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Current Agent and Agency Counts

Current Agent and Agency Counts vs. YE 2019

Jul-20 Dec-19 Net Change
Agencies 4,609 4,569 40
Agents 7,092 7,125 -33
LCRs 1,909 1,870 39

Current Tri-County Agent and Agency Counts vs. YE 2019

Jul-20 Dec-19 Net Change
Agencies 2,127 2,168 -41
Agents 3,044 2,863 181
LCRs 885 915 -30

Agency Segmentation
Jul-20

Total PIF

Dec-19
Total % of Overall
Agencies UL PIF

% of Overall
Agencies PIF

Total

Tier 1 (2,000+ PIF) 11 60,480 12.4% 10 56,092 12.7%
Tier 2 (500-1,999 PIF) 143 117,259 24.1% 126 99,423 22.5%
Tier 3 (200-499 PIF) 475 146,453 30.1% 428 129,539 29.3%
Tier 4 (50-199 PIF) 1,174 121,007 24.9% 1,119 116,269 26.3%
Tier 5 (49 or less PIF) 2,538 41,574 8.5% 2,585 40,879 9.2%
Tier 6 (0 PIF) 268 0 0.0% 301 0 0.0%

Note: 61% of Citizens agencies have fewer than 50 policies in force.
Data as of 7/31/20
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Citizens’ New-Business Trend (April to July 2019 Average vs. 2020)

Personal Residential Policy Types

New Business Policy Count by Policy Type
12,000
Avg Same 4 Months of 2018 Same 4 Months of 2020 =g HOMEOWNET
10,000 - - -
E 5,000 ==t Dwvelling
=]
L&
& 6,000 =t Condo
&
4,000 Mobile Home
2,000 - -
= el - === Tenant
i Avg Same % Change 4 Mo Avg 2019
Policy Type Months in '19 Apr '20 May '20 Jun '20 Jul '20 to 4 Mo Avg 2020
Homeowner 2,990 5,299 6,598 9,593 10,329 127%
Dwelling 1,340 1,876 2,108 2527 2,909 66%
Condo 1.339 1,483 1,573 2,093 2,435 99%
Mobile Home 1,061 1,013 915 1,122 1,131 -11%
Tenant 566 319 411 496 609 -13%
Total 7.296 9,990 11,605 15,831 17,413 82%
New Business Policy Count by Geographic Region
Avg Same 2020 Four
County/Regions Months in *19 Apr '20 May '20 Jun '20 Jul'20 Month Trend
South Florida 3,522 6,567 8,006 10,283 11,813 _
Tampa Bay Area 1,678 1,420 1,473 1,983 2,396 -
Southwest Florida 674 546 595 731 768 -
Monroe County 310 261 252 321 337 -
Qrlando Area 136 191 193 805 443 .
All Other Counties 976 1,005 1,086 1,708 1,656 _—
Total 7.296 9,990 11,605 15,831 17,413 _
(red dot indicates the peak in the frend line)

Note: June 2020 data includes policies from Capitol Preferred Cancellation ((
Consent Order 263348-20-CO except as noted. CITI ZENS
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Citizens’ New-Business Trend (April to July 2019 Average vs. 2020)

Personal Residential Policy Types

Homeowner/Dwelling New Business % of Policies by Coverage A Range
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Homeowner/Dwelling New Business % of Policies by Age of Home

25%
B Avg Same Months in 19 W Apr'20 mMay 20 HJun'20 Jul"20
£
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Note: June 2020 data includes policies from Capitol Preferred Cancellation ((
Consent Order 263348-20-CO except as noted. CITI ZENS
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Citizens’ New-Business Trend (April to July 2019 Average vs. 2020)

Personal Residential Policy Types

Homeowner - HO-3, HO-8, HW-2
Dwelling - DP-1 D, DP-3 D, DW-2
Condo - HO-G, HW-6, DP-1 C, DP-3 C
Mobile Home - MHO-3, MDP-1, MW-2, MD-1
Tenant - HO-4, HW-4, MHO-4, DP-1 T, DP-3 T

outlined in QIR Consent Order 263348-20-C0O.

