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Thank you to tonight’s partners

• Tipping Point Community Emergency Relief 
Fund

• City of Santa Rosa
• Sonoma County 
• Tony Cignarale, CA Department of Insurance
• Unitarian Universalist Church
• Chris Remedios, Financial Planning Ass’n.
• Coffey Strong, Vita Iskandar
• Wendy Wheelwright, MFT



About United Policyholders
• 501(c)3 non profit organization. 

• A voice and an information resource for 
consumers in all 50 states.

• A 26+ year track-record and subject matter 
expertise in insurance and disaster recovery 

• Not for profit…not for sale.

• Funded by donations and grants.

• A volunteer corps with personal and/or 
professional expertise in disaster recovery and 
insurance.



The Fine Print

• This workshop is intended to be general 
guidance only, not legal advice.

• We don’t endorse or warrant any of the 
sponsors listed at www.uphelp.org or 
speakers at our workshops.  

• Our speakers are volunteering their time as 
educators.

http://www.uphelp.org/


www.uphelp.org/NorthbayFires

• Schedule of upcoming events 
• Useful publications and articles
• Videos of previous workshops at bottom of page

http://www.uphelp.org/NorthbayFires


R2R Guidance and tools:

�The Little 
Yellow 
Book�



“Ask an Expert Forum”
www.uphelp.org/ask-an-expert

• Register.  It’s free.

• Write in your questions.

• Get an answer from an 
expert in construction, 
insurance, laws and 
disaster recovery.

• Your name stays private



24/7 help on the web:
www.uphelp.org

n Insurance Claim Help
¨ Recovery Blogs:
www.uphelp.org/Northbayfires
¨ Claim Help Library
¨ Guides for overcoming 

obstacles
¨ Links to Government and 

Professional help
¨ Tips from past disaster 

survivors
¨ Sample Letters and Claim 

Forms 



Here tonight:
• Amy Bach, Policyholder Advocate

• Sandra Watts, ResolvedSF, ex-State Farm Claim Mgr./Specialist

• Tony Cignarale, Deputy Comm’r, CA Dept. of Insurance

• Nathan Quarles, County Rebuilding/Permit Sonoma

• Steve Jensen, Santa Rosa Resilient City Permit Center

• Michael Gossman, County of Sonoma, Government-sponsored 
debris removal program insurance reimbursement information

• Ben Horenstein, City of Santa Rosa Water Department Director

• Wendy  Wheelright, MFT, Sonoma County Behavioral Health



Roadmap to Recovery 
6 Month Check In 

• Thank you for completing our survey.
• Results are available at 

www.uphelp.org/surveyresults
• Data will help us customize our support 

resources and advocate in the State 
Legislature and in public policy forums

• Want to share your story with the media or 
elected officials?  Email emily@uphelp.org

http://www.uphelp.org/surveyresults


6 months in…

• 80% of survivors 
surveyed have not 
yet settled the 
dwelling portion of 
their claim

• 66% of survivors 
surveyed report 
being 
underinsured on 
their dwelling 



Keep up that paper trail
• A letter to your insurance adjuster should:

– Confirm you are cooperating 
– Tell them what you need/want and why
– Ask what they need from you to resolve your claim
– Point out specific things they have/haven’t done that 

are holding up resolution of your claim
– Politely remind them about your situation
– Give them a specific time frame to reply/comply

- Follow up



Negotiation - Best Practices

• Keep it professional
• Be concise and specific 
• Bold or bullet point your requests
• Avoid long paragraphs 
• Use good grammar and punctuation
• Promptly respond to reasonable requests
• Confirm your willingness to cooperate, explain 

why you can’t fulfill an unreasonable request
• Avoid venting frustrations and emotions



Your Personal Leverage
• Sudden tragedy turned your life upside down
• You’re doing your best with the MANY details
• Special circumstances (Senior Citizen, 

commuting worker, working parent, young kids, 
business owner, disabled/ill, etc.)

• You lost a life’s worth of possessions
• Good help is extra hard to find now, prices are 

much higher
• Records are all gone and painstaking to recreate



Your legal/political leverage

• The Fair Claim Regulations  (CCR 2695)
• Unfair Ins. Practices Act (Ins. Code 790)
• Bad faith principles in CA case law:

– Duty of good faith/fair dealing 
(be reasonable)(duty to settle fairly)

– Pay undisputed amounts promptly
– Insurer $ interests on a par with yours
– Continuing duty of good faith even post suit

• Media exposure, pending legislation, UP survey



The Big Six
• Underinsurance
• Home Inventory Proof / Waiver
• Valuation Disputes (lowball dwelling 

estimate or estimate based on appraisal)
- 2695.9 

• Buy vs. Rebuild
• What coverage is available and when? 
• Delays and conflicting info (Rotating 

Adjusters, lack of communication)



Which path to take…



Negotiating via Paper Trail
(Coverage Issues)

Dear (name of adjuster),
Please provide an update on the dwelling 

portion of my claim.  On (Date) I submitted a 
contractors estimate to you from (XYZ Contractor) in 
the amount of $xxx,xxx.  There is a ($xxx,xxx) dollar 
difference between your original dwelling payment 
and this estimate.  

