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Hurricane Michael Landfall
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MICHAEL LANDFALL

0OCT. 10, 2018 at 12:30 PM CDT
Near Mexico Beach, FL
Category & Hurricane

155 mph winds
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* First CAT 4 landfall in the
Panhandle since 1851 when
record keeping began
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* Third strongest hurricane on \-:‘
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e Strongest hurricane to make
a US landfall since Andrew Saffir-Simpson Hurricane Wind Scale

in 1992 il
e 1 MPH from being a CAT 5 oe-110 Moderate o
Hurricane on the Saffir- 110 """"."' ‘-‘”’
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Red line represents
Michael’s post landfall track
as posted by the National
Hurricane Center

Highlighted area represents
hurricane force winds

Multi-colored dots
represents Policies in Force

Pre-event email messaging
to all policyholders in the
storm path

Leveraging Technology
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Citizens GIS Tool




- ‘ Leveraging Technology

f CITIZENS

PROPERTY INSURANCE CORPORATION

National Insurance Crime Bureau (NICB) Aerial Imagery

Pre-Event Imagery Post-Event Imagery
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Utilizing NICB Aerial Imagery

 Hurricane force wind Policies in Force were extracted
from Citizens GIS tool

* Adjusters searched the NICB tool with all Policies in
Force addresses for the coastal areas

* Aerial imagery that showed a total loss or a

slab/vacant lot were uploaded as claims into
ClaimCenter

e Adjusters prepared total loss packages within 24-48
hours to settle all of these claims with the
policyholder
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Deployment of the Catastrophe Response Centers
* Entire infrastructure was down from Panama City to
Mexico Beach
* Assisted the policyholder with reporting claims

* Assisted the policyholder with
advances on additional living expenses
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Call Center Outbound Calling Campaign

* Claims volume seemed extremely low for the event
and Citizens wanted to be customer centric to help
with the reporting of claims

 Hurricane force wind Policies in Force were extracted
from Citizens GIS tool

* Call Centers made outbound calls to the policyholder
to see if they needed to report a claim

e Voice mails were left with instructions on how to file a
claim if needed when contact was not made
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Mobile Home Claims represents 50% of all claims received

* Insured based on the value new at the time of
manufacture as compared to a home that is valued at
replacement cost

* Policyholder may not be able to replace their mobile
home for the insurance proceeds based on how they
are valued
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Customer Centric Focus

e MH Claims After a Hurricane brochure

* Educate mobile home policyholders of the claims process and provide an

overview of the coverage available

* Brochure mailed to every mobile home policyholder that filed a claim

not b
8664112742 [avmilable 24,
T 5

Cail Cibiman:

T
866.411.2742

atmam 3 Repart your daim calina via
staff and adju myPalicy at dtizensfla.com

This brochura
I tfa avani
chura and

Mobile Home
Claims after
a Hurricane

Report your claim before beginning any
claim-related repair=. You can report a claim
to Citizans, at no cost, aven before you kniow
the full extent of damage.

You'll receive a claim number and contact
infermation far pour Citizere claims adjuster.
Your Citizans adjuster wil call you to discuss
the degree of damage to your property
and decide the best option for your claim.
Chur claim sarvics process is designed o
expedite the svaliation and resolution of

Standard Coverages

Citizans' personal residential mabile home
owners’ insurance policies nclude several
standard coverage types. Please refer to your
palicy for specific coverages and smounts of
cowerage. Your adjustar will review with you all
o your d d ;
with your Citizens palicy.

Coverage A - Dwelling

Covers your home and certain attached
structures. Coverage is basad on the stated
value of your home. On homes older than
1994, policy coverage iz replacemant cost or
actual cash value (ACY] with endorsement.

Coverage B — Other Structures
Cowers structures not physically attached
to your home ffor exmmple, storage sheds,
detached garages) Coverage limitis 10
percent of your Coverage A Payments for

yaur claim, no matter the degree of damage.

