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Crawford Compliance is shaking things 
up with a better value proposition for a 
compliance industry in need of a repair.

“What we’ve heard consistently from contractors 
is the systems that are out there take way too 
long to administer and none of them recognize 
the other’s validation. With no real incentive to 

share data from one propri-
etary system to another, and 
no uniform standards, this is 
leading to duplicated data, 
limited choices, and industry 
frustration,” says Pat Van 
Bakel, President of Crawford. 

“The industry is asking for a better solution and 
Crawford has listened. Crawford Compliance 
is coming to the market with a disruptive and 
compelling service offering and competitive price 
point. Rather than a disjointed, linear system of 
independent third-parties, Crawford has created 

a contractor compliance ecosystem with the key 
stakeholders involved in the process right from 
the beginning.”
 With long-term synergistic relationships 
already in place, Crawford Compliance, along 
with Crawford, is positioned as a key partner 
in the risk management and insurance industry. 
It has a network of over 10,000 employees in 
700 locations across 70 countries in the world, 
and the existing Crawford solution already 
provides services to hiring clients and contractors, 
including claims management, consulting services, 
professional services, and vendor management 
programs. With these solutions already in place, 
Crawford is directly connected to this industry, 
and not a removed third party.
 Contractors and building owners both are 
equally frustrated by current market pricing. 
Crawford Compliance listened and created a 
better value proposition with more realistic pricing. 
Fees begin at $199, and clients are given the 
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freedom to begin at a lower price level and scale 
up as their needs evolve.
 Equally appealing is the fact that contractors 
can now have greater access and control over 
their data, and are able to share this valuable 
information with all parties involved, including 
all their clients outside the system – a disruptive 
feature that is not currently offered in the market. 
 “Crawford Compliance uses innovative 
software to bring contractors and their hiring 
clients closer together,” says Eric Yapp, Senior 
Vice President of Business Relations with Crawford 
Compliance. “The software takes advantage of 
the latest mobile platforms so that a contractor 
can spend more time working on job sites rather 

than back at the office doing 
compliance paperwork.”
 Crawford Compliance 
allows users to track infor-
mation down to the individual 
employee level. Worker level 
certifications are tracked and 

alerts sent as information expires for trade licenses, 
individual training records, or certifications – all 
in real time. This allows for fluid transparency of 
all documents to be shared between all parties.
 What’s more, scannable ID cards with “tap 
n’ go“ technology allows for instant viewing of 
all credentials and documents, making contractor 
compliance accessible right down at the site level.
 “The current state of the industry just isn’t 
working as well as it could,” says Yapp, explaining, 
“That’s where we want to come in with a solution 
that genuinely benefits the contractor. Our software 
is creating a compliance ecosystem where we 
can import and export information from multiple 
systems and sources. This reduces data duplication, 
creates better efficiencies, and gives contractors 
the ability to access updates in real time.”

 For example, he explains, when contractors 
take a new training course from a partner associ-
ation or training provider, those documents and 
certifications are automatically updated into the 
Crawford Compliance eco-system. The result is a 
reduction in the client’s time and a leaner operation.

A New Approach to Compliance 
According to Crawford, now is the time for a more 
effective solution.
 With the industry and contractors demands 
for flexibility, Crawford Compliance’s suite of 
modular solutions provides a tiered response 
process beginning with pre-qualification, document 
collections, gap analysis and onsite/audit inspec-
tions as required. Other modules include Snow 
Tracker®, Grounds Tracker®, Janitorial Tracker™, 
and Tenant Tracker™.
 “Not all health and safety risks are the same 
so our solution does not treat them that way. We 
scale up our services as the risk level of the work 
increases,” says Yapp.
 For more information on Crawford Compliance, 
please visit www.crawfordcompliance.ca.

This article courtesy of Media Edge and Canadian Property 
Management Magazine

“As a marketing tool, Crawford 
Compliance focuses on the ‘carrot’ 
rather than the ‘stick’, which is a 
fresh approach for the industry.”
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Forensic accountants are often relied on to 
take a deep dive into insureds’ financial 
records, particularly on commercial files 
that involve business interruption coverage. 
But did you know that part of their work 
involves imagining—with some very scientific 
calculations—how a business might have 
fared had a loss never happened?

