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CITIZENS

PROPERTY INSURANCE CORPORATION

AGREEMENT FOR
INDEPENDENT ADJUSTING SERVICES -
NON-LITIGATED/CATASTROPHE

This Agreement for Independent Adjusting Services — Non-Litigated/Catastrophe (“Agreement”)
is between CITIZENS PROPERTY INSURANCE CORPORATION (“Citizens”), a legislatively
created Florida governmental entity, having its principal place of business at 2101 Maryland
Circle, Tallahassee, Florida 32303, and LEGACY CLAIM SERVICES, LLC (“Vendor”) having its
principal place of business at 470 Adriatic Pkwy., #2222 McKinney, Texas 75070. Citizens and
Vendor shall each be known as a “Party,” and collectively shall be known as the “Parties.”

Recitals
On April 28, 2017, Citizens issued a Request for Proposal, No. 17-0006 for Independent Adjusting
Services — Non-Litigated/Catastrophe (the “Solicitation”). Vendor’s response to the Solicitation

was accepted by Citizens, subject to the terms set forth in this Agreement.

In consideration of the mutual promises and restrictions stated in this Agreement, the Parties
acknowledge and agree as follows:

Terms of Agreement

1. Definitions. As used in this Agreement, the following terms have the following meanings:

1.1.  “Adjuster” means a properly licensed and appointed independent adjuster as
defined by Section 626.855, Florida Statutes, and who meets the requirements of
and is fully credentialed in accordance with the provisions of this Agreement.

1.2. “Best Claims Practices & Estimating Guidelines” means the claims and estimating
guidelines developed by Citizens for the administration and adjustment of claims
incurred on Citizens’ policies. A copy of the Best Claims Practices & Estimating
Guidelines is attached to this Agreement as Exhibit A. Citizens, in its sole
discretion, reserves the right to periodically revise the Best Claims Practices &
Estimating Guidelines in order to meet Citizens’ business needs, legislative
requirements, or for other legal or business-related purposes.

1.3.  “Business Hours” means the hours from 8:00 AM to 6:00 PM EST, Monday through
Friday, excluding Citizens’ observed holidays.

1.4. “CAIS” mean Citizens’ Credentialing Administration Information System.

1.5. “Catastrophe Deployment” means a deployment involving a natural or man-made
event where Citizens receives or anticipates receiving no less than five-hundred
(500) claims.

1.6. “Citizens Confidential Information” means all information, data, and

documentation, whether marked as confidential or not, disclosed to Vendor in the
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1.7.

1.8.

1.12.
1.13.

course of this Agreement that is: (a) Protected under any applicable state or federal
law (including Chapter 119, Florida Statutes; Sections 501.171, and 627.351(6),
Florida Statutes; Chapter 690-128, Florida Administrative Code; and, 15 U.S.C. §
6801 et seq.); (b) private information concerning Citizens’ employees or
policyholders (including social security numbers, personal health information,
personal credit information, banking information, drivers’ license numbers,
personal email addresses, personal phone numbers, and home addresses); or, (c)
related to any Citizens’ manuals, lists, operating and other systems or programs,
business practices or procedures, insurance policies, claimants or claims, or any
business, governmental, and regulatory matters affecting Citizens. “Citizens
Confidential Information” does not include any information, data or documentation
that: (a) is publicly available through no fault of Vendor or Vendor Staff; or, (b)
Vendor developed independently without relying in any way on Citizens
Confidential Information.

“Committed Adjuster” means one of the Adjusters that Vendor has agreed to make
available to Citizens as further detailed in the category(s) of Services as set forth
in Exhibit(s) B and/or Exhibit C.

“Committed Adjuster Total” means the collective sum of Committed Adjusters that
Vendor is required to make available to Citizens under this Agreement.

“Deliverables” means the quantifiable, measurable, and verifiable items required
to be delivered to Citizens by Vendor under this Agreement.

“Effective Date” means the date on which the last Party executes this Agreement
and the date upon which this Agreement is effective and commences.

“Onsite Audit” means a detailed onsite review and report of a claim location to
determine Adjuster compliance to the Best Claims Practices & Estimating
Guidelines.

“MCM” means managed claim model.

“Quality Assurance” or “QA” means a defined methodology and set of procedures
for the purpose of monitoring and enforcing performance standards related to
Services.

