
storm hitting Florida could result in up to $6.6 billion 
in claims, has $7.4 billion in surplus and additional re-
insurance — backup coverage that insurers purchase.

With 453,339 policies statewide as of July 31, the 
company also 
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Florida Taxpayers May Avoid Bill 
from Hurricane Irma

By JIM TURNER, News Service of Florida

TALLAHASSEE — About 70,000 Citizens Property Insurance policyholders are expected to file an esti-
mated $1.23 billion in claims because of damage from Hurricane Irma, the state-backed insurer said 
Wednesday, a lower-than-projected number that should keep taxpayers from having to foot any part 
of the bill.

“Even after Hurricane Irma, Citizens’ capital position is 
strong,” Citizens Chairman Chris Gardner said during a 
brief telephone meeting Wednesday.

If claims from a hurricane overwhelm the resourc-
es of Citizens, it can impose a surcharge on the 
insurance policies of all Floridians, something it 
had to do after storms pummeled Florida in 2004 
and 2005.

Gardner credited “hard work and preparation 
over the last few years” for Citizens’ initial re-
sponse to Hurricane Irma. But he cautioned that 
“given the magnitude of reported claims, we are 
sure to encounter unforeseen challenges.”

Hurricane Irma made landfall in the lower Keys on 
Sunday morning, Sept. 10, 2017, as a Category 4 
storm, moved through Naples and up through the 
state between Orlando and Tampa after a week 
of devastating the Caribbean. It was downgrad-
ed to a tropical storm at 8 a.m. Monday, Sept 11, 
but brought severe flooding across North Florida, 
Georgia and South Carolina.

The company, which has estimated that a 100-year 
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has less exposure than it did five years ago when it covered nearly 1.5 
million properties.

Gardner, calling the $1.23 billion figure an “early estimate,” said Citi-
zens also expects to recoup about $193 million from the Florida Hurri-
cane Catastrophe Fund, which also provides backup coverage.

As of Tuesday night, more than 45,600 Citizens claims had been filed 
since Irma made two Florida landfalls Sept. 10. About 56 percent of 
the claims were from Miami-Dade, Broward and Palm Beach counties.

Monroe County, which includes the Florida Keys where the company 
has 60 percent of the coverage, was responsible for 15 percent of the 
claims that had been filed.

Days after powerful and deadly Hurricane Irma made its double land-
fall in Florida, the company was bracing for up to 125,000 claims.

But with 800 adjusters in the 
field, the number of claims 
filed is now expected to grow 
by only 15,000 over the next 18 
to 24 months, Gardner said.

Last year, Citizens paid out $10.7 million in claims related to hurricanes 
Hermine and Matthew, with about 4,000 claims filed.

Meanwhile, the state Office of Insurance Regulation reported that as 
of Tuesday afternoon, an overall industry total of 605,520 Irma claims 
had been filed, with losses estimated at $3.86 billion.

Last year, Hermine, which made landfall south of Tallahassee as a Cat-
egory 1 storm, resulted in 19,699 claims that totaled $139 million in 
losses. Matthew, which never made landfall as it ran up the eastern 
shoreline, had 119,345 claims, with losses projected at $1.182 billion.

After the storms of 2004-2005 produced a $1.7 billion Citizens deficit, 
lawmakers gave it a partial bailout of $800 million and an assessment 
of 1.7 percent was placed on property owners’ insurance premiums to 
recover the remaining $900 million. The assessment was reduced to 1 
percent in 2011. It didn’t end until 2015.

Another concern is just how equipped some of the small, Florida-based 
insurers are able to handle a major hurricane.

If a company gets an influx of claims and becomes insolvent, the Florida 
Insurance Guaranty Association would cover those losses, but it could 
issue emergency assessments of up to 2 percent on policies statewide 
to pay for hurricane losses.

The last time the association approved a 2 percent assessment was 
in 2006, to cover $400 million in losses at Poe Financial Group. About 
a dozen companies went bankrupt after Hurricane Andrew slammed 
into South Florida in 1992.

A version of this article originally appeared on September 27, 2017 at 
OrlandoSentinel.com. Reprinted with sincere thanks.
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The Latin American Associ-
ation of Insurance Agencies 
Broward Chapter was found-
ed in September 2010.

The LAAIA strives to protect 
the rights of its members 
through education, informa-
tion, networking, and active 
participation in the political 
environment and communi-
ty service for the benefit of 
consumers.

Have you heard about our 
new Facebook group, avail-
able for members only?

It is fun, easy, and a great 
place for encouragement, 
enlightenment, and to cele-
brate successes and events 
with each other. You can also 
bring your questions and/or 
seek help with situations or 
struggles you may be having. 

It’s another privilege of 
membership!

If you are a Broward LAAIA 
member, then search for the 
Broward Chapter of LAAIA 
closed group in Facebook 
and click on JOIN.

http://OrlandoSentinel.com


First FEMA Trailers Arrive in 
The Keys for People Who Lost 
Homes to Irma
BY GWEN FILOSA

The first FEMA trailers arrived in Key 
West on Wednesday, September 
27, awaiting eligible Monroe County 
residents who cannot return to their 
homes due to the devastation Hurri-
cane Irma left.

So far, FEMA has approved through individual assis-
tance 84 travel trailers for Keys survivors of the storm.

“This is great news,” said Christine Hurley, the 
Monroe County Assistant County Administrator, at 
Wednesday’s county commission meeting.

Hurley has been leading the recovery for Monroe 
County Emergency Management in the wake of 
Irma, which roared across the Keys Sept. 10, leaving 
the Middle and Lower Keys hardest hit but Key West 
largely unscathed.

She said the next goal is for FEMA to 
install the trailers on pads. The trail-
ers will become inhabitable as soon 
as they’re hooked up to utilities.

These trailers may be put on ap-
proved private property sites or at six 

larger sites for a number of trailers that have been 
approved by the Army Corps of Engineers and sent to 
FEMA for that agency’s approval, said Cammy Clark, 
the county spokeswoman.

A version of this article originally appeared on September 28, 
2017 at MiamiHerald.com. Reprinted with sincere thanks.

***SAVE THE DATE***
On Wednesday, October 18, 2017, join your Broward LAAIA chapter at the Plantation Pre-
serve Golf Course & Club (7050 West Broward Blvd, Plantation, FL) from 6:30 to 8:30 p.m.  
for our October Monthly Meeting: “Member Benefits Working to Benefit You,” sponsored by 

Universal North America. Topics will include: 
• Identity Recovery Coverage
• Data Compromise
• Employment Practices Liability
Speaker: Melissa Bolger, CPIA, Senior Sales Manager, Uni-
versal North America
Online registration closes: October 16, 2017.
Broward LAAIA Members and Sponsors: Free with coupon

Additional LAAIA Members and Sponsors: $25
Non-members: $35
Walk-ins and those registering after October 16: $45

JOIN US FOR THE 2017 LAAIA ASSOCIATES NIGHT!
You are invited to a special evening of fun and recognition as we express our sincere 
GRATITUDE to our Associate Partners for their continued support and patronage.
When: Wednesday, October 4, 2017, 6:30 P.M. - 9:30 P.M.
Where: Pullman Hotel Miami (5800 Blue Lagoon Drive, Miami, FL)
Registration Deadline: Monday, October 2, 2017
Fees
First Associate Member: Complimentary
Additional Associate Members and Agency Members: $40.00
Non-Member: $55.00
Walk Ins: $65.00

http://MiamiHerald.com


WORKING WISE
3 Ways to Prevent Yourself from Burning Out at Work

By ERIC BARKER

Ever wake up exhausted and just dread going to work? Do you feel like that most days? Every day?

And we’ve all seen others who have suffered the 
death spiral of burnout and become shambling zom-
bies at the office. They’re not “The Walking Dead”, 
they’re “The Working Dead.”

Well, maybe you’re just tired. But tired isn’t burnout. 
Tired is tired. Get more sleep and you’re not tired any-
more. So, what does real burnout feel like?

From The Truth About Burnout: How Organizations 
Cause Personal Stress and What to Do About It: “…
three things happen: you become chronically exhaust-
ed; you become cynical and detached from your work; 

and you feel increasingly ineffective on the job.”

