Putting Customers First!

Emergency Response

Expert customer service takes the sting out of a sudden fire. 

Although he didn’t drive his 20-year-old Chevy often, John Duban started it every two weeks during the cold Connecticut winters, just to keep it running. When he turned the ignition one morning last January, the car smoked. He turned off the motor and climbed out.

“All of a sudden, flames shot out of the garage,” John says. “I didn’t know what had happened.”

Fortunately, John wasn’t hurt, and his wife of 62 years, Clare, was away with their niece for the day. The fire, caused by an electrical malfunction (possibly a nesting mouse chewed through a wire) destroyed their two cars, gutted the garage and caused smoke damage throughout their home. 

Within hours, a Liberty Mutual-recommended contractor, J.P. Maguire, secured the property, and the Dubans were settled into a hotel suite. They lived there during two months of cleaning, rebuilding and painting. Because they hired an approved contractor, Liberty Mutual paid Maguire directly and guaranteed the work. 

“You helped us feel secure.”

“I can’t believe the service we got from Liberty Mutual and Maguire. It was just sensational,” John says. The couple also praised Liberty Mutual’s Debbie Gardner, a personal property specialist, and Peter Richardson, a large loss adjuster.

“We can’t believe how you examined each and every item in our house and assessed the damage,” the Dubans wrote to Gardner. “Your explanations and instructions helped both of us feel secure.” They also thanked Richardson for his help. “We cannot even imagine going through the process without you.”

With the fire behind them, the Dubans say they are “very, very happy” with their home—and their Liberty Mutual coverage. If you have a car that’s used infrequently, take a lesson from the Dubans: Open the hood periodically to check for damaged wires or rodent nests. This will help protect your car and prevent fires.

Good Sports

New resource for community coaches and parents.

The fall sports season—a busy time for coaches and parents—has arrived. Jump online to www.responsiblesports.com for expert advice on fostering a positive environment and encouraging lifelong learning on and off the field.

Liberty Mutual has teamed up with the Positive Coaching Alliance to create the new Responsible Sports Program. By partnering with USA Football and US Youth Soccer, Liberty Mutual offers parents and coaches online tools for building a responsible youth sports community. 

Do you know a coach who’s making a difference with young athletes in your area? Go to www.responsiblesports.com and nominate your favorite youth football and soccer coaches. Liberty Mutual will honor 100 winners with up to $1,000 each for their sports programs. 

Liberty Corner

Convenient Customer Service

EService: Easily change your policy or report a claim using Liberty Mutual’s online eService. 

Convenient payments: Pay your bill using electronic funds transfer (EFT), a free service that saves you money (no fees or stamps), time (no checks to mail) and worry (as your payments will always be on time). 

Go to www.libertymutual.com/EFTform and complete the authorization form. Or fill out the form on the back of your bill (and check off the box on the front).

Spread the Word

Liberty Mutual strives to provide superior products, competitive prices and the best customer service.  

Share the Liberty Mutual advantage with your family and friends. Give them your Liberty Mutual representative’s number, or call your Liberty Mutual office with their names and contact information. 

Warming Trend

As the weather chills and you heat your home, stay cozy—and safe. 

Heating equipment is the leading cause of winter home fires and second only to cooking in home fires year-round. But simple steps can keep your home snug and you and your family safe throughout the season. Your to-do list:

• Have your furnace cleaned and checked. A professional inspection helps prevent fires and carbon monoxide leaks. A furnace running at top efficiency will save you money too. 

• Hire a professional to clean your wood-burning fireplace, woodstove and chimney. Creosote, a by-product of burning wood, can build up and catch fire. Also, many chimney problems, such as cracks and faults, can’t be seen from the outside. 

• Inspect your gas fireplace. Call a professional to clean the fan, clear any blocked vents and make needed adjustments.

• Check electric blankets. Hold the blanket up to a light to see that embedded wires aren’t touching. Replace it if it’s more than 10 years old or has a damaged cord, wires or temperature control. If it’s worn, torn or singed, buy a new one.

• Use space heaters as a short-term heating solution. Buy heaters with protective guards around the heating element and an automatic shutoff feature. Use them on a stable surface, at least three feet away from combustible items. 

• Store safety tools near your outdoor fire pit or chiminea. You need a mesh screen, fire extinguisher, insulated gloves and heavy metal ash bucket with tight-fitting lid. Place portable hearths on stable, fireproof surfaces, such as concrete, away from combustibles. Keep your first fire small so you can get a feel for how hot and how long it burns. Refrain from using your fire pit or chiminea in dry weather.

