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Purpose Agents and customer service representatives should use this guide when a
policyholder requires assistance registering, accessing policy information or
submitting a first notice of loss in myPolicy.

Note: The step-by-step directions in this guide are written for the policyholder.

myPolicy myPolicy is Citizens’ online and smartphone-friendly policyholder self-service
Overview tool. For all issued policies associated with an account, Personal and
Commercial lines policyholders can use myPolicy to:

o Make a payment.

e Report a claim.

¢ View account information, policy details, claims and billing statuses.

¢ View and/or download a previously printed and mailed policy

document.
e Upload documents related to a claim.

Generally, policyholders are automatically registered for myPolicy when their
personal or commercial lines policy is issued.

Note: Refer to Exceptions to Automated Registration for more information.

Citizens Property Insurance Corporation
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Overview Prior to accessing myPolicy, a policyholder first must complete the online
registration process.

Automated When a Personal Lines or Commercial Lines policy issues, the policyholder
Registration will receive a registration email from Citizens. The email will include:

¢ Citizens-assigned policyholder username

e Alink to complete the registration process

Notes:

e The policyholder’s assigned username cannot be changed.
¢ Policyholders should retain the email for future reference. Refer to
Troubleshooting and Technical Support for more information.

Account Registration Confirmation

A new account has been created for you with Citizens Property Insurance Corporation for the
following systems:

« myPolicy
« External Website

You have been assigned the following username. Please retain this information for your records.
Username: nclpolicy

Click the following link to log in, then follow the instructions to complete your registration. If the link
does not automatically redirect you, copy and paste the entire link into your browser window.
https:/lint-cag-08.citizensfla.com/cag/user/setup?

un=nclpolicy&userType=DP&s=mFziTDNw%2BnWJpA%2FEzSQIh9%
2BhOuAtfcfpd SZ7c0%2FGAGKLG%2B0oVrgpXittdjaSY pIM

Registration
link:

Continued on next page
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Policyholder Registration, Continued

To complete the registration process:

Action

Automated
Registration, Step
continued 1

Access the Citizens Account Registration Confirmation email.
The Citizens-assigned username will display. Select the
registration link:

Citizens Account Registratio...

Account Registration Confirmation

A new account has been created for you with Citizens Property Insurance Corporation for the
following systems:

«  myPolicy
s External Website

You have been assigned the following username. Please retain this information for your records.

Username: nclpolicy

o —

Click the following link to log in, then follow the instructions to complete your registration. I the link
does not automatically redirect you, copy and paste the entire link into your browser window.

Registration
link:

https:ifint-cag-08.citizensfla.com/cag/user/setup?
un=nclpolicy8userType=DP&s-mFziT DNw%2BnWJpA%2FEzSQIh9%
2BhOuAtfcfpd$Z7c0%2FG4GKLG%2B0oVrgpXitt8jaSYpIM

page opens.

complete.

Result: The Change Password/Answer Security Questions

Note: The unused link does not expire until registration is

2 Create a password:
RE

~ CIIZENS

Change Password

Username:

hhomeowner1

New password

Re-enter new password:

Answer Security Questions

Who was your childhood hero?

Test

Where was your best vacation?

Test

Password Guidelines

+ Eight characters or longer

+ At least one uppercase letter (A-2)

+ At least one lowercase letter (a-z)

+ Atleast one numeric (0-9) or special character
- Nospaces

+ Cannot have been used in the past two years

Security Question Guidelines

+ You must answer security questions when setting
up your profile for the first time.

- Security question answers are not case sensitive
and must be at least three characters.

screen for password criteria.

Note: Refer to the Password Guidelines displayed on the

Citizens Property Insurance Corporation
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Step

Action

3

Select two security questions and complete the answers:

N\

IMIZENS

Change Password

Username:

hhomeowner1

New password:

Re-enter new password;

Answer Security Questions

‘Who was your childhood hero?

Test e

‘Where was your best vacation?

Test

Password Guidelines

« Eight characters or longer

« At least one uppercase letter (A-Z)

+ At least one lowercase letter (a-z)

« At least one numeric (0-9) or special character
« No spaces

+ Cannot have been used in the past two years

Security Question Guidelines

+ You must answer security questions when setting
up your profile for the first time.

« Security question answers are not case sensitive
and must be at least three characters.

Select Submit:
(-(élT.!E.EI'!.S

Change Password

Username:

hhomeowner1

New password:

Re-enter new password:

Answer Security Questions

Who was your childhood hero?

Test

‘Where was your best vacation?

Test

Password Guidelines

« Eight characters or longer

« At least one uppercase letter (A-Z)

« At least one lowercase letter (a-z)

« At least one numeric (0-9) or special character
« Nospaces

= Cannot have been used in the past two years

Security Question Guidelines

= You must answer security questions when setting
up your profile for the first time.

= Security question answers are not case sensitive
and must be at least three characters.

Result: Successful Registration Confirmation appears.
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Policyholder Registration, Continued

Automated Step Action
Registration, 5 Select Back to Login:
continued

(((.;.'I!.Z.E.@."S. Successful registration

Account successfully created. Please return to Login page to enter your email and passworc

myPolicy [Backso Loon]
Result: The myPolicy Login page appears.

Note: Once the user completes their registration, the link in the
Citizens Account Registration Confirmation email no longer will

work.
6 Enter the assigned username and password, then select
Submit:
i st
Username: payment using a U.S.checking
hhomeowner1 not rleqmred to make a one-timi
s
Cancel Need Help?

Result: The Account Summary Home page appears.

Note: If the policyholder does not activate their account,
Citizens will send a reminder email 20 days later.

Continued on next page
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Policyholder Registration, Continued

Exceptions to
Automated
Registration

In some instances, policyholders will not be automatically registered. This
occurs when the policyholder:

o Does not have a valid email address in PolicyCenter

o Is already registered with a different policy: see Adding a Policy.

¢ Is an entity, company or limited liability corporation (LLC)

Update Contact Information
For policyholders who do not have a valid email address in PolicyCenter and
want to register for myPolicy must provide their email address in one of the
following ways:

e Contact their agent

e Call Citizens Customer Care at 866.411.2742

Notes:

e For more information, agents and internal staff can refer to
Knowledge Base ID 2353 How do | update a policyholder’s email
address or phone number?

¢ Once these policyholders have a valid email address on file, they can
register for myPolicy. See Customer-Initiated Registration for more
information.

Access Existing myPolicy Account

Policyholders with an existing myPolicy account can reset their password, if
needed, to gain access to myPolicy. Once they have accessed myPolicy,
they can add their new policy.

Customer-Initiated Registration
Policyholders whose policy is written in the name of an entity can initiate
their registration online.

Continued on next page
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Policyholder Registration, Continued

ister, policyholders should:

Action

Go to www.citizensfla.com, then select the myPolicy tile from
the homepage:

((E:'I!Z,_Eb!fe

Insurance Claims Storms Learning News About Us|

New myPolicy

Now with claims information for
personal and commercial customers

Call Citizens First Hurricane Irma

o claim.