Multi-Peril New Business Policy Count by Prior Insurer 400 policies in period)
600 In thizs 4 month period, 52% of new business policies had no prior
500 insurer identified; 5% have Citizens listed as the prior insurer
400 W Apr 20 B May '20 B Jun 20 Jul ‘20
T 300
S
200
g
= T FIFrr
’ g . 5 3 3 B |- 2 5 = E
] (] ] 5 2 g : (] - ] T
55 §5 §5 = gﬁ g8 & < £ 3§ 28 3¢ S gzs 5
T %i g ' 25 g £ 5 §F 03 iz &3 § gﬁg $3
& ) E ] - [T
" %2 s 5 L "8 8 9%
Notes:
1. Policy types are defined as follows: 2. Regions are defined by county boundary as follows:

South Florida - Broward, Miami-Dade, Palm Beach
Tampa Bay Area - Hemando, Hillshorough, Pasco, Pinellas
Crfando Area - Lake, Orange, Osceola, Seminole, Sumisr
Southwest Florida - Charlotte, Collier, Lee, Manates, Sarasoia
Monroe County - Monroe
All Other Counties - Remaining 49 Florida counties not otherwise grouped above

3. Prior Insurer list includes those with a multi-peril policy count greater than 400 in the current four month period; Citizens, "No Carmier Found"™null" values and wind only
policies are excluded from the graph. Wind only policies are excluded due to prior insurer information, specific to the current ex-wind policy or previous multi peril policy,
which can create misleading results. Excludes Capitol Preferred which was listed as the prior carrier for 1,272 policies as of June 30th resulting from policy cancellations

Note: June 2020 data includes policies from Capitol Preferred Cancellation \((
CITIZENS

Consent Order 263348-20-CO except as noted.
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myAgency

Improved Agent
Renewal Experience

Experience the convenience of a one-stop

Better Relationships
Enjoy enhanced personal support from

your field agency manager and agency
management representative; who will

fulfill your myAgency requests.

- [ ] [] ] & [-] T

i (e gt

How to Access = S
Agency principals and agency principal
designees can access myAgency via the
Agents website starting July 20.

Key Features
Find the information you need at your fingertips!
' Homepage: Locate and change agency and
contact details.
* Locations page: Add/update agency locations
Page 6 ;nd staff.

renewal process, with available online payments.

Track Your Request

See who is handling your request
and track its status.

Requests [12)

Al Sall Runcpra . Fot snnitlitgg Lo adinzn.

B AMS Traning Agency 2 Actve

Dashboard (Coming Soon)
Review PIFs, new-business submissions,
performance violations, claims and

commissions all on one page. ((
C
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Agents Website

Access Training page and Citizens Learning Center

Systems @ Payments ContactUs | MySites =

Agency Link
((V L @  Citizens Leaming Center

CITIZENS Personal Commercial Programs Trainiji i ency [Seech 0000000 ]Q

PROPERTY ENSURANCE CORPORATION e PAS
Knowledge Base
myAgency

Personal Commercial ricemer — Training
Wind-Only Eligibility

Policy writing and servicing resources Policy writing and servicing resources The latest training and job aids

i . W | | e/ -

Programs News myAgency

Citizens programs and initiatives Citizens news, Agent Advantage blog, Manage your relationship with Citizens

_ alerts and sociahmedia i \ A ~
e L NG e e pr—

_' i \ . - -

"'---i?‘v:ﬁ-. | S F N )\

Latest Bulletins Trending FAQs Did You Know?

PL: 2020 Form Changes 01.17.19 - PL: Roof Permits Acceptable for FBC PolicyCenter Enhancements: Required Documents

Credits and My Activities
CL: 2020 Form Updates

Job Aid: Personal Lines: Adding, Updating or eDocs Retirement

AU: Response to the Coronavirus Health Risk Removing the Mortgagee or Payor

AA: Citi I B i B Proof of Mailing Update
LR R SR R PR What roof replacement and condition documentation y
i Frequently Asked Questions (FAQ) Search

: is acceptable?
More Bulletins... —
’ . . . 4o raining Events
Job Aid: Personal Lines: New-Business Submission sl

Guide
“ More Tips...

