The McGraw-Hill companies

J.D. Power and Associates Reports:
Auto Insurance Customer Satisfaction Reaches an All-Time High,
Driven by Satisfaction with Policy Offerings

Customers Tolerate Rate Hikes When Notified in Aweand Given Options

WESTLAKE VILLAGE, Calif.: 25 June 2012 — Led primarily by increases in satisfaction witblipy
offerings and billing and payment, overall custosatisfaction with auto insurance companies hachexhan
all-time high, according to the J.D. Power and Asstes 2012 U.S. Auto Insurance Sttliiyeleased today.

The study measuresistomer satisfaction with auto insurance compaaiesss five factors: interaction; price;
policy offerings; billing and payment; and clain®verall satisfaction with auto insurance comparge304 (on a
1,000-point scale), up 14 points from 2011. Satisda levels in 2012 are the highest since theystuaks
launched in 2000.

Satisfaction increases in all factors in 2012, witnificant improvements in policy offerings (+B0ints) and
interaction (+19 points). Satisfaction with prisesissentially unchanged from 2011.

“Although satisfaction with price remains consigteom 2011, auto insurance companies have maas gre
strides in all other areas,” said Jeremy Bowlemj@edirector of the insurance practice at J.D. 8oand
Associates. “Specifically in the area of policyetfhgs, a number of insurance companies place ahasis on
product differentiation in their advertising anctkaging of discounts and offerings.”

The Mogt Satisfied Customers Are MoreWillingto Tolerate Rate Hikes, to a Point

The study finds that 20 percent of customers hapergenced an insurer-initiated rate increase f20ml, with
63 percent of these customers experiencing andseref $50 or more. Satisfaction among customecs&h
premiums increase by at least $50 is 735, compaithd797 among those experiencing an increasessftiean
$50.

“Among customers whose insurers meet or excedteil service expectations, modest rate increggesas to
be well tolerated, provided the rate adjustmentwantsto less than $50. However, larger rate adjeistsbmay
trigger customers to consider shopping for a nesurier, especially those customers who are lesgjedgaith
their insurance company,” said Bowler. “One methatb insurers can use to mitigate dissatisfactiom w
increasing rates is to proactively communicater#ite change prior to the renewal notice, and engage
discussions with customers regarding their options.

Discussing rate increases with customers and nff@ptions may have a positive effect on satisactOf auto
insurance customers receiving a rate increaseef@pt were not notified prior to the renewal nstiamong
whom satisfaction is 746. Conversely, satisfaciiorong customers who were notified prior to a nategase and
had a discussion with their insurer is 807.
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Social Media I nsurance Rate Chatter

Research conducted by J.D. Power's Consumer InaighStrategy Grodginds that a significant proportion of
social media comments on the topic of personal isterance rate hikes indicate a strong desiraiicis
insurers, or to begin the shopping process. Adutig, many ask peers whether they have experiesioaithr
results with a specific insurer or whether they ldaecommend another insurer altogether.

“Our research shows that most customers who shdpdorance ultimately do not switch. However, amon
those who are driven to shop because they aredidissa with the service they receive, three ofrfaill keep
shopping until they find a new insurer. With mangurers filing new property and auto rates acressountry,
a growing proportion of customers are startingetteive rate increase notifications, often a catddysshopping
behavior,” Bowler said. “Proactively notifying costers and discussing options may help mitigate
disappointment and shopping for insurance.”

The study measures satisfaction with auto insuraaoganies in seven regions. Study results by negie:

California Region: Wawanesa ranks highest among award-eligible insimahe California region with a score
of 823, followed by Automobile Club of Southern B@inia (AAA) (807) and State Farm (806).

West Region: State Farm (837) ranks highest among award-edigitsurers in the West region, and is the only
award-eligible insurer to perform above regionarage.

Central Region: Texas Farm Bureau (857) ranks highest among aelagiile insurers in the Central region,
followed by State Farm (832) and GEICO (830).

