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Rhu Sherrard, CIP
President, OIAA

President’s Message
Beltane falls about halfway between the spring equinox (Ostara) and the coming summer
solstice (Litha). The holiday celebrates spring at its peak, and the coming summer. Beltane
also sometimes goes by the name May Day. Nowadays I believe we can find a celebration
for every day of the year. Which after the past 2 years may not be a bad idea, only if you
are up to the challenge.

The highlights of May for me are Cinqo de Mayo (Spanish: “Fifth of May”) also called
Anniversary of the Battle of Puebla (a holiday celebrated in parts of Mexico) and the United
States in honour of a military victory in 1862 over the French forces of Napoleon III there.

Mother’s Day is celebrated in many countries around the world, but not on the same day
(although most countries celebrate Mother's Day in May). It is a day meant to honour
mothers and appreciate their role in society and in families. We all have mothers to remem-
ber and celebrate. A time to celebrate mothers who support and encourage us to be the
best we can be. 

Most everyone’s favourite long weekend unofficially welcomes the summer season in
most of Canada. Unofficially also known as “May 24” weekend, Victoria Day is Canada's
oldest non-religious holiday.  The holiday is subject to the calendar, even though it is still
referred to as the May 24th holiday. While it was originally implemented to celebrate the
life of Queen Victoria, the holiday is also dedicated to celebrating the birthday of Britain's
reigning monarch, Queen Elizabeth II.

It’s a great long weekend for most to go camping, glamping, open up cottages, better
yet visit friends with cottages, or chill on the back deck or balcony. Enjoy a nice BBQ, a patio
and fireworks. Gardeners can safely start the season without any risks from frost, pending
where you are in our great country and province. It’s a great time to get outside, take a
hike, walk along the beach, enjoy the sunshine, read a book, and share time with family
and friends. 

We hope to see all you at our June 3rd Nine and Dine Golf Tournament to be held at
Cardinal Golf and Country Club. Please visit www.oiaa.com for registration and sponsorship
opportunities. A prelude to the next Presidential year of events. Hybrid years are challenging
but all the various chapters around the province are working diligently to bring the associa-
tion members and our insurance partners both educational, informative, and responsible
social gatherings.  

Some other notable dates in May
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Rhu Sherrard, CIP
President, Ontario Insurance Adjusters Association
E-mail: president@oiaa.com

• May 4th – May the fourth be with you!
Obviously, Star Wars Day - My inner geek
is shining through

• May 9th – Nurses week for all those mak-
ing a difference - Respect

• May 15th –International Day of Families
and Chocolate Chip Day – Sweet deal

• May 16th – International Day of Living in
Peace – Hearts to Ukraine and all the
areas of the world not living in peace

• May 19th National Caesar Day
• May 20th Bike to Work Day and 

Bee Day
• May 22nd International Day of 

Biological Diversity – For my daugh-
ter who is a Biology Major

• May 25th National Wine Day –Need 
I say more

• May 28th National Hamburger Day

It seems to me that the natural world is the greatest source of excitement, the greatest
source of visual beauty, the greatest source of intellectual interest. It is the greatest
source of so much in life that makes life worth living. – Sir David Attenborough 
You are the sum total of everything you've ever seen, heard, eaten, smelled, been told,
forgot - it's all there. Everything influences each of us, and because of that I try to
make sure that my experiences are positive. – Maya Angelou
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The OIAA would like to thank Sandra Cramb, Garrett Spina and Philip Russell 
for their webinar presentation: Social Host Liability

Congratulations to Mike Laberge of Context Claims for winning 
the OIAA Webinar $50 Gift Card Draw sponsored by Larrek Investigations.

Social Host Liability
Presented by Sandra Cramb, Garrett Spina and Philip Russell, ClaimsPro

OIAA April Webinar

Sandra Cramb, BA, CIP, CRM 
Sandra Cramb is Vice
President for ClaimsPro’s 
GTA branches. Based in the
Mississauga office, she over-

sees the Toronto, Markham, Mississauga,
Newmarket and Whitby branches, which
includes a team of 66 employees. She is
responsible for Adjuster coaching, mentor-
ing, technical direction, and feedback
through Quality Assurance file reviews. She
is also responsible for all aspects of the
GTA operations including financial man-
agement, staffing and client management
and interaction. 

Garrett Spina, CIP 
Garrett Spina is
General Adjuster with
ClaimsPro’s Specialty
Risk Division. Based in
the Mississauga office,

Garrett has been with ClaimsPro
since 2012 and has over 20 years’
industry experience. Prior to adjust-
ing, he was employed at a broker-
age for seven years working in both
personal and commercial lines.
Garrett specializes in Bodily Injury,
Commercial, Municipal, Bodily
Injury, Occupiers’ Liability, and Legal
Proceedings. 

Philip Russell, CIP  
Philip Russell is an
Adjuster based in
ClaimsPro’s Missis-
sauga office. With
over 30 years’ expe-

rience, Philip joined ClaimsPro in
2007 and prior to that he held
claims related positions at two
independent adjusting firms as
well as at a national insurer.
Phil ip specializes in handling
Bodily Injury and Liability losses
within both commercial and per-
sonal lines.

WP May 2022
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BENEVOLENT & COMMUNITY
Charity & Gifts ......................Rhu Sherrard
John E.Lowes - Insurance Institute...Emily Feindel.....Brian Levisauskas

INDUSTRY
Licensing................................Carrie Evans..............Brian Levisauskas, Zohair Nassur
Industry Liason .....................Rhu Sherrard

ASSOCIATION OPERATIONS
Chapter Liaison......................Rhu Sherrard
Membership ...........................Brian Levisauskas .....All Chapter Delegates
Discipline ...............................Simone Cybulski
Constitution/Incorporation.....Kyle Case ..................Terry Doherty, Shawna Gillen
Handbook...............................Claire Richardson......Christine Andrews, Jason Saucier
Mentoring (Ways and Means)...Kyle Case ..................Rhu Sherrard, Terry Doherty
Nominating ............................Simone Cybulski
Vendor Relations/Sponsorship...Terry Doherty .......Shawna Gillen, Kyle Case

ENTERTAINMENT
Past-Presidents’ Night............Laura O'Hearn...........Carrie Keogh, Christine Andrews
Holiday Party ........................Joe Cumming ............Carrie Keogh, Christine Andrews
Golf Tournament ...................Carrie Evans..............Jason Saucier, Jordan Tremblay
September Kick Off ...............Emily Feindel............Brian Levisauskas Shawna Gillen

COMMITTEE                                  CHAIRPERSON    COMMITTEE MEMBERS

COMMUNICATIONS
Without Prejudice Editorial ..................Zohair Nassur ...........Joe Cumming, Duncan Southall
Without Prejudice Articles ..................Emily Feindel.........Jordan Tremblay, Brian Levisauskas
WP Radio ..........................................Terry Doherty ........Duncan Southall
Advertising-Sales - WP, Website, Links

Tena Allen.................Carrie Keogh, Duncan Southall
Media Relations ................................Jordan Tremblay ....Carrie Keogh, Jason Saucier
Website..............................................Brian Levisauskas....Duncan Southall, Jason Saucier
Social Media......................................Jordan Tremblay ....Carrie Keogh, Brian Levisauskas
GTA Membership .............................Carrie Evans...........Brian Levisauskas, Zohair Nassur

EDUCATION
Speakers & Meetings ........................Rhu Sherrard
Seminars & Education.......................Rhu Sherrard ..........Kyle Case, All Committee Members
Adjuster Training ..............................Kyle Case...............Shawna Gillen, Terry Doherty
Strategic Planning .............................Terry Doherty ........Jennifer Brown, Shawna Gillen
Bursary ..............................................Mike Bottan ...........Christine Andrews, Margaret Mackenzie

CONFERENCES
2022 Claims Conference - Toronto ...Joe Cumming .........Laura O'Hearn, All Committee Members
2022 Career Fair................................Kyle Case...............Terry Doherty, Shawna Gillen
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George Kanellakos
The Long and Winding Road Between the SABS and the WSIA (page 16)
George Kanellakos attended Osgoode Hall Law School, in Toronto, gradu-
ating with his Bachelor of Laws degree in May 2001. George was called to
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insurers, and WSIAT hearings. George is a founding partner of Kanellakos
Ballard LLP.

Laurie Walker
CIAA Incoming President Jeff Edge – Insights of Claims Handling (page 28)
Laurie Walker is the President of Walker Consulting & Auditing. She is
both a Past President of the OIAA and former Editor of WP Magazine. She
has been an adjuster for more than 35 years and now moved into a
Compliance Auditor and Claims Specialty trainer. She works with more
than 25 Insurers and Brokers to develop and review operational matters,
claims matters and procedural oversight.