Result: he Login screen appears.

Customer- To self-re
Initiated Step
Registration 1

2

Select Register Now:

Register

To register for myPolicy, you'll need:
» Palicy number

« Property/Primary ZIP

= Email on record with Citizens®

*The email you enter at registration must match the email on
file with Citizens. Citizens will send a confirmation email to
complete the registration process. You can update your email
with Citizens online, or by contacting your agent or calling
GitizsnaCustomanicare at 866.411.2742.

Need Help Finding Your Policy Number?

Search FAQs

Result: The Register screen appears.

Continued on next page
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Policyholder Registration, Continued

Customer- Step Action

Initiated 3 Complete the fields, then select .
Registration, Submit. el
continued

Result: A Registration Successful

message displays. Citizens will email

a registration confirmation to the

policyholder.

Notes: S—

e The error message, Unable to
create user account, will display
when the email address and/or ZIP
entered does not match the policy

record in PolicyCenter®.
e |f the policy is under an entity, LLC the insured may enter
their first and last name to register for myPolicy access.
4 Access the Citizens Account Registration Confirmation email,
then select the registration link:

Comzens

Account Registration Confirmation

A new user account has been created for you with Citizens Property Insurance
Corporation for the following systems:

*  myPolicy

You have been assigned the following username. Please retain this information for
your racords.

Username: dtest g

Click the link below to login, then follow the instructions to complete your
registration. If the link below doss not automatically redirect you, please copy and
paste the link into your browser window.

Registration link: | https://soa-qat-02 citizensfla.com/cag/user/setupun=dtestés
=SNPhU%2BUsHPSFOo4BI08dVC d2raa QmETqWIWxJxVC
FubF2 KRxSnZNnygLPnTd13Q

Result: The Change Password/Answer Security Questions
page opens.

Note: The unused link does not expire until registration is
complete.

5 Complete the registration steps outline in the Automated
Registration section.

Citizens Property Insurance Corporation
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Overview Paperless delivery of policy and billing-related documents is available only
for Personal Lines policies. Claims documents are not included at this time.
The policyholder will continue to be mailed some important policy
documents, such as Notice of Cancellation or Notice of Nonrenewal, even
when the policyholder is enrolled in paperless delivery.

Enrolling in Once successfully registered for myPolicy, policyholders have the option to
Paperless enroll in paperless delivery. The policyholder is the only party who can enroll
Delivery and/or unenroll in paperless delivery. Agents and internal staff do not have

the ability to process enroliment changes on behalf of the policyholder.

To complete the paperless delivery enrollment process:

Step

Action

1

Go to www.citizensfla.com, then select the myPolicy tile from

the homepage:

(@!I!EEM

Reslt: he Login screen appears.

Insurance

'Z. 7 New myPolicy
|

Claims Storms Learning News About Us|

Now with claims information for
personal and commercial customers

it Hurricane Irma

Citizens Property Insurance Corporation

v.03.11.2024
Back to Table of Contents

Continued on next page

10


http://www.citizensfla.com/

(£

CITIZENS

PROPERTY INSURANCE CORPORATION

Guide
Personal and
Commercial Lines

myPolicy

Paperless Delivery, Continued

Enrolling in
Paperless
Delivery
continued

Step Action
2 Enter the username and password, then select Submit:
. Make a One-Time Payment
LOg o Commercial and Personal policyholders can make a one-time online
Username: payment using a U.S.checking or savings account. myPolicy login is
hhomeowner1 not required to make a one-time payment. You must provide a valid
email
i
Need Help?
Result: The Account Summary Home page appears.
3 Access the Account Preferences page from the Account

Summary Home page by selecting one of the options below:
1. “Go Paperless” Banner
2. Settings icon then Preferences
3. “Go Paperless” Quick Link
4. “Go Paperless” Icon

Donrns ]

Account Summary

My Nexe il My Last Payment My Quick Links
$1,360.00

Due Due Feb9,2023

Policies

Information at Your
Fingertips

L 550 Feb1,2023 - Feb 1,2024 $1,360.00 [ nctive ]

Terms and Conditions Privacy Policv Citizens Copyright 2023 Citizens Property Insurance Corporation of Florida ] & [

Result: The Account Preferences page appears.

Note: The “Go Paperless” banner, icon or Quick Link will not
appear on the Account Summary Home page if no policies are
eligible for, or are already enrolled in, paperless delivery. The
user will then only be able to access the Account Preferences
page by selecting the Settings icon, then Preferences.

Continued on next page
11
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Paperless Delivery, Continued

Enrolling in Step Action

Pagerless 4 If the policy is ineligible for paperless delivery, the paperless
Delivery, delivery status will indicate the policy is “Not Eligible.”
continued

For additional details, click on the blue question mark circle:

Billing Claims

The policyis not eligible to enroll in the Go Paperiess

option due to one of the following reasons:
« Commercial Lines policies are not eligible at this
Account Prefer s
+ Citizens does not have an email address on file
for the first named insured of the Personal Lines
policy.
« The username of the Personal Lines policy does
not match the usemame of the first named
insured on file with Citizens.

Paperless Delivery

Policy# 5800 Paperless Delivery:

NotEligible

The policy is not eligible to enroll in paperless delivery, if:
e The policy is Commercial Lines.

e Citizens does not have a valid email address on file for
the first-named insured.

e The username of the Personal Lines policy does not
match the username of the first named insured on file
with Citizens.

If the policy is eligible for paperless delivery and has not yet
been enrolled, the paperless delivery status will indicate “Not
Enrolled.” To enroll, select Edit Paperless Delivery:

Account Preferences

Paperless Delivery

Policy# 5800 Paperless Delivery: Edit Paperless Delivery

Result: The Paperless Delivery enrollment page appears.

Continued on next page
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Step

Action

5

Select Yes for Paperless Policy and Billing Documents.
Then, confirm if the correct email address is on file:

Account Preferences

Paperless Delivery

With Paperless Delivery, you will receive an email notification whenever new policy documents or paperless bills are
available on Citizen's myPolicy website.

Policy# 5300
Paperless Policy and Billing
Yes No
documents
s this the correct Email Address?
Yes [ ) No

Result: The Acknowledgement section appears.

Note: If the policyholder selects “no” indicating the email
address on file is incorrect, the below message will appear,
directing the policyholder to contact Citizens, or their agent, to
update the email address before enrolling in paperless delivery:

5 this the correct Email Address? —
() Yes No

You must contact your agent or Citizens to update the email address associated with your policy before enrolling in

Cancel

Continued on next page
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Step

Action

6

Complete the Acknowledgement section, then select Save:

Acknowledgement

may request paper copies of these documents from Citizens at any time.

Delivery on the Account Preferences screen.

| have read the Citizens Terms and Conditions for Paperless Delivery.

