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DEPARTMENT OF HOMELAND SECURITY 
Federal Emergency Management Agency
NATIONAL FLOOD INSURANCE PROGRAM AGENT REFERRAL QUESTIONNAIRE
Introduction:
“Good [morning, afternoon, evening], thank you for calling the National Flood Insurance Program Referral Center. This is [your name]. In order to better assist you may I ask if you already have a flood insurance policy?”
o         Yes, I have a flood policy
o         Go to: Yes
 
o         No, I do not have a flood policy
o         Go to: No
 
o         Remove from mailing list 
o         Go to Complaint and/or Remove From Mailing List 
 
o         Caller is insurance agent 
o         Go to Agent Inquiry 
 
o         Wrong Number
“Thank you for calling the NFIP Referral Center.”
(Disposition Final Wrong Number- U)
 
o         Prank Call
“Thank you for calling the NFIP Referral Center.”
(Disposition Final- V)
 
o         Hang Up
 “Thank you for calling the NFIP Referral Center.”
(Disposition Final- Y)
 
PAPERWORK BURDEN DISCLOSURE NOTICE
 
Public reporting burden for this data collection is estimated to average 2 minutes per response. The burden estimate includes the time for reviewing instructions, searching existing data sources, gathering and maintaining the data needed, and completing and submitting this form. This collection of information is voluntary. You are not required to respond to this collection of information unless a valid OMB control number is displayed on this form. Send comments regarding the accuracy of the burden estimate and any suggestions for reducing the burden to: Information Collections Management, Department of Homeland Security, Federal Emergency Management Agency, 500 C Street, SW., Washington, DC 20472-3100, Paperwork Reduction Project (1660-0059) NOTE: Do not send your completed form to this address.
1. Yes:
“How may I help you today?”
 
1.1          Caller has sustained recent flood damage
* As a friendly reminder, we need to be extremely sensitive and patient with these callers. First check to see if they have a flood insurance policy and are trying to submit a flood insurance claim. If they do not have a policy, they may be eligible for disaster assistance from FEMA if their area has been declared a Federal disaster.
“I am so sorry, I am happy to help. Do you currently have flood insurance?”
o         Yes
o         Flood Insurance Claim
“Unfortunately you will need to speak with your insurance agent directly to make a claim.” 
             (Disposition Final Consumer Inquiry- P)
Caller indicates that the agent is not responsive/helpful, sent them to FEMA. 
“What is the name of the insurance company that handles your policy?”
·         NFIP, FEMA, State Farm, I don't know 
o         Go to Transfer to Department (Close) and transfer them to NFIP Direct Claims DRTA 1010
·         Other WYO Company
o         Go to WYO (Close) 
o         No
o         Disaster Assistance
“Ok, I am going to transfer you to the department that handles Federal Disaster Assistance to see if your area qualifies. Do you have a pen handy?”
o         Go to Transfer to Department (Close) 
(Disposition Department Transfer- O)
1.2         Checking the status of my claim- 
“Are you checking on a flood insurance claim or disaster assistance claim?”
o         Disaster Assistance
o         Go to Transfer to Department (Close) 
 
o         Flood Insurance Claim
“Are you currently working with an agent on your insurance claim?”
o         Yes
o         “You will need to speak with your insurance agent directly regarding your claim.”
(Disposition Final Consumer Inquiry- P)
o         No/I don't know/Yes but want to speak to someone else
o         “What is the name of the insurance company that handles your policy?”
·         NFIP, FEMA, State Farm, I don't know 
o         Go to Transfer to Department (Close) and transfer them to NFIP Direct Claims DRTA 1010
·         Other WYO Company
o         Go to WYO (Close) 
 
1.3         Looking for lower premium estimates
“Rates are federally regulated if your current agent writes on behalf of the NFIP, so you will receive the same rate from other agents in our program. I would be happy to refer you to other agents in the area if you would still like to speak with one and I can transfer you to that agent. I can also send you a flood insurance brochure if you would like.”
o         Yes to Agent Warm Transfer 
o         Yes to Agent Warm Transfer/Send Brochure 
o         Yes to Agent Referral 
o         Yes to Agent Referral /Send Brochure
o         Yes to Send Brochure 
  
NATIONAL FLOOD INSURANCE PROGRAM AGENT REFERRAL QUESTIONNAIRE (cont.)
1.4         Consumer heard about $129/137 flood insurance policy and is interested in that policy/price
“You may qualify for a low-cost Preferred Risk Policy. This is based on a number of factors. Your insurance agent will be able to give you more information. I recommend that you speak with your agent.”
o         If consumer does not want to go back to their agent
1.         “I will be happy to locate a qualified agent in your area who can provide you with flood insurance information. I can transfer you to that agent and also send you a flood insurance brochure.”
·         Yes to Agent Warm Transfer 
·         Yes to Agent Warm Transfer/Send Brochure 
·         Yes to Agent Referral 
·         Yes to Agent Referral /Send Brochure
·         Yes to Send Brochure 
 
1.5         Want to know what  flood zone they are in
“Unfortunately, I do not have that information, but your insurance agent will be able to assist you. You can also contact your local  planning and zoning or building permit office or you may wish to visit the FEMA Map Information Exchange website, msc.fema.gov. If we can be of any further assistance, please feel free to call us back. Thank you for calling the NFIP Referral Center.”
(Disposition Final Consumer Inquiry- P)
 
1.6         FEMA says consumer is in a high-risk flood zone, but the caller doesn't agree.
“Unfortunately, I do not have that information, but your insurance agent will be able to assist you. You can also contact your local planning and zoning or building permit office to help determine your most current flood zone.  Or you may wish to visit the FEMA Map Information Exchange website, msc.fema.gov. There is contact information available at the website for speaking directly to a FEMA Mapping Specialist if you need further assistance.  If we can be of any further assistance, please feel free to call us back. Thank you for calling the NFIP Referral Center.”
 (Disposition Final Consumer Inquiry- P)
1.7         Mortgage lender says consumer is in a high-risk flood zone, but the caller doesn't agree
“Unfortunately, I do not have that information, but your insurance agent will be able to assist you. You can also contact your local planning and zoning office or building permit office or visit the FEMA Map Information Exchange website, msc.fema.gov. for information about your most current flood zone.  Please note that your lender may require you to purchase flood insurance regardless of your flood zone. If we can be of any further assistance, please feel free to call us back. Thank you for calling the NFIP Referral Center.” 
(Disposition Final Consumer Inquiry- P)
 
 
1.8         Received information about free or discounted flood insurance (typically 3-year term)- This is a Group Flood Insurance Policy
o         Go to Transfer to Department (Close) and transfer them to NFIP Direct Underwriting DRTA 1009
 
1.9         Specific department transfer
 
o         Go to Transfer to Department (Close)
 
1.10          Interested in insurance and department information
o         Yes to Agent Warm Transfer 
o         Yes to Agent Warm Transfer/Department Referral/Transfer
o         Yes to Agent Warm Transfer/Send Brochure 
o         Yes to Agent Warm Transfer/Department Referral/Transfer/Send Brochure
o         Yes to Agent Referral 
o         Yes to Agent Referral/Department Referral/Transfer
o         Yes to Agent Referral /Send Brochure
o         Yes to Agent Referral/Department Referral/Transfer/Send Brochure
o         Yes to Send Brochure 
 
1.11          Other questions or inquiries
If the caller has an inquiry, please do your best to answer the question(s), use your comment box, and note the reason for the call.  Please be as thorough as possible when making your comments.
 
“You can visit our website at FloodSmart.gov for more information about your flood risk, flood insurance and to find the names of insurance agents in your area. If we can be of any further assistance, please feel free to call us back. Thank you for calling the NFIP Referral Center.”
(Disposition Final Consumer Inquiry- P)
 
 
 
NATIONAL FLOOD INSURANCE PROGRAM AGENT REFERRAL QUESTIONNAIRE (cont.)
2.1         Customer indicated they have had a policy for 3 years under FEMA after their house received flood damage but it is about to expire and they need a new policy. This is a Group Flood Insurance Policy and now they need to purchase a Standard Flood Insurance policy through an insurance agent. 
o         “You may contact your insurance agent who provides your home or auto policy, or if you would prefer I will be happy to locate an agent in your area who can provide you with a new flood insurance policy. I can transfer you to that agent and also send you a flood insurance brochure.”
o         Yes to Agent Warm Transfer 
o         Yes to Agent Warm Transfer/Send Brochure 
o         Yes to Agent Referral 
o         Yes to Agent Referral /Send Brochure
o         Yes to Send Brochure 
No to Agent Warm Transfer
2.2         Any questions related to higher policy costs and/or current legislation:
- If the caller already has a policy and has specific questions about their policy premium:
1.         Please refer them back to their current agent- 
o         “I suggest speaking with your agent as they will be able to assist you with specific policy questions.”
This is the preferred outcome of these calls. If the caller continues to voice frustration, have issues with being sent back to their agent, or wish to speak to someone else, then;
2.         Please refer them back to their carrier (this includes NFIP Direct, if the NFIP services the policy)-
“You can contact your insurance carrier as they also will be able to assist you with policy questions.”
3.         If the caller continues to voice frustration, or does not wish to be sent back to their agent or to their carrier. 
o         Go to Transfer to Department (Close) and transfer them to NFIP Help Center DRTA 1012   
“Let me transfer you to the NFIP Help Center. If we can be of any further assistance, please feel free to call us back. Thank you for calling the NFIP Referral Center.”
 
