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Citizens Market Accountability Advisory Committee Conference Call of 6-10-26: (meeting agenda and
supporting documents/reports available at https://www.citizensfla.com/-/20260610-maac) Meeting
started at 11am.

Market Accountability Advisory Committee (MAAC) Members:

Dave Newell — Chair

e Kim Godwin

e Lee Gorodetsky

e Julio Dominguez — Policyholder Representative
e Brian Marston

e Marshall Martin

e Sheryl Parker — OIR Representative
e Lisette Perez

e Greg Rokeh

e Scott Rowe

e Stacey Tomko

e Jeremy Pope — Staff

Approval of Prior Meeting’s Minutes
Prior MAAC Meeting Minutes 02.18.26
APPROVED

Earthquake Claims? Chair Newell asked Chief Insurance Officer Jay Adams if Citizens had received any
insurance claims from Monday’s (June 8, 2026) reported 6.1 magnitude earthquake in the Gulf of
America, northwest of Cuba’s coast. Adams replied he wasn’t aware of any earthquake claims but
President & CEO Tim Cerio, who was listening on the call, said it was definitely felt in Citizens’
Tallahassee office. “We absolutely felt it. We had to walk out of our building because we're having
some foundation work done. | was sitting in my office. | have this six-foot coat hanger, and | was
watching it sway back and forth, and everybody came out of their offices. It was fairly unbelievable,”
Cerio said.


https://www.citizensfla.com/-/20260610-maac
https://www.citizensfla.com/documents/20702/41105290/20260610+01+Prior+Minutes+02.18.26+CI+combined.pdf/3a1d5cbd-eba2-8414-7e21-513871c33aea?t=1780337165502

Depopulation, Clearinghouse & FMAP Update (by Jeremy Pope, Chief Administrative Officer and Carl
Rockman, VP of Agency & Market Services)
Depopulation, Clearinghouse and FMAP (slide deck)

Depopulation

Pope noted Citizens “meaningful reductions’ in policy count and exposure, beginning in 2024 with
478,000 policies ($214 billion in exposure), another 585,000 policies ($230.6 billion in exposure) in 2025,
and so far in 2026, another 95,000 policies ($33 billion in exposure) — the majority in personal lines
policies “but we are continuing to see targeted commercial lines depopulation efforts throughout the
state, which is fantastic,” he added. “I stopped putting money on the bets of whether we’re going to
beat previous years, because | would have lost,” Pope joked. Citizens’ policy count as of last Friday, June
5 was 293,465. Pope predicts Citizens will end 2026 with anywhere between 274,750 and 310,295
policies.

He shared the exposure reduction highlights in the chart below, showing the depopulation numbers, as
well as numbers from the Citizens Clearinghouse, designed to keep new business out of Citizens and
ensure renewing policies meet statutory requirements, reflecting “movement of policies back into the
private market in a measured, in a very what we would say, disciplined, organized manner,” Pope said.
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Depopulation Results Clearinghouse Results

2025 New Business/Renewal Total

+ 2024 Exposure Removed = $214.5 B / 477,821 Policies
+ Commercial Removed = $15 B / 2,124 Policies

- Personal Removed = $199.5 B / 475,697 Policies Initially Ineligible for Citizens — 155,345
Exposure Avoided - $73.1 B

Total Quotes (Unique Properties) — 458,151

+ 2025 Exposure Removed = $235.6 B / 585,432 Policies
Commercial Removed = $8.5 B / 1,844 Policies 2026 YTD New Business

« Personal Removed = $227.1 B / 583,588 Policies Total Quotes (Unique Properties) - 164,294

Initially Ineligible for Citizens — 81,560 (49.6%)
* 2026 YTD Exposure Removed = $33.3 B / 94,675 Policies Exposure Avoided - $39B
+ Commercial Removed = $823 M / 278 Policies

» Personal Removed = $32.5 B / 94,397 Policies
2026 _YTD Renewals

Total Quotes — 25,610

Initially Ineligible for Citizens — 1,730 (6.7%)

Exposure Avoided - $531.6
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https://www.citizensfla.com/documents/20702/41105290/20260610+02+Depopulation%2C+Clearinghouse+and+FMAP.pdf/064d1a2b-352d-39d1-3acf-0532becd456f?t=1780337166195

Pope noted there are personal lines policy “takeouts” scheduled for every month this year, except May
and July, with “strong participation from the private market” and an overall assumption rate of 77%.
“For the June personal lines assumption, more than 85% of our offers, were either less than the Citizens
premium or within the 20% of our premium, which continues to support strong customer acceptance
rates, and honestly just great market capacity and offers out there for consumers,” Pope said. (See slide
deck for details.)

