Sewer Backup Claim Response
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Do not undertake any action that could
later be determined in a court of law to
be an admission of liability, culpability or
negligence on your part or on the part of
the local government entity and/or
organization that employs you and

whom you herewlth
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No one Is having a good day !

ACustomers are upset

:
i

g

AManagers are upset

AWho knows what
substances you will
find at the scene of the
backup!



The Big Mistake

A The big mistake of saying, doing or writing
something that puts your department on the hook
even I f 1 tos not their f

I Even though you where just trying to help

A Do the math
I Paying for damages means less money for pay rises
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OThe DI scl al

Exact procedures will vary
Always followyourdepar t ment 6s p
but
Must have a written Response Plan



The Response Plan

A Components:
I Response personnel
I Phone call and initial response
I The field response
I Determine the location and cause
I Inside the residence
I Reporting

and remember
nHow woul d | want t o be



Response Personnel

I Primary response personnel on call
AContact information
I Backup response personnel
I Contractors
I Any regulatory agencies
I Manager authorized to speak to the media
I Equipment
ALocation
AHow to get it after hours




Phone Call

' Critical initial contact O

' Be considerate
ABut do NOT agree about fault
" Never discuss fault on the phone
AJust collect the facts
" Document this call (see next slide)

Discuss cleanup options
ADDb nTolie ¥ dfey s "adi® e el ™ elain u p

Tell them when a crew will arrive




Case No.

SEWER BACKUP INTAKE REPORT

Complete this checklist each time a backup is reported. Help the caller remain be calm and rational. Show empathy and maintain
a professional manner. Never insinuate or admit any fault on the part of either the caller or the municipality.

Name of Caller:

Date of the call: Time of the call: a.m./p.m.

Approximate date and time of the overflow, if different than above: a.m./p.m.

The location address, or nearest cross street:

Location of overflow (basement, restroom, laundry room, etc.)

Approximate size of overflow in gallons:

Immediate health or safety issues:

Property at risk or affected by the overflow:

Is the overflow expanding, stationary or receding? S e e

What has or is being done by the caller or others?

Handout

The caller's phone number(s):

INSTRUCTIONS TO THE CALLER

Instruct the caller to take proper precautions to minimize loss and potential health effects:

e Keep children, pets and others out of the overflow.

e Electrical appliances in affected areas present an electrocution hazard.

* Move uncontaminated property away from the overflow area.
Clearly communicate who will be out to the site and approximately when they should arrive.
Explain what area(s) they will need to have access to.
Explain how the action to be taken is dependent upon the location of the blockage:

e If blockage is in the municipality's main lines it will be promptly cleaned.

o If blockage is in the owner's lateral line, the municipality cannot work on private property.

e In that case, inform callers that they must contact a local sewer service or cleanup firm. You may wish to
offer a prepared list of cleaning contractors (without recommendations).

Give the caller your name, title and phone number.

Never respond to questions about legal responsibility. Explain that the municipality's insurance provider will
investigate any responsibility for the backup.

Record the information in a daily or weekly incident log.

Quickly refer the call, and forward a copy of this report to the appropriate field office and insurance carrier.




Field Response

I Balancing act

INever tal k about wh o

ADO NOT 7T just agree with them to calm them
down

ADO NOT i start unauthorized repairs

n NAdmlI SSI 0on on_

Helping with the cleanup - Admission of Liability ?
Apply common sense 1 time for some good
public relations



Field Response

I Only one person deals with customer

I Keep it simple when explaining possibilities
AService lateral backup
AMain sewer backup
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Field Response

I Discuss possibilities before you start the
Inspection

I Service Lateral
APrivate property

AOwner is responsible for repairs
I Need to call a plumber

AYou are not authorized to clean up or repair

Lay the ground work so their not as upset later on



| ocation and Cause

I Follow your

I Open service lateral
clean out

I Check main line

I Video if possible
AShow the customer

| Save evidence




Inside the Residence

IFoll ow your depart me
iDonot go I n al one
iDonodot spread the was:
| Listen, be considerate and be professional

I Suggest steps to avoid further damage

I Make notes of damage (see next slide)

| Take photos

I Give list of contractors (if allowed)

| Take time to explain what happens next



See
Handout



