How to Decrease Claims and Increase Tips – Part A
Ever watch the Tonight Show or Graham Norton where you are told the Top 10 Things to do or not to do?  In this month’s training time, we are reviewing the Top 15 Issues that arise from the Claims Department.  In avoiding these items, you can help Starving Students reduce claims and increase tips for yourself.  

The most important image we can project is a “we care” image and attitude.  To be successful we must show the customer that we care about our job, we care about their possessions and we care about their feelings and concerns.  The next fifteen examples will help to show you how to project that “we care” statement in all stages of a move.
The 15th most named issue in claims is: “assumed theft”.  This can be from a crew proposing a “side job” to credit card or possession theft.   People are naturally nervous about strangers in their home.  Arriving in a timely manner with a clean uniform and a positive disposition helps to place the customer at ease.  Acting a professional manner when addressing a customer and explaining the paperwork further adds to the “we care” image.  Be sure to take time to address questions and concerns.  Listen to what customers want you to move and do not want you to move.  Be certain not to touch any item the customer has instructed you to avoid.  If you notice an item of “suspect” such as a gun, a wallet, jewelry or small but other high value items, bring it immediately to the attention of the customer.  Inform them that we do not move guns.  Advise them to put away other small items of value so they remain protected in the moving process.  This projects a “we care” attitude while reinforcing to the customer our honesty.  If the customer desires you to relocate such an item; do so ONLY while they are in attendance.   When the move is complete, double check the vehicle thoroughly. Occasionally an item may remain hidden on board mixed amongst the blankets and other moving supplies.  When such an item is discovered, every effort must be made to quickly return the item to its proper owner.  Additionally, any crew who offers to perform a “side job” will be terminated immediately and prosecuted for theft.  In the state of CA, it is illegal for a worker to compete against his / her company for business.  
The 14th most named issue in claims is: “alcohol or drug suspected usage and/or sexual harassment on the job”.  Customers, especially young, single females or older ladies, often feel intimidated by the presence of 2-3 large, strong men in their home.   Every effort needs to be made to lay aside these fears.  Never ask a customer for her phone number.  Never make reference to us knowing where she lives.  Even a kind comment such as “nice dress” can give the wrong impression when the female is already upset with the presence of strangers.  Never accept drugs or alcohol from a customer.  Do not consume any of these products before going on a move.  If offered a drink, inform the customer that we have a no drinking policy and though you appreciate the offer, you will have to decline.  You may suggest an alternative beverage such as water or a soft drink would be appreciated as an alternative.  If you are going to be out of sight of the customer for more than 5 minutes, be sure to inform the customer of where you are going and what you will be doing to avoid the suspicion of “sneaking off to do drugs” or any other number of comments the customer may dream up.   If a customer makes a pass at you, it is in your best interest to inform the customer that this is your work place and then inform your manager immediately.  This is not to make you look “un-cool” but to protect you should the customer turn tables and file a sexual harassment complaint.  SSI has a Zero Tolerance Policy.  We conduct random drug testing and our managers are trained in reasonable suspicion according to 49 CFR Parts 40 and 382 as well as sexual harassment awareness and prevention.  These types of behavior are not tolerated and any abusers are terminated immediately.  Protect yourself and your customers.
The 13th most named issue in claims is: “workers spoke no English or that we hired day laborers for their move”.   This is a sad situation where an uneducated person wishes to find a reason to complain without cause.  Bilingual workers are a true asset to this company.  Crews are often built based on common language and converse in that common language not to offend the customer but to better understand each other and the methods they choose to use to move that customer’s possessions.  This in no way implies that we employ illegal workers, day workers, undocumented / unscreened workers or incapable workers.  Never make reference to your customer in regards to hiring a crew at “Home Depot” or similar location to help avoid this type of comment.  Feel free to relay SSI’s concern for the well-being of our customers and all precautionary steps are taken to ensure we place only qualified workers in their home.  Continue to converse in the language most comfortable to the crew.  If an issue arises, leave the conversation with the customer to the crewmember that speaks the best in their language.  If hostilities arise, do not engage but call your manager immediately.
The 12th most named issue in claims is: “Recorded calls.”  Never tell a customer that their calls or recorded or refer to the “recorded call” of a customer as a means of defense. Calls are randomly recorded for training and auditing purposes.  These are collected in a proprietary format for use within SSI only.  Storage time on theses items are very limited.
