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As we in the moving claims industry are heading into the busy season, we need to step back and see what the hot points are.

Hot points are those areas that need to be addressed with the packers, van operators and warehouse personnel where we see most of our claims are coming from.

Some might say that they see more claims when a shipment goes into S.I.T. and others will say no it is when a shipment needs to have a shuttle done.  Let’s just all say that when a shipment has to be handled more often, it has  more chances of being mishandled.

There is one hot point that we can all agree on and that is:  PAPERWORK, PAPERWORK, and PAPERWORK!!!!
Inventories, high value inventories, bingos, and the Bill of Lading are some areas that I would like to address.

Too often we come across inventories that have every item listed as scratched, rubbed and marred with no locations as to where the pre-existing damages are.  We have all seen these.  These are no help to us at all.  This is where we need to start re-training the van operators on the importance of writing up the inventories correctly.  Customers these days are very claim savvy.   Without the proper annotations of the locations where the pre-existing damages are, the customers can claim pre-existing damages and most of the time we have no way to defend ourselves.  Of course then we have to listen to the van operator complain that the damages claimed were on the piece prior to the loading.  I tell them every single time, “Do your paperwork right and then we would not be having this conversation!”  I do have a couple of van operators that will say those same words to me as I have repeated them so often.

While there is no way to know what is in a PBO carton, it would be beneficial to write on the inventories what room the boxes are from.  These boxes also need to be labeled to the best of the van operator’s ability.  Too many claims come in with missing PBO cartons and they do not know what the inventory number are but they sure know what was in those PBO cartons and it is always the high ticket items.  Good thing that most van lines are utilizing the aid of the High Value Inventory Form.  

Speaking of High Value Inventory items, these need to be pointed out to the van operator or packer prior to the start of the job.  Emphasis needs to be put into place, starting with the salesman or the coordinator, that the High Value Inventory form needs to be filled out prior to the arrival of the packers and that they need to be identified to them.  No high value item can be in a PBO carton as we need to be sure that it is one, packed properly, two, that the item exists and three, that the item is in good condition without pre-existing damages.

Bingos is one area that the delivery crews are causing a lot of trouble for themselves on.  The bingos are a very useful tool that should be used on every single delivery, with the exception of Military as they need to check off the inventories themselves.  How many of you have heard from your customers, “The driver told me that everything is here and it is not necessary for you to check off this form.”  Well this is when I would like to shake a driver or two.  This form is to benefit everyone!  It ensures that all items are delivered without question and if not then the item can be located as one that arrived without a tag number.  Plus it allows the customers to annotate what items are damaged.

The last subject I would like to touch base on briefly is the Bill of Lading.  The individual that is picking up the customer’s shipment should have this form filled out first prior to anything else happening.  The customer needs to sign it and ensure that they know which valuation that they are signing for and that they will need to pay for which evaluation they chose.  No shipment should be touched without the Bill of Lading being signed for first.

Quick tip of the season:  instruct your crews to notify you immediately when there is property damage.  This will save us all a lot of heartache.