Southeast Region: Farm Bureau Insurance - Tennessee (828) rankegdtiginong award-eligible insurers in the
Southeast region, followed by North Carolina Farandau (823) and State Farm (821).

North Central Region: Auto-Owners Insurance and State Farm (in a t828teach) rank highest among award-
eligible insurers in the North Central region, dolled by Erie Insurance (823).

Northeast Region: Amica Mutual (867) ranks highest among award-bBleinsurers in the Northeast region,
followed by New York Central Mutual (811) and GEIGT®3).

Mid-Atlantic Region: Erie Insurance (834) ranks highest among awagibédi insurers in the Mid-Atlantic
region, followed by State Farm (813).

Customer satisfaction varies from an average hi@i4 in the Southeast region to a low of 784 m Northeast
region. While the Southeast region achieves thiedsigscores in interaction, billing and paymenticgo
offerings and claims, the West region performsipaldrly well in price.

To view the management discussion, which examimeshifting service channel behaviors in the angarance
marketplace, as well as the impact they have otomes satisfaction, please clibkere

The 2012 U.S. Auto Insurance Study is based orlyn8&y000 responses from auto insurance customaes.
study was fielded between March and May 2012.

! Research conducted by J.D. Power’s Consumer InaighStrategy Group to track social media activigjudes
information gathered online from June 2011 throdighe 2012.



About J.D. Power and Associates

Headquartered in Westlake Village, Calif., J.D. Boand Associates is a global marketing informasiervices
company providing performance improvement, sociadlia and customer satisfaction insights and saistio
The company’s quality and satisfaction measurenat®ased on responses from millions of consumers
annually. For more information aar reviews and ratingsar insurancehealth insuranceell phone ratingsand
more, please visiDPower.comJ.D. Power and Associates is a business unihefMcGraw-Hill Companies.

About The McGraw-Hill Companies

McGraw-Hill announced on September 12, 2011, tisntion to separate into two public companies: MaGr
Hill Financial, a leading provider of content andhbytics to global financial markets, and McGrawkHi
Education, a leading education company focusedgitatlearning and education services worldwideGdaw-
Hill Financial’s leading brands include StandardP&or’'s Ratings Services, S&P Capital 1Q, S&P Indjd@latts
energy information services and J.D. Power and éiases. With sales of $6.2 billion in 2011, the @mation
has approximately 23,000 employees across more2@@uoffices in 40 countries. Additional informatics
available atttp://www.mcgraw-hill.com/

J.D. Power and Associates M edia Relations Contacts:
Jeff Perlman; Brandware Public Relations; Woodldiil$, Calif.; (818) 598-1115periman@brandwarepr.com

Syvetril Perryman; Westlake Village, Calif.; (808)8-8103media.relations@jdpa.com

No advertising or other promotional use can be nwddle information in this release without the egs prior
written consent of J.D. Power and Associatesw.jdpower.com/corporate

Follow us on Twittet@JDPOWER
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J.D. Power and Associates
2012 U.S. Auto Insurance Study="

Customer Satisfaction Index Ranking

California Region JDPower.com
(Based on a 1,000-point scale) Power Circle Ratings™
for consumers:
600 700 800 900
Wawanesa | 823 Q0900
Automobile Club of Southern California (AAA) T | 807 Q000
State Farm T | 806 JIIY
GEIco | | 801 0000
The Hartford | | 798 000
Ameriprise T | 792 IV v
Safeco T | 786 (PR
California Average 7— 785 PRV RS |
Mercury T | 780 o900
NCNU (AAA) | | 779 00
Progressive T | 773 e
Liberty Mutual | | 770 00
Alistate 1 I 764 g
Nationwide :l 761 0
21st Century J:l 757 oo
Farmers _:l 754 <9 J
Infinity P&C :| 705 °e
*USAA T 912