The 11th most named issue in claims is: “Customer assist or customers asking to ride in vehicles”.   Our insurance does not allow entry by a customer onto any of our vehicles.  This includes tailgating items, using the ramp, riding in the vehicle or any other association with our equipment.  At times, customers choose to assist in the move.  This should not be encouraged however, we cannot refuse them.  When a customer assists, they should know that we cannot be held responsible for any damage incurred by their assistance.  We should never ask a customer to help us with the move.  We are the hired professional there to handle this task.  Any task they do perform must be clear of our vehicle and every precaution must be taken by you, our professionals to keep our assisting customers out of harms way.  
The 10th most named issue in claims is: “not watching overhead clearances”.  We have paid claims to apartment complexes and gas stations on numerous occasions due to our trucks not clearing their structures.  Additionally we pay for damage to our nose cones on the trucks.  These accidents count as preventable against the driver, cause our trucks to leak and can damage customer items inside the vehicle at time of accident.  Our straight trucks have a height of 12 ft 6 inches.  Most garages, patio covers, parking lot structures, gas station covers and overhangs measure well below this height.  At no time should any driver enter an area with an overhead clearance that is not clearly marked or is less than 13 foot.  Always allow for the addition of height due to ice, new pavement (tar), uneven pavements, empty vehicles, bolts or other items protruding from the ceiling / top of a structure downward into the clearance area.  If in question, find another way in.  If there is no alternative, then have your helper step out of the vehicle.  While keeping him in sight, S L O W L Y inch forward towards the clearance in question.  Have the helper “eye up” the clearance and guide you slowly as you proceed.  If there is still question; call your manager and ask for a new route to the customer.
The 9th most named issue in claims is: “late arrival by crew”.  Moving teams are scheduled to arrive within a designated window of time much like the cable company and other scheduled services.  This time window is communicated to every customer at the time of confirmation and every effort is made to arrive in that time window.  We all know many people only hear what they wish to hear so when the crew arrives later then the customer anticipated; there is uneasiness and additional tension caused by anxiety.  Crews arriving late, in the eyes of the customer, should be sympathetic to the additional stress this has placed on the customer and address their needs appropriately.  Assess the situation.  If you can handle the job in a reasonable time frame, ensure them that the job will be completed in time.  If you feel you will require additional help to complete their job as expected, call your manager immediately.  To help avoid this situation entirely, crews that are delayed need to communicate that to their managers ASAP.  Managers then need to communicate this to the customer.  During the confirmation process, it is important to be sure we have the customer’s cell phone number and not their work phone as this is not where they will be the day of the move.
The 8th most named issue in claims is: “lack of inventory and property condition prior to move”.  This is a sword that cuts in many ways.  Customers do not want their move time spent taking inventory.  Some states and/or moves require an inventory be taken.  In claims, the inventory is the first page I turn to see if we actually moved that item and what its condition was prior to us moving it.  This important step protects both the customer and SSI.  An inventory should not be a long time consuming process but it should be done at the start of a move with conditions noted.  Be sure to include large items, note boxes packed by owner, question customer about “extraordinary value items” and call your manager immediately if any are declared.  Explain the value of an inventory to your customer to help them understand why this step is an important part of their move.  Tell them how it protects them so that we are sure all their items are delivered and accounted for in this procedure.
The 7th most named issue in claims is: “driver drivers to slowly to between locations just to add time to the bill”.   What we need to understand here is that SSI charges a variety of different fees for drive time from DT = 1 hr to DDT.  Customers feel out of control in this situation and are looking for a way to lessen this cost.  This is very frustrating to the customer and most are not use to having someone follow them in traffic.  They are nervous and concerned about the transport of their HHG, the move and all that surrounds it so they already are on edge.  On the other hand, the driver must protect his license and obey the posted speed limits.  We must never exceed the limit and need to adjust our driving and speed to the load on your vehicle.  Customers do not understand these measures and only view us as using delay tactics.  In an effort to avoid the harsh feelings, the crew should explain to the customer that drive between locations may be a bit slower than that of a car driver due to the extra care we take to protect the customers possessions.  We can also explain that a large vehicle needs additional acceleration time, turn radius and so forth if the customer pursues a longer conversation.

