SUBSIDENCE

1 Marels last vear, a
numbuer of regionat
subsidence repair
sprcialists joined forces
o faunch wathers.net -
providing insurers, loss
adjusters and engincers with
2477 access to A mational
nerwork of supplier parmers.

withers. net challenged the

delivery of subsidence
solutions by channelling the
expertise of independent
regional firms into & sell-
managed nerwork. Co-
founded by Withers PLC in
partnership with Beiring

Foundations and Acorn
Foundation Engineering, the
companics believe they are
radically overhauling the
handling of what are
waditionally lengthy and
costly claims.

Working together using a
web-lased central 'hub’
syatem, these regional plavers
believe they address the cost,
capacity and servce delivery
issues often associated with a

gmented network. All are
ASUC Plus members and are
based in Crovidon, Luton and
Manchester.

Complete Subs Senvice

£

One of the key drivers
behind the [aunch was
Withers managing director
Robert Withers. “1n the past.
insurers have either used
their own in-house teams,
managed separate subsidence
compunies or contracied witl
# nagional orpanisation,
liaising with diffcring service
prowicers via regional office
networks

“1 knew there was g place
for integrated solurions
Member companies meet
various criteria and common
commercial and delivery
standards, Including F5A and
legisiative complisinee. Once
signed up o withers.net,
members agree postcode
areas and/or disciplines they'll
wirk within, This ¢nsures a
natiorally delivered service
urilising local knowledge ™

Withers claims that by
using 4 web-hased system,
thers are no ‘big office
overheads'. He is confident
that insurers can reduce their
current spend on nerwork
management fees by around 6
o 8%

There 15 & matrix or menu
pricing structure, lump sum

fixed prices and a schedule of
mtes i reguired, A web-hased
claims manogement system
addresses any capacity issues
and service delivery is
scrutinised via Kev
Perlormance Indicitors,

Administeative and claims
IMANASEIENL SUP [T 5
accessed via a central hub
office in Crovdon dand
insurance and loss adjusting
clients monitor their clanms’
progress via dat input onto
the system. Password
protected customer files are
held centrally on the web and
as weell a5 247 access, clients
can assess whether
comiractors have met KPEs and
service standards.

Chents include Capita
Insurance Services, GAB
Robins, Asheorth Mairs
(including QCRNY, Serpon
BRM and Crawfords

Sovwhat's in it for the loss
adjuster? “We lighten the
|rach. Every job is managed
through a single electronic
filing system ensuring
rransparency, controf and
consistency. Client details and
PrOEress réports are puL on to
the site directly and all parties

Engineer Supervised
ASUC memiber
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(apart from homeowners)
have an overview of work in
progress.”

Adjusters logging on 1o
the 'work with jobs' section of
the site sec thedr jobs’
progress via a traffic control
svarem and ir is the provision
of 4 complete claims overview
thar mikes a difference w the
role of the adjuster, Most
delays in paper-based claims
are because of poor
COTTTILLE CALIC.

Under the waffic control
system, all jobs are colour
coded white, amber or red,
White means evervthing is
runming on tme, amber flags
up a key date, such as ‘start
on site” 15 fooming and red
alerts contractors two days
before @ scheduled key date

Tony Boobier, Building
Services Director at Capita,
has been a supporter of
withers.net from the outser,
seeing it as a genuinedy
innovative solution within the
subsidence industry. “Capita
was the first company to sign
up with withers net as we
could immediately see the
benefits a system like this
wounld bring to all of those
invelved in subsidence claims.

“The concept is simple.
and creates 2 subsidence
repair solution with all the
bencfits of a large
organisation, but with the
overheads of a smaller one.
The idea came from the world
of air traffic concrol, where
the controller could sec
evervthing which was poing
on [rom the screen, and tike
action accordingly, There's no
resson why subsidence claims
handling can’t be managed in
the same way

“withers.net also throws
down a wider challenge 1o
the rest of the insurance
incluscey, with a4 reminder that
small and medivm-sized hrms
working together can create 4
serious challenge wo the big
bowys, through the use of
technolom-bised solutions.”
Continues Boobicr,
"Organisations like Withers
constantly keep the industry
o s toes, deas like this
remind ws thar there are
always newer, hetter witys of
lesaling with claims.”

