
O F F I C E  O F  T H E  G O V E R N O R  

How to contact your elected officials: 

Governor Arnold Schwarzenegger 
(619) 525-4641 

Assemblyman George Plescia 
(858) 689-6290 

Senator Dennis Hollingsworth 
(619) 596-3136 

Assemblyman Joel Anderson 
(61 9) 441 -2322 

Senator Denise Ducheny 
(619) 409-7690 

*** FIRE DISASTER ASSISTANCE *** 
Dear Friend: 

Our thoughts and prayers go out to the families whose homes were damaged or 
destroyed in the devastating San Diego fires. 

For your assistance, we have prepared a packet of helpful information, which can 
be obtained from our offices. For San Diego County families who were evacuated 
from their home or whose property was lost or damaged living in areas stricken 
by wildfires, the following steps should be taken to expedite assistance: 

Homeowners lnsurance Contact lnformation (pg. 2) 

U.S. Federal Emergency Management Assistance (FEMA) (pg. 3) 

California State Dept. of  lnsurance Assistance Form (pg. 5) 

California State Dept. of  lnsurance - Helpful lnformation (pg. 8) 

If you have any questions or need any assistance, please do not hesitate to 
call our offices at the numbers above. 

G O V E R N O R  A R N O L D  S C H W A R Z E N E G G E R  . S A C R A M E N T O ,  C A L I F O R N I A  95814  . (916)  445 -2841  
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HOMEOWNERS INSURANCE CONTACT INFORMATION 

All company personnel, agents and claims adjusters are on the scene from the following 
companies: 

Allstate 
Auto Club of S. California 
California Casualty 
Farmers (English) 
Farmers (Spanish) 
Fireman's Fund 
Liberty Mutual 
MetLife Home and Auto 
Nationwide 
Oregon Mutual 
Prudential 
USAA 
SAFECO 
State Farm 
Traveler's 
21'' Century 



FEMA Assistance 
The following forms of assistance may be available to you, through the Federal 
Emergency Management Agency (FEMA): 

Grants for temporary housing - Grants for home repairs 

Low-cost loans to cover uninsured property losses 

And other programs to help those recovering from the disaster 

Counseling for your Family 

Be prepared to provide the following information: 

The street address of your damaged property. 

Your current mailing address and a telephone number where you can be reached 

in the event you have been forced to relocate. 

Your Social Security Number. 

Your household's approximate gross income at the time of the fire or, if you are 

reporting business damages, the gross income of the business. 

Information on the type of insurance coverage you have. 

Residents and business owners who have been impacted by the fires can 
begin applying for assistance by calling 1-800-621-FEMA (3362), or 1-800- 
462-7585 (TTY) for the hearing and speech impaired. 



FEMA Disaster Assistance Process for Individuals 
Call to Apply for Assistance 1-800-621-FEMA (3362). The speech or hearing impaired may call 
(TTY) 1-800-462-7585. 

For use ONLY by people in designated federal disaster areas. 
Be prepared to give your Social Security number, describe your losses, provide financial 
information, and give directions to the damaged property. 

The information you provide is put into the computer 
You are now in the system . The recovery process begins 

Call us if you have Questions 1-800-621-FEMA (3362). The speech or hearing impaired may call 
(TTY) 1-800-462-7585. 

Refer to the application number the registrars gave you when you applied. 

Making an optional visit to a Disaster Recovery Center to receive more information after you have 
registered by phone 

Here you will find local, state, federal, and voluntary agencies that may be able to assist you 

lnspector will call to schedule an appointment. 
There is NO FEE for the inspection. . lnspectors will set up an appointment to visit your property within a few days of application. . lnspectors are contractors; they are not FEMA employees, but they will have FEMA ID. 

lnspector will visit damaged property. 
Be present for your scheduled appointment. 
They will inspect the damage, verify ownership and occupancy, and make a report 
Inspectors do not determine eligibility. 
If eligible, you will receive a housing assistance check within 7-10 days. 

If eligible, housing assistance check will arrive. 
Money may be spent for housing needs. 

Packet will arrive in mail. 
There may be an SBA application enclosed. 
You MUST fill out and return this to be eligible for any further assistance. 
Refer to SBA home page for more information. (www.sba.gov/) 

To reduce future loss, consider taking steps to rebuild safer and smarter. 
Take measures to reduce losses in the future. 
Encourage community to participate in National Flood Insurance Program (NFIP). 
Consider buying flood insurance. 

