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Claims Committee Report

Chairman Kastroll will give a report at the March 3, 2021 Board of Governors meeting.
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Call Citizens First is a public education campaign encouraging customers to report claims as
soon as they become aware of or suspect damage. This message was adopted throughout

Citizens and is deeply woven throughout the communications shared with policyholders and
stakeholders.

Messaging touchpoints include:

Email

Agent bulletins

Press releases

Opinion Editorials

Media Kit

Social media

Industry conference presentations

Direct mail

Policy declarations packets

Radio

Television

Website

Citizens’ internal and external newsletters

Key examples of the creative assets used throughout the campaign can be found on the
following slides.
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In March 2016, mailers were sent to HO-3
866.411.2742 customers in Miami-Dade County a that

24/7 to report a claim
Llame

Call Citizens First

included a removable magnet for easy

reference when reporting a claim to
@ Call Citizens First @& Citizens. In May 2017, this magnet

Your safety is Citizens’ first priority. Make sure you and your family are safe postca rd WaS Se nt to H 0_3 Custome rs i n

and your property is secure. If your property is unsafe, do not try to enter your
home. You can report a claim to Citizens 24/7, even before you know the full

extent of damage. There is no cost to report a claim. Citizens will work with you B rowa rd a n d Pa I m Beach Cou nti eS .

to make sure any covered damage is repaired quickly and correctly.

Call Citizens First

Wate r o 2 haﬁiﬁ;ﬂ:’;ﬂﬁzﬂ o
= /;, wwwi.citizensfla.com
(@EEN; 866.41 1 .2742 [T I TN R A N TR K IR AR KR
Magnet Back of card

ATTENTION

Call Citizens First messaging continued in July 2016

through targeted postcards sent to HO-3, HO-6 and DP-3 Citizens Policyholders

Customers that aISO Contained importa nt Steps for making Call Citizens at 866.411.2742 as soon as you become
. aware of or suspect damage to your property. Recent
temporary repairs. Postcards went to all new and renewal policy changes affect payment for emergency measures
. and permanent repairs following a loss.
business through July 2017. -
emzens
Postcard
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Digital messaging included infographics for our
social media channels, web banners for Florida
Public Media partner sites during hurricane sea

and evergreen graphics to keep the message top of

mind for customers.

Comuniquese con
Citizens Primero

Call Citizens
First

Customers r:rl ;
report @ claim 2
with Citizens
Claims hotline

g6b.41 1 .2? 42
or online via

.tl

cy

Womzens Loz

Social Media cards

Reporting a Claim in Four Easy Steps

“Call Cainer Fiet t B6OAT1ZT4Z,  Your cloim sfntar
avallble 247 Call 43 3000 m youars  cameges. Befcrs the inspeciion
wors of or suspct damage.

kg amergeny repas

son,

. ppor o Wyour
ropairs (urm of wates, trp roof, atc.. e
5 -

mambers.

damaged contents sae for
et

+ Demage descrption

S M g Tt i K
W eppiatie

Yourl mceive » claim ersber s your
e e har saraes nfcerastian

Report Inspect Review Payment

Infographics

Custarmers can report a claim 24/7
with Citizarns” toll-free Claims hotlins

866.411.2742

Call Citizens
First

kf!"'cﬂgtﬁé

Web Banner
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Since 2016, policy declarations packets have been streamlined to call attention to
improvements to the customer-focused claims process. A Quick Start Guide was introduced to
be an initial touchpoint with customers and provide high-level policy information. Key message
points include an overview of packet documents, claims reporting information, and contact

information for Citizens and the agent of record.

Another popular update was the inclusion of a wallet-sized
policyholder identification card listing essential information
such as policy number, agent information and important
claims reporting details.

John Floridian \((c'

| 123 Main Street
Sunny, Florida 12345

Policy: 1234567
| Effective: 10/01/2015

ITIZENS Call Citizens First

866.411.2742
Available 24/7

www.citizensfla.com

| Annie Agent - Insurance ABC, Inc.
456 Flamingo Way

| Sunny, Florida 12345
800-555-1234

This card does not and is not intended to be evidence of property
insurance coverage. To verify coverage, please refer to your policy.

