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CHAPTER 1

FLORIDA BACKGROUND

Up to now we, as independent agents, have thought of catastrophes coming mostly from
hurricanes. In the near future, we’ll need to expand this thinking to include man-made disasters as
well as nature’s.

This manual is intended to bring independent agents in Florida up to date on how to survive a
catastriphe based on new developments and changes in our industry.

On August 24, 1992, South Florida was hit by Hurricane Andrew, the third strongest hurricane
in history. Andrew’s hurricane wall was strengthening at landfall. Its maximum sustained winds
were 145-175 mph. Wind gusts were estimated at 200—-225 mph. Nationally recognized experts
say that Andrew unleashed the force of a hydrogen bomb over the South Florida area every 60
seconds. While the death toll was minor, the damage was incredible.

At the time, Andrew was the costliest hurricane in history with an estimated $18 billion in
insured losses and an estimated $25—30 billion in total losses. Over 200,000 were left homeless. If
the storm had hit 20 miles north, the losses would have been double that amount. Louisiana’s loss
from Andrew was $1.2 billion.

Yet, despite the fact that Andrew’s storm surge was 16.5 ft., it was considered a dry hurricane.
Also, it was half the size of Hurricane Hugo. The amount of debris caused by Andrew (approximately
221,000,000 cubic yards) if laid end to end would go to the moon and back 42 times. Dade County
lost 66 schools, 35 day care centers and two-thirds of its hurricane shelters.

Andrew generated a total of more than 725,000 claims in Florida. Of those, 66% were
homeowners claims, 25% were automobile claims, and the remainder were miscellaneous
commercial and general liability claims. Insurers dispatched 17,400 claims adjusters (25% of the
adjusters in the country) to South Florida.

While our attention is often focused on the “killer storms,” smaller, less intense hurricanes can
be quite devastating and deadly. Hurricane Agnes came ashore at Panama City in 1972 as a
category 1 storm. By the time it had dissipated over the Northeast, 122 people were dead and $2.1
billion (in 1972 dollars) in property had been damaged.

Many changes have taken place since Andrew roared ashore in South Florida.

Of course, there is a variety of other natural or man-made disasters—tornadoes, fires, floods,
chemical spills, nuclear accidents—that could hit Florida at any time. It is, therefore, important that
every insurance agency be prepared to serve its policyholders in the best way possible in the event
of a disaster. Other professionals such as Red Cross, Civil Defense and National Guard know their
jobs, and rehearse them, and the public expects a dependable response in an emergency. No less is
expected of their insurance agent. We must prepare to function under adverse conditions.

Until September 11, 2001 Hurricane Andrew was the single largest catastrophe anywhere in
the world, This changed on 9/11/01, with the destruction of the Word Trade Center in New York,
which is expected to have losses of over $40 billion.
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CHAPTER 2

THE STATE-WIDE PLAN

FAIA's Catastrophe Claims Committee has worked with the state’s partners in a recovery
program to develop a volunteer assistance network to facilitate providing and receiving needed
help and supplies in the event of another storm.

The state has been divided into 15 zones. A copy of the zone map is included as Exhibit 2-1.
Each zone has a coordinator who also serves as a member of the FAIA Catastrophe Claims
Committee. The zone coordinator is responsible for the incoming and outgoing assistance to a
Zone. Local Boards within each zone will already have some catastrophe plans and procedures in
place. They will also be able to recommend people for the Zone’s CAT Team and coordinate
assistance to agencies in need.

In the event of a catastrophe, the Zone Coordinator will be in contact with the county insurance
liaisons and the zone coordinator of the adjacent area (Buddy Zone) for either incoming or outgoing
assistance. Zone coordinators should be aware when a storm is threatening and prepare his/her
zone for the necessity of either incoming or outgoing assistance. The zone coordinators will
immediately activate their county liaisons to deal with the catastrophe.

RECOMMENDATION #1.:

The zone’s CAT team should meet at least once per year to review its respective plan for the
upcoming hurricane season. The zone should establish its plan for contact with its member agencies
to enlist their aid for outgoing assistance and for contact in the event that incoming assistance is
needed. See Appendix 24 for suggestions on the catastrophe planning meeting.

The zone coordinator and the zone CAT team will attempt to match incoming and/or outgoing
assistance between agencies that may be compatible and interested in receiving or offering
assistance.

If contact with the zone coordinator cannot be made, then FAIA should be contacted.

RECOMMENDATION #2:

The zone CAT team should contact all members in its zone to ask them to enroll in a Volunteer
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Assistance Network. The enrollment form is on page 31 of the Appendix.
RECOMMENDATION #3:

ESTABLISH A MEDIA PLAN

Following a devastating storm, the tendency might be to avoid taking time with the media in
order to handle agency business. However, the press will find someone to speak for the industry,
so it is better that we, rather than the press, select the spokesperson. To illustrate the problem,
refer to Bob Heffron’'s comments on Appendix page 12. Misinformation and rumors typically abound
in a catastrophe environment, and a knowledgeable spokesperson for the industry can help a
great deal to minimize the added confusion and frustration created by misinformation.

As a guideline for dealing with the media, refer to Chapter 4. It will be very important for the
spokesperson to be able to respond in clear and concise terms to the major, obvious questions
that will be asked. These include: coverage issues; claims procedures; time lines; advice to
policyholders; general industry activities during the recovery.

One step that can help inform policyholders about what's being done, as well as promote the
independent agency system, is to run a Public Service Announcement (“PSA”) on radio and or TV.
PSAs are usually aired at no charge in the interest of public service. Here is a PSA prepared by
one FAIA local board:

HERE IS AN ANNOUNCEMENT FROM THE INDEPENDENT INSURANCE AGENTS OF

IFYOU HAVE EXPERIENCED PROPERTY DAMAGE FROM (NAME DISASTER) AND YOU ARE INSURED
THROUGH AN INDEPENDENT INSURANCE AGENT, PLEASE BE ADVISED THAT DISASTER TEAMS
ARE BEING SET UP TO APPRAISE DAMAGE AND TO EXPEDITE CLAIMS. CONTACT YOUR
INSURANCE AGENT AS SOON AS CONDITIONS PERMIT.

Another way of informing clients about the special efforts of independent agents is to run a
newspaper ad. FAIA has prepared sample ads, including artwork if desired, which are available to
local boards free of charge. These ads are “camera ready,” and can be given to the local newspaper
for publication. FAIA will typeset the name of the local board into the ad. See Appendix pages
29-30.

Some local boards have included in their catastrophe plan a project to run an ACORD Notice
of Loss form in the newspaper. It is hoped that policyholders will bring this to the agency with at
least some basic information completed.

Other local boards have prepared a short catastrophe video, which is a cross between a PSA
and an advertisement for Big-l agents. While true PSAs usually air at no charge, most TV stations
seem to view these videos as mostly advertising, and charge accordingly. One potential drawback
to such projects, which are usually expensive to produce and air, is that after a major storm, not
many local people will be watching TV (if, indeed, they still have a TV).
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RECOMMENDATION #4:

PREPARE A TELEPHONE AND ADDRESS LIST OF LOCAL
EMERGENCY ORGANIZATIONS.

In developing this list, try to make it as inclusive as possible with all local emergency and
disaster agencies listed, as well as a description of their chain of command. Once developed, the
list should be forwarded to each member agency. The list should include information on the:
Mayor’s Office
American Red Cross
Police Department
State Insurance Commissioner’s Local
Service Office
Sheriff’s Office
Emergency Claims Service (ECS)

(24-hour toll free)
(800) 621-5410
Fire Department
Civil Defense Headquarters
American Insurance Association (AlA)
Property Claims Services

(202) 828-7100

City, County and State
Disaster Offices

FAIA 850/893-4155
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Chairman

Will Ghioto, Jr.

Insurance Express.Com, Inc.
P.O. Box 1466

West Palm Beach, FL 3402-1466
Phone: (561) 588-6444

Fax: (561) 533-5295

E-mail: wghioto@bellsouth.net
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ZONES FOR FAIA’'S
CATASTROPHE ASSISTANCE VOLUNTEER NETWORK
Exhibit 2-1 Continued

Zone 1l

Bill Hadder

McMahon-Hadder Insurance, Inc.

P.O. Box 30130

Pensacola, FL 32503

Phone: (850) 484-7011

Fax: (850) 474-5201

Home Phone: (850) 994-5789
Cellular Phone: (850) 982-8351
E-mail: bill@mcmahoninsurance.com

Zone 1A

Trey Hutt

Hutt Insurance Agency, Inc.

P.O. Box 2550

Panama City, FL 32402-2550
Phone: (850) 769-4888

Fax: (850) 763-4888

E-mail: insurance@panamacity.com

Zone 2

Drexal Harris

Baker-Harris Insurance Agency, Inc.
P.O. Box 3785

Tallahassee, FL 32315-3785
Phone: (850) 386-1420

Fax: (850) 385-3218
dharris@baker-harris.com

Zone 2A

Jack Proctor

Town-N-Country Insurance of Madison
105 S. Sumatra Road

Madison, FL 32340

Phone: (850) 973-2281

Fax: (850) 973-2426

E-mail: towncountry@digitalexp.com

Zone 3 (two coordinators)

John L. Fletcher

McNeill, Garrison & Fletcher Ins. Ag.

1211 N. 3rd St.

Jacksonville Beach, FL 32250

Phone: (904) 249-2345

Cellular Phone: (904) 591-8074

Home Phone: (904) 242-8080

E-mail: john@mgfagency.com OR
jaxfletch@aol.com

Norman Sapp

Accord Insurance Network
300 S. Ponce de Leon Blvd.
St. Augustine, FL 32084
Phone: (904) 808-8600

Fax: (904) 823-9630

E-mail: jsapp81784@cs.com

Zone 4

Reese Rowland

Nature Coast Insurance, Inc.
P.O. Box 1520

Chiefland

Phone: (352) 493-2565

Fax: (352) 472-3904

E-mail; natureci@svic.net

Zone 5

Beth Hendrick

Insurance Office of America,lInc.

P.O. Box 162207

Altamonte Springs, FL

Phone: (407) 788-3000

Fax: (407) 788-7933

E-mail; hendrickb@ioa-insurance.com

Zone 6

Richard Lane

Lane & Associates Insurance Services, Inc.

2828 E. Bearss Ave.
Tampa, FL 33613
Phone: (813) 977-0000
Fax: (813) 977-0181
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ZONES FOR FAIA’'S
CATASTROPHE ASSISTANCE VOLUNTEER NETWORK
Exhibit 2-1 Continued

Zone 7

Gaines Finley

Ludwig-Walpole Company, Inc.

P.O. Box 850

Sarasota, FL 34230-0850

Phone: (941) 366-4490

Fax: (941) 954-6579

E-mail: gfinley@Iludwig-walpole.com

Zone 8

Joanne Wilson

Campbell-Wilson Insurance Agency
8882 SE Bridge Rd.

Hobe Sound, FL 33455

Phone: (561) 546-5600

Fax: (561) 546-1008

E-mail: cwia@metrolink.net

Zone 9

Mark Stichter

Stewart & Sons Insurance
P.O. Box 60029

Ft. Myers, FL 33906-6029
Phone: (941) 936-8844
Fax: (941) 275-4446

Zone 10

Will Ghioto, Jr.

