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*Source: Based on Crawford claims data

Two back-to-back winter storms, unofficially named Uri and Viola, pounded many southern states 
in mid-February 2021. Winter Storm Uri began on the Pacific Coast, traveling south through Texas, 
Arkansas, Louisiana, Mississippi, and Alabama before making its way to the Carolinas and the Eastern 
seaboard. At least 100 million people were in the path of Winter Storm Viola as it followed a similar 
track to Uri a few days later.

Being unprepared for the snow and ice, Texas was 
hit particularly hard. Businesses, homes, and utility 
companies were not able to withstand days of 
freezing temperatures. 

Texas, unlike the rest of the continental U.S., is not 
connected to the federal energy system. Instead, it 
operates an independent electrical grid. Due to the 
snow and ice deposited by Winter Storms Uri and 
Viola, many electric and gas utilities were knocked 
offline, resulting in a loss of power to homes and 
businesses. In Texas, an estimated 4 million electric 
utility customers lost power for days.

According to the Perryman Company, a Texas-based 
economic analysis firm, the winter storms could  
cost as much as $195 billion on the low end and as 
much as $295 billion on the high end. These  
estimates include lost profits and a long-term loss in 
economic activity due to the storm’s closure of  
factories and companies.

Fortunately, Crawford was ready to act in the face of 
this catastrophic event.
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Crawford  
Catastrophe Services
“All of our services came to light and shined during the course 
of that event,” says Robert Simpson, President, Carrier Practice 
– Catastrophe Services at Crawford. “We certainly train for 
catastrophes, but we don’t get a lot of winter storms that have such 
a broad and deep impact like Uri and Viola. With the cold and the 
power grid going down, we came up against unique challenges.”

One challenge for Crawford Catastrophe Services was the 
prolonged power outage. “Ordinarily, a catastrophe strikes, and the 
next day we can get our adjusters into the area to start working,” 
says Robert. “But with this event, the weather and lack of power 
delayed our ability to assist.” 

Another challenge was simply getting the required number of 
adjusters into the area. Many of the local adjusters were affected 
by the storms and were unable to operate as they ordinarily would. 
That meant bringing in adjusters from other regions of the country. 
Although the circumstances were difficult, a local Crawford office 
that had power served as a central location for operations.

“During that time, we worked hard to balance the needs of the 
adjuster community with meeting client expectations,” said Robert. 
“We did everything we could to maintain a positive customer 
experience for the affected policyholders. We were even prepared 
to tap into our pool of Crawford Canadian adjusters who have lots of 
experience with this type of weather.”

Under suboptimal conditions, Crawford brought in a desk unit that 
was able to help make calls and coordinate services. “The minuses 
were the logistics of getting people on site. Once they were here 
in the office, we had access to a state-of-the-art facility to do 
supplemental training on freeze claims and training on  
client’s specific needs and expectations. Having that office really 
moved us forward.”

By having boots on the ground in Texas, Crawford was able to 
mentor and train its next generation of adjusters in a complex 
situation. Early-career and experienced adjusters were exposed to 
new challenges because of the perils the storms caused.

We did everything we could to 
maintain a positive customer 
experience for the affected 
policyholders. We were even 
prepared to tap into our pool of 
Crawford Canadian adjusters who 
have lots of experience with this 
type of weather.

Robert Simpson | President | 
Carrier Practice

The minuses were the logistics of 
getting people on site. Once they 
were here in the office, we had access 
to a state-of-the-art facility to do 
supplemental training on freeze claims 
and training on client’s specific needs 
and expectations. Having that office 
really moved us forward.

Robert Simpson | President | 
Carrier Practice
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Additionally, in late 2020, GeoVera 
Insurance asked Crawford to take 
over approximately 1,300 files from 
two other firms that had failed to meet 
GeoVera’s expectations. Crawford 
quickly put together an inside team to 
begin going through these files. Most 
of them turned out to be exceptionally 
large supplements.  GeoVera sent their 
vice president, Holly Wolf, to our office 
to assist in training our claims and 
management staff. Working closely  
with GeoVera Crawford has been able  
to exceed GeoVera’s expectations  
and close many of the supplements 
without the need for litigation on the 
insureds part. 

