POWER What do customer think of
digital claims tools?
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Trends in Digital Usage

As digital interactions have steadily increased in claims, so have preferences for digital

Mobile apps and texting have experienced the largest growth
Trends in Digital Usage and Preference

Digital FNOL Photo Submission Communication preferences

77%

Website ®mApp

m2018 m2026 YTD

o
38% 42%
"8 "9 '20 '21 '22 '23 '24 '25 '26 "8 19 '20 '21 '22 '23 '24 '25 '26 Calls Email Calls Text Website App
from from
insurer repair co.

Information extracted from this document must be accompanied by a statement identifying J.D. Power as the publisher and the study from which it JDNWER
originated as the source. No advertising or other promotional use can be made of the information without the express prior written consent of J.D. Power.




: S Comfortable Managing Claim Entirel
Generational Cohorts and Digital Using Digital Tooglls: %y Generationy

Do people want to be

using d|g|ta| claims? ® Disagree Somewhat Disagree Somewhat Agree  m Completely Agree
GenZ
» Older cohorts are least likely to o o .
want to use digital tools entirely 2021 20% 41% 36%
* Nearly half of Gen Z & Millennials
are comfortable handling their
claim digitally
Xennials
+ Gen Z/Millennials rate digital tools 2021
higher than those not using the 15% 1% 40%
option for reporting their claim,
submitting photos and proactive
updates
Boomers+

JDPOWER




Impact of Digital Touchpoints

Are Digital Claims Helping or Hurting the Experience?

Digital Impact by Type of Task: Generational Differences in Satisfaction

® Millennials/Gen Z B Boomers+
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Digital FNOL Photo Proactive Status Ask a question

Submission Updates
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App: First Notice of Loss
The app experience is getting more streamlined and incorporating external data

Automatically detect a crash

Notify emergency services or insurers
Pre-fill claims with sensor d.a.ta G R R
Reconstruct the accident digitally (Gray Dodge]

Select damage / submit phOtOS Just making sure we're Using the 3D model below, please specify where

the same page — does 1 your (gray Dodge)'s damage occurred.
describe the weather at W : First use your pointer to rotate and zoom the
time of the incident? & need to underﬂ?nd 8 bﬂ_ mo model, then select "Paint" mode in the bottom
- about the moments just leading right and "paint" where the damage is.
f/ '\ to the collis It doesn't need to be perfect, just give us a
= ) To your best recolle general idea @
do you need = precisely was the co
call 911? -
Mostly Clear gra
53°F s
how can we ’
help? -
[ & &l
- LR Undo 4+ Move
Yes, s
that's Nopg
correct ..

‘
I
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Comparison of Services Provided

Digital trails human interactions in some key areas

# of Services Provided at FNOL

i Call center/Agent 762
mm Digital (App/Web)
-B-QOverall Satisfaction

1 or less 2 3 4 5+

» Explanation of the process

» Explanation of your policy coverage
« Communication preferences

» Select a repair facility

* Rental car reservation

» Schedule repair estimate

© 2026 J.D. Power. All Rights Reserved. CONFIDENTIAL & PROPRIETARY

Explanation
of the process

Explain policy
coverage

Communication
preferences

Select a
repair facility

Make rental car
reservation

Schedule a
repair estimate

Incidence By FNOL Channel

Call Ctr.

App Agent Web

68%

- 67% 69% 66%

34%

40%

34%

34%

38%

31% 31%

2026 U.S. Auto Claims Satisfaction Study

Highest
incidence
for Digital

JDPOWER
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Examples of Apps
Some Insurers are offering more services...

Ll

4. Claim surmmary i
‘work shop locator 7:09 - G
< Lastly, how would you like
Claim tracker _
to be contacted regarding
Contact information this claim?
i | Contact information
: Services h
SearCh fOf an ava-l Iabl e ShOp ot e = Email address - Ploase make sure your contac! information is accurate
T e ¥ and up-to-date for this. claim
° Bv location @ rental reservation —
y & Rental end - Mobile number == m==
O By name
LATEST UPDATE
ZIP code Rental car infermation . %
' - Reservat ber: XODLWE £ Communication settings What's | Preferred contact method
esarvation number: Ve i5 ihe barst wary 1o reach you il we noed addiional
nlormation for your claim®
Claims notifications Select ane
Enterprise Rent-A-Car . Bsag;flcaru:k ]
Search radius 300 AM-T1:59 BM g Email ( j Text (} © Email
[ | 6841 SCHROCK HILL CT, COLUMBUS, OH . : -
5 miles v 432291562
L = The above may not reflect your current subscriptions. To view and change Phone Cal
Does your vehicle need to be towed? categories, please visit My Accounts = Profile & Preferences -+ Communic
’ Preferences.
“ Yes Taxt (SMS)
6841 Schrock
We anly show available shops based on your vehicle's towing Hill Ct If you want to recelve periodic status
needs. updates about your claim...
@ Visit Claims FAQs El Contact my claim team Herm wowild you prefier these notifications (o be
=) aee dalivared?
m ] 13 min More Rt P )
At This Address B=

