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Citizens Loss Frequency Rule

Risks with Frequency of prior losses may deem a risk uninsurable for certain multiperil

Prior Losses  policy types.

Applicants who have
sustained

Within

Three or more losses
(excluding Act of God)

Two or more nonweather
water-related losses

36 months

Three or more nonweather
water-related losses

60 months

Are not eligible for
the HO-3 policy
form but may be
written on named-
peril policy forms
such as the DP-1.

Acts of God include hail, lightning, rain, sinkhole, and wind and are not
considered when assessing insurability due to prior losses. The loss
frequency rule is not applicable to the Wind-Only policy forms, though prior

losses should still be listed.

Refer to Citizens’ Personal Lines Underwriting manuals, Rule 206, for more

information.
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Reviewing and Editing Automated Loss History Data

Prior Loss When submitting a risk with prior losses, PolicyCenter® will, after the

Reporting applicant provides permission, display a list of potential prior losses from the

Requirements Lexis Nexis Property Loss report. Agents should compare this information
with prior loss disclosures from the applicant. The information can then be
used to identify any potential general property condition issues, existing
damage or multiple prior losses to determine insurability of the submission
prior to binding.

All insured’s losses in the last five years — inclusive of Citizens losses,
whether or not paid by insurance, and regardless of perils covered on the
policy application at this or any other location — must be added to the Prior
Losses tab in PolicyCenter.

Best Practice: Losses entered during the Clearinghouse Powered by
EZLynx® quoting process will not carry over to PolicyCenter when the quote
is submitted. To prevent duplicate entries and unnecessary steps, agents
should run the LexisNexis Loss History Report before adding losses on the
Prior Losses tab in PolicyCenter.

In some instances, the report could return inaccuracies that will need to be

corrected.
Before You Loss history data will be generated for first and additional named insured
Begin based on their legal name, mailing address, and property addresses for

losses incurred within the five years preceding the submission date.
To avoid inaccurate returns, best practices include:

Confirming legal name(s) for all insureds
Entering entity names, as they are legally listed
Avoiding entering prefixes such as Mr., Mrs., Dr., etc.
Standardizing both the property and mailing address
o Note: Foreign addresses will not standardize. Refer to FAQ
ID 2355 for more information.
o |If applicable, add the unit or apartment number on Address Line 2

Note: Refer to the New Business Submission Guide for detailed information
on the submission process.

Continued on next page

Citizens Property Insurance Corporation
Automated Loss History Data and Acceptable Proof of Repair Guide: PL 01.16.2026
Back to Table of Contents


https://www.citizensfla.com/kb-search?articleId=2355
https://training.citizensfla.com/lms/CIS/PC/PL_New_Business_Submission_Guide.pdf

0 Citizens Insurance Suite POI |Cycenter Persorfaglltiindees

Reviewing and Editing Prior Losses, Continued

Accessing Prior loss data will be generated after the applicant has provided permission
Automated and when the property address for a new-business submission is validated

Loss History in PolicyCenter.

Data

The following steps must be completed prior to receiving a premium

estimate:

Step

Action

1

Initiate the submission either by bridging from the
Clearinghouse or, if applicable, directly in PolicyCenter as
indicated in the New Business Submission Guide.

Complete and/or confirm data on the Policy Type Questions,
Policy Contract and Eligibility screens.

Desktop |¥  Account |v  Policy |% Search |v  Administration v

&, submission
= hctons Eligibility Questions

\(QITIZENS PolicyCenter®

(Draft)

Clearinghouse 4 N
IE

e N | | General | ‘ Hazards ‘ Additional Information

®  Policy Type Questions

Continued on next page
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Reviewing and Editing Automated Loss History Data, Continued

Accessing Step Action
. " T T . .
Automated 2 Review and confirm the First Named Insured’s information, then
Loss History add any Additional Named Insureds.
Data, Desktop | v  Account |v  Policy | ¥  Search |v  Administration v | K- J cotoaits)
Cont|nued X, submission (Draft) ~ QuotelD: 01aeffd-z HO-3 PR-M Citizens Effective: 12/19/2025
Polcy o
First Named Insured Change To: [~ ] Policy Details
Name Anderson Adams Accounting Company Citizens
Date of Birth * /0112000 ] Term Number
Does this Insured havean (@) Yes No Policy Type: HO3
SSN? .
Social Security # * Effective Date 12/19/2025 ]
Home Phone a13] Expiration Date 12/19/2026
Initial Submission Date
Mobile Phone 813
Original Policy Effective Date
Occupation Homemaker/Houseprsr
Date Purchased or Leased 12/19/2020 ]
Primary Email shannon.bowles@citize

Has the applicant had any losses,
Policy Mailing Address Change To: a PP Y

whether or not paid by insurance,
during the last five years at
Policy Mailing Address this or any other location?

Preferred Language

County

Address

Address Standardization Non:Standard Note: Prior Losses will auto-fill from
LexisNexis Loss History results.

Person Type ndvidaal Leave it blank to prevent duplicate

entries and extra updates.

Go Paperless!

Additional Named Insureds

New Company jqlationship to Primary Name Insured

New Person No data to display

Noftes:
To avoid generating duplicate or incorrect loss history data:
o Enter the correct legal name, date of birth, and address.
e When adding an LLC, select New Company to ensure
the format is correct.
e The Prior Losses question will auto-fill from LexisNexis
Loss History results on the Risk Analysis screen. Leave
it blank to prevent duplicate entries and extra updates.

Continued on next page
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Reviewing and Editing Automated Loss History Data, Continued

Accessing

Step

Action

Automated 3
Loss History
Data,
continued

Complete Prior Policies on the Policy Info screen, then select
Next to complete the Property Address Info.

Desktop |v  Account |v  Policy | v Search |v  Administration v

<«
\(CITIZENS PolicyCenter®
X, submission (Draft)  QuotelD: 019aeffd

£2 Actions

:

Policy Info
Clearinghouse
Draft J Prior Policies ‘
@ Policy Type Questions
- Prior Policies
Policy ract
Have you had Multiperil Insurance on this property from an authorized insurer in the last 12 months?

Eligibility Questions

Policy Info vious coverage with Citizens that has been declined, cancelled or non-

Property Address Info
Have you had Wind Insurance on this property?

