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the subject matter expertise of the fire investigator should be considered. In all instances, the final decision to hire a fire
investigator must be approved by claim management.

When a fire investigator decides an engineer is needed to assist in determining the origin and cause of a fire, they should
contact their claim specialist to seek approval for the expense. The claim specialist should review such requests with
management. The fire investigator is responsible for hiring, managing and compensating experts required on the file,

including a qualified engineer if one is needed, independent of other State Farm® procedures. State Farm will reimburse the
fire investigator for reasonable engineering expenses incurred

The fire investigator may need to utilize special equipment or services of other experts to conduct their investigation. After first
obtaining approval from a claim specialist to incur the additional expense, the fire investigator is responsible for making sure
any additional vendors they select have the appropriate qualifications, training and licensing. The fire investigator is
responsible for hiring, managing and compensating experts required on the file, independent of other State Farm procedures.
State Farm will reimburse the fire investigator for reasonable expenses incurred.

For guidance in evaluating the fire investigator's work product, refer to the latest editions of the National Fire Protection
Association (NFPA) 1033 "Standard for Professional Qualifications for Fire Investigator" and NFPA 921 "Guide for Fire and
Explosion Investigations". It is essential that the opinions provided by the selected fire investigator are fair, honest, and
objective without regard to the monetary interest of State Farm, the individual investigator, or the vendor performing the
service.

A claim specialist responsible for hiring a fire investigator should utilize the Procurement of Professional Services Letter O&C
Fire Investigator, found in ECS Forms and Correspondence.
Ill. DUTIES AND KNOWLEDGE

o As suggested by NFPA 1033 Standard for Professional Qualifications for Fire Investigator, the approval process should
ascertain whether the fire investigator is compliant with the duties of a fire investigator and has the requisite knowledge
and skills as outlined in the latest editions of NFPA 1033 and NFPA 472 "Standard for Competence of Responders to
Hazardous Materials/Weapons of Mass Destruction Incidents." NFPA 472 describes the competencies required of a
responder to a location with known hazardous materials.

o NFPA 1033 Standard for Professional Qualifications for Fire Investigator, A.3.2.2 , Authority Having Jurisdiction (AHJ):

"The phrase authority having jurisdiction or its acronym AHJ, is used in NFPA documents in a broad
manner, since jurisdictions and approval agencies vary, as do their responsibilities. Where public safety
is primary, the authority having jurisdiction may be a federal, state, local or other regional department or
individual such as a fire chief; fire marshal; chief of a fire prevention bureau labor department, or health
department; building official; electrical inspector; or others having a statutory authority. For insurance
purposes, an insurance inspection department, rating bureau, or other insurance company
representative may be the authority having jurisdiction. In many circumstances, the property owner or his
or her designated agent assumes the role of the authority having jurisdiction, at government installations,
the commanding officer or departmental official may be the authority having jurisdiction.”

o NFPA 1033, Administration, provides a list of minimum job performance requirements (JPRs) for service as a fire
investigator in both the private and public sector. NFPA 1033 lists minimum standards for up-to-date basic knowledge
of listed topics at a post-secondary education level. Fire investigators are required to remain current in the listed topics
by attending formal education courses, workshops and seminars and/or through reading professional publications and
journals.
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Our Commitment to Our Policyholders

It is the responsibility of the State Farm claim staff to implement Company philosophy with respect
to claim handling. Our commitment to our policyholders is to treat them like a good neighbor. We
should:

e Listen, be fair, be open, and carry out our part of the bargain under the contract in good
faith.

e Be familiar and in compliance with those laws and regulations that impact claims in the
appropriate state, and treat policyholders consistent with requirements of the law.

o Explain all relevant coverages under the policy. Encourage policyholders to report all losses
and avail themselves of all benefits under their policy.

¢ Diligently investigate the facts to determine if a claim is valid, reasonably evaluate the claim,
and act promptly in resolving the claim. If it is necessary to deny a claim for coverage or
damages, it should be done promptly and courteously, with an explanation for the decision.

e Make an objective evaluation of the facts and circumstances supporting our policyholders’
claims. Doing so helps ensure our policyholders obtain all benefits available provided by the
insurance policy.

e Give insureds a reasonable opportunity to comply with their responsibilities under the policy.
If a claim is denied, be willing to listen to subsequent input from the insured. Complete any
necessary follow-up in a timely fashion, giving due consideration to any additional findings.

e Communicate with and be responsive to inquiries from insureds and their attorneys by
promptly responding to communications.

In addition to our obligation to deal fairly with each policyholder, we also have an obligation to pay
only covered claims in the proper amount. Payment of those claims not covered, or fraudulent
claims, unnecessarily increases insurance costs for all policyholders.

In summary, we are committed to paying what we owe, promptly, courteously, and efficiently.
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