Independent Insurance Agency
P.O. Box 1466

West Palm Beach, FL 3402-1466
Phone: (561) 588-6444

Fax: (561) 533-5295

E-mail: wghioto@bellsouth.net

Zone 11

David Wilson

Accord Insurance Network of Pompano

Beach

1554 N. Federal Highway

Pompano Beach, FL 33062

Phone: (954) 783-9193

Fax: (954) 783-9141

E-mail: insurancemann@yahoo.com

Zone 12

Nelson Perez

Coastal Insurance Group, Inc.

P.O. Box 661660

Miami Springs, FL 33266

Phone: (305) 887-5999

Fax: (305) 887-7809

E-mail: nperez@coastalinsgroup.com

Zone 12A

County Coordinator

Derek Martin-Vegue

Keys Insurance Agency of Monroe County,
Inc.

5800 Overseas Highway

Marathon, FL 33050

Phone: 305-743-0494

Home Phone: 305-743-6825

Cell PHone: 305-731-6021

E-mail: dmv@keysinsurance.com

Director Liaison

Kirk Ball

Fisher-Brown, Inc.
P.O.Box 711

Pensacola, FL 32593-0711
Phone: (850) 432-7474
Fax: (850) 438-4678
E-mail: kball@itpays.com

FAIA Catastrophe Committee Staff

Liaisons:

Fred Phelps and Carolyn Devonshire
3159 Shamrock South

Tallahassee, FL 32308

Phone: (850) 893-4155

Fax: (850) 668-2852

E-mail: fphelps@faia.com
cdevonshire@faia.com
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Guide for Zone Coordinators

The following is a plan of action that will come into play when a tropical storm or hurricane is
within three days of potential landfall in Florida.

Three Days Before the Storm

FAIA staff will initiate contact with each zone coordinator and provide them with the latest
information on what forecasters are expecting. The zone coordinators will then contact every
county liaison in their zone to be sure they are aware of the impending storm.

This is a good time to remind agents to acquire disaster supplies, including:

power generators

gasoline for cars

cash

bottled water

ice

imperishable food

paper copies of loss claims forms

* X X X X X X

When a storm is within 72 hours of potential Florida landfall, check the home page of the FAIA
Web Site at www.faia.com and link to the latest information from the State Emergency Operations
Center or the National Hurricane Center.

Zone coordinators should make sure they have their SERT badges (which are needed for
access into stricken areas immediately after a disaster) and the record-keeping charts for the
badges. We are required to keep a written record of each badge number and the agent to whom it
was assigned after a disaster.

Zone coordinators should also be prepared to answer questions from media regarding how
homeowners can prepare for a storm to mitigate property damage.

Two Days Before the Storm

Zone coordinators will contact volunteers who may be ready to assist other agencies when a
disaster strikes. (We are currently in the process of soliciting volunteers for this plan.) Zone
coordinators should assist in making travel and lodging arrangements for volunteers.

All zone coordinators and county liaisons in areas threatened by an impending storm should
remain in contact with FAIA’s Fred Phelps or Carolyn Devonshire, who will be attending briefings
and answering calls at the State Emergency Operations Center (EOC). Zone coordinators and
county insurance liaisons should reestablish contact with their local county emergency management
directors to review how the insurance teams can assist during the impending disaster.

One Day Before the Storm

FAIA will send brief news releases to media in areas of anticipated storm impact, providing
them with the names, phone numbers and other contact information for the zone coordinators and
county liaisons. Zone coordinators should remain in contact with county liaisons and FAIA. Also,
they should continue to be prepared to answer questions from the media regarding mitigating losses.
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CHAPTER 3

AGENCY PLAN

A major hurricane is every insurance person’s nightmare, not only for the destruction and
harm it will inflict, but for the unimaginable chaos and crushing workload that will befall us in the
weeks and months afterwards. While no one wants to dwell on those possibilities, the harsh reality
is that this industry will be in the vortex of the turmoil after a hurricane. An agency’s only hope of
properly serving its clients, and even of remaining viable long term, is to develop a sound, workable
written agency plan. Needless to say, a plan that is not in writing is no plan at all! It is the hope of
the FAIA Catastrophe Committee, who developed the following guidelines, that each agency will
invest the time, thought and effort necessary to prepare a solid, written plan of operation.

As a way of setting the stage for the planning process, read the Appendix article by Bob
Heffron on his experiences with Hurricane Hugo. Bob was an independent agent from Charleston,
South Carolina, who addressed the 1991 FAIA Convention on his agency’s operations after Hugo.
It is one of the most gripping, graphic descriptions of what an insurance agency can expect after a
major hurricane. His comments will leave little doubt about the mighty task before us.

GUIDELINES FORTHE AGENCY PLAN

THE AGENCY'’S BUILDING/OFFICE

1. Assess the physical characteristics of the agency building or office.

2. Identify areas most vulnerable, and least vulnerable, to damage from a hurricane (wind, rain,
rising water).

3. Determine steps to minimize damage, such as: pre-cut plywood sections for windows;
sandbags around doorways; move equipment to interior portions of the office, etc.

4. Identify which items of equipment, furniture, records, and supplies could be moved to safer
portions of the office, or to off-premises locations.

5. Consider the need to elevate certain items off the floor if rising water is a serious threat.
Procure the equipment needed, such as blocks of wood or concrete blocks. Smaller items
can be stored on desks, or in rest rooms (which are usually interior, windowless rooms).

6. Be prepared to secure all files, manuals, and records. Tape cabinets and drawers shut.

7. Cover all equipment, furniture, file cabinets, and other records storage containers with plastic
(such as visquine), and tape tightly.
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8. Before leaving, unplug all electrical items.

9. Consider an alternate location. Before hurricane season, identify promising sites, and make
contact with the owner or leasing agent, so that final arrangements can be made in short order
after a storm if the need arises.

10.

11.

12.

13.

14.

15.

SUPPLIES
Emergency Supplies and Equipment

Additional items:

First Aid

Flashlights

Batteries & Bulbs

Radio

Heavy duty tape
Plastic/visquine

City maps (for adjusters)
Coleman-type lanterns/stove/supplies
Candles
Matches/lighters

Cans of “Fix-a-flat”

Office Supplies

Staples File folders

Tape General office supplies
Pens

Carbon paper

Stamps

Typewriter ribbons/cartridges
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Claims Supplies

ACORD Notice of Loss forms Additional items:
Agent Memo of Loss
(See Recommendation #9)
Sample coverage forms (for adjusters)
Notice of Loss acknowledgment cards
(See Recommendation #11)

People Supplies

Toilet paper/other hygiene supplies Additional items:
Non-perishable food (canned, dried, etc.)

Bottled water

Coffee/sweetener/creamer/instant coffee & tea

Soft drinks/juice

Aspirin/Tylenol, etc.

Remind staff on medication to have adequate supply
Can opener

Plastic eating utensils

Trash bags
Paper/styrofoam plates
Cups

Paper towels/napkins
Diapers/related supplies

POWER

1. Identify all equipment that operates on electricity, and find an alternative or back-up, such as:

Manual typewriters
Carbon paper
Stamps

Battery calculator

Additional items:
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POWER (continued)

2. Consider a generator Notes

— Size needed (kilowatt/KW power)
— Type: Plug-in vs. hardwired
— Fuel type (gas, diesel, natural gas)
— Rate of fuel usage
— Fuel storage/availability
— Maintenance supplies for extended use (engine olil, etc.)
— Security for the generator at night
— Backfeeding (generated electricity goes back into the feeder lines, endangering line crews)

COMPUTERS

1. Even when the power starts being restored, service is often interrupted or fluctuates
(“brownouts”). In Bob Heffron’s case (see Appendix 13), they had electricity after only four
days, but it was not up to a level of dependability for computer operation for eleven days. In
such situations, one either operates without a computer, or ties the computer to the generator.

2. Most computer experts warn against running a computer off self-generated electricity, as the
current flow is usually too uneven, and contains “spikes” which can harm the equipment. In
fact, itis reported that some maintenance agreements can be violated if unauthorized generators
are used. The potential for damage is often lessened when using larger generators, but check
with your computer vendor. One solution to stabilizing and modulating the electrical current is
to use an UPS (uninterrupted power supply) system.

3. Be sure to completely back up the system, and keep duplicates in a safe area off-premises.

4. Consider running ACORD Loss Notices for clients in areas certain to experience damage,
such as beachfront locations. Refer to Heffron's comments on the subject (see Appendix 7).
However, in larger agencies, this could amount to a considerable quantity of forms, and safe,
dry storage could create a problem.

5. Most automation vendors have specific, detailed catastrophe plans for assisting their customers.
Contact yours, so you can know what to expect.
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PHONES

1.

Most telephone systems found in agencies today use electronic phones, which of course won't
work without electricity. However, the phone lines themselves are often still working after a
hurricane. Read Heffron’s comments on Appendix pages 7 and 9.

If the electricity is off, but the phone lines are working, phone service can be restored by using
“old-fashioned” manual telephones. Consult your local phone vendor. Usually, separate lines
have to be run to hook the manual phones. These lines can be stored, prewired, in the ceiling,
and dropped down when needed.

Some agencies plan on using cellular phones during emergency operations. Remember to
have plenty of batteries, and battery chargers. Remember also to announce these new humbers
in the newspaper. Another possibility might be to Call Forward the agency’s number to a cellular
phone.

Another step with cellular phones is to see if the local service vendor providing air time (Cellular
One, Altell, Bellsouth Mobility, etc.) has a Priority Access Program for catastrophe operations.
Under this program, only those cellular customers with a Priority Access number will be able to
utilize the cellular phone airwaves after a catastrophe as a large portion of the cellular service
will be appropriated for emergency personnel. Not all areas have such an arrangement, but
some do, so it would be wise to investigate this well in advance of an emergency situation.

Voice mail can be very effective for handling the large volume of after-hours calls. Refer to
Heffron's comments on Appendix 10.

PUBLIC RELATIONS

Clients

1.

2.

Plan on being swamped with clients in the office. Bob Heffron reported that they had hundreds
over just a short period of time (see Appendix 4).

Some points to consider:

— Extra seating

— Toys/books for children

— Clip boards and pens (for clients to start completing an ACORD Loss Notice, or some
basic claim information, to speed things up)

— Assign staff to handle walk-ins

— Have extra toilet paper and related supplies on hand

3. Distribute the FAIA Hurricane/Flood Brochure. See Appendix 33.
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Media

1.

Refer to Chapter 4. (Note Heffron’s comments on Appendix 12.)

WELL-BEING OF STAFF

In addition to maintaining food and beverages for the staff, who will be working very long hours
under adverse conditions, consider these issues:

1.

6.

Immediately after the storm, determine the status of each employee (injuries, damage to home,
availability of transportation, other family needs such as children, spouses, etc.).

Make arrangements for housing and transportation, as needed.

Some staff will have to bring children to the office. However, there may be some staff with
family members who could provide day care in their homes. Discuss in pre-storm meetings,
and assess after the storm.

Where claims handling drags on for weeks, as it probably will, be aware of the physical and
psychological stress this places on the staff. Professional counseling should be considered.
See Heffron’s comments on this subject, on Appendix 11.

Plan to rotate the staff to different jobs on a frequent basis. Those who will deal with clients
face-to-face will need a break from the endless hours of tears and agony, so rotate them to
paperwork-only jobs for a while.

Be aware that adjusters will face similar stress — refer to Heffron’s comments on Appendix 15.

CASH AND CASH FLOW

1.

