
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 to 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 to 

Damage Evaluation partners engage to maintain and increase virtual inspection % 

accelerate virtual estimating capabilities & 

accuracy 

. 

* 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 to 

Auto & Fire Model Enhancement teams are allow narrowed yet prioritized management 

optimized for ‘specialized handling’ footprint 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, 

q 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 FED$.” See Ex. 2, 

HURO00031476. She also discusses “quality indicators trending positively” including the 

following:



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) 

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) 
emcneer@gablelaw.com 
gtitz@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 
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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) 

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

¢ 7.73% YTD Wind Hail combined; 7.58% YTD Wind Only, 7.93% YTD Hail Only 
Three month wind/nail 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) 

e Virtual Inspection 

FED 40 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 

e 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 Identifying Hail Resistive Roofing Material EXHIBIT 

For ECRs, the drivers include: 

« Paying for non-covered roof damage 1 T 

« Reconciling the contractor's estimate related to water extraction (freeze losses) 
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e 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 smail hail/light wind. 

Fire Data Accuracy Dashboard spot-check reviews for ‘TM Approvals’ on smail hail, light wind 
and age & condition (specified states). 

e Conducting recalibration sessions in early July on repair/replace and reasonabie consistent 

appearance following a file review. 

Estimatics Skills Enhancement 
« 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. 

e All division leaders (CM, SM and TM) complete spot-check reviews as outlined in the Fire Quality 
Plan with focus on CWP to Payments 2 $2500 (5 reviews) and Total Roof Reason Codes (6 
reviews) 

e Monthly meeting with Claim Consultant to review overturned roof calls by In-Office to drive 

consistency and specific opportunities like “Reasonable Appearance”. 

ECR Vendor Performance Management 
e Delivering reinspection findings at macro and micro level to vendor executives and leaders 

regarding error frequency and most common errors to enable action 

e Vendor Performance Dialogue sessions with vendor leaders where specific actions/tactics are 

delivered by firms in quality space 
e Tracking of ECR tenure to obtain action plans by ECR Vendors when there is iower tenure 

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

Results 
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. 

e Finding Frequency has been below benchmark (10.75%) each month so far this year. May's 
result 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 

e Wind/Hail: accurate damage assessment on roof claims 
e Water: accurate coverage analysis on continuous, repeated, seepage and leakage (CRSL) 

related claims 
Reconciliation 

e Identification in overlap between mitigation and repair estimates 
e File documentation to support claim handling 

Scope 
e Over scoping; top driver associated with paint 

TENTIAL infomnation which mey nat be disciosad without express writie SOR INTERNAL STATE FARM USE ONLY .. Contains CON 
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Actions in Progress 
Additional oversight, accountability and monitoring have been added at each leadership level as 
outlined. 

« Review of Reinspection Results associated with coverage, reconciliation and scope 
o Tobe 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 

e Q2 Water Forums — Focus on Estimatics and Reconciliation based on top Reinspection Findings 
o xpectation setting for all claim specialists and leadership 

e 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 
e Waiter 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 SMand 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 to 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 Reconciliation. 

Drivers 
* Lack of strong estimatics and water mitigation skillsets to efficiently reconcile estimates 
e 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 resuits is focused and 

scheduled for all levels of leadership, with MyBlock documentation. 
e 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 assessmenis 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 (starting this week) 
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From: Kathy Ress [/O=STATEFARM/OU=HOME/CN=RECIPIENTS/CN=HESJ] 

Sent: 9/17/2020 1:30:59 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 [In 9112020.pdf 

Please do not forward. 

From: Wensley J Herbert 

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

To: DL-PC-CLMS-OVPs <DL-PC-CLMS-OVPs.DLUSS? @internal.statefarm.com>; Robert Yi 

<robert.yi.caqa@statefarm.com> 

Cc: Carol Waldron <carol.waldron.bipO@statefarm.com>; Kathy Ress <kathy.ress.he8j@statefarm.com>; Cheryl Schaefer 

<cheryl.schaefer.Irkt@statefarm.com>; Matthew Parola <matthew.parola.nzjn@statefarm.com> 

Subject: 1/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 outcome analysis and alignment on those 

- Finalize our oversight and ownership structure 

Thanks, 

W&SS 

Confidential Produced Pursuant to Protective Order HURO0156099
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DRAFT - For Discussion Purposes Only 

hs Ce Comal Orie | 

Daf strategic goals for P&C Claims | 

| Y Define journey goals and operating model objectives | 

| aT | ¥ Define the high-level journey vision of work | 
|. Sa on ca a aN ‘ a aN ae 

- 
a =‘ tt a ae 

Phase 2: Define States Investments 

| Y Define the key enablers to achieve goals & vision 

Y [dentify most important strategic cepabilties 

| ¥ Assess people, oracess, technology, philosophy 

gaps to help priontize intatives 
Goverance) | | Organization and po 
Philosophy Workforce 

prmernarasinecencenc ens ne nny 

Phase 3: nate Execution | 

| iY High-level design and journey roadmap 
Metrics and 

Incentives 

| + Qp, model migration intiatve scoping & prortization 

oF + Data /technology intlative scoping & priortization 

| 
| 
| 
| 

| + Detalled design end journey roadmap | 
| 
| 

! 