“We try to predict the future in a way that works 
for all parties,” says Crawford Forensic Accounting 
Services Managing Director Jay Strano.
 “Primarily we get involved [in a claim] to value 
how much business was lost. We consult with the 
insured and go through historical financial records 
to understand their business and what would have 
happened if the interruption had not occurred.”
 When looking at long periods of a business 
shut-down, they examine outside factors like the 
economics of the area and what sort of things are 
going on outside of this business that would have 
affected sales, i.e. a recession or inflation.

More to forensic accounting than 
business interruption
In addition to their sought-after expertise in 
business interruption claims, forensic accoun-
tants are often called on to review repair costs, 
including contractors’ hours, auditing fees and 
extra expenses claimed. They also apply the tools 
of their trade to employee fraud cases. Though 
they typically work with insurance companies, 
occasionally they’re engaged by an individual 
to perform future income loss calculations due to 
a personal injury. 
 One of the hallmarks of this profession is 
communication. Typically, a forensic accountant 
submits a report to the adjuster, the insurance 
company and to the insured for a review. But their 
service doesn’t always end there. 
 “We like to discuss a report with the insured 
afterwards,” said Strano. “[The insured] sometimes 
sees a number they weren’t expecting… but once 

Forensic Accounting: Predicting the Future
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we walk them through the numbers and they 
see how we got there, they understand.”
 Forensic accounting at Crawford Canada
Internal accounting has a long history in the UK 
and Australia. While new to North America, 
there is growth with more and more adjusting 
firms bringing forensic accounting in-house.
 In 2012, Crawford Canada invested 
in its own in-house forensic accounting 
unit. The three-person team, which operates 

out of Toronto as part of 
Global Technical Services, 
is comprised of Strano, 
Stephen Dodd and Julia 
Vickers, with an assistant to 
help as needed.
 The benefits of a 
select team within Crawford 
are as measurable as the 
work they do. Their proximity 

to internal files makes the process simple for 
everyone working on a claim. 
 Adjusters managing their own business 
interruption calculations can engage the 
Crawford team to get a quick verification of 
their numbers—or involve them in a file from 
the beginning. Strano says that when they’re 
involved early in the process, the forensics team 
can help the insured understand calculations 
and some potential issues before the process 
moves into complicated territory.
 They can also speed up the adjusting 
process and come in at a lower cost. “We can 
turn around files much quicker than outside 
handling, so our services tend to be more 
reasonable [than outside resources].”
 A common misconception in the industry 
is that a forensic accounting team working 
within an insurance company creates the 
conditions for a conflict of interest. Strano 
says that couldn’t be further from the truth. 
“As part of our designation, we’re legally 
bound to provide an unbiased report to every 
client. I have an obligation to provide an 
unbiased number and that in itself gets rid of 
the conflict issue.”
 When it comes to clients, Strano says his 
Crawford team has worked with most insurance 
companies on everything from small claims 
to ones totaling $750 million. They recently 
worked on an oil refinery loss in Houston, TX 
that totaled between $260 and $280 million.

“Adjusters managing their own 
business interruption calculations 
can engage the Crawford team 
to get a quick verification of their 
numbers—or involve them in a 
file from the beginning.”

Anatomy of a business  
interruption claim
When calculating the lost revenue of a business 
forced to close due to a loss, forensic accoun-
tants take into account a number of internal 
and external variables to come up with an 
equitable claim. 

Internal factors that affect the revenue the 
business may have earned during a business 
interruption include:

Seasonality: Is there a drop-off in sales 
based on the season, i.e. ski resort, restaurant 
in summer/winter tourist town.

Location: Where is the business situated and 
how does this affect sales?

Capacity: Is the business operating near 
capacity due to fire regulations? E.g. is there a 
maximum number of people in restaurant at any 
given time?

