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Current Agent and Agency Counts vs. YE 2023
Jul-24 Dec-23 Net Change

Agencies 6,030 6,080 (50)
Agents 12,561 12,272 289
LCRs 3,230 3,098 141

Agency Segmentation

Tiers
Jul-24 Dec-23

Total 
Agencies Total PIF % of Overall 

PIF
Total 

Agencies Total PIF % of Overall 
PIF

Tier 1 (2,000+ PIF) 53 308,212 25.0% 56 308,937 23.7%
Tier 2 (500-1,999 PIF) 465 394,780 32,0% 469 391,074 32.0%
Tier 3 (200-499 PIF) 969 304,332 24,7% 954 300,694 25.3%
Tier 4 (50-199 PIF) 1,719 187,731 15.2% 1,734 191,059 15.8%
Tier 5 (49 or less PIF) 2,257 37,106 3.0% 2,272 36,954 3.2%
Tier 6 (0 PIF) 568 0 0.0% 595 0 0.0%

Current Tricounty Agent and Agency Counts vs. YE 2023
May-24 Dec-23 Net Change

Agencies 2,453 2,465 (11)
Agents 4,459 4,295 164
LCRs 1,095 1,066 29

Note: 48% of Citizens agencies have fewer than 50 policies in force.

Data as of 
7/31/2024

Current Agent and Agency Counts



Annual Performance Violation Summaries

Year Total 
Submissions

Annual PV 
Total

% Total 
Submissions w/ 

PV
Ineligible Risk Uninsurable 

Risk

Premium on 
Unbound / PFC 

Contract Missing

Incorrect Credits / 
Missing Signatures

2019 89,873 7,222 8% 65 1,163 105 4,538
2020 178,812 10,135 6% 147 2,068 66 6,437
2021 391,604 19,830 5% 268 4,370 53 12,813
2022 613,559 12,430 2% 140 3,424 62 7,601
2023 576,229 18,147 3% 615 13,295 83 4,154
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Performance Violation Key
Ineligible Risk Submitting insufficient documentation to establish that the risk meets Citizens' eligibility requirement (no offer of 

coverage or the 20% rule)

Uninsurable Risk 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 or 
Failure to Provide Premium Finance 
Company Contract

The agent/agency posted a premium on an unbound new-business submission prior to Underwriting review and 
approval, regardless of the final determination of eligibility and/or insurability, or the premium finance company 
contract was not submitted with the new-business submission or policy renewal.

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

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.

Agents Under: 
1/31/24 7/31/24

Warning Notices 2,473 2,756
Suspensions 273 278
Terminations 0 0

Performance Violations (PV)
Program Update



2024 Monthly Performance Violation Counts

Month

Total 
Submissions

Monthly 
Total

% Total 
Submissions 

w/ PV
Ineligible Risk Uninsurable 

Risk

Premium on 
Unbound / PFC 

Contract Missing

Incorrect Credits / 
Missing Signatures

January 36,406 2,177 6% 1,170 523 6 478
February 37,797 2,777 7% 1,833 446 5 493
March 40,302 3,165 8% 2,276 355 7 527
April 42,550 2,745 6% 1,660 469 8 608
May 42,330 1,915 5% 1,060 347 4 504
June 37,119 1,510 4% 761 298 2 449
July 37,289 1,314 4% 582 306 3 423
August
September
October
November
December*
YTD Grand 
Total

273,793 15,603 5% 9,342 2,744 35 3,482
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Data as of 
7/30/2024

Performance Violations (PV)
Program Update
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Agents Under: 
1/31/24 7/31/24

Warning Notices 945 1,089
Suspensions 43 93
Terminations 0 0

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 

Submissions Alerts % Submissions 
w/ Alerts

Late 
Submissions

% Submissions 
w/ LSV

2019 89,873 15,626 17% 3,806 4%
2020 178,812 36,773 21% 899 1%
2021 391,604 81,399 21% 18,091 5%
2022 613,475 140,119 23% 19,644 3%
2023 576,229 144,194 25% 34,625 6%

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

Data as of 
7/30/2024

2024 Late-Submission Violation Counts

Month New 
Submissions Alerts % Submissions 

w/ Alerts
Late 

Submissions*
% New Submissions 

w/ LSV

January 36,406 8,517 23% 2,168 6%
February 37,797 8,413 22% 1,969 5%
March 40,302 9,961 25% 2,617 6%
April 42,550 9,757 23% 2,013 5%
May 42,330 7,137 17% 1,283 3%
June 37,119 9,049 24% 2,135 6%
July 37,289 10,526 14% 2,073 6%
August
September
October
November
December
YTD Grand Total 273,793 63,630 23% 14,258 5%



3+ Appointment Requirement 
Implementation
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Reduce the risk of consumers not being placed in the private market by increasing the 
number of appointments required to be appointed with Citizens.