Enterprise Rent-A-Car

Choose a repair shop with confidence 5] et tsuisy

“Whin sguined, we may Sl §00d 80me UpAEYE via
el

Details

JDPOWER
S



Examples of Apps

...but many struggle at communication coverages and process variations

7 line items reference a deductible

* Industry jargon “’ACV” “DOV”
“‘UMPD”

Coverage at Time of Incident

Note: Policy coverages displayed on this page are for informational purposes only
and may not reflect applicability of coverage for this claim.

'18 MINI COOPER HARDTOP
Incident date: October 13, 2024
Coverage Limit or Deductible
Diminution Of Value - Collision $2,000 DEDUCTIBLE
Diminution Of Value - Comprehensive $2,000 DEDUCTIBLE
Physical Damage - Collision ACV LESS $2,000 DEDUCTIBLE
Physical Damage - Comprehensive ACV LESS $2,000 DEDUCTIBLE
$50,000 EACH ACCIDENT NO DEDUCTIBLE

Property Damage

$25,000 EACH ACCIDENT LESS $500 DEDUCTIBLE
EXCESS DOV UMPD

$25,000 EACH ACCIDENT LESS $500 DEDUCTIBLE
EXCESS UMPD

$25,000 EACH PERSON-$50,000 EACH ACCIDENT
EXCESS UMBI

Bodily Injury $50,000 EACH PERSON-$100,000 EACH ACCIDENT

Close >

g Property Damage per Accident

Liability $50,000
Pays if you are Deductible
responsible for $0

damage to ancther
person’s property

For yourself

Lej) Medical Payments  Per Person

Pays for medical $1,000
EXpEnses for covered
Flt-!l sons

@ Uninsured [ Per Accident
Underinsured $100,000
Motorist Per Persan
Pays for injuries $50,000
caused by an
uninsured or

underinsurad
maotorist,

For your vehicle

ﬁ" Callision Deductible
Pays for the damage $1,000
to your vehicle.

@ Comprehensive Deductible
Pays for vehicle and $1,000
glass damage due to
nan=collision causes
such as fire and theft.

Submit claim

< Auto Claim

We will:

< Back

* Provide a gui
 Confirm your
* Collect basic

* Guide you thr
process

Auto Claim

My Claim

View claims process
VR

. Report

Report your claim on usaa.com, from your
mobile device or by phone.

. Investigation

We'll gather details about your claim to
ensure you're covered by your policy. If
other drivers were involved, we'll
determine who was responsible for the
incident.

. Estimate

We'll determine the repair costs and let
you know when work can begin. If
coverage applies, we'll arrange for a rental
vehicle.

. Payment

Payment will be made to you or the repair
shop. Unless the deductible is waived,
you'll be responsible for paying the
deductible to the shop when repairs are
complete.

. Settlement

If you were responsible for the incident,
damages owed to other parties will be
paid.

i
piiig
Products

1OMW Claims

Your Claim Has Been Filed

Almail - (865D

r l Nationwide’

Track your "

claim

Daear I
can online or via our app anytime and your
be contacting
- -
n ]

JDPOWER




Next Steps

Setting expectations for next steps, claim process and
services, FAQs, “accident checklist”, etc. all help ensure
customers feel their claims are being handled correctly

Evaluate

& ®

Here's what typically happens next:
= (Claims representative contacts you
» Coverage is discussed
# Claim details are reviewed
« Damage Is assessed

Setting Expectations

Claim progress

© Q@

Report

In progress

¥ Claim submission
Coverage reveew

v Clasm details reveew

Services

In progress

Rental coverage
review

Repairs

In progress

+ Estimate method
v Estimate(s)

Repaws

®

Payout

In progress

¥ Payrment
proforence

o N =254l 80%m

Confirmation Home

Auto Policy #-

We'll take it from here

Now that we have your report, we'll get started

We'll call you at

handle the claim.

