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Pre-Storm Communications

Employee, Agent, and Policyholder
Information

« Preparation texts, emails, and information
were sent to employees, agents, and
policyholders in advance of the storm.

« Text messaging encouraging storm monitoring and
preparation was sent to policyholders in counties
identified by Emergency Orders for Helene and

Milton.

« Topics included home preparation tips,
notification of binding suspension, and

information to help agents prepare for claims.
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As Helene approaches, Citizens hopes your family stays safe and your property
remains undamaged. Even if the storm doesn't make landfall in your location,
many areas outside of the forecast cone could experience tropical storm-force
winds, rain, and storm surge.
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Hurricane Milton: Citizens Is Ready to Help

October 7, 2024

As Milton approaches, we hope your family stays safe and that your property remains undamaged. Even if the storm doesn’t
make landfall in your location, 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 are to close your storm shutters if you have

them and stay tuned to and obey all local and state advisories for your area.

Reportaloss
As soon as you become aware of or suspect you have any damage from the storm, report it to Citizens as soon as possible using

any of the following options:

It's easy to complete your registration for myPolicy, select Register Now on the right side of the @
myPalicy page on our website. You will need to enter your name, pullcy number, the email

address on file with Citizens, and the property ZIP code.
Citizens s

Ready

« myPolicy, Citizens’ online policyholder self-service tool, provides a fast and easy way for claim
reporting via a computer or mobile device. Reg\strauon is necessary.

After logging in to myPolicy, select Claims in the light blue menu bar and then select File a
Claim

Additionallv vou can also view vour nol information and make
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Pre-Storm Communications

CITIZENS PROPERTY INSURANCE CORPORATION

Legislative Qutreach
D s o Cemzens

e G030 T « Emails sent to district legislative offices in the projected
FOR IMMEDIATE RELEASE path Of the Storm-

October 7, 2024

Contact: Michael Peltier
850.264.7702 (cell)

Citizens Urges Policyholders to Prepare for Hurricane Milton

.
TALLAHASSEE, FL — Citizens Property Insurance Corparation is urging palicyholders and other P r e S S a n d M e d I a ‘ O V e r a e
Florida residents to prepare as Hurricane Milton is forecast to make landfall Wednesday in the

Tampa Bay region and impact the I-4 corridor in Central Florida

Milton is expected to bring high winds, rain, and a significant storm surge to a waterlogged

region still recovering from Hurricane Helene, a Category 4 ,hurricane that came ashore o P re-sto rm p reSS re I eases Se nt to e n CO u rag e p re parati O n S :

September 26 and caused significant flooding along Florida's Gulf Coast.

%‘;\%Zn’cr%;s%rj%rsiomfweaw Citizens palicyholders and all Floridians to again prepare ° 11 Be P repa red fo r De bby”

officials, Citizend

To help our poii “We're asking storm-weary Citizens « “Citizens Is Ready for Hurricane Helene”

Ciivens ﬁ:;i"f} policyholders and all Floridians to again o . . .

fomerty s : prepare themselves for a major hurricane. » “Citizens Urges Policyholders to Prepare for Hurricane Milton”
Now is the time to prepare. Pay attention
and heed the advice of local emergency .

BN eans will be there to assist Radio messaging on the Florida Public Radio Emergency
B 1o passes.” Network (FPREN) included public service announcements

Tim Cerio

about storm prep and Citizens’ contact information.

Cenzens
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Pre-Storm Communications

Social Media

« Continuous social media
coverage and messaging several
days prior to landfall.

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

citizens_fla Just now
Heavy rain from #Debby is bringing severe
flooding. Be safe when you shelter in place:
« Stay away from windows

« DO NOT walk, swim or drive through
floodwaters

« If your building floods, move to a higher
floor but DO NOT enter a closed attic

@citizens... »

http://ready.gov/floods

0’060

SHELTER
IN PLACE

@ Close Windows
o Charge Devices
o Lock Door
o Stay Tuned

L
Ready

Citizens Property Insurance
& Corporation

Just now

#tCitizenslsReady: We're here to help you recover
after #Debby. Need to report a claim? Sign up for
myPolicy at citizensfla.com/mypolicy to report
online or from your phone. No internet access? No
problem. Call us 24/7/365 at 866.411.2742.
#iContactCitizensFirst

STAY CONN ECTED

ct Citizens First

WebS|te/Graph|cs Updates
Dozens of updates to the external
website, including posting
iInformational banners, storm prep
tips, preparing the recovery
resources webpage, etc.
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Just now

#HurricanePrep: Quickly receive emergency
information about #Helene by tuning into the
Florida Public Radio Emergency Network Florida
Storms via the mobile app
(https://floridastorms.org/download/) or on
battery-operated or hand-crank radios.