Did You Know?

• Chimneys caused 40 percent of home heating fires in 2003. Failure to clean the chimney accounted for almost 60 percent of those fires. 

• Space heaters sparked 26 percent of home heating fires in 2003 but caused 73 percent of fire-related deaths.

Source: National Fire Prevention Association

Generator Safety

Lights out? Be prepared with emergency power backup.

Portable generators may run your furnace or other electrical needs during a power outage, but they also can cause carbon monoxide poisoning, electrical shock or electrocution, and fire. To stay safe, follow these precautions:  

• Use generators only outdoors. Do not run them inside the house, garage, carport, basement, crawl space or other enclosed or partially enclosed space. Generator exhaust contains carbon monoxide (CO), an odorless, colorless, toxic gas that’s dangerous even with good ventilation. 

• Operate generators far from windows, doors and vents. In Alabama and Texas, dozens of people experienced CO poisoning from portable generators after hurricanes Katrina and Rita. In most cases, the generators were outside but too close to the home. Window air conditioners may have funneled exhaust indoors.

• Install battery-operated CO detectors (or plug-in alarms with battery backup). These sound a warning if CO drifts inside from the generator. Buy CO alarms that detect short bursts of high levels of carbon monoxide as well as low CO concentrations over several hours. 

• Take proper care of the generator. Turn it off and let it cool before refueling. Use only fuel recommended in the owner’s manual. 

• Connect appliances to the generator safely. Use heavy-duty, outdoor-rated extension cords. Don’t exceed the recommended wattage rating or use cords that are frayed, cut, torn or missing prongs. 

• Protect the generator from moisture. To operate it in rain or snow, place it on a dry surface under an open canopy where water can’t puddle.

Plugging In

Power strips and surge protectors serve different purposes. Choose them wisely.

Computers, cell phone chargers, clocks and music players. Think of all the electronics you’re using right now. Are they plugged in safely? Linda Sinsigalli, a Liberty Mutual senior technical training consultant and licensed electrician, answers questions about power strips and surge protectors.

Q. What’s the difference?

A. A power strip gives you more outlets. One with a built-in surge protector has additional outlets and protects electronics in fluctuating-voltage situations. Surge protectors decrease the chance of overloads and shut off before overheating.
Q. How do I prevent overloading my power strip?

A. Don’t plug other adaptors into a power strip. Also, power strips are designed for smaller electronics, so don’t plug in major appliances that run constantly, such as a refrigerator. 
Q. When should I stop using a power strip?

A. Follow the manufacturer’s instructions. Examine the power strip after three to five years. If the metal or plastic is discolored, replace it. If your surge protector constantly shuts off, look at the power strip or what you have plugged into it.
Q. What should I look for when I buy a power strip with a surge protector?

A. Buy one certified by Underwriters Laboratories. Also, it may be worth paying more for a longer, better warranty.
On the Road:  Railroad Safety
Safe Crossing

When it comes to railroads, stay on the safe side of the tracks.
Forget that telltale “clickety-clack” sound. Modern trains are much quieter than their older counterparts, creating a particular challenge for today’s drivers. In many communities across the country, trains also run less frequently, making it easy to forget important safety guidelines. Here’s a refresher:

• Approach railroad crossings with care. Slow down gradually and be prepared to stop. Trains don’t always follow set schedules. Expect one at anytime, day or night, at any rail crossing.

• Leave enough room. Stop at least 15 feet, but not more than 50 feet, from the nearest rail. Trains extend at least three feet beyond the rails on each side. The 15/50 rule keeps you safely away from the train without creating a large gap. 

• Never try to outrun a train, even if you can’t see it. Judging the speed and distance of an oncoming train is difficult, especially at night. 

• Look and listen both ways. Trains can come from either direction. At a multitrack crossing, your view of a second train may be blocked by the first. Proceed only when you can see clearly around the first train in both directions. 

• Keep going once you start. Don’t worry if lights begin to flash and the gate starts to lower. Use the highest gear that will allow you to cross without shifting. 

• In an emergency, get out safely. If your vehicle stalls or gets hung up on the tracks, get out immediately and call 911. Walk away from the tracks at a 45-degree angle, opposite the direction the train is moving. If your vehicle is hit, debris will fly in the same direction the train is traveling.

Did You Know?

• Every 120 minutes, a train hits a vehicle or pedestrian in the United States.

• 1,000 deaths, approximately, result from U.S. highway-railroad crossing accidents each year.

