
The following procedures will be observed for all sewer backup claims:

1. Each Member is responsible for providing Carl Warren and Co. with a point of contact for information flow and 
exchange.

2. Each Member is responsible for developing and implementing a Sewer Backup Response Procedure reflecting the 
requirements identified in either Figure 1.0 – Roles and Responsibilities Following a Sewer Backup When Using 
EV-Link or Figure 2.0 - Roles and Responsibilities Following a Sewer Backup When Not Using EV-Link.  This 
includes having a procedure for addressing temporary alternate living arrangements when circumstances require 
immediate relocation of the affected customer(s).

3. Member staff will offer a claim form to anyone experiencing a sewer backup resulting from an apparent blockage in 
the Member owned sewer lines.  The claim may later be rejected if subsequent investigations into the cause of the 
loss indicates the Member was not at fault.

4. It is the responsibility of the claimant to file a claim with the Member in a timely manner.  A claimant has six months 
for death, personal injury or personal property damage and one year for other losses from the date of occurrence to 
file a claim.  If a claim is filed late, Carl Warren and Co. may return the claim with a notice of late claim.

5. It is the responsibility of each Member to submit all claims in a timely manner to Carl Warren and Co..

6. It is the responsibility of the each Member to direct all claimant concerns and questions regarding the adjustment of 
their claim to the Carl Warren and Co. Claims Adjustor or Account Manager or to the CSRMA Program 
Administrator.
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Carl Warren and Co. Perform The Following:
1. Initiate contact with Owner/Tenant as soon as possible, but no 

later than the first business day after notification of the loss.
2. As soon as possible, but no later than the first business day 

after notification of the loss, communicate the 24-Hour Sewer 
Backup Summary Report to the Member’s Point of Contact.

3. Make future arrangements for lodging, food and incidentals.
4. Investigate, adjust and administer claim to closure.
5. Have claimant agree, as a condition of claims settlement, to 

install and maintain, at their expense, a Backflow Prevention 
Device meeting local requirements on their service lateral.

6. For claims where the estimated settlement timeframe is 
greater than 30-days, provide the Member Point of Contact 
with bi-weekly status reports.

7. For claims with issues complicating movement towards 
settlement, immediately notify the CSRMA Program 
Administrator’s for guidance.

8. For claims where EV-Link is involved, oversee and manage 
their actions on the loss.

9. When circumstances warrant or when requested, dispatch a 
Field Adjustor to the location of the sewer backup.

Sewer Backup Into A Building

Does The Backup Appear To Be As A Result Of A Failure In The Member-Owned Sewer Lines?

Member Collections Staff Respond

Inform Owner/Tenant the cause of 
the backup is not in the Member 
owned sewer lines and that the 
Member is not responsible for 

private service lines.

CSRMA Member Performs the Following:
1. Relieve the cause of the backup
2. Notify EV-Link and request a restoration service be dispatched
3. Provide Owner/Tenant with the following:

Member Claim Form
Sewer Backup Customer Information Letter (customized 
by member)
Hotel Authorization, as necessary

4. Gather all information identified on the CSRMA Sewer Backup 
Claims Submittal Checklist and forward to:
Carl Warren and Company
Tel (800) 998-4763  Fax (925) 825-5964
P.O. Box 3975  Walnut Creek, CA  94598

5. Direct all Claimant concerns/questions regarding their claim to 
the Carl Warren and Co. Claims Adjustor or Account Manager 
or to the CSRMA Program Administrators.

6. Communicate with the Claims Adjustor and/or Account 
Manager and provide information as necessary.

Figure 1.0 Roles and Responsibilities Following A Sewer Backup When Using EV-Link
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EV-Link Performs The Following:
1. Immediately notify Carl Warren (CW).
2. Provide Owner/Tenant with Sewer Backup 

Restoration Process Overview letter.
3. Explain to Owner/Tenant that the Member 

has authorized payment for emergency 
services only and that all future expenses 
and/or questions regarding claims issues 
must be discussed with member or CW.

