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J.D. Power and Associates Reports:
Auto Insurance Claims Satisfaction Rebounds after Declining Significantly
In theFirst Quarter of 2012

WESTLAKE VILLAGE, Calif.: 17 July 2012 — Customer satisfaction with the auto claims exqgrae has
returned to levels similar to those in the secoalfld¢f 2011, after a notable decrease in the djustrter of 2012,
according to the J.D. Power and Associates 2012Auf® Claims Satisfaction Stutdf—Wave 3 released today.

The study measures customer satisfaction withltims experience for auto physical damage lossebéipg
on the complexity of the claim, an individual magperience some or all of the following, which areasured in
the study: first notice of loss; claim service maigtion; damage appraisal; repair process; rerpdreence; and
settlement.

Overall customer satisfaction has increased byalit (on a 1,000-point scale) to 852 from the finsarter of
2012. Satisfaction with settlement, the largestairof increased satisfaction, is one of the mogroved among
the six factors, with a 12-point increase fromfirs quarter of 2012. Satisfaction in all facttwss increased in
the second quarter, compared with the first quarter

The study finds the amount paid out-of-pocket @h®unt of money paid over and above the deductible)
decreases by $36 to an average of $218 in the deg@rter of 2012, compared with the first quardenong the
21 percent of claimants who had an out-of-pockpeese, the percentage that spent more than $300 has
decreased to 22 percent, compared with 25 peneeheifirst quarter. Settlement satisfaction falgmificantly
among claimants paying in excess of $300 abovébaydnd their deductible, with satisfaction 89 ingeints
lower than among those who pay only their insuratesuctible.

“The amount spent out-of-pocket most definitelyeatf the perception of fairness of a settlementhéu
influencing satisfaction with the overall auto ahai process,” said Jeremy Bowler, senior directdhefinsurance
practice at J.D. Power and Associates. “Additigndlie settlement factor is influenced highly bg ttarity and
thoroughness of the settlement explanation givehda@ustomer by the insurance company. If theooost
understands the process and what they are payinthéy tend to have higher satisfaction with tlesiperience.”

After increasing steadily for two consecutive qaest the average claim duration for a repairablecie (from
reporting the claim to the vehicle being returnethie customer, is now 13.7 days, a slight impresgnfrom 14
days in the first quarter of 2012. Most of this nmyement is due to customers taking their vehizléné repair
facility quicker. In the first quarter findings,aéin duration had increased due to customers waitiagly one day
longer, on average, to take their vehicle in f@aig perhaps influenced by the holiday seasors ifurease is
reduced by nearly one-half day in the second quarteé may have influenced the improved performanice
insurers in managing expectations for the lengtthefclaims process. Satisfaction with the repeicess has
rebounded from the first quarter by 10 points.

“While average damage severity and, hence, thérripe is relatively unchanged from last quartee, are
seeing an increase in satisfaction,” said Bowl€his increase may be due to the perception thatltms
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process is moving faster. From the time a persaifiestheir insurer of the accident or loss, oerage, vehicles
were getting to the repair facility half a day fasexpediting appraisals such that settlemenia@gtions also
occurred an average of half a day sooner—both letyies for delivering a satisfying claims experieric

The 2012 U.S. Auto Claims Satisfaction Study—Wave I3ased on responses from more than 2,600 auto
insurance customers who filed a claim within thetfiamonths. The study excludes claimants whoselestnly
incurred glass/windshield damage or was stolewhar only filed roadside assistance claims. Sunagg for
Wave 3 of the study was gathered between AprilNMay 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 measurenatdased on responses from millions of consumers
annually. For more information aar reviews and ratingsar insurancehealth insurangeell 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, i@ntion 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 focusedgtablearning and education services worldwideQdaw-
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@@woffices in 40 countries. Additional informatics
available ahttp://www.mcgraw-hill.com/

J.D. Power and Associates M edia Relations Contacts:
John Tews; Troy, Mich.; (248) 680-6218edia.relations@jdpa.com

Syvetril Perryman; Westlake Village, Calif.; (838)8-8103;media.relations@jdpa.com

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