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COMMERCIALLOSS EXPERTS

Presented By:

Matt Johnson, President Commercial Loss Experts

Restoring your Property & Protecting Your Business



Today’s Discussion

Disaster Recovery Pre-planning

to Protect your Buildings and Business

Applying business continuity planning principles

to the emergency service process.




CLIMATE CHANGE







Commercial, Industrial, Multi-unit Residential
Incidents are more complex
than residential incidents.

Commercial-grade Contractors are needeal.
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RISK MITIGATION
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Actions taken immediately and through

the first 24 - 36 hours are critical to il |||

reducing business interruption L EBNE b

and minimizing recovery costs. | 1R}
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RISK MITIGATION
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“40% of businesses never reopen after
experiencing a disaster” Rl A

il A
“25% of surviving businesses will shut e Al

down within 2 years” 1 1B}

Federal Emergency Management Agency (FEMA)
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EMERGENCY PARTNERSHIP
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SOLUTION:

Having an emergency response plan  (uj |I|

and emergency service partner in B T m———

place Is essential to recovery. !ll 1
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EMERGENCY SERVICE PLAN
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l A Business Continuity Plan (BCP) is a plan to help ensure =

that business processes can continue during a time of

emergency or disaster. Such emergencies or disasters '
might include a fire or any other case where business is

not able to occur under normal conditions.
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Emergency Service Planning Goals

Reduce business interruption
Reduce recovery costs

Ensure minimal disruption and a safe environment during
the recovery process

Ensure you have qualified, adequately insured, fully vetted,
emergency service contractors

Ensure that all incidents are documented to meet insurance
company reporting requirements

Ensure you have support during a significant catastrophic
event, when resources are scarce

Reduce RISK — Protect the Business




Commercial Environment Risks

> Escalated Heath & Safety exposure (1e. to management and
owners through Westray Bill C-45)

* Access by the public
e Building Occupants: many staff

» Hazardous Materials and Associated Legislation (ie. glycol,
asbestos, lead, mould, chemicals, diesel fuel, etc.)

» Building access for equipment and manpower (ie. loading dock,
freight elevators, parking, etc.)

Complex Environment
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Commercial Environment Risks

» Complex infrastructure (electrical, plumbing, boiler, HVAC,
sprinkler systems, escalators, elevators, etc.)

» Building contents (ie. corporate documents, fine art, server room,
phone system, specialized equipment, retail inventory, etc.)

» Heightened security.
» Business interruption risks for the business owner and insurers.

» Relationship risks: Multiple stakeholders (building owner,
tenant/business owner, property management company, broker,
insurer, independent adjuster.)

Complex Environment
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Emergency Service Process

Risk Management Department / Operations

 Managed vendor list including Restoration Contractor that provides: 24hr/7
day emergency services.

e Independent Adjusting firm

Incident Occurs
o (Call the Restoration Contractor 24/7 Emergency Line
o (Call the Independent Adjusting firm

Recovery process completed.
Company pays Restoration Contractor & I/A firm

Invoices submitted to Insurance Company who pays the bill
less the deductible.
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What Really Happens

Recent storm 1n the area, Restoration Contractor is too busy

with i1nsurance company program commitments and cannot
respond.

Contractor arrives but cannot find the loading dock entrance.
Contractor arrives but cannot find parking.

Contractor arrives and is delayed as security will not let them
enter the building.

Contractor arrives but no one has the keys to all the affected
areas.
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What Really Happens

. Contractor arrives and suspects asbestos but no one knows
where the Hazardous Materials Report 1s.

. Contractor arrives but there is not adequate power to operate
the equipment (i.e. extractors, air movers, dehumidifiers).

. Contractor arrives but there is no power in the building and the
contractor must now try to find a large capacity 24hr emergency
generator company as they typically deal with residential-sized

generators.

. Contractor arrives to find artwork damaged by water but does
not know if it i1s fine art, requiring special handling.
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What Really Happens

. Contractor arrives and the server room has been flooded but no one
wants the contractor to enter the room until the IT department is
contacted, but they are not in for another 5 hrs and no one has an
emergency number for IT.

. Contractor arrives to find that the records room 1s flooded and no one
wants to let them in the room due to the confidentially of the records.

. Contractor presents the invoice for services and there are only 3 lines
with a total of $75,000.00.

. Contractor presents the invoice for services and the details are not
well organized, making it difficult to determine if charges are
appropriate, which causes the insurance company to reject the invoice.




Pre-planning for
Emergency Services:

COMMERCIALLOSS EXPERTS

 Reduce business interruption.

e Reduce recovery time. Emergency Service Plan (ESP)

Customer Service Protocol Implementation

 Reduce recovery costs.

