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DISASTER PLANNING for Policyholders AND AGENTS OF FULMONT MUTUAL INSURANCE COM0PANY
PREAMBLE

A comprehensive disaster recovery plan procedure is essential to any insurance company. The thought of a natural disaster is a most frightening and overwhelming experience that faces both the insurer and the insured alike. Catastrophes may cause serious personal injury and/or financial losses to our policyholders and agents. 

The possibilities for disaster are endless, ranging from natural disasters, technical and human error, to human threats and destruction. They can happen without warning and when they do, there is no time for planning and organizing - only scrambling to recover. Although most disasters cannot be prevented - we can anticipate them and plan for recovery. 

We must provide our policyholders and agents with immediate service as soon as possible after a disaster occurs. With the absence of an appropriate recovery plan we could find ourselves unable to continue operations, thereby causing our policyholders and agents to suffer severe economic loss. 

Fulmont Mutual Insurance Company  is preparing for the possibility of a disaster  by implementing  both a  Disaster Response Plan for policyholders and agents and a  "Disaster and Emergency Response & Recovery Plan "{"DERRP"} for our company.

Before a Disaster Strikes

Pre-disaster data/information survey:
This section of Circular Letter #1 (2012) is addressed to all property/casualty insurers with New York direct written premium
reported on its Annual Statement for any of the following lines:
01 - Fire

02.1 - Allied Lines

02.2 - Multiple Peril Crop

02.3 - Federal Flood

03 - Farmowners Multiple Peril

04 - Homeowners Multiple Peril

05.1 - Commercial Multiple Peril (Non-Liability Portion)

12 – Earthquake
Accurate, timely and consistent information is of critical importance to the Governor and the State Emergency Management Office during disasters. To ensure that insurance industry information is readily available during disasters, the  Department requires, effective the date of this letter, that each property/casualty insurer provide to the Department a listing - by New York county - of property exposure information, as of December 31, 2011, for personal lines (non-auto) and commercial lines (non-auto) for each authorized member within an insurance company group. Such information should be provided for the following categories: total building and contents insurance in force for the lines indicated, and total number of policies. The report is due on May 1, 2012    and each May 1 thereafter.

The Department strongly encourages companies to provide the information via the Department’s Portal Application. The Pre-Disaster Survey electronic template, and instructions for its completion and submission, can be found on the Department’s website at:
http://www.idfs.ny.gov/insurance/circltr/c2012 dpr.htm
Please note our company chooses to provide the information in electronic form.  Therefore, the current Pre-Disaster Survey must be submitted as an attachment via the Department Portal Application.

OBJECTIVES AND PURPOSE OF POLICYHOLDER DISASTER PLAN:
· Assist the Department in obtaining the   necessary informational data from our policy files before, during and after disasters strike. 

· Preserve and protect our documents, records and other important information regarding our policyholders and agents.

· Identify disasters that might adversely impact our policyholders and agents.

· Provide for a quick recovery and restoration of facilities and services to ensure policyholder and agent needs are met.

· Protect policyholder and company assets to ensure the survival of our organization.

· Confirm the commitment of our organization to the plan and provide the Resources necessary to carry out the plan.

· Provide for ongoing training of staff.

· Communicate the plan to all critical parties.

· Provide for updating the plan at regular intervals.

The plan will address major disasters. It will be periodically be reviewed and updated to help ensure that it is adequate. 

The plan is designed to be implemented using the intelligent organized team approach. Although all employees could be involved with the recovery plan, the success of the plan depends on the management team of officers and department managers.  Each person must familiarize themselves with the entire plan so that they will be ready to carry out not only their own designated duties but also that of other team members should the need arise.  

A copy of the plan will be given to each member of the management team and at least two members of the Fulmont Board of Directors. A copy will also be kept in the safe deposit boxes at Key Bank of New York N.A., 225 N. Comrie Ave., Johnstown, New York. 