Given that the issues
surrounding subsidence wnd
claims handling continue o
mowve higher up insurers” and
homeowners” agendas,
solutions sucli as withers net
are 1o he welcomed.

SUBSIDENCE

Keith Curling speaks up for the tricd
and tested ways of handling subsidence
claims but says fexibility is the key

ou can't always believe what vou
read. The insurance press has
over the last five vears been full
of publicity surrounding fasc
track and onc stop subsidence senices.
Herwever, that hasn't stopped many
insurnee principals sl subscribing o tee
radizional methods with adjosters
reporting under the ARl format. This has
atnavs and continues 1o work well for
muny loss adjusting firms. Alsn, the
majority of insureds prefer the adjuster w
suggest 2 suitably expericnced firm of
structural engineers. That does not mean
in less complicated cases there anc not
faster, more refined wivs of reporting, Loss
adiusting is, after all, about fexdbility and
horses [ courses
Surprisingly, tie most frequent
problem when the insured requests an
engineer of their omm chodce is that they
fall ourwith them. On occasions some
engineering practives, hiving cartied oug
onlby few subsidence claims, tend to
become over-caatious with monitocing wnd
their final proposals for the remedial
solution, KEeeping the mvo professions
separate enables the loss adjuster 10
voncentrate on his own duties
Furthermone, the adjuster s seen o be
indlependent from the engineer and
prowiding an unbiased service
Frequenty, adjusters receive referrmd
claims where the insured has been given
poot service or the cause of subsidence has
bern misdiagnosed, These are often claims
that have been managed vnder a supposed
fast track ‘project managed” package deal
The most fregquent complaing being
Misdirgnosis due w inadequate
investigations
Ineareect repair solutens resulting in
continuation of movement and damage
Other influences not idendfed during
thie origingl chm thar have acthated
further damage
The monitorng had dragged on

| beyond promised dates

With higher net worth clients the ‘old
school araditional methods work better.
Many insureds ane highly educated
professionals who take the time to study
the engineer’s reports and welcome this
level of service: They also like 1o know that
their property is being examined in great
demil and thar the final remedial phase will
be maneged o the highest standads,

Time

Emphasis fom the majority of insurers has
been 1o setle subsidence claims quicker
and cheaper, The response rom the Loss
Adjusting marker has been fast wack
‘project managed’ solutions, Over the past
decade it appears that the efficacy of these
services has been unfolding with differing
results. Lessons have been learnt with this
impersonal, conveyor belt system. Probably
the best thing to say about it is that it can
work for some claims but it is oo rgid and
it appears thar there have been many
accasions where the standard of the inidal
site investpidons have been compromised
The success of subsidence investigtion
and diagnosis is ke most things, all down
1o the accomey and qualicy of the
preparation.

Some muy say that loss adjusters who
prefer the nld route and ways have stayed a
litde bit in the dark ages, plodding on with
old fashioned ‘tried and tested” formulas
But we, like many other mediom steed loss
acljusters, are sill here, and there are sl
many insurnce conpanies who prefer the
traditional vilues, The reason why?
Because there really isn't much difference
in the dme and cost in resobving a
subsidence claim using traditional
technigues as opposed 0 "project
managed’ systemes,

It is very much like the old hare and
roroise whe, You can rush on with good
intenmons using 2 ‘project managed”
scheme bur you will still come o the same
hurdies c.p. Local Authority rees,
neighbour's trees or even the insured’s
trees if they are proteced, shared drains,
commurt sewers, etc

At the end of the day do insurers really
mind if the claim takes a linde longer to
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resolve? Within resson no, providing and
I's an impaorsnt proviso, tat they are kept
informed of progress aned the insured
appreciates the problems, I is all down o
good communication, providing wpdares
and maintaining good relatons with the
insured. The nsurers want the solution wo
be comrect and do not want 1w have 1o go
back for another round of expensive

remedial warks.