<none> +

Coverages

Carrier Name Carrier Type Policy Number Exp Date Cancel/Non-Renew Reason Other Reason

No data to display

Risk Analysis

Policy Review

If not already prefilled, use the Property Address Info screen to
enter the property address. Select Retrieve property
information.

\((CIHZENS Pol

Desktop [v  Account |v  Policy | ¥  Search |v  Administration v
X, submission (Draft) ~ QuotelD: 019aeffd-

£ Actions

Property Address Info

poperty |

Clearinghouse
Oraft

Property Address Property Information
Address 1 15 #
Torain (s 3
Address 2 -
. | wintsormebetrishegn
> El

Coastal Territory 0 @ @

State Florid

_ Tertitory 50 [a](e]
2P Cod hE (=) ——
County

Risk Analysis

Policy Review

Distance from Hydrant (ft) 500

Is isk within City Limits Yes @ No

Coastal Construction Informatioi City, Town or Fire District POLK CO FPSA

Select Accept Returned Address.

3, submission (Draft) QuotelD: 013aeffd

HO-3 PR-M Citizens Effective: 12/19/2025

Accept Returned Address Use Original Address

Property Information Results Retumntoproperty Address Info

Returned Address Original Entered Address

DAV, DAVI

Result: The Property Address Info screen displays.

Note: Use Original Address should only be selected in rare
circumstances. If you use the original address, contact
Underwriting to discuss prior to submission.

Continued on next page
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Reviewing and Editing Automated Loss History Data, Continued

Accessing
Automated
Loss History
Data,
Continued

Step

Action

6

Continue completing the application. On the Risk Analysis
screen, permission from the applicant must be obtained to
proceed with the submission. Read the statement displayed on
the screen, then indicate if you have obtained permission to
order loss history reports on the named and additional named
insured.

Desktop |v  Account |v  Policy |[¥ Search [v  Administration v

& submission (Draft) QuotelD: 019 HO-3 PR-M Citizens Effective: 12/19/2025 Primary: /

Risk Analysis

I have informed the applicant that a loss history report, which is a consumer credit report, must be obtained as part of Citizens Yes No
underwriting process. | have obtained permissien to order loss history reports on the Named Insured and Additional Named
Insured, and | have read the statement below to the applicant:

"The Department of Financial Services offers free financial literacy programs to assist you with insurance-related questions,
including how credit works and how credit scores are calculated. To learn more, visit www.MyFloridaCFO.com."

Result: The C.L.U.E Loss History Report will automatically
generate, and the C.L.U.E. Loss History Report tab will be
available once the consent question has been answered.

Select the C.L.U.E. Loss History Report tab to determine if
any prior losses were generated by the automated process.

uwissues | poroses| | L toss oy Repor |

CLUE Loss History Report

Loss Match Basis imited Scope Chaim Number
Quoteback 42010756 LstInsured Carier

Insured Name 2nd insured Order Date 1208
Loss Date Claimant Order Time. 120304
Policy Number Total Amount 811400 Respans Date /280005
Palicy Type. Home: Loss Cause Hail Respanse Time. 2azor
Claim Status Closed Martgagee Risk Address

car Catastrophe Related Mortgage Loan Number Loss Locat

The data on this read-only report is for completing and verifying
the accuracy of the Prior Losses section of the application.

Continued on next page
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Reviewing and Editing Automated Loss History Data, Continued

Accessing Step Action
Automated 8 Access the Prior Losses tab if additional losses were returned.
Loss History Desktop |v  Account [v  Poliey |v  Search v  Administration v
&, submission (Draft)
Data, S
K Risk Analysis
Continued
A The C.LUE. Loss History Report has been retrieved. Please click the "C.LU E. Loss History Report” tab below to view the report.
I have that aloss port, which credit report, must be obtained as part of Citizens’ Yes
P 1 o y reports on the Named Insured and Additional Named
Insured, and | have read the statement below to the applicant:
The Department of Financic vice ce-rel.
including how credit works and how ¢ ww. MyFloridaCFO.com.”
UWissued  PriorLosses | |C.L.U.E. Loss History Report

Occurrence Date Loss Type Deseription* Amount Paid Status
08/15/2022 ] Other (Act of God - Flood damage 2,77100 { Closed -

13/05/2024

B

Data retrieved from the automated loss history report will
indicate Yes in the LHR Retrieved column.

If... Then ...

No prior loss data was Complete the submission
returned, or if the applicant using the steps outlined in
does not have prior losses to | the New Business

report Submission Guide.

Prior loss data was returned Review the data carefully to
determine if the results are
applicable to your customer,
then continue to Step 9.
Prior loss data was returned Refer to the Editing Loss

in error, is incorrect, or was History or Deleting Loss
duplicated History sections of this
document for further
instructions.

Continued on next page
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Reviewing and Editing Automated Loss History Data, Continued

Accessing Step Action

Automated 9 A full description of each loss will be required. To enter a loss
Loss History description, click in the Description field, then enter the

Data, information.

continued

Occurrence Date Loss Type Description * Amount Paid Status

08/15/2022 2,711.00 Clos: - |

BB

11/05/2024 Weather Related v | | | Plumbing supply lineleak u 7,179.00 Op: |

Descriptions should be detailed enough to indicate the
underlying cause of the loss and location within the dwelling, for
example: Plumbing supply line leak under the kitchen sink,
resulting in damage to lower kitchen cabinets.

Note: The Prior Losses Description field can contain up to 250
characters. If additional space is required, the full description of
the loss should be uploaded with corresponding acceptable
proof of repair.

10 Complete the application as outlined in the New Business
Submission Guide, and then continue to the Required
Documents screen.

Proof of repair documentation may be required. If so, it must be
uploaded with other required documents for approval and/or

issuance.
Required Documents =2 E‘

....................

Refer to the Submitting Acceptable Proof of Repair and/or
Remediation or Appendix II: Identifying Losses That Require
Proof of Repair sections of this document for additional
guidance.

Note: The Premium Estimate screen will not be accessible until
prior loss data is retrieved.

Continued on next page
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Reviewing and Editing Automated Loss History Data, Continued

Alerts and
Errors

Alerts
LexisNexis may return various alerts and errors during a loss history check,
such as:

e Security Fraud
o Identity Theft

e Legal Hold

e Security Freeze

If the system returns a C.L.U.E. Loss History Report containing an alert for
Fraud, Security Freeze, Legal Hold, or Identity Theft, a second system
message will display to inform the user of the condition:

Risk Analysis

Click Next or Premium Estimate to move to the next step
A\ The CLUE Loss History Report has been retrieved. Please click the CLUE “Loss History Report™ tab below to view the report.

