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The First-2-Hours Quick Card: Emergency Order of Operations

Critical protocols for the first 120 minutes of a residential water loss: source control, claim notification, contractor dispatch, photo evidence, and extraction kickoff.

RESIDENTIAL WATER LOSS: PRIORITY ACTIONS IN EXACT ORDER MANDATORY SEQUENCE

1. (1) Confirm Water Source Is Stopped: Shut main valve or fixture angle stop immediately. Dispatch licensed plumber if valve fails or line rupture is
uncontained. Do not assume stopped — verify via zero-flow meter inspection.

2. (2) Call the Insurance Carrier: Open First Notice of Loss (FNOL) call. Obtain claim number, adjuster assignment, and verbal authorization for emergency
mitigation services (most carriers grant verbal auth within 30 min of active loss report).

3. (3) Call the Restoration Contractor: Dispatch certified mitigation crew with an on-site target of 2 to 4 hours. Contractor must secure homeowner signed
work authorization prior to work commencement to prevent uninsured billing exposure.

4. (4) Document Condition Before Any Work Begins: Capture 360° high-resolution photos and video of all standing water, water lines on
baseboards/drywall, wet personal contents, and structural assemblies before extraction starts.

5. (5) Begin Extraction: Initiate truckmount or portable water extraction immediately. Every hour of delay expands lateral and vertical capillary migration,
elevates drying class, and increases structural secondary damage.

ACTION 1: SOURCE-STOPPED VERIFICATION CRITICAL CAUSATION ACTION 2 & 3: CARRIER & CONTRACTOR BILLING &
. . PROTOCOL PAYMENT

Never assume water is stopped. A corroded gate valve or leaking angle stop

may seep gallons per hour undetected. Billing Risk Protection: Unsigned authorizations or unapproved starts leave

o Municipal Meter Zero-Flow Check: Locate street curb box or basement meter. contractors and homeowners vulnerable to denied charges.

Observe the low-flow indicator (small red/black triangle, asterisk, or sweep .
. . o . Requirement Standard Protocol
needle). If dial turns even 1 mm over 5 minutes, water is still flowing.

o Valve Photographic Record: Photograph shut-off valve in fully Carrier ENOL Open claim immediately; record claim #, adjuster name, phone,
perpendicular/closed position. Captures exact timestamp and provides and explicit verbal authorization for extraction & drying.
con'cluswe causation ewdencg for carrier proof O,f mitigation. . . On-site within 2 to 4 hours for active losses to stabilize building

e Main vs. Local Shut-Off: If fixture angle stop spins freely or leaks, immediately Contractor ETA envelope.

shut the whole-house main ball valve or street curb stop.
Signed Signed work authorization and direction to pay required before

Page Standard: The water source must be confirmed stopped before extraction e physical teardown. Contractor starting without signed form
) . s Authorization R
begins — not assumed stopped. Any continued meter movement indicates the carries billing risk alone.
source is not fully controlled.
Page Rule: Carrier notification before work begins is homeowner policy
obligation and contractor payment protection. Verbal authorization obtained

within 30 min.
ACTION 4 & 5: PRE-WORK DOCUMENTATION & EXTRACTION KICKOFF CLAIM PROTECTION
Pre-Mitigation Documentation Checklist: Extraction Urgency & Migration Rules:
e Wide-angle room scans showing standing water depth and reflection. e Water extraction is 1,200x more efficient than dehumidification alone.
o Close-ups of high-value contents touching water (furniture legs, electronics). o Delays allow clean Category 1 water to wick up drywall and saturate subfloors.
o Waterline witness marks on lower drywall and baseboards. e Standing water transitions to Category 2/3 microbial amplification in 48-72 hrs.
o Video walkthrough with audio narration detailing room names and loss time. * Weighted extraction tools required for saturated carpet & cushion assemblies.

been iocked out. Category 3 sewage or contaminated water requires fuii PPE (Tyvek, N'100/P 100 respirator, boots).
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Life Safety Warning: If standing water has reached electrical wall outlets, baseboard heaters, or appliances, DO NOT ENTER standing water until electrical main breaker has
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Water Migration Dynamics & Source Verification Field Log

Understanding concealed moisture travel, meter inspection protocols, and structural safety check points during initial assessment.