“Quality Assurance Adjusting Services” means re-inspections and desk audits for
the purpose of monitoring and enforcing Quality Assurance performance
standards related to adjusting Services.

“Services” means all services and Deliverables to be provided by Vendor to
Citizens under this Agreement. If any service or Deliverable is not specifically
described in this Agreement but is necessary for the proper performance and
provisioning of the Services, that service or Deliverable shall be included within
the definition of the Services to the same extent and in the same manner as if
specifically described herein

“Task Assignment Model” means the assignment of Adjusters by Citizens, at
Citizens’ sole election, to perform Services where the Adjuster performs discrete
tasks but is not responsible for overall management of the claim. Task
assignments may include scoping, estimating and/or pricing covered repairs as
well as timely responding to and completing any additional work including any
corrections that are required after the task assignment has been returned to
Citizens. Assignments made and Services accepted by Citizens hereunder shall
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be compensated at the rates described in the Task Assignment Model Rates table
contained herein.

“Time and Materials Adjusting Services” means the assignment of Adjusters by
Citizens, at Citizens’ sole election, to perform Services for various tasks unrelated
to a specific claim. Prior to starting on any such assignment, Vendor will provide a
detailed written estimate based on the scope of the engagement. After receipt of
the estimate, Citizens will either formalize the engagement by placing an order or
decline the engagement. If the Services are ordered, Vendor shall comply with any
requirements or deadlines as directed by Citizens. Orders made and Services
accepted by Citizens hereunder shall be compensated at the rates described in
the Time and Materials Rates table contained herein.

“Vendor Staff’” means any of Vendor's employees, agents, subcontractors or
representatives who: (a) provide the Services; or, (b) have access to Citizens
Confidential Information.

“Work Product” means each Deliverable and any drawing, design, specification,
rendering, notebook, tracing, photograph, reference book, equipment, material,
negative, report, finding, recommendation, data and memorandum of every
description, created for Citizens under this Agreement and shared with or delivered
to Citizens by Vendor or Vendor Staff in the course of performing this Agreement.

2. Term and Renewals.

2.1.

2.2.

Term of Agreement. This Agreement shall commence on the Effective Date and,
unless terminated as provided for herein, shall continue for five (5) years.

Renewals. This Agreement may be renewed for five (5), one (1) year renewal
periods either: (a) by Citizens, at its discretion upon ninety (90) calendar days prior
written notice to Vendor; or, (b) by mutual written agreement of the Parties.
Renewals shall be subject to the same terms and conditions set forth in this
Agreement at the time of renewal, including any written amendments signed by
the Parties. The combined renewals shall not exceed the original term of this
Agreement.

3. Services and Service Reguirements.

3.1.

Description. Vendor shall provide professional insurance adjusting services
relating to non-litigated claims throughout the state of Florida, using, as the case
may be, one or both of two distinct categories of Services: (a) “MCM Adjusting
Services” and other related Services as further described in Exhibit B; and, (b)
“CAT Field Task Adjusting Services” and other related Services as further
described in Exhibit C. As applicable, the MCM Adjusting Services, CAT Field
Task Adjusting Services, and other related Services shall also be known
individually and collectively as the “Services.” The Services shall include the
provision of services by any Vendor Staff necessary to support and provide the
Services of Adjusters, including management and administrative support staff. As
a part of performing the Services, and in addition to any other responsibilities of
Vendor described in this Agreement, Vendor shall perform the Services and
comply with all Service requirements herein, specific to the applicable category of
Service to which the Vendor has contractually committed to in Section 17 through
the execution of this Agreement.
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3.2.  Vendor General Requirements; Vendor Staff Standards of Conduct. Vendor shall
be responsible for the overall management and actions of Vendor Staff who are
providing Services.

3.2.1. General Management. In the discharge of its general duty to manage the
successful performance of the Services, Vendor shall:
3.2.1.1.  within thirty (30) calendar days of the Effective Date, identify to

Citizens the primary and secondary management contacts

responsible for the oversight and management of Services for

Citizens;

3.2.1.2.  ensure Vendor Staff tasked with management and oversight of
the Services are available promptly to perform Services
during Business Hours;

3.2.1.3.  ensure each assigned Adjuster submits a time record directly
to Vendor’'s manager or point of contact. At any time during
this Agreement, Citizens may require copies of time records
from Vendor;

3.2.1.4.  ensure that no Vendor Staff carries a weapon on their person
while performing Services;

