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DISCLAIMER: 

This Handbook is for informational purposes only. Relevant laws and the actual terms 
and methods of evaluating damage caused by an emergency, catastrophe, disaster or 
other similar occurrence prevail over the information provided in this Handbook. The 
information contained in this Handbook does not create rights or obligations on the part 
of the insured, the insurer, the producer, the licensed adjuster, the employee and the 
adjuster not licensed in Louisiana, or the Louisiana Department of Insurance. This 
Handbook is not intended to be a substitute for the actual training of the insurance 
employee or adjuster not licensed in Louisiana. 
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I. INTRODUCTION

In the 2022 Regular Session, the Louisiana Legislature passed House Bill 935 (Act 575), authored 
by Representative Delisha Boyd. Effective January 1, 2023, Act 575 added Louisiana Revised 
Statutes (La. R.S.) 22:1667(A)(2) to the Louisiana Insurance Code, which requires the 
Commissioner of Insurance to prepare a handbook for adjusting catastrophe or emergency claims 
in Louisiana, including information relevant to evaluating property damage arising out of an 
emergency or disaster. Act 575 also requires the Commissioner of Insurance to make the 
handbook available to registered catastrophe or emergency claims adjusters. To meet these 
requirements, the Louisiana Department of Insurance (LDI) developed this Handbook for 
Adjusting Catastrophe or Emergency Claims in Louisiana (Handbook) and has made it available 
on the LDI website at www.ldi.la.gov. 

Act 575 also added La. R.S. 22:1667(A)(3) to the Louisiana Insurance Code, which requires a 
registered catastrophe or emergency claims adjuster to certify within ten (10) days of 
registration, on a form promulgated by the Commissioner of Insurance, that he or she has read 
and understands the most recent edition of the Handbook. To meet this requirement, the 
Commissioner of Insurance has promulgated a form entitled Handbook for Adjusting Catastrophe 
or Emergency Claims Certification Form (Form) which is attached as Appendix A and discussed 
further in Section VII. 

La. R.S. 22:1667(A)(3) further requires an insurance company employing or retaining an adjuster 
registered pursuant to La. R.S. 22:1667(A)(1) to maintain in its records the Form for all such 
adjusters and to make the certification forms available to the Commissioner of Insurance upon 
request. 

II. CATASTROPHE OR EMERGENCY CLAIMS ADJUSTER

A catastrophe or emergency claims adjuster is an individual employed or retained by an insurer 
and brought into Louisiana for the purpose of investigating claims or adjusting losses resulting 
from a catastrophe or emergency. A catastrophe or emergency claims adjuster is limited solely 
to handling claims that arise from the catastrophe or emergency.  La. R.S. 22:1667(A)(1) 

III. NO LICENSE REQUIRED

A catastrophe or emergency claims adjuster is not required to obtain an adjuster's license from 
the Louisiana Department of Insurance. However, a catastrophe or emergency claims adjuster 
must be registered, as discussed in Sections IV and V.  La. R.S. 22:1667(A)(1)   

IV. REGISTRATION REQUIRED

All catastrophe or emergency claims adjusters investigating or adjusting losses resulting from the 
catastrophe or emergency in Louisiana must be registered. La. R.S. 22:1667(A)(1). 

http://www.ldi.la.gov/
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V.  REGISTRATION PROCEDURES 
 

Registration of catastrophe adjusters is specific to the employing insurance company and the 
catastrophe. Registrations must be filed by each insurer or its designee. The procedures for the 
registration of catastrophe adjusters are set forth in Regulation 113, attached as Appendix B. 
Louisiana does not allow individuals to register themselves as a catastrophe adjuster. 
 
Insurers must register catastrophe adjusters by using the “Catastrophic Adjuster Registration” 
module in our Industry Access System (https://ia.ldi.state.la.us/industryaccess). This module is 
only associated with insurers and will not appear as an option for any other license or entity type. 
Registration is submitted by uploading a spreadsheet containing the required information, 
including a registrant’s full name, Social Security Number or National Producer Number (NPN), 
business address, state of residence (state where the registrant maintains his or her primary 
home), and information regarding licensing status in any other state if applicable. The template 
of the required spreadsheet is available in the module. 
 
The registration fee is $25.00 per adjuster, per company. Fees may be paid online by credit card 
or ACH payment. There is an option to print a remittance coupon to mail in payment by check. If 
the option of remittance coupon is chosen, the payment must be submitted no more than ten 
(10) days after submission of the registration. Upon acceptance of the registration, the insurer 
can print a certificate to provide to its registered catastrophe adjusters. Registrations are 
effective upon submission and are valid for 180 days. 
 
Once successfully registered, an individual may view the registration on the LDI website at 
www.ldi.la.gov. The effective dates of the registration and contact information can be found by 
searching the name supplied by each associated insurer. 
 
 
VI.  INDIVIDUALS WHO ARE NOT ELIGIBLE TO REGISTER AS A CATASTROPHE OR EMERGENCY 

CLAIMS ADJUSTER 
 

Individuals who hold an active Louisiana, resident or nonresident, Claims Adjuster or Public 
Adjuster license may not register as a catastrophe or emergency claims adjuster. A nonresident 
who is licensed as a claims adjuster in another state may apply for a Louisiana Claims Adjuster 
license online with the National Insurance Producer Registry (NIPR) at https://nipr.com/licensing-
center/apply. Residents of Louisiana are not eligible to be registered as a catastrophe or 
emergency claims adjuster. A Louisiana resident must be licensed as a resident claims adjuster in 
Louisiana to adjust claims in Louisiana. 
 
A business entity acting as a claims adjuster is required to obtain a Louisiana Claims Adjuster 
license. 
 
 
VII.  TRAINING AND CERTIFICATION 
 

A. An individual registered as a catastrophe or emergency claims adjuster shall read and 
understand the Handbook. Within ten (10) days of registration in Louisiana, a catastrophe or 
emergency claims adjuster shall certify that he or she has read and understands the 

https://ia.ldi.state.la.us/industryaccess
http://www.ldi.la.gov/
https://nipr.com/licensing-center/apply
https://nipr.com/licensing-center/apply
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Handbook by completing the Form (see Appendix A) and submitting the Form to the 
catastrophe or emergency claims adjuster’s employing or retaining insurance company.  La. 
R.S. 22:1667(A)(3) 

 
B. The insurance company employing or retaining a catastrophe claims or emergency adjuster 

shall maintain the Form in its records and make the Form available to the Commissioner of 
Insurance upon request.  La. R.S. 22:1667(A)(3) 

 
 
VIII.  STANDARDS OF CONDUCT 
 

The Louisiana Insurance Code mandates the following standards of conduct that are expected of 
all claims adjusters, including catastrophe or emergency claims adjusters: 
 