Ah, must be time for a vacation. Vacations fix burn-
out, right? Wrong. Research shows that’s like taking 
painkillers to treat a brain tumor. You feel better for 
a while but then the problem comes roaring back: “…
work engagement significantly increased and teach-
ers’ burnout significantly decreased after vacation. 
However, these beneficial effects faded out within 
one month… job demands after vacation sped up the 
fade-out of beneficial effects.”

Continued on PG. 5

By CLIFF DUNN

Please join your Broward LAAIA officers, directors, and chapter membership in 
thanking Past President Nancy Marcus, 
who was honored last month at our new 
board members installation dinner for 
her years of service to the Broward LAAIA 
chapter and our members. 

OUR VENDORS MAKE THE 
DREAM WORK
Special thanks to Scott Gumora of All 
American Awards, Gifts, and Engraving 
(4871 NE 12th Ave., Oakland Park) for his 
professionalism and help with the awards 
during our Sponsor and Carrier Apprecia-
tion Night. 

All American Awards, Gifts, and Engraving 
is a promotional product distributor and 
proud member of the Advertising Special-
ty Institute. They are able to supply your 
agency with every possible promotional 

product from over 3,000 suppliers. Visit them at AllAmericanAwardsOnline.com.

OUR MEMBERS MAKE THE DREAM WORK
Honoring Nancy Marcus

http://AllAmericanAwardsOnline.com


So, what gives? What is burnout really? Where does 
it come from? And what do we have to do to avoid it? 
Time for some real answers. Let’s get to it…

What Burnout Really Is

Burnout isn’t being overworked or not getting enough 
rest. Burnout is job-induced depression.

From Barking Up the Wrong Tree: The Surprising Sci-
ence Behind Why Everything You Know About Suc-
cess Is (Mostly) Wrong: “We commonly refer to the 
problem as ‘burnout’, but what’s fascinating is that 
psychologists have realized that burnout isn’t just an 
acute overdose of stress; it’s pretty much plain ol’ 
clinical depression. The paper, ‘Comparative Symp-
tomatology of Burnout and Depression’, said, ‘Our 
findings do not support the view hypothesizing that 
burnout and depression are separate entities.”

When work just gets too frustrating and pursuing your 
career goals feels futile, you be-
come pessimistic. And University 
of Pennsylvania professor Martin 
Seligman explains that “depression 
is pessimism writ large.”

Seligman’s work also shows opti-
mism promotes persistence. When 
we expect good things to happen, 
it’s rational to be more resilient. So, burnout is actual-
ly the flip side of grit.

From Barking Up the Wrong Tree: The Surprising Sci-
ence Behind Why Everything You Know About Success 
Is (Mostly) Wrong: “…when you’re not clicking with 
your role, you’re overloaded, and your duties aren’t 
aligned with your expectations or values, it’s not 
merely the stress that gets to you; you actually ex-
perience a perspective shift. You feel you can’t make 
progress, you disengage, and you eventually become 
cynical and pessimistic. So burnout is the flip side of 
grit. When we talked about Navy SEAL James Waters 
and the research of Martin Seligman, we saw that re-
silience often comes from optimism. Burnout is the 
result of a pessimistic attitude toward your job. ‘This 
isn’t getting me anywhere. I can’t handle this. It’s nev-
er going to get any better’.”

So how do you make sure you never end up as one 
of “The Working Dead”? Well, if the root cause of de-
pression is pessimism…

Be Optimistic

Optimism and pessimism all come down to the 
story you tell yourself about what happens to you. 
Researchers call this “explanatory style.” There 
are three important elements here. Let’s call them 
the 3 P’s: permanence, pervasiveness and whether 

it’s personal.

Pessimists tell themselves that bad events:
1. Will last a long time, or forever. (“I’ll never get 

this done.”)
2. Are universal. (“You can’t trust any of 

those people.”)
3. Are their own fault. (“I’m terrible at this.”)

Optimists, well, they see it the exact opposite:
1. Bad things are temporary. (“That happens oc-

casionally but it’s no big deal.”)
2. Bad things have a specific cause and aren’t uni-

versal. (“When the weather is better that won’t 
be a problem.”)

3. It’s not their fault. (“I’m good at this but today 
wasn’t my lucky day.”)

Seligman explains: “The defining characteristic of pes-
simists is that they tend to believe bad events will last 
a long time, will undermine everything they do, and 
are their own fault. The optimists, who are confronted 

with the same hard knocks of this 
world, think about misfortune in 
the opposite way. They tend to be-
lieve defeat is just a temporary set-
back, that its causes are confined 
to this one case. The optimists be-
lieve defeat is not their fault:
• Circumstances, bad luck, or oth-
er people brought it about. Such 

people are unfazed by defeat. Confronted by a 
bad situation, they perceive it as a challenge and 
try harder.

Pay attention to the voice in your head. When it starts 
describing negative events as permanent, pervasive 
or personal, correct yourself. By remembering the 
3 P’s and flipping the script, Seligman says you can 
make yourself more optimistic over time.

So you’re looking on the bright side. Good. But is 
there anything that can make you downright immune 
to burnout? Yup…

Find Meaning In What You Do

When you find true meaning in your work — when 
it’s not a job, it’s a calling — you don’t burn out. 
From Barking Up the Wrong Tree: The Surprising Sci-
ence Behind Why Everything You Know About Success 
Is (Mostly) Wrong: “Researchers Cary Cherniss and 
David Kranz found that burnout was ‘virtually absent 
in monasteries, Montessori schools, and religious care 
centers where people consider their work as a calling 
rather than merely a job’.”

When jobs are meaningful, long stressful hours don’t 
have to be the 

Continued on PG. 6



THE INFORMED AGENT
When Insurance Customers Lie

By MARIA FERRANTE-SCHEPIS

As the insurance industry pushes ahead into the next decade, adapting to change and, in some cases, leading change, 
those committed to the industry and its purpose face an underlying tension that they all wish would just go away.

They wish the industry were not so hated by the public.

While hate is a strong word and potentially offensive 
— relative to other products, services and industries 
— insurance definitely ranks toward the bottom rela-
tive to respect. On my personal quest to impact this, 
I find that you can learn a lot by examining the worst 
of the possible behaviors — that is, insurance fraud.

Recently, my colleagues at Maddock Douglas and I 
engaged in some conversations with both LexisNe-
xis and Swiss Re on this subject. Both organizations 
have some interesting lenses to look through. In fact, 
the three companies will be doing a webinar to share 
these views on Aug. 10.

Continued on PG. 7

path to an early grave. In fact, the exact opposite can 
be the case…

The Terman Study followed a group of people across 
their entire lives, from childhood to old age. What did 
they find? Those who stayed very involved in meaning-
ful careers and worked the hardest, lived the longest.

Rose-colored glasses? Check. Feel your work is mean-
ingful? Check. But when the stress hits hard what’s 
the emotional EpiPen you need to inject yourself 
with to prevent burnout?

Double Down on Relationships

When you get busy at work, you often make less time 
for friends and family. Bad idea. That’s the emotional 
equivalent of being so overworked you stop eating 
and starve yourself to death.

Who handles stress the best? Those who increase 
their social activity when things get hard.

From Barking Up the Wrong Tree: The Surprising Sci-
ence Behind Why Everything You Know About Suc-
cess Is (Mostly) Wrong: “Shawn Achor echoed this, 
‘The people who survive stress the best are the ones 
who actually increase their social investments in 
the middle of stress, which is the opposite of what 
most of us do. Turns out that social connection is the 
greatest predictor of happiness we have when I run 
them in my studies’.”

But does this theory really help you avoid burnout 
in the real world? Yes. From Barking Up the Wrong 
Tree: The Surprising Science Behind Why Everything 
You Know About Success Is (Mostly) Wrong: “When 

the American Medical Association surveyed top doc-
tors to find out how they avoided burnout, one of 
the key things mentioned was ‘sharing issues with 
family and friends’.”

Alright, we’ve covered a lot. Time to round it up and 
learn the most important idea underlying all of this…

Sum Up

This is how to avoid burnout:
• Burnout is depression: You’re not tired from 

your job; you’re pessimistic about your job.
• Be optimistic: Remember the 3P’s. (Every one 

of my blog posts is alwaysgood and it is per-
sonally due to me.)