Staff training for the plan will be provided at least once a year at our annual employee meeting.  The plan will be tested at least once a year utilizing scenarios of varying disasters and to test the ability to get resources to the disaster site.

The plan will be reviewed and approved yearly by the Board of Directors.

It is hoped that this plan has been designed so that we hardly miss a beat in the continuation of our operations with our policyholders and agents. 

PLANNING TEAM – ORGANIZATION AND RESPONSIBILITIES

DISASTER PLANNING TEAM for Policyholders

The Disaster Planning Team consists of the following key Personnel:



        NAME



PHONE

PRIMARY DISASTER LIAISON
        Marlene Benton Sherwood    518-332-0746 cell

SECONDARY DISASTER LIAISON      Terry Dufel                            518-423-8845 cell

PRIMARY COMMUNICATION LEADER  Joanne E. Gifford               518-762-7977

                                                                         Cell                              518-332-3719 

SECONDARY         “                   “          Marc Sidney                         919-244-5396
· The Primary Disaster Liaison is responsible for activating the plan after a disaster is declared and for monitoring the plan while in effect. 

· If the plan has been implemented following a disaster, the Primary Disaster Liaison will be the person responsible for terminating the plan.

· The Fulmont Mutual Insurance Company, Board of Directors, will review and approve the DISASTER & EMERGENCY RESPONSE & RECOVERY PLANS (the disaster plan for policyholders and the DERRP company plan) at least once per year. 

· The plan is being distributed to all team members of the response and recovery.

OTHER KEY PERSIONNEL AND DIRECTORS AVAILABLE FOR BACK UP liason or communication leader AND TO ASSIST IN CARRYING OUT OUR DISASTER PLAN: 

Secretary – Treasurer


Debbie Sidney         
518-774-7768
Claims Department                                  Laurie Schroeder               518-843-0232

                                                                 “            “ cell                      518-588-3932
Field Representative                                Roger Weaver                    518-727-1018                                    

Risk Management                                    Mike Quinn                         518-848-2495                                                

Analyst/Programmer                                Pat Bradshaw                     407-862-4830                                            

Lead Programmer                                    Peter Young                       518-752-6391
Underwriter                                              Sharon Perry                      518-863-8106 
Board Liaison


           Raynor Duncombe
           518-295-7515
Board Liaison  

                      G. Michael Kinowski 
518-736-4613

PLANNING TEAM DUTIES AND RESPONSIBILITIES:

.

· Make an assessment of the company exposure to disaster or emergency events. – Marlene, Debbie, Laurie, Joanne, Terry, Marc
· Identify events by type that may adversely impact our policyholders and agents. Marlene, Joanne,  Laurie,Terry, Marc
· Report to and transmit timely  information to  SEMO/New York City office of Emergency Management and other emergency responders via the Department. Terry
· Provide coverage data loss statistics as requested by the Department. Terry, Debbie. Laurie
· Establish funding sources for Response and Recovery. Debbie
· Review critical processes Marlene, Terry, Laurie, Debbie, Marc
· Be authorized and knowledgeable about company internal information systems and sources. Marlene, Debbie, Laurie, Terry, Joanne
· Be prepared to remain on duty during the hours when the IEOC is operating, normally from 7:00 AM to 6:00PM, or for such time –periods as necessary to assist with the effective management of the disaster.  Depending on the level of the disaster, this may be a seven day week commitment. Mike    
· Train employees to carry out the plan. Terry. Laurie for Claims
· Keep the plan current. Marlene
· Define team roles and responsibilities. Marlene
· Communicate  with agents during a disaster – Joanne, Sharon, Donna, Roger, Marc
· Contact media for listing our number and  getting other pertinent info to the public – Joanne, Roger, Marc
· Contact policyholder by phone or mail for claim information: Laurie to set  up  procedure using Donna, Denise and any other employees available
· Field contact with policyholders on claims – Laurie to set up procedure using Roger, Mike,  Marc, independent adjusters and special emergency appointed adjusters.
· Data processing recovery or records, new equipment, etc. – Terry, Peter, Pat

FUNDING - CRITICAL DOCUMENTS- ANALYSIS OF FUNCTIONS 

FUNDING SOURCES:

Debbie Sidney, Sec-Treasurer is the designated employee responsible for establishing funding sources for policyholder claims and the Company financial response and recovery.   She will provide the primary and secondary disaster liaisons as well as the Board liaison with a listing of checking and bank accounts, Certificate of deposits, and investments.  Periodically this list will be updated.