John Valeriote
Stuck in a Claims Tug of War? Invoke the Appraisal Process (page 8)
John Valeriote is an Executive General Loss Adjuster based out of the
Toronto Crawford & Company office, with claims extending throughout
Canada. He is a graduate of McMaster University, and successfully received
a diploma in Marketing Management from Humber College. Prior to 
commencing his career with Crawford & Company, he gained corporate,
commercial and specialty claims experience for more than 10 years as a
manager/owner with Upper Canada.
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JOE CUMMING
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DUNCAN SOUTHALL
Associate Editor

TENA ALLEN
Advertising Manager
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Randy Henderson
Insurance Investigations: Getting the Most Value for Your Investment
(page 38)
Randy Henderson is a member of the Client Relations team at Larrek
Investigations. Randy has over 30 years of progressive business-to-business
marketing experience in Fortune 500 corporations and entrepreneurial
ventures. Prior to joining Larrek, he was focused on helping a forensic
engineering services provider re-brand, re-focus and re-engage the 
property and casualty insurance market. 
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Stuck in a Claims 
Tug of War?
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Invoke the
Appraisal Process

By John Valeriote, Executive General Adjuster &
Director, Appraisal and Claim Services, 

Crawford & Company
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It is said that a good compromise is when all parties
involved in a dispute are dissatisfied with the result.
This is often the case when involved with an insurance
claim. The ultimate goal of all parties involved in an
insurance claim, including an insured, the insurer and
their adjusters, is a fair and efficient quantification of
lost or damaged insured property.

In a preferred claims scenario, the insured suffers a
loss, reports it to their insurer and coverage is promptly
determined, and the insurer issues payment for a fair
and reasonable sum for the value of repair or replace-
ment. The insured is indemnified, enabling him/her to
return to a financial state comparable to what he/she
was in prior to the loss. 

Stuck in a Claims Tug of War?
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However, not every claim follows an
ideal path and there are a few that
do not progress far at all and stall
shortly after the loss is reported. In
such instances, the insured and the
insurer reach a roadblock in agreeing
upon either the scope of damages
and/or the costs associated with the
necessary repairs or replacement of
damaged property. 

When this happens, there are
often numerous exchanges of com-
munications, many meetings, escala-
tions, unwanted media attention
and even litigation can result. This is
why it is crucial that any dispute res-
olution process runs as smoothly as
possible.

When the claims process break
downs both parties are left at a dis-
advantage. The insurer has an
unhappy client and, in turn, devotes
their time and effort trying to satisfy
them, while the insured continues to
suffer from the loss and feels frus-
trated and disillusioned with the
service provided. 

What should be done if this
occurs? There are a few options that
can be explored in such instances;
however, more often than not the
dispute ends in litigation. One of the
lesser known – and arguably under-
utilized – options is to invoke the
appraisal process provision, which is
the dispute resolution mechanism
contained within all property insur-
ance policies. 

What is Appraisal?
Appraisal is a method to determine
the fair price, valuation and estima-
tion or worth for lost or damaged
insured property, when there is a dis-
agreement between the insurer and
the insured on the value of insured
property, salvaged insured property
and the amount of an insured loss. If
it is properly invoked and completed
the amount of loss is binding on

8 King Street East, Suite 1500, Toronto, Ontario M5C 1B5

Phone: 416-408-4400     Fax: 416-408-4900

www.bhmg.ca

© Matilda Borgström / The New Yorker Collection/The Cartoon Bank
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both the insured and the insurer.
The Statutory Condition contained within every policy wording in Ontario is

as follows: 
“11. In the event of disagreement as to the value of the property insured,
the property saved or the amount of the loss, those questions shall be
determined by appraisal as provided under The Insurance Act before
there can be any recovery under this contract whether the right to recover
on the contract is disputed or not, and independently of all other ques-
tions. There shall be no rights to an appraisal until a specific demand there-
fore is made in writing and until after proof of loss has been delivered.”

How does Appraisal work?
Although appraisals are less formal than other types of arbitration, they are
still conducted according to a prescribed flow. 

In summary, appraisal is a varied type of dispute resolution in which each
party (insured and insurer) appoints an appraiser to act on their behalf. The
appraisers can be anyone from lawyers, insurance adjusters, experts, to the
policyholder themselves. 

The appraisers then appoint an umpire who is a neutral third party and acts
similarly to an arbitrator in facilitating the process and establishing the param-
eters for the appraisal. Both sides then present evidence and the reasons sup-
porting their position. One way where appraisal differs from litigation is once
any two of the three individuals agree upon a quantum and sign the
Appraisal Award, the matter is resolved.

Usually, when two parties agree there is minimal to no need for further
negotiation. As long as one appraiser can get another member of the tribunal
to agree with them (usually the umpire) they will be successful. Interestingly,

WP May 2022

Although appraisals are less
formal than other types of
arbitration, they are still
conducted according to a
prescribed flow.
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the Umpire is not bound by either position and can suggest an alternate fig-
ure for amounts claimed and if one of the parties agrees the matter is decid-
ed with no further discussion, which considerably differs from traditional legal
processes.

What is the Actual Appraisal process?
To begin the process, a Proof of Loss must be filed.
Essentially, a letter (notice) by either the policyholder or
the insurer is all that is required to start the appraisal
process. In this letter the party making the demand for-
mally identifies who will be acting as the appraiser in this
process. The other party then has seven business days to
appoint its chosen appraiser. Once both appraisers are
elected, they move forward with full authority of the
respective principals to agree on the amount of loss in
accordance with the terms of insurance regulator of that
province. 

If their efforts do not yield a full agreement, an umpire
is appointed to settle their differences. It is often required
by provincial insurance regulators that within 15 days
both sides must agree on an umpire. Alternatively, a
judge can appoint an appraiser if a party fails to partici-
pate. In situations where an insurer triggers this mechanism and the policy-
holder refuses to participate in the process, the insurer can petition the court
to appoint an appraiser. An itemized decision agreed by two of these three
will set the amount of loss. An Appraisal Award is binding, and each party
pays its own appraiser and bears the other expenses of the appraisal and
umpire equally.

The purpose of the appraisal process is to come to a resolution on scope
and quantum disputes. It is worth repeating that the tribunal’s determinations
are final and binding. The only time the Tribunals decision would be over-
turned is if there is suspicion or evidence of fraud, collusion or bias. Any
review of a decision by the court would not address the underlying amounts
determined by the Tribunal. 

The Key Players
The primary players in the appraisal process are the appraisers, one appointed
by the insured and the other by the insurer. The appointed appraiser serves as
an advocate for the party they represent and the Umpire works to ensure a
relatively smooth process and mutually beneficial outcome. 

Unlike arbitration, the use of an Umpire is not necessary and is only called
upon for when the two appointed appraisers cannot come to an agreement.
The Umpire acts to reconcile the differences between the two appraisals and
ultimately determines the property’s value. 

The Umpire does not have to establish the property’s value to a specific
burden of proof and neither party is obligated to “tip the scales.” The umpire
simply takes all available information and assesses a value that is usually con-
sistent with the original appraisals.

As there is no burden of proof in the appraisal process, there are no evi-
dentiary rules. Essentially both parties agree on the matter by which informa-

The purpose of the 
appraisal process is to 
come to a resolution on
scope and quantum 
disputes.
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The fire & water - cleanup & restoration specialists of SERVPRO® are proud to 
call Canada home. So when the things that matter most are on the line, make 

sure we are too by calling 1-800-SERVPRO or visiting servpro.com.

Services in Canada provided by Independently Owned and Operated Franchises of Servpro Industries (Canada) ULC.

LOCATIONS ACROSS CANADA. FRANCHISE OPPORTUNITIES AVAILABLE.
Servpro Industries (Canada) ULC • 7111 Syntex Drive, 3rd Floor • Mississauga, ON • L5N 8C3
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tion regarding the loss is compiled and bring forward validating information
or expert testimony. Specialists or experts, including engineers, architects,
artists, etc., can play a role in the Appraisal process. 

Conclusion 
Within the last decade, the appraisal process has stepped
out of the shadow cast by other forms of alternative dis-
pute resolution methods and legal processes and taken on
a life of its own. In the context of insurance, it has become
the methodology of choice for resolving disputes over
value of property and the amount of an insured loss. 

Appraisal has become a significant form of dispute reso-
lution and the past and recent case law should be a useful
reminder to insurers and policyholders of the necessity to
remain alive to the options available to them when faced
with a claim where the value of the property loss is in 
dispute. Through the use of this provision of the Insurance
Act the valuation process is both streamlined and expedit-
ed. Litigation and its associated costs are avoided. 

The appraisal process is one of the best kept secrets within the insurance
industry, and its utility in addressing and resolving claim disputes concerning
quantum is unequivocal. Adjusters, lawyers and claims personnel should 
consider appraisal the next time the find themselves in a battle over the
quantum of damages.

John Valeriote is an Executive General Loss Adjuster based
out of the Toronto Crawford & Company office, with claims
extending throughout Canada. He is a graduate of McMaster
University, and successfully received a diploma in Marketing
Management from Humber College.
Prior to commencing his career with Crawford & Company,

he gained corporate, commercial and specialty claims experience for more
than 10 years as a manager/owner with Upper Canada. Currently, John is
handling a wide portfolio of industrial and specialty claims, including
Professional Liability claims and Large Commercial losses.
John is National Director of the Mediation & Appraisal Services for Crawford
and represents Insurers across Canada as their designated representative to
quantify damages. John is an expert in the Appraisal process and speaks reg-
ularily to groups on the process and how to best participate in
Appraisal/Mediation.
With over 28 years’ of industry experience John is also licenced in every
province for property and liability claims. He has extensive and comprehen-
sive experience handling complex and large property and liability losses
including CGL, Products Liability, Errors & Omissions, Builder’s Risk and
Wrap-up Liability. Many of the claims he’s handled were large loss, in excess
of $1 million.