A\ An alert has been returned. Some or all losses may be missing, Please review and manually enter any known losses on the “Prior Losses” tab.

Connection Errors

If the Loss History Report (LHR) service fails due to a connection error, the
system will be unable to retrieve the report. A system message will display to
notify of the failure:

Risk Analysis
Errors: B
© Anerror occurred while attempting to order the CLUE Loss History Report. Please contact your Administrator.
Click Mext or Premium Estimate to move to the next step

Continued on next page
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Reviewing and Editing Automated Loss History Data, Continued

Alerts and Resolving Errors and Alerts
Errors, When alerts and/or errors occur:
Continued e Loss history will not populate automatically.

e Agents must manually enter known losses from the applicant.

To manually enter a loss, navigate to the Risk Analysis screen, select Prior
Losses, then select Add.

UW Issues Prior Losses

Prior Losses

C.L.U.E. Loss History Report

If you want to delete a prior loss, you must enter a "Delete Reason." Click the check box, and
then click "Remove."

(o]
Occurrence Date Loss Type Description *
05/31/2024 & [ Hail - ] X000
01/01/2026 ) [ Collapse v ] XXX
MM/dd/yyyy ] <none= v l

Complete all required fields, then continue with the application.

Continued on next page
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Reviewing and Editing Automated Loss History Data, Continued

Editing All insured’s losses in the last five years, inclusive of Citizens losses,
Automated whether or not paid by insurance, regardless of perils covered on the policy
Loss History  application, at this or any other location must be added to the Prior Loss tab
Data and in PolicyCenter.

Providing
Detailed Loss e Prior losses should be reviewed for accuracy, edited and/or deleted.
Descriptions If losses appear on the report that were not disclosed or are being

disputed by the applicant, agents should contact the applicant prior
to editing or deleting the data.

o |If the applicant is disputing the loss, they must address the dispute
with Lexis Nexis before proceeding with the application. The agent
will not be able to delete the loss until the dispute is resolved or they
must disclose the loss and advise that the applicant is disputing the
loss with Lexis Nexis.

¢ Underwriting will review edits and may request additional information.

Note: PolicyCenter does not provide the functionality to print a loss history
report, but applicants can contact Lexis Nexis to request the report. For
more information, see the Requesting a Copy of the Report and/or Disputing
the Information section of this document.

Continued on next page
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Reviewing and Editing Automated Loss History Data, Continued

Editing
Automated
Loss History
Data and
Providing
Detailed Loss
Descriptions,
continued

All fields on the Prior Losses tab can be amended. To edit automated loss

history data:
Step Action
1 Click in the field that requires edits.

UW Issues Prior Losses

C.L.U.E. Loss History Report

Prior Losses

m Bemove

Occurrence Date
05/31/2024)

01/01/2026

=
-}

Loss Type
l Hail v ]
l Collapse - ]

Result: The field becomes editable.

Submission Guide.

2 Complete edits as needed.
I have informed the applicant that a loss history report, which is a consumer credit report, must be
underwriting nrocess, | have ohtained nermission to order loss history reports on the Named Insurd
- - KR
s \"tﬂ T W T F s
"TheDep{ 28 | 29 30 1 2 3 4 literacy programs to assist you with insu
including alated. To learn more, visit www.MyFlorid
i 5 [ 7 8 9 10 11 |
UW Issues| t ‘
| 12 13 14 15 16 17 18
Prior L 19 20 21 22 23 24 25
1 26 27 28 29 30 31 1
[ Today l pe
05/31/2024 & | Hail - ]
01/01/2026 ] [ Collapse - ]
Note: Underwriting may review edits and request additional
information after submission.
3 Complete the application as outlined in the New Business

Citizens Property Insurance Corporation
Automated Loss History Data and Acceptable Proof of Repair Guide: PL 01.16.2026
Back to Table of Contents

Continued on next page

13



Guide

0 Citizens Insurance Suite POI |Cycenter Personal Lines

Reviewing and Editing Automated Loss History Data, Continued

Deleting If prior loss data is duplicated, entered prior to the loss history report being
Duplicate or pulled, or not applicable to the applicant, it must be deleted.

Inapplicable

Prior Loss Carefully review the Prior Losses tab to determine if a loss should be
Data deleted. Agents will be unable to delete a loss until a reason is provided.

Note: When deleting duplicated losses, select the loss that was not LHR

Retrieved.

ey e— e r——

Prior Losses

Amount Paid

277100

7,179.00

277100

status Loss Location Delete Reason LHR Retreived FIGA Open Service Date

Closed - <none> - Yes

Yes

To delete loss data:

Step

Action

1

Navigate to the Risk Analysis tab and select Prior Losses.

Desktop |+  Agcount |v  Policy |+  Search [v  Administration v

&, submission (Draft)

Risk Analysis

A\ The C.LUE. Loss History Repart has been retrieved. Please click the "C.LU.E. Loss History Report” tab below to view the repart.

I have informed the applicant that a loss history report, which is a consumer credit report, must be obtained as part of Citizens’ Yes
cess. | have obtained permissi loss histary reparts on the Named Insured and Additional Named

missios los:
d 1 have read the statement below to the applicant:

"
Ie

“The Department of Financial Services offers free financial literacy programs to assist you with insurance- related questions,
including how credit works and how credit scores are calculated. To learn more, visit wiww.MyFloridaCFO.com

UWissued | PriorLosses | [C.LUE, Loss History Report

P Losses
Oceurrence Data Loss Type Description * Amount Paid Status
08/15/2022 [ f - Flood damage 2,771.00 Closec -
11/05/2024 £ Dam sther Related = Pipe leak 7119.00 | [ open -
W delyyyy & [ <none= - [f..m. =

Note: The ‘Remove’ button will only become active after a
Delete Reason is indicated. A reason for deleting any loss listed
on the Prior Losses tab is mandatory.

Continued on next page
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Reviewing and Editing Automated Loss History Data, Continued

Deleting Step Action

Duplicate or 2 Select the Delete Reason dropdown to indicate the reason.
Inapp"cable Delete Reason

Prior Loss

Data, [ <none- a
Continued

[<oones <]

=none= i I

—| Duplicate Loss T

Not Applicant's Loss - Loss belongs to a different person (e.g., prior owner or unit-owner in same building)

Note: If a loss is entered in error, select Duplicate Loss as the
delete reason.

