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Submitting a First Notice of Loss 
 

What Submitting a first notice of loss (FNOL) in PolicyCenter®. 

 
Who Agents and Licensed Customer Representatives 

 
When Agents can submit a FNOL on behalf of the policyholder when a loss is 

reported. 

 
Procedure Log in and access the policy: 

Step Action 
1 Select Actions, then New FNOL. 

 

 
Result: The New FNOL screen appears. 

 

Continued on next page 
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Submitting a First Notice of Loss, Continued 

 

Procedure, 
continued 

 
Step Action 

2 Indicate who is reporting the claim: 
 
If the claim is being 
reported by: 

then: 

An existing contact Select the Name drop-down menu, then 
select the name. All existing contact 
information will autofill. 

 
Someone other than 
a contact listed on 
the policy 

Do not select a name from the Name 
drop-down menu. Enter contact 
information in the fields provided. 

 
 

 
 

Continued on next page 
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Submitting a First Notice of Loss, Continued 

 

Procedure, 
continued 

Step Action 
3 Indicate the reporting person’s relationship to the policyholder. 

 
4 Review any prefilled contact information. If contact information is 

correct, continue to Step 5. If contact information requires 
updating, then: 

Step Action 
A Select the Contact hyperlink: 

 
Note: For the Contact hyperlink to be active, the 
Reported By name must be either the named insured 
or the additional named insured, and the Relationship 
to Insured must be Self. 
 

Result: The Contact Detail screen appears. 
 

 

Continued on next page 
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Submitting a First Notice of Loss, Continued 

 

Procedure, 
continued 

Step Action 
4, 

cont’d 
Updating contacts, continued: 

Step Action 
B On the Contact Detail screen, editable information 

includes phone number and email address fields. 
Update as 
needed. 

 *Individual Person 
Type* 
 
 
 
 

 
                         *Entity Type* 

C Select OK to return to the New FNOL screen. 
 

Result: The changes are now displayed.  
 

Notes: 
 

• Contact information for the policy will reflect the 
changes. 

• The agent of record will receive an activity 
confirming the change.  

 
 

 

Continued on next page 
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Submitting a First Notice of Loss, Continued 

 

Procedure, 
continued 

Step Action 
5 Enter the Date of Loss. 

 
Note: If the policy was assumed or not in effect on the date of 
loss, an error message will appear. Contact Citizens for further 
assistance. 

6 Loss Cause options are dynamic, and options will change based 
on date and type of loss. Only selections relevant to the policy 
type will display. 
 

Select the primary cause of loss from the Loss Cause drop-down 
options. 
 
Example 1: Wind-only policy Loss Cause drop-down options: 

 
 
 
 
 
 
 

Example 2: Multiperil Loss Cause drop-down options: 

 
 

 

Continued on next page 
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Submitting a First Notice of Loss, Continued 

 

Procedure, 
continued 

Step Action 
7 Select a Sub Loss Cause from the drop-down options.

 
 

Note: The Sub Loss Cause is also a dynamic field. Options will 
change based on policy type, date and selected loss cause. 

8 If the loss and sub loss causes are due to a catastrophe (i.e., 
named storm), the Catastrophe field displays.  
 

Select the catastrophe from the drop-down menu. 
 

 
9 Enter the Loss Description. 

 
 

Note: Loss descriptions should be as specific as possible, 
including the cause and type of loss. For example, if the loss 
involves wind damage to a roof, include a complete description of 
the roof, such as the roof shape, covering type, area of the roof 
that has been damaged, etc. 

 

Continued on next page 
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Submitting a First Notice of Loss, Continued 

 

Procedure, 
continued 

Step Action 
10 Select the Severity of the loss. 

 

 
 
Note:Severity is a dynamic field and will change based on loss 
cause.  

 

Continued on next page 
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Submitting a First Notice of Loss, Continued 

 

Procedure, 
continued 

Step Action 
11 For water related losses, answer the questions as they populate. 

 
Example #1  

 
 
Example #2 

 
 
 

If EWRS are: Then: 
Declined Select a reason for declining. 

 
Accepted Enter any additional instructions, such as 

location instruction, gate codes, additional 
contact information, etc. 

 
 

 

Continued on next page 



 

PolicyCenter 
 

Job Aid 
Personal and 

Commercial Lines 
 

9 
Citizens Property Insurance Corporation 
09/09/2024 

Submitting a First Notice of Loss, Continued 

 

Procedure, 
continued 

Step Action 
12 Select Next to continue. 

13 Select Finish to submit the claim. 
 

 
 

Result: The claim confirmation script displays. 

14 Read the claim confirmation script verbatim to the claimant. 
 

 
Notes:  
• This screen contains very important information, including the 

claim number, instructions to prevent further damage and the 
contact phone number for Citizens.  

• The claim-specific script will vary by type and severity of loss.  
 

 

End of procedure 

 

SAMPLE 
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