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May 17, 2011                                      To Our Brokers                    

Subject:  Payment Plan Handling Changes

          Federation Insurance Company 
We wish to advise you that effective June 1,2011, all of the Payment Plan functions for Federation Insurance Company will be handled by the Federation Customer Accounts Centre (CAC) in Kitchener, Ontario.

Why is this change being made?

Expertise. The CAC is fully trained on all aspects of the Federation Payment Plan, and can provide you with fast, accurate advice on all matters relating to your clients’ Payment Plan account.  The CAC currently handles Payment Plan for all other Federation branches in Canada.

Expanded hours. Centre hours are Mon. to Fri., 8:30AM to 8:30PM Atlantic Std. time.  You will therefore have additional time late in the day to make contact with the CAC to assist your client.  
Service.  The CAC has committed to the following service standards: 

· 80% of phone calls answered within 20 seconds or less.

· Voicemail messages returned within 2 business hours.

· Bank Account changes processed by CAC within 24 business hours. 

Efficiency. The CAC is staffed with a large team of CSRs so you are assured to speak directly with a team member who can help you right away. 

What does this change mean for you?

· Our broker’s point of contact for payment plan will be directly with the CAC.  A supply of envelopes will be sent to you shortly.

· All payment plan handling, including inquiries, account changes and cancellations will be completed by the CAC.

· Kelly Robinson and Melissa Jones will continue to be available to guide you though this transition process, and provide assistance where necessary.

	CAC - Direct Bill and Monthly Payment Plan

	Broker Line            1-800-580-9804

	Policyholder Line   1-866-858-4040

	Fax                         1-866-677-9477


We are committed to offering the best possible service to our broker partners and we believe that this change will provide this service to you and your clients – both now and on a go forward basis as our volume grows. 

Please feel free to contact me directly with any questions or concerns.
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