Call the FEMA Fraud Hotline if you suspect someone is filing false damage claims 
1-800-323-8603 
Make sure disaster aid goes to those who deserve it. 
It is a violation of Federal law to file a false claim. 



DEPARTMENT OF INSURANCE ASSISTANCE FORM 

Assistance may also be available to you through the California State Department 
of lnsurance. To apply, either go on-line to fill out the form, or fill out the following 
two-page form. 

On-Line Application (scroll to the bottom of the page): 
http://www.insurance.ca.govlcontact-us10200-file-complaintl 

If you have any specific questions, please contact Assemblyman Plescia at (858) 
689-6290, or the CA Dept. of lnsurance at: 

California Department of lnsurance 
Consumer Communications Bureau 
300 South Spring Street, South Tower 
Los Angeles, CA 90013 
1-800-927-HELP (4357) or 213-897-8921 
TDD Number: 1-800-482-4TDD (4833) 
The Hotline hours are from 8:00 a.m. - 5:00 p.m., Mon. - Fri. 



STATE OF CALIFORNIA Steve Poizner, Insurance Commissioner 

DEPARTMENT OF INSURANCE 
CONSUMER SERVICES AND MARKET CONDUCT BRANCH 
CONSUMER SERVICES DIVISION 
300 SOUTH SPRING STREET, SOUTH TOWER 
LOS ANGELES, CA 90013 
~ v ~ ~ ~ . i n s u r a n c e . c ~ . w  
CCB-012 P 
Revised: 12/21/06 

REQUEST FOR ASSISTANCE 

Name 

Address 

Work Phone: ( ) 

Home Phone: ( ) 

City Zip 
----- - -- -- 

Before you file a complaint with the Department of Insurance, you should first contact the insurance company, agent or broker 
in an effort to resolve the issuets). If you do not receive a satisfactory response, then complete this form, attach copies of any 
important papers that relate to your complaint and mail to address shown above. 

Please be aware that a copy of this Request for Assistance and other documentation submitted by you may be provided to the 
insurance company, agent or broker unless you indicate that you do not want a copy of your correspondence forwarded by 
checking the box: 

Do forward a copy of the completed form and the documentation provided. However, please 
contact the insurance company and investigate the complaint on my behalf. 

1. Complete name of insurance company involved: 

2. Type of Insurance: A U ~ O ~  Home Life Health Other n 
3. (a) Name of the policyholder if different from your name: I 

(b) If a group policy, provide the group name: 

4. Policy identification or certificate number: 

5. Claim number (if applicable) I 
6 .  Date loss occurred or began (ifapplicable) I 
7. BrokerIAgent (if applicable) BrokerlAgent License number I 

Street address CitylState 1- Zip 

8. Have you contacted the company, agent or broker? Yes 0 No 0 
If yes, state the date(s) and person(s) contacted 

(Provide copies of all correspondence) 
(COMPLETE REVERSE SIDE) 



Have you reported this to any other governmental agency? Yes No 
If yes, please give: 

(1) Name of agency: 

(2) File number, if lmown: 

Have ou previously written to the Department of Insurance about this matter? 
Yes 6 No File number (if available) Date 

Is there attorney representation in this matter? Yes No 

Is a lawsuit currently on-going or pending? Yes No If yes, our ability to mediate this matter 
is limited, but we will investigate your inquiry for any regulatory issues. We may defer the regulatory 
investigation until the finality of the litigation. We ask that you still complete this form so we have a 
record of your issue. Once the matter is concluded, we would welcome any information regarding 
violations of law by the insurer that you or your attorney are willing to provide. 

Briefly, describe your problem (use additional paper if needed): 

What do you consider to be a fair resolution to your problem? 

(Signature) (Date) 



What to Do After a Loss: 
Protect the Property 
One of the most important things to do after a property loss is make temporary repairs to prevent further damage. Do 
your best to protect your property by covering damage in roof, walls, doors, and windows with plastic sheeting or 
plywood. Homeowners insurance policies may not cover ensuing damage to your property if you have not taken 
reasonable steps to secure the property from subsequent damage. Be careful not to risk your own safety when 
makina the reoairs. - 
Your insurance company will reimburse you for all reasonable costs to protect your property, as long as you save 
receipts for any materials you buy. Beware of building contractors that encourage you to spend a lot of money on 
temporary repairs. 
Remember that payments for temporary repairs are part of the total loss settlement. Also, don't make extensive 
permanent repairs until after the claims adjuster has been to your home and assessed the damage. 

