
PIRC Recap [2-12-2018, Salt Lake City, Utah] 
 
 

Welcoming and Opening Remarks 
As the fourth edition of the PIRC began, the group reviewed the Anti-Trust, Mission and Vision Statements, and how the 

conference started. All attendees were brought up to speed with a quick overview of the previously held meetings. 
 

In the News 

CAT Response with Volunteers 

Discussion continued from the previous meeting about volunteer help in areas of catastrophe. Guest David Melber, from 

the Send Relief organization, gave insight to “VOADs” – Volunteer Organizations After Disaster – as to how they train their 

personnel and assist homeowners with their immediate needs. His desire was to understand where they may be able to 

improve their initial services to compliment the restoration industry’s professional services. The volunteer agencies want 

to make a difference in the lives of those affected by disasters. Send Relief cooked all the meals for the Red Cross 

distribution, approx. 3.6MM meals last year. They also do the “mud-out” to stabilize homes in the affected areas. 
 

Melber said volunteers are educated and the process is standardized for the benefit of the homeowner. They are 

required to wear the appropriate PPE. “Mud-out” is the initial cleaning and cutting out of drywall or insulation 6-12” 

above the flood line. All of the training takes place internally, and the volunteers are credentialed and badged. They 

have been working with subject matter experts to standardize their process nationally. Approximately 25-28,000 

volunteers within Send Relief were present for Hurricane Harvey.  The ideal would be that this program could be 

duplicated within other VOADs. They also have issues with people claiming to represent the organization when they do 

not, creating the opportunity for already devastated homeowners to be further victimized.  
 

The group will review the documents presented by Mr. Melber, to give feedback back to Send Relief and assist with the 

transparency of VOAD integration with the professional services of restorers after catastrophes and clarification of where 

their volunteer efforts start and stop. 
 

CAT events, with regard to “real-time” pricing 

Understanding real-time pricing, relative to catastrophic events, is a topic held over from the last meeting. This issue will 

be spotlighted in the next meeting, with additional discussion and hopes to involve additional segments. 
 

Insurance Requirements or Administrative Burdens 
Rekeying of Estimates 

Rekeying of estimates into different platforms is seen by the group as an issue needing attention. 
 

Hendler reviewed the collision industry usage of a non-profit entity that created standards for sharing estimates 

between platforms. These standards had an evolution from full transfer, to selective transfer, whereas a user could 

decide what information would be shared. This enhanced the security of data. 
 

The group discussed issues such as who owns the data, the author or the platform, as a hot topic. Also included was 

security and sharing of the data.



Additional Discussion 

The insurer has capacity to change the estimate once uploaded, and this is seen as a potential issue with restorers. 
 

There is opportunity to bring transparency to integrations between platforms, how the data works with moving among 

the segments. Scott Severe, with Next Gear Solutions, announced that they are committed to “leveling the playing field” 

and strengthening integrations, as well as announcing the acquisition of Moisture Mapper by their company. 
 

Background Checks 
From the previous meeting, there was an issue raised of the effort and expense to maintain compliance with multiple 

carriers or TPA’s, many felt that this is a duplication and could be streamlined into a standard format. There are some 

vendors in the market that offer compliance/credentialing solutions as a service, such as Real Page, aka Compliance 

Depot (background checks, licensing, drug testing and more). 
 

One attendee felt that the TPA’s may be differentiating themselves with credentialing, but that the carriers do a better 

job of educating their personnel on the estimates for work and processes. He also felt that knowledge of processes and 

the education reduces tension between parties. One TPA voiced that their function on credentialing is a pass through 

from the carrier side, and that finding a common ground would be very helpful to their operations. 
 

The group agreed that it would be useful to have the matrix and transparency as a next step. There are a couple in the 

room who have this readily available and offered to push it forward – less specified company names - at the next 

meeting. This could assist in identifying possible common ground for less redundancy in program work. 
 

A new issue coming forward is background checks being required on subcontractors, with one carrier to this point 

and the concern is for liability of “piercing the veil” of employer-employee relationship. This may be a legal question 

or a question of the insurer specifically, and where this has come from. 
 

Additional documentation 

Each carrier has their own processes of documentation for risk tolerance, and the discussion pointed to where the most 

stringent ones lie, and how to work from there to get consistency across the board. Recognition was given that this is a 

big endeavor. 
 

Education of Insurance Agents or Company Dialogue to Consumers 
Agents of insurance companies were brought forward as a group who is a referral source, and possible place of process 

education for consumers. One insurer indicated that there is some internal education given to agents, when it comes to 

water for instance. There are reference guides for them to understand the basics of water restoration and some of the 

ways calculations are made. They are careful about what they want them to know versus being perceived as an expert. It 

would be helpful, if there was some kind of standardized training that could be identified; they are looking for CE credits 

and this could fill that gap. There are opportunities for those serving the market to understand services provided by the 

restoration industry. 
 

One point made was from IICRC, and the availability of standards, and knowledge being available in condensed 

version – or overview – to educate agents or adjusters, with the caution of not turning them into “experts”. The 

standard in entirety is what is held up in court. Agent education, by show of hands, was not deemed a necessity of 

further investigation by the group.



Insurer’s online consumer information 

Hendler showed a document of the top 10 insurer’s website information available for consumers relative to home 

claims and restoration, even catastrophic events. The document will be shared as part of the meeting recap. In her 

opinion, there was not consistency within the websites. State Farm had the most information available to the consumer. 

As a whole, across insurer sites, there was also not ease of access to much of the information found. Each included the 

very simplified steps to file a claim, but investigation to get to water, fire, or catastrophic claim information varied. 
 

