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INS.AGENCY, INC.,

Defendants.

PLAINTIFFS' RESPONSE TO STATE FARM'S IMPROPER NOTICE OF MOTION TO
CONSOLIDATE THE DEPOSITIONS IN THIS CASE WITH A CASE PENDING IN
ANOTHER COUNTY & COUNTER MOTION FOR RULE 4 ORDER THAT

THIS CASE IS NOT TO BE CONSOLIDATED WITH ANY OTHER CASE

COME NOW the Plaintiffs, by and through their counsel of record, Whitten Burrage, and
respectfully request that the Court issue an order that this case and the discovery and depositions
herein is not to be consolidated with any other action, Plaintiffs are willing to have oral anguments
if this Court prefers. but in the alternative, Plaintiffs request & ruling on the briefs under Distric
Court Rule 4(h). 12 0.5, Chapter 2, Rule 4(h) (“Motions may be decided by the court without a
hearing, and where this is done, the court shall notify the parties of its ruling in writing by mail or
emal.” )

PROCEDURAL HISTORY & FACTUAL BACKGROUND

On December 4, 2025, Plaintilf moved for an appointment of a special discovery master in
three cases pending in front of Judge Dishman in Oklahoma County and made a secondary request
1o consolidate those cases solely for judicial economy of the special discovery master {Adair v
Steate Forem, CJ-2023-6121; Prudft v State Farm, C)-2024-7828; and Cox v Srare Farm, C)-2024-

7630), See e.g. 12/472025 Adair Mot. for Special Disc. Master.




On January 9, 2026, the partics appeared in front of Judge Dishman on PlaintifT™s Motion for
Appointment of Special Discovery Masteér in those three cases pending in front of Judge Dishman
against State Farm at similar stages of discovery wherein Plaintiff made clear that consolidation of
the three cases at issue was not the main request, as “plaintiffs are willing to bear the burden of three
separsie special discovery masters if this Court is not inclined 10 conselidate.” See Ex. 13, 4dair
1972026 Hre. Trns. at 12:6-8. Judge Dishman decided. “1"m not going to consolidate. and the reason
I'm not going o consolidate is because | think there are too many differences when vou name the
individual agents as a defendant, All those situations are going to be factually different.” Ex. 33,
Adeair 1/9/2026 Hrg. Trms. at 31:7-11.

Ironically, the last time PlaintifTs counsel moved for consolidation prior 1o the request to
consolidate for only discovery purposes in cases pending in front of the same Judge {Judge
Dishman) was in CJ-2020-4453, wherein State Farm filed o Response 1o Plaintiffs’ Motion for
Consolidation on January 16, 2024 with the following arguments to prevent consolidation in fromnt
of Judge Timmons:

Consolidation should be denied because Plaintiffs have not met — and cannot
meet — the burden placed on them to demonstrate that: (1) consolidation will
benefit judicial economy withoul causing delay, undue expense, prejudice, or
confusion; and (2) sufficient common questions of law or fact exist,
particularly as to the agents sued in each case.

Consolidation of the cases urged herein is not permitted because the issues are
neither identical issues as required by Local Rule 9 nor common as required by 12
05, § 2018, But the Court need not even get o that substantive prong of the
analysis, because Plaintiffs are not simply asking the Court to combine the causes
of action against State Farm, bul nine separate causes of action against the agent
Defendants ansing from entirely different and unique facts. Further, the cases are
of varying ages and in different litigation postures governed by different discovery
orders. The disparity among the cases both factually and procedurally negates
any perceived efficiency and reveals the delay, confusion, and prejudice to the
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individual agent Defendants, State Farm, and the jodicial svstem thatr will

result.

For example, Mida, arises from a hail claim made more than four years ago and has
been on file since September 2020, while Fletcher still has pending motions to
dismiss with answers nod yet due. Likewise, in Nida, Hosfer, and Kveer, extensive
nstitutional discovery has already occurred, while initial discovery requests have
ol even been served in Fleseher. As to most of the others, they are in varying stages
of non-"native” document production made subject to protective orders entered by
the judges in those cases with grester protections than have been ordered in the
cases before this Court. Each of the cases where discovery has taken place have
different discovery rulings by different judges that would need to be addressed
one by one and reconciled in a consolidation by this Court that would take
extensive motion practice as well as hearings. Given the different procedural
postures of these cases und Plaintiffs' wnexplained delay in moving for
consolidation, granting Plaintiffs' Motion would be prejudicial to the
Defendants, delay efficient and prompt adjudication of cases that does not
benefit any party, and benefits only Plaintiffs' Counsel.

Critically, these cases include not just State Farm, but mine individual agents who
had no part in the claim determination for which State Farm is sued. The agents
are instead sued under pegligent procurement and fraud theories, the
outcomes of which will turn entirely on what each Plaintiff said to his or her
respective agent and what his or her agent said to each Plaintiff. Indeed, the
agent issues veer entirely into policy issuance and underwriting questions and
are not at all about the claim handling for which Plaintiffs pursue institutional
discovery from State Farm.

As to the claims against State Farm, the Consolidation Cases involve nine different
disputes about whether nine different houses were damaged by nine different
weather events and to what degree. All nine have different dates of boss, ranging
from October 6, 2019, in Nida to October 14, 2021, in Kelly, implicating
differences in training and claim handling procedures. The nine properties are
located across seven towns, nearly half of which are not even in Oklahoma
county. As to Plaintiffs theme that State Fanm enforced a scheme for denying hail
claims, the hail determinations in Christy, Kelly, and Fleicher were made by third-
party inspectors not trained by State Farm or bound by its operational guidelines,
and McDow involved an external claims resource adjuster who was also not trained
by State Farm, In addition to the third-party inspectors, more than 20 different
State Farm adjusters were involved, meaning training material produoced in




one case may not be relevant (o another. Further, there were 13 different
contractors. Fletcher and Chrsty involve rental policies rather than homéowner
policies. Because the facts specific to each claim vary. the claim decisions also vary:
only one claim was dented; State Farm made payments in four cases; and in three
cases, although damage was identified. payvments were not made because the
estimated cost of repairs Tell below the total deductible and depreciution.

See Ex. 34, 1/16/2024 Nida SF Resp. to Mol to Cons. (without exhibits) {emphasis added). Despite
State Farm strongly objecting to consolidation of identical matters two vears ago. State Famm now
savs the same is proper, without distinguishing any of its previous arguments. For the same reasons
above, the cases pending against State Farm in front of different judges are not proper to consolidate.

On January 23, 2026, State Farm moved for consolidation of all the State Farm Oklahoma
County District Court cases pending in front of various judges in various different stages of litigation,
See Ex. 35, 1232026 Adair SF Mot. to Cons. OK County Cases (without exhibits), Plaintiffs
submitted their response and objection to such request. because consolidation is not proper and the
local county rule requirement of identical tssues is clearly missing from these cases. See Ex. 36,
21072026 Pls” Obj. & Resp. 10 8F's Con. Mot {without exhibits), See also Oklahoma County R. 9.
Thereafier, the parties received the following email from Judge Dishman's bailifl:

Judge has reviewed the Motion to Consolidate and below is his response.

Counsel,

Defendant State Farm's Partial Motion to Consolidate for Corparate

Discovery Purposes Only is denied, with respect to written discovery. While

the Court is sympathetic to Defendant’s arguments and understands how such

consolidation may create eficiencies for Defendant, the Court is concerned that

an order of partial consolidation may make things more difficult for the Court,

and create future, unnecessary litigation over what is (or isn't) “corporate

discovery.” The Count also s in agreement with the reasoning of the Attorney

Cieneral’s objection to the motion. My imention is for the discovery master 1o

handle discovery issues to the grestest extent possible. without the Court's
intervention.



Tht said, the Court is open to limititions being placed on the length or number of
depasitions of corporate officers. Please work together to come to an agreement on
this 1ssue. 11 not, please file o motion.

I you have any question about my ruling, please set us for a quick status conference
at vour convenience.

Sew Ex. 37, 572172026 Dishman Email Order, State Farm did not sk for o status conference with
Judge Dishman until over two months later and after losing several Motions to Quash in Oklahoma
County und Comanche County. See Ex, 38, 773172026 Rother Email. See alvo e.g. 10072472025 SF
Hursh MTL Ress, 10252025 SF Hursh MTQ Welsh, 107272025 SF Hursh MTOQ Manduca,
| 1/03/2025 SF Hursh MTQ Herbert, 1/7/2026 SF West MTO Manduca; 6/11/2026 SF Wesr MTOQ
Ress, Herbert, Moss, and Welsh. See alve. Ex. 39, Nursh 12/31/2025 JE; Ex. 40, Wesr 772472026
Order.

Six (6) business days later, State Farm filed s Motion to Consolidate the depositions in
only twio cases, the fursh Matter and this matter, both pending in different counties. See e.g. West
5F Con. Mot. This case is set for trial on November 2, 2026. The Hursh Matter's case number is
C1-2025-2626 and is pending in front of Judge Palumbo in Oklahoma County and is set for trial
December 7, 2026. In response to State Farm's request for a status conférence in front of Judge
Dishman, Plaintiffs objected 1o such conference, and provided, in relevant par:

We respectfully object 1o a status conference. We have communicated with State

Farm that in our view, the court welcomed a status conference if the parties

wiere unahle to come to an agreement on the length or number of depositions

in the State Farm cases pending in front of Judge Dishman and after State

Farm files a new Motion on this.

We would ask that the Court post-pone a status conference until State Farm

fites a Motion and Plaintiffs are able to respond on the merits in writing, We

alzo believe the Court would benefit from seeing the parties’ position in writing
before making a ruling on the new request to consolidate.




See Ex. 38, B/1072026 Burrage Email (emphasis added). Thereafter, Judge Dishman set o status
conference for August 20, 2026 at 2:30 PM. Importantly, the “corporate discovery™ Stute Farm
seeks to get another hite at consolidating is not even pending in front Judge Dishman, but is now
pending in front of Judge Sheperd. See Ex. 41, West SF Con, Mot (without exhibits). Furthermore.
there is no request 1o ke any of the State Farm executives in any of the cases pending currently
against State Farm in front of Judge Dishman,

To wse Judge Dishman’s email order to somehow argue that a ¢ase in Comanche County
which State Farm never even asked Judge Dishman 1o consolidate solely 1o ke depositions awiy
from this Court is improper and unprecedented. Those making the rules for this Court chose 1o
allow consolidation only if the issues are "identical.” Oklahoma County R. 9, Consolidation
limited to Oklahoma County does not meet the requirement of identical issues. Furthermore,
because of State Farm’s attempts to rob this Court and Judge Palumbo of the ability to conirol their
dockets and orders in the two most advanced cases set for trial, Plaintiffs are filing a Motion in
both in this case and the Hursh Matter for an Order removing these cases from any future
consolidation order.

ARGUMENTS AND AUTHORITIES

Why does State Farm now seek this extraordinary and unprecedented consolidation of two
cases proceeding against two different agent defendants across two different counties? The answer
is simple: they do not like the dizcovery orders issued by those judges (specifically this Coun and
Judge Palumbo) presiding over the cases they now seek to consolidate. Indeed, State Farm's plea
to judicial economy is self-servingly ironic given that the original request to consolidate was

limited to Oklahoma County but now, after such request was denied, State Farm attempts 10 loop




this case pending in Comanche County that is well-developed and distinet, with distinet discovery
orders.

