
Communications, Legislative 
& External Affairs

Overview of Division 



Team Interactions
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• Citizens’ website

• Public outreach and education

• Policyholder newsletters

• Brochures

• Social media

• FAQs

• Policyholder letters

• Media Relations

• Digital Accessibility
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Consumers



Agent Outreach

•  Agent-focused website

• FMAP website

• Agent outreach and education

• Agent Bulletins

• Agent-focused social media

• Agent FAQs
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Agents



Communications, Legislative, and External Affairs (CLEA) leads 

Citizens’ public outreach efforts to educate our policyholders and 

external stakeholders about Citizens’ initiatives and activities.

Outreach Events

• Policyholder Forums and Town Halls

• Legislative Office Hours

• External Speaking Engagements

Education

CLEA works closely with Citizens’ business units to develop and 

distribute public education materials and maintain a robust library 

of English-, Spanish-, and Haitian Creole-language brochures, 

infographics, and other materials which are provided free of charge 

to agents, adjusters, and other interested parties for educational 

purposes.
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Public Outreach

and Education



Policyholder Newsletter

2023 Metrics

Total emails opened, unique clicks and percentage viewed

Total Opened Total Unique Clicks % Viewed
Issue 9 87,166 7,394 12%
Issue 10 126,604 9,879 13%
Issue 11 152,618 24,270 6%
Issue 12 267,802 21,667 12%
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Top 3 Clicked Newsletter Articles/Ads

Top 

3 
Articles

Policyholder Newsletter

2023 Metrics

Articles Total Clicks

Q4 Issue 11 New Flood Requirements Begin January 1 12,093

Q2 Issue 13 Hurricane Season Top 10 Prep List 8,860

Q3 Issue 10 New Rules for Citizens’ Depopulation Program 8,560
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Business Employees Organization

• ELT Members

      Support ELT members with  

      communication to their 

divisions

• Business units 

      Departments and teams

• CLEA Project Management 

and Communications 

related to CAT events

• Internal Website

Primary owners of internal 

website content; schedule, 

write and post

• Human Resources 

Messaging includes Total 

 Rewards, open enrollment, 

talent acquisition, employee 

wellness and employee 

development, Stronger 

Together

• Podcasts Production & 

Content Development

Write, host, record and 

broadcasts

• Writers for Enterprise 

Projects
Write educational, promotional, 

instructional copy for enterprise 

projects, such as Oracle 

Recruitment Cloud 

• Brand & Copy Style 
Ambassadors
Edit all messaging to comply 

with Citizens’ copy style policy

• Facility campaigns
Inform employees about 

Facilities issues, such as safety 

and access control and Hybrid 

Workspace Today

• System Upgrade notices, 
Examples include myHR 

Connect and migration to 

Windows 11

Corporate Communications 
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On average, we have approximately 19,000 views a month, 4,000 views a week 
and 800 views a day. 

Corporate Communications

Metrics

Leaders Corner
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Spikes in readership tend to appear during hurricane season and Open Enrollment, with lower readership noted during the holiday season. 
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• Write Faces of Citizens and Team Spotlight 

feature articles

• Human Resources messaging:
• Total Rewards 

• Open enrollment 

• Talent acquisition

• Employee wellness and development

• Collaborate with ELT and SLT to draft 

Leaders Corner articles 

• Promote Power Hours, LinkedIn Learning, 

Financial Wellness Webinars

• Publish Did You Miss It Newsletter to 

ensure readership of internal articles and 

other communications

Faces and Teams Spotlights 
(67 Total from January 2022- June 2024)

Internal Messaging Highlights

Corporate Communications 
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HR EO (Formerly) FS
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CLAIMS OGC FACILITIES
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Business Employees Organization

• Creating, delivering, and 

maintaining high-quality digital 

assets. 

• Graphic design with expert 

level Photoshop, InDesign, 

Illustrator, and video editing 

software.

• Public outreach and education. 

• Social media strategy 

implementation, interaction, 

and engagement.

• Website design and code 

enhancements.

• HTML, CSS, JAVA, etc. 

code creation and 

deployments  

• Graphic design with expert 

level Photoshop, InDesign, 

Illustrator, and video editing 

software.

• Public outreach and education. 

• Social media strategy 

implementation, interaction, 

and engagement.

• Inventory maintenance and 

upkeep of myStore.