• 1 mile or more is the distance required for the average train to stop in an emergency.

Sources: National Highway Traffic Safety Administration, Federal Railroad Administration, Operation Lifesaver

Got You Covered

After an accident, unlimited car rental covers you for as long as you need.

What it is: 
If you have an automobile accident, Liberty Mutual will pay for you to drive a rental car during the entire time your car is in the shop for repairs, no matter how long it takes.

How it works: 

You must have purchased rental coverage. You must have your car repaired at a Total Liberty Care Facility* and let Liberty Mutual arrange for the rental car. (Program availability varies by state.)

Liberty Mutual Advantage: 

Most insurers limit the number of days they’ll provide a rental car in case of accident. With Unlimited Car Rental, you’re covered without time limits during the repair process.

* Total Liberty Care (TLC) Facilities are service centers that have been approved by Liberty Mutual. When you take your car to a TLC Facility, Liberty Mutual will process payment to the repair facility. Due to state regulations, TLC Facilities are not available in Massachusetts.

Latch onto Safety

Get the maximum protection from your young child’s car seat.

Since 2002, new cars have included the LATCH system for securing child safety seats, but many parents aren’t using it properly or at all, according to the National Highway Traffic Safety Administration. Here are important facts:

What is it?

LATCH, which stands for Lower Anchors and Tethers for Children, is a standardized system designed to make child safety seats easier to install and more secure—without the use of safety belts to keep them in place. 

The system includes at least two sets of small bars, called anchors, in the backseat, generally located between the seat back and bottom. (Check your car owner’s manual.) LATCH-compatible child safety seats have lower straps that connect to these anchors. Most forward-facing safety seats also include a top strap that attaches to a top anchor in the vehicle. (Top tethers are not used on most rear-facing seats.)

Keep in mind that the LATCH system isn’t designed for child booster seats.

How do you use it?

Read and follow your owner’s manual carefully to connect safety seat straps to the anchors and adjust them for a secure fit. For additional information, including instructional photographs and a short video about the LATCH system, visit www.libertymutual.com/latch.

Why use LATCH?

LATCH holds the safety seat more securely. In a crash, the upper tether limits the forward motion of the seat, reducing injuries. Three-fourths of parents and caregivers preferred the LATCH system once they learned to use it.

Service Excellence

Liberty Mutual recently was recognized by J.D. Power and Associates, a leader in measuring customer satisfaction. After rigorous screening, Liberty Mutual’s call centers were awarded the distinction of “An Outstanding Customer Service Experience,” another sign of Liberty Mutual’s continued commitment to customers. 

For J.D. Power and Associates Certified Call Center ProgramSM information, visit www.jdpower.com.

Road Myths: The Real Story

Think you know the ins and outs of safe driving? You might be surprised.
What’s the safest time of day to drive? Is summer better than winter? A new study shows that in many cases, the answers are not what you might think. In a major U.S. road risk analysis, researchers at Carnegie Mellon University debunked 
commonly held perceptions about road safety. 

• MYTH: Women are the worst drivers. 
FACT: Actually, men have a 77 percent higher risk of dying in a car accident than women, based on miles driven. Compared to women, men take more driving risks, and they speed more and drink and drive more.

• MYTH: The morning commute is a bad time to drive. 
FACT: The number of fatalities is actually lower during this time, possibly because clogged streets prevent speeding, drivers are rested and few drunk drivers are on the road. 

• MYTH: Driving in winter is riskier than in summer. FACT: There are fewer fatalities per miles driven in winter, possibly because people drive more slowly. 

• MYTH: A child pedestrian is more likely than an adult pedestrian to be killed by a car. 

FACT: A middle-age male pedestrian is four times as likely as an elementary school student to be killed by a car on any given trip. Alcohol use and late hours may be contributing factors.

Some of the findings surprised even researchers, who said the results warrant more study and stressed that traffic safety isn’t just a matter of luck. Age, gender and day of the week all play a role. In a joint project with the AAA Foundation for Traffic Safety, the researchers have created a website that allows you to calculate your highway risks in a variety of ways, including the day and time of the week you travel and the type of vehicle you drive. Visit www.AAAFoundation.org/TrafficStats for details.

Caption: Which pedestrians are most at risk? Who’s safer behind the wheel—men or women? The answers may surprise you.

Teen Driving ABC’s

Help teens stay cool on the commute to and from school.

As school gets underway, teens who earned licenses over the summer are itching to get behind the wheel. Driving themselves to and from school may be more convenient than relying on the bus or parents. But it’s not necessarily safer.

