Hurricane lan Update

Jay Adams, Chief Claims Officer

Christine Ashburn, Chief Communications,
Legislative & External Affairs

Jeremy Pope, VP Customer Experience
Kelly Booten, Chief Operating Officer
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Citizens Actions Prior To Landfall

AActivated the following
ACitizens Catastrophe Plan
ACall Centers for First Notice of Loss
AlIndependent Adjuster Firms

ABinding restriction went into effect 9-25-22

APre-storm press release advising policyholders how to contact
Citizens

AEmail communications sent directly to potentially impacted
policyholders
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Hurricane lan Catastrophe Response

AMCM Non Catastrophe Team

A Assigned claims up to capacity for immediate contact, inspection and
settlement

ADesk Adjuster Teams

A Independent Adjuster Resolution Unit (supplements & re-opens, and
phone unit)

AFast Track Team

A Independent Adjusters handling low severity claims in a Desk Adjuster
model

ALitigation Adjusters

A Worked extended hours and weekends to process completed claims on
behalf of the Desk Adjuster Teams
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Hurricane lan Catastrophe Response

ACAT Field Adjusters

A Independent Adjusters deployed to the field to contact, inspect, scope and
estimate damages

ASanibel Specialty Team

A Independent Adjusters handling all Sanibel claims in a Desk Adjuster
model

AMobile Home Specialty Team

A Independent Adjusters handling all Mobile Home claim in a Desk Adjuster
model

ALarge Loss Field Adjusters

A Independent Adjusters deployed to contact, inspect, scope and estimate
structural damage and surge claims
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Technology Deployed

ATechnology is leveraged to increase productivity and cycle times
APost event aerial imagery used to evaluate and verify damages

AGIC Damage Assessment tool provided an estimated amount of damage
between the pre and post imagery

APublic website information such as County Building information and Real
Estate sites to determine home finishings and square foot estimates
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Independent Resources Deployed

Number Resources Deployed

Cat Field 739
MCM Desk 558
Fast Track 189
Large Loss 107
Mobile Home 20
Sanibel 17
Commercial Desk 15
Commercial Field 14

Note: Total Independent Adjuster Resources Deployed was 1,829 ((C
ITIZENS
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Hurricane lan Metrics

lan Claims Summary Total Commercial Personal

New Claims 50,605 50,305
Closed Claims 3,649 76 3,573

% Closed 7% 23% 7%
Indemnity Paid $71,899,418 $19,185,592 $52,713,826
Expense Paid $1,188,698 $81,933 $1,106,765
Total Incurred $514,039,706 $44,891,994 $469,147,713
% Submitted by Self 78% 40% 78%

% Submitted by Rep 6% 3% 6%

% Submitted by Other 17% 51% 17%

% Storm Surge 5% 44% 5%

% AOB 2% 2%

Note: Data as of 10-24-22
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Governor Issues Emergency Order

A Executive Orders 22-218 and 22-219 issued for the entire state of Florida

ACitizens entered the following Emergency Contracts under these orders
AlIndependent Adjusting Services
ALarson Claims Services
APeak Claims Group
ARenfroe & Co., Inc
ABarrett Claims Management
APilot Catastrophe Services, Inc
AAerial Imagery Damage Assessment
AExpanded services under current GIC contract

Page 9 ((CITIZENS

RRRRRRRRRRRRRRRRRRRRRRRRRR



Claims Service Vehicle Deployments

A Claim specific vehicles for
command, control, and
training of field adjusters

A Creates hot spot for
Independent Adjusters for
Internet connectivity
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Pre-Storm Communications

Employee’ Agent and POIiCyhOIder Employees Urged to Get Ready for Hurricane lan

September 26, 2022

Information

Citizens employees are familiar with this call to action used to alert policyholders of an upcoming storm, but it’s easy
to forget 1o take our own advice as Hurricane lan races toward Florida.