DI certify that | am the first-named insured as listed on the policy and | elect to receive my personal Lines policy and
billing documents electronically in lieu of my right to receive these documents by mail. An email will be sentto
confirm your preference has been successfully recorded. A confirmation letter will be sent to your mailing address. |

I understand that | may rescind my choice to receive documents electronically by unenrolling from Paperless

Result: The Account Preferences screen appears, the
Paperless Delivery status updates to “Enrolled” and a

confirmation notice issues to the policyholder’s mailing address
and email address on file. The letter and email are available in

the Documents in PolicyCenter.

Paperless Delivery

Account Preferences

Policytt 5800

Paperless Delivery:

Enrolled

Edit Paperless Delivery

Note: While enrolled in paperless delivery, the policyholder will

receive a notification via email whenever new policy and/or
billing documents generate.

Citizens Property Insurance Corporation
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Paperless Delivery, Continued

Unenrolling A policyholder enrolled in paperless delivery can edit their selection anytime.
from

Paperless To unenroll from paperless delivery:
Delivery Step Action
1 Go to www.citizensfla.com, then select the myPolicy tile from

the homepage:

Insurance Claims Storms Learning News About Us

New myPolicy

Now with claims information for
personal and commercial customers

myPolicy Call Citizens First Hurricane Irma

and

AOB

Learn how

Result: he Login screen appears.

2 Enter the assigned username and password, then select
Submit:
Login Make a One-Time Payment

Commercial and Personal policyholders can make a one-time online
Username: payment using a U.S.checking or savings account. myPolicy login is
not required to make a one-time payment. You must provide a valid
email.

hhomeowner1

Password:
sscecsces
Cancel Need Help?

Result: The Account Summary Home page appears.

Continued on next page
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Paperless Delivery, Continued

Unenrolling Step Action

from 3 Access the Account Preferences page from the Account
Papferless Summary Home page by selecting the Settings icon, then
Delivery, Preferences.

continued <« ®

Home  Biling  Claims

Preferences

Account Summary —l
Account
FAQ

My Balance My Next Bill My Last Payment
Version: 1.1.1- 11/12/2021
$1,360.00
Logout
Due - Due Feb9,2023 Paid

Information at
Policies Your Fingertips
- HowtoFilea Claim
» Brochures and Videos

» Policyholder
Total

Type Policy Effective Period N Status Newsletter
Premium « Policy Documents:
Need to view,
L. 5800 Feb1,-Feb 1, $1,360.00 m Filea download or print
2023 2024 Claim your policy

Result: The Account Preferences page appears.
4 Select Edit Paperless Delivery:

Account Preferences

Paperless Delivery

Policy# 5800 Paperless Delivery: Edit Paperess Delivery

Enrolled

Result: The Paperless Delivery enrollment page appears.

Continued on next page
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Paperless Delivery, Continued

Unenrolling
from
Paperless
Delivery,
continued

Step Action
S Select No for Paperless Policy and Billing Documents.
Account Preferences
Paperless Delivery
With Paperless Delivery, you will receive an email notification whenever new policy documents or paperless bills are
available on Citizen's myPolicy website.
Policytt 5800
Paperless Policy and Billing Vo Mo
documents
Result: The Acknowledgement section appears.
6 Complete the Acknowledgement section, then select Save:

Acknowledgement
DI certify that | am the first-named insured as listed on the policy and | elect to discontinue receiving my Personal

Lines policy and billing documents electronically.

| understand that these documents now will be mailed to me at the mailing address for the policy.

Result: The Preferences screen appears, the Paperless
Delivery status updates to “Not Enrolled” and a confirmation
notice will issue to the policyholder’'s email address on file.
Confirmation of unenroliment will not be mailed.

Account Preferences

Paperless Delivery

Policy# 5800 Paperless Delivery Edit Paperless Delivery

Note: Whenever there are any eligible policies not enrolled in
paperless delivery, the Go Paperless banner, icon and quick
link will reappear.

Continued on next page
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Paperless Delivery, Continued

Multiple If an account contains multiple policies, the enrollment and/or unenrollment
Policies processes will need to be repeated for each policy.

Account Preferences

Paperless Delivery

Policy# 5800 Paperless Delivery: Edit Paperless Delivery

Not Enrolled

" b1 55 Delivery: . .
Policy# 5800 Paperiess Delivery Edit Paperless Delivery
Enrolled

Automatic A policyholder will be automatically unenrolled from paperless delivery:
Unenrollment | If Then
The First-Named If the first-named insured is replaced with a new

Insured is Changed | party, the original first-named insured will be
automatically unenrolled from paperless delivery
effective immediately following the submission of
the policy change. An email notification will be
sent advising of the unenroliment.

If the effective date of the policy change is a future
date, the new first-named insured must wait until
the effective date of the policy change to enroll in
paperless delivery.

The Email Address | If the notification email that new documents are

is Invalid available fails to deliver to a policyholder due to an
invalid email address, the policyholder will be
automatically unenrolled from paperless delivery.

The policyholder will receive a letter via mail
advising they have been unenrolled from
paperless delivery and to contact their agent, or
Citizens’ Customer Care Center, to update their
email address. The letter will be available with all
other Documents.

Continued on next page
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Confirming Agents and internal staff can confirm the policyholder’s paperless delivery
Enroliment enrollment status in PolicyCenter by accessing any of the below screens:
Status in PolicyCenter Location:
PolicyCenter Screen: ocation:

Contact Detail Roles

Addresses

Associated Transactions|

Person

Address Book |D ab:606

Tags Client

Account Flle enotification Recipient
Contacts .

Prefix

myPolicy UserName

Paperiess Opt-in: Mo

First name
Details

NOtes Feb 9, 2023 01:13 PM
Paperless Delivery Changed
Aarti Nagpal Test 17 opted out of paperless delivery (Source = My Policy)
Document Name
Documents

Ees@scd @

Note: Internal staff

can also confirm status on the History Screen:

History

History

Related To

EmE

Department

Timestamp

N\
Time Created g
301 opted out of
paperless delivery (Source = My
ettt opted in to
paperless delivery (Source = My
Policy) /

Citizens Property Insurance Corporation

v.03.11.2024
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Basic Navigation, Function and Features

Account

Summary Once logged in, the myPolicy Account Summary Home page displays:
Home Page

Home Billing Claims

Account Summary
My Balance My Next Bill My Last Payment My Quick Links
$1,611.00 $0.00 $3,019.00 + Add Policy

Overdue $520.00 Due Jan3,2022 Paid Oct 19,2021 B FileaClaim

Current $1,091.00

Due Nov 12,2021
How to File a Claim
Brochures and Videos

Policies
AAA ACE
UNDERWRITERS, INC.
954-
@ info: You have policies due for renewal.
performance.test@citizensfla.com
Type Policy Effective Period Total Premium Status
‘T;
" 580( Oct 12,2021 - Oct 12, 2022 $593.00 File a Claim I

" 580C Dec 3,2020 - Dec 3, 2021 $718.00 File a Claim

CitizensPropertylnsuranceCorp

Do you have a policy with us but it is not showing? ~ Add Policy

Terms and Conditions Privacy Policy Citizens Copyright 2021 Citizens Property Insurance Corporation of Florida n ’ m

# | Description

1 | Link to Home, Billing and Claims pages

2 | Tolog out

3 | Quick view of the combined current and/or overdue balances and due dates for all
policies associated with the account.
Note: The Pay Now button displays if a payment is due.

