
 
 
Use of Digital Channels Increases, But Technology Can’t Fully Replace  
Human Connections during Auto Insurance Claims Process, J.D. Power Finds 
 
The Hartford Ranks Highest in Auto Claims Satisfaction 
 
COSTA MESA, Calif.: 25 Oct. 2016  Gen Y1 customer satisfaction with the auto insurance process, while 
still the lowest among all generations, is improving and carrying the rest of the industry with it, according 
to the J.D. Power 2016 U.S. Auto Claims Satisfaction Study,SM released today. 
 
Overall satisfaction among Gen Y averages 844 on a 1,000-point scale in 2016, up from 827 in 2015. The 
17-point increase among Gen Y customers helps lift the overall industry average to 860, a modest 3-point 
boost. Pre-Boomers have the highest satisfaction at 912, followed by Boomers at 878 and Gen X at 847. Gen 
X is the only generation to experience a decline in satisfaction from a year ago, dropping 8 points. 
 
Gen Y is the largest generational group of auto insurance claimants at 40%, up from 33% in 2015. Gen X 
remains stable at 20%, while the share of Boomers and Pre-Boomers is shrinking. 
 
“Gen Y is a large and influential segment of the claims market, so it’s encouraging to see that insurance 
providers continue to focus on improving this generation’s satisfaction,” said Mark Garrett, director of 
insurance industry analytics at J.D. Power.  
 
Driving the increase in satisfaction overall, and specifically among Gen Y auto insurance claimants, is the 
offering of multiple communication options, such as email, online and telephone, during the claims process. 
The study finds that the use of technology to check the status of a claim has increased year over year by 5 
percentage points to 42% of claimants. Email and online updates have each increased by 2 percentage 
points from last year to 27% and 17%, respectively.  
 
But technology cannot fully replace humans during the claims process. The study finds that overall 
satisfaction is highest among customers who first contact their agent when filing a claim at 882, compared 
with 848 among those who file a claim directly through the website. In fact, only 7% of customers overall 
prefer to use digital channels (web or app) to report their claim. Gen Y has the highest preference for digital 
channels to report a claim, at 10%. 
 
“While technology offers a customer more options, what we find is that even when customers file a digital 
claim they still want to talk with someone to get an explanation of the process, what to expect along the 
claims pathway and the timing,” said Garrett. “Even the younger generations, which are most comfortable 
using digital channels, still want to talk with someone. We see the biggest gains in satisfaction when 
technology is used as a complementary channel for receiving status updates.” 
 
The study measures customer satisfaction with their most recent automobile collision claim. Depending on 
the complexity of the claim, claimants may experience some or all of the following areas measured in the 
study: first notice of loss; service interaction; appraisal; repair process; rental experience; and settlement. 
Satisfaction is calculated on a 1,000-point scale.  
 
Other key findings of the study include: 
 
                                                           
1 J.D. Power defines generational groups as Pre-Boomers (born before 1946); Boomers (1946 -1964); Gen X (1965-1976); Gen Y 
(1977-1994); and Gen Z (1995-2004). 



 Changing Role of the Agent: While some insurance providers are reducing the agent’s role in the 
claims process, the study finds that 80% of customers who purchased their policy through a local 
agent still call their agent first to report or seek advice regarding a claim. Among customers who 
call their agent first, 64% say their agent reported their claim, while 20% are transferred by their 
agent to a call center and 16% are redirected. Overall customer satisfaction is 882 when the agent 
files the claim, but slips to 858 when the customer is transferred to a call center and falls even 
further to 824 when they are instructed to contact the call center.      

 Costs of a Claim: Among the two-thirds of customers who have renewed their auto insurance 
policy since filing a claim, 28% say their insurance premiums have increased. 

 Satisfaction Affects Customer Loyalty, Advocacy: Satisfaction with the claims experience affects 
customer retention and referrals. Among delighted claimants (overall satisfaction scores of 900 or 
higher), 84% say they “definitely will” renew their policy and 83% “definitely will” recommend 
their insurer. Among displeased claimants (scores of 549 and below), only 12% say they “definitely 
will” renew and 7% “definitely will” recommend their current insurer. 

Insurance Rankings 
The Hartford ranks highest in auto claims satisfaction with an index score of 891, a 21-point improvement 
from 2015. The Hartford performs particularly well in the first notice of loss and service interaction factors. 
 
