reports that the growing use of artificial
intelligence (AI) among insurance companies has
prompted state regulators to consider taking steps to
guarantee that the technology does not result in
policyholders being treated unfairly. Meanwhile, in-
surance organizations have moved to establish guid-
ing principles. In a unanimous decision in August, the
National Association of Insurance Commissioners
(NAIC) adopted guidelines to ensure that the use of



PSAA — October 2020PSAA — October 2020 Page 9

Advertising Opportunities
Available

For rates and sizes contact
Barb Tyler / Alquemie Publishing

541/937-2611 or npassist@msn.com

Support
PSAA

ATTENTION CLAIMS
PROFESSIONALS!!!
Dues are DUE for 2020-21!

Please renew your annual dues to avoid any
interruption in communications from PSAA.

Pay online at our website:
www.pugetsoundadjusters.org/online-payment-center

Psst!
Dues are DUE for 2020-21!

Your Full-Service Restoration Solution

2701 S J ST
Tacoma, WA 98409

253-327-1119
www.kustom.us

Other natural hazard events that occurred in Sep-
tember include:

 Seasonal monsoon flooding persisted in China, as
officials noted that flooding in some parts of the
country was the worst since 1998. According to
China’s Ministry of Emergency Management, at
least 278 people were killed, and more than 1.4
million houses were damaged or destroyed since
the arrival of Mei-yu rains in China this year. Total
combined economic losses were likely to exceed
CNY220 billion ($32 billion).

 Medicane Ianos brought rough seas, damaging
winds and flooding rainfall to western and south-
ern regions of Greece between September 17-20.
The most significant impacts occurred in portions
of the Ionian Islands and Thessaly. Economic im-
pacts were expected to exceed $100 million.

 Hurricane Nana made landfall along the coast of
Belize on September 3, bringing flooding rains to
portions of Belize, Honduras, Guatemala and
southern Mexico. Notable crop damage oc-
curred in Belize, and total combined economic
losses were estimated in the tens of millions of dol-
lars.

 Typhoon Maysak made landfall in South Korea on
September 3, causing notable damage to nearly
2,000 facilities and 5,000 hectares (12,500 acres).
The storm later affected the eastern parts of North
Korea, China and Russia, causing at least 30 addi-
tional casualties and damage to 9,200 houses. A
few days later, Typhoon Haishen came ashore
near the coastal city of Ulsan, South Korea, with
160 kph (100 mph) winds. Around 10,000 com-
bined houses were damaged or destroyed. Eco-
nomic losses from each of the storms were antici-
pated to surpass $100 million.

 Persistent, heavy downpours caused continued
flooding in Sudan, with Blue Nile state the hardest-
hit. According to the United Nations’ Office for
the Coordination of Humanitarian Affairs (OCHA),
and governmental agencies, there had been at
least 120 fatalities since the unprecedented flood-
ing began, and more than 172,000 houses dam-
aged or destroyed.

Source: The Impact Forecasting September 2020
Global Catastrophe Recap report [cam be found
at www.thoughtleadership.aon.com]. Also access
current and historical natural catastrophe data and
event analysis on Impact Forecasting’s Catastrophe
Insight website [www.catastropheinsight.aon.com],
which is updated bi-monthly. 

From Wildfires to Sally to China Floods, September
Was a Disastrous Month
Reprinted from www.insurancejournal.com

Third quarters are often the costliest of the year in
terms natural disasters. Insurance broker Aon’s
monthly Global Catastrophe Recap report, which
evaluates the impact of the natural disaster events
that occurred worldwide during September 2020,
found this to be the case again.

California and other western states continued to
burn in September, with wildfires taking at least 43
lives. In 2020 to date, the United States has reported
22 fires with at least 100,000 acres (40,468 hectares)
burned; a record since the statistic was first tracked
in 1997. Total direct economic costs from the fires
across California, Oregon and Washington were
likely to reach well into the billions of dollars, result-
ing in a multi-billion-dollar payout for insurers, ac-
cording to Aon.

In California alone, five of the state’s six largest fire
events since 1932 were recorded in August and
September, along with five of the state’s top 20
most destructive fires on record.

Hurricane Sally came ashore near Gulf Shores, Ala-
bama, on September 16 as a Category 2 storm. At
least eight fatalities and several injuries were re-
ported. Total economic losses were estimated be-
yond $5 billion, while public and private insurance
losses exceeded $2.5 billion.

Tropical Storm Beta made landfall along the south-
ern end of the Matagorda Peninsula near Port
O’Connor, Texas, on September 21, bringing heavy
rainfall and flash flooding to coastal Texas and Lou-
isiana. One of the top five wettest three-day rainfall
totals on record in Houston was recorded, along
with major flooding elsewhere in Harris County,
Texas. Total economic losses were estimated to ex-
ceed $100 million.