Matt Johnsan
05/25/15

e Mitigate secondary damage.

No Cost

e Restoration Contractor Partner

Pre-planning to protect your business & building.




Pre-planning for Emergency Services

» Planning Components:

1. Contract with an emergency service contractor
Defined customer service process and protocols
Documented building protocols
Documented communication protocols

Defined billing and approval process




» Contractor Requirements
Commercial General Liability Insurance (CGL) - $56M
$1M Pollution (mould/lead/asbestos), $1M Auto Liability
Workers Compensation Certificate

Industry Certifications: IICRC (WRT, AMRT, FRST, CDS or

equivalent), Asbestos Type I, CSA Z317

Reference checks — experience in commercial environment

Time & Materials price list

Health & Safety Policy/Program (Contractor Check or COR Certified)
Perform background checks on employees

Incident documentation standards

Defined service levels (measured Key Performance Indicators (KPIs)
Resource capability, catastrophe support, other commitments




» Contract Terms
Term & Termination
Services contracted (Emergency, Reconstruction, Mould, Asbestos)
Payment terms and process

Non-solicitation of customers

Health & Safety compliance *

Data confidentiality *
Indemnity
Schedule of Time & Material Price List — (commitment term) *

Warranty
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Service Process & Protocols

Service Process

e Dispatch process and key contacts
Authorization process
Scope of work definition
Do not exceed limits

Program roll-out plan (Implementation)

» Service Protocols
e Use of Industrial Hygienist
* Use of Independent Adjusting firm
* Protocol when asbestos is suspected or present

e Protocol when mould suspected or present
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Building Protocols:

e Building access protocols. ees :
e Hours of operation. Building Repor| “usssecss ==

Stnuciure Doseription: Mecharical foom Flaor: 1 Type: Elecirical Main Location: Mechanical room i the rorth west comer of
¥ Buiking ¥ JOEY Contacts # Mechanical Ficam # Shenway Contacs ) Vendd the reaurant. AMPS: 30 Phass: 3

° Loading area & parking° Building Specific Contacts e T S IR RN 42 21 3 o 2 e

Structurs Description: JOEY Contacts Contact: Ball, Ciara, JOEY Sherway, ciara.bab)
IP, Acve

e Location of room keys. B e

Gantact Nots: Genersl Manage - Premary Conlact

e Water shut-off valves. e

Bubsing Rapart
Busness 507 Burrarf Building Dascription and Instructior]

tdcciie 6065551234

Busness 60491554 Steuctura Basctption: Bulkding Vendors Typa: Spr : Fire Supresion Expents Contact: Ken Mamison Phane:

e Hazardous Materials Report | === =<l =

Remociel History: New « Feb 2018
Structure Description: Vendors. Type: Elevaior Company Vendor Name: 715 Elevators Contact: ene Foden Fhone: 847«
Structurs Doscripti Fvei

. R
St o | ———
S
° ectrica anels e I
* After Ciara Sall 1l ‘Gommant: Ried Panel cond Structure Doscription: Vendors Typa: Elacrican Vondor Namo: Prime Clecine Contact: Jeff Shones Phone: 627-333.6645
Acco) condiioning and HVAL fan

‘Special Conslderations = Loss Procedursa:
PY roparty Structure Description: Vendors. Type: HVAL Company Vendor Hame: KRF HUAE Services Contact Len King Phono: 547,888
onao bylaws. ey e =
507 The
a1

hotile 647.808.2524

Vengers. Typa: : Jores Raofing Contact: John Janes. Phone: 47444
on west side of the

e Records location & protocols. | —-| &=y ™ | ©

Structurs Description: Vendors Type: Febuld Vandor Nama: JOEY lintzemal) Gantact: John Bass Phans: S04-545-5655

‘Structurs Dascripy

e Server room protocols. EEE
e Specialty equipment.
 Fine art location & protocols.
e Building specific trades e st
(electrical, sprinkler systems,
plumber, etc.)
e Insurance details

Commant: All IOE Wil be cone ty JOEY

Sample Building Report
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Communication Protocols
Who?

e Regional Operations, Head Office Operations, Accounting, Risk Management

e External: Independent Adjusting, Insurance Company, Broker

What?

» Authorization process. Communication

Communication

e I icing/ t. ! i
nvolicimg/paymen Communication

e Issue resolution escalation process.

