IN THE DISTRICT COURT OF OKLAHOMA COUNTY FILED
STATE OF OKLAHOMA DISTRICT COURT
OKLAHOMA COUNTY, OKLAHOMA
September 28, 2026 4:59 PM
BILLY & LACY HURSH, RICK WARREN, COURT CLERK

Case Number CJ-2025-2626

Plaintiffs,

V.
Case No. CJ-2025-2626
STATE FARM FIRE AND Honorable Amy Palumbo
CASUALTY COMPANY; MARK D.
WELTY; and MARK D. WELTY
INSURANCE AGENCY, INC,,

Defendants.

NOTICE OF SUPPLEMENTAL AUTHORITY ON STATE FARM’S EXECUTIVES’
KNOWLEDGE OF BAD FAITH TACTICS AND OUTCOME-BASED CLAIM
HANDLING

COME NOW the Plaintiffs, Billy and Lacy Hursh, and hereby provide Notice to the Court
of Supplemental Authority on State Farm’s Executives’ Knowledge of Bad Faith Tactics and
Outcome-Based Claim Handling. This supplement is to bring clarity to and correct the records at
multiple hearings before this Court, including but not limited to the September 1, 2026 hearing on
State Farm’s Motion for a Protective Order and to Quash Plaintiffs’ Deposition Notice of State
Farm’s Chief Executive Officer Jon Farney, wherein State Farm has argued to this Court that State
Farm’s CEO has no knowledge of State Farm’s bad faith tactics and outcome-based claim handling
targeted at reducing indemnity payouts on wind/hail property damage and/or roof replacement
claims before those claims ever occurred pursuant to the Wind/Hail Focus Initiative. To clear the
record as to State Farm’s false arguments and in considering the Court’s September 28, 2026 Court
Minute that de-designated 11 documents, Plaintiffs hereby file Exhibit 17 (remarked and re-

attached hereto as Exhibit 1) attached to Plaintiffs’ Motion to Strike State Farm’s Blanket



Confidentiality Assertion and De-Designate Documents Produced for Good Cause (filed Aug. 4,
2026) and Exhibit 16 (re-marked and re-attached hereto as Exhibit 2) attached to Plaintiffs’
Notice of Supplemental Authority Regarding Plaintiffs’ Motion to De-Designate (filed Sept. 23,
2026). Exhibits 1 and 2 attached hereto were both included in the Court’s September 28, 2026
Court Minute on de-designation and are no longer confidential.

These documents attached to this Notice are crucial due to numerous State Farm
executives’ depositions taking place in Judge Palumbo’s courtroom, as well as CEO Jon Farney’s
deposition that was ordered by this Court and is currently scheduled to take place on October 19,
2026. Plaintiffs have the right to use these documents at these upcoming depositions to shed light
on contradictory statements made by State Farm’s attorneys in court and by the State Farm
executives whose testimony has differed greatly between this case and the West case in Comanche
County.

According to State Farm when it receives notices for deposition, the executives who were
essential to State Farm’s work with Accenture have no unique fact knowledge. See e.g. 10/24/2025
SF MTQ Ress Notice at p. 9 (“Ms. Ress has no unique knowledge of the facts and circumstances
surrounding Plaintiffs’ insurance claims.”). However, key discovery in this case shows that Ms.
Ress was one of four Vice Presidents who served as an executive lead on State Farm’s work with
Accenture. See Ex. 2, HUR00156099 (“The Exec leads ... Kathy,”).

Exhibit 2 is a document titled “Executive Summary — Op Model — 9.10.20” which Accenture
was involved with the development of. This operations model which Accenture worked with State

Farm on contains blatant bad faith plotting to reduce claim payouts and develop “outcome-based



claim handling:”

* Move coverage {and liability} decisions earlier + Vendors are empowered fo make decisions and
in the lifecycle through insights acceleration and pass conclusions along to move claim forward
workflow integration

» Expansion of automation for downstream
Insights driven workflow optimizes inspection activities allows minimal touch for claim
option presentation driving vendor network or resolution

virtual inspections only

-

Estimators and vendor footprint is optimized fo
Damage Evaluation partners engage o maintain and increase virtual inspection %
accelerate virtual estimating capabilities &
acouracy

-

.

Shift from calendar-based workflow to intelligent
inventory prioritization and task surfacing

-

Claim classification informs skill-based routing
and outcome-based claim handling.

Leadership intervention and escalation will be
surfaced based on claim characteristics {o
Auto & Fire Model Enhancement teams are allow narrowed yet prioritized management
optimized for ‘specialized handling’ foctprint structure

»

+» Claim characteristics are analyzed at intake to
predict exposure & path

EXPENSE/
EFFICIENCY
ASPIRATIONS -

$325M - $500M

"B $218M - $300M

See Ex. 16 at HUR00156103. It is pure bad faith and a gross violation of the duties owed to first-
party insureds that State Farm hired Accenture to develop an operations model for “outcome-based
claim handling.” As such, this document cannot be considered privileged. Oklahoma law is clear
that an insurer can never treat its insureds as an adversary, and engaging in outcome-based claim
handling to save State Farm $218-$300 million dollars on claims that have not happened yet is the
most adversarial conduct an insurance company could engage in. Newport v. USAA, 2000 OK 59,
9 15, 11 P.3d 190 (“An insurer may not treat its own insured in the manner in which an insurer
may treat third-party claimants to whom no duty of good faith and fair dealing is owed and cannot
offer less than an internal evaluation of how much the claim is worth.”);

Furthermore, this same operations model is where the “Fire Model Enhancement” or
“FME” is developed and implemented to reduce claim payments for an “efficiency aspiration” to

the tune of “$218M-$300M” in the pockets of State Farm. See id. It even discusses leadership



intervention or what becomes team manager review required of full roof replacements to the
estimated “efficiency aspiration” of “$325M-$500M.” See id.

Outcome-based claim handling is inappropriate because Oklahoma law and the duty of
good faith and fair dealing requires each claim be handled on the merits and based on the policy
terms. See e.g. Beers v. Hillory, 2010 OK CIV APP 99, § 30, 241 P.3d 285 (“The Unfair Claims
Settlement Practices Act can provide the district court for guidance in determining whether
particular conduct on the part of an insurer is unreasonable and sufficient to constitute a basis for
a bad faith claim.”); 36 O.S. § 1250.5(1-2) (Provision of the Oklahoma Unfair Claims Settlement
Practices Act) (“1. 1. Failing to fully disclose to first-party claimants, benefits, coverages, or other
provisions of any insurance policy or insurance contract when the benefits, coverages or other
provisions are pertinent to a claim;2. Knowingly misrepresenting to claimants pertinent facts or
policy provisions relating to coverages at issue[.]”);36 O.S. § 1250.7 (Provision of the Oklahoma
Unfair Claims Settlement Practices Act) (“No property and casualty insurer shall deny a claim
because of a specific policy provision, condition, or exclusion unless reference to such provision,
condition, or exclusion is included in the denial. A denial shall be given to any claimant in writing,
and the claim file of the property and casualty insurer shall contain a copy of the denial.”);
Christian v. American Home Assur. Co., 1977 OK 141, § 12, 577 P.2d 899 (An insurer must act
fairly when adjusting a claim.); Milroy v. Allstate Ins. Co., 2007 OK CIV APP 6, {18, 151 P.3d
922 (“The duty of good faith and fair dealing is inherent in every contract of insurance.”).