A. A claims adjuster shall do all of the following: 

 
1. Treat all claimants fairly.  La. R.S. 22:1674.1 (A)(5) 

 
2. Adjust all claims strictly in accordance with the insurance contract. La. R.S. 

22:1674.1(A)(7) 
 

3. Make truthful and unbiased reports of the facts after completing a thorough 
investigation.  La. R.S. 22:1674.1(A)(9) 

 
4. Handle every adjustment and settlement with honesty and integrity, without any 

remuneration to himself or herself except that to which he or she is legally entitled.  La.  
R.S. 22:1674.1(A)(10) 
 

5. Act with dispatch and due diligence in achieving a proper disposition of the claim.  La. R.S. 
22:1674.1(A)(11) 
 

6. Promptly report to the Louisiana Department of Insurance any conduct by any licensed 
insurance representative of this state which violates any provision of the Louisiana 
Insurance Code or Louisiana Department of Insurance rules. See Appendix C for contact 
information regarding reporting violations.  La. R.S. 22:1674.1(A)(12)   

 
7. Exercise appropriate care when dealing with elderly claimants.  La. R.S. 22:1674.1(A)(13) 

 
B. A claims adjuster shall not do any of the following: 
 

1. Have a direct or indirect financial interest in any aspect of the claim, other than the salary, 
fee, or other consideration established with the insurer.  La. R.S. 22:1674.1(A)(1) 
 

2. Acquire any interest in the salvage of property subject to the contract with the insurer.  
La. R.S. 22:1674.1(A)(2) 
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3. Solicit employment for, recommend, or otherwise solicit engagement, directly or 
indirectly, for any attorney at law, contractor, or subcontractor, in connection with any 
loss or damage for which the adjuster is employed or concerned.  La. R.S. 22:1674.1(A)(3) 

 
4. Solicit or accept any compensation, directly or indirectly, from, by, or on behalf of any 

contractor or subcontractor engaged by or on behalf of any insured by which such 
adjuster has been, is, or will be employed or compensated, directly or indirectly.  La. R.S. 
22:1674.1(A)(4) 

 
5. Provide favored treatment to any claimant.  La. R.S. 22:1674.1(A)(6) 

 
6. Approach investigations, adjustments, and settlements in a manner prejudicial to the 

insured.  La. R.S. 22:1674.1(A)(8) 
 

7. Negotiate or effect settlement directly or indirectly with any third-party claimant 
represented by an attorney, if the adjuster has knowledge of such representation, except 
with the consent of the attorney. For purposes of this paragraph, the term “third-party 
claimant” does not include the insured or the insured's resident relatives. La. R.S. 
22:1674.1(A)(14) 

 
8. Advise a claimant to refrain from seeking legal advice, nor advise against the retention of 

counsel to protect the claimant's interest.  La. R.S. 22:1674.1(A)(16) 
 

9. Knowingly make any oral or written misrepresentation or statement in regard to 
applicable policy provisions, contract conditions, or pertinent state laws. La. R.S. 
22:1674.1(A)(17) 

 
10. Undertake the adjustment of any claim for which the adjuster is not currently competent 

and knowledgeable as to the terms and conditions of the insurance coverage, or which 
otherwise exceeds the adjuster's current expertise.  La. R.S. 22:1674.1(A)(18) 
 

11. Permit an unlicensed employee or representative of the adjuster to conduct business for 
which a license is required pursuant to the provisions of the insurance laws of this state.  
La. R.S. 22:1674.1(A)(19) 
 

12. Materially misrepresent to an insured or other interested party the terms and coverage 
of an insurance contract with intent and for the purpose of effecting settlement of a claim 
for loss or damage or benefit under such contract on less favorable terms than those 
provided in and contemplated by the insurance contract.  La. R.S. 22:1674.1(A)(21) 

 
13. Represent or act as a public adjuster.  La. R.S. 22:1674.1(A)(20) 

 
C.  A claims adjuster may interview any witness, or prospective witness, without the consent of 

opposing counsel or party. In doing so, however, the adjuster shall scrupulously avoid any 
suggestion calculated to induce a witness to suppress or deviate from the truth, or in any 
degree affect the witness's appearance or testimony during deposition or at the trial. If any 
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witness making or giving a signed or recorded statement so requests, the witness shall be given 
a copy of the statement.  La. R.S. 22:1674.1 (A)(15) 

 
 
IX.  PROHIBITED CONDUCT 
 

Catastrophe or emergency claims adjusters act on behalf of the employing insurance company.  
As a result, all catastrophe or emergency claims adjusters in Louisiana should be aware that 
insurance companies and their representatives in Louisiana are prohibited from engaging in 
certain conduct. 
 
A. Insurance companies are prohibited from: 

1. Misrepresenting the benefits or conditions of any insurance policy.  La. R.S. 22:1964(1) 

2. Publishing anything before the public containing any assertions which are untrue, 
deceptive or misleading.  La. R.S. 22:1964(2) 

3. Engaging in Unfair Claims Settlement Practices, including: 

a. Misrepresenting pertinent facts or insurance policy provisions; 

b. Failing to acknowledge and act reasonably promptly on claims; 

c. Failing to implement reasonable standards for prompt claims investigation; 

d. Refusing to pay claims without investigation; 

e. Failing to affirm or deny coverage within a reasonable time; 

f. Not attempting to effectuate prompt, fair, and equitable settlements; 

g. Compelling insureds to institute litigation; 

h. Attempting to settle a claim for less than is owed; 

i. Making claims payments without an explanation of coverage; 

j. Failing to provide an explanation for denial of a claim; or 

k. Failing to provide claims forms within 15 days of request.  La. R.S. 22:1964(14) 

B. Prohibited Claims Presumptions 

1. Insurers cannot use a floodwater mark on a structure without considering other evidence 
when determining whether coverage exists under a homeowner’s policy. La. R.S. 
22:1893(A)(1) 

2. Insurers cannot use a home’s displacement from its foundation without considering other 
evidence when determining whether coverage exists under a homeowner’s policy.  La. 
R.S. 22:1893(A)(2) 

C. LDI Complaints 

Policyholders have the right to file a complaint against any insurance company, producer or 
adjuster and have that complaint investigated by the LDI.  La. R.S. 22: 41(15) 
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D. Insurer Communications

Insurers shall respond to all requests from the insured within 14 days of the request.  La.
R.S. 22:1896

X. ENFORCEMENT

A. Pursuant to La. R.S. 22:1667, the Commissioner of Insurance may, without notice and hearing,
revoke the privileges of an individual registered as a catastrophe or emergency claims
adjuster for any one or more of the following causes:

1. Providing incorrect, misleading, incomplete, or materially false information in the license
or renewal application.

2. Violating the insurance laws or regulations of the United States, this state, or any other
jurisdiction or a subpoena or order of the commissioner of insurance or of another state's
insurance commissioner.