Policyholder ID Card

Declarations Packet Address Page

Page 5



((CITIZENS

PROPERTY INSURANCE CORPORATION

Call Citizens First is prominently featured on Citizens’ homepage and provides a central
location for all program information. This page has links to recent policy contract changes for
emergency measures and permanent repairs, a printable policyholder ID card, links to
educational brochures and direct access to frequently asked questions.

-

((C|T|§EN§ Insurance Clims Storms Learning News AboutUs [Em Ja \Q!IEEN§ N - —
Assignme nt r What you need to know.f about
of Benefits r S Water Claims

Learn what's changed
Spotlight

~ Call Citizens First

Call Citizens First Coronavirus

» Reporta Claim e cﬁang:"s affect payment for

‘emergency res and permanent repeirs following 2
» Catastrophe Claims. 55
» sinkhole Claims

» Aftera Loss

Homepage Call Citizens First web page
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In 2019, Citizens introduced email and/or direct mail messaging for new and renewal
customers that arrives shortly after policy binding. This touchpoint helps outline policy changes,
reinforces the ease of claim reporting, highlights resources available through myPolicy, and
reminds customers of their responsibilities following a loss.

((Q!IJE,EH§ T

Welcome to Citizens Property Insurance Cnvpnranun Citizensis 2 not-for-profit
We are committed to pr

customer senvice and helping oo understand you: Gizens palicy. Revew the

following inf

coverages, deductiles and it

Register for Manage myPolicy
Manage my?ol\(y(my?oh:y) i nlnesllsrvcs, gy mansgenmens

s torte payments. myPolcy currentl s avaiable only o pasons
Resdantil poltoholders. Regiter fof myPolcy st cizenslocom/mypolcy.

Call Citizens First

repair for
ftizens'toll-ree
chims hotiine or your agent as soon as you become aware of  loss and before.

. and there s o cost

Citizens Is Sociall

Find Ciizens on

ci
and correctly. Leam more-

Claims Hotline: 866.411.2742
Available 24 hours a day; 7 days a week, 365 days a year.

Assessments
if o

in which Citizens incurs significant losses. Your potential exposure is disclosed in
h

izens
Property Insurance
Corporation and on

policy with Citizens. Citizens is committed to
sevice o our custamers. Check your renewal

[y updates ta recent e events or property

fions or upgrades, other named insureds,

act information upates. The folowing quick tips
f your Ciizens palicy.

senica, palicy mansgemant tool esllad ryPoliey.
itinenafls, camm/mypolicy o visw poley detals,
payments online.

oo o2 you become aware of or suspeet any
 any emergency or permanent repairs puts you in
report a claim even before you know the full

ing and repair reuirements affect coverage for

<o paire you to make sure sny
storm preparechess tips, huickly and comectly. Learn more at
fene-frt.
s66.4112742

information and

your application. Learn more at www.citizensfla com/assessments.

Depopulation Choices and the Property Insurance Clearinghouse
In fow, Ci

= ! the private
market and reduce the risk of assessments for ll Foridians.

B
swcitizensfa.com

Policy Questions?

Contact your agent st
the telephone number

ucitizensfia.com/mypolicy
Available 24/7/365

fnt Repairs
pen anytime - ran o shine. When it does, you
fssional senice 1o protect and restore your most

mitted 1o providing cusiomer focused senvice to

tizens
policyholders. You can receive a takeout offer any time. If you receive an offer,
assessment

tisk. Learn more at www.citizensfla.com/depopulation.

bl Ctznsis thir ol hoce, e s the earnghouse o detemine
ether available for
Dahmes Learn more at wwwitizensla.com/clearinghouse.

our Customer Care
Center 3t 688,685,155

WELPNT 0217

9 &
I Citzens Fist a2 s00n a2 you becorne sware of or
berty. The poliey pr can affect payment for
fmanent repairsfollowing a loss.

ley Measures - After a covered lase, your paliey
fosanable ey e protect your
Image. Er

sures 1o

201 s, st 1300
Jre————

policyheldor osourcos at
Ve citzonsa.com

We're Here to Help
Contact your agent st
the tolephons rumbor
pravided on your
Declarations page or <all
G 242