| + Metrics to align with new Org design 

lon st i i th A kt 

Y Complete » In Progress 
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DRAFT - For Discussion Purposes Only 

ve Scoping & Planning at As we mobilize for execution in September, we've made progress on the Init 

(ver the last two weeks, we have refined the strategic intent for our key strategies, assessed in-fightintatives and defined new intiatives i 
alignment with the Journey / Horizon roadmap scope, and began to priontize the workstreams / natives overall, 

¥ Scope! strategic intent refinement 

” Work packaging 

/ Read aint & prioritization 

Dae 
i we 

oA 

’ at Meas 

[alt us 

a ae wi lad 

BED 
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DRAFT - For Discussion Purposes Only 

' Move coverage (and liability) decisions earlier 

in the lifecycle through insights acceleration and 

Workflow integration 

+ Insights driven workflow optimizes inspection 

option presentation criving vendor network or 

virtual inspections only 

+ Damage Evaluation partners engage to 

accelerate virtual estimating capabiities & 

accuracy 

+ Claim classtication informs skil-hased routing 

and outcome-based claim handling, 

+ Auto & Fire Model Enhancement teams are 

Optimized for ‘specialized hancling footprint 

+ Claim characteristics are analyzed at intake to 

predict exposure & path 

SS A) 

Produced Pursuant {0 Protective Order 

+ Vendors are empowered to make decisions and 

pass conclusions along to move claim forward 

+ Expansion of automation for downstream 

activities allows minimal fouch for claim 

resolution 

+ Estimators and vendor footprint is optimized to 

maintain and increase virtual inspection 

+ Shift from calendar-based workflow to intelligent 

inventory prioritization and task surfacing 

+ Leadership intervention and escalation will be 

surfaced based on claim characteristics f 

allow narrowed yet prortized menagement 

structure 

| : S325 - $5004 

- 
- 

~-
 

Delivery of instant claim valuation greatly 

reduces manual evaluation 

Coverage and lablity decisions not requiring 

Specialization are automated 

Full optimized digital claims process is 

delivered 

Low value tasks are automated 

Cross journey skilling wil alow realignment of 

workforce to enable realization of future state 

Enterprise claims structure 
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of focus across all three DRAFT - For Discussion Purposes Only 

Today's Environment nameeeeenenanes peenemeenemeen! eens 

Wor of smier complet is algneg Areas of Focus - Areas of Focus ~ reas of Focus 
for scale and consistency | | 

‘Maximized repair options Increase numberof ==» Fully optimized digital 

through Select Service : touchless claims perience fom intake Enterprise 

or virtual channel ages dy to resolution Claims Tier 4 

‘Increased lebity and enfin and direct «Instant aim valuation to 

coverage detenination clamant resolution at ——=—reduoe ycl time and 
at NOL icc manuel efor 

+ Automated and -+ Realzaton of substantial» Resting and 

enfanced accuracy of reduction infil realignment of workforce 

claim routing : inspection needs : to fully suppor target 

| model 

Key Capailtes TIER! 
SPECIALIZED 

* Inteligent Messaging | * Modem Associate eXperience (MAX) 

«Claim Handler Inventory + Instant Claim Valuation 
Prioritization /Claim © « Inteligent Damage Eveluation 

sights OT Architecture 
+ Automated Liality «Intent Driven Dil Iterations 

Assessments - + Document Imaging & Indexing 

‘Advance Claim Triage «Third-Party data Ingestion 

~ «Optical Character Recognition Text Mining 
_ + Dynamic Paty Profles 

i SS 
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Detailed Journey roadmaps outlining 

Initiatives by Horizon 

Refined scope of key strateyies/workstreams fo provide 

guideposts for execution... 

VEHICLE JOURNEY ROWMAP 

PROPLU JOURNEY ROABMAP 
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DRAFT - For Discussion Purposes Only 

Strategic Intent & Vision 

+ Afull optimized digtal claims process to enable early fecycle claim handling, enhariced data colection, and sireamlined resolution. Leverage claim information 
collected at FNOL and throughout clam lifecycle events for continuous triage and routing, 

Strategic Statements 

* Constraints around job level, ski level do not prohibit the ably to get claim resolved at 1° interaction 

+ Core claim decisions (coverage, iallty, damage repar, etc) will be made at '* interaction 

Transfer fr specialization (if needed} will occur at intake with decisions stil targeted for 1* interaction 

+ Ineficiency, handoffs, duplications minimized post intake wih decisions being made at intake 

+ Third party | internal sources and vendors leverage "Know the Claim’ and "Know the Party’ information at FNOL 