3. Obtaining or attempting to obtain a license through misrepresentation or fraud or
improperly using notes or any other reference material to complete an examination for
an insurance license, or otherwise cheating or attempting to cheat on an examination for
an insurance license of any kind.

4. Improperly withholding, misappropriating, or converting any money or property received
in the course of conducting insurance business.

5. Intentionally misrepresenting the terms of an actual or proposed insurance contract
binder, rider, plan, or application for insurance, including all forms or documents that are
attached, or will be attached, to an actual or proposed insurance contract, binder, rider,
plan, or application for insurance.

6. Conviction of or nolo contendere plea to any felony, participation in a pretrial diversion
program pursuant to a felony charge, suspension or deferral of sentence and probation
pursuant to Code of Criminal Procedure Article 893 or similar law of another state, or
conviction of any misdemeanor involving moral turpitude, public corruption, or the
adjustment of insurance claims.

7. Admitting to or committing fraud or unfair trade practices.

8. Using fraudulent, coercive, or dishonest practices or demonstrating incompetence,
untrustworthiness, or financial irresponsibility in the conduct of business that might
endanger the public.

9. Denial, suspension, or revocation of an insurance license, or its equivalent, in any other
state, province, district, or territory.
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10. Forging a name on an application for insurance or any document related to an insurance 
transaction. 

 
11. Knowingly accepting insurance business from an individual who is not licensed but who is 

required to be licensed by the commissioner of insurance. 
 

12. Failure to comply with an administrative or court order imposing a child support 
obligation. 

 
13. Failure to pay state income tax or comply with any administrative or court order directing 

payment of state income tax. 
 

14. The refusal to submit physical evidence of identity or the conviction of a felony, in 
accordance with R.S. 22:1922(B) and (C). 

 
15. Employing or allowing to associate with his business, in any manner, any person engaged 

in the business of insurance who has been convicted of a felony under the laws of this or 
any other state, the United States, or any other jurisdiction. As used in this Section, 
“business of insurance” means the writing of insurance or the reinsuring of risks by an 
insurance producer or insurer, including all acts necessary or incidental to such writing or 
reinsuring, and the activities of persons who act as, or are, officers, directors, agents, or 
employees of producers or insurers, or who are other persons authorized to act on behalf 
of such persons. 

 
16. The conviction of a felony involving dishonesty or breach of trust pursuant to 18 U.S.C. 

1033 and 1034, without written consent from the commissioner of insurance pursuant to 
18 U.S.C. 1033, or any successor statute regulating crimes by or affecting persons engaged 
in the business of insurance whose activities affect interstate commerce. 

 
17. Failure to complete assignment of adjustment of a claim in a thorough and timely manner, 

including submission of the adjustment of a claim to the party which made that 
assignment. 

 
B. Thereafter, it shall be unlawful for the person to adjust any losses, claims, or damages in the 
state of Louisiana. 
 
 
XI. INFORMATION RELEVANT TO EVALUATING DAMAGE CAUSED BY AN EMERGENCY, 

CATASTROPHE, DISASTER OR OTHER SIMILAR OCCURRENCE 
 

A. The Commissioner of Insurance promulgates a Catastrophe Claims Process Disclosure Guide 
(Guide), attached as Appendix D, to provide policyholders with general information regarding 
claims adjustment practices after a catastrophic event. Insurers are required to provide a 
copy of the Guide to policyholders by United States mail, electronic delivery, or hand-delivery 
to property insurance policyholders no later than the date an adjuster commences the initial 
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investigation of the claim. The Guide is also available on the LDI website, www.ldi.la.gov.  
La. R.S. 22:1898 

B. Policyholders have the right to a readable policy, to receive a complete property insurance
policy, and to request a duplicate or replacement policy as needed.  La. R.S. 22:41(16)

C. The Valued Policy Clause provides that if an insured places a valuation upon insured property
and that insured property is subject to a total loss, the insurer shall compute the payable
limits of coverage at the set valuation without deduction or offset, unless a different method
of computation is outlined in the policy language without the necessity of an inventory.  La.
R.S. 22:1318

D. Duties upon receipt of communications.

A residential or commercial property insurer shall respond to all inquiries or requests from its
insured within fourteen (14) days after receipt of an inquiry or request unless the
Commissioner of Insurance has extended the response period due to a disaster or declared
emergency pursuant to La. R.S. 29:724.  La. R.S. 22:1896

E. Acceptance or Denial of a Claim

1. Insurers issuing any type of contract, other than life, health and accident, and workers’
compensation, shall pay the amount of any claim due any insured within thirty days after
receipt of satisfactory proof of loss from the insured or any party in interest. The insurer
shall notify the insurance producer of record of all such payments for property damage
claims made in accordance with this Paragraph.  La. R.S. 22:1892(A)(1)

2. Except in the case of catastrophic loss, the insurer shall initiate loss adjustment of a
property damage claim and of a claim for reasonable medical expenses within fourteen
(14) days after notification of loss by the claimant. In the case of catastrophic loss, the
insurer shall initiate loss adjustment of a property damage claim within thirty (30) days
after notification of loss by the claimant except that the commissioner may promulgate a
rule for extending the time period for initiating a loss adjustment for damages arising
from a presidentially declared emergency or disaster or a gubernatorially declared
emergency or disaster up to an additional thirty (30) days. Thereafter, only one additional
extension of the period of time for initiating a loss adjustment may be allowed and must
be approved by the Senate Committee on Insurance and the House Committee on
Insurance, voting separately. Failure to comply with the provisions of this Paragraph shall
subject the insurer to the penalties provided in R.S. 22:1973.  La. R.S. 22:1892(A)(3)

3. All insurers shall make a written offer to settle any property damage claim, including a
third-party claim, within thirty (30) days after receipt of satisfactory proof of loss of that
claim.  La. R.S. 22:1892(A)(4)

4. For losses that arose due to a catastrophic event for which a state of disaster or
emergency was declared pursuant to law by civil officials, for those areas within the
declaration, no damages to covered property shall be automatically denied by the
inability of the policyholder to provide sufficient proof of loss within the time limits and
requirements of the policy. The time limit for the submission of proof of loss shall be not
less than one hundred eighty days. The time limit shall not commence as long as a

http://www.ldi.la.gov/
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declaration of emergency is in existence and civil authorities are denying the insured 
access to the property.  La. R.S. 22:1264(A) 

F. Actual Cash Value (ACV) v. Replacement Cost (RC) 
 
ACV and RC are different methods used for determining the value of a homeowner’s property 
following a loss. 
 

