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Events

August 15 @ 10:30 a.m.
Legislative Webinar – 
Managed Repair Program
Dial in: 877.644.5260
Code: 7241658

September 26 @ 9 a.m.
Citizens Board of Governors
Sheraton Orlando North

Citizens expands choice for claims 
reporting with myPolicy online filing 
option 
JACKSONVILLE, FL – Continuing its ongoing commitment to customer 
satisfaction, Citizens Property Insurance Corporation has successfully expanded 
its online capabilities to allow policyholders to file claims directly from their 
computers or smart phones following a loss. 

Personal and commercial lines policyholders now can file a claim 24/7 by 
accessing the myPolicy link, Citizens online self-service tool. The program’s 
successful launch in late June is the result of a coordinated effort from Citizens 
employees throughout the company in the months following Hurricane Irma, 
which drove home the benefits of providing customers with yet another avenue 
to “Call Citizens First.” 

Throughout development, dozens of Citizens employees from Claims, 
Underwriting, IT, Consumer and Agency Services and Communications met 
repeatedly to work through the myriad details necessary to successfully launch 
the online claims filing initiative. 
 
“It took a cross-functional group of employees across the organization to make 
this implementation such a great success,” said Steve Bitar, Chief of Consumer 
and Agency Services. “As an organization we should all be very proud of our 
recent enhancements to the customer experience!”

Once registered on the myPolicy site, customers can use myPolicy to submit a 
claim, and view policy, claims and billing information. Customers also can make 
payments under certain conditions. 

Here’s how it works: 
• To report a claim through myPolicy, customers will need a myPolicy account. 

Information about how to register for myPolicy is available on our myPolicy 
page. 

• Once logged into their myPolicy account, policyholders navigate to the 
Claims tab and click the blue Report a Claim button to begin the claims 
process. 

Citizens in June began emailing policyholders, informing them of the 
enhancements. In addition, Citizens in August will begin including information 
about online filing in declaration packets issued to renewing policyholders. 
In September, new and renewal welcome emails will be updated to include 
information regarding the online claim-reporting option.

Continued on page 2

443,281
as of August 3, 2018

Policies in Force

Spotlight

Elaina Paskalakis
Vice President - Claims 
Litigation

http://floir.com/PressReleases/viewmediarelease.aspx%3Fid%3D2170
https://citizensfla.adobeconnect.com/mrplegisweb2018/
https://citizensfla.adobeconnect.com/mrplegisweb2018/
https://www.citizensfla.com/-/20180926-bog
https://www.citizensfla.com/mypolicy
https://www.citizensfla.com/mypolicy
https://www.citizensfla.com/mypolicy
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Citizens is also reaching out to agents. In June, agent communications were 
sent out to all personal lines and commercial lines agents. Further agent-
specific information is available in the Resources section of the agency portal. 

More information, including FAQs and step-by-step instructional graphics on 
how to file a claim online, are available on Citizens’ Knowledge Base website. 

“Continuing to expand our self-service offerings as an organization 
is imperative for us to stay ahead of evolving policyholder needs and 
expectations in the marketplace,” Bitar said “The recent myPolicy 
enhancement helps to create an even more efficient and convenient 
experience for our customers.”

Citizens launches Managed Repair Program
TALLAHASSEE, FL – The much anticipated Citizens Managed Repair Program relaunched last week to provide 
Citizens customers quality service while attempting to rein in repair costs that are driving rates up for most of 
our policyholders.
 
On August 1, 2018, Citizens began limiting payment on nonweather related water losses – a broken pipe, a 
leaking water heater – to $10,000, including $3,000 for emergency water mitigation services on homeowners 
multiperil (HO-3) and dwelling policies (DP-3) policies. The policy language affects nonweather related water 
claims on new policies issued after August 1 and on existing policies upon renewal after August 1. 

Customer can avoid the $10,000 sublimit by participating in Citizens’ Managed Repair Program. The voluntary 
program, administered by Contractor Connection, has four key components:

• Citizens will offer free emergency water removal and drying services to participating policyholders 
regardless of whether the loss is covered.

