CLAIM ALERT LEAD PROGRAM

The Claim Alert Lead Program can be completed in any (and all) of three ways.  It is a versatile program that should be easy to incorporate in your agency, and will pay dividends in the years to come.  

PERSONAL PROTECTION REVIEW

The ideal time to share the Claim Alert Lead List with your clients is during the annual review.  Its union with a disciplined, annual review process will provide your agency with a powerful one-two combination to meet and exceed the requirements of your clients.

1. During the Personal Protection Review, the Claim Alert Contact List should be shared with your client (see attachment 1).  

2. Somewhere near the end of the review, a conversation should take place similar to attachment 2. 

3. If the client does not have all of the information, then a list like that shown in attachment 3 should be given to the client with a self addressed, stamped envelope from the agency.  

4. Once the names are secured, a letter is sent to the referral (see attachment 4).  

5. Two weeks after sending the referral letter, a phone contact is made with the referral (see attachment 5). 

All claim alert lead lists should be kept in your AIM system or manually in the client file.

AGENCY MAILING CAMPAIGN

1. Using a letter similar in construction to attachment 6, the agency can conduct a mail campaign with its clients to secure the information.  A self addressed, stamped envelope will need to be included with the list when sent to the client.  

2. Once the names are secured, a letter is sent to the referral (see attachment 4). 

3. Two weeks after sending the referral letter, a phone contact is made with the referral (see attachment 5).

All claim alert lead lists should be in your AIM system or manually in the client file.

AGENCY CALLING CAMPAIGN

1. Using a phone script similar in construction to attachment 7, the agency can conduct a phone-calling campaign with its clients to secure the information. 

2. The agency can complete the lead list (attachment 1) and then send a referral letter (attachment 4) to all of the names secured. 

3. Two weeks after sending the referral letter, a phone contact is made with the referral (see attachment 5).

All claim alert lead lists should be in your AIM system or manually in the client file.

CLAIM ALERT LEAD PROGRAM ATTACHMENT 1

_________________ AGENCY CLAIM ALERT CONTACT LIST

NAME

ADDRESS / PHONE NUMBER

RELATIONSHIP

1)___________________________________________________________

2)___________________________________________________________

3)___________________________________________________________

4)___________________________________________________________

5)___________________________________________________________

CLAIM ALERT LEAD PROGRAM ATTACHMENT 2

PERSONAL PROTECTION REVIEW CONVERSATION

(CLIENT’S FIRST NAME), I WANT TO SHARE WITH YOU A PROGRAM THAT WE HAVE INSTITUTED HERE AT THE (AGENCY NAME) TO BETTER SERVICE YOUR INSURANCE NEEDS.  WE KNOW THAT FROM TIME TO TIME PEOPLE ARE OUT OF TOWN WHEN DAMAGE OCCURS TO PROPERTY THAT IS STILL HERE.  MANY TIMES, THIS PUT OUR CLIENTS BEHIND THE 8-BALL IN TERMS OF GETTING A CLAIM STARTED AND MITIGATING FURTHER DAMAGE TO THEIR HOME OR AUTO.  

WE ALSO KNOW THAT MOST OF OUR CLIENTS HAVE SOMEONE KEEP AN EYE OUT FOR THEIR PROPERTY WHEN THEY ARE AWAY.  THE PROBLEM HAS ALWAYS BEEN THAT THOSE TRUSTED FRIENDS AND RELATIVES NEVER KNEW WHO WE WERE, AND WE DID NOT KNOW WHO THEY MAY BE.  TO ADDRESS THIS CONCERN, WE HAVE DEVELOPED A CLAIM ALERT LEAD PROGRAM.  WE ARE ASKING OUR CLIENTS TO GIVE US THE NAMES OF 5 FRIENDS, NEIGHBORS AND RELATIVES WHO MAY LOOK AFTER YOUR HOME AND AUTOS IN THE EVENT THAT YOU ARE OUT OF TOWN.  WE WILL SEND THEM AN INTRODUCTORY LETTER WITH OUR BUSINESS CARD IN IT, LETTING THEM KNOW IT IS OKAY TO CALL US IN THE EVENT THAT A CLAIM NEEDS TO BE STARTED RIGHT AWAY.  WE CAN THEN TRACK YOU DOWN TO LET YOU KNOW WHAT WE WILL BE ABLE TO DO FOR YOU BEFORE YOU EVEN GET HOME.