5 secure your home and prevent futher

10 applies. Some policy types may provice limited
fose refer 1o your policy for informatian.

tenling
s R

eontctt

TR 7 20

e

From TDeReReph o zanslacom

petimbeiy

Registor for myFolicy

L —

our Cifzens Follcy 600071907 Has Renzaed
[T 2018 11 56 E3 A

3w

st

Call Citizens First

ra v e

s gy InsLrare:

ey cim, Yo £ vt 8 e 2o g e ke
por g 2

awarerey o

e e

5 e e g W »

A e AR A LR RS

o o i e o e o ol e
ncring rign st sl susrc uen e

e

Call Citizons First

et o e s et 55 e

Regor 8 GIRi: 8664112742
AcBlSElE 247065

Stop Assignment of Banefits Abuss

ADBabise 5,20 403 mebpage
Wara Here to Halp!

Contact Your Agent
M| E AEFHT

SpRR_pRT YA
AT TSLRAR

P Draae 123
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Stop Assignment of Beneflts Abuss
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AR e 00U 405 il

We're Hera ta Halp!

Contact Your Agent
SAPLE AGENT

New and Renewal

Welcome Letter Policy Emails
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To help further reinforce the Call Citizens First messaging, all educational brochures in
Citizens’ online learning library were updated to include consistent program branding.

Reporting a Claim in

Brochures

Using Citizens’
Managed Repair
Program

;Tiene que reportar un reclamo?
Primero llame a Citizens

866.411.2742

Reporte su reclamo por internet a través
de myPolicy en www.citizensfla.com,
las 24 horas del dia, los siete dias de

la semana.

Call Citizens First

866.411.2742

Report your claim online via
myPolicy at citizensfla.com

24 hours a day, seven days a week

All Citizens’ brochures are available in English and Spanish on our website. Visitors may view
brochures electronically or print for their use. Stakeholders may order printed copies sent
directly to their office by visiting www.citizensfla.com/brochures.
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Call Citizens First messaging was especially helpful after Hurricane Michael in 2018. Citizens
was able to maintain communication with customers without cable or internet service by
placing signs in heavily trafficked storm damaged areas. Their success, particularly in rural
locations, prompted an update to the enterprise catastrophe plan to include their deployment
in future storms.

epmzens

itizens First
call CRt a2
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In addition to timely claims reporting and providing information on policy contract changes, Call
Citizens First has helped raise awareness of other Citizens programs including assignment of
benefits (AOB) reform, the Managed Repair Program (MRP) and Fraud Awareness.

MRP Infographic

CITIZENS' CLAIM PROCESS USING THE
MANAGED REPAIR PROGRAM

F P
g o

Connzens

orms

((C'UEE."‘Q

than make calls.

tha
Report your claim online.

Water Damage

nnnnnnnn

Identify It. Report it. Help Stop It.
Insurance Fraud

Report Fraud

*00

ezl o lesraad,

Manuged Repsic whaw

Report a Claim

MRP web page

AAAA

Fraud Awareness
web page

Storms Learning News AboutUs [=d ]q

Assignment
of Benefits

Learn what's changed

Submit AOB Documents

Hew Do You Benefit From AOB Reform?
AOB Reform Protects Your Rights

rre v cancel 2

Mail or Delivery

g

o can sl o delver all required A0 documanssion o
tzers an

Fimely el

AOB web page
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Building on the success of Call Citizens First is a critical pillar in the strategy to further
increase awareness and participation in emergency water mitigation services and the
Managed Repair Program (MRP) and to ensure that Citizens receives timely first notice of
loss.

» The recent influx of new customers to Citizens’ book of business creates an opportune time
to send an updated magnet mailer to customers in key geographic regions of the state to
stay top of mind during potential claims reporting situations.

« Updated information such as information cards and digital assets will be shared with agents
in those same targeted areas for another messaging touchpoint.

» New infographics highlighting MRP success and potential customer testimonials developed
for our social media platforms also will help promote the availability of the MRP and
participation in emergency water mitigation services during applicable claims situations.
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