In the days immediately following a storm, with the likelihood that some banks will be closed,
and many ATMs will be out of service, the agency will need a supply of cash with which to
purchase necessary items for continued operations.

In addition, cash will need to be available for the staff, also. They will be buying gas, food, and
other necessities, in order to keep themselves and their families going while they put in long
hours at the agency. Refer to Heffron’s comments on Appendix 13.

Cash flow to the agency may virtually stop for several weeks, if not longer. Bob Heffron reported
that people simply stopped paying their bills (see Appendix 6 and 13). In addition, new business
will probably be reduced to a trickle. Heffron reported that in the month prior to Hugo, the
agency wrote 71 new accounts. However, in the 90 days following Hugo, they wrote a total of
11 new accounts, seven of which were contractors from out of town (see Appendix 16). Twenty-
one months after the storm, he had two producers who had “forgotten how to prospect,” they
had spent so much time dealing with other issues. For example, his agency was five months
late in processing September renewals (Hurricane Hugo hit September 21).
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CATASTROPHE ASSISTANCE VOLUNTEER NETWORK

There is a very real possibility that the agency itself may sustain serious damage, and be
forced to relocate to temporary facilities with very limited resources and/or staff. Therefore, the
FAIA Catastrophe Committee has organized the Catastrophe Assistance Volunteer Network, which
is designed to provide help to fellow FAIA members in need of supplies and/or people. Member
agencies have pledged to contribute supplies, and even staff, as the need might arise. It is
recommended that a part of every agency’s catastrophe plan be to join the network. See the
enroliment form on Appendix 31.

RECOMMENDATIONS FOR CATASTROPHE PROCESSING

|. BEFORE THE CATASTROPHE

RECOMMENDATION #1.:

ORGANIZE ALL SPECIFIC COMPANY LOSS DATA
NEEDED DURING A CATASTROPHE.

Each company has different claims information and catastrophe requirements. After a
catastrophe, agents probably will have additional personnel handling claims and dealing with various
carriers. Exhibit 3-2, “Insurance Company Special Catastrophe Information,” will aid in organizing
this data and in disseminating it to the appropriate persons. In the absence of company instructions,
it is suggested the same adjuster be used for catastrophes as for normal losses.

The “Insurance Company Special Catastrophe Information” form should be completed for
each carrier prior to any catastrophe. Notice the section on restrictions on binding authority.
Most companies have certain restrictions on binding authority when a hurricane is approaching.
Most suspend such authority altogether, some base those suspensions on distance of the storm
from the coast in miles, others refer to latitude and longitude. In some cases, pre-hurricane
depressions, tropical storms and waves are the determining factors. From an E & O standpoint,
it would be important for every employee to be familiar with this information prior to hurricane
season. It is important that the agency plot the hurricane’s path on a hurricane tracking chart
(Exhibit 3-1) in order to anticipate exactly when binding authority will be suspended. See Appendix
for additional charts and instructions.
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EXHIBIT 3-1

HURRICANE TRACKING CHART
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As in this example, borders should be established which indicate the point where binding
authority is suspended for each individual carrier. This would allow the agency to predict, for example,
that if the hurricane continues at its current speed, binding authority for ABC Company will be
suspended around 3:00 p.m. Wednesday. If circulated to all employees, this would reduce greatly
the chances of an E & O claim as a result of issuing a binder when authority to do so has been
suspended.

If agency draft authority is available or expanded in the wake of a hurricane, this information
should be provided in the appropriate space indicated in Exhibit 3-2.
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EXHIBIT 3-2

INSURANCE COMPANY SPECIAL CATASTROPHE INFORMATION

Company Name

Company Address

Phone Number

Emergency Number

Claims Manager

Property Adjuster (Staff)

Automobile Adjuster (Staff)

Workers Comp. Adjuster (Staff)

Adjusting Company (Local)

Adjusting Company Address

Phone Number

Catastrophe Draft Authority:

Homeowners

Personal Auto

Commercial Auto

Commercial Property

Hurricane Binding Authority
Limitation or Suspension

Other Information
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RECOMMENDATION #2:

SUGGESTIONS FOR THE NON-CLAIMS STAFF
WHO WILL BE HANDLING CLAIMS.

Orient the non-claims staff to the most frequently asked questions following a catastrophe.
Here is a suggested list of topics that should be reviewed with the people who don’t normally
handle claims. Each agency should expand or change items on the list as the situation warrants.

Temporary Repairs: If the damage is considered a covered loss (be careful of flood/rising
water exclusion), nearly all policies pay for temporary repairs to protect insured property
from further damage. Keep all receipts.

Debris Removal: Removal of debris following a covered loss (be careful of flood/rising
water exclusion) is covered, with certain dollar limits tied to the amount of insurance. Trees,
at least, will be moved from the house into the yard, or may even be removed from the
premises completely, under certain Homeowners policies and under certain conditions.
(For example: ISO policies cover removal of trees if they are downed by a covered peril and
damage a covered structure; trees merely blown down in the yard are not generally covered
as property, or eligible for debris removal provisions.)

Additional Living Expenses: Reasonable expenses are covered if the residence is made
uninhabitable by direct damage from a covered peril. In the event of an evacuation ordered
by a civil authority following damage in the area, additional living expenses are covered for
up to two weeks. Keep receipts.

RECOMMENDATION #3:

DEVELOP AND MAINTAIN A LIST OF INDIVIDUALS
AVAILABLE FOR TEMPORARY WORK.

Contact those individuals who appear on this listing prior to a hurricane and arrange for their
transportation to your office. Part-time employment agencies are sometimes consulted for temporary
help; however, former employees who are willing to work a week or two in an emergency situation
are excellent for this job, as are relatives of current employees. The listing should include each
person’s name, address, telephone number and current place of employment. Read Bob Heffron's
comments on Appendix 13.

Tom Jones of T. R. Jones & Company in Homestead recommends preparing job descriptions
for volunteers before the catastrophe to cut down on the chaos. Sample volunteer job assignments
are included as Exhibit 3-9.
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RECOMMENDATION #4:

The FAIA Catastrophe recommends that agents not be involved in recommending
contractors or repair shops. Most shops are going to have more business thatn they can
handle and problems with scheduling or repairs will only cause future involvement by the
agents. However, we recognize that some agents may want to provide the information to
the insured. If so, please follow the related recommendations in this book.

RECOMMENDATION #5:

SET UP A SEPARATE CLAIMS FILE.

A separate file for catastrophe claims could prove to be of great value in following up on loss
reports and in tabulating loss experience. Retain three copies of the ACORD Notice of Loss form
for the agency.

Original — To carrier

Copy No.1 — Catastrophe loss file

Copy No.2 — Insured's file

Copy No.3 — Suspense for follow-up at a later date

An agency may find it necessary to substantiate those claims related to the catastrophe for
company loss and contingency purposes. Agency agreements vary by carrier, but many will include
a stop loss for single occurrences in determining agency profitability. Even in the absence of such
an arrangement, the agency should document those claims resulting from a catastrophe for future
company negotiations and relations. Exhibit 3-4, Claims Log, may be used for this purpose. Make
photocopies of the Claims Log in the Appendix. Maintain a separate log for each carrier.
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RECOMMENDATION #6:

BEFORE LEAVING THE OFFICE PRIOR TO A HURRICANE,
BE SURE TO AFFIRMATIVELY ANSWER
THE FOLLOWING QUESTIONS.

O Are all permissible binders typed and mailed to the company?

O Are all permissible policies typed and mailed to the company?

O Are all files in place and in alphabetical order?

O Do you have a list of files you were working on to pull after the hurricane reporting is done?

O Are all desks, tables, etc., cleared?

O Are all kitchen supplies adequate?

O Have arrangements been made for personnel to get to the office?

O Are all personnel aware of alternate routes to the office if the main arteries are blocked?

O s the receptionist informed as to the routing of calls upon returning to the office?

O Are all necessary claims forms in order and easily accessible?

O Has every measure been taken to protect the agency against damage?

O Are all personnel informed as to their duties when they return?
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IIl. AFTERTHE CATASTROPHE

RECOMMENDATION #7:

DO NOT ATTEMPT TO PERSONALLY VISIT
CATASTROPHE SITES.

Personal service is the trademark of the independent agent, but after a disaster, claimants
are principally interested in two things: Is it covered? How soon will | be paid? With the exception
of larger commercial accounts which might require special handling, an agent need not add to his
burdens by attempting to personally inspect catastrophe losses. Post-catastrophe time would be
better utilized in taking reports of losses, counseling policyholders, working with adjusters and
managing the agency’s operations. Inspecting each loss only delays the claims process and
increases policyholder anxiety. However, judgment may dictate discreet handling of valued clients
or unusual risks. In cooperation with Florida’s Division of Emergency Management and the Florida
Insurance Council (FIC), FAIA will issue special SERT badges to areas hit by a catastrophe.
These badges will generally permit access to restricted areas following a catastrophic event.

RECOMMENDATION #8:

Since Hurricane Andrew, the responsibility for reporting claims has shifted from the
agency to the company. Most companies have their own catastrophe plan and those plans
have been tested. Even the Citizen Insurance Company has a catastrophe plan, which
can handle up to 30,000 claims.

The committee advised that all agency websites contain the company claim and fax
numbers. Suggest to your insureds that this is availale for 24 hr claim service. This information
should also be available through memos, or agent brochures, distributed before a storm.

This does not mean that all claims will be processed directly to the company. The
agency will still have many insureds who will contact them directly and expect to report the
loss as they have in the past. Still, with power outages and the loss of phone lines, it may
be more prctical to have the insured contact the company directly.

Many insureds wil also visit your premises, particularly if the local phone service is
down. This can and will cause a great deal of disruption to the office. If the agency can
convey the message that all claims will be handled on a priority basis with the most serious
claim handled first, it will ease tensions. This message should also be distributed to the
local media with a request for the public to remain calm and not to panic. This is the most
important message that can be delivered by the media.
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RECOMMENDATION #9:

IF YOUR CARRIER REQUIRES YOU TO DO LOSS REPORTING:
BE CERTAIN EACH NOTICE OF LOSS FORM
IS PROPERLY COMPLETED.

Prior to mailing, each notice of loss form should be checked for completeness and accuracy.
One individual should be given the responsibility of checking each form and the authority to follow
up with others to see that it is properly completed. To assure proper treatment and eliminate possible
delays by storm office personnel, losses should never be reported by telephone.

In completing the ACORD form, Exhibit 3-5, give careful attention to detail. Show all coverages
and form numbers. Be sure to include edition dates and all endorsement numbers. Many companies
are using unrevised forms, and independent adjusters won’'t necessarily know which companies
are using which forms.

Ifitis necessary to request emergency handling by the adjuster, make sure there is an accurate
explanation of why such action is necessary. For example, if an agent has a sincere and true
hardship case, the ACORD form should be stamped “hardship case,” with an explanation attached.
Use discretion and only request emergency handling when necessary.

Prior to mailing, the individual who is to check the loss form should be able to respond
affirmatively to each of the following questions:

O Are all copies legible, particularly where a rubber stamp is used?
O If not typed, was a ball point pen used? Was it printed?

O Is the complete policy number entered (prefix, symbol, suffix, etc.)?

O Under item 4, if a business, does the name appear as it does on the policy?
O Has the ISO catastrophe number been entered on line 8?

O If the insured could not supply a rough estimate of loss, is there a brief description of the
damage under item 9?