Furthermore, the same executive discussed how “coverage is the strongest area of
improvement, yet remains the largest area of opportunity related to FEDS.” See Ex. 2,
HURO00031476. She also discusses “quality indicators trending positively” including the

following:



Other quality indicators trending positively include:
» May 2021 Total Roof to Partial Roof Replacement down from 4.1 in June 2020 to 2.3 in May
2021
¢ Wind/Hail estimate payment bands over $10,000 decreased 13% YOY
»  Wind Cat/NCAT CWP/Reported ratio is up 7.7 at 32.3 R12 (10YR CAGR is 25.2); Hail Cat/NCAT
CWP/Reported ratio is up 15.7 at 34.7 R12 (10YR CAGR is 22.9)

See Ex. 2. State Farm leadership is openly bragging about total roof payments decreasing, and
calling that positive, including tracking how many claims closed without payment (“CWP”). As
such, Plaintiffs respectfully submit this Notice to clear the record of certain allegations about State
Farm executive involvement in Accenture, outcome-based claim handling, and bragging about

reductions in claim payments as a positive trend.

Respectfully submitted,

Reggie N. Whitten, OBA No. 9576
Michael Burrage, OBA No. 1350
Blake Sonne, OBA No. 20341
Hannah Whitten, OBA No. 35261
John S. Sanders, OBA No. 34990
Jake Denne, OBA No. 35097
WHITTEN BURRAGE

512 North Broadway Avenue, Suite 300
Oklahoma City, OK 73102

Office: 405.516.7800

Facsimile: 405.516.7859
rwhitten@whittenburragelaw.com
mburrage@whittenburragelaw.com
bsonne@whittenburragelaw.com
hwhitten@whittenburragelaw.com
jsanders@whittenburragelaw.com
jdenne(@whittenburragelaw.com

-and-

Patrick F. Collogan, OBA #30529
Biby Law Firm



6305 E. 120" Ct., Suite F
Tulsa, OK 74137
918-574-8458
888-572-8263 (fax)
pat@bibylaw.com

ATTORNEYS FOR PLAINTIFFS
ATTORNEYS FOR PLAINTIFFS



CERTIFICATE OF SERVICE

I hereby certify that on the 28" day of September, 2026, a true, correct, and exact copy of

the foregoing document was emailed and/or mailed to the following persons:

Carrie McNeer

Grant A. Fitz
GABLEGOTWALS

110 N. Elgin Avenue
Suite 200

Tulsa, OK 74120-1490
(918) 595-4800

(918) 595-4990 (fax)
cmeneer@gablelaw.com
gfitz@gablelaw.com

-and-

Lance E. Leffel

GABLEGOTWALS

BOK Park Plaza

499 W. Sheridan Ave. Suite 2200
Oklahoma City, OK 73102
lleffel@gablelaw.com

(405) 235-5500

(405) 235-2875 (fax)

ATTORNEYS FOR DEFENDANTS

Hannah Whitten




Hursh, Billy, et al. v. SFF&CC, et al

» * » x &
?&C Claims Fire Claim Quality o StateFarm’
une 2021

Fire Claims
The 2021 Fire Property Claims Quality Plan outlines specific tactics to address quality opportunities, yet
action plans are adjusted based on actual results. Measurement and monitoring is in place at the team
and individual level. Results are reviewed monthly at each level and documented in MyBlock to include
trends and next steps for improvement and oversight. Results, Drivers and Actions in Progress are
outlined by each VPO to drive improvement with the common thread of a one team quality approach to
improve accuracy across fire claims.

Fire Weather: Ress

Coverage analysis is the strongest area of improvement, yet remains the largest area of opportunity related
to FED $. Estimate reconciliation also improved in reconciling the contractors estimate, yet remains an
area of focus. Scoping covered damages needs improvement. Action plans are heightened for scoping.

Results
Fire Weather Reinspection Fire Frequency Error Target is 7.8%, or a 20% improvement from 9.75%
4Q20 results.

» 7.33% YTD results for Fire Weather internal staff only (includes Winter Storm Uri)

e 8.12% YTD results for all Externals (includes Winter Storm Uri) compared to 8.36% at 4Q20

e 7.73% YTD Wind Hail combined; 7.58% YTD Wind Only, 7.93% YTD Hail Only
Three month wind/hail trends are improving for combined wind/hail peril from March to May and running
at target error rate. External trends also improving Mar to May. Fire Weather internal staff 3-month
trends declined, primarily related to winter freeze claim reinspection findings as Uri claims represent the
largest volume of catastrophe claims handled YTD.

Other quality indicators trending positively include:
e May 2021 Total Roof to Partial Roof Replacement down from 4.1 in June 2020 to 2.3 in May
2021
¢ Wind/Hail estimate payment bands over $10,000 decreased 13% YOY
+ Wind Cat/NCAT CWP/Reported ratio is up 7.7 at 32.3 R12 (10YR CAGR is 25.2); Hail Cat/NCAT
CWP/Reported ratio is up 15.7 at 34.7 R12 (10YR CAGR is 22.9)
» Virtual Inspection

FED 4Q Actual 4.06% for Fire Weather Internal Staff, YTD FED 4.25% with Mar to May trending down.
FED 4Q Actual 4.71% for Externals, YTD FED 5.53 % with March to May also trending down. FED §
results are heavily related to freeze losses.

Drivers
The top three drivers of results differ between Fire Weather internal and external resources. For staff
members, the drivers include:

+ Paying for non-covered roof damage

« Reconciling the contractor's estimate related to finish carpentry (freeze losses)

» Roof estimates reflect covered damages per the scope

The Roofing Skills Assessment identified the following areas for improvement in scoping the roof
o Xactimate Category/Selector Codes (e.g. skylight trim)
o Application of Appropriate Roof Waste Factor
o ldentifying Hail Resistive Roofing Material EXHIBIT

For ECRs, the drivers include:
» Paying for non-covered roof damage 1 7

+ Reconciling the contractor's estimate related to water extraction (freeze losses)
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Hursh, Billy, et al. v. SFF&CC, et al

o Estimate reflecting covered damages per the scope related to Painting (freeze losses)

Actions in Progress
Fire Model Enhancement
Wind/Hail guidelines with TM intervention for total roof replacements on small hail/light wind.
Fire Data Accuracy Dashboard spot-check reviews for 'TM Approvals’ on small hail, light wind
and age & condition (specified states).
« Conducting recalibration sessions in early July on repair/replace and reasonable consistent
appearance following a file review.

Estimatics Skills Enhancement
o WCCS Stewardship TM Estimate Writing Assessment conducted on June 21%; to implement
targeted estimatics training. TMs completed Assessment on 6/21, with an average overall score
of 83%. Training assessment in progress to deliver targeted training in July.
Implementing targeted Training Modules based on under-scoping reinspection analysis in July.
Reinspectors to deploy onsite to support findings earlier in the cycle starting in July.

