‘Q Citizens Insurance Suite

PolicyCenter

Submitting a First Notice of Loss

What

Who

When

Procedure

Job Aid

Personal and
Commercial Lines

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

Agents and Licensed Customer Representatives

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

reported.

Log in and access the policy:

Step

Action

1

Select Actions, then New FNOL.

Go to...
Account File
Policy File
Create

New Note

MNew Document

MNew Activity

New FNOL

Change Palicy

Cancel Policy

. ~
Actions N

Copy Submission

Mew Transaction

Summary

count Information
sount Number

tount Name

dress

, dress

» licy

New Activity to Billing Center » >duct

mber
Led
st Issued Date

w Business

13104160

Elizabeth Homeowner

511 5 OLIVE AVE
WEST PALM BEACH, FL 33401-5907

Personal Residential

13105096

Yes

01/26/2018

Yes

Result: The New FNOL screen éppears.
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‘Q Citizens Insurance Suite

PolicyCenter

Submitting a First Notice of Loss, Continued

Procedure,
continued

Job Aid

Personal and
Commercial Lines

Step

Action

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.

New FNOL

Reported By

Last Name

Phone Number

nnnnnnnnnn

Narme m

First Name <none>
ALLSTATE FUNDING CORP ISAQA

: Elizabeth Homeowner |

Elizabeth 0126 3041104 Homeowner

X -

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.

New FNOL

Reported By

First Name
Last Name

Phone Number

Name <none=

BRI AR XERE

==
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Job Aid

o Citizens Insurance Suite POIICycenter Personal and

Commercial Lines

Submitting a First Notice of Loss, Continued

Procedure,
continued

Step | Action
3 Indicate the reporting person’s relationship to the policyholder.
Phone Number BRERFEFEEE NFEHEE
Phone Type <none> -
Email
Relationship to |-<none> % -
Insured
Has Additional
Phone Number? Self
Addl Phona Number1 Relative
Addl Phone Number2 Agent
Attorney
Claimant
Public Adjuster
Mortgage Company
Property Manager
AOB Vendor
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:
New FNOL

Reported By

Name Elizabeth Homeowner  ~

Phone Number 8509425517

Phone Type Waork

Email performance.test@citizensfla.com

Relationship to ] X -

Insured m

If displayed phone and/or email needs to be updated, select the Contact Link below.
Contact Elizabeth Homeowner

Has Additional Yes (%) No

Phone Number?
Addl Phone Number1

Addl Phone Number2

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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: Job Aid
o Citizens Insurance Suite POIICycenter Pers:nal H'I"l

Commercial Lines

Submitting a First Notice of Loss, Continued

Procedure, Step | Action

continued 4, Updating contacts, continued:

cont'd Step | Action

B On the Contact Detail screen, editable information
includes phone number and email address fields.
Update as
needed. Occupation Analyst

Date of Birth 01/10/1950

Linda Returnto NewENOL [« [
Primary Phone

m Home Phone 850-850-8500
Contact Detail ~ Roles  Ad{ | Work Phone 850-942-5517
Company Mabile Phone 850-942-5518
Address Book ID ab:181 Fax Phone
Tags Client Primary Email performance.test@citizensfla.com

eNotification Recipient Secondary Email

Company Name Linda

Person Type Individual

Office Ph —
e hene *Individual Person

Fax Type*

Primary Email
Secondary Email

Entity Type Corporation - Public

*Entity Type*
C Select OK to return to the New FNOL screen.

Result: The changes are now displayed.

Notes:

e Contact information for the policy will reflect the
changes.

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

Continued on next page
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Job Aid

o Citizens Insurance Suite POIICycenter Personal and

Commercial Lines

Submitting a First Notice of Loss, Continued

Procedure,
continued

Step | Action
5 Enter the Date of Loss.
Loss Information
Loss Date HHE
Loss Cause Jan2019  ~ k
Sub Loss Cause s M T W T F §
Loss Description EI 2 3 4 5
6 7 8 9 10 11 12
13 14 15 16 17 18 19
20 21 22 2325 26
Severity 27 28 29 30 3
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:

Loss Information
Loss Date 01/01/2019

Loss Cause <none> X -

Sub Loss Cause <none>

Hail
Liability - Bodily Injury

Loss Description

Liability - Property Damage
Loss Assessment
Wind

Severity

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

: Job Aid
o Citizens Insurance Suite POIICycenter Pers:nal H'I"l

Commercial Lines

Step | Action
7 Select a Sub Loss Cause from the drop-down options.
Loss Infermation
Loss Date 01/01/2019 EHH
Loss Cause Wind 57
Sub Loss Cause |ﬂnone> X -
Loss Description
Hurricane
Other
Tornado
. Tropical Storm
Severity
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.
Loss Cause Wind -
Sub-Loss Cause Hurricane b
Catastrophe |<n0ne> X -
55 - Hurricane Michael 2018 - 10/08/2018 - 10/13/2018
9 Enter the Loss Description.