THE 3 MODES OF CONCEALED MOISTURE MIGRATION (ANSI/IICRC S500)

HIDDEN DAMAGE PATHWAYS

1. Lateral Migration (Under Flooring) 3. Horizontal Wall Plate Migration

Water travels rapidly along tongue-and-groove flooring channels, under sheet vinyl, Water runs horizontally along bottom sole plates (2x4 / 2x6 framing) behind intact
and across OSB/plywood subfloors. A single bathroom burst regularly floods adjacent  baseboards and through drywall joints into neighboring closets, utility chases, and

bedroom subflooring while surface flooring appears completely dry. structural cavities.

2. Vertical Migration (Capillary Drywall Wicking)

Governing S500 Rule: Moisture mapping must cover the full extent of moisture

Drywall paper backing acts as an absorbent wick. Water climbs vertically 12 to 36 migration — not just the visually wet area. Contact meter readings required at all

inches above floor level inside dark, unventilated wall cavities, wetting fiberglass boundary edges.

insulation and framing lumber.

FIRST-2-HOURS ON-SITE INCIDENT LOG & CAUSATION CHECKLIST

FIELD FILLABLE

Check / Field Verification Method Field Observation / Timestamp / Notes
Source Location Physical inspection of pipe, fixture, supply line Room / Location:
Shut-Off Valve Closed Main valve / angle stop turned off & photographed AM/PM ¢ Photo Recorded: [] Yes [ ] No
Zero-Flow Meter Check Observe meter indicator dial for 5 full minutes Meter Flow Stopped: [ ] Confirmed Zero Flow « Dial Reading: ___
Carrier FNOL Call Call insurance claims reporting line Claim #:
Verbal Authorization Adjuster verbal permission for emergency work Adjuster Name: Time Auth: AM/PM
Contractor Signed Auth Homeowner signature on emergency work contract Time Signed: ______ AM/PM
Pre-Extraction Media Photos/video of standing water & contents Total Photos Taken: __ Video Walkthrough: [] Yes [ ] No
Extraction Equipment Truckmount / portable extraction unit running Extraction Start Time: ___ AM/PM « Gal Extracted:
INITIAL STRUCTURAL SAFETY CHECKLIST HAZARD TRIAGE THE 48-HOUR CATEGORY ESCALATION CLOCK TIME SENSITIVE
¢ []Ceiling Sag / Deflection: Inspect sheetrock ceilings below second-story leaks. Clean water (Category 1) from broken supply lines deteriorates rapidly based on
If sagging or pillowed with water weight, pierce center with screwdriver into temperature and organic contact:

bucket to relieve load before catastrophic collapse.

o [] Electrical Panels & Outlets: If water entered subpanel, outlets, or light fixtures,
switch off circuit breakers at main panel.

e [] HVAC System: Shut off forced-air furnace/AC to prevent spreading moisture,
humidity, and microbial spores throughout un-wetted zones.

o []Slippery Surfaces: Place warning cones and layout plastic/runners on wet 24 - 48 Hours
vinyl, hardwood, or polished tile surfaces.

Time Elapsed

0 - 24 Hours

>48-72
Hours

Category 1 (Clean)

Resulting Category Carpet / Pad Impact

Carpet & cushion salvageable if

extracted.
Cat1 - Cat2 Cushion replacement likely; carpet
Degradation borderline.

Category 2 or Category  Total removal mandatory. Microbial risk
3

high.

*Page standard: Elapsed time from discovery to call directly determines category, PPE, and

) . . scope.
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