• Find meaning in what you do: I’m writing this 
to help you. So I’m not burned out. (But, man, 
am I tired.)

• Double down on relationships: Work stress is 
a poison and friends are the antidote.

What’s really interesting here? None of these fixes ac-
tually changes what you’re doing. Optimism and mean-
ing only change your interpretation of what’s going on. 
And time with friends happens when work is done.

Working less doesn’t make your job less frustrating. 
It makes it less frequently frustrating. You can still be 
quite pessimistic about things you don’t do as much. 
People have jobs far worse than yours and don’t get 
burned out. It’s about perspective.

You decide whether the glass is half-empty or half-
full. But make sure to drink with close friends.

A version of this article originally appeared at Bakadesuyo.com. 
Reprinted with sincere thanks.

http://Bakadesuyo.com


Not Realizing That ‘Misbehaving’ Has A Cost?

First and foremost, it was surprising to hear how big 
the problem of fraud actually is. LexisNexis Risk Solu-
tions, through a variety of sources, has reported that 
fraud costs the insurance industry over $80 billion a 
year. Also, there are interesting flavors of such fraud, 
ranging from out and out intent to steal money from 
insurance companies all the way to “little white lies.” 
The ability to detect and size that behavior is very 
helpful in creating realistic expectations around costs 
and isolating areas for improvement.

I find the white lies more intriguing and potentially 
helpful in understanding the problem because they 
are more widespread and harder to detect. Addition-
ally, I suspect that some of that behavior stems from 
a lack of understanding about how insurance systems 
work, with consumers not necessarily realizing that 
“misbehaving” has a cost.

Swiss Re has some interesting insights about the be-
havior and what impacts it as well. In fact, they’ve 
leveraged behavioral economics to learn that the con-
text, order and style in which we ask 
basic underwriting questions can make 
a big difference in the truthfulness and 
accuracy of answers.

Behavior Of A Few Impacts Many

I believe there is yet another lens that 
we can put on this challenge: specifi-
cally, social norms. Insurance is a social construct; 
however, we treat it like a product. Social constructs 
— such as electricity, cable TV, public transportation, 
public parks, schools and community resources — are 
shared. The behavior of a few with respect to those 
shared constructs impacts the many. Additionally, it’s 
the many that have responsibility for their preserva-
tion, especially when they start to break down.

Perhaps it’s time to re-inject social norms into the in-
surance conversation, helping the public see how their 
dishonest behavior impacts others. (Photo: iStock)

However, that big picture is often lost after those so-
cial constructs age way past the people who invented 
them. So, perhaps it’s time to re-inject social norms 
into the insurance conversation, helping the public 
see how their behavior impacts others.

Some great role models for this type of shift would be:
The Keep America Beautiful campaign from the 1970s.
Mothers Against Drunk Driving.
Quit smoking campaigns.

On the surface, it would seem like the common de-
nominator is a giant advertising spend. While that 
may be true, there is another common denominator 

we can learn from: that is, a social label.

Keep America Beautiful, best known for the crying 
American Indian, is the campaign that also created 
the term “litterbug.” “Don’t be a litterbug.” Litterbugs 
are bad and socially unacceptable. But prior to the 
invention of that term, it was socially acceptable to 
dump litter at a traffic light out your car window.

Mothers Against Drunk Driving (M.A.D.D.) created 
the concept of the designated driver. The “DD” is a 
hero to those who like to have a good time but want 
to stay safe.

Quit smoking campaigns created the concept of “sec-
ondhand smoke.” Yes, scientifically proven, but more 
important, it set up the innocent victim, often children 
or nonsmoking co-workers, leading to ordinances and 
family rules banning smoking in many locations.

Social Label Around ‘Little White Insurance Lies’?

Is there such a social label that can be created around 
“little white insurance lies”? The label could either cast 

out the villains, glorify the heroes and/
or spotlight a victim. My colleagues 
and I have done a little brainstorming 
on this subject, and there are some 
interesting ideas we will talk about 
during the webinar.

The bigger question for the industry is 
whether or not this is a job for a sin-

gle brand or a coalition. In my opinion, either is pos-
sible with the right passion, commitment and desire 
to make a difference. While the past examples all had 
large ad spends behind them, they were all invented 
before the internet existed, and ad spend was the le-
ver that brands and coalitions would pull when the 
priority was awareness.

However, today we have unlimited access to technol-
ogy and social connectivity. Think about the success of 
the ice bucket challenge. This social campaign raised 
$115 million for ALS research in just a few months. 
Why? It created millions of heroes. It let them, for a 
moment, feel what it was like to be a victim, and then 
do something about it, either through raising aware-
ness or raising money. Otherwise, socially they were 
viewed as villains. After all, couldn’t you sacrifice your 
comfort for a few seconds, or a few dollars, for a good 
cause? Wow. Hmmm.

Maria Ferrante-Schepis (maria.fs@maddockdouglas.
com), M.B.A., CLU, is managing principal, insurance 
and financial services, for Maddock Douglas in Elm-
hurst, Ill. Visit her blog at www.soldnotbought.com.

A version of this article originally appeared on August 3, 2017 at 
PropertyCasualty360.com. Reprinted with sincere thanks.

mailto:maria.fs@maddockdouglas.com
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AGENT PROVOCATEUR
3 Essential Steps to Getting Out of a Sales Slump

By SHAWN SPARKS

Even the best salespeople fall into a slump sometimes. The trajectory to greatness is never a straight line. In-
stead, people falter and fall all along their way to achieving their higher insurance sales goals.

For salespeople, whether they are a business owner 
or part of a larger organization, entering a sales slump 
is one of the worst professional situations imaginable. 
Egos get bruised, bank accounts are damaged, confi-
dence is shaken and home life can become strained.

Well, what if I told you that you could mitigate all of 
these issues? You’ll always enter into a sales slump at 
one time or another, but there are three specific ways 
to getting out of your slump fast.

Follow these steps and you’ll be back on your feet and 
selling in no time!

1. Get back to the basics. It may sound simple but 
it’s truer than you’d like to believe. Often times when 
we’re in a sales slump it’s because we aren’t focusing 
on the fundamentals. What caused you to become a 
successful salesperson in the first place? Repeating 
those routines and tasks can help you 
get back on your feet.

You see, often times a routine, al-
though effective, gets so monotonous 
that you’ll eventually abandon it even 
though it’s resulting in success. When 
this happens you’re liable to enter 
into a slump. And then you’ll lament 
to yourself about your lack of success 
even though the key is sometimes to 
keep doing what you’ve always done.

So, rather than trying to beat yourself up about your 
slump, take a step back and identify the key funda-
mentals that caused you to be successful in the first 
place. Then get back to doing them and you’ll be back 
into the swing of things.

As Samuel Johnson once said, “Often times suc-
cessful people need to be reminded as opposed 
to instructed.”

2. Listen to your customers. Feedback is the linchpin 
to becoming a better salesperson -not to mention a 
better person in general. However, when we enter 
into a sales slump we’re liable to reject feedback or 
just miss it completely.

Instead, be on a quest for real feedback from your cli-
ents and prospective clients. Find out where you can 
improve, and what you need to work on. But also, 
identify what your clients love most as well. Being re-
minded of the value you bring, and how much it ben-
efits your clients, can increase your personal enthusi-
asm and confidence in selling. Often times your clients 
may highlight key things they love most about your 
company, that you’ve gotten away from talking about 
with new prospective clients.

3. Seek third-party advice. Other than customer feed-
back, another great way to get out of a sales slump is 
through third-party advice. While your customers can 
tell you how you’re benefiting them and where you 
can better your services, a third party can give you in-
sights from a thousand-foot view.

Third-party people, or those who aren’t in your busi-
ness day to day, can approach your sit-
uation with new and fresh eyes. They 
can use their own unique experiences 
and insights to point out potentially 
obvious areas for improvement.

It’s a situation of being too close to 
the problem. Think about a painting 
on your wall. Since you live in your 
home, you see the painting every 
day, and before long it becomes al-

most invisible to you. You rarely notice it. But, invite 
someone over for the first time and they’ll notice the 
painting right away.