O If the insured has sustained previous similar damage, is the date, type of loss, and amount
previously paid, entered under item 20?

O If the loss involves some special company policy, is a photocopy of the contract attached?
Copies of all pertinent forms?
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EXHIBIT 3-5

ACORD PROPERTY LOSS NOTICE FORM

ACORD, PROPERTY LOSS NOTICE 4
™ 7-14-98
PRODUCER | PHONE '\ (305) 222-2222 MISCELLANEOUS INFO (Site & location code) DATE OF LOSS AND TIME | |am PREVIOUSLY
. 71398 | 1:45  [X|ew| lves] [no
KenE. F’Ia:lt Agency, Inc. PR COMPANY AND POLICY NUMBER NAIC CODE POLICY DATES
123 Main Street prop [c0:Vanishing Markets Ins. Co. EFr: 1-1-98
Yourtown, Florida HOME |50, HO-0000999 Exp: 1-1-98
Co: EFF:
FLOOD
CODE: ‘ SUB CODE: POL: EXP:
AGENCY CUSTOMER ID co: EFF:
WIND
POL: EXP:

INSURED

CONTACT

‘ ‘ CONTACT INSURED

NAME AND ADDRESS OF INSURED
Himma and Herra Cane

DATE OF BIRTH

(305) 279-6358

140 Windy Circle SOC SEC # OR FEIN
Raging Surf, FL 33333
RESIDENCE PHONE (A/C, No) BUSINESS PHONE (A/C, No, Ext)

(305) 386-1957

NAME AND ADDRESS OF INSURED

NAME AND ADDRESS OF SPOUSE (IF APPLICABLE)

DATE OF BIRTH

RESIDENCE PHONE (A/C, No)

BUSINESS PHONE (A/C, No, Ext)

SOC SEC #OR FEIN WHERE TO CONTACT WHEN TO CONTACT
At home After 6:00 p.m.
LOSS
POLICE OR FIRE DEPT TO WHICH REPORTED
LOCATION
OFLOSS None
THER
KIND FIRE LIGHTNING FLOOD ?explam) PROBABLE AMOUNT ENTIRE LOSS
OFLoss THEFT HAIL X | winp $2,000

Damage to roof—tile and tar paper.

DESCRIPTION OF LOSS & DAMAGE (Use separate sheet, if necessary)

Hole in roof; water on rug and furniture

POLICY INFORMATION

MORTGAGEE

NO MORTGAGEE

HOMEOWNER POLICIES SECTION 1 ONLY (Complete for coverages A, B, C, D & additional coverages. For Homeowners Section Il Liability Losses, use ACORD 3.)

A.DWELLING B.OTHER STRUCTURES | C. PERSONAL PROPERTY D.LOSS OF USE DEDUCTIBLES DESCRIBE ADDITIONAL COVERAGES PROVIDED
$40,000 $4,000 $20,000 $8,000 $500
Hat—All Perils [except 2% Hurricane) on

COVERAGE A. EXCLUDES WIND

and edition dates, special deductibles)

%BJECTTO FORMS (Insert form numbers HO-3 (4'84)v HO-300 (4'84)1 HO-290 (4'84)1 HO-61 (4'84)

FIRE, ALLIED LINES & MULTI-PERIL POLICIES (Complete only those items involved i

n loss)

ITEM SUBJECT OF INSURANCE AMOUNT % COINS DEDUCTIBLE COVERAGE AND/OR DESCRIPTION OF PROPERTY INSURED

BLDG CNTS

BLDG CNTS

BLDG CNTS
SUBJECT TO FORMS
(Insert form numbers
and edition dates,
special deductibles)

. ZONE DIFF IN ELEV
FLOOD BUILDING DEDUCTIBLE: PRE FIRM FORM GENERAL CONDO
POLICY | conTeNTs: DEDUCTIBLE: POST FIRM TYPE DWELLING
BUILDING DEDUCTIBLE CONTENTS ZONE
WIND FORM GENERAL CONDO
POLICY TYPE DWELLING
REMARKS/OTHER INSURANCE (List companies, policy numbers, coverages & policy amounts)/NY ONLY: PREVIOUS ADDRESS OF INSURED & WIFE'S MAIDEN NAME
CAT# | FICO# ADJUSTER # DATE ASSIGNED
ADJUSTER
ASSIGNED 7-13-98
REPORTED BY REPORTED TO SIGNATURE OF INSURED SIGNATURE OF PRODUCER
Insured 7-14-98 | Stormy N. Wett

ACORD 1 (2001/02)

NOTE: IMPORTANT STATE INFORMATION ON REVERSE SIDE

© ACORD CORPORATION 1988
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RECOMMENDATION #9 (continued):

AT FIRST REPORT OF LOSS, COMPLETELY INFORM EACH INSURED.

Upon first contact with the insured, take the time to explain any deductible clauses and ask
the insured to arrange for any repairs necessary to protect the property. Point out that the reasonable
cost of such repairs may be included in their claim. However, they should be cautioned to check
with the Better Business Bureau or its local agents before accepting services from unknown
contractors or repair shops.

Explain to each claimant how losses will be adjusted and that there may be delays. If each
client who reports a claim understands there are thousands of losses involved and the most seriously
damaged property should and will have priority treatment, they will be less prone to be angry or
complain if a delay occurs.

Atwhat point should a claimant settle promptly with only an adjuster’s estimate, versus obtaining
a second estimate? Opinions vary, especially contingent upon the general degree of damage in the
area. A widely used rule of thumb in a major disaster is that losses under $1,000 should be settled
on the adjuster’s estimate without the necessity of a contractor’s estimate.

If a mortgage or loss payable clause applies, the loss draft also will include the name of the
appropriate party. FHA regulations require inspection of the property before repairs are made in
excess of $1,000. In some instances (extreme damage), this may be required under any type of
mortgage. In almost all cases, the mortgagee will require inspection of repairs before endorsement
of the draft. To avoid confusion and misunderstandings, advise your insureds of this and tell them
to contact the mortgagee if they have questions.

If damage to personal property is involved, each such insured should be advised to request a
separate draft for payment so proceeds won't be held up by a mortgage requirement on building
damage.

Providing additional information to the insured reporting a loss, in the long run, will save time.
Patience and understanding in the taking of telephone calls will result in a more satisfied customer
and provide the agency with the full information necessary to arrange losses so that policyholders
most seriously affected will receive attention first.

One method used to expedite the catastrophe claims process is the “Agent’s Memo of Loss”
form, Exhibit 3-6. Use of a standard memo of loss is important during the heavy workload and
confusion following a catastrophe. Though the memo of loss may be used according to individual
agency needs, it is suggested that qualified personnel use it to take claims by phone. One or two
individuals would be freed to type the ACORD forms using the loss memo and the insureds file.
Scratch-overs, erasures and poor legibility would be minimized. Additionally, this “specialization”
could expedite the entire reporting process. Notice at the bottom of the form a checklist to insure
that each individual handling the phone will provide the claimant with the necessary advice.
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RECOMMENDATION #9 (continued):

MAIL A FOLLOW-UP LETTER TO THE INSURED
WITH EACH LOSS REPORT.

Often, in the wake of a hurricane, losses are numerous. The insured, though he has reported
the loss to the agent and received courteous treatment, is still not certain that his particular claim
has not become lost in the shuffle. A follow-up letter from the agency would reassure the customer
and provide a written review of the procedures outlined in the telephone conversation.

Exhibit 3-7 is a suggested letter for agents to send to an insured after receipt of a catastrophe
loss report. It should be prepared on the agent’s letterhead. To save time it is suggested the letter
be photocopied rather than individually typed.
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EXHIBIT 3-6
AGENT'S MEMO OF LOSS
Phone No. — Home

Business
Insured
Property Address
Mailing Address (if different)
Kind of Loss (wind, hail, explosion, etc.)
Date & Time of Loss Probable Amount Entire Loss $

Brief Description of Damage and Property Involved:

Other Insurance: (list agency, policy no., companies and amount)

If emergency handling is requested, give reason hardship exists:

CHECK! Did you review the following instructions and information with the insured?

O If necessary to prevent further damage, have temporary repairs made and keep records
of costs.

0 Most adjusters are qualified and authorized to prepare their own estimates of routine
storm damage. However, if the damage is severe, or if the insured prefers, he may obtain
a detailed estimate from a contractor of his choice and hold it for the adjuster.

(0 Advise insured if a deductible is applicable and request that he withdraw his claim if he
finds the damage does not exceed the deductible amount.

(J Advise insured that additional adjusters are on the way and adequate facilities will be
available. Severe losses causing hardship will receive first attention.

O In case any questions regarding the claim arises, the insured should not hesitate to

contact the agent.
Reported by

Date Reported Hour Report Taken by




Acency CatasTrRoPHE GUIDE

29

EXHIBIT 3-7

SUGGESTED FOLLOW-UP LETTER

XYZ Agency

“For All Your Insurance Needs”

1800 Sunshine Street, Anywhere, Florida 33333

Dear

The report of damage to your property caused by the hurricane is acknowledged. We have forwarded
the necessary written report to (hame of adjusting organization, address and phone number) and one of
their representatives will contact you as soon as possible.

You should arrange for temporary repairs needed to protect your property from further damage. The
bill for any such necessary repairs should be held by you pending arrival of the adjuster and the cost will
be included in your claim. Contractors’ estimates for permanent repairs may not be necessary unless
there is extensive damage since the adjuster can make estimates using prevailing cost figures of local
contractors and repair shops. Itis, of course, your privilege to obtain detailed estimates from a contractor
of your choice before settling the loss. We feel, however, that the adjuster is capable of arriving at a fair
settlement and also think this procedure will expedite loss settlements. If you do secure estimates, please
hold them for the adjuster.

In a catastrophe such as this, the facilities of all insurance companies are taxed to an unusual degree
because of the thousands of losses that have suddenly occurred. The companies which this agency
represents have augmented their local facilities by bringing in adjusters from other parts of the country in
order to expedite loss adjustment work. Your loss will receive attention as soon as possible.

Your understanding and cooperation in this trying situation will be greatly appreciated. Do not hesitate
to get in touch with us about any questions concerning your loss.

Sincerely yours,
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RECOMMENDATION #9 (continued)

USE AN ADJUSTER’S “NOTICE OF LOSS”
ACKNOWLEDGMENT CARD.

Because of a staggering workload, it may be days before adjusters will be able to contact the
insured. In fact, it generally takes several days just to set up the storm office and have it operational.
By using the notice of loss (acknowledgment) cards, Exhibit 3-8, insureds will know an adjuster is
handling their loss and they have not been overlooked.

The agency should put the address of the loss on both sections of the card. Prior to the
catastrophe, the reverse side of section one should be stamped with the agency return address.
The reverse side of section two should be filled out by the agency with the insured’s address. The
entire card is then forwarded with the ACORD form to the adjuster handling the loss.

After the adjuster has received the notice of loss (acknowledgment) card, he will indicate the
individual adjuster assigned, and stamp with the organization’s return address. Section two is mailed
to the insured and section one goes to the agency to be used as a follow-up at a later date.

“Notice of Loss” acknowledgment cards are available from FAIA. Use the order form on
Appendix 39.
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Section 1:
Returned to
agent by
adjuster

Section 2:
Sent to
insured by
adjuster

EXHIBIT 3-8

“NOTICE OF LOSS” ACKNOWLEDGMENT CARD

We acknowledge receipt of Notice of Loss as follows:

Insured H mma and Herra Cane

Property Address 140 Wndy Crcle, Raging Surf, FL 33333

The acknowledgment card you prepared has been completed and

mailed to your insured. Mr.

has been assigned to handle this loss. File No.