Additionally, State Farm only seeks 10 consolidate depositions after losings Motions 1o
Quash such depositions. showing the request 1o consolidate is not made in good faith. See e.p.
10:24/2025 SF Hursh MTQ Ress, 107252025 SF Hursh MTQ Welsh, 100272025 SF Hursh MTO
Manduca, 111032025 8F Hwesh MTOQ Herbert, 1772026 8F Wesr MTO Manduca; 6/1 172026 SF
West MTQ Ress, Herbert, Moss, and Welsh, See alse. Ex. 39, Hursh 1231/2025 JE; Ex. 40, Wesr
7/24/2026 Order. Furthermore, State Farm has sought 1o avoid its discovery obligations in these
cases by asking the Oklahoma Supreme Court 1o intervene, However, even afier arguing that Judge
Palumbo exceeded her jurisdiction by granting Plaintiffs" First Motion and ordering centain
executives to be produced {which State Farm seeks 1o consolidate), the Oklahoma Supreme Court
unanimously denied accepting Stale Farm's request to accept mandamus, See Ex. 42, Palumbo
Writ Denied Order.

In the Hursh Matter, Judge Palumbo has stated on the record at the August 4, 2026 hearing:
“State Farm, nobody can adequately prepare for depositions because you have not complied with
discovery ... State Farm has had every opporunity to come in and march in a live witness to tell
me and explain why they cannot comply, and they don’t ... I will be attending Nicole Manduca’s
deposition. She is welcome to do it here in my courtroom or in my jury deliberation room,
or | will be attending it by Zoom.” Sev Ex. 43, 8/4/2026 Hursh Tros. an 1159115 12:11-13; 14:2-
3 (emphasis added).

Judge Palumbo ordered the executive depositions take place in on the following dates in
her August 4, 2026 minute order: Wensley Herbert on August 20, 2026; Scott Welsh on August

27, 2026; Kathy Ress on August 28, 2026; and ordered the corporate representative depositions 1o




take place m her courroom for Nicole Manduca and Wayne Stewan (State Farm’s chosen
designees) between Seplember 1-3 and 911, See Ex. 44, Hursh 8/4/2026 Minute Order.

Afier this hearing, the parties worked together o secure deposing Wensley Herbert on
August 26, 2026, Scon Welsh on August 27, 2026; Kathy Ress on Aupust 2B, 2026 mn
Bloomington, lllinois and have booked Mights, hotels, and court reporters. The parties are working
on securing availability for the comporate designees 1o take place in Judge Palumbo's courtroom
on September 17 and September | 8, however, counsel for Siate Farm stated they were unavailable
and only provided two dates for these depositions to take place.

The cases where the plaintiffs are represented by the undersigned attorneys are facially
inappropriate for consolidation across different counties for at least five reasons: they (1) are
factually distinct from cach other; {2} anse from various and dissimilar dates of loss with different
sizes of hail (3) the consolidation on “corporate discovery™ would cause massive confusion
because the individual agents get “corporate scheme™ training; (4) arise from various and different
Stare Farm agencies with different underwriting guidelines in effect based on different dates of
procurement and renewal; and (5) are ot dramatically different stages of litigation. State Farm seeks
another bite at the apple to consolidate all Oklahoma County cases 1o Judge Dishman and 1o
consolidate the depositions Judge Palumbe ordered with Comanche County depositions 1o forum
shop in cases where they lost orders to quash these depositions. See e.g. Ex. 39, Hursh 12/31/2025
JE; Ex. 40, West 7/24/2026 Order.

Granting the requested reliel will encourage every insurance company defendant in
Oklahoma o seek consolidation whenever an unfavorable discovery ruling occurs in any

individual case. Not only is consolidation in Oklahoma County improper but State Farm is secking



ter use this Court’s order 1o support its request for a multi-county consolidation, which is deeply
improper, For the reasons below, the relief sought by State Farm should be denied.
STANDARD

Oklahoma law requires a common question of law or fact for consolidation, and due 10 the
differences in discovery sets issued, as well as differences in case needs and nuisances in facts, does
not suppor State Farm's request Tor consolidation, The absence of a "commuon question of law or
fact”™ also negates consolidation. |12 0.5, § 2018{C). Indeed, those making the rules for this Court
chose 1o allow consolidation only if the issues are “identical.” Oklahoma County R. 9. The
questions of law and fact in these cases are neither identical nor common enough to satisfy the
prerequisite for consolidation, Furthermore, the Oklahoma Supreme Court has not ever implanted
the statutory authority for multicounty consolidation pursuant to 20 0.8 § &1 (2004), nor has it
promulgated rules under the statute.”

This is especially true considering State Farm in January of 2024 stated that nearly identical
State Farm cases were not proper to consolidate because of the “different procedural postures of
these cases and Plaintiffs” unexplained delay in moving for consolidation, granting Plaintiffs' Motion
would be prejudicial w the Defendants, delay efficient and prompt adjudication of cases that does
not benefit any party, and benefits only Plaintiffs’ Counsel.” See Ex. 34, 1/16/2024 SF Resp. 10 Mot
o Consolidate at p. 2. Almost two years Iater, this remains true: State Farm's unexcused delay in
moving o consolidate only after receiving orders it ohjects with is not proper and does not benefit
uny party. Plaintiffs, as the mater of the complaint and the burden of proof, strongly object 1o the

consolidation of these matters. PlaintifTs” counsel has never hod State Famm cases become

! See 20 015, § BI(A), (H) (A1 the discretion of the Supreme Court, the Court may create a Judicial Panel
on Multidistrict Litigation ... The Supreme Court shall promulgate rules for the implementation of this
section.”).




consolidated m its objection. As such, Pluimtifls request this Court to deny State Farm's request for
partial consolidation.
CASES ARE NOT AT SAME DISCOVERY POSTURE

The cases State Farm seeks 1o consolidate are not the same. State Farm couches its request
at “corporste discovery™ only but as the party with the burden of proofl’ who issues discovery, the
discovery requests Plaintiffs have issued on corporate discovery blends into individual discovery on
the ngent and individual discovery on the claim, For example, Plaintiffs are aware that State Fapm
provided corporate training after the scheme was implemented for agents to have “tougher
conversations™ with insureds when denying or underpayving claims and that is corporate discovery,
as well as underwriting guidelines at State Farm changing from 2015 to 2020. While this discovery
15 aimed at State Farm’s institutional training of its agents, the discovery responses will differ
depending on when the agent began working at State Farm and when their training began, There is
no elean way 1o sever “corporate discovery™ from individual agent discovery.

For example. discovery produced in this case evidences an intentional scheme to reduce first
party claims, See Ex, [-31. See afso Ex. 32, Sheperd Order De-Designating Exhibits. For example,
Exhibit 1 pertains to an agent complaining 1o State Farm that, “Our claims processes need to be
reviewed .., as they are nol working for the customer or the agent ... Agents need 1o know who the
appropriate leadership personnel are 1o make decisions. Right now - that is next to impossible, There
appears 0 be zero pecountability within the claims system.” This exhibit also shows that Nicale
Manduca was the Claim Manager on this claim, which caused the agent grear chaos. See Ex. |,

Additionally, Exhibit 2 shows that State Farm was focused on how they will “know the tactics
are working” and these lactics were created in bad faith by State Farm leadership, including pillar

leads Dana Jokerst, David Chikahisa, Eric Daly, and Nicole Manduca. See Ex. 2. Furthermore, State




Farm identified that “Full Roof Replacements is [ State Farm's] biggest bucket of opporiunity[.|” Ex.
3. Furthermore, Nicole Manduca stated that the biggest bucket means indemnity savings. Ex, 4 (“The
hypothesis helped us see our biggest buckel of opporunity (indemnity spend)”). State Farm's 2020
Fire Weather Leadership Business Plan identified that the “greatest opportunity” as “accounting for
57% of Net Paid Indemnity.” Ex. 5.

State Farm bragged about saving “$1 4B decrease in indemnity™ in just one vear of the
Scheme. Ex. 6. In fact, when Manduca confirmed that the FME Wind/Hail tactics worked so well
for State Farm that ratios of full roof replacements 1o pantial roof repairs were cut more that half in
the vears following introductions 1o all States. When Manduea asked if State Farm’s results showed
they were getting better, Tom Moss at State Farm bragged that “each % point difference 15 about 5k
claim, so if we didn’t pay for 1% of claims that did not have damage and were not covered but would
have been paid for before based on lack of skill/will, that is 5K claims at $15,769 avg severity for
3788 million.” Ex. 7. 5o State Farm estimated that each homeowner they deny a roof replacement,
like the West family, State Farm saves $15K on average. When State Farm leadership was discussing
the windhail dashboard they created 1o track the roof tactics they developed, Kathy Ress told
Manduca that this was a “[s]ilver platter for vou,” Ex, 8,

When State Farm leadership was discussing certain tactics, such as management reviews,
roof skills reviews, Ant of the Conversation to have tougher conversations when denying claims,
Manduca noted “expanding/broadening management review on higher hail'wind severity threshold
nets us the most guin from now until the end of the year.” Ex. 9. State Farm worked with Accenture
Consulting Services 1o develop sell-serving and false industry standards that State Farm was
overpaying on wind and hail claims. Ex. 10. This same email thread shows State Farm tracking

reduction of total roof replacements. Ex. 10,




Manduca bragged sbout the “playbook™ they created with the wind and hail tactics created
to reduce coverage, Ex. | 1. Manduca and Scon Welsh discussed the “huddle™ they would do with
the “playbook™ on tactics they created. Ex. 12, John Christensen told Moss in 2023, “] want to ensure
they plays that worked in the past we are doing.” Ex. 13, This evidences that contrary 1o State Farm's
claims, State Farm leadership in 2023 was doubling down on the tactics that saved State Farm £1.4
billion in 2021. Ex. 13, Ex. 6. Funthermore, John Christensen asked for “help on how we act
mmmediately o improve our accurscy on wind'hail and the Team] Mlanager] role™ 10 “go back 1o
what worked in the past to quickly make an impact.” Ex. 13,

Jordan Coad emailed Manduca and other State Farm leadership about the Fix Profit Task
Force (**Profit Task Force™) and stated that the Profit Task Force was focused on “how we plan 1o
continue 10 build on our momentum™ and “continue focus on coverage for Water, Wind, and Hail.™
Ex. 14, Further down in the same chain, Jon Famey sent an email stating that State Farm was
repurposing the Profit Task Force meeting to “discuss claims™ and meet every Tuesday at 7 am, Ex,
14. Above this and in response 1o Famey, Michael Roper stated that some of the “Summary
Observations™ 1o discuss at the Profit Task Force Meeting on claims was that the “Property Damage
Cllosed] W(ithout] Playment] ratio was 193, direcily in line with estimates.” Ex. 14. Roper also
noted that the “tentative approach for Tuesday is 1o briefly cover the November trends at a high level
before spending the majority of time focusing on Claims specific content.” Ex. 14,

State Farm knew its tactics were implemented in bad faith, as evidenced by their leadership
recommending that “any reference to “targets’ need replaced with “selection™ Ex. 15, Manduca
noted to State Farm leadership that the “Profit Task Force meetings are not anything we've typically
been involved in, a1 least | don't think s0.” Ex. 16, This is likely because Oklahoma law has long

established that an insurance company’s claim cenier can never operaie as a profit center, yet State
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Farm knew that agents and consumers were complaining “State Farm i3 not writing accurate
estimates as we are writing 1o repair roofs instead of replacing them.” Ex. 17,

Corporate discovery against State Farm cannot be separated from the individual discovery
ngainst the captive agent in each of these cases. For example, on October 5. 2021, a captive State
Farm agent named Tracy Haus emailed Jon Famey and other State Farm leadership about how the
tactics State Farm created to reduce rool coverage was impacting her and the State Farm insureds
she served:

The old slogan of “we pay what we owe, not a4 penny less, not a penny more”
is not the case right now. We now pay really low and customers fight to get
what we owe them in more and more cases. In my 20 yeurs | have NEVER had
to worry about the reputation of State Farm. Even when we have raised rates
and been uncompetitive, | always knew even if customers were paying more to be
with us, we would come through at claim time! #Claim TimelsGameTime. | have
heard for years now about Allstate’s declining reputation when it comes to claims.
| have taken so many of their customers all while paying more to be with us in most
cases. | know 1 am not the first to send an email about the issues we are having
in claims, I certainly hope vou are receiving A LOT of communication from
agents letting you know what's happening to our company from the ground. |
have been involved in many agent discussions, email groups ete. about fire
clnims problems, and specially Roofing issues. | had faith that you all were
handling it and that you knew by word of sales leanders and claims feam
managers that are on the ground that its really bad, But when | heard the slogan
from a very reputable roofing company owner, *You are not in good hands and we
are not your good neighbor” ...l was very upset. That's the slogan around the
country, not just here in Lovisville. He sent me sereen shot after screen shot of
reputable companies that for years have loved working with us and now say
we are just as bad as Allstate. And if we choose to ignore the contractors then
we must listen to our clients. Calls have increased, almost every roofing claim
we have the customer is unhappy, the process is laborious, and 8/10 times we
end up paying what we should have in the beginning but end up with a mad
customer and a tarnished reputation. My team is spending more and more
time on claims and being pulled away from selling. For the last 6 months the
roofing claim problems have grown.

what is being done to look at and hopefully change the way Roofing claims are
being handled? This system is not only broken it is taking us down quicker than
you can imagine, Its gone from bad to worse in record time. Word of mouth
travels far and right now body shops to rental car companies 1o contractors are
screaming from the moftops and not saying nice things. Right now, our adjustors
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{4 in Louvisville) are not the problem they are the solution. Roofing contractors

wiould say we have a great team. Inspectors are being sent out to measure and

photo roofs and hand out a very small estimate to REPAIR knowing that in a

lot of cases it should be much more than that. They are afraid to get their hand

slapped and are in the pockets of State Farm so they are low balling at hest
and almost NEVER replace a roof.
Ex, 17. What did State Farm leadership do after receiving hundreds of complaints just like
this? Doubled down on the wsctics causing chaos on wind and hail claims across the
country, Ex. 14,

State Farm had many discussions about the “larger than normal number of
complains™ about coverage declining a1 State Farm and noted “[t]he roof thing is a problem.
We have not done ourselves a favor there and claims leadership needs to clearly
communicate the philosophy change to agents.” Ex. 18. State Farm leadership specilically
provided “Wind and Hail Claim Handling” training in a presentation to “Agency
Leadership™ in 2021, evidencing that these captive agents know they are selling illisory
coverage that will not provide the full replacement cost benefits they purport 1o sell. Ex.
19, In fact, leadership such as Manduca were involved in calling agents about complaints
over roof claim handling specifically. Ex. 20. Se¢ also Ex. 21 (“] am saddened to share the
impact that my agency is having over roof claims.™),

Not only did State Farm leadership discuss claims specific content with agents,
State Farm noted as early as 2020 that agents were distrustful of State Farm claim handling
due o the massive changes in claim handling without any changes to the policy. Ex. 22
(“Our 2020 Fire Claims guality plans also ... disrupted expectations of our agents .. this
created a distrust of egents in our claim handling.”), State Farm noted that the agents want

to learn more about “underwriting guidelines. new processes being implemented and

existing processes that are important for agents and customers 1o understand.”™ Ex, 22, State
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Farm also noted planned 1o “schedule Wind/Hatl Quality discussions with Agency
leadership.™ Ex. 22.

State Farm noted in 2021 that their toctics 1o reduce coverage were “going well”
and the “An of the Conversation™ they created to help agents explain reduction of coverage
without any new exclusions to the policy. Ex. 23, State Farm also scheduled a call in 2020
with all Oklahoma captive State Farm agents to discuss “damaging hail that impacted
Oklahoma on April 21-22, 20200 Ex. 24, Another actic State Farm developed was using
a hidden definition from Hasg Engineering on what 15 damage on a roof, discussing water-
shedding ability, but did not add this language to their policy, and this was implemented in
Texas and Oklahoma first, Ex. 25. For example. State Farm's operational guidelines on
Wind/Hail provides that “damage occurs 1o roof coverings when water shedding ability or
the life expectancy of the material is reduced,”™ Ex, 26.

State Farm made the Haag Education Hail and Wind Assessment Video Series
mandatory viewing and required “[a] vearly refresher of relevant portions from the HAAG
Education Hail and Wind Assessment Video series .. [a] minimum of 2 hours of refresher
training will be completed by each claim handler and T[eam] M[anager].” Ex. 27. They
tracked the completion of Haag education video training of all their claim handlers through
an internal software called “MyBlock.” Ex. 28. Moss sent an email in 2022, noting that
State Farm leadership had developed a “replace calculator™ which was a “new twol™ for
State Farm to use, despite not telling insureds this was going 1o be implanted on their

claims. State Farm required mandatory training from Haag engineers despite having an

" Haag brags on its wehsite that A longstanding definition of functionsl damage wsed by Hoag is o reduction
in  the water-shedding capability or expected service life of the roofing material ™

A articl =201 ~post! (last visited Awgust 21, 20246).
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internal moratoriom on the use of Haag engincers in Oklahoma based on previously
revealed fraud with respect 10 these Haag reports.

State Farm noted “Prioritized Tactics™ which included “Early Team Manager
Involvement™ and these tactics were staried at the “WindHail Kick OfF in Dallas County,
TX June 26, 2020" and then “Expansion to Texas December 7, 20207 and “Expansion 1o
all States December 17, 2020.” Ex. 30, It also discusses the “Wind/Hail Playbook™ wherein
Sune Farm discussed the key tactics to reduce claim payments on wind and hail claims,
namely: (1) Roof Skills Review, (2) HAAG Refresher, (3) Wind Loss Overview, {4) An
of the Conversation, {5) Tleam] Mjanager] reviews on roof replacement recommendations
but no review of roof denials, (6) Weekly Monitoring & Surveving of roofl replacement
recommendations and overtums. Ex. 30. It also showed a reduction in claim payments
being tracked from February 2021 to June 2021. Ex. 30. State Form even developed chars
1 show a reduction in total roof replacement to partial roof with their manager review
overtums. Ex. 30, State Farm even developed a “Hail Reconciliation Unit™ 1o overturn total

roof replacement recommendations and track those reductions in coverage. Ex. 31,

These select internal documents this Court required State Farm to produce, are only the tip

of the iceberg of what was going on behind the curtain at State Farm, The individual agent

defendanms’ depth of knowledge regarding these tactics, as well as obligations of disclosure 10

State Farm customer/insured is anticipated 1o vary greatly among the cases- thus creating

complexity and confusion and instead of efficiency. which is what is required at law with any

proposed consolidation.

As noted above, this case 1s sel for inal on November 2, 2026, Furthermorne, the dates of

loss, dates of initial procurement, conversations with captive agents and adjusters, and individual
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insurance needs will differ from each named plaintifl. Some of these cases deal with a third-party
adjuster hired by State Farmn, others have State Farm adjusters handling the claim. These propertics
spun across the State of Oklahoma, with causes of loss mnging from wind and hail to tormado or pipe
burst damage actions. Oklahoma law is clear that separate claims which arise out of separate events,
like these cases which arise from differemt dates of loss, are not proper (o consolidate, See Stave v
Chae Thowsand Two Hundred Soov-Seven Dollars, 2006 OK 15,9 16, 131 P3d 116 (“There is here
absolutely no showing of some predominant equitable consideration that demands a joint trial of the
twir separate claims o money which arose out of discrete events.”), These cases do not deal with
identical issues, as required by the local rule on consolidation. Oklahoma County R. 9. It is clear
these cases do not all deal with commaon questions of fact or law, and are not proper to consolidate.

It is clear the parties need this Court's guidance because State Farm is seeking to avoid
orders of this Court by trying again to consolidate the depositions in this case and the Hursh Matter,
This far into litigation, with trial looming and specific orders on when and where these depositions
are to take place will not occur if State Farm is able to forum shop its way out of this Court’s
orders.

CONCLUSION

For the reasons set forth above, Plaintiffs respectfully submit the above authority and requests
this Court issue a formal Order stating the discovery and depositions herein are not to be consolidated
with any other action in any county pending in the State of Oklahoma against State Farm and for

further relief deemed just

Respectfully submitted,

‘%E Mr#:ﬂ
geid N. Whitten, OBA No. 9576

Michael Burrage, OBA No. 1350
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Blake Sonne. OBA No, 20341
Hannah Whitten, OBA Mo, 35261
John 5. Sanders, OBA Nao, 349400
Jake Denne, OBA No. 35097
WHITTEN BURRAGE

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

Oiffice: 405,516, 7800

Facsimile: 405,516,7859
rwhitten@whittenburragelaw.com
mburragei@whittenburmagelaw.com
bsonne‘@whittenburragefaw.com
hwhitten@whinenburragelaw.com
Jsanders@whittenburragelaw.com
Jdenne@whittenburragelaw.com

-and-

Brad Burgess

Colby Stephenson

BURGESS & HIGHTOWER LAW FIRM
21 NW 44th St., Suite 201

Lawton, OK 73505

SB0-355-8920

5B0-355-8999 (fax)
bradiaburgess-hightower.com

colby (@' burgess-hightower.com
ATTORNEYS FOR PLAINTIFFS
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| hereby certify that on this 21" day of August, 2026, a true, correct, and exact copy of the
lforegoing document was emailed and/or mailed to the lollowing persons:

Timila 5. Rother

Paige A. Masters

Amanda M. Finch

CROWE & DUNLEVY, PC
Branift Building

324 N. Robinson Ave., Suite |00
Oklahoma City, OK 73102
timila.rother@crowedunlevy.com
paige. mastersi@crowedunlevv.com
amanda. finchi@crowedunlevy.com

i

Lance E. Leffel

GABRLE GOTWALS

BOK Park Plara

499 W. Sheridan Ave., Suite 2200
Oklghoma City. OK 73102
lleffelingablelaw.com

ATTORNEYS FOR DEFENDANTS

{lamic Wit
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Necore Manduca [/D=5TATEFARM/OU=HOME/CN=RECIPIENTS/CN=L0¥Z)
BMS/303T 135744 AW

Giwen Hodgson [gwen hodgson Ipb5@statefarm, com]
Micole Manduca [nicole manduca, loh2 @statelsrm com|; Bwen Hodguon [pwen hodgson Ipb5@statefarm,.com]

RE: 35-B445-505" Agent Complaint: Clalm concern

gAvIq

Perfect — thank wou,

From: Gwen Hodgson

Sent: Wednesday, August 18, 2021 5:52 PMm

To: Micole Manduca <nicole.manduca lok? @ statefarm. come:
Subject: RE: 35-B445-5P5: Agent Cornplaint: Claim concern

Yes ma'am reviewed today and have on the calendar for next follow up Friday.

