Property & Casualty Insurers Raise Digital Games as COVID-19 Elevates Customer Expectations,
J.D. Power Finds
GEICO Ranks Highest in Service Satisfaction, National General Ranks Highest in Shopping Satisfaction
TROY, Mich.: 1 June 2020 — Significant investments in direct-to-consumer website and mobile design
have helped property and casualty (P&C) insurance companies improve their digital service and shopping
experiences. According to the J.D. Power 2020 U.S. Insurance Digital Experience Study,SM released today,
insurers have made across-the-board improvements in clarity of information, but many still struggle with
the balance of too much information and a minimalist approach.
“The COVID-19 pandemic has thrust digital shopping and customer self-service solutions into the
spotlight,” said Tom Super, head of property and casualty insurance intelligence at J.D. Power. “Even
before the pandemic, P&C insurers were investing heavily in digital to capture the growing legions of
customers and prospects who are experiencing their brands largely via web and mobile. Across the board,
we’ve seen the fruits of those investments: overall satisfaction scores for both new insurance shopping
and existing account servicing have risen sharply during the past year.”
The study, now in its ninth year, evaluates digital consumer experiences among P&C insurance shoppers
seeking quotes and existing customers conducting typical policy-servicing activities. The study examines
the functional aspects of desktop, mobile web and mobile apps based on five factors: ease of navigation;
appearance; availability of key information; range of services; and clarity of the information. The study was
conducted in partnership with Centric Digital, the leader in digital intelligence, and Corporate Insight, the
leading provider of competitive intelligence and user experience research to the financial services and
healthcare industries.
“The line between brand and digital brand is rapidly disappearing as the lion’s share of insurance shopping
and customer support interactions move to digital platforms,” said Michael Ellison, president of
Corporate Insight. “Increasingly, insurers’ ability to balance providing the right information at the right
time in a format that represents their unique identity will be the key differentiator that separates industry
leaders from the rest of the pack.”
Following are key findings of the 2020 study:
•

P&C industry meeting customer digital expectations—for now: Overall customer satisfaction with
the P&C insurance customer service experience improves 9 points year over year (on a 1,000-point
scale) and overall satisfaction with the shopping experience improves 18 points, as the past several
years of investment in digital start to pay off. However, customer expectations continue to rise, with
shoppers consistently accessing more information than they have in the past, across more
channels than ever before.

•

TMI vs. minimalist mobile-first design: Finding the right balance when it comes to information
density has been a challenge for insurers, with many providing too much complex and expansive
information and others pushing heavily to a mobile-first approach. The ability to provide just the
right amount of information is a key driver of customer satisfaction.

•

Forming a clear digital identity becomes key: Facing growing competition from insurtech start-ups
and traditional carriers, P&C insurers need to be selective about the information they provide and
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how they present it digitally, with the objective being to create a corporate identity that flows from
their overall brand strategies.
Study Rankings
GEICO ranks highest in the service segment for a third consecutive year with a score of 885. Allstate (877)
and Liberty Mutual (877) rank second in a tie, while American Family (867) ranks fourth.
National General ranks highest in the shopping segment with a score of 835, which is up 43 points from
2019. Kemper (820) ranks second and Erie Insurance (818) ranks third.
The 2020 U.S. Insurance Digital Experience Study is based on 12,867 evaluations and was fielded in
February-March 2020.
For more on the U.S. Insurance Digital Experience Study, visit
https://www.jdpower.com/business/insurance/us-insurance-digital-experience-study.
See the online press release at http://www.jdpower.com/pr-id/2020056.
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.
Corporate Insight (corporateinsight.com) is the recognized industry leader in competitive intelligence, user
experience research and consulting services to the nation’s leading financial services and healthcare
institutions for over 25 years. Its best-in-class research platform and unique approach of analyzing the
actual customer experience help corporations advance their competitive position in the marketplace.
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NOTE: Two charts follow.

Year / Project / Study Name

J.D. Power
2020 U.S. Insurance Digital Experience StudySM
Overall Customer Satisfaction Index Ranking
(Based on a 1,000-point scale)

Service
GEICO

885

Allstate

877

Liberty Mutual

877

American Family

867

MetLife

864

The Hartford

861

Travelers

861

Segment Average

858

Auto Club of Southern California Insurance Group

853

Automobile Club Group

853

CSAA Insurance Group

853

Progressive

853

Auto-Owners Insurance

851

Safeco

848

State Farm

846

Mercury

843

Nationwide

843

Farmers

840

Amica Mutual

822

Erie Insurance

819

USAA^

882

Note: ^Brand is not rank eligible because it does not meet study award criteria.
Source: J.D. Power 2020 U.S. Insurance Digital Experience Study SM
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.

Year / Project / Study Name

J.D. Power
2020 U.S. Insurance Digital Experience StudySM
Overall Customer Satisfaction Index Ranking
(Based on a 1,000-point scale)

Shopping
National General

835

Kemper

820

Erie Insurance

818

Amica Mutual

812

Mercury

812

Liberty Mutual

806

MetLife

806

Progressive

804

CSAA Insurance Group

803

American Family

802

Nationwide

801

Allstate

800

Segment Average

800

State Farm

799

Farmers

798

Automobile Club Group

796

Safeco

795

Chubb

792

Travelers

788

The Hartford

786

Auto-Owners Insurance

781

GEICO

781

Auto Club of Southern California Insurance Group
USAA^

776
787

Note: ^Brand is not rank eligible because it does not meet study award criteria.
Source: J.D. Power 2020 U.S. Insurance Digital Experience Study SM
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.