Leadership Accountability and Alignment

« Division/Section/Team/Individual reinspection results are reviewed monthly with Top 3 Areas of
Focus for monthly MyBlock, huddle and performance dialogues. This focus has led to identifying
several individual claim handlers driving negative quality results.

o All division leaders (CM, SM and TM) complete spot-check reviews as outlined in the Fire Quality
Plan with focus on CWP to Payments = $2500 (5 reviews) and Total Roof Reason Codes (5
reviews)

o Monthly meeting with Claim Consultant to review overturned roof calls by in-Office to drive
consistency and specific opporiunities like "Reasonable Appearancs”,

ECR Vendor Performance Management
o Delivering reinspection findings at macro and micro level fo vendor executives and leaders
regarding error frequency and most common errors to enable action
+ Vendor Performance Dialogue sessions with vendor leaders where specific actions/tactics are
delivered by firms in quality space
o Tracking of ECR tenure to obtain action plans by ECR Vendors when there is lower tenure

Fire Proximity: Smith
The main areas of opportunity based on findings and FED include Coverage, Reconciliation and Scope.

Resuits
While opportunities remain, Reinspection trending supports the efficacy in the action items currently in
place. Overall Proximity results for May, in both % FED to Estimate Dollars Written (5.38%) and Finding
Frequency {10.15%) were below the Q4 benchmarks.
» Finding Frequency has been below benchmark (10.75%) each month so far this year. May’s
resulf was the lowest of the year,
* % FED to Estimate Dollars Written has been below benchmark (5.43%) 4 of 5 months this year.

Drivers
Coverage
o Wind/Hail: accurate damage assessment on roof claims
« Water: accurate coverage analysis on continuous, repeated, seepage and leakage (CRSL)
related claims
Reconciliation
« ldentification in overlap between mitigation and repair estimates
+ File documentation to support claim handling
Scope
« OQver scoping; top driver associated with paint

without express writls
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Hursh, Billy, et al. v. SFF&CC, et al

Actions in Progress
Additional oversight, accountability and monitoring have been added at each leadership level as
outlined.
+ Review of Reinspection Resulis associated with coverage, reconciliation and scope
o To be reviewed between TMs and SMs on FED findings over $1K; SMs to review trends
with CM and Consultant
o SMs to review FED findings over $5K with CM
o Review Reinspection Coverage finding in monthly performance conversations
¢ Q2 Water Forums — Focus on Estimatics and Reconciliation based on top Reinspection Findings
o Expectation setting for all claim specialists and leadership
»  Wind/Hail Quality Focus
o Primary focus is on coverage and repair versus replacement damage evaluations
o TM authority required on wind less than 50 MPH and hail less than 1"
o SM and CM review of Utilization Dashboards results associated with partial/total roofs
and TM file reviews in monthly performance discussions
o  Water Quality Focus
o Accelerated Management Reviews to address Coverage and Estimatics
o Water Claim Handling Estimatics Considerations developed for handlers based on most
common Reinspection findings
o SM and CM review of Utilization Dashboards results associated with completion and
direction provided through the Accelerated Management Reviews/Water Coverage
Analysis tasks
e Monthly Quality Review at the Segment and Division levels {o address results, drivers and
impact of the plan.

Fire In-Office: Mazza
The main areas of opportunity based on findings and FED include Coverage, Reconciliation and Scope.

Results

Overall reinspection findings for HCCS In-Office operations have made improvements over Q4 2020 results
for both severity (FED %) and frequency {findings per claim). FED% is down from Q4 benchmark of 5.2% to
4.1% YTD, and findings per claim from .535 to .498. However there are opportunities for continued
improvement. Coverage determination has seen the biggest change over Q4, with remaining improvements
expected for CRSL and slab leak losses. Our largest areas of opportunity are Estimate reconciliation -
specifically related to water mitigation and paint, Depreciation and Coverage. The majority of findings and
dollars are in Estimate Reconcifiation.

Drivers
s Lack of strong estimatics and water mitigation skillsets to efficiently reconcile estimates
» Inconsistent confidence levels preventing handlers from engaging with contractors on reconciliation
+ Coverage determination for CRSL and slab leaks is inconsistent

Actions in Progress

¢ Accountability and follow up to the individual Online Reinspection Tool results is focused and

scheduled for all levels of ieadership, with MyBlock documentation.

o Water Forums are building skillsets and confidence for handlers with coverage determination and
reconciliation. Skills assessments following the forums are utilized to identify areas needing follow up
at the individual and team levels.

In-office TM estimatics skill assessments to ensure knowledge and ability to coach
Art of the Conversation attendance to build confidence with handlers

Claim Insights for accelerated water reviews for coverage and estimatics

Water test team is scaling proven tactics to HSTWD operation (stariing this week)

Confidential Produced Pursuant to Protective Order HURO00031478



Hursh, Billy, et al. v. SFF&CC, et al

From: Kathy Ress [/O=STATEFARM/OU=HOME/CN=RECIPIENTS/CN=HES)]
Sent: 9/17/2020 1:30:5% PM

To: Nicole Manduca [nicole.manduca.lok2@statefarm.com]

BCC: Nicole Manduca [nicole.manduca.lok2@statefarm.com]

Subject: FW: Op Model Discussion

Attachments: Next Phase of Claims OVP Check (n 9112020.pdf

Please do not forward.

From: Wensley J Herbert

Sent: Friday, September 11, 2020 3:44 PM

To: DL-PC-CLMS-0VPs <DL-PC-CLMS-0OVPs.DLUSS2 @internal.statefarm.com>; Robert Yi
<robert.yi.caga@statefarm.com>

Cc: Carol Waldron <carol.waldron.bip0@statefarm.com>; Kathy Ress <kathy.ress.he8j@statefarm.com>; Cheryl Schaefer
<cheryl.schaefer.Irkt@statefarm.com>; Matthew Parola <matthew.parola.nzjn@statefarm.com>

Subject: I/A: Op Model Discussion

Team,

Since our last showcase which focused on the conceptual view of the Op Model, we have been working on the next two
phases and have started Phase 3. The last two weeks have focused on:

- Strategy refinement to set the parameters for execution
- An assessment of the inflight initiatives for prioritization/start/stop/continue
- Detailed new initiative definition from the journey/horizon roadmaps

We would like to spend our time on Tuesday, on reviewing the work of our last two weeks and align on the output,
specifically the strategy refinement and the initiative view by horizon. The Exec leads (Carol, Kathy, Chery! and Matt}
will join us for that discussion.

