TRAINING

Staying the Course

Here are some reminders from classes recently taught.

MANAGING CHANGE

Inspire change - Inspire people to
move and make objectives that are
real and relevant.

Pick the right people - Get the

right people in place with the right
emotional commitment and the right
mix of skills and levels.

Paint a clear picture - Get the team to
establish a simple vision and strategy.
Focus on emotional and creative
aspects necessary to drive service and
efficiency.

Involve and communicate - Involve
as many people as possible, com-
municate the essentials simply, and
appeal and respond to people’s needs.
De-clutter communications; make
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technology work for you rather than
against you.

Get things moving - Remove
obstacles. Enable constructive
feedback and lots of support from
leaders. Reward and recognize
progress and achievements.

Bite Size Treats - Set goals that are
easy to achieve; in bite-size chunks.
Set manageable numbers of initia-
tives. Finish current stages before
starting new ones.

Stay Focused - Foster and encourage
determination and persistence -
ongoing change. Encourage ongoing
progress reporting. Highlight
achieved and future milestones.
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Lock change into place - Reinforce
the value of successful change via
recruitment, promotion, and new
change leaders. Weave change into
the culture.

LISTENING AND
EMPATHY

Pay attention to two or more
unrelated statements:

“I was not at fault, so why are you
going to depreciate the tires?”

Acknowledge the repetitious
statement with an empathetic
comment:

“I realize that you are not at fault
and that this process may be frus-
trating. I am just trying to follow
the terms in the contract that
you agreed to and that included a
deductible in the case of a loss”

Listen and let the customer talk.
Do not finish sentences for the
customer.

Drop any expectation of what the
customer is going to say or why he is
going to say it.

Listen for repeated think or feel
statements and respond appropri-
ately.
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Paradise Point Resort & Spa

Come for the high-level
claims education and
training, and enjoy the blue
skies and towering palm trees
of Southern California, as
well as the many attractions
San Diego has to offer!
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BREAKOUT SESSIONS INCLUDE: Manager Specific Courses « Tracking Claims Stafl Training Needs

Adjuster Specific Courses » Awesome Claims Customer Service

— N Course Offerings

« Awesome Claims Customer Service

+ Telephone Techniques for Claims

* Medical Terminology: The Key
to Word Building
« Critical Thinking for Claims

for Managers

* Surveying Team Strengths and
Weaknesses — Team Building Games

* Policy Interpretation Made Easy:
So Easy You Can Teach It

= Managing Change

= Working To Do Lists for Managers
- Priorities Vs, Importance

« Effective Team Meetings

* Presentation Tips

» Effective Delegation



Paragon Delivers What You Need -
Integrity, Superior Service, and Greater Value

Since 1995, Paragon Subrogation Services has provided

multi-line subrogation, arbitration, and recovery

. services for clients throughout the United States. Our

a Clients, which include leading insurance companies

and large self-insured corporations, benefit from
our industry-leading practices and

" our focus on results.

- Our Clients Say It Best
"Paragon Subrogation is definitely a
partner that goes the extra mile. They
are very flexible and customer oriented...
rma’ they deliver great value. I have
found that they collect on a greater
?_ percentage of f les than other

e 'En-;-,r‘r-

3 A/Q' they have done an excellent job for
us year after year."
- Subrogation Manager,
National Insurance Carrier

People you can trust.

The clearest measure of our integrity is this: we have undergone more than 100 client audits in
our 10-year history, and have never been asked to true-up any money to any client at any time.

Paragon Subrogation Services excels in all forms of subrogation and collections, including:
Auto subrogation and arbitration - Uninsured motorist subrogation - Rental subrogation
Property subrogation and arbitration - Medical/healthcare subrogation - PIP
Workers compensation subrogation - Commercial collections

For Integrity, Superior Service, and Greater Value, call:
Paragon Subrogation Services, Inc.
9221 Corbin Avenue, Suite 250
MNorthridge, CA 91324
(888) 329-3332