3 Place a check next to the loss that should be deleted, then
select Remove.

UW Issues Prior Losses

Prior Losses

C.L.U.E. Loss History Report

If you want to delete a prior loss, you must enter a "Delete Reason.” Click the check box, and
then click "Remove."

Occurrence Date Loss Type Description *

05/31/2024 [ Hail - ] KAXXX

[::3

01/01/2026

[::3

[ Collapse - ] XXX

v MM/dd/yyyy

i3

[ =none> v ]

5 Complete the application as outlined in the New Business
Submission Guide.

Continued on next page
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Reviewing and Editing Automated Loss History Data, Continued

Ineligible Risk Some risks are not eligible for the HO-3 policy form, though may be written
Due to Prior on named-peril policy forms such as the DP-1. If a submission is found to be
Loss Data ineligible due to loss frequency, an error will display in PolicyCenter.

Note: Refer to Rule 206 in the Underwriting Manual for more information.

Performance  Agents must use sound discretion when editing or removing losses that
Violations appear in automated loss history data. Submitting a risk on an incorrect
policy form due to either of the following:
¢ Undisclosed losses
e Losses that were incorrectly edited or removed

will be classified as an ineligible risk and will result in a performance
violation (PV01 — Ineligible Risk).

For more information, refer to the Agent Performance Standards Program
Guide for Personal Lines.

Continued on next page
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Submitting Acceptable Proof of Repair

Overview

Existing Open
Claims

On new-business submissions, a full description of prior losses within the
past five years and proof of prior loss repair will be required if the date of a
prior loss at the property address is within 60 months of the effective date
and one or more of the following scenarios apply:

The claim is still open

The amount of the loss is greater than $20,000

A sinkhole or liability loss occurred

The date of loss is within the past year

Two or more of the same type of loss appear on the loss history

Underwriting may request proof of repair outside of the scenarios listed
above. Remember that all losses within the last five years, at this or any
location, must be added for loss frequency consideration. Refer to Appendix
II: Identifying Losses That Require Proof of Repair for more information.

A risk with an existing open claim still may be eligible for coverage.

¢ Risks with existing, unrepaired structure damage must be submitted

unbound for review.
o Refer to Rule 208, Uninsurable Properties, of Citizens’
Underwriting manual for more information.

¢ Risks with open liability, theft or any other open claim must include a
detailed explanation of the loss and any steps taken to remediate
future potential losses.

Existing Damage Due to Open Claim on New-Business Submissions
Prior open losses could be an indication of existing damage and should be
thoroughly reviewed to confirm eligibility.

Existing, unrepaired structure damage must be indicated and submitted on
an unbound application. Underwriting then will review the extent of damage
to determine if the submission is insurable. If the submission is approved,
proof of repair and/or remediation will be required within 60 days.

Submission (Draft) mg
\(CmZENS PolicyCente +

EHg\bilityQuestions
igAcers esa who will be red under this policy hav L«uwldg that repairs hav Yes (@) No
lea

bnmdtlhdwllg d/pprtyugt inkhol
Clearinghouse

Draft

D (h e property have any unrepaire isting da mag dby l lurmht @ Yes No
® Policy Type Questions iced by orthat has b Fldwthth Fl ida Ins G anty Asse

Poli cribe the unrepaired or existin gd omagec dby | claim that s serviced by or that
h < been filed it the Florda Inscrance 6 tyA n

Continued on next page
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Submitting Acceptable Proof of Repair, Continued

Guide

Personal Lines

Proof of Acceptable proof of repair and/or remediation will vary based on cause of
Repair loss and the extent of the damage and may be required prior to underwriting

Requirements review and issuance.

Acceptable proof of repair generally includes:
¢ Proof that the underlaying cause of loss and any ensuing damage has

been remediated,

failed.

including the system or portion of the system that

¢ At a minimum, documentation that the system has been fully replaced by
a licensed professional and that in the course of performing the work,
permits and inspections required by the local building authority were

obtained.

Any alternative documentation must be reviewed on a case-by-case basis
by Underwriting. An intent to repair or estimate will not be accepted.

Acceptable proof of repair and/or remediation is listed below. Additional required documents

will vary based on the type of damage.

gttrI:::ture Then Acceptable
. Document(s) The Document Must:
Damaged is
Include:
the:
e Be completed by a general, residential, building
or roofing contractor, building code inspector
) . licensed roofer or Florida-licensed home
RecI:elpts for repair/ inspector.
replacement « Indicate Paid in full
¢ Indicate specific area(s) of repair
Roof ¢ Include clear color photos of repaired area(s)
Roof Inspection Be gompleted by a ge_ngral, resid.ential, building or
Form roofing contractor, building code inspector or Florida-
licensed home inspector
Finalized roofing o Specify full roof replacement
permit ¢ Include clear color photos of replaced roof
e Indicate Paid in Full
e Be completed by licensed general, residential, or
Building Receipts building contractor
¢ Indicate specific area(s) of repair
¢ Include clear color photos of repaired area(s)

Citizens Property Insurance Corporation
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Submitting Acceptable Proof of Repair, Continued

Proof of In some instances, non-Act of God losses may not result in roof or structural
Repair damage and/or may be related to a more extensive underlying cause.
Requirements

, continued

Type of Loss Additional acceptable proof of repair includes, but is not
limited to:

Collapse Receipts and photos demonstrating remediation of the
underlying cause, such as removal and replacement of defective
materials, decay, weight of contents, etc.

Explosion Receipts and photos demonstrating removal of fuel, chemical or
pressure-related hazards.

Fire Proof of repair, remediation or replacement of malfunctioning

electrical, wiring or controlled flame heating systems.

Liability: Bodily Injury

Documentation that the liability exposure no longer exists AND
Photos that the liability exposure no longer exists or has been
corrected

Liability: Property
Damage

Documentation that the liability exposure no longer exists AND
Photos that the liability exposure no longer exists or has been
corrected

Loss Assessment

Paid in full receipt from the corporation or association issuing the
assessment, which includes indication of the loss cause.

