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Introduction 

  Legacy of the past 

  Promise of the future 

  That was then and this is now 



TWIA Overview 

  TWIA was established by the Texas Legislature in 1971 to provide 
wind and hail coverage to applicants unable to obtain insurance in 
the voluntary market 

  TWIA now insures: 
–  251,000 Texans 
–  $69.7 billion in property 
–  Approximately 57% of the coastal residential market 



TWIA Today 

  TWIA has become a large business 

  TWIA takes in approximately $400 million in premium each year 

  TWIA pays approximately $20 million in non-catastrophe claims 
each year 



Hurricane Ike 

  Hurricane Ike hit the Texas coast on September 13, 2008  

  It was the largest hurricane in TWIA history and the first major test 
for virtually all of TWIA’s employees and contractors 

  TWIA received 92,888 claims and resolved 96.8% of those 

  Lawsuits from Ike escalated beginning in September of 2010 and 
we continue to receive new ones today 
–  We received a total of 5,774 lawsuits as of 10/3/2011 
–  462 have been filed since 4/1/2011 
–  We have settled 4,804 or 83.6% of the total received 
–  970 remain outstanding 



Past vs. Future 

Even today there are some who characterize and define TWIA by 
events of three years ago and the acts of individuals who are no 
longer here, even as we rapidly transform into a very different 
company. 



Lessons Learned 

  TWIA was inadequately prepared to deal with a significant event. 

  TWIA lacked sufficient management staff with the requisite skills 
and experience. 

  TWIA lacked the necessary internal management controls. 

  TWIA failed to effectively communicate with all of its stakeholders. 



What Needed to Change 

  Operational Effectiveness 
–  Improved Controls & Processes 
–  Communication 
–  Management Development 
–  Culture 

  Working smarter rather than harder by having the right people in 
the right positions doing the right things for customers. 

  TWIA needed to review and revise all aspects of its operations. 

  Developed a comprehensive Operations Improvement Plan  



Next Steps: 
Changes within TWIA 

  Management Development  
–  Adding experience and new skills to the organization 
–  Ethics and compliance priority for the organization 

  Cultural Transformation 
–  Accountability 
–  Customer Focus 
–  Transparency 
–  Continuous Improvement 
–  Development of and Training in key processes and procedures 



Transparency 

  New approach to selecting and training of outside adjusters 

  Transformational strategy of creating a stronger professional 
management team to oversee adjusters 

  New tools to manage and evaluate assignments and quality of 
adjuster  

  We will adjust the size of the adjuster workforce to reflect claim 
activity 



Claim Reporting 

  Claim processes simplified 
–  Claims portals for  

  Policyholders 
  Agents 
  Call Center 
  Adjusters 

–  All Other methods 
  Fax 
  Phone 
  Mail 
  E-Mail 



Catastrophe Plan Effectiveness 

  Opportunity to test plan 

  Tropical Storms Don & Lee 
–  Plan activation 
–  Plan assessment 
–  Plan improvement 



Control of Expenses 

  Contracting directly with legal defense  and adjusting firms 

  Auditing of legal bills – past and future 

  Requiring litigation budgets  

  Improving documentation of claim damage and non-damage 
–  Did the adjuster document damage from wind and non-

covered damage upon inspection of the risk based on open 
claim 

–  Require better documentation on underwriting large 
commercial risks (i.e. – condition of the roof pre and post 
event)  



Control of Expenses 

  Invoice Control Process 

  Quality Review Function on Claims including Re-inspections 

  Department Level Budgets for 2012 



Communication Prior to a Storm 

  Public Service media releases 
–  Storm preparedness 
–  How to report a claim 

  Underwriting Bulletins issued  
–  How to report a claim 

  Call Center activated 
–  Extended hours and services 



Communication Post Storm 

  Call Center 
–  Expanded capabilities 24/7 during storms 

  Customer Phone Communication 
–  Seven (7) day follow-up contact intervals on open claims 

  Written Communications 
–  Revised letters 

  Informative 
  Clear 
  Customer Focused 

  Website Update and Redesign 
–  For House Bill 3 and other upgrades to make user friendly 



TWIA Website 



Improved Communications with Policyholders 
and Agents 

Agency & Policyholder 
Portals and clearer 
policyholder 
communications create a 
more friendly and 
transparent environment 



Legislation Implementation 

  With HB3 there are additional changes to our operations that need 
to be communicated and implemented. 

  Joint effort with the Texas Department of Insurance and the Office 
of Public Insurance Counsel. 

  Ongoing meetings to discuss how best to implement legislative 
changes and the impact to TWIA and its stakeholders 

  Approval of Policy Forms and Endorsements very soon. 

  Dialogue continues on upcoming rule proposals and changes to 
plan of operation. 

–  Recently commented on rule concepts for appraisal, 
alternative dispute resolution, and the expert panel 

–  Shared drafts with known stakeholders to gather more input 



Communications on Website – House Bill 3 



Claims and Disputes PowerPoint on Website 



New Legislation Landing Page 



Open Meetings Landing Page 



Public Information Landing Page 



Additional Changes to Website from House Bill 3 

  Broadcast Future Meetings 

  Frequently Asked Questions (FAQs) Guidance 

  New Policy Forms and Endorsements 

  Alternative Certification Information 

  Financial Reports and other Expenditure Reports 

  Allow Signing-up for Email Alerts and Announcements 

  Focus on Each Stakeholder Group  
–  What does each group need to know about: 

  Coverage Issues  
  Claims Processes 
  Dispute Processes 



Next Steps: 
Customer Outreach 

  Outreach before and after a storm to local authorities 
–  Legislative offices 
–  Counties 
–  Cities 
–  Local and regional disaster services 

  Agent Webinar 

  Website Upgrades 
–  Policyholder education 

  Written Notice 
–  Renewal notice for agents (60 days) 
–  Expiration notice for policyholders (55 days) 
–  Mass mailings & e-mails for future 



Thank You 

The past is behind us; learn from it.  

The future is ahead; prepare for it.  