WITH THIS IN MIND, (CLIENT’S FIRST NAME), WOULD YOU PLEASE FILL OUT THIS LIST WITH THOSE PEOPLE WHO MAY BE LOOKING AFTER YOUR HOME WHEN YOU ARE OUT OF TOWN?

CLAIM ALERT LEAD PROGRAM ATTACHMENT 3

_________________AGENCY CLAIM ALERT CONTACT LIST

PLEASE COMPLETE THE FOLLOWING LIST AND RETURN IT TO OUR OFFICE IN THE ATTACHED, SELF ADDRESSED STAMPED ENVELOPE.  THIS IS THE LIST THAT WE WILL KEEP IN YOUR FILE IN THE CASE OF A CLAIM EMERGENCY WHEN YOU ARE AWAY FROM HOME.  THANK YOU FOR YOUR HELP AND COOPERATION IN THIS MATTER.  KEEPING YOU AND YOUR ASSETS PROTECTED IS WHAT WE ARE HERE FOR!

NAME

ADDRESS / PHONE NUMBER

RELATIONSHIP

1)___________________________________________________________

2)___________________________________________________________

3)___________________________________________________________

4)___________________________________________________________

5)___________________________________________________________

CLAIM ALERT LEAD PROGRAM ATTACHMENT 4

SAMPLE LETTER TO REFERRALS ON THE CLAIM ALERT CONTACT LIST

Referral’s name, we have received your name from our client, Insured’s name as a possible contact person in the event that Insured’s name home or vehicles are damaged while the Insured’s last name(’s) are out of town.  We at the agency name feel that it is important that our clients feel secure in their insurance protection at all times, and that includes when they are out of town.

Insured’s name told us that you may be someone who would be looking after their property or may know their whereabouts should their home or vehicles sustain a loss.  If you find yourself in this position, please contact our office at agency phone number, anytime of the day or night.  If we are not in, leave a message on our answering machine and we will return your call as soon as possible.  Please leave your name, number, and our client’s name and address.

We appreciate the help you will be providing your neighbor, friend, relative.  We are confident that Insured’s name thanks you as well.  Enclosed you will find a business card with our number on it that you can keep in a safe place.  Again, thank you for your help in letting us provide superior service to our client.

Best regards,

xxx

CLAIM ALERT LEAD PROGRAM ATTACHMENT 5

PHONE CONTACT WITH REFERRALS SCRIPT

GOOD (MORNING, AFTERNOON, EVENING), THIS IS (YOUR NAME) CALLING ON BEHALF OF THE (AGENCY NAME).  THE PURPOSE OF MY CALL IS TO FOLLOW-UP WITH YOU ON SOME INFORMATION THAT WE SENT YOU ABOUT TWO WEEKS AGO CONCERNING OUR CLIENT AND YOUR (FRIEND, NEIGHBOR, RELATIVE), (INSURED’S NAME).  DID YOU GET OUR LETTER AND BUSINESS CARD?

· IF YES - DO YOU HAVE ANY QUESTIONS ABOUT THE PROGRAM?  (ANSWER ANY QUESTIONS THEY MAY HAVE).  WE ARE HAPPY TO PROVIDE THIS LEVEL OF SERVICE TO OUR CLIENTS.  DO YOU KNOW IF YOUR AGENT HAS THIS PROGRAM AVAILABLE? 

     IF YES - THAT’S GREAT! THAT IS WHAT INSURANCE IS ALL 

     ABOUT - HELPING PEOPLE.  PLEASE DO NOT HESITATE TO 

     CALL ME IF YOU HAVE ANY QUESTIONS ABOUT THIS 

     PROGRAM OR ANY OTHER INSURANCE RELATED 

     QUESTION.