What happens next

business day to learn more and explain how we'll

by the end of the next

VIS

Hide details ()

(8

Close

Claim closure

UPLOAD FILES

Share photos, videos, and
other documents with your
claim rep.

RENTAL VEHICLE
Need a rental? Read up on >
your options.

1l O <

JDPOWER

2025 Claims Digital Experience Study




In Summary

Digital claim reporting performs better for lower severity claims; frustration grows as
complexity increases

Digital FNOL: How Insurers Could Be More Helpful

(Base: Those who said FNOL was not at all or somewhat helpful)

Digital Claim Reporting Impact by Severity

B Explaining the claim process Showing concern Show Empathy
* “They could have actually listened to me and feel like | wanted to be taken care of as a customer”
I 7 * “lt seemed very automated, generic feeling emails.”
$4K or less * “They could have been more courteous and understanding, and they should have done a better
4 job of explaining things to me about the process since | told them | had never filed a claim
14 before.”

>$4K - $8K 11 . Communicate Better

* “They could’ve described the process a little better”
Greater than $8K -54 _ . “'{'hr?ydciould have called when they said they would. Took almost two weeks before anything even
-75 starte

* “l'was just so confused | didn't know what was going on in the beginning and how fast | would
be able to get my rental and | wasn't given the information until two days later”

* | reported the claim through website and no one contacted me even after | tried to contact [insurer]

- 18 a number of times. No one was monitoring my claim for the first 2 weeks
Not at fault
16 Seamless Interactions/No Repeat Info
0 * “Their initial response was a bit slow. | had to repeat a lot over the phone that | had entered
At fault/Partial - agree with fault online.”

“Read my report before calling.”

“Things like uploading the photo were a bit difficult”

53 “They could have told me where to get the car that | was renting. | had to call him about that...”
“It seemed like they didn’t review what | submitted making it tedious”

N
N
L]

Disagree with fault

Digital | Digital
worse | better JDPOWER
S
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Photo Submission Process

Most insurers ask for photos in apps, but presentation varies notably

2252 o

Confirmation Home

Auto Policy #-

We'll take it from here

Now that we have your report, we'll get started
on your claim. In the meantime, here's your claim
number and some other things you need to know.

Claim 22-

What happens next

We'll call you at by the end of the next
business day to learn more and explain how we'll
handle the claim.

UPLOAD FILES

Share photos, videos, and
other documents with your
claim rep.

RENTAL VEHICLE
Need a rental? Read up on >
your options.

" @) <

< Back

My Claims Center

8 Bi =]
Get Report View Auto
Roadside Claim ID Cards

Claims

Claim #i

. 2023 DODGE CHARGER
Hail 2024

Check claim status Send photos

Helpful Resources

My coverages >
Claims FAQ >
Natural disaster center >

Get Reimbursed

We may be able to reimburse you for auto
glass or roadside services.

Get reimbursed

i Q e

Products

201 @0 B - @4 027%

°5 media-mfe.claims.statefarm.com/# +

= oy & v

< Claim Overview

Claim files

You can help support your claim or determine liability by sending
scene/investigative photos, police reports and receipts.

Uploads cannot be deleted from your claim or used for estimate
purposes. Learn more

Upload files

@ New uploads are typically viewable within 30 minutes.

DOCUMENTS (1)

r FC0008903-INSURED CLAIMANT NO SETTLE
E Dec 11,2024

r FCO0017177-NON SELECT SERVICE INSPECTION EXPECT...
E Oct 31,2024

1730317109860.txt
IrEl Customer communication from Claims Hub.txt
Oct 30, 2024

claimdoc-AUTO_NCN_NOT_ELIGIBLE_EMAIL-89...
EE EMAIL AUTO_NCN_NOT_ELIGIBLE_EMAIL
Oct 24. 2024

4q @ [

2:538 il T B
Liberty Mutual. Done
INSURANCE

In partnership with GEICED.| msurance acenc e

Manage my claim > Claim #059256194

o—eo—@

Claimfiled Claim setup ~ Speed up In review Payments

your claim

Prominent
CTAs on

varying

screens make
« it easy for

customers to

find and carry
out this option

May 14, 2025

Next step: Upload any
photos or receipts if you
have them.

