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Sadly enough with a slow economy many of your customers have found an excellent way to line their pockets.  They are claiming cheap fakes or reproductions as real antiques, the most expensive painting they owned as the one lost, are refusing repairs because they compromise the integrity of an item and are claiming high dollar loss of values.  As we all saw at convention there are many “fakes” out there.  I have come across lots of items this season already that are claimed as “missing” or the customer is claiming a “loss of value” when the item is not even an authentic antique to begin with.  Where does the responsibility lie when a customer has a missing item and all they have is their word or a poor photo?  There are many ways you can verify the value of your customer’s antiques, jewelry and art.  If the person has an authentic expensive antique, piece of art or jewelry they should have “some” kind of documentation.  Homeowner’s insurance policies require a current (within the last 3 yrs) appraisal for any high dollar items.  The appraisal often lists any high dollar jewelry, antiques, art, etc.   Even if an appraisal is not included they should still list them out and attach it to the policy information.  This is an excellent way to verify that your customers are not slipping in a reproduction that is worth $250 when they are claiming $2,500-$25,000.   Whose responsibility is it to produce documentation and proof?  It is your customers!!  Ask questions and then ask some more questions!!  All you are doing is verifying their information so that you can close their claim quickly.  If you do not have the time then hire an appraiser to do it for you.  Asking questions only makes you look knowledgeable.  Where (city, state and store) did you purchase the item?  Do you have a previous appraisal?  Is it listed on your previous policies?  Do you have a receipt?  Do you know where I can find the artist?  If it was handed down from a family member they may not have documentation but they certainly should be able to tell you the history in order for us to determine a fair market value or worth.  One thing to remember is that if your customer is reluctant to produce ANY information they are probably not being honest to begin with.  Some quickly drop their claim when they find out an appraiser or coordinator is researching and authenticating their items.  Or they start screaming that you are “not doing your job”.  The louder they scream the more you should push for proof.  Several years ago I stated in an CPPC interview that van lines and insurance companies are giving away millions and millions of unnecessary dollars on their claims because they do not want to take the time to investigate or research.  Then please hire someone who will do it for you.  You can negotiate and limit the number of hours of research on an item to keep your costs down but stop giving these dishonest people payment with no questions asked.  Research almost always saves your company money.  So what are you waiting for?  Utilize appraisers and watch your claims payments drop.  

Fair Market Value:  The price the property would sell for on the open market.  It is the price that would be agreed between a willing buyer and a willing seller with neither being required to act, and both having reasonable knowledge of the relevant facts.