“The third quarter is historically the costliest of the
year given the peak of tropical cyclone season in
the Atlantic and Pacific Ocean Basins. While Sep-
tember did result in notable storm landfalls in the
United States, Belize, South Korea, and Portugal, the
re-emergence of the wildfire peril captured a signifi-
cant number of headlines,” commented Steve Bo-
wen, director and meteorologist on the Impact
Forecasting team at Aon.

The wildfires ensured a record sixth consecutive
multi-billion-dollar payout year for global insurers
with this peril. “This comes as the industry continues
to put more focus on the increased annual costs
arising from secondary perils,” he said.

Page 8
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Stop Your Lurking and Engage
By Ben Baker
Reprinted from www.insnerds.com

Too many people live to blend into the woodwork,
to be middle of the pack. Not outstanding enough
that people try to knock them off balance, but not
mediocre sufficient that their heads are on a chop-
ping block.

These are the words I wrote in a LinkedIn post two
months back, and it got me thinking. We need to
take ownership of our future, and lurking in the
background certainly will not do it.

In his monthly column for Insurance Nerds, Rich-
mond-based employee engagement and internal
brand communications expert Ben Baker shares his
insights into how to communicate value effectively.
Hence, people want to listen and engage. In the
end, it’s about creating influence through trust.

In a recent online conversation about leadership
and social media, multiple comments were made
to the effect of: “if people do not take ownership
online and show leadership, originality, and creativ-
ity within social media, why would we hire them in a
leadership role within our company?”

Social media today is how you communicate your
value. Whether as a person, a company, or an or-
ganization, people look to see how you act and re-
act online long before they connect with you in per-
son.

Social media is how we build credibility and trust;
however, most people and organizations are doing
it wrong.

They are either shouting from the rooftops, “look at
me,” or they are lurking in the background, feeling
that this is not how they want to engage or be no-
ticed.

Both are a recipe for disaster.

When all we do is talk about ourselves and how
wonderful we are, no one cares.  When we lurk in
the background and do not contribute, do not ex-
press opinions or ideas, the same thing happens.

What is needed is an approach where we demon-
strate our knowledge while adding value to others.

There are many social platforms, but for the sake of
simplicity, let’s focus on LinkedIn. LinkedIn is the de-
facto social media platform of choice of business to
business communication today.
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With over 675 million members with 310 million of
them using the platform monthly, 94% of B2B market-
ers distribute content through LinkedIn.

The big question is if LinkedIn is such a powerhouse,
why do people and businesses lurk in the back-
ground? Why do they not develop content that is
valued, shared, commented on, and leads people
back to you for more discussion and action?  The
answer is relatively simple.  Most people are afraid
that their opinions are not as valuable as others.

This could not be further from the truth.

Social media is the great equalizer. Whether you are
a business of one or one thousand, your opinion
holds the same amount of weight online. Every per-
son and every company have equal opportunity to
add their thoughts to the mix, and with very few ex-
ceptions, all content is judged on its merit and not
based on brand status.

All meaningful content is consumed, shared, com-
mented, and acted upon because a specific audi-
ence values it and because those who put the con-
tent out there care enough to it to respond to com-
ments and continually engage with their newfound
audience.

This takes time, effort, and consistency to do well. It
cannot be automated and remain consistent. Auto-
mation is viewed as contrived and not authentic. It is
seen as a way to make more noise and does not
build trust. Trust has developed one conversation at
a time.

So why should you care?

Because billions of dollars of business happen
through trust and engagement that is created every
single year, and the numbers are growing.  You do
not sell on social media, but rather qualify buyers,
enabling them to know you, understand your value
to them, and inviting them to engage with you else-
where.

Now is the time to create an authentic content crea-
tion strategy.  It is a long-term play that will have divi-
dends for years to come.  It takes effort, and it is not
easy, but in the end, those who do engage are the
ones who genuinely want what you have to offer,
see value in it, and have a desire to purchase it from
you. 

Rules of the Road
Five tips for successful claims & litigation
management

When it comes to claims and litigation manage-
ment, the specific “rules of the road” likely depend
on the individualized experience of the claims or
litigation manager. However, there are several gen-
eral rules we can examine that are critical to suc-
cess:

1. Write your claims notes like you may get ab-
ducted by aliens on the way to your deposition. We
all take notes in a way that speaks to us, which
makes sense. From grade school, we are told to
take notes so that we will be able to reference and
recall the information later. The notes act as an ex-
ternal hard drive for what should be in our brain, or
central processing unit (CPU), and we format them
in a way that speaks to our internal hard drive.

