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» Citizens’ website
» Public outreach and education -
» Policyholder newsletters ° = fi @ 8y cctsments
« Brochures —
« Social media
« FAQs
* Policyholder letters
 Media Relations
 Digital Accessibility

Cermzens
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Agent Qutreach
« Agent-focused website
 FMAP website
« Agent outreach and education
« Agent Bulletins
« Agent-focused social media
* Agent FAQs

i
N 4 Agent Advantage Blog
\ Agency best practices, support and info
@000
Look:

The Florida Markot Assistance Plan (FMAP) is 3 free and convenient service that can help you find insurance coverage for
your Florida home, rental and vacation property.




Public Outreach
eimzens ‘* and Education

PROPERTY INSURANCE CORPORATION

Communications, Legislative, and External Affairs (CLEA) leads
Citizens’ public outreach efforts to educate our policyholders and Hurricane USl'ng Citi
IZens’

external stakeholders about Citizens’ initiatives and activities. .
Coverage‘ Ma"aged Repair
Outreach Events What You Nee Program
» 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. @~

Areyou a policyholder in the Miami Lakes & Palm Springs

hat’'s in Your Kit?

Hurricane Preparedness Kit

PN
r -
A &

Estates area with questions about Citizens? Our CEO/Pres Tim Cerio will Reusabla ice/ice packs Battery-powerad _ Self-contained
. s to keep food cold if flashlights or lanterns. first-aid kit, including
be at Rep. Town Hall Thurs., June 6, at 6 p.m. at Miami the power goss out pet medications

Lakes Council Chamber. Hear about market improvements & what's
next.

{“-l - !’Citizens Property

{ %,  Ifislirance Corporation

) ’ Town Hall
./t"

W

- @

Food and water for Weather band radio to Cash for
three to seven days for  monitor weather alerts post-storm purchases
each person and pet

Fab

\(KL‘\ TIZENS
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Policyholder Newsletter

2023 Metric

Total emails opened, unique clicks and percentage viewed

100%
95%
90%
o Sum of Unigue dicks
m S5um of Total Opened
85%
80%
73%

|ssue 9 Issue 10 Issue 11 Issue 12
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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Policyholder Newsletter
omzens | IC

PROPERTY INSURANCE CORPORATION

New Flood Requirements Begin

January 1

Most Citizens policyholders will be required to carry
flood insurance under legislative reforms to be
phased in over four years. Find out when you may
be impacted.

Top

Articles T~

How many of these weather-ready preparations have
you made? Look at our Top 10 list and see how you
stack up to expert advice

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 NewRules for Citizens' Depopulation Pro-
gram

New requirements for depopulation, renewals and
second homes highlight changes ahead for Citizens
policyholders. Find out what's coming.
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Corporate Communications

@ Business

e ELT Members
Support ELT members with
communication to their
divisions

 Business units

Departments and teams

 CLEA Project Management
and Communications
related to CAT events

@ Employees

Internal Website

Primary owners of internal
website content; schedule,
write and post

Human Resources
Messaging includes Total
Rewards, open enroliment,
talent acquisition, employee
wellness and employee
development, Stronger
Together

Podcasts Production &
Content Development
Write, host, record and
broadcasts

Organization

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

Leaders Corner Views Per Month
5%
35000

30000
25000
20000
15000
10000
5000
o0 A <o

v
¥

Business NGSEN.

23%
== \/iews Per Month

Spikes in readership tend to appear during hurricane season and Open Enrollment, with lower readership noted during the holiday season.

Page 9



(( CITIZENS

PROPERTY INSURANCE CORPORATION

Internal Messaging Highlights

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

FACILITIES
OGC 4%
3%

CLAIMS
18%

EO (Formerly)
27%

m HR = EO (Formerly) =FS
mOlA m C&PS mTEC
= CLAIMS oGC = FACILITIES

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

Corporate Communications
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Digital Communications

@ Business

Creating, delivering, and
maintaining high-quality digital
assets.

Graphic design with expert
level Photoshop, InDesign,
[llustrator, and video editing
software.

Public outreach and education.

Social media strategy
iImplementation, interaction,
and engagement.

Website design and code
enhancements.

« HTML, CSS, JAVA, etc.
code creation and
deployments

Graphic design with expert
level Photoshop, InDesign,
[llustrator, and video editing
software.

Public outreach and education.

Social media strategy
iImplementation, interaction,
and engagement.

