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54th Installment - From the Other Side of the Desk  
Spending a Little Quality Time

Of course I’m not talking about your significant other or your family.

If you’re in this business you don’t get a whole lot of that.  I was thinking about time we spend on claims and some of the nuances and things that are involved with opening claims that perhaps claims adjusters and managers at the van lines & insurance companies are not aware of.

I was having a light hearted discussion with a dear friend of mine at one of the major Van Lines a couple of months ago.  We were discussing digital photos and the fact that repair firms are charging fees of $1 - $2 per picture.

When we purchased our first digital camera it was a learning curve.  We needed to take the pictures then put them into the appropriate file and categorize them – so I guess that is where that $1. per photo came from us.  I, recently, gave good thought into dropping that photo charge from our final invoice.

Then I thought about some of the things we don’t charge for.

Example:

I was assigned a claim in NYC that a local agent had sent their own repair person in on.  It appears this repair person was just a guy who worked in the warehouse who did a little touch up on the side.  Unfortunately, these shipper’s were lawyers and the situation didn’t turn out so well.  The “situation” was kicked up to insurance and I was assigned the claim.

I spent 2 ½ - 3 hours with these lawyers trying to re-talk them into letting my company re-address their items that were kind of “botched up” by somebody who was well over his head regarding these types of repairs.

I hate to pack this type of service into the bottom line repair costs because then it looks like the repairs are costing too much.  Bottom line, when you spend 3 hours trying to turn things around (and in NYC where there is no parking so someone has to sit in the truck it is like 6 hours when you are trying to talk somebody into doing this all over again) this is time “out the window”.
These lawyers had a lot of stuff.  I thought about the tail end and somebody in my office working this up into a report and the approx. 3 hours more into doing this.   So now I’m up to about 10 hours of time regarding this.
Then there were the damaged items that the shipper had no idea of their values and wanted my company to do the research (if we were going to assume the claim).

So add on another 1-2 hours of research to try to come up with figures for settlement.  So we are up to about 12 hours of our time before we even fixed anything.

So where’s that compensation coming from?  I don’t know.

This type of situation is not only prevalent to my service area.

What about the repair firm in areas like Montana or Colorado (yes, Lynn and Dale I’m talking about you guys) and you get a snow slide onto the road your traveling on that leads to your next stop.   You have to wait 2 -3 hours until the road is plowed open.  Where do you make that time up?  I don’t know.

I have to wonder sometimes if we are better off doing a “line item” billing system and showing what we are actually charging for rather than pack it into a “price per piece”.  The adjuster looks at this “price per piece” and asks “why does it cost $300  to fix a leg?”  It didn’t look that bad from the photo – it was just splintered.
In reading an article like this, an adjuster can see that the charges are being spread out on some of these bigger claims where there is a cost that is difficult to justify without great explanation.

There are things I charge for and things I don’t charge for.  All repair firms are different, I know that.  All circumstances are different, I know that.

Sometimes I’ll drive into New York City and if circumstances don’t work in my favor time wise, I’m spending  2 ½ hours just trying to travel (literally 18 mi. from my shop) into NYC.  Where do you make that time up??

I never charge for missed appointments – I never thought that was a good idea although that “missed appt.” can really cost me – at anytime I can have 2 – 3 salaried techs sitting around for an hour or so waiting to go on to the next appt.
I guess at the end of the day when you look at all of these issues and you tally it up and you try to figure out what to bill for what, I think, perhaps, I might keep that $1. per photo in there.
Until next month……………..