Committee Chairman Newell noted “in the years we’ve been on this committee, we’ve never seen that
(depopulation activity) by carriers well into hurricane season,” crediting Citizens staff for a “seamless”
effort.

Carl Rockman continued the presentation, noting that in this coming August alone, 230,000 policies
have been approved for takeout by regulators, with six insurance carriers expressing interest. Slide,
Manatee, and Praxis lead the list of takeout carriers in 2026.

Rockman premiered a new slide (below) to the committee, showing how many takeout policies ended
up returning to Citizens within three years of being assumed by the private carrier. The overall return
rate is 1.9%, representing $11.2 billion in exposure back with Citizens since 2023. “One of the things we
hear from agents all the time is “You depop these policies, but they end up coming back to Citizens.” But
the bottom line is... the 1.9% reflects stability, it reflects the customer choosing that depop option, and
it's sticking, or if the customer needs to make another choice, they move back to potentially another
private carrier,” said Rockman.


https://www.citizensfla.com/documents/20702/41105290/20260610+02+Depopulation%2C+Clearinghouse+and+FMAP.pdf/064d1a2b-352d-39d1-3acf-0532becd456f?t=1780337166195
https://www.citizensfla.com/documents/20702/41105290/20260610+02+Depopulation%2C+Clearinghouse+and+FMAP.pdf/064d1a2b-352d-39d1-3acf-0532becd456f?t=1780337166195

Personal Lines Assumed Policies

Returning As New Business
By Takeout Company

Personal Lines — Assumed Policies Returning As New Business

((CITIZENS

PROPERTY INSURANCE CORPORATION

Takeout Company Assumed' Returning New Business Return Rate? Exposure Returned®
Loggerhead 2,519 250 9.9% $113,107,505
SafePoint 41,895 2,567 6.1% $1,030,713,651
Security First 3,605 211 5.9% $83,514,310
Orange 15,444 646 4.2% $257,712,020
Edison 3,771 107 2.8% $47,944,570
Slide 441,285 11,087 2.5% $4,846,249,910
Monarch 90,190 2,217 2.5% $844,090,197
Southern Oak 54,465 1,267 2.3% $485,717,688
US Coastal 5,947 130 2.2% $53,076,605
American Traditions 5,787 110 1.9% $55,843,660
Manatee 216,435 3,228 1.5% $1,188,122,677
TypTap 44,951 668 1.5% $297,465,195
Florida Peninsula 117,746 1,716 1.5% $809,610,125
Trident 15,700 203 1.3% $86,722,412
Homeowners Choice 95,010 1,006 1.1% $377,603,965
American Integrity 103,176 1,033 1.0% $410,154,899
Mangrove 70,840 414 0.6% $158,939,500
Patriot Select 27,830 95 0.3% $44,928,640
Tailrow 33,116 70 0.2% $30,373,152
One Alliance FKA Universal NA 2,115 3 0.1% $1,351,450
Apex Star 12,736 9 0.1% $3,400,680
Praxis 19,092 12 0.1% $4,680,560

Stand 7 0.0% $

78 0 0

Data As Of: 5/20/2026 - New Business policies submitted within 3 years of assumption date with a matching name and address. 'Policies assumed by carriers on assumption
date. 2Quotient of ‘Assumed’ divided by ‘Returning New Busi ' for completed assumptions. SExposure as of assumption date that has been returned to Citizens.
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Clearinghouse Update

In conjunction with its ongoing depopulation program, Citizens continues to implement its new policy
clearinghouse called “Citizens Reimagined,” by EZLynx. It has two parts: one for new business into
Citizens and the other is for renewals. Insurance agents have been required to use it since November
2024 in placing new business with Citizens, with full implementation achieved in April 2025. The second
stage, involving Citizens’ policy renewals, began in late September 2025 and is now fully implemented.
The Clearinghouse is designed to divert ineligible applicants and existing policyholders from Citizens into
the private (voluntary) insurance market. Those Citizens policyholders who receive a private market
offer that’s within 20% of their Citizens premium are no longer eligible to remain with Citizens. This will
help Citizens further reduce its policy count, exposure, the risk for future assessments in bad storms for
both Citizens and non-Citizen’s policyholders, and reduce the risk to Florida taxpayers in this legislatively
created and state-backed insurance company.

