












Insurers and consumers have faced any number 
of challenges in the area of claims. Inflation has 
driven new and used vehicle prices skyward while 
supply chain issues and other market difficulties 
have reduced the supply of many of the replacement 
vehicles total loss claimants need.  Even with 
insurers writing larger settlement checks than 
in years past, many consumers have struggled 
to find replacement transportation. Repairable 
vehicles are not only costing more to repair, the 
cycle time of these repairs is increasing, from an 
average of 12 days in 2020 to 17 days in 2022, 
according to the J.D. Power 2022 U.S. Auto Claims 
Satisfaction StudySM. The study also finds satisfaction 
with auto claims has declined since 2021 at 
an overall level as well as for all aspects of the 
claim journey other than the rental experience. 

The claim is the “moment of truth” in the insurer-
carrier relationship, when the promise to make 
things better when something goes wrong for 
the consumer is delivered upon. More than 
twenty years of syndicated research in the auto 
insurance industry at J.D. Power has shown that 
a poor claims experience is a powerful trigger 
to shop for a new carrier and also increases the 
rate at which those who do shop decide to switch 
insurers.  Carriers know this all too well and have 
spent generations honing their claims experiences 
to not only indemnify their customer (as is 
contractually obligated), but to build a stronger 
relationship with customers via an exemplary 
experience. Many factors outside of their direct 
control are now harming those experiences.

INSURANCE INTELLIGENCE CASE STUDY |  7

LESS SATISFYING CLAIMS EXPERIENCES 
ARE BEGINNING TO INFLUENCE 
MORE CONSUMERS TO SHOP
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There are indications that this diminished satisfaction with auto claims is causing more 
consumers to shop. J.D. Power LIST shows that Q4 had the highest rate of customers 
citing a poor recent claim experience as their main reason for shopping in the more than 
two years we have collected LIST data. While many consumers recognize their insurer is 
not responsible for broad inflation or supply chain issues and have remained loyal despite 
a suboptimal claim experience, the tide may be turning. Leading insurers will need to 
redouble efforts to overcome these extraneous challenges and deliver on the expectations 
of their insureds to keep them from straying to a new carrier as we progress through 2023. 

SUMMARY
While P&C insurers represent a sizeable portion of the domestic economy, they certainly 
do not drive the global macroeconomic forces shaping the world over the last few years. 
Insurers do, however, own the customer experience. Those insurers who orient their 
business around the customer have always outperformed those who place less emphasis 
on the needs of the customer. J.D. Power is helping leading insurers maintain a laser focus 
on customers and deliver on their needs better than the competition. We look forward 
to helping our clients navigate these forces and many others in the years to come. 
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