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IT

Vision
We will relentlessly drive value to our customers 
through highly engaged, responsive and customer 
service-oriented IT workforce.

Mission

We provide and support secure, reliable and 
dependable technology infrastructure, and deliver 
high quality business solutions and data analytics 
to our internal and external customers.

We serve the people of Florida as 
the state’s insurer of last resort, and 
as an innovative thought leader 
focused on promoting a healthy 
property insurance market.

C
or

po
ra

te

We strive to promote access, 
stabilization, and market 
competitiveness for Florida 
consumers, carriers, investors, and 
the overall property insurance 
industry.

Vision

Mission

IT Vision and Mission



Page 3

Strategic Plan

InfoTech research was used as the baseline for the IT Strategic Plan.

Business Goals

IT Principles Technology 
Trends

Business 
Initiatives

IT Strategic Plan

Business & IT Capabilities

Enterprise 
Risks
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Business Goals

Promote depopulation 
and optimize access to 

private-market coverage 
for Citizens’ applicants 

and policyholders.

Depopulation Customer 
Experience

Emergency 
Assessments

Understand and 
enhance the customer 
experience by soliciting 

feedback, gauging 
satisfaction, and 

optimizing service 
capabilities and 

touchpoints. 

Reduce or eliminate the 
risk of emergency 
assessments for 

Citizens’ policyholders 
and all potentially 
impacted Florida 

policyholders.
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Business Capabilities

Bu
sin

es
s C

ap
ab

ili
tie

s
Depopulation Customer 

Experience
Emergency 

Assessments

Market Forecasting

Market Access & 
Integration

Customer Market 
Placement

Policy Administration & 
Underwriting

Agency Administration

Customer Outreach & 
Education

Regulatory Compliance

Omnichannel Support & 
Self-Service

Customer Feedback 
Management

Customer Journey Mapping 
& Optimization

Claims Processing & 
Resolution

Service Quality Monitoring 
& Improvement

Complaint Management & 
Resolution

Risk Assessment & Analysis

Product Development

Claims Management 
Optimization

Financial Risk Management

Reinsurance Management

Customer Preference 
Management

Catastrophe Modeling & 
Forecasting

Reserve Planning
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IT Goals

Operational  
Excellence Reduced Risk

Run business operations 
with cost optimized,  

resilient, compliant and 
risk mitigated technical 

infrastructure.

Protect IT systems and 
infrastructure against 

security threats. 
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IT Guiding Principles

1 6

2 5

3 4

We operate in compliance with 
all applicable laws and 
regulations

Compliance

The degree of IT governance is 
balanced with risk and value.

Governance

IT investments are fiscally 
prudent and compliant with 
procurement rules

Fiscal Prudence

IT strategies, decisions and 
actions will align with Citizens 

Strategic Plan

Alignment

IT collaborates with the key 
technical and business stake 

holders in decision making

Collaboration

IT aims to provide maximum long-term benefits 
to the enterprise while optimizing total cost of 

ownership

Enterprise Value Focus

IT 
Principles
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Enterprise Strategic Risks
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Technology Trends

InfoTech Tech Trends - 2024

Emerging
• Artificial Intelligence
• Robotic Process Intelligence 

(RPA) or Intelligent Process 
Automation (IPA)

Transformative
• Cloud Computing
• Cybersecurity solutions
• Application Programming 

interfaces (APIs)
• Data Management Solutions
• No-code/Low-code 

PlatformsGrowing Investment

Niche
• Internet of Things (IoT)
• Drones
• Mixed Reality
• Blockchain
• Quantum Computing
• Private Cellular (LTE or SG)

Entrenched
• On-premises Servers

Not Growing Investment

Datos Top Tech Priorities for 
Personal Lines Carriers - 2024

• Agent and Customer Access
o Customer portals (low code/no-code tools)
o Mobile and Omnichannel functionality
o Multi-factor authentication (MFA) for producers and 

policyholders
• BI, Analytics, and Artificial Intelligence (AI)

o Data governance and quality
o Third party data
o Analytics inventory and model management

• Policy Administration and Rating Systems
o Flexible Product Development
o Automation to shorten cycle times
o AI for underwriting

• Billing Systems
o Mobile inquiry and payment processing

• Claims Systems
o AI for efficiency and fraud detection/prevention
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IT Capabilities and Domains

 An IT Capability is a specific ability or competency that the IT department possesses, enabling it to 
support and enhance business operations. These capabilities encompass the skills, processes, 
technologies, and resources that IT provides to help an organization achieve its business goals and 
deliver value.

 A Capability Domain is a high-level categorization of related capabilities within an organization, typically 
grouped by function or strategic purpose. Each domain encompasses multiple individual capabilities that 
collectively contribute to the achievement of specific business or IT objectives.