Post that discussion, our next steps will be:

- Refinement towards the next level of detail on the implications to the Op Model by Horizon

- Complete our Horizon cutcome analysis and alignment on those
- Finalize our oversight and ownership structure

Thanks,
W & S5

Confidential Produced Pursuant to Protective Order HURQ0156099
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Hursh, Billy, etal. v. SFF&CC, et al

DRAFT - For Discussion Purposes Only
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Hursh, Billy, etal. v. SFF&CC, et al

DRAFT - For Discussion Purposes Only
ve Scoping & Planning

at

As we mobilize for execution in September, we've made progress on the Ini

Overthe [ast two weeks, we have refined the straegic ntentfor our key strategies, assessed in-ight intiatives and defined new inifiaives i
alignment wih the Journey | Horizon roadmap Scope, and began o priortize the workstreams / inatives overal,

 Scope  strategic ntent refinement
/ Work packaging
/ Roadmap ahgnment & prioritization
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Hursh, Billy, etal. v. SFF&CC, et al

DRAFT - For Discussion Purposes Only

-

» Move coverage (and liabilty) decisions earlier + Vendors are empowered to make decisions and

Delivery of instant claim valuation greafly

inthe lifecycle through insights accelerationand ~pass conclusions along fo move claim forward reduces manuel evaluation

workfow infegrafion . . R .
g + Expansion of automation for downstream  Coverage and liabily decisions not requiring

* Insights driven workflow optimizes inspection actvities alows minmal fouch for claim specialization are automated

option presentation drving vendor network or resolufon
yirual inspectons only

-

Full optimized digial claims process i

+ Estimators and vendor footprintis optimizedto  delivered

+ Damage Evaluation partners engage fo maintain and increase virual nspection %
accelerate virtual estimating capabiities &
aocuragy

-

Low valug tasks are automated
+ Shiffrom calendar-vased workfiow o intelligent

S ————— v Cross journey skilling wil alow realignment of

Workforce to enable realzafion offfure state
+ Leadership infervention and escalation will e Enferprise claims structure

surfaced based on claim characteristics o
+ Auto & Fire Model Enhancement teams are allow narrowed yet priortzed management

optimized for specialized handling’footprin structure

» Claim classfication informs skill-hased routing
and outcome-based claim handing.

+ Cleim characteristics are analyzed at infake to
predict exposre & path

| $326M - $500M

IR
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Hursh, Billy, etal. v. SFF&CC, et al

@f f@m dCross @E% tme DRAFT - For Discussion Purposes Only

Workof sl complexdy s e Areas of Focus - Areas of Focus * reas of Focus
for scale and congistency
» Meximized repairoptions  + Increasenumberof ~+ Fuly optimized digtel
through Select Senvice touchless claims - euperence from intae Enemise
or vitalchannel E'Increase diiy -~ loresoluton Clams Ter 4
hoeasediebliyand  idenfeatonanddiect  + ntant i vauaonto
coverege deleminafion ~ clamentesolifonat  reduos yck fime and
atFNOL ke -~ manuelffor
+ Automated and *+ Realzatonofsstanl ~ + Reskilng and
enhanced accuraeyof ~ reducion n il -~ realignment o workforce
claim routing Inspection needs to full support target
| - model

Hey Capabltes TIER 3

SPECIALIZED

+ Ifeligent Messaging + Modem Associate eXperience (MAX)
+ Clem Handlerventory ~+ tant Clem Veluain
Proritzation Clam ~ + Intelient Damage Evaluafion

Isighs 10T Arhietue
+ Automated Lty ntentDrven Digtel Inractons
Assessments -+ Document Imaging & Indexing

v Advance Cleim Triage ~~ + Third-Party data Ingestion
-+ Opfical Cheractsr Recogriion  Text Mining
-+ Dynamic Prty Prfles
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Hursh, Billy, etal. v. SFF&CC, et al

kev “workstraams” to close  DRAFT-For Discussion Puposes Orly

Detailed Journey roadmaps outlining
Iniiatives by Horizon

Refined scope of key strategies/workstreams fo provide
Quideposts for execution...

VERICLE JOURNEY ROAMAP

PEGPLE JOURNEY Roaduap

R
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Hursh, Billy, etal. v. SFF&CC, et al

DRAFT - For Discussion Purposes Only

.
S
.

\\\\\\Q

Strategic ntent & Vision

v Afully optimized digital clams process to enable early lecycle claim handling, enhanced data collecion, and streamiined resoluion, Leverage cleim information
collctea at FNOL and throughout laim ifecycle events for coninuous triage and routing,

Strategic Statements Outcomes

+ Constraints around iob level. kil level do not prohibit the ahilty to get claim resolved at 1 interaction ‘ .
| p 1ol * Labor expense reduction through ncreased STP

+ Core claim decisions (coverage, iabifty, damage renalr et wil be made at ¥ interaction . .
onerage Rl e ) * Increased speed foresoluton (decreased avg. cycle fme)

« Transfer for speciaization (1 neadad) wil occur atintake with decisons sfl targeted for 1 ineraction o
* Reduog non-value work due to accurate inilal routing

* Ingficiency, handoffs, duplication is minimized post intake with decisions being made at nake _
+ Reduoe manual clam reassignments by xx%

* Thirdparty /internal sources and vendors leverage “Know the Claim” and “Know the Party’ iformation at FNOL , . T
« Achieve meastrable improvements n claim resolution and

* Omnichamel expenience il enable normafion & actions to be shared i rea-ime across chamels AceUrary
+ Digital capture of photo / video /10T data at ntake (for claims where requred) wil be prorty
« Service expactatons and priotzaton wil vary by 1 and 3¢ party non-SF) customers f work Objotes ey Netric
v Vendors reated to 1 party wilbe priorczed over 3¢ prtyfor resolon « 4%+ oflosses go trough dital itake and are contaned i the

v 39 prty handling wil be dferent orresoluton path - brioitze satsying handing for good fait, but eliminate work Htl el o hunan ol p e

solcting 3% pary handing through SF + 36-40% touchless ciaims

 §0%+ of required data and supporting information is ingested up
frontto nform a fouchiess path

- 90%+ of up frontand confinuous tiage to Tier 2 Specialized is
automated

o XX% mprovement n cycle tme (e, Bl seltiements within 60 days,
cycle tme to ladily established)

+ XX% increase in modelidentfied claims routing to specilized
seqments ex. SlU
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Hursh, Billy, etal. v. SFF&CC, et al

DRAFT - For Discussion Purposes Only

Strategic Intent & Vision

v Leverage intemal and externel claim information collcted at FNL to translate facts ofoss into coverage and liablty decisions and/or recommendations. I
additon, continuously validate liabiity and coverage determination throughou laim fecycle evens.