+ Ominkchannel experience wil enable information 8 actions to be shared in real-time across channels 

+ Digital capture of photo / video /IOT data at intake (for claims where required) wil be priory 

+ Gervice expectations and orirtizaion wil vary by {Sand 9 party (ron-SF} customers / work 

+ Vendors related to {party wil be piortized over 3° arty for resolution 

+ 3¢ party handling wil be dferentfor resolution path - oioritze satistying handing for good fth, but elminate work 

solcting 3" party handing through SF 

Outcomes 

* Labor expense reduction through Increased STP 

'  Inereased soeed fo resolution (decreased avg. cycle tine) 

Reduce non-value work due to accurate inital routing 

* Reduce manual claim reassignments by xx%b 

+ Achieve measurable improvements n claim resolution and 

accuracy 

Objectives | Key Metrics 

+ AQ‘Irt of losses go through digital intake and are contained in fhe 

digtal channel (no human follow up required} 

+ 340% touchless claims 

+ §0/b+ of required data and supporting information is ingested up 

front to inform a touchless path 

+ QOTo+ of uo front and continuous triage to Tier 2/ Specialized is 

automated 

* XX%h improvement in cycle time (ex. Bl settlements within 60 days, 

cycle time to ladlity established] 

« XX%h increase in model identtied claims routing to specialized 

segments (ex, SIU 

Confidential Produced Pursuant fo Protective Ord HUROO1S6106
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DRAFT - For Discussion Purposes Only 

Strategic Intent & Vision 

Leverage internal and external claim information collected at FNOL to translate facts of loss into coverage and lability decisions andior recommendations, In 
addition, continuously validate lablity and coverage determination throughout clam lifecycle events. 

Strategic Statements Outcomes 

+ Information and documentation required for coverage and lablity decisions wil be established and gathered un ftont based + Greater automation and! or decision support leading to labor expense 

on claim path and scenarios, reduction 

* Coverage and Liablity decisions where possible wil be made at ‘interaction with the insuredipolleyholde, + lhereased speed to resolution (decreased avg, cycle tim} 

+ Lablty and Coverage escalation varies by complexty wth decisions stl targeted for 4interacton based on the folowing + Less variation in dectsion accuracy 

ies * Improved customer satisfaction with the claims rocess 

+ Level {: escalation to non-specialzed handler, Reviews decision or communicates to parties invoived. After interception 

of clam for lablity, claim is back on fouchless path Ohpecves Key Mes 
+ OF) of habil inati inital tr 

* Level 2: escalation to the right specialized handler for comolex scenarios where Al's not able fo make determination, Anat terion ae mate ltl age 

May require additional investigation, may be outside of intake function + §0/b+ of coverage decisions are made at intial trage 

* Level 3: escalation for leadership review based on scenario. high exposure, decision is made outside of models ©» 90-80) increase in throughput per handler 
recommended range, and/or deviation from antcivated oath predicted and intervention is needed + Sof gan oll nfl ce 

+ Insights and/or specified vendors (body shops, contractors, rental car agency) will complete damage investigation to inform 

and where apolicable make coverage decisions; internal data from other denariments ie, Underwriting and Agency wil be 

better leveraged as wel: exceptions kick out to SF claim handlers as noted in levels above 

+ 7% of subrogation referrals automated with no rework 

* Follow-up for documentation / information wil be lmited post FNOL as more decisions made andlor 

documentation/nformation request is automatediauto requested 

+ Documentation required for subrogation recovery wil be dentied during intl customer interaction or automated 

+ Vendor partnerships will have the skis, certfications andlor Icensing required for desired workflow. 
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Strategic Intent & Vision 

+ Guide customers fo optimal virtual or preferred vendor network option at intake, Leverage photos and loss reported data to understand pot ee anes 
(inclusive of vehicle, property, home), Determine repatrablity and the right repair channel at intake to eliminate delays in determining the correct path for property 
damage. 

Strategic Statements Outcomes 

+ Weare going to optimize our vendors to posttion as the best inspection ontion for the customer. one . 
een a + Increased Utlization of Viral Estimating (X"b handled by State 

+ MSO JDRP for Vehicle Farm, Y% handled by vendor) 

+ Conlractor//endor Network for Home/Business « Deorease Salvage Cycle time 

* Virtual estimating wil be handled based on 3 levels of complexty: + fnereage Preferred contract uflizaton 

* Level { ~ estimate is written through Artficial Iteligence (Al) capability delivering instant claim valuation + Ingovenentinledtin 

* Level 2~ estimate is pre-populated and review & approved by most cost beneficial accurate channel (SF vs. vendor 

* Level2-Alleel of orfcenc low based on eparabltyDamageID fr pepopulting estimate ths Ga fouled io reteed — Qhigotiyes / Key Metrics 
service provider fo be physically inspected. 