Operating hours: Is the business open on 
Sundays? Does the business have Friday and 
Saturday night crowds and are open much 
longer than usual? Is the business closed at 
specific times during the year? 

Leases: It’s important to review the lease 
agreement (if the insureds rents space) to verify 
whether rent continues while the business is 
unable to open due to repairs.

Employees: If employees have to leave the 
business due to the loss, will they return once 
the business reopens? If they leave, what is the 
cost to train new employees? 

External factors  
that affect lost sales
General economic conditions: What is the 
state of the economy? Has the area gone into a 
recession? Is the economy in a rapid rebound 
which could ignite inflation?
Competitors: Are there a number of compet-
itors in the area where people will go to if the 
business is down for a period of time? Will 
people come back to the business once they are 
able to reopen?
Business life-cycle: What stage is the business 
in? Is it a relatively new entry into the industry? 
Is it established and growing? Has the business 
matured and have sales leveled? Is the business 
on the tail end of its life-cycle?
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Part detectives, part storytellers, forensic 
experts are gifted in the art of using their 
expertise to recreate the circumstances 
of a fire or other damage that sparks an 
insurance claim. 

“Forensic experts are trained to look at a pile of 
rubble, sift through it and read what information 
it contains. For example, after a fire that had 
no witnesses, all you’re left with is a charred 
building and piles of debris. The forensic expert 
must interpret fire patterns on walls and read 
the physical evidence as if it were a witness 
statement leading them to the origin and cause 
of the fire,” said George Costandi, Development 
and Marketing Manager at Origin and Cause, 
Canada’s largest consulting, engineering and fire 
investigation firm.

Forensic science in action
Whether it’s residential, commercial or indus-
trial—any type of insurance claim often relies on 
a forensic opinion to confirm or deny coverage, 
or simply to pursue recovery opportunities. “Bodily 
injury claims are amongst the most dynamic and 
interesting types of claims we get involved in 

investigating. As an example, if a patron slips and 
falls in a grocery store and submits a claim, the file 
could potentially use a forensic expert’s technical 
opinion. The grocery store needs representation 
as well as the person that fell,” said Costandi.
 “Both parties come together and investigate 
what took place. They would need to verify where 
they fell, how they fell and why. Is it because 
someone had recently mopped floors and didn’t 
put up proper signage? Was it because someone 
had spilled soap detergent on the ground right 
before the incident? Were the floor tiles installed 
incorrectly, causing a tripping hazard? Was the 
injured negligent? Were their shoes broken or was 
there a faulty design in their high heels? So many 
factors and variables go into the most basic and 
typical investigation.”
 He notes that it’s not the forensic expert’s 
responsibility to determine who is liable after their 
investigations. After interpreting physical evidence 
to explain the origin and the cause of an incident, 
a forensic expert relays information to their clients 
who apply the technical opinion to policy wordings 
to continue administering a claim.

More than Just Science: Forensics in Action
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Forensic disciplines are varied
Origin and Cause employs experts in several disci-
plines, including fire and explosion investigation 
and engineering disciplines such as structural, 
material and metallurgical, chemical, electrical 
and mechanical.
 Many claims become a collaborative effort 

with multiple experts involved. 
In the case of a fire, a fire and 
explosion expert may narrow 
in on the cause of fire in an 
electrical receptacle. From 
there, an electrical engineer 
would complete an evaluation 

of the building’s wiring and take the receptacle 
to the lab to verify if it was in fact the cause of 
the incident. 
 Incidentally, some of the most popular members 
of the fire and explosion department are in the 
canine unit. Costandi says they have several dogs 
trained to detect certain chemicals and substances 
but the one who gets the most work is Smoke, who 
specializes in accelerant detection. 
 If a forensic expert has determined that further 
investigation is required at the site of a fire, Smoke 
and his ball—which has been sprayed with a 
number of fire accelerant scents—are called in. 
After he sniffs the ball, Smoke’s handlers will 
pretend to throw it on the site. The expert dog 
then goes searching for his ball, sniffing for the 
accelerant scents he knows so well. 