Please send payment for the replacement 
cost amount of ($ difference btwn original amount 
and replacement cost amount) within 2 weeks.



The facts and your leverage:
As you know, I paid for extended replacement cost 

and coverage for required code upgrades.  The estimate 
from XYZ Contractor shows that even with (ERC ___%) 
and code upgrade coverage I am underinsured by at least 
$xxx,xxx. 

I look forward to receiving my full dwelling coverage 
limits including all extended and additional benefits by the 
end of the month so I can make the decisions I need to 
make on how to get back home.



and…
If you will not be issuing payment of full policy limits, 

please explain in detail why

It is my understanding my first ACV payment was 
calculated using real estate appraisal method.  If you do not 
plan on paying my policy limits based on my contractor’s 
replacement estimate, please confirm that you are willing to 
pay for a “scope of loss” to be prepared



Negotiating via Paper Trail
(Claim Issues)

• Document unreasonable delays, claim 
handling reg/law violations

• Clearly explain the balance of benefits 
owing and why you’re entitled to them

• Document rotating adjusters and why it’s a 
problem  (3 in 6 mos. = status report)

– Refer to your claim diary

– Be as specific as possible

– Go up the chain of command



Go “up the chain” until the 
disputed issue is resolved…

• If you are unable to resolve an issue with 
your adjuster, go above his/her head “up 
the chain” within the insurance company.

§ The higher you go…the greater your 
chances of success in resolving your 
dispute.



If possible, meet in person with with 
your adjuster and your contractor

• Your contractor should be able to stand 
behind his/her numbers

• Make sure you have as much detail on 
sub-contractors as possible 

• If your contractor cannot/won’t put the time 
in to prep a detailed scope and estimate 
w/sub-bids to compare against the 
insurers’ estimate(s), hire a Scope pro. 
Ask insurer to pay for it as a claim prep 
expense



Filing a complaint with the DOI boosts 
your leverage

• Make sure a summary letter is at the top of 
your file

• www.insurance.ca.gov 1-800-927-4357

54% of UP survey respondents reported having a problem 
with their insurance company. 
Of those respondents only 25% have filed a formal 
complaint with the California Department of Insurance. 

http://www.insurance.ca.gov


Mediation
Mediation is an informal, voluntary, non-binding 

process for conducting settlement 
negotiations between you and your insurance 
company.

Can be fast and inexpensive if your dispute is 
ripe for mediation and you’re prepared and 
empowered



Mediation “Pros”
• Inexpensive
• If you don’t like the result, you can walk away
• Efficient way of putting the dispute behind you 

and moving forward
• Educates both sides about the strengths and 

weaknesses of their positions



Mediation “Cons”
• Insurance company may not be seriously interested in 

settling, but uses mediation to gather evidence and test 
the strength of your legal case

• Mediator may inappropriately discourage/scare the 
policyholder to force a settlement

• Mediator may tell insurance company things you ask 
them to keep secret

• Insurance rep may take advantage of your 
inexperience with the mediation process and legal 
concepts

• You may leave the mediation feeling it was a waste of 
time and money



Appraisal
• Most property insurance policies contain wording that 

allows disputes over the amount/value of a loss to be 
resolved by a process called "appraisal." Public 
adjusters often use appraisal for leverage and to settle.

• An insurance appraisal is a mini-arbitration of sorts. 
Each side picks an appraiser then there’s one umpire. 

• An insurance appraisal can determine the scope and 
severity of a loss (what was damaged and how badly) 
and the value of the loss (how much repairs should 
cost). You wouldn’t use appraisal to determine fault for 
underinsurance, e.g.





Types of Professional Help
• Licensed Attorney
• Licensed Public Adjuster 
• Licensed Contractor
• Licensed or Unlicensed Construction 

Estimator/Consultant/Scope preparer
– Fees range from free to $4k to % of project
– Can they defend/negotiate on your behalf?
– Is their work better than Xactimate, how/why?