The 6th most named issue in claims is: “lack of explanation of valuation options”.  SSI offers an assortment of valuation options to help protect the customer’s belongings in the unfortunate event of breakage or damage.  Very important that you understand that this is not insurance but a declared value amount of the total of the items to be moved and should NEVER be referred to as insurance.  Customers can choose between the standard $0.60/lbs, Actual Cash Value and Full Cash Value valuations.  Each is priced differently and some have various deductibles.  This option needs to be fully explained at time of move when the customer selects, writes in and initials their desired valuation.  Options and pricing vary by stated based on the ruling tariff.  If you have any questions on these options be sure to ask your Manager or contact the Claims Department.  It is vital that you have a clear understanding of these choices so that you can explain them and answer questions to your customers.
The 5th most named issue in claims is: “cutting corners too short and hitting stationary objects”.  Big trucks make big turns.  Drivers in the moving industry need to be one of the best drivers on the road.  Trucks are made for highway usage however; moving trucks spend 90% of their time in residential situations.  We often have to make wide turns on narrow streets with cars parked on all sides. This calls for a driver, who is more alert, more attentive, more patient and higher trained than the average truck driver.  We need to know when to say no and find an alternative path.  We may need to circle the block and wait for a more “friendly” traffic flow before attempts to parallel park or back in heavy traffic.  We need to remain constantly aware of the ball rolling across the street in front of us because we know a child is sure to follow.  We have to watch for stray pets that wonder in our path.  We have to be aware of all the blind spots on our vehicle and make compensation for them.  The driver assistant is the driver’s best friend in these circumstances.  
The 4th most named issue in claims is: “backing into parked cars and other stationary objects”.   Awareness is the key to prevention.  Be aware of your surroundings and the size of your vehicle. The driver assistant’s job is not only to assist in the move but also in the spotting of the vehicle as the driver backs or enters any tight situation.  We all know theses trucks are larger than the normal vehicle and therefore additional skill is required.  The driver assistance aids in the backing process as an extra set of eyes.  We are implementing and even more intense safety program including the G.O.A.L. program (get out and look) and Smith System based training.  Accidents have been rare and are on a downward trend over the past five years.  Hit and Run situations will not be tolerated. Drivers are to call the branch manager immediately in the case of an accident so we may conduct a full investigation.  
The 3rd most named issue in claims is: “customers referencing quotes, estimates resulting in a time dispute”.   When explaining the Bill of Lading to the customer it is important to never refer to this document as an estimate or quote. Company policy requires that we provide no phone estimates.  We do provide the customer with hourly rate information as well as inform them that their move will be billed at a two-hour minimum. Some states require additional charges for drive time and other items that are also disclosed at time of booking.  Occasionally, some customers interpret that to mean they received and estimate for their move.  Only WA State requires a written estimate, which is given at time to move upon the arrival of the crew.  Each truck is to be equipped with dollies, handcarts, blankets, boxes, bubble wrap and other items to help expedite the move. As a side note, a daily inventory is to be taken on these items. Use this equipment whenever possible. When customers request that we hand carry their boxes or are at a dwelling that is not equipped to handle handcarts and/or dollies the crew needs to use their best judgment as to how to move the customer’s possessions.  