Find your local station below. [[ll

™

citizens_fla @citizens... « Just now
#tHurricanePrep: Wrap up preparations
ahead of #Helene. Cover all your bases!
Learn evac routes; dont ignore orders to
leave

Have an emergency go-bag that includes
flashlights & batteries

Pack a car kit

Know what to bring with you to a shelter
#BeReady

#CitizenslsReady

PREP YOUR CAl - .
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* Jumpat caves
* Hadlght
* Dotadke
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Post-Storm Communications

- citizens_fla @citizens... « Just now
G by " X @ Citizens Property Insurance Corporation
After #Debby, a reminder about Hurricane Wamos 29,502 followers

14m-®

deductibles and how they apply to

homeowners DO“CieS, Our infographic #HeleneRecovery: We're here to hslp you! Visit us in Taylor or Pinellas county [ ] C 0 nti n u 0 u S u pd ateS i n CI u d i n g re Cove ry

today. Stop by the Taylor County Middle School, 601 East Lafayette Street in
provides a breakdown to get you started: Perry, or near the Bardmoor YMCA, 8333 Bryan Dairy Road in Largo, to chat

http:,v'.-'ow.lf,',"'Kz4uSCK‘NSE. Contact your with our teams who are set up and ready to assist Citizens Property Insurance resou rce inform ation ) fraud awareness

5 Corporation customers.
@citizens_agents or call 866.411.2742 with

questions.ﬂ Visit the site to ask questions, receive help reporting your claim and get e d u Cat i O n ’ h u rri Can e d ed u Cti b I e

support with your post-storm recovery.

#Cltizenslslieady Can't make it out to us? No problem. Report your claim online with myPolicy re m I n d e rS y an d C R C I Ocatl O n S .

(https://inkd.in/gxYhevbU), contact your agent, or call us at 866.411.2742.

 Shared information about state-hosted
V. rN‘l.b | HJRRMPF DEDUEHBLE# ”

Hurricane Helene < One-Stop Recovery Center locations

Catastrophe Response Center Locations

r— « Complaints received on platforms
were triaged daily.

Citizens Property Insurance . . .. citizens_fla @citizens... » Just now
& Corporation #WeAreCitizens: Working hard behind the scenes in
Just now Pinellas county to support our policyholders after

o o'd TtHurncaneh‘Iilton. Come'visn us at 8333 Bryan Dairy Rd We b S I t e/G r ap h I C S U p d at eS
#bg  Did you evacuate for #Milton? When deciding when :2 La;s?;af :tr T\‘hz‘lr-:nir(éer;tszll?%;‘:s;t:iil;gzr, Road
— i, = Dozens of updates to the external
e W website, including posting
informational banners, promoting the
recovery resources webpage, adding

action. Consider this checklist in your process.
specific content for agents and

adjusters, etc. ((
Cemizens
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Post-Storm Communications

Employee, Agent, and Policyholder
Information

« Emails sent to agents and policyholders throughout
storm response.

« Text messages with CRC locations sent to our
policyholders in the impacted counties.

« Topics included recovery information, binding
suspension lifted notification, CRC locations, how to
report fraud, how to file claims, and more.

« Regular updates provided to employees through
internal website articles.

Q WERTY U I OFP

A S D F G H 1 31 K

4 zZ X c VB NM @

123 e space return

((CITIZENS

PROPERTY INSURANCE CORPORATION



Consumer Response

Citizens responded to our policyholders impacted
by these hurricanes through multiple outward
consumer-facing service channels:

« Catastrophe Response Centers (CRCs) E o™ " / ey e
« FNOL Call Center Support (o ]
« Policyholder Outbound Calling Campaign (Milton) Cf CITIZENS

Catastrophe Response

These service channels served as critical —
components to Citizens’ catastrophe operations, \
acting as the face and voice of Citizens in the ‘
aftermath of the storm.