2.3         Customer received a piece of mail indicating that they need to renew their policy, however they have already renewed. 
o         “I apologize; your payment and our mailing may have gotten crossed in the mail. If you have already renewed your policy you can disregard the letter. However, it is always best to check with your agent to confirm your payment was received.”
-If caller is unsure they have paid, or would like confirmation that payment was received please refer them back to their agent. 
o         “You would need to contact your insurance agent to ensure that your payment was received. If we can be of any further assistance, please feel free to call us back. Thank you for calling the NFIP Referral Center. “If caller indicates that they have been unable to reach their agent, or their agent was not helpful
1.         Please refer them back to their carrier (this includes NFIP Direct, if the NFIP services the policy)-
“You can contact your insurance carrier as they also will be able to assist you with policy questions.”
 
 2. No:
“How may I help you today?”
 
2.4         Consumer is interested in flood insurance 
“I would be happy to help you. Do you already work with an insurance agent that offers flood insurance?”
o         No
o         “I will be happy to locate an agent in your area who can provide you with flood insurance information. I can transfer you to that agent and also send you a flood insurance brochure.”
o         Yes to Agent Warm Transfer 
o         Yes to Agent Warm Transfer/Send Brochure 
o         Yes to Agent Referral 
o         Yes to Agent Referral /Send Brochure
o         Yes to Send Brochure 
 
NATIONAL FLOOD INSURANCE PROGRAM AGENT REFERRAL QUESTIONNAIRE (cont.)
o         Yes or I don't know
o         “I recommend that you check with your agent first to see if he or she offers flood insurance.”
o         If consumer does not want to go back to their agent
·         “I will be happy to locate an agent in your area who can provide you with flood insurance information. I can transfer you to that agent and also send you a flood insurance brochure.”
o         Yes to Agent Warm Transfer 
o         Yes to Agent Warm Transfer/Send Brochure 
o         Yes to Agent Referral 
o         Yes to Agent Referral /Send Brochure
o         Yes to Send Brochure 
 
2.5         Consumer heard about $129/137 flood insurance policy and is interested in flood insurance
“I would be happy to help you. You may qualify for a low-cost Preferred Risk Policy. This is based on a number of factors. An insurance agent will be able to give you more information. Do you already work with an insurance agent that offers flood insurance?”
o         No
o         “I will be happy to locate an agent in your area who can provide you with flood insurance information. I can transfer you to that agent and also send you a flood insurance brochure.”
o         Yes to Agent Warm Transfer 
o         Yes to Agent Warm Transfer/Send Brochure 
o         Yes to Agent Referral 
o         Yes to Agent Referral /Send Brochure
o         Yes to Send Brochure 
o         Yes or I don't know
o         “I recommend that you check with your agent first to see if he or she offers flood insurance.”
o         If consumer does not want to go back to their agent
·         “I will be happy to locate an agent in your area who can provide you with flood insurance information. I can transfer you to that agent and also send you a flood insurance brochure.”
o         Yes to Agent Warm Transfer 
o         Yes to Agent Warm Transfer/Send Brochure 
o         Yes to Agent Referral 
o         Yes to Agent Referral /Send Brochure
o         Yes to Send Brochure 
 
2.6         Just want to  know what flood zone they are in
“I'm sorry to say that I do not have that information. An insurance agent who handles flood insurance will be able to assist you with this. I recommend that you contact your insurance agent for this information.  I could also locate an agent in your area if you like. Otherwise, you can also contact your local building permit or planning and zoning office or visit the FEMA Map Information Exchange website, msc.fema.gov.”
o         Yes to Agent Warm Transfer 
o         Yes to Agent Referral 
o         No to all the above
o         “If we can be of any further assistance, please feel free to call us back. Thank you for calling the NFIP Referral Center.”
(Disposition Final Consumer Inquiry- P)
 
 
 
2.7         FEMA, Mortgage, etc. says consumer is in a high-risk flood zone, but they don't agree and want to be remapped
“Let me transfer you to the FEMA Map Information Exchange. If we can be of any further assistance, please feel free to call us back. Thank you for calling the NFIP Referral Center.”
o         Go to Transfer to Department (Close) and transfer them to FEMA Map Information Exchange (FMIX) DRTA 1014
o         
 
2.8         Received information about free or discounted flood insurance (typically 3 year term) - This is a Group Flood Insurance Policy
o         Go to Transfer to Department (Close) and transfer them to NFIP Direct Underwriting DRTA 1009
 
 
NATIONAL FLOOD INSURANCE PROGRAM AGENT REFERRAL QUESTIONNAIRE (cont.)
2.9         Customer indicated that they have already received two quotes for a flood insurance policy and wants to know why the prices are different if the rates are set by FEMA. 
o         “While all agents write under the NFIP Guidelines the difference in prices could be based on several factors in how the agent rated your policy, such as a different deductible or a difference in coverage options. I would suggest speaking with one of the agents that provided you with a quote to help clarify what rating factors were used.”
o         If the caller wishes to be transferred to another agent, please offer them a referral from our insurance agent database. 
I will be happy to locate an agent in your area who can provide you with flood insurance information. -Yes
o         Yes to Agent Warm Transfer 
 
2.10         Any questions related to higher policy costs and/or current legislation:
o         If the caller does NOT have a policy
1.         If they have not already spoken to an agent:
o         Please offer them referrals from our insurance agent database-
o         “I will be happy to locate an agent in your area who can provide you with flood insurance information. I can transfer you to that agent and also send you a flood brochure.”
o         Yes to Agent Warm Transfer 
o         Yes to Agent Warm Transfer/Send Brochure 
o         Yes to Agent Referral 
o         Yes to Agent Referral /Send Brochure
o         Yes to Send Brochure 
 
         2.         If they've already spoken to an agent:
o         Please offer them referrals from our insurance agent database-
o         “Please note that all agents who write for FEMA use the same underwriting requirements and rates and will give you the same quote. However, I can refer you to another agent in your area if you'd like.”
o         Yes to Agent Warm Transfer 
o         Yes to Agent Warm Transfer/Send Brochure 
o         Yes to Agent Referral 
o         Yes to Agent Referral /Send Brochure
o         Yes to Send Brochure 
o         All callers that have GENERAL questions about the Biggert-Waters Flood Insurance Act of 2012 (BW-12):
Please refer them to the NFIP Help Center (DRTA 1012, 1-800-427-4661)-
“Let me transfer you to the NFIP Help Center where they will be able to further assist you.”
2.11         Customer wants to know the difference between their current agent who offers flood insurance, and the agents listed on our website. 
o         The agents listed on the FloodSmart.gov website are agents who have taken National Flood Insurance Program flood insurance training and opted into the Agent Referral program. However, all agents that write through the NFIP abide by the same underwriting rules and rates  and should quote you the same price. Would you like me to locate one of our trained agents in your area?
-Yes
§         Yes to Agent Warm Transfer 
§         Yes to Agent Warm Transfer/Send Brochure 
§         Yes to Agent Referral 
§         Yes to Agent Referral /Send Brochure
§         Yes to Send Brochure 
           - No         
         1.         “If we can be of any further assistance, please feel free to call us back. Thank you for calling the NFIP Referral Center”
 
NATIONAL FLOOD INSURANCE PROGRAM AGENT REFERRAL QUESTIONNAIRE (cont.)
Transfers
Agent Warm Transfer
“In order to provide you with an agent in your area, may I have your name please?”  
(Confirm Spelling of Name)
 
“And your address please?”
 
“And the ZIP Code?”
(Write this information down as you will need it later)
 
“May I have your city please?”
 
“May I have your area code and telephone number please?”
(Repeat the spelling of the name and address to ensure accuracy)
 
“Are you a homeowner, renter, or business owner?”
·         Homeowner
·         Renter
·         Business owner
 
“One moment while I locate an agent in your area.”
(OPT: alt+tab to the HMSS Browser and click on the Insurance Agent Search link under the FEMA heading. Copy and paste or type in the customer's address and ZIP Code to run the proximity search. Several agents' names will appear in your next screen. Give the caller the first and last name of three insurance agents, agency name, and the street name they are located on (e.g., Bob Smith at State Farm on Cherry Lane) and then ask them which agent would be their first preference and which agent would be their second preference. Write the preferred FloodSmart Agent ID number down and the secondary FloodSmart ID number down. Then alt+tab back to this screen and press return to enter the ID numbers.)
 
“[M/M consumer name], I will attempt to transfer you to [insurance agent name] now. You can always visit our website at FloodSmart.gov for more information about your flood risk, flood insurance and to find other insurance agents in your area. Before I transfer you, do you have a pen handy? Just in case we get disconnected, [his/her] contact information is [insurance agent phone & address]. If we get the agent's voicemail, do I have permission to leave your number for the agent to follow up with you at another time?”
 