Upload

| already did this or skip for now >

View your claims details:

Menu v

Privacy Policy

Security PO"CV_

JDPOWER




Photo Submission Process

Explaining the process varies notably as well—requiring 8 screens to click through
before even beginning to take photos seems excessive

Progressive

z
=
© o
o <
g
/ﬂfé‘ei/ 3 3
A ]
T
o
= > g
g
<+ T
2 g
= o
Guided Photo Capture ighti Let! d : @ 3
o Cap Ensure proper lighting Stand back The exterior Damage close-ups Interior and video otz get starta g 8
3 w
w
Newits ime 1o take plctires of your Make sure your vehicle Is clearly and Stand about 10 feet away from your We're going to capture 8 angles of the Next, we're going to gather a couple Then we'll take a few interior pictures Thefirstarglels.of thedriveris:sideof
Hyundai Sonata. We'll need pictures of evenly lit without sun glare. vehicle to make sure you're capturing exterior, one at a time. Once we begin close-up images of the damage including your vehicle's odometer and youryehicle: Tap below to get started:
the exterlor and Interior, and a short the full scene move your camera so your vehicle lines VIN, and lastly a quick video. (=]
video. Follow these tips to gather clear up with the on-screen guides -
photos and ensure a smooth claims -
process.
—

Next >
- « Back <« Back « Back © Back € Back ¢ Back Get Started

JDPOWER




B

Photo Submission Process

Embedding instructions into each step is an alternative, but many customers view

11 steps as not being “easy”

Allstate

For the best expe

nice, please use either Wi-
Fi ¢ call sarvice throughout the entire
process,

Park your car in a safe and well-it area,

Follow instr

ions and examples on each

soreen before taking photos

If additional damaga is found, don't worry, we'l

work directly with your shop,

Wehicke Damages WIN & Mieage Review

1 of 11 Driver's side front corner

<: Stand 3-5 feet back

o Get the entire front and side of your
wehiche in view.

) Pleage rotate your phane o landscape

wiew and be swre to capture the entire car
in the photo,

Examples (Tap to enlarge)

I

o claims-intake.allstate.com

take photo of plate

Wehicle Damage WIN & Midzage Review

4 of 11 License Plate

1-3 feet back

<: &

I_J Include your entire Bcense plate

Examples (Tap to enlarge)

Cndsdoranin

iz 3SAM12:

@@ view photos taken

w claims-intake.allstate.com

]

Wahicle Dairge WIN & Mdeage Resviaw

o——0

10of 1M VIN

The 17 character VIN is kocated on the
drivar's side door or windshield

“ I I possible, include the WINS barcode in
wour photo.

Types of barcodes [l EE B

Examples (Tap to enlarge)

Fior

® claims-intake.allstate.com

o Important!

Please copture the VIN number within
the red viewfinder and centered on the
middle line

—

L R

Continue

Vihicle: Damage WIN & Mieage Rewiow

M of 11 Mileage

» | Mileage can be found on your vehicle's
' dashboard behind the steering whe

Examples (Tap to enlarge)

e

(%) take mileage photo i

& view photos taken

# claims-intake aflstale.com

JDPOWER




Digital Estimation Experience and Impact

The impact of digital estimation is mixed—quicker claims and better understanding of
process/length vs. more effort, more contact, and frustration if photos are not used

Difference in Satisfaction when Using
Photos vs. Non-Digital Estimation

Photos or Video Submission

Impact on Satisfaction Positives (improvements to

the process):

mmm 2026 % GenZ/Millennial mmm 2026 % Boomer+ _ American Family 70
—8-2026 Overall Sat. - GenZ/Millennial —8-2026 Overall Sat. - Boomer+ - Explanation of process CSAA IG (AAA) 52
- Shorter cycletimes Erie Insurance 39
- Minimize problems State Farm 37
731 /delays Allstate 31
595 - Accurate claim length Nationwide 28
687 exp.ectatlons Liberty Mutual 24
676 - Options for status updates Study Average B 24
Farmers 21
Opportunities: GEICO 18
- Higher effort Travelers 16
- More customer-initiated ACSC (AAA) 13
contact with insurer USAAA 4
[0) 0, 0, 0, 0, 0,
R 43% B 2°% B - Set expectations for how The Hartford -10
Photos or videos | Submitted, but not used | Photos or videos photos are used Progressive 13 B
not submitted or don't know if used submitted and used - Higher awareness of Safeco -14 10
supplements Auto-Owners -30 [N
ACG (AAA)  -36 D

JDPOWER
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Managing Expectations