Why

Version: Florida HB 1503 er, posted 3/14/2024 8:13 AM

HB 1503-01 Filed on 2/4/2024: Require agents to have at least 3 appointments to be eligible to write with Citizens



What is Happening:
New law will be Line of Authority (LoA) driven; the agent seeking appointment will be required to 
have three (3) appointments in each LoA they are trying to write with Citizens. 

What & Who

Commercial 
Non-ResidentialCommercial ResidentialPersonal Residential

Who is Impacted: 

Action Needed Definition Total Impacted 
Agents

Total Impacted 
PIF

Total Impacted 
Premium

No Change No impact to the agent; they already have the minimum required 
appointments for all LoA they have.

9,762 N/A N/A

Edit LoA Agent will potentially lose one or more LoA but be able to keep 
their Citizens appointment.

336 115 $1,895,715

Termination Agent will lose appointment with Citizens if they do not add more 
appointments. They will lose their book either through transfer to 
another full agent in their agency or to CIS.

432 7,890 $28,539,703

Totals 768 8,005 $30,435,418

.
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1,219 Impacted / 705 With PIF
1,082 Impacted / 621 With PIF
   372 Impacted / 224 With PIF

1,020 Impacted  / 85 With PIF
  925 Impacted /   70 With PIF
   473 Impacted /  25 With PIF

762 Impacted  / 89 With PIF
686 Impacted /  62 With PIF
488 Impacted /  44 With PIF

Data as of: 8/14/2024
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How

Post Campaign
Work with the AP to comply 
with the new requirement or 
move Books of Business 
(BoB) to compliant agents 
(see chart to right for details).

Communication Plan
Three separatepoints of  
communication between 

now and July, 1 (see chart 
below for details). 

Identify Impacted Agents
Identify the impacted 
agents and which 
category they fall into
(definitions on previous 
slide).

No. Dept. Date/When Type of Comm. Message Audience

1 CLEA @ 5/22-23 (or 
when able)

Agent Alert Launch campaign to notify affected agents what action is needed 
and when it is needed by, along with consequences of not 
complying.

• Impacted Full Agents.
• AP (consolidated list 

for agency)

2 CLEA @ 6/12 Agent Alert Reminder: Same message as #1. • Impacted Full Agents.
• AP (consolidated list 

for agency)

3 AFM 7/1 • Email
• Consultation

Engagement from AFM if the requirement is still not met, to make 
sure that those who are impacted understand. 

Impacted Full Agents.

No. Action
(Agent Administration)

1 Work with agency’s AP to: 
A. Transition BoB to another 

appointed agent in agency.
B. Obtain additional appointments 

for agents out of compliance.

2 If the agent out of compliance is the 
only Full Agent in the location, 
provide 30-days to sell BoB to 
another Citizens agent or obtain 
additional appointments.

3 If agent is unable to comply: Move 
BoB to CIS* for servicing.

* If original agent or a new agent appointed in 
their agency obtains proper number of 
appointments, they can request their BoB 
back, and we will move it. 



Agency and Agent Appointment 
Agreement Changes
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Governing Agreements

Agency 
Agreement

Agent
Appointment 
Agreement

• Establishes Primary Relationship

• Executed by Agency Principal

• Commissions Paid to Agency

• Establishes standards for 
compliance

• Establishes control of Citizens 
business

• Agency Required to Manage Agents

• Not required to be appointed by 
Citizens with DFS

• Establishes Secondary Relationship

• Executed by Full and Limited 
Agents (Producing 220’s/9044’s)

• Establishes standards for 
compliance

• Required by statute to appoint 
agents with DFS 



The changes being requested will allow Citizens to:

• Strengthen agency and agent adherence to Performance Standards

• Remove BOG approval process for Performance Standards changes

• Strengthen requirements to re-market Citizens Business

• Strengthen language on requirements to transfer CPIC Book

• Strengthen prohibition on credential sharing

• Establish requirement for Trust Accounts to segregate policyholder funds

• Prohibit assignment or transfer of any interest in Operating or Trust Accounts
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Agency and Agent Appointment 
Agreement Changes



