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1. ANNOUNCEMENT = MERGER

Effective September 1, 2004, the Integral Informer, WCC Newsletter, ARRN
Advocate, and the TGIF Chronicles have merged as one newsletter This will
increase our distribution of the Chronicles to over 2,500 readers. Your feedback
of our newsletter is important to us so we would like to hear from you. Just email
us at integral@shaw.ca and let us know what you think.

2. LETTERS TO THE EDITOR — Laurenda Rebelato — District of Langley

Ron, | hope you don't mind me making this suggestion but you have a couple of
errors in the statement that appeared in both week's Chronicles you sent to Fred
that read, "Here is an except from a statement in a claims file for you to analysis
and determine what the insured is talking about.”

It should be excerpt, not except. You're missing the "r".

It should be analyze, not analysis.

Sorry, but | can't help myself. | had a grade 5 teacher that was quite the
taskmaster and | learned pretty quick how to spot grammatical errors before |
submitted anything rather than risk his public humiliation.

Editors Note: Not at all. It will make Natalie feel good that she now has another

critic on her side. She was getting lonely picking on me all the time, but I am not
giving you each others email addresses.

Please note the above corrections have been made to this weeks edition.
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3. ON THE MOVE IN SASKATCHEWAN

Hi Ron,

1 took this photo last week
when traveling from a fire in
southern Saskatchewan.
Maybe you can include this in
the next issue.

Robert Eyford, CFEI, CCFI-C,
CFll

Rae-Tech Investigations Ltd.
Alberta - 780-910-4424

B.C. - 250-992-7079

4. STATEMENTS FROM THE CLAIMS FILE

Here is an excerpt from a statement in a claims file for you to analyze and
determine what the insured is talking about.

“A six year old can start a fire with a flint rock even though a 36 year old man

says they can only do it in the movies. A magnifying glass can start a fire even on
an overcast day.”

5. TIME MANAGEMENT (Part 6)

Get Cooperation from Other Departments

o Other departments may appear to slow you down. In dealing with them,
begin with an assumption that they are as competent as you are.
Everyone is doing his or her best, and everyone is busy. Remember that
ultimately, you're all on the same team. Your positive attitude will get
better results than antagonism. Treat them, as you would like to be
treated.

« Handle your special requests of other departments as you would handle a
task that you would delegate:



=

Clarify the task to be done and the standards to be met.

2. Establish a timetable.

3. Ask if there is anything else that the person needs to complete the
task.

4. Confirm the commitment that they made (don't make it for them).

If others let you down; be careful not to react with one of two opposite
emotions; aggression and passivity. Aggression is fighting back, yelling,
name calling, threatening to go to a higher authority, becoming impatient
and being forceful. Passivity is giving in, ignoring an issue, procrastinating,
apologizing or running away.

Be assertive instead. Use the person's name. Say please and thank you.
Ask, don't tell.

Be straightforward with your request. "Our department needs this
delivered to us by tomorrow." Adding an explanation helps to validate the
request. Then ask if there's anything else they need, or anything you can
do to help the process. Clarify the agreement made.

If the person objects, repeat the request, stating it slightly differently each
time. "Jillian, I'd like to get a copy of that report by tomorrow." She
answers that she's too busy. "I can understand how you've got a big
workload. (Avoid the dreaded "but") | do need the report finished by
tomorrow so can we find a way to complete it somehow?"

Ask "Would it be helpful if I..." Sometimes they can do a better job if you
help first. Your offer also displays genuine empathy.

Use the phrase, "What would have to happen..." For instance, "I
understand most of the staff have left for the day, but what would have to
happen for this to be finished by tomorrow morning?" Sometimes the
person might suggest a solution that you can help achieve: "Well I'd have
to send it over in a taxi and we're not allowed to do that." Maybe they can't
authorize a taxi, but you can.

Don't appeal to a higher authority. If you say "I need this done, and | can
get my boss to speed things up if | have to," you may not be successful.

Instead, build a relationship. Take an interest in things that are important
to them.

If problems persist, keep a log of transactions. Include the date you sent
something to another department and the date you got it back. Use this to
support process improvement, not to blame someone.

Create routines for standard requests from other departments that are
repeated. For instance, automate your expense report. This isn't
bureaucracy, it's efficiency.



« On the other hand, remove routines that were created for occasional
exceptions that no longer occur. Old routines may be slowing other

departments down.

e Ask what the holdups are. Convene a meeting to outline your concerns.
The other department might identify blocks that can be removed.

/. WE LEAVE YOU WITH THIS THOUGHT

“Smokers are a dying breed.”

Have a great weekend!

Notice: As of September 1, 2004 the Informer Newsletter has merged with the
Chronicles Newsletter, and that is why you may be receiving this newsletter for
the first time. It will take several months before the integration of the Informer’s

mailing list into ours.

If you have changed your email address or if you wish to be added to this
newsletter or removed from this newsletter please email us at integral@shaw.ca

All QUESTIONS, OPINIONS, & ARTICLES WELCOME, please send them to

Letters to the Editor at integral@shaw.ca

PLEASE SUPPORT THE FOLLOWING SPONSORS OF OUR NEWSLETTER.

Rae-Tech Investigations
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Robert Eyford, CFEI, CCFI, CFlI

1607 Ernst Rd.
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FIRE ORIGIN & CAUSE

RON WILKES
INTEGRAL PROPERTY LOSS SERVICES
APPRAISERS CONSULTANTS MANAGERS
Integral Enterprises Inc. Office: 604.820.9450

32.1 59 Eagle Crescent Toll Free: 888.880.2181
Mission, BC Fax: 604.826.9807
Vva2v 5C8 Email: integral@shaw.ca
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