Based on the great work Crawford is 
doing in the inside operation, Crawford 
was given the opportunity to stand up an 
outside team in response to winter storm 
Uri in Houston. This team consisted of 
10 field adjusters that received around 
200 claims total. Together with excellent 
claims management, file review, and 
the use of two separate help rooms for 
the adjusters to utilize, one in Houston 
and one in Dallas, Crawford was able 
to quickly inspect and complete these 
claims, receiving rave reviews from the 
GeoVera staff in Texas. Crawford will 
continue to work through the take-over 
claims and look forward to more field 
deployments going forward.
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WeGoLook®

Another aspect of customer service was handled by 
WeGoLook, an independent subsidiary of Crawford that 
boasts 45,000 independent contractors, or “Lookers,” who 
assist with the adjusting process. They can take photos and 
gather data very quickly, effectively, and inexpensively so 
that adjusters can handle the matters at their desks.

“We were able to utilize Lookers as a part of Crawford’s 
overall offerings,” says Meredith Brogan, President of 
WeGoLook. “Our lookers can get onsite very quickly and 
have a turnaround time of 1.6 days on average.”
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Crawford  
Global Technical Services®

Crawford Global Technical Services is a team of experts with 
the specialized experience and industry focus to evaluate and 
assess damages for major claim events under extreme conditions. 
Covering virtually every industry and geographic region, the team 
of strategic loss managers and technical adjusters is the largest 
and most experienced in the world.

The biggest challenge was the geographic spread of the event,” 
said Mike Law, Vice President Managing Director at Crawford 
Global Technical Services. “Every major city in Texas was 
impacted. That required us to bring in more people.”

To handle claims from the storms, Crawford supplemented Texas-
based team with 45 large loss adjusters who came in from other 
states. That expanded team took care of more than 350 claims that 
involved large apartment complexes, retail outlets, and industrial 
buildings. Most of the claims involved water damage as the result of 
burst frozen pipes. 

In addition to supplementing its local team, Crawford Global 
Technical Services was able to leverage its local relationships to 
ensure that current customers were adequately taken care of. As 
resources began to run our, the team was able to work with local 
contractors, engineers, and specialty vendors to source everything 
needed to mitigate damage. 

“Utilizing our existing relationships was really important to us 
because equipment ran out and people who could help were hard 
to find,” said Mike.

*Source: Based on Crawford claims data
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TX claims vs. other 
impacted states*

Even though we were still dealing with 
COVID-19, we found the right people 
and got our customers what they 
needed to help get their businesses 
back up and running. The recovery 
process may take four to six months. 
But we are in it for the long haul.

Mike Law | Vice President Managing Director | 
Crawford Global Technical Services
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Contractor Connection®

We were able to quickly recognize 
the need and mobilize our national 
network of contractors to bring in 
resources to help repair thousands 
of home and businesses suffering 
damage due to water leaks from 
frozen and burst pipes.

Lance Malcolm | U.S. President | 
Contractor Connection

Whether it’s a residential or 
commercial claim, Contractor 
Connection is there to restore and 
enhance lives by getting people back 
into their buildings wherever they are 
across the country.

Lance Malcolm | U.S. President | 
Contractor Connection

Crawford’s Contractor Connection continues to play a role in 
restoring lives and business in Texas and all the states impacted by 
Uri and Viola. 

“The storms were pretty overwhelming for local contractors in  
the affected areas,” says Lance Malcolm, U.S. President – 
Contractor Connection. 

“We were able to quickly recognize the need and mobilize our 
national network of contractors to bring in resources to help repair 
thousands of home and businesses suffering damage due to water 
leaks from frozen and burst pipes.”

“We deliver a wide range of services for our clients on a daily 
basis,” says Lance. “One of our key services we provide for  
our clients that work with us daily, is Catastrophe Response. 
Whenever any of those clients need a managed repair solution  
for their policyholders, we are there to help.”

These storms presented a unique challenge from the perspective 
of mobilizing resources and being able to get started since the 
event lasted for more than a week. “Whether it’s a residential or 
commercial claim, Contractor Connection is there to restore and 
enhance lives by getting people back into their buildings wherever 
they are across the country,” says Lance. “Restoring and enhancing 
lives is a key part of the value we deliver.” 
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For more information

To learn more about how the Crawford team can support your organization and take care of your 
policyholders, visit crawco.com

About Crawford & Company®

For over 75 years, Crawford has solved the world’s claims handling challenges and helped 
businesses keep their focus where it belongs – on people. 

9,000 employees  |  50,000 field resources  |  70 countries  |  $18B+ claims managed annually

Loss
Adjusting

Managed
Repair

On-Demand
Services

Third Party
Administration

Medical
Management

Catastrophe
Response

Restoring and enhancing lives, business and communities.