Experience also dictates that due to the nature of the items in the boxes (i.e. fragile china) that the crew may have to hand carry these items in lieu of the more expedient method of handcart usage. Drivers need to remain safety conscience and must follow all posted speed limits and regulations. Our vehicles are GPS equipped and time is closely monitored by the branch as well as corporate. Let customers know that they are never charged for time when a driver is lost, broken down or on a state designated break. Sometimes unforeseen circumstances arise such as long carries, secure building entries, garage only entry, traffic and other obstacles arise that cause a move to take longer than the average move for that size dwelling.  Thanks to your training and experience, you continue to move our customers in the most expedient manner possible with extreme care for their belongings.   Never comment in front of a customer that you do this or that to stretch time.  This practice is not condoned and will result in disciplinary actions.
The 2nd most named issue in claims is: “property damage from improper handling of furniture and improper moving techniques”.  Customers report varying instances of furniture mishandling that result in damage to property and /or damage to their possessions.  Thirty percent of our moves result in some type of damage.  Luckily for us only 2% of our moves result in a claim.  Let’s work together to reduce these statistics.  All New Hires are provided training in various formats on proper carrying, transporting, loading and unloading of HHG.  It is your responsibility to protect our customers’ flooring, take inventory, advise in proper packing methods / provide packing services, blanket wrap furniture, offer shrink wrap service, offer boxes and other items to ensure a safe move.  Items that cannot be moved safely should not be moved.  Never use your head as leverage.  Do not chase falling items. Keep your body out of the path of potentially falling items such as refrigerators moving down a flight of stairs. There are restricted items that you may not such as grand pianos, hazardous materials and firearms.  Customers with pre-packed boxes need to be advised of their liability.  Proper inventories taken at the beginning of each move provide us with an overview of the condition of all items moved by SSI.  Do not inventory items moved by the customer or another moving company.  The customer at the end of the move then needs to sign the inventory sheet and be offered the opportunity to note any exceptions.  If exceptions are noted, the Branch Manager should be notified immediately.  The manager in turn should immediately notify the Regional Director and the Claims Department.
The 1st most named issue in claims is: “lack of communication”.  Every effort must be made to respond to a customer immediately.  Branch Managers are not always in the office since they do work on jobs, conduct inspections, spot checks on crews and a variety of other services that require them to be out of office.  Regional Directors travel between several branches and are often overseeing a job as well.  At the Corporate office, we make every attempt to answer the phone, however, as in any business; we may already be on the phone with another customer.  When a voice mail is left, we make every attempt to respond back to the customer that same day.  The key here is to be accessible.  Respond to your customer.  Show them that “we care” by listening to their complaint and concern.  Never tell your customer that they are liars.  Never admit fault to a customer.  You may apologize for the situation but do not admit guilt.  Instead of giving a customer the run around, refer them to the Claims Department for proper handling of their concerns.  Take time on the job to address your customer’s questions and care.  Always show them that “we care” and that they are our Number One Priority.  Each customer is king during our time of service.  With a “we care” attitude and willingness to respond, we can all be winners.  SSI will shine through your customer service and your tips will increase.
The main idea here is to turn any potentially negative situation into a positive experience.  Always remember the “we care” philosophy and treat each customer as if they were royalty.
WORKBOOK A – Prevent Claims / Increase Tips
August 2008 Training 