4 | The amount due on the next payable invoice

5 | Last payment received on this account

6 | Quick links to add a policy to the account, enroll in paperless delivery (if not already
enrolled), or file a claim

7 | Access active and renewing policies associated with the account

8 | Instructions, videos and brochures

9 | Agent contact information

10 | Links to social media

Continued on next page
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Basic Navigation, Function and Features, Continued

gs;omu:t Basic policy information displays in the Policies list on the Account Summary
nmary for active policies.

Policies
Policies

1

‘ Info: You have policies due for renewal.

Total

Type Effective Period . Status
Premium
580( Oct 12, - Oct 12, $593.00 File a
2021 2022 Claim
i 5800 Dec 17, - Dec 17, $2,296.00 File a
Claim

2020 mzo
Do you have a policy with us but itis not showing? JAdd Pal'cyb

Basic policy information includes:

# Field Description

1 | Renewal Alert If a renewal offer has been generated, an alert displays.

2 | Type Icon refers to policy type: Personal or Commercial

3 | Policy Displays the policy number with link to the Policy Details page.

4 | Effective Period The effective and expiration date for each associated policy.
Note: Policies with future effective dates will not appear until
the effective date.

5 | Total Premium The total premium for each associated policy.
Note: This amount does not include payment plan fees.

6 | Status Common statuses are Active, Cancelling and Renewed.

7 | File a Claim Direct link to begin claim submission.

8 | Add a Policy Link to add additional policies to the account

Continued on next page
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Basic Navigation, Function and Features, Continued

Policy Status
Definitions

Accessing
Policy Details

To access the
Policy Details
screen from
the Account
Summary
Home page,
select the
applicable
policy
number link
under the
Policies
heading.

Result: The
Policy Details
screen
displays.

A policy’s status displays:

Status When:

Active A policy is paid and effective for the current term.

Renewing A renewal has been offered. This will occur 51 days prior
to current term expiration for Personal Lines policies and
60 days prior for Commercial Lines policies.

Renewed A renewal offer has been accepted and paid.

Expired An expired policy will not display.

Cancelling A policy has been set for cancellation. Contact the agent
or Citizens for reinstatement information.

Cancelled A cancelled policy will not display.

myPolicy provides policyholders access to detailed, printable information
about each of their Citizens’ policies and access to policy documents. The
information and layout of the Policy Details screen varies by line of business.

Claims

Home

Billing

Account Summary

My Balance

$3,558.00

My Next Bill

$0.00

My Last Payment

$2,867.00

My Quick Links
+ Add Policy

Querdue $2,750.00 Due B FileaClaim
Current $808.00

Due Oct 12,2021

Nov 15,2021 Paid 0Oct 15,2021

How to File a Claim

Policies Brochures and Videos

@ info: You have policies due for renewal.

CitizensPropertylnsuranceC
Effective Total

Period

L #000000 Oct - Oct

6, 6,

2021 2022
A

Note: If there are multiple policies with different agents, the name and contact information will
be listed in the Agent column. myPolicy accounts with a single agent will list the agent of
record to the right of the policies list. Both will be linked to auto populate an email message
with agent’s email address.

Continued on next page
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Personal
Lines Policy
Details

Policy information is organized by

section. Scroll to view all sections
of the Policy Details screen:

# | Description

1 | Access current and/or
renewing term details
Print page

Policy effective and
expiration dates and
policy type

Total policy premium
Coverage and
deductibles

6 | Home details, including
address, type and use
7 | Construction details
such as year built,
construction type and
roof type

WIN

[$,0F )

Note: Fields will be
empty on mobile
homes

8 | Sprinkler, burglar
and/or fire alarm
information

9 | Policy documents
10 | Policyholder contact
information

11 | Agent contact
information

Billng  Claim

Policy Details: 580

o Current
o Details
Policy Scart

octs, 2021 oct, 2022

Policy bxoiration

Total Premium s13m00

eCoverages
oty

Liability Coverages Coverage £

Other Coverages Fungi (Mold) - Lisbility

°Hume Details

Property address

Distanc o Fire Hydran: Distance o Fire Statian

i 2mites

°Construction Details
— Ganstustion Type

010 Frame

opmtection Details

Sprinkler

cl

© Policy Documents

[P
W HenBusiness. Ni.pdf
€D Policy Contacts

Hams Bote

€ Agent Information

100,000

10000

100,008

2000

Wy s0000

Date Uploactes -

Policyholders can view current term or, if available, renewal term details.
The current term will display as a default.

Citizens Property Insurance Corporation
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Commercial

Lines Policy
Details

Policy information is

organized by section. Scroll to
view all sections of the Policy

Details screen:

#

Description

1

Access current
and/or renewing
term details

Print page

WiN

Policy effective and
expiration dates and

policy type

Total policy premium

(5,0 -3

Building #1
coverage and
deductibles

Policy documents

Policyholder contact
information

Agent contact
information

e Biling  Claims

Policy Details: 580

o current
o Details

Policy Szart Palicy Exgiration Policy Type

Dec17, 2021 Dec17, 202 Commercial Property

o Premium

Policyholders can view current term or, if available, renewal term details.
The current term will display as a default.

52,997.00

Referto your
primarylocation.

e Coverages

1: Default Building 1 Building Covarage

Commercial PropertyLine  Commen Building Terms

° Policy Documents

File Name

Nt

N pat

© Agent Information

Agant Name Agency Hame

Agency Email Mgericy Addres

performance test@citizensfla.com

Agancy Phane Humber

Mailing Address

621,000

Citizens Property Insurance Corporation
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Guide

Personal and
Commercial Lines

Basic Navigation, Function and Features, Continued

Accessing All system generated policy documents sent to the named insured, additional
and named insured and additional interests can be viewed and/or downloaded.
Downloading Examples of available documents include Declarations Pages, Cancellation
Policy Notices, Nonrenewal Notices and Payment Invoices. Welcome emails and
Documents Inspection Ordered emails are also available.

To access and download policy documents:

Step Action
1 Access the policy from the Account Summary screen.
\‘-—(Cm(tw; .
Home Billing
Account Summary
My Balance My Next Bill My Last Payment My Quick Links
$76,653.00 $1,444.00 + Add Policy
Overdue $76,653.00 Due & Paid Jan 3,2025 B Filea Clain
Due Oct 15, 2021
Policies B :
Ty ety Effective Period i Status st I CitizensPropertylnsuranceCorp
* 580 Oct6, - Oct 6, 5199.00 m lea
2021 2022 claim

Result: The Policy Details will display.