Well, just like with the painting, a third-party per-
son or organization can help you spot the obvi-
ous. They can look at your deficiencies as well as 
strengths and give you feedback that can get you 
out of your sales slump.

The idea here is to speak with people you trust, who 
will give you real authentic feedback. Talk to profes-
sionals, friends, even business coaches. Any of these 
people will give you that unique angle to help pull you 
out of your slump.

4. No slump is Continued on PG. 9



SPECIAL REPORT
Top 10 Costliest Hurricanes in U.S. History

By DENNY JACOB

As Texas and Florida begin to rebound from Hurricane Harvey and Hurricane Irma, there can be little doubt to 
how our weather is causing costly property damage. 

Certain forecasters believe Irma may produce more 
damage and insured losses than Harvey. Whatever 
the result may be, the insurance industry is certain to 
feel the effects.

The U.S. has a strong history dealing with extreme 
weather. Certain states have garnered reputations for 
events such as earthquakes or wildfires. But as Hurri-
canes Harvey and Irma have shown, extreme weather 
is moving into unprecedented territories and produc-
ing catastrophic results. 

The estimated insured loss from the following hurri-
canes only account for property cov-
erage and excludes flood damage cov-
ered by the National Flood Insurance 
Program. Courtesy of the Insurance 
Information Institute, here are 10 cost-
liest hurricanes to hit the U.S.:

10. Hurricane Frances
Date: Sept. 3-9, 2004.
Location(s): Florida, Georgia, North Caroline, New 
York, South Carolina.
Dollars when occurred (in millions): $4,595.
In 2015 dollars (in millions): $5,660.

9. Hurricane Rita
Date: Sept. 20-26, 2005.
Location(s): Alabama, Arkansas, Florida, Louisiana, 
Mississippi, Tennessee, Texas.
Dollars when occurred (in millions): $5,627.
In 2015 dollars (in millions): $6,715.

8. Hurricane Hugo
Date: Sept. 17,22, 1989.
Location(s): Georgia, North Carolina, Puerto Rico, 

South Caroline, U.S. Virgin Islands, Virginia.
Dollars when occurred (in millions): $4,195.
In 2015 dollars (in millions): $7,152.

7. Hurricane Ivan
Date: Sept. 15-21, 2004.
Location(s): Alabama, Delaware, Florida, Georgia, 
Louisiana, Maryland, Mississippi, North Carolina, 
New Jersey, New York, Ohio, Pennslyvania, Tennes-
see, Virginia, West Virginia.
Dollars when occurred (in millions): $4,195.
In 2015 dollars (in millions): $7,152.

6. Hurricane Charley
Date: Aug. 13-14, 2004.
Location(s): Florida, North Carolina, 
South Carolina.
Dollars when occurred (in mil-
lions): $7,475.
In 2015 dollars (in millions): $9,207.

5. Hurricane Wilma
Date: Oct. 24, 2005.
Location(s): Florida.
Dollars when occurred (in millions): $10,300.
In 2015 dollars (in millions): $12,292.

4. Hurricane Ike
Date: Sept. 12-14, 2008.
Location(s): Arkansas, Illinios, Indiana, Kentucky, 
Louisiana, Missouri, Ohio, Pennsylvania, Texas.
Dollars when occurred (in millions): $12,500.
In 2015 dollars (in millions): $13,826.

3. Hurricane Sandy
Date: Oct. 28-31, 2012.

Continued on PG. 10

forever. The bottom line is that no slump is forever. 
It might seem bleak now, but if you focus on max-
imizing the above three, you’ll slowly climb out of 
your hole.

Remember that you already have the ability to be-
come a superstar salesperson once again. All it takes 
is a bit of insight from customers and third-party 

people as well as a focused effort on getting back to 
your basics.

Before long you’ll be maximizing your sales. All it 
took was a simple one, two, and three.

A version of this article originally appeared on August 1, 2017 
at PropertyCasualty360.com. Reprinted with sincere thanks.

http://PropertyCasualty360.com


INDUSTRY INSIDER
Are Insurers Paying for Marijuana?

By MICHELE HIBBERT-IACOBACCI, CCSP, OHCC

The industry is in a haze, and it’s from marijuana — legalized medical marijuana. So many questions and not 
enough answers when it comes to established claims guidelines for reimbursement:

Is cannabis falling into the abyss of the property and 
casualty claims payment systems?

What do claims professionals do when they encoun-
ter a medical bill for cannabis?

Why are there are no valid codes for submission 
for payment in the Current Procedural Terminology 
(CPT), Healthcare Common Procedural Coding Sys-
tem (HCPCS) or National Drug Code (NDC) for medi-
cal marijuana?

There actually is an answer to the last question be-
cause the Food and Drug Administration (FDA) still 
classifies medical marijuana as a Schedule I drug. 
The FDA has not approved marijuana as a safe and 
effective drug for any indication (FDA, 2017). Its clas-
sification as a Schedule I drug under the Controlled 
Substances Act of 1970 indicates that marijuana has 
a high potential for abuse, does not currently have an 
accepted medical use and has a lack of accepted safe-
ty for use under medical supervision. Other Schedule I 
drugs include heroin and hallucinogens like LSD.

Legalization in the U.S.

At the state level, there are currently 29 states plus 
the District of Columbia that have legalized medical 
marijuana (ProCon.Org, 2017). They are:
Alaska*
Arizona
Arkansas
California*

Colorado*
Connecticut
Delaware
Florida
Hawaii
Illinois
Maine*
Maryland
Massachusetts*
Michigan
Minnesota
Montana
Nevada
New Hampshire
New Jersey
New Mexico
New York
North Dakota
Ohio
Oregon*
Pennsylvania
Rhode Island
Vermont
Washington*
West Virginia
Washington, D.C.

Of these states, seven have also legalized marijuana 
for recreational Continued on PG. 11

Location(s): Connecticut, Washington D.C., Dela-
ware, Maine, Maryland, Maine, North Carolina, 
New Hampshire, New Jersey, New York, Ohio, 
Pennsylvania, Rhode Island, Virginia, Vermont, 
West Virginia.
Dollars when occurred (in millions): $18,750.
In 2015 dollars (in millions): $19,563.

2. Hurricane Andrew
Date: Aug. 24-26, 1992.
Location(s): Florida, Louisiana.

Dollars when occurred (in millions): $15,500.
In 2015 dollars (in millions): $24,111.

1. Hurricane Katrina
Date: Aug. 25-30, 2005.
Location(s): Alabama, Florida, Georgia, Louisiana, 
Mississippi, Tennessee.
Dollars when occurred (in millions): $41,100.
In 2015 dollars (in millions): $49,047.

A version of this article originally appeared on September 12, 
2017 at PropertyCasualty360.com. Reprinted with sincere thanks.

http://PropertyCasualty360.com


use in addition to medical marijuana.

Legalized Marijuana and Claims

In states where medical marijuana has been legalized, 
they specify qualifying conditions for which marijuana 
can be prescribed. Here in the property and casualty 
(P&C) industry, we are concerned with those condi-
tions related to workers’ compensation and auto acci-
dents. Although the conditions for prescribing medical 
marijuana differ from state to state, there are many 
similarities.

Conditions such as pain, spinal cord injury, traumatic 
brain injuries, muscle spasms, post-traumatic stress 
syndrome and more can be seen in accident injury 
cases. Some states even have “other chronic or per-
sistent medical conditions” approved for prescription, 
which can lead to seeing claims where the doctor is 
prescribing for non-specific diagnoses.

Insurers should be aware that non-specific diagnoses 
codes can appear on submitted medical bills using the 
International Classification of Diseases – 10th Revi-
sion, Clinical Modification (ICD-10-CM), using the fol-
lowing example codes:

• M79.604 – Pain in right lower 
limb, not otherwise specified.

• G89.21 – Chronic pain due to 
trauma.

• M54.5 – Low back pain.

When pain is the only diagnosis on the 
bill (claim), it is probably best to re-
quest additional codes to isolate the 
injury. For the ICD-10-CM, G89 codes may be used 
in conjunction with codes from other categories and 
chapters to provide more detail about acute or chron-
ic pain and neoplasm-related pain, unless otherwise 
indicated in other guidelines.