3.2.1.5.  ensure that no Vendor Staff uses impairing drugs, chemicals,
or alcohol while performing Services;

3.2.1.6.  ensure that Vendor Staff avoid using their duties and
obligations under this Agreement to engage in any conduct
that could create either an actual or perceived conflict of
interest, such as due to an ongoing business relationship with
an entity other than Citizens that would enable Vendor Staff to
receive an improper benefit or unfair competitive advantage;

3.2.1.7.  ensure that the Services comply with the Best Claims

Practices & Estimating Guidelines as applicable to each

Service Category and any other policies or processes set forth

by Citizens, including but not limited to:

a. monitoring applicable file production on a weekly basis
to determine compliance with Citizens’ production
requirements; and,

b. providing detailed reports to Citizens related to Vendor
performance upon request.

3.3. Staff Appearance. Vendor shall ensure that all Vendor Staff maintain a well-
groomed appearance and wear appropriate work attire at all times while
performing any Services pursuant to this Agreement. Appropriate work attire
includes, but is not limited to clean and appropriate footwear, khaki type pants, and
collared shirts. Vendor Staff is prohibited from wearing denim (blue jeans) or short
pants while at a Citizens’ policyholders’ home or business.

3.4. Teamwork. At Citizens’ discretion, Vendor Staff may be required to work in
cooperation with another vendor’s staff or report to a supervisor from another
vendor. Vendor shall cooperate and cause its staff to cooperate with any other
Citizens’ vendor or any other party identified by Citizens.
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3.5.

Temporary Suspension of Services. Citizens may, in its sole discretion, temporarily
suspend all or certain portions of the Services at any time by providing written
notice to Vendor. Upon receiving a suspension notice, Vendor shall cease
performing the suspended Services in accordance with the suspension notice.
Within ninety (90) calendar days after Citizens provides the suspension notice, or
any longer period agreed to by Vendor, Citizens shall either: (a) issue a notice
authorizing resumption of the Services, at which time the Services shall resume;
or, (b) exercise its right under Section 12.1. to terminate this Agreement without
cause. Nothing in this Section allows Citizens to withhold or delay any payment for
Services satisfactorily performed prior to the suspension. However, Vendor shall
not be entitled to any additional compensation for the suspension of Services.

4, Qualifications and Credentialing Requirements.

4.1.

4.2.

Vendor Staff Qualifications and Removal. All Vendor Staff shall be properly trained
and qualified. Upon request, Vendor shall furnish a copy of all technical
certifications or other proof of qualification to Citizens. All Vendor Staff must
comply with all reasonable administrative requirements of Citizens and with all
controlling laws and regulations relevant to the Services.

If Vendor knows or learns of circumstances indicating that a Vendor Staff member:
(a) lacks the proper training or qualifications to perform the Services; or, (b) is
lacking in honesty or integrity, then Vendor will not allow that person to perform
Services. Without limiting the foregoing, Vendor agrees that Adjusters shall meet
the minimum qualifications set forth in Exhibit(s) B and/or C as applicable, and
that Citizens may interview an Adjuster prior to deployment in order to confirm that
the Adjuster meets the applicable minimum qualifications.

Vendor Credentialing Requirements. Vendor acknowledges that Citizens employs
a comprehensive and ongoing credentialing management process for the
Services. Vendor agrees to participate in Citizens’ credentialing management
process and ensure that all credentialing requirements are met by Vendor Staff.
Vendor acknowledges that Citizens may change credentialing requirements as it
deems reasonable in response to changing business, regulatory and technological
requirements and capabilities and Vendor agrees that it shall comply with any
credentialing requirement changes implemented by Citizens.

Vendor must provide Citizens with qualification and credentialing information
related to Vendor’s entity and Vendor Staff. The information will be utilized to verify
that Vendor and Vendor’s Staff meet and continue to meet the requirements of this
Agreement. At Citizens request, Vendor will be required to access CAIS, or other
Citizens’ system, where Vendor will input, update, and maintain the following
credentialing information listed below.

Except as otherwise approved by Citizens’ Contract Manager in writing, Vendor
must not allow any Vendor Staff member to provide Services unless and until that
Vendor Staff member is approved in CAIS or other designated Citizens’ system
pursuant to submission and approval of all required documentation as further
detailed in Section 4.2.6. below.