As part of this topic, Hendler showed the flow chart for consumers for further understanding of the collision repair 

process authored by the Collision Industry Conference, as a comparative summary of expectations for opportunity the 

PIRC could adopt of similar type. One TPA opined that the insurers do not have a healthy promotion or marketing of 

their programs for provider selection. Also, a lack of education on what types of programs are offered. 
 

One suggestion was “how to identify a faulty contractor” as part of the communications from insurers to consumers. 
 

Post-event checks 

In drawing the comparison to the auto industry, Hendler inquired as to the extent of post work inspections. Some 

carriers do perform these, but selectively. 
 

Definition of a Restorer-Contractor 

An opportunity presented to the body was to produce a definition of a Restorer, as a minimum level of entry to the 

industry. TPA’s credential each contractor, go through experience, and certifications, but an industry baseline does not 

exist.  The minimum standards may be hard to define, but more so for use inside the industry versus consumer 

education. Restorer representatives opined that this could help identify those who are not taking the necessary steps to 

be legitimate. Also, an insurer present agreed that this would be helpful for their uses and for their customers. 
 

Some of the opinions given: The insurer can utilize the document to educate consumers. If you have a designation that 

this is the type of contractor you should look for, an insurer can have that as part of their program. IICRC is having them 

sign in agreement to be committed to the standards, but not a vetting process for all 6,800 firms or 65,000 people. In 

relation to being a member of IICRC or RIA, versus identifying as certified staff persons. It may be helpful to have reviews 

be a tool for consumers to choose their contractor. 
 

The attendees agreed that this is a valid endeavor for the group. A Definition committee will be established and the 

participants can volunteer to assist in the creation of the draft definition. 
 

Photo Documentation 
Continuing on from several meetings, the group discussed the ability to streamline and standardize a Best Practices for 

Photo Documentation to better the industry. Hendler reviewed the best practice from the auto industry as a baseline. 

One factor of imaging is the requirements of the photo itself, to include the labeling of images with definition and 

information. Also, that the variety of photos needed can vary and needs to be identified. Photos may need to be viewed 

as a secure sharing necessity, because they can include sensitive information. 
 

The attendees agreed that this would be a useful addition to the established Definition committee.



Open Issues Discussion 
To open dialogue for potential topics, the group was asked for any other identified areas of concern within or between 

segments. Some of the items outlined, in addition to those previously discussed, include: 
 

•     Educating Government / Volunteer organizations 
o  VOAD's as guest speakers, to be part of the discussion 

•     Shortage of consumer education - or negatively presented 

• Increased usage of "consultants" related to commercial or large loss; possible ethical standard or 
consultant definition 

•     "Angie's list" - reviews that hurt contractors 

• Streamlining lines of communication - "text" alerts; is Claims Process communications efficiency, less 
redundancy 

•     Data ownership clarification 

•     Acceptable-unacceptable actions on regulatory or insurance industry 

•     Frequency of communications/documentation from all parties 

•     Furniture restoration issues for volunteer education 

•     Rug pricing in estimating platforms, esp. for oriental rugs 

•     Contents: 
o  Variable that takes education; 
o  Restoration vs. Replacement with the homeowner; 

▪     documentation can be the issue; 
▪ emotional attachments and sentimental; or it was new - should restorers be involved in 

that conversation? 
 

Legislative / Regulatory 
Guest presenter, and attendee to the meeting, Cole Stanton from ICP Construction and also the Chair of the 

Government Affairs Committee for IAQA, gave an update on legislative activities across the US. Individual state efforts 

were outlined, as well as changes to regulations or information availability. 
 

One of the issues for our group was the reciprocity for regulations/licensing, because of shortage of services after the 

storms of 2017. Depicted in the following slide: 
 



He also covered the advancement of Fire Standards and Guidelines from IICRC and NIDR/RIA including outlining subject 

matter expert qualifications through a pledge system. 
 

As to the Fire Standards, the FS#1- Characterizing and Documenting the Impact of Combustion Particles on Buildings and 

Personal Property and FS#2 - Restoration and Documentation of Buildings Impacted by Combustion Particles and FS2 are 

on the way, as part of the five components to the standard. The remaining components are: FS#3 – Contents Cleaning and 

Processing, FS#4 – Health and Safety and FS#5 – Specialized Fires. There is a peer review by ASHRAE which will be very 

fast, and folks can sign up IAQA or reach out to Cole to get on the list to be notified. 
 

For federal level movement, there are so many committees that have jurisdiction the possibility of something happening 

is near impossible. There is continued momentum in some states with/likely mold licensing. 
 

For 2018, new issue initiatives are being pushed for Silica, Lead Paint, and Marijuana. Silica acceptable levels have been 

dropped from 250ug to 50ug – restorers should be addressing this in processes, record keeping and training. Lead has 

more upcoming regulation and activity than has ever been seen.  New York City Housing Authority had major issues after 

stopping their inspections in 2012, then their exposure by media in 2017 led to developments in that and many other 

states including PA, MA, CA, and NH. “There is a lot going on with Lead, and you need to be aware of it.” 
 

Marijuana, as a site issue, where indoor air quality professionals can create measures to address it as another 

contaminant. 
 

Next Meeting 
The group determined that a summer – around July – meeting that was standalone, in Chicago would be a possibility. 

Date for that meeting to be surveyed to the contacts’ list. The other option discussed for Fall would be after PLRB just 

after Thanksgiving week. 
 

Spring of 2019 has opportunities such as Xactware conference, Business Networks’ conference in Florida, PLRB or RIA, 

and will poll the attendees as to the best place to hold the meeting. 
 

GREAT MEETING! Looking forward to the next one! 