Yes, leave voicemail
·         Go to Yes, voicemail
No, don't leave voicemail
·         Go to No, don't leave voicemail
 
·         Yes, voicemail
“When you speak to the agent ask for details about the Preferred Risk Policy. You may qualify for this lower cost policy if you meet certain requirements. The agent will be able to assist you further. One moment while I transfer you.”
b.         Agent answered phone
“Hello [insurance agent name], this is [your name] from the National Flood Insurance Program Referral Center. I have [consumer name] on the line, [he/she] would like to speak to you about a flood insurance policy. We will also be sending you an email confirmation with the consumer's contact information tonight. One moment while I bring [him/her] on the line.”  
(Transfer Call)
 
“[M/M consumer name], [insurance agent name] is on the line with us. I am going to hang up now. You can also visit our website at FloodSmart.gov for more information. Thank you for calling the NFIP Referral Center.”
(Disposition Final Agent Warm Transfer- F)
 
 c.         Received Agent's voicemail 
“Hello [insurance agent name], this is [your name] from the National Flood Insurance Program Referral Center. I have [consumer name] on the line, [he/she] would like to speak to you about a flood insurance policy. Please call back at [customer phone number] within the next 24 hours.”
(Return to Consumer Call)
 
NATIONAL FLOOD INSURANCE PROGRAM AGENT REFERRAL QUESTIONNAIRE (cont.)
“[M/M consumer name], [insurance agent name] voicemail message came on.  Please feel free to try [him/her] again at your convenience. You can also visit our website at FloodSmart.gov for more information. Thank you for calling the NFIP Referral Center.”  
(Disposition Final Agent Referral- J)
 
d.         Line is busy/Ring 5 Times No Answer/Wrong Number/Disconnected 
(Return to Consumer Call)
“[M/M consumer name], I wasn't able to reach [insurance agent name] as [state reason]. Would you like me to try another agent?”
 
- Yes: Go back to Yes Voicemail
- No:
“Please feel free to try [him/her] again at your convenience. You can also visit our website at FloodSmart.gov for more information. Thank you for calling the NFIP Referral Center.” 
(Disposition Final Agent Referral- J)
 
·         No, don't leave voicemail
e.         Agent answered phone
“Hello [insurance agent name], this is [your name] from the National Flood Insurance Program Referral Center. I have [consumer name] on the line, [he/she] would like to speak to you about a flood insurance policy. We will also be sending you an email confirmation with the consumer's contact information tonight. One moment while I bring [him/her] on the line.”  
(Transfer Call)
 
“[M/M consumer name], [insurance agent name] is on the line with us. I am going to hang up now. You can also visit our website at FloodSmart.gov for more information. Thank you for calling the NFIP Referral Center.”
(Disposition Final Agent Warm Transfer- F)
 
f.         Received Agent's voicemail/ Line is busy/Ring 5 Times No Answer/Wrong Number/Disconnected 
(Return to Consumer Call)
“[M/M consumer name I wasn't able to reach [insurance agent name] as [state reason]Would you like me to try another agent?
 
- Yes: Go back to Yes Voicemail
- No:
“Please feel free to try [him/her] again at your convenience. You can also visit our website at Floodsmart.gov for more information. Thank you for calling the NFIP Referral Center.” 
(Disposition Final Agent Referral- J)
 
Agent Warm Transfer/Department Referral/Transfer
“I would be happy to provide you with the contact information for [department name]. That phone number is [department phone number]. Now in order to provide you with an agent in your area, may I have your name please?”  
(Confirm Spelling of Name)
 
“And your address please?”
 
“And the ZIP Code?”
(Write this information down as you will need it later)
 
“May I have your city please?”
 
“May I have your area code and telephone number please?”
(Repeat the spelling of the name and address to ensure accuracy)
 
“Are you a homeowner, renter, or business owner?”
·         Homeowner
·         Renter
·         Business owner
 
NATIONAL FLOOD INSURANCE PROGRAM AGENT REFERRAL QUESTIONNAIRE (cont.)
“One moment while I locate an agent in your area.”
(OPT: alt+tab to the HMSS Browser and click on the Insurance Agent Search link under the FEMA heading. Copy and paste or type in the customer's address and ZIP Code to run the proximity search. Several agents' names will appear in your next screen. Give the caller the first and last name of three insurance agents, agency name, and the street name they are located on (e.g., Bob Smith at State Farm on Cherry Lane) and then ask them which agent would be their first preference and which agent would be their second preference. Write the preferred FloodSmart Agent ID number down and the secondary FloodSmart ID number down. Then alt+tab back to this screen and press return to enter the ID numbers.)
 
“[M/M consumer name], I will attempt to transfer you to [insurance agent name] now. You can visit our website at FloodSmart.gov for more information about your flood risk, flood insurance and to find other insurance agents in your area. Before I transfer you, do you have a pen handy? Just in case we get disconnected, [his/her] contact information is [insurance agent phone & address]. If we get the agent's voicemail, do I have permission to leave your number for the agent to follow up with you at another time?”
 
·         Yes, leave voicemail
1.         Go to Yes, voicemail
·         No, don't leave voicemail
1.         Go to No, don't leave voicemail
 
·         Yes, voicemail
“When you speak to the agent ask for details about the Preferred Risk Policy. You may qualify for this low cost policy if you meet certain requirements. The agent will be able to provide more information. One moment while I transfer you.”
g.         Agent answered phone
“Hello [insurance agent name], this is [your name] from the National Flood Insurance Program Referral Center. I have [consumer name] on the line, [he/she] would like to speak to you about a flood insurance policy. We will also be sending you an email confirmation with the consumer's contact information tonight. One moment while I bring [him/her] on the line.”
(Transfer Call)
 
“[M/M consumer name], [insurance agent name] is on the line with us. I am going to hang up now. You can also visit our website at FloodSmart.gov for more information. Thank you for calling the NFIP Referral Center.”
(Disposition Final Agent Warm Transfer- G)
 
h.         Received Agent's voicemail 
“Hello [insurance agent name], this is [your name] from the National Flood Insurance Program Referral Center. I have [consumer name] on the line, [he/she] would like to speak to you about a flood insurance policy. Please call back at [customer phone number] within the next 24 hours.”
(Return to Consumer Call)
 
 “[M/M consumer name], [insurance agent name] voicemail message came on.  Please feel free to try [him/her] again at your convenience. You can also visit our website at FloodSmart.gov for additional information. Thank you for calling the NFIP Referral Center.”  
(Disposition Final Agent Referral- K)
 
i.         Line is busy/Ring 5 Times No Answer/Wrong Number/Disconnected 
(Return to Consumer Call)
“[M/M consumer name], I wasn't able to reach [insurance agent name] as [state reason]. Would you like me to try another agent?”
 
- Yes: Go back to Yes Voicemail
- No:
“Please feel free to try [him/her] again at your convenience. You can also visit our website at FloodSmart.gov for additional information. Thank you for calling the NFIP Referral Center.” 
(Disposition Final Agent Referral- K)
 
 
NATIONAL FLOOD INSURANCE PROGRAM AGENT REFERRAL QUESTIONNAIRE (cont.)
·         No, don't leave voicemail
j.         Agent answered phone
“Hello [insurance agent name], this is [your name] from the National Flood Insurance Program Referral Center. I have [consumer name] on the line, [he/she] would like to speak to you about a flood insurance policy. We will also be sending you an email confirmation with the consumer's contact information tonight. One moment while I bring [him/her] on the line.”  
(Transfer Call)
 
“[M/M consumer name], [insurance agent name] is on the line with us. I am going to hang up now. You can also visit our website at FloodSmart.gov for additional information. Thank you for calling the NFIP Referral Center.”
(Disposition Final Agent Warm Transfer- G)
 
k.         Received Agent's voicemail/ Line is busy/Ring 5 Times No Answer/Wrong Number/Disconnected 
(Return to Consumer Call)
 “[M/M consumer name], I wasn't able to reach [insurance agent name] as [state reason]Would you like me to try another agent?
 
- Yes: Go back to Yes Voicemail
- No:
“Please feel free to try [him/her] again at your convenience. You can also visit our website at FloodSmart.gov for additional information. Thank you for calling the NFIP Referral Center.” 
(Disposition Final Agent Referral- K)
 
 
Agent Warm Transfer/Send Brochure 
“In order to send you information on flood insurance and provide you with an agent in your area, may I have your name please?”  
(Confirm Spelling of Name)
 
“And your address please?”
 
“And the ZIP Code?”
(Write this information down as you will need it later)
 
“May I have your city please?”
 
“May I have your area code and telephone number please?”
(Repeat the spelling of the name and address to ensure accuracy)
 
“Are you a homeowner, renter, or business owner?”
·         Homeowner
·         Renter
·         Business owner
 
“Great! I have just ordered the flood insurance informational brochure for you. Please allow 10 to15 business days for delivery. And one moment while I locate an agent in your area.”
(OPT: alt+tab to the HMSS Browser and click on the Insurance Agent Search link under the FEMA heading. Copy and paste or type in the customer's address and ZIP Code to run the proximity search. Several agents' names will appear in your next screen. Give the caller the first and last name of three insurance agents, agency name, and the street name they are located on (e.g., Bob Smith at State Farm on Cherry Lane) and then ask them which agent would be their first preference and which agent would be their second preference. Write the preferred 
FloodSmart Agent ID number down and the secondary FloodSmart ID number down. Then alt+tab back to this screen and press return to enter the ID numbers.)
 
