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The tornado ripped through the mall as if it were 
made of paper. Air handlers were torn off the roof and 
tossed like metallic confetti (one even landed on a 
nearby major traffic lane). 

Eight stores took the brunt of the damage.
Department stores, ladies’ fashion, office supply, 

a cell phone outlet, nail salon, etc., had blown out 
windows, ceiling tiles torn out and tossed like a deck of 
cards, water damage, and of course massive amounts 
of contents were in jeopardy.

80% of the mall was wet according to one contractor. 
So, 50 technicians and 4 managers were brought in to 
start getting things dried out.

Mall personnel and store employees were used to 
replace inventory and redecorate, so the restoration 
professionals had to clear the way for them as 
quickly as possible. They kept lines of communication 
wide open, held daily meetings, and created emails 
throughout the day for interested parties – there 
were numerous insurance carriers, tenants and 
management companies who all had vested interests in 
the advancement of the frontline workers, so speaking 

with just one mall representative was simply not good 
enough.

A “progress map” was created so anyone could see 
what advancements were made in any 24-hour period.

Some of the interior stores had sustained only 
minimal damage, and since getting the doors open 
was of primary concern, each individual shop was 
opened as soon as was practical, and pathways 
around the badly damaged department stores were 
arranged so the tenants didn’t have to wait for all 
the other shops to be ready before they could start 
making sales.

At one point, the leading contractor said on 
camera, “Really, probably the next week or two, you’ll 
have no idea walking through the mall that anything 
happened at all.”

In this particular case, the contents pros melded 
in with the structural workers on many levels of the 
assignment and since the mall’s own staff preferred 
to handle the individual re-stocking, the specialists 
focused on cleaning, drying, and restoring so the 
others could follow quickly in the paths they created.

You know those “dents” you find in a carpet where heavy furniture 
has sat for an extended period?

Many contractors just leave them so they know where everything 
goes during a pack-back.

But for those times when it is a good idea to remove them, our 
contents pros do it very well! They use steam devices (wall paper 
steamers, hardwood floor steam cleaners, hand-held steam irons, 
etc.)

It works! But only a professional should perform such actions, too 
much steam can actually harm the carpet backing.

It is not a time for amateurs.



Most of our readers already know that 
one of the hallmarks of our outstanding 
contents teams is their ability to innovate. 
Starting perhaps with Barb Jackson 
CR’s “Adapt, create, proceed,” slogan 
that when faced with a new challenge 
which might impede progress or worse, 
our frontline workers are invited to adapt 
to the new obstruction, create a solution, 
and proceed to the next portion of the 
job before them.

Occasionally, we are asked how we 
implement such ideas. The answer lies 
in the fact that our contents supervisors 
foster a sense of “safe inventiveness.”

They approach recommendations 
without defensiveness and thus they 
empower the team to voice concerns 
and suggestions. They make room for 
considered innovation, they talk things 
over with the team to see what will work 
and what can be improved.

It is a collaborative effort with everyone 
pulling in the same direction no matter 
what the obstacle.

Active listening, common courtesy, conflict resolution, decision 
making – these may all sound like skills we would use on the job 
with a homeowner or office manager, but the truth is that we use 
them among ourselves first. Then, when we introduce them into the 
extended work-place, we are inviting all present to become an active 
part of a proven process. 

We know that we can accomplish more as a team than as 
individuals, so we work on team building abilities that eventually 
end up being used with the adjuster, owner, or other authority we 
encounter as well.

A claims adjuster who is part of the process, comes to trust us. And 
success on any assignment is born out of mutual trust and respect.

We once attended a 
conference where we overheard 
a contractor telling of the time a 
frontline worker was cleaning 
jewelry the old-fashioned way 
(with cotton swabs and cleaning 
compounds). 

The contractor explained 
that the employee had dipped 
a swab in acetone (nail polish 
remover) and was meticulously 
dabbing a green turquoise 
and silver necklace in order to 
remove soot from its surface, 
when to her horror, the green 
color of the stone came off on 
the cotton!

The homeowner insisted 
that the turquoise was genuine 
and felt the worker had ruined 

the piece.
As it turns out, most 

sources tell us that as much 
as 90% of “turquoise” on the 
market is actually “Howlite,” a 
softer stone that absorbs color 
quite easily and has veins so 
it looks a lot like the real thing.

In this instance, the green 
color was just dye and some 
owners have reported finding 
their green fading after wearing 
their ersatz “turquoise” in a 
single warm bath. Trained 
contents pros don’t use acetone 
to clean jewelry -- ever.

Type in, “How to Tell If 
Turquoise is Real” in any 
search engine to find out more 
for yourself (we did).
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