Call Your Insurance Agent or Company Representative 
After a property loss you must report the damage to your insurance company agent or representative to start the 
claim process. Ask questions such as: 

Does my policy cover the property damage to my home7 
How long will it take to process my claim? 
Will I need to obtain estimates for repairs to the structure? 
What is my deductible? (The deductible is the portion of the loss you pay before your insurance company 
begins to pay.) 

Dealing with Your Insurance Adjuster 
Your insurance company may send you a claim form, known as a "proof-of-loss" form, to complete. (Proof-of-Loss is 
defined as any documentation in the claimant's possession, which provides evidence of the claim and that supports 
the magnitude w the amount of the claimed loss.) 
A claims adjuster, a person professionally trained to assess the damage to your property, may visit your home before 
you're asked to complete any forms. The more information you have about your damacled home and belonqinqs, the 
sooner yoJr cla m u ~ l ,  be settled. Your aoj~ster generally will come prepared to oo a t h i r o ~ ~ h  and complete - 
eva  ati ion of the damage to your home. If tne aai~ster is ~nabl.5 lo comolete a lhorouah lnsoecrion dJe to tlme 
constraints helshe maybe fdrced to "scope the lbss." This is a brief inspection of the iamabe with a second visit 
necessarv to comolete the insoection. The "scooe of loss" should include the followino: 

1. begree df damage 
2. ~ ~ a l r y  of lhe materials and workmansnip 
3. Meas~remenrs neeoed to ca4cJ ale auanlities 

The scope differs from the finished estimate in two ways: 
1. The scope ooes not necessar ly ~tst any prlces. altho~gn pnces can oe JSed to describe qJai ty. 
2. Tne scope does no1 list tne talc-late0 qbanlit es. 11 lnC.~deS  st the raw counts an0 measurements neeoed 

to calculate quantities for the estimate. 
Keep a log of all phone calls and correspondence, and make copies of all correspondence you send to, or receive 
from, your insurance company. 

What Mav Be Covered bv Your Homeowners Policv: 
Additional Living Expenses 
If your property is not safe for occupancy, keep receipts for all expenses associated with your relocation, such as 
emergency shelter, clothing, and food. These extra costs may be covered under the "loss-of-use" portion of your 
policy. You will be required to account for any covered expenses. so be sure to k e e ~  all of vour bills and receids. Anv 
advance payments received will be counted ioward your final claim settlement. ~dditional l hng  expenses include 

. 
items such as food and housinq costs. and teleDhone or utilitv installation costs in a temoorarv residence. Also. extra 
transportation costs to and from work or school; relocation and storage expenses, and furnituie rental for temporary 



residence are eligible under additional living expense coverage. Your insurance company usually advances you 
money for these extra costs. 

Personal Property 
Making lists of all damaged items is a good place to start documenting your personal property loss. Include the brand 
names and model numbers of appliances and electronic equipment. IF possible, take photographs of the damage. 
Don't forget to list items such as clothing, sports equipment, tools, china, linens, outside furniture, holiday 
decorations, and hobby materials. Put together a set of records - old receipts, bills, and photographs - to help 
establish the price and age of everything that was damaged. If your property was destroyed or you no longer have 
any records, you will have to work from memory. Try to picture the contents of every room and then write a 
description of what was there. Try also to remember where and when you bought each piece and about how much 
you paid. Video taping your possessions room-by-room before a loss is an excellent way to document damage to 
your personal property after a loss. Make sure to keep the video tape at a separate location (such as a safe deposit 
box), so it is not destroyed. Do not throw out any damaged items until you have been told to do so by the adjuster. 

Dwelling 
By identifying the structural damage to your home and other buildings on your premises, like a garage, tool shed, or 
in-ground swimming-pool, you can begin making a list of everything you would like to show the adjuster when he or 
she arrives. This should include cracks in the walls, damage to the floor or ceiling, and missing roofing tiles. If 
structural damage is likely, even though you can't see any signs of it, discuss this with your adjuster. In some cases 
the adjuster may recommend hiring a licensed engineer to inspect the property. Have the electrical system checked 
as well. Get written bids from reliable, licensed contractors on the repair work. The bids should include details of the 
materials to be used, and the prices should be listed on a llne-by-line basis. 