• If the damage is a covered loss, participants in the Managed Repair program will work with a group of 
qualified, local contractors for permanent repairs. No sublimit applies!

• Citizens will monitor contractor performance and ensure all covered repairs are completed to the 
customer’s satisfaction.

• Participating contractors have agreed to guarantee permanent repair workmanship for three years.

Policy changes accompanying the program aim to ensure that policyholders who do not participate in the 
Managed Repair Program have at least $7,000 available for permanent repairs after completing emergency 
water remediation measures.  Most policyholders will be unaffected as the majority of nonweather water losses 
is not expected to exceed the $10,000 sublimit.

Along with providing quality customer service, Citizens believes the policy language changes will reduce the 
potential for AOB abuse and litigation, which can cause lengthy delays and is driving rate increases across the 
state. 

It really pays to Call Citizens First!
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News Links
As Hurricane Season Arrives, U.S. Homeowners Haven’t Fixed Their Big Underinsurance Problem
Wall Street Journal

How the Florida Insurance Industry Hopes to Rein In AOB Crisis 
Insurance Journal

Scams, losses, expenses, oh my: 10 hurricane season must-knows 
Florida Today 

Unprepared Floridian insurers face crisis after new AOB precedent set: Demotech 
Reinsurance News 

Flames, floods engulf Florida homes in adjuster’s $14M plot 
PropertyCasualty360 

State Farm seeks to shield AOB information 
Florida Politics

Click to enlarge

https://www.wsj.com/articles/american-homeowners-still-have-a-big-underinsurance-problem-1531922482
https://urldefense.proofpoint.com/v2/url?u=https-3A__www.google.com_url-3Frct-3Dj-26sa-3Dt-26url-3Dhttps-3A__www.insurancejournal.com_news_southeast_2018_07_19_495520.htm-26ct-3Dga-26cd-3DCAEYACoTNTI3MTQ1MTkxMjYzNDgwNTc4NzIaN2Q1NzJmZTk0MTZlNGIxODpjb206ZW46VVM-26usg-3DAFQjCNG1EIAyOifDHE3LJvuxu8ooGS34Hw&d=DwMFaQ&c=-Q2oFtSeUeVdqcGrCCygxt6LResmVl0POOzRQwCZt0Q&r=5rcYPZIoAR3RtLa4ZJdul22icFKLvgtMbOLRI-UUrkc&m=e0iQ5g9RZ22nPL_dl9cKjgOempqUX_MMC4ZQ9ulfWMw&s=kG_9qxKYX1mKWeCKNh5pAfKG30tuK_5XWxc-lD2CyU8&e=