Strategic Statements Qutcomes

+ Information and documentation required forcoverage and liabiity decisions wil be established and gathered up font based  + Greater automation and! or decision supportleading to labor expense
0n clam path and scenaros. reduction

+ Coverage and Liabity decisions where possible wil e made at ¥ nteraction with the insuredinoliyholder * Increased speed o resoluton (decreased avg. cycle tme)

« Liablty and Coverage sscalation varies by complexty with decisions sl targeted for 1% neracton based on the folowing ~+ Less variaton n decision accuracy

(s * Improved customer safisfaction with the claims process

v Level : escalation to non-specialized handler, Reviews decision or communicates to parties involved. Afer nterception

0f claim for iabity, claim s back on touchless path Onetves Ry e

o O0% of ianit inaf initial tr
v Level 2 escalation to the right specialzed handler for complex scenarios where Alls not able to make determination, ooty elminelors e et i e
May require addltional investigation, may be outside of ntake unction + 80%+ of coverage decisions are made atinfal rage

v Level 3 escalaton for eadership review based on soenario . high exposure, decision s made outside of modefs - 30-50% ncrease in troughput per hander

recommended range, andlor deviation from antcipated path predicted and intervention s needed + hofstroge ol e

* Insights and/or specified vendors (body shaps, contractors, rentalcar agency) wil complete damage Investigation to inform
and where applicable make coverage decisions, infernal data rom other departments .6, Underwriing and Agency willbe
netter leveraged as wel, exceptons kick outto SF claim handlers as noted n levels above

1% of subrogation referrals automated wih no re-work

+ Follow-up for documentation / nformation wil be Imited post FNOL as more decisions made andlor
documentation/information request is automatediauto requested

* Documentation requred for subrogation recovery will b dentified during intal customer inferaction r automated

« Vendor parterships will have the skils, certfcations andlor iensing required for desired workfow,
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Strategic Intent & Vision

v (Guide customers o optimal virtualor preferred vendor nefwork option af intake. Leverage photos and loss reported data fo understand pof poentlalexten fdamage
(Inclusive of vehicle, property, home). Deferming repairabiity and the right repair channel at intake to eliminat delays in determining the comect path for property
damage.

Strateqic Statements Qutcomes

+ Weare qoing o optimize our vendors to postion as the best inspection aption for the customer e o
wigen p ey « Increased Utlization of Virtual Estimating (X% handled by State

S0 DRP for Vehicke Fam, Y% handed oy vendor)
+ GoniractorVendor Nebwork for Home/Busness  Decrease Salvage Gyl tme

v Virual estmating wil be handled based on 3 evels of complexty: v nevease Prefemed conracor ulizaon

« Level 1 - estimate i writen through Arficial nteligence (AY)capabiity delivering nstant cleim valuation + Ingovenertileadin

v Level 2- estimats i pre-populeted and review & approved by most cost benefical accurate channel {SF vs. vendor]

Lot 3-lleelofondence s o bsed onrepaabltyDamage D forprepaplling estmele - is cimis ol o rfeed— Objectves  Key Metrics
seivice provider o be physically inspected.

v The E2F salvage process s 2 hybrid proces everaging a combiafonof et ngandsalvagevendo rsoluons, rtemalcapabifies * 95% ofrepais gothrough vitualor prefermed vendor options

and process changes, and a SF run govermance and qualty montoring sructure for facitation + 4o dangpvain ore iy

+ Contents seff-service options will ecuire vendors to werk drectl withthe customer fo create inventories (HIB) , o

« T0% Select Service program wtizaton
+ ALE selfsenvie option il requi vendorsto work directly with the customerfor housing solufions (HIB) ‘ ( .

* 80% virual handing of non-program estimates
+ Injuridlctions where allwabl, only DRP options are presented to customer.(Criria sih s shop performance, location et are uiized

t traoe st of shops o slet o), Shop connectiy alos customer o view nspecion vty and schedule e appointment* 0% ofnon-program estimates are handled through photo estmatng

Vet + XX% of Total Loss claims are handled through ETL
+Injurisaitions where we can' be as directve, MSO/Select Senvice shops wil be postioned as the best option for the customer, however, "
decion g wlproviceadional ptons o sy sttty requirements (Vehic) * AKsimprovement 1 reaiat and nonepaiad ead e

+ Baseton icreased aonuy nrepaioelos, vork Roving 0 DRP shos il be o vepaatevefces onlad canbe fuheriaged* X' festmates re et fhrough automtion

atthe shop level based on complexty of hit and claim characterstc(vehick) + %0t siats e comletl aonited

+ ]SO and DRP shaps wil faciate alactifies once assignmentis made (vehick) + % of s el e comped ity
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Strategic Intent & Vision

v UHlize intemal and extermal deta to inform insights to mprove njury denffication, claim classfication, escalation, inury evaluaton, ofers, offer tming and
negofiation (f applicable). This includes demand packages, mecical bl / records to be automaticall reviewed/analyzed and surfaced i necessary to help inform
What s ngeded during claim ffg cycle

Strategic Statements Outcomes
« Offerworkfow (2.9, tming, defivery, tc) wil be basee on exposurs, paripants and claim cheracterisics +ereased % of automated oftes wihouthender nteention

+ Ofers il b madeanfae whrepossbe sty ot e captued o evaleion g omatonifn - oreased ey
claim fle and for hisorial data v Direct Ciaimant Closures

+ Ofers wil be made dreoty o daments e trough digtal chanmels itouta ciim hander tuch forlow compenty - Greter eficiency st party medial i

and low sk clams. Reduce efance on over-documentation where appropriats and alow 1 and 3 arty nury cii - |
esolion o be fomed by gl * Human captal vl be shited towrds focusing on

neqotiation/defense srategy.
+ Demand package review wil be enabled, arven and automated by insights o '
| | | Objectives | Key Metrics
o 198 37 Party medical bl / records wil be analyzed agaist claim characteritis and oufputs (e.g. pricng, range of value

stiengths and assertons) wil be embedded nto the workTow wihout human nterventon where possie + S5 ofjry exposire entfed at it rage

+ Ligaonsatsgy il beinormed by dte fom bothemal and el sowces Ligaion il be moveatomelenased* 0% of njry et camantesolonat ke
o gxpected o Iitigatipn climsenaro andescaeled o @ntervenﬁpn wheg appropriae The datia Wl bg made ¢ Xthadopaymento < paty medical cimg
availabe for modeling / nsights to inform multple elements during the iigation fe cycle. Continuous improvement of e _—

SetlDefend recommendaln il b topored by eemalvendoraeement et il constaty monfor e P S0-30% norease  vughputper hnder
Atlomey actionshrestlts.

+ Followup for tigation strategy is optimized and documentation/nformation reated o iigation is warehoused n dgial
environment that minimizes mailemalliohong teraction needed with defense counsel

+ Vendor partnerships wil enable abilty to automate generation of people proflle (while also leveraging internal data availole)
for eary 1D of injury and improve accuracy. Data wil not require human discrefion to produce raiher e driven based on
claim charactersties

 HURIEH
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Strategic Intent & Vision

v Ingestion oftelematics il reduce manual ntake efort and inform the claim path through ingestion of real tme loss Information, The valug realzation wil require a
target state data architecture which captures all forms of data, unlocks it o be everaged across multiple tool, buld insights, and ensure that data received is
aocurate,

Strateqic Statements Outcomes

« Expense reduction by reducing need for capturing loss information

. . " . . mantally at infate
+ Telernafcs /o7 data strategy wil focus on procuring date in a format that alows us o utlzed telematics data across y

Joureys/across vendors efc. downsiream, + Acouracy benefts by defining clam classfication and path early i
« Telematics /10T use cases wil focus on loss orevention services to drive digtal engagement, pre-population of cams data~ Ifeeye

at Inake, augment core clam decisions . .
ke * Increased customer adoption of auto/smart home telematics

« Telematcs and 10T wil be enviched withitemal and 3 pary data to feed analtcal models and inform nsights to

i el e v Decrease in severlty due to early detectionmitigation of damages

(Home/Business)

