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Dear Homeowner / Client,  

 We wanted to tell you that we are very sorry for the loss you 

have recently suffered to your home. We realize that this time in 

your life may be very difficult and overwhelming. So, we want 

you to know that we are here if you need us. We handle  

insurance claims of mass proportions on a daily basis, getting 

clients back into their homes so they may continue with their 

lives. Our company is a certified building contractor and master 

fire, water and smoke restorer. Our qualifications are unlimited 

as well as our empathy towards our clients. If there is anything 

at all we can do for you to help you through this difficult time, 

please, do not hesitate to contact our office. We know how frus-

trating it can be to have an unexpected disaster disrupt and 

cause timely delays in your life. At Stanford Restoration, we take 

great pride in assuring the homeowner/client knows what needs 

to be done, in order to get your life back to normal, as fast as 

possible. In the homeowners  handbook, you will find all  

pertinent information to aid you, in knowing exactly what needs 

to be done, what your responsibilities are, as well as our  

responsibilities to you - our customer. We have also included  

important information and phone numbers, to make all  

processes as simple as possible. Should you require any assistance 

in any of the matters listed herein, do not hesitate to contact the 

appropriate representative (see the contact number form on the 

following pages).  

 

 

Thank you for choosing Stanford Restoration.  

Please note that the information contained within this  

handbook is for information purposes only. Stanford Restoration 

takes no responsibility for any actions taken or not taken in  

accordance with the guidance contained within this handbook.  
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Senior Project Manager/Estimator:  

Office Phone: 

Cell Phone: 

Email Address: 

 

 

Project Manager/Estimator: 

Office Phone: 

Cell Phone: 

Email Address: 

 

 

Insurance Agent: 

Office Phone: 

 

 

Insurance Adjustor: 

Office Phone: 

Cell Phone: 

Email Address: 

Once again, thank you for selecting Stanford Restoration to be your Restoration 
Contractor. We realize that you do have a choice in our marketplace and          

appreciate you giving us a chance to prove to you, the customer, why Stanford 

remains as one of the premier Restoration Contractors in our community. Should 
you require any assistance with anything during the restoration of your home 

please donôt hesitate to contact us anytime: 

______Chuck Stanford_____ 

______866-808-8556______ 

______904-669-0110______ 
Chuck@StanfordRestoration.com 

 

 

_____Shawn Stanford_____ 

______866-808-8556______ 

______904-347-7050______ 
Shawn@StanfordRestoration.com 

 

 

_____________________ 

_____________________ 
 

 

_______________________ 

_______________________ 

_______________________ 

_______________________ 
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SECTION 1: CUSTOMER INFORMATION  

*Steps to be taken and charges 

*Tips from us 

 

SECTION 2: FOLLOWING A WATER DAMAGE  

*Understanding your policy 

*Coverage 

*Your responsibilities 

 

SECTION 3: HOW TO CHOOSE YOUR CONTRACTOR  

*Questions 

*Communication 

*Services 

 

SECTION 4: WHAT TO EXPECT  

*Drying out your structure 

*What to expect 

 

SECTION 5: COMMUNICATION LOG  

*Detailed log to assist you in keeping track 

 

 

SECTION 6: IMPORTANT INFORMATION  

*Important information about equipment 
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WATER DAMAGE CUSTOMER INFORMATION  
Dear customer, 

 Thank you for your confidence in Stanford Restoration. We are genuinely sorry for your misfortune. We 

will do our utmost to complete our work carefully, quickly, skillfully, and with as little inconvenience to you as 

possible. 

 Stanford Restoration has many years experience in deflooding restoration. All of our technicians have been 

trained by nationally certified schools. However, we are only human and may still error on occasion. Please      

pardon us and inform us immediately should there be a problem and we will act promptly to correct it. The        

following necessary things must take place to enable us to successfully complete restoration procedures. 

1. Paperwork must be signed. This will facilitate both insurance and non-insurance work and authorizes us to 

begin work. 