Critical Documents and Papers Concerning our policyholders and agents:

We have established these methods of recovery: 

· A complete mirror image of our records (network) is backed up daily off premises by our tech advisor -  Tech II.  In addition our I series which contains policyholder files is backed up daily  in the State of  Florida at the home of  our  Analyst/Programmer,                               

· Back up tapes are taken off premises daily,

· Policyholders, agents and company personnel can access their  policy and premium information through our website at fulmontmutual.com

IMPACT ANALYSIS OF CRITICAL FUNCTIONS:

Space Dislocation:

· The Recovery Team has a completed plan for IMMEDIATE EMERGENCY TEMPORARY and long term SITES. 
· We have one separate site in Florida  with adequate equipment to use on a temporary basis.

· In addition several employees have work at home sites.

Claim adjusters:

List is attached to our business continuity (DERRP) plan

Revenue and Cash Flow Impact:

 Source of Revenue

TYPES OF EVENTS THAT COULD RESULT IN A DISASTER OR EMERGENCY SITUATON FOR POLICYHOLDERS:
SEVERITY POTENTIAL HIGH – COULD DEVELOP INTO A DISASTER

· Wind – frequency potential high, severity potential high, warning time indeterminate
· Power failures\major failure of equipment – frequency potential high, severity potential low, warning time short

· Ice Storm, Blizzard – frequency potential moderate, severity potential high, warning time indeterminate

· Tornado - frequency potential low, severity potential high, warning time short

· Earthquake - frequency potential low, severity potential high, warning time indeterminate

· Terrorism - frequency potential low, severity potential high, warning time indeterminate

· Robberies, unauthorized physical access involving loss of life and\or serious injury (as a result of  a disaster) - frequency potential low, severity potential high, warning time short

· Vandalism and malicious mischief  (as a result of a  disaster)- frequency potential low, severity potential high, warning time indeterminate

· Structure Fires (as a result of a disaster), frequency potential low, severity potential high, warning time short

OPERATIONS DURING A DISASTER: 
Upon the Department’s activation of its Insurance Emergency Operations Center (IEOC), the superintendent may activate designated insurance company disaster liaisons representing several of the largest underwriters in the emergency or disaster areas.  Participating companies will be determined based on the previously filed Pre-Disaster Reports.  Disaster liaisons will be contacted based upon information submitted in the Disaster Response Plan Questionnaire.

If our Company is chosen to be a participant -  Disaster liaisons  should be prepared to participate in the State’s Disaster Response plan as follows:

· A teleconference of the selected disaster liaisons will be held, where possible, following the occurrence of a disaster- and prior to the activation of the Insurance Department’s IEOC – to discuss the magnitude of the disaster and the scope of activation plans.

· Upon activation of the IEOC, disaster liaisons or their designees will be expected to staff the IEOC at either of its two locations: One Commerce Plaza, Albany, NY; or 25 Beaver Street. New York, NY.

· The Department will provide a fully-equipped IEOC for use by disaster liaisons at either of the aforementioned locations. Included are analog data and voice telephone lines, along with videoconferencing links to the SEMO emergency operations center.

· The Department will continue to coordinate communications among company and association contacts through ongoing teleconference calls to:

1. plan staffing of the  IEOC for the actual or threatening (as in the 

                  case of hurricanes) emergency;

2. individually discuss with each insurer’s liaison the company’s catastrophe operations;

3. individually review each insurer’s response plans; and

4. discuss catastrophe operations and emerging issues.