Power Circle Ratings Legend

*USAA is an insurance provider open only to U.S. military personnel and ©OO0OO Among the best

their families and therefore is not included in the rankings. © 00O O Better than most
; " O OOOO About average

Source: J.D. Power and Associates 2012 U.S. Auto Insurance Study® 00000 The rest

Charts and graphs extracted from this press release must be accompanied by a statement identifying J.D. Power and
Associates as the publisher and the J.D. Power and Associates 2012 U.S. Auto Insurance StudyS" as the source.
Rankings are based on numerical scores, and not necessarily on statistical significance. JDPower.com Power Circle
Ratings™ are derived from consumer ratings in J.D. Power studies. For more information on Power Circle Ratings, visit
Jjdpower.com/fags. No advertising or other promotional use can be made of the information in this release or

J.D. Power and Associates survey results without the express prior written consent of J.D. Power and Associates.
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Customer Satisfaction Index Ranking

West Region JDPower.com
(Basedon a 1,000-point scale) Power Circle Ratings™
for consumers:
600 700 800 900
State Farm 837 00009
West Average 7— 810 X" R+
GEICO I 808 [FRw RS
American Family [ 804 * J* B+ ]
The Hartford [ 803 090
Progressive [ 799 e
Alistate [ 797 09
Farmers [ 787 0o
Safeco [ 786 J
Liberty Mutual [ 784 g9
Nationwide [ 768 o J
*USAA I 897

*USAA is an insurance provider open only to U.S. military personnel and
their families and therefore is not included in the rankings. Power Circle Ratings Legend
Included in the West Region are: Arizona, Colorado, Idaho, Montana, © 0000 Among the best
Nevada, New Mexico, Oregon, Utah, Washington and Wyoming 00000 Better than most

; O OOOO About average
Source: J.D. Power and Associates 2012 U.S. Auto Insurance StudySV 00000 The rest

Charts and graphs extracted from this press release must be accompanied by a statement identifying J.D. Power and
Associates as the publisher and the J.D. Power and Associates 2012 U.S. Auto Insurance StudyS" as the source.
Rankings are based on numerical scores, and not necessarily on statistical significance. JDPower.com Power Circle
Ratings™ are derived from consumer ratings in J.D. Power studies. For more information on Power Circle Ratings, visit
Jjdpower.com/fags. No advertising or other promotional use can be made of the information in this release or

J.D. Power and Associates survey results without the express prior written consent of J.D. Power and Associates.



J.D. Power and Associates
2012 U.S. Auto Insurance Study="

Customer Satisfaction Index Ranking
Central Region JDPower.com
(Based on a 1,000-point scale) Power Circle Ratings™
for consumers:
600 700 800 900
Texas Farm Bureau | 857 P0009
State Farm I | 832 Y9
cEico | | 830 2000
American Family I | 816 PRV
Shelter T | 814 oI
Central Average 7— 811 o9
Nationwide I | 799 o4
AAA MissourilTexas I | 795 [P
Progressive I | 794 '
Alistate I | 792 <4
Safeco I | 790 < J
Farmers I | 787 -
Travelers I | 780 o4
Farm Bureau Mutual [ | 779 9
Liberty Mutual I | 772 9
*USAA I 896

*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 Central Region are: Arkansas, lowa, Kansas, Minnesota,
Missouri, Nebraska, North Dakota, Oklahoma, South Dakota and Texas

Source: J.D. Power and Associates 2012 U.S. Auto Insurance StudySV

Power Circle Ratings Legend
O OO OO Among the best

O O O OO Better than most

O OOOO About average
OO0OOO The rest

Charts and graphs extracted from this press release must be accompanied by a statement identifying J.D. Power and
Associates as the publisher and the J.D. Power and Associates 2012 U.S. Auto Insurance StudyS" as the source.
Rankings are based on numerical scores, and not necessarily on statistical significance. JDPower.com Power Circle
Ratings™ are derived from consumer ratings in J.D. Power studies. For more information on Power Circle Ratings, visit
Jjdpower.com/fags. No advertising or other promotional use can be made of the information in this release or

J.D. Power and Associates survey results without the express prior written consent of J.D. Power and Associates.