WP
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The Long and Winding
Road Between the SABS
and the WSIA
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By George Kanellakos, 
Partner, Kanellakos Ballard LLP

Insurers can be faced with claims 

for statutory accident benefits with

potential worker compensation 

benefits complications. A common

example occurs with accidents 

involving transport truck drivers. 

Such claims may involve claimants

who could be entitled to receive

workers’ compensation benefits

under the Workplace Safety and

Insurance Act, 1997 (WSIA). In these

claims, the Insurer needs to determine

whether the claimant is precluded

from receiving statutory accident

benefits based on entitlement to

workers’ compensation benefits.
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The Long and Winding Road Between 
the SABS and the WSIA

Section 61(1) of the Statutory Accident Benefits
Schedule (the “SABS”) states that an Insurer is
not required to pay accident benefits where the
insured, as a result of an accident, is entitled to
receive workers compensation benefits. There are
two main issues to be considered. The first is
whether the claimant was a “worker” at the
time of the accident. The second issue is whether
the claimant was in the “course of employ-
ment” at the time of the accident.

Unfortunately, these types of claims are never
clear cut, and can be further complicated if the
claimant elects to commence a Court action.

WP May 2022
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Section 31(1) of the Workplace
Safety and Insurance Act (the
“WSIA”) provides that an Insurer
from whom SABS benefits are
claimed under section 268 of the
Insurance Act may apply to the
Appeals Tribunal for certain determi-
nations.

In short, this Application is
brought pursuant to subsection
31(1) of the WSIA for adjudication
and determination of the following
question:

(a) Is the claimant entitled to claim
benefits under the insurance plan
pursuant to the WSIA in respect
of the motor vehicle accident? 

Pursuant to section 31(1) of the
WSIA, the WSIAT has exclusive juris-
diction to determine the following
issues:
i) Whether, pursuant to the WSIA, a

person’s right to commence an
action is taken away.

ii) Whether the amount that a per-
son may be liable to pay in an
action is limited by the WSIA; or

iii) Whether a person is entitled to
claim benefits under the
Workplace Safety and Insurance
Plan.

Section 13(1) of the WSIA pro-
vides that a “worker” who sustains
a personal injury by accident arising
out of and in the course of his or her
employment is entitled to benefits
under the insurance plan.

In the Course of Employment:
Firstly, when looking at the claim, 
it is important to consider the 
circumstances in which the claimant
was injured. If the claimant was
employed and was injured in the
course of employment, there may be
entitlement to benefits under the
Ontario worker’s compensation
scheme. 

Document 15-02-02 of the
Board’s Operational Policy Manual,
“Accident in the Course of
Employment”, states, in part: 

A personal injury by accident
occurs in the course of employ-
ment if the surrounding circum-
stances relating to place, time,
and activity indicate that the acci-
dent was work-related.

Time
If a worker has fixed working
hours, a personal injury by acci-
dent generally will have occurred
in the course of employment if it
occurred during those hours or
during a reasonable period before
starting or after finishing work.
If a worker does not have fixed
working hours or if the accident
occurred outside the worker's
fixed working hours, the criteria

If the claimant was employed
and was injured in the course
of employment, there may 
be entitlement to benefits
under the Ontario worker’s
compensation scheme. 
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of place and activity are applied to
determine whether the personal
injury by accident occurred in the
course of employment.

Activity
If a personal injury by accident
occurred while the worker was
engaged in the performance of a
work-related duty or in an activity
reasonably incidental to (related
to) the employment, the personal
injury by accident generally will
have occurred in the course of
employment.

Application of Criteria
The importance of the three crite-
ria varies depending on the cir-
cumstances of each case. In most
cases, the decision-maker focuses
primarily on the activity of the
worker at the time the personal
injury by accident occurred to

determine whether it occurred in
the course of employment.
…
In all other circumstances, the
time and place of the accident are
less important. In these cases, the
decision-maker focuses on the
activity of the worker and exam-
ines all the surrounding circum-
stances to decide if the worker
was in the course of employment
at the time that the personal
injury by accident occurred.

Worker or Independent
Operator:
If the overall evidence establishes that
the claimant was a “worker” (as
opposed to an “independent opera-
tor”) at the time of the accident and
injured in the course of his / her
employment as a truck driver, then
the provisions of subsection 61(1) of
the SABS should apply to the claim.1

WP May 2022

In most cases, the decision-
maker focuses primarily on
the activity of the worker 
at the time the personal
injury by accident occurred
to determine whether it
occurred in the course of
employment.
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As a result, the Insurer should be
found not liable to pay SABS benefits
– provided that the claimant does
not commence a “bona fide” Court
action.2 That is, the claimant must be
able to satisfy a Tribunal that his / her
election [to sue] was made on a
“good faith” basis.

This tertiary issue arises because
section 61 of the SABS also states
that an insured is entitled to “elect”
out of workers’ compensation bene-
fits and commence a court action
(and collect SABS benefits), so long
as the election is not made primarily
for the purpose of claiming benefits
under the SABS. Of significance,
under subsection 61(2), an Insurer is
required to pay full benefits to the
insured if a “dispute” can be estab-
lished as to whether workers’ com-
pensation benefits apply.

“Worker” is defined in section
2(1) of the WSIA, as “a person who
is entered into or is employed under
a contract of service or apprentice-
ship...”.

Worker or Independent
Contractor?
The WSIAT will consider several fac-
tors to determine if an individual is a
“worker” or an “independent
contractor”, including:
1. The degree of control the alleged

employer has over the individual.
2. The opportunity the person has to

make a profit or suffer a loss.
3. Any other features of the job that

help define the work relationship
(i.e., Independent Contractor
Agreement).

4. A uniform and/or logo on the
vehicle.

5. The responsibility for route selec-
tion.

6. The ownership of equipment and
tools.

7. Market mobility (the individual’s
ability to work for other entities

besides the alleged employer – in
theory and reality i.e., how often
in the last 6 months);

8. Disciplinary protocol.
9. Source deductions and dealings

with CRA.
10. Treatment by the alleged

employer of other individuals in a
similar position.

11. Ability to refuse work or to send
non-pre-authorized substitutes.

WSIB Policy Documents: 
Document No. 12-02-01 distinguish-
es between a “contract of service”
and a “contract for service”. A
“contract of service”, or an
employer-employee relationship, is
one where the worker has agreed to
work for an employer, either on a
full or part-time basis, for wages or a
salary. In a “contract of service”,
the employer has the right to control

Follow OIAA on

@o.i.a.a_
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what work is to be performed,
where and when it will be per-
formed, as well as how it is to be
performed. 

A “contract for service”, or a
business relationship, is one in which
a person agrees to perform specified
work in return for remuneration. The
employer does not necessarily con-
trol how the work is performed, nor
do they control where and when
that work is to be performed. 

According to Document No. 12-
02-01, if a payer has a continued
need for the type of service that the
person requires, it is more indicative
of a worker as opposed to an inde-
pendent operator. A payer has a
continuing need for service if all per-
sons who perform such services, col-
lectively, spend more than 40 hours
a month on average doing the work,
or if the work continues full-time for
more than four months. 

Document No. 12-02-01 of the
Board’s Operational Policy Manual
establishes the “organizational
test” as the appropriate test to be
used to determine if an individual is
employed under a “contract of
service.” 

The “organizational test”
involves a consideration of the fol-
lowing factors:
a) The features and degree of con-

trol.
b) Ownership of the tools and/or

equipment necessary for the
work.

c) The opportunity to make a profit
or suffer a loss in doing the work;
and

d) Whether the person is part of the
employer's organization or oper-
ating their own separate business.

Per the Operational Policy, the
issue of whether tractor-trailer driv-

Find OIAA on

https://www.beardwinter.com/lawyers/penny-georgoudis/
https://www.beardwinter.com/
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ers are workers or independent 
contractors has attracted the cre-
ation of a WSIB industry question-
naire directly on point – Determining
Worker/Independent Operator Status
Questionnaire – Trucking Industry.

The questionnaire is consistent
with the Act and establishes a stan-
dard approach in addressing work-

er/independent operator questions. 
The questionnaire focuses on

vehicle ownership and reflects the
concern that the cost of and the
risks associated with ownership are
very important factors when deter-
mining whether someone is a work-
er in the trucking industry.