Very truly yours,

1) (Adjustment firm name, address and phone No.)

Windstorm damage on your property at: 140 Wndy Grcle
Ragi ng Surf, FL 33333

has been reported to us by your agent. Mr.
the adjuster assigned to process your claim, will contact you as soon as possible. In the
meantime please:
1. Make necessary temporary repairs to prevent further damage.
2. If damage is such that contractors’ estimates are necessary or desired, obtain
detailed estimate from reliable contractor. (Adjusters are able to make most
estimates.)

3. Immediately advise us and your agent if you find that damage does not exceed the
deductible under your policy.

Your cooperation will help us in handling your claim in an efficient manner. Thank you.

File No.

(2) (Adjustment firm name, address and phone No.)

Instructions:

Agent — Complete name of insured and property address on above cards. Reverse side
card (1) to be rubber stamped with agency name and address. Reverse side card (2) to
be addressed to insured.

Adjuster — Complete name, adjuster assigned, your file No. and rubber stamp name,
address and phone No. of the firm. Detach this stub, separate cards where scored and
mail immediately.
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EXHIBIT 3-9

Volunteer Job Assignments

If you are volunteering to assist in emergency operations at another agency, you must check in
with the communication coordinator to be logged in and receive your hame tag. You will then be
introduced to the volunteer coordinator who will assign you to the area that is in need of assistance.
The job assignments may consist of the following:

1

7.

8.

Runners.

a. To retrieve and return customer files;

b. Copy declaration pages;

c. Deliver messages.

Assist Personal/Commercial CSRs:

a. File check: Each CSR has a box with files that were pulled for use in the claims department.
Look at file, verify it is in the right office by checking it against the customer list on CSRs
door, then file it in cabinet.

b. Assist CSR with suspense items, mail items, attachments, certificates, etc.

c. Reconstruct files if needed.

Data entry of claims information.

Take first reports.

Assist employee(s) with personal home.

Supervise donations by directing traffic to the storage room and organizing supplies.

Relieve CSRs so they can leave to attend to personal problems at home.

Assist company representatives in issuing drafts.

Front Desk Runner

1.

You are assigned to assist the front desk personnel in directing customers where to go for
appropriate services.

You will take the customer to the claims-taking area and turn them over to the claims
representative so that they can report their claim.

You will then return to the front desk for further instructions.

You may also direct customers to appropriate company offices, and then return to the front
desk.
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Claims First Report Runners

1.

3.

If you are acting as a claims first report runner, you are responsible for getting the customer file
from the appropriate CSR’s office, copying the declaration page(s) of the policy and giving the
file to the claims representative taking the claim.

Once the claims representative is done with the file, you will take the file back to the office from
which you took it. DO NOT PUT THE FILE IN THE FILE CABINET. Check the customer list on
the CSR'’s door to make sure you have the right office, then place the file in the Return Box for
the CSR to file back.

Return to the claims-taking area for your next assignment.

Claims Checks Runner

If you are assigned to a claims representative who is issuing drafts to customers, you will be
responsible for going to the front desk to get the first customer on the list. Cross that customer
off the list and take them to the claims representative.

You may be asked to get the insureds file, in which case you will go to the appropriate CSR’s
office and get the file from the “Return Box” or from the filing cabinet and bring it to the claims
representative issuing the draft.

You will take the file back to the appropriate CSR'’s office and place in the “Return Box.” DO
NOT PLACE FILE BACK IN FILE CABINET.

When the claims representative is done with this customer, you will go to the front desk and get
the next person on the waiting list. Be sure to cross off the person’s name that you are bringing
to the claims representative.

Company Runner

1.

2.

If you are a company runner, you will be assigned to a company representative to assist them.

You will go to the front desk and look on the appropriate company log. Take the first person on
the list and cross their name off. Take that customer to the appropriate company representative.

You may be asked to pull the customer’s file. Go to the appropriate CSR'’s office, pull the file
from the cabinet or “Return Box” and take it to the company representative.

Return the file to the appropriate CSR'’s office, checking the customer list on the door to make
sure you are returning to the right office. Place file in “Return Box.” DO NOT PUT FILE IN FILE
CABINET.

Return to your company representative for further instructions.
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Communications Center Runner

1.

If you are acting as a communication center runner, you may be asked to do a variety of things
in order to expedite communications.

The communications center coordinator will provide you with instructions on what needs to be
done.

Front Desk Job Assignment

If you are working the front desk at the main entrance, you will be responsible for the following:

1.

2.

Greet customers as they arrive, and place them on the appropriate waiting list.

You must strive to maintain a positive, cheerful attitude and help create a sense of calmness by
acting professional at all times.

Prepare the waiting lists as follows:

a. First Reports: for customers who need to report their claim for the first time.

b. Adgency Drafts: for customers who have already made their first report and need to see an

agency claims representative for emergency money. Our company has authority to issue
drafts for the following companies:

c. Company Drafts or Problems: This waiting list will be based on which companies are
physically here in the building and writing advance checks. This will be determined at the
time, and not all companies will be here at the same time. IF THE COMPANY IS HERE
WRITING DRAFTS, THEN DO NOT PLACE INSURED ON WAITING LIST FOR AGENCY
DRAFTS; PUT THEM ON THE APPROPRIATE COMPANY WAITING LIST.

If the insured has a problem with their claim, then refer them to the Communications Center
which will determine what the problem is and turn them over to the appropriate claims
representative to handle.

d. Communications/Agency Coordinator: For customers who have a problem with their claim,
or need to drop off information for their adjuster or need to set up an appointment with a
company representative or adjuster.

Adjusters, company representatives or volunteers should not be put on the waiting list;
send them directly to the communications center.

If a conflict or problem should arise, call the communications coordinator so that appropriate
assistance can be dispatched to you.
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CHAPTER 4

WORKING WITH THE MEDIA

|. THE PURPOSE OF MEDIA RELATIONS

After the media — print or electronic — finish describing the destruction wrought by a
catastrophe and its impact on the residents and the businesses in the area, they begin to ask,
“What will be done to restore things as they were?”

That's when reporters begin searching for insurance spokespersons. Frankly, that search
often is haphazard. The reporters involved may never have done an insurance story before and,
therefore have no established contacts. Yet they have stories to write under pressure for strict
deadlines.

Keep in mind these hazards reporters face trying to write a good catastrophe story:
» finding qualified, competent spokespersons prepared to respond;
* not necessarily knowing what questions to ask; and

e getting spokespersons to help write a good story—not a puff piece supporting a
spokesperson’s individual viewpoint.

Helping that reporter write a good story is in the industry’s best interest. The shock a community
faces following a catastrophe makes it vulnerable and opens wounds that can take a long time to
heal. If the insurance industry provides helpful, accurate information quickly, it helps reassure the
community. That reassurance actually contributes to overcoming the shock. It focuses attention on
the need to rebuild and recover. Hopefully, and this has been the case, the industry follows with
rapid, massive and sympathetic claim-handling efforts.

Also, these news stories are a source of vital information:

(1) Where are emergency claim centers?

(2) Who should be called?

(3) How must property be protected from further damage?

(4) What records will be needed?

However, Information should be included to request that the public remain calm and assure
them that their claims will be handled fairly and as quickly as possible. It'important that the

media convey this message and avoid panic. Information such as websites for claim
information and telephone numbers should be included in all media releases.
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II. THE INDUSTRY RESPONSE

Several groups act as statewide insurance information sources for the Florida media. FAIA
is one. The Florida Insurance News Service and Florida Insurance Council are others. Both of
these sources are located in Tallahassee. The Insurance Information Institute, which has an Atlanta
regional office, is another. In addition, in the event of a significant catastrophe, a staff member of the
American Insurance Association—an experienced claims expert—usually will be on the scene. These
groups are in contact with one another prior to a hurricane strike or following any catastrophe. They
share information and coordinate their activities.

Fundamentally, it is their task to work with the media so an agent can attend to the needs
of his clients. The media already will have received press releases explaining catastrophe coverages
and procedures. When a hurricane is on its way, they will get additional material. And when it's
done its damage, these groups will coordinate mailings and calls to the media.

The main reason for this type of centralized response is uniformity. It frustrates and impedes the
media to have varying numbers or conflicting advice floating around. It's also poor industry public
relations to swamp the media with uncoordinated calls from the industry.

Nevertheless, agents will be called. First of all, industry press releases may not have gotten
to the reporter assigned the story. Second, local media often want local spokespersons, and properly
so0. A local spokesperson can provide important perspectives on what's happening.

There are no hard and fast rules for talking with reporters. The reporter and situation will
vary enough to create multiple exceptions to nearly all rules. Here are a few tips, however:

1. Be honest and direct. Reporters make it hard on those who are evasive or coy, and are
murder on those who deceive. Most are downright appreciative to those who help them
prepare a good story.

2. If one doesn’t know an answer or feels it would betray a confidence, say so. Don't try to
fudge.

3. Agents should not try to sell a reporter on their points of view. Help the reporter get his/
her story. In return, many will help get the agent’s story across.

4. Remember the reporter’s deadline.
5. Some reporters call up sounding like they don’t know what they want or need. That is
probably the case. That's a wonderful time to be helpful. Try to learn what the reporter’s

assignment is and explain the insurance angles that might fit.

6. Treat each reporter as an individual. Bad experiences with other journalists don't count.
Press relations are “win some, lose some” propositions. Keep plugging.

7. Anagentwho doesn’t know what to do with a reporter should call FAIA. Or, if the reporter
prefers, let him/her call FAIA.
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. WHAT-TO-DO CHECKLISTS

It is quite possible that independent agents will receive calls about what to do before or
following a catastrophe. These checklists will help.

Checklist No. 1-Things the public should be advised to do before the threat of a catastrophe:

1.

6.

Alert police and fire departments to special conditions, such as an invalid who might
require emergency evacuation.

Prepare an inventory list of personal valuables, household furnishings and equipment
so losses can be authoritatively itemized.

Keep your insurance coverage current with rising building replacement costs. Make
sure you have enough coverage for the furnishings and other items you've purchased
since you first bought insurance. And buy flood insurance if you're eligible and vulnerable.

Review your insurance policy. Are you sure everything important is covered or did your
memory play tricks? Keep it in a safe place where it can be retrieved easily after a
disaster. Keep a quick-reference list containing your agent’s telephone number, all your
policy numbers and the respective insurance company hames.

Know how to shut off your gas, electricity and water and how to board up vulnerable
places around the house, such as doors and windows.

Plan a family evacuation and relocation strategy.

(The next three items usually are recommended at the time of a hurricane watch. However, waiting
until then is not a good idea. First, consider the threat of tornadoes and other sudden catastrophes.
And, second, when a hurricane approaches, stores may run out of what you need as others make
a beeline to stock up, t00.)

7.

Keep a supply of nonperishable foods and an emergency water supply; have essential
drugs and first-aid kit available in your medicine chest. Keep these supplies fresh.

Keep fresh batteries available for transistor radios and flashlights, and an extra supply
of fuel for portable grills and stoves.

Have available the hammer, nails, tape and boards needed for protecting your residence
from a storm or making necessary emergency repairs afterwards.
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Checklist No. 2 — As the storm approaches:

1.