· Disaster liaisons may be expected to remain on duty at the IEOC as determined by the Superintendent of Insurance acting in consultation with coalition partners.
· If necessary we would utilize appointing temporary adjusters. Section 2108(n) of the Insurance Law provides that the Superintendent , in order to facilitate the settlement of claims under insurance contracts involving widespread property claims, may issue a temporary permit for a term not exceeding 120 days  to any person to act as an independent adjuster on behalf of our company.  Temporary adjuster permit application  are on line at https://www.dfs.ny.gov/insurance/licensing/permit temp adjuster.htm.
· We will notify the Department whenever we activate, or may activate a Hurricane/Windstorm Deductible by E-mail at nys Insurance disaster coalition@dfs.ny.gov or by faxing at 518-486-1503, attn Gail Keren or Paul Orkwis
Claimant Services:

Defining the role of the insurance agent/broker in a Disaster In the event of a local disaster:

 power outage, flood, hurricane, block fire, etc - the agent would be the first contact for our customers.  The agent would gather all pertinent information from the policyholder and do a first assessment of the loss situation.  They would then notify the Company of their findings.  With the agent’s assistance, the Company will ‘triage’ all claims in order of severity and request we assign adequate Company personnel to the scene.

If the agent is also a victim of the disaster, it will be the responsibility of the Company to send our representative to the scene and provide the same services that the agent normally would do. If there is a disaster center open to the public, we will set up a temporary office at this location.  

In the event of a larger regional or statewide disaster, the agent would be the first contact for our customers.  The agent would gather all pertinent information from the policyholder and do a first assessment of the loss situation.  They would then notify the Company of their findings.  With the agent’s assistance, the Company will ‘triage’ all claims in order of severity and request we assign adequate Company personnel to the scene.

If the agent is also a victim of the disaster, it will be the responsibility of the Company to send our representative to the scene and provide the same services that the agent normally would do.  In a statewide disaster, all members of the Company’s management team will be assigned regions of the state based on volume of business from our agents.  The team member will report to the area, and set up a command center as close to the local disaster team’s site.  Large signs will be displayed, showing our Company’s name and information.  Each team member will be given a copy of our database to confirm coverage at the site.

The Company will distribute disaster claims information for our policyholders including our toll free number via available communication systems.  Radio and television public service announcements will be made in addition to personal contact with the policyholder or agent.  US mail correspondence, if available, will be used for general mailings to policyholders.  

Company established procedures to increase the number of adjusters

In the event of a local, regional or statewide disaster,-underwriting and claims department personnel will be utilized as adjusters under the state’s temporary adjuster permits.  The Company will contract with claim representatives and adjusters from other areas only as an emergency measure.  Efforts will be made to use local representatives and adjusters who may be familiar with the disaster area.  In-house staff has been trained in basic claims handling to assist the Claims Department during a disaster.  If needed, we will also request agents be appointed as temporary adjusters, based on their location (for their policyholders only).
The Company analyzed the risk of its inability to respond to claimants in a timely manner

The Company has analyzed the risk of its inability to respond to claimants in a timely manner, but feel with above plans in place, we will not have a problem responding to claims in a timely manner.  We have a mirrored-image computer in the state of Florida.  The staff in Florida has been instructed to follow the above protocol in the event that we are unable to assist our policyholders.

The Company established expedited claim processing procedures?  
The Company has established an expedited claim processing procedure for local, regional and statewide disaster occurrences.  In the event of any disaster, a command center will set up as needed, with check writing availability within a reasonable turn-around time.  All claims will be reviewed by the Claims Department, and they will advise the team members of payment to be made based on the policyholder’s coverage.  We have adequate staffing with check-signing authority, to allow expedited payments to our policyholders.  

The Company plans to use simplified claim reporting forms,  which will include the required fraud warning statement?

All claim forms will include the required fraud warning statement.

