
A Consumer Guide on 
Restoration Companies

Your home has been damaged by water from 
a leak or a fire. How are you going to address 
the problem in your home?

Restoration companies are usually the first 
responders following significant damage to 
a home from floods and fires, water dam-
age, sewage backup, and other major events. 
The job of  a restoration company is to clean 
up the mess and to preserve and protect the 
home and its contents so that further damage 
will not occur.

Restoration companies do not repair your 
home unless they are licensed to do home 
improvements by the state and have a sep-
arate contract with you for home repairs.

The Step-by-Step Process 

1. After the major catastrophe, place a call to 
your insurance agent or other representative. 

2. The insurance company will typically provide 
you with information about restoration com-
panies who will remove the water or other 
contamination. Most insurance adjusters and 
claim representatives are familiar with the 
restoration companies available in your com-
munity that can begin the clean up quickly. 
Even if your insurance company places the 
call to the restoration company, the resto-
ration company works for you! 
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3. Review your responsibilities under your insur-
ance policy for cleaning up the home to prevent 
additional damage. Discuss any questions you 
have about clean up with your insurance repre-
sentative or claim adjuster. 

4. When the restoration company arrives, thor-
oughly walk through your home with the resto-
ration company Representative and discuss the 
areas that need to be cleaned. Your insurance 
company adjuster or claim representative may 
recommend what and how your home should 
be cleaned; but in the end, it is your decision. If 
you have a camera, take pictures of the damage. 

5. After the restoration company evaluates the 
work and equipment needed to clean your 
home, they will provide you with a contract for 
their services. Read the contract to make sure all 
the services discussed are listed. You must sign 
this contract, before the restoration company 
will begin work on your home. If it is a claim 
covered by your homeowners insurance policy, 
most insurance claim settlements will cover 
the cost of the cleanup done by the restoration 
company. If your insurance claim is denied, 
your contract with the restoration company 
requires you to pay for their services. After 
signing, YOU ARE RESPONSIBLE for paying 
the restoration company for the work described, 
NOT your insurance company. 

6. Ask the restoration company for documentation 
showing drying progress and completion. In the 
weeks following the water damage, frequently 
inspect the areas where the restoration company 
worked to make certain no moisture or damp-
ness remain in your home. 

The Step-By-Step Process

REMEMBER:  

• You are not obligated to hire the restoration 
company called by your insurance Company. 
You may select any restoration company to do 
the cleanup, but the work must be done quick-
ly to prevent further damage to your home. 

• If you experience a problem with the services 
of the restoration company, you must take it 
up with the restoration company, NOT the 
insurance company. 

• Not all cleaning and restoration services that 
the restoration company provides are covered 
under your insurance policy.

The Institute of Inspection, Cleaning, and Resto-
ration Certification (IICRC) is a non-profit orga-
nization with certification programs and standards 
for the restoration industry. An IICRC-certified 
firm must demonstrate proof of insurance, main-
tain a written customer complaint policy with fol-
low-up on complaints, and provide education and 
training, leading to certification, for technicians. 
For more information, go to: https://iicrc.org/.

The Restoration Industry Association (RIA) is a 
trade association of cleaning and restoration pro-
fessionals offering education and training, technical 
support and several certifications for technicians. 
For more information, go to: http://www.resto-
rationindustry.org/.

Other websites referenced in this publication are 
for informational purposes and for your conve-
nience. The inclusion is not an endorsement by the 
Maryland Attorney General’s Office of the entity, 
site, or its contents.



After the Damage– 
Who Should 

Remove the Water? 

A Consumer Guide 
on Restoration 

Companies

Important Tips

• Choose a well-respected  
restoration company to clean 
your home

• Ask if  they are IICRC-certified 
(Institute of  Inspection, Cleaning, 
and Restoration Certification)

• Read the restoration company’s 
contract carefully and keep a copy.

• If  a problem occurs with the 
quality of  work, contact your 
restoration company. 
IMMEDIATELY!

• KNOW what your insurance 
policy requires you to do fol-
lowing a major loss! If  you have 
insurance coverage questions, ask 
your claims adjuster for answers 
in writing.

• Response time is crucial to pre-
venting further damage, including 
mold damage. Any delay can lead 
to a much more costly recovery, 
salvage, and reconstruction.

• Begin repairs to your home 
promptly following the clean-up 
services.

• Identify a good restoration com-
pany before you have an incident.
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