Boroughs.

Final details of any protocol have yet ta
be agreed. It is clear there is considerabla
goodwill on both sides for the development
of such a scheme. If successtul, it would
dirminish misunderstandings and result in a
general reduction of time and costs,
including legal fees, for tha resalution of
tree root claims against local authorities.

Sub groups

Fotusing on specific areas of interest, the
Subsidence Forum has developed a number
of sub groups including: Customer Care;
Risks; Processes and Competence.

Custamer care

The first success, invalving a sub-group lead
by Jill Hunt from Lieyds TSB, was to agree a
customer charter between all parties. it is
intended to apply ta all parties and cover
all aspects-of subsidence claims handiing
{see panel on right)

Risks

Gary Stone af Marishal Thomson is running
the Risk sub group. In an early stage, it is
looking at the causes and management of
the subsidence risk. One of its aims s 1o
establish a common base of shared
knowledge and, where practicable; data
resaurces, This will involve amongst other
things

*» The use of Internet-based systems to look
at the sources and uses of tree, weather
and soils data

* The current assessments of impact of
climate change

= The practical applications of electronic
mapping and other tools with a view to a
sharing of underwriting/risk: modelling

= Claims understanding without taking
Away the competitive advantage of
individual firms.

Processes

Another key aspect relates to the processes
invalved in subsidence handling. The Forum
does not want to be prescriptive with
regard to this but considers minimum
standards are required, A sub group
headed by Bob Walker of Cunningham

Living with Stress

Withersnet - the national network of subsidence repair spedialists - has added
Stress UK Limited a superstructure repair specialist to its panel of partner
companies. Stress LIK Ltd increases the member panel to four, joining co-founders
Withers PLC, Bearing Foundations and Acorn Foundation Engineering. Withersnet
was launched 18 months ago to provide subsidence repair solutions for the
insurance industry. Partner companies operate as a self-managed network using a
web-based central 'hub' administrative system and collectively have the capacity to
handle in excess of £2m worth of claims a year.

Lindsey has undertaken an extensive review
of processes. Key areas were jdentified and
formed the basis of a training seminar
hosted by BRE on 17 October. At tha
seminar there were presentations covering
the topics of Supply Chain Management,
Customer Care, Subsidence Diagnosis; Site
Investigation, Health and Safety,
Monitoring, Mitigation and Repairs
Techniques. In addition there were practical
demaonstrations by some members rélating
to various technigues and processes
encounterad during Investigation of a
claim.

Competence

There 5 no doubt that the decision by
insurers-in the early 1990s 1o have
subsidence claims handled by nominated
experts, rather than the experts appointed
and acting directly for the insured, was an
imiportant step which has greatly improved
the potential for managing claims
successiully.

However, one of the Key elements in
the creation of the Subsidence Forum s to
provide a workforce of competent
subsidence experts, including the provision
of a compeatent labour poat in the event of
a pariod of exceptional need, commaoniy
described as a surge.

A further sub group under the
leadership of Teny Boobier considerad the
need for insurers and other-expertsto be
able to demonstrate competence to meet
the effects of FSA Regulation,

& paper was produced which set out:
= Registration of Experts
* Minimum Training Pragrammes
= No fundamental change, but the creatian

ot aninformal "Community of Experts’
Agreement has yet to be reached on how
this-aspect should proceed and the issue
will be reviewed later.

And finally..,

If anyone is interested in joining or
contributing to the Forum then details are
available directly from the Forum’s website,
wivw.subsidenceforum.org.uk or
alternatively E mail Lisa Hennessey via
fisag@associationhouse.org.uk

A new charter is an integral part of
customer care; it applies to all parties

SUBSIDENCE FORUM - CUSTOMER
SUBSIDENCE CHARTER

T reeat vou a5 an individual, and in all
aspects, facky, with respect ancl integrity.
You will be provided with an information
puiide which will generlly cxplain the
clims process including

= Guidance on pavment of the policy
excess, oowhom it s payable and when,
Explamation of the wrious stapes of the
process such as site investigations and
monitoring and mitigation.

Provision of a:likely amescale.

Prowision of i contact nome and numibser,
You will be offered competent
professionads to dingnose and
recommend the best technical solution
for vour home and 1o offer outling advice
on damage not covered by your
insurince policy.

* Yo will be offercd help with your
UECSTICS angl concerns.

Your will be kept fully informed of the
propress af vour clninn-and évery effon
will be mide o keep 1o mutally agreed
timesiiles:

Yo will e made avware of all resonable
options for the repeir and settlement of
your claim,

All partics will comply with all relevam
regulations and legishion,

HEAD OFFICE
Duffield Road,
Little Eaton,
Derby DE1I 5DR
Tel: 01332 834055
Fax: 01332 834101

e=madl:
postifimorcon.demon, co.uk
WL ITHOnC o, co, K

FOUNDATIONS LTD
@ PILING UPTO 350mm DIAMETER AND
UMDERPINMNING

@ NEW BUILD DESIGN CALCULATIONS
& CONSTRUCTION OF FOUNDATIONS

@ RE-LEVELLING SUNKEN FLOOR SLABS
@ JACKING OF STRUCTURES

Al work-will be dene safelyv by vetoed,
approved contractors.

The aims laid out in this charter donot

et yirlir rights o refer the elaim o die
ancial Ombudsman Service in the event
thiat your ace nodt satisficed with the senvice
prowicleel by amy pury ™

Fin,