« Supplementing claim data with Telematics and 10T data s a key component or ouchless ciaim joumeys. Obetve ey Hetric

« 80%* of required data and supporting information s ngested up
frontto mform  touchless path

« 30:00% increase n throughout per handler

‘ConfidentialProducedPursuanttoProtecﬁ\}ébfder S HUR00156110
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Strategic Intent & Vision

v Create a customer centric joumey providing personalized ineracfions and arving Self ervice interactions. Leverage insights and claim characterstcs which
surface the "next best acion” for customers in sef service workflow, Create canty for customers and agents and reduce the need for State Fam inerventon,

Strateqic Statements Qutcomes

Al phases n the caim fecyce we willead with a digta frst communicaion stategy. The dighal chamelwil b+ Reducfionin bound al eguency

Iformed by customer preferences, clam characteristcs/ciassfication, Follow up wil be drected to dgital channel, + Cusomersue e

v Qutbound communication, expectations and notfcations are prortized by claim classficaton and jurisdictiona v Redlicon ofcaim hander tasks and caendar fems
requirements. These communications wil be exacuted through it channel, and exception based non-digial

Interactions wil be focused and infentional. * Oyl Tne e

v Clstomers are opt-out nstead of‘opbin'for prioritzing digtal communication channels Onjectie ey Hetis

v 40% oflosses go through digtalinfake and are contained inthe digital channel

v Smpliied and intutive workfows through digtal nteractions are established to aive ease of use (his qoes for claimg .
(no human follow up required)

hub, agents, 3rd partes, vendors|

L o . C e 00% unitcost reauction per serviee ransacton
 Neasurement and govemance mechanisms buit around ineractions drive accountabilty and maintain adopton of digital
hanngls v X% of 3 prty calls are hancled via @ non-human responder

+ Dferentvies e ot for et et o alow o ofiomalion a5 el et v vorovs asedon +0h iAgetcals e et va o funanespnce
party and level of action needed for claim. + Reduce calls pr claim by X% (Auto)
v Certain joumeys, caim types and parties wil be imitedto only sefservice oofions (IVR, chat bof, moble app, onling) ~+ erease SeflSeries from X0X% to X% (YE2020 taget. 20%)

v At intake, a tasksneeding to drive clam owards resolution wilbe prompted for customer workfow troughsef -+ Iorease Loss Reporting Sef-Senvie from KX fo X' (YEDDtarget 124)
senic chamels W erventon fequredonyfor complx sceneris + tese Repe st Sl Serisfom K%t 0 VE2D gt 2785

v Increase Rental Self-Service from XX% o XX% {YE2O target 9.9%)

* Increase Glass Sefi-Service rom XX% to XX% (YE2D target 41.5%)
v Increase ERS Self-Service from XX% to XX% (YE20 target. 18.3%)
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Strategic Intent & Vision

v Escalations and oversight for actities wil be based on claim characteristics and surfaced o the right handler, leadership, or expert We will cross reference
historical data and performance with claim characteristics to choose the appropriate evel of leadershin for intervention, Dynamic qualty monitoring wil enable
inventory inteligence and early signal montoring and to allow pre-emptive claim ntervention,

Strategic Statements Outcomes
« Galendar based worlTow wil be elminated and replaced with data-chiven ineractions to work fles at right tme * Reduction n complaintrequency (agent, contractor, DOI)

« Authorty process Is no longer determined by monetary tresholds and escalation folows data driven escalation thatis ~+ Increase In quality dus to appropriate Intervenfion

seioscam casfetr s + Reduction n cycle e due o priontization and handing effciency
+ Escalafion s surfaced tothe rght evel of Intervention orreview needed instead of menualidentiication and push through » (
p— « Narrowed and proritzed span of controls for leadership

« Escalation wil be ‘action based' instead of Tule based’ * bt enice

* Financial control and review wil be streamined, automated, and priorized based on claim characteristics and revamped Otecies ey Heris

tiggers.  Qualty clam handing metrics

v Qualty montoring is narrowed and prioriized based on analyics and insights, replacing the current OAR and MCAR
DI0CESSS.

* Inventory inellgence informs real-tme qualty montoring, minimizing need for retroactive fle reviews and analysis
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Strategic Intent & Vision

v Increase strategic vendor parirships with expanded decision-making rights and implement real-ime performance monitaring to arve accuracy & eficiency
Imprvement. Yendors il be required to/enabled to provide supplemental information o validate the accuracy ofoss facts for a given claim o enure adequate

performance.
Strategic Statements Qutcomes
« Vendor engagement i processes s dynamic based on workfow needs v Abilty to dynamically change coststructure and footprint based on
 Vendors are utlized as strategic partners within ecosystem and leveraged to increase effclencies, cost sructure, and pefuman:adeed
accuracy, Objectives / Key Metrics
+ Vendors wil be assessed forwhere they can be engaged to drve efficiencies and benefits nthe process. - 20:50% unt cost reduction for i inspection
 Governance stiucture for vendors is talored to use case and engagement level of vendor within processes. o 20:00%* cycl tme reducton
* Oversight for vendor parnerships wil be optmized based on performance and coniractual agreement ¢ 20:50% unt cost reduction per service ransaction

« Vendor oversight wil e data drven based on vendor integration nto claims Ifecycie and tasks perfomed.
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ofo nale Tes Exemal Data & Media ngestonat FNOL Digta Itake Opfmiza
Extemal Data & Media Ingestion a FNOL Fire Digtal Payment Worklow Proximty Design
Claims Triage Optmization Fire Mortgage Company Validation
ShiftFraud Test

Digtal Reporting Ennacements

Fire Work Priortization

Insights - Triage, OCR, Specialzed Handing/AME
Autopay Enhancements

Automate Assurant/ COE
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Virtua Claim Handing Design - Aut Onfimize Estimate Prepopulaton InstantClaim Valation

Vitual Claim Handling Design - Fir FUlly Infegrated Vitual Inspections

Optimize Estimatic Optons

Total Loss Identiication Optimization
Hall Damage Analysis

Vendor Profle for Key Skils

Automated Wind/Hail Worklow

i &
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Drive Safe & Save il Mecta Inegrafion

Auto Manufactures Intiafive loT and Smart Home 8D
Qualty Scoring & Revdew TR B0
Claim Qualty Escalation

Frau Specialzed Handling Design
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Cleim Role Redesign Future State i 1 Design Netw Mode! Migraion
Express Demand Pool Consalidation Fulure Sate Tier 2 Design Proximity Design
Auto ILR & Express Design Review Futlre State Tier 3 Design

AutoILR & Fire LR Desion Review Enterprise Claim Associate Design

Property Complex Design Review

Injury Segment Design Review

AutoILR & Express Design Review

Insighis Move Teams

i &
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*Finalize Accountability & Oversight Framework - create of framework fo ensure progress owards
a1qet state and realization of beneit

Refing Detailed Horizon 1 Implied Changes - connect strategic intent to Horizon 1 changes and
summarize major peaple, process, technology, mode! implications

