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Satisfaction with Property Insurance Claims Slips for First Time in 5 Years as Soft Market Takes 
Hold, J.D. Power Study Finds 
 
Amica Mutual Ranks Highest in Overall Satisfaction among Homeowners Insurance Claimants  
 
NEW YORK: 25 February 2016 — For the first time in five years, customer satisfaction among 
homeowners filing a property claim has slipped, largely driven by declines in satisfaction with the total 
settlement and service interactions, according to the J.D. Power 2016 U.S. Property Claims Satisfaction 
Study,SM released today. 
 
The study measures satisfaction with the property claims experience among insurance customers who 
have filed a claim for damages by examining five factors (listed in order of importance): settlement; first 
notice of loss; estimation process; service interaction; and repair process. Satisfaction is calculated on a 
1,000-point scale. 
 
The $502.6 billion1 U.S. property and casualty insurance industry is entering a cycle of reduced profitability 
due to declining premium rates. Data from the 2016 U.S. Property Claims Satisfaction Study suggests that 
many insurers may already be shifting their focus away from customer satisfaction and toward areas of 
cost reduction. According to the study, satisfaction has declined by 5 points to 846 from 2015. The largest 
changes are in the service interaction factor (- 8 points), driven by declines in both the local agent (-8) and 
claims professional (-28) sub factors.   
 
Weather events are also a significant driver of declines in customer satisfaction this year. Survey results are 
significantly impacted by the way insurers handled a few major events, such as the winter storms that hit 
the Northeast in early 2015 and the severe weather/hail claims that hit Colorado and some surrounding 
states in late 2014. However, weather alone does not fully explain the dip in overall satisfaction. For 
instance, simple service practices such as returning promised callbacks are down 1 percentage point from 
last year, and only 42% of customers indicate that when contacting their insurer someone was  “always 
available immediately” to assist them. Responsiveness, a primary driver of service interaction satisfaction, 
is down significantly year over year among claimants interacting with local insurance agents or claims 
professionals (-0.09 points and -0.43 points, respectively, on a 10-point scale). 
 
“During times of catastrophic events, insurance companies typically ramp up and have teams of claims 
professionals poised and ready to process claims locally in the affected region,” said Greg Hoeg, vice 
president of U.S. insurance operations at J.D. Power. “However, maintaining a high level of support is 
not cost effective when there is a lull in large events and especially when rates begin to fall. Belt tightening 
to a leaner team can sometimes mean less support and longer response times to process claims. Insurers 
need to be aware when cost cutting impacts response times. The less satisfied customers are with the claim 
process, the less likely they are to renew their policy.”  
 
 

                                                           
1
 Source: Insurance Information Institute http://www.iii.org/publications/insurance-handbook/economic-and-

financial-data/us-insurance-industry-all-sectors. 



Following are some of the key findings of the 2016 study: 
 

 Providing an Outstanding Claims Experience Can Generate Advocacy and Retention: The 
study finds that 81% of highly satisfied claimants (overall satisfaction scores of 900 or higher) say 
they “definitely will” renew their policy and 81% say they “definitely will” recommend their current 
insurer, while only 14% of displeased claimants (scores of 549 or less) say they “definitely will” 
renew and 7% say they “definitely will” recommend. Strikingly, 13% of displeased claimants 
indicate they have switched insurers due to their claims experience and 40% indicate an intention 
to shop within the next 12 months. 
 

 Younger Property Claimants Looking for More Assistance with the Process: The desire for 
more help is strongest among the youngest groups such as Gen Y,2 where 31% indicate they want 
additional help selecting a contractor. This suggests that younger customers, who presumably have 
not had the same tenure of home ownership and also have less experience in having property work 
done, are looking toward their insurer to help coordinate the repairs.  
  

 Non-Weather Water Claims Not Weathering Satisfaction: Non-weather water claims are the 
most frequently reported claims in 2016. Satisfaction with the handling of non-weather-related 
water damage dropped 19-points to 835, while satisfaction with the handling of hail damage claims 
is highest at 858. Additionally, satisfaction with theft claims is 840 (+20 points from 2015), while 
satisfaction with fire claims is 839 and with mold 834 (-27 points and –38 points, respectively). 
 

Highest-Ranked Insurance Companies 
Amica Mutual ranks highest in overall satisfaction with the property insurance claims experience for a 
fifth consecutive year, achieving a score of 898. Amica Mutual performs particularly well in nearly all study 
factors. Auto Club of Southern California Insurance Group ranks second with a score of 879, followed by 
COUNTRY Financial, Encompass, and Erie Insurance, all scoring 863 in a tie.  
 
USAA also achieves high levels of customer satisfaction, although the insurer is not included in the rankings 
due to the closed nature of its membership. 
 
The 2016 Property Claims Satisfaction Study is based on more than 5,700 responses from homeowners 
insurance customers who filed a property claim between January 2014 and December 2015. 
 
Media Relations Contacts 
John Tews; Troy, Mich.; 248-680-6218; media.relations@jdpa.com 
 
For information about the 2016 U.S. Property Claims Satisfaction Study, visit 
http://www.jdpower.com/resource/us-property-claims-satisfaction-study 

 
See the online press release at http://www.jdpower.com/press-releases/2016-us-property-claims-
satisfaction-study 
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2 J.D. Power defines Gen Y as those born from 1977-1994. 
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J.D. Power
2016 U.S. Property Claims Satisfaction StudySM

Overall Customer Satisfaction Index Ranking
(Based on a 1,000-point scale) JDPower.com

Power Circle RatingsTM

for consumers:

Among the best
Better than most
About average
The rest

Power Circle Ratings Legend*USAA is an insurance provider open only to U.S. military personnel and their families, and therefore 
is not included in the rankings. Included in the study but not award-eligible due to not meeting 
minimum sample requirements are Automobile Club Group; Cincinnati Insurance; Homesite; Kemper; 
Mercury; and Shelter.

Source: J.D. Power 2016 U.S. Property Claims Satisfaction StudySM

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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J.D. Power
2016 U.S. Property Claims Satisfaction StudySM

Award-Eligible Insurance Companies Included in the Study

Company Name CEO Name Company Address
Auto Club of Southern
California Insurance Group

Robert Bouttier Los Angeles, Calif.

Allstate Thomas Wilson Northbrook, Ill.

American Family Jack Salzwedel Madison, Wis.

Amica Mutual Robert DiMuccio Lincoln, R.I.

Auto-Owners Insurance Jeffrey Harrold Lansing, Mich.

Chubb Evan Greenberg Philadelphia, Pa.

COUNTRY Financial Kurt Bock Bloomington, Ill.

CSAA IG (AAA) Paula Downey Walnut Creek, Calif.

Encompass Mark Green Northbrook, Ill.

Erie Insurance Terrence Cavanaugh Erie, Pa.

Esurance Jonathan Adkisson San Francisco, Calif.

Farmers Jeffrey Dailey Woodland Hills, Calif.

The Hanover Frederick Eppinger Worcester, Mass.

The Hartford Christopher Swift Hartford, Conn.

Liberty Mutual David Long Boston, Mass.

MAPFRE Insurance Jaime Tamayo Webster, Mass.

MetLife Steven Kandarian New York, N.Y.

Nationwide Stephen Rasmussen Columbus, Ohio

Safeco Matthew Nickerson Seattle, Wash.

State Farm Michael Tipsord Bloomington, Ill.

Travelers Jay Fishman New York, N.Y.

 
 
 