Trees and ShrubberylDebris Removal 
Trees, shrubs, and other plants are insured on a limited basis. The aggregate limit for a loss under this coverage 
generally is 5% of the dwelling limit of liability provided as an additional amount of insurance, with a sub-limit of 
5500.00 (and in some cases $250.00) for loss to any one tree. shrub, or plant. Check the language in your individual 
policy for the coverage that applies. if a covered loss leaves debris that must be removed, this coverage will allow the 
insured to apply a certain percentage, generally 5%. of the coverage limit to pay for their removal. These costs are 
included as part of the llmit of liability applicable to covered property. 

Water Damage 
Homeowners policies do not cover flood damage, but they do cover other kinds of water damage. For example, they 
would generally pay for damage from rain coming through a hole in the roof or a broken window, as long as the hole 
was caused by strong winds or any other covered exposure listed in the policy. If there is water damage, check with 
your insurance company representative as to whether it is covered. (Flood insurance can be purchased as a separate 
policy in addition to your homeowners policy.) 
Never ignore indications of an obvious water problem in your home. Homeowners should immediately attempt to find 
and stop leaks at the source. When water leaks into your property, moisture can collect, allowing mold to develop. 
Mold can cause further damage to your property and can potentially cause health problems. The adverse health 
effects from moid exposure can range from runny noses, coughs, nosebleeds, congestion, and sinusitis to more 
serious upper respiratory ailments such as asthma or bronchitis. Mold damage caused by a covered peril may be 
covered under your homeowners policy. You should immediately report any water damage claim to your aaent or 
company representative. They can discuss the type of water or mold damage that may be covered "rider your policy. 
If sudden water damage occurs to your property, it is important to dry all wet areas, providing proper air circulation to 
aid in the drying process. Drying wet areas and dehumidifying can help minimize the possibility that mold will 
accompany water damage. Delay in cleanup can result in the growth of mold. 
However, if you notice water damage indicating leakage over a period of time, mold may have already developed. In 
this case, attempting to clean up the mold may spread the moid spores, causing greater property damage or health 
problems. Because mold can be dangerous to your health, it is important that mold testing and cleanup be conducted 
as soon as mold is detected. If you suspect the presence of mold after a water leakage, you should contact your 
claims adjuster immediately. 

Building Code Upgrades 
Building codes periodically change to conform to ever-rising safety and environmental standards. The codes have 
probably changed in your community to some extent since your home was built. Unless there is language in your 
policy covering additional costs associated with those changes, you may incur non-reimbursable expenses to rebuild 
in compliance wilh present codes. Such coverage appears as an "endorsemen? -that is, as an option for "ordinance 
or law" coverage - for a small additional premium. 



Replacement Cost Versus Actual Cash Value 

Replacement cost is the dollar amount needed to replace a damaged item with one of similar kind and quality without 
deducting for depreciation -the decrease in vaiue due to age, wear and tear, and other factors. An actual cash vaiue 
policy pays the amount needed to replace the item at the current market value. For example, a tree falls through the 
roof onto your eight-year old washing machine. if you have a replacement cost policy for the contents of your home, 
the insurance company would pay to replace the old machine with a new one. If you have an actual cash value 
policy, the company would likely pay only a percentage of the cost of a new washing machine because a machine 
that has been in use for eiaht vears would almost certainly be worth less than its oriainai cost according to the current - .  - 
market value. 

How the Payment Process Works 

The first check you receive from the insurance company is often an advance, not a final payment. If you're offered an 
on-the-spot settlement, you can accept a check at that time. However, be sure that you understand what the check 
does and does not cover. Be wary of initial settlement offers that are represented as full settlements and as requiring 
a release of further liability. Under most circumstances, if additional damage is discovered later, you can "reopen" the 
claim and request additional compensation. As with your initial claim, you must notify your insurer immediately upon 
the discovery of additional damage. 
When both the structure of your home and your personal belongings are damaged, you generally receive two 
separate checks from your insurance company. You should also receive a separate check covering your additional 
living expenses. 