5 0 Suppor expense/efhmency

+Finalize Horizon Outcome Analysis - complete high-
outcome targets by horizon

Resource Mobilization & Work Activation - alignment of leadership and project resources to
workstreams / infafives and acivate new or confinug infight work
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In Phase 1, we set strategic goals & aligned on the potential benefits as we evolve to the new model

Strategic Goals

PRI o
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e started with a foundation and enhanced it to lign on future operating mode! principles

ket Eaperse | Camsasaenie From the cre modsl, we defnd te folowingfuture
§ Speialization Tolent integration 5 , e
MMRIRGIERE | operating model quiding princples .
Q'Rap fesponse o Trends & + Deep expertie for complex decisons | + Expand Rideshare Flegt volume
nuances in e environment + Okils & tolentto poactively adaress | | + OEM Parfnerships 1 Move Cleimresolion o becining of Liecvel
g'Equippedwith new, fior-purose specfic rends § + Support growth of Smalf Business . MOVELiam resalton toward beginng ot Liecycie
i tools & capabiltes Example: Expert Talent on Complex § Insurance o
+ Exemple: Auto & Fre Model dains ||+ Otheropporuntes ew marels 2. Embed ArtfcialItellgence in most workfows
Enhancemen §

T AT AR i R \.- R
by R >»\\\ @\\

T :\\\>\

>

i . Eliminate non-udgment based achivies through
. atfomafon

New Ways of Working End to End

=

. Guide nteractions to the optimal channel

\:\\\\ . . oL .
j ithed Al ald Spdallo 5, Leverage vendor cosystem o acoelrate solfors
L lnsights Interactions Talent

and play specifcroles in our model

\\5\\"' R 2 AR

R

<>

. Rlign talent and skil s to the right work

Strengthen The Model (Capailites)

Vendor Ecosystem Talent [ Performance Flexible and Leading Technology

| Quality Claim Handling Fundamentals

Claim Insights Led
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Strategic Imperatives & Buiding Blocks

v Focused on betfer defining Human
Capital Alignment’in our Insights-
Driven Transfomation

v Velidatea Strategic Imperafives and
Building Blocks are sl relevant and
require! for future Suceess

v World Class Triage
v Automation & Self Service
+ Inteligent Decision Support

Confdential Produced Pusuant o Ptecive

Claim Insights
Driven

It/ enhanced existing strategies and focused on how currgnt transformat

InFlight Transformation

Current strateqy has demonstrated that using data
and Alin e claims process mproves qualty clam
handling and customer service.

Hursh, Billy, etal. v. SFF&CC, et al
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jon enables the future mode!

Building Towards Future Operating Mode!

We will be Claim Insights led in everything that we
doto improve produciivi, enhance customer
eXperiences, and pay what e o

mmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmm

Auto & Fire Model
Enhancements

This work has provided a foundation for focus and
enabling clams employes to work smarter and
more eficiently.

We il continue o focus on scale plays whie
enabling speciaization and expert skils where
fequred.

W R A A A S A AU S R A R R MO A SR 0 AL R e W G R O e RO e AU R S S A S UL W e A B A AR e e W A G W e R

Technology &
Data Enablement

Technology and data enablement have been key o
changing how work s complefed (e, Insights, sef
senice|

We wil continue o focus on claims technology and
data modemizafion by making key technology
Inves{ments

Ecosystem
Partnerships

AT O R WM B A W W T A Ay

Philosophy

O R WA A% WO A

Worked ith our vendors fotake a more
nerformance-based approach fo Support our
Objectves.

Modemization of key elements of our claim handling
ohilosophy

AW WA Y AW M W A Y W WA A

W wilshif: our mindset fo sirategic partnerships
with vendors o accelerate solutons and fo play
specifi roles n our operating model.

AW A OY A W T I A% Y W T TR W AT WM W W N AT N AT W R e @

Wewill confinue to evaluate claim handling
Dhilosophy considerations required to support the
future mode,

 HRWER
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Our future model wil enable State Farm claims to better support the needs of our customer and the enterprise,

Today's Environment Future Environment
Work of similar complexty is allgned for Equipea with modem technology, digital capabilties and fools
scale and consistency (0 enable scale and specialization across Enterprise Claims

Front door (mobil, agtal and call center) o the clam

Enterprise Claims organization il focus heaviy on resoluton and riage of caims
Tiert early atntake. We expect some speciaization to reside here i

order to ncrease our ablty to resolve claims more quickly

We expect more complex claims to require & degreg of
specialization o handle addrional investiqation, evaluation
and negotiaton to resalve accurately and prompty.

The model wil enable key specialization required to adress
the most complex work, unigue junsaictional challenges, and
emerging frends.
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Future Environment

Allgn scale and specialization across
Enterprise Claims Examples

Front door {moble, digital and call center)tothe claim + Simple Auto Claim: Shitfocus from purely FNOL o

EneryiseCs organzation il focus heauly onresolion and triage ofcams estalising coverage, ety and camages t It
Tierd early at intake. We expect some specialzation o reside here i

order o increase our abilty o resolve claims more quickly

v Tier 1 Inury: Promt resolution ot Inake

v Gomplex Liabity: Further investigation required muli car

We expect some claims to requre additional investigation, A—

evaluation, and negofiaion o resolve accurately and

prompy. v Gomplex Ijury: Mechanism of njury investigation or
................................................................................................................ clinical expertise required
The model wil enable key specalization required to address

the most complex work, unique jurisdictional challenges, and
emerging rends.

» Gomplex claim situations - tigation managemen, exira-
contractualitigefion, efc

R A &

rdchruant 0 rotectlve

lal P



Hursh, Billy, etal. v. SFF&CC, et al
DRAFT - For Discussion Purposes Only

Operating Mode! Principles

1, Move Cleim resolution o beginning of Litecycle 4. Guide interactions to the optimal channel (self-service, chat, .
2. Embed ArtficalIneligence In all workflows 5. Leverage vendor ecosystem to accelerate solutions and play specifc roles in our model

3. Elimingte non-iagment based acliviies through automation 6. Align alent and skil sets tothe right work

Strateqic Imperative

* Data nteligence (photo/ video /telematis) at FNOL « Deliver soltons o automas claim handiing decisions Pl ey et e ot

v Eslablish guioed repairnspection processes v Guide inferactions o the optmized chann e SO BTl

 Ahighly skilled and experienced workforce fo mprove

« Data-drven Workfows * Intentional, personalized customer interactions bl
qualty laim handling
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ERFEFTC IR T ARNNMTE T2
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15, utornated Sub Refemal |
Appled Com. Neg

28 Automated Ispection
Assignment

4. Digtal Signature

i

13. Conversational Loss Reportng

2. Digtd Payments

FITECCLEIRRETID F43 2
F-e88 8§ IS ICERE

9. Rental Self Service

23, Claimg Hub

SRR i

Cﬁidential Produced P\ursuanvt 0 roetive Order

25, Bushess Process Management
{ Gase Management

4, Shop Performance Meastres
24, VR Chat Bots {Answering
FAGs)