Trends in claims
Costandi says the types of cases that cross the 
desks of their experts are truly varied, but there 
are patterns that bring requests for similar investi-
gations across the country. Recent trends include:

•	 Structural damage due to shoddy construction 
in residential and commercial buildings (Expert 
department: structural engineering)

•	Damage caused by faulty products, including 
cell phone batteries and kitchen appliances 
(Expert department: electrical engineering)

•	 Braided hoses failing due to faulty design 
and installation and causing significant water 
damage in homes (Expert department: material 
and metallurgical engineering)

•	An influx of chemical-related personal injuries 
related to more complicated ingredients in prod-
ucts like soaps and cleaners (Expert department: 
chemical engineering)

•	 Failures in appliances like washing machines 
and dryers for which parts are manufactured 
all over the world and may not meet Canadian 
testing standards (Expert department: electrical 
and mechanical engineering) 

Advice for insurance professionals
When it comes to engaging forensic experts, 
Costandi says it’s critical to do it early. “Evidence 
can be contaminated, which means you won’t 
have a reliable framework to determine whether 
there’s coverage or you may lose an opportunity 
to subrogate.”
 This need for expediency extends to reporting 
as well. Costandi advises pushing for quick 
processing of reports. “From the time we receive 
a notice of a loss, we try to get on-site within hours 
and then from the time we’re on-scene to the time 
we give an update to client is within 24 hours.” 
 It’s also important to hire the right expert. He 
warns against engaging forensic experts who 
don’t distinguish their specialties. “A lot of folks 
may be able to give you a report that can help 
you determine coverage and proceed with admin-
istering a claim, but it’s important that the report 
is watertight.
 “If the loss goes to court and the judge agrees 
with the opposing forensic expert’s opinion, that 
often times represents a big wasted opportunity 
to have recovered the cost of your claim—all 
because you chose an expert with too broad of 
a specialty.”

Stay informed
Origin and Cause has a robust consumer and 
industry education arm, which includes a monthly 
newsletter and blog. Recent posts include: Ground 
vibration damage on the rise, Flooding the 
market: Faulty flexible water supply lines and 
The new Canadian housing crisis: shoddy home 
renovations.
 For professionals in the industry, Origin and 
Cause runs a series of continuing education training 
sessions. “We do about four webinars a year, 
training well over 1,000 insurance professionals.”
 For more information about forensic science 
and Origin and Cause’s upcoming training 
sessions, visit origin-and-cause.com.

“Origin and Cause employs experts 
in several disciplines...Many claims 
become a collaborative effort with 
multiple experts involved.”
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Onwards & Upwards
Nancy D’Costa 
Adjuster
Mississauga, ON 
Nancy.D’Costa@crawco.ca

Congratulations to Nancy D’Costa on 
obtaining her CIP designation and license, and receiving 
an award from the institute for the highest overall exam 
mark. Nancy began her career in the industry in 2008 after 
graduating from The University of Mumbai with a degree 
in physics. She specializes in personal property lines, and 
is currently transitioning from a Property Desk Adjuster to 
an Accident Benefits adjuster. Nancy has demonstrated 
a strong work ethic and dedication to further developing 
her career. Congratulations Nancy on this fantastic accom-
plishment and thank you for your dedication.

Matt Neeb 
Director, ICT Infrastructure 
Kitchener, ON 
Matt.Neeb@crawco.ca

Congratulations to Matt Neeb on being 
appointed to the position of Director, ICT Infrastructure. Matt 
began his career in the industry in 2007 after graduating 
from Humber College in computer engineering. He has 
earned his ITIL designation and is a member of the 2016 
Emerging Leaders Program based out of Atlanta, GA. In his 
new role, Matt will be responsible for leading our ICT team, 
and ensuring enterprise security on all systems, networks, 
servers, hardware and telecommunications nationwide. 
He will spearhead research on new technologies and 
implementation plans, and will be responsible for disaster 
recovery architecture and functional viability. Thank you 
Matt for all of your hard work, and congratulations on 
this new position. 