With lan expected to make landfall as a hurricane later this week somewhere along Florida’s Gulf Coast, Citizens

A Preparation emails and information sent in advance of
the storm to employees, agents and policyholders. el "O°r Peates Betn

Employees can manitor catz
Emergency Network. FPREN

{ Bullsting

ent Updates / Agent Updates Bulletin

A Topics included home preparation tips, notification of =" | o
binding suspension and information to help agents Preparation for Hurricane lan
prepare for C|a|mS September 26, 2022

As Hurricane lan approaches, Citizens hopes your family stays safe and that your property

remains undamaged. Even if the storm doesn’t make landfall in your area, many areas outside of
the forecast cone could experience tropical storm-force winds, rain and storm surge. Citizens is

A Internal website articles urging employees to prepare. -

potentially affected areas with an email
solicy assumed and those without wind

nts on our website to help you answer
1is type of event. These documents are

Hurricane lan:
Citizens Is Ready to Help

1 Aid's sections on the Training page of

September 26, 2022 ‘icane resources for you and your
As Hurricane lan approaches, we hope your family stays safe and that

your property remains undamaged. Even if the storm doesn’t make

landfall in your area, many areas outside of the forecast cone could

experience hurricane- and tropical storm-force winds, rain and storm @

surge. Two of the best ways to help prevent storm damage is to close
your storm shutters if you have them and stay tuned to and obey all local ",
and state advisories for your area. C itizens |5

Citizens is here for you if your property does experience damage. The eCI y
important information below will assist you in reporting a claim and with

our claims process. Our goal is to get you on the road to recovery after a
storm

Report a Loss
As soon as you become aware of or suspect any damage from the storm, report it to Citizens (
Page 11 CI I IZENS

PROPERTY INSURANCE CORPORATION




Pre-Storm Communications

CITIZENS PROPERTY INSURANCE CORPORATION

2101 MARYLAND CIRCLE \((

TALLAHASSEE, FLORIDA 32303-1001 C
ITIZENS

TELEPHONE: (850) 504-4300 FAX: (850) 575-1878 PROPERTY INSURANCE CORY

FOR IMMEDIATE RELEASE
September 26, 2022

Contact: Michael Peltier
850.264.7702 (cell)

Citizens Is Ready for Hurricane lan. Are You?

TALLAHASSEE, FL - Citizens Property Insurance Corporation is urging policyholders and all
others to take precautions to protect themselves and their families as Hurricane lan threatens
devastating winds, heavy rains, storm surge and flooding across Florida.

As Citizens ramps up its own preparation and response efforts, now is the time for all
policyholders to prepare for the potential impact of lan, which is expected to intensify into a
potentially major hurricane threatening Florida’s Gulf Coast.

“As Hurricane lan approaches, our longstanding and newer policyholders must take steps to
ensure their personal safety,” said Barry Gilway, Citizens President, CEO and Executive
Director. “Follow instructions of local emergency management agencies. Citizens is preparing
all of its internal and external resources to be there when you need us.”

"As Hurricane lan approaches, our
longstanding and newer policyholders
must take steps to ensure their
personal safety. Follow instructions

of local emergency management
agencies. Citizens is preparing all of
its internal and external resources to
be there when you need us.”

Barry Gilway

Citizens President/CEO and Executive Director

Legislative Outreach

A Emails sent to district legislative offices in the path of the

storm.

Press and Media Coverage

A Pre-storm press release sent on Sept. 26 to encourage

preparations ACiti zens

| s ReE

A Radio messaging on the Florida Public Radio Emergency
Network (FPREN) public service announcements about

storm prep.
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Pre-Storm Communications

: . —
Social Media STAY CONNECTED
A Continuous social media QR  Coll Ciizons Fist
coverage several days prior to : , -
landfall

A Topics included hurricane prep
tips, contact information,
coverage reviews, etc.

N Crmzens {

Website/Graphics Updates

A Dozens of updates to the external
website, including posting
informational banners, storm prep
tips, preparing the recovery
resources webpage, tc.

A
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