Part 2 of the Questionnaire
addresses when owner-operators
(tractor-trailer operators that own
their own tractors) will be treated as
independent operators for work-
place safety and insurance purposes.
The questionnaire notes that a work
relationship indicative of an inde-
pendent operator contains the fol-
lowing features [(d) and (e) omitted]:
a) The owner-operator pays for the

truck and the majority of the
equipment or other related prop-
erty (such as payments for gas,
maintenance of the truck, license
and storage) …

WP May 2022
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Ontario’s Leader in Providing 
Insurance & LiƟgaƟon AccounƟng Services

Advisory Services

SABS Claims Commercial Losses
Dependency Analysis Fraud Inves�ga�on
Economic Loss Claims Li�ga�on Experts Jessy Hawley CPA, CGA, CFF, CIP Gary Phelps CPA, CMA, CFF, CFE

jhawley@davismar�ndale.com
1.800.668.2167 x 1218

gphelps@davismar�ndale.com
1.800.668.2167 x 1229

London - 785 Wonderland Road South, Suite 220, ON N6K 1M6  |  t: 519.673.3141
Toronto - 20 Bay Street, Suite 1100, ON M5J 2N8  |  t: 416.840.8050
davismartindale.com



25

b) The owner-operator has the right
to exercise a choice in selecting
and operating the vehicle and
has market mobil ity in that
he/she has discretion to enter
into contracts of any duration to
transport goods and maximize
profits; and

c) The principal does not have a right
to exercise a choice where or from
whom products/services are pur-
chased by the owner-operator.
Also, the principal does not have
the right to exercise control over
the owner-operator’s operations…

The Insurer will have to investigate
the claim and consider all of the
above-noted criteria, before it
decides to proceed with an
Application pursuant to Subsection
31(1) of the WSIA. 

In the interim, the SABS benefits
are payable by the automobile
Insurer pending resolution of any
dispute pertaining to the applicabili-
ty of the WSIA exclusion, if there is
an approved assignment of
Workplace Safety and Insurance
Board (“WSIB”) benefits on file.
In addition, once this form is on file,
the Insurer will have an opportunity
to be reimbursed from the WSIB, if it
is determined that the insured is
entitled to receive benefits under the
workers’ compensation scheme.
Unfortunately, the quest for reim-
bursement from the WSIB can be a
slow and cumbersome process.
However, this is a topic for a differ-
ent day. 

An important early step when
investigating the entitlement to the
SABS benefits versus workers’ com-
pensation benefits is obtaining state-
ments from the claimant and the
claimant’s employer. However, if the
Insurer plans to proceed with a
WSIAT Application the Insurer
should retain a lawyer to conduct an

examination under oath. Many
WSIAT hearings proceed without
viva voce evidence and a transcript
from the examination under oath of
the claimant is a key piece of evi-
dence that the WSIAT will rely upon
to make its decision. 

SUMMARY: 
In summary, it is imperative that 
the Insurer obtain an executed

Assignment, approved by the
WSIB, prior to paying SABS bene-
fits, in circumstances where the
claimant may have entitlement to
benefits under the WSIA .  I f  i t
appears that the claimant was a
“worker” in the “course of
employment” at the time of the
accident,  the Insurer can seek
those determinations at the WSIAT.
If  the c la imant is  found to be 

WP May 2022
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entitled to benefits under the WSIA
and has not made a bona f ide 
election to sue a tortfeasor for the
subject accident, the Insurer can
claim substantial reimbursement
from the WSIB for the SABS bene-
fits the Insurer was obligated to
pay pending the determination.

1 The fact that the claimant and the
“employer” may classify the driver
as an “independent operator” is
not determinative.

2 Of note, the Divisional Court deci-
sion of S.H. Northbridge Personal
Insurance Corp. [2018] O.J. No.
1421 held that the adjudicator at
first instance did not err in law.
The adjudicator held that “the
focus of the legislative scheme is
the good faith of the election at
the time it was made, not at some
future date”: see paragraph 18.  

George Kanellakos
attended Osgoode
Hall Law School, in
Toronto, graduating
with his Bachelor of
Laws degree in May
2001. George was

called to the Bar of Ontario in
October of 2002. Since his call to the
Bar of Ontario George’s legal practice
has exclusively focused on insurance
defence litigation. George handles
both “tort” and first party SABS
claims. He also has extensive experi-
ence with loss transfer claims, priority
disputes between insurers, and
WSIAT hearings. Of note, George
appeared before the Supreme Court
of Canada on April 17, 2015 for a
priority dispute matter.
George is a founding partner of
Kanellakos Ballard LLP 

WP
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CIAA Incoming
President Jeff Edge

– Insights of 
Claims Handling
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Jeff Edge, President of Leading
Edge Claims Services Inc., started his
career with Adjusters Canada in
1990. Having just finished college
and while picking up a friend who
was working at Adjusters Canada,
Peter Karges invited him to spend a
day in the life of an adjuster. He was
hooked. He joined the firm and mar-
ried the “friend” and as they say, the
rest is history. 

In 2011, having established a loyal
and growing following, Edge was
asked by key customers to open his
own firm. He and his wife opened
Leading Edge Claims Services, so
they could focus on delivering supe-
rior claim services for dedicated
clients, and which has now grown to
a staff of 10 and covering the
Southwestern Ontario Region. 

When asked about his most mem-
orable claim, Jeff recalls a total loss
fire for an older couple who had just
retired to their “dream” lake house.
He recalls the lengthy process and
the day-to-day discussions and, in
the end, at the last delivery of final
payment, the couple hugged him
with tears a 3 page letter of thanks.
It is that kind of claim that makes
you understand your true role and
what you do as an adjuster that can-
not be delivered by a system, auto-
mated process or from a cubicle.
Losses of this nature require the
adjuster to develop an ongoing rap-
port to satisfy the needs of the poli-
cy/insurer and the needs of the poli-
cyholder. These losses are devastat-
ing and the way in which we man-
age these claims results in insured
retention and excellent reputation.

Yes, there are complex and ques-
tionable claims, which he and his

WP took the opportunity to ask

former OIAA Niagara Chapter

Delegate, now President of The

Canadian Independent Adjuster

Association (National), about his

career in claims adjusting past,

present and future. He shares his

insights and why the claims

adjuster will always be needed

but will need to evolve over time

in the future.

By Laurie Walker, CIP, CRM

President of Walker Consulting & Auditing, 

Past President of the OIAA and 

former Editor of WP Magazine
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colleagues tend to specialize in. But
he still has a fondness for these
memorable claims as it validates the
role of the adjuster. He recalls a
quote from Glenn Gibson, “We help
people”. This is the epitome of who
we are.

When asked about his thoughts
about what is the most challenging
thing facing the claims industry right
now, Edge replied: TALENT. RECRUIT-
MENT. RETENTION. ADAPTATION.
Getting good people to enter the
claims industry and then to have suf-
ficient access to mentoring so that
they learn and grow in the industry
and with the employer is a big chal-
lenge. Technology advances in claims
adjudication is inevitable, and even a
good thing to a degree. However,
there will always be a need for the
human component, there will always
be claims which are specialized,
complex, sensitive, geographically
remote, etc. and they require boots
on the ground people who can
apply a specialized knowledge of the
insurance policy, with an ability to
not only investigate but also effec-
tively communicate with people in a
vulnerable state in order to quarter
back the entire claim for both parties
to the contract. A good adjuster is
used to adapting. 

He concedes that the overall pic-
ture of expense vs. service may be a
factor in the decis ion-making
process for outsourcing claims han-
dling, but client retention and satis-
faction cannot be measured by the
numbers. People with serious
claims still want to have some sort
of face to face contact for explana-
tion and process delivery. “Brokers
tell me routinely that the one size
fits all - non-personal adjudication
does not serve their clients well and
is a constant source of frustration
for them in terms of keeping them
as customers”. 

Edge was asked if he could tell his
younger self anything or give any
advice; he responded by saying that
you need to learn and adapt every
day and be open-minded to change.
He believes that the evolution of the
adjuster is reliant on our ability to
continuously learn from both sub-
stantive changes and concepts and
through technology and how this
can help (or hinder) the claims inves-
tigation process.

When asked about the difference
in claim handling 25 years ago com-
pared to claims handling in 2022,
notably was the increased percent-
age of unreasonable people and
expectations. The immediacy of
response and the threat of accusato-
ry approach is completely different.
Years ago, people would receive
information, review it, consider it
and would then discuss or negotiate
in a much more reasonable and
courteous manner. If there contin-
ued to be a barrier, there would be a
move toward alternative resolution
mechanisms or legal counsel would
be sought. Today, the demand for
immediate response and unreason-
able expectations or outcomes are at
the onset more often than before.
Frustrations and aggressive natures
are much more outward. As such,
adjusters need to adapt to ensure
that they are responsive and pre-
pared for challenging expectations
and ensure they can execute their
roles professionally in order to bring
resolution. 

This is one of the ways in which
mentoring can sculpt young profes-
sionals by building on what was
learned in the text book and then
bringing real world experience into
their day to day dealings. 

Claims handling will continue to
evolve over time. The industry faces
continuous challenges with climate
change and the ferocity of events. 

As CIAA President, Edge notes
that the CIAA continues to lobby the
provincial governments to allow a
seamless process for adjusters to
provide loss adjustment services
across the Provincial borders without
the need for issuance of individual
provincial licenses following CAT
events. In the past, there has been a
failure to fully utilize available and
qualified Canadian adjusters in CAT
responses. It is hoped that by align-
ing seamless licensing with greater
awareness of their availability with
the insurer markets, we can entirely
facil itate Canadians assisting
Canadians when the need arises. 

Jeff has been volunteering his
time and effort to the overall
improvement of the loss adjuster
industry in Ontario and now
Canada. Congratulations Jeff, best
of luck in all of your endeavours!