4.2.1. Vendor Conflict of Interest Disclosure Form. Vendor will provide the
completed form within thirty (30) calendar days of the Effective Date and
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4.2.2.

4.2.3.

424

4.2.5

immediately upon identification by Vendor of any additional potential
conflict of interest as described in the Vendor Conflict of Interest Disclosure
Form.

Vendor Annual Financial Statement. At its own cost and expense, Vendor
shall provide its financial documents as listed below to Citizens within thirty
(30) calendar days of the Effective Date and as additionally requested by
Citizens at reasonable intervals. Additionally, Vendor will provide
immediate notification and relevant documentation of any material adverse
change in business operations or financial condition which negatively
impacts Vendor’s capacity to meet its financial obligations, such as filing by
Vendor of a voluntary petition in bankruptcy, or a petition or an answer
seeking an arrangement with creditors to take advantage of any
bankruptcy, insolvency, or readjustment of debt.

4221. A copy of Vendor's most recent year end audited financial
statements and the most recent interim financial statements; or,

4222. If financial statements are not audited, provide a year-end
compilation or a review and the most recent interim financial
statements; or,

42.2.3. If none are available, indicate such and provide year-end
internal financial statements which must include the balance
sheet, income statement and the most recent interim financial
statements;

4.2.2.4. Vendor shall provide the name, address, and telephone number
of the fiscally responsible representative of Vendor's
organization;

4225. The reports and statements required of a publicly held
corporation, if available;

4.2.2.6. Any other pertinent information as requested by Citizens;

4.2.2.7. A non-publicly held Vendor shall provide a credit report or a
Dunn and Bradstreet Report; and,

4.2.2.8. A signed W-9 with Federal Employment Identification Number.

Vendor Florida Registration. Vendor will provide proof of registration with
Florida Department of State, Division of Corporations within thirty (30)
calendar days of the Effective Date and annually by April 15%".

W-9. Vendor will provide a current W-9 within thirty (30) calendar days of
the Effective Date and upon any change to Vendor’s legal business name,
DBA name, payment address or FEIN.

Proof of Insurance Coverage. Within thirty (30) calendar days of the
Effective Date, and upon renewal or reissuance of coverage thereafter,
Vendor must provide current and properly completed in-force certificates of
insurance as further described in Section 10.11. Citizens reserves the right
to request copies of Vendor’s policies in order to confirm compliance with
Section 10.11, including but not limited to upon Vendor’'s deployment of
Adjusters for Citizens (including Catastrophe Deployments).
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4.2.6

Accurate Data on Vendor Staff. Within thirty (30) calendar days of the
execution of this Agreement, Vendor will provide the following information
for each of its Vendor Staff. Except as otherwise approved by Citizens’
Contract Manager in writing, a Vendor Staff member is not authorized to
provide Services unless and until that Vendor Staff member is approved in
CAIS or other designated Citizens’ system pursuant to submission and
approval of all required documentation as set forth below. Vendor may
submit documentation for review and approval of additional Vendor Staff at
any time. At Citizens’ discretion, Citizens’ Credentialing Department may
require Citizens’ review and approval of all necessary Vendor Staff
submission documents prior to any Vendor Staff being approved to provide
Services.

4.2.6.1. Resume. A current and detailed resume in the format approved
by Citizens, annually by April 15" and within thirty (30) calendar
days of the Effective Date or as otherwise directed by Citizens.
Each detailed resume shall include at minimum, the Adjuster’s
principal location of residence, prior adjusting experience and
relevant work history with dates of employment, and any
certifications or related training. The resume shall substantiate
the Adjuster’s property loss adjusting experience and match the
information inputted by Vendor for the Adjuster under the
qualifications section within Citizens’ systems.

4.2.6.2. Ethics and Confidentiality Form. An Ethics and Confidentiality
Acknowledgement Form executed by the Vendor Staff member.
The Ethics and Confidentiality Acknowledgement Form is due
within thirty (30) calendar days of the Effective Date and
annually by April 15%.

4.2.6.3. Florida Adjusters License and Appointment. Documentation
proving that the Vendor Staff member is a qualified and
credentialed Adjuster for claims within the State of Florida. This
documentation is due within thirty (30) calendar days of the
Effective Date and annually by April 15%.