What is an assignment of benefits?

More FAQs...



Agents Website

Training section

Training On Demand Education
» On Demand Education Agents / Training
» Live Education Citizens offers live and on demand training to educate our agents about our products and services. Check back often to learn about the latest training opportunities.
» Webinar Recordings Did you miss us? You can still catch up with all the latest news! Past webinars are available on the Webinar Recordings page.
» Personal Job Aids

» Commercial Job Aids On Demand Education

Details Duration Description

Title: Agent Performance Standards 21 minutes Citizens Agent Performance Standards were developed to ensure that pelicy submissions are
complete, accurate, and on time. In this module we’ll explain the rules that govern submissions and

1gents are successful in their appointment with Citizens.

Live Education

Launch Citizens Learning Center

Mo clzsses are scheduled =t this time. Please chack back regularly to view any upcoming training.

asis for your relationship with Citizens. This module will

) X )pointment agreement and what you need to be aware of
Webinar Recordings

ited Agent.
Duratlon Description Launch Citizens Learning Center
Title: Avoiding Performance and 1 hour * |llustrate the complexity of new business submizsion by providing an overview of the typical
Late Submission Viclation Citizans palicy lifecycle any and as such we operate differently. This first module
* Szt submission expectations by providing an everview of the Performance and Late Submission your introduction to who we are and what we do. This
Violations programs lum and give you context for the policies and procedures
® Discuss how to avoid the maost commen submission errors which result in a viclation ns.

Launch Citizens Learning Center

Launch Citizens Learning Center

Title: Commercizl Lines: Frocessing 1 hour 21 Processing New Business
i i i i & opportunity to assist policyholders with their claims.

New Business & Senicing the Policy minutes * Adding non-residential/multi-occupancy buildings s srp:cess :ﬁd i 'dez :Y fth the tovls:necessery to

I Ll you wi

#* Proof of updsates

« Szlecting payment information uss two Citizens” programs which can save your

non-weather water claim,

Servidng the Policy

Policy Changes Launch Citizens Learning Center

Effective dates

Changing 2 mailing addrass

* Appraisals
* Amending values house
* Uploading reguired documents ighouse

Processing cancellations
* Mavigating to different palicy tarms

Launch Citizens Learning Center

Launch Citizens Learning Center

Page 8 cess to customer information, and we have rules that
hap Sk, PP . PR T )




Citizens Learning Center

&y & coporatelprorycsod.comyuylms-eames-homedhomeliab, pece =

Hi DOUGLAS What would you like to learn
0 Completions
today?
0 Hours
Q 0 Badges
Your Subjects Add

You don't have ey subjects yet Add a few 1o get
better recommendations.

Your Languagels) ¥

Vour Playlists

0 0 0
Credted Followers Followed

Create New Playlist

Transcript Wiew

PAST DUE DUE 300N ASSIGMED / RO DUE
Dals

i B 1

Citizens Learning Clearinghouse: Mohile Homes Risks Avoiding
Center - Agent Getting Startec and the Performance a
Mew Agent On-Boarding
i Brogiess.  Duse in 21 tay
e . . o
AR, Cpen Cuniculum
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Citizens Essentials — Virtual Series

Register Now!
g Mewly appointed to Citizens?

Tired of wasting time on a submission that doesn’t get issued?
Frustrated with complicated eligibility requirements?
Keep getting system errors?
Mot sure what underwriting is asking for? ﬁ

Citizens Essentials Virtual Series:
Qualifying, Producing and Servicing for Success

In this series, we will explore both conceptual and procedural knowledge of Citizens, enabling agents and LCR's to confidently
generate and maintain error-free, eligible policies.

