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Direct-to-Consumer Auto Insurers Take Top Honors in Shopping Study as New Normal Arrives for P&C 
Industry, J.D. Power Finds 
 
GEICO Ranks Highest among Large Carriers; The Hartford Ranks Highest among Mid-Size Carriers 
 
TROY, Mich.: 30 April 2020 — Two insurance carriers—GEICO and Progressive—captured nearly 92% of all 
premium growth in the past year, putting an exclamation point on a trend toward increased adoption of 
direct-to-consumer auto insurance that has been building for several years. According to the J.D. Power 
2020 U.S. Insurance Shopping Study,SM released today, this trend is likely to get a further boost as 
customers increasingly pivot to convenience and value, in response to the COVID-19 pandemic. 
 
“Over the past decade, auto insurance costs have risen at two times the rate of inflation,” said Tom Super, 
head of property & casualty insurance at J.D. Power. “That’s consuming a larger share of discretionary 
income and playing an increasingly significant role in household finances. Add the effects of record high 
levels of unemployment and the 52% of auto insurance customers who say they plan to either reduce 
coverage, shop for another carrier or switch to another carrier because of COVID-191, and the outcome for 
the industry is clear: price is going to be a bigger factor. Direct insurers are in the best position right now to 
benefit from this trend due to their cost-of-acquisition advantages, but there’s more to acquiring—and 
retaining—customers than price alone. Customers who have a poor experience are eight times more likely 
to shop than those who do not, and brand perception remains critical.” 
 
Following are some key findings of the 2020 study: 
 

• Little loyalty in auto insurance market: Prior to the COVID-19 pandemic, 77% of auto insurance 
customers were either actively shopping or experienced an adverse event that triggered shopping 
(e.g., poor service or a rate increase). Softening market conditions have done little in the way of 
stemming the tide of eroding brand loyalty. According to a J.D. Power pulse survey conducted April 
14 when the COVID-19 pandemic was rampant, 52% of auto insurance customers said they plan to 
manage the cost of insurance by either reducing coverage, shopping for another carrier or 
switching to another carrier because of COVID-19. 
 

• Price continues to become bigger factor in customer satisfaction: Since 2012, the price factor 
measured in the study has increased by 54% as a key driver of satisfaction with the purchase 
experience. At the same time, there is a growing gap in overall satisfaction vs. price satisfaction. In 
the past decade, customers have become generally more satisfied with their current insurer in all 
areas except price. 
 

• Direct models click with customers: Several structural advantages are helping direct insurers reset 
the auto insurance leaderboard. For one, lower commissions and administrative expenses enable 
direct carriers to enjoy a 10-percentage point cost advantage vs. exclusive and independent agent 
carriers. From a technology standpoint, 90% of customers say they are open to purchasing their 
auto insurance online. Direct carriers have taken seven percentage points of market share from 
agent insurers in the past decade, and this year earn the highest scores in every factor comprising 
the purchase experience in this study. 
 

 
1 Source: Auto Insurance During COVID-19 – Premium Relief: Consumer Impact and Outlook, J.D. Power  

https://cdn2.hubspot.net/hubfs/4239280/Files/COVID-19/20200416_PULSE%20Insurance%20During%20COVID19_Distribution.pdf


 
 

 

 

• Poor customer experience is loyalty death knell: The primary drivers that push customers to shop 
are negative service experiences and price-related factors. Customers who express price frustration 
are five times more likely to shop and those who experience poor service are eight times more likely 
to shop. 
 

• Yes, all that advertising does matter: A reflection that the personal lines auto market is functioning 
more as a consumer product, large insurers continue to take share from mid- and small-size 
carriers. Brand factors, including reputation and long-term viability, are key facilitators of converting 
shoppers to consider and quote a brand. Brand attributes such as convenience, leadership and 
clear messaging are associated with brands that have higher sales conversion rates. Moreover, 
brands recalled by shoppers on an unaided basis are four times more likely to be quoted than 
brands only recognized on an aided basis, which illustrates the effectiveness of insurers’ extensive 
marketing initiatives. 

 
Study Rankings 
 
GEICO ranks highest among large auto insurers in providing a satisfying purchase experience, with a score 
of 867 (on a 1,000-point scale). Nationwide (862) ranks second and State Farm (860) ranks third. 
 
The Hartford ranks highest among mid-size auto insurers, with a score of 895. Erie Insurance (880) ranks 
second and American Family (878) ranks third. 
 
Now in its 14th year, the U.S. Insurance Shopping Study underwent a significant redesign for 2020. The 
study now captures advanced insight into each stage of the shopping funnel and a new index and award 
structure, which adds the quoting process to the overall customer satisfaction index. It also now measures 
auto insurance shopping, purchase behavior and purchase experience satisfaction in two categories: large 
insurers and mid-size insurers. 
 
The study is based on responses from more than 14,300 insurance customers who requested an auto 
insurance price quote from at least one competitive insurer in the past nine months. The study was fielded 
from April 2019 through January 2020. 
 
For more information about the U.S. Insurance Shopping Study, visit 
https://www.jdpower.com/business/resource/jd-power-us-insurance-shopping-study. 
 
To view the online press release, please visit http://www.jdpower.com/pr-id/2020045. 
 
J.D. Power is a global leader in consumer insights, advisory services and data and analytics. These 
capabilities enable J.D. Power to help its clients drive customer satisfaction, growth and profitability. 
Established in 1968, J.D. Power has offices serving North America, Asia Pacific and Europe. 
 
Media Relations Contacts 
Geno Effler, J.D. Power; Costa Mesa, Calif.; 714-621-6224; media.relations@jdpa.com 
John Roderick; Huntington, NY.; 631-584-2200; john@jroderick.com  
 
About J.D. Power and Advertising/Promotional Rules www.jdpower.com/business/about-us/press-
release-info. 
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Charts and graphs extracted from this press release for use by the media must be accompanied by a statement identifying 
J.D. Power as the publisher and the study from which it originated as the source. Rankings are based on numerical scores, 
and not necessarily on statistical significance. No advertising or other promotional use can be made of the information in th is 
release or J.D. Power survey results without the express prior written consent of J.D. Power.
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