NATIONAL FLOOD INSURANCE PROGRAM AGENT REFERRAL QUESTIONNAIRE (cont.)
“[M/M consumer name], I will attempt to transfer you to [insurance agent name] now. You can visit our website at FloodSmart.gov for more information about flood insurance and to find other insurance agents in your area. Before I transfer you, do you have a pen handy? Just in case we get disconnected, [his/her] contact information is [Insurance agent phone & address]. If we get the agent's voicemail, do I have your permission to leave your number for the agent to follow up with you at another time?”
·         Yes, leave voicemail
1.         Go to Yes, voicemail
·         No, don't leave voicemail
1.         Go to No, don't leave voicemail
 
·         Yes, voicemail
“When you speak to the agent ask for details about the Preferred Risk Policy. You may qualify for this low cost policy if you meet certain requirements. The agent will be able to provide more information. One moment while I transfer you.”
l.         Agent answered phone
“Hello [insurance agent name], this is [your name] from the National Flood Insurance Program Referral Center. I have [consumer name] on the line, [he/she] would like to speak to you about a flood insurance policy. We will also be sending you an email confirmation with the consumer's contact information tonight. One moment while I bring [him/her] on the line.”  
(Transfer Call)
 
“[M/M consumer name], [insurance agent name] is on the line with us. I am going to hang up now. You can also visit our website at FloodSmart.gov for more information. Thank you for calling the NFIP Referral Center.”
(Disposition Final Agent Warm Transfer- H)
 
m.         Received Agent's voicemail 
“Hello [insurance agent name], this is [your name] from the National Flood Insurance Program Referral Center. I have [consumer name] on the line, [he/she] would like to speak to you about a flood insurance policy. Please call back at [customer phone number] within the next 24 hours.”
(Return to Consumer Call)
 
“[M/M consumer name], [insurance agent name] voicemail message came on.  Please feel free to try [him/her] again at your convenience. You can also visit our website at FloodSmart.gov for more information. Thank you for calling the NFIP Referral Center.”  
(Disposition Final Agent Referral- L)
 
n.         Line is busy/Ring 5 Times No Answer/Wrong Number/Disconnected 
(Return to Consumer Call)
“[M/M consumer name], I wasn't able to reach [insurance agent name] as [state reason]. Would you like me to try another agent?”
 
- Yes: Go back to Yes Voicemail
- No:
 
 “Please feel free to try [him/her] again at your convenience. You can also visit our website at FloodSmart.gov for more information. Thank you for calling the NFIP Referral Center.”
(Disposition Final Agent Referral- L)
 
·         No, don't leave voicemail
o.         Agent answered phone
“Hello [insurance agent name], this is [your name] from the National Flood Insurance Program Referral Center. I have [consumer name] on the line, [he/she] would like to speak to you about a flood insurance policy. We will also be sending you an email confirmation with the consumer's contact information tonight. One moment while I bring [him/her] on the line.”  
(Transfer Call)
 
“[M/M consumer name], [insurance agent name] is on the line with us. I am going to hang up now. You can also visit our website at FloodSmart.gov for more information. Thank you for calling the NFIP Referral Center.”
(Disposition Final Agent Warm Transfer- H)
 
NATIONAL FLOOD INSURANCE PROGRAM AGENT REFERRAL QUESTIONNAIRE (cont.)
p.         Received Agent's voicemail/ Line is busy/Ring 5 Times No Answer/Wrong Number/Disconnected 
(Return to Consumer Call)
“[M/M consumer name], I wasn't able to reach [insurance agent name] as [state reason]Would you like me to try another agent?”
 
- Yes: Go back to Yes Voicemail
- No:
“Please feel free to try [him/her] again at your convenience. You can also visit our website at FloodSmart.gov for more information. Thank you for calling the NFIP Referral Center.” 
(Disposition Final Agent Referral- L)
 
Agent Warm Transfer/Department Transfer/Referral/Send Brochure
“I would be happy to provide you with the contact information for [department name]. That phone number is [department phone number]. Now in order to send you information on flood insurance and provide you with an agent in your area, may I have your name please?”  
 (Confirm Spelling of Name)
 
“And your address please?”
 
“And the ZIP Code?”
(Write this information down as you will need it later)
 
“May I have your city please?”
 
“May I have your area code and telephone number please?”
(Repeat the spelling of the name and address to ensure accuracy)
 
“Are you a homeowner, renter, or business owner?”
·         Homeowner
·         Renter
·         Business owner
 
“Great! I have just ordered the flood insurance informational brochure for you. Please allow 10 to15 business days for delivery. One moment while I locate an agent in your area.”
(OPT: alt+tab to the HMSS Browser and click on the Insurance Agent Search link under the FEMA heading. Copy and paste or type in the customer's address and ZIP Code to run the proximity search. Several agents' names will appear in your next screen. Give the caller the first and last name of three insurance agents, agency name, and the street name they are located on (e.g., Bob Smith at State Farm on Cherry Lane) and then ask them which agent would be their first preference and which agent would be their second preference. Write the preferred FloodSmart Agent ID number down and the secondary FloodSmart ID number down. Then alt+tab back to this screen and press return to enter the ID numbers.)
 
“[M/M consumer name], I will attempt to transfer you to [insurance agent name] now. You can always visit our website at FloodSmart.gov for more information about flood insurance and to find other insurance agents in your area. Before I transfer you, do you have a pen handy? Just in case we get disconnected, [his/her] contact information is [insurance agent phone & address]. If we get the agent's voicemail, do I have permission to leave your number for the agent to follow up with you at another time?”
·         Yes, leave voicemail
1.         Go to Yes, voicemail
·         No, don't leave voicemail
1.         Go to No, don't leave voicemail
 ·         Yes, voicemail
“When you speak to the agent, ask for details about the Preferred Risk Policy. You may qualify for this low cost policy if you meet certain requirements. The agent will be able to provide more information. One moment while I transfer you.”
q.         Agent answered phone
“Hello [insurance agent name], this is [your name] from the National Flood Insurance Program Referral Center. I have [consumer name] on the line, [he/she] would like to speak to you about a flood insurance policy. We will also be sending you an email confirmation with the consumer's contact information tonight. One moment while I bring [him/her] on the line.”  
(Transfer Call)
 
NATIONAL FLOOD INSURANCE PROGRAM AGENT REFERRAL QUESTIONNAIRE (cont.)
“[M/M consumer name], [insurance agent name] is on the line with us. I am going to hang up now. You can also visit our website at FloodSmart.gov for more information. Thank you for calling the NFIP Referral Center.”
(Disposition Final Agent Warm Transfer- I)
 
r.         Received Agent's voicemail 
“Hello [insurance agent name], this is [your name] from the National Flood Insurance Program Referral Center. I have [consumer name] on the line, [he/she] would like to speak to you about a flood insurance policy. Please call back at [customer phone number] within the next 24 hours.”
(Return to Consumer Call)
 
“[M/M consumer name], [insurance agent name] voicemail message came on.  Please feel free to try [him/her] again at your convenience. You can also visit our website at FloodSmart.gov for more information. Thank you for calling the NFIP Referral Center.”  
(Disposition Final Agent Referral- M)
 
s.         Line is busy/Ring 5 Times No Answer/Wrong Number/Disconnected 
(Return to Consumer Call)
“[M/M consumer name], I wasn't able to reach [insurance agent name] as [State Reason]. Would you like me to try another agent?”
 
- Yes: Go back to Yes Voicemail
- No:
“Please feel free to try [him/her] again at your convenience. You can also visit our website at FloodSmart.gov for more information. Thank you for calling the NFIP Referral Center.” 
(Disposition Final Agent Referral- M)
 
·         No, don't leave voicemail
t.         Agent answered phone
“Hello [insurance agent name], this is [your name] from the National Flood Insurance Program Referral Center. I have [consumer name] on the line, [he/she] would like to speak to you about a flood insurance policy. We will also be sending you an email confirmation with the consumer's contact information tonight. One moment while I bring [him/her] on the line.”  
(Transfer Call)
 
“[M/M consumer name], [insurance agent name] is on the line with us. I am going to hang up now. You can also visit our website at FloodSmart.gov to obtain additional information. Thank you for calling the NFIP Referral Center.”
(Disposition Final Agent Warm Transfer- I)
 
 u.         Received Agent's voicemail/ Line is busy/Ring 5 Times No Answer/Wrong Number/Disconnected 
                  (Return to Consumer Call)
“[M/M consumer name], I wasn't able to reach [insurance agent name] as [state reason].  Would you like me to try another agent?”
 
- Yes: Go back to Yes Voicemail
- No:
“Please feel free to try [him/her] again at your convenience. You can also visit our website at FloodSmart.gov for more information. Thank you for calling the NFIP Referral Center.” 
(Disposition Final Agent Referral- M)
 
Agent Referral
“In order to provide you with an agent in your area, may I have your name please?”  
(Confirm Spelling of Name)
 
“And your address please?”
 
“And the ZIP Code?”
(Write this information down as you will need it later)
 
“May I have your city please?”
 
“May I have your area code and telephone number please?”
 
NATIONAL FLOOD INSURANCE PROGRAM AGENT REFERRAL QUESTIONNAIRE (cont.)
(Repeat the spelling of the name and address to ensure accuracy)
 
“Are you a homeowner, renter, or business owner?”
·         Homeowner
·         Renter
·         Business owner
 
“One moment while I locate an agent in your area.”
(OPT: alt+tab to the HMSS Browser and click on the Insurance Agent Search link under the FEMA heading. Copy and paste or type in the customer's address and ZIP Code to run the proximity search. Several agents' names will appear in your next screen. Give the caller the first and last name of three insurance agents, agency name, and the street name they are located on (e.g., Bob Smith at State Farm on Cherry Lane) and then ask them which agent would be their first preference and which agent would be their second preference. Write the preferred FloodSmart Agent ID number down and the secondary FloodSmart ID number down. Then alt+tab back to this screen and press return to enter the ID numbers.)
 
