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An insurance company’s digital ecosystem is a critical information and sales hub 

for shoppers and contains important service channels for existing customers. 

Websites, mobile apps, and other digital touchpoints are easy to use and 

positively impact consumers’ ability to acquire a quote, learn about the benefits 

of a company’s offerings, and manage their services. To attract and close 

shoppers and retain existing customers, you need to enhance their experiences 

through digital channels. Cross-industry understanding and knowledge is also 

essential to stay ahead of consumer expectations in insurance. 

The J.D. Power U.S. Insurance Digital Experience StudySM provides an analysis of 

shoppers’ and customers’ perceptions of a company’s digital channels and 

explores the correlation between website and mobile app 

updates/enhancements and engagement as well as an overall digital proficiency 

analysis provided by J.D. Power digital experts. 

 BENEFITS 

This study provides insights about customers’ experiences which can be used to: 

 

• Understand how customers currently interact with your company’s digital 

channels 

• Benchmark your digital performance against other top P&C carriers 

• Determine how well your digital touch points meet—or fail to meet—

customer expectations 

• Discover which companies perform highest digitally (and what they are 

doing right) within the insurance industry and across other industries 

• Identify the areas of your website and mobile app that need improvement 

• Improve financial management by identifying and deploying resources 

more effectively to improve customer satisfaction 

 

NEW FOR 2020:  

• Post log-in analysis to complement the current VOC and digital best 

practices components. 

• Expanded list of profiled companies that includes new P&C carriers (e.g, 

AAA), Insurtechs (e.g, Lemonade) , and new digital spin-offs (e.g, 

HighRoad) 

• Insights into the impact of digital interactions resulting from the COVID-19 

pandemic  
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SATISFACTION DRIVERS 

The study is comprised of 14 tasks – 9 for service and 5 for shopping: 

Service Shopping 

• Log in to online account • Request a quote 

• View policy and related 

information 

• Compare prices and/or 

coverage 

• Make a one-time payment • Research policy information 

• Update profile • Research discounts 

• Research claims process • Locate contact methods 

• Print or request replacement 

ID cards 

 

• Locate contact methods  

• Add a driver/vehicle  

• Enroll in paperless billing  

 

SUBSCRIPTION DELIVERABLES 

• Customized executive presentation and in-person discussion that includes 

data-driven, actionable recommendations for achieving such strategic 

goals as closing performance gaps with key competitors and/or top 

performers in the study 

• Competitive survey data and industry reports focusing on industry trends 

and where insurers need to focus their efforts 

  

Behind every 

rating, review, and 

award, sit 

countless 

consumer data 

points—real 

insights from real 

customers. 
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USE CASES WITHIN YOUR ORGANIZATION  

Our data and insights can be leveraged to empower teams across the full 

spectrum of your business. Our experts partner with our clients to build data-

driven organizations combining 50 years of experience with cutting edge data 

science and technology tools. Here are some examples of how your teams can 

benefit from a study subscription: 

 

Digital 

Experience 
− Engineer a best-in-class digital experience using data and 

insights about your organization and your industry peers.  

− Manage your rollouts and optimization efforts based on 

the areas, which will have the most immediate impact on 

customer satisfaction in a low-touch environment.  

− Invest your resources guided by intelligence about 

evolving user expectations, industry trends and expert 

insights.  

Operations − Empower data-driven resource planning, prioritizing areas 

of the business that your customers perceive to have the 

highest impact on behaviors like loyalty, referrals, etc.  

− Leverage reliable data and insights to facilitate meaningful 

changes to your operational processes and smoothly 

implement within your organization.  

− Access the intelligence and professional experience with 

extensive experience across all core capabilities and 

industries 

Customer 

Service 
− Train customer service employees to tailor their approach 

with key client segments to reduce friction and expedite 

handling of concerns.  

− Reduce cost-to-serve by engineering a data-backed 

customer service program, which resolves issues quickly 

and completely.  

− Increase speed of problem resolution, better respond and 

adapt to customer needs, and engage and empower 

employees. 
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MORE WAYS WE HELP OUR CLIENTS 

In addition to this study, J.D. Power provides additional services to help our 

clients drive growth and improve customer experiences.  

• J.D. Power offers a range of brand licensing and ancillary marketing 

opportunities to leverage the independence, trust and credibility of the  

J.D. Power brand in your marketing activities. These client-commissioned 

custom research services can highlight a firm’s performance in a particular 

aspect of our Satisfaction Studies and may include: Special Power 

Reports, Power Circle Ratings and Microsites. 

• J.D. Power provides proprietary research services (e.g., customer 

relationship studies, post-interaction customer experience tracking 

programs and proprietary research). Clients have the opportunity to field 

our Satisfaction Study questionnaires to their customers in order to gain 

larger n-sizes and deeper insights into their customers and performance 

improvement opportunities. Clients may append internal/operational 

metrics to the survey data file in order to more effectively link the survey 

results to business operations and desired business outcomes. These 

surveys are deployed on an annual basis or are integrated into ongoing 

VOC tracking programs. J.D. Power provides services ranging from design 

and consulting through full blown execution. 

• J.D. Power conducts Service Quality Certification programs across an 

organization’s sales and service touchpoints (stores/branches, contact 

center, website, mobile app). J.D. Power conducts a best practices 

assessment of an organization’s service quality and benchmarks a firms 

performance against cross-industry top performers. If a firm passes the 

assessment, it receives a J.D. Power Certification of high performance in 

customer service delivery and may use the J.D. Power brand to promote 

their certification at point of sale or service.  

• J.D. Power offers Cultural Engagement Assessments and Improvement 

Planning that utilize voice of the customer, voice of the employee and 

voice of the organization (leaders & culture) data to drive greater 

alignment in organizational values, beliefs and goals. The objective is to 

help companies identify meaningful actions to drive customer-centric 

culture in order close performance gaps and positively impact business 

outcomes. 
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ABOUT J.D. POWER  

J.D. Power is a global leader in consumer insights, advisory services, and data 

and analytics to help clients measure and improve the key performance metrics 

that drive growth and profitability. J.D. Power's industry benchmarks, robust 

proprietary data, advanced analytics capabilities, and reputation for 

independence and integrity has established the company as one of the world's 

most well-known and trusted providers of consumer and market insights for 

more than a dozen industries. Established in 1968, J.D. Power is headquartered 

in Costa Mesa, California, and has 17 global locations serving North/South 

America, Asia Pacific, and Europe. 

 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
For more information about J.D. Power products and services, please contact 
your J.D. Power account manager: 
 
Marcus Skerske: 248-672-1913 or Marcus.Skerske@jdpa.com  
Eric Marshall: 978-764-5915 or Eric.Marshall@jdpa.com  
Joshua Solomon: 248-205-9895 or Joshua.Solomon@jdpa.com  
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