4. As soon as possible, but no later than the 
first business day after notification of the 
loss, provide the completed 24-Hour 
Sewer Backup Summary Report to CW.

5. For losses where Owner/Tenant has been 
offered temporary relocation by the 
Member but has declined, request 
Owner/Tenant sign the Refusal to Vacate 
During Cleaning/Disinfection.

6. When the number of sewer backups in a 
geographic area exhausts contracted 
resources, dispatch non-contracted 
restoration service firms.  CSRMA will be 
billed for all EV-Link time.

7. Direct all Member and Owner/Tenant 
inquiries regarding the status of the 
restoration process or claim to CW.
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Carl Warren and Co. Perform The Following:
1. Initiate contact with Owner/Tenant as soon as possible, but no later than the first business day after notification of 

the loss.
2. As soon as possible, but no later than the first business day after notification of the loss, communicate the status of 

the loss to the Member’s Point of Contact.
3. Make future arrangements for lodging, food and incidentals.
4. Investigate, adjust and administer claim to closure.
5. Have claimant agree, as a condition of claims settlement, to install and maintain, at their expense, a Backflow 

Prevention Device meeting local requirements on their service lateral.
6. For claims where the estimated settlement timeframe is greater than 30-days, provide the Member Point of Contact 

with bi-weekly status reports.
7. For claims with issues complicating movement towards settlement, immediately notify the CSRMA Program 

Administrator’s for guidance.
8. When circumstances warrant or when requested, dispatch a Field Adjustor to the location of the sewer backup.

Sewer Backup Into A Building

Does The Backup Appear To Be As A Result Of A Failure In The Member-Owned Sewer Lines?

Member Collections Staff Respond

Inform Owner/Tenant the cause of the backup is not in the 
Member owned sewer lines and that the Member is not 

responsible for private service lines.

CSRMA Member Performs the Following:
1. Relieve the cause of the backup
2. Notify the Member-chosen restoration firm  
3. Notify Carl Warren and Co. of the loss and the name/contact information of the restoration firm called out.
4. Provide Owner/Tenant with the following:

Member Claim Form
Sewer Backup Customer Information Letter
1 Night Hotel Authorization, as necessary

4. Complete the 24-Hour Sewer Backup Summary Report and send to Carl Warren and Co. as soon as possible, but 
no later than the first business day following the loss.

5. Gather all information identified on the CSRMA Sewer Backup Claims Submittal Checklist and forward to:
Carl Warren and Company
Tel (800) 998-4763  Fax (925) 825-5964
P.O. Box 3975  Walnut Creek, CA 94598

6. Direct all Claimant concerns and questions regarding the adjustment of their claim to the Carl Warren and Co. 
Claims Adjustor or Account Manager or to the CSRMA Program Administrators.

7. Communicate with the Claims Adjustor and/or Account Manager and provide information as necessary.

Figure 2.0 Roles and Responsibilities Following A Sewer Backup When Not Using EV-Link
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<INSERT AGENCY NAME HERE>  
Customer Information Regarding Sewer Backup Claims 

Distribution Instructions – Top Copy To < INSERT AGENCY NAME HERE >; Middle Copy To TPA; Bottom Copy To Customer 

 
Address:______________________________________________________________________________ 
  
Dear Mr./Mrs. ____________________________________  DATE: _____________________ 
  
We recognize that sewer back flow incidents can be stressful and require immediate response when all 
facts concerning how an incident occurred are unknown. Rest assured that we do all we can to prevent this 
type of event from occurring.  Nevertheless, occasionally tree roots or other debris in the sewer lines cause 
a backup into homes immediately upstream of the blockage. At this time the <INSERT AGENCY NAME 
HERE> is investigating the cause of this incident.   
   
If the < INSERT AGENCY NAME HERE > is found to be responsible for the incident, we are committed to 
cleaning and restoring your property, and to protecting the health of those affected during the remediation 
process.   
  