AFTER A DISASTER

Depending on the type of emergency encountered, in the ensuing days after a disaster, the Department will contact disaster liaisons, as needed, who will be required to provide to the Insurance Department specific statistics about incurred losses.  Those statistics will be periodically updated on an as-needed basis, but not less than monthly.

Reports will be consolidated by Department staff for submission to SEMO and the Governor’s office only If our company is requested to submit reports they will be as follows:

Commercial Insurance Data;

Personal Insurance Data;

Number of available adjusters; and

Other aspects of catastrophe claim operations and customer service issues.  

FRAUD DETECTION AND TESTING OF THE PLAN

Fraud Detection:

The plan includes procedures for detecting fraud

Our current Claims procedures will apply to all claims during a disaster.  Steps will be taken to verify policyholders’ identities, using all available information from the customer.  Suspected fraud activity is to be reported to the appropriate authorities including the New York State Insurance Fraud Bureau.  To report a fraud claim to the state of New York, call 1-888-fraudny.

Testing of the Plan

The Company has an annual mock testing day as part of ongoing Company training.  Employees are quizzed on their responsibilities should a given disaster event occur. Emergency systems (generator, lighting, etc.) are tested with various employees performing the mock tests.  

We have role-playing done by employees, portraying company personnel as well as policyholders.  We have at least two Sports Utility vehicles as part of our Company’s fleet of cars, which will be utilized to move resources to the disaster sites.  Other key employees have SUV’s as personal vehicles, which would also be used as needed.

     The plan will be done on an annual basis, or more frequent basis if staffing  

     changes
The New York State Insurance Disaster Coalition and Insurance Emergency Operations Center (IEOC)

This applies to all addressees of circular letter #1 (2011):

        When an emergency or disaster situation occurs, the Department provides the Governor and the State Emergency Management Office (SEMO) with critical information regarding the amount and extent of property losses, as well as other damage assessments. Based on this information, the

Governor determines whether and when to request a federal disaster declaration, and how to prioritize the deployment of state assets.

The insurance community, including the property, life and health sectors, has been identified as a key resource in providing early assessments of damages arising from natural or man-made disasters. Insurers play an important role in quantifying the magnitude of losses - insured and uninsured - and in determining both the degree and duration of insurer response to losses. Accordingly, all entities to which this circular letter is directed are expected to assist the Department in obtaining necessary information before, during, and after disasters strike.

An integral part of the Insurance Disaster Coalition response to any disaster is the Insurance Emergency Operations Center (IEOC), which will be staffed by selected insurance industry disaster liaisons and representatives of the Insurance Department in order to coordinate disaster response.

The Insurance Emergency Operations Center will be activated upon direction of the Superintendent, in accordance with the nature and extent of the event. Where possible, this determination will be made in conjunction with the Department’s disaster coalition partners.

                                                                                                                                                                                                                                                                                                                                                              REPORTS DUE TO NYS INSURANCE DEPARTMENT

DISASTER PLANNING for Policyholders
Pre-disaster data/Information survey     Due yearly at  5/01
This section is addressed to all property/casualty insurers with New York direct written premium
reported on its Annual Statement for any of the following lines:

01 - Fire

02.1 - Allied Lines

02.2 - Multiple Peril Crop

02.3 - Federal Flood

03 - Farmowners Multiple Peril

04 - Homeowners Multiple Peril

05.1 - Commercial Multiple Peril (Non-Liability Portion)

12 – Earthquake
Disaster Response Plan  (For Policyholders)   Due yearly at 6/01 
The submission of the pre-disaster data and each insurer’s disaster response plan are necessary to maintain the effectiveness and accuracy of information used by the Disaster Coalition in the event of a future disaster.
By June 1, each company must submit a Disaster Response Plan to the Department. Entities must provide their completed disaster response plans to the  Department via the Department Portal Application or in hard copy. Our company has chosen to file electronically.

