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Note: 64% of Citizens agencies have fewer than 50 policies in force.

Data as of 11/3/25

Current Agent and Agency Counts

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

-62,3852,379Agencies 
4394,3844,823Agents
4991,1121,611LCRs

Agency Segmentation
Dec-24Oct-25Tiers

% of Overall PIFTotal PIFTotal Agencies% of Overall PIFTotal PIFTotal Agencies
22.3%208,4543620.3%115,32121Tier 1 (2,000+ PIF)
27.5%257,67130719.6%111,516134Tier 2 (500-1,999 PIF)
26.2%245,40979824.7%140,770462Tier 3 (200-499 PIF)
19.5%182,8961,72526.4%150,0131,451Teir 4 (50-199 PIF)
4.5%41,7522,4429.0%51,3843,077Tier 5 (49 or less PIF)
0.0%05140.0%0534Tier 6 (0 PIF)

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

-1435,8225,679Agencies 
1,32112,53213,853Agents
1,6833,1114,794LCRs



Updates to our Agency Program 
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Changes to Performance Violations & 
Late Submission Program



Changes to Performance Violations & 
Late Submission Program

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.
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WHY • 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 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. 

• 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.

1 or more additional 
violationsAfter Completing 

the 30-day 
Suspension 

3 or more 
additional 
violations

After 
Warning 
Notice

More than 3PV01 & PV02
# of Violations

Termination for 
Convenience

30-day 
suspension

Warning 
Notice

Citizens 
Imposes

HOW

No material 
improvementAfter Completing 

the 90-day 
Monitoring 

90-day 
Monitoring

After 
Warning 
Notice

Excessive 
statewide 
volume

PV03 & PV04
# of Violations/
Improvements

TerminationWarning 
Notice

Citizens 
Imposes

Eligibility and Insurability Enforcement Program 

Premium Credit, Signatures, and Timeliness Improvement Program 
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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)

9/1/25
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
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Virtual Assistants



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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Agency Manager Territories


