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STATE OF OKLAHOMA OKLAHOMA COUNTY
3
BILLY & LACY HURSH, SE.P 0 2026
RICK WARREN
Plaintiffs, COURT CLERK
88

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.

CORRECTED 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 Corrected' 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

! The exhibit stickers were deleted when originally submitted for filing. The only correction herein are the exhibit

stickers.



(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:”

Horizon 1 Horizon 2
* Move coverage (and liability) decisions earlier » Vendors are smpowered to make decisions and
In the lifecycle through insights acceleration and pass conclusions along to move claim forward
workfiow 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 & + Shift from calendar-based workfiow to intelfigent
accuracy inventory prioritization and task surfacing
* Claim classification Informs skill-based routing . jorshi ati
ard outcome-based claim handing. L’Jmmm&“mmﬂ'&' o
* Auto & Fire Model Enhancement teams are allow narrowed yet prioritized management
optimized for ‘'speciaized handling' footprint structure
» Clalm characteristics are analyzed at intake to
predict exposure & path

FXPFILSE
EFbILnCY \/! $218M - $300M N ’ $325M - $500M

ASP.RaTIONS

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,
915, 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, 912, 577 P.2d 899 (An insurer must act
fairly when adjusting a claim.); Milroy v. Allstate Ins. Co., 2007 OK CIV APP 6, 118, 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,
HUROQ0031476. She also discusses “quality indicators trending positively” including the

following:



Other quality indicators trending positively include:
e May 2021 Total Roof to Partial Roof Replacemant 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 30" 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
Heffel@gablelaw.com

(405) 235-5500

(405) 235-2875 (fax)

ATTORNEYS FOR DEFENDANTS

Hannah Whitten




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

P&C Claims Fire Claim Quality & State Farnr.

June 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 leve!l. 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.

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

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

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

s 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:
« 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:

e 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

For ECRs, the drivers include:
e Paying for non-covered roof damage
« Reconciling the contractor's estimate related to water extraction (freeze losses)

FOR INTERNAL STATE FARM IJSE ONLY - Contains CORNFIGENTIAL infarmation which may riot be disciosed without express writlsn
authorzation, Paga 10f23
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Hursh, Billy, et al. v. SFF&CC, et al

» 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 hailllight wind.
o 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
e 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 resuits.

« All division leaders (CM, SM and TM) complete spot-check reviews as outlined in the Fire Quality
Pian 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 opportunities like “Reasonable Appearance”.

ECR Vendor Performance Managemant
« Delivering reinspection findings at macro and micro level to vendor executives and leaders
regarding error frequency and most common errors to enable action
» Vendor Performance Dialogue sessions with vendor leaders where specific aclions/tactics are
delivered by firms in quality space
* Tracking of ECR tenure to obtain action plans by ECR Vendors when thera is lower 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. Ovaerall 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
result was the fowest of the year.
* % FED to Estimate Dollars Written has been below benchmark (5.43%) 4 of 5 months this year.

Drivers
Coverage
» 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 betwsen mitigation and repair estimates
« File documentation to support claim handling
Scope
* Over scoping; top driver associated with paint

FOR INTERNAL STATE FARM LUSE ONLY - Contains CORFIDENTIAL infonmation which mey rot be disciossd without express writlen
authorzation. Page20f 3
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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 Resuits 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 Reinspaction Coverage finding in monthly performances conversations
+ Q2 Water Forums - Focus on Estimatics and Reconciliation bassd on top Reinspection Findings
o Expectation setting for all claim specialists and leadership
s 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 raviews in monthly performance discussions
e 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
= 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.

Resuits

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 1o .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
* Inconsistent confidence levels preventing handlers from engaging with contractors on reconciliation
« Coverage determination for CRSL and slab leaks is inconsistent

Actions in Progress

e Accountability and follow up fo the individual Online Reinspection Tool results is focused and

scheduled for all levels of leadership, with MyBlock decumentation.

» Water Forums are building skillsets and confidence for handlers with coverage determination and
reconciliation. Skills assessments following the forums are utilized fo 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 handiers

Claim Insights for accelerated water reviews for coverage and estimatics

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

e & & 0
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Hursh, Billy, et al. v. SFF&CC, et al

From: Kathy Ress [/O=STATEFARM/OU=HOME/CN=RECIPIENTS/CN=HES8}]
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 3112020.pdf

Please do not forward.

From: Wensley | Herbert

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

To: DL-PC-CLMS-OVPs <DL-PC-CLMS-OVPs.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, Cheryl 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

EXHIBIT

2

Confidential Produced Pursuant to Protective Order HUR00156099
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