2. Continued access must be arranged. We must monitor equipment and moisture levels. It is usually           

impossible to prearrange a time because we simply donôt know how long other restorations will require.      

Additionally, others need our equipment and we must charge for it even if it is not being used, if we cannot 

arrange to remove it and use it where it is needed.  

 Hints for entry:  

  Place key with neighbor 

  Hiding place 

  Rental office 

  Give us a key 

  Call before coming, etc. 

3.Partial payment required. This is necessary to defray expenses that continue while we may wait months for 

insurance payment. 

4. Inspection/Service call charges. This charge covers time required to travel to warehouse to gather necessary 

equipment and information, travel to job site, the inspection, writing inspection information into report and billing. 

These are legitimate charges and a part of your bill. 

5. Extraction Charge. This covers time spent extracting water which lessens the drying time. There is a minimum 

charge of 100 sqft. 

6. Anti -microbial . Applied to prevent damage and odor from these sources. 

7. Installing equipment charge. Covers time spent installing equipment. 

8. Air movers and dehumidifiers. Covers time and equipment required to dry your home. Sometimes in disaster 

situations, there may not be enough equipment for every job. Donôt worry-the technician will prepare everything 

for equipment and will install it as soon as any become available. In addition, we try not to forget our equipment 

but sometimes we do. Please call us and let us know immediately so we can help others dry their homes. It will 

save you from having to pay for equipment youôre not using. 

9. Pad/Carpet Cost. This is dependant on market. Our office will tell you current pricing. 

 

TIPS TO HELP YOU THROUGH YOUR WATER DAMAGE:  

A. Please do not unplug equipment unless advised by us. You will only be increasing drying time and          

likelihood for mold growth. 

B. Do not rearrange drying equipment unless advised by us. The drying equipment is already placed to achieve 

the most effective drying. Carpet and walls may ñfeelò dry, but are not actually dry. Damage may continue. Our 

technicians have specialized tools to know when correct drying levels are achieved. 

C. Please keep your home at normal temperature, 68°-70Á. Turning up temperature doesnôt speed up drying 

and can cause damage. 

D. If reflooding occurs, please call. We will need to alter our treatment plan. 

E. We strongly urge carpet cleaning as the final step to properly finish the carpet, avoid odor, and eliminate stains. 



 6 

FOLLOWING A WATER DAMAGE: 
Emotional trauma usually accompanies a water damage. One of the most impor-

tant things to pay attention to following disasters is the recovery from the crisis 

& the reduction of your losses. The following information is intended to provide 
you with the information necessary to help you know what needs to be done. 

INSURANCE PROFESSIONAL DESCRIPTIONS: 

An AGENT  is the person who sold you your insurance policy. 
A CLAIMS ADJUSTOR  is the person who represents your insurance company. 

All negotiations of your insurance settlement will be through this person. 

A CONTRACTOR  is the person you use for the remediation and build back,  
specializing in Restoration and Emergency Services-Stanford Restoration. 

UNDERSTANDING YOUR INSURANCE POLICY: 

The insurance policy you most likely purchased to cover your home will now 
have a major impact on the repair. It is important for you to understand the  

coverage your policy provides. Each insurance company writes itôs own unique 

policy, but the basic coverage of most insurance policies is quite similar. 
WHAT IS COVERED? 

*Most policies have limited coverage for items like jewelry, landscaping, money, 

silverware, etc. 
*The amount of the deductible: The amount of the loss you pay is usually  

$500.00 or $1000.00 

YOUR INSURANCE AGENT: 
For specific information about your insurance policy, it is important that you 

meet with your insurance agent ASAP. 

POLICY LIMITS: 
Despite whether or not your policy contains replacement cost, you will only be 

eligible for compensation in the amount of your policy limit. 

1) Give prompt notice to the insurance company. This is usually done through 
your agent. When it comes to a loss such as this, time is of the essence.          

