
STATE AUTO 

Customer Hardship 
We understand that many of our customers may experience financial hardship due to 
COVID-19. If you hear from customers whose employment or income has been impacted, 
please call our Customer Service team at 833-724-3577. 

 

SPRISKA 

During these turbulent times, we remain committed to delivering exceptional customer 
service.  We understand that our policyholders may be experiencing financial difficulties 
due to the suspension of their operations.   We want to remain as flexible as we can in 
assisting our policyholders with their premium payment options.    We are actively 
encouraging our Producers to contact  our customer service department if they need 
assistance with their insureds policy billing payment options.    Our customer service 
department can be reached at: 
  
800-252-2907    X802 
customerservice@spriska.com 

 

SECURA 

During this time, we will work with you and our affected policyholders on a case-by-case 
basis to provide grace periods, longer payment terms, or premium deferrals for those 
affected by the outbreak. We will also waive late fees and NSF fees on a case-by-case 
basis for those affected.  
 
Starting this week we included a message in all pending cancellation notices sent out to 
policyholders about this flexibility.  
 

If policyholders have questions about options available to them, we asked them to reach out 
to you or our Billing Department at 800-558-3405. If your customers reach out to you with 
questions, you should contact our Billing Department to explore payment options.  

 

SAFECO/LIBERTY 

First, we are steadfast in our commitment to our customers during this uncertain time, and 
especially those directly impacted by COVID-19. We are prepared to waive late fees for any 
customer who is unable to make a payment on time due to COVID-19. If you have an 
impacted customer:  



• Our billing customer service representatives will have the authority to adjust the 
customer’s current bill and to waive any late fees your customer incurs after March 
1, 2020.  

• If a customer calls you stating their employment or business has been impacted due 
to COVID-19 and they are having trouble making a payment, please contact Safeco 
Insurance at 877-566-6001 or the Liberty Mutual Business Insurance Service Center 
at 866-290-2920. 

 

GRANGE 

We've continued to monitor the progression of COVID-19 (Novel Coronavirus) and want to ensure 
your clients don't suffer additional hardship. 
 
Therefore, we're extending our suspension on cancellations of policies due to nonpayment of 
premium. This suspension began at 12:01 a.m. EDT on March 18, 2020, and will now end at 11:59 
p.m. EDT on May 29, 2020. In doing so, we will not issue late pay notices or charge late fees.  
 
This is not a waiver of payments due during the suspension period, but an extension or grace period 
to pay premiums for those directly impacted by the circumstances surrounding COVID-19. 
 
Please view our FAQ for more information. If you have additional questions, please contact our 
billing support team at (800) 425-1100.  

 

GUARD 

We intend to remain flexible with our payment plans, helping our policyholders manage 
expenses by: 

• Extending grace periods before notice of cancellation, 
• Honoring payroll decreases to reflect business closures and/or limited staffing, 
• Pursuing post-audit premium balances less aggressively, and 
• Complying with all state and federal mandates 

 

ACUITY 

Especially now, Acuity stands with you to ensure our joint customers are properly cared for in 
their time of need. Along with that, we understand that many of our policyholders are 
experiencing cash flow issues. Here is our response given the current situation:  
Acuity is open for business!!  
Recognizing that one size does not fit all, Acuity has been successfully working with insureds on 
a case-by-case basis relative to all their billing options and taking into account their unique 
circumstances. We are fully staffed to handle all calls to our Billing Unit, and we remain 
committed to helping our insureds during this challenging time.  



Acuity will remain flexible and together, we will all prevail.  
 

 

DONEGAL 

Donegal's Response to COVID-19 
 

-Loss Control and Audit physical visits have been temporarily suspended. We will continue 
to conduct these inspections/audits via telephone and mail surveys.  

-For the next sixty (60) days, we are suspending policy cancellations for non-payment and 
waiving late fees that would otherwise result from non-payment of premium.  

 

ENCOMPASS 

Encompass- Special Payment Plan Provision 

We understand the impact to our customers who may not be receiving their regular paychecks and hence may have 
to make some difficult budget decisions. The questions have begun to emerge as how best to support them, and we 
have decided to leverage the “Special Payment Plan.” 

The “Special Payment Plan” is an existing program designed for this kind of adverse situation and allows Encompass 
customers to receive up to two bills in a row with no payment required. Bills are issued at the regularly scheduled 
time; however, no payment is due. At the end of two months, the customer must pay the full minimum amount due 
and any outstanding premium will be recalculated and spread among the remaining billing opportunities. If the 
customer does not pay the full minimum premium, they will go through the standard cancellation process. This 
process can result in a larger than expected amount due in subsequent months, therefore, there needs to be a 
conversation between the agency and the customer before putting the Special Payment Plan on a customer’s policy. 

Please review the message on the Encompass Express system for additional documents concerning this process. 

 

ENCOVA 

• As announced this past Friday, we are suspending cancellations of policies due 
to non-payment of premium for those directly impacted by the circumstances 
surrounding COVID-19. This suspension will go through May 1, unless state-
specific mandates require a different date. This is not a waiver of payments due 
during the suspension period, but an extension or grace period to pay premiums 
for those directly impacted by the circumstances surrounding COVID-19. 

BERKSHIRE HATHAWAY HOMESTATE 

During the upcoming months, notices of cancellation for non-payment of premium on direct bill policies 
sent by the Company will also include a document notifying them of their ability to request an extension of 
their cancellation date. To receive this extension on an eligible Auto or Property policy, eligible 
customers must contact the Company via our PC Client Services team at 877.680.2442. If an 
eligible customer requests an extension, the Company will rescind the pending non-payment cancellation 



and extend the cancellation date to a future date. Our tentative plan is to extend the cancellation date to 
6/1/2020 for any eligible customer who requests an extension. We hope this extension will give our 
customers sufficient time to make arrangements to keep their businesses running. 

*For additional information, refer to their email dated 3/24/2020 

 

TRAVELERS 

Effective immediately, we are suspending cancellation and nonrenewal of coverage due to 
nonpayment through May 15, 2020. We will not charge interest, late fees or penalties during 
this period, providing policyholders extra time to pay their premiums without risking 
cancellation. 
 

 

 
 
 

 


