
 

  
 
 
 
 
 
 
 
Auto Insurers Earn High Marks for Customer Satisfaction in Claims Process but Struggle to Integrate 
Digital Claims Reporting Technology, J.D. Power Finds 
 
Erie Insurance Ranks Highest in Auto Claims Satisfaction 
 
 
COSTA MESA, Calif.: 25 Oct. 2018 — Automobile insurers are achieving high levels of customer 
satisfaction when handling claims, but they are struggling to transition claimants to digital claims reporting 
solutions, according to the J.D. Power 2018 U.S. Auto Claims Satisfaction Study.SM These findings are 
noteworthy in light of claim severity outpacing the decline in claim frequency, which is putting enormous 
pressure on traditional customer service and claims processing operations to create a more effective way 
to handle auto claims. 
 
“Insurers are doing a great job at the critical customer touch point of claims reporting, but the end-to-end 
claim process is still costly and not as fully integrated as it needs to be,” said David Pieffer, Property & 
Casualty Insurance Practice Lead at J.D. Power. “The challenge for insurers is to seamlessly transition 
the claims reporting function to more cost-effective digital customer care solutions. For many insurance 
customers, reporting a claim is one of the few direct interactions they have with their insurer and it comes 
at a time when they are looking for a reassuring voice. That’s not the ideal time to introduce a new digital 
touch point.” 
 
Following are key findings of the 2018 study: 
 

• Record-high customer satisfaction with auto claims: Overall satisfaction with the auto 
insurance claim process increases to 861 (on a 1,000-point scale), up 3 points from last year’s study 
and setting a record-high. The performance improvement is driven primarily by a 5-point 
improvement in the first notice of loss (FNOL) factor. 
 

• Industry-wide improvement: Improvements in customer satisfaction are found across the board, 
with the gap between the highest- and lowest-ranking insurers shrinking to just 70 points, the 
smallest that gap has been since the study’s inception. 

 
• Few customers adopting digital FNOL offerings: Although customer use of technology has 

increased over the past five years, 65% of claimants have received a digital status update, with the 
majority of that done in combination with offline status updates. FNOL currently has the lowest 
technology utilization, with just 11% of claimants filing a FNOL via digital channels. 
 

• Customer satisfaction lower when using digital FNOL channels: FNOL satisfaction is lower 
among customers who submit their claim digitally than among those who report via offline 
channels (860 vs. 869, respectively). 
 



• Mobile app usage can be a double-edged sword: The use of mobile apps in the estimation 
process, which allows claimants to submit photos or videos of their damaged vehicle directly to 
their insurer, is growing in popularity, with 42% of claimants using the technology. When insurers 
use those photos or videos, overall satisfaction surges to 871. However, when they do not use the 
photos or videos and still need to send an adjuster, overall satisfaction falls 29 points to 842. 
Currently, insurers rely on claimant-submitted photos and videos 53% of the time they are 
submitted. 
 

Insurer Rankings 
Erie Insurance ranks highest in overall customer satisfaction with a score of 891. Amica Mutual (887) 
ranks second and Auto-Owners Insurance (882) ranks third. 
 
The 2018 U.S. Auto Claims Satisfaction Study is based on responses from 10,896 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 2017 through August 2018. 
 
For more information about the U.S. Auto Claims Satisfaction Study, visit 
https://www.jdpower.com/resource/jd-power-us-auto-claims-satisfaction-study. 
 
See the online press release at http://www.jdpower.com/pr-id/2018195. 
 
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 is headquartered in Costa Mesa, Calif., and has offices serving North/South 
America, Asia Pacific and Europe. J.D. Power is a portfolio company of XIO Group, a global alternative 
investments and private equity firm headquartered in London, and is led by its four founders: Athene Li, 
Joseph Pacini, Murphy Qiao and Carsten Geyer. 
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849

848

847

835

828

821

903

Erie Insurance

Amica Mutual

Auto-Owners Insurance

Farmers

Auto Club of Southern California Insurance Group

The Hartford

Travelers

State Farm

Industry Average

Nationwide

Allstate

GEICO

Automobile Club Group

MetLife

21st Century

American Family

Esurance

Progressive

Safeco

Liberty Mutual

CSAA Insurance Group

MAPFRE Insurance

Mercury

*USAA

Note: *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
insufficient sample size is Infinity.

Overall Customer Satisfaction Index Ranking

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. 

Source: J.D. Power 2018 U.S. Auto Claims Satisfaction StudySM
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