“[M/M consumer name], do you have a pen handy? I am going to give you the contact information for a few agents in your area. [insurance agent name] contact information is [insurance agent phone & address].  
(Provide them with contact information for 3 agents, more only at the consumer's request)
 
“You can also visit our website at FloodSmart.gov for more information. If we can be of any further assistance, please feel free to call us back. Thank you for calling the NFIP Referral Center.”
(Disposition Final Agent Referral- J)
 
Agent Referral/Department Referral/Transfer
“In order to provide you with an agent in your area, may I have your name please?”  
(Confirm Spelling of Name)
 
“And your address please?”
 
“And the ZIP Code?”
(Write this information down as you will need it later)
 
“May I have your city please?”
 
“May I have your area code and telephone number please?”
(Repeat the spelling of the name and address to ensure accuracy)
 
“Are you a homeowner, renter, or business owner?”
·         Homeowner
·         Renter
·         Business owner
 
“One moment while I locate an agent in your area.”
(OPT: alt+tab to the HMSS Browser and click on the Insurance Agent Search link under the FEMA heading. Copy and paste or type in the customer's address and ZIP Code to run the proximity search. Several agents' names will appear in your next screen. Give the caller the first and last name of three insurance agents, agency name, and the street name they are located on (e.g., Bob Smith at State Farm on Cherry Lane) and then ask them which agent would be their first preference and which agent would be their second preference. Write the preferred
 
FloodSmart Agent ID number down and the secondary FloodSmart ID number down. Then alt+tab back to this screen and press return to enter the ID numbers.)
 
“[M/M consumer name], do you have a pen handy? I am going to give you the contact information for a few agents in your area. [insurance agent name] contact information is [insurance agent phone & address].  
(Provide them with contact information for 3 agents, more only at the consumer's request)
 
“Now I would be happy to provide you with the contact information for [department name]. That phone number is [department phone number] and I can transfer you to that department now. You can also visit our website at FloodSmart.gov for more information. If we can be of any further assistance, please feel free to call us back. Thank you for calling the NFIP Referral Center.”
(Disposition Final Agent Referral/Department Referral/Transfer- K)
 
NATIONAL FLOOD INSURANCE PROGRAM AGENT REFERRAL QUESTIONNAIRE (cont.)
Agent Referral/Send Brochure
“In order to send you flood information and provide you with an agent in your area, may I have your name please?”  
(Confirm Spelling of Name)
 
“And your address please?”
 
“And the ZIP Code?”
(Write this information down as you will need it later)
 
“May I have your city please?”
 
“May I have your area code and telephone number please?”
(Repeat the spelling of the name and address to ensure accuracy)
 
“Are you a homeowner, renter, or business owner?”
·         Homeowner
·         Renter
·         Business owner
 
“Great! I have just ordered the flood insurance informational brochure for you. Please allow 10 to 15 business days for delivery. And one moment while I locate an agent in your area.”
(OPT: alt+tab to the HMSS Browser and click on the Insurance Agent Search link under the FEMA heading. Copy and paste or type in the customer's address and ZIP Code to run the proximity search. Several agents' names will appear in your next screen. Give the caller the first and last name of three insurance agents, agency name, and the street name they are located on (e.g., Bob Smith at State Farm on Cherry Lane) and then ask them which agent would be their first preference and which agent would be their second preference. Write the preferred FloodSmart Agent ID number down and the secondary FloodSmart ID number down. Then alt+tab back to this screen and press return to enter the ID numbers.)
 
“[M/M consumer name], do you have a pen handy? I am going to give you the contact information for a few agents in your area. [insurance agent name] contact information is [insurance agent phone & address].  
(Provide them with contact information for 3 agents, more only at the consumer's request)
 
“You can also visit our website at FloodSmart.gov for more information. If we can be of any further assistance, please feel free to call us back. Thank you for calling the NFIP Referral Center.”
(Disposition Final Agent Referral/Send Brochure- L)
 
Agent Referral/Department Referral/Transfer/Send Brochure
“In order to send you flood information and provide you with an agent in your area, may I have your name please?”  
(Confirm Spelling of Name)
 
“And your address please?”
 
“And the ZIP Code?”
(Write this information down as you will need it later)
 
“May I have your city please?”
 
“May I have your area code and telephone number please?”
(Repeat the spelling of the name and address to ensure accuracy)
 
“Are you a homeowner, renter, or business owner?”
·         Homeowner
·         Renter
·         Business owner
 
NATIONAL FLOOD INSURANCE PROGRAM AGENT REFERRAL QUESTIONNAIRE (cont.)
“Great! I have just ordered the flood insurance informational brochure for you. Please allow 10 to15 business days for delivery. One moment while I locate an agent in your area.”
(OPT: alt+tab to the HMSS Browser and click on the Insurance Agent Search link under the FEMA heading. Copy and paste or type in the customer's address and ZIP Code to run the proximity search. Several agents' names will appear in your next screen. Give the caller the first and last name of three insurance agents, agency name, and the street name they are located on (e.g., Bob Smith at State Farm on Cherry Lane) and then ask them which agent would be their first preference and which agent would be their second preference. Write the preferred FloodSmart Agent ID number down and the secondary FloodSmart ID number down. Then alt+tab back to this screen and press return to enter the ID numbers.)
 
“[M/M consumer name], do you have a pen handy? I am going to give you the contact information for a few agents in your area. [insurance agent name] contact information is [insurance agent phone & address].  
(Provide them with contact information for 3 agents, more only at the consumer's request)
 
“Now I would be happy to provide you with the contact information for [department name]. That phone number is [department phone number] and I can transfer you to that department now. You can also visit our website at FloodSmart.gov for more information. If we can be of any further assistance, please feel free to call us back. Thank you for calling the NFIP Referral Center.”
(Disposition Final Agent Referral/Department Referral/Transfer/Send Brochure- M)
 
Send Brochure
“In order to send you flood information, may I have your name please?”  
(Confirm Spelling of Name)
 
“And your address please?”
 
“And the ZIP Code?”
(Write this information down as you will need it later)
 
“May I have your city please?”
 
“May I have your area code and telephone number please?”
(Repeat the spelling of the name and address to ensure accuracy)
 
“Are you a homeowner, renter, or business owner?”
·         Homeowner
·         Renter
·         Business owner
 
“Great! I have just ordered the flood insurance informational brochure for you. Please allow 10 to 15 business days for delivery. You can also visit our website at FloodSmart.gov for more information. Feel free to call us back if you would like information on insurance agents in your area as well. Thank you for calling the NFIP Referral Center.”
(Disposition Final Send Brochure- N) 
 
No to Agent Referral/Transfer/Send Brochure (Close)
“Thank you for calling the NFIP Referral Center. You can also visit our website at FloodSmart.gov for more information about your flood risk and flood insurance. 
(Disposition Final Consumer Inquiry- P)
 
Department Transfer (Close) 
“Please give me one moment while I look up that number, and I will be happy to transfer you.”  
 
Transfer List 
1. “NFIP Direct" Servicing Agent (DSA) Underwriting     DRTA 3112      1-800-638-6620
o         Policy Status for all DSA policies
 
o         Servicing questions
o         Applications/quotes
o         Cancellations
o         Endorsements
o         Renewals, rollovers, rewrites
o         Payments
o         Flood processing system assistance
 
NATIONAL FLOOD INSURANCE PROGRAM AGENT REFERRAL QUESTIONNAIRE (cont.)
o         Basic NFIP questions
 
o         Rating assistance
o         SFIP, PRP, RCBAP, submit for rates
 
o         Repetitive loss and severe repetitive loss
o         Rollovers into the DSA
o         Depopulation back to the WYOs
 
o         Effective date rules
 
o         Agent services
o         Enrollment, transfer/sale of business, commissions, system access
 
o         Mandatory purchase guidelines
 
o         Group Flood Insurance Policy (3-year, reduced cost insurance program)
 
o         PRP extension
 
o         Evidence of insurance 
 
o         Complaint handling/escalation
 
o         Underwriting disputes/appeals
 
2.  "NFIP Direct" Servicing Agent (DSA) Claims     DRTA 3113    1-800-767-4341
o         Claims/flooding events
o         Take loss notices
o         Advise of claim status
o         Give out adjuster information
o         ICC (Increased Cost of Compliance) information 
 
o         Complaint handling/escalation
 
3. "NFIP Help Center" Call Center                   
o         General information toll-free      DRTA 3120        1-800-427-4661
o         Basic NFIP inquiries and general NFIP information 
o         Policy/claims/flooding event support to DSA
o         Obtaining a loss history
o         Questions related to the PRP Eligibility Extension
 
o         FIRA mailing toll-free     (no transfer give caller #)      1-866-395-7496
o         Responds to inquiries on the FIRA packet mailings, including corrections of loss history information
 
4.  WYO Inquiries  - Questions involving WYO companies
o         Refer insured to their flood insurance agent
 
o         Refer to WYO company  - see associated WYO vender POC list         
 
5.   FEMA Map Information Exchange (FMIX)         DRTA 3114         1-877-336-2627
o         General NFIP and flood hazard mapping information
o         Description, history, and purpose of program
o         Program roles and responsibilities
o         How to read a flood map
o         How to read an FIS (Flood Insurance Study)
o         Zone definitions
o         Use of FEMA mapping resources
o         Community information and contacts
NATIONAL FLOOD INSURANCE PROGRAM AGENT REFERRAL QUESTIONNAIRE (cont.)
o         For the flood zone they're in, refer them to their city officials
 
o         Letters of map change (LOMAs, LOMR-Fs, LOMRs)
o         Purpose and process
o         Mandatory flood insurance purchase  requirement
o         Application and submittal process (distribution by mail or email)
o         Status of active cases
o         Explanation of determination documents
o         eLOMA process and procedures
 
o         Restudy/remapping information 
o         Purpose and process
o         Status of restudies (list of current studies across U.S. available)
o         Appeals and comments period assistance
o         Community adoption
 
o         Map Service Center 
o         Product orders
o         Account creation/password reset
o         Website guidance
o         Website address: msc.fema.gov
 
o         Technical information
o         Elevation certificate support
o         Coastal, levees, mapping/GIS, Hazus, hydrology & hydraulics, technical bulletins
o         Floodplain management regulations and ordinance administration
o         Flood hazard mitigation techniques
o         Development in floodplain
o         Gateway to subject matter expert support
 
NOTE: FMIX does NOT provide flood zone determinations and property look-ups by phone, email, or chat. To receive an official determination, a LODR, LOMA/LOMR-F application must be filed.
 