When?

o At the start of the recovery process.

e Throughout the recovery process.
Manage

o At the end of the recovery process. 4
Expectations

How?
e E-malil, phone, on-site
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Impact of Not Planning

» Delays in Recovery Process
e Increased business interruption
e Sustainability risk
0 “40% of businesses never reopen after experiencing a disaster”

* Increased costs
0 Extended damage

0 Secondary damage (ie. mould)

> Poor Communication
* Poor expectation management for all parties
e Increased administration

« Damaged business relationships




» Increased Health & Safety Risks
e Exposure to the public safety

 Exposure to worker and occupant safety
* Criminal charges risk (Bill C-45)

* Legal exposure to management

» Inadequate Incident Documentation

Increased costs due to insurance company unwillingness to pay the full
invoice for services.

Increased administration in resolving payment

Legal exposure to defend




Impact of Not Planning

» Unhappy Customer
e Service interruption for customer
e Tenants may not renew
 Customers may not renew contracts (ie. Property Management)

» Potential legal exposure




Benefits of Pre-Planning

Reduced business interruption
Reduced recovery costs
Reduced administration
Effective communication
Happier customers

Having the resources needed when disaster strikes




Customer Protocols

Building Protocols

Incident documentation
e Photos
e Notes
e Job Forms

Incident Invoicing Details

Cloud-based / Real-time Access




CUSTOMER PORTAL

{ @ Filer Main x \
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Dashboard O
— . Dashboard
[+] Demo, Client

[+ Job Manager The Dashboard is the main screen used to navigate the Filer office automation system. It is the first screen that appears after login and the entry point to the rest of the system. You can change which Dashboard appears by choosing it from the
E‘ Contact Manager Contact Details screen. Also, if you should check daily to see if you have any alerts that need attention by clicking here.

[*] General Reports Open and Active-Emergency Workflow
) « Draper Head office D-ERP Wate

Reel-time Access to
Building Protocols by
Disaster Restoration Contractor

COMMERCIALLOSS EXPERTS




CUSTOMER PORTAL JOB REPORTS

X ellisdon - AVG Yahoo Can: X . Filer Main H3 Draper Head office D-ERF

« C | & https://www.yourwebfile.com/FileDocume px?DocumentT

Draper Head office D-ERP Job Documents
Water loss

Enter file specific Documents here Thess Documents will appear on your dashboard Documents can be
Job Assignment

o Dette e Documents TR

Job Contacts
R Type Reference Description Preview Created By Created Date Modified By Modified Date Edit Delete
Job AR Invoices

Job Purchase Orders
Job AP Invoices

Job Budgets

Job Costs

Job Asset Locations

Preliminary Site Report

Job Time and Materials

Py prempvem—
Job Notes == e LT ol o 8 B o T, O
Job Tasks (43} |
Job Forms

[=] Job Dot Manager

Job Forms
Photo nod

[*] Job Reports

document types from

1 = —
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CUSTOMER PORTAL PHOTO REPORT

X ellisdon - AVG Yahoo Can: X . Filer Main B Draper Head office D-ERP

€« C' | & https://www.yourwebfile.com/FileDo ts.aspx?Document 54( -47 -FA &FileID=16018

Draper Head office D-ERP Job Documents
Water loss

Enter file speofic Documents hers. Documents vill appear on your dashboard. Documents can be assigned to others and will appear on ther dashboard, If you specify a ‘Start Time' and ‘End Time' when entering 3 Document # will now appsar on your Calendar,

Job Assignment
[ ——— Use this Type| Photo Report no 1 v !om or [ —

4ob Detais [ o New Document ]

Job Contacts

Job Reference Description Preview Created Date Modified By Modified Date Edit Delete

-

Job AR Invoices

Job Purchase Orders
Job AP Invoices

Job Budgets

Job Costs

Job Asset Locations

Job Time and Materials
Job Notes
Job Tasks (43)
Job Forms
[=] Job Doc Manager
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CUSTOMER PORTAL JOB NOTES

€l AVG Yahoo Ca 1 Draper Head office D-El 1 Print Notes

C' | & https://www.yourwebfile.com/Print

File Reference: Draper Head office D-ERP Water loss

Note Type

Sen

- This Mote was it 3 Time by Matt DEMOC

DEMO and vas
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PORTAL PROJECT SCHEDULE

- AVG Yahoo Ca + Filer Main < 4 Draper Head office D-ERP X [ E Schedule

C' | & https://www.yourwebfile.com/File dule.aspx 4-7761-4d4c- 1l d
Job Reference : Draper Head office D-ERP Water loss Lecation : 1224 S Rail Dr, Ft Lauderdale , FL , 33305, USA