1. ACV is the cost to repair or replace damaged or destroyed property, minus the 
depreciation. The goal is to make the homeowner whole, which means returning you to 
the exact position you were in just before the loss — no better, no worse. 
 
a. Depreciation is the amount of value property loses over time due to factors such as 

age, wear and tear, and market conditions. 
 

b. EXAMPLE: A hurricane caused $10,000 in roof damage to a home with a $200,000 
insured value. The home’s insurance policy includes a 2% named storm deductible 
and provides ACV coverage. The payment on the claim would be as follows: 

 
DAMAGED 

ITEM 
DAMAGE 
AMOUNT 

DEPRECIATION 2% STORM 
DEDUCTIBLE 

PAYMENT 
 

Roof $10,000 -$5,000 -$4,000 = $1,000 
 

2. RC is simply the cost to replace an item with another item of like kind and quality. 
 
a. Unlike ACV, RC places the policyholder in a better position than they were in just 

before the loss — NEW FOR OLD. 
 

b. EXAMPLE: A hurricane caused $10,000 in roof damage to a home with a $200,000 
insured value. The home’s insurance policy includes a 2% named storm deductible 
and provides RC coverage. The payment on the claim would be as follows: 

 
DAMAGED 

ITEM 
DAMAGE 
AMOUNT 

DEPRECIATION 2% STORM 
DEDUCTIBLE 

PAYMENT 
 

Roof $10,000 $0 -$4,000 = $6,000 
 
 
XII.  INVESTIGATION 
 

A. For first party property damage claims, policyholders shall have the right to request and 
receive from the insurance company any estimates, bids, plans, measurements, drawings, 
engineer reports, contractor reports, statements or documents that are not legally privileged 
that the insurance company prepared, had prepared, or used during its adjustment of the 
policyholder's claim. A company may keep confidential adjuster notes, logs, and any 
documents prepared in conjunction with a fraud investigation.  La. R.S. 22:41(14) 
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B. In Louisiana, it is considered an unfair claims settlement practice for an insurer to not adopt
or implement reasonable standards for the prompt investigation of claims. It is also an unfair
claims settlement practice for an insurer to refuse to pay a claim without conducting a
reasonable investigation based upon information made available to the insurer.  La. R.S.
22:1964 (14)(a) and (c)

C. If the LDI has reason to believe that a person has engaged in any act that is in violation of the
Louisiana Insurance Code, the LDI may examine and investigate the affairs of that person, as
well as collect evidence.  La. R.S. 22:1921 (C)

XIII. CHANGING CLAIMS ADJUSTERS – PRIMARY POINT OF CONTACT

A. The Louisiana Insurance Code provides certain minimum standards for 
adjuster communications with the insured making a personal residential insurance claim 
that arises due to a named storm or hurricane for which a state of emergency or 
disaster has been declared pursuant to La. R.S. 29:724.  La. R.S. 22:1898

B. If, within a six-month period, an insurer assigns a third or subsequent claims adjuster to be 
primarily responsible for the personal residential insurance claim, the insurer shall provide to 
the insured a written status report on the claim that covers at least the following information:

1. The manner in which the insured's deductible has been applied and a statement as 
to whether the applicable deductible has been exhausted.

2. The dollar amounts available under each coverage.

3. The dollar amounts paid under each coverage.

4. The dates on which payments were issued, to whom checks were payable, and 
addresses to which checks were sent or the means by which funds were otherwise 
delivered.

5. A summary of items known to the insurer, as of the date of the status report, that 
remain to be adjusted and for which the insured must provide further 
information or documentation to the insurer in order to complete the adjustment 
process.

C. The “primary contact” means an adjuster or team of adjusters employed or retained as a 
member or members of the insurer's staff who are knowledgeable about the claim. The 
insurer shall maintain a primary contact until the insurer closes the claim or a party files suit 
on the claim. The designation of a primary contact shall not preclude other claims personnel, 
vendors, or professionals, including clerical staff members, and call center staff members 
from working on portions of the insured's claim.

D. The primary contact shall refer the insured to his supervisor at the request of an insured.
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XIV.  APPRAISAL 
 

There are two different statutorily mandated appraisal provisions for insurance policies. All 
residential insurance policies have a mandated appraisal provision as outlined in La. R.S. 
22:1892(G). All non-residential property insurance policies, including but not limited to 
Commercial Property, Commercial Multi-Peril, Commercial Residential Property, and Commercial 
Farm and Ranch that provide coverage for the peril of fire must comply with the appraisal 
provisions set forth in the Standard Fire Policy.  La. R.S. 22:1311 
 
 
XV.  DEPRECIATION AND SALVAGE 
 

A. “Depreciation” means depreciation including but not limited to the cost of goods, materials, 
labor, and services necessary to replace, repair, or rebuild damaged property. La. R.S. 
22:1892(B)(6)  

1. An insurance policy covering damaged property may allow for depreciation. 

2. An insurance policy covering damaged property shall provide notice that depreciation 
may be deducted or withheld, in a form approved by the commissioner.  

3. If depreciation is applied to a loss for damaged property, the insurer shall provide a 
written explanation as to how the depreciation was calculated. 

4. Depreciation shall be reasonable and based on a combination of objective criteria and 
subjective assessment, including the actual condition of the property prior to loss. 

 
B. Salvage of vehicles is governed by the Vehicle Certificate of Title Law: 
 

1. “Salvage title” shall mean a certificate used to evidence the declaration in an insurance 
settlement that a motor vehicle is a “total loss” motor vehicle as provided in this Chapter, 
to be prescribed and distributed by the office of motor vehicles, to an insurance company, 
its authorized agent, or the owner of a “total loss” motor vehicle.  La. R.S. 32:702(13) 

2. “Total loss” means a motor vehicle which has sustained damages equivalent to seventy-
five percent or more of the market value as determined by the most current National 
Automobile Dealers Association Handbook. However, a motor vehicle that sustains 
cosmetic damages caused by hail equivalent to seventy-five percent or more of its market 
value as a result of costs for repairs to items such as windshields, windows, and rear glass, 
exterior paint and paint materials, and body damage such as dents shall not be deemed 
a “total loss” and salvaged; however, such vehicles shall be issued a branded title 
indicating the vehicle has sustained hail damage.  La. R.S. 32:702(14) 

3. “Water-damaged vehicle” means any vehicle whose power train, computer, or electrical 
system has been damaged by flooding and that is a “total loss” as defined in this Section.  
La. R.S. 32:702(17) 