Legalized Marijuana and Workplace Safety Concerns

A major concern with patients using medical marijua-
na is the effect it may have on them while at work and 
operating equipment like motorized vehicles. Driving 
under the influence (DUI) laws for marijuana are simi-
lar to that of using alcohol.

Until recently, it was more difficult for law enforce-
ment to test for marijuana intoxication. However, 
some states, like California, have recently unveiled 
a newer detection system that uses a mobile saliva 
screening device. In addition to testing for marijuana 
this device will also test for cocaine, amphetamines 
and prescription narcotics.

According to the National Institute on Drug Abuse, af-

ter alcohol, marijuana is the drug most often found 
in the blood of drivers involved in crashes. To detect 
marijuana in drivers, the tests measure the level of 
delta-9- tetrahydrocannabinol (THC), marijuana’s 
mind-altering ingredient, in the blood. But the role 
that marijuana plays in crashes is often unclear (www.
drugabuse.gov, 2016).

With all the possibilities of a driver or worker either 
being prescribed or using recreational marijuana, not 
only are future accidents highly probable, but so are 
the additional prescriptions being prescribed for inju-
ries they receive. Today, the majority of casualty claim 
payers do not cover medical marijuana prescriptions. 
However, we are seeing a number of instances where 
judges have forced workers’ compensation payers to 
reimburse claimants. These cases are few and have 
occurred in states like in New Jersey, Maine, Con-
necticut, Minnesota and New Mexico.

Coding the Legalized Marijuana Claim

If a payer received a claim to cover medical marijuana, 
how would they recognize the drug without any abili-
ty to submit it using appropriate codes?

Since the FDA has not approved mari-
juana, there are no codes or standard-
ized nomenclatures available for com-
municating the prescribing of legalized 
marijuana from providers to payers. 
What we see in claims is documented 
evidence of medical marijuana being 
used by claimants and creative use of 
the nomenclatures currently used for 
reimbursement. Some of the codes 

and situations being billed that include medical mar-
ijuana are:

• CPT code 99070 (American Medical Associa-
tion) – Supplies and materials provided by the 
physician or other qualified health care profes-
sional over and above those usually included 
with the office visit or other services rendered 
(list drugs, trays, supplies or materials provid-
ed).

When CPT Code 99070 is submitted, the provider 
must submit in writing if necessary the listing of drugs, 
trays, supplies or materials provided.

It is difficult to make the distinction unless the docu-
mentation is reviewed. It would be difficult to review 
every supply code (99070) as these are prevalent 
among claims.

Evaluation and management codes – Bundling the 
cost of the medical marijuana into the cost of the of-
fice or visit code is more difficult to ascertain as these 
codes are used Continued on PG. 12

http://www.drugabuse.gov
http://www.drugabuse.gov


KNOWLEDGEABLE CITIZENS
State Regulators Approve Citizens Managed Repair Program, 

Other Policy Changes

By MICHAEL PELITIER, Citizens Property Insurance 

TALLAHASSEE—In August, Florida’s Office of Insurance Regulation approved a slate of policy changes 
recommended by Citizens Property Insurance Corporation to address rising water losses and litigation, 
while providing our customers with peace of mind when they need it most.

On August 15, state regulators approved Citizens’ new-
ly created Managed Repair Program, which will provide 
participating policyholders with free water extraction 
and drying services following a nonweather-related 
water loss, and then connect them 
with licensed contractors whose work 
is guaranteed for three years.
 
As part of its managed repair efforts, 
Florida Insurance Commissioner Da-
vid Altmaier approved the creation 
of a $10,000 cap on nonweather-re-
lated water loss repairs for policyholders who choose 
not to use Citizens’ managed repair program. The cap, 
which will take effect in February 2018, will not apply 
if Citizens chooses not to offer managed repair ser-
vices following a water loss.

 Citizens expects that three out of four claims policy-
holders with non-litigated losses would not reach the 
$10,000 threshold.

“Citizens has always been committed 
to making our customers whole for 
any covered loss,” said Chris Gardner, 
Chairman of Citizens’ Board of Gover-
nors. “The managed repair program 
will allow us to continue to meet that 
commitment to our policyholders, in-
cluding those who experience losses 

over $10,000.”
 
Insurance regulators also agreed with other policy 
changes requiring contractors who accept an as-

Continued on PG. 13

to legitimately report the encounter.

Any drugs would need to be identified in the docu-
mentation of the visit, which is usually where we will 
encounter a prescription message from the provider.

Using the ICD-10-CM codes as a guide and the po-
tential pricing of the encounter may lead to clues in 
outlining where to look for these cases.

Unclassified Drug Codes (HCPCS) –

Many of the following codes do not make complete 
sense to use as the descriptions do not match med-
ical marijuana. However, these are the code sets 
used when documentation was obtained that repre-
sented medical marijuana billing.

• J3490 – Unclassified drugs
• J7599 – Immunosuppressive drug, not other-

wise classified
• J7699 – NOC drugs, inhalation solution admin-

istered through DME
• J7799 – NOC drugs, other than inhalation 

drugs, administered through DME

• J8499 – Prescription drug, oral, non-chemo-
therapeutic, NOS

• J8999 – Prescription drug oral, chemothera-
peutic, NOS

• J9999 – Not otherwise classified, antineoplas-
tic drugs

One thing is clear: raising this topic has shown that 
the current state of claims payments for medical 
marijuana has yet to be defined. So what is the an-
swer? It’s actually a multi-step process that needs to 
take place to get to any kind of established protocol.

First, a main step in moving forward with acceptance 
would be obtaining FDA approval and movement to 
a Schedule II or III drug. Once acceptance is given at 
this level, classifications that accurately identify the 
drug must be established. And finally, once marijua-
na is classified, the difficult work of protocols and 
acceptance of this treatment in workers’ compensa-
tion and auto claims begins, and the haze will end.

A version of this article originally appeared on August 10, 2017 
at PropertyCasualty360.com. Reprinted with sincere thanks.

http://PropertyCasualty360.com


Citizens emails its appointed agents and their agency principals with important bulletins regularly. In 
case you missed them, below are the links to the personal lines bulletins. There were no commercial 
lines bulletins published.

signment of benefits to provide the same proof 
of loss and level of cooperation with Citizens’ ad-
justers as the policyholder under the terms of the 
insurance contract.
 
While these changes are expected to help Citi-
zens address the rising costs of water losses as-
sociated with assignment of benefit abuse and 
increased litigation, Altmaier said significant 
rate relief for consumers will only come if state 
lawmakers address Florida’s one-way attorney 
fee statute.

Altmaier, who spearheaded unsuccessful legislative 
efforts earlier this year, said the law creates an un-
even playing field that encourages frivolous lawsuits 
and inflated claims.  The issue remains the agency’s 
top legislative priority for 2018.

“From a legislative standpoint, we continue to be-
lieve that the attorney fee framework that exists 
in Florida encourages the excessive litigation that 
we are currently seeing, which is driving up rates 
for consumers,” Altmaier told Cabinet members 
last month.

KNOWLEDGEABLE CITIZENS
Agents Bulletin

Personal Lines

• 07.21.17 – PolicyCenter Enhancements
• 07.14.17 – New PolicyCenter Activites
• 07.11.17 – Managed Repair Program Kickoff

Agent  Updates

• 07.07.17 – Required Update: Browser Support for Cost Estimator

You can also find all bulletins on our website.  Choose News and then Agent Bulletins located on the 
left side of the page.  For more helpful information, check out our Did You Know? feature on the Agents 
site (you must log in to view).

Customer representatives and agency support staff can receive these bulletins via email.  Register by 
going on our website and choose News, then Agent Bulletins and then Subscribe under Email Distribu-
tion on the right side of the page.

You can search our frequently asked questions (FAQs) under the Search menu bar by clicking on Fre-
quently Asked Questions at the top of each Citizens’ webpage. These FAQs answer many common 
questions and are available 24/7.  If you log into the Agents section, you’ll get agent-level answers; if 
you don’t log in, you’ll get consumer-level answers.

Agents, agency principals, and licensed customer representatives can log into the Agents site and sub-
mit questions via the Contact Us option of our website.  Citizens should respond within three business 
days.