  A new Insurance Institute for Highway Safety study found a spike in teen crashes during morning and after-school commute times, accounting for about one-third of all weekday crashes involving 16- and 17-year-olds during the school year. Having more teen 
drivers close to school raises the accident risk. Fatigue and distraction may also play a role, said researchers, who recommended that parents might want to prohibit school commutes.

  Knowing that isn’t always practical, Stephen Wallace, chairman and chief executive officer of Students Against Destructive Decisions (SADD), suggests a different approach. He encourages parents to:

• Alert your teens to driving situations that tend to be most dangerous, such as school commutes, to encourage them to pay extra attention.

• Make an agreement that if your teens want the privilege of driving to school, they must get a minimum number of hours of sleep the night before.

• Help your teens figure out how to speak up when friends aren’t driving safely. “That can make a big difference in reducing automobile crashes,” Wallace says. He suggests that teens say something like, “Safety belts save lives. It’s not dumb to wear one. So do me a favor, and put yours on.” Or, “Pay attention. You’re driving.”

Did You Know?

Two out of three teens who die as passengers are in vehicles driven by teens, according to the National Highway Traffic Safety Administration.
Moving On

Renters insurance is a smart buy for new college grads.
Renters insurance offers important benefits for young people. Here’s what they need to know: 

• Young adults are no longer covered by their parents’ policy once they permanently move out and establish a residence of their own. 

• Renters insurance protects belongings from fire and theft at or away from home and provides protection from claims for accidental bodily injury or property damage.*

• On average, a new college graduate pays just $120 a year for Liberty Mutual renters insurance. That’s only $10 a month.*

* Policy provisions apply.

Visit www.youcovered.com for more details on renters insurance from Liberty Mutual.

In the Dark

10 pointers shed light on nighttime driving as fall days get shorter.
Traffic deaths occur three times more often at night than 
during the day, according to the National Safety Council. But many motorists still aren’t aware that driving in the dark poses additional hazards. For nighttime driving safety, follow these 10 tips: 

1. Keep headlights clean and working. Do the same for taillights and signal lights. Dirty lights reduce efficiency as much as 90 percent, according to the Motor Vehicle Lighting Council.

2. Clean the windshield and windows. Wash them weekly, inside and out.

3. Make sure your headlights are aimed correctly. This helps you see better and prevents glare for others. Have your mechanic check headlight alignment annually.

4. Turn on headlights one hour before sunset. Even if you can see, the lights will help others see you.

5. Slow down. Decreased visibility makes speeding more dangerous at night. Make sure you can stop within the illuminated area of your headlights.

6. Increase your following distance by four to five seconds. Darkness severely limits driver reaction time and makes it more difficult to judge other drivers’ speed and distance.

7. Use low beams in traffic and fog.

8. Don’t look directly at oncoming headlights. Avert your eyes to the right side of the road and use the white line as a guide. Adjust your rearview mirror to its night setting.

9. Fight fatigue. Keep your car well ventilated and turn on the radio. Take frequent breaks for a light snack and a brisk walk. If necessary, find a safe place to stop and rest.

10. Don’t drink alcohol. It plays a part in about 40 percent of all fatal crashes. Avoid smoking too. Cigarette smoke can 
irritate eyes and create a hazy film on the inside of your windshield. Both can make it more difficult to see at night.

The Eyes Have It

A special coating improves eyewear for night driving.
Boost your night vision, if you wear glasses, with an antireflective (AR) coating on your lenses. Ultrathin layers of metal oxides are applied to the front and back to block reflected light. AR-coated lenses actually transmit more light than regular ones. This reduces glare, reflections and halos around lights. AR-coated lenses also can help you distinguish fine details better during the day. There are cosmetic benefits as well. An AR coating makes glasses appear thin or nonexistent so eyes look more natural. See your eye-care professional for more information.

Oh, Deer

Be cautious in late fall, the most dangerous season for deer-vehicle crashes. 

Deer migrate and breed in the fall, upping the number of collisions. Follow these safety tips:

• When you see a deer on the road, slow down and sound your horn with one long blast. If it’s safe to do so, stop and let the animal cross.

• If a deer leaps into your path, brake firmly and come to a controlled stop. It’s safer to strike the animal than to swerve into oncoming traffic or lose control of your vehicle.
• If you see one deer, assume that more are nearby. Deer are most active near dawn and dusk.
• Always wear your safety belt to help prevent injuries in case of a car-deer crash.

