Benchmarking for Claims Operations
at P&C Insurers

Our Ward benchmarking data and industry insights uncover opportunities to improve the
cost and efficiency of your Claims operation.

| |
Optimizing the competing forces of claims severity, expenses, and serviceis a We're here to
challenge for many insurance companies. Benchmarking claims operations helps empower results
insurance companies define measurable objectives, and identify and capitalize on Contact us for
improvement opportunities in the claims function. More than ever, we hear company more information:
leaders asking: Jeff Rieder

513.746.2400

5, * How do we define measurable objections for claims output? jeffrey.rieder@wardinc.com

* Isouroperating model cost effective and efficient?
* Do we have the right productivity standards?

Benchmarking sharpens your perspective on performance

Benchmarking is a key component in capturing the full picture of where you stand compared to your peers
and is integral to your continuous improvement strategy. We are the leading provider of benchmarking studies
for the insurance industry. We analyze expenses, staff levels, compensation, operational metrics, and
business practices for all areas of company operations. From our proprietary data, we deliver industry insights
that help you make fact-based decisions about improving your operational performance.

Industry specific data to measure the performance of your Claims operations

Our Ward benchmarking solutions are specific to the insurance industry. Our Claims benchmarking program
delivers data specific to the insurance Claims function that empowers you to:

Assess the Analyze staffing levels,  Implementa Optimize the cost and
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We dive deep into your claims operation to deliver meaningful and actionable data

26 areas are analyzed within the claims function

Claims Support
* Loss Reporting
e Support

Adjusting and Appraising
* Homeowner
* Commercial Property

e Commercial Liability / Casualty

*  Workers” Compensation

* Personal Auto Physical Damage
e Commercial Auto Physical Damage

* Personal Auto Bodily Injury

e Commercial Auto Bodily Injury

e Bond

Sample deliverables

Legal

e Litigation

* Legal Support

* Legal Management
e Legal Bill Review

Claims Program

* Salvage

e Subrogation

e Fraud Investigation

e Medical Management
* Medical Bill Review

Quickly assess the overall performance of your claims
operation with a snapshot view of key claims metrics

General

¢ Medical Provider Network

e Auto Repair Network

e Claims Audit

» Claims Training

e Analysis
e Executive

Measure your claims operations compared to select

benchmark groups

® Company A Benchmark
Core
Company Core Benchmark Total Universe  Range of Performance Select Performance Metrics Total Benchmark Overall
Claims Expense as a % of GPW 4.00% 3.00% 3.00% o =] Company Group Benchmark
i 0 i 0/ 0/ )0/

Claims Expense as a % of Total Company Expenses  20.00% 18.00% 20.00% - Bl - . Claims Expense as a % of Premium 4.00% 3.00% 2.00%

Claims FTEs per $100M of Premium 10.0 13.0 15.0
Claims Expense per Reported Claim $900 $1,000 $800 - e O .

Claims Expense per Total FTE $35,000 $29,000 $27,000
Claims FTEs per 1000 Reported Claims 4.50 5.50 560 - e O . )

Ratio of Staff to Mgmt - Span of Control 4.00 4.00 6.00
Ratloof Salfto anagemet o00 80 o EEEST W Claims FTEs per 100 Total FTEs 18.00 20.00 10.00
Reported Claims per Claims FTE 200 210 220 s - -] External Adjusting Expense as a % of Premium 0.60% 0.55% 0.50%
Litigation Cases as a % of Total Pending Claims 15.00% 17.00% 12.00% s . a External CAT Expense as a % of Premium 0.40% 0.30% 0.20%
Legal Expense per Litigation Case $15,000 $10,000 $12,000 s | Claims Litigation Expense as a % of Premium 2.00% 1.50% 3.00%
Losses Paid per Paid Claim $5.000 $8,000 $7,000 [ ) o =]

Get clear perspective of your improvement opportunities

@ Most Opportunity (+25%)
Some Opportunity (up to 24%)

Analyze the efficiency of your claims function and track

performance year-over-year

@ Least Opportunity (0 or less) Claims Expense Per Reported Claim

® Company A O Benchmark

Funtional Area Cost Driver
Company

k| Expense Benchmark |  Staffing
Group | Gap (000s) | Indicator | | Company | Group Gap
° E 240

° X 304

1. Loss Reporting Total Premiums 0.10% 0.06% 5160 153 053 Benchmark Comparisons
2. support Total Premiums 013%  019% 520 205 281 Range of Performance

Total Support a0 058 r
AT T ase% | san s e um oue  ew o Claims Support
4. Commercial Property Adjusting Commerelal Property Premium s08%  249%  $1272 ° 23.08 1497 646 °
5. Commercial Liabilty/Casualty Adjusting  Commercial Liailiy/CasualtyPremiom  3.11%  293%  S135 4 w30 16 199 DS
6. Workers' Compensation Adjusting Workers’ Compensation Premium 2% 280% 399 ° 2288 200 o7 a - -
e . S Adustingand Appraig
8. Commercial Auto Physical Damage Adjusting  Commercial Auto PD Premium 381%  555% $522 2861 4478 485
9. Personal Auto Bodily Injury Adjusting Personal Auto BI Premium 4.67% 3.87% $240 4213 30.60 3.46
10, Commercial Auto Bodly njury Adjusting.  CommercialAuto B Premium 2w 2am 15 02 150 15 8 Legal
11, Bond Adjusting Bond Premium 000% | 873% 50 5 000 1630 000 5

Total Adjustir d A $63 6.48
12 iigation Total remims 2w e s o w0 om om Claims Program
13. Legal Support Total Premiums 043%  0.22% $840 ° 0.00 017 068
14. Legal Management Total Premiums. 0.34% 0.22% $480 @ 272 1.86 344 o
15. Legal Bill Review Total Premiums 0.02% 0.04% -$80 o 011 030 -0.76 (]

Total Legal S840 108 General
161 Salvage Property Premium 003% | 008% Y} ° 047 091 007 °
17. Subrogation Total Premiums 0.16% 0.10% 5240 o 167 081 344 K3 Company A CompanyA  Core Small Large Overall
18, Fraud Investigation = | irie oo0s% oo 8120 ° 04s 058 056 ° Prior Year Benchmark ~ Company ~ Company Benchmark Total
15. Medical Management iabilty and Casualty Premium osm%  osm &7 ” 0es o5 005 ° Group Group  Benchmark
20. Medical Bill Review Liability and Casualty Premium 0.18% 0.19% $15 (] 0.84 071 0.20 iy

Total Claims Programs S171 296
21. Medical Provider Network Liability and Casualty Premium 031% | 021% 150 ° 0.00 003 005 r
22. Auto Repair Network Auto Physical Damage Premium 006%  014% 560 ° o6t 13 0st

a Total Premiums oom | ow% | s e 027 om | am | e -

Total Premiums 0.04% 0.04% S0 ° 0.34 0.30 0.16 a
25. Analysis Total Premiums. 0.00% 0.06% 5240 = 0.00 043 -1.72 -
26. Bxecutive Total Premiums o7 oisw 8o s o7 0% om °
all data is illustrative
2013 2014 2015 2016 2017

For more information, please visit wardinc.com.
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