+ The EXE salvage process's a hybrid process leveragng a combination of et renat ae r solutions, intemal capabities ‘99% of repairs go through virtual or preferred vendor options 
ald process changes, and a SF run governarice and quality monitoring structure for facitation + of danagevan dove italy 

* Contents self-service options wil require vendors to work clrectly with the customer to create inventories (H/B) . 7 
+ 10% Select Servica program utlization 

ALE self service option wil require vendors to work dlrecly withthe customer for housing solutions (H/B) . . . 
80% virtual handling of non-program estimates 

+ Injurisdictions where allowable, only DRP options are presented to customer. (Criteria such as shop performance, location ete, are utlized 
to uraoe list of shops to select fom}, Shop connect allows customer to view inspection avalalty and schedule ei appointment * 60% of non-program estimates are handled through photo estimating 

Vet + XX of Tota! Loss claims are handled through ETL 
+ Injurisditions where we cant be as drectve, MSO/Select Service shops wil be postioned as the best option forthe customer, however, “ 
decison ree wil provide adtional options to sat statutory requieerts (Vehicle) * AK ‘himprovement in reparadle and noreparable ea te 

+ Based on nereasedaouay neal los, wrt fing to DRP shops willbe forreaate vhs nly and canbe futher aged ‘4X7 of estates are inated through automaton 
at the shop level based on complexty of hit and claim characteristic (vehicle) + YOhofestmals ae completly aomated 

+ MSO and DRP shops wil fciitate all actuties once assignments mace (vehicle 
+ XX% of total oss settlements are completed virtually 
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Strategic Intent & Vision 

 Utlize internal and external data to inform insights fo improve injury denttication, claim classtication, escalation, inury evaluation, offers, offer timing and 
negotiation ({f applicable). This includes demand packages, medical bills / records to be automatically reviewed/analyzed and surfaced if necessary to helo inform 
what is needed during claim life cycle. 

Strategic Statements Outcomes 

+ Offer workfiow (¢.g ming, delvery, et) wi! be based on exposure, oartclnants and claim characteristics * Increased of automated ote wihout hander intervention 

+ Ors be made aia where posse basin dts ae captured for evaluation zing frat itn *-*oTeasedaceuray 
claim fie and lor historical data + Direct Ciaimant Closures 

* Offers wl be made cect to camantsfatomeys trough dgtl channels wthoutacaim handler tou forlow compet + Grage fiany in fist party medial cams 
and low isk claims, Reduce relance on over-documentation where anorooriate and allow {Sand 3" part inury claim oe | 
elton to be informed by sighs * Human capital wil be shed towards focusing on 

negotiation/detense strategy, 
* Demand package review wil be enabled, driven and automated by insights _ 

| | | Objectives / Key Metrics 
+ 18 3¢Party medical lls / records wil be analyzed against claim characteristics and outputs (¢.9, icing, range of value, 

strengtis and assertions) wil be embedded into the workflow without human intervention where possible + $f of uy exposure dente alt tage 

+ gation statey wl be informed by data fom both internal and extemal souoes Ligation wil be more aulomeled based © * 90 of jury rect carat resouton at rake 
on eect pln gan clam scenario and esata or leven ner aporoprate The cl wil be made + XAhadlopayment of pay medical cains 
avalaole for modeling insights to inform muttiple elements during the ltigation Ife cycle. Continuous improvement of fhe eee 

Satl/Defnd recommendation wil be supported by enema vendor agreement tat il constanlymontorexterl Pint * $80 crease in troughputper hander 
Attorney actions/esuts 

+ Folow-up for itgation strategy is optimized and documentation information related to ligation is warehoused in dla 

environment that minimizes mal/emaliphone interaction needed with defense counsel 

Vendor oartnershios wil enable abilty fo automate generation of people profile (while also leveraging internal data avalaole) 

for early [D of injury and improve accuracy. Data wil not require human discretion to produce rather be driven based on 

claim characterstes 
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Strategic Intent & Vision 

+ Ingestion of telematics wil reduce manual intake effort and inform the claim path through ingestion of realtime loss information, The value realization wil require a 
target state data architecture which captures all forms of data, unlocks ito be leveraged across multiple fools, build insights, and ensure that data recelved is 
accurate, 

Strategic Statements Qutcomes 

* Eyoense reduction by reducing need for capturing loss information 

| | re + manually at intake 
* Telematics /loT data strategy wil focus on procuring data in a format fnat alows us to utlized telematics data across 

Journeyslacross vendors etc. downsiream, Accuracy benefits by defining claim classfication and path ear'y in 

* Telematics / {OT use cases wil focus on loss orevention services to drive digtal engagement, pre-population of claims data —_—‘fecyce 

at intake, augment core claim decisions | 
4 + Increased customer adoption of auto/smart home telematics 

+ Telematics and [OT will be enriched wih internal and 3 party data to feed analytical models and inform insights to 
iri cin aati + Decrease in severity due to early detection/mtqation of damages 

(Home/Business} 

* Supplementing claim data with Telematics and 1OT data is a key component for touctless claim journeys, Objectives Key Metis 