     IF NO - PERHAPS YOU WOULD LIKE TO BE COVERED BY

     THIS TYPE OF PROGRAM ALSO.  WHO DO YOU CURRENTLY

     CARRY YOUR HOMEOWNER INSURANCE WITH?  <FROM 

     THIS POINT ON, HANDLE JUST LIKE YOU WOULD ANY 

     OTHER PROSPECT>

· IF NO - I’M SORRY, (REFERRAL’S NAME).  THAT INFORMATION WAS SENT ABOUT 2 WEEKS AGO.  I WILL GO AHEAD AND SEND IT TO YOU AGAIN, AND THEN CALL BACK.  DO YOU STILL LIVE AT (ADDRESS GIVEN BY CLIENT FOR REFERRAL)?  SORRY TO HAVE BOTHERED YOU!

CLAIM ALERT LEAD PROGRAM ATTACHMENT 6

SAMPLE LETTER FOR EMERGENCY NOTIFICATION

Dear Insured,

One of the most important things that any insurance agent can do for you is to ensure that you and your assets are fully protected, no matter where you happen to be.  Recently, we have been contacted by a number of our clients regarding how a claim would be initiated if there was damage to their home or vehicle while they were out of town.  How would they know about the damage?  How would we know about the damage?  What could we do with the insured out of town to mitigate the damage and get a claim underway?

To answer these questions, we have developed a contact system that allows those people who look after your assets when you are away to get in touch with our office in the event of a loss.  First, we ask you to complete the Claim Alert Contact List that you will find attached to this letter.  Then we ask that you mail it back to our office in the enclosed, self-addressed stamped envelope.

Once we have this list, we send out a letter to those on your list letting them know how they can reach us in the event that any of your assets sustains damage while you are away.  Should we hear from anyone on your list, we will contact our claim department to initiate the claim process, and then make every attempt to reach you by phone to let you know that we are on the job, providing the peace of mind that we promised you when you first took out a policy with our agency.

We hope that you find this process both easy and advantageous.  We are always looking for ways to provide more service to each of our clients, and we feel that this process will allow us to do just that.  This is just one small way that we can say “thanks” for allowing us to service your insurance needs.

CLAIM ALERT LEAD PROGRAM ATTACHMENT 7

PHONE SCRIPT FOR OBTAINING CLAIM ALERT CONTACTS

(INSURED’S NAME), WE HAVE RECEIVED A FEW PHONE CALLS RECENTLY FROM OUR CLIENT’S ASKING WHAT WOULD HAPPEN IF THEY HAD DAMAGE TO THEIR HOME OR VEHICLES WHILE THEY WERE OUT OF TOWN.  THESE QUESTIONS REVOLVED AROUND HOW WE WOULD BE CONTACTED, HOW THE CLIENT WOULD BE CONTACTED, AND WHAT THE AGENCY COULD DO TO HELP THEM OUT IN THIS AWKWARD SITUATION.

TO ADDRESS THESE CONCERNS, WE HAVE DEVELOPED A PROCEDURE IN THE AGENCY CALLED THE CLAIM ALERT PROCESS.  BASICALLY, WE ARE ASKING EACH OF OUR CLIENTS TO PROVIDE US WITH THE NAMES OF 5 NEIGHBORS, FRIENDS OR RELATIVES THAT WILL PROBABLY KNOW THAT YOU ARE OUT OF TOWN AND ARE WATCHING YOUR HOME.  WE THEN MAIL TO THEM A LETTER LETTING THEM KNOW THAT YOU HAVE GIVEN US THEIR NAME, AND INFORMING THEM OF HOW WE CAN BE REACHED IN THE EVENT THAT A LOSS DOES OCCUR WHILE YOU ARE AWAY.  WITH THEIR HELP, WE WILL BEGIN THE CLAIM PROCESS, AND TRY TO REACH YOU BY PHONE TO EASE ANY CONCERNS THAT YOU MAY HAVE ABOUT THE PROTECTION OF YOUR HOME OR VEHICLES.

WITH THIS IN MIND, (INSURED’S NAME), COULD I ASK YOU FOR SOME INFORMATION THAT WILL ALLOW ME TO COMPLETE THIS PROCESS AND UPDATE OUR RECORDS?

-PULL OUT THE CLAIM ALERT CONTACT LIST AND COMPLETE

-IF ALL OF THE INFORMATION IS NOT HANDY, TELL THE INSURED THAT YOU WILL SEND THEM THE LIST TO RETURN TO YOU.
