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J.D. Power and Associates Reports: 

Despite Consumers Paying More, Satisfaction with Fairness in the Settlement Drives Increase in Overall 

Satisfaction with Auto Insurance Claims 

 

WESTLAKE VILLAGE, Calif.: 29 October 2012 — Claimant satisfaction with their auto claims experience 

has increased from last year, driven primarily by an improvement in their perceptions of the fairness of settlement 

terms, according to the J.D. Power and Associates 2012 U.S. Auto Claims Satisfaction Study
SM

 released today.   

 

The study measures claimant satisfaction with the claims experience for auto physical damage loss. Depending on 

the complexity of the claim, a claimant may experience some or all of the following factors measured in the 

study: first notice of loss; service interaction; appraisal; repair process; rental experience; and settlement.  

 

For a fifth consecutive year, Auto-Owners Insurance ranks highest in overall satisfaction with a score of 887 (on a 

1,000-point scale). Following Auto-Owners Insurance are Amica Mutual and Erie Insurance in a tie (876) and 

Automobile Club of Southern California (AAA) and COUNTRY in a tie (874).  

 

Overall claimant satisfaction has increased significantly to 852 index points, a 6-point improvement from 2011. 

Satisfaction has increased in five of the six factors year over year, with settlement, the most important factor 

contributing to overall satisfaction, increasing by nine points to 846. Settlement satisfaction has increased by 16 

points among claimants with a total loss. The average total loss settlement has increased by nearly $690, 

compared with 2011, driven by increasing used-vehicle values throughout much of 2012.  

 

“As used vehicle sale prices increase, the value of the loss settlement also increases,” said Jeremy Bowler, senior 

director of the insurance practice at J.D. Power and Associates. “According to our Power Information Network, a 

database of vehicle sales transactions, used-vehicle sales prices peaked in May and June of this year, averaging 

nearly $18,500, compared with approximately $17,700 in January of this year.” 

 

Satisfaction with settlement has improved overall despite claimants spending more of their own money—the 

average out-of-pocket costs incurred have increased by $26 from 2011, to $403. Out-of-pocket costs include 

claimants’ deductible and any additional expenses incurred, such as rental car or repair costs. Settlement 

satisfaction relies heavily on claimants’ perceptions of the fairness of the settlement. In the 2012 study, this is an 

indication that insurers are managing claimants’ expectations more effectively, as satisfaction has increased 

despite the increase in costs incurred by claimants.      

 

“Providing exceptional customer service is an important element in driving the perception of being treated fairly,” 

said Bowler “Claimants’ perception of fairness is more than just the amount of the settlement, especially for 

repairable vehicles, where claimants are more focused on their vehicle being returned in its pre-accident condition.  

Focusing on keeping claimants updated and quickly communicating what will be covered in the claim also have a 

major impact on their perceptions of how fairly they are treated.”   

 

One area in which insurers improve the most this year is increasingly offering more options to keep claimants 

informed of the progress of their claim, with 64 percent of claimants indicating having been offered options, 



compared with 61 percent in 2011. Failing to adequately explain and update claimants may lead to their 

questioning the settlement offer and potentially increasing the rate of negotiations, which negatively impact 

overall satisfaction. 

 

The management discussion based on the study, available for download here, provides an in-depth examination of 
how fairness impacts overall satisfaction with the automotive insurance claims process.   

Automotive Insurance Claims Rankings 

The 2012 U.S. Auto Claims Satisfaction Study is based on responses from more than 12,508 auto insurance 

customers who settled a claim within the past 6 months. The study excludes claimants whose vehicle only 

incurred glass/windshield damage or was stolen, or who only filed roadside assistance claims. Survey data was 

collected between November 2011 and September 2012. 

 

About J.D. Power and Associates 

Headquartered in Westlake Village, Calif., J.D. Power and Associates is a global marketing information services 

company providing performance improvement, social media and customer satisfaction insights and solutions.  

The company’s quality and satisfaction measurements are based on responses from millions of consumers 

annually. For more information on car reviews and ratings, car insurance, health insurance, cell phone ratings, and 

more, please visit JDPower.com. J.D. Power and Associates is a business unit of The McGraw-Hill Companies.  

 

About The McGraw-Hill Companies  

McGraw-Hill announced on September 12, 2011, its intention to separate into two public companies: McGraw-

Hill Financial, a leading provider of content and analytics to global financial markets, and McGraw-Hill 

Education, a leading education company focused on digital learning and education services worldwide. McGraw-

Hill Financial’s leading brands include Standard & Poor’s Ratings Services, S&P Capital IQ, S&P Indices, Platts 

energy information services and J.D. Power and Associates. With sales of $6.2 billion in 2011, the Corporation 

has approximately 23,000 employees across more than 280 offices in 40 countries. Additional information is 

available at http://www.mcgraw-hill.com/. 

 

J.D. Power and Associates Media Relations Contacts: 

John Tews; Troy, Mich.; (248) 680-6218; media.relations@jdpa.com 

Syvetril Perryman; Westlake Village, Calif.; (805) 418-8103; media.relations@jdpa.com 

 

No advertising or other promotional use can be made of the information in this release without the express prior 

written consent of J.D. Power and Associates. www.jdpower.com/corporate 

 

Follow us on Twitter @JDPOWER 
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