Strategic Planning People and Resources Architecture and Planning Infrastructure and Operations

Service Delivery Application Delivery Data and Business Intelligence Security & Risk

Citizens IT Capability Domains

*IT Capability Domain to IT Capabilities are listed in Appendix D.
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Aligning Business Goals with IT Strategies

Operational 
Excellence

Depopulation

Business 
Capabilities

Customer 
Experience

Emergency 
Assessments

Reduced Risk

Business 
Capabilities

IT 
Capabilities

Multiple 
Initiatives

Multiple 
Initiatives

Multiple 
Initiatives

Multiple 
Initiatives

Multiple 
Initiatives

IT 
Capabilities

IT 
Capabilities

IT 
Capabilities

Data Warehouse 
Modernization Real-time Data Access

IT Service Management

Storage Modernization

Virtual Desktops

Artificial Intelligence 
Strategy

Low Code Business 
Apps

Data Loss Prevention 
(DLP)

IT Talent Strategy

Network Modernization

Backup & Data 
Protection

RPA for Process 
Automation

Cyber Threat Resilience

Technical Debt 
Mitigation

Bu
sin

es
s G

oa
ls

IT
 G

oa
ls

Key Initiatives IT Strategies
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Appendices

The following slides provide supplementary information that supports the main presentation.

 Appendix A: Business Capabilities to IT Capability Domain Mapping

 Appendix B: IT Strategy-on-a-Page Example

 Appendix C:
 Depopulation Related IT Strategies

 Customer Experience Related IT Strategies

 Emergency Assessments Related IT Strategies

 Operational Excellence Related IT Strategies

 Reduced Risk Related IT Strategies

 Appendix D: IT Capabilities

 Appendix E: Glossary of Terms
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Appendix A: Business Capabilities to IT Capability Domain Mapping
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Appendix C:  Depopulation Related IT Strategies

Appendices Main

Key Business 
Initiatives

Loss History 
Reporting

IT StrategiesBusiness Goal

Depopulation
IT Capabilities

Citizens 
Reimagined *

Exposure 
Reduction Program 

*

Business 
Capabilities

Data Warehouse Modernization

Purpose: An elastic, scalable, homogeneous 
platform to provision optimized and effective 
datasets for reporting –communities – Multiple 
options, right size, fit and cost

Owner: Derick Leonard
Assigned EA: Neil Sanford



Page 16

Appendix C:  Customer Experience Related IT Strategies

Appendices Main

Key Business Initiatives

Adjusting 
Services

BPO Call 
Center Services

Business Goal

Customer 
Experience

IT 
Capabilities

Claims 
Correspondence

Digital 
Accessibility

IAM/IGA

Quality 
Management 

Solution

UCaaS/CCaaS

CBIS

Claims 
Damage 
Report 

Automation *

Claims 
Quality 

Assurance 
Software *

Property Loss 
Estimation 
Software *

Business 
Capabilities

IT Service Management

Purpose: Create a synergy 
between technology and business 
operations by prioritizing 
customer needs and aligning IT 
services with the overarching 
organizational strategy.

Owner: Ian Kobler
Assigned EA: Eric Russell

Owner: Ravi Tadiparthi
Assigned EA: Sean Best

Real-time Data Access

Purpose:  Strategy to promote 
and streamline different 
stakeholder needs for Real or 
Near-Real time data from 
applications

IT Services 
and Help 

Desk
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Appendix C:  Emergency Assessments Related to IT Strategies

Appendices Main

Key Business Initiatives IT StrategiesBusiness Goal

IT 
Capabilities

Business 
Capabilities

Emergency 
Assessments

Annual Form 
Changes

ELMS

Location Data 
Subscription & 
GIS Services

Replacement Cost 
Estimating 
Services

Reinsurance 
Management 

Software

Robotics Process 
Automation (RPA)

Purpose:  Streamline 
operations, increase 
efficiency, and reduce manual 
workload by implementing 
automated processes across 
the organization. 

Owner: Ravi Tadiparthi
Assigned EA: Jon Lessig
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Appendix C:  Operational Excellence Related IT Strategies

Appendices Main

Key IT Initiatives IT StrategiesIT Goal

Operational 
Excellence

Supports 
Multiple

IT 
Capabilities

IT 
Capabilities

IT 
C

apabilities

Artificial Intelligence

Purpose: A roadmap for 
integrating AI into an 
organization's operations, 
aligning it with broader 
business goals and 
automation initiatives.