Format: Hour Day Week Menth e 2015 2015 2015 2015 2015 2015 2015 2015 2015 2015 2015 2015 2015 2015
Duration % Comp.  Start Date  End Date  19/01 26/01 02/02 09/02 16/02 23/02 02/03 09/03 16/03 23/03 30/03 06/04 13/04 20/04
— Labour SubContractor 31 Days 26/01/2015 25/02/2015
— Electrical 3 Days 26/01/2015 28/01/2015
Pull a e 3 Days 26/01/2015 28/01/2015

— Carpentry Rough 28 Days 29/01/2015 25/02/2015

Roofing 2 Days 29 2015 3
Work on loss 28 Days 29, [2015 25/02/2015
~ Drywall 8 Days 05/02/2015 12/02/2015 p—
3 roo 8 Days 05/02/2015  12/02/2015 [ ]
— Equipment 1 Day 21/12/2015 21/12/2015
— 35 KW Generator 1 Day 21/12/2015 21/12/2015
Equipment Rental Ge 1 Day 21,
19/01 26/01 02/02 09/02 16/02 23/02 02/03 08/03 16/03 23/03 30/03 06/04 13/04 20/04 -
3
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CUSTOMER PORTAL T&M BILLING

izt oo

G Yahoo Can: X

Search x ellisdon -

X | md Draper Head office D-ERP X '\

<« C' B https://www.yourwebfile.com

Draper Head office D-ERP Job Time and Materials w
Water loss

Enter your notzs hare. This bs 12 rst sorsen nat appaars aer ¢iking on e Referance you want This s whare mastof i work ks dane. You £an ootz Bzt 3 noie In i Quantty Beid. Notzs bacome iz bases of your AR Invales.

Salact the Siling Unit iz Time which will detull e appilcatiia Uil Pric2 as st up In e 5 Type soraan In Adminisiaion manu. The uril pric2 6an be changad as

C CIS IR T

redt Time and biling s assigned ¥ the Comtact shosen fram e

ropaown Bax.

Job Forms
Job Doc Mansger
Job Reports

Type Deacsiption Cusraty Unt Totm
LABcR g i 0.0 15135 851250 srasim

LR Veaar anco smrs sLanae

LABoR General Lasoarer 21650 Wumple Prces  §5387.50

— wwernn 2w Dt [F1at eate) TOO DOCE0L 500050}

FPE - Full isce Mask Fitler (EA) 10 S50 51150

Prosvurs st (D) 100 L0 96500

Fapupmare panses for | atsur to0 £300 g3600

Equlpment - Addional Expanses for Labour  PerDiem (EA} 200 SE000 $100.00

Cany)

Ull Disclosure

Job AR Invoices Time and Materials Summary  ® Ty © a7 mioce et
Job Purchase Orders
P —— Typs Hama Quantity unit Prics Total %
Job Budgets —
Job Costs Descurts > Dizomnt (Flat R 2m Muftgse Pricss 21000
Job Asset Locations C2-Cnargeanie Expanses Garags S 1| 2 29
Job Time and Materials CONSUM 10

::::‘ 1 M
_Job Notes Squipment - Addonal Expanses for Labour 10
Job Tasks (43) 1- Aol Expansss R Labour 20 am

==

ertact I2atesnnc
x leaternnca

As0R -
- J—
e Invoice
LasoR Genera Lo
AR Involce Type: Emergency Invoice AR Involce Reterence: 400242
Lavou PPE Ful a0z Mask, Gio [ 24
4731 Mia Sareat
Maiizaton Command Can
o Gieve Orager
S el Sucon
t S HVAC St AR iveiee Ganed Oue: 180012014
? Subsantacr WA Suscant Fehreme Deaper Hewd ofice D-ERF Wt lons
J [ Do, Shrwe (Dapes Progiban ke

udersaie L, 39305, USA

BT U - Dpng

ECAIPUENT USED . Dirying DEMLIMICFER 101, (D) 1200 £12600  §150000
Latws PPE Full Fiacs Mask, Gioves, Trosh. i EILE I T
tubcnkatir Flectncal Subsarmactor {1 A} ren s snsano
I—— HAL Subsrisask (EA) s0 BABIZO  BABDEO

Hous aras0

ABE MOV (D8l

DISASTERP CORS
42 Bran: Srwet. Haminon, O

EO0 Mumpl Paces 5400500
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ELECTRONIC SIGNATURE

COMMERCIALLOSS EXPERTS
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Complete Emergency Service Plan (ESP) to protect your buildings and business

THANK YOU
FOR YOUR
C O N S ] D E F{ JA \_r| ® J\J rcialLossExperts.com

”

Trusted Qualified / Certified Dependable
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