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This December, I will begin my 47th year
as an adjuster. Since I am fast
approaching nearly 50 years in this
industry, I thought I would take a moment
to look back at what has been an amazing
journey. The industry has gone through
remarkable changes, yet in some facets it
remains the same.
To put things into perspective, if you were born the year I started my career,
1966, you would be 46 years old today. It was the year they broke ground on
the World Trade Center, Walt Disney passed away, the Supreme Court ruled on
the Miranda decision requiring police to read you your rights when you're
arrested, the Volkswagen Bug cost $1,585. 70, miniskirts were the fashion rage,
and the National Organization for Women (NOW) was formed.
From the mid-1960s to today, we have gone from paper files and handwritten
notes to computers with scanned documents and digital notes, from all claims
being handled by field adjusters to the majority of claims being handled by
telephone and email. In those early days, adjusters handled multiple lines of
insurance-we adjusted car damage, dealt with personal injuries, and prepared
estimates on commercial buildings. Today, however, most adjusters are quite
specialized.
Back then, insurance policies were made up of a series of endorsements;
homeowner and commercial package policies did not exist. All first-party real
property coverage policies consisted of the standard fire policies and
endorsements. Most adjusters with fewer than 20 years in the industry have
never seen or heard of the standard fire policy. It still exists and is part of every
real property coverage form-it has been codified by the various states.
In the early 1970s, the homeowners policy and telephone claims adjusting were
born. The industry went from handwritten statements to recorded statements to
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digital recording. In the 1980s, along came commercial package policies and the
start of email use late in the decade. The 1990s ushered in the use of personal
computers and computerized notes. And in the 2000s, paperless files and digital
photos became the norm.
Until recently, layoffs in the industry were unheard of, but today that is not the
case. The industry has gone through tremendous change, and it is losing a vast
base of knowledge as seasoned adjusters retire. When I started, mentors from
the previous generations we1·e on hand to pass on knowledge. Today, that is
dwindling at an alarming rate.
When I took over my present job as commercial property claims manager for a
multi-state operation, I soon discovered the lack of basic knowledge and
understanding about the reasons why many things were being done in a certain
way. I had several books on claims handling from the '60s and 70s and began to
have my younger staff read them. They laughed and made fun at first, but once
they began to read them, they started to understand why we do what "le do and
saw clear examples in the books that were helpful in handling their current
claims. The point is that, even though there has been tremendous change in
technology and the tools we use, a claim is still a claim today as it was almost
50 years ago.
In an injury claim, the body will respond the same to forces even though the
costs and medical procedures available are different. Fire and water claims still
have the same destructive tendencies, and the formulas used to determine the
scope and measurements, etc., remain the same despite changes to tools,
materials, and labor costs.
As an industry, we should happily embrace new tools and technology, but let's
not throw the baby out with the bathwater. Past articles and textbooks written by
industry experts and the vast knowledge base of information that has been
gathered over the years should be examined, updated, and incorporated into the
tools of today.
People do not change. Perils, such as fire and water, do not change. We should
not be so quick to change what has worked for decades without careful analysis
of what can be learned and extracted from our past and then successfully applied
to the future.
Frank T. Zeigon, RPA, CCLA, PCLA, FCLA, PLCS, CLCS, is a commercial property
claims manager for CNA Financial Corporation. He has been a CLM Fellow since
2009 and can be reached at Frank.Zeiqon@cna com.
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