Sent with BlackBerry Work
{www blackberry com)

From: Micole Manduca <nicole. fistalefurm.com>
Date: Wednesday, Aug 18, 2021, 6:57 PM

To: Grwen Hodgson <gwen. S0,

Bubject: FW1 15-B445-5P5: Agent Complaini: Claim concem

Ciwen - making sure this is on your radar for @ response nexi Tuesday, 824,

Fromm: Kathy Ress

Sent: Wednesday, August 11, 2021 7:28 PM

To: Gwen Hodgson < S statafarm >
Cc: Nicole Manduca <nlcole manducs lok2 @statefarm coms

Subject: RE: 35-B445-5P5: Agent Complaint: Claim concern

Thanks Gwen. I'll calendar 2 weeks for on update.

From: Gwen Hodgson

Sent: Tuesday, Augusat 10, 2021 7:28 PM

To: Kathy Raess < ress helj @ statefarm. coms

Ce: Micole Manduca <picole, mandyca, lok2 @statefarm.com:
Subject: RE: 35-B445-5P5: Agent Complaint: Clalm concern

Kathy,

Since our kast response Eberl ECR WM Brandan Becker has made multiple contact attempts with the contractar and kept
the insured snd agent’s office apprised of our efforts to ensure the similar products recommended by Jeld-Wen (Jeld-
Wen W-2500 series [Standard) in Brilliant White| has been utilized to achieve a reasonahly consistent appearance. ECR
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VM Becker and | have reviewed the claim and ere commitied to daily Modlow wp to drive the claam to conclusion. | will
rrlestain an SM calendar b srsure continuing ackion ocours,

Thee contractor at this me has not responded with what Jeld-Wen products they have used in the documentalion
provided contending 4 reasonably consistent appearance cannot be achieved

Owr efforts to obtain this information will continue and we will keep the insured and agent’s office up to date on all
commnication

Please |et me know I you have any guestions or would like any additional Information,

—

Gwen Hodgson, CPCLU, CLU, ChFC
Claim Section Manager

WECS 10 - Tail Reconciliation Unit

W 972.657.|824

mo 39-332.49%0
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From: Kathy Ress
Sent: Saturday, August 7, 2021 9:38 PM
To! Gwen Hodgson <gwen, nlphS @ statefarm. corms

Cc: Nicole Manduca <nicole. mandy<s lok2 @ statefanmcom>; Kathy Ress ckathy,ress heij farm.com>

Subject: 35-B445-5P5; Agent Complaint: Claim concem

Hi Gwen,

Would appreciate an update specific to resolution on Tuesday. 1note we've left messages for the contractor and

spoke 10 the insured, with a follow up date on Monday, A bricf update on resolution with next steps and
rimeline is appreciate to ensure we monitor this claim to conclusion,

Thanks,

Kathy

From: Gwen Hodgson
Sent: Wednesday, August 4, 2021 8:08 PM
To: Kathy Ress <kathy.ress heB|@gtatefanm. com»>

Cet Nicole Manduca <picole manduea bok 2@ statefarm coms
Subject: RE: Agent Complaint: Claim concern

Kathy,

There was actually quite @ bit of contact between August 2020 and July 2021 which | have captured below. There were
definitely opportunities for follow up with the contractor, insured and agent throughout that timeframe. | have also
updated the vendor name thioughout the summany.
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Pleass let me know # there is any additional clarity | can provide or follow up

Thank yvou and hewe a great evening

Gwien Hodgson, CPCLL, CLL, ChFC
Clasm Section Manager

WCCS 10— Hadl Reeonciliation Linit
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From: Kathy Ress

Sent: Wodnesday, August 4, 2021 546 P

To: Gwen Hodgson <gwen hodgson, Iphs Estatefarm cams>

Ce: Nicole Manduca <nicole. manduca.lok2 @statefarm coms; Kathy Ress <kathy.ress hedj@statelarm.com>
Subject: RE; Agent Complaint; Claim concemn

Crwen,

Would you provide timeline when the service gaps occurred? What has our handling been in 2021, as appears
no activity since Aug 2020 o July 2021. Trying to understand if these are recurring gaps or recent gaps with
our Call to Action. When you update the summary please provide the name of the vendor.

A review of the claim file identified the following service gaps:

. Lack of verbal communication between State Farm Claims, the agent's office, and the insured. Status
follow-ups to the insured after conversations with the contractor regarding sash and window replacement
findings were needed. Follow up with agent’s office to provide status and difficulty working with the contractor
were needed,

Thanks!
Kathy

From: Gwen Hodgson
sent: Wednesday, August 4, 2021 4:48 Ph
To: Kathy Ress <kathy ress heflj@statefarm. com>

€l Nicole Manduca <nicole manduca. lok2 @ statefarm.coms
Subject: RE: Agent Complaint: Claim concern

Kathy,

Please find our response to the apent concerns:
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Outline Customer/ Agent Concern and Resolution with the Customer/ Agent

. Comtractor Feazel Inc. contacted State Farm and advised that the windows on the front and rear
clevations of the Locser's home have sustained darmages. The original manufacturer of the windows is no
longer in business and the contractor has advised that like kind and quality replacements do not exist, EBERL
ECH Vendor Manager Brandon Becker had contacted the manufacturer that bought out the enginal window
menufacturer and has determined the make and model of the windows to be replaced to provide for a uniform
appearance. This was communicated to the Insured and Contractor.

. The origmal inspection of October 8, 2019 did not find damages 1o the windows and settlement was
provided for the roof and gutters on the home. All repairs 1o the rool and gutters were completed and all RCBs
were released per a certificate of completion doted November 7, 2019, On August 10, 2020 the contractor
subminted photos of window dumage. An additional inspection was completed on August 17, 2020 and no storm
related damages were found to the windows, Additional communication with the contractor and insured
disputing the determination on the windows throughout September 2020 resulied in the hiring of an engineer
Cietober 15, 2020 10 evaluate the windows. The engineer inspection occurred November 10, 2020. The
engineer’s repor, recerved December 3, 2020 identified six cosmetically damaged windows on the South and
North elevations and replacement of the window sashes was recommended. The Engincer repont provided
manufacturer and installer information for the sashes. The State Farm estimate was updated to reflect 6 sash
replacements per the Engineers repon and evaluation of proper repair. These results were reviewed with the
agent’s office on December 7, 2020 and with the insured on December 9, 2020, due to the insured’s availability.

On January 14, 2021 we reccived a contractor’s estimate to replace all windows in the home due 1o
unavailability of original or LK replacement. We contacted the contractor and left 8 message for the insurcd
outlining the repair options and vendors identified within the engineer's report. On February 1= and February 9=
we received calls from the contractor requesting status. We reiterated the repuir options and vendors identified
within the engincer’s report and explained followed up with the insured again on February 9, 2020 to advise of
same, The contractor submitted another follow up request on February 15, 2021, it was reviewed February 18,
2021 and while previous activity was referenced no additional action was taken to respond to this most recent
request. ‘The agent contacted HRL on February 19, 2021 and we reviewed our handling with him from the time
the engineer was retained fo current date. The contractor argued he would not warranty the repair or the quality
of the work. After advising the contractor we pwe to repair hail damage, he agreed 1o obtain quotes from the
two companies identified within the engineer’s report, The agent contacted HRU again on February 24, 2021
advising the contractor is telling the insured SF is difficult to get shold of and 15 trying to make SF look bad.
We reviewed our 2021 communications will the agent. On February 27, 2021 we received mail from the
contractor indicating one vendor did not have NFRC certification, stating that is an Ohio code requirement. The
contractor asked if we would like the insured to install windows that don’t meet code. An email was sent to the
agent and the insured that same day advising the documentation the contractor has provided addresses one of
the companies referenced in the engineer's report but it does not appear availability from the other company has
been rescarched. While awaiting additional information from the second company research of the code
referenced by the contractor was conducted, including follow up with the Franklin County Building
Department, that revealed that code applied to new construction only. We spoke with the insured on March 11,
2021 o sdvise of our findings related to the code issue, We had lefi 8 message for the contractor as well but at
the insured’s request we provided this information to the contractor in writing with & cc to the insured. On
Murch 26, 2021 we reviewed correspondence from the contructor which once again indicated use of the
recommended product did not meet code requirements. A response was emailed 1o the contractor again stating
our research indicated that code applied to new construction only. The insured and agent were cc’d on that

email.
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On March 11, 2021 we received and email from the contractor disputing the applicability of the code, the was
reviewed by a CNC ECR in WOCS Stewardship April 14, 2021 The prior activity was referenced in the file
note but no action was taken to contact the contractor, insured or the agent. On April 16, 2021 the contractor
called into HRU advising the window companics will not do the recommended ropair und other window
installers have alse indicated they will not just replace the sashes. The contractor was asked o provide
documentation as to why the sash repuir was not possible. On April 20, 2021 the contractor sent in nn el
indicated the window manufacturer specifically states they do not attempt to march double hung dimensions and
the contractor feels this would create a guaranteed mismatch. This email was reviewed on April 22, 7021,
atternpts to reach the contractor’s office were unsuccessful and files notes indicate no voicemail option was
available, The C5 indicated a calendar was set for next duy follow up but the next elaim activity was not seen
until a calendar review occurred on May 6, 2021, No action was taken a1 that time and the claim was reclosed in
error. On May 14, 2021 the contractor called back in indicating the replacement sash would not match. The €5
inquired as to whether the contractor was aware of what the replacement sash height would be to determine if
there would be s matching issue. The contractor did not know that and advised he would proceed with repair of
one window 10 see if it would match. The claim remained closed

On June 24, 2021 the agent contacted HRU asking when we spoke to the insured last and requested a munager.
That same day the agent was contacted by Eberl ECR VM Brandon Becker. The agent advised the sash repair
would not provide a reasonably consistent appearance and the windows should be replaced, The contractor
indicated one vendor would require 8 minimum purchase and the insured indicated when the second vendor
came 10 the home they misidentified the windows as vinyl and stated they could not install the sashes. The apent
requested Eberl ECR VM Becker review the file and join a conference call with the contractor and insured on
June 28, 2021 to discuss the matter in more detail. During the call the contractor advised they received
confirmation from the first vendor that they could not match double hung window sashes, Eberl ECR VM
Becker was able to confirm this with the vendor and agreed to replace the six damaged windows. The contracior
indicated the window glaze would likely not match the existing windows. The contractor then asked what
window would be of like kind and quality. Eberl ECR VM Becker suggested Jeld-Wen as the manufacturer who
bought out the original manufacturer but the insured and the contractor would need to research like kind and
quality and appearance to go with the existing windows. The contractor expressed agreement and the
conference ended. The SF estimate was revised and a supplemental payment for the window replacement was
msued July 1, 2021. On July 8, 2021 Eberl ECR VM Becker spoke wi the agent who advised the contractor and
msured are stating the windows do not provide a reasonable appearance per OH code. Photos were requested for
evaluation. On July 12, 2021 the agent and Eberl ECR VM Becker reviewed the photos which reflected an of 7
white Jeld-Wen window with grid, next to the existing bright white non-grid window. Eberl ECR. VM Becker
contacied Jeld-Wen to find out if something similar 1o the original window was available in profile and eolor,
The Jeld-Wen W-2500 serics in Brilliant White was provided. Eberl ECR VM Becker sent an email fo the
msured contractor and agent on July 14, 2021 providing this information. The contractor then provided what
appeared to be similar photographs of Jeld-Wen windows but are of a different profile and color 1o advise that a
reazonably consistent appearance cannot be achieved,

. The agent's primary concem is the number of people invalved in the handling of the claim. He felt it
was confusing for the customer, conveyed a lack of authority and did not aid in moving the claim forward. He
had very positive feedback on Eberl ECR VM Brandon Becker's intervention and invelvement in the claim. SM
Hedgson reviewed the agent’s concerns and advised Eberl ECR VM Becker would shepherd the claim 1o
conclusion. Eberl ECR VM Becker has made contact with the insured and the contractor and is actively
working to confirm the recommended window has been used for replacement prior to reviewing for reasonably
consislent appearance.