Structure 
If your home is mortgaged, the check for home repairs wiii generally be made out to you and the mortgage lender. As 
a condition of granting a mortgage, lenders usually require that they are named in the homeowners policy and that 
they are a party to any insurance payments related to the structure. The iender gets equal rights to the insurance 
check to ensure that the necessary repairs are made to the property in which it has a significant financial interest. 
This means that the mortgage company or bank wiii have to endorse the check. Lenders generally put the money in 
an escrow account and release the funds to the policyholder as the work Is completed. You should show the 
mortgage lender your contractor's bid and let them know how much the contractor wants up-front to begin the job. 
Your mortgage company may want to inspect the finished job before releasing the funds for final payment. 

Personal Belongings 
If you have a replacement cost policy for your possessions, you normally need to replace the damaged items before 
your insurance company wiil pay you the replacement cost. if you decide not to replace some items, you wiil be paid 
their actual cash vaiue. You don't have to decide what to do immediately. Your insurance company will generally 
allow you several months from the date of the cash value payment to replace the item. Find out how many months 
you are allowed. Some insurance companies supply lists of vendors that can help replace your property. 

What to  Do i f  You Do Not Agree with the Settlement Offer 

Know Your Rights Under the Unfair Practices Act and the Fair Claims Settlement Practices Regulations 
Insurance Code section 790 and several following sections constitute the Unfair Practices Act. More particularly, 
Section 790.03(h) specifically lists a number of prohibited unfair ciaims settlement practices. The Unfair Practices Act 
requires an insurer's response to a notice of claim to include a copv of Section 790.03 and a written notice that, in 
aodtt,on to Section 790.03. Fair Clatms Sett.emen1 Pracltces ~ e ~ ~ a t  ons govern how ins~rance clatms m ~ s t  be 
Drocesseo in this slate. Tnese rea,lat,ons are f o ~ n d  in Cnaoler 5 of Tlle 10 of the Calilornia Cooe of Reaulalions. 
and commence at Section 2695.7. You may request a copy of the regulations from the insurer, but an insurer is only 
required to provide you with a portion of the regulations. The full text of the regulations is available at the Department 
of InsLrance lnlemet s le, r m  insurance ca qov. 
The reg~~at'ons spec fy lime oeadi~nes wtth n wn cn insJrers m-st acdnow~eoge, eva.Lale, make and comm~nicate 
decisions on claims, and pay ciaims. They as well restrict the information that can be demanded from a claimant to 
information that is reasonably necessary in making a claim determination. The regulations provide that a denial of a 
claim must be in writing, with specified reasons for the denial, and must include a notification that if the claimant 
believes the claim to have been wrongfully denied, the matter may be reviewed by the Department of Insurance. 

Talk to the Claims Manager 
Do not hesitate to contact the claims manager to explain your concerns about the claims settlement if you do not 
agree wltn tne seltlement offer and nave g ;en tne cla ms adj,srer the opponun ty to respono to yoJr q~estions. 
Prov~de copes of s~pportlng docLments Also, sen0 a euer an0 copies of oocuments to tne cla~ms execLllve a1 tne 



insurance company's headquarters, whose address is usually found on the first or last page of the policy. 

Contact the California Department o f  Insurance 
The Consumer Communications Bureau (CCB) is responsible for educating thousands of callers about the 
Department of Insurance's regulatory responsibilities and for providing information regarding insurance matters. The 
CCB has a toli-free Hotline which is staffed by over 40 officers with the expertise to handle a variety of insurance 
issues and complaints. 
After listening to and discussing a consumer's concerns over the phone, a Hotline officer may decide to send the 
consumer a Request for Assistance (RFA) form to be completed and returned to the Department. The RFA provides 
the necessary information to open a claims investigation, which will be handled by officers in the Claims Services 
Bureau. The primary function of the Claims Services Bureau is to investigate complaints and answer questions 
related to the handling of claims. This Bureau determines if insurance companies are fulfilling their lawful obligations 
to policyholders that file claims. 

Consult an Attorney 
If you hire an attorney, provide himlher with a copy of your insurance policy and all other relevant documents. Get 
your attorney's fee structure in writing before you give himlher your business. You will no longer talk directly with the 
insurance company, but can remain current on the progress of your claim by insisting that you receive copies from 
your attorney of all correspondence involving your case. Your attorney must have your approval before committing to 
any settlement. 