4.2.6.4. Qualification Documentation. Documentation verifying that the
Vendor Staff member satisfies the qualifications required for the
applicable Adjuster classification, as further detailed in Section
3 of Exhibits B and C. This documentation is due within thirty
(30) calendar days of the Effective Date and annually by April
15t

4.2.6.5. Photo Identification. A recent, clear head-shot photograph of the
Vendor Staff member. This photograph is due within thirty (30)
calendar days of the Effective Date, and within thirty (30) days
of any major change in appearance of a Vendor Staff member.

4.2.6.6. Criminal Background Investigations. A criminal background
report on the Vendor Staff member as further detailed herein,
which may be reimbursable as further described in Section 8.2.
Vendor must provide the criminal background report on each
Vendor Staff member within (30) days of execution of this
Agreement, and every twenty-four (24) months thereafter.
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Vendor shall conduct a criminal background check on all
Vendor Staff prior to assigning them to perform Services. All
criminal background checks will be at Vendor’'s expense except
as provided in Section 8.2. Unless otherwise approved in writing
by the Contract Manager, each background check shall include
but not be limited to: (a) state and federal felony Convictions;
(b) state and federal misdemeanor Convictions; (c) any
Convictions in violation of the Violent Crime Control and Law
Enforcement Act of 1995; and, (d) a seven (7) year minimum
timeframe, extending as close as practicable to the date of
assignment to perform Services. A “Conviction” includes if the
individual has been convicted of, pled guilty or nolo contendere
(no contest) to, or has been found guilty, regardless of whether
adjudication was withheld.

If a Vendor Staff member has a felony or misdemeanor
Conviction, then the background report for such individual will
not be submitted to Citizens for review unless Vendor
determines that the individual should be allowed to perform
Services considering (a) the nature and gravity of the offense;
(b) the amount of time that lapsed since the offense; (c) the
rehabilitation efforts of the individual involved; and, (d) the
relevancy of the offense to the individual’s role in connection
with this Agreement. A disqualifying offense is any crime (in any
jurisdiction within and/or outside of the United States of
America) where the nature of the criminal activity is such that a
reasonable vendor would agree that the engagement would
create arisk of injury, loss, or damage to people and/or property
of Citizens.

Furthermore, if a Vendor Staff member has a felony
Conviction, then the background report for such individual will
not be submitted to Citizens for review, and Vendor will not
allow that Vendor Staff Member to perform Services, unless
that Vendor Staff member has disclosed the Conviction within
a successful application for either an initial or renewal Adjuster
license from the Florida’s Division of Insurance Agent and
Agency Services:
http://www.myfloridacfo.com/division/agents/Licensure/Genera
I/PriorCrimHist.htm.

Any Vendor Staff member whose criminal background check
indicates, to Vendor or Citizens, conduct that demonstrates a
lack of honesty or integrity, or otherwise demonstrates an
inability to safely and reliably perform Services, will not be
allowed to perform Services. If the Vendor Staff member has
disclosed a Conviction within a successful application for either
an initial or renewal Adjuster license from the Florida’s Division
of Insurance Agent and Agency Services, such grant of license
will be considered highly significant in determining whether an
Adjuster demonstrates sufficient honesty, integrity, or otherwise
has the ability to safely and reliably perform Services. To the

Contract between Citizens and Legacy Claim Services, LLC Page 8 of 82
Contract # 17-17-0006-11



DocuSign Envelope |ID: CFDCOC5B-5F5B-425C-8D70-2D8AD98ACG6A

4.3.

extent that further consideration is necessary, Citizen’s
Applicant Background Review Guide will be consulted. Citizens’
Applicant Background Review Guide is attached hereto as
Exhibit D, and may be amended by Citizens from time to time
in response to changing legal, regulatory or business
requirements.

Vendor will comply with all requirements of the federal Fair
Credit Reporting Act, including the provision to Vendor Staff of
all required pre-notification and post-report notices. Vendor is
responsible for any adverse action notices that may apply to its
employment decisions.

Work Assignments. At Citizens’ discretion, Citizens’ Credentialing Department
may require Citizens’ review and approval of all required Vendor and Vendor Staff
credentialing submission documents prior to Vendor being eligible to receive any
assignments under this Agreement. Citizens will, from time to time, assign work
under this Agreement to Vendor’s Adjusters. Citizens may make such assignments
to Vendor for delegation to an Adjuster or may direct the assignment of specific
Adjusters based on special qualifications or experience and Citizens’ particular
needs. Vendor acknowledges that Citizens does not in any way represent or
guarantee that Vendor will receive any specific or minimum volume of assignments
under this Agreement. At its sole discretion, Citizens will assign claims and task
assignments to vendors based on vendor performance, capability and capacity.