The Citizens Essentiols Virtua! Series will consist of six (8} one-hour sessions which take producers through the prequalifying, quoting and submission process, then address cormman
servicing, depopulation and renewal concerns. Sessions are open to all Citizens-appointed agents, LCRs, and Support Staff.

Session 1: Citizens Session 2: Success inthe | Session 3: Submission | Session 4: Servicing, Session 5: Commercial | Session 6: Commercial
Eligibility and Clearinghouse and Issuance in Depopulation and Lines Lines
Prequalification Avoid errors and frustrating PolicyCenter Renewals write Commercial Write Commercial Mon-
Understand Citizens’ do-overs in the Explore the basics of Make policy service aasy Residential with Residential with
unigue rolz in the market, | Clearinghouss. Leam to run policycenter submission with quick mortgagee confidence while reviewing | confidence while reviewing
then save time by accurate replacement costs and issuance. Leam to updates, coverage available coverages, available coverages,
establizhing elig = - on, Eligil:lil'r_t\_l,
prequalifying 21 [ DET(:) Time Session n and servicing.
to submission. e L o N

Tuesday, 9/15 10-11:30 a.m. 1: Citizens Eligibility and Prequalification

Thursday, 9/17  10-11:15a.m. 2: Success in the Clearinghouse

Tuesday, 9/22 10-11:15 a.m. 3: Submission and Issuance in PolicyCenter

Thursday, 9/24  10-11:15 a.m. 4: Servicing, Depopulation and Renewals

Tuesday, 9/29 10-11:15 a.m. 5: Commercial Residential Basics

Thursday, 10/1  10-11:15 a.m. 6: Commercial Non-Residential Basics

\((CITIZENS
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Performance Violations (PV)
Program Update

Binding Violation Key

Circumventing the Electronic
Document Submission Process

Uploading of any documentation that is incorrect, incomplete or unacceptable for the document indicated

Submitting insufficient documentation to establish that the risk meets Citizens' eligibility requirement (no
offer of coverage or the 15-percent rule)

Submitting an application for a risk that is uninsurable as defined in the Personal Residential Multi Peril
(PR-M) and Personal Residential Wind-Only (PR-W) manuals

Premium Posted on Unbound Risk | The agent/agency posted a premium on an unbound new-business submission prior to Underwriting review
or Failure to Provide Premium and approval, regardless of the final determination of eligibility and/or insurability, or the premium finance
Finance Company Contract company contract was not submitted with the new-business submission or policy renewal.

Ineligible Risk

Uninsurable Risk

The agent/agency applied one or more of the following without proper documentation and resulted in a
premium increase, or required signatures were missing:

* Documentation to support mitigation credits was not submitted, or insured signature was missing.

» Documentation to support protective device discount (i.e., alarm, sprinkler) was not submitted.

* Acceptable proof of prior insurance was not submitted.

* Insured or agent signature was missing on application.

Incorrect Application of Credits,
Discounts or Surcharges; or
Missing Signatures

Annual Performance Violation Summaries

Total Monthl % Total Circumventing Ineligible Uninsurable Incorrect Premium on
Year S .. Y Submissions Document g . Credits / Missing Unbound / PFC
ubmissions Total . . Risk Risk . ..
w/ PV Submission Signatures Contract Missing
2018 90,859 3,980 4% 975 87 827 2,075 31
2019 89,873 7,222 8% 1,335 65 1,163 4,538 105
Agents Under:
Warning Notices 886
Suspensions 100 \((
Terminations 0 C|T|ZENS
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Performance Violations (PV)
Program Update

2020 Monthly Performance Violation Counts

% Total Circumventing . . Incor_rect Premium on
Tc?tal_ L Submissions Document Inell_glble Umns_urable Cr_edl_ts/ Unbound / PFC
Submissions Total . Risk Risk Missing ..
w/ PV Submission Signatures Contract Missing
January 8,266 222 3% 30 1 44 143 4
February 8,424 458 5% 65 3 104 281 5
March 10,488 576 5% 86 6 106 373 5
April 11,327 627 6% 85 7 99 434 2
May 13,441 788 6% 122 3 136 522 5
June 18,481 945 5% 169 11 128 626 11
July 18,623 875 5% 134 26 167 542 6
August
September
October
November
December

YTD Grand

Total

Data as of 7/31/20
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Late-Submission Violations (LSV)

Program Update

Late-submission violations occur when all required documents are not submitted to Underwriting within 15
calendar days of the requested effective date on a bound-approved or bound-unapproved new-business
submission.