4. La. R.S. 32:707(I)(1) outlines the claims adjusting process for vehicles that are deemed a 
“total loss”: 
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a. When, as the result of an insurance settlement, a motor vehicle is declared to be 
a “total loss,” as defined in La. R.S. 32:702, the insurance company, its authorized 
agent, or the vehicle owner shall, within thirty days from the settlement of the 
property damages claim, send the certificate of title, properly endorsed, to the 
office of motor vehicles along with an application for a salvage title in the name 
of the insurance company, or its authorized agent, or the vehicle owner. 

b. If an insurance company or its authorized agent is unable to obtain the certificate 
of title from the owner or lienholder within thirty days from the settlement of the 
property damages claim, the insurance company or its authorized agent may 
submit an application for a salvage title and signed under penalty of perjury, which 
application shall be accompanied by all of the following: 

(i) Evidence acceptable to the office of motor vehicles that the insurance 
company has made at least two written attempts to the titled owner or 
lienholder of the motor vehicle by certified mail, return receipt requested, or 
by use of a delivery service with a tracking system, to obtain the endorsed 
certificate of title. 

 
(ii) Evidence acceptable to the office of motor vehicles that the insurance 

company has made payment of a claim involving the motor vehicle. 
 
(iii) The fee applicable to the issuance of a salvage title. 
 
(iv) A release of lien executed by each current holder of a security interest in the 

motor vehicle. 
 

c. Upon receipt of an application for a salvage title pursuant to Subparagraph 
(I)(1)(a) or (b) of this Section, the office of motor vehicles shall issue a salvage title 
for the vehicle. 

 
d. The office of motor vehicles may promulgate rules and regulations for the 

administration of this Subsection pursuant to the Administrative Procedure Act. 
 

e. The insurance company or agent shall notify the office of motor vehicles within 
thirty days of settlement of the property damage claim and the owner retained 
salvage value, when the owner of the vehicle is allowed to retain the salvage after 
the vehicle has been declared a total loss. 

 
f. Upon receipt of the salvage title, the insurance company, its authorized agent, or 

the vehicle owner may proceed to dismantle the vehicle, sell it, or rebuild and 
restore it to operation. A rebuilder of a salvaged title motor vehicle may upon 
completion of rebuilding the vehicle demonstrate the rebuilt motor vehicle to a 
prospective purchaser without applying for a reconstructed vehicle title. Except 
for the purposes of this demonstration, no rebuilt and restored vehicle shall be 
operated upon any public street, roadway, or highway until it is registered with 
the office of motor vehicles, and a reconstructed vehicle title is issued. No such 
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vehicle issued a reconstructed title shall be operated as a motor carrier of 
passengers pursuant to La. R.S. 45:164(A) or as a public carrier vehicle as defined 
in La. R.S. 45:200.2(2). 

 

XVI.  Flood Training – National Flood Insurance Program 
 

The Federal Emergency Management Agency (FEMA) requires all insurance adjusters who adjust 
flood losses for the National Flood Insurance Program (NFIP) to be NFIP flood certified. FEMA sets 
the adjustment standards and requirements that clarify NFIP expectations of flood adjusters (see 
the FEMA Claims Manual, October 1, 2021). For those who may have a question about NFIP flood 
insurance, FEMA publishes a Claims Guide available on the NFIP website. 
 
A. For information on adjuster participation in the NFIP, please review the following link: 

https://nfipservices.floodsmart.gov/. 
 

B. The LDI does not regulate the NFIP. Flood insurance is a federal program. Please contact the 
NFIP for additional information. 

 

 

  

https://www.fema.gov/sites/default/files/2020-05/NFIPClaimsManual_withcover_v6_Guidehouse_092718.pdf
https://nfipservices.floodsmart.gov/
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L O U I S I A N A  D E P A R T M E N T  O F  I N S U R A N C E

J A M E S  J .  D O N E L O N

 C O M M I S S I O N E R  

P. O. BOX 94214 • BATON ROUGE, LOUISIANA 70804-9214 

PHONE (225) 342-5900 • FAX (225) 342-3078 

https://www.ldi.la.gov 

HANDBOOK FOR ADJUSTING CATASTROPHE OR EMERGENCY CLAIMS 

CERTIFICATION FORM (2023) 

CATASTROPHE OR EMERGENCY CLAIMS ADJUSTER INFORMATION 

Name (First-Middle-Last) NPN or Last 4 of SSN* 

E-mail Address Cell Phone Number 

Home Address (Street Address, City, State and Zip Code) 

CERTIFICATION 

I hereby certify that I have read and understand the Handbook for Adjusting Catastrophe or 
Emergency Claims (2023), within ten (10) days of my registration as a catastrophe or 
emergency adjuster in Louisiana. 

_______________________________ _____________________________ 
Signature of Catastrophe or   Date 
Emergency Claims Adjuster 

INSTRUCTIONS 

1. Read and understand the Handbook for Adjusting Catastrophe or Emergency Claims
(2023).

2. After you have read the Handbook for Adjusting Catastrophe or Emergency Claims (2023)
and understand its contents, sign and date this form.

3. You must provide a signed copy of this form to every insurance company which employs
or retains you as a catastrophe or emergency adjuster in Louisiana. The insurance
company will maintain a copy in their records.

*If you do not have an NPN, providing the last four (4) numbers of your Social Security Number is optional.
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CONTACT INFORMATION FOR REPORTING FRAUD 
 

 
• Louisiana Department of Insurance 

https://www.ldi.la.gov 
 
Mail: P.O. Box 94214 

 Baton Rouge, LA 70804 
Phone: 800-259-5300 
 

LDI Consumer Complaint – https://www.ldi.la.gov/onlineservices/ConsumerComplaintForm 
Report Fraud to LDI – https://www.ldi.la.gov/consumers/insurance-fraud/report-insurance-fraud 
 

• Louisiana State Police – Insurance Fraud Unit 
http://www.lsp.org/ifu.html 

 
E-mail:  lsp.insurance.fraud.unit@la.gov 
Phone:  225-925-3536 
Fax:  225-925-6707 
Mail: Louisiana State Police 
 Bureau of Investigation 
 Insurance Fraud Unit 
 7919 Independence Blvd, Box A-19 
 Baton Rouge, LA 70806 

 
• Louisiana Attorney General – Constituent Services  

https://www.ag.state.la.us 
 
Mail: P.O. Box 94005 
 Baton Rouge, LA 70804  
Phone:  877-297-0995 
E-mail: constituentservices@ag.louisiana.gov 