NO CHANGE IN PLAN THEN -  FILE STATEMENT TO THAT EFFECT:

If the current Disaster Response Plan is the same as the most recent Disaster Response Plan filed with the Department, please submit a statement indicating that the previously filed plan is still in effect. The statement should also indicate the names and NAIC numbers of the

companies covered by the plan, as well as, the date it was submitted. The statement should be submitted as an attachment via the Department Portal.

NAME OF PLAN WILL BE DISASTER RESPONSE PLAN:

For orderly processing of files attached in the Department Portal, files which are either new Disaster Response Plans or statements  indicating that the previously filed plan is still in effect, will be named ”Disaster Response Plan.”


Disaster Response Plan Questionnaire       Due yearly at 6/01
The Disaster Response Plan Questionnaire is not to be used in lieu of an addressee’s own disaster response plan. Rather, the requested information is to

be included as part of each entity’s own plan. 

By June 1, the Disaster Response Questionnaire must be submitted to the Department via the Department Portal Application or in hard copy. We have chosen to file electronically.

By completing the Disaster Response Plan Questionnaire, each entity will be providing the Department’s Disaster Preparedness and Response Bureau with the name of the designated disaster liaison(s), along with that person’s telephone and cell phone number(s) (for both business and after business hours), email address, and/or pager number, if applicable. Any change in contact information should be reported immediately to the Department by submitting an updated Disaster Response Plan Questionnaire.
The Disaster Response Plan Questionnaire electronic template, and instructions for its completion and submission, can be found on the Insurance Department website at:

http://www.dfs.ny.gov/insurance/circltr/c12012  dpr.htm
Please note that if the company chooses to provide the current Disaster Response Plan Questionnaire in electronic form, it must be submitted as an attachment via the Department Portal.
Business Continuity Plan Questionnaire          Due yearly at 6/01
To assure the Insurance Department that each addressee has taken steps to put in place a Business Continuity Plan that would reasonably ensure that the recovery of critical business processes could take place in the event of a disaster, each addressee is required to complete the Business Continuity Plan Questionnaire and attest to the accuracy of the answers provided.

By June 1, 2009, the Business Continuity Plan Questionnaire must be submitted to the Department via the Department Portal Application or in hard copy. Our Company has chosen to file electronically.

The Business Continuity Plan Questionnaire electronic template, and instructions for its completion and submission, can be found on the Department website at: 

http://www.dfs.ny.gov/insurance/circltr/c12012  dpr.htm
Please note that if the company chooses to provide the current Business Continuity Plan Questionnaire in electronic form, it must be submitted as an attachment via the Department Portal.
 MISCELLANEOUS ITEMS:

Confidentiality:

All of the reports and statistics complied and summarized by Department Personnel are for internal Department use. Reports submitted will be on an aggregate basis, with no individual company information identified in those reports.

At the time of submission we may request an exception from disclosure under Section 89 (5) of the Public Officers Law (A provision of what is commonly known as the Freedom of Information Law, or FOIL) for any information of reports that we submit to the Department that we believe are trade secrets or commercial information that, if disclosed, would cause substantial injury to our competitive position. 
In the event that a request is received by the Department for the release of information pursuant to FOIL and the insurer in question requested an exception from disclosure upon submission, the insurer will be notified and given the opportunity to respond to the Department in accordance with FOIL and 11 NYCRR 241.6 (Regulation 71).

Communications Network:
Insurance Industry representatives of the New York State Insurance Disaster Coalition are requested to provide the Department with internet links to not-for-profit websites that are beneficial to the public before, during and after a disaster.

THIS DISASTER RESPONSE PLAN IS A SEPARATE DOCUMENT FROM OUR BUSINESS PLAN AND DISASTER RECOVERY PLAN AND SHOULD BE AN OPERATION DOCUMENT INDICATING THE ORDER IN WHICH ACTIONS WILL BE TAKEN TO ASSURE THAT RESOURCES ARE MADE AVAILABLE TO POLICYHOLDERS IN A TIMELY MANNER.                  [image: image1.png]
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