[bookmark: _GoBack]Now once you are prepared to use the rapport building skills, there are certain actions you must take to ensure a successful claim. But the first is effective communication. In fact Jim Sadler said and I quote. “The time you spend with policyholders explaining the policy and the claim process is an investment in a successful claim settlement and a satisfied policyholder.” Listen actively to policyholder concerns and demonstrate that you have heard and understand their concerns. Take the time to focus on what was said without forming conclusions and without rushing through the process. During face to face interactions be sure to observe non-verbal gestures, hand movements and eye contact. You can tell policyholders that you and everyone in the claims process is dedicated to paying their claim as quickly as possible and to pay every cent that can be paid under federal law. Let’s face it, some claims take longer than others, and you are the insured’s link to their claim: Ongoing communication with the insured is key to their perception of your effectiveness as a flood adjuster. You must inform insured’s of any delay in the claims process. You must maintain contact from the initial assignment to the final settlement of the claim. You should encourage the insured to contact you with any follow up questions or additional information. You must provide an active telephone number and email address to the insured for any follow up matters associated with the claim. When it comes to excellent customer service it begins and it ends with you!
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