4.

5.

Do whatever you haven't done from Checklist No. 1. (Especially make sure the flashlight
batteries are still fresh.)

Remind authorities about special conditions for your home.
Get your car filled with gas. Supplies may be unavailable later, or rationed.
Board up storefronts, doors, windows and other vulnerable places which can be damaged.

Pack durable clothing.

(The following is one of the most important loss prevention steps anyone can take.)

6.

Secure or bring inside all tools, lawn furniture, etc. that can: (a) become projectiles in a
windstorm; and/or (b) be destroyed by the storm.

Checklist No. 3 — What to do after a catastrophe:

1.

Get in contact with your agent as quickly as possible. Let him know about your losses. If
you are relocated temporarily, let your agent know your temporary address.

Make only those repairs necessary to prevent further damage to your home or business.
This must include covering breaks in a roof, walls or windows with plywood, canvas or
other waterproof material. Do not have permanent repairs made without first consulting
your agent. Unauthorized repairs may not be reimbursed.

Wait for an insurance adjuster to arrive to appraise your damage. Following a catastrophe,
insurance companies schedule adjusters so that the most serious losses get priority
treatment. Those policyholders are the most upset and most in need.

Keep all receipts for expenditures you’'ve made to repair damage or to estimate the extent
of your damage.

Prepare a detailed inventory of all damaged or destroyed personal property for the adjuster.
Be sure to keep a copy. Your list should be as complete as you can make it and should
include: a description of the item (and number, if more than one); date of purchase or
approximate age; cost at time of purchase; and estimated replacement cost today. Or, include
as much of that data as is available.

Collect cancelled checks, invoices, or other papers that will assist the adjuster in obtaining
the value of the destroyed property.
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10.

11.

12.

13.

14.

15.

If you feel it is necessary, secure a detailed estimate for permanent repairs from a reliable
contractor and give it to the adjuster when he arrives. The estimate should contain detailed
specifications of the proposed repairs, and detailed repair cost prices and replacement
prices.

Take photos of the damaged areas. These will help you with the presentation of your claim
and will assist the adjuster in his investigation of your claim.

Even if home or business furnishings and effects look like “total losses,” do not get rid of
them until after they have been examined by an adjuster.

If your car has been damaged or submerged in a flood, move it to high ground and let it dry
out. Do not attempt to start or operate it until it is thoroughly dried.

Wooden furniture should be cleaned as quickly as possible. Avoid rubbing in abrasives
such as ash, plaster, or wallboard particles which have fallen on furniture surfaces.

Your dry cleaning establishment can help you evaluate the cleaning or restoration costs for
clothing, furs and draperies.

Metal objects, including guns, drapery rods, and the electric motors in home appliances,
should be dried and rubbed or sprayed with oil to prevent corrosion. Radios, televisions and
other electronic systems should also be dried out, but not oiled.

Bedding and upholstered furniture must be dried immediately if saturated with water.
Vacuuming will remove some of the odor and grit left by smoke damage, but these items
should be separated from other possessions since they may affect nearby items.

Antiques, paintings, art objects, silver and brass must be given special care. Dry them with
soft cloths, but do not apply oil or rub them. This treatment will mar or otherwise damage
hard finishes or surfaces.

Checklist No. 4 — What to do about flood damage:

Notify your independent insurance agent. He will assign the loss immediately to a qualified
adjuster, who will call on you as soon as possible to inspect the damage. Following a major
storm or other catastrophe, even with many additional adjusters on site and others enroute,
it will take time to process an extraordinary number of claims. If your home has been
destroyed, or yours is a serious case, tell your independent agent that you need priority
help.

Before you enter a flooded building, make sure it is not in danger of collapse. Let your
house air to remove foul odors or escaped gas.

Be alert for holes in the floor, loose boards, hanging or loose plaster, snakes and other
hazards.

Don’'t smoke or use an open flame until you are sure it is safe to do so.

Turn off gas at meter tank. Do not turn on the electrical system; it may have become short
circuited.
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10.

11.

12.

13.

If it is not off, the main electrical circuit should be turned off. Be extremely careful to stand
on a dry surface and avoid touching the metal handle of the switch box. Use a piece of
heavy rubber, plastic or a piece of dry wood to open the metal door and throw the switch off.
If you have gas service, be alert for fumes. Call your local utility if you detect any fumes.

Pump or bail water out of the house and shovel out the mud while it is moist. Give walls and
floors an opportunity to dry.

Before the house is fully aired out, scrub all woodwork and floors with a stiff brush. Always
start washing a wall from the bottom up. Starting at the top may cause streaking.

Take all wooden furniture outdoors and remove all drawers and as many moving parts as
possible. Clean off all mud and dirt. Do not leave them in the sun.

Upholstered furniture, especially any which has been submerged or badly damaged should
be cleaned, dried and examined by an experienced upholsterer.

Clean metal objects as soon as possible. This is especially true of iron, which should be
cleaned with a cloth saturated with kerosene.

Wall-to-wall carpets should be raised to allow air to circulate. Draperies, upholstery and
clothing should be laundered.

Do whatever you can to avoid further damage and to make temporary repairs. Keep records
of expenses incurred in preventing further damage.
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CHAPTERS

FLOOD

. THE PROBLEM

Flooding is the most costly natural disaster in America. Every year hundreds of lives and
millions of dollars of property are lost. Vast amounts of money have been invested in flood plain
management and flood control projects by federal, state and local governments. Despite these
investments, flood damages continue to be extensive.

Flood is the type of peril not presently insured by the private insurance companies. Thus, the
protection is afforded by the National Flood Insurance Program (NFIP) currently contracted to
Computer Sciences Corporation (CSC) and National Con-Serv. Inc. (NCSI). The program is
administered by the Federal Insurance and Mitigation Administration (FIMA), an arm of the Federal
Emergency Management Agency (FEMA). In addition, some 80 insurance companies are servicing
flood insurance through the Write-Your-Own (WYQO) concept (in addition to that which is written on
a direct basis) which allows the carriers to process the business and handle claims, but does not
require the companies to assume any of the risk.

Agents in Florida write more than twice the number of flood policies in the second and third
ranked states (Louisiana and Texas ) combined, more than 40% of the total countrywide. Through
1998 there were approximately 1,750,000 policies written in Florida. Annual Florida premium exceeds
$575 million with total insurance in force up to $250 billion.

The danger of flooding during a hurricane is apparent—and serious. Rains are heavy. Tidal
action is severe. But Florida experiences bad weather and heavy rains which cause flooding at
other periods of the year, so the threat of damage is not limited to certain times nor certain conditions.
In spite of the present numbers of Florida policyholders, FIMA estimates that only one out of four
properties susceptible to flooding carries the protection. FAIA urges all agents to make their insureds
aware of the hazards of flood and the availability of flood insurance. Failure to recommend flood
insurance has become the major cause of errors and omissions claims, particularly since some
30% of all flood losses have been in areas not considered “flood prone”; i.e., not considered “special
flood hazard areas.”
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II. AGENCY PREPARATION

For those agencies placing their flood insurance through a company in the Write-Your-Own
program, losses are to be reported to those companies in accordance with their specific instructions.
Staff or independent adjusters will be assigned to handle the flood loss.

For those very few agencies in Florida placing their flood insurance through the NFIP direct
(NCSI in Rockville, Maryland), losses may be assigned by the agent. The adjusting organization
must be approved by federal flood officials and can be confirmed by calling the NCSI toll-free
number (800) 638-6620. Be sure, when assigning flood claims to an approved adjuster of your
choice, that you consider the geographic area to be handled by the adjuster and the claims load the
firm has on hand. Proximity to the stricken area is most important, and the ability of the adjuster to
make contact without fighting a backlog of claims is essential.

There will be times when NFIP must determine the extent of damage in an area and estimate
the number of claims which might develop. During this period, a Control Office will be established
and agents will be instructed to submit claims to that office for adjuster assignment.

When a catastrophe such as a hurricane occurs, large numbers of claims may develop. In
those cases NFIP will establish a Flood Insurance Claims Office (FICO). When this is done, agents
may not assign their own claims to adjusters of their choice. Instead, all claims must be reported to
the FICO office, and adjuster assignments will be made from there. FAIA suggests that if a
catastrophe occurs, and a large number of claims appears imminent and the opening of a FICO
apparent, it would be wise to hold up on the assignment of claims to a specific adjuster. If you have
assigned a claim and then a FICO is opened, the claim will be reassigned, thus delaying the actual
processing. Radio and newspaper announcements are made on a very timely basis when the
decision has been made to open a special Flood Insurance Claims Office (FICO).

Many insureds, although regularly advised to the contrary, still believe their Homeowners
policies cover damage by flood. If no coverage exists, it is always best to advise the insured as
soon as possible after the loss. Even when a flood policy is in force, many agencies are not familiar
with the provisions of the policy. FAIA recommends that you carefully review the wording because
there are some features that differ from the usual property insurance contracts.

To assist in policy interpretation, a question and answer guide is contained at the end of this
chapter.

Flood insurance is required by the federal government on real property in special flood hazard
areas (SFHAs) financed through federally affiliated lending institutions. As a consequence, the
tendency is for purchasers to buy only the mandatory building coverage, and to ignore coverage
on personal property (which is particularly susceptible to water damage). Be sure, therefore, to
encourage the sale of contents coverage, and after a loss is reported, alert the insured if the flood
policy only applies to building damage.

The Property Loss Notice Form (ACORD 1) developed by ACORD should be used to report
all property-type losses including homeowners, dwelling fire, inland marine, commercial property,
flood and wind.
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. AFTERTHE FLOOD

Never report a flood loss by telephone. Complete the ACORD Property Loss Notice form and
mail the original to the adjuster handling the claim with a copy of the policy Declaration Page. If a
Control Office or FICO has been established, follow the special instructions which will be issued at
that time. Always keep one copy for your records.

A“single adjuster” program has been arranged between the National Flood Insurance Program
and the Florida Windstorm Underwriting Association. A single adjuster will then handle both the
windstorm claim and the flood loss on the same property. Similar arrangements are anticipated
with some of the private insurance carriers. The concept is good and should expedite claims handling.
Itis most important to determine before any flooding whether the FWUA and any of your companies
have adopted the “single adjuster” program.

IV. FLOOD QUESTIONS AND ANSWERS

Q. What perils are covered by a flood policy?

A. Only one, flood, which means:

1. A general and temporary condition of partial 2. The collapse or subsidence of land along the
or complete inundation of two or more acres shore of a lake or other body of water as a
of normally dry land area or of two or more result of erosion or undermining caused by
properties (at least one of which is your waves or currents of water exceeding the
property)from; cyclical levels which result in flooding as
a. The overflow of inland or tidal waters. defined in A-1 above.

b. The unusual and rapid accumulation or
runoff of surface waters from any source.
c. Mudflow

Q. Is removal to preserve and protect personal property covered?

A. Yes, subject to limitations, property is covered for 45 days if removed to protect it from damage
from flood. The cost of moving the property is also covered up to a maximum of $1,000 and is
not subject to any policy deductible.

Q. What are some of the losses not covered?

A. < Sewer backup or seepage of water unless property has been, at the same time, damaged
by flood. Check with your WYO company for other restrictions.

» Water or moisture damage resulting primarily from any condition substantially confined to
the insured building.

» Loss of use; loss of access; business interruption; additional living expense
* Theft, fire, explosion, wind or windstorm

* Loss caused by earth movement
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» Losses caused by insured’s failure to use reasonable means to preserve property after a
flood.