2 Scroll to the Policy Documents section.

Protection Details

Policy Documents

Sprinkler System Type Burglar device type Fire device type

Class B-Full Central Station Central Station

File Name v
B NewBusiness._ _Nlpdf
B CancellationNotice_ NI.pdf

B PolicyChange_| _AINT.pdf

Date Uploaded

Mar1,2022

Mar1,2022

Mar1,2022

Note: Policy documents can be sorted to display in ascending or
descending order alphabetically by name or by date uploaded
by selecting the arrow next to File Name or Date Uploaded.

Policy Documents

File Name| ¥

~

B NewBusiness |

Mar 1, 2022

Citizens Property Insurance Corporation
v.03.11.2024
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Basic Navigation, Function and Features, Continued

Accessing Step

Action

and 3
Downloading
Policy
Documents,

System generated documents will display. Hover over the
document you wish to view and the document name will be
highlighted in blue. Click to open the document in a new tab.

Policy Documents

File Name

continued

B NewBusiness

B CancellationNotice_5

=

Date Unloaded

=]

vdf Mar1, 2022

NI.pdf Mar1, 2022

Notes:

e By default, the page will display up to 10 documents. To
adjust the number of documents displayed, select the
arrow next to Results.

B PolicyChange ANLpdf

1089 Resultsof 13

LS

P * Contacts

Show All

al Moreazes Additional Interect

Role Email

Phone Number Mailing Address

documents.

e Documents are not separated by policy term. All policy
documents for the life of the policy will appear in the list.
If the number of documents on a policy exceed the
defaulted display, select Next to access additional

Quick Start Guide

it in a safe location.

e Ensure your contact
information is correet and up-to
date. Make any needed changes
by contacting your agent.

4 Review document, then, if desired, select Save or Print.

R o

Remove your ID card and keep () Visit wunscitizansfia.com/mypolicy

b Mg - @ fae z o)+

10 ragister for myPolicy, whera you can
access policy details, billing
information, make payments and
report a claim anline

Citizens Is Ready

@ Like Citizens Property insurance

Corporation on Facebook and follow Citizers works year-

Citizens Property Insurance Corporation
v.03.11.2024
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Basic Navigation, Function and Features, Continued

Adding a
Policy

If a policyholder has multiple policies with Citizens, they can create an all-in-
one account by adding additional policies to their established myPolicy

account. There is no limit to the number of policies that can be added to an
account. To add an additional policy:

Step

Action

1

From the Account Summary Home screen, select Add Policy:

Account Summary

My Balance My Next Bill

$36.00 $0.00

My Last Payment
$1,273.00

Overdue $36.00 Due
Due Novs, 2021

Dec22,2021 Paid Dec22,2021

Policies

[ YR —

Total
ype  policy Effective Period premium status Agent

L 5800,

ot ots,  suso0 QR Fies

2021 2022 Claim

Do you have 2 policywith us but itis not showing? | Add Policy

Copyright 2021 Citizens Property Insurance Corporation of Florida  [[] W [}

Result: The Add a Policy screen displays.

My Quick Links
+ Add Policy

B Fleaclm

How to File a Claim
Brochures and Videos

I CitizensPropertylnsuranceCorp

The email address

associated with the Add a Policy

account prefills.
Enter the policy
number and the
property/primary

ZIP code for the

policy you would

like to add.
Result: Submit becomes active.

Notes:

o The email address listed on all policies in PolicyCenter

must match.

¢ For commercial policies, enter the ZIP code for the
primary address listed on the Declarations page.

Citizens Property Insurance Corporation
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Adding a
Policy,
continued

Step

Action

3

Select Submit.

Add a Policy

Enter the policy numberand the property/primary ZIP for the policy you would like to add.

Email

Policy Number:

To add a policy, the primary insured email on file with Citizens for that policy must match the email used to register this myPolicy account.

Property/Primary ZIP:

Return to Home Page

Result: Enrolliment Successful message displays. Select Home

to access the policy.

L

CITREENS

Home Billing Claims

o Enrollment Successful

You now have access to your policy:58000161

Citizens Property Insurance Corporation

v.03.11.2024

Back to Table of Contents

Continued on next page

28



(( | . Guide
Ny CITIZENS myPolicy G

Basic Navigation, Function and Features, Continued

Billing The Billing screen provides access to all policy invoices associated with the
Summary account along with payment history.

Home Billing Claims

Billing Summary

o B 580 B ss0c B 5800

Property/primary address:
Billing Method: Direct Bill
o B View Invoices 0 Payment History

Personal Residential Policy

Invoices to Pay e ‘ e

Due Date Bill Status Last Payment Date Invoice Total Amount Due

Oct 12, 2021 Paid Oct 15,2021 $119.00 $0.00

oPayment History

58001159-01 QOct 15, 2021 $117.00
# | To access Then ...
1 Billing Summary Select Billing at the top of the Home screen.
2 Policy-specific billing information | Select a policy number.
3 Selected policy’s property Review the Property/primary address: and
address and billing method Billing Method section.
4 Policy invoices or to make a Select View Invoices to advance to the Invoices
payment to Pay page or Payment History to view past
payments.
Note: The Make a Payment icon only will appear
if there is a balance due.
5 Invoices that are due Select Invoices to Pay.
6 Payment that have been made Select Paid Invoices.
7 | A summary of all policy specific View summary.
billing activity

Continued on next page
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Basic Navigation, Function and Features, Continued

Making a myPolicy users can make a one-time payment on direct-billed policies using
Payment a U.S. checking or savings account. Citizens also will accept electronic
payments via debit and credit cards. Accepted cards include:
o Mastercard
e Visa
o Discover

A payment can be made once a policy has reached the effective date and:
e |s a bound Personal Lines policy
e Is anissued Commercial Lines policy
e There is an active invoice, usually between 20 days prior to the
invoice due date until 15 days after the due date.

Premium adjustments due to policy changes do not display until the policy
change effective date.

The Pay Now button displays on the Account Summary screen when there
is an outstanding invoice. To make a payment:
Step Action
1 Select Pay Now or Billing on the Account Summary screen.

Result: A list of invoices

Note: Renewal invoices will 4 = -
] ) ome Billing Claims
not display until any
outstanding balance for the Account Summary
current policy term has been
pald . $60.00
|. e Nov uﬁoi

Continued on next page
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Basic Navigation, Function and Features, Continued

Making a Step

Action

Payment, 2
continued

Select Make a Payment to proceed with selecting the invoice
you wish to pay.

Billing  Claims

Billing Summary

=E0 Bss

Property/primary address:
Billing Method: Direct Bill

B View Invoices £ Make a Payment £ Payment History

Personal Residential Policy
Result: The invoices become available for you to choose.
Note: Payment plan fees will be added to invoice amounts when

Citizens mails the invoice to the policyholder. Pay plan fees can
be avoided by submitting a payment before the invoice date.

Select an invoice to pay or Select All to switch to a full payment
plan.