The changes being requested will allow Citizens to:
 

• Establish ability to “offset, deny or recover” commissions

• Expand reasons for Administrative Terminations

• Modify grounds for Terminations for Cause

• Eliminate “Certified Mail” notice requirement

• Enhance requirements to compel agent cooperation with inquires and investigations

• Define rules on policy transfers to Citizens Insurance Services 

• Move all disputes with agencies and agents to DOAH

• Modify Indemnification between Agency/Agents and Citizens 
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Agency and Agent Appointment 
Agreement Changes



Agreement Section: Definitions
Applies To: Agency and Agent
Proposed Change: Define “Source of Truth” for Agent Performance Requirements

“Agent Discipline and Performance Standards Page” is the page that is accessible on the Agent 
Portal where the applicable agent discipline and performance standards materials are posted, 
including, but not limited to, any discipline or performance standards established pursuant to Sections 
I.D. and VII.J. of this Agreement.

"Agent Portal” means the website accessible to the Agent through the use of a unique credential, 
where the Agent Guidelines as well as the Agent Discipline and Performance Standards Page may be 
found and accessed.

Why: Agents are required to adhere to Underwriting guidelines, bulletins, alerts, etc. These documents 
are housed in various sections of the Agent portal. With this change we will be creating a specific page 
for Agents to refer to regarding performance standards and underwriting changes. 
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Agency and Agent Appointment 
Agreement Changes



C. Compliance with Citizens’ Requirements.  The Agency agrees to comply with the Agent 
Guidelines and all other materials posted on the Agent Portal, as may be amended from time to time. 
The Agency hereby acknowledges and agrees that the parties continued performance under this 
Agreement binds the Agency to any subsequent amendment to the Agent Guidelines or the materials 
posted on the Agent Portal. The Agency agrees to independently and routinely monitor the Agent Portal 
to ensure compliance with any subsequent amendments to the Agent Guidelines or agent discipline and 
performance standards. If the Agency does not agree to be bound by any subsequent amendment to 
the Agent Guidelines or agent discipline and performance standards, the Agency agrees to immediately 
terminate this Agreement pursuant to Section VI.B.1.

Why: Hold agents accountable to comply with and monitor performance standards

Page 16

Agency and Agent Appointment 
Agreement Changes

Agreement Section: II. General Requirements
Applies To: Agency and Agent
Proposed Change: Requires engagement with Agency and Agent guidelines posted on Agent 
Portal  



 

Why: Allow Citizens staff to respond to market, product and legislative changes by appropriately 
adjusting Performance Programs to ensure agents are complying with new requirements or standards. 
We can continue to work with the Agent Roundtable on impacts to agents and to provide visibility to 
MAAC on any changes. 
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Agency and Agent Appointment 
Agreement Changes

Agreement Section: I. Agreement 
Applies To: Agency and Agent
Proposed Change: Remove requirement for BOG approval and MAAC/ART input to 
changes to discipline programs and performance standards for agents and agencies 



 

Why: Prior language implied that presentation to the Clearinghouse was all that was required to meet the 
remarketing standard. Also, will allow us to require proof of remarketing efforts on lines of business not 
on Clearinghouse. 
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Agency and Agent Appointment 
Agreement Changes

Agreement Section: II. General Requirements
Applies To: Agency and Agent
Proposed Change: Better define requirement to present Citizens risks to private market



Why: Currently, Citizens is drawn into disputes of ownership on policies. This change will place the 
determination of ownership with the Agency Principal (AP), who will be the only one that can effectuate a 
book transfer. Any disputes will need resolution between agent and AP. 
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Agency and Agent Appointment 
Agreement Changes

Agreement Section: II. General Requirements 
Applies To:  Agent
Proposed Change: 

Strengthen language in regard 
to transfer of policies when an 
agent separates from an agency. 
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Agency and Agent Appointment 
Agreement Changes

Agreement Section: II. General Requirements 
Applies To:  Agency 
Proposed Change: 

Strengthen language in regard to 
transfer of policies when an agent 
separates from an agency. 