32 Claims Capabilfiesfor Agenls
(CCFA)

26, Feld Senvice Management

33, Automated Tow Assignment

i

i

34 Customer Sentment Analysis

27, Atomated Coverage Resoluon

31 Automated Salvage

22 Rutomated Contents

11 nteligent ALE

5. Automated Lifgation Assignment

30 Liigation Lfecycle Oversiht

6. Advanced Fraud Defection

i
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Notfications are eceived regarding  loss via elemalics o other nfemal vehicle device

Intelligent Messaging Commniators are automeled o the customer digtaly o rfom n tats points and requestatons i geh;ne A ann il

{eken o complets & guide workfow inclicng chat et nterection texting capabilty, and othe e e
Appropriate communication cring the clam lfecycle

0

Claim hanaler inventory priortization fool  Sandardzed bushess and e el e monkog o nderstan e lims on e approratepath Py s nreesed by eduing he

(CHIP) (fouchless path, ouchlesst, r complex) automation of fake, coverage, iabilty,payment, &t 0f low valug or unmegessary tasks per caim
L . Liabity decisions are automaticalrecommended based on facts ofloss,picures ofvehicles,and Productivy’s ncreased asless manalefortis
Audomated Lizbtty Deteminaion customer provided defals euied in the nvestigation process

Claim informetion s leveraged (collcted ity at FNOL and as informafon s refined) o route fo the
rew appropriate claim specialist, This s continually updated and acted upon in real fme; i process should
Advanged Claim Triage improve he informtion tat 5 knovwn and predictve modsling o startand interpret the path thata fle ~ Improve qualty claim handling and more accurate

(tFlexiole Staffing Capacity) take e, ) andsffcntiags

Specialzed taffare ulized to address exception handling and routs the claim o a touchless path
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Optical Character Recognition (OCR)  Text
Vining

Third Party Data Ingestion

Document Imaging and Indexing

107 Architecture

Infent Driven Digital Interactions

Modern Associate Desktop (MAX)

—_—

Instant Claim Valuatio

Dynamic Party Profiles

Intelligent Damage Evaluation

Gonfidential Produced Pursuant to Protective Order

Leveraging of OCR/Text mining ools for the constmption of unstuchire] date, nde, Iteroret and use
for aperational ntelligence and action {1 photos of vehicke damage to interpret Impact polns and
provice abilty stpport mecicat biling and records infeke)

This wilreduce manual acfivies and inacclrate
data gatherng. I wil lso aufomete and
streamline processesto mprove accuracy and
effcency.

Leveraging cata from outsc resources, vendors, and unsiructured data coming from customers that wil
Inform the claim process, emove mantal iacking and data entry and create analyties that support ata
diven decisons.

Ingestion of documents,creafon of el coples, and indeing documents received o specifc claim
fes.

Evtemal data i provided by programs such as Drve Smartand Save, or OEMS 1o document known
Iformation and nform claim decision making (1. Speed and poitof mpact of the vehicle)

Clstomer nent is uncerstoo end ulized for service nteractions based on omn-channel responses,
Curent behavior, and hstorical customer deta

Avorllow thet s context specic and s ableto folla “next best acion’ methodology with e
ssacate nteraction/decision making, which can be leveraged for both nfemaland exemal process
(uidanc

Ab

ity to provide valuation based on vehiclelproperty data and facts of foss nstanfy fo the customerat
loss rport (1. Vehicle, otal loss condtoning, Medical Bils, Theftof Personel Property)

Profles ofall parties involved inthe clam will b reated and constantly Updated s new data flows n
This includes, but s not mited o, medical history, clai history and thi party data

Damages are dentified (vehicle, property, home by leveraging photos and loss reported data fo
Undersiand potentie exent of damage,

This wil reduce manual actvties and naccurate
data gathering. t wil lso automate and
strearnline processes o Improve accuracy and
effciency.

his il educe mantalactes to scen and

ssign inbound mal and paper and routing o te

nect laim and help withpriorizing next best
acfons.

a3

s

Increase n acctracy and reduction n cycle time
wih eary determination of claim path

Provides for he abilfy o keepa claimon 2
toughless path thereby Increasing procitiy and
decreasing mantal fouches

Increase handle productiity and accuracy
through enanced vorkfow.

Time spent analyzing documents and informafon
1o achieve claim value wil be minimized and
quallty claim hancling wil improve with A
assilance

Aectracy improvement based on adalfonl
infornafion colleced to determing clem peth

Physical inspections fo identficaton o
epalrabity wil e lmied, and capachy wil be
shited o eveluation o damages f needed. Tme
Inprocess il be shortened due fo ereased

accuracy of epalrabily al fake,
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Focus Area

ECOSYSTEN
PARTNERSHIP

PROCESS

Summary of Key Gaps

ety vendors to play specifc and more holistc roles within the operating model

Expand 3¢ party data partershipfo enable more accurale and effcent decisions

Predic claim path and automatically riage through 3 party data and insigh
Glide associates & customers to take action or make decisions

Infegrate more insightinto the parties and claim to enable more accurate and efficient decisions

AT O R I A R WK M N K A% KRGO W0 00 A OU AN W K A O B 0K 6 AN 0 N A 0K 6K QO I X0 X0 16 60 O% A W N0 00 B 0 X AK W R0 M0 N A¢ O G100 b A G G 0% GO N6 W O A G 06 00 A0 N X 6 I 6 08 R0 R0 AV 6 WK K

PHILOSOPHY

Automate some claim decisions .. coverage, iablty)using data and insights
Escalate toleadership automatically based on insights and claim characteristics
Identy vendors fo assistwith complex decisions

Guide customers to best options based on claim characteristies, customer preferences and vendor performance

R R R R R T R T L R R N Y T O o T N A R

PEOPLE

Expand spans of conirol as & resultof data drven workfow, inventory priorization and inferventon
Unsil, reskillor acquire skills to make complex decisions, uiize analyficsltechnology, and world class servie

Equip workforce to be flexble and adaptable to changing trends and needs of the operation

HURD0136129
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Strategic Goas Operating Model Princiles

1. Move Clam Resoluton foward beginning of Liecycle

2. Embed ArtficialIteligence In most workflows

3. Eliminate non-udgment based acthites through automafon

4. Guide ineractions o the optmal channel (selfservice, chat, efc)

5. Leverage vendor ecosystem to accelerate solutions and play specifc oles i our model

6. - Algn talent and skil sefsto the right work

Operating Model Objectives

1, 90% of repairs go through virual or preferred vendor options

2. 40%+ oflosses go through digtal inake and are contained nthe digital channel (no human follow up require)
3. 3040% touchless claims

4. 90% of labily determinations are mads t Inifial riage

5. 80+ of coverage decisions are made atnfial riage

6. 40% of damage evaluation done virually

1. 95% of njury exposure denified at infal age

8. 30%+ ofinjury drect clamant resolution at ntake

0. 20-00% unit cost reluction for field inspecton

10, 20-507%+ cycle tme reduction

11, 20-30% unit cost reclicton per semvice ransaction
12, 80%+ of required data and supporting inormation s ingested up frontto nform a touchless path
13, 90%+ of up front and confinuous tiage to Tier 2 Specialized is automated

14, 30-00% increase i throughput per handler
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