Select Invoices to Pay

= Invoices for the upcoming policy term are not eligible for payment until any outstanding balance for the current policy term has been paid.
= You can avoid installment fees by submitting a payment before the invoice date. If you pay after this date, an instaliment fee will be added to your amount due.

« Premium adjustments due to policy changes will not display until the policy change effective date

Due Date Bill Status Invoice Total Paid Amount Due Pay
Jan 12,2022 Planned $115.00 $0.00 §115.00

Apr12, 2022 Planned $115.00 $0.00 $115.00

Jul 12,2022 Planned $113.00 $0.00 $113.00

Amount to Pay 5 115.00

=3

Result: The Pay Now icon becomes active.

Continued on next page
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Making a
Payment,
continued

Step

Action

4

Select Pay Now.

Make a Payment
Select Invoices to Pay

Dec3,2021 Due $497.00 $468.00 $29.00

Nov 12,2021 Due $31.00 $0.00 $31.00

Amount to Pay ‘ S 60.00

m

Result: The One-Time Payment screen will display.

Note: On Commercial Lines policies that are pending
cancellation for nonpayment, the following message displays:

By clicking Next, | confirm that | understand any payment

remitted and received more than five business days after the
cancellation effective date will require underwriting review to

determine reinstatement eligibility. If Citizens does not
reinstate the policy, the unearned premium will be mailed to

the policyholder within 15 business days of the decision not to

reinstate.

Continued on next page
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Making a
Payment,
continued

Guide

Personal and

Commercial Lines

Step Action
5 The Customer Portal displays. Select Continue.
«;ﬂ!;ﬂgﬁgﬂé Customer Portal
(?Q Accounts Pay My Blll
“wm Pay My Bill
= Select an Account
[_1: AutoPay
. (@) P PLA Prem Payment # 58
i= Payment History
N
i__'—lb Log out
JPMorgan
Privacy Policy,
Privacy Notice to California Residents
Website Conditions of Use
Payment Authorization Terms
6 Select Add New to enter payment information.

G ==
krg!T.!.gEﬂS Customer Portal

“:‘q Aecounts Pay My Bill> PLA Prem Payment # 58

- Py ey Bill
-

Paymant Dwtails
—
= | MutoPay

Payment Amount

[
I B i Payrnent History 22400

‘ ey Wl Due Date
B @

JEMorgan

022024

Continued on next page
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Making a Step Action
Payment, 7 Use tabs at top to select payment method.

Where can | find iy routing and Account rurmbes?
‘ G AEILSAEIL G IELBEISTSREL N AEINGAEIL CSEALICIEAERIS |
A e S

Rsuting Accoust  Check OR  Routing Check  Mocount
Account Type
Checking Savings
Routing Number Account Number
Bank Mame Mame on Account

8 Enter payment method, then authorize payment.

Add Payment Method x

visa & =R

STAl ki pulse
Card Number OV

Expiration Date
MM - YYY -

Card Holder Mame

Note: If Set as default payment method is selected, the card
information will be saved to My Wallet for future use.

Continued on next page
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Guide
Personal and
Commercial Lines

Action

Making a Step

Payment, 9 Select Add.

- e
STAR wlicy pulse
Card Number owWg
AB0ETTITIITH

Expiration Date
04 - Apil s 1074

Card Holder Mame:
Barry White

10 Select Continue.

{(E.:.I.T.!.ZMEHS Customer Portal

":'n' Accounts Pay My Bill > PLA Premn Payment # 58

- 3 Pary My Bill
Payment Details

= | MutoPay
Payment Amount

iR,
I ﬂ Payrent History 22400
‘ Miy Wallet Due Date

—

My Wallet

Citizens Property Insurance Corporation
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Action

Making a Step
Payment, 11
continued

Review and confirm payment method and amount. Select Pay.
"‘?QHL;.E,M?:

".'q Accounts Pay My Bill > PLA Prem Payment # 58

oy Pay My Bill
-

Rview and Confirm

]
| AutoPay

il
u Payrrent History
. ey Waller Payment Date Naw [OW247B023)

Paymant Method T/ T ——

‘} Leg out Due Date OO0
Payment Amaunt Service Fee Total Amount
JEMorgan 5214.00 511926

By clicking the PAY Button, you agres to the senice fee charged by Paymentus to be

added to this payment and authosiae the payment.

Result: The payment receipt will display and can be printed. A
Payment Confirmation email will be sent from
BillPay@paymentus.com once the payment is confirmed.

Continued on next page
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Basic Navigation, Function and Features, Continued

Claims Policyholders can access the Claims screen to file a claim and view basic
Screen claim information, including status, adjuster and check information.

Home Billing Claims

Claims

9 = | Search Q F File a Claim
Line Claim Number Date of Loss Status olicy
L 0551 Mar 11,2024 om a! quload Claim Documentation*

*Upload documentation requested by your adjuster or any other supporting photos or documents to help process your claim quicker.

Terms and Conditions Privacy Policy Citizens Copyright 2024 Citizens Property Insurance Corporation of Florida n L 4 m

# Field Description

1 Claims tab Select to access the Claims pages

2 Filter Icon Select to filter claims by Commercial or Personal lines, both

open and closed

3 | Search Search claims by entering a claim number

4 | File a Claim Select to begin the first notice of loss process

5 Claim Number Select to access existing claim details and adjuster information

6 | Status Will display Open or Closed

7 | Policy Corresponding policy number

8 Upload Claims Upload documentation requested by the adjuster or any other
Documentation supporting photos or documents to help process the claim.

Continued on next page
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Submitting a
Claim

myPolicy users can submit a first notice of loss (FNOL) through myPolicy.
To submit an FNOL, policyholders should log in to myPolicy, then:

Step

Action

1

From the Account Summary screen, select File a Claim from
either the Quick Links or the Policies list.

Home | Biling  Claims

Account Summary
MyBalance My Next Bill My Last Payment My Quick Links
$36.00 $0.00 $1,273.00 + Add Policy
Overdue $36.00 Due Dec 22,2021 Paid Dec 22,2021 B FileaClaim
Novs, 2021
Policies

How to File a Claim
Brochures and Videos

@ 1o Yu hve polcisdu o renewl

I CitizensPropertylnsuranceCorp

octe,-0cts, 511900 iea

2021 2022 Claim

Do you have a policy with us but tis not showing? - Add Policy

Copyright 2021 Citizens Property Insurance Corporationof Florida. [ W [}

Result: A list of policies associated with the account displays.

Select a policy by clicking the radio button next to the applicable
policy number.

Claim Information Loss Information 58001160

Select A Policy

Policy Number Property Address

58001183 West Palm Beach, FL 334015907

58001160 , West Palm Beach, FL 334015907

Date of Loss

When did loss occur? /ooy n

Copyright 2021 Citizens Property Insurance Corporationof Florida [ W [

Continued on next page
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Basic Navigation, Function and Features, Continued

Submitting a
Claim,
continued

Step

Action

3

Enter the date of loss using the calendar icon or manually using
the MM/DD/YYYY format, then select Next to continue.