Identify Leadership Findings and Service Gaps with our handling

A review of the claim file identified the following service gaps:
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. Inaccurate information advising the Ph must provide o written request for an engineer inspection by
Auto Assist handlers, Pilot and Alacrity ECRs no longer in HRLU delayed retention of the engineer through the
month of September 2020. A HRU TM reviewed the file October 9, 2020 and approved the hiring of an

engincer.

. Lack of verbal communication between State Farm Claime, the agent's office, and the insured Status
follow-ups to the insured after conversations with the contractor regarding sash and window replacement
findings were needed. Follow up with agent’s office to provide status and difficulty working with the contractor
were necded.

. HRU representative in August 2021 advised the insured that we did not have the contractor’s contact
information on file which caused an unsatisfactory reaction from the insured. The contractor information was
readily available in the file notes and documents on file

Discuss Action Taken to Address Findings/Service Gaps and Prevent Future Oceurrences

. This claim cxample was handled by multiple in-office, deployed. and proximity handlers, specific
specialists will be provided feedbuck on their handling of the claim. Further, HRU leadership will review this
topic in this week's huddle 10 cascade 1o all HRU handlers.

. The claim handler who failed to locate the contractor contact information has been provided feedback
and coaching on investigating claims and review of claim files, The specialist’s manager has been provided
feedback to continue the development of the specialist.

Indicate any history of performance issues for involved claim handlers. IT so, how are we addressing, 1T
nol, how are we addressing.

. No history of performance issues for the immediate claim handlers. This claim example is being
reviewed with those handlers.

. HRU leadership will continue our Call to Action plan and communicate the need for prompt and
accurate customer contacts through EOM activities and individualized coaching as nccessary,

Gwen Hodgson, CPCLIL CLU, ChFC
Claim Section Manager
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From: Kathy Ress

Sent: Tuesday, August 3, 2021 11:50 AM

Toc Gwen Hodgson <gwen hodpson. ipbSi@atatefarm coms

€ Micole Manduta cajcale manducs ok 2 i statelaim coms; Kathy Ress <kathy ress hedjEsstefarm corms
Subject: RE: Agent Complaint: Claim concern

Got 2 note from Wensley, We'll need vou to call the agent first as comments he’s been bounced arcund.

Ok good. | just talked to the agent. Please have Nicobe call him first. He has background and has been bounced sraund a
lot. He is heading on vacation so he said Cell ks bext. Here i the I

Keep me posted,,

Thanks

W

Thank you fer the call. | am logging off. | have several other pre travel/vacation items 1o get to this afternoon. However,
this clasm remains a top priority far me - and seeing this gets the right level of attention and resolve, My cell:
674.769.1660 An unknown number calling will likely go straight 1o vm..but | will call whomever back. Welcome to initiate
wia text to me also, Thank you again for engaging,

From: Gwen Hodguon

Sent: Tuesday, August 3, 2021 11:46 AM

To: Kathy Ress <kathy, ress, ek efarm.cam>

Ce: Nicole Manduea <nicole manduca lok? @ statefarm.com>

Subject: RE: Agent Complaint: Claim concern

We will take care of it, thank you,

Gwen Hodgson, CPCU, CLU, ChFC
Clamm Section Manager

WECS 10 — Hail Reconcilistion Uit
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From: Kathy Ress
Sent: Tuesday, August 3, 2021 11:43 AM
To: Gwen Hodgson on.phsstatefarm. com>

Cc: Nicole Manduca <nicole. manduca. lok2 @ statefarm.coma; Kathy Ress <katihy ress hedj@satefarm coms
Subject: Agent Complaint: Claim concern
Importance: High

Ciwen,
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Please sec the executive complaint from the agent. Please have a leader reach out to the sgent and customer 1o
sec what we need Lo reselve. 1'd sppreciate the summary in standard format by EOD Wed. I appears there has
been some interaction with the agent.

Wensley is reaching out 1o the agent to let him know one of our leaders will be in contact in the next couple of
hours,

Kathy

Fram: Kathy Ress

Sent: Tuesday, August 3, 2021 11:35 AM

To: WHHI'E]I'J Herbert owenslay | herbert c 1BRE siatefarm cams
Subject: RE: Claim concern

This is actively being handling in HRU uumm the contractor. Appears “matching™
windows yet just s brief review. Will get a summary on our handling.

From: Wensley | Herbert

Sent: Tuesday, August 3, 2021 11:30 AM

To: Kathy Ress i befarm.com
Subject: FW: Claim concern

importance: High

Can you please lock this one up? | will call him and ket him know we are reviewing it and someone will reach aut

Thanks
W

From: Robert Yi

Sent: Tuesday, August 3, 2021 11:27 AM

To: Wensley | Herbert <wensley | herbert c1Bb@statefarm.com>
€c: Beth Lamb <bethlamb.amaon@statefarm. coms

Subject: FW: Claim concern

Importance: High

See Chris’s request for an OVP to contact the agent. Beth is checking 1o see if we had a previous complaint on this claim.
Beth will let you knew.

Rebert

Fram: Beth Lamb

Sent: Tuesday, August 3, 2021 11:22 AbA

To: Robert ¥i <rchart yi statedarm. com>

Cc: Beth Lamb <bethdamb amarf@statelarm coms>
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Subject: |- Clam concern
Impartance: High

Ml  Edward & Loesar
ClE  15-B4d45-5P5
DOL  8409-2019 (Cat)
VPO K Ress

From: Chris Schell

Sent: Tuesday, August 3, 2021 12:18:05 PM (UTC-05:00) Eastern Teme (US & Canada)
To: Robert i

Subject: FW: Claim concern

i think Chad sent this in some time agn. Could we get an OVP to cail him and work to get back on the raily? Thanks

From: Chad Harris

Sent: Tuesday, August 3, 2021 11-15 AM

To: Chris Schell <chtiz schell ganDistatelanm com>
Cc: Chad Harmis <chad, harmis lelo@ statelarm_ oms
Subject: Claim concern

importance: High

Hi Chris,

| hope my memao finds you well. | wish | was emailing you under different cireumstances, | am emailing you because |
know you (and more importantly, | believe you to be a person who cares)..and based on your current position, | believe

this is information a person in your position needs to know.

Re: Homeowner Claim number: 358445525 Dabe of Loss: 9.1.2019 [Hail CAT claim) Inspection date: 8,17.2020 (this
claim has been on-going for almost one year)

. This should be a Department of Insurance Complaint [due to the delays in resalving this claim)

" Perhaps a customer complaint to the Mike Tipsord [due to our dysfunctional progesses, delays and poor
communication with the nsured)

O The insured is beyond frustrated with 5F claims; their processes, lack of communication and personnel, Based
on what Fve personally witnessed and experienced, the insured has every right to be frustrated,

. I have been pulled into this claim by the insured and the contractor. | have attempted to talk with multiple
lepdership personnel to na avall,

. We have people handling claims that are not 5F employees (outside contractors)...who apparently lack the

autharity to make a decision or solve problems when they occur. Deployed vi. employed processes do not
communicate wall

» Finding and identifying a lcadership person to talk with...and have therm make decisions s slmast imposaible (ko
date, it has been impossibie)
. Yesterday 8/2/21, | once again reached out to claims lsadership due to more errors..only to waich as it was

passed down from one person to another and to another.

This is terribly embarrassing for State Farm...and me; as the local agent. Our claims processes need to be reviewed...as
they are nol working for the customer or the agent. JD Power customer claims satisfaction scores have been telling us -
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what agents are experiencing with more and more regularity.  Agents need to know who the appropeiate leadership
personnel are to make decisions. Hight now = that is next to impassible.  There appears to be rero acoountability within
the claims system. No ownership. No accountability. The team environment (s falling us and the insured. People
simply pass things down (o a person who otherwise lacks the authority to make a degision...and the claim stally, or a new
person picks it up and the processes begins again,_with no belter result

My ask: This claim needs leadership involvement (rot pasiing it dawn, again). The leadership person needs to be
sameana with the authority to review the concerns and make a decision. | am also requesting Lo have a conversation
with sald claims leadership — a5 to avoid add’| mistakes. The claim file and notes appear to be incomplete.

My second ask: This claim should be put into the "process excellence” type file for prooess review. When we perform
poorly = we should take the time Lo learn from our mistakes and improve our processes.  This claim highlights all the
current dysfunction within our 5F claims operations and processes.  Our Insured deserves better service than what they
are currently receiing from State Farm claims, This cdaim needs to be resolved without further delay,

Thank you for your time and attention to this matter,

P.5. | am leaving for vacation this afternoon. My cell is 614.769.1660. Thank youw.

Respectiully,

(had Fario, régent
<< OLE Object: Picture (Device Independent Bitmap) =»

Chod Harris State Farm Agency
&151 Avery Bd, Ste A Dublin, Ohio 43018
P. 4148892778 | F 414.212.4481

chod@chadharmsinsurance.com
hacthonsin

MMLS # 052343

Il thiz communicalion ik securitles related, chck hers for oddifional dizclosures,
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2022 Fire & AWC Claims: Quality Pillar Strategy St Sfate Farm
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Context

The State Farm mission is 1o help people manage the risks of everyday life, recover from the unexpected and realive
their dreams. State Farm will deive improvement in claim hapdling accoracy. We will be the leader in claim
handling accurscy while delivering a differentinted customer experience and competitive cost structure through our
operation model transformation.

PFurpose
What is ithe purpose of the Pillar Team?

Duicomes
= Execule on Quality Plans
= Enhance technical skills and align complexity of work to the skills
&  Carry ool Mode] Enhancement guidelines

Monitoring and measuring

How will we know 1he tactics are working?
e EB5% Al SM Surveys
#  Fire Frequency Emors — Wind 6, [%%, Hail 6,2%. Water 8 2%, Fire 7. 7%
= XX% Aulo Frequency Emors

Potential Obstacles
What barricrs do you anticipate you'll need 1o overcome?

Ky Flayers
s Chaims Exec Sponsors
o VPO Kathy Ress
o VPO Tyronc Smith
»  Pillar Leads
o ﬁiim
o David Chikahisa

. Egﬁ._l .

»  Pillar Wnﬂ:ﬁnup
o XX

FOR INTERMAL STATE FARM USE OhLY Page 1
Cantains information thal may nof be disciosad outside State Farm without awuthorizatian Lty upiated: 1229 2021
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Viresi, Nail, &t al v SFFECC, &= al

2022 Fire & AWC Claims: Quality Pillar Strategy &StﬂtEFam]

Pillar Tactical Roadmap
*  [Dote - Period of the month planned 10 execiuie the tactic
& (ulcome Input one of the three outeomes fram the Pillar Outeomes above
& Tpeue - Include high level name of the 1actic
» Tactic DefinitionDeliverable - Briefly define the tactic/delivernble being executed
¢ Milestone ~ Chutline the expected result of the tactic and by when will the result occur (Resull may be
quanditative or quakitelive)

CIARTER CiNT
FANLUIARY

FRIIRUIARY

QUARTER THREF
LY

FOR INTERMAL STATE FARM LISE ONLY Page 2
Cantalns infarmalion thel may nol be discdossd oulside State Farm withoul awtharzation Lasl updaded: 12.23 3021
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West Neil, &1 al v BFFACC, o al

2022 Fire & AWC Claims: Quality Pillar Strategy &% State Farm

SEFTEMBER.