J.D. Power and Associates
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Customer Satisfaction Index Ranking

Southeast Region JDPower.com
(Based on a 1,000-point scale) Power Circle Ratings™
for consumers:
600 700 800 900
Farm Bureau Insurance - Tennessee ‘ ‘ I 828 | 00009
North Carolina Farm Bureau T I 823 Q09009
State Farm T I 821 o009
GEICO | | 815 PV
Kentucky Farm Bureau T | 814 009
Southeast Average 7— 814 099
Alistate T | 806 099
Auto-Owners Insurance T | 802 000
Nationwide T | 797 I
Progressive T | 796 o
MetLife | | 795 99
Alfa Insurance T | 794 o9
Liberty Mutual | | 794 99
The Hartford | | 794 99
Travelers T | 790 o
Farmers T | 789 I
emac [ | 785 99
21st Century T I 774 e
Safeco T | 763 g9
Direct General 7:| 744 @ 9
“USAA [ 930

*USAA is an insurance provider open only to U.S. military personnel and

their families and therefore is not included in the rankings. Power Circle Ratings Legend
Included in the Southeast Region are: Alabama, Florida, Georgia, Kentucky, © 0000 Among the best
Louisiana, Mississippi, North Carolina, South Carolina and Tennessee 00000 Better than most

; " O OOOO About average
Source: J.D. Power and Associates 2012 U.S. Auto Insurance Study® 00000 The rest

Charts and graphs extracted from this press release must be accompanied by a statement identifying J.D. Power and
Associates as the publisher and the J.D. Power and Associates 2012 U.S. Auto Insurance StudyS" as the source.
Rankings are based on numerical scores, and not necessarily on statistical significance. JDPower.com Power Circle
Ratings™ are derived from consumer ratings in J.D. Power studies. For more information on Power Circle Ratings, visit
Jjdpower.com/fags. No advertising or other promotional use can be made of the information in this release or

J.D. Power and Associates survey results without the express prior written consent of J.D. Power and Associates.
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Customer Satisfaction Index Ranking

North Central Region JDPower.com
(Based on a 1,000-point scale) Power Circle Ratings™
for consumers:
600 700 800 900
Auto-Owners Insurance | 828 00009
State Farm | | 828 00000
Erie Insurance T | 823 o009
COUNTRY | | 814 000
Grange Insurance T | 807 o090
GEICO | | 805 200
North Central Average __ 804 o
Liberty Mutual | | 798 00
Allstate | | 796 000
Progressive T | 796 Rw RV
American Family T | 792 PRV RS
The Hanover ' | 789 o
Automobile Club Group (AAA) | | 783 29
Michigan Farm Bureau T | 783 o
Nationwide T | 782 [FRv]
The Hartford | | 777 0
Farmers T | 764 ]
*USAA I 903

*USAA is an insurance provider open only to U.S. military personnel and
their families and therefore is not included in the rankings. Power Circle Ratings Legend
lnclude_d in th_e North Central Region are: lllinois, Indiana, Michigan, Ohio © 0000 Among the best
and Wisconsin ©© 00O Better than most

; " O OOOO About average
Source: J.D. Power and Associates 2012 U.S. Auto Insurance Study® 00000 The rest

Charts and graphs extracted from this press release must be accompanied by a statement identifying J.D. Power and
Associates as the publisher and the J.D. Power and Associates 2012 U.S. Auto Insurance StudyS" as the source.
Rankings are based on numerical scores, and not necessarily on statistical significance. JDPower.com Power Circle
Ratings™ are derived from consumer ratings in J.D. Power studies. For more information on Power Circle Ratings, visit
Jjdpower.com/fags. No advertising or other promotional use can be made of the information in this release or

J.D. Power and Associates survey results without the express prior written consent of J.D. Power and Associates.