Citizens has a vibrant social media community where you can learn more about our current programs 
and initiatives, receive updates on press releases and share educational infographics with your custom-
ers.  For agent information, follow us at @citizens_agents on Twitter and search for Citizens Property 
Insurance on Facebook.

https://www.citizensfla.com
https://www.twitter.com/@citizens_agents


INSURANCE MATTERS
A Millennial’s Guide to Surviving a Hurricane

By ANDY HOUSTON

Imagine it’s the height of hurricane season as water surface temperatures in the Atlantic tick upwards to danger-
ously high levels. For the sake of this example, a massive low-pressure system, named by the National Oceanic 
and Atmospheric Administration (NOAA), takes a sharp northwest turn just a few hundred miles off of Florida’s 
southern coast. Reports of the coming storm transcend the niche media devoted solely to the weather, balloon-
ing into a national story leading the six o’clock news in cities across the Continued on PG. 15

AGENT OF CHANGE
Doing Your Best Every Single Day

By BILL GOUGH, Allstate Hall of Fame Member

Every day, whether you are at work or at home, you should strive to do your best. Every single day deserves your 
best effort; nothing less will do.

It took me a while to really understand this next con-
cept: your best effort changes from day to day, and 
even minute to minute. Some days your best will be 
of such high quality that it will surprise even you. On 
other days, it may be a bit of a disappointment. But 
no matter what, always doing your best is the key to 
your success.

Andy Davis, my former Sales Leader many years ago, 
taught me an important lesson just after I fell short 
of hitting a sales goal I wanted bad-
ly. The Life Lesson I took away was 
priceless. While discussing (com-
plaining about) my disappointment 
with Andy, he asked me, “Bill, did 
you do everything you could have 
and give your very best effort to-
ward your goal?” I thought for a mo-
ment and answered him, “Yes.” He replied, “That is 
all you can do Bill—your best. Feel better, learn from 
it, and move on.”

It resonated immediately, so I quit whining and moved 
on. I have since taught this to countless agency own-
ers, BGI Coaching Members, and many others.

Striving for the best result every single time must 
become a habit. Everything around us affects our 
best effort. Most people function better in the morn-
ing, when they are rested and energized, compared 
to late in the afternoon. Illness can seriously affect 
our best efforts; we perform better when we are 
healthy. Sober is better than drunk, and focused is 

better than distracted.

Our moods can affect our best, as well. When you 
are feeling happy and confident, you will make better 
decisions and work harder than when you feel angry, 
sad, or jealous. Our moods are constantly changing, 
from day to day and hour to hour.

So, how do you do your best with all of these factors 
hitting you day in and day out?

Make it a habit. When you give 100 
percent to everything you do, you 
will discover you are living your life 
more intensely. You’re going to be 
productive, you’re going to be good 
to yourself and your family, you’re 
going to excel and succeed at work, 

and because you are giving 100 percent of yourself to 
your family, your work and your community, eventu-
ally you’re going to be the best at everything.

Regular scheduled practice with your team members, 
increases your awareness, team performance, boosts 
employee morale, and increases the value of the busi-
ness, as well.

Agents ask me how often I practice with my team. My 
response is, “We only practice on the days we want 
to win.”

If you want to win, you want to practice every day.



country. A Category 4 hurricane is roaring towards the 
southeast U.S. coast with no signs of slowing down.

For the typical person, peaked interest will have 
turned into genuine concern for friends, family and 
those in the path of the storm. And for the excess and 
surplus lines property broker, the next 72 hours could 
literally determine the fate of one’s entire career in 
the insurance industry. It is, after all, a broker’s job 
to service retail agents and policyholders, and these 
clients will always remember their experience during 
a major catastrophe. A major hurricane can provide a 
property broker with a unique opportunity to prove 
his worth to clients and show retail agents they are 
doing business with the right person.

However, for most young brokers in the industry 
there’s one inescapable problem: we’ve never been 
through a major named storm before. As millennials, 
most of us were in high school during Katrina and the 
storm-heavy hurricane seasons from 2004–2006. We 
were definitely aware of those storms, and some of 
us even experienced them first-hand, but most of us 
were in no way looking at them through the eyes of an 
insurance professional.

Compounding the problem, the 
last decade has seen a historically 
low level of Category 3 and high-
er hurricanes hitting the state of 
Florida, the Gulf of Mexico, and 
the shoreline all the way up the At-
lantic Coast. The media was even 
forced to invent a new category — 
“superstorm” — to make up for the lack of exciting 
weather events. As a result, many young brokers in 
the industry have little to no experience to draw upon 
as the Category 4 storm inches closer and closer to 
the coast.

Are You Ready?

Your phone is ringing off the hook and your inbox is 
almost full. Insureds and agents are looking to you for 
guidance. The pressure is immense, and anything that 
goes wrong may ultimately land on your shoulders. 
It’s a scary proposition, but there are measures you 
can take to positively influence your retail agent’s ex-
perience during this turbulent time.

If you are an insurance broker placing coverage for 
properties located in any Tier I or II coastal counties, 
you should always have one eye on the Weather 
Channel during hurricane season. As soon as NOAA 
assigns a name to a weather system, your immediate 
concern should be the possibility of a binding mora-
torium. While each carrier may have different proce-
dures and guidelines, they will all ultimately issue a 
moratorium if it becomes evident a named storm will 
hit the mainland.

Don’t worry about your renewal accounts with ef-
fective dates within the moratorium, as they are not 
subject to its restrictions. In fact, as we saw with Mat-
thew, the state’s insurance commissioner will issue a 
moratorium of its own — freezing all contracts of in-
surance in the state to protect affected policyholders.

New business quotes, on the other hand, are subject 
to the moratorium. If you have a prospect insured 
who wants to move coverage to a new carrier for any 
reason (they are unhappy with the current carrier, 
your program would provide significant savings, etc.), 
you need to inform your agents of the possibility of 
a moratorium so they can advise the insured to bind 
coverage as soon as possible.

Hurricane Preparations

Once the moratorium goes into effect, it’s time to fo-
cus on policyholders in the path of the storm. The first 
thing you should do is email a copy of the policy to 
your retail agents so they have it in their inbox, and 
don’t have to go searching through files and folders to 
find it. Most policies will include a claims contact page 

(usually before the declarations or 
at the very end of the policy), so be 
sure to point out to your agents ex-
actly where in the policy this infor-
mation can be found. If the claims 
contact is not contained within the 
policy, you must research the carri-
er and find it yourself, then include 
it in the body of your email. A good 
carrier website should provide it, 

but in some cases you may have to make a friendly 
request to your underwriter.

It is also a good idea to remind your agents of the in-
sured’s duties in the event of loss or damage. While 
state and local authorities typically provide storm pre-
paredness tips to residents — boarding up windows, 
tying down loose property, etc. — insureds may be 
uncertain regarding what to do if they actually sustain 
a loss. For example, insureds often worry about mak-
ing temporary repairs to damaged property. Fortu-
nately, the Building and Personal Property Coverage 
Form (and its derivatives) provides guidance regard-
ing temporary repairs and other procedures to follow 
in the event of a loss.

Throughout the course of this process, remember that 
many young retail agents have never been through a 
major named storm either. They are the ones who 
must answer directly to the policyholders. And it is 
your job to assuage their anxieties. Assure them you 
are on top of the situation and will be available day and 
night to take any question they may have. Notice the 
use of take, and not answer, regarding potential ques-
tions agents Continued on PG. 16



may have.

While you should be eager to provide as much infor-
mation as possible, there is an important caveat when 
it comes to your conversations with agents. There will 
be many “what if” or “am I covered” questions as the 
named storm approaches. Although you may be very 
well versed in the property insurance policy, you must 
remember that you are broker, not a claims adjuster. 
If you attempt to interpret coverage regarding a hypo-
thetical loss, you are putting yourself in a vulnerable 
position should your advice differ from the final deci-
sion of the adjuster.

Instead of offering an opinion, find the section in the 
policy related to the hypothetical loss and email it to the 
agent. That provides them with the relevant informa-
tion without exposing yourself to an E&O liability claim.