However, claims notes are multifunctional. First, the
notes should reflect a picture or snapshot—the pro-
verbial who, what, when, where, and why. Second,
they should provide sufficient detail so that the pic-
ture can be gleaned by multiple people, including
co-workers and potential third parties. It is not
enough that the notes conjure the picture in your
head because you may not be available when the
notes are consulted, analyzed, or critiqued. Lastly,
the notes should be written in a way that would be
sufficient and appropriate to use if you were to
read them aloud to provide someone—a co-worker
or third party—with the picture or snapshot.

To pull these functions together into a succinct im-
age, claims notes should be written with the as-
sumption that someone other than you is going to
be reading and explaining them to a third party
while a stenographer dutifully takes notes. If you
keep this in mind, then the multiple functions of the
claims notes will be present in your brain or CPU.

2. No surprises, please. When it comes to birthdays
and holidays, surprises are great. In the litigation or
claims management arena, though, surprises evoke
vastly different emotions for the recipient, including
consternation and dismay that may be directed at
the situation, the messenger, or both.

To understand these emotions, consider where they
come from. The first belief is that someone was not
tracking or watching what was unfolding. Second,
even if someone was keeping track, the belief may
be that he did not take the time to communicate
effectively and efficiently. Third, the belief is there
are now fewer options on the table than there
would have been had this surprise not sprung forth.
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ture can be gleaned by multiple people, including
co-workers and potential third parties. It is not
enough that the notes conjure the picture in your
head because you may not be available when the
notes are consulted, analyzed, or critiqued. Lastly,
the notes should be written in a way that would be
sufficient and appropriate to use if you were to
read them aloud to provide someone—a co-worker
or third party—with the picture or snapshot.

To pull these functions together into a succinct im-
age, claims notes should be written with the as-
sumption that someone other than you is going to
be reading and explaining them to a third party
while a stenographer dutifully takes notes. If you
keep this in mind, then the multiple functions of the
claims notes will be present in your brain or CPU.

2. No surprises, please. When it comes to birthdays
and holidays, surprises are great. In the litigation or
claims management arena, though, surprises evoke
vastly different emotions for the recipient, including
consternation and dismay that may be directed at
the situation, the messenger, or both.

To understand these emotions, consider where they
come from. The first belief is that someone was not
tracking or watching what was unfolding. Second,
even if someone was keeping track, the belief may
be that he did not take the time to communicate
effectively and efficiently. Third, the belief is there
are now fewer options on the table than there
would have been had this surprise not sprung forth.
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Fourth, the recipient is going to need as much infor-
mation as possible regarding how this surprise
arose, because now he will have to be the messen-
ger of the surprise up the chain of command.
Lastly, and perhaps most importantly, there will be
the belief that other surprises are right around the
corner.

3. Manage expectations. Effective communication
can provide an accurate depiction of a claim or
litigation’s status so that appropriate expectations
can be made, maintained, and managed. For ex-
ample, if the claim or litigation appears from the
outset to have a certain trajectory, then it is impor-
tant to communicate it in a timely and effective
manner. This will set the expectation moving for-
ward, thus establishing the baseline. If there is a
change that affects the trajectory, then it is impor-
tant to communicate how the trajectory changed
in order to manage expectations moving forward.

To be clear, the management of expectations
comes down to communication, since effective
communication helps avoid dissatisfaction with the
result. Expectations are formulated based on what
has happened in the past and the impact those
events may have on the future. The more timely
and accurate the communication, the quicker the
expectation can be managed.

4. Don’t kid yourself. Whether in stocks, businesses,
or real estate, we all are susceptible to showing a
high level of fondness for things we invest in. Addi-
tionally, it often seems like the more we invest, the
more the fondness grows.

This dynamic has certain benefits, including a desire
to persevere and a passion for both the work and
the desired goal. In litigation and claims manage-
ment, this feeling may manifest itself in the amount
of time someone is willing to put into the claim or
litigation. Additionally, there may be a certain
amount of creativity someone is willing to exercise
in order to be effective. Lastly, the amount of posi-
tivity and optimism toward reaching the goal or
outcome may allow you to recognize the strength
of certain arguments, facts, or issues and to remain
steadfast in the face of opposition.

But the investment in a claim or litigation can also
cause an inability to see or appreciate certain
weaknesses, as well as a loss of objectivity. In eco-
nomics, there is something called the “sunk cost
fallacy,” which supposes that people will sometimes
continue with an endeavor only because they
have already invested so much. Recognizing and
appreciating a claim’s strengths and weaknesses is
paramount. It is appropriate to be positive and pas-
sionate, but emotions need to be tempered with
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educated assessments and practicality.

5. There is no “I” in team, but there is one in
“myopic.” We all receive and appreciate informa-
tion in different ways. One person might feel that a
particular piece of art evokes happy emotions for
them, while the another person perceives sad ones.
In other words, we bring our individual experiences
and viewpoints to everything we interpret. It should
come as no surprise, then, that different individuals
may view a claim or litigation in completely differ-
ent ways.

