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As a flood adjuster interfaces with the policyholder, each interaction is an opportunity to create a positive experience for the policyholder and a favorable impression about the National Flood Insurance Program.

Flood certified adjusters have the responsibility to adjust losses associated with the Standard Flood Insurance Policy.

Therefore, the handling of the claim at each touch point must be conducted with the utmost respect, empathy and confidence. This presentation outlines key skills and attributes that NFIP adjusters must demonstrate when adjusting a claim on behalf of the NFIP.

This presentation will help you to: create a favorable impression of the NFIP;
to elevate policyholder perception of adjuster professionalism; and to improve policy holder satisfaction.

Remember this presentation is not designed to teach an adjuster how to adjust a claim; rather it explains behaviors, skills and attitudes that contribute to the successful claim settlement.

No one says this better than the Director of Claims, Jim Sadler

Hello, I’m Jim Sadler. I served as Director of Claims for the National Flood Insurance Program And also lead the Claims and Appeals Branch of the Federal Insurance and Mitigation Administration which is part of FEMA and the Department of Homeland Security. I've been given a few minutes today to discuss a subject that is most important to all of us. Excellent customer service.

The first rule is the Golden Rule when dealing with people. That is to do unto others as you would have them do unto you.

The second rule is probably even more important. That is the Platinum Rule. That is that you treat others as you would treat yourself. That is, how would you treat yourself in the same circumstance. I suggest that you treat policyholders and their family with dignity and respect. Always appreciate the dignity of the property ever how modest it might be. The time you spend with policyholders explaining the policy and the claims process, is an investment you've made in a good claims result and also the satisfaction of the policyholder. The greater the investment, of course within reason, the greater the satisfaction and success.