Medical Payment

Documentation that the liability exposure no longer exists AND
Photos that the liability exposure no longer exists or has been
corrected

Sinkhole See Acceptable Proof of Repair: Sinkhole Losses

Theft A signed statement of steps taken to prevent further losses.
Vandalism A signed statement of steps taken to prevent further losses.
Water Damage: Non- See Acceptable Proof of Repair: Non-Weather Water Losses
Weather Related

Continued on next page
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Submitting Acceptable Proof of Repair, Continued

Acceptable Automated loss history data may not distinguish between nonweather and
Proof of weather-related water losses. Agents must verify if the underlying cause of
Repair: loss is nonweather-related or weather-related water damage. A “water loss
Nonweather not caused by weather” is defined as any of the following:

Water Losses e The accidental discharge or overflow of water or steam from a

plumbing, heating, air conditioning, automatic fire-protective sprinkler
system or household appliance.

e The constant or repeated seepage or leakage of water or steam.

e The presence or condensation of humidity, moisture or vapor.

Properties with prior nonweather water-related losses may be eligible only
for a DP-1 policy form and will require proof of repair. An exception may be
considered if there has been a full replacement of a failed mechanical
system by a professional licensed in the field. Contact Underwriting to
discuss prior to selecting a policy form.

Acceptable proof of repair for nonweather water-related losses include
photos of the repaired area and at least one of the following:
e A 4-Point Inspection, showing no deficiencies, dated after the date of
loss and indicating the issue was remediated
e Paid-in-full receipts
e Finalized permit showing repairs have been made

Note: Repair and/or replacement work on the roof, electrical, heating, or
plumbing systems must be completed by a verifiable licensed contractor.

Proof of Repair for Losses Remediated by Citizens’ Managed Repair
Program

Risks returning to Citizens that were repaired through Citizens’ Managed
Repair Program will not require proof of repair. The agent should, however,
upload a statement indicating the damage was repaired as part of the
Managed Repair Program.

Continued on next page
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Submitting Acceptable Proof of Repair, Continued

Acceptable
Proof of
Repair:
Sinkhole
Losses

Late
Submission
Violations

If the property to be insured has ever sustained a loss due to sinkhole
activity or has had a sinkhole investigation performed by a professional
engineer, documentation of repairs must be submitted with the application,
whether sinkhole loss coverage is requested or not. Prior sinkhole losses
should be included in reported prior losses, regardless of the perils covered
on the application.

For additional information and documentation requirements, refer to Rule
204 in Citizens’ underwriting manuals or one of the following FAQ’s:

o Answer ID 3063: What documentation is required if Sinkhole Loss
coverage is requested?

e Answer ID 1994: Does Citizens require proof of repairs when the
property has had sinkhole damage?

Underwriting will not review, approve and/or issue a policy until all required
documents have been uploaded and the payment, if the policy is bound, has
been posted. This includes proof of repair documentation, if required, on
new-business submissions.

A late submission alert occurs when the application and all required
documents are not submitted and the SUBMIT button is not selected by the
effective date of coverage. A late submission violation will occur when the
application and all required documents are not submitted and the SUBMIT
button is not selected within 5 days of the policy’s effective date of coverage

For more information, refer to the Agent Performance Standards Program
Guide for Personal Lines.

Continues on next page
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‘Q Citizens Insurance Suite

Fair Credit Reporting Act

PolicyCenter

Guide

Personal Lines

Overview

The federal Fair Credit Reporting Act (FCRA) promotes the accuracy,

fairness and privacy of information in the files of consumer reporting
agencies. Customers have the right to be informed if the information in their
file has been used against them.

FCRA Notices
on Incomplete
Applications

When an unbound
submission contains a
claim reported on the
Loss History Report and
the submission is not or
cannot be completed,
Citizens will, in
acknowledgement of the
possibility that the
application has been
abandoned or
withdrawn due to loss
frequency, send a
Property Loss History
Notice to the customer.

Agents can access this
he Property Loss History
Notice from the
customer’s account, and
a note will be placed on
the policy.

The notice will be sent:

Important Notice: Property Loss History

We are providing this notice because your agent initiated an application for insurance with Citizens Property
Insurance Corporation on your behalf, which did not result in coverage. While there are various reasons an
application may not lead to coverage, this notice addresses one possible explanation. Specifically, prior losses
or claims reported within a certain timeframe may render an individual ineligible for coverage.

To verify eligibility, Citizens may obtain information from a consumer reporting agency, which may contain data
regarding prior property losses or insurance claims—regardless of whether payment was issued—reported
within the past five years at the subject property or other locations. This information is shared with your agent
and may influence the outcome of the application. For further details regarding your specific situation and
whether prior losses influenced this outcome, please contact your agent directly

If information from a consumer report was a factor in your application not resulting in coverage, the following
information is applicable:

Consumer reports are provided to Citizens by LexisNexis Solutions. Please note that LexisNexis Solutions did
not make any decision regarding your insurance application and is, therefore, unable to provide specific
reasons regarding the decision

Under the Fair Credit Reporting Act, Section 612, you have the right to obtain a free copy of the consumer
report from LexisNexis Risk Solutions if requested within 60 days of receipt of this notice. You also have the
right, under Section 611, to dispute the accuracy or completeness of any information contained in the report.
To dispute information contained in the report or to obtain a free copy of the report, please contact LexisNexis
using the information listed below. To help facilitate your order include the C.L U.E. Reference Number
provided.

LexisNexis Consumer Contact Center
P.O Box 105108

Atlanta, GA 30348-5108

NCF Reference # Display number from C.L.U.E. REPORT

As 2 reminder, this notice is related only to the submission number noted above. As part of seeking insurance
coverage with Citizens, it is possible your agent submitted more than one application for various reasons.
Please contact your agent for further information and to answer any questions you may have regarding
insurance coverage via phone or email

Citizens Property Insurance Corporation

e 25 days after the creation date on abandoned applications
¢ Immediately after an application is withdrawn

Citizens Property Insurance Corporation
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Fair Credit Reporting Act, Continued

Requestinga Under the Fair Credit Reporting Act, Section 612, customers have the right

Copy of the to obtain a free copy of the consumer report from Verisk Insurance Solutions

Report and/or if requested within 60 days of receipt of the he Property Loss History Notice.

Disputing the

Information Should a consumer question the accuracy of the information in the prior loss
automated data, they can dispute the information by contacting the vendor,
Verisk Insurance Solutions, following the instructions provided in the FCRA
abandonment letter. The vendor will undertake an investigation with the
organization submitting the claim(s).