Citizens sends a Late Submission Alert for Required Documents activity six business days after the effective
date when required documents have not been uploaded or if upload has not been completed by selecting
the Submit button. This activity warns that a late-submission violation will be incurred if the agent takes no
action. A Late Submission Alert for Required Documents activity cannot be disputed.

Annual Late-Submission Violation Summaries

Year New Alerts % Submissions Late % Submissions
Submissions w/ Alerts Submissions w/ LSV
2018 90,859 15,493 17% 3,872 4%
2019 89,873 15,626 17% 3,806 4%
Warning Notices 179
Suspensions 7
Terminations 0

((CITIZENS
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Late-Submission Violations (LSV)
Program Update

2020 Late-Submission Violation Counts

Nfaw. Alerts % Submissions L.ate. % New Submissions

Submissions w/ Alerts Submissions* w/ LSV
January 8,266 1,277 15% 286 3%
February 8,424 1,322 16% 285 3%
March 10,488 1,820 17% 288 3%
April 11,327 2,083 18% 40 0%
May 13,441 2,274 17% 0 0%
June 18,481 3,150 17% 0 0%
July 18,623 3,483 19% 0 0%
August
September
October
November
December

YTD Grand Total 89,050 15,409

* All late submissions with a bound date of 3/1/20 and later (end date TBD) were marked as invalid due to COVID-19.

((CITIZENS
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Performance and Late-Submission Violations by County

Page 15

YTD Performance Violations by County

oRemainder of the State
OBROWARD
oMIAMI-DADE

oPALM BEACH

Data as of 7/31/19
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Agent Outreach 2020

| | |
Agent Round Table | Agent Assn. | Webinar | Webinar
Meetings : Citizens E§sent|als & | Citizens Sponsored . Agent Association Sponsored
I Convention Booth I I “Power Hour”
Improving the L Performance/Late- "
Agent/Customer I Quality Submissions I Submission Violations | Citizens Updates
Experience | | (A=) |
. Product Guides . Clearinghouse: . Breaking News
" o | ] | Mobile Homes (CMH) | !
Citizens Initiatives . . : .
I What's New at Citizens [l BIPIP (FS or CP) I
Feedback I Staff Interaction/ I |
. . myAgency (MA) . Support Offerings ‘
[ ! (@FAN I ! I !
| | |
! . TS E N T - T T T
January 28 w PL ( I February 20 BLAAIA Class 80 I February 27 2 p.m. PVILSV 86 | May 29 FAIA 150
March 5 L PL J i i March 17 10 a.m. CMH 168 i June 25 NAIFA - Florida 92
April 1 w PL J . . March192p.m. CMH 120 July9 LAAIA 33
June 2 w PL v’ | | March242pm. FS 184 | August13 PIA of Florida 17
July 28 w cL J " - March 26 2 p.m. PVILSV 31 "  September 8 LAAIA
September 1 w PL { I I May 28 2 p.m. PV/LSV 612 I October 23 FAIA
December 10 w PL I [ June 10 3 p.m. CP 80 | November 18 NAIFA - Florida
- . June 25 2 p.m. PV/LSV 253 = December 8 LAAIA
L = Live (In-P
W= xZé_Eo,f}f;Zﬂ)ce | I Juyt6&221082pm. MA 590 |
PL = Personal Lines " " -
CL = Commercial Lines | | July 302 p.m. PVILSV 128 |
. . August272pm. PVILSV . ((
Notes: All future dates are tentative and | | | \ C
subject to change. Last update: 8/18/2020. ITIZEN S
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