The cleaning contractor provided by the < INSERT AGENCY NAME HERE > has been selected because of 
their adherence to established protocols that are designed to assure all parties thorough, cost-effective and 
expeditious cleaning services.  < INSERT AGENCY NAME HERE > will pay the cleanup contractor’s fee.  
You also have the right to select your own cleaning contractor, but < INSERT AGENCY NAME HERE > 
does not guarantee payment of fees/expenses incurred and reserves the right to dispute fees/expenses 
deemed not usual and customary. 
  
The company assigned to manage the necessary cleaning and restoration process is EV-Link, and you can 
reach them directly at 800.413.2999.  It is likely however that other contractors will perform the actual 
cleaning and restoration service.  Carl Warren and Company, noted below, has the responsibility for 
processing any claims for damages that are submitted. 
  
If you wish to discuss this matter, or submit a claim for damages, please contact either of the following: 
 

 INSERT AGENCY POINT OF CONTACT HERE – PHONE – BUSINESS HOURS 
 Carl Warren and Company (Claims Administrator) : 800.998.4763 

******************************************************************************************* 
What you need to do now: 

< INSERT AGENCY NAME HERE > has prepared this brief set of instructions to help you minimize the 
impact of the loss by responding promptly to the situation. 

  Do not attempt to clean the area yourself, let the cleaning and restoration company assigned 
by EV-Link handle this. 

  Keep people and pets away from the affected area(s). 
  Do not remove items from the area – the cleaning and restoration company will handle this. 
  If you had recent plumbing work, contact your plumber or contractor and inform them of this 

incident. 
  If you intend to file a claim, do so as soon as practical –The California Government Code, 

Sections 900 - 960, requires the filing of a written claim and outlines specific time lines and 
notice procedures that must be used in order to have a claim considered.    

******************************************************************************************* 
 I/We acknowledge receipt of this letter. 
  
 Employee Signature: _________________________________ Date: ______________ 
  
 Customer Signature: _________________________________ Date: ______________  
  



Sewer Backup Restoration Process Overview 
 

This sewer backup restoration process overview has been prepared by EV-Link and is designed to provide you with 
information on how property affected by a sewer backup is typically restored.  Please bear in mind that this is 
general overview and each instance may or may not follow this sequence of steps, depending on the specifics 
details of the incident and the property involved. 
 

1. Clean-up affected area by extracting standing water and removing debris (carpet, visible sewage, etc.).  No 
drywall will be removed at this time.  Certain contents will be bagged and stored; 

 
2. The following day a restoration supervisor will visit the site and make recommendations for removal of 

affected materials; 
 
3. If it is determined that asbestos may be an issue, an inspection by an asbestos consultant will be 

scheduled or it will be assumed that the material is asbestos containing; 
 
4. Demolition of affected materials will be scheduled following the completion of supervisor’s 

recommendations (asbestos test, etc.);  
 
5. Once demolition is complete, clearance environmental sampling will be conducted by an industrial 

hygienist; if the area passes the clearance testing, the contractor will remove all equipment and materials 
from the site; 

 
6. The District will pay for all emergency services (clean-up and dry down), but all future expenses must be 

discussed with the District or the District’s representative (Carl Warren and Company at 800.998.4763);  
 
7. The above tasks should be completed in approximately 3-5 business days; if asbestos is present, 

expect the above tasks to be completed in 5-7 business days; 
 
8. Once remediation is complete, general contractors are invited to bid on the rebuild portion of project; 
 
9. Rebuild costs should be received by District or District’s representative (Carl Warren and Company at 

800.998.4763) within 2-5 days of contractor job walk; 
 
10. Rebuild details and rebuild schedules are coordinated between the property owner and the selected 

contractor; 
 
11. Any and all questions regarding insurance coverage, hotels, rebuild, etc. should be directed to the 

District or District’s Representative (Carl Warren and Company at 800.998.4763). 
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