Owner: Chris Jobczynski
Assigned EA: Mike Barksdale

Virtual Desktop

Purpose: Enhance workforce 
flexibility, improve security, 
and streamline IT 
management by implementing 
a robust, scalable, and user-
friendly virtual desktop 
infrastructure (VDI). 

Owner: Sudheer Kondabrolu
Assigned EA: Ben Varnes

Backup & Data Protection

Purpose: Ensure the integrity, 
availability, and security of our 
critical data by implementing 
comprehensive backup 
solutions and robust data 
protection measures. 

Owner: Sudheer Kondabrolu
Assigned EA: Ben Varnes

Storage Modernization

Purpose: Enhance data 
management capabilities, 
improve performance, and 
reduce costs by adopting 
advanced storage 
technologies and solutions. 

Owner: Sudheer Kondabrolu
Assigned EA: Ben Varnes

Network Modernization

Purpose: Enhance 
connectivity, improve 
performance, and ensure 
security by adopting advanced 
networking technologies and 
solutions. 

Owner: Sudheer Kondabrolu
Assigned EA: Ben Varnes
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Appendix C:  Reduced Risk Related to IT Strategies

Appendices Main

Key IT Initiatives IT StrategiesIT Goal

Robotics Process Automation 
(RPA)

Purpose: 

Network Modernization

Purpose: 

IT 
Capabilities

IT 
Capabilities

Reduced 
Risk

Supports 
Multiple

Data Loss Prevention (DLP)

Purpose: Stop data from being 
used or stored where it should 
not. DLP is the last line of 
defense against a data breach 
when all other measures have 
failed.

Technical Debt Mitigation

Purpose: Systematically 
identify, prioritize, and address 
technical debt to improve 
operational efficiency and 
quality thereby reducing risks 
and maintenance costs.

Cyber Threat Resilience

Purpose: Validate IT Security 
controls are working to ensure 
the integrity of Citizens’ 
systems and data.

Low Code Business Applications

Purpose: Streamline the 
development process, reduce 
dependency on traditional coding, 
and enable rapid delivery of high-
quality applications that meet the 
organization’s evolving needs.

Owner: Sudheer Kondabrolu
Assigned EA: Eric Russell

Owner: Ravi Tadiparthi
Assigned EA: Yuliya Rogatcheva

Owner: Chris Jobczynski
Assigned EA: Eric Russell

Owner: Arihant Jain
Assigned EA: Andria Barber

IT Service Management

Purpose: 

Multi Sourcing Strategy

Purpose: Optimize costs, enhance 
flexibility, and access specialized 
expertise by diversifying our sourcing 
of IT personnel. This strategy aims to 
augment internal talent to meet the 
organization's evolving IT needs.

Owner: Ravi Tadiparthi
Assigned EA: Kamal Yuvaraj

IT 
C

apabilities
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Appendix D: IT Capabilities

Strategic Planning

People and Resources

Architecture and Planning

Infrastructure and Operations

Service Delivery

Application Delivery

Data and Business Intelligence

Security & Risk

• IT Governance
• IT Management and Policies

• Strategic Planning
• Performance Management

• R&D and Innovation
• Stakeholder Relations

• Strategic Communications
• People Resource Mgmt.

• IT Training
• Workforce Strategy Planning

• Financial / Budget Mgmt.
• IT Knowledge Mgmt.

• Enterprise Arch.
• Business Arch.

• Solutions Arch.
• Technology Arch.

• Data Arch.
• Security Arch.

• Arch. Governance Mgmt.
• Implementation Planning

• Availability and Capacity Mgmt.
• IT Asset Management

• IT Asset Deployment
• Configuration Mgmt.

• Cloud Orchestration
• Network & Infr. Mgmt.

• Infr. Portfolio Strategy

• IT Change Mgmt.
• Service Desk Mgmt.

• Incident Mgmt.
• Problem Mgmt.

• Service Enhancement
• Operations Mgmt.

• Release Mgmt.

• App. Lifecycle Mgmt.
• Systems Integration

• App. Development.
• App. Maintenance

• UX
• QA/UAT

• Intel. Automation Mgmt.
• Tech Debt Mgmt.

• CI/CD
• AI Mgmt.

• Analytics & Reporting
• Data Quality Mgmt.

• Ent. Content Mgmt.
• Inform. Governance

• Data Strategy
• Data Integration

• Inform. Lifecycle Mgmt.
• Inform Self-Service

• Security Strategy
• Risk Mgmt.

• Compliance Mgmt.
• Security Mgmt.

• Resp/Recovery Mgmt.
• Cyber Threat Intel.

• Controls & Audit.
• Security/Access Admin.

• Data Protection
• Physical/IT Security
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Appendix E:  Glossary of Terms

Appendices Main
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