Laurie Walker is the
President of Walker

Consulting & Auditing. She is both 
a Past President of the OIAA and 
former Editor of WP Magazine. 
She has been an adjuster for more
than 35 years and now moved into a
Compliance Auditor and Claims
Specialty trainer. She works with
more than 25 Insurers and Brokers
to develop and review operational
matters, claims matters and proce-
dural oversight. 

WP

WP May 2022
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OIAA 
TORONTO DELEGATE 

By-Election 2022

We are seeking nominations for the following Toronto
Delegate positions. One 2-year term ending July 31, 2024.
One 1-year term ending July 31, 2023. 

As a Toronto Delegate you will be responsible to actively 
recruit, engage, and educate adjusters in the GTA as to 
the benefits our organization provides. You will be eligible 
to work on a variety of committees such as our monthly 
WP publication, Canada’s largest Claims Conference, 
Holiday Party or Training and Education to name a few.

If you are an OIAA member or know of an OIAA member 
interested in running for this position, please contact 
Rhu Sherrard at rhu.sherrard@scm.ca.

Elections will be held on October 6, 2022. 
Go to oiaa.com for details.

We are looking for a dynamic team of forward thinking 
individuals that are based in the Toronto area.
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“Come Back To Town”
2022 Provincial Claims Conference

October 4th, 5th and 6th, 2022
At the Metro Toronto Convention Centre

and InterContinental Toronto Centre

Networking Kick-Off
on October 4th, 2022

Tradeshow, Seminars and 
Networking Dinner Party

on October 5th, 2022

Speakers and Workshops
on October 6th, 2022

For Tradeshow Exhibitor Booth Sales 
and Early Bird Conference Registration 

please visit: www.oiaa.com.

Save the Date!
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Benefits of Sponsorship:

Sponsorship at the $5,000 level will receive:
• Recognition in all WPs leading up to the event

starting October 2021
• Signage at their sponsored portion of the event
• Social Media Recognition on all OIAA Social

Media Platforms
• Recognition on OIAA website
• WP Radio Interview on Tradeshow Floor
• 1 Free All Access Pass

Sponsorship at the $2,500 level will receive:
• Recognition in all WPs leading up to the event

starting October 2021
• Signage at their sponsored portion of the event
• Social Media Recognition on all OIAA Social

Media Platforms
• Recognition on OIAA website
• 1 Pass to the Networking Kick-Off Event on

Tuesday October 4th, 2022

Sponsorship at the $1,000 level will receive:
• Recognition in all WPs leading up to the event

starting October 2021
• Signage at their sponsored portion of the event
• Social Media Recognition on all OIAA Social

Media Platforms

“Come Back To Town”
2022 Provincial Claims Conference

The OIAA would like to thank the following sponsors for their support.

Three levels of sponsorship opportunities are available

SPONSORSHIP              Available at

Networking Kick-Off           $5,000

Coffee Break                        $2,500

Tradeshow Light Lunch       $1,000

October 5th Dinner             $1,000

October 5th Entertainment   $5,000

Speakers Breakfast              $2,500

October 5th Lunch               $2,500

Key Note                               $5,000

A limited number of sponsorship
opportunities are available.

Purchase online at: www.oiaa.com

Please contact Shawna Gillen at
Shawna.Gillen@aig.com 
for further information.
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Get to know your ChapterGet to know your Chapter
OIAA Thousand Islands Chapter

The Thousand Islands Chapter is very fortunate to have the support of both
professionals inside our area as well as professionals who attend from the
Ottawa and Toronto area. My presidency which started in 2019 has been
unlike those before due to the pandemic and our inability to meet in person for
meetings, luncheons and our yearly events. Even though we have not been
able to meet in person our current Executive, which includes Ben Baldwin (Vice
President), Sarah Graves (Treasurer), Erin Sheard (Secretary), Alex Robinson
(Director) and Duncan Southall (Delegate), met by Zoom and remained 
dedicated. Our Social Directors, Lynn Forestell, Brent Pincombe, Conor Paxton,
Glenn Hendry, Nathan Peters and Nick Shunock, complete our team with 
support and ideas which better our Chapter.

Unfortunately, due to the pandemic we have had to cancel our events. At
Christmas time, our Chapter would typically donate money and food to local
food banks in both Kingston and Belleville. Sadly, a member of our local
adjuster community at HTM Insurance Company, Brandon Watt, passed away
this year. He will be dearly missed by many who had the pleasure to work with
him. This year our Chapter decided to donate to his family. 

Our golf tournament which was scheduled for Sept. 22/21 at The Colonnade
Golf Club almost took place; however, weather did not cooperate with 
torrential rains on the day of the tournament. A small group were able to social-
ize and get caught-up. 

We are optimistic that 2022 will be different and we are looking forward to
the year ahead. As long as things don’t change, we look forward to planning
and attending in-person events and social gatherings as well as our annual golf
tournament in September and Christmas event.

After elections in April, we are excited for a “Post Pandemic” get together
to welcome everyone back. New members are always welcome to join our
association and/or join our Executive team. If you are interested, please
reach out to any member of the Executive or check out our website at
wearetiaa.com.

On behalf of the TIAA Chapter we look forward to seeing you all at upcom-
ing events including the “Come Back To Town” Claims Conference.

Shari Hamilton
President, Thousand Islands Chapter
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Insurance Investigations:
Getting the Most Value for
Your Investment



By Randy Henderson, Manager, 
Client Relations, Larrek Investigations

As with all services that insurers rely
upon when resolving claims, the goal
is to get as much value as possible
for your investment when conduct-
ing an investigation. Not only that,
but when it comes to using private
investigation services as a tool to
mitigate a claim, time is quite literally
money! To make sure that the invest-
ment in an investigation is worth
your while, there are some key tips
and tricks to employ throughout the
process. By managing expectations,
being mindful of the scope and time-
line of the investigation, providing
and maximizing appropriate budgets,
keeping open lines of communication
and remaining flexible throughout
the process, you can feel confident
that your money is well spent! 

WP May 2022
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Insurance Investigations – 
Getting the Most Value for Your Investment

Expectations
Contrary to popular belief, an investigation may not necessarily
provide a defining moment or a “silver bullet” that dramatically

impacts the outcome of a claim. Most often, and just as 
impactful, the results of an investigation will corroborate other

sources of information gathered during the claims adjusting
process. Having said that, sometimes you get lucky!
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Ultimately, in any claim there are two paths: one leading toward denying
the claim and one headed toward some form of settlement. 

Investigative services are meant to provide clarity at various decision points
along either chosen path, documenting the substantive evidence to justify
those decisions. In some situations, the output of an investigation may even
provide the impetus to cause a seminal change in the direction of the claims
process – it’s best to keep an open mind!

Along with clients having appropriate expectations for the outcome of the
investigation, it is also important to document expectations at the onset of
the assignment for the service provider. This includes important pieces such as
investigation scope, timeline, budget, and the level of communication
required throughout the assignment. 

Documenting your expectations and the parameters of the investigation for
the service provider need not be overly exhaustive. By being concise and clear
with your expectations upon referral, you will have peace of mind that the
claims resolution process will stay on track and on budget. This will ensure
the least likelihood of major surprises or delays along the way. With experi-
ence, referring assignments will become second nature and you will feel com-
fortable varying your expectations depending on the specific nature of the
claim being investigated.

Scope & Timeline 
The scope of the investigation is inextricably intertwined with the timeline
and provided budget. Thus, setting the scope, timeline and budget should
always incorporate some level of dialogue with the service provider. Some key
points to keep in mind:
• If you are in a time crunch, keep the scope tight and recognize that you

may revisit the assignment for additional investigation later.
• If the scope is unnecessarily broad,

expect that more time may be
required, and the budget required
may be higher than expected.

• If the scope is unique and/or
requires a high level of specific
coordination or expertise, be pre-
pared for an extended timeframe
and to provide a larger budget.

There is usually a trade off on at
least one of the three primary
parameters (exhaustive results,
speed, and cost). To have a compre-
hensive investigation done in an
extremely short period of time on a
shoestring budget is neither realistic
nor fair to you or your service
provider.

Certain investigations can begin in
short order and be completed and
reported on in a rather straightfor-

Documenting your expecta-
tions and the parameters of
the investigation for the
service provider need not 
be overly exhaustive.
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Generally, the first attempt
at surveillance is what will
set the foundation for 
subsequent investigation.

ward manner. These usually involve database searches as well as some social
media/open-source intelligence (OSINT) investigations. 

If the investigation involves surveillance, there will always be an amount of
lead time while background information is verified, social media is reviewed
(where possible) and a plan for surveillance is developed. 

Unfortunately, it is not like in the movies where an investigator gets a lead,
grabs their coat and keys, and races out the door to catch the subject!
Keeping this in mind, timelines need to incorporate the three phases of an
investigation:
• Preparation
• Performance
• Reporting

The relative time required for each phase will change from one claim sce-
nario to another. In many cases, the evidence needed to provide a suitable
volume of evidentiary material to satisfy a court may require multiple investi-
gation attempts. Generally, the first attempt at surveillance is what will set the
foundation for subsequent investigation. 

This is where proper initial assignment planning helps bear fruit in terms of
having the best opportunity (location, time of day, frequency and type of
activity) for obtaining admissible evidence to be able to base a decision on. 