6.  Elevation Certificate                
o         If callers are looking for an existing elevation certificate (needed for high-risk policies), refer them to their local planning and zoning or building permit departments, the previous insurance agent or previous owner.
 
o                  If callers are looking for a blank elevation certificate, refer them to the FEMA Distribution Facility or FMIX.
 
o                  If callers need a certificate completed, refer them to a licensed land surveyor, architect, or engineer.
 
o                  If the elevation certificate has been updated, for a copy of the latest form refer them to: 
o                  www.fema.gov/library/viewRecord.do?id=1383
o         If they do not have access to the Web, transfer them to the Distribution Center for a copy of the new form. (DRTA 3115 1-800-480-2520)
 
7. Local Planning and Zoning office
o            If callers are looking for an existing elevation certificate (needed for high-risk policies), refer them to their local planning and zoning or building permit departments, the previous insurance agent or previous owner.
o            If callers are looking for a current copy of the flood maps to determine what flood zone they are in
 
 
 
NATIONAL FLOOD INSURANCE PROGRAM AGENT REFERRAL QUESTIONNAIRE (cont.)
8.  Disaster Assistance       (no transfer give caller #)       1-800-621-3362
o         To apply for disaster assistance
 
o         To check status of disaster assistance claim
 
o         If they mention it is not a nationally declared disaster, direct them to contact local government
 
o         Website address: www.fema.gov
 
9.  FEMA Distribution Facility            DRTA 3115            1-800-480-2520
o         FEMA publications, forms, public awareness materials 
 
o         Copies of the new elevation certificate
 
10.   FloodSmart Media Inquiries   
o         All media questions from sales reps about placing ads for FloodSmart including print, TV, online for FEMA, NFIP, or FloodSmart:
o         Mary Jo Vrem (no transfer, give caller #)
§         Call: 1-202-212-4727 
§         Email: maryjo.vrem@dhs.gov                                             
 
11.  FEMA Public Affairs Liaison            DRTA 3116              1-202-646-3272
o         Media calls from radio, TV stations, newspapers, magazines, reporters, editors, etc., looking for information about FEMA, NFIP or floods:
o         Email: fema-news-desk@dhs.gov
 
12.  FEMA Lender Compliance                     
o         Lender compliance questions/complaints
 
o         Calls from lenders/banks regarding NFIP policies
 
o         Lending requirements
o         Refer caller to regulatory authority.  Caller may have to search to find their lender's regulatory authority information
 
 
13.  FEMA Insurance Adjuster Inquiries
o         For those interested in becoming an insurance adjuster for FEMA
o         Gloria Williams-Bland at OST 
o         Email: gwilliams-bland@ostglobal.com 
 
14.  NFIP/Flood Insurance Training for Agents                           
o         This is for agents who want to know how they can become flood trained (NFIP online self-study courses are no longer available):
o         For the latest information about NFIP “face-to-face” and webinar training opportunities, refer to the workshop schedules posted on the website:
                o     www.fema.gov/business/nfip/wshops.shtm 
o              For NFIP training-related questions:
o     Call: 1-888-318-5112 
o     Email: nfiptraininginfo@h2opartnersusa.com
 
NATIONAL FLOOD INSURANCE PROGRAM AGENT REFERRAL QUESTIONNAIRE (cont.)
15. FloodSmart Referral and Co-Op Programs
o         This is for agents who have general questions and/or issues regarding either program 
o         Call: 703-539-6621 
o         Fax: 703-891-9866 
o         Email: support@nfipfloodsmart.com
o         Email for co-op reimbursement inquiries: reimbursements@nfipfloodsmart.com
 
16. Flood Insurance Training for Agents
o         This is for agents who have completed training and want and need to submit proof for theirAgents.  Floodsmart.gov profiles
o         Agents can submit their proof of training by (takes 10 to15 business days): 
o              NFIP FloodSmartP. O. Box 4128
Oakton, VA  22124
o         Call: 703-539-6620 
o         Fax: 703-891-9866 
o         Email: certificates@nfipfloodsmart.com
o         Website: Agents may upload their certificate directly in their Agent Profile under the Upload Training Documentation section of their profile. 
 
NOTE: If they have already submitted their training, inform them that it may take 10 to 15
business days to be registered in the system.
 
17. Irate Callers That Cannot Be Appeased
o         Judy Marvel Burton
o         Email: judy.marvel@dhs.gov
 
18. Language Line Service          DRTA 3118          1-877-245-0386
o         Code needed for language line = 536210
o         Language interpreting assistance 
 
Important Internet addresses:
o         Consumer website: FloodSmart.gov
o         Agent website: Agents.FloodSmart.gov
o         NFIP website: FEMA.gov/business/NFIP
o         FEMA website: FEMA.gov
o         Map Store website: msc.fema.gov
 
“I will now transfer you to the [name of department]. In case we get disconnected, I would like to give you the telephone number. Do you have a pen handy? The number is [phone number]. You can also visit our website at FloodSmart.gov for more information. If we can be of any further assistance, please feel free to call us back. Thank you for calling the NFIP Referral Center. One moment while I connect you.”
(Disposition Final Department Referral/Transfer- O)
 
 
NATIONAL FLOOD INSURANCE PROGRAM AGENT REFERRAL QUESTIONNAIRE (cont.)
WYO Toll-Free Number List (Close)
“You will need to speak with the insurance company directly. Please give me one moment while I look up that number”
 