Inventory maintenance and
upkeep of myStore.

Creating, delivering, and
maintaining high-quality digital
assets.

Graphic design with expert level
Photoshop, InDesign, lllustrator,
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.
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Social Media
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Citizens’ social media program is an active voice for the company, e -
highlighting educational content, sharing behind-the-scenes posts i 14 b soviog ey o ssental st e e . repaing fo s seson 1.
spotlighting Citizens’ corporate culture, promoting employment it e

branding and talent acquisition information, and offering thought
leadership pieces from our executive and senior leadership teams. What's in Your Kit?

Hurricane Preparedness Kit

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 Disaster Preparedness

time to request assistance. We have found this to be especially Sales Tax Holiday

beneficial in post-storm recovery when communications methods are ToarelTo 1A Yok FaeUm T e T
limited, and internet service is interrupted.

@ Citizens Property Insurance Corporation
<)

Citizens Property Insurance Corporation

P = tsuite Q
Connect with your neighbors to see how you can help each other. Helping neighbors encourages
everyone to get involved & get educated about simple steps everyone can take to become more
prepared. Build a community by working together.

: Let’s talk deductibles. Storm damage? Report your claim - even if you think
the damage is below the deductible. They 3
your Citizens agent about specific policy terms and limits:

e Hurricane Deductibles
Check on neig hbors . — ? It's important to remember that Hurricane deductibles are

applied on a calendar-year basis. During a busy hurricane

before and after

season, you only will be required to pay your Hurricane

. — deductible once — even if you make repairs from multiple
severe Weather. o N ——- named storms. Keep receipts for hurricane repairs even if
you don’t reach your deductible.

Cenmzens
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Social Media Platfor
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Citizens CitizensFla Newsroom Q Citizens Agents
: Taking steps to protect your property will help reduce The April Citizens Advisor is out! Read about 2023 Rate bl L;"A‘J‘:""‘_"f::'e' s V‘ e zens
he impact of storm damage throughout the year. planning out Recommendations, Citizens' new General Counsel and Support for UPC POYCYICICES Con e (e e fo o, g pONCY;

e e & premiums if Citizens needs add'l funds to pay claims following a major
measures helps you to address your prep step-by-step. Get Customers: Dortiss the Wh?IVV;” an Cglleﬂa Assessments After the disaster. Leam how this could impact clients
more info & tips from Next Hurricane . All of this and more: Y

LSS SLLLL LSS SIS LSS LSS LS LSS SIS AL LSS VY2,

What are assessments?

\(r(_:mgs_rgs ::.2':.‘.2”’:1“;:..‘?.: |«'“m&'ff-'qmmkﬁﬁi"?'
pROTECT YOU R pROpE RTY : polhider Schrge. ach addions e s arged ony I he vl

before is insufficient to eliminate Citizens’ d

oiders i

P ) Board Approves 2023 Rate April 19,2023
Protecting your property in advance against storm Recommendations Events

damage can be costly, but taking precautions to M SEE L crporai |t 6@ 130 pm.

4 7 17 fol I Owe rS reduce the impact of storm damage can save lives,
1)

property, and money.

o, Citize
Hlowing a major disaster.

ci loc:

5 poy das
5% ims. A particularly

{eming s winos ancuoh i ime e g
tizens enough money to pay al claims. I this happens,
ing encugh money to pey it
are eliminated.

Assessment Tiers*

#3300

< Coastal Account only

1. Gizens Poliholder Surcharge

¢ than that because of higher teplacement | SPOtlight
struction market.

bobbovsvoo

* Protect windows with shutters, plywood panels or other types
of wind-resistant barriers.

h Trim dead k branches from t w \5 i “wﬁm : - | -ngzmw
T ree Separate tim dead or weak branches from trees . - o 23 et v o ¢

1 o 2 Ragular As
Maintain the exterior insulation-finishing system (EIFS), also o Presi i R
referred to as synthetic stucco

ot ;' e
accounts: Main,
News, Agents

3 [mu?m‘y
S "”""ﬂmsm.ux poli

icyholders
B r Gnti ar
i e e

Brace gable-end roof framin
j : \((CIT|ZENS

O B Srrite

Policies in Force

dbbobobbLe

#PocketSense

@ Citizens Property Insurance Corporation Citizens Property Insurance Cor,
Dont wait for hurricane season to Review your kit and replace any items you've us

@Make sure your kit has everything you & your family needs Month is going strong. Week One’s theme is “Building Safety is Personal.” This week
view your family communications plan

poate your prep binder highlights how building safety impacts our everyday life as family members, friends and individuals at
{® Check your coverages with your agent... See more home.