 
• Louisiana State Licensing Board for Contractors 

https://lslbc.louisiana.gov/consumers 
 

Mail: 600 North St 
 Baton Rouge, LA 70802 
Phone: 225-765-2301 

 
• Local Government Resources 

Louisiana Sheriffs’ Association 
https://www.lsa.org/sheriffs-directory 
Louisiana District Attorneys Association 
https://www.ldaa.org/main/da_roster 

https://www.ldi.la.gov/
https://www.ldi.la.gov/onlineservices/ConsumerComplaintForm
https://www.ldi.la.gov/consumers/insurance-fraud/report-insurance-fraud
http://www.lsp.org/ifu.html
mailto:lsp.insurance.fraud.unit@la.gov
https://www.ag.state.la.us/
mailto:constituentservices@ag.louisiana.gov
https://lslbc.louisiana.gov/consumers
https://www.lsa.org/sheriffs-directory
https://www.ldaa.org/main/da_roster
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CATASTROPHE CLAIMS PROCESS
 DISCLOSURE GUIDE

LDILouisiana
Department of 
Insurance

  November 2022
Jim Donelon, Commissioner of Insurance



There is a good chance your home is both the single most expensive item you will ever purchase 
and your most valuable investment. Having insurance and understanding your coverage is essential 
to living in Louisiana. 

This Catastrophe Claims Process Disclosure Guide was created to give policyholders like you a 
detailed overview of the claims process, including an explanation of the supplemental claims 
process, the methods used to calculate deductibles, the difference between actual cash value and 
replacement cost, your rights and duties as a policyholder, the items you will need to properly 
document and support your claim, the issues that frequently arise when asserting a claim involving 
mortgaged property, the procedure for filing a complaint against your insurance company with 
the Louisiana Department of Insurance, the procedure for filing a complaint against your lender 
or mortgage servicer with the Office of Financial Institutions, and the process for utilizing the 
Hurricane Mediation Program to resolve disputed claims related to your residential property.

Feel free to call us here at the Louisiana Department of Insurance at 1-800-259-5300 if you have 
questions about the information in this Guide.

A message from 
Commissioner of Insurance

Jim Donelon

This public document was created in accordance with La. R.S. 22:1898 by the Louisiana 
Department of Insurance and is available online at www.ldi.la.gov.

This document is intended for informational purposes only and does not change or otherwise 
impact any terms or conditions set forth in your policy. Additionally, the information contained 
in this document is not binding and does not create any rights or obligations on you as a policy-
holder or on your insurance company. The language contained in your policy will govern any 
dispute that arises between you and your insurance company. 
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I. THE CLAIMS PROCESS
I filed a claim with my insurance company —

what can I expect?

• The insurance claims process typically involves multiple steps 
beginning the moment you file your claim and ending upon the 
full and final resolution of your claim.

•  As the policyholder, you assist in the process by gathering and 
sending your insurance company relevant materials such as 
purchase receipts, invoices, before-and-after photographs of 
your property, inventory materials, proof of property ownership 
and similar items.

The claims process generally involves the following steps:

Filing of claim. You completed this step when you filed a claim 
with your insurance company.

Claim investigation. After reporting your losses, your insurance 
company will open a claim file and assign an adjuster to 
investigate your claim on its behalf.

Insurance policy review. Once the investigation is complete, a 
representative of the insurance company will review your policy 
to determine what is and is not covered under your policy and 
inform you of any applicable deductibles.

Damage evaluation. To accurately evaluate the extent of the 
damage, your insurance company may hire appraisers, engineers, 
or contractors to provide expert advice.

Payment and resolution of your claim.

• While your claim is pending, your insurance company is 
required to complete certain tasks and to refrain from others, 
all to provide you a timely and fair claim process.

Catastrophe Claims Process Disclosure Guide



Your insurance company is required to:

• ASSIGN A QUALIFIED CLAIMS ADJUSTER to your file who will promptly 
adjust your damage claim.

• BEGIN WORKING on, or adjusting, your claim no later than 30 days 
from the date your claim was filed, unless extended by the Insurance 
Commissioner.

ᴏ This is typically done by assigning an adjuster to inspect your 
property damage and/or to ask questions concerning your 
claim.

• SEND A WRITTEN OFFER to settle the undisputed portion of your 
claim no later than 30 days after receiving satisfactory proof of loss.

• IDENTIFY OVERHEAD AND PROFITS of a general contractor (if used in 
your case) at the time your claim is paid.

ᴏ This is required whether your damages are calculated by your 
property’s actual cash value or by its replacement cost.

• RESPOND TO YOU within 14 days if you have any questions or 
requests regarding your claim, unless extended by the Commissioner.

• PAY YOU, upon your request, the estimated value of three months 
of additional living expenses (ALE) if your policy covers ALE and you 
experienced a total loss.

• PROVIDE COPIES OF MATERIALS generated during the adjustment of 
your property damage claim upon your request.

ᴏ These materials include estimates, bids, plans, engineer and 
contractor reports, measurements and drawings.

Catastrophe Claims Process Disclosure Guide
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Your insurance company is prohibited from:

• INTENTIONALLY OR UNREASONABLY DELAYING the issuance of any 
valid settlement check.

• RECOMMENDING A PARTICULAR VENDOR OR CONTRACTOR without 
also telling you that you are not obligated to use those services.

 
 

Important Terms in the Claims Adjustment Process:

• Actual Cash Value (ACV) is the cost of replacing damaged or destroyed 
property minus depreciation. The ACV amount is what your property 
was worth, considering its age and condition, at the moment the loss 
occurred.

• Additional Living Expenses (ALE) is a type of coverage that pays or 
reimburses you for some of the costs of residing in a temporary 
location until your home can be repaired.

• Adjusters/Claims Adjusters are responsible for investigating and 
evaluating your claim on behalf of the insurance company. They 
determine the amount of damage to your property as well as 
whether, and at what cost, the property should be repaired or 
replaced.

• Commissioner means the Louisiana Commissioner of Insurance.

• Depreciation is the amount of value your property loses over time 
due to age and condition.

• LDI means the Louisiana Department of Insurance.

• Replacement Cost (RC) is the cost of replacing damaged or destroyed 
property using materials of like kind and quality without deducting for 
depreciation. The age and condition of your property at the time of 
loss is not considered when calculating the RC amount.



II. SUPPLEMENTAL CLAIMS

What if I find more damage after I receive a check?
You can submit a supplemental claim for the additional loss.

• POLICYHOLDERS OFTEN RECEIVE MORE THAN ONE CHECK during the 
claims process.

• CASH THE CHECK even if you think the amount of your initial payment 
is too low.

ᴏ Doing so DOES NOT mean you agree with the amount of the 
initial check.

ᴏ The initial check only represents what your insurance company 
believes you are owed based on the adjuster’s investigation to 
that point.