WYO Company (2013FY) Data as of 10/16/2012
Vendor
Policy Inquiry Toll-Free Number
Claims inquiry Toll-Free Number
Allstate Insurance Company
CSC
(800) 527-2634
(888) 202-3716
Allstate New Jersey Insurance Company
CSC
(800) 527-2634
(888) 202-3716
American Commerce Insurance Company
National Flood Services Montana	
(800) 637-3846
(800) 759-8656
Citation Insurance Company
National Flood Services Montana	
(800) 637-3846
(800) 759-8656
Commerce Insurance Company
National Flood Services Montana	
(800) 637-3846
(800) 759-8656
American Family Mutual Insurance Company
National Flood Services Montana	
(800) 794-4679
(800) 759-8656
American Family Insurance Company
National Flood Services Montana	
(800) 794-4679
(800) 759-8656
American National Property & Casualty Company
National Flood Services Montana	
(800) 637-3846
(800) 759-8656
American Strategic Insurance Corporation
E-Ins
(866) 511-0793
(866) 511-0793
ACA Home Insurance Corporation
E-Ins
(866) 511-0793
(866) 511-0793
American Capital Assurance Corporation
E-Ins
(866) 511-0793
(866) 511-0793
ASI Assurance Corporation
E-Ins
(866) 511-0793
(866) 511-0793
ASI Preferred Insurance Corporation
E-Ins
(866) 511-0793
(866) 511-0793
ASI Preferred Insurance Corporation
E-Ins
(866) 511-0793
(866) 511-0793
American Summit Insurance Company
CSC
(800) 749-6419 x7570
(800) 749-6419 x7570
American Traditions Insurance Company
BinTech Partners
(866) 561-3433
(866) 270-8430
Assurant Insurance Group DBA: American Bankers Insurance Company of Florida
National Flood Services Rockville
(800) 423-4403
(800) 245-1505
Auto Club South Insurance Company
National Flood Services Montana
(800) 637-3846
(800) 759-8656
Auto-Owners Insurance Company
Torrent Technologies
(800) 233-1131
(877) 254-6819
Owners Insurance Company
Torrent Technologies
(800) 233-1131
(877) 254-6819
Baldwin Mutual Insurance Company
National Flood Services Montana
(800) 637-3846
(800) 759-8656
Bankers Insurance Group DBA: First Community Insurance Company
BinTech Partners
(866) 356-6335
(800) 765-9700
Bankers Insurance Company
BinTech Partners
(866) 356-6335
(800) 765-9700
Bankers Specialty Insurance Company
BinTech Partners
(866) 356-6335
(800) 765-9700
California State Auto Group
National Flood Services Montana
(800) 637-3846
(800) 759-8656
Capitol Preferred Insurance Company
National Flood Services Montana
(800) 637-3846
(800) 759-8656
CEM Insurance Company
National Flood Services Montana
(800) 637-3846
(800) 759-8656
Centauri Specialty Insurance Company
Torrent Technologies
(877) 254-6819
(800) 416-6411
Century-National Insurance Company
National Flood Services Montana
(800) 637-3846
(800) 759-8656
Cooperativa de Seguros Multiples de Puerto Rico
National Flood Services Montana
(800) 637-3846
(800) 759-8656
Cornerstone National Insurance Company
National Flood Services Montana
(800) 637-3846
(800) 759-8656
Everett Cash Mutual Insurance Company
National Flood Services Montana
(800) 637-3846
(800) 759-8656
Farmers Insurance Group, DBA: Fire Insurance Exchange
National Flood Services Montana
(888) 391-2810
(800) 759-8656
Civic Property & Casualty Company
National Flood Services Montana
(888) 391-2810
(800) 759-8656
Farmers Insurance Company
National Flood Services Montana
(888) 391-2810
(800) 759-8656
Farmers Insurance Company of Arizona
National Flood Services Montana
(888) 391-2810
(800) 759-8656
Farmers Insurance Company of Idaho
National Flood Services Montana
(888) 391-2810
(800) 759-8656
Farmers Insurance Company of Oregon
National Flood Services Montana
(888) 391-2810
(800) 759-8656
Farmers Insurance Company of Washington
National Flood Services Montana
(888) 391-2810
(800) 759-8656
Farmers Insurance Exchange
National Flood Services Montana
(888) 391-2810
(800) 759-8656
Farmers Insurance of Columbus
National Flood Services Montana
(888) 391-2810
(800) 759-8656
NATIONAL FLOOD INSURANCE PROGRAM AGENT REFERRAL QUESTIONNAIRE (cont.)
Farmers New Century Insurance Company
National Flood Services Montana
(888) 391-2810
(800) 759-8656
Foremost Insurance Company of Grand Rapids, Michigan
National Flood Services Montana
(888) 391-2810
(800) 759-8656
Illinois Farmers Insurance Company
National Flood Services Montana
(888) 391-2810
(800) 759-8656
Mid-Century Insurance Company
National Flood Services Montana
(888) 391-2810
(800) 759-8656
Texas Farmers Insurance Company
National Flood Services Montana
(888) 391-2810
(800) 759-8656
Truck Insurance Exchange
National Flood Services Montana
(888) 391-2810
(800) 759-8656
Federated National Insurance Company
National Flood Services Montana
(888) 391-2810
(800) 759-8656
Fidelity & Deposit Company of Maryland
National Flood Services Montana
(800) 637-3846
(800) 759-8656
Fidelity National Indemnity Insurance Company
Fidelity National Ins. Services
(800) 820-3242
(800) 725-9472
Fidelity National Property & Casualty Insurance Company
Fidelity National Ins. Services
(800) 820-3242
(800) 725-9472
First American Property & Casualty Insurance Company
National Flood Services Montana
(888) 920-1155
(800) 759-8656
First Insurance Company of Hawaii
Torrent Technologies
(877) 625-8240
(877) 254-6819
First Protective Insurance Company
Torrent Technologies
(866) 535-7418
(877) 254-6819
Florida Family Insurance Company
Torrent Technologies
(800) 410-0048
(888) 486-4663
Franklin Homeowners Assurance Company 
National Flood Services Montana
(800) 637-3846
(800) 759-8656
Gulfstream Property and Casualty Insurance Company
Torrent Technologies
(877) 772-6149
(877) 772-6149
Harleysville Mutual Insurance Company
National Flood Services Montana
(888) 453-0598
(800) 759-8656
Harleysville Insurance Company
National Flood Services Montana
(888) 453-0598
(800) 759-8656
Harleysville Insurance Company of New Jersey
National Flood Services Montana
(888) 453-0598
(800) 759-8656
Harleysville Insurance Company of New York
National Flood Services Montana
(888) 453-0598
(800) 759-8656
Harleysville Insurance Company of Ohio
National Flood Services Montana
(888) 453-0598
(800) 759-8656
Harleysville Lake States Insurance Company
National Flood Services Montana
(888) 453-0598
(800) 759-8656
Harleysville Worcester Insurance Company
National Flood Services Montana
(888) 453-0598
(800) 759-8656
Hartford Fire Insurance Company
National Flood Services Montana
(800) 303-5663
(800) 759-8656
Hartford Fire Insurance Company of Midwest
National Flood Services Montana
(800) 303-5663
(800) 759-8656
Hartford Underwriters Insurance Company
National Flood Services Montana
(800) 637-3846
(800) 759-8656
Holyoke Mutual Insurance Company
National Flood Services Montana
(800) 637-3846
(800) 759-8656
Homesite Insurance Company
Torrent Technologies
(866) 535-7420
(877) 254-6819
Homesite Insurance Company
Torrent Technologies
(866) 535-7420
(877) 254-6819
Homesite Insurance Company of California
Torrent Technologies
(866) 535-7420
(877) 254-6819
Homesite Insurance Company of Florida
Torrent Technologies
(866) 535-7420
(877) 254-6819
Homesite Insurance Company of Georgia
Torrent Technologies
(866) 535-7420
(877) 254-6819
Homesite Insurance Company of Illinois
Torrent Technologies
(866) 535-7420
(877) 254-6819
Homesite Insurance Company of New York
Torrent Technologies
(866) 535-7420
(877) 254-6819
Homesite Insurance Company of the Midwest
Torrent Technologies
(866) 535-7420
(877) 254-6819
Homesite Lloyd's of Texas
Torrent Technologies
(866) 535-7420
(877) 254-6819
Imperial Fire & Casualty Insurance Company
Torrent Technologies
(866) 535-7417
(877) 254-6819
NATIONAL FLOOD INSURANCE PROGRAM AGENT REFERRAL QUESTIONNAIRE (cont.)
Integrand Assurance Company
No Vendor
(787) 781-0707
(787) 781-0707
Island Insurance Company 
National Flood Services Montana
(800) 637-3846
(800) 759-8656
Island Premier Insurance Company
National Flood Services Montana
(800) 637-3846
(800) 759-8656
Kingsway Amigo Insurance Company
National Flood Services Montana
(800) 637-3846
(800) 759-8656
American Service Insurance Company
National Flood Services Montana
(800) 637-3846
(800) 759-8656
Liberty American Select Insurance Company
National Flood Services Montana
(800) 988-4647 
(800) 759-8656
Philadelphia Indemnity Insurance Company
National Flood Services Montana
(800) 988-4647 
(800) 759-8656
Liberty Mutual Fire Insurance Company
HP Flood Insurance Services
(800) 814-4233
(800) 814-4233
Mapfre PRAICO Insurance Company
No Vendor
(888) 477-2426
(888) 835-3635
Metropolitan Property & Casualty Insurance Company
National Flood Services Montana
(800) 854-6011
(800) 759-8656
Metropolitan Direct Property & Casualty Insurance Company
National Flood Services Montana
(800) 854-6011
(800) 759-8656
Middlesex Mutual Assurance Company
National Flood Services Montana
(800) 854-6011
(800) 759-8656
Millville Mutual Insurance Company
National Flood Services Montana
(800) 637-3846
(800) 759-8656
Millville Mutual Insurance Company of New York
National Flood Services Montana
(800) 637-3846
(800) 759-8656
Multinational Insurance Company
National Flood Services Montana
(800) 637-3846
(800) 759-8656
National Interstate Insurance Company
Seattle Specialty Ins. Services
(800) 597-1866
(800) 597-1866
National Lloyds Insurance Company
CSC
(800) 749-6419 x7570
(800) 749-6419 x7570
Nationwide Mutual Fire Insurance Company
National Flood Services Montana
(800) 255-8765 /
Florida Only: (800) 233-8765
(800) 759-8656
National Casualty Insurance Company
National Flood Services Montana
(800) 255-8765 /
Florida Only: (800) 233-8765
(800) 759-8656
Nationwide Mutual Insurance Company
National Flood Services Montana
(800) 255-8765 /
Florida Only: (800) 233-8765
(800) 759-8656
New Hampshire Insurance Company
National Flood Services Montana
(800) 637-3846
(800) 759-8656
New Jersey Re-Insurance Company
CSC
(800) 882-6573 x4552
(866) 917-5124
New York Central Mutual Fire Insurance Company
National Flood Services Montana
(800) 637-3846
(800) 759-8656
NFIP Direct Servicing Agent
No Vendor
(800) 638-6620
(800) 767-4341
NGM Insurance Company
National Flood Services Montana
(800) 637-3846
(800) 759-8656
Main Street America Assurance Company
National Flood Services Montana
(800) 637-3846
(800) 759-8656
Old Dominion Insurance Company
National Flood Services Montana
(800) 637-3846
(877) 254-6819
North Sea Insurance Company
National Flood Services Montana
(800) 637-3846
(800) 759-8656
Omega Insurance Company
Torrent Technologies
(877) 826-6920
(877) 254-6819
Pacific Indemnity Insurance Company
National Flood Services Montana
(800) 637-3846
(800) 759-8656
Pacific Specialty Insurance Company
Torrent Technologies
(800) 416-6411
(877) 254-6819
Patrons Mutual Insurance Company of Connecticut
National Flood Services Montana
(800) 637-3846
(800) 759-8656
Philadelphia Contributionship Insurance Company
National Flood Services Montana
(800) 637-3846
(800) 759-8656
Germantown Insurance Company
National Flood Services Montana
(800) 637-3846
(800) 759-8656
Pilgrim Insurance Company
National Flood Services Montana
(800) 637-3846
(800) 759-8656
Bunker Hill Insurance Company
National Flood Services Montana
(800) 637-3846
(800) 759-8656
High Point Preferred Insurance Company
National Flood Services Montana
(800) 637-3846
(800) 759-8656
Mount Washington Assurance Corporation
National Flood Services Montana
(800) 637-3846
(800) 759-8656
Palisades Property & Casualty Insurance Company
National Flood Services Montana
(800) 637-3846
(800) 759-8656
Plymouth Rock Assurance Corporation
National Flood Services Montana
(800) 637-3846
(800) 759-8656
Preferred Mutual Insurance Company
National Flood Services Montana
(800) 637-3846
(800) 759-8656
Privilege Underwriting Reciprocal Exchange
National Flood Services Montana
(800) 637-3846
(800) 759-8656
QBE Insurance Corporation
Torrent Technologies
(877) 264-2944
(877) 254-6819
Real Legacy Assurance Company
National Flood Services Montana
(800) 637-3846
(800) 759-8656
Rockford Mutual Insurance Company
Torrent Technologies
(800) 264-2947
(877) 254-6819
Rural Community Insurance Company
Torrent Technologies
(877) 264-2942
(877) 254-6819
Selective Insurance Company of America
CSC
(877) 348-0552
(877) 348-0552
NATIONAL FLOOD INSURANCE PROGRAM 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Selective Casualty insurance Company 
CSC
(877) 348-0552
(877) 348-0552
Selective Fire and Casualty Insurance Company
CSC
(877) 348-0552
(877) 348-0552
Selective Insurance Company of New England
CSC
(877) 348-0552
(877) 348-0552
Selective Insurance Company of New York
CSC
(877) 348-0552
(877) 348-0552
Selective Insurance Company of South Carolina
CSC
(877) 348-0552
(877) 348-0552
Selective Insurance Company of Southeast
CSC
(877) 348-0552
(877) 348-0552
Service Insurance Company
National Flood Services Montana
(800) 637-3846
(800) 759-8656
Occidental Fire & Casualty Company of North Carolina
National Flood Services Montana
(800) 637-3846
(800) 759-8656
Southern Farm Bureau Casualty Insurance Company
No Vendor
(800) 647-8052
(800) 647-8052
Florida Farm Bureau General Insurance Company
No Vendor
(800) 647-8052
(800) 647-8052
Georgia Farm Bureau Mutual Insurance Company
No Vendor
(800) 647-8052
(800) 647-8052
Kentucky Farm Bureau Mutual Insurance Company
No Vendor
(800) 647-8052
(800) 647-8052
Louisiana Farm Bureau Casualty Insurance Company
No Vendor
(800) 647-8052
(800) 647-8052
Mississippi Farm Bureau Mutual Insurance Company
No Vendor
(800) 647-8052
(800) 647-8052
North Carolina Farm Bureau Mutual Insurance Company
No Vendor
(800) 647-8052
(800) 647-8052
South Carolina Farm Bureau Mutual Insurance Company
No Vendor
(800) 647-8052
(800) 647-8052
Texas Farm Bureau Casualty Insurance Company
No Vendor
(800) 647-8052
(800) 647-8052
Virginia Farm Bureau Mutual Insurance Company
No Vendor
(800) 647-8052
(800) 647-8052
Southern Fidelity Insurance Company
National Flood Services Montana
(800) 637-3846
(800) 759-8656
State Auto Property & Casualty Insurance Company
National Flood Services Montana
(800) 637-3846
(800) 759-8656
Sunshine State Insurance Company
National Flood Services Montana
(800) 637-3846
(800) 759-8656
The Travelers Companies DBA: The Standard Fire Insurance Company
National Flood Services Montana
(800) 356-6670
(800) 505-0193
Tower Hill Preferred Insurance Company
Torrent Technologies
(877) 826-6920
(877)  254-6819
Tower Hill Prime Insurance Company
Torrent Technologies
(877) 826-6920
(877)  254-6819
Triple-S Propiedad
National Flood Services Montana
(800) 637-3846
(800) 759-8656
Union Mutual Fire Insurance Company
National Flood Services Montana
(800) 637-3846
(800) 759-8656
United Automobile Insurance Company
Torrent Technologies
(877) 772-6150
(877) 254-6819
United Property & Casualty Insurance Company 
National Flood Services Montana
(800) 637-3846
(800) 759-8656
United Surety & Indemnity Company
Torrent Technologies
(877) 625-8244
(877) 254-6819
Universal Insurance Company (PR)
CSC
(800) 980-7134
(800) 980-7134
Universal Insurance Company of North America
Torrent Technologies
(877) 826-6924
(877) 254-6819
Universal North America Insurance Company
Torrent Technologies
(877) 826-6921
(877) 254-6819
USAA General Indemnity Company
HP Flood Insurance Services
(800) 531-USAA (8722)
(800) 531-USAA (8722)
Utica First Insurance Company
National Flood Services Montana
(800) 637-3846
(800) 759-8656
Westfield Insurance Company
National Flood Services Montana
(800) 637-3846
(800) 759-8656
White Pine Insurance Company
Torrent Technologies
(877) 826-6920
(877)  254-6819
Windsor-Mount Joy Mutual Insurance Company
National Flood Services Montana
(800) 637-3846
(800) 759-8656
Zephyr Insurance Company	