https://urldefense.proofpoint.com/v2/url?u=https-3A__www.google.com_url-3Frct-3Dj-26sa-3Dt-26url-3Dhttps-3A__www.floridatoday.com_story_news_2018_07_20_hurricane-2Dscams-2Dlosses-2Dexpenses-2Doh-2Dmy-2D10-2Dseasonal-2Dmust-2Dknows_787607002_-26ct-3Dga-26cd-3DCAEYACoTNzM3MDAzMzY1MDY4ODY5ODYyNzIaY2NlMTkxODBlM2M0Yzc3ODpjb206ZW46VVM-26usg-3DAFQjCNFY9oN1lc-2DDDI9orJ41eNr-2DXXu-2D6w&d=DwMFaQ&c=-Q2oFtSeUeVdqcGrCCygxt6LResmVl0POOzRQwCZt0Q&r=t6eMz2DtiB53mJzd6SBxzFCxJcp1SiWjx8MW0Jk7ZAg&m=tyjyyNJqRA6yiNxCxiKF3JkzW_OTfC_iE4pHvkhf0oc&s=0u6pW709r6qSqZnx_3uMcfJBwozCoLG-zKgkH-pCE9o&e=
https://urldefense.proofpoint.com/v2/url?u=https-3A__www.google.com_url-3Frct-3Dj-26sa-3Dt-26url-3Dhttps-3A__www.reinsurancene.ws_unprepared-2Dfloridian-2Dinsurers-2Dface-2Dcrisis-2Dafter-2Dnew-2Daob-2Dprecedent-2Dset-2Ddemotech_-26ct-3Dga-26cd-3DCAEYACoUMTgzNTA0NDU1NzM0NDEzMTI0ODYyGmI3MmE5NDVkZWEyN2I4MTA6Y29tOmVuOlVT-26usg-3DAFQjCNHp3YM4E4ix5x7S0fOboZeqNGd6LA&d=DwMFaQ&c=-Q2oFtSeUeVdqcGrCCygxt6LResmVl0POOzRQwCZt0Q&r=t6eMz2DtiB53mJzd6SBxzFCxJcp1SiWjx8MW0Jk7ZAg&m=mNyF5JjN15dM0oYA3evyuio-n5c4fWNY2h9NuXuz-XI&s=KiVD3vCKBLDv3Q-Ttoo5Lwf-dl4ckR5Bm7QFBgvqb5E&e=
https://urldefense.proofpoint.com/v2/url?u=https-3A__www.google.com_url-3Frct-3Dj-26sa-3Dt-26url-3Dhttps-3A__www.propertycasualty360.com_2018_07_10_flames-2Dfloods-2Dengulf-2Dflorida-2Dhomes-2Din-2Dadjusters-2D14_-26ct-3Dga-26cd-3DCAEYACoUMTc1OTE2NDU3Mjk0Njk5MjQ5NDAyGmY1NWFiYzNhNzZkNjEyZGU6Y29tOmVuOlVT-26usg-3DAFQjCNHYk-5FwrSGgcwUNfnCk1oBKqH8RtOw&d=DwMFaQ&c=-Q2oFtSeUeVdqcGrCCygxt6LResmVl0POOzRQwCZt0Q&r=t6eMz2DtiB53mJzd6SBxzFCxJcp1SiWjx8MW0Jk7ZAg&m=PG1yR409jDRYXsfWXZTVqHBIo-fKD3IZqq7vJuuVBZo&s=4jH5H9no0UPjmVRRZYXNnHBuf8ltkVDb3RIzeuQKhVE&e=
https://urldefense.proofpoint.com/v2/url?u=http-3A__elink.lobbytools.com_wf_click-3Fupn-3DrfGsO2lOjo3E76IivzoSrCIuXvbVaFZkxfsY15Uzgc6haxN3eYR0jrDLsJ9kWZShJ-2D2Fe-2D2Bvvy8eAT9tWuYp2jxiA-2D3D-2D3D-5FvsC5EDOdWIKY2xx8-2D2FFY5qHqEBa5WBJGaWExCxZaQ1QbQHbYe7vjLU2GadbRSvkJDKQG9WchIPpIjOoGIhmZnFU00AtKXdoaQ5CvexcAnfXFLU97b754JClr3yWClaRUu05nbK4ppyT7t0qWm9eSwkn-2D2BbL1DXObIRyLxs36P-2D2BS9mXo4-2D2FrIH1v-2D2B7ZqEvEkhnrvywjtQcYdVrdnqbp63B-2D2FP0iuLx2c-2D2BIJouQ0FuPdBz6v6udKHmCrosymvFmyzEqs-2D2BJX7sYX4u7O6GORDAJvdXEaLGi-2D2FaifxYB954S2z38DnzSuS2GOPGK3Oq2YefckBTUv&d=DwMCaQ&c=-Q2oFtSeUeVdqcGrCCygxt6LResmVl0POOzRQwCZt0Q&r=xbbgzYOBN8xoxpp4fuDmmBxpL_M5c2tqzJ_P069azAQ&m=_XIKLxxoQWQ_hYzSpCRToTdjfz4Msqs-HKgn7HqbyME&s=BXuUcxPBbQ41wneDIRN494ob-V-gNH7Eptlq9r3sekw&e=
https://www.citizensfla.com/documents/20702/6540774/MRP+Process/7ee19d8d-92b5-4010-bb4a-43407696afd1