Litigation
Multi-plaintiff/class action/Unfair practice/Fraud

Systematic underinsurance, improper 
software
Systemic fraud
Improper depreciation
Disparate treatment
Utility negligence/liability

Individual
– E & O claim vs. agent/broker
– Breach of contract/covenant of GFFD



Guidance available in the UP Claim Help 
Library at www.uphelp.org/disputeresolution

– Speak UP: Going up the chain of command
– Insurance Appraisal Simplified
– A Policyholders Guide to Mediation
– Hiring Professional Help
– Sample Letters (www.uphelp.org/sample)

http://www.uphelp.org/disputeresolution


City and County Permit Centers
CITY OF SANTA ROSA RESILIENT CITY PERMIT CENTER
Steve Jensen, Santa Rosa Resilient City Permit Center
100 Santa Rosa Avenue, Room 6, Santa Rosa
Hours: Monday - Friday, 8am-5pm
Email: rebuild@srcity.org
Phone: 707-543-4649
www.srcity.org/rebuild

COUNTY OF SONOMA RESILIENCY PERMIT CENTER
Nathan Quarles, County Rebuilding/Permit Sonoma
2550 Ventura Avenue in Santa Rosa
Hours: Mon, Tues, Thurs, Fri 8am – 4pm/ Wed 10:30am – 4pm
Email: Rebuild@sonoma-county.org
Phone: (707) 565-1788
www.sonomacounty.ca.gov/Rebuilding



Code Upgrades



CALIFORNIA 
DEPARTMENT OF 

INSURANCE

FOR FREE, PERSONAL ASSISTANCE WITH 
YOUR CLAIMS OR UNDERINSURANCE ISSUES 

CALL US AT: 1 800 927 4357
OR GO ONLINE:  insurance.ca.gov



Future Roadmap to Recovery Events 

Napa – Free 1-on-1 consults w/lawyer volunteers
Saturday, May 12th 10am 
Bay Area Legal Aid, 575 Lincoln Ave #210, Napa
RSVP required: info@uphelp.org

Santa Rosa – R2R Event, Resolving Disputes
Thursday, May 31st, 6-8pm 
Unitarian Universalist Church 
547 Mendocino Ave., Santa Rosa 

mailto:info@uphelp.org


Financial Planning Days for 
Fire Survivors starting 4/28

-
Do you have financial questions coming up and 
financial decisions to be made?

Certified Financial Planner® volunteers are offering their 
time to help Santa Rosa residents get back on their feet 
after the dramatic firestorms. All advice is free and no 
business cards will be distributed. 

You can book a 1-hr appointment at 
https://calendly.com/probonoplanning/1hr.
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https://calendly.com/probonoplanning/1hr
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• April 28th, 11am-3pm, Sonoma Rebound, 353 College Ave

• Monday, May 1st, 6-8pm, Ameriprise office 611 Humboldt 
St.

• Saturday, May 5th, 11am-3pm, Sonoma Rebound, 353 
College Ave

• Saturday, May 12th, 10am-2pm, Ameriprise office, 611 
Humboldt St.

• Tuesday, May 15th, 6-8pm, Ridgeview Financial, 1955 
Cleveland Ave, Suite 203

• Saturday, May 19th, 11am-3pm, Sonoma Rebound, 353 
College Ave

• Saturday, May 26th, 11am-3pm, Ameriprise office, 611 
Humboldt St

• Saturday, June 2nd, 11am-3pm, Sonoma Rebound, 353 
College Ave

• Saturday, June 9th, 10am-2pm, Ameriprise office, 611 
Humboldt St

https://maps.google.com/?q=353+College+Ave&entry=gmail&source=g
https://maps.google.com/?q=611+Humboldt+St&entry=gmail&source=g
https://maps.google.com/?q=353+College+Ave&entry=gmail&source=g
https://maps.google.com/?q=611+Humboldt+St&entry=gmail&source=g
https://maps.google.com/?q=1955+Cleveland+Ave,+Suite+203&entry=gmail&source=g
https://maps.google.com/?q=353+College+Ave&entry=gmail&source=g
https://maps.google.com/?q=611+Humboldt+St&entry=gmail&source=g
https://maps.google.com/?q=353+College+Ave&entry=gmail&source=g
https://maps.google.com/?q=611+Humboldt+St&entry=gmail&source=g


Construction, Rebuild-Strategy Finance Seminar

Thursday, April 26, 2018 ~ 6-8 PM

Bayside Church, 3175 Sebastopol Rd, Santa Rosa, CA

Please Register at http://bit.ly/CoffeyStrong426

Call 909-230-0929 w/questions

Sponsored by Coffey Strong:
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http://bit.ly/CoffeyStrong426


Q&A with tonight’s speakers and guests

• Sandra Watts, ResolvedSF, former State Farm senior claim rep

• Amy Bach, Policyholder Advocate

• Tony Cignarale, Deputy Comm’r, CA Dept. of Insurance

• Nathan Quarles, County Rebuilding/Permit Sonoma

• Steve Jensen, Santa Rosa Resilient City Permit Center

• Michael Gossman, County of Sonoma, Government-sponsored 

debris removal program insurance reimbursement information

• Ben Horenstein, City of Santa Rosa Water Department Director


