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\ Step Key Points & Background Visuals & Job Aids
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11 Property Damage Claims Report can be found here
Gather Property Damage Claims Raw Data - This
report will list all Property Damage claims that have
been filed since Salesforce went live in March2023.
1 | This report will include all information relative to the
claim as identified by the column headers. Further
details of the claim not identified in this report can be
found by reaching out to the Advocacy Team.
If unable to access directly, you can copy the link and paste into an already
1.2 open Salesforce window or search for "Property Damage" Report in the
Salesforce search bar. Make sure you change Search: to "Reports"
"3 Hit "Refresh" icon for most up to date report TS| e v
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21 In the top, right corner of the report, click on the down error next to “Edit”
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2.4 |Select document once download is complete Damage-2023-11-20-14-03-11.xlsx
406 KB - Done
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2.5 [Document will open in Excel



https://pods.lightning.force.com/lightning/r/Report/00O3m000009MavqEAC/view
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3.1 Within the Excel Document, select the header of any column.
A B c
1 |OF Customer 10 Case Number Account Name: Subject
2 164810030 00736566  Dorathy Benson Damages - // - La-lyn Quirante
3 [laM03187 00736773 Joel Woodward Damages - // - il Kavanagh
4144236932 0736935 H2O Drying Solutians, LIC Customer Property Damage - 3/20/2023 -
s 20102083 T David kfia Customer Property Damage - 3/20/2023 - Dy
61623105 0TITISE  Aagel Garay Customer Property Damage - 3/20/2023 - Ang
(o
. _ “Filter” v A (@)
32 Select “Sort & Filter” on the toolbar and then “Filter”. Each column can now| Z
: be filtered to each item within that column. Sort& Find & | Analyze
Filter v Select ~ Data
Editing Analysis | S
F G H
- |Location/Market - | Territory v|Region |r|Date/1
8 AM Memphis, TN Jay Hawkins Southwest 3/20/
)6 PM Charlotte, NC Jerome Preston Southeast  3/20/2
)0 PM Charlotte, NC Jerome Preston Southeast 3/20/
2] SomAtoz ;8] sotatez
2] setZtoA + Rl sotzton
Sort by Color > Sort by Color >
> >
. : Tt L MR e i - Clear Filter From *Regien” S2
33 Scroll to “Location/Market” or “Territory” or “Region” to filter to specific 9% ClearFiter From "Regon
: geographic area of choice. > ’
Text Filters > Text Filters >
Search e Search o
W (Select All ~ ] (Select All)
Researching Data [ Canada J £ Gene Pauley
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[ Southeast
[ Southwest
Cwest v
Cancel Cancel
T|Region |-T Date/Time Opend v| Oper v| Close{ v | Intake C.
2] sotatoz FALSE TRUE Drive hit
7] senzion FALSE TRUE Drive hit
FALSE TRUE PODSTR
Sort by Color > | FALSE TRUE Custome
> | TRUE  FALSE There we
< FALSE TRUE Paul Linc
FALSE TRUE exclaim
’ FAISF . TRIF  Custnme
TextFilters > Equals.. 3
Search el Does Mot Equal. i
Select All) - 2
10/10/2023 10:43 AM Begins With... "
10/10/2023 11:27 AM Ends With i
To select a date range, scroll to the “Date/Time Opened” column and select gﬂgﬁﬁi ﬁf‘;j‘” Contains. 4
3.4 “Text Filters” and “Begins With” and enter the month you choose. (Ex. 10 for 10/18/2023 5:04 PM Does Hot Conts
October) 10/12/2023 5:48 PM BossNottontain- g
10/19/2023 1:15 PM Custom Filter 3
10/2/2023 4:06 PM v e o wreer né
- TRUE  FALSE Custome
o Cancel | | FALSE | TRUE The cont
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Custom Autafilter ? x
Show rows where:
Date/Time Opened
begins with ~| (8 -
® ana O Qr
Use  ta represent any single character
Use * to represent any series of characters
You can also chose to filter by closed, reasons for claim being closed, but
35 also review information like the Intake case notes, customer (Account Name),
: the “Approved Resolution” amount, and potential driver name (“Name of