+ §0%o+ of required data and supoorting information is ingested un 

front to inform a touchiess path 

30-50% increase in throughout per handler 
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Strategic Intent & Vision 

Create a customer centric journey providing personalized interactions and ariving self service interactions, Leverage insights and claim charactenstcs which 
surface the ‘next best action’ for customers in self service workflow, Create clay for customers and agents and reduce the need for Stete Farm intervention, 

Strategic Statements Outcomes 

+ Atal phases in the claim ifecycle we wil lead witha dita! fst communication strategy. The dtl channel wil be  -* ‘Reduction in inbound cal equency 
Informed by customer preferences, clam charactenstcs/c'asstication, Flow up will be crected to digital channel, + Cosme sue ina 

* Qutbound communication, exoectations and notfications are prontized by claim classtication and jurisdictional + Reduction of cai hale tasks and calendars 

requirements, These communications wil be executed through cigital channel, and exception based non-digital 

interactions wil be focused and intentional. * Chl Tine reduc 

+ Customers are ‘opt-out instead of ‘opbin’ for priortizing digtal communication channe's, Onjctes Key Mets 

+ £0%ot of losses go through digital intake and are contained inthe digital channel 
+ Simplified and intutive workflows through digital interactions are established to drive ease of use (this goas for claims 

(no human follow up required) 
hub, agents, 3rd partes, vendors} 

ae Co, , Dt unit cost rection per service transaction 
"Measurement and goverance mechanisms bult around interactions drive accountabilty and maintain adoption of digtal 

channels XA of Sid party calls are handled via @ non-human responder 

+ Difernties ae cuted fr rterested pats fo alow aces cfhfomatn aswel arent iv worl asad on * ™¥6TAgetcals ce harlt va arontuman spon 
party and level of action needed for claim, + Reduce ells pe claim by XX (Auto) 

Certain journeys, claim types and parties wil o¢ nted to only sel-service cotions (VR, chat bot, mobile app, online) + -‘Inerease Sel-Service fom XX to KX%s (¥EZO020 target, 20%) 

+ fer intake, al tasks needing to drive claim towards resolution wil be prompted for customer workflow trough se —-«*-—‘Wevease Loss Reporting Sel-Servioe om AX fo XX‘ (YEZ0 tage. 12) 

sevice cannes win Irterventon equred ony for complex scenarios + reese RepaAssitart Sl See fem 8s to XX (VEO arg 274 

+ Inerease Rental Selt-Service from XX¥h fo XX% (YE2O target: 9.5%) 

+ Inorease Glass Selt-Service ffom XX%a to XX%s (YE20 target 41.5%) 

Increase ERS Self-Service from XX% to XX (YE20 target: 18.5%) 

~-HUROOLSBITT Confidential Produced Pursuant o Protective



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

DRAFT - For Discussion Purposes Only 

Strategic Intent & Vision 

+ Escalations and oversight for activities wil be based on claim characteristics and surfaced to the night handler, leadership, or expert. We wil cross reference 
historical data and performance with claim characteristics fo choose the appropriate evel of leadership for intervention, Dynamic quality monitoring will enable 
inventory inteligence and early signal monitoring and to allow pre-emptive claim intervention, 

Strategic Statements Outcomes 

* Calendar based workflow wil be eliminated and replaced with data-driven interactions to work files at ight time Reduction n complaint frequency (agent, contractor, DO!) 

+ Authorty process is no longer determined by monetary thresholds and escalation folows data driven escalation thatis + ‘Increase n quality due o appropriate intervention 

senaant ca cass se Reduction in cycle time due fo prioritization and handing efficiency 

* Escalation is surfaced to the right evel of intervention or review needed instead of manual identfication and push through a . 
nui eves Narrowed and priortized span of controls for leadershio 

« Escalation wil be ‘action based’ instead of ‘ule based’ * Ear tera 

Financial contro! and review wil be streamlined, automated, and prorlized based on claim characteristics and revamped Opjctves Key Metis 

triggers. * Qualty claim handling metrics 

 Qualty monitoring is narrowed and priortized based on analytics and insights, replacing the current OAR and MCAR 

processes, 

* Inventory inteligence informs real-te quality monitoring, minimizing need for retroactive fie reviews and analysis 
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Strategic Intent & Vision 

+ Increase strategic vendor partnershios with expanded decision-making rights anc implement real-ime performance monitoring to drive accuracy & efficiency 
Improvernent. Vendors wil be required to/enabled fo provide supplemental information or validate the accuracy of loss facts for a given clam fo ensure adequate 
performance, 

Strategic Statements Outcomes 

«Vendor engagement in processes is dynamic based on workflow needs + Abiity to dynamically change cost structure and footorint based on 

+ Vendors are utized as strategic partners within ecosystem and leveraged to increase efficiencies, cost structure, and pane and cea 

accuracy. Objectives / Key Metrics 

Vendors wil be assessed for where they can be engaged to dive efficiencies and benefits n the process, + 20-50% unt cost reduction for field inspection 