Rockman reported 24 carriers are now taking part in the Clearinghouse for new business and 17 of them
for renewal business; the renewals clearinghouse requires carriers to be quoting 60 days in advance, “to
make sure that if an agent is appointed with any of these carriers, that that risk is presented to these
carriers as an opportunity before the agent can bring it to Citizens,” he said.



So far it’s working well. Referencing the lower-third section of the chart below, Rockman pointed out
the continuous improvement in the number of new business that received a private market offer within

20% of Citizens’ offer, making it ineligible for Citizens — growing from about 35% of new policies in 2025
to 56% in April 2026.

“Why?” asked Rockman. “Carriers are getting more precise in their pricing. EZLynx continues to improve
on data quality, and our agency management team is heavily engaged with agencies who are seen to be
writing a little bit more Citizens business than normal to make sure that they're optimizing the
clearinghouse,” he answered. “So we're very pleased that 56% of the time the consumer is getting a
competing offer in the private market, which is good for Citizens and good for the private market.”

Commens New Business and Renewal

PROPERTY INSURANCE CORPORATION

aropartissiSubmiftac 2025YE 26-Jan 26-Feb 26-Mar 26-Apr 26-May 26-Jun 26-Jul 26-Aug 26-Sep 26-Oct 26-Nov 26-Dec
(New Business & Renewal)

Sent to the Clearinghouse 458,151 | 48,216 | 46,562 | 49,971 | 45,155
. o
Efgﬁ;‘:::’ég;ﬂ:'g‘é:f“ 155345 | 18,649 | 20,143 | 21,170 | 23,328

(Making ineligible for Citizens)* (33.9%) (51.1%) | (43.2%) | (42.3%) | (51%)

Total Coverage Averted $73.1B
(Coverages A-D) :
" Subject to change due to override potential and policies with recoverable errors still needing to be resolved.
Properties Submitted

$8.7B | $9.4B | $9.8B | $11.7B

2025 YE' 26-Jan 26-Apr 26-Jul 26-Oct
(GELENVED]
SepttoliiciRenoyal 14,796 | 8,154 | 6487 | 6,840 | 4,129
Clearinghouse

Received an Offer within 20%
of Citizens Renewal Offer 35’537) (: g,f ) (g :; ) (: ;;) g:i:);
(Making ineligible for Citizens)* e o o o '

Total Coverage Averted $359M
el oy | $141M | S135M | $156M |$99.6M

™ Subject to change due to override potential and policies with recoverable errors still needing to be resolved.
Began in November 2025.

Properties Submitted
(New Business)

2025 YE 26-Jan 26-Feb 26-Mar 26-Apr 26-May 26-Jun 26-Jul 26-Aug 26-Sep 26-Oct 26-Nov 26-Dec

Sent to the Clearinghouse 443,355 | 40,062 | 40,075 | 43,131 | 41,026
: e —

Received an Offer within 20% | ., 10q | 15 164 | 10,702 | 20,699 | 22,995

of Citizens Offer (34.8%) | (45.3%) | (49.1%) | (48%) | (56%)

(Making ineligible for Citizens)* s e e ° ’

Total Coverage Averted $72.7B | $8.6B | $9.3B | $9.7B | $11.6B

(Coverages A-D)

* Subject to change due to override potential and policies with recoverable errors still needing to be resolved.
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As for renewals (the middle section of the above chart), with its more modest number of policies sent to
the clearinghouse, “because our policy counts are so low now on condo and homeowner and dwelling.
this isn't putting an undue burden on the agents to shop these renewals. We're seeing very modest
traction in agencies in terms of volume, and we appreciate the agent support on the renewal

clearinghouse as well,” said Rockman, referencing the chart below as well, which includes data on
“overrides.”

“The clearinghouse will oftentimes on new business return a false positive,” Rockman explained. “It will
return an indication that the carrier wants the business, but the carrier may not. We call this override.
We built this into the process. Five percent of the properties submitted to the clearinghouse are



requesting an override. We're living into that with a less than a one-day time service, and you can see
the volumes are very manageable,” Rockman told the committee, giving thanks again to agents’
support.