Here are some Backyard and Pool Safety tips to protect you and your loved ones this summer.

1. Remove all patio fumiture or other objects within a 45-inch radius of the fence that would cause
damage to your home during a storm, allow a child to dimb up to reach th... See more

Building Safety Month

5,426 followers

Backyard and Pool Safety Tips:

1. Install a fence and pool alarm

Active Agentand | '

3. Keep safety aids like poles on both sides of the pool
4. Don't grill in a garage, porch or enclosed area that

P H en g ag eme nt could rap carbon monoxide

5. Keep your deck in good condition

((CITIZENS ((C_'T_'LE_Né Page 13

#BuildingSafety365



Active Social Media Platform

Citizens Property Insurance Corporation
Cimzens| N £
30 ® 2
#FeatureFriday: Meet Vickkie, one of our new Talent Acquisition Partners in Human
Resources. She joined #TeamCitizens in March and has had an amazing experience
so far. One of the ways Citizens Property Insurance Corporation stood ¢ ee more

Employees
r"Move

28,773 followers
} Vickkie Coleman

ACtlve e m p I Oye e Talent Acquisition Partner
engagement e T et
Everyone at Citizens is so service-oriented. | love the

collective dedication to protect and assist Florida
residents while providing care.”

790 followers

Employee-focused
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@ Active Social Media Platforms
\CITIZENS

PROPERTY INSURANCE CORPORATION

“ous Citizens Property Insurance  POSTED ON: GLASSDOOR Careers p2 xS
#WeAreCitizens: Meet Leo, one of our Intermediate IT Data Analysts. He started working in the insurance industry as a summer intern
for Independent Fire Insurance Company in downtown Jacksonville before graduating from High School. Little did he know he would

return to the insurance industry later in his career when he joined #TeamCitizens in 2007.

Leo enjoys Citizens' culture, encouraging employees to enrich their skills and talents through education, training. and on-the-job
shadowing. Development doesn't end with professional goals. Leo says. "Citizens also promotes personal development through our
wellness program which focuses on work-life balance, higher education and overall heaith."

Leo shared that another aspect of his career satisfaction is Citizens' effectiveness in creating an environment where all voices are heard
and valued. He feels Citizens fosters an engaging atmosphere where all voices are listened to, employees are included in decision
making and everyone feels like they belong.

Leo, thank you for making your mark with #TeamCitizens. You are appreciated!

1 1 Never thought insurance was a career option? Let us change your mind with #CareersAtCitizens. Discover what it's like to work with an
P rimari Iy focused industry leader. When you join #TeamCitizens, you become part of a dedicated, service-minded organization rated as one of Florida's
on attr aCtI n g tal e nt best companies to work for. Apply today! Visit citizensfla.com/careers and take the next step towards your future.

and h ig h I i g hti n g #CareersAtCitizens
corporate
culture 5

p>>2
Careers
Aat

Leo Stanley
IT Data Analyst - Intermediate
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Maintaining Branding
emzens | and Design Standards:

TY INSURANCE CORPORATION

Hard Goods

 Work with business units across the
organization to stock for field staff, CRC
volunteers, etc.

Christine Ashburn
b (?hvef of Communications
gislative, ang External Aﬁ;irs

A AP
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Maintaining Branding
emzens | and Design Standards:

PROPERTY INSURANCE CORPORATION

Digital Assets

« Uniform templates to provide
consistency across the organization

« Ensure Citizens’ brand and corporate ;
logo is correctly used and represented '\ 7. \((CmZENs

« Monitor social media channels for brand =zl >~ &=  §™

Citizens Property Insurance Corporation
rovides last-resort personal and commercial property/casualty insurance to Florida

recognition and employer reputation
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Technical Education &

External
Stakeholders

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

@ Employees

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

Communications_—

Organization

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

Page 18
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@ Agent Communications Metrics

B Total Unique Views

160,000 B Percentage Viewed
m Total Delivered

120,000
38% 36% 37% 40% 39% 38% 37% 38% 42% 35% 37% 40% 43%

80,000

- ILlhlLIhI Ihl ILluILlhlLl

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

o

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
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((\% 2 Technical Education &
Semzens Communications

@ Policyholder 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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