ᴏ You may use the initial payment to begin repairing or replacing 
your damaged property.

• You can FILE A SUPPLEMENTAL CLAIM later if additional damage is 
discovered or if the repairs are more expensive than anticipated.

• You may even FILE MULTIPLE SUPPLEMENTAL CLAIMS if needed to 
restore your home or other property to its pre-storm condition.

ᴏ The right to file a supplemental claim is controlled by policy 
language but generally available for up to two years.

ᴏ Please review your policy for more information regarding your 
right to file a supplemental claim.
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III. DEDUCTIBLES

What are the different types of deductibles and how do I 
calculate mine? 

A deductible is the amount of money you agree to pay out of pocket for 
a claim and is subtracted, or “deducted,” from the total amount your 
insurance company will pay toward your claim.

Examples of the types of deductibles that may be contained in your policy 
are listed below. Please note, your policy may include deductibles that are 
not listed here. Refer to your policy’s DECLARATIONS PAGE or contact your 
insurance company if you have questions about your deductibles.

• Standard (or All Perils) Deductibles are what you pay for damage or loss 
caused by covered events like fires.

• Named Storm (or Hurricane) Deductibles are generally higher than 
Standard Deductibles and are what you pay for damage or loss from 
hurricanes and other named storms.

• Wind and Hail Deductibles are what you pay for damage or loss from 
wind and hail, which may include damages from named storms.

How are deductibles calculated?

• A deductible can be either a flat dollar amount (i.e., $1,000) or a 
percentage (i.e., 2%) of the insured value of your property.

• If your deductible is a flat dollar amount, the stated amount of that 
deductible will be subtracted from the total amount your insurance 
company will pay toward your claim.

• If your deductible is a percentage of the insured value of your property, 
your deductible will be calculated by multiplying the stated percentage 
by the insured value of your property.

• For example, if your home is insured for $200,000 and you have a 2% 
named storm deductible, your named storm deductible amount would 
be $4,000.
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IV. ACTUAL CASH VALUE (ACV) VS.
 REPLACEMENT COST (RC)

What do ACV and RC mean and how are they different?

ACV and RC are different methods used for determining the value of your 
property.

• ACV is the cost to repair or replace your damaged or destroyed property, 
minus the depreciation.

ᴏ The goal is to make you whole, which means returning you to the exact 
position you were in just before your loss — NO BETTER, NO WORSE.

ᴏ Depreciation is the amount of value your property loses over time due 
to factors such as age and wear and tear.

EXAMPLE: A hurricane caused $10,000 in roof damage to a home with a $200,000 
insured value. The home’s insurance policy includes a 2% named storm deductible 
and provides ACV coverage. Here is the breakdown:

DAMAGED 
ITEM

DAMAGE 
AMOUNT DEPRECIATION

2% STORM  
DEDUCTIBLE PAYMENT

Roof $10,000 -$5,000 -$4,000 = $1,000

• RC is easier to calculate. It is simply the cost to replace your item with another 
item of like kind and quality.

ᴏ Unlike ACV, RC places you in a better position than you were in just before 
your loss — NEW FOR OLD.

ᴏ If your policy provides for RC, your insurance company will likely pay the 
ACV initially and will then pay the actual and necessary costs to complete 
the repair or replacement of your property.

EXAMPLE: A hurricane caused $10,000 in roof damage to a home with a $200,000 
insured value. The home’s insurance policy includes a 2% named storm deductible and 
provides RC coverage. Here is the breakdown:

DAMAGED 
ITEM

DAMAGE 
AMOUNT DEPRECIATION

2% STORM  
DEDUCTIBLE PAYMENT

Roof $10,000 $0 -$4,000 = $6,000



What are my rights with respect to the claims process?

You are provided certain rights and protections under Louisiana law and 
in your insurance policy.

Louisiana lawmakers have established a Policyholder’s Bill of Rights 
that provides you with important rights and permissions under the law. 
Specifically, as a policyholder, YOU HAVE THE RIGHT TO:
• Balanced and positive regulation by the LDI.
• Receive prompt service from competent, honest insurance producers.
• Receive a fair claim adjustment that is free from unfair or deceptive 

trade practices.
• Receive true, accurate, and balanced sales information on policy 

benefits and limitations.
• Receive competitive pricing and marketing so you can compare 

coverage options.
• Receive a readable, complete and, if necessary, duplicate copy of your 

policy.
• Receive appropriate disclosure forms accompanying your policy.
• Receive written notice of any policy changes at time of renewal.
• Receive timely notice of cancellation or nonrenewal of your policy.
• Receive written reasons for any cancellation or nonrenewal of 

coverage.
• Receive claim payments within 30 days of providing satisfactory proof 

of loss.
• Receive a written explanation of the reason(s) for denying a claim.

Also, as a Louisiana policyholder, YOU ARE PERMITTED TO:
• Cancel your policy and receive a refund of any unearned premium.
• Check the license status of your insurance company, producer or 

adjuster.
• Request non-privileged documents and materials prepared for or used 

in the adjustment of your claim.
• Request that the LDI investigate an insurance company, producer or 

adjuster.

V. POLICYHOLDER 
RIGHTS AND PROTECTIONS
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I reported my damages and filed my claim — what am I 
required to do while my claim is pending?

The most common policyholder duties include: 1) duty to notify the 
insurance company of a loss, 2) duty to cooperate with the insurance 
company, and 3) duty to mitigate damages.

Your insurance policy is a CONTRACT between you and your insurance company 
and is the most important source of your duties as a policyholder. Carefully review 
your policy to determine which duties apply to you.

• You are expected to reasonably cooperate with your insurance company. 
From a practical standpoint, cooperating with your insurance company 
should help promote a more efficient claim adjustment process.

• Be prepared to do the following as part of your DUTY TO COOPERATE:
ᴏ Make your property available for inspection.
ᴏ Prepare an inventory of your property.
ᴏ Complete and send a signed proof of loss form to your insurance 

company.
ᴏ Complete and return claim and loss forms to your insurance 

company.
ᴏ Provide documents to your insurance company when requested.
ᴏ Meet with your adjuster and answer questions related to your claim.

• Do not hesitate to collaborate with your insurance company and ask what 
documents, forms or data is needed to process your claim.

• Most policies require policyholders to “mitigate” damages after a 
catastrophe. A “duty to mitigate” damages means you are required to take 
reasonable steps to protect your property from further damage.

• In most cases, your DUTY TO MITIGATE requires you to:
ᴏ Make temporary repairs to prevent further losses from the elements 

and to secure your property, including boarding up windows, placing 
plastic tarps over holes in the roof, and drying out wet carpets and 
furniture.