Total Clearinghouse Submission and
\(((;'ITIZENS Override Results

PROPERTY INSURANCE CORPORATION

Override Requests/Results
Override Requests represent:

Unique Properties Submitted with

Eligibility Results 5% of total Properties Submitted

* 11.5% of Properties rendered Ineligible
500,000 12000
450,000

10000
400,000
155,345
350,000 34% 8000
300,000
250,000 6000
200,000
150,000 302,806 83,290 4000
oo I
1
0,
0 56% 0
2025 Properties 2026 YTD (April) Properties 2026 YTD (April) Overrides
Submitted = 458,151 Submitted = 189,904 Submitted = 9,617
M Eligible H Ineligible H Approved Declined
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Agency Management Services Update (by Carl Rockman, VP of Agency & Market Services)
Agency Management Services Update (slide deck)

Reflecting the decreasing policy count is a decrease in the number of insurance agencies (231) and
agents (512) from December 2025 to April 2026. On the increase are licensed customer representatives
(132) “those very important people in an agency who do the work and support the work,” said
Rockman. By late April, 78% of Citizens’ agencies had fewer than 50 policies in force.

With the new clearinghouse came an updated agent performance program, stressing greater
accountability. Greater emphasis has been put on agents not binding policies that are ineligible or
uninsurable (beginning on page 4 of the slide deck). “We really think we've got the attention of the
agents to be really diligent now in their submission quality,” Rockman told the committee, adding that
his agency managers are focusing on late submissions, which occurred in 11% of new business written
so far this year, “which is not good.”

“We used to give the agents 15 days post effective date to submit inspections and applications. We
shrunk that requirement to five days with this new program,” Rockman said. Agent discipline is also the


https://www.citizensfla.com/documents/20702/41105290/20260610+03+Agency+Management+Services+Update.pdf/5d42d77b-e14a-315b-fe18-ae1a74587bd2?t=1780337164886
https://www.citizensfla.com/documents/20702/41105290/20260610+03+Agency+Management+Services+Update.pdf/5d42d77b-e14a-315b-fe18-ae1a74587bd2?t=1780337164886

focus of “some outsized attention,” with six agent terminations in progress after various warning notices
resulted in unsatisfactory improvement. “This is our commitment to maintain underwriting standards
and quality.”

Rockman also provided an update on Citizens’ policyholder feedback program, titled “Voice of the
Customer,” as it pertains to agencies and agents. While agency satisfaction scores in 2025 hovered
around 80%, he noted a deterioration in 2026 to date “and it’s got our attention,” with the score dipping
from 85% satisfied in January to 76.2% in March and 78.8% in April. “The agency principals that we
presented this to are very appreciative,” he said.

Meeting Adjourned at 11:38am

Consumer Services Committee Conference Call of 6-10-26: (meeting agenda and supporting
documents/reports available at https://www.citizensfla.com/-/20260610-csc) Meeting started at 1pm.

Consumer Services Committee
e  Erin Knight - Chair
e LeAnna Cumber
e Charlie Lydecker
e Jamie Shelton
e Tasha Carter - Insurance Consumer Advocate
e Greg Rokeh - Industry Advisor
e Jeremy Pope - Staff

Approval of Prior Meeting’s Minutes of November 9, 2025 (by Chair Knight)
Prior CSC Meeting Minutes 11.09.25

APPROVED

2026 Catastrophe Planning Update (by Jay Adams, Chief Insurance Officer, and Jeremy Pope, Chief
Administrative Officer)
Catastrophe Planning Update (slide deck)

Adams provided the traditional introduction and overview of how Citizens and its staff prepared for this
hurricane season that began June 1, and the response and recovery stages, along with performance
expectations. In addition to the annual Catastrophe Response Center Exercise to check equipment
readiness and staff training and preparation, Citizens also conducted a First Notice of Loss Call Center
stress test.

“We attempt to give the call center a large volume of claims without advance notice...\We look at their
overall organizational responsiveness, and we want to make sure that they're meeting the service level
(of) calls: 80% calls answered within the 20-second or less standard,” Adams explained. Other
catastrophe testing includes a virtual deployment for Independent Adjusters, in part to validate the
number of those adjusters that can be on-boarded in one day.


https://www.citizensfla.com/-/20260610-csc
https://www.citizensfla.com/documents/20702/41105322/20260610+01+Prior+Minutes+11.19.25+CI+combined.pdf/80f14a1e-6092-e298-530a-903cbbbcddf4?t=1780328408214
https://www.citizensfla.com/documents/20702/41105322/20260610+02+Catastrophe+Planning+Update.pdf/dc5a3576-c986-e6c9-7b10-b13c9717a22f?t=1780328409943

Adams told the committee that Citizens is continuing to improve the GIS Tool that it created several
years ago, specific to its needs. This is software and a platform that enables mapping, spatial analysis,
and geospatial data visualization. “We have worked on it to put aerial imagery into it, and that gives us
the ability to look at the pre- and the post-loss, what the structure looked like before and after the loss,
and it also gives us the ability to import this information for smaller storms,” he explained. “At the end
of the day, this tool really is used to help us forecast what we think we're going to get on a claims
volume basis, and helps us to make better decisions about how many independent adjusters to deploy.”
Among other things, the GIS Tool can produce a damage estimate for whatever track the hurricane
takes.