Why: Currently, Citizens is drawn into disputes of ownership on policies. This change will place the 
determination of ownership with the AP, who will be the only one that can effectuate a book transfer. Any 
disputes will need resolution between agent and AP. 
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Agency and Agent Appointment 
Agreement Changes

Agreement Section: III. Technology and Data Security Requirements
Applies To: Agency and Agent
Proposed Change: Strengthens language regarding Citizens system access and credential 
sharing 

Why: Given the increasing frequency of this issue, staff believes that including the prohibition on 
credential sharing in the Agreements would be more effective than simply addressing it in a Bulletin. This 
will strengthen the requirement and allow us to better enforce unauthorized access by 3rd parties 
facilitated by agents. 



 

Why: Allows us to take action on an agency/agent that does not have a Trust account established 
when a remittance issue arises. Addresses influx of UCC issues Citizens has been be subject to.
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Agency and Agent Appointment 
Agreement Changes

Agreement Section: IV. Operational Requirements
Applies To: Agency and Agent
Proposed Change: Requires that the agency maintain a Trust Account and its 
requirement for submitting funds timely to Citizens



 

Why: Current Agreements only allow us to withhold commissions. This change would give us the ability 
to recover (“clawback”) commissions if we have cause to do so. 
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Agency and Agent Appointment 
Agreement Changes

Agreement Section: V. Commissions
Applies To: Agency and Agent
Proposed Change: Establishes Citizens ability to Offset, Deny or Recover 
commissions on policies submitted outside of Citizens Guidelines or as permitted 
by law. 



 

Why: Current agreement requires “for cause” terminations for reasons that are administrative in nature, 
which delays compliance on administrative issues and increases burden on Citizens for notice and 
remedy.  
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Agency and Agent Appointment 
Agreement Changes

Agreement Section: VI. Suspension and Termination
Applies To: Agency and Agent
Proposed Change: Expand reasons for Administrative Terminations



 

Why: Current agreement establishes high burden which limits ability for Citizens to take action against 
agents/agencies when there is evidence of consumer harm or unethical activity.  
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Agency and Agent Appointment 
Agreement Changes

Agreement Section: VI. Suspension and Termination
Applies To: Agency and Agent
Proposed Change: Modifies grounds for Termination for Cause. Replaces “fraud and criminal 
misconduct” threshold with “breach of fiduciary responsibilities” or “lack of competency” as 
thresholds for action



Why: Allows for efficiency by only utilizing an electronic process.  Reduces costs for mailing and the 
administrative burden to Citizens.
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Agency and Agent Appointment 
Agreement Changes

Agreement Section: VI. Suspension and Termination 
Applies To: Agency and Agent
Proposed Change: Remove requirement to notify agent or agency of 
termination via Certified Mail 



Why: Currently agents and agencies are not compelled to respond to Citizens outside of a formal 
investigation of misconduct or a claim. Changes expand the agent’s/agency’s duty to respond to our 
requests and clarifies that Citizens is entitled to see the records in their original form. Also requires that a 
sworn, recorded statement be provided upon request.
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Agency and Agent Appointment 
Agreement Changes

Agreement Section: VI. Suspension and Termination
Applies To: Agency and Agent
Proposed Change: Enhance requirement to respond to requests for information 
outside of formal investigations and require sworn, recorded statements upon 
request



Why: Allows for Citizens to appoint a new agent in lieu of CIS servicing the policy indefinitely. Clarifies 
indemnification when business is transferred to CIS. Page 28

Agency and Agent Appointment 
Agreement Changes

Agreement Section: VII. General Terms and Conditions 
Applies To: Agency and Agent
Proposed Change: Define rules for transfers to Citizens Insurance Services  



 

Why: Allows for transparency and consistency in the appeals process. Eliminates need for outside 
arbitrators and improves efficiency of process. 
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Agency and Agent Appointment 
Agreement Changes

Agreement Section: VII. General Terms and Conditions
Applies To: Agency and Agent
Proposed Change: Move challenges to Agent/Agency discipline to DOAH. 



 

Why: Allows for transparency, consistency, and efficiency for any dispute related to the Agreement. 
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Agency and Agent Appointment 
Agreement Changes

Agreement Section: VII. General Terms and Conditions
Applies To: Agency and Agent
Proposed Change: Require arbitration at DOAH for any dispute related to the 
Agreement (except for appeals). 



 

Why: Language clarified to strengthen when agency/agent indemnifies Citizens, and to be consistent 
with changes to indemnification language in other contracts throughout Citizens.
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Agency and Agent Appointment 
Agreement Changes

Agreement Section: VII. General Terms and Conditions
Applies To: Agency and Agent
Proposed Change: Cleanup of indemnification language
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