5. Service Warranties and Standards.

5.1.

5.2.

5.3.

General Warranty. Vendor warrants that the Services will be performed and
delivered in a professional, first-class manner in accordance with this Agreement
and the standards prevailing in the industry. To this end, Vendor will undertake the
following actions without additional consideration during the term of this Agreement
and for one (1) year thereafter: (a) promptly make necessary revisions or
corrections to resolve any errors and omissions on the part of Vendor; and, (b)
confer with Citizens as Citizens deems appropriate for the purpose of interpreting
any of the Services or information furnished. Acceptance of or payment for the
Services by Citizens shall not relieve Vendor of these responsibilities. The
warranties and covenants in this Section will extend to and bind Vendor’s
subcontractors, if any.

Ability to Perform. As of the Effective Date, Vendor warrants that, to the best of its
knowledge, there is no pending or threatened action, proceeding, or investigation,
or any other legal or financial condition, that would in any way prohibit, restrain, or
diminish Vendor’'s ability to perform the Services or satisfy its contractual
obligations. During the term of this Agreement, Vendor shall notify Citizens of any
change in circumstances that would in any way diminish Vendor’s ability to perform
the Services or satisfy its contractual obligations.

Monitoring of Performance. Vendor shall continuously monitor and record its
performance to ensure that all of Vendor's responsibilities and obligations
hereunder are being met and fulfilled. Citizens may conduct programmatic and
other administrative contract monitoring during the term of this Agreement,
including but not limited to quarterly, in-person meetings with Citizens to include
Vendor's key staff members as requested by Citizens. The purpose of this
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monitoring is to ensure that all of Vendor's responsibilities and obligations are
being met and fulfilled. Such monitoring may include on-site visits, report reviews,
invoice reviews, compliance reviews, and a review of any other areas reasonably
necessary, including as detailed below.

5.4. Service Level Standards. In addition to all other requirements in this Agreement,

and in accordance with the Best Claims Practices & Estimating Guidelines, Vendor
shall use reasonable and good faith efforts to meet the Service Level Standards
set forth below.

5.4.1. General Standards.

5.4.1.1. Update the applicable Citizens’ system with routine status
reports, diary notes and other file documentation as directed by
Citizens;

5.4.1.2. Follow up on phone calls, correspondence and requests as
necessary to any and all parties in accordance with the Best
Claims Practices & Estimating Guidelines and procedures;

54.1.3. Make initial contact with policyholder or policyholder's
representative within twenty-four (24) hours of Vendor's
acceptance of the work assignment;

5.4.1.4. Ensure that damage is inspected within forty-eight (48) hours of
initial contact with policyholder unless dictated by extenuating
circumstances such as scheduling conflicts with the insured or
their representative;

5.4.1.5. Provide recommended reserves within thirty-six (36) hours of
initial inspection and on-going as necessary;

5.4.1.6. Upon completion of the investigation submit the report and
supporting settlement documentation to the applicable Citizens
system within seventy-two (72) hours;

5.4.1.7. Submit a final accurate invoice for Services at the conclusion of
the claim file; and,

54.1.8. Unless otherwise directed by Citizens, promptly forward
demands for appraisal, mediation, consumer complaints, and
notices of litigation in accordance with Best Claims Practices &
Estimating Guidelines or other applicable Citizens’ directives.

5.4.2. Deployment of Vendor Staff. Upon notification of a deployment opportunity,

Vendor will be required to provide the requested number of Committed

Adjusters to fill the work assignments. If such a request is for Adjusters in

excess of Vendor's Committed Adjuster Total, then Vendor will exercise its

best efforts to fill the work assignment in excess of the Committed Adjuster

Total. Dependent upon the Services required, Citizens will notify Vendor

through an electronic notification process within the applicable Citizens’

system or other manner as stipulated by Citizens (“Deployment

Notification”). Once the Deployment Notification has been issued by

Citizens, Vendor shall:

5.4.2.1. ensure all deployed Adjusters will arrive at the specified location
within seventy-two (72) hours of receipt of the Deployment
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5.4.2.2.

5.4.2.3.

