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Note: 55% of Citizens agencies have fewer than 50 policies in force.

Data as of 7/31/25

Current Agent and Agency Counts

Current Tri-County Agent and Agency Counts vs. YE 2024
Net ChangeDec-24Jul-25

-82,3852,377Agencies 
4164,3844,800Agents
5361,1121,648LCRs

Current Agent and Agency Counts vs. YE 2024
Net ChangeDec-24Jul-25

-1255,8155,690Agencies 
1,06012,58813,648Agents
1,7163,1114,827LCRs

Agency Segmentation
Dec-24Jul-25

Tiers % of Overall PIFTotal PIFTotal Agencies% of Overall 
PIFTotal PIFTotal 

Agencies
22.3%208,4543620.6%160,95226Tier 1 (2,000+ PIF)
27.5%257,67130725.2%196,822230Tier 2 (500-1,999 PIF)
26.2%245,40979826.4%206,771675Tier 3 (200-499 PIF)
19.5%182,8961,72522.0%172,1511,636Teir 4 (50-199 PIF)
4.5%41,7522,4425.8%45,7292,659Tier 5 (49 or less PIF)
0.0%05140.0%0464Tier 6 (0 PIF)



Changes to Performance 
Violations & Late Submission 

Program
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 The current Performance Violation and Late Submission 
programs have plateaued and we are unable to make 
progress to lower PV's and LSV's as a % of new business. 
The primary driver is the current thresholds to impose 
discipline are too generous, allowing agents to compile PV's 
and LSV's without a consequence.

 The current Late Submission Violation program is intended to 
compel agents to submit all required new business 
documents within 15 days of the policy effective date. Our 
underwriting rule is 5 business days from effective date. 
Matching the new standard to the 5-business day rule would 
bring the program into alignment with the underwriting rule.

 The current program imposed a large administrative burden 
on Citizens. Notice to Suspend or Terminate requirements, 
driven by prior agent agreements consumed Agent 
Administration and OCG resources. Changing consequences 
to a more automatic process will drive efficiency and drive 
down resource need. 

What

The Performance Violation Program is intended to 
improve underwriting efficiency and drive cost out of 
our underwriting process by:

 Enforcing submission quality standards 
and Enforcing new business document 
timeliness rules (5 business days from 
effective date) by Compelling agents to 
comply or face consequences.

Why

What & Why?



Annual Late Submission Violation Summaries
% New 

Submissions w/ 
LSV

Late 
Submissions

% Submissions 
w/ Alerts

AlertsNew SubmissionsYear

4%3,87217%15,49390,8592018
4%3,80617%15,62689,8732019
1%89921%36,773178,8122020
5%18,09121%81,399391,6042021
3%19,64423%140,119613,4752022
6%34,62525%144,194576,2292023
5%21,52225%99,311392,9482024
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Historical LSV Data

Annual Late Submission Disciplinary Action Summaries
202420232022202120202019
186308192174179152Warning Notices
641320475Suspensions
000000Terminations

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.



Current LSV Program
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Current & Proposed 
Late Submission Program

Late 
Submission 

Alert

If all required documents are 
not uploaded and the 
“SUMBIT” button is not 
selected by the end of the 5th

business day from the 
effective date, you will 
receive a Late Submission 
Alert (on the 6th business day). 

Effective Day

Countdown begins on the 
effective date of the policy. 

+5 Business Days

+15 Calendar Days

Today:

Proposed:

Late 
Submission 

Violation

If all required documents 
are still not uploaded 
and/or the “SUMBIT” button 
is not selected by the end of 
the 15th calendar day from 
the effective date, you will 
receive a Late Submission 
Violation (on the 16th calendar 
day).

Effective Day

Countdown begins on the 
effective date of the policy. 

+5 Business Days
Late 

Submission 
Violation

If all required documents 
are not uploaded and/or the 
“SUMBIT” button is not 
selected by the end of the  
5th business day from the 
effective date, you will 
receive a Late Submission 
Violation (on the 6th business day).

Late 
Submission 

Alert

If all required 
documents are not 

uploaded and the 
“SUMBIT” button is not 

selected by the 
effective date of the 
poilicy, the agent will 

receive a Late 
Submission Alert. 



