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Your Fraud Awareness
Committee Presents a
Panel Discussion on:



Insurer Referrals
“Is it Good or is it
steerimngz
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Editorial Comments

At the Boston CIC, we presented a role play
scenario depicting steering as our topic for
the Orlando CIC.

e While meant to only stir interest within our
industry, the scenario presented was
actual, documented and unfortunately, not
a dramatization.

e We were not trying to paint everyone with
the same brush; but instead, simply bring
out the fact that this behavior occurs and /s
an issue within our industry.



Editorial Comments

e Whether it is company policy or

misinterpretation of guidelines by
field managers....it /sreal and does
exist in the marketplace and /s an

iIssue within the collision repair
industry.



Committee Chariter

One of our charters is “Steering”

Is there a definition?

Can some forms be related to fraud?
Does it pose an ethical dilemma?

Can extreme forms constitute an
Unfair Claims practice?



Common Steering Phrases
usea by some Insurers

* "They're NOT on our list”

» "They're hard to work with”

» "They Charge too much”

* "You'll have to pay the difference”

* "Our guarantee is good anywhere in the
country”

» "We can't guarantee their work"



Steering Phrases usea by

some Insurers (conta)
+ "Claims take longer to settle if you use them”

*+ "We're on your side. Can you work with us here?”

» "Will you need something to drive while yours is
being repaired?”
- "We'll waive your deductible if ... ..
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Our: Panel of Experits
 Michael Lloyd — California Casualty

 John Eager - NAlIl

e Jeanne Silver - CARSTAR Mundelein

e Gene Hamilton - Sports & Imports
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Bottom Line

No Easy Answers
Not a new issue

Depends totally on insurer rationale
on why they are referring in first
place

Many facets, many faces, depending
on what side of the referral issue
you are currently on.



Personal Remarks from
Bob Smith

Thanks for ten great years!’

Our Industry has come a long way/!
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