National Flood Services Montana
(800) 637-3846
(800) 759-8656
“The number for [name of insurance company] is [phone number]. You can also visit our website at Floodsmart.gov to for more information about your flood risk and flood insurance. If we can be of any further assistance, please feel free to call us back. Thank you for calling the NFIP Referral Center.”
(Disposition Final Department Referral/Transfer- O)
 
NATIONAL FLOOD INSURANCE PROGRAM AGENT REFERRAL QUESTIONNAIRE (cont.)
3. Complaint and/or Remove from Mailing List
“[M/M consumer name] I will be happy to take care of that for you. I need to get some information from you to do that.”
 
“When did you receive this piece?” 
(Note the date (MM/DD/YYYY) in your comments)
 
“Please describe the piece.”
(Note comments)
 
“May I have your name please?” 
(Note consumer name)
 
“May I have your mailing address?”
 
(Note consumer mailing address)
 
(Enter any additional notes that should be reported to the client)
 
“If we can be of any further assistance, please feel free to call us back. Thank you for calling the NFIP Referral Center.”
(Disposition Final Removed From Mailer/Complaint- Q)
 
4. Agent Inquiry
4.1         Any requests for help writing a policy, details on a policy, transferring a policy, processing a claim, etc.
“Who do you currently write your flood insurance policies through?”
·         Caller is with a WYO
1.         “Unfortunately I do not have this information; you will need to speak with the insurance company directly. Please give me one moment while I look up that number”
o         (Go to WYO Department list)
(Disposition Final Department Referral- O)
 
·         Caller writes directly with the NFIP (State Farm, Travelers)
2.         “Let me transfer you to NFIP Direct. In case we get disconnected, the direct number is 1-800-638-6620.”
(Disposition Department Transfer- O)
 
4.2         I would like to sign up to sell flood insurance
“Are you planning to write through the National Flood Insurance Program or a WYO company?”
·         NFIP:
1.         “Let me transfer you to NFIP Direct. In case we get disconnected, the direct number is 1-800-638-6620.”
(Disposition Department Transfer- O)
·         WYO:
1.         “You will need to contact your company to ask about how to sell flood insurance.” 
(Disposition Agent Inquiry- R)
 
4.3         I would like to sign up for the Agent Referral Program (or if they say FloodSmart)
·         “Sure, let me transfer you to our Agent Specialist. In case, we get disconnected, that direct number is 1-888-786-7693.”
(Disposition Final Agent Specialist Inquiry- S)
 
4.4         If you are not able to address their question, transfer to Agent Specialist
·         “I will transfer you to an Agent Specialist to help you with that now. In case we get disconnected, the direct number is 888-786-7693. You can also visit our agent website at Agents.FloodSmart.gov for general flood insurance information. Thank you for calling the NFIP Referral Center. I will transfer you now.” 
(Disposition Final Agent Specialist Inquiry- S)
 
4.1         After Hours: If you are not able to address their question, transfer to Agent Specialist
·         “An Agent Specialist will need to help you with your request. Their operating hours are Monday through Friday from 9 a.m. to 6:30 p.m. Eastern Time. The direct phone number is 1-888-786-7693. Would you like to try to contact the Agent Specialist yourself, or would you like me to have the specialist call you during business hours?”  
 
 
NATIONAL FLOOD INSURANCE PROGRAM AGENT REFERRAL QUESTIONNAIRE (cont.)
1.         Yes, contact them on their own
o         “If we can be of any further assistance, please feel free to call us back. Thank you for calling the NFIP Referral Center.”
(Disposition Final Agent Specialist Inquiry- S)
 
2.         Wants agent specialist to contact them
o          “May I have your name?”
(Note Agent Name)
 
“May I have your telephone number?”
(Note Agent phone number)
 
“What is the best time to reach you, morning or afternoon?”
(Note morning or afternoon)
 
“Please expect a call within the next 24 business hours. Thank you for calling the NFIP Referral Center.”
(Disposition Final Agent Specialist Inquiry- S)
 
NATIONAL FLOOD INSURANCE PROGRAM AGENT REFERRAL QUESTIONNAIRE (cont.)
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