Being realistic when specifying the scope and timelines required when
referring your assignment to a service provider can avoid disappointment and

disagreements later in the process.

Budgeting
For most services (legal, accounting,
engineering, adjusting), including
investigations, a sequential approach
will likely yield the best value for
your investment and create decision
points which provide an element of
control for the client and collabora-
tion with the service provider. Most
investigation services are billed on an
hourly basis, with even those that
are quoted on a per-incident basis
having an underlying hourly rate
when setting the fee. Let’s use this
purely hypothetical scenario to illus-
trate how a sequential approach can
be beneficial when commissioning
an investigation:
• The assignment is to conduct sur-
veillance on a claimant who has indi-
cated the injuries sustained in an
auto collision has left them with the
inability to engage in any amount of
physical activity.
• The claimant lives with their par-

WP May 2022



Other recent photos show
the claimant at a cottage
with other individuals, with
comments indicating that
they are currently vacation-
ing there.
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ents in an urban environment. This is confirmed with various searches prior
to commencing surveillance.

• A budget is authorized for surveillance of the parents’ residence over a peri-
od of 3 days.

• After a period of surveillance, there is no indication that the claimant is at
the residence. The claimant’s parents have come and gone numerous times
and although it is a warm summer day, there has been no sighting of the
claimant outside of the residence.

• An update is provided to the client and surveillance efforts are temporarily
suspended. The budget and scope are revised to conduct an in-depth social
media/open-source intelligence (OSINT) search on the claimant, further
delving into the claimant’s presence and connections online. 

• This search uncovers recent photos of the claimant at an outdoor licensed
venue in a nearby town. Other recent photos show the claimant at a cot-
tage with other individuals, with comments indicating that they are cur-
rently vacationing there. Additional searches confirm the location of the
property, and the owners of the cottage were noted to be Facebook
friends with the claimant.

• With this information, an update is provided to the client and the scope and
budget are reallocated once again to proceed with surveillance of the cot-
tage property over the course of 3 days (Friday, Saturday & Sunday).

• The claimant is documented living at the cottage during the period of sur-
veillance and participating in various outdoor activities, such as walking a
dog, attending shops in a nearby
town, and playing outdoor sports
with friends.

This scenario shows how timely
communication between the client
and investigator, and a sequential
mindset, can enable a beneficial col-
laborative approach during critical
decision points of the investigation.
This allows for a focused but flexible
scope, timeline and budget, which
ultimately benefits the claim. At each
step of the process, the focus should
be on addressing the need (scope)
within the most realistic timeframe
(speed) and with an appropriate
budget (cost).

Communication
Communication during the investi-
gation process must be timely and
ongoing. Often, an investigation
requires input from the client in
almost real time as the investigation
unfolds. A 24- or 48-hour lag in
responding might reduce the efficacy

WP May 2022
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of the work and derail the expectations that were set initially. This in turn
could affect the budget and require more direction from the client down the
line!

On the other hand, if there are too many layers of communication
between the investigator handling the assignment and the client, this can
cause confusion or delays that impact the success and thus value of the inves-
tigation. In situations where there may be multiple people involved in a com-
plex investigation, it may be preferable to have a central point of contact on
the part of the service provider. This will help to ensure protocols are in place
and defined with the purpose of ensuring the assignment stays on track.
Think of it as a project manager overseeing all of the moving parts of the
investigation.

For a successful investigation on the communication front, set clear expec-
tations at the start of the assignment and ensure that both sides respect
those. As always, be ready to adjust those expectations as the assignment
evolves!

Flexibility
Tips and tricks aside, there is no one-size-fits-all approach to investigations.
Flexibility is the name of the game! Prepare to adjust the scope, timelines,
and budget of the investigation as it unfolds. This goes both ways – it can
mean reducing or increasing any of those parameters alone or together. A
client’s ability to make these adjustments will develop with experience, but
they are also only as good as the timeliness and quality of the input from the
service provider. 

Find OIAA on
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WP - Call for Articles
Official Journal of the Ontario Insurance Adjusters Association
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Without Prejudice
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2,500 active adjusters.
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please contact us at: wp@oiaa.com
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Flexibility might mean expanding resources for surveillance, providing addi-
tional information, changing the scope of the investigation, or simply know-
ing when to end the assignment. Remember, being flexible does not result in
a loss of control! This comes back to that sequential approach to the assign-
ment discussed earlier; having decision points enables the client to be part of
the investigation process. Together, the client and the service provider can
work together to make the best decision for moving forward down one path
or the other, or even changing paths based on new evidence. 

Summary
Getting the most value for your investment with investigation services
requires diligence and collaboration. It could also require a paradigm shift in
how companies work together. A level of trust needs to develop over time,
based on ongoing dialogue between parties regarding the scope, timeline,
and budget of the assignment. This ongoing dialogue will help to ensure that
each party clearly understands the expectations for the assignment and the
overall service being provided. With this in place, your investigation service
provider can strive to deliver high quality work within scope, on time and
within budget!

Randy Henderson is a member of the Client Relations team at
Larrek Investigations. Randy has over 30 years of progressive
business-to-business marketing experience in Fortune 500
corporations and entrepreneurial ventures. Prior to joining
Larrek, he was focused on helping a forensic engineering
services provider re-brand, re-focus and re-engage the prop-

erty and casualty insurance market. Randy has specialized expertise in devel-
oping client-focused, strategic and operational partnerships with the goal of a
positive experience for everyone involved. His professional mantra for the
business services industry is “on-time, in-scope, on-budget”. Larrek is a full-
service investigations firm serving property & casualty and life & health insur-
ers as well as a range of law firms and corporate clients across Canada.
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with a level of excellence 
unparalleled in the industry 

since 1994

End-to-End, 
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for individuals across Ontario 
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after the ride.

www.rapidcitytransport.com

Toll Free: 1(888) 202-3923

Phone: (416) 266-1500

Fax: (905) 831-1115
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Follow OIAA on
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The Importance of Empathy:
Making the Policy Holder
Feel Heard
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By Dara Banga, President, DSB Claims

When it comes to communicating

with a policy holder, listening is

very important. By listening, you

can proactively diffuse a stressful

situation, make the policy holder

feel more comfortable, and 

facilitate the claims process for

everyone involved.

However, in order to make policy

holders feel like they have truly

been “heard,” you must do so

from a place of authenticity – and

in order to be genuine, you must

be empathetic.
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When a person makes a claim, it’s
important to remember that you
don’t know what is happening in
their personal life – how much stress
the claim is causing them – or how
much it will impact their family +
their day-to-day quality of living.

Different claims have different
impacts – so in order to connect
with the policy holder, it’s important
to listen carefully to his/her story as
an individual.

When you hear their story with
an empathetic ear, it becomes possi-
ble to discover what is important to
them – and when you can acknowl-
edge what is important to them,
you can give them the reassurance

they need: “I will help you with the
issues surrounding this claim that
are most significant to you, and
your situation.”

A good example of this is when
we responded to a claim made by a
policy holder who reported a flood-
ed basement. When we arrived, the
policy holder was mostly upset
about a wedding dress that had
been ruined. Because we were truly
empathetic to her concerns, we
were able to acknowledge the dress
above all else, come up with a plan,
assess the damage to the dress –
and get it cleaned + returned before
her wedding day.

A wedding dress may not be top

priority for other policy holders –
and so its importance may have
been overlooked by a claims admin-
istrator who was not truly listening.
However, by understanding and
acknowledging what was important
to this particular policy holder, we
were able to give her the empathy,
comfort, and solutions she needed…
which made her feel heard.

Another example of the impor-
tance of listening with an empathet-
ic ear occurred in 2005, when there
was significant flooding throughout
Toronto. At the time, we received a
call from a broker partner who let us
know that his clients had a flooded
basement. These clients were an eld-

The Importance of Empathy: 
Making the Policy Holder Feel Heard
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erly couple, who were terrified. They
didn’t know if they were covered for
the flooding, and they thought they
would have to mortgage their house
to get repairs. They were usure of
what to do, unsure of the next steps,
and unsure what to expect.

Because we were able to listen to
them with an acute sense of empa-
thy, we were able to hear their con-
cerns and assure them that they had
been paying their premiums, that
they would be covered, and that we
would help them every step of the
way. In this case, step one was giv-
ing them the comfort they desper-
ately needed – and then we went on
to manage the claim for them +
bring a contractor in to make
repairs.

For us, the end of a claim is bitter-
sweet. Whether we have relation-
ships with policy holders for months,

or hours, we get to know them. We
meet their families, and we get
involved. We truly care about them,
and the impact that we will make on
their lives.

Over the years, people have come
to expect this level of service from
DSB Claims; and the depth of this
service is made possible by the fact
that to us, this is much more than a
“job.” Each individual person truly
matters – and we feel that we are
only as good as the last empathetic
claim experience we delivered, by
making the policy holder feel heard.