ᴏ Remove wet items from your house to protect against mold.
ᴏ If possible, do not dispose of any items after removal as your insurer 

may need to inspect the damages. If the items need to be removed, 
photograph the items.

• Keep receipts for materials used and a record of repairs for the adjuster.
• Do not begin permanent repairs until after you are instructed to do so.

VI. POLICYHOLDER DUTIES
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What types of records are needed to support my property 
damage claim? 

Any and all records that address either your losses or your loss-related 
expenses will help promote a fair and efficient adjustment of your claim.

Your insurance company must receive proof of your damages to properly 
process your claim. The more detailed your records, the faster your claim can 
be processed and the more likely the full settlement value of your claim can be 
realized. To properly document your claim, DO THE FOLLOWING:

• ALWAYS provide accurate and complete information. Incorrect or incomplete 
information could delay the claim process and settlement.

• Prepare an itemized inventory of all lost, damaged or destroyed items.
ᴏ Include as much detail as possible, including model and serial 

numbers, purchase date and price, and any other identifying 
information.

• Take pictures and videos of your damage both inside and outside your home.
ᴏ Labeling your photos helps eliminate potential confusion and delay 

for a more efficient and potentially favorable claim result.
• Create a log listing all temporary or emergency repairs and repair costs. 
• Keep and copy all receipts documenting:

ᴏ Expenses related to temporary or emergency repairs.
ᴏ Additional living expenses incurred while displaced from your home.
ᴏ Purchases of newly acquired items.

• Make copies of appraisals related to any unique property you own.
• Collaborate with your insurance company. Ask what documents, forms and 

other materials are needed from you regarding your claim.

Avoid making the following mistakes:
• Do not throw away any items until an adjuster has inspected it or your 

insurance company tells you otherwise.
• Do not make permanent repairs without discussing the issue with your 

insurance company.

VII. PROPERLY DOCUMENTING A CLAIM
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What if my insurance company mishandles my claim or 
settlement? 

If you believe your insurance company has taken improper action on your 
claim, you can file a complaint with the LDI.

The LDI receives thousands of insurance-related complaints annually, and each 
year it helps thousands of policyholders get insurance payments, benefits and 
other services from insurance providers licensed in Louisiana.

The LDI is available and eager to help you by enforcing the insurance laws and 
regulations of this state by providing you with consumer resources and by 
thoroughly investigating any complaint related to the handling or settlement of 
your insurance claim.

• If you suspect your insurance company delayed, underpaid or wrongfully 
denied your claim, you can file an insurance complaint and request that the 
LDI investigate your insurance company’s handling of your claim.

• The easiest way to file a complaint is online at www.ldi.la.gov.
ᴏ  When you reach the website, locate the “How Do I . . .?” section, 

select “File a Complaint,” then select the “I am a consumer” option.
ᴏ  A video and step-by-step guide is provided on the website to walk 

you through the process of filing a complaint.

You can also obtain a paper copy of the complaint form by contacting the LDI at 
the toll-free number provided below or by printing it from the LDI website.

HOW TO CONTACT LDI
(225) 342-5900 or (800) 259-5300

www.ldi.la.gov
 

Louisiana Department of Insurance 
P.O. Box 94214

Baton Rouge, La 70804-9214

VIII. FILING A COMPLAINT AGAINST YOUR 
INSURER
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Why is my mortgage company included on my claim payment?  
Most insurance policies include language stating that it is required to 
include or pay every person or organization that has an insurable interest 
in the property. This means if you have a mortgage on your home or 
property that is part of your property damage claim, your lender or 
mortgage servicer will be included as a payee on any settlement check 
issued for damage to the mortgaged property.

Do I have to send my settlement check to my mortgage 
company for endorsement?

Most likely, yes. If your mortgage company or servicer is named as a 
payee on the settlement check, it will need to endorse (sign) the check 
before it can be cashed. Contact your mortgage company directly to 
determine its process for endorsement.

What should I do if my bank won’t cash my settlement check? 
Banks typically require that all payees listed on the check endorse (sign) 
the check. Every bank has its own guidelines for endorsements. Consider 
contacting a representative of your bank to request an explanation if it is 
not willing to cash your check.

What should I do if my mortgage company refuses to endorse 
the check or release the settlement funds? 

Each mortgage company has its own guidelines with respect to dealing 
with property damage claims. Consider contacting your mortgage 
company directly to discuss its guidelines for releasing claim payments 
and to determine whether you may receive a portion of the settlement 
funds to begin repairing or replacing your property.

IX. DAMAGE TO MORTGAGED PROPERTY
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What should I do if my mortgage company holds the settlement 
check or refuses to issue funds needed to repair my home? 

Contact the Louisiana Office of Financial Institutions to report the issue. 

•  If you have a mortgage on the property involved in your claim, some or 
all of your settlement checks will be made payable jointly to both you 
and your mortgage company. This is done because your lender has a 
financial interest in the insured property that your insurance company 
must honor and protect.

•  If your lender or mortgage servicer refuses to send you funds received 
from your insurance company that you need to repair your home, you 
can file a complaint with the Louisiana Office of Financial Institutions 
(OFI). 

HOW TO CONTACT OFI
(225) 925-4660

www.ofi.state.la.us
 

Louisiana Office of Financial Institutions 
P.O. Box 94095

Baton Rouge, La 70804-9095

X. FILING A COMPLAINT AGAINST YOUR 
LENDER
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Does Louisiana have a program that may help resolve my claim? 

Yes. The Louisiana Legislature enacted a voluntary Hurricane 
Mediation Program that is available if you and your insurance company 
agree to mediate your residential property damage claim.

• MEDIATION is a process by which parties agree to take part in a structured 
settlement negotiation through the guidance of a neutral expert.

• The purpose of the voluntary Hurricane Mediation Program is to give 
policyholders and insurance companies a way to settle residential property 
claims in a timely and low-cost manner.

• The program is available for all residential property damage claims that:
ᴏ Arise from a named windstorm event resulting in the governor of 

Louisiana declaring a state of emergency, and
ᴏ Involve property located within an area declared to be part of the 

state of emergency.
• If your insurance company agrees to participate in the Hurricane Mediation 

Program, you are responsible for contacting one of the participating 
mediation firms listed on the LDI’s website.

If you are interested in participating in the Hurricane Mediation Program, contact 
one of the mediation firms listed at www.ldi.la.gov.

HOW TO CONTACT LDI
(225) 342-5900 or (800) 259-5300

www.ldi.la.gov
 

Louisiana Department of Insurance 
P.O. Box 94214

Baton Rouge, La 70804-9214

XI. USING THE HURRICANE
 MEDIATION PROGRAM
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