• Creating, delivering, and 

maintaining high-quality digital 

assets. 

• Graphic design with expert level 

Photoshop, InDesign, Illustrator, 

and video editing software.

• Monitoring and promoting 

proper brand usage ensuring 

company assets are primary 

focus.

• Managing a multi-year library 

archive of photos and videos of 

corporate events and initiatives. 

• Public outreach and education. 

• Social media strategy 

implementation, interaction, and 

engagement. 

• Inventory maintenance and 

upkeep of myStore.

Digital Communications 
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Citizens’ social media program is an active voice for the company, 

highlighting educational content, sharing behind-the-scenes posts 

spotlighting Citizens’ corporate culture, promoting employment 

branding and talent acquisition information, and offering thought 

leadership pieces from our executive and senior leadership teams.

Social media is an effective tool alongside broadcast media to 

promote pre-storm preparedness and post-storm messaging and 

Catastrophe Response Center information during hurricane season. 

Customers can contact Citizens directly through social media at any 

time to request assistance. We have found this to be especially 

beneficial in post-storm recovery when communications methods are 

limited, and internet service is interrupted.

Page 12

Social Media



Social Media Platforms
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5,426 followers

4,717 followers

Three separate

accounts: Main,

News, Agents

Active Agent and

PH engagement



Active Social Media Platforms
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28,773 followers

790 followers

Employee-focused

Active employee

engagement



Active Social Media Platforms

Page 15

Primarily focused

on attracting talent  

and highlighting 

corporate

culture



Maintaining Branding

and Design Standards

Hard Goods

• Work with business units across the 

organization to stock for field staff, CRC 

volunteers, etc.
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Maintaining Branding

and Design Standards

Digital Assets

• Uniform templates to provide 

consistency across the organization

• Ensure Citizens’ brand and corporate 

logo is correctly used and represented

• Monitor social media channels for brand 

recognition and employer reputation
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External 
Stakeholders Employees Organization

Technical Education & 

Communications 

• Agent Bulletins
      An extensive process that

      includes writing, approvals

      and distribution of all mass

      email agent communications

• Agent Updates 
Write and update content on 

the external website, e.g., 

resource documents, Did 

You Know?, program pages

• Website Knowledge 

Base Write new content and 

ensure the accuracy of 

existing content (FAQs)

• Policyholder Letters

      Write and distribute all non- 

      system-generated emails 

and letters

• Review & Approval 

Process Coordinate 

organizational-wide agent, 

internal and policyholder 

communications process.

• TEC News 
Create, distribute and 

maintain on website

• CAT Communications 
Produce and send to agents 

and policyholders

• Kanban
Maintain up-to-date 

kanban of all 

communications in 

progress or scheduled

• Website alert banners
Post system outages 

• Communicate process 

changes within Citizens 

Insurance Suite: 
ClaimCenter ®      

PolicyCenter ®   

        BillingCenter ®

• Policyholder Newsletter

• Comprehensive Technical 

Support 

      Ensure technical accuracy and

      provide editing for all  

      insurance-related

      communications
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Agent Communications Metrics

0

40,000

80,000

120,000

160,000

May-23 Jun-23 Jul-23 Aug-23 Sep-23 Oct-23 Nov-23 Dec-23 Jan-24 Feb-24 Mar-24 Apr-24 May-24

Total Unique Views

Percentage Viewed

Total Delivered

Total Bulletins Sent 5 5 4 5 10 3 12 13 12 4 3 6 5

Total Unique Views 24,390 17,110 22,377 16,978 38,237 17,310 33,244 30,908 12,537 21,808 11,718 20,914 21,478

Total Delivered 64,946 48,094 61,327 42,821 98,430 45,205 90,656 81,542 29,448 63,204 32,000 52,390 49,717

38% 36% 37% 40% 39% 38% 37% 38% 42% 35% 37% 40% 43%

Agent Communications

 Metrics
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Technical Education & 

Communications 

Policyholder Communications

51 Depopulation 

Communications

Training Bulletins

Agent Alerts

TEC News

Policyholder Emails

Policyholder Letters

38 Flood 

Communications

Personal Lines Bulletins

Agent Alerts

TEC News 

Policyholder Letters

Policyholder Emails

12,110,267 total policyholder communications were sent on varying 

topics from 2023 – present.
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