Date of Loss

When did loss occur? Oct 25,2021 D ‘

-

Result: The Cause screen displays.

Note: If the policy was assumed or not in effect on the date of
loss, an error message appears that advises the policyholder
should contact their agent or Citizens for further assistance.

The New Claim Cause screen is 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 Cause of Loss drop-
down menu.

Claim Information Cause

Select Policy

Note: The question Was the loss caused by one of the following
events will only display if the date of loss coincides with a
catastrophic event.

Cause

Was the loss caused by one of the Select event ﬂ

following events?

Continued on next page

Citizens Property Insurance Corporation

v.03.11.2024

Back to Table of Contents

39



Guide

((CFHZENS myPOI ICy Personal and

Commercial Lines
PROPERTY INSURANCE CORPORATION

Basic Navigation, Function and Features, Continued

Submitting a Step Action
Claim, 5 Select additional details regarding the cause of loss, then select
continued Next.
Claim Information Cause
Select Policy
Cause of Loss Water Damage - Weather Related v
Detailed cause of Loss. Back Up v

Note: Refer to the Selecting Loss Causes and Sub Loss Causes
for First Notice of Loss (FNOL) job aid for more information on
selecting the Cause of Loss and Detailed cause of Loss.

6 Select the Extent of Loss from the drop-down menu:

Claim Information Additional Details

Select Policy

Loss Cause ‘ Select extent of loss: v ‘
Extent of Loss

T

ased on the cause of loss.

Note: The options will change b

7 Enter a brief description of the loss, then select Next.
Claim Information Additional Details
Select Policy
Loss Cause Extent of Loss 1 Room is Damaged .

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 loss
description of the roof, such as the roof shape, covering type, area of the roof that

has been damaged, etc.

Note: Loss descriptions should be as specific as possible,
including the cause and type of loss.

Continued on next page
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Submitting a Step Action
Claim, 8 If eligible, the option to participate in the Emergency Water
continued Removal Services program appears.

Emergency Services

Do you need emergency water removal?

Your elaim is eligible for Citizens' Emergency Water Remaval Services Program, This program provides free emergency water remaval
services to prevent further damage to your property. If you elect this service you will be contacted within one hour of your claim
submission. If you do not choose the services provided by this program, coverage for water removal services may be limitad by the

terms and conditions of your insurance policy. Do you want an emergency water removal service sent to your property?

Yes
Neo

Additional Instructions

e To accept emergency services, select Yes.
e To decline emergency services, select No.

If this service is declined, select a reason why from the drop
down.

Select reason for declining

The water damage does not require emergency water mitigation services.
A water mitigation company has alrady been contacted

A water mitigation company has already performed water mitigation services.
Policyholder performed their own water mitigation

Reason for declining:

9 If applicable, enter any additional instructions, such as location
instruction, gate codes, additional contact information, etc.

Emergency Services

Do you need emergency water removal?

m. This program provides free emergency water remaval

eligible for Citizens’ Emergency Water Rem yrar

revent further damage to your property. ce you will be cantacted within one hour of your claim
submission. If you do not choose the services provided by this program, coverage for water removal services may be limited by the

terms and conditions of your insurance policy. Do you want an emergency water removal service sent to your property?

Yes
Me

Additional Instructions

Coneel m

10 When all information is complete on the New Claims Details
screen, select Next.

Result: The Policy Contact screen displays.

Continued on next page
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Basic Navigation, Function and Features, Continued

Submitting a Step Action
Claim, 11 To identify the claims adjuster who will work on the claim,
continued complete the Primary Contact Details screen, then select Next.

Primary Contact Details

Result: The Claim Summary screen appears.

Notes:

e To designate an existing contact (i.e., policyholder,
additional named insured, etc.) select a name from the
Contact drop-down menu. The contact information will
autofill based on information in PolicyCenter.

¢ To designate a new contact for the claim, select Other
Person. This other person will not be added to the
policy.

e The email address and phone number fields are
editable. If a change is made to either, the following
message will appear:

You have entered temporary alternative contact
information for this claim. This will not change your
permanent contact information on record with
Citizens. If you need to make changes to your
permanent contact information, contact your agent or
call Citizens at 866.411.2742.

Continued on next page
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Basic Navigation, Function and Features, Continued

Submitting a Step Action
Claim, 12 Review the information presented on the Summary screen.
Contlnued Claim Information Summary
:tfaiu You are about to submit the following Claim:
suniccim |
If the Then Result
information is: | select:
Correct Submit The claim is submitted and
assigned to an adjuster. The
Claims Confirmation screen
appears.
Incorrect Previous Navigate back to previous

screens to correct the
information.
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Basic Navigation, Function and Features, Continued

Submitting a
Claim,
continued

Step

Action

13

Review the instructions on the confirmation screen. This screen
includes:

e The claim number

e A time frame in which a claims representative will make
contact

e Steps to prevent the property from further damage
e Citizens’ toll-free number

Select the printer icon to print the confirmation screen.
v 8

—~—

Claim was successfully submitted

Your Claim number is 581

Continued on next page
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Basic Navigation, Function and Features, Continued

Submitting Once a claim is submitted, the adjuster may request certain documents to
Claims support the claim. This function may also be utilized to upload documents for
Documents reopening a previously closed claim.

To upload documentation:

Step Action
1 Select Claims on the Account Summary home screen.

Home Billing Claims

Account Su mmary
2 Select Upload Claims Documentation.
\(Q!TIZENS
Claims
il B
" 000003 Mar 11,2024 [ open § 5 Upload Claim Documentation*®

*Upload documentation requested by your adjuster or any other supporting photos or documents to help process your claim quicker.

Result: You will be redirected to the Citizens website.
3 Confirm if a policy and/or claim number is available, then
complete the Captcha and Submit.

myPolicy | Payments  Careers o Govemance  FAQs (PSS I

\C(!I!VZ\E,LNé Insurance  Claims ~ Storms Learning News AboutUs [Ee Q@

g~

twm»  Surge & Flood

Rt i —

T Are you covered?

Submit Claim Documents Spotlight

Submitter Information (Step 1/3)

Do you have a claim number and policy number?
® Yes ONo

Clim rumber ooy rumber:
& ] B

Im not a robot

Policyholder Declaration of Rights

iding the best possible.
olders. As part of that

Continued on next page
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Basic Navigation, Function and Features, Continued

Submitting Step Action
Claims 4 Complete the Submitter Information screen, then select Next.
Docu ments, IryPolicy ‘ Poyments Coreers  Contoct Us Govemnance FAGs Login
Contlnued ((CITEENS Insurance  Claims Storms Learning News AboutUs [for Q@
7 f N Assignment
LA N of Benefits

Learn what's changed

Spotlight

Submitter Information (Step 2/3)
Enering the cleim and/or policy number s not required but it will help In providing & more timely respanse.