As the President and
Chief Adjusting Officer
of DSB Claims, Dara
Banga is the leader

who planted the service stake in the
ground when he established the
company in 2012. Dara had 14 years
of experience in the insurance indus-
try so he recognized the need for a
premier service model. “Most adjust-
ing firms focus on volume and
speed. We focus on people and the
facts. When a policyholder’s claim is
well-managed, the likelihood of
renewal is high. We want to be the
firm that inspires business reten-
tion.” In the fast-paced, dollar-driven
industry of insurance claims adjust-
ing, Dara and his team at DSB
Claims are defined by their unwaver-
ing focus on service and quality.
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588 Edward Avenue, Unit 49 
Richmond Hill, ON   L4C 9Y6

P  905-737- 0111    F  905-737-4046    
(Guelph Region) P  519 -827-1757

PRACTICAL APPROACHES  ■  SENSIBLE RESULTS        www.brownbeattie.com

■  Fire / Explosion / Vibration Damage
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■  Building Failures / Collapses
■  Leakage / Condensation
■  Slip / Trip and Falls
■  Stormwater Management / Drainage
■  Wind / Tornado Damage

Professional Engineers experienced in dependable service to the Insurance Industry
■  Forensic and Building Science Engineering
■  Structural Investigation and Design
■  Permit Drawings and SpeciÄcations
■  Code Compliance Review
■  Cause Analysis
■  Litigation and Appraisal Support
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LEARNING
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EVENTS

NETWORKING

Opportunities Await You

JOIN US
WE WANT YOU

The OIAA provides professional development, networking,
inside industry news and support to insurance adjusters
across Ontario. By joining our 1500 plus network of active
and associate members, you receive:

• Access to informative seminars and educational training

• Opportunities for your children or grandchildren to apply
for one of three $1,000 OIAA Education Bursary’s

• Member pricing for professional development and 
social events

• Ability to collaborate with others through our Mentorship
program

• Participate in shaping claims adjustment and 
risk management services in Ontario

All Memberships (except Social) are $50+HST per year.

Social memberships are $75+HST per year.

Renew your membership today!

To learn more please visit our website at:

www.oiaa.com
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After relatively low claim volumes in 2021, the Southeastern Ontario
winter weather reminded us of its many forms. One day brought
extreme cold warnings and burst pipes. The next we awoke to structures
collapsing under the weight of snow. Mix in a windstorm and volatile
freeze-thaw conditions – the result was a busy winter for adjusters.
These are the perils that adjusters are accustomed to managing.

The pandemic is not. 

Having lived through two years of a pandemic, everyone is becoming
familiar with unpredictability in their lives. As property adjusters, we are
also used to a certain level of professional instability. By nature, our
day-to-day lives are chaotic, but the pandemic added a separate layer
of complexity to claims. We have seen first-hand that the pandemic has
added turmoil to an already stressful claims process. 

For a claimant, a flood or fire at their home or business is a hardship
itself. But how does a business owner cope with a claim if their busi-
ness has already been in-and-out of lockdowns? And how can a parent
deal with a fire claim while trying to manage online learning for their
children? There may not be a solution for these scenarios within an
insurance policy. These challenges cause added stress for the claimant
and require more care and attention from the adjuster. 

The spring and summer won’t bring relief from the typical perils. For
adjusters in Southeastern Ontario, the warmer weather brings different
challenges – and yes – more claims. But with restrictions and mandates
being lifted, we are hopeful that our day-to-day lives will become more
stable. A claimant is better prepared to cope with the stress of a flood
or fire when there is a certain level of normalcy in the rest of their lives.
While our job may be to manage a claim, the pandemic is a peril that
has felt out of our control. 

There will always be pressure and anxiety that comes with a property
damage claim. As we move further from the pandemic, let’s hope the
perils are the ones that adjusters know how to manage, and not the
ones we don’t. 

WP

Duncan Southall, Thousand Islands Chapter Delegate

Final Report



55

• The WP Magazine is the official journal of the OIAA 
(Ontario Insurance Adjusters Association).

• We have over 1,000 members.

• WP is fully digital and available to everyone.

• We currently have a social media following of over 3000
Insurance people and you will receive further value as 
these editions stay on the website continuously.

• As a social member and advertiser in the WP magazine
September 2021 – June 2022 year, we will be pleased to 
offer you a free resource link on our website - www.oiaa.com

• The cost to advertise in WP magazine to reach a large group 
of potential clients is extremely reasonable - see below.

Please give consideration to advertising in WP and contact me 
if you have a question or visit our website at www.oiaa.com.

I look forward to hearing from you.

Tena Allen, WP Advertising Manager
Phone: 866-688-3888 ext. 6324680   E-mail: wp@oiaa.com

Advertise with us because…

Without Prejudice

WP ADVERTISING RATES Prices are for space only – Sept. 2021 to June 2022

                      Single             Five                         Ten                           Member/Social Member Pricing
Size                 Issue          Issues                     Issues                 Single Issue              5 Issues                       10 Issues
                                                                                                  15% discount        20% discount               20% discount

Full Page           $855       $810 per issue          $783 per issue                $726             $648 per issue            $626 per issue

2/3 Page         $720       $679 per issue          $648 per issue                $612             $543 per issue            $518 per issue

1/2 Page          $598       $567 per issue          $540 per issue                $508             $453 per issue            $432 per issue

1/3 Page          $504       $477 per issue          $454 per issue                $428             $381 per issue            $363 per issue

1/4 Page          $405       $382 per issue          $360 per issue                $344             $306 per issue            $288 per issue

1/6 Page          $301       $283 per issue          $270 per issue                $256             $226 per issue            $216 per issue

Official Journal of the Ontario Insurance Adjusters Association

Social Member is a current
member (with no outstanding
membership dues) of either the
Provincial Chapter (including
Toronto) or the local chapters
(Georgian Bay, Hamilton,
Kawartha-Durham, Kitchener-
Waterloo, London, Niagara,
Northern, Ottawa, Thousand
Islands, Thunder Bay, and
Windsor).  
In order for a business to qualify
for the discounts outlined below,
at least 5 employees of the 
business must be social members
or if the business has less than 
5 employees, all the employees
must be social members.

WP radio ads are available, Please contact Terry Doherty at: wpdigital@oiaa.com

Ads must be submitted in Press Quality High-Resolution PDF or JPEG formats. The resolution of all images should be at least 300 dpi. 
For details on publishing schedule and dimensions of ads please go to www.oiaa.com

Great rates!15%-20% off all rates for Social Members
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OIAA 2021-2022 Ontario Chapter Executive Officers
Georgian Bay (Barrie)
President:  GREG DOERR, CIP
                    Doerr Claims Services Inc.
                    Barrie
Vice-President: TBA
Treasurer: TBA
Secretary:  TBA
Director:    PATTI O'LEARY, CIP
                    The Co-operators
                    Barrie
Past             TERESA MITCHELL, FCIP, CRM, FCLA, FCIAA, FIFAA
President    Crawford & Company (Canada) Inc.
                    Barrie
Chapter     JOE CUMMING, FCIP, CRM
Delegate:    The Co-operators
                    Barrie
www.oiaagb.com

Hamilton
President:  AIDAN McCARDLE
                    Crawford & Company
                    Hamilton
Vice-              LAURA O’HEARN
President:   Maxwell Claims Services
                    Hamilton
Treasurer: JENNIFER ALLAN
                    Brant Mutual Insurance Co.
                    Brantford
Secretary:  ARMAINE SMITH
Director:    TBA
Past             JENNIFER ALLAN
President:   Brant Mutual Insurance Co.
                    Brantford
Chapter     LAURA O’HEARN
Delegate:    Maxwell Claims Services
                    Hamilton
www.oiaahamilton.com

Kawartha/Durham
President:  BOBBI-JO STEPHENS, CIP, ACS
                    The Commonwell Mutual 
                    Insurance Group
                    Lindsay
Vice-           RAY PROCTOR, BA, CIP
President:   Pinnacle Adjusters Group
                    Uxbridge
Treasurer:  BOBBI-JO STEPHENS, CIP, ACS
                    The Commonwell Mutual 
                    Insurance Group
                    Lindsay
Secretary:   RAY PROCTOR, BA, CIP
                     Pinnacle Adjusters Group
                    Uxbridge
Director:     JASON SAUCIER, CIP CLA, ACS
                    Crawford & Company
Past             RAY PROCTOR, BA, CIP
President:   Pinnacle Adjusters Group
                    Uxbridge
Chapter      JASON SAUCIER, CIP CLA, ACS
Delegate:    Crawford & Company

www.oiaakawarthadurham.com

Thousand Islands
President:   SHARI HAMILTON
                    PCA Adjusters, 
                    Belleville
Vice-President: TBA
Treasurer:  SARAH GRAVES
                     Crawford & Company (Canada) Inc.
Secretary:   ERIN SHEARD
                    ClaimsPro
Directors:   BEN BALDWIN, BA CIP
                    Travelers Canada
                    ALEX ROBINSON
                    L& A Mutual
Past             BRAD WILSON, BBA, CIP
President:   Crawford & Company (Canada) Inc.
                    Kingston
Chapter      DUNCAN SOUTHALL
Delegate:    PCA Adjusters, 
                    Belleville.
www.wearetiaa.com

Thunder Bay
President:  ALISA HAINRICH
                    Wawanesa Mutual Ins. Co.
Vice-           FRANK CASTALDO
President:  Intact
Treasurer/Secretary:
                    KIM LEPERE
                    ClaimsPro
Directors:   DAVID KIRYCHUK, BA,CFEI
                    Crawford & Company (Canada) Inc.
                    SANDRA FREEMAN
                    Intact
Chapter      CLAIRE RICHARDSON, BA, CIP
Delegate:    Sedgwick
www.oiaatbay.ca