» Loss which is already in progress when policy goes into force.

» Loss caused by off-premises power failure.

What are some of the properties not covered?

» Accounts, bills, deeds, evidences of debt, money, coins, postage stamps, manuscripts, etc.

* Fences, piers, seawalls, retaining walls, outdoor swimming pools, bulkheads, wharves,
bridges, docks, boat houses on or over water.

» Land values, lawn, trees, shrubs, plants, growing crops, livestock, walks, driveways, paved
surfaces, outside building foundation walls.

» Animals, birds, fish, aircraft, motor vehicles (with exceptions), watercraft.
» Personal property not inside a fully enclosed building

» Buildings and personal property located entirely in, on or over water

* Underground structures and equipment

e Swimming pools and their equipment

» Ineligible property under the Coastal Barrier Resources Act
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» The following very important limitations are reproduced below in their entirety:

We insure against direct physical loss by or from flood to:

8.

Items of property in a building enclosure
below the lowest elevated post-FIRM building
located in Zones A1-A30, AE, Ah, AR, AR/

A, AR/AE, AR/AH, AR/A1-A30, V1-VE, or in

a basement, regardless of the zone.
Coverage is limited to the following:

a. Any of the following items, if installed
intheir functioning locations and, if
necessary for operation, connected to
a power source:

(1) Central air conditioners;
(2) Cisterns and the water in them;
(3) Drywall for the walls and ceilings in a

basement and the cost of labor to nail

it, unfinished and unfloated and not
taped, to the framing;

(4) Electrical junction and circuit breaker
boxes;

(5) Electrical outlets and switches;

(6) Elevators, dumbwaiters, and related

equipment, except for related equipment
installed below the base flood elevation

after September 30, 1987

(7) Fuel tanks and the fuel in them;

(8) Furnaces and hot water heaters;

(9) Heat Pumps

(10) Nonflammable insulation in a basement;

(11) Pumps and tanks used in solar energy systems;
(12) stairways and staircases attached to the building,
not separated from it by elevated walkways;

(13) Sump pumps;

(14) Water softeners and the chemicals in them, water
filters, and faucets installed as an integral part of
the plumbing system;

(15) Well water tanks and pumps;

(16) Required utility connections for any item in this
list; and

(17) Footings, foundations, posts, pilings, piers, or
other foundation walls and anchorage systems
required to support a building.

On what basis are losses paid under the two flood policies?

Losses are paid on an actual cash value basis with exceptions:

. Replacement cost coverage will apply to a single-family dwelling which is the principal
residence of the insured, and which, at the time of the loss, carries an amount of insurance
equal to 80% or more of the replacement cost of the dwelling, or is the maximum amount
of insurance available under the National Flood Insurance Program, whichever is lower;

. Replacement cost coverage will also apply to the building coverage in a Residential
Condominium Building Association Policy (RCBAP).

Would carpeting in a single-family dwelling be eligible for replacement cost coverage?

No. Carpeting is always depreciated along with outdoor antennas and aerials, awnings,

appliances and other outdoor equipment.
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Q. How does the Other Insurance clause apply in each policy?

A. The Other Insurance clause reads as follows:

1. If aloss covered by this policy is also covered by other insurance that includes flood coverage not
issued under the Act, we will not pay more than the amount of insurance that you are entitled to for
lost, damaged, or destroyed property insured under this policy subject to the following.

" a.

We will pay only the proportion of the loss that the amount of insurance that applies under
this policy bears to the total amount of insurance covering the loss, unless C.1.b. or c.
immediately below applies.

If the other policy has a provision stating that it is excess insurance, this policy will be
primary.

This policy will be primary (but subject to its own deductible) up to the deductible in the
other flood policy (except another policy as described in C.1.b. above). When the other
deductible amount is reached, this policy will participate in the same proportion that the
amount of insurance under this policy bears to the total amount of both policies, for the
remainder of the loss.

2. If there is other insurance in the name of your condominium association covering the same
property covered by this policy, then this policy will be in excess over the other insurance.

Q. What is the deductible in the flood policies?

A. There are two standard deductibles. For Pre-FIRM risks in all special flood hazard areas (all
A and V zones) the deductible is $1000, with a buyback provision to $500.

For all Post-FIRM risks, and risks in B, C, D and X zones, the deductible is $500.

An additional deductible of $250 is added if the loss is land subsidence, sewer backup or
water seepage.

Optional deductibles of $1,000, $2,000, $3,000, $4,000 and $5,000 are available.

Q. Under the Dwelling contents coverage, are any classes of personal property subject to
limitations?

A. Yes. The policy states:

6. Special Limits. We will pay no more than $2,500 for any one loss to one or more of the following
kinds of personal property:

T a.

Artwork, photographs, collectibles, or memorabilia, including but not limited to, porcelain or
other figures, and sports cards;

Rare books or autographed items;
Jewelry, watches, precious and semiprecious atones, or articles of gold, silver, or platinum;
Furs or any article containing fur which represents its principal value; or

Personal property used in any business.
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Are improvements and betterments of a tenant covered under the flood policies?

Yes. Up to 10% of the amount of contents coverage may be applied to damage to improvements,
alterations, additions and betterments.

Are additions and alterations of a condominium unit owner covered under a flood policy?
Yes. They are actually covered in three ways:

1. Inthe Residential Condominium Building Association Policy under Coverage A - Building
Property which insures:
“The residential condominium building described on the Declarations Page at the
described location, including all units within the building and the improvements within
the units.”

2. Inthe Dwelling Form:
“If you are the owner of a unit and have insured personal property under Coverage B in
this policy, we will also cover your interior walls, floor and ceiling (not otherwise covered
under a flood insurance policy purchased by your condominium association) for not
more than 10 percent of the limit of liability shown for personal property on the declarations

page.

3. Inthe General Property Policy:
“If you are a condominium unit owner, you may apply up to 10 percent of the Coverage
B limit to cover loss to interior:

a. Walls;
b. Floors; and
c. Ceilings

that are not covered under a policy issued to the condominium association insuring
the condominium building.”

Special Note: In the event of a residential loss involving both the association and the unit
owner policies, the unit owner may not benefit to a greater amount than the maximum NFIP
insurance available to a single-family dwelling owner; i.e., $35,000 in the Emergency Program
and $250,000 in the Regular Program. The deductible in each unit owner’s policy will separately
apply to the loss paid on behalf of each unit owner, and the deductible in the association
building policy will also apply. A condominium association in the Emergency Program is not
eligible for the RCBAP. It would require the General Property Form.

When there is a condominium association building policy, and separate unit owner building
policies on a condominium structure, if there is damage to both common elements and additions
and alterations, how do the policies respond to the losses?

The association RCBAP would first apply to the common elements and then to the additions
and alterations. When the RCBAP is exhausted (and with the 80% coinsurance requirement
we would hope that would never happen), the separate unit owner policies would apply to the
remaining insurable interests of the respective unit owners. Said another way, the condominium
association policy is primary; the unit owner policy is excess.
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What are the eligibility requirements for an RCBAP and the limits of Building and

Personal Property insurance available?

To write an RCBAP, the condominium association must be located in a Regular Program
community and must have at least 75% of its total floor area within the builidng
residential, regardless of the number of units or floors.

The maximum amount of building coverage that can be purchased is the Replacement
Cost Value of the building or the total number of units times $250,000, whichever is less.

The maximum allowable contents coverage is the Actual Cash Value of the commonly
owned contents up to a maximum of $100,000 per building.

Be aware that the RCBAP is the only flood policy that has a coinsurance clause. To
avoid penalty, it requires that the insured purchase an amount of building insurance equal
to the lesser of 80 percent or more of the full replacement cost of the building at the time
of loss or the maximum amount of insurance avaliable under the NFIP.

Does the National Flood Insurance Program afford loss assessment coverage to

condominium unit owners?

Yes. It is provided in the Dwelling Form, as follows:

3. Condominium Loss Assessments

If this policy insures a unit, we will pay, up to the
Coverage A limit of liability, your share of loss
assessments charged against you by the
condominium association in accordance with the
condominium association’s articles of association,
declarations and your deed.

The assessment must be made as a result of direct
physical loss by or from flood during the policy term, to
the building’s common elements.

We will not pay any loss assessment charged against
you:

(1) And the condominium association by any
governmental body;

(2) Thatresults from a deductible under the insurance
purchased by the condominium association
insuring common elements;

(3) That results from a loss to personal property,
including contents of a condominium building;

(4) That results from a loss sustained by the
condominium association that was not
reimbursed under a flood insurance policy written
in the name of the association under the Act
because the building was not, at the time of loss,
insured for an amount equal to the lesser of:

©)

(6)

(a) 80 percent or more of its full replacement
cost; or

(b) The maximum amount of insurance
permitted under the Act;

To the extent that payment under this policy for
a condominium building loss, in combination
with payments under any other NFIP policies
for the same building loss, exceeds the
maximum amount of insurance permitted under
the Act for that kind of building; or

To the extent that payment under this policy for
a condominium building loss, in combination
with any recovery available to you as a tenant
in common under any NFIP condominium
association policies for the same building loss,
exceeds the amount of insurance permitted
under the Act for a single-family dwelling.

Loss assessment coverage does not increase the
Coverage A limit of liability.
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Q. Is Ordinance or Law Coverage provided in the National Flood Insurance Program
(NFIP)?
A. No, but a “form” of that coverage entitled Increased Cost of Compliance (ICC) is

available with a maximum limit of liability of $20,000. in all three NFIP contracts.

Q. What does Increased Cost of Compliance do, and how does it differ from Ordinance or
Law Coverage?

A. The manual definition of Increased Cost of Compliance (ICC) is:
“Coverage for expenses that a property owner must incur, above and beyond the cost to
repair the physical damage the structure actually sustained from a flooding event, to comply
with mitigation requirements of State or local floodplain management ordinances or laws.”
In other words, it will pay for complying with a State or local floodplain management law or
ordinance affecting repair or reconstruction of a structure suffering flood damage, so long
as there is such a State or local law or ordinance. The only compliance activities eligible for
payment, however, are: elevation, flood— proofing, relocation or demolition (or any
combination of these activities)

Q. Is ICC coverage available for all properties?

A. No. It is not available for:

1. Policies issued or renewed in the Emergency Program

2. Condominium units. (The condominium association is responsible for complying
with mitigation requirements.)

3. Group Flood Insurance Policies
4. Appurtenant structures, unless covered by a separate policy.

Q. Are there special eligibility requirements?

A. Yes, and they can be significant, requiring the special attention of not only the flood
adjusters but the local community authorities. To be eligible for claim payment under ICC,

a structure must:

1. Be arepetitive loss structure as defined in the policy, for which NFIP paid a previous
qualifying claim, in addition to the current claim.

2. The state or community in which the property is located must have a cumulative,
substantial damage provision or repetitive loss provision in its floodplain management
law or ordinance being enforced against the structure.

3. Be a structure that has sustained substantial flood damage.
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CHAPTERG6

WORKPLACE VIOLENCE AWARENESS

I. WHAT IS WORKPLACE VIOLENCE?

* The workplace is any location, permanent or temporary, where an employee
performs work or work-related activities. Workplace facilities include lunchrooms,
restrooms, break rooms, vehicles used for work and parking facilities.