To dispute information contained in the report or to obtain a free copy of the
report, contact LexisNexis using the information below:

LexisNexis Consumer Contact Center
P.O. Box 105108

Atlanta, GA 30349-5108

NCF Reference #

End
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	3BFrequency of prior losses may deem a risk uninsurable for certain multiperil policy types. 
	4BApplicants who have sustained
	5BWithin
	6BAre not eligible for the HO-3 policy form but may be written on named-peril policy forms such as the DP-1.
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	100BContinued on next page
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	169BStep
	170BAction
	195B1
	196BInitiate the submission either by bridging from the Clearinghouse or, if applicable, directly in PolicyCenter as indicated in the New Business Submission Guide. 
	197BComplete and/or confirm data on the Policy Type Questions, Policy Contract and Eligibility screens.
	101BContinued on next page
	143BReviewing and Editing Automated Loss History Data, Continued
	91BAccessing Automated Loss History Data, Continued
	171BStep
	172BAction
	198B2
	199BReview and confirm the First Named Insured’s information, then add any Additional Named Insureds.
	200BNotes: 
	201BTo avoid generating duplicate or incorrect loss history data:
	 202BEnter the correct legal name, date of birth, and address.
	 203BWhen adding an LLC, select New Company to ensure the format is correct. 
	 204BThe Prior Losses question will auto-fill from LexisNexis Loss History results on the Risk Analysis screen. Leave it blank to prevent duplicate entries and extra updates.
	102BContinued on next page
	144BReviewing and Editing Automated Loss History Data, Continued
	92BAccessing Automated Loss History Data, continued
	173BStep
	174BAction
	205B3
	206BComplete Prior Policies on the Policy Info screen, then select Next to complete the Property Address Info. 
	207B/
	208B4
	209BIf not already prefilled, use the Property Address Info screen to enter the property address. Select Retrieve property information.
	210B/
	211B5
	212BSelect Accept Returned Address.
	213B/
	214BResult: The Property Address Info screen displays. 
	215BNote: Use Original Address should only be selected in rare circumstances. If you use the original address, contact Underwriting to discuss prior to submission.
	103BContinued on next page
	145BReviewing and Editing Automated Loss History Data, Continued
	93BAccessing Automated Loss History Data, Continued
	175BStep
	176BAction
	216B6
	217BContinue completing the application. On the Risk Analysis screen, permission from the applicant must be obtained to proceed with the submission. Read the statement displayed on the screen, then indicate if you have obtained permission to order loss history reports on the named and additional named insured.
	218B/
	219BResult: The C.L.U.E Loss History Report will automatically generate, and the C.L.U.E. Loss History Report tab will be available once the consent question has been answered. 
	220B7
	221BSelect the C.L.U.E. Loss History Report tab to determine if any prior losses were generated by the automated process. 
	222B/
	223BThe data on this read-only report is for completing and verifying the accuracy of the Prior Losses section of the application.
	104BContinued on next page
	146BReviewing and Editing Automated Loss History Data, Continued
	94BAccessing Automated Loss History Data, Continued
	177BStep
	178BAction
	224B8
	225BAccess the Prior Losses tab if additional losses were returned. 
	226B/
	90BData retrieved from the automated loss history report will indicate Yes in the LHR Retrieved column.
	179BIf ...
	180BThen ...
	227BNo prior loss data was returned, or if the applicant does not have prior losses to report
	228BComplete the submission using the steps outlined in the New Business Submission Guide.
	229BPrior loss data was returned
	230BReview the data carefully to determine if the results are applicable to your customer, then continue to Step 9.
	231BPrior loss data was returned in error, is incorrect, or was duplicated 
	232BRefer to the Editing Loss History or Deleting Loss History sections of this document for further instructions.
	105BContinued on next page
	147BReviewing and Editing Automated Loss History Data, Continued
	95BAccessing Automated Loss History Data, continued
	181BStep
	182BAction
	233B9
	12BA full description of each loss will be required. To enter a loss description, click in the Description field, then enter the information.
	234B/
	160BDescriptions should be detailed enough to indicate the underlying cause of the loss and location within the dwelling, for example: Plumbing supply line leak under the kitchen sink, resulting in damage to lower kitchen cabinets.
	13BNote: The Prior Losses Description field can contain up to 250 characters. If additional space is required, the full description of the loss should be uploaded with corresponding acceptable proof of repair.
	235B10
	14BComplete the application as outlined in the New Business Submission Guide, and then continue to the Required Documents screen.
	15BProof of repair documentation may be required. If so, it must be uploaded with other required documents for approval and/or issuance.
	16B/
	17BRefer to the Submitting Acceptable Proof of Repair and/or Remediation or Appendix II: Identifying Losses That Require Proof of Repair sections of this document for additional guidance.
	18BNote: The Premium Estimate screen will not be accessible until prior loss data is retrieved.
	106BContinued on next page
	148BReviewing and Editing Automated Loss History Data, Continued
	126BAlerts and Errors

	19BAlerts
	20BLexisNexis may return various alerts and errors during a loss history check, such as:
	 21BSecurity Fraud
	 22BIdentity Theft
	 23BLegal Hold
	 24BSecurity Freeze
	25BIf the system returns a C.L.U.E. Loss History Report containing an alert for Fraud, Security Freeze, Legal Hold, or Identity Theft, a second system message will display to inform the user of the condition:
	26BConnection Errors
	27BIf the Loss History Report (LHR) service fails due to a connection error, the system will be unable to retrieve the report. A system message will display to notify of the failure:
	28B/
	107BContinued on next page
	149BReviewing and Editing Automated Loss History Data, Continued
	96BAlerts and Errors, Continued
	29BResolving Errors and Alerts
	30BWhen alerts and/or errors occur:
	 31BLoss history will not populate automatically.
	 32BAgents must manually enter known losses from the applicant.
	33BTo manually enter a loss, navigate to the Risk Analysis screen, select Prior Losses, then select Add.
	34B/
	35BComplete all required fields, then continue with the application.
	108BContinued on next page
	150BReviewing and Editing Automated Loss History Data, Continued
	127BEditing Automated Loss History Data and Providing Detailed Loss Descriptions