Name 5 of the 15 items noted in a claim.

Name at least one thing you can do to prevent each of the 5 items you named.

What is the height of your vehicle?

When is it okay to you ask or hint for a tip?

When is it okay for you complaint about your wages or the move?

What is the image we always want to present?

The main idea here is to turn any potentially negative situation into a positive experience.  Always remember the “we care” philosophy and treat each customer as if they were royalty.

__________________________________


_____________________

Name







Date
How to Decrease Claims and Increase Tips – Part B
Reminders:

(1) No visitors at work site
(2) Take only your allowed breaks; no excessive smoke breaks and NEVER smokes near a customer’s possessions
(3)  Although Starving Students was originally started by two students between high school and college, we now hire only qualified applicants regardless of their current educational status.  Our movers are full time, fully screened and trained professional movers. 
(4) From time to time, we all become ill.  Never tell a customer that you cannot perform the job because you are too ill.  Call your manager.  
(5) Never tell a customer that you have not driven before if you are requested to do so in an emergency situation.

(6) Always follow the steps of G.O.A.L – get out an look before backing.  Use your helper as a guide but stop immediately if you loose sight of him/her in your mirrors.  Be sure you understand each other’s hand signals and you, the driver, need to make a visual check before you begin to back up.  Even if you are guided, you are still the Captain of your ship.  It is your responsibility to ensure its safety.

(6) Always listen to your customer and show a caring attitude.  Do not argue with your customer.  If an issue arises, call your manager immediately.
(7) Be sure to check your truck thoroughly upon completion of a move to be sure all the customer’s belongs are out of your vehicle.
(8) Explain to the customer what you are doing if you will be out of sight for more than 5 minutes.  This eases their mind and helps to avoid a time dispute claim.

(9) Be helpful and kind.  Advise customers of items that are not properly packaged and offer to repack them in a way that is safe to move the items.  Have boxes and wrapping material readily available.  Offer additional services and try to up sale the move.  Be willing to accept the customer declining your offers.
(10) Leave shrink-wrap on all items until they have reached their final resting place at the destination.  Do not remove shrink-wrap in the lobby. 

(11) Do keep your work place neat and remove all trash at the end of your job.
(12) If you cannot safely move an object, STOP and get help.  If there still is no way to safely move the object, call you manager immediately.  Alternative arrangements may have to be made by your manager or the customer.  Do not do anything that would put you in jeopardy.  Safety first!
(13) Always use caution in stairways, on ramps and wet surfaces.  Avoid damage to the customer’s possessions and most importantly; damage to yourself.
(14) Math errors occur but we must try our best avoid them.  If a customer questions the math on a bill, recalculate showing them the steps.  If there is still a question, call your manager and let him/her handle the situation.

(15) If you are in an accident, incident or have damage to the property or possessions being moved, report it to your manager immediately.  The manager then needs to survey the situation immediately and create an accident / incident report.  Your input will be needed.  This needs to be filled out completely with as much detail as the entire crew can recall.  Gain witnesses for your side whenever possible.  Be sure to give them the number for your company and collect their contact information if possible.  If they do not wish to supply the info, write down their address or license plate number if available.  Pictures of the scene are always helpful irregardless of who is at fault.  Instruct the party to not make any repairs until the company completes a full assessment of the situation.  Managers be sure to notify your Regional Directors and the Claims Department at once.  Same situation for roadside inspections, citations and other such matters.  Protect your job.  A situation can be deemed non-preventable but an unreported situation is termination.

(16) Be sure you are parked in a parking zone.  If a customer asked you to park in a restricted area, have the customer sign the BOL after their written statement in agreement to payment of any potential parking fines.  If this is not noted on the BOL and a parking violation is issued the driver of the vehicle will be held financially responsible.   Protect yourself and obtain all the customer signatures you need to complete the move BEFORE you begin the move.
(17) Never complaint about a previous move, this move or how much needs to be moved.  This is the entire reason you were hired.  Make it a pleasant experience for your customer. Do not add to their anxiety. 
(18) Never ask or hint for a tip.  Never complaint about the tip the last person gave you.  Never discuss your wages with the customer.  It is not their concern.  Begging for a tip will not get you one.  Doing a superior job is the best route to a big tip!!!!

Happy and safe moving!

WORKBOOK B – Prevent Claims / Increase Tips
September 2008 Training 

Name 2-3 items that you may not move at SSI.

Name at least 3 items to be remembered.

What is the image we always want to present?
What causes instant termination?  Name at least 2 situations.

The main idea here is to turn any potentially negative situation into a positive experience.  Always remember the “we care” philosophy and treat each customer as if they were royalty.

__________________________________


_____________________

Name







Date