After the Hurricane

When you get to work the day after the hurricane 
makes landfall, don’t be surprised if your inbox is vir-
tually empty. Many people who evacuated from the 
target zone haven’t returned to 
their homes and businesses. Areas 
hardest-hit by the storm are often 
without power for a substantial 
period of time. And in many cas-
es, agents themselves live in the 
path of the hurricane and may be 
experiencing the same devastation 
as their insureds. It may be wise to 
wait a day or so before following 
up with your agents regarding any potential damage.

While you should appear eager to help, it’s important 
to understand that sometimes your assistance simply 
isn’t needed. Many large agencies have inside depart-
ments solely dedicated to managing claims. The entire 
claims process — from filing the initial loss to receiv-
ing the final check – should not have to involve the 
broker at all. Insureds and their agents deal with the 
insurance carrier via an in-house adjuster, an inde-
pendent or third-party administrator (TPA). But many 
of the smaller agencies have neither the staffing nor 
resources to manage claims, especially during a large-
scale CAT event. They may be counting on their bro-
ker to guide them through the claims process, giving 
you an opportunity to provide value-added services 
that will set you apart from the competition.

Hurricane Claims

Insurance carriers with large coastal property expo-
sures have procedures in place and often increase 
the number of adjusters in the hurricane’s projected 
strike zone. But even with all of the preparation, things 
can get quite chaotic after a highly destructive storm 
makes landfall. Networks and other systems may go 

down. It may take longer than anticipated to get ahold 
of a representative; and longer still to obtain a claim 
number. The assigned adjuster may be reassigned 
multiple times and other claims-related issues will be 
out of your control.

A broker’s job is to educate agents on the potential 
pitfalls so they aren’t caught off guard. Instead they 
will appear proficient and practiced — speaking with 
confidence when explaining to their policyholders 
why things don’t appear to be going as planned. This 
will go far to reassure an uncertain insured.

Once the initial shock wears off, the insureds will find 
themselves in a vulnerable position, wondering what 
to do next. It’s a scary place to be. In the aftermath 
of a major storm it may take several days before an 
adjuster can make it out to survey the damage. In the 
meantime, policyholders — including property manag-
ers — will look to their agents for guidance, providing 
yet another opportunity for the enterprising broker.

Policyholders often worry that making temporary re-
pairs will somehow jeopardize their insurance con-

tracts. Advise your agent to pro-
vide the insured with the “Duties 
in the Event of Loss or Damage” 
section of the ISO coverage form. 
It will explain that insureds must 
“take all reasonable steps to pro-
tect the covered property from fur-
ther damage.”

Reading from the policy verbatim 
may seem simple and obvious, but many policyhold-
ers need to be convinced that it is okay to act. To 
ensure they will be reimbursed for the repairs, have 
their agent advise them to take before and after pic-
tures, and to keep all relevant receipts.

Another topic worth discussing involves the large 
number of contractors and other vendors who sweep 
into town following the hurricane. The law of supply 
and demand necessitates their arrival, and they do 
provide a service for people in serious need. But for 
an insured who wants nothing more than to be made 
whole again as soon as possible, they can also pose a 
major dilemma. Agents should know that minor tem-
porary repairs are permitted, but major wholesale re-
construction must wait until an assigned adjuster sur-
veys the damage and provides the green light to move 
forward. The insurance carrier must protect against 
catastrophe-related fraud. While this may irritate the 
policyholder, it’s better than having a claim denied.

Things should settle down in the weeks following the 
storm as those affected ease back into a sense of nor-
malcy. Now that the insured is working directly with the 
adjuster while Continued on PG. 17



ARMCHAIR AGENT
Teen Drivers Seen as More Reckless with Age as Fear Abates

BY NATASHA RAUSCH

(BLOOMBERG) U.S. teenagers are more reckless after their first few years of driving, often becoming overconfi-
dent in their abilities and putting themselves at higher risk for accidents, a new study shows.

More than half of high school seniors have car acci-
dents or near misses, compared with 34% of sopho-
mores, according to the study conducted by Liberty 
Mutual Insurance Co. and the group Students Against 
Destructive Decisions (SADD). 

Misplaced Confidence

More people, including “hyper-connected” teenagers, 
are distracted by their phones while driving, and in-
surers are seeking to counter reckless behaviors amid 
an increase in car accidents in recent years.

According to the study, 75% of high school seniors 
“feel confident” in their driving abilities, and 71% use 
a phone behind the wheel. The study said the mis-
placed confidence could stem from parents who taper 
off punishment for poor driving after their kids have a 
year or two of practice under their belts.

“Older teens are still inexperienced drivers — even if 
they feel otherwise,” Mike Sample, lead driving-safety 
consultant at Liberty Mutual, said in the report. “Us-
ing an app behind the wheel, even glancing away for 
a second, can impair your driving ability and set off a 
chain reaction that could lead to a near miss or crash.”

Phones aren’t the only issue. Driving while drowsy, 
speeding, having multiple passengers and browsing 
music become more prevalent as new drivers gain 
confidence.

Driving Behavior

Changing Music Via Phone or App:
• 26% Sophomores
• 32% Juniors
• 40% Seniors

Having 3+ Passengers
• 31% Sophomores
• 35% Juniors
• 47% Seniors

Speeding
• 18% Sophomores
• 23% Juniors
• 35% Seniors

Driving When Drowsy
• 13% Sophomores

Continued on PG. 18

coordinating repairs, a broker needs to set expecta-
tions for his clients. The agent and insured should un-
derstand that the insurance carrier or TPA is working 
overtime to settle each claim. However, payment may 
not arrive in the policyholder’s expected timetable for 
a number of different reasons. The sheer volume of 
claims in the wake of a major hurricane tends to slow 
the process down for each individual policyholder. A 
prolonged repair schedule may postpone payment as 
the adjuster waits on receipts to file his final report.

The structure of the policy itself may also be a con-
tributing factor. If the insured has a “per building” 
named storm deductible and say 30 buildings sustain 
damage, then the adjuster must individually adjust 
each separate building to see if the damage exceeds 
the per building deductible. While this policy provi-
sion ultimately benefits the insured, it does add ad-
ditional time in comparison to policies with a “per 

occurrence” deductible.

The presence of a separate wind deductible buy-
down policy may further complicate things, resulting 
in multiple adjusters and insurance carriers.

Insurance is a relationship business. A natural ca-
tastrophe presents an astute property broker with 
many opportunities to strengthen relationships with 
clients. The goal is to provide valuable service during 
each step of the process.

Andy Houston (Andy_Houston@rpsins.com) is a se-
nior property associate broker with Risk Placement 
Services, Inc. Special thanks to Wayne Leshynski, 
area senior vice president for Risk Placement Ser-
vices, Inc. for his assistance.

This article originally appeared on August 15, 2017 at 
PropertyCasualty360.com. Reprinted with sincere thanks.
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NEWSLINE
Irma Destroys or Damages Majority of Homes in the Florida Keys

By JAYLEEN R. HEFT

The Florida Keys, home to about 70,000 people, appears to be one of the areas of the U.S. hardest hit by Hurri-
cane Irma. 

Federal Emergency Management Agency administra-
tor Brock Long said that preliminary estimates sug-
gested that 25% of the homes in the Keys were de-
stroyed and 65% sustained major damage, according 
to the Associated Press.

“Basically every house in the Keys was impacted,” 
Long said.

On September 11, the U.S. Navy dispatched the USS 
Iwo Jima, USS New York and the aircraft carrier Abra-
ham Lincoln to help with search and rescue in the 
Florida Keys.

Much of the Keys remained without power and water, 
and all three of the county’s hospitals were closed, in-
cluding emergency rooms, according to Keys News. 
The supply of gas was extremely limited.

Two days after Irma roared into the island chain with 
130 mph winds, residents were allowed to return to 
the parts of the Keys closest to Florida’s mainland.

But the full extent of the death and destruction there 
remained a question mark because cellphone service 
was disrupted and some places were inaccessible.

Homes in the Florida Keys have been torn open and 
debris is scattered everywhere, according to the latest 
reports.

A version of this article originally appeared on September 13, 
2017 at PropertyCasualty360.com. Reprinted with sincere thanks.