	36BAll insured’s losses in the last five years, inclusive of Citizens losses, whether or not paid by insurance, regardless of perils covered on the policy application, at this or any other location must be added to the Prior Loss tab in PolicyCenter. 
	 236BPrior losses should be reviewed for accuracy, edited and/or deleted. If losses appear on the report that were not disclosed or are being disputed by the applicant, agents should contact the applicant prior to editing or deleting the data.
	 237BIf the applicant is disputing the loss, they must address the dispute with Lexis Nexis before proceeding with the application. The agent will not be able to delete the loss until the dispute is resolved or they must disclose the loss and advise that the applicant is disputing the loss with Lexis Nexis. 
	 238BUnderwriting will review edits and may request additional information. 
	239BNote: PolicyCenter does not provide the functionality to print a loss history report, but applicants can contact Lexis Nexis to request the report. For more information, see the Requesting a Copy of the Report and/or Disputing the Information section of this document.
	109BContinued on next page
	151BReviewing and Editing Automated Loss History Data, Continued
	97BEditing Automated Loss History Data and Providing Detailed Loss Descriptions, continued
	183BAll fields on the Prior Losses tab can be amended. To edit automated loss history data:
	184BStep
	185BAction
	240B1
	241BClick in the field that requires edits.
	242B/
	243BResult: The field becomes editable.
	244B2
	245BComplete edits as needed./
	246BNote: Underwriting may review edits and request additional information after submission.
	247B3
	248BComplete the application as outlined in the New Business Submission Guide.
	110BContinued on next page
	152BReviewing and Editing Automated Loss History Data, Continued
	128BDeleting Duplicate or Inapplicable Prior Loss Data

	37BIf prior loss data is duplicated, entered prior to the loss history report being pulled, or not applicable to the applicant, it must be deleted. 
	38BCarefully review the Prior Losses tab to determine if a loss should be deleted. Agents will be unable to delete a loss until a reason is provided. 
	39BNote: When deleting duplicated losses, select the loss that was not LHR Retrieved. 
	249B/
	250BTo delete loss data:
	186BStep
	187BAction
	251B1
	252BNavigate to the Risk Analysis tab and select Prior Losses.
	253B/
	254BNote: The ‘Remove’ button will only become active after a Delete Reason is indicated. A reason for deleting any loss listed on the Prior Losses tab is mandatory.
	111BContinued on next page
	153BReviewing and Editing Automated Loss History Data, Continued
	98BDeleting Duplicate or Inapplicable Prior Loss Data, Continued
	188BStep
	189BAction
	255B2
	256BSelect the Delete Reason dropdown to indicate the reason.
	257B/
	258BNote: If a loss is entered in error, select Duplicate Loss as the delete reason.
	259B3
	260BPlace a check next to the loss that should be deleted, then select Remove.
	261B/
	262B5
	263BComplete the application as outlined in the New Business Submission Guide.
	112BContinued on next page
	154BReviewing and Editing Automated Loss History Data, Continued
	129BIneligible Risk Due to Prior Loss Data

	161BSome risks are not eligible for the HO-3 policy form, though may be written on named-peril policy forms such as the DP-1. If a submission is found to be ineligible due to loss frequency, an error will display in PolicyCenter. 
	40BNote: Refer to Rule 206 in the Underwriting Manual for more information.
	130BPerformance Violations

	41BAgents must use sound discretion when editing or removing losses that appear in automated loss history data. Submitting a risk on an incorrect policy form due to either of the following:
	 42BUndisclosed losses
	 43BLosses that were incorrectly edited or removed
	44Bwill be classified as an ineligible risk and will result in a performance violation (PV01 – Ineligible Risk).
	162BFor more information, refer to the Agent Performance Standards Program Guide for Personal Lines. 
	0BContinued on next page
	120BSubmitting Acceptable Proof of Repair
	131BOverview


	45BOn new-business submissions, a full description of prior losses within the past five years and proof of prior loss repair will be required if the date of a prior loss at the property address is within 60 months of the effective date and one or more of the following scenarios apply: 
	 46BThe claim is still open 
	 47BThe amount of the loss is greater than $20,000
	 48BA sinkhole or liability loss occurred
	 49BThe date of loss is within the past year
	 50BTwo or more of the same type of loss appear on the loss history
	51BUnderwriting may request proof of repair outside of the scenarios listed above. Remember that all losses within the last five years, at this or any location, must be added for loss frequency consideration. Refer to Appendix II: Identifying Losses That Require Proof of Repair for more information.
	132BExisting Open Claims

	52BA risk with an existing open claim still may be eligible for coverage. 
	 53BRisks with existing, unrepaired structure damage must be submitted unbound for review. 
	o 54BRefer to Rule 208, Uninsurable Properties, of Citizens’ Underwriting manual for more information.
	 55BRisks with open liability, theft or any other open claim must include a detailed explanation of the loss and any steps taken to remediate future potential losses.
	56BExisting Damage Due to Open Claim on New-Business Submissions
	57BPrior open losses could be an indication of existing damage and should be thoroughly reviewed to confirm eligibility. 
	58BExisting, unrepaired structure damage must be indicated and submitted on an unbound application. Underwriting then will review the extent of damage to determine if the submission is insurable.  If the submission is approved, proof of repair and/or remediation will be required within 60 days.
	113BContinued on next page
	155BSubmitting Acceptable Proof of Repair, Continued
	133BProof of Repair Requirements