Loss Cause Wind -

Sub-Loss Cause Hurricane =

Catastrophe 55 - Hurricane Michael 2018 - 10/08/2018 - 10/13/201 ~
Date of Loss 10/09/2018 12:01 AM

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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Job Aid

o Citizens Insurance Suite POIICycenter Personal and

Commercial Lines

Submitting a First Notice of Loss, Continued

Procedure,
continued

Step

Action

10

Select the Severity of the loss.

New FNOL

Reported By Loss Information

Name FNOL TESTING ~ | LossDate 02/17/2019 i
Phone Number 9044070481 Loss Cause Water Damage - Non We ~
Phone Type Mobile Sub Loss Cause Plumbing Leak - Pipe

£mail nfo@company.com Loss Description

Relationship to Self .

nsured

If displayed phone and/or email needs to be
updated, select the Contact Link below.
Contact FNOL TESTING Severity 1 room is damaged
2 or more rooms damaged
Has Additional Yes (& No
Phone Number? : standing water of 1" or more

Addl Phone Number1 Home is not livable

' Addl Phone Number2

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

Continued on next page
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O Citizens Insurance Suite POIICycenter

Submitting a First Notice of Loss, Continued

Procedure,
continued

Job Aid

Personal and
Commercial Lines

Step

Action

11

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

Example #1

New;FNOL Vendor Services

Has the water already been removed?
That's good to hear. Im glad you are taking steps to prevent further damage to your home.
Great, you handled that quickly. Your adjuster can review the work performed by the water removal company as well as your

options and policy limits when they reach out

(To continue, select Yes from the dropdown st from the right, then select Next)

Example #2

New FNOL Vendor Services

Has the water already been removed?

Have you already contacted a water removal company or other professional service?

Let's take care of that for you. Citizens provides FREE Emergency Water Removal Services. Citizens will reach out to a water
removal services vendor, Contractor Connection, at no cost to you. They will have a contractor call you within an hour to
schedule a convenient time to remove the water to prevent further damage. After the water removal is complete, your Citizens
adjuster will inspect the property to determine coverage and the extent of the loss. We'll use the contact information you
provided earlier to have them get I touch with you.

Would you like for me to have Contractor Connection call within an hour and schedule a FREE water removal appointment?
If additional assistance is needed, you can change your mind and take advantage of the FREE water removal services by calling
us back or discussing with your adjuster when they call you

1 did want to let you know your policy has specific limits that are important to know about. If you decide to have someone else
perform water removal services, there is a limit of $3000 for this type of service which would be available only if your claim is a
covered loss. Of course, your adjuster can review your options with you when they reach out

(To continue, select Yes from the dropdown list from the right, then select Next)

No
" No
No

No

If EWRS are: | Then:

Declined Select a reason for declining.

services.

Declination Reason A water mitigation company has already been contacted

Awater mitigation company has zlready performed water
mitigation services.

Claim reported by other than policyholder; status of mitigation
by Policyholder is unknown.

ClaimCenter entry from Fax or Manual FNOL.
Policyholder performed water mitigation themselves.

The water damage does not require emergency water mitigation

Accepted Enter any additional instructions, such as
location instruction, gate codes, additional
contact information, etc.

Additional Notes

Citizens Property Insurance Corporation
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Continued on next page
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Job Aid

o Citizens Insurance Suite POIICycenter Personal and

Commercial Lines

Submitting a First Notice of Loss, Continued

Procedure,
continued

Step

Action

12

Select Next to continue.

13

Select Finish to submit the claim.

New FNOL Submit Claim

o I <o ||

Please click the ‘Finish® button to submit the FNOL to ClaimCenter

Result: The claim confirmation script displays.

14

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

Read the claim confirmation script verbatim to the claimant.

New FNOL Saved
Claim 001-00-503780 has been successfully saved.

Please read to the caller

Your claim number is 001-00-503780 and your claim has been assigned to Citizens Adjuster. You will be
contacted within the next business day by a Citizens claims representative who will provide you with the name

and direct pho er of adju assig 1 ai

until that time, 13k el A Ir s Jll keep y rty from becoming further
damaged. Shogd temJr n = 7 p all danfiged parj that are repaired or replaced.

We ask that you |l receWhs Mor t9hpoenMepairs an e ts to your adjuster

at the time of inspection

f you have not been contacted within the next business day: please call Citizens toll free number: 1- 866-411-2742. Is
there anything else | can help you with today Mr. / Ms. ? Thank you for calling Citizens.

Notes:

e This screen contains very important information, including the
claim number, instructions to prevent further damage and the
contact phone number for Citizens.

End of procedure
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