Erie Insurance (886) ranks second, followed by Auto-Owners Insurance (885), American Family (874), 
Amica Mutual (874) and Nationwide (874). 
 
The 2016 U.S. Auto Claims Satisfaction Study is based on responses from 12,228 auto insurance customers 
who settled a claim within the past six months prior to taking the survey. The study excludes claimants 
whose vehicle incurred only glass/windshield damage or was stolen, or who only filed a roadside 
assistance claim. Survey data was collected from November 2015 through August 2016. 
 
For more information about the 2016 U.S. Auto Claims Satisfaction Study, visit 
http://www.jdpower.com/resource/jd-power-us-auto-claims-satisfaction-study. 
 
See the online press release at http://www.jdpower.com/pr-id/2016211. 
 
Media Relations Contacts 
John Tews; Troy, Mich.; 248-680-6218; media.relations@jdpa.com 
Geno Effler; Costa Mesa, Calif.; 714-621-6224; media.relations@jdpa.com 
 
About J.D. Power and Advertising/Promotional Rules www.jdpower.com/about-us/press-release-info  

 
# # #  

Note: Two charts follow. 
 

http://www.jdpower.com/resource/jd-power-us-auto-claims-satisfaction-study
http://www.jdpower.com/pr-id/2016211
mailto:media.relations@jdpa.com
mailto:media.relations@jdpa.com
http://www.jdpower.com/about-us/press-release-info


Year / Project / Study Name

891
886
885

874
874
874

869
867
867
867
867
863
862
862
861
860
858
858
857
857
853

848
839

833
821

796
787

895
892

650 700 750 800 850 900 950

The Hartford
Erie Insurance

Auto-Owners Insurance
American Family

Amica Mutual
Nationwide

Auto Club of Southern California Insurance Group
Allstate

COUNTRY Financial
Farmers

The Hanover
Progressive

CSAA Insurance Group
Travelers

Liberty Mutual
Industry Average

GEICO
MetLife

21st Century
Safeco

State Farm
Automobile Club Group

Mercury
Esurance

MAPFRE Insurance
National General

Kemper

*USAA
**NJM Insurance Co.

*USAA is an insurance provider open only to U.S. military personnel and their families, and therefore is 
not included in the rankings. **NJM Insurance Co. is an insurance provider open only to New Jersey 
Business & Industry Association Members; employees of the state of New Jersey; employees of a New 
Jersey county, municipality or township; employees of a New Jersey public school; NJM’s previously 
insured drivers; and/or previous/current auto/homeowner policyholders, and therefore is not included 
in the rankings.  Included in the study but not award-eligible due to not meeting minimum sample 
requirements are: Alfa Insurance; Encompass; and Infinity P&C.

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

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

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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Award-Eligible Insurance Companies Included in the Study

Company Name CEO Name Company Address

21st Century Jeffrey Dailey Woodland Hills, Calif.

Allstate Thomas Wilson II Northbrook, Ill.

Amica Mutual Robert DiMuccio Lincoln, R.I.

Auto Club of Southern California 
Insurance Group

Robert T. Bouttier Los Angeles, Calif.

Automobile Club Group Joe Richardson, Jr. Dearborn, Mich.

Auto-Owners Insurance Jeffrey Harrold Lansing, Mich.

COUNTRY Financial Kurt Bock Bloomington, Ill.

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

Encompass Thomas Wilson II Northbrook, Ill.

Erie Insurance Timothy NeCastro Erie, Penn.

Esurance Jonathan Adkisson San Francisco, Calif.

Farmers Jeffrey Dailey Woodland Hills, Calif.

GEICO Olza Nicely Washington, D.C.

Liberty Mutual David Long Boston, Mass.

MAPFRE Insurance Jaime Tamayo Webster, Mass.

Mercury Gabriel Tirador Los Angeles, Calif.

MetLife Steven Kandarian New York, N.Y.

Nationwide Stephen Rasmussen Columbus, Ohio

Progressive Tricia Griffith Mayfield Village, Ohio

Safeco David Long Boston, Mass.

State Farm Michael Tipsord Bloomington, Ill.

The Hanover Joseph Zubretsky Worcester, Mass.

The Hartford Christopher Swift Hartford, Conn.

Travelers Allan Schnitzer New York, N.Y.

 