While the GIS Tool involves inputs, the Resource Calculator delivers the output. Adams referenced the
example below. “You can see that in this particular example, it ranged from 21,000 claims up to 500,000
claims, but for the 500,000 the probability is significantly low. So we would never make that choice,”
said Adams.

Comzns

PROPERTY INSURANCE CORPORATION

« Policy in force data is merged with storm relevant data to
provide a range for claim count probabilities used to
determine resource needs

County County PLA Claim PLA Claim PLA Claim  Ji8 Claims at 70% Probability
Select all Count 70% Count 40% Count 5%
Alschitia Prob (Bad) Prob (Worse)  Prob(Major) 21549
&
Baker - —
Bay ] 0 " - Claims at 40% Probability
Baker 0 2 239
Bradford
Brevard Bay 0 0 310 213441
Broward Bradford 0 4 238
5 3 e
Calhoun Brevard 750 2601 10575 Claims at 5% Probability
Charlotte
B d 7506 58295 85484
Citrus rowel 505157
Clay Calhoun 0 0 34
Collier Charlotte 56 1077 5256
Columbia Citrus 2 566 3016
DeSoto Clay 0 85 721
B'X‘e Collier 69 1612 4479
uval
Escambia Columbia 0 2 285
Flaaler DeSoto 6 132 257

With Adams having covered operational readiness, Jeremy Pope continued the presentation outlining
consumer readiness. Among the highlights (beginning on page 14 of the slide deck):

e (Citizens has more than 110 employee volunteers trained and ready to be deployed to support
CAT response in Citizens Catastrophe Response Center (CRC) established in disaster areas.
e The mock CRC testing in April included subjects role-playing as policyholders.


https://www.citizensfla.com/documents/20702/41105322/20260610+02+Catastrophe+Planning+Update.pdf/dc5a3576-c986-e6c9-7b10-b13c9717a22f?t=1780328409943

e The updated 2026 First Notice of Loss Call Center Services contract includes 14 vendors across
multiple geographic locations that represent a 30% increase in capacity compared to the prior
contract. It would become fully functional within 72 hours of a catastrophe declaration.

e A key enhancement in 2026 is the addition of the Citizens Rapid Response Van, designed to
arrive early following a storm to assess conditions. It will also be used to handle response to
smaller incidents, where a CRC is unnecessary, or in areas with low policy counts. It includes a
printer with check printing capability.

e (Citizens is developing alternative payment options beyond printed checks, to help make initial
claims payments more immediately available to policyholders. These will include direct bank
EFT payment and a debit card, in time for the 2027 season.

“We do have plans for some additional testing in the summer with additional vendors,” added Pope.

Customer Experience (CX) Update (by Cecile Latimore, Director of Customer Experience & Advocacy)
Customer Experience Update packet of slides

Ms. Latimore provided an update on Customer Care Center and Claims Survey results from 2025’s Voice
of the Customer program and a policyholder focus group update. Of particular interest is the slide
below, showing 2025’s top consumer complaints overall and CAT-related complaints.

Customer Correspondence Team (CCT)
((CmZENs L 2025 Complaint Summaryr y

PROPERTY INSURANCE CORPORATION

Overall Complaints CAT-Related Complaints
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Top 5 — Overall Complaints Top 5 — CAT Related Complaints

Information Requested (Claims) 15% Information Requested (Claims) 28%
Claim Denial 13% Claim Denial 21%
Cancellation/Nonrenewal 10% Adjuster Response Time 12%
Depopulation 9% Unsatisfactory Settlement/Offer 1%
Claim Delays 6% Claim Delays 10%

The Q1 2026 report (page 5 in the slide deck) contains similar results.


https://www.citizensfla.com/documents/20702/41105322/20260610+03+Customer+Experience+Update.pdf/22cbf1a6-e3dd-c321-5287-96f57752dc43?t=1780328406414
https://www.citizensfla.com/documents/20702/41105322/20260610+03+Customer+Experience+Update.pdf/22cbf1a6-e3dd-c321-5287-96f57752dc43?t=1780328406414

Meeting adjourned at 1:44pm