Mo doubr most insurers would lile o |

sec subsidence chdms resolved quicker and
more economically. The response m these
sues has been o wilor the service to
aceommodare the severity of the prohlem.
However, this does not miean insisting that
the insured or the insurer mke this up, and

they can revert o the full raditicnal
procedures if necessany,

Cost = reactive claims handling at 3
lower price

Adjuster enpincersing is i flexible response.
It is for the adjuster to idenify Jower risk
subsidence claims. Problems are
differentizted by severity and then o
decision is made about whether the claim
warrants & more simplified repoming
process. The accuracy and qualicy of the
investigations remain the same, It is
important o recognise where there will be
financial benefits by adopring s shorer
reporting procedure,

The costs will, of course, be reduced
far this more simplified daims handling,
and disbursements minimised as the
engineer’s standard investipation package
is reduced. For example, arbordouloural
services can be eliminated when a suitably
qualificd engineer can idenify the
approprizte tree control. Furhermore, the
loss adjuster and the engineer will work
between them o obiain cstimates for tree
coxntrol, driin repairs, eoc

Although under the taditional syseem
the loss adjuster rematns independent
from the enpineer, the combined TEPOrTing
procedure is an integration of the loss
adjuster’s initial cvaluation and the
ENEinesr’s response, when e inves
tigation progrimme has been complemed.

Other Anancial benefits with the
independence of the loss adjusters and
engineers s opposed 1o ‘project managed’
SETVICES e

CDM Repulations — a5 loss adjusters,
wha also produce their own designs and
schedules, are deemed 1o be desipners
when they are required 1o comply with
COM Hepulations o neardy all repair and
remedial schemes, thus requiring
complisnce under the regulations and
further expense upon the insurer

Quality
In gssence, in this system it S possible 1o

tailor the level of service in time and cost
o accommoclate the severity of the
problem. But thar sull allows e
mzinterance of e same level of gualice
throughout. In this way a flexibility is
allewed and the adjuster does not have 1o
enloree any particular scheme upon the
insured

Insteadd the adjuster continues w work
with the insured and insurer as closely as
possible 1o nurmure the insured dirough
this uncomiortble swation,

It is important that insurers are made
aware of any further influences that have
the potential 10 quuse subsidence,
Adjusters are often asked o look
referrals invelving a second or third
opening of the criginal subsidence claim or
# further claim

The most common reason is thar other
influences are ignored or overdooked. It
setms that insurers are not being
forewarned about funire influences,
Furthermore, the insured is not being told
s 10 what they should be doing to mitigate
the risk of future subsidence and their
responsitsility o mainain and notify thind
parties as 1o their obligations,

Reith Crrling is managing divector of
Carmichacls, tive Meidstone ad
Birmringlham-based Inss adfusters.

CORRECTING SETTLEMENT

To correct settlement normally requires the occupants of a building to move sut. With large industrial and
retail units, the associated costs can be very high.

Keller Ground Engineering's Soilfrac and Compensation Grouting systems are undertaken externally
so that the building remains in full use whilst all the remedial work is being carried out.

COMPENSATION GROUTING
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For full infermation about:

® SOILFRAC AND
COMPENSATION GROUTING

* PERMEATION GROUTING
¢ SOILCRETE JET GROUTING

please contacn

Keller Ground Engineering

Aztec House, 397-405 Archway Road, London Mé 4EY
Tel: 020 834 6424 Fux: 020 B340 698|

e-mail: marketing@keller-ge.co.uk

\

N
=
=
d

Visit.our Web Site: www.keller-ge.co.uk
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