3 ; .,‘»4 ’ § :f“‘\
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tastrophe Response
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FNOL Call Center Support

FNOL Call Center support consisted of our primary FNOL
vendor along with the addition of multiple contracted call

center providers:

« Activation of our primary vendor and supplemental
vendors were in place and ready for inbound calls
ahead of the hurricanes making landfall

» 24x7 phone support provided through a
combination of onsite call centers and a remote

working model

* Assisted with FNOLSs, claim status calls, and
educating policyholders on open CRC locations in
their local area for assistance with Additional Living
Expense (ALE) advancements

5
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Catastrophe Response Overview — Hurricane Debby

Catastrophe Response Activity (Tuesday, 8/6 — Saturday, 8/10)

Catastrophe Response

SerErs # Insureds Served FNOL Filed # ALE Checks Issued ALE Total

Perry 6 5 1 $ 600
Live Oak 4 2 0 $ -
Sarasota 10 2 0 $ -
Bradenton 2 0 $

FNOL Call Center (Sunday, 8/4 — Sunday, 8/11):
« 5,175 calls received

* Service Level 94.7%

» Average Speed of Answer (ASA) 6 seconds
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Catastrophe Response Overview — Hurricane Helene

Catastrophe Response Activity (Saturday, 9/28 — Saturday, 10/5)

Catastrophe Response

Centers # Insureds Served FNOL Filed # ALE Checks Issued ALE Total
Pinellas County 504 288 183 $ 718,100
Taylor County 25 19 14 $ 35,100
Madison County 4 2 - $ -
Pasco County 185 126 117 $ 364,347
Manatee County 12 9 2 $ 2,500

Insurance Village # Insureds Served FNOL Filed # ALE Checks Issued ALE Total
Clearwater 46,000

—
FNOL Call Center (Wednesday, 9/26 — Saturday, 10/5):

e 18,402 calls received

* Service Level 88.5%

» Average Speed of Answer (ASA) 25 seconds
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Catastrophe Response Overview — Hurricane Milton

Catastrophe Response Activity (Sunday, 10/13 — Sunday, 10/20)
Catastrophe Response

Centers # Insureds Served FNOL Filed # ALE Checks Issued ALE Total
Pinellas County 1,246 882 350 $1,219,959
Sarasota County 279 200 83 $256,200
Insurance Villages # Insureds Served FNOL Filed # ALE Checks Issued ALE Total
Manatee County 493 334 263 $749,900
Clearwater 250 147 83 $231,500
Polk County 68 38 15 $49,200
Hillsborough County 411 299 $1,357,002

FNOL Call Center (Wednesday, 10/9 — Sunday, 10/20)

e 59,532 calls received

* Service Level 97.6%

* Average Speed of Answer (ASA) 3 seconds
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First Contact Outbound Campaign — Hurricane Milton

The First Contact Outbound Campaign was implemented to
review the claim details and educate the policyholder about
the steps to follow after a loss.

« Focused on low-severity claims
» To confirm loss details and the extent of the damage
* Includes mortgage company verification

Campaign Results (Friday, 10/11 — Friday, 10/25):

e 16,612 Claims reviewed

« 30,973 Attempts made

e 8,935 Successful contacts

K
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Catastrophe Response Summary

Catastrophe Response Centers / Insurance Villages

Storm Name # Insureds Served FNOL Filed # ALE Checks Issued ALE Total
Hurricane Debby 25 11 1 $ 600
Hurricane Helene 769 455 331 $ 1,166,047
Hurricane Milton 2747 1,900 1,078 $ 3,863,761

3,541 2,366 1,410 $ 5,030,408
FNOL Call Center
Outbound

Average Speed Resources myPolicy Claims

Storm Calls Received Service Level of Answer Trained CaIIin.g (Self-Service)
Campaign
Hurricane Debby 5,175 95% 6 Seconds 46 N/A 272
Hurricane Helene 18,402 89% 24 Seconds 419 N/A 2,471
Hurricane Milton 59,532 98% 3 Seconds 1,850 30,973 8,817

83,109 2,315 30,973 11,560
\CITIZENS
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Citizens In Action
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Questions?
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