During the chims process, Citzens
categorizes claims from Severity 1 fminor
damage] to Severity 5 (total lossh Severity 1
el e L s s
Track’ tearn of adjusters that can evaluate
Rl s s e e b E e
and internet. Severity 3, 4 and 5 losses are
assigned to a specialized mabile home team,
and most will require a fisld inspection of your
property. When stam damages are especially
sevars, the post-storm process is streamlined
and aerial imagery of your property is

used. In those instances, a field irspection

is unneceszary. Your adjuster will discuss

with you if & field mspection is required.

other on mobie home dwelling
palicies reduce your Coverage Aamaurt.
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Coverage C — Personal Property
Covers the depreciated value of your
persons| property ffor example, clothing,
furniture). Defaul coverage limit is 25 percent
of Coverage A; incremsed coverage limits and
options ray be available.

Coverage D - Loss of Use

Covers incurred additicnal ling expenses
and for fair rertal value if your mobile home
becomes uninhabitable following a covered
losz. Mckile home awelling palicies cover
fair rental value only. Payments for fair rental
walue on maksile home dwelling palicies
recuce Coverage A amount.

Citizens may requine additional infermation
from your bank, martgage company ar your
lease holder, To help the claim prosess go
smoothly, you may need to contact them

o identify what claim documents may be
reeded from Citizens.

Your policy covers the removal of debris
from destroyed property. Debris removal is
included in the Coverage Alimit MHO-3 and
MW-2 policies allowfor an eatra five percent
for total loss. Citizens will contract with

an independant demdlition wendor at our
expense to remaove the debris. In the event
of atotal loss, Citizens is required to be n
pussession of the mobile hame titk.
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New Mobile Home
Replacements information

Inquired with mobile home
manufacturers and retailers
making discounts available
to those impacted by
Hurricane Michael

Document sent to every
mobile home policyholder
that filed a claim
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ScotBalt Factory Owtlat

www scotbiftfactanpoutict com
3044 Brungwvick Hwy
‘Waycross &A 11503
#12.250.5700

Sandars Manufactered Howsing
www.sandershousing.oom

10300 Pensacola Bhd

Pansacola FL 33534

O50.474.0241

Affordable Homas of Crestvicw
www.affordablahomesmastsiew.com
52505, Feedon BlvdHwy 55
Crastview FL 32534

850.296.5585

Clayton Homas of Crestviow
www.claytonhomasoioresivien com
5208 South Fardon

Crastvicw FL 32534

50,482 3344

Clayton Homas of Tallahassea
www claytondl.com

2550'W Tennessao Streat
Tallahasses FL 32304

850.574.2104

Customer Centric

Citkrons k= commiftted 1o responding quickly to disastars and providing local
senvices and support to policyholdess In a crisis. To halp maka this process easier,
Cittrans has made Inquiries to mobila homa manufachurces and ratallers who are
making discounts and other Incentives swailable for mobile or manufactured
homa purchazas for those affoctad by Hurdcane Michaal.

Each ratalles listad balow has programs avalabla as part of Hurncane Michaal
recovery afforts. Raach out to tham dinectly io wiew Inventory, pricing and
avallabilty

Thea retallar information does not represant a comprehanshe list of mobile homa
daalarsirotallers or potential ofiers for punchasa of mobile homss. It is provided
as 3 cowrbasy and dioes mot constiuie a limitation in any manmar on your options
for purchiasing a new mobik or manufactured home:

F4.000-55,000 off retall*

5% off retall*

12500 off Singles®

5,000 off Doubls®

0% off display models*

Call for discount

Dtscount information provided by the retalier as of 1001918 For tha most
up-to-data list of misilars and recovary rasourcas, visit
ww. Cttners fla. comburricanes

We're Here to Help

Contsct your agentat
the tefephone numbar
pravided an your
Dedarations page or cll
Chirans at B55.411 3742
ar online at
www.dtiransfa.com’
contacius.

o
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Crawford’s Contractor
Connection Consumer
Direct program

Additional contractors
will deploy to the
Panhandle from across
Florida to assist our
policyholders in the repair
process

