
 

 

Dear Policyholder: 

 

The Florida Department of Financial Services has established a mediation 

program to resolve claim disputes between insurers and Florida policyholders 

involving losses caused to residential property by hurricanes, fires and other 

causes. Insurance companies are required to notify policyholders of their right to 

mediate if the claim is disputed and has not been resolved in a timely manner. 

 

This brochure will help you understand what to expect from the mediation 

program.  If you have questions or need additional information, you can contact 

us at 1-877-MY-FL-CFO (1-877-693-5236). 
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Who should attend and 
what should be brought to 
the conference? 
 
Anyone who has an interest in the dispute, 
as well as the insurance company 
representative, should attend. Lawyers are 
optional. Those who don’t speak English are 
required to furnish interpreters. Bring all 
documents relating to your claim, including 
the complete policy, photographs, estimates, 
bills, reports, letters and other papers. It is 
important to bring specific dollar estimates or 
quotes for all claims items. 
 

When and where will the 
conference be held? 
 
The mediator will notify all interested parties 
of the date, time and place of the mediation 
conference. 
 

Additional information 
about the automobile claims 
mediation program 
 
You may obtain additional information under 
Section 627.745, Florida Statutes, or by 
calling 1-877-MY-FL-CFO (1-877-693-5236). 

You may order our Auto Mediation 

Programs or Residential Property 

Claims Disputes brochure. For more 

information call the DFS Consumer 

Helpline toll-free at 1-877-MY-FL-CFO 

(1-877-693-5236) or go to the web 

site at www.MyFloridaCFO.com 

What is mediation? 
 

Mediation is a process where a neutral third 

party meets with you and your insurer in order  

to reach an agreement both parties can accept. 

 

Mediation is not arbitration, where the arbitrator 

actually makes the decision on how to resolve  

the dispute. Instead, the mediator helps the  

parties focus on the issues and understand  

each other’s point of view, but does not dictate  

the outcome of the discussion. 

 

In order to help everyone express their point of 

view in the most non-threatening atmosphere,  

the mediator may meet privately with you or  

your insurance company. The most important  

thing to remember about participating in 

mediation is that you have a chance to explain 

what you believe you are entitled to under your 

insurance claim. 

 

Who are the mediators? 
 

Mediators are trained professionals who are 

skilled in resolving disputes. All have been 

specifically trained in mediation theory and 

practice. Mediators are unbiased - they must  

have no ties or affiliation with you or the insur-

ance company. Either party can request that  

the mediator be replaced if there is good cause  

- for instance, if there is a conflict of interest 

between you, the company or the mediator. 

 

What are the limits of mediation? 
 

Mediation is non-binding. Neither you nor the 

company is legally obligated to accept the 

outcome. Even if you do settle at the mediation, 

you have a three-day grace period to change 

your mind, as long as you do not cash your 

settlement check and you inform your insurance 

company that you have decided to reject the 

mediated outcome. Choosing mediation does  

not prevent you from participating in other 

dispute resolution procedures, or even going  

to court later. Nothing you say in a mediation 

conference can be used against you in any later 

proceedings. 

 

Are commercial residential 

properties eligible? 
 

Yes. During its 2005 session, the Legislature 

revised section 627.7015, Florida Statutes 

(Alternative Procedure for Resolution of Disputed 

Personal Lines Insurance Claims), allowing for 

mediation of commercial residential claim 

disputes. This program includes condominium 

association master policies, policies covering 

apartment buildings, rental property and other 

residential commercial properties. 

The request form for this mediation program 

can be obtained from the DFS Web site 

at www.MyFloridaCFO.com or by calling 

the Department’s Consumer Helpline at 

1-877-MY-FL-CFO (1-877-693-5236). 

 

Am I eligible? 
 

Anyone with a disputed residential property 

damage claim - arising from covered 

damage - in excess of $500, not including 

the deductible, can participate in mediation. 

Disputed claims are exempt from mediation 

when fraud is suspected. Commercial and 

liability claims are also exempt from mediation. 

 

To find out if you qualify, or to request 

mediation, call DFS toll-free at 

1-877-MY-FL-CFO (1-877-693-5236). 

 

How much time and money is 

this going to cost? 
 

Mediation can continue as long as both 

parties agree that they are making progress. 

In fact, most mediation procedures only last 

about two hours. Mediation is paid for by the 

insurance company, except in the case where  

the consumer cancels without good cause and  

wants to reschedule the mediation, then the 

consumer pays. 

How do I get started? 
 

Your insurance company is required to 

notify you in writing of your right to mediation. 

If you wish to request mediation contact DFS 

at 1-877-MY-FL-CFO (1-877-693-5236). Once 

mediation has been agreed to, the mediator 

will notify you and the company of the date, 

time and place of the conference. Mediation 

will be held at a neutral site. 

 

Who can attend, and what should I 

bring? 
 

If you are relying on architects, adjustors or 

contractors to justify your claim, you may ask 

them to attend with you. Review your policy 

carefully and look for names of those listed 

as “named insured.” The insured must attend 

the mediation conference. Since mediation 

is designed to be non-adversarial, it is not 

necessary to have a lawyer present. However, 

you may bring one if you choose as long as 14 

days prior notice is given. 

 

Be sure to bring any supporting documents, 

including your policy, photographs, estimates, 

bills, reports, letters, etc. It is important to bring 

specific dollar estimates or quotes for all items 

that are in dispute. Those who don’t speak 

English are required to furnish interpreters. 