With that in mind, if there is only one person analyz-
ing a claim or litigation, there is going to be a singu-
lar, narrow focus. If this situation persists, then the
claim or litigation management may continue in a
myopic fashion. The lack of diverse viewpoints in
analysis can foreclose potential strategies, expecta-
tions, and potential resolutions. Therefore, it is impor-
tant to have multiple eyes on a claim or litigation.

Another reason for allowing diverse viewpoints is to
allow the possibility for ideas to be challenged and,
perhaps, heightened by a collaborative process.
There is an old saying that “iron sharpens iron”—
individuals can make each other better. It is through
a diverse and collaborative process that not only
can the management of claims and litigation be
maximized, but also the managers themselves.

The above rules are by no means exhaustive. Every
claim or litigation manager has their own set of rules
or suggestions. The hope is that these rules are help-
ful and will lead to a successful claims or litigation
management practice. 

Career Opportunities
Check our website for the latest
job openings:
www.PugetSoundAdjusters.org

Your Premier Northwest
Insurance Contractor

24-Hour Emergency Response
General Contractor

Residential & Commercial
Reconstruction & Restoration

(425) 337-3960
Cell: (425) 780-8263 Fax: (425) 337-3767

ghaney@nw icconstruction.net
16212 Bothell-Everett Hwy F360 Mill Creek, WA 98012-1291
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Full-service abatement company
located in Tacoma, Washington

Asbestos Abatement
Lead Abatement
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253.830.5945
www.tacomaabatementcompany.com

Deb Mattila    Cell: (253) 709-3063
Business Development      Deb@RestorxDKI.com
1307 West Valley Hwy N, #107       Office: (800) 767-2394
Auburn, WA 98001   Fax: (253) 249-0046

Restoring textiles and electronics…
Returning Smiles

For the best return on your claim dollar, select the
leaders in textile and electronics restoration. Start your
next claim off right, from first response to final delivery

and everything in-between.
Call Ann Soulier: 425-905-5967

Call our offices in Seattle: 206-286-1866

ATTENTION CLAIMS
PROFESSIONALS!!!

Dues for 2020-21 are
NOW PAST DUE

Please renew your annual dues to
avoid any interruption in

communications from PSAA.

Pay online at our website:
www.pugetsoundadjusters.org/online-payment-center
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Dues are PAST DUE for 2020-21!
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PSAA Mission Statement
Puget Sound Adjusters Association is a professional organization
dedicated to the ongoing education of the claims community —

providing an arena for member interaction and the
sharing of knowledge and resources.

Share timely & professional information
Camaraderie with colleagues & service providers

Keep current regarding professional products & services
Learn skills that enhance daily service operations & delivery

PSAA Membership Application for 20202020--20212021

ANNUAL MEMBERSHIP APPLICATION
ANNUAL MEMBERSHIP DUES FOR THE YEAR STARTING SEPTEMBER 1, 2020 TO AUGUST 31, 2021

DUES ARE $50 FOR THE YEAR.*
Submit this application and pay with check or pay online with credit card.

Mail to: PSAA, PO Box 87, Dexter, OR 97431 or scan and email to info@pugetsoundadjusters.org

Please print or type information

Application is: (Check one)       Renewal ______          New ______         Change ______ Referred by

Applicant is:  ACTIVE Member $50*  Associate Member $50
Carrier Claims Personnel (claims adjusters, managers, Attorney
supervisors, underwriters, subrogation, etc.), Risk
Managers, Self-Insured & Insurance Pool personnel,  Vendor Partner Advertise in Newsletter
Independent Adjusters, TPAs, Agents, Brokers Contractor, IME, Car Rental, Restoration,

Engineering, etc. See ad rate form for fees

Corporate Members (6 or more employees from one office) $30 per person
To qualify for this rate, persons must be eligible for ACTIVE membership and there must
be at least 6 applicants located within the same office.

 Honorary Member  NO DUES — PSAA, SCAA and TCAA Past Presidents

Paid by:  Check  Credit Card Amount Enclosed: $_____________

Applicant Name Job Title
(For Corporate Members, please list names and email addresses below)

Company Discipline:  Property  Casualty  Auto  Work Comp  Other

Company
Address City State Zip

Home
Address City State Zip

Work Phone Cell Phone

Email Address
The PSAA Monthly Newsletter and other association correspondence will be sent via email.

*Claims Personnel who pay dues receive free attendance at ALL PSAA functions and events,
including monthly meetings and annual symposium.

Name: Email:

Name: Email:

Name: Email:

Corporate Members:

Name: Email:

Name: Email:

Name: Email:
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