Sunrise-Based Sawgrass Mutual 
Agrees To ‘Wind Down’ Insur-
ance Operation
By RON HURTIBISE, Sun-Sentinel

Sunrise-based Sawgrass Mutual Insurance Co. is wind-
ing down its insurance operations and apparently 
headed out of business, according to a consent order 
made public Continued on PG. 19

• 15% Juniors
• 26% Seniors

Sam Bessette, a 16-year-old from Topeka, Kansas, 
said she sticks her phone in the cupholder of her 
2009 Ford Escape while she drives.

“My mom is very against it,” Bessette said of distract-
ed driving, “despite the fact she uses her phone all 
the time. But she tells me she’ll take my car.”

Bessette said she’s a “fairly good” 
driver, and her friends trust her be-
hind the wheel. She was in a fend-
er bender once, when the driver in 
front of her slammed on his brakes. 
She said she’d just barely glanced 
away to change the radio station and 
didn’t have enough time to react.

Teens Naturally Gain Confidence as They Drive More

Dr. Gene Beresin, a senior adviser on adolescent psy-

chiatry at SADD, said teens naturally gain confidence 
as they drive more.

“As a result, it is even more important for parents 
and teens to have conversations about safe driving 
practices to avoid potentially putting themselves and 
others at risk on the road,” Beresin said in the report.

Liberty Mutual, the third-largest U.S. property-ca-
sualty insurer, surveyed almost 3,000 teens from 

high schools across the country and 
1,000 parents of young drivers for 
the study.

The insurer encourages parents to 
continue teaching their kids, even 
after they get licenses. Also, adults 
can use tracking devices that mon-
itor driver habits and reward teens 
for safety behind the wheel, the Bos-

ton-based company said.

A version of this article originally appeared on August 3, 2017 at 
Bloomberg.com. Reprinted with sincere thanks.
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last month by state insurance regulators.

The property and casualty company, created in 
2007, had 20,091 policies statewide and 2,612 in the 
tri-county region at the end of the first quarter of 
2017, according to data maintained by the state Office 
of Insurance Regulation.

Details remained sketchy, as the company’s CEO Dan 
O’Neal did not respond to an email request to discuss 
what prompted the state’s action. It was made public 
a day after the ratings agency Demotech downgraded 
Sawgrass’ Financial Stability Rating from A, Exception-
al, to L, Licensed.

The consent order, signed by Insurance Commissioner 
David Altmaier, said it resulted from “review by [the 
office] of the financial condition” of the company.

This article originally appeared on August 24, 2017 at 
Sun-Sentinel.com. Reprinted with sincere thanks.

Tallahassee Woman Charged with 
Automotive Insurance Fraud
A Tallahassee woman was charged with insurance 
fraud after allegedly submitting falsified material to 
renew her automotive policy that had been canceled 
for lack of payment.

Josena Fleurimond, 51, succeeded in filing an insur-
ance claim that occurred when her policy was can-
celed, according to a probable cause affidavit filed 
by a detective with the Florida De-
partment of Financial Services Bu-
reau of Insurance Fraud.

She was arrested August 30 and 
placed in the Leon County Jail.

On July 28, 2016, the cancellation 
of her auto insurance policy with 
Progressive left her without the 
state-mandated Personal Injury Protection Insurance 
for her 2003 Sequoia.

On Aug. 12, 2016, she was involved in an automobile 
accident in Tallahassee while driving her car.

On Aug. 23, 2016, she submitted an insurance claim 
saying no one in her household had been involved in 
any motor vehicle accidents for the period of July 28, 
2016, to the time she signed the document.

The court document says she knew the document was 
false since she had just had recently had an accident.

An attorney for Fleurimond reported a loss with a date 
of Aug. 12, 2016, information that contracted her ear-

lier statement that she had not had an accident within 
that period.

The claim was not processed because it occured when 
her policy was canceled.

This article originally appeared on September 1, 2017 at 
WTXL.com. Reprinted with sincere thanks.

U.S. P&C Industry Marks First 
Half of 2017 with $5.1 Billion 
Underwriting Loss
By ELANA ASHANTI JEFFERSON

Despite a marked decline in net income during the 
first two quarters of 2017, American property and 
casualty industry surplus reached a record $703.4 bil-
lion, according to new reporting from A.M. Best.

In its most recent installment of “A.M. Best First 
Look,” a survey designed to provide early financial 
insights on the P&C industry, researchers concluded 
that insurers recorded a total net underwriting loss of 
$5.1 billion for the first six months of 2017.

This builds on negative loss momentum from the same 
reporting period in 2016 and 2015. The data comes 
from the six-month 2017 interim statutory statements 
reported by insurers and represents roughly 96% of 
the total P&C industry’s net premiums written.

A.M. Best concludes: “Based on responses from A.M. 
Best’s quarterly survey, we esti-
mate U.S. p/c industry six month 
2017 catastrophe losses of $17.7 
billion, up 18.8% from the same 
period of 2016 and accounting for 
6.8 points on the combined ratio. 
This is up from an estimated 5.9 cat 
points for the prior-year period.”

Net income for the period year over 
year fell by 29% to $15.4 billion compared to $21.6 
billion in 2016, in part due to the impact of a retro-
active reinsurance contract entered into in Feb. 2017 
by American International Group, Inc. (AIG) and Na-
tional Indemnity, in which National Indemnity agreed 
to provide $20 billion of aggregate cover on much of 
AIG’s commercial book, covering losses unpaid as of 
Jan. 1, 2016.

The industry’s record surplus is due in part to a $14 
billion increase in unrealized gains, with certain Berk-
shire Hathaway companies responsible for more than 
75% of the increase, along with an increase in other 
surplus gains and a reduction in stockholder dividends.

This article originally appeared on September 1, 2017 at 
PropertyCasualty360.com. Reprinted with sincere thanks.
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LEWIS ON LEADERSHIP
Leadership by Walking Around

By ROBIN LEWIS

There is a style of management commonly referred to as Management by Walking Around (MBWA). MBWA 
typically involves:

• Leaders taking time to walk through their de-
partments, and making themselves available 
for on-the-spot meetings and conversations. 
(MBWA is a frequent element of an open-door 
leadership policy.)

• Individuals forming networks within 
their organizations.
• Opportunities for con-
versation over coffee or 
lunch and in the hallways.
• Leaders leaving their 
desks to talk to individual 
team members. The idea is 
that they should learn about 
problems and concerns first 
hand. At the same time they 
should communicate to em-
ployees methods for dealing 
with particular concerns. And 
remember: that communica-

tion goes both ways.

The benefits of MBWA were recognized by manage-
ment guru W. Edwards Deming, who wrote, “If you 
wait for people to come to you, you’ll only get small 
problems. You must go and find them. The big prob-
lems are where people don’t realize they have one in 
the first place.”

One of the difficulties with MBWA is that employees 
may at first suspect it is merely an excuse for leaders 
to spy and interfere. But that suspicion will typically 
disappear if the walking-around takes place regularly, 
and if everyone can see 
its benefits.

MBWA can be especially 
helpful in organizations 
that are under stress: for 
instance, after a reorga-
nization, or when a ma-
jor operational change 
is about to take place. 
This is not the best time 
to roll out MBWA, how-
ever; it has to have be-
come a regular practice 

before stresses arise, or team members will see it for 
what it is: a desperate attempt to play catch-up.

MBWA was popularized as part of “The HP Way”, the 
open management style pioneered by Bill Hewlett and 
Dave Packard. After its success at the eponymous tech 
company, The HP Way became widely copied in the 
1980s and 1990s by companies throughout the U.S.

The practice received a further boost when Tom Peters 
wrote that top leaders 
in “excellent” compa-
nies lived by MBWA. 
In his book “A Passion 
for Excellence,” Peters 
said that “managing 
by wandering about” is 
the foundation of lead-
ership and excellence.

Peters called MBWA 
the “technology of 
the obvious.” He suggested that, as leaders wander 
about, at least three things should be taking place:

• They should listen to what people are saying.
• They should use the opportunity to transmit 

the company’s values face to face.
• They should be able and prepared to give peo-

ple help on-the-spot.

Leadership has a lot to do with problem-solving, and 
having your ear—and boots—on the ground is an ef-
fective way of getting a jump on it.

BARRY’S INSPIRATIONAL 
CORNER

By BARRY SANDERS

Stand taller than the rest: Being good, kind, 
and loving makes a difference.

Walking Around Like a Leader: 
Walmart Founder Sam Walton