	59BAcceptable proof of repair and/or remediation will vary based on cause of loss and the extent of the damage and may be required prior to underwriting review and issuance. 
	60BAcceptable proof of repair generally includes:
	 61BProof that the underlaying cause of loss and any ensuing damage has been remediated, including the system or portion of the system that failed. 
	 62BAt a minimum, documentation that the system has been fully replaced by a licensed professional and that in the course of performing the work, permits and inspections required by the local building authority were obtained.
	63BAny alternative documentation must be reviewed on a case-by-case basis by Underwriting. An intent to repair or estimate will not be accepted.
	64BAcceptable proof of repair and/or remediation is listed below. Additional required documents will vary based on the type of damage.
	190BIf the Structure Damaged is the:
	191BThen Acceptable Document(s) Include:
	192BThe Document Must:
	264BRoof
	265BReceipts for repair/replacement
	 266BBe completed by a general, residential, building or roofing contractor, building code inspector licensed roofer or Florida-licensed home inspector.
	 267BIndicate Paid in full
	 268BIndicate specific area(s) of repair
	 269BInclude clear color photos of repaired area(s)
	270BRoof Inspection Form
	271BBe completed by a general, residential, building or roofing contractor, building code inspector or Florida-licensed home inspector
	272BFinalized roofing permit
	 273BSpecify full roof replacement
	 274BInclude clear color photos of replaced roof
	275BBuilding
	276BReceipts
	 277BIndicate Paid in Full
	 278BBe completed by licensed general, residential, or building contractor
	 279BIndicate specific area(s) of repair
	 280BInclude clear color photos of repaired area(s)
	114BContinued on next page
	156BSubmitting Acceptable Proof of Repair, Continued
	99BProof of Repair Requirements, continued
	163BIn some instances, non-Act of God losses may not result in roof or structural damage and/or may be related to a more extensive underlying cause.
	193BType of Loss
	194BAdditional acceptable proof of repair includes, but is not limited to:
	281BCollapse 
	282BReceipts and photos demonstrating remediation of the underlying cause, such as removal and replacement of defective materials, decay, weight of contents, etc. 
	283BExplosion
	284BReceipts and photos demonstrating removal of fuel, chemical or pressure-related hazards.
	285BFire
	286BProof of repair, remediation or replacement of malfunctioning electrical, wiring or controlled flame heating systems.
	287BLiability: Bodily Injury
	288BDocumentation that the liability exposure no longer exists AND Photos that the liability exposure no longer exists or has been corrected
	289BLiability: Property Damage
	290BDocumentation that the liability exposure no longer exists AND Photos that the liability exposure no longer exists or has been corrected
	291BLoss Assessment
	292BPaid in full receipt from the corporation or association issuing the assessment, which includes indication of the loss cause.
	293BMedical Payment
	294BDocumentation that the liability exposure no longer exists AND Photos that the liability exposure no longer exists or has been corrected
	295BSinkhole
	296BSee Acceptable Proof of Repair: Sinkhole Losses
	297BTheft
	298BA signed statement of steps taken to prevent further losses.
	299BVandalism
	300BA signed statement of steps taken to prevent further losses.
	301BWater Damage: Non-Weather Related
	302BSee Acceptable Proof of Repair: Non-Weather Water Losses
	115BContinued on next page
	157BSubmitting Acceptable Proof of Repair, Continued
	134BAcceptable Proof of Repair: Nonweather Water Losses

	65BAutomated loss history data may not distinguish between nonweather and weather-related water losses. Agents must verify if the underlying cause of loss is nonweather-related or weather-related water damage. A “water loss not caused by weather” is defined as any of the following: 
	 66BThe accidental discharge or overflow of water or steam from a plumbing, heating, air conditioning, automatic fire-protective sprinkler system or household appliance.
	 67BThe constant or repeated seepage or leakage of water or steam.
	 68BThe presence or condensation of humidity, moisture or vapor.
	69BProperties with prior nonweather water-related losses may be eligible only for a DP-1 policy form and will require proof of repair. An exception may be considered if there has been a full replacement of a failed mechanical system by a professional licensed in the field. Contact Underwriting to discuss prior to selecting a policy form.
	70BAcceptable proof of repair for nonweather water-related losses include photos of the repaired area and at least one of the following:
	 71BA 4-Point Inspection, showing no deficiencies, dated after the date of loss and indicating the issue was remediated
	 72BPaid-in-full receipts
	 73BFinalized permit showing repairs have been made
	74BNote: Repair and/or replacement work on the roof, electrical, heating, or plumbing systems must be completed by a verifiable licensed contractor.
	75BProof of Repair for Losses Remediated by Citizens’ Managed Repair Program
	164BRisks returning to Citizens that were repaired through Citizens’ Managed Repair Program will not require proof of repair. The agent should, however, upload a statement indicating the damage was repaired as part of the Managed Repair Program.
	116BContinued on next page
	158BSubmitting Acceptable Proof of Repair, Continued
	135BAcceptable Proof of Repair: Sinkhole Losses

	76BIf the property to be insured has ever sustained a loss due to sinkhole activity or has had a sinkhole investigation performed by a professional engineer, documentation of repairs must be submitted with the application, whether sinkhole loss coverage is requested or not. 14TPrior 14Tsinkhole losses should be included in reported prior losses, regardless of the perils covered on the application.
	77BFor additional information and documentation requirements, refer to Rule 204 in Citizens’ underwriting manuals or one of the following FAQ’s:
	 78BAnswer ID 3063: What documentation is required if Sinkhole Loss coverage is requested?
	 79BAnswer ID 1994: Does Citizens require proof of repairs when the property has had sinkhole damage?
	136BLate Submission Violations

	80BUnderwriting will not review, approve and/or issue a policy until all required documents have been uploaded and the payment, if the policy is bound, has been posted. This includes proof of repair documentation, if required, on new-business submissions. 
	81BA late submission alert occurs when the application and all required documents are not submitted and the SUBMIT button is not selected by the effective date of coverage. A late submission violation will occur when the application and all required documents are not submitted and the SUBMIT button is not selected within 5 days of the policy’s effective date of coverage
	82BFor more information, refer to the Agent Performance Standards Program Guide for Personal Lines.
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	83BThe federal Fair Credit Reporting Act (FCRA) promotes the accuracy, fairness and privacy of information in the files of consumer reporting agencies. Customers have the right to be informed if the information in their file has been used against them.
	138BFCRA Notices on Incomplete Applications

	84BWhen an unbound submission contains a claim reported on the Loss History Report and the submission is not or cannot be completed, Citizens will, in acknowledgement of the possibility that the application has been abandoned or withdrawn due to loss frequency, send a Property Loss History Notice to the customer. 
	165BAgents can access this he Property Loss History Notice from the customer’s account, and a note will be placed on the policy. 
	166BThe notice will be sent:
	 140B25 days after the creation date on abandoned applications
	 141BImmediately after an application is withdrawn
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	139BRequesting a Copy of the Report and/or Disputing the Information

	167BUnder the Fair Credit Reporting Act, Section 612, customers have the right to obtain a free copy of the consumer report from Verisk Insurance Solutions if requested within 60 days of receipt of the he Property Loss History Notice. 
	168BShould a consumer question the accuracy of the information in the prior loss automated data, they can dispute the information by contacting the vendor, Verisk Insurance Solutions, following the instructions provided in the FCRA abandonment letter. The vendor will undertake an investigation with the organization submitting the claim(s).   
	85BTo dispute information contained in the report or to obtain a free copy of the report, contact LexisNexis using the information below:
	86BLexisNexis Consumer Contact Center
	87BP.O. Box 105108
	88BAtlanta, GA 30349-5108
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