» According to the Occupational Safety and health Administration (OSHA),
workplace violence is any physical assault, including unwanted touching or any
other offensive physical contact, threatening behavior or verbal abuse.

»  Examples of workplace violence could include -
» Harassment of any nature, such as being followed, sworn at or shouted at.
» Psychological traumas, such as threats, obscene phone calls, bomb
threats or an intimidating presence.
» Physical violence, such as hitting, grabbing, beating, stabbing, attempted
suicide, suicide, rape or shooting.

* A United States Department of Justice National Crime Victimization Survey reports
that approximately 2 million assaults and threats of violence occur each year in the
workplace.

*  Workplace violence contributes to employee injuries, stress, increased sick days,
reduced morale, lost wages and higher health-care costs.

IIl. WHAT ARE THE CATEGORIES OF WORKPLACE VIOLENCE?

»  The categories of Workplace Violence depend on the relationship between the
employee and the person who is committing the violence. They are:

Stranger on Employee

Customer on Employee

Partner on Employee

Employee on Employee

»  The most frequently occurring category of workplace violence is stranger on
employee. The stranger enters the workplace to commit a robbery or engage in
another violent act.

*  With a stranger, customer or someone else’s partner, you may only have a few
seconds to recognize if there is a potential problem before it occurs.

*  With an employee, you may have had the opportunity to observe the employee over
months or even years and be able to notice behavior changes that might signal a
potential for violence.
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[Il. RECOGNIZING WARNING SIGNALS

» Potential warning signals may alert you to any employee or person in the workplace
who could become violent.

* Changes in behavior are important to note in most cases.
» Look for patterns of changing behavior.

* No single warning signal, in isolation, is a reliable predictor of violence. Some
factors may include:
« Major changes in personal appearance, attitude or behavior
e Change in personal relationships
« Reduction in job efficiency or productivity
« History of violent, reckless or antisocial behavior
« Unusual interest in or unexplained preoccupation with weapons or bringing
weapons to work
« Serious stress in the employee’s life
» Substance abuse
« Unexplained signals of physical injury
« Agitation
« Unexplained interest in what you do at work

IV. ESCALATING LEVELS OF VIOLENCE AND WHAT TO DO

» The inappropriate behavior of a person prone to Workplace Violence usually
escalates over time.

* Violent situations may progress through three escalating levels. Regardless of the
level of violence, ensuring your safety and the safety of others is the most important
action you can take.

»  For levels one and two, responses may include:

« Stay calm, listen attentively and ask the person to sit down

« Ask the person questions relevant to his or her complaint, such as, “What can |
do to help you?".

« Acknowledge the person’s concerns and try to find solutions.

« Maintain eye contact.

» Speak slowly, softly and clearly.

* Avoid being defensive.

« Identify violent behaviors, especially before they escalate.

e Set ground rules/boundaries, such as “When you shout at me, | can’'t understand
what you're saying.”

« Signal a co-worker or supervisor that you need help by using a panic button or
pre-determined code word or signal.

« Do not make any calls yourself. Have someone notify security or the local police.

« Keep the situation in your control.

« Talk with your supervisor.
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To respond to level three violence:

Get yourself and others away from the potentially violent person.
Know and follow the workplace emergency action plan.

Call 911 or your workplace emergency number.

Get out or hide. Evacuate the area.
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CHAPTER 7

TERRORISM

I. TERRORISM--PREPARING FOR THE UNEXPECTED

Devastating acts, such as the terrorist attacks on the World Trade Center and the Pentagon,
have left many concerned about the possibility of future incidents in the United States and
their potential impact. They have raised uncertainty about what might happen next, increasing
stress levels. Nevertheless, there are things you can do to prepare for the unexpected and
reduce the stress that you may feel now and later should another emergency arise. Taking
preparatory action can reassure you and your children that you can exert a measure of
control even in the face of such events.

. WHAT YOU CAN DO TO PREPARE

Finding out what can happen is the first step. Once you have determined the events possible
and their potential in your community, it is important that you discuss them with your family
or household. Develop a disaster plan together.

1. Create an emergency communications plan. Choose an out-of-town contact your family or
household will call or e-mail to check on each other should a disaster occur. Your selected
contact should live far enough away that they would be unlikely to be directly affected by
the same event, and they should know they are the chosen contact. Make sure every
household member has that contact’s, and each other’s, e-mail addresses and telephone
numbers (home, work, pager and cell). Leave these contact numbers at your children’s
schools, if you have children, and at your workplace. Your family should know that if
telephones are not working, they need to be patient and try again later or try e-mail. Many
people flood the telephone lines when emergencies happen but e-mail can sometimes get
through when calls don't.

2. Establish a meeting place. Having a predetermined meeting place away from your
home will save time and minimize confusion should your home be affected or the area
evacuated. You may even want to make arrangements to stay with a family member or
friend in case of an emergency. Be sure to include any pets in these plans, since pets
are not permitted in shelters and some hotels will not accept them.

3. Assemble a disaster supplies kit. If you need to evacuate your home or are asked to “shelter
in place,” having some essential supplies on hand will make you and your family more
comfortable. Prepare a disaster supplies kit in an easy-to-carry container such as a duffel
bag or small plastic trash can. Include “special needs” items for any member of your
household (infant formula or items for people with disabilities or older people), first aid supplies
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(including prescription medications), a change of clothing for each household member, a
sleeping bag or bedroll for each, a battery powered radio or television and extra batteries,
food, bottled water and tools. It is also a good idea to include some cash and copies of
important family documents (birth certificates, passports and licenses) in your Kkit.

Copies of essential documents-like powers of attorney, birth and marriage certificates,
insurance policies, life insurance beneficiary designations and a copy of your will-should
also be kept in a safe location outside your home. A safe deposit box or the home of a friend
or family member who lives out of town is a good choice.

Check on the school emergency plan of any school-age children you may have. You need
to know if they will keep children at school until a parent or designated adult can pick them
up or send them home on their own. Be sure that the school has updated information about
how to reach parents and responsible caregivers to arrange for pickup. And, ask what type
of authorization the school may require to release a child to someone you designate, if you
are not able to pick up your child. During times of emergency the school telephones may be
overwhelmed with calls.

For more information on putting together a disaster plan, request a copy of the brochure
titted Your Family Disaster Plan (A4466) from your local American Red Cross chapter. You
may also want to request a copy of Before Disaster Strikes. How to Make Sure You're
Financially Prepared (A5075) for specific information on what you can do now to protect
your assets.

lll. IF DISASTER STRIKES

* Remain calm and be patient.

* Follow the advice of local emergency officials.

e Listen to your radio or television for news and instructions.

» If the disaster occurs near you, check for injuries. Give first aid and get help
for seriously injured people.

« Ifthe disaster occurs near your home while you are there, check for damage
using a flashlight. Do not light matches or candles or turn on electrical
switches. Check for fires, fire hazards and other household hazards. Sniff for
gas leaks, starting at the water heater. If you smell gas or suspect a leak, turn
off the main gas valve, open windows, and get everyone outside quickly.

»  Shut off any other damaged utilities.

» Confine or secure your pets.

» Call your family contact-do not use the telephone again unless it is a life-
threatening emergency.

e Check on your neighbors, especially those who are elderly or disabled.
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A Word on What Could Happen
As we learned from the events of September 11, 2001, the following things can happen after a
terrorist attack:

There can be significant numbers of casualties and/or damage to buildings

and the infrastructure. So employers need up-to-date information about any
medical needs you may have and on how to contact your designated
beneficiaries.

Heavy law enforcement involvement at local, state and federal levels follows

a terrorist attack due to the event’s criminal nature.

Health and mental health resources in the affected communities can be strained to
their limits, maybe even overwhelmed.

Extensive media coverage, strong public fear and international implications and
consequences can continue for a prolonged period.

Workplaces and schools may be closed, and there may be restrictions on domestic
and international travel.

You and your family or household may have to evacuate an area, avoiding roads
blocked for your safety.

Clean-up may take many months.

Evacuation

If local authorities ask you to leave your home, they have a good reason to make this request,
and you should heed the advice immediately. Listen to your radio or television and follow the
instructions of local emergency officials and keep these simple tips in mind:

n

a A

Wear long-sleeved shirts, long pants and sturdy shoes so you can be protected as
much as possible.

Take your disaster supplies kit.

Take your pets with you: do not leave them behind. Because pets are not permitted
in public shelters, follow your plan to go to a relative’s or friend’s home, or

find a “pet-friendly” hotel.

Lock your home.

Use travel routes specified by local authorities-don’t use shortcuts because
certain areas may be impassable or dangerous.

Stay away from downed power lines.
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Listen to local authorities.

Your local authorities will provide you with the most accurate information specific to an event in
your area. Staying tuned to local radio and television, and following their instructions is your
safest choice.

If you're sure you have time:

e Call your family contact to tell them where you are going and when you expect to
arrive.

«  Shut off water and electricity before leaving, if instructed to do so. Leave natural gas
service ON unless local officials advise you otherwise. You may need gas for
heating and cooking, and only a professional can restore gas service in your home
once it's been turned off. In a disaster situation it could take weeks for a professional
to respond.

Shelter in place

If you are advised by local officials to “shelter in place,” what they mean is for you to remain inside
your home or office and protect yourself there. Close and lock all windows and exterior doors. Turn
off all fans, heating and air conditioning systems. Close the fireplace damper. Get your disaster
supplies kit, and make sure the radio is working. Go to an interior room without windows that's
above ground level. In the case of a chemical threat, an above-ground location is preferable because
some chemicals are heavier than air, and may seep into basements even if the windows are
closed. Using duct tape, seal all cracks around the door and any vents into the room. Keep listening
to your radio or television until you are told all is safe or you are told to evacuate. Local officials may
call for evacuation in specific areas at greatest risk in your community.

IV. ADDITIONAL POSITIVE STEPS YOU CAN TAKE

Raw, unedited footage of terrorism events and people’s reaction to those events can be very
upsetting, especially to children. We do not recommend that children watch television news reports
about such events, especially if the news reports show images over and over again about the
same incident. Young children do not realize that it is repeated video footage, and think the
event is happening again and again. Adults may also need to give themselves a break
from watching disturbing footage. However, listening to local radio and television reports
will provide you with the most accurate information from responsible governmental
authorities on what's happening and what actions you will need to take. So you may want
to make some arrangements to take turns listening to the news with other adult members of
your household.

Another useful preparation includes learning some basic first aid. To enroll in a first aid
and AEDICPR (automatic external defibrillator coronary pulmonary resuscitation)
course, contact your local American Red Cross chapter. In an emergency situation, you
need to tend to your own well-being first and then consider first aid for others
immediately around you, including possibly assisting injured people to evacuate a
building if necessary.
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People who may have come into contact with a biological or chemical agent may need to go
through a decontamination procedure and receive medical attention. Listen to the advice of local
officials on the radio or television to determine what steps you will need to take to protect
yourself and your family. As emergency services will likely be overwhelmed, only call 9-1-1
about life-threatening emergencies.

First Aid Primer

If you encounter someone who is injured, apply the emergency action steps: Check-Call-Care.
Check the scene to make sure it is safe for you to approach. Then check the victim for
unconsciousness and life-threatening conditions. Someone who has a life-threatening condition,
such as not breathing or severe bleeding, requires immediate care by trained responders and
may require treatment by medical professionals. Call out for help. There are some steps that you
can take, however, to care for someone who is hurt, but whose injuries are not life threatening.

C