Caller”) if the incident was driver reported.
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a1 First review the claim’s “Intake Case Notes" to determine the reason for claim fuj e s ote
being submitted [T S T— e el vhe e Cntns s, ustonesis g i, She s s o e
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OF Customer ID Case Number Account Name Name of Caller
42 Review the “Name of Caller” to determine if claim was driver submitted or fls283031 01147102 Christina Page Shalena Dawson
g customer. Mesea02sa 01147421  Michoel Dengler Michsel Dengler
[139061183 01147385 ServiceMaster South of the James Katie Puryear
M37684822 01147280 Key Arver Kay Arver
OE Customer ID Case Number Account Name
4 r
165283931 01147102 Christina Page
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4% dentify the G b 166840259 01147421 Michael Dengler
v nti mer " " B
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|166679487 01147591 Karen Whitney
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Identify the “Date/Time Opened” (fyi — this is typically the date incident lgion Date/Time Opened Open 'ﬁDate of Loss ‘Lu:aiiun/Mar
4.4 |occurred, or at least very soon after, which helps when reviewing within theast  10/26/2023 9:36 AM TRUE 10/26/2023 9:34 AM Boston, MA
Cheetah. Also identify “Date of Loss” for further guidance. hrida .0/26/2023 11:35 AM FALSE 0/26/2023 11:55 AM Tampa Bay, FL
utheast .0/26/2023 11:18 AM FALSE 0/24/2023 11:16 AM Richmond, VA
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4.5 |Open OE and enter Customer ID Search Criteria
Customer No: | 163863054
Quote No:
Local Ovdes ¥ From: Boston. MA To: Baston, MA
. % 2 1) Onsite Storage - 16-foot length container v
Cantaine Wa: 1029168
Description Date Qty Price
Determine date of actual move in question occurred based on information g Dolivar o Custamer 10/25/3023 $105.19 [USD] ¥
i \ ; 1072572023 11:41 19 by Pl e
4.6 available. If exact date can't be determined, you should research all dates Deliver Empty Container to Your Location 1 $105.19 [USD]
! possible identified within OE. Also identified here is the driver who e sk
timestamped job for completion. Fuel Subsidy 1 sose(uso]
+ Mave container to a new location $109.00 (usD) ¥
Mave Cantainer 1o a Mew Location 1 s109.00[wsD] ¥
semourt $109.00 [uS0)
Dutance in Hies .ﬂ
Fuel Subsidy 1 $0.00 [UsD]
October 25, 2023 ~  BOST - Boston Market -
rformation ||| Routes | search | sales check
4 | Researching claims and coaching opportunities (4.7 Open Cheetah and navigate to the date of consequence ] ~ 3 ~
MName + § Carrier ¥ Driver ID | Driver ¥ R
Driver Info
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4.9 [Click on “image” icon to review pictures @ v 44535882
@ v 54601088
' ® v 64299357
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Imsge (211 Image 2 )
Rotate Save Close
4.10 |Save picture for zoom in abilities
| Canada Performance - Market
[ Florida Performance - Market
] Midwest Performance - Market
1.BEnsure you have open the following documents B Northeast Performance - Market
5.1 a.EaIesforf:e Property Damage Report (Excel) ) Regions by Market Combined
b.¥our region performance (Excel)
| Southeast Performance - Market
) Southwest Performance - Market
] West Performance - Market
5, |Filter Property Damage Claims Document to your area of responsibility (see|
: previous steps)
53 To update # of claims submitted, take the following steps |
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5.3.1 |Filter all claims using the “Date/Time Opened” column to October e
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023 202 AM Wasington 0C Coristopher Bencivenni Northemst 1073072023 317 A1 FALSE TRUE i tmomen €
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Updating Key Metrics - *We will update Washington
DC for the month of October for this exercise

You will be updating metrics using the following raw
data points:

«# of claims submitted

«# of jobs completed

+$ paid out

Northeast Performance Metrics | Moves | Claims Paid | Claims Submitted @
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5.4 To update the number of jobs completed, take the following steps
®
Detats for Jobs and Timesheets Model
5.4.1 |Access the Job Counts Report (Customer Site Only) here
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= Filters - >
Q  Search
Filters on s visual
Date
s on or after 10/1/2023 and is on or beforu.
Fiter type ©
Advanced fitering v
Show tems when the value
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5.4.2 |Change filters to include only the dates needed (ie. October in this case) =
10/1/2023 B
12 00 AM v
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5.4.3 |Export data to an excel document by clicking on the 3 dots and “Export Data” X Remove
5 spotignt andis on or e
© Getinsignts
s o lue
Sort by >
106172023
A B [ D E F
Date - =] Sita Markat Name TGl =] Move Tyg = Job Cou'™
N - . 10/2/2023 Northeast \Washingtan, Dc Bristow-Va-Str-1 FPU 1
5.4.4 Once d_ocument is open, create a_flltgr f_or each _column, and fllter 10 yourt s Northesst Washington, bc redend 52 i 5
respective area of responsibility. This will list every job for the entire month. 10/2/2073 Northesst Washington, Dc Hyattsuille-ME-Str-1 U lﬁ
10/2/2023 Northeast \Washington, Dc Troy-Va-Str-1 FPU 1
- . - o =8
545 Scroll to the very bottom of the text and select the cell underneath the last -
“7 |number in column F. Then hit the “AutoSum” bottom on the toolbar. Hit Enter. |-
i)
Take this number and enter it into the “Moves” Tab of the “Region| FLl s, =
5.4.6 ”
Performance” Excel Document for the month [ -] 0 550
FETEN Y ) B
515] To update the amount of claims paid, take the following steps
| N | o | P
Referring back to the Salesforce “Property Damage” Excel document, ensure| ~ | Approved Resolutid - |Date/Time Closed ~ |Close Disposition -
5.5.1 |all filters have been removed. Scroll to the “Date/Time Closed” column, select| 3/27/2023 2:59 PM Resolved without payment
“Text Filters” and “Begins With..." 3/29/2023 3:30 PM Duplicate/Merged
[TEMS IN IT. CX 6/7/2023 2:07 PM Insurance claim filed



https://app.powerbi.com/links/B_cy16Zdlv?ctid=5eff806f-f468-4075-a2d2-8ec479fa58f3&pbi_source=linkShare
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Resolved without payment
Duplicate/Merged
Insurance claim filed

Paid

Duplicate/Merged
Claimant Unresponsive
Denied
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] (Select All)
[9110/11/2023 713 PM
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l Text Filters

(¥ 10/18/2023 5:29 PM Ends With...
. § o [4110/23/2023 12158 PM
552 Enter the month in number form (Ex. 10 for October). Hit “Enter”. This will ¥]10/26/2023 11:39 AM Contgins...
">*“ | provide all claims that were closed in the month. 1072772023 122 PM Does Not Contain...
(¥ 10/3/2023 4:26 PM
[4110/30/2023 9:00 AM Custom Filter. adwill)
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Select “Approved Resolution” filter, scroll to the “Blanks” check box and select| Search yel
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Take the total amounts listed and enter in the corresponding cell in the . S Y-
5.5.4 [“Region Performance” Excel document on the “Claims Paid” Tab for the — L
month. (Ex. $453.80 for October in the Washington DC market). e £
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Now that you have collected and entered the 3 key raw data points, you can|
5 |measure the 3 key metrics, with the following formulas already being enteredi™ '\ ot performance Metrics | Moves | Claims paid | Claims Submitted
in the “Region Performance” Excel document, which can be viewed on the
“Region Performance Metrics” Tab. Eaoainlan
a.Avg Claim Paid = Amount of paid claims / # of claims submitted
5.6.1 |b.Qlaims per 1K Jobs = 1000 / (# of Jobs Completed / # of Claims Submitted)

c.Amount paid per job = Amount of paid claims / # of Jobs Completed