Good communication and
Managing claim length Impact of Communication on Overall Satisfaction

expectations can mitigate
the impact of longer claims

797 805 804
Overall Sat. 775
Met ALL To
« Satisfaction drops sharply if E:ommunicat?on KPls)
communication KPls are not met
* Top Communication KPls:
-#-Qverall Sat. 695
* Very easy to communicate with (Missed ANY Top 666
Insurer Communication KPlIs) 639
* Provide adequate proactive
updates
* Provide accurate claim length 541
expectations
<1 week 1-2 weeks >2 weeks- >1 month
1 month
Notes: *Small sample (n=30-99). JDPOWER



Insurer Performance on Proactive Communication

Insurers that perform well at providing adequate proactive updates have more customers
using interactive digital channels and less needing to make calls

Amica makes more calls and Liberty relies on self-service; lower performers have less self-service and more customers calling

Meet Both Proactive Updates and
Adequate Communication by Insurer

Amica
Nationwide
Liberty Mutual
ACSC (AAA)
Farmers

State Farm
Allstate

GEICO
Progressive
Study Average
American Family
CSAA IG (AAA)
The Hartford
USAAA

Erie Insurance
Travelers
Safeco

89%*
89%
87%
86%
86%
86%
85%
85%
84%
83%
83%
83%*
83%
82%
82%
79%

Top Communication Channels Used vs. Study Average

(ppts.)
Customers use
interactive digital .
more and make Interactive
Customer digital Self-
less calls . . .
received (email, service Customer
calls text) (web, app) @ made calls
Amica
Nationwide

Liberty Mutual

E . .

Customers use
self-service
less and make

Auto-Owners Insurance
NJM Insurance Co.
ACG (AAA)

Mercury

National General

78%

78%*
76%*
76%*

68%*

calls more than Average of
average .
g five lowest +2 +2 @
> performers

Notes: Insurers with n=100+ in study overall shown in chart; *Small sample (n=30-99); Values in right

table are percentage-point differences to the Study Average.

JDPOWER




Preferred Method of Communication

Texting is the second most preferred channel and growing (along with apps), while more
traditional methods are declining slightly
Those with total losses want more calls and those with long-tailed experiences want more texts

Preference for Communication During Claim

m '24 Study m'26 YTD Study Avg.

Total Loss Repairable
claims lasting

559 beyond 30 days
52%

40% 449,
39%

36% 36% 35%
26%  27% 26%
- i_

Calls from Insurer Text Email Calls from repair shop

JDPOWER




Preferred Method of Communication — by Generation

Preferences vary with Boomers preferring more calls and Millennials/Gen Z preferring
more tech—mobile apps show the greatest variation

Preference for Communication During Claim

m'26 YTD: Millennials/GenZ m'26 YTD: Boomers+
48%
43%
38% 36% 37% 37%
29% 28%
9%

Calls from claim rep Text Email Calls from repair shop

© 2026 J.D. Power. All Rights Reserved. CONFIDENTIAL & PROPRIETARY 2026 U.S. Auto Claims Satisfaction Study JDPOWE 22




App Usage Throughout Claim Mobile App Usage Throughout Claim Process and Satisfaction
Process

Incidence 75
Satisfaction is highest ~=-Overall Satisfaction e
among those who start in
the app and utilize it
throughout the process 03

Highest Incidence:

i « GEICO/
- Those using the app to only report : ) Eg’g;ess“’e/
their claim, but not for estimation or i
updates, have the lowest satisfaction !
. . . 13%
« Using the app for status updates is the ! 7% 10% 7% 10%
differentiator—the 3 categories with | 3%
highest satisfaction all include using i
the app for updates Digital Users ; FNOL only FNOL Photos only Updates only Photos FNOL
(non-app) + + +
| Photos Updates Photos
! +
Updates

Claim reporting V V

ANAN
N

Estimation V V
(photos/videos)
Status updates V V V
Note: Claimants not involved in reporting the claim and those who from insurer

submitted photos after FNOL are excluded from the base.

JDPOWER




App Status Updates

Many insurers
provide progress

bars to indicate the

current step of the
claim process

* Liberty Mutual also provides
expected completion dates
for steps like repairs.

American Family

9—1

Here's what typically happens next:

Claims representative contacts you
+ Coverage is discussed

Claim details are reviewed
+ Damage is assessed

CLAIM ACTIVITY

J1U1L Repair estimate received
UL Claim opened
04 P

CLAIM CONTACT

CLAIM DETAILS

Summary

Photos

n 1 [ ®

Dashboard Billing Claims Profile

3:27 9 al T @m)
< Back Claim Status
SUBMIT EVALUATE  RESOLVE CLOSE

M

State Farm
7:49 ¢ o =
< Status

v Claim filed

v Estimate complete

v Payment issued

® Repair

O Rental

View activity

Next steps

Optional

Set up direct deposit to receive payment
directly into your account.