Windsor
President:   MELISSA ROBB, BS, CIP
                    Intact
Vice-           JENNIFER OLSON, BA, CIP
President:  Crawford & Company (Canada) Inc.
                    Windsor
Treasurer:  TENA ALLEN, BScL
                    Desjardin General Ins. Group
                    Windsor
Secretary:    JENNIFER OLSON, BA, CIP
                    Crawford & Company (Canada) Inc.
                    Windsor
Directors:   CHRIS RENAUD, BA
                    ClaimsPro
                    Windsor
Past             GREG STEED, BA
President:   The Co-operators
                    Windsor
Chapter     TENA ALLEN, BScL
Delegate:    Desjardin General Ins. Group
                    Windsor
www.oiaawindsor.ca

Niagara
President:   BOB MCCORD, FCIP, CFEI, CRM
                    Leading Edge Claims Services
                    Fonthill
Vice-           CHAUSSIE LAWSON, FCIP, CRM
President:   Portage Mutual Insurance Co.
                    St. Catharines
Treasurer:  CODY HULLEY, CIP
                    Portage Mutual Insurance Co.
                    St. Catharines
Secretary:   MICHAEL RAGONA, CIP
                    Sedgwick Canada Inc.
                    St. Catharines
Directors:   JEFF EDGE, CIP, CFEI
                     Leading Edge Claims Services
                    Fonthill
                    CRAIG OZOG, CIP, CFEI
                     Leading Edge Claims Services
                    Fonthill
                       CHRIS JOLLIFFE, B.Sc.,CIP,CFEI
                          Leading Edge Claims Services
                    Fonthill
                    DANIELLE SILVER
                     BCM Insurance
                    ERIC GRIFFI
                     Crawford & Company Canada Inc.
Past             KATIE GRAY
President:   Portage Mutual
Chapter      CHRISTINE ANDREWS, FCIP,CRM
Delegate:    Sage Claims Solutions Inc.
                    Hamilton
www.oiaaniagara.com

Northern
President:  BLAIR BOILARD, CIP, CFEI
                    Crawford & Company Canada Inc.
                    Elliot Lake
Vice-           IAN JOHNSON 
President:  Claims Pro Inc.
Treasurer:   MARK BORGOGELLI, CIP,CRM,CFEI
                            Aviva Canada Inc.
                    Sudbury
Secretary:  AUDREY TAILLON
                    Claims Pro Inc.
Directors    DAVID K. MARSHALL
                    Crawford & Company Canada Inc.
                    Sault Ste. Marie
                    TIM HALL
                    Crawford & Company Canada Inc.
                    JESSE VERMETTE
                    Crawford & Company Canada Inc.
                    TONY D’AGOSTINO
                    Optimum Insurance Company Inc.
Chapter      MIKE BOTTAN, CIP, CFEI
Delegate:    Crawford & Company Canada Inc.
                    New Liskeard

Ottawa
President:   RYAN REISS, FCIP, CRM, CFEI
                    Economical Insurance Company
                    Ottawa
Vice-President: TBA
Treasurer:  CONAR MARCOUX, BA, FCIP, CFEI
                    Crawford & Company
Secretary:   SARAH SMITH, ACIP, CRM
                    Economical Insurance Company
Director:     PATRICIA MARTIN, BA(Hons), B.Ed, CIP
                    Economical Insurance Company
Chapter       MARGARET MACKENZIE
Delegate:    Travelers Canada
www.ovaa.ca

Kitchener-Waterloo
President:   JEFF CRONK, BBA, FCIP, CRM
                     Curo Claims Services
                    Waterloo
Vice-           KAYLA HELMOND
President:   Crawford & Company (Canada) Inc.
                    Waterloo
Treasurer:  MYKAL REID
                          Crawford & Company (Canada) Inc.
                    Waterloo
Secretary:   CAROLINE MANSEL
                          Curo Claims Service
                    Waterloo
Directors:   JAIME RENNER, CIP 
                    Economical Insurance
                    Waterloo
                    KERI JOHNSON 
                    The Co-operators General Ins.
                    Cambridge
Past             ELLIE CELESTINE, BA, CIP
President:   The Co-operators General Ins.
                    Cambridge
Chapter      CARRIE KEOGH, BA Hons
Delegate:    Gore Mutual
                    Cambridge
www.kw-oiaa.ca

London
President:  KATE BOYLE, B.A. (HONS), CIP
                    McKillop Mutual Insurance Co.
                    Seaforth
Vice-           HEIDI BRONNENHUBER, B.A., CIP
President:   ClaimsPro Inc.
                    London
Treasurer:  LINDA PEREIRA
                    Lambton Mutual Insurance Co.
                    Watford
Secretary:   KELLY PECK-MCDONNELL, CIP
                    Crawford & Company (Canada) Inc.
                    London
Directors:   ANGELA COWEN 
                    Economical Insurance
                    London
                    MICHELE FIELD, FCIP 
                    Trillium Mutual Insurance Co.
                    Listowel
                    MACKENNA FRANK, CIP 
                    Crawford & Company (Canada) Inc.
                    London
                    PAMALA CECCHIN, CIP,CRM
                    Crawford & Company (Canada) Inc.
                    London
Chapter      JORDAN TREMBLAY, CIP
Delegate:    ClaimsPro Inc.
                    London
www.londonclaimsassociation.com
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Page No. Page No.

Our thanks to these companies who find our magazine
a useful tool in their marketing programs. 
We appreciate your support.Advertisers’ IndexAdvertisers’ Index

Accomsure .......................................................................50

AutoLux ...........................................................................47

BDO Canada ....................................................................21

Beard Winter LLP.........................................................22/23

Blakeney Henneberry Murphy.........................................11

Brown & Beattie ..............................................................51

Canadian Academy of Distinguished Neutrals ................26

Davis Martindale..............................................................24

GardaWorld .....................................................................25

Global Resolutions...................................................42

MDD Forensic Accountants.....................................19

Nusens....................................................................31

Premiere Suites ......................................................44

Relectronic-Remech Inc.........................................46

ServiceMaster Restore ...........................................27

Servpro Industries (Canada) ULC .........................14

Williams Meaden & Moore Inc. ............................43

Xpera Risk Mitigation ...........................................52

Subscribe to our new 
WP Media channel and you 
will find videos as well as 
WP Radio podcasts on the 

WP Digital Channel
www.youtube.com/channel/
UCMZ7YF3T6ErcQJpsyHrq6vw

If you have any inquiries or comments, please contact us.

Inquiries: info@oiaa.com
President: president@oiaa.com
Website: website@oiaa.com
Membership: membership@oiaa.com
WP Magazine: wp@oiaa.com
WP Digital (Radio): wpdigital@oiaa.com
Claims Conference: cc@oiaa.com
Events: events@oiaa.com
Bursary: bursary@oiaa.com

We would  love to hear from you!

Ontario Insurance 
Adjusters Association
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As 2022 gets underway, we would like to thank every supporter of the OIAA and listener of WP 
Radio over the last year. With the 2021 season commencing with a ton of great content from 
Arcon Forensic Engineers and the SCM Group of Companies, we can’t thank them enough for 
their continued support of the OIAA and WP Radio’s programming. Without companies like 
them, the content produced over the last year wouldn’t be possible and the people behind 
these brands are all critical to WP Radio’s success.


We are excited to announce that WP Radio has an exciting new roster of podcasts coming to 
your ears in 2022. We’ve been working behind the scenes with a variety of brands on putting 
together some really great plans in place, to make sure the content and interviews will continue 
to captivate and educate listeners.


Leading the network into a new season of podcasts, WP Radio will be focused on featuring 
brands that you may not have heard of, but who are essential to the Ontario insurance industry. 
These may come in the form of interviews from founders of companies, or company spotlights 
on emerging brands that all play important roles in their spaces.


WP Radio also still has options for brands to sponsor podcasts for the upcoming season. If 
you would like your company to be featured on the network, please reach out at your earliest 
convenience to speak about show opportunities.


We can’t thank everyone enough for their continued support of WP Radio and look forward to 
seeing you all in 2022. Stay tuned for the latest updates by subscribing to WP Radio wherever 
you listen to podcasts.


For more information on sponsoring a show, please contact kieran@doherty664.com or 
terry.doherty@aviva.com.





                  
                 
               

             
               
        


                 
                 

                
    


                
                 

               
          


                
                 

     


                
                 

   


           



For more information on sponsoring a show, please contact Terry at terry.doherty@aviva.com
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Introducing our 
New and Improved 

Website

oiaa.com

•Better viewing 
experience

•More informative
•Easier to navigate

•More interactive and 
user friendly

•Enhanced photo gallery

Your hub for 
adjuster related 
information.

Check it out today:
oiaa.com

Official Journal of the Ontario Insurance Adjusters Association

Vol. 85 • No. 10 • June 2021

Without Prejudice

Follow us on @OIAAOfficial / Find us on        /         @oiaa_social

Get to know the Kawartha-Durham Chapter

The OIAA is a proud
supporter of

Juvenile Diabetes Research Foundation