GTS News
Chris Gentle
General Adjuster
Calgary, AB
Chris.Gentle@crawco.ca

Congratulations to Chris Gentle on 
joining the Global Technical Services Team, and earning 
his General Adjuster Designation. Chris attended Mount 
Royal University in the business program with a special-
ization in insurance. He began with Crawford in 2001, 
and has since earned his CIP and HAAG designations. 
Chris now specializes in large commercial fire losses, fire 
investigation, property management losses, and large 
volume catastrophe loss management.

Rannoch Harley 
General Adjuster
Dartmouth, 
Rannoch.Harley@crawco.ca 

Congratulations to Rannoch Harley on 
earning is General Adjuster designation 

and for becoming part of the GTS team. Rannoch began 
in the insurance industry in 2008 upon graduation from 
Mount Allison University with a Bachelor of Commerce. In 
2011 he began in the P&C space, and now specializes in 
building quantification, environmental, and retail claims. 
Rannoch has been working hard on a CAT in the Bahamas 
since October, with only a brief visit home for the holidays 
before returning back for another deployment. Rannoch 
belongs to the CIAA and Blue Goose organizations, and 
is Xactimate Level 3 certified, in addition to having his 
HAAG certification.



www.crawfordandcompany.ca
CRAWFORDTM, the CRAWFORD Globe logo®, CRAWFORD & COMPANY®, THE CRAWFORD SOLUTIONTM, THE CRAWFORD SOLUTION logoTM, BROADSPIRE®, the BROADSPIRE Globe logoTM, CONTRACTOR 

CONNECTIONTM, CRAWFORD CONTRACTOR CONNECTIONTM, CRAWFORD GLOBAL TECHNICAL SERVICES®, CRAWFORD GTS®, GLOBAL TECHNICAL SERVICESTM, GTSTM, the GTS CRAWFORD GLOBAL 
TECHNICAL SERVICES logo® and CRAWFORD HEALTHWORKS ADVANTAGE® are trademarks or registered trademarks of Crawford & Company or its affiliates in Canada, the U.S. and/or other 

countries used under license. Foreign trademark registrations may also protect these trademarks. The foregoing is a non-exhaustive list of Crawford’s trademarks and service marks.

About ProClaim
ProClaim is published by Crawford & Company (Canada) 
Inc. as an information resource for our clients, prospects 
and employees. Our focus is to cover key issues while 
offering solutions to the insurance, risk management and 
human risk industries in Canada. 

For more information about any of the articles published 
in ProClaim, to submit ideas for articles, please complete 
the reader response card or email info@crawco.ca.

The information in ProClaim is not offered as legal or 
medical advice, or as a substitute for professional assis-
tance. All materials are ©2017 

Powered by Crawford iQTM

The most comprehensive global solution for claims administration
NYSE: CRD-A, CRD-B | Crawford & Company (Canada) Inc.

123 Front St. W. Ste. 300 | Toronto, ON M5J 2M2 | 1 800 522 1380 

Crawford
Intelligent Technology

TM

Canadian Head Office
539 Riverbend Dr.
Kitchener, ON N2K 3S3
Tel: (519) 578-5540/ 
1-800-267-5540
Fax: (519) 578-2868

Sales & Marketing
300-123 Front St. W.
Toronto, ON M5J 2M2
Tel: (416) 364-6341
Fax: (416) 364-1641
info@crawco.ca

Crawford & Company (Canada) Inc.
Crawford & Company (Canada) Inc. is a wholly owned subsidiary of Crawford & Company. 
Based in Atlanta, GA., Crawford & Company (www.crawfordandcompany.com) is the world’s 
largest independent provider of claims management solutions to the risk management and 
insurance industry as well as self-insured entities, with an expansive global network serving 
clients in more than 70 countries. The Crawford SolutionSM offers comprehensive, integrated 
claims services, business process outsourcing and consulting services for major product lines 
including property and casualty claims management, workers compensation claims and medical 
management, and legal settlement administration. The Company’s shares are traded on the 
NYSE under the symbols CRDA and CRDB.

http://ca.crawfordandcompany.com/