"Governance structure for vendors is tallored to use case and engagement level of vendor within procasses, + 20-50%+ cycle time reduction 

+ Oversight or vendor partnerships wil be optimized based on performance and contractual agreement + 20-50% unt cost reduction per service transaction 

Vendor oversight wil he data driven based on vendor integration into claims Ifecycie and tasks performed, 
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oto Intake Test External Data & Medla Ingestion at FNOL Digi! Intake Ootimizati 

Extemal Data & Media Ingestion al FNOL Fire Digtal Payment Workflow Proximity Design 

Claims Triage Optimization Fire Mortgage Company Validation 

Shift Fraud Test 

Digital Reporting Enhacements 

Fire Work Priortization 

Insights - Tage, OCR, Specialized Handing AME 

Avtopay Enhancements 

Automate Assurant / CDE 

RDG UERCVERG 
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Virtua! Claim Handling Design «Aut Optirize Estimate Pre-popuation Instant Glam Valuation 

Virual Claim Handling Design - Fir Fuly Integrated Virtual Inspections 

Optimize Eslimatic Options 

Total Loss Identfication Ontinization 

Hal Damage Analysis 

Vendor Profle for Key Skis 

Automated Wind Hall Workflow 

RDG UERCVERG 
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Drive Sate & Save 

Auto Manufactures Initative 

Qualty Scoring & Review 

Claim Quaity Escalation 

Fraud Specialized Handling Design 

Diaitel Mecia Integration 

lol and Smart Home 

TBD 
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Claim Role Recesign Future State Tir 4 Desin New Model Migration 

Express Demand Pool Consolidation Future State Ter 2 Design Proximity Design 

Auto ILR & Exoress Design Review Future State Te 3 Design 

Auto ICR & Fire ILR Design Review Enterprise Claim Associate Design 

Property Complex Design Review 

Inury Segment Design Review 

Auto ILR & Express Design Review 

Insights Move Teams 

RDG UERCVERG 
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' Finalize Accountability & Oversight Framework - create of framework fo ensure progress ovards 

arget stale and realization of benefits 

Refine Detailed Horizon { Implied Changes - connect strategic intent fo Horizon 1 changes and 

Summarize major People, process, technology, mode! implications 

S fo suppor ners eficeny ' Finalize Horizon Qutcome Analysis - complete high- 
outcome targets by horizon 

Resource Mobilization & Work Activation - alignment of leadership and project resources to 

workstreams /intatives and activate new or continu in-fight 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 

SS Sas os 
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+ Rapid response to frends 

| mance th enonment 
+» Equipoed with new, ftHor-purpose 

tools & capabilites 

+ Example: Auto & Fire Model 
Enhancements 

+ Skis & talent to proactively address 

specttic trends 

Example: Expert Talent on Complex 

clas 

RR: 

st 

New Ways of Working End to End 

Tailored 

Interactions 

an a 
\ 

Multi Skilled 

Talent 

aN 

‘ . « 

+ Evpand Rideshare / Fleet volume 

+ OEM Partnerships 

* Support growth of Smal Business 

Insurance 
* Other opportunites new markets 

Vendor Ecosystem 

Strengthen The Model {Capabilities} 

Talent / Performance 

Quality Claim Handling Fundamentals 

Claim Insights Led 

Flexible and Leading Technology 

a 
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future operating model principles 

From the core model, we defined the folowing future 

operating model quiding principles... 

e
m
 

. Move Claim resolution toward beginning of Lifecycle 

r
o
 

. Embed Arificial Intelligence in most workflows 

c
a
p
 

_ Eliminate non-judgment based actities through 

automation 

_
—
 

. Guide interactions to the optimal channel 
a
 

| 

. Leverage vendor ecosystem to accelerate solutions 

and play spectfic roles in our model 

a
>
 

. Algn talent and ski sets to the right work 
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Strategic Imperatives & Building Blocks 

+ Focused on better defining ‘Human 

Capital Alignment" in our Insights- 

Driven Transformation 

+ Validated Strategic Imperatives and 

Building Blocks are sil relevant and 

required for future success 

+ World Class Thage 

+ Automation & Self Service 

+ Intelligent Decision Support 

Confidential Produced Pursuant o Protective 

Claim Insights 
Driven 

It/ enhanced existing strategies and focused on how current transformat 

In-Flight Transformation 

Current strategy has demonstrated that using data 
and Alin the clams process improves qually clam 

handling and customer service. 
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jon enables the future model 

Building Towards Future Operating Model 

We wil be Claim Insights led in everything that we 
do {o improve productivity, enhance customer 

experiences, and pay what we owe. 

ee ee ee ee ee ee ee ee ee ee oe ee ee ee es 

Auto & Fire Model 

Enhancements 

This work has provided a foundation for focus and 

enabling claims employees to work smarter and 
more efficiently, 

We wil continue to focus on scale plays whe 

enabling specialization and expert skills where 
requlted. 