> gty :
I mctne e Dinkptigen (e hver whilier -

QUARTER FOLIR
OUTOBER

NOVEMHEER

PECEMDER

FOR INTERMAL STATE FARM U'SE OMNLY Page 3
Conlaans nisrmabon that may nok be dechossd culsids State Fanm withou! authorzaban Last updated: 12.23 2001
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2022 Fire & AWC Claims: Quality Pillar Strategy S State Farm

APPENDIX
Communication Strategies and Key Mesiages

lirmy Focus, Tachcos & Measnres

Strategic Focus Tactics " How will we
Priority measure?
< Feduce fiw wosatily of our Clinn Torus on Gualty clam handing pracices o reguce | © FRIRSpecion REsie
s ot gnd IMPNRR DAl @R e = Sarinn Mager
e Suramy Besilis
j & inrwaze e lane on i infens Enrtils on CHT wrederm s Sorvey sgomach, ¥ Racehe® b Glosert
fArenm of pur @iy KRy inclidng coacling ke iinp cesd quakly porbarancs T 3arie Al
¥ i:::m;u:vu-hmwm Bustld profemncy in sid of vrkisi capstbfes sih = Faducnd bead s
Strstuglc Prisemy 83, | A el fuality ety bor agaranel
Orive imprevernant prim ket Bl eckchicy 1 4 o CCC patom, Ehaite p———_
harding sccurscy | CApIEITES At manmged iy Esbmatcs and
HIVD STt e T AT e L1 asow bates fokowing anghemardaian .
Peserovaly rmasct ECH espanss Irandy by moekng ¥ ol eenpiopins
SOCECINTY IHFRefs. 350 VEREDINE JuNizbin malig o
enineproa Fescarres and wrins eacabiiies extering
Manage COLE Mhimugh phoacinve csim Ramding. - m“”hm
driving chglss WS 0 LLE, redletng ingEton Fnacman gah
EITEnsEs, nd uae of mahe soresns ¥ ECH Experess Trends
ety a0y podress obance hends parky " [CCE Tronds
*  Kimeece Trendy

FOR INTERMAL STATE FARM USE ONLY

Contnins information that may not be disclosad outside State Farm without authorzation
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West, Mail, et al. w. SFFERCC._ ol al.

Fram: HOME SY5-MCT-LYNCARCH |/O=STATEFARN'OU=EXTERMNAL
[FYDIBOHFISEPOLT) Ol = RECIFENTS/ N < AEFERIAD] 1504 TECEDOBADSEOLAE 101 )
Sent Hf00 6:31:03 PM
Ta: Greg Robémian |greg. tobinsmen. 4 20@tatefarm com]; Nicole Manduca [nicole.manduca. ok 2 @ stat efarm_oom |
BCLC: greg robinson 20 statefarm com; nlcole. mandues. lok @statefarm. com
Subject: SendlyncanchivingDataTaMadaoag

Transeript for instant messaging (IM) session: Conversation between greg.robinson. 420@statefarm. com
and nicole.manduca ok statelarm.com

greg.robinson. 420 statefarm.com |2020-06-29 15:33:28 (UTC)H):

5o they will provide a claim Fisting?
nicole.mandocalokl@statefarm.com [2020-06-29 15:33:40 (UTC)):
Yes
greg.robinson. 2@ statelfarm.com [2020-06-29 15:34:08 (U'TC)):
Just need to understand that second piece around the opportunity
nicole.manduca Jok2@statefarm.com [2020-06-29 15:34:46 (UTC)):
Here's where my head goes._...
nicole.manduca.lok2@statelarm.com [2020-06-29 15:36:29 (UTC)):
If in fact Full Roof Replacements is our biggest bucket of opportunity. we think our best option is to first focus on small
hailflight wind. With that focus, we wouid best benefit by having an easy way to track small hail/fight wind and
commespand to FRR. This gets to the data point we need to automate. Right now, we will have to use ‘key word' searches
in ECS to match the hail size/wind speed with the Payment Code of TR, PRR. etc.
nicole.manducalok2@statefarm.com |1i1l1-ﬂﬁ-1!il 153712 {UTC)):
Can you hop on a call with me briefly after this wraps?

Confidentisl Prodeced Pursusant 1o Prolesiive Drder WESTO011454




Wiest Neil et al. v SFFECC et al

Hosier, Gary, ot al. v. SFFACC, &l &l

Frowm; home sy met-hyncarch, BEIc00 siatelarm.com [home. sys-met-ymearchuBE Jebibsratelam.com|
Sent, 1208 F030 720055 PAA

T nicplesmenduca ok @ statefarm, com,; dana. jokerst. prohi@latatefarm.com

Subject SendlyncichivingDataToHadoop

Transcript for insiant messaging (1M} session: Conversation between
nicoh.manduca.bok 2@ statelarm.com and dana jokerst.pmbi@ statefarm.com

nmicole. manduca ok 2@ statelarm, com [2020-12-02 16:51:06 (UTC)):

The hypothesis helped us see our biggest buckets of opportunity findemnity spend}
dana.jokerst.pmhifEstatefarm.com [2020=12-02 16:51:24 (UTC)):
That i great
dana.jokerst.pmhbiG@statefarm.com [2020-12-02 16:51:41 (UTC)):
S0 Accenture reps will be on the workshop cails?
nicole. manducadok2@statefarm.com [2020-12-02 16:53:04 (UTC)):
| hawe t: get my head around what that will look ke for Water, but essentially our analysis found that we (5F) replaced
roofs at a far higher percentage for small haildight wind compared to mdusiry average. For example, we replaced B5%
on small hail compared to indusiry average of 8- 10%, followed by 65% on light wind compared to industry average of
about 5% When we ran the dollars, that narowed our facus of oppartunity,
nicole.manducalok@statefarm.com [2020-12-02 16:53:14 (UTC)):
I believe they will just not sure when that begins:
dana.jokerst.pmhi@statefarm.com [2020-12-02 16:53:43 (UTC)]:
Wowl That i significant!
nicole.manducadok i@ statefarmcom [2020-12-02 16:54:37 (UTC)|:
indend, That abso supported our need for data megrity (updating participants, additional inspections) so we could track
If particular contracting firms drove these outcomes and/or where our skill cpportunities resiced,
nicole.manducalok2@statelarm.com [2020-12-02 16:56:15 (UTC)|:
You'll be provided the indernnity spend in the buckets of opportunity - iUl stay at your level and higher. That's how
you'll engage Wendy and the O's on how you prioritize your focus and guidelines. For example, one of your buckets
may be a $508 opportunity if our Accuracy improves in that space.
dana. jokerst.pmhizstatelarm.com [2020-12-02 17:00:12 {UTC)|:
That's incredible
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Wesl, Neil, et al. v. SFFRCC, &t al

2020 Fire Weather Leadership Business Plan
Accuracy Tactical Plan P &% StateFarm

Wherawe

We are committed 1o achieving a culture of operational excellence where our actions
lead 10 growing State Farms. Our excellence will be achieved as foneteam. We are

e go, compelled by our customer-driven focus, with g contemporary [eadership mindset that
WEL b
| |

drives sucoess teday and positions us for tomosrow, Our leam sccelerstes oulcomes

through innovative thinking end eardy sdoption of technology. We build confidence

i our abitity and agility, and inspiring each other o continuowsly fmprove and have
fun in our service 1o others

Accuracy® Drive improvement in claim handling accuracy.

Outcomes
o [Improved Wind/Hail Trends
o A mimmum of 80% on 100% Section Manager Surveys

Pricrities

Year-over-year trends indicate Wind/Hail and Non-Weather Water penls provide the greatest
opportunity to impact enterprise results, accounting for 57% of Net Paid Indemnity (NP1) and 70% of
claim counts, Wind/Hail losses are 40% of NP1 and 49% of claim counts, with Incurred Frequency up
1.2% YOY. Water losses account for 17% of NPT and 21% of claim counts, with Incurred Frequency
down 4.9% YOY,

Wind/Hail Macro View of Quality Insights and Approach

PR EITERNAL =TATE FARN UST 0Ly Cnrinires LTNE EOEMTTAL duiliametm hugh ey fand e discioasd veulweit ehprzzi s
BTSN

Fan
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2020 Fire Weather Leadership Business Plan &S
Accuracy Toctical Plan tﬂtﬂ'ram'
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Where we go, we grow, But first, where do | need 1o lead my teams to grow,
® 2019 SM Survey Results indicates our opportunities are:
I. Investigation - Damage ldentification
2. Estimate Wnting - Scoping & Documeniation
3. Estimate Reconciliation
= Consider the opportunitics and results below in our Fire Weather claim handling
FOOR WTENAL STATE FARSM USRa8LY Lo f LT N T 1AL infismetin whils msy 0 b dinciosisd wiiises oot scilng
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2020 Fire Weather Leadership Business Plan & StateF:

Accurasy Tactical Plan
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2020 Fire Weather Leadership Business Plan

West Medl, et al v EFFECC, & ai

Accurney Tacticul Plan &ﬂmﬁﬂﬂ
Srategy Execotion Exercise
o Clear omtcomes and common understanding
o Mutusl commitment and cooperation
»  Why, How, What execution
People
i ¥ Sutcess Frequency EOM Coaching Activity
i Mecasure by Rale of Saccess Measnre U e
Exccute on 2120 Fire MyBlock £ MyBlisck 5 MyBbock 5
Propery Clumms Plan with | VRO VPO VPO
excellence LM L | oM
EM v M
[a ™ Thi T
o n CH CH
130,20 2020 Fire
o S ORT Resulis ORT Results ORT Resulis
VPO VPO Vi
s MyvBlock: (1 | i ¥ | (. 1|
aM 1 | Shi
o ORT Results T™ ™ ™
H CH CH
* Toml Roof Authority
and Monitorng Total Roof Authority and | Total Roof Authonty and | Total Roof Authority and
Monitoring Monitonag Monioring
# HReconcihation WPl VD YO
Mm Ch 1M M
=M 5 5M
™ ™ ™
CH CH CTH
Reconciliotion Acourncy | Reconciliation Accuracy | Reconciliation Accumacy
VPO WP VPO
M Ch M
ahi =M M
™ Thd ™
cH Cli ci___
Conduet | lazl Domage VPO VIO WI'D
bt Fic mtseai traindng ChM M Ch
5M 5M 5M
T™ ™ ™
CH CH CH
Assess & adjust settlement | VPO VPO VPO
nithority based on quality | CM oM M
claim handling: 10 focus | SN SM 5M
on Ormdimance & Law, ™ ™ ™
Deploved focus on CH CH CH
Dramage [T and
Documentatson
Refresh Coachang VPO YirO WP
Activitics with fecus on CM oM M
techmical mstruction EM &M M
T ™ ™

FO EATERN AL STATE TARM UST im0y

(T FRFAL T
P |l ?
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2020 Fire Weather Leadership Business Plan

Accuracy Tacticyl Plan

West, Meil, el al v. SFFACC, et al.

