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Customer Care Call Center
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Technical Resource Center
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Lynx Catastrophe Call Center

Lynx Catastrophe Call Center

October 2007

Novem ber 2007
Month

0.50%
0.00%

December 2007

mmm Call Volume =—¢=—Abandonment Rate

2900 1.20%
2800 °
1.00% - 1.00% =
E 2700 I-‘ /o ‘ 00 5
E 2600 -+ 0.80% E ®
§ 2500 - 0.60% o© &
— 2400 + 0.40% E “
S 2300 2
2200 ASA=0:15 T 0-20%
2100 f f . 0.00%
July 2007 August 2007 September 2007
Month
mmm Call Volume =—+=—Abandonment Rate ‘
Lynx Catastrophe Call Center
2.50%
@ 2.00% €
£ £
] 1.50% £ o
S °w®
- 1.00% B X
S 2

(GTIZENS

PROPET™ IKSURANCE CORPOFETEN



Daily Claims Calls

Jax Daily Claims Call Center
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2"d Tier Claims Call Center

2nd Tier Claims
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Consolidation Plans

* Currently, there are a number of call centers within Citizens. We are currently
undergoing a consolidation of our call centers in the departments where
appropriate.

e With this consolidation, we will be able to better use our call center tools to
provide uniform service in a customer-centric approach. This will also lead to
greater efficiency which inherently drives down costs.

nzers

FROPERTY




	Slide Number 1
	Customer Care Call Center
	Technical Resource Center
	Lynx Catastrophe Call Center
	Daily Claims Calls
	2nd Tier Claims Call Center
	Consolidation Plans