Nationwide

Claim tracker

Claim Summary

Status: Closed

View & upload documents

[ Electronic payment options

|

Claim progress

Report

In progress

@ claim submission
(O coverage review

(O claim details review

Services
In progress

@ Rental coverage review
(O Rental reservation

(O Rental end

Repairs
Not started

(O Estimate method
(O Estimate(s)

Liberty Mutual

& Liberty Mutual. Done

INSURANCE

O Repair work ~

Your vehicle is being repaired at

Crash Champions - Crestwood
14330 Cicero Ave

Crestwood, IL 60418-2109
708-597-1744

Expected completion date: 09/21/2022

Please contact the shop directly if you have
any questions about your repairs.

Next steps

If the shop finds more damage, we'll handle all
the details - including additional loss-related
payments. And you can track everything here.

Other info

Your deductible is $500. Please pay this
amount to your repair shop and we'll pay the
rest of the repair costs. We'll even let you
know when a payment is issued

_ﬁ_.
O Claimacamplation v

JDPOWER ::




App Status Updates

Several insurers provide summaries with in-depth sub-steps, including further details when
selected; but opportunities exist with others

Claim tracker

Claim Summary
2014 Hond Cr V Lx

Claim;,
Status: Closed

Claim progress

Report @

Completed

& claim

Services
Completed S

@ Rental reservation

@ Rental end

Repairs gg

Completed

@ Estimate method o---
@ Estimate(s)

@ Repairs

Payout E

Completed

@ Payment preference
@ coliision payment

@ Rental payment

7:08 al

.))
~N

< Claim tracker

Repairs

Q Estimate method
Q Estimate(s)

Q Repairs

LATEST UPDATE
Updated estimate available

We'll make the payment now that repairs
are complete. You can pay your deductible
to the shop when you pick up your vehicle.

Germain Honda of Dublin

6:00 AM-7:00 PM

6715 Sawmill Road, Dublin, OH 43017-9011
Nationwide On Your Side Auto Repair Network

Because you choose an On Your Side* repair shop, the workmanship

on appraised and completed repairs is guaranteed for as long as
you own or lease your vehicle

Completed
steps

Next steps for
insurer and
customer

v" Name of shop

v" Address

v Hours

v CTA to call
shop

Link to relevant
content/
documents

358 wll

Close FAG

oo

2020 Niss
Date of loss: May 23, 2022

Repair
Your estimate is ready.

We're reviewing it as we
prepare your payment.

View status & next steps

Claim details

Fhotos & docs o
[F] Estimates 1T
@ Payments 1T 3

[EY Claim contacts p

Bl i S 5

* Unclear wording/

expectations may
lead to customer calls

1:26 N P4 E64%
. 1]
< Claim 17V0180 1
Upload
Details Payments Activity

REPORTED

Your claim has been received.

IN PROCESS

Your claim is in progress.

WRAPPING UP

Your claim is wrapping up

JDPOWER



App Status Updates

Liberty Mutual
ensures info on next
steps and what to
expect are highly
visible, displayed
across screens for
each step of the
claim process

* Proactive steps are also offered
to the customer, i.e., “speed up
your claim” by uploading photos

Liberty Mutual

2:48 .

P)

&

Claims

In partnership with GEICIOD. | msurance acency.uc

Appointment scheduled

Home claim #059256194
@. Incident Date: 3/15/25
Weight of Ice and Snow

eck next steps

m Need to file a claim?

It's fast and easy. We'll contact you if
we need more information after you
file.

( File acaim )

Popular options

? Unsure if you should file? >

4 = B @

fome Biling Policy Claims

2:58 ol =

< %ljberty Mutual. Done
INSURANGE

In partnership with GEICICD.| msurance acencr,uc

What to expect

We need to review the damage in order to
understand what's covered and to estimate
the cost of repairs. If you have photos of
the damage, you can upload them now.

Upload damage photos

An in-person review might also be
requested

Once the review is complete, your Claims
Representative will provide you with an
estimate and an explanation of what's
covered.

Next step
Find a contractor and get the damages
repaired.