J.D. Power and Associates
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Customer Satisfaction Index Ranking

Northeast Region JDPower.com
(Based on a 1,000-point scale) Power Circle Ratings™
for consumers:
600 700 800 900
Amica Mutual | 867 Q0900
New York Central Mutual T | 811 o000
GEICO | 703 000
Liberty Mutual T | 792 0909
State Farm T | 792 009
Progressive T | 786 > X* B ]
Northeast Average __ 784 [ RV
Travelers T | 769 o909
Nationwide | | 767 T
MetLife | | 762 000
The Hartford | | 760 200
Alstate | | 759 000
Plymouth Rock Assurance ] | 756 09
Commerce T | 753 o
Safety Insurance T | 753 < 9
The Hanover I | 738 PR
Arbella 7:‘ 733 @09
*USAA I 890

*USAA is an insurance provider open only to U.S. military personnel and
their families and therefore is not included in the rankings. Power Circle Ratings Legend
Included in the Northeast Region are: Connecticut, Maine, Massachusetts, O OO OO Among the best
New Hampshire, New York, Rhode Island and Vermont 000 O0O Better than most
; " O OOOO About average
Source: J.D. Power and Associates 2012 U.S. Auto Insurance Study® 00000 The rest

Charts and graphs extracted from this press release must be accompanied by a statement identifying J.D. Power and
Associates as the publisher and the J.D. Power and Associates 2012 U.S. Auto Insurance StudyS" as the source.
Rankings are based on numerical scores, and not necessarily on statistical significance. JDPower.com Power Circle
Ratings™ are derived from consumer ratings in J.D. Power studies. For more information on Power Circle Ratings, visit
Jjdpower.com/fags. No advertising or other promotional use can be made of the information in this release or

J.D. Power and Associates survey results without the express prior written consent of J.D. Power and Associates.
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Customer Satisfaction Index Ranking

Mid-Atlantic Region JDPower.com
(Based on a 1,000-point scale) Power Circle Ratings™
for consumers:
600 700 800 900
Erie Insurance 834 Q0000
State Farm - 813 009
Mid-Atlantic Average _ 807 I
Nationwide _ 800 oo
Travelers — 800 o
Progressive _ 799 ¥ %)
The Hartford _ 795 099
GEICO ‘ 791 oo
Allstate » 785 9
Liberty Mutual _ 779 o J
21st Century — 763 @I
High Point Insurance [ 748 20
*USAA I 913
**NJM Insurance Co. ' 840

*USAA is an insurance provider open only to U.S. military personnel and
their families and therefore is not included in the rankings.

**New Jersey Manufacturers Insurance Co. is an insurance provider open

only to New Jersey Business & Industry Association members, State of New
Jersey employees, NJM’s previously insured drivers, and/or previous/current
auto/homeowner policyholders and therefore is not included in the rankings.

Included in the Mid-Atlantic Region are: Delaware, Maryland, New Jersey,
Pennsylvania, Virginia, Washington, D.C. and West Virginia

Power Circle Ratings Legend
O OO OO Among the best

O O O OO Better than most
OOOOO About average
OO0OOO The rest

Source: J.D. Power and Associates 2012 U.S. Auto Insurance StudySV

Charts and graphs extracted from this press release must be accompanied by a statement identifying J.D. Power and
Associates as the publisher and the J.D. Power and Associates 2012 U.S. Auto Insurance StudyS" as the source.
Rankings are based on numerical scores, and not necessarily on statistical significance. JDPower.com Power Circle
Ratings™ are derived from consumer ratings in J.D. Power studies. For more information on Power Circle Ratings, visit
Jdpower.com/faqs. No advertising or other promotional use can be made of the information in this release or

J.D. Power and Associates survey results without the express prior written consent of J.D. Power and Associates.