Document sent to all
residential homeowner
policyholders who filed a
claim

#As a Cniens’ policyholdes recovanng from Humicane Michaal, you may stll be

loaiking for a contractor for covared repairs. Dua to limited contractor avaltability

that froquently follows 3 natural disastor such as Hurricane Michaal, Cittrans
would bka to share some Information regarding Contractor Connaction. This
Information is based upon Ciizens’ usa of Contra
for Cittrers’ Managed Repalr Contractor Matwork Program for non-hurricane
water bossas.

onbractor Connaction peovidas acoess bo @ network of contractors nationally

|:|'ML n Florida. Koy featunas n‘i‘l’nmdby the Conbractor Connaction na twark:
« Credantizls avery contractor In thedr network, Including assunng each
participaint has proper koensing 'u:l mmmmm ca

= Matches notwoek contractors with your spacfic repair noads

» Reguires all network contractors to back thair work with a threa-year
workmarship guarantae

+ Monitors projacts from sta
probloms arisa

it to finish and provides assistanca should

* Allows you to track your project throughout tha repair procass

Call oeemail Contractor Connection

!M.&é 9348
wew oondracionconnection. com
24 houy y, serven days a wesk

This information Is provided &5 a courtesy and doas not constitute a bmitation
on your opthons to sefect the contractor of your choice to parform covered'
rapaivs. Ary sarvices you may independantly obdain through Confractar
Cannaction are not part of Citzons” Managod Ropalr Contractor Natwaork
program.

cior Connaction as tha vendar

Customer Centric Focus

301 W Dy Skreat, Seb 1300

We're Here to Help

Contact your agentat
the tefephone numbar
pravided an your
Dedarations page or cll
Citirans at B56.411 3742
o cnline at
www.dtirenzta.com’
contacus.

S—
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Why Contractor Connection?

* Credentials all contractors

* Eliminates stress of obtaining multiple bids

* 3 vyear workmanship warranty

* Monitors project from start to finish

* Allows the policyholder to track the project every step of the way

FIND
CONTRACTORS
NEAR

CONTRA
GﬂNNEGﬁllllgln
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Original Deployed
Severity Code Handling Team Resources

Severity Code 1 Fast Track 15
Severity Code 2 Field Inspection Services 100
Severity Code 3 Cat Field Adjusters 50
Severity Code 4 Cat Field Adjusters 50
Severity Code 5 Large Loss 30

* Fast Track handles low severity claims by phone

* Field Inspection Services conduct low severity inspections leveraging
inspection software to assist in the inspection process

e Cat Field Adjusters handle moderate to severe inspections

e Large Loss handles structurally damaged homes and total loss inspections

14
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Resource Deployments
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Off Site Resource

Off Site Resource

Off Site Resource

Off Site Resource

Off Site Resource
Inside Resources (TIAA)
Inside Resources (TIAA)
Inside Resources (TIAA)
Inside Resources (TIAA)
Staff Resources

Staff Resources

* As of October 25, 2018

Cat Task Adjusters
Commercial Task Adjusters
Fast Track Unit

Field Inspectors

Large Loss Field Adjusters
Commercial Desk Adjusters
Large Loss Desk Adjusters
Mobile Home Desk Adjusters
Resolution Unit Adjusters
Mobile Home Unit Adjusters

Oversight roles

35
18
12
41
35
5
19
10
22
8
23
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Field Claims Office located
* 1751 Scenic Hwy 98, Destin, FL 32541
Leveraged to conduct training and re-inspections

to validate understanding of Best Practices and
Estimating Guidelines for:

* Field Inspectors
e Cat Field Adjusters
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Claim Statistics

Claims Summary Total Commercial Personal

New Claims 3,293 3,235
Closed Claims 2,527 41 2,486

% Closed 77% 71% 77%
Indemnity Paid $79,759,374 $7,604,526 $72,154,848
Expense Paid $1,857,818 $80,659 $1,777,159
Total Incurred $93,426,503 $7,816,349 $85,610,154
% Submitted by Self 79% 55% 79%

% Submitted by Rep 1% 10% 1%

% Submitted by Other 20% 34% 20%

% Storm Surge 5% 16% 5%

% AOB
*As of 12-09-18

1%

5%

1%
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Questions?
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