
  
 

 

  
 
 

  
  

 
 

  

 
  

 
 

  
 

  

 

 

 

 

 

 

Chubb Service Standard Expectations  
Field Adjusters 

Activity  Service Standard 

Insured Contact 
• Adjuster contacts insured same day of 

assignment to discuss details of the loss 
and next steps required to assess damages 

Mitigation 

• Adjuster confrms with insured  if any 
mitigation contractor has been engaged, 
and if so what work has been completed 
same day of assignment 

• If no contractor has been engaged, 
adjuster ofers insured preferred 
mitigation contractor same day of 
assignment 

Site Inspection 

• Adjuster schedules site inspection with 
insured, within 48 hours of contact 

• During site inspection: 
• Adjuster assesses and documents 

the extent of the damages/scope and 
determines the cause of loss 

• Adjuster communicates to insured; 
coverage, applicable limits, possible 
exclusions verbally or in writing 

• Adjuster determines if additional experts 
are required to establish cause of loss and/ 
or scope 

Estimate/Loss Evaluation 

• For building damages, adjuster completes 
an estimate within 48 hours of initial 
inspection and provides a copy to the 
insured via mail or email 

• If the insured has engaged a contractor 
and has an estimate, adjuster reviews 
contractor estimate against adjuster 
estimate and reviews with insured 

Settlement/Payment 

• Adjuster to make ofer of settlement 
verbally and in writing no later than 48 
hours from when settlement amount 
agreed on 

Service & Communication 
• Action verbal and written correspondence 

within 24 hours 

Supervision 

• Supervisor review 10 days after 
assignment and 30 days thereafter 

• Supervisor reviews adjuster requests 
within 24 hours to provide guidance to 
move towards resolution of claim 



 
 
 

*Adjuster Escalation to Broker 
• Customer complaint 
• Coverage/Quantum Dispute 
• Inability to contact customer 

Chubb is the marketing name used to refer to subsidiaries of Chubb Limited providing insurance and related services. For a list of these subsidiaries, please visit our website at 
www.chubb.com. In Canada, Chubb operates through Chubb Insurance Company of Canada and Chubb Life Insurance Company of Canada. All products may not be available in all 
Canadian jurisdictions. In the United States, insurance is provided by ACE American Insurance Company and its U.S. based Chubb underwriting company afliates. This 
communication contains product summaries only. Coverage is subject to the language of the policies as actually issued. Chubb is the world’s largest publicly traded property and 
casualty insurance group. With operations in 54 countries, Chubb provides commercial and personal property and casualty insurance, personal accident and supplemental health 
insurance, reinsurance and life insurance to a diverse group of clients. Chubb Limited, the parent company of Chubb, is listed on the New York Stock Exchange (NYSE: CB) and is a 
component of the S&P 500 index. 

www.chubb.com