&% State Farm

LH L'H il
Lesdders matntain wbority | VO VPO | VPO
o overts und mandtaor | M L CM
avienl aetsvidy on CWE | 5 S 8
clnims ™ ™ ™
CH CH il
Upsiall ¢lamms workforee | VPO VPO VPO
on Xactimaie A (| . |
5M 5M 5M
™ ™ ™
Il CH o N
Targeted nss of | Y2 VPO WP
XociAnalysis wcoach o | OM M O
perfommance resuls M SM M
™ ™ ™
CH CH CH
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Wvest, Meil, ef al v. SFFECC, o

2020 Fire Weather Leadership Business Plan
Accuracy Tactical Flan “Stﬂfem
Process
Tactic S Frequency EOM Couching Activiry |
Meusure by Ruole ol Sucvess Memsure by Rule .
Align Deplaved workfarce | VPO VPO VPO
t damape arcas based on | CM A g |
skills seqs M sh1 =M
I ™ ™ ™
iCH CH L |
Irplemens WO Call WP YPO VIO
Recording Screen Capiure | CM M M
to cnabic rool cause M M a8
ideiii fientson st Thi ™
cH i'H CH
Update Xactimume with VP VPO Vit
WindHail enhancements | CM M CM
wnd use effeciively 5M sk 5M
T ™ ™
Cll CH CH
Activsle state model VPO VPO VPO
apypronch to WindTlail LM CM CM
Peril in alignmsens with M i Sk
Claim [nsights testing ™ ™ ™
CH CH CH

ik ITERS AL s TATE TARM Ukl a3l s CTSIF N TUAL. i il uiny ted, |5t s i il £ peiss sitied
2 T S

B b uf 2
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West, MNeil, ¢ al. v. SFFECC, et &l

2020 Fire Weather Leadership Business Plan
Accuracy Tactical Plan ﬁﬂafeﬂﬂﬂ
Technology _
' Sucees Frequency EOM Caaching Activity
Lyid Meisure by Rule ol Suceess Memaure by Rule
Adddress controctor phope | VIO VirQ VRO
metivity inta 1O aperations | CM (.Y | M
M SM 5
™ Th ™
CH CH Il
Explore real-ume Yo YirD VO
| “Xactumate Extimaie CM M CM
| Check™ prior 1o issumyg M Ghi Sh
settlement deali ™ I ™
H H '
Discover apportunity for | VPO VPO VPO
pdrvunoed weather data CM M M
bevond stmosphoric data, | SM 5 M
fnchuding Geospatial ™ ™ ™
Imelligence Model Testing | CH CH Cl
Tesi Claim Dotn lnsoghts | VPO VPO WP
apportunities to prontees | CM M |
new claims based on file M S 5
markers, optimize Hming | TM ™ ™
of managemen! review, Cll Cl Cll
und enhance inventory
mansgeen far
Wind  ail clamas |
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West, Nell, #t al v SFFACC, ot al

From Micole Manduca Ef'ﬂﬂTAﬂFﬁﬁﬂfm:HﬂMFIEH:ﬂEEIP!EHTS,F{‘HJLI:II:H

Seni: 16,2023 10:20:46 PM

T Tammy Higa-Seaver [tarmmy. higa-seyver.cTepEstatetarm.com)|

BCL hicole Manduca [nicols. manduca lok2@statefarm.com; Tammy Higa-Seaver [tammy.higa-
seaver.cTsy@statefarm.com|

Subject: P Wind™Hall Peril Trends

Attachmients: Total Homeowners Wind Hal - December 2022 pndf; Wind Hail 5 year trends. pdf

We can 1alk through this in 8 wuch point but thought you may find the information interesting to sec the year-over-year

comparisons. We started the Wind/Hail FME work the summer of 2020 Mhmm then scaled
December 2020, Volume down while severity up quite o bit. About a $1 from 2020 w0 202)
{Wind [l 5 yesr trends attachment ).

| nksos received additional data this on our Total Roof to Partisl Roof Replacement ratio. When we started this

work, we were replacing roofs at a mte of 5.6 to every | we repaired. In 2021 we landed at 2.0 for every | and 2022
increasad to 2.2 1o every |

From: Terrie Lemon <terne lemon. hhil@statefarm. coms
Sent: Friday, January 13, 2023 11:30 AM

To: Nicale Manduca <nicole. manduca. lok2 @statefarm. coms
Subject: Wind/Hail Peril Trends

Hi Nicole,
Attached are some views of the Enterprise wind/hail results over the prior 5-year period.

Please let me know if you have any questions, or require additional information, or wish to see
them in a different format.

Thank you
Terrie

Terrie Lemian, CRCU

&, Business Anafy=!

PAC Anaiytics - Claims

E-Mail | termie lamnon hhi il slnbalarm com
3 .

re markable

Evary (oinlinw | Every imetactan | Bvery Doy

Thie messae mhy confam canfdanial andi iwreieged apfovrnminan, I o o o Die arhdvdanee o SUMONIG 1D retaive Py for dve
gidhedmae, ool ULt IO LS. COBY, MErios oF [N An) achan Dased an Fve messags of any nformation Remein | I ey hale cepena
Ml fessaps §1 ormy, pledss advse i sevide marmsdisiedy Oy reqly &<l a0l cévale Mg misssge,  Thank you e your poopsraio
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West, Meil, &1 al v, SFFRCC, & al

From; HOME 5Y5-MCT-LYNCARCH [/O=STATEFARM/ 'O <EXTERNAL
[FYDIBGHF IS SPOUT ) ON=RECIPEENTS/CN=AEFRE3A01 1504 JECADORADGE04AF 1CR1 |
Sent 111942021 124655 AM
To Tom Moss [tom, moss cdsgistatefarmocom]; Necole Manduca [nicole. mandaca lok2 @slatefarm, com]
BLC: tarm, s cdsgEstatetarm. com; nicole manduca lokli@statefarm com
Subject: LondlyncaArchivingDataToHadoop

Transcript for instant messaging (1M) session: Conversation between tom.moss.cdsgi@ statefarm.com and
nmicole. manduoea ok statefarm.com

tom.moss.cdsgi@siatefarm.com [2021-11-16 21:50:24 (LUTC)):

looks like we are off the hook today
micole.manducalok2@statefarm.com [2021-11-16 21:51:05 {UTC)):
We are - just traded notes wy Dana and confirmed w) KR that we'll cover in December call
nicole.manducadok2@statefarm.com [2021-11-16 21:51:19 {(UTC)):
| think that time is better as we can show a vear in review” for Water and Wind/Hail FME
tom. moss.c4dsgistatefarm.com [2021-11-16 21:51:21 (UTC)):
cool beans - we will have more info to share then
nicole.manducalok2i@statefarm.com |2021-11-16 21:51:31 (UTC)):
Yep
nicole.manducalok2@statelarm.com [2021-11-16 21:51:40 {U'TC)):
When did we introduce FED?
tom. moss.c4dsgi@sintefarm.com |2021-11-16 21:51:44 (UTC)):
do you have a minute to visit right after this call
tom.moss.c4sg@siatefarm.com |2021-11-16 21:51:51 (UTC)):
g3 2020
nicole.manduca. Jok2@statefarm.com [2021-11-16 21:52:00 {UTC)|:
As long as it's before 4p C as have call vy KR a1 that time
tom.moss.cdsgitstntefarm.com |[2021-11-16 21:52:19 (UTC)):
she is very demanding of your time :)
nicole.manducalok2@statefarm.com [2021-11-16 21:52:34 (UTC)):
Oleay - would be interesting to see 03404 2020 Wind/Hail FED and compare to 2021, Concerned to see the larger % for
Wind and Hail is flal
nicole.manducadok2@siatelarm.com [2021-11-16 21:53:29 (UTC)):
| find all of that confusing when seeing the TR to PRR ratio .. feel similar on Severity trends. Wee have gotten better,
right? Or am | just snowing mysel
tom.moss.c4sg@ statefarm.com [2021-11-16 21:53:57 (UTC)]:
we have definitely gotten better
nicole. manduca.lok2@statefarm.com |2021-11-16 21:54:12 (UTC)}:
8ut do the results (that matter] prove that? They have to right?
tom.moss.cdsgiasiatelarm.com [2021-11-16 21:56:13 (UTC)|:
one of the challenges in comparing q3/4 2020 to this year is that we switched where Ris make the
finding for paying for an undamaged roof. It was under SC03 (scoping) in 2020, It is now in CAD1
(coverage analysis), ;
tom.moss.c4sg@statefarm.com [2021-11-16 21:56:26 (UTC)):
but yes, the results show it
tom.moss.c4sgi@ statelarm.com [2021-11-16 21:57:03 (UTC)):
if we look at the reason code % of TR, PRR, and NR - the overall % shows improvement
nicole.manducalok2@statefarm.com [2021-11-16 21:57:03 (UTC)):
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West, Meil, of &l v SFFRECC, st al

Very good point
nicole. manducn ok2@ statelarm.com [2020-11-16 21:57:12 (UTC)):
Aleo true
tom.moss.c4sgimsintefarm.com [2021-11-16 21:59:55 (UTC)|:
each % point difference is about 5k claim, so [f we didn’t pay for 1% of claims that did not have
damage and were not covered but would have been paid for before based on lack of skill/will, that is
5k claims at $15,769 avg severity or $78.8 million
nicole.manduca lok2@siatefarm.com [2021-11-16 22:04:13 (UTC)|:
Our call is pushed to 4:15 if you happen to be available
nicole.manduca.lok2@statefarm.com [2021-11-16 22:04: 15 (UTC)):
Mo worries if not
tom.moss.c4sgia statelarm.com |2021-11-16 22:11:08 (UTC)|:
So sorry, | stepped in to visit with Harris
tom. moss.cdsgiastatelarm.com [2021-11-16 22:12:59 (UTC)):
BTW, did Eric just tell me not to speak in the Dec meeting?
nicole.manducalok@statefarm.com |2021-11-16 22:14:45 (UTC)):
He may have - was it a joke?
tom.moss.cdsgiastatefarmucom [2021-11-16 22:21:29 (UTC)):
don
tom. moss.cdsgi@statefarm.com [2021-11-16 22:21:35 {UTC)):
don't think so
nicole.manducalok2@statefarm.com |2021-11-16 22:21:41 (UTC)|:
Jerk move
tom. moss.cdsgiasiatelfarm.com [2021-11-16 22:22:08 (UTC)):
He's yelled at me a few times this year - doesn't like some of our direction but it's not his call
nicole.manduca bok2@statefarm.com [2021-11-16 22:25:21 (UTC)]:

50 not cool
tom. moss.c4sgia stutelfarm.com |2021-11-16 22:26:22 (UTC)):

it's all goed. I've worked with him for 13 years and if he doesn't get his way he bulls through things.
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Frosm; P Sys-rct-tyhicch, EA Jc 0@ vatefarm com [home. sys-mct-lyncarch B83c00i@ s atefarm.com)|
Lent: 3753k 104816 P

T kathy seds helj@statelarm.com; nicole. manduca o ? @statefarm, com

Saibjet sendlyncArchivingDataToHadoop

Transcript for instant messaging (1M) session: Conversation between kathy.ress. heSjastatelarm.com
and nicole.mandocs bokd @ siatelnrmeom

kathy.ress.heBj@siatefarm.com [2021-03-03 20:21:27 {UTC)]:

Will you have W/Hdashboard ready for next month guality check in we could highlight in this call?
nicole.mandues tok 2@ statefnrm.com [2021-03-03 20:21:44 (UTC)):
Would kove to
kathy. ress.heBjastatelarm.com [2021-03-03 20:22:19 (UTC)|:
Very good. Wa're going to focus on Wind/Hail TX, IL and GA_ and the FME dashboard
kathy.ress heBjmstatelarm.com [2021-03-03 20:22:23 (UTC)):
Will that work for you?
nicole. manducabok2i@sintefarm, com [2021-03-03 20:23:04 (UTC)|:
I'm drooking 030363
kathy.ress.heBj@statefarm.com [2021-03-03 20:23:34 (UTC)):
lodt
nicole. manduca lok2@ statefarm.com [2021-03-03 20:24:19 (UTC)|:
Passion project) am 5o excited and optimistic (and | believe steeped in reality] that we WILL realize improvements in
WindHadl trends in"21
kathy.ress. heBjmstatefarm.com [2021-03-03 20:29:57 (UTC)|:
Sliver platter for you,
nicole. manducalok2i@statefarm.com [2021-03-03 20:30:11 (UTC)):
-
kathy.ress.heljstatelarm.com [2021-03-03 20:30: 19 (UTC)):
bod...
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Hasier, Gary, of Bl v. SFF&CC, et &l