It is very specific that time is of the essence when it comes to drying your 

home out so as to avoid developing any mold growth. 
2) Show the damaged property. You are required to show the insurance company 

any damaged property as often as they reasonably request. 

3) Provide records, documents, and permits to the insurance company to make 
copies. The insurance company may desire to see deeds, bills of sale, and 

other documents that may establish ownership and values. 

4) Prepare inventory of damaged personal property showing the quantity,        
description, actual cash value, and the amount of the loss. Stanford          

Restoration will take photos and a detailed inventory of your possessions 

related to the claim. 
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CHOOSE SOMEONE WHO HAS WORKED REGULARLY WITH INSURANCE COMPANIES:  

Keep in mind that insurance companies are constantly victims of fraud, shareholders and policy 

holders like you, and are responsible to also document the loss. Insurance companies require   

detailed listings of the loss. You usually need to rely on an experienced insurance  repair        

contractor to complete an estimate that meets the insurance companyôs standards. Special      

software is required, and Stanford Restoration consistently uses the same exact software that the 

insurance companies use to write their estimates on, same price line also. 

ASK QUESTIONS: 

One of the best ways to determine whether you want to work with someone is by asking      

questions. No question is unimportant, especially when you have suffered a loss and youôre     

unfamiliar with the process. We are here to help. 

COMMUNICATION:  

It is vital that you feel you can communicate with us, your contractor. This doesnôt mean you 

have to like us. In fact, sometimes it is more difficult to communicate with a friend because you 

are afraid to hurt their feelings and lose their friendship. If we have the ability to easily and 

clearly explain what will be happening, chances are we will be able to work well together.     

Secondly, try a few ideas out on us and see how well we understand you. 

SERVICES OFFERED: 

Restoration companies often provide different services to their clients and some of the            

services may include: 

1) Structural damage estimates 

2) Repairing of structural damage 

3) Packing, Transportation, and storage of any household items 

4) Estimates for the cost to repair/renew any personal property 

5) Storing any repaired items 

ACCESS TO YOUR DRIVEWAY, YARD AND HOME:  

It will be necessary to have access to your driveway, yard and home, depending on the  nature of 

the project. Remove all items in the work area. We also need a method of entry to access the site 

at all times during the project. This will allow for a much smoother transition for getting back to 

your life. 

EXTRA MATERIALS:  

We will most likely order more materials than are needed to complete your project. We do this as 

an added measure to stay on schedule. All excess materials will be removed by us or returned to 

the supplier for our credit. 

 

 

*PLEASE SEE BACK PAGES TO LEARN MORE ABOUT US, OUR  

EXPERIENCE AND CREDENTIALS, AND THE DETAILED SERVICES WE PROVIDE  
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OUR CURRENT WORKLOAD:  

It is important to keep in mind that when your job is approved, it is immediately entered into our 

work schedule. However, there are many things that can affect the scheduling of your project. 

Factors affecting our schedule include, but are not limited to, unforeseen or additional work on 

job scheduled for completion prior to your projects start, field personnel illness, vacations,      

unavoidable delays in delivery of materials, or Acts Of God. Due to the amount of variables    

involved, please keep in mind that your project start date is our best estimate, as well as       

completion date, and we will try our best to stay within the guidelines. The key point is to be 

PATIENT. This is an exhausting experience and no one likes to go through       

something like this when disaster takes its toll. We understand your anxiety, believe 
us, and we want to get you back to your normal life as soon as possible. 

DRYING YOUR HOME  

Any saturated materials have the ability to quickly breed mold, regardless of weather conditions, as some 

molds become visible after only 48 hours. In order to prevent mold, it becomes increasingly important to 

dry any wet building materials or contents as soon as possible. The stages in drying your home or facility 

are very important in regards to removing any standing water and moisture from the air. It is very important to 

have a qualified professional conduct the process required to properly dry your home as normal household  

dehumidifiers are unable to adequately remove all moisture. High performance dehumidifiers used by Stanford 

Restoration are able to dry items usually in less than 72 hours. This is not for every case, but generally in most 

events it can be completed in this time frame. Rest easy, Stanford Restoration is a well qualified IICRC certi-

fied firm and can handle drying out your contents and structure, and build back your structure exactly to where 

you were before the loss. 

WHY IS IT IMPORTANT TO HAVE A PROFESSIONAL DRY YOUR ITEMS?  

Drying your items is important because it restores moisture content to normal levels. In order to properly     

remove moisture requires special equipment, techniques, and judgment from experience, in regards to what 

moisture  levels are adequate for the climate and season where you reside. It is also important that drying is 

done carefully in order to avoid warping and cracking within the home and furniture.  

WHAT ARE SOME CONSEQUENCES THAT COULD RESULT FROM NOT DRYING YOUR 

HOUSE/FACILITY AND ITôS CONTENTS? 

Should your property not be dried out quickly and thoroughly, the result most likely will be mold growth. 

Mold has the ability to grow in either highly visible locations, or may even grow in hidden recesses. Mold can 

be very damaging to a structure, especially if a large amount of available standing water is left as a result of 

the fire/emergency. In order to fully protect yourself, a professional trained mitigation personnel will be      

required to inspect your home/facility for any hidden areas such as under or behind drywall, below sub-floors, 

and under or behind bathroom cabinets. This is in order to fully estimate the amount of mold growth that has 

occurred. Should mold be present, it is vital to address the area aggressively & immediately. If the mold is not 

adequately calculated and properly cleaned it will continue to grow and may eventually inhibit the air you and 

your family breathe. It is important to make sure everyone involved in the process has a way to contact you 24 

hours a day if needed, so that they can ensure you are informed of any critical steps or decisions. 
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DATE:______ TIME:______SPOKE WITH:___________TOPIC:_______________ 

_____________________________________________________________

_____________________________________________________________

_____________________________________________________________

_____________________________________________________________ 
 

DATE:______ TIME:______SPOKE WITH:___________TOPIC:_______________ 

_____________________________________________________________

_____________________________________________________________

_____________________________________________________________

_____________________________________________________________ 
 
DATE:______ TIME:______SPOKE WITH:___________TOPIC:_______________ 

_____________________________________________________________

_____________________________________________________________

_____________________________________________________________

_____________________________________________________________ 
 

DATE:______ TIME:______SPOKE WITH:___________TOPIC:_______________ 

_____________________________________________________________

_____________________________________________________________

_____________________________________________________________

_____________________________________________________________ 
 

DATE:______ TIME:______SPOKE WITH:___________TOPIC:_______________ 

_____________________________________________________________

_____________________________________________________________

_____________________________________________________________

_____________________________________________________________ 
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STANFORD RESTORATION IS AN  

RESTORATION:  
× 24 hour water damage 

× Structural drying and water extraction 

× Walls, flooring, cabinets, ceilings and contents 

× Complete build back of structure damage 

24 HOUR FIRE DAMAGE:  

× Complete board up to secure properly 
× Complete clean-up of soot and charred materials 

× Complete build back of structure damage 

× Complete odor removal 

MOLD REMEDIATION:  

× Moisture detection with thermal imaging 

× Complete cleanup or removal of mold spores 

× Complete build back of structure damage 

× Complete odor removal 

CONSTRUCTION:  
CBC#1250074 

Complete build back of all insurance 

claims: 

× Drywall 

× Painting 

× Trim 
× Flooring (all types) 

× Cabinets (stock to custom cabinetry) 

× Built-ins, bookcases, offices 

× Countertops, all types 

× Finishes (popcorn, knock down, etc.) 

Room additions 

Kitchen remodels 

Bath remodels 

AIDING YOU, THE CLIENT, IN WORKING WITH ALL MAJOR INSURANCE 

http://pageads.video.bbb.org/stats/stats.php?campaignId=17967&sp=1&bureauId=1171&banner=1
塹ᴻ䡿ⲯ嶂藄挧
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