ee ee ee ee ee ee ee ee ene ee ee ee ee ee ee ee ee ee ee ee ee ee ee ee ee ee er es 

Technology & 
Data Enablement 

Technology and data enablement have been key to 
changing how work is completed (e9,, insights, self 

sence] 

We wil continue to focus on claims technology and 
dala modernization by making key technology 

Investments 

Ecosystem 

Partnerships 

AE ar OY RES RC RTE AE AY aM Te at ay 

Philosophy 

ee FH AE a OR RE aE aT ae 

Worked with our vendors to take a more 

performance-based approach fo support our 
objectives. 

Modernization of key elements of our claim handling 
philosophy 

ee ee ed 

We wil shift our mindset io strategic partnerships 

with vendors fo accelerate solutions and fo play 
speciic roles in our operating model 

ee ee ee ee 

We wil continue to evaluate claim handling 
philosophy considerations required to support the 

future model 
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Cur 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 complexity is aligned for Equigned with modern technology, digital capabiities and fools 

scale and consistency fo enable scale and specialization across Enterprise Claims 

Front door (mobile, cigtal and call center} to the claim 

Enterprise Clams organization wil focus heavily on resolution and trage of claims 

Tier 4 early at intake, We expect some specialization to reside here in 

order to increase our ability to resolve claims more quickly 

We expect more complex claims to require a degree of 

specialization to handle additonal investigation, evaluation, 

and negotiation to resolve accurately and promptly 

The model wil enable key specialization required to address 

the most complex work, unique jurisdictional challenges, and 

emerging trends, 

ae 
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Future Environment 

Align scale and specialization across 

Enterprise Cialis Examples 

Front door (mobile, cigtal and call center fo the claim + Simple Auto Claim: Shit focus from purely FNOL to 

Enterse Cains organization wil focus heal on resolution an tage of clams establishing coverage, lab, and damages at Intake. 
Tier { early at intake, We expect some specialization to reside here i 

order fo increase our abilty to resolve claims more quickly 
«Tier | Injury: Prompt resolution at Intake 

+ Complex Liability: Further investigation required (multi car 
We expect some claims to require additional investigation, rerio cst 

evaluation, and negotiation fo resolve accurately and 

prom Complex Injury: Mechanism of injury investigation or 

sunninnsininninannninnsnnnnnnanin clinical expertise required 

The model wil enable key specialization required to address 

the mast complex work, unique jurisdictional challenges, and 

emerging trends. 

* Complex claim situations - litigation management, extra- 

contractual tigation, etc. SPECIALZED 
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Operating Model Principles 

1, Move Claim resolution to beginning of Lifecycle 4° Guide interactions to the optimal channel (Sel-service, chal, et.) 

2, Embed Artfical Inteligenice n all workflows 9, Leverage vendor ecosystem to accelerate solutions and play spectfic roles in our model 

3, Elminatenon-judgment based activties through automation 6. Align talent and skl sets to the night work 

Strateaic Imperative 

* Data inteligence (photo/video telematics) atFNOL + Deliver solutions to automate claim handing decisions * Pri nyc es an pert vor 

+ Establish guided repair inspection processes * Guide interactions fo the optimized channel TENSE Sg np DES TG 

 Anighly skiled and experienced workforce to improve 
« Dataecriven Workflows «Intentional, personalized customer interactions doe 

qualty claim handling 
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28. Automated Inspection 
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Notifications are received regarding a loss via telematics or other intemal vehicle device 

Intelligent Messaging Commuricaons ave automated othe customer digtaly to rfor on status pons and request ations pe a 2d 
taken to complete a guided workflow inclucing chat Bot interaction texting capabilly, and othe OS 

aporoptiae communication curing the claim lfecycle, 

se
 

Claim handler inventory prioritization tool Standardized business and mode! real me montoring to undetstand ie clans on he aporopte path Produc is inceesed by reducing he amour 

(CHIP) (Louchless oath, touchless+, or complex} (automation of intake, coverage, labllty, payment, et oflow value or unnecessary tasks per claim 

un Liablly decisions are automatically recommended based on facts ofloss,piclures of vehicles, and Productivity i increased as legs manual efortis 

Automated Laity Deteminaton customer provided details aquired 1 the investigation process 

Claim information 's leveraged (collected intlly at FNOL and as information is refined} to route tothe 
crn appropriate claim specialist This i continually updated and acted upon in real fe: this process should 

Advanced Claim Triage improve the information thats known and predictive modeling to start and interpre the path that a fle Improve quay claim handling and more accurate 

(+Flexible Staffing Capacity] take (jury and efcient age 

Specialized staff are utlized to address exception handling andl route the clam fo a fouchless path 

SPARE ARN 
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Optical Character Recognition (OCR) / Text 
Mining 

Third Party Data Ingestion 

Document Imaging and Indexing 

IT Architecture 

Intent Driven Digital Interactions 

Modern Associate Desktop (MAX) 

=
 Instant Claim Valuatio 

Dynamic Party Profiles 

Intelligent Damage Evaluation 

Confidential Produced Pursuant to Protective Order 

Leveraging of OCR’ Text mining tools for the consumption of unstructured data, index, ilerpret and use 

for operational nteligence and action (.e, photos of vehicle damage to interpret impact points and 

provice labity support, mecteal billing and records intake) 

This wilreduce manual activities and inaccurate 
data gathering, I wil also automate and 

streamline processes fo mprave accuracy and 
efficiency. 