Resources
* Understanding your property claim
estimate

2:53 wll T 6D

% Liberty Mutual. Done

INSURANCE

In partnership with GEICED.| msvranceagncr.uc

Manage my claim > Claim #059256194

—o—@

Claimfled Claimsetup Speedup Inteview  Payments
your claim

May 14, 2025
Next step: Upload any
photos or receipts if you
have them.

Upload

| already did this or skip for now >

View your claims details:

Privacy Policy
Secyrity Policym—

3:21 ol TED

< % Liberty Mutual. Done

INSURANCE

In partnership with GEICED.| msvranceagncr.uc
Repairs

What to expect

It's time to find a contractor and get your
home repaired. You have 2 options - you
can choose a contractor on your own or we
can help you find a local contractor.

If later in the process you happen to
discover new damages related to this
claim, please make sure to contact your
claims rep.

When your contractor’s estimate exceeds
our estimate

If your contractor has any questions about
our estimate, please make sure we approve
any changes before beginning repairs. The
quickest way to request revisions to your
estimate is by submitting a supplement
below.

You'll need the following details

* Claim number

331 wl T &

< % Liberty Mutual. Done

INSURANCE

In partnership with GEICED. | msurance acencr.uc

—eo—o—9@

Claimfiled Claimsetup Speedup  Inreview  Payments
your claim

STATUS

Thank you for helping
us move your claim
along!

Hold tight. Your Claims Representative will
review the information you provided. They'll

reach out to you within a few business days with
any next steps.

View your claims detail

Communications

X Close

My claims resolution team

312 o 25

< % Liberty Mutual. Done

INSURANCE

In partnership with GEICED. | msurance acencr.uc

When your contractor's estimate exceeds
our estimate

If your contractor has any questions about
our estimate, please make sure we approve
any changes before beginning repairs. The
quickest way to request revisions to your
estimate is by submitting a supplement
below.

You'll need the following details

* Claim number

Original estimate amount

Updated costs or “supplement
amounts”

Supporting files like photos or receipts
(optional)

Submit a supplement

What's next

If you submitted a supplement, your claims
rep will contact you in a few days to
discuss your estimate changes.

2:56 il T ED

< % Liberty Mutual. Done

INSURANCE

In partnership with GEICICD.| msurance acencr,uc

What to expect

In most cases, a Claims Representative will
contact you within a few business days
from the date you reported the claim.
(Please note, it may take longer during
times of severe weather.)

Resources
* Your guide to home insurance
claims
¢ Answers to the most common
homeowner claims questions

*All imes and dates are displayed and adjusted for Eastern
Time (ET).

In-person damage review

Appointment details

Date 05/13/2025

Arrival time 12:00 PM-4:00 PM

< Claim #059256194

In-person damage review
1 3 appointment
@) Arrival time 12 PM-4 PM

© 6448 LAMPHEAR RD

View appointment details >

Things to do and updates

[ There might be more action needed
Check your claim online (not just in the app)
frequently to see if there's any next steps to
take.

Check if there's any next steps >

£3. Claim #059256194
Incident date
3/15/2025

Your claim Incident date is displayed and
adjusted for Eastern Time (ET).

Type of incident
Weight of Ice and Snow

Claim options

JDPOWER :



Text Status Updates

Text updates add
value to the digital
claims experience

* Allows users to receive
updates without logging in

» Links directly to the update
or next step

* Previous communications
within the site or app

Safeco

4557 al T @

< <

41245

Safeco: Follow the next steps in
our app https://click.safins.cof
UQHn/mertugeo to move your
claim forward. We will contact you
within 1-2 business days.

Safeco: Gerber Collision & Glass -
Carrollton (TX) will contact you to
book an appt. Your next step is to
download our app to easily
manage and track your claim:
https://click.safins.co/UQHn/
27c35e0f

Safeco: CRASH CHAMPIONS

will
contact you to book an appt. Your
next step is to download our app
to easily manage and track your
claim: https://click.safins.co/

Safeco: Your rental has been

Allstate

4:57 al T .

< i

A522F

Hi .
Your inspection is complete!

Prior to dropping your car off for
repairs here are some reminders:

The shop is your best point of
comtact for repair updates

If you need to change your drog
off time please contact the shop

Don't forget to remowve your
persanal items from the vehicle.

Additional gquestions? Visit
MyClaim anytime:hitps:
allstateclaims.allstate.com/ge/
claimant

Text STOP to quit.