54.24.

Notification unless another timeframe is agreed to by the Parties
in writing. If this is the first deployment of Adjusters for Vendor,
Vendor shall ensure all deployed Adjusters will arrive at the
specified location within thirty (30) days of receipt of the
Deployment Notification unless another timeframe is agreed to
by the Parties in writing

ensure that upon arrival at the specified location, all deployed
Adjusters and required management and administrative support
staff are available to provide Services during Business Hours;

ensure that one hundred percent (100%) of all Committed
Adjusters are deployable and available to Citizens at all times
throughout the duration of this Agreement; and,

ensure that all deployed Adjusters provide Services exclusively
for Citizens, unless otherwise expressly approved by Citizens in
writing.

5.4.3. Catastrophe Deployment. Vendor will be required to provide the requested
number of Committed Adjusters to fill the work assignments during a
Catastrophe Deployment. If a Catastrophe Deployment request is made
by Citizens and such a request is for Adjusters in excess of Vendor’s
Committed Adjuster Total, then Vendor will exercise its best efforts to fill
the work assignment in excess of the Committed Adjuster Total.
Catastrophe Deployment may include deployment of Adjusters already
deployed pursuant to Section 5.4.2. Once the Deployment Notification has
been issued by Citizens, Vendor shall:
5.4.3.1. reply to Citizens’ communications regarding deployment within
one (1) hour of receipt of the Deployment Notification;

5.4.3.2.  within eight (8) hours of receipt of Deployment Notification,
provide Citizens (electronically, or via an alternative method
designated by Citizens) a complete list of the names of
Adjusters that will be deployed as requested;

5.4.3.3. ensure all deployed Adjusters will arrive at the specified location
within seventy-two (72) hours of receipt of the Deployment
Notification unless another timeframe is agreed to by the Parties
in writing.

5.4.3.4. ensure that all deployed Adjusters and required management
and administrative support staff are available to work up to
seven (7) days per week, twelve (12) hours per day, including
during non-Business Hours and holidays;

5.4.4. Prohibitions. Adjusters are not authorized to do the following without
express written permission from Citizens:

54.4.1. hire counsel to conduct examinations under oath;
5.4.4.2. respond directly to demands for appraisal, a rejection of same,
or failing to forward the demand for appraisal to Citizens;
5.4.4.3. send out denial letters directly to the insured;
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5.4.5.

5.4.4.4. hire outside experts or vendors or making assignments to an
expert or vendor;

5.4.4.5. hire mediators;
5.4.4.6. hire counsel to represent Citizens or Citizens’ insured; or,

5447. agree to settlement terms or accepting a proposal for
settlement.

Staff Training on Applicable Citizens’ Policies. Vendor shall be responsible
for training Vendor Staff on all applicable Citizens’ policies and procedures
as applicable to the individual deployment request. Citizens will provide all
applicable policies, procedures and training materials to be used during
Vendor’s training. Vendor must ensure the required training is completed
by Vendor Staff prior to performing any Services. Vendor Staff may be
required to attend additional training (online and/or classroom) sessions as
deemed necessary by Citizens.

In addition to training, Vendor shall be responsible for maintaining complete
training records for Vendor Staff. At its sole discretion, Citizens reserves
the right to institute learning via a learning management system that tracks
and records Vendor Staff training and scores.

To meet Citizens’ training requirements, Vendor shall comply with the
following for all Vendor Staff:

5.45.1. Vendor shall provide a trainer resource responsible for
providing training to all of Vendor Staff. Training shall include
applicable Citizens’ policies and procedures, Citizens systems
and any other items as identified by Citizens;

5.4.5.2. Vendor must utilize the appropriate training materials provided
by Citizens. Updated training materials will be presented by
Citizens to appropriate Vendor Staff in a "Training Workshop;”

5.4.5.3. Vendor must provide an initial training to be completed prior to
Vendor or Vendor Staff receiving and accepting any work
assignments or otherwise performing Services; and,

5.45.4. Provide recertification training with Citizens issued training
materials. Recertification training may occur through a webinar.
Citizens reserves the right to request training dates, proof of
attendance, applicable documents and the training site location.
Citizens’ certification requirements will include but not be limited
to training on:

a. Citizens’ policy history, background, interpretation and
application;
b. estimating platforms related to any Citizens’ specific

procedures or guidelines;

assignment workflow;