Annual Performance Violation Summaries
Incorrect Credits / 

Missing 
Signatures

Premium on 
Unbound / 

PFC Contract 
Missing

Uninsurabl
e Risk

Ineligible 
Risk

% Total 
Submission

s w/ PV

Annual 
PV Total

Total 
SubmissionsYear

2,07531827874%3,98090,8592018
4,5381051,163658%7,22289,8732019
6,437662,0681476%10,135178,8122020
12,813534,3702685%19,830391,6042021
7,601623,4241402%12,430613,5592022
4,1548313,2956153%18,147576,2292023
4,232602,9877,9124%15,191392,9482024
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Historical PV Data

Performance Violation Key
Submitting insufficient documentation to establish that the risk meets Citizens' eligibility requirement (no offer of 
coverage or the 20% rule)Ineligible 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) manualsUninsurable Risk

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.

Premium Posted on Unbound Risk or 
Failure to Provide Premium Finance 
Company Contract

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.

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

Annual Performance Violation Disciplinary Action Summaries
202420232022202120202019
3851213366781,173572Warning Notices
83707112740Suspensions
000000Terminations



Current PV Program
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How?

PV01 (Ineligible Risk) & PV02 (Uninsurable Risk)

A PV is only issued under the following circumstances: 
• Warning Notice - Managed by AM’s 
• Suspension/Terminations - Managed by the Agent Compliance Team 
• PV is only issued when a cancellation is issued.
• PV can also be issued if: 

• There is an EO that prevents a cancellation that would have happened. 
• If we are outside of 60-day discovery and nonrenew instead.  

Note:
• Citizens reserves the right to work with agencies producing 200 NB or more to 

establish targeted performance violation thresholds. 

1 or more 
additional 
violations

After 
Completing 
the 30-day 
Suspension 

3 or more 
additional 
violationsAfter 

Warning 
Notice

More than 
3

# of 
Violations

Termination for 
Convenience

30-day 
suspension

Warning 
Notice

Citizens 
Imposes



Current PV Program
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Target GroupProgram
Identify the worst performing agents by 
volume accumulating PV03, PV04 and 
Late Submissions combined.

PV03 (PFC/Prem on Unbound), 
PV04 (Incorrect Credits/Missing 
Signatures)
AND
Late Submission Violations

Identify the worst performing agencies 
below average by survey volume.

Voice of the Customer (VoC)
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How?

PV03 (PFC/Prem on Unbound), PV04 (Incorrect Credits/Missing Signatures), Late Submission 
Violations and Voice of the Customer (VoC)

Issue a warning noticeStep 
1

Monitor on a 90-day 
Improvement Plan

Step 
2

If No Improvement = 
Termination

Step 
3

Notes: 
• Agency Manager (AM) will manage.
• Volume would be determined after first 30-days of program.
• AM will send the Warning Notice from myAgency.

WhoWhen
1st group (PV03, PV04 &LSV) / 1st group (VoC)Q1 (1/1/26-3/31/26)

Next groups (PV03, PV04 &LSV) / (VoC)Q2 (4/1/26-6/30/26)

Next groups (PV03, PV04 &LSV) / (VoC)Q3 (7/1/26-9/30/26)

Next groups (PV03, PV04 &LSV) / (VoC)Q4 (10/1/26-12/31/26)



Voice of the Customer (VoC)

Regarding your level of satisfaction with Citizens as an organization, please rate the service provided by 
your Citizens agent?
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Summary

ManagementProgram
Three-step disciplinary process based 
on number of violations received. 

PV01 (Ineligible Risk) 
PV02 (Uninsurable Risk)

Portfolio Management
Three-step process based on volume 
of violations/score received that will 
center around an improvement plan. 

PV03 (PFC/Prem on Unbound) 
PV04 (Incorrect Credits/Missing Signatures)

Late Submission Violations

Voice of the Customer (VoC)
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Timeline

May-June
August

September
September

October-Decmber

Workgroup formation 
and analysis.

8/26/25
Present to 

stakeholders 
(LAAIA, FAIA, PIA, 

NAIFA + ART)

9/2/25
Present to ELT 

9/17/25
Present to MAAC

• Communicate intention 
to change the program. 

• Train agents (first two 
weeks of October)

• Soft launch & Charge 
PVs/LSVs per new 
program.

• AM team works with 
agents who would have 
consequences under 
new program. 

January 2026

1/1/26
Full Implementation


