You undoubtedly have met someone that had an ability to put you at ease, making you very comfortable even during stressful times. Developing this type of rapport is a skill that anyone can and should learn. In fact rapport building is an essential component to working with NFIP policyholders. We’ve identified four key components to developing rapport: Empathy, Respect, Sincerity, and Friendliness. To start, why is it beneficial for you to incorporate these characteristics? Well it allows you to build that all important relationship. It allows you get the support of the insured. And it creates a positive connection with the insured.

Let’s discuss empathy. Empathy is described as seeing yourself in someone else's situation. Simply imagine yourself in the other person’s shoes.
You must be able to identify with the policyholder and give them confidence that you understand their loss and are willing to solve the problem quickly and efficiently. Leave the client with a positive impression. Although very similar to the “Golden Rule” it is slightly different because you must imagine how you would feel, how you would react, and how you would identify if the loss was yours. R-E-S-P-E-C-T.  Respect. Many songs and books have been written about this skill. It means showing regard and appreciation for the worth of someone or something. Showing concern is best demonstrated as a true appreciation of the NFIP policyholder. Whether the loss involves a home, business or personal belongings large or small, all should be regarded with the utmost care, respect and dignity.

Likeability and Friendliness.
[bookmark: _GoBack]Friendly, likable people are easy to relate too. It’s just that simple. It’s up to you to create and maintain a friendly attitude during every interaction with an NFIP policyholder. Initiate each visit and telephone call with a positive friendly attitude. Be polite and cordial with the insured even when the insured doesn’t reciprocate. It’s your attitude that sets the tone and dictates the overall experience with the program. Jim Sadler was an expert witness on a claim. Listen as he describe the value of likeability from a jurors perspective. 

Years ago when I was an expert witness on a very complicated property case, The company brought in a consultant. And that consultant actually talked with jurors after hundreds and hundreds of property suites. They asked the jurors why they choose one side or the other. The jurors often said that the reason that they chose it was because of the expert witnesses’ testimony on one side or the other. Was it the facts of the case that the expert witness presented?
Was it the way it was presented, it was more effective than the other expert witness? No, often times it was because the juror liked the expert witness that they ruled in favor of. 

Our last skill involves being sincere and genuine. Truthfulness in work and action is a virtue of one who speaks straightforward without deceit and pretense. As you take initiative on behalf of the policyholder, be genuine,
authentic and real about your role as an adjuster. In other words, be transparent to the policyholder and allow them to see your genuine care and concern.

These four characteristics we’ve discussed thus far
are essential to providing excellent customer service to the NFIP policyholder.
Please don’t forget to demonstrate each skill and remember to incorporate each into every policyholder encounter.
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