Leveraging data fom outside resources, vendors, and unstructured data comming from customers that wil 
inform the claim process, remove manual tracking and data entry and create analytes that support data 

driven decisions, 

Ingestion of documents, creation of dill copies, and indexing documents received fo spectfic claim 
fies, 

Evteral dala proviced by programs such as Drive Smart and Save, or OEMS to document known 
information and inform claim decision making (Le. speed and point of impact ofthe vehicle} 

Customer intent s understood and ullized for service interactions based on oml-channel responses, 
current behavior, and historical customer data 

A worktlow that is context spectic and is able to follow “next best action’ methodology wit Itle 
associate interaction! decision making, wich can be leveraged for both internal and extemal process 

quidance 

AI ity ‘o provide valuation based on vehiclelproperty dala and facts ofoss instanly tothe customer at 

logs report ((.¢, Vehicle otal loss conditioning, Medical Bis, Theft of Personal Property) 

Profiles ofall parties involved in the claim wil be created and constantly updated as new data flows in 

This includes, buts not limited to, medical history, clei history and thc party data 

Damages are entfied (vehicle, property, home) by leveraging photos and loss reported data to 
understand potential extent of camage, 

This wil reduce manual acivtles and inaccurate 
dala gathering. wil also automate and 

strearnline processes to improve accuracy and 

efficiency, 

his wil reduce manual actives fo scan and 
ssign inbound mall and paper and routing to the 

rect claim and helo with priortizing next best 
actions. 

>
 

8 

Increase n acouracy and reduction in cycle time 
wth early determination of cla path 

Provides fr the ability to Keep a claim on a 
touehless nat thereby increasing productinty and 

decreasing manual fouches 

Inorease handler productvty and accuracy 
through enhanced workfow, 

Time spent analyzing documents and information 
to achieve claim value wil be minimized and 

ually lain handling wil improve wih Al 

assistance 

Accuracy improvement based on adaltional 

information collected to determine claim path 

Physical inspections fo identfication of 
eparabilly wil be limited, and capacity wil be 

shifted to evaluation of damages f needed. Time 
inprocess wil be shortened due to increased 

accuracy of repaltabilty at intake, 
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FocusArea Summary of Key Gaps 

FCOSYSTEN Identify vendors fo play soectfic and more holistic oles within the operating mode! 

PARTHERS Expand 3° party data partnership to enable more accurate and efficient decisions 

“cing ait Pps 
PROCESS Guide associates & customers to take action or make decisions 

Integrate more insignt into the parties and claim to enable more accurate and efficient decisions 

a eee 
Escalate to leadership automatically based on insights and claim characteristics 

PHILOSOPHY 

Identify vendors to assist wih complex decisions 

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

| Cipancidocmit dati velininekypianniniein 
PEOPLE Uoskl reskilor acquire skils to make complex decisions, ulize analyticstechnology, and world class service 

Equip workforce to be flexible and adaptable fo changing trends and reeds of the operation 
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strategic Goals Operating Model Princiles 

', Move Claim Resolution toward beginning of Lieeycle 

2. Embed Articial Intelligence in most workflows 

3, Eliminate non-judgment based actvties through automation 

4. Guide interactions to the ootimal channel (self-service, chat, et.) 

9, Leverage vendor ecosystem to accelerate solutions and play specific roles in our model 

6, Align talent and skil sels tothe right work 

Onerating Mode! Obiectives 

‘, 99% of repairs go through virtual or preferred vendor options 

2. (ot of losses go through cigtl intake and are contained in the digital channel (no human follow up required) 

3. 35-40% touchless claims 

4. 90% of labilty determinations are made at intial tage 

9. 80+ of coverage decisions are made at inital rage 

6, 40) of damage evaluation done virtually 

7, 95% of injury exposure dentiled at intial trage 

8, 90'o+ of injury crect claimant resolution at intake 

9 20-30% unit cost reduction for field inspection 

"0. 20-30 %b+ cycle time reduction 

"1, 20-50 unit cost reduction per service transaction 

"2. 80/I+ of required data and supporting information is ingested up front to inform a fouctless path 

"3, 90/b+ of up front and continuous trlage to Tier 2/ Specialized is automated 

‘4, 30-30% increase in throughput per handler 
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