From: home sys-mei-lyncarch BE3ci0@statefarmoom [homesys-met-yncarch BE3c00@ statefarm.com]
Lent SIREI0I0 G2 2:30 AM

T weEndy MBaEle ¢ F I sIElelarm, oo ool eomanduce. losd Batatelasmooam

Subject: sendiyncArchovingDataToHadooo

Transeript for instant messaging (IM) session: Conversation between wendy. mazen.c 9526 s talelarm.com
and nicole.manducs. lok2@ statefarm.com

wendy. mazza. cosdi@statefarm.com [2020-09-24 Z0:11:51 (UTC)H:

A we otill moving forward with having the Insight for acowweather and 150 info?
wendy. maeea. c0tiastatefarm.oom |[2020=09-24 20:00:58 (UTC)):
That meight be a good call aut for Fire
nicole.manduca ok 2i@siatelarm.oom |2020-09-24 20:12:18 (UTC):
frsight for 150, yes. Potential Match Lecator - heowever it & not i fight yet.
nicole.manduca ok 2@ statefarm.com [2020-09-24 20:12:29 (UTC)):
Additicnal approvals needed from PE&C
wendy.mazza.cHliEsiatelarm.com [2020-09-24 20:12:37 (UTC)]:
Got it Thanks
nicole.manducalok2istatefnrm.com [2020-09-24 20:13:34 (UTC)):
Wy understanding s ET is working on an ECS enhancemant {not sure where it's prioritized) to pull in Accuweather data af
FNOL. Again, not in flight.
wendy. mazen.c P2 @siniclro.com [2020-09-24 20:14:17 (UTC)|:
But our work might help inform what the possibllities are with i, right?
wendy.mazza ch2@siatelarmcom |2020-09-24 20;14:29 (UTC)]:
What would you heghlight as the “hot” topic for Fire?
nicole.mandocalok 2@ statefarm.com [2020-09-24 20;14:33 (UTC)|:
Take that thouwght further Tor me...
nicole.manduocalok@statefarm.com [2020-09-24 20:15:04 (UTC)):
| think Mmm on higher hail/wind severity threshold nets us the most gain from
e until the end of the year,
wendy.mazza o9 HiEstatelarm.com [2020-09-24 20:15:09 (UTC):
Since we are getling the acuweather data, and how we are using and s impact on claim ovtcomes. That will help push
the ET woork faster.
wendy.mazencS g sintelarm.com [2020-09-24 20:15:28 (UTC)|:
it it shows positive outcomes.
nicole.manducalok@sinielarm.com [2020-09-24 20:15:45 (UTC)|:
Agree. We are having some learnings sround Accuweather infoutside of the model, It's o helpful data point but it's not
the end-all,
wendy.marza. oMl Estate farm.com [2020-09-24 20:15:54 (UTC)|:

Got i
20:17:19 (UTC)):

| think the Accuweather, H-m:rq-ml-nl: Aeviews and Huaf Skills Revmow ame the highlights. Art of the Conversation rounds

it oul in that with improved guality, inevitabily we are engaging in tougher conwersations, Thes traming helps in having

cesurtenus and effective conversations when we afe unable to extend coverage or only panisl covesage.
wendv.mazea.c%lmstatelfarm.com |2020-09-24 20:17:56 (UTC)):

v
nicole.mandocalok2@statelfarm.com [2020-09-24 20:22:46 (UTC)|:

| am now seeing that | Nkely was not supposed to be invited to this call. Good grief
wendy.marzs.c9s g statelarm.com [2020-09-24 20:23:21 (U'TC)|:

Youre good,
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From: Micole Marsdwca [/0=5TATEFARMOU=HOME/CN=RECIPIENTS/CH=LOEZ]

Senl: 10/20/2021 B:19:26 PM

To| Tom Moss [fom moss cdsgiisiatefarm com]; Scott Webkh [scoffwelsh ok 30E slstelsrm.com)

BCE Kicole Manduca [ﬂmnlﬂ.m:mﬂm.lﬂﬂ@al:lﬂmm com; Tom Moss [tom mnﬁ.;ﬂu@itmﬂarm,{gm]; Seatl Wl
|seatt welsh. ex30@statefarm. com)

Subpsct: FW: 03 TTR: PRR: SEQ Update Wind,Hail and Fire End 1o End

Attachments: image(05. jog; imaged06.png imageld? jng; image00B jpg) TR_PRR_S5.PNG

Hi frignds —

Sharing the updated graph with data back to April 2020. Are you neading me to assist with the following or is
this what Tom is compiling?

Also, what is our YTD % Total Roofs overall and how does that compare 1o a year ago, 2 years
ago? (Mot sure if we have 2 years data) How do we compare taoday against this statement?

. Baseline. Analysis of 3-year dala validated Full Roof Replacements were paid at 63% frequency for
mﬂﬁmnmmmmqruma Hal.

myﬂqi: Indusiry Best FRR on light wind and small hall averages a 5-10% frequency, therefore
opportunity of 53-58% for light wind and B0-85% for small hail (Source:

Annlrﬂtnmuulit Services).

Micols

Fram: Zach Olson
Sent: Wednesday, October 20, 2021 11:11 AM
To: Micode Mandueca <nleale manducs, lok? @statelar m.coms

Ce: Sean McCary <sean.mccary.nlzg@statefarm.com>
Subject: RE: G3 TTR: PRR: SFO Update Wind/Hail and Fire End to End

Yep, just pulled:

Zrch (ison CPCU®, ChFCT, CLUF, FLWI® , MBA,
Datr Anskywd — Agtvanced Amslyiics

Egamrginh, L

o i it ai

From: Nicole Manduca

Sent: Wednesday, OGetober 20, 2021 1:10 PM

Ta: Zach Olson <zach.olson tnmu@statelarm com»

Cc: Sean MeCary <igan mccary nlig@statelarm.com>

Subject: RE: O3 TTR: PRA: 560 Update WindHall snd Fire End to End

Hi Zach —

| went through my folder and located the results for May and June 2020 which are attached below. | cannot
recall if we ever had & view back 1o Apdl 2020 bul know that is what Kathy is hoping for if it exists. If i does
not, we will just need 1o update the visual to include May and June of 2020. Kathy originally requested our
summary be due yesierday and then obviously we received the follow up - is it possible 1o receive an updated
graphic by EOD today?

Confidential Produced Pursuant 16 Protecive Omder WESTDO0G12H
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Wind-Hail Quality Focus - Enterprise
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From: Micole Manducs
Sent: Tuesday, October 19, 2021 10:55 AM
To: Zach Olsan <zach alson. tnmu @tatelarm com>

Cie: Sean McCary cogan. mocarny.n statefanm coms
Subject: FW: O3 TTR: PRR: SED Update Wind/Hail and Fire End to End

Hi Zach —

Kalhy is prepping Wensley for his Senior Exscutive Offsite meeting next week. You will note sha is requesting
the TR to PRR rafio graph to be populated from April 2020 through September 2021, Are you able 1o assist in
providing this view? | may have snag-it's of earfier months in 2020 if for some reason the daia s no longer
available.

Confudential Produced Pursuant to Profective Order VWESToDDOi272
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Thank you in advance - please ol me know fany questions

Micole

From: Kathy Ress

Sent: Tuesday, October 19, 2021 10:51 AM

To: Nicole Manduca <nicole manduca lok? {®ytatelsrm coms| Scott Welsh <scott. welsh ced 0 stacefar m.coms; Tom
Mess <tom, moss.cdsg B statefarm, com:s

Ce: Gregoery E Jones <gr . ones statedarm. com>

Subject: RE: O3 TTH: PRR: SEQ Update Wind/Hail and Fire End to End

Thanks. Looking for the story so will be helplul to provide headlines from this. Appreciate the help,

From: Nicole Manduca

Sent; Tuesday, October 19, 2021 12:50 PM

To: Kathy Ress <kathy recs hefj@statefarm.coms; Scott Welksh <icott.welch cx30@ statefarm. con>; Tom Moss
<tam.moss cdsgDstatefsm. com»

Cc: Gregory E Jones <gregory.e.jones. grwhi@statefar m. coms

Subject: RE: O3 TTR: PRR: SEQ Update Wind,Hail and Fire End to End

Yes, | will get with Zach io get that populated, With the monthly updates, it shaves off pricr months in 2020 but
ha should be able to update. Wil return io you ASAP,

From: Kathy Ress

Sent: Tuesday, October 19, 2021 10:48 AM

To: Scott Welsh <scott welsh cxA0@stabefarm coms; Tom Moss <torm.moss cdsg@statefarm.coms; Nicole Manduca
cnipole manduca.lok? @statefarm.com>

Ce: Gregory E Jones <gregory.c.jones. gowh @ statefarm.com>; Kathy Ress <kathy.ress.he talefarm.coms
Subject: 03 TTR: PRR: SEO Update Wind/Hail and Fire End 1o Fnd

Do we have a view of this that dales back further? | seems to recall we had one that dates back
around April 2020.

Total Rool Payment
The fallcing graph refiects the ratio of Total Roof (TR) Payment Reasen Godes o Parkal Roof Replecement (PRR) Payment Resson

Ciodes.  Results sme reflectve of iImproved qualty ciaim handling behaviors In dentifying wind and hall damage to moed sunisces

- £l =)
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From: Kathy Ress

Senti Tuesday, October 19, 2021 12:17 PM

To: Scott Wekth <probt welsh cx30@Estatelarm. comis; Tom Moss <tom moss cdspi@siatelsrm.coms>; Nicole Manduca
enicnbe manduca, lok2 @statefarm coms

Cc: Kathy Ress <kathy.ress hel|@statefarm com>; Gregory E Jones <giegory.riones grwhiistatelarm coms
Subject: Q1& 2: SED Update Wind/Hail and Fire End to End

Thank youl
As | work through adding other items and editing, I'll send you inquiries to help me frame:

First one on the statement below:
. The charl below does not provide al % - Could we provide a sialement of what the % range is

and thea ¥TD averaga?

Also, whal is our YTD % Total Roofs overall and how does thal compare lo a year ago, 2 years
a8go7 (Mot sure if we have 2 years data) How do we compare today againsi this siatement?

- Baseifine. Analysis of 3-year dala validatad Full Roof Replacements were pald at 63% frequency for
Severity 3 Wind and 80% frequency for Saverity 3 Hall,

. Industry Best' Industry Best FRR on light wind and small hail averages a 5-10% frequency, therefare
an imternal quality improvement opportunity of 53-58% for light wind and 80-85% for small hall (Source:
Acconture Consulling Services).

Call gquality tracking

Cine mansure wa rack (o identity the quality of our initisl claim call is the rumber of claims tha! ware previcusly Closed Without
Paymani (CWH) and ware subsequantly changed o a paid status of a Total Roof (TR}, Many lactors may impact why the loss moved
frorm & CWF status o @ Paid (TR) siatus, and the change in stsfus may nof indicats that the initisl call was noormect. A comeman causs
of this change 5 a customer inilially withdrew thalr claim and & was closed CWP but later resubmitied fhe dlaim and requesied an
ingpaction of he roof. &s nobed in the chars below, while there