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64th Article From the Other Side of the Desk
The Two Colonels

It is the beginning of December and I guess I could be writing this article about the holidays but I figured plenty of people will be writing about that within the next month or so.  Probably also could have written something about the conference in San Diego but that’s already been talked about.  Probably could touch on the up-coming spring workshop in St. Louis but that is still in the works.  Plenty of time to talk about that in the upcoming months. 

I would like to write about an experience I had up in West Point, NY about 3 weeks ago.  We don’t do a whole lot of military claims but I do go to West Point a lot – it’s only about 35 miles away from my shop.  I’ve been expediting claims at West Point, it seems forever, through different van lines and relo companies.  Due to our proximity we tend to get up there.

Well about 3 weeks ago I had one of those unusual days where I had 2 stops for 2 colonels.  I often don’t look at my paperwork until after I get inside security at West Point.  As I pulled up to my 1st stop and I checked all of my paperwork I found that both colonels lived right next door to each other.  What are the odds of that?  One moved with one van line from Atlanta, the other moved from San Diego, they lived next door to each other and their appts were set on the same day.

What mystified me the most about this day was that both the colonels had the same reaction to the situation they were in.  The 1st stop had a leather sofa with the frame cracked in half and the leather was torn.  The sofa was just a mess.  It appeared it was just dropped off the truck.  He had a tread mill that was broken in half amongst tons of other breakage.

The 2nd stop was even worse.  It looked like a fork lift had gone through the pallet.  Items were cut in half, crushed.  The collectible items from over the years (when you’re a colonel in the army you tend to have been in the Army for a while) were destroyed.

Both these gentlemen had been overseas, both had served in Afghanistan and Iraq.

They were both back at West Point in the  twilight of their careers teaching.

Getting back to the 2nd stop, it appeared all of this damage could have occurred due to a load shift or a fork lift had gone through this stuff – it was just terrible damage.

What struck me the most was that both the 1st colonel and 2nd colonel said the exact same thing:
Paraphrasing:  you know, Dan, we understand that things happen in moves.  We have been moving most of our adult lives and this is the nature of being in the Army, they move you around.  We expected to see somebody like you and expected you to see what could or could not be fixed and provide a fair-minded report to the carrier.  We also expected someone to call up and apologize.  Nobody bothered to admit this happened (the severity of this damage), nobody bothered to hold their hands (so to speak).

I think when you deliver household items and they are in this kind of shape you would hope there would be somebody who calls up (some kind of customer service rep at the van line) and says:  We understand there was a problem with your move.

We are sorry that this happened, it shouldn’t have happened.  We’ll try to do everything to make this right.

I believe, at the end of the day, that’s what people want to hear.  They want to hear somebody from the van line tell them – we’re sorry, we were wrong, we’re going to try to make it right, we’re sorry for the inconvenience.  We’re sorry you have to sit on a sofa that has its back broken for  1 ½ months.  We’re sorry you have to sit on a DR table that is propped up on boxes because the leg is broken off.

I guess my question out there to the industry is:  is there such a person who can make this type of a follow up call??

When we get a claim, it’s come from an adjusters desk to us and we go out and do what we have to do.  Is there any human contact?  Seems there is too much of a disconnect between the damage and the van lines.  This is often a problem for the repair firm when they go into a home.  Not to say this scenario is across the board (we know of  a few claims reps who go that extra mile) but it seems they are the minority.
Lucky for me these 2 colonels were really nice guys.  I’ve been in the situation where people are ready to take my head off because I am the first person they’ve spoken to.

I can’t help but wonder, with all the time and money that’s involved in the claims process and all the nuances in moving, when things happen shouldn’t there be somebody who just calls up to say “I’m sorry”?

Until next month…………..