Hil e are happy your
repairs are complete, Remember

State Farm

2 OB - P4 027%

25 media-mfe.claims.statefarm.com/# +

E (% =y v

< Claim Overview

Claim files

You can help support your claim or determine liability by sending
scene/investigative photos, police reports and receipts.

Uploads cannot be deleted from your claim or used for estimate
purposes. Learn more

Upload files

® New uploads are typically viewable within 30 minutes.

DOCUMENTS (11)

FC0008903-INSURED CLAIMANT NO SETTLE

E Dec 11,2024

FC0017177-NON SELECT SERVICE INSPECTION EXPECT...

E Oct 31,2024

- 1730317109860 txt
AI |STETE‘ guara ntees thE repairs FCIF |ITE| Customer communication from Claims Hub.txt
as long as you own the vehicle. Oct 30,2024

claimdoc-AUTO_NCN_NOT_ELIGIBLE_EMAIL-89...

—|— {- E EMA;;»;L[J)ZAO_NCN_NOT_ELIGIBLE_EMAIL
4 @ .
Notifying insured of what’s next = Confirmation a step is completed = Repository of communications
and who will contact them = Info for the customers next actions and documents
= Prompting to use the mobile app = Link to the claims page

JDPOWER
S



Customer-initiated Contact

Customers initiating phone calls + digital has a negative impact on their claim experience
Using multiple channels for questions increases with time and complexity and yields +2 more customer-initiated contacts

How Customers Contact with Questions Impact of Time and Severity Cross-channel Usage
m= Incidence —-Overall Satisfaction === Incidence -=#-Overall Satisfaction
753
733
716 727
Calls to o
claim staff 79%
653
45% Email 57%
5o 29%
o o 2 >
20% I Text 41%
| : l Message in 339
: . L claim portal °
Calls orin  Digital Only Digital 6days 7to14 15t030 30+ Total
person only + Calls orless days days days Loss
Avg. # of
contacts: 2.5 24 4.6 e—— Claim length (repairables) —e

2026 U.S. Auto Claims Satisfaction Study JDPOWE

© 2026 J.D. Power. All Rights Reserved. CONFIDENTIAL & PROPRIETARY
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Insurer Responsiveness

Texting can provide the
highest satisfaction, but
also has the highest
incidence of missing
expectations for a timely
response

* Phone calls have a notably higher
perception of receiving a timely
response compared to texting

» Suggesting there is a different
expectation for timeliness to texts

Satisfaction by Responding in a Timely Manner

mm 2026 -m=Qverall Satisfaction - 2026

676
657

Always timely
follow up:
<1 week — 42%
>30 days — 31%

ZAK N WAV | 42% 31% W 34% QLR

35%
Never/ Often Always Never/ Often Always Never/ Often Always
Rarely Rarely Rarely
Phone calls to Insurer Email Text

JDPOWER
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Overall Claim Satisfaction

A few brands perform
well in both studies, but
award-winner Erie excels
iIn People

Five insurers show declines year-over-year
in auto claim satisfaction; these insurers
either have:

 longer-than-average cycle times,
* more total losses, or

* more customers with rate increases—all
of which are groups with lower
satisfaction

Erie Performance Highlights:
* Ranks #1 in 4 Dimensions

» Advantage is largest in Ease of
resolving claim (+18 pts. over 2™9),
People (+15), and Fairness (+13)

* People: #1 in KPIs—Easy
communication with reps and
Consistency of service

» Fairness: #1 Policy coverage meets
expectations and Limit negotiations

Erie Insurance
NJM Insurance Co.
Liberty Mutual
Nationwide

ACSC (AAA)
CSAA IG (AAA)
Amica

State Farm

The Hartford
Auto-Owners Insurance
American Family
Mercury

Study Average
ACG (AAA)
GEICO

Allstate

Travelers

Farmers
Progressive
Safeco

National General

USAAN

Notes: @ /@ Significant difference at a 90% confidence interval.

Overall Claim Satisfaction Index
2025 Auto Claims Study

7430 Liberty Mutual
o
731 Amica
730 @
799 ® ACSC (AAA)
796 ® Nationwide
720 Erie Insurance
718 State Farm
716 @ GEICO
716 A
711 Study Average
702 American Family
701 Farmers
I 700 Safeco
697 Travelers
697 Allstat
693 sate
691 Progressive
690 CSAA IG (AAA)
673 @ Auto-Owners Insurance
672 @
USAAA
741 ®

2025 Digital Claim Experience

7340
7330
725
718
713
712
704

I 700

696
695
693
691
689
681@
680
675

7270

JDPOWER
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