Claim number Policy number
[ -

First name: Last name: Com,

Em Re. mall Pt

slon and Include the property address, full name of the Insured or property awner, and

companiss opersting in Florida

2720 characters remaining

Note: If the document type being uploaded is not referenced
above, General Correspondence must be selected.
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Submitting
Claims
Documents,
continued

Step

Action

5

myPalicy | Paymems  Caroers

FAGs Login

\CITI_ZEIS§ Insurance  Claims Storms Learning News AboutUs [o ———]a

Have a Claim? Call 866.411.2742

Call Citizens First

LI

Submit Claim Documents. Spotlight

Upload Claim Documents (Step3/3)
About Citizens
nly 20z 2 1ypas will uploacl. Unsupported media will not display in the upload section. Email unsupportad files

Do not emall claims decuments thet have been submizied through this form. Double submisslons may Increase processing dmes.

Browser

Under Florida Law
}

Drop Files Here

Select Files Policyholder Dedlaration of Rights

g the best passible
ieyholders. As part of that
ros 1o the following:
Policyholdsr Dedlaration of Rights

+ Crastad by Creze

partof its Plar of Opsra

Note: Refer to Knowledge Base Answer ID # 2336 for
acceptable file types.

Result: A confirmation message will display and an email
confirmation will be sent to the email address provided.

Select acceptable file types to upload, then select Start Upload.

If additional claims documents need to be uploaded, select
Submit new claims documents.

myPolicy | Payments

A\ CITIZENS

Insurance  Claims  Storms Learning News About Us Q

Are you covered?

Surge & Flood

Spotlight

Media Contact
Michael P
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Accessing

Existing myPolicy users with a claim can view basic claim information, including
Claim status, adjuster and check information.

Information

To access claim information, select the Claim Number link from the Claims screen.

Home Billing Claims

« Back

O Claim Details (581-#¢ smas 19
a Summary Payments
Policy 580C Account 58000
Status Open Date of
Oct6,2021
Loss
Reported
By Primary

Contact
Loss

Location

Name Default Owner Phone

The Claim Details screen displays:

# Field Description
1 | Claim number
2 | Summary tab Displays the following information:
e Policy number
e Date of loss
e Date of loss
e Who reported the claim
e Property/primary address where loss occurred
e Claim status
e Primary contact and phone number for the claim
3 | Adjuster The claims adjuster’'s name and contact information

Continued on next page
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Accessing If there are payments associated with the claim, details are available,
Existing including the payee, the mailing address, amount, date issued, check
Claim number and status.

Information,

continued Access the claims check status and payment information from the Claim

Details screen.

To view claims payment information, select the Payments tab:

R & 3

Home Billing Claims

O Claim Details (581:

Summary Payments
® This tab lists payment transactions made based on the claim.
Status Issued
Check Number 20
Payee CRW
Status Voided
Check Number 20

Payee CRW

Amount $4,000.00

Issue Date Oct 22,2021

Amount §5,000.00

Issue Date Oct 22, 2021

Check statuses are defined below. Policyholders with specific payment questions should
contact the claim’s adjuster. The adjuster’s contact information is available on the Claims

Details screen.

Status The check has been:

Issued Printed and mailed

Cleared Deposited by the payee

Stopped A stop payment has been issued

Voided Voided and a new check issued in its place
Issued (1-5 years) Escheated

Unclaimed (sent to state) Reversed to the state
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Troubleshooting and Technical Support

Account
Unlock and
Password
Reset

myPolicy accounts are locked after the policyholder enters three incorrect
passwords in succession. To unlock the account, the password must be

reset.
Step Action
1 Access the myPolicy Login page, then select Forgot
username/password?
Login
[ siomi |
Result: The Forgot Username/Password page appears.
2 Enter the username and registered email address, then select
Submit:
Forgot Username/Password
Username:
Registered email
Enter Username and Registered email. For additional assistance, contact Citizens
Customer Care at 866.411.2742
Return to Login
Result: The Answer Security Questions page appears.
3 Answer the security questions and select Submit:

Security Question Guidelines
Answer Security Questions « Security question answers are not case sensitive

and must be at lease three characters.

What did your maternal grandmother do for a living?

What was the street name of your childhood home?

Result: Citizens sends a password reset email to the registered
email address.

Continued on next page
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Troubleshooting and Technical Support, Continued

Account Step Action

Unlock and 4 Select the Reset Password link in the email:
Password

Resgt, ((CI‘IIZENS

continued T

Your Password Has Been Reset

Your password has been reset. Click the following link to log uIJ and follow the instructions. If
clicking the link doesn't work, copy and paste the entire link into your browser window.

Usemame: hhomeowner1

https:/isoa-qat-02.citizensfla.com/cag/user/setupladmin_change_password?
un=hhomeowneri&userType=DP&s=xoXVIMFquKzUyTYag4hZn%
2BCjiE SwtocmTPjESPGb%2BJP ndz %2FbCEELDJaR1IXN%26%2Bkg

Reset
password

Result: The Change Password page appears.

) Create a new password, answer security questions, then select
Submit:

Change Password

Usermame:

Password Guidelines

+ Eight characters of longer

New password - At ATAL LS ¢

+ Nospaces
+ Cannot have been used in the past two years
Ro-enter new password:

Security Question Guidelines
Answar Sacurity Quostions

scurity quuastions whan setting up your

- Select . -

Selact -

Result: The password has been changed and the account is
now unlocked.

Notes:

e The new password must contain a number or a special
character. If the password includes both, the system will
not accept it.

e The security question answers are not case sensitive.

Continued on next page
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Internal
Citizens Staff:
Additional
Customer
Assistance

Internal Customer Care staff can access CAG Search and/or PolicyCenter
Account History after proper caller authentication to:
o Determine if and/or when the Citizens Account Registration
Confirmation email was sent.
¢ Resend the confirmation email
e Confirm policyholder’'s username

CAG Search User
After confirming the policyholder’s contact information, enter their email
address in the CAG Search User field, then select Search.
e The policyholder’'s username will display if search results are
returned.
o Registered policyholders will have mP and Web indicators. To resend
the confirmation email, select Resend email.

Internal Citizens staff should refer to the Account Unlock, Password Reset
and Updating Email Addresses job aid for further instructions.

PolicyCenter History

If a policyholder does not receive the Citizens Account Registration email
and/or the option to resend is not available in the CAG User Search, access
the policyholder’s Account File Summary, then select History. A myPolicy
event will be listed and will indicate if the myPolicy account was created or if
it failed to be created. The reason will be displayed in the Description column
if the myPolicy account was not created.

Account File History

User || |Select User...
Related To Account : 580(
EEX
Type User Department Time Created + | Description
Policy Issued E 210 - 10-UW Pe... 09/30/2021 08:00 Policy Issued
AM
MyPolicy 810-10-UWPe...  08/30/2021 08:00 A myPolicy account cannot be auto-created

hich the

insured is an entity or a commercial policy

AM for a personal residential policy i

whose primary contact is not an individual.
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