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Wednesday, March 29
9:35am - 10:30am

Damage Expense Recovery: Improve Your
Process, Recoup Your Loss, and Keep the
Customer

Moderator: Sharon Faulkner, ACRA

Panelists:
Damon Haber, Record360
lan Kusinitz, Empire Rent a Car
Marcus Lindsay, Bay Area Car and Truck Rental
PaulaMarie Vercollone, DAMAGEID
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Costs of Poor Fleet Documentation

Financial Impact
e Uninsured Losses
e Reconditioning
* Diminished value

Source: 2017 Auto Rental News Survey

Over 50% of respondents reported
recovering less than 80% of the

damage costs caused by customers.
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Costs of Poor Fleet Documentation

Customer Service Impact
Disputes, Loss of Customers

\ Source: 2017 Auto Rental News Survey

86% of respondents believe that disputes
have some negative impact or a major
hegative impact on customer retention.
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Costs of Poor Fleet Documentation

Brand Impact
 Fleet condition quality
e Bad press from disputed claims
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Process Improvement

Leveraging Technology
 Mobile Devices Create Opportunities
o Streamlining the Walk Around
e Training Requirements

89% of customersdo not believe paper

forms/pictograms are completely
1% accurate when recording damages.

Source: Record360 2016 Car Rental Customer Report
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Process Improvement

Moving Past Paper
* Obstacles to Change
e Overcoming Adoption Challenges

68.6% of car rental survey

respondents reported using
paper and pencil to record

vehicle damages.

Source: 2017 Auto Rental News Survey
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Loss Reduction

Digital Photo and Video Documentation
Improve Collection Percentage on Claims

58% of respondents are either
only somewhat confident or
not confident at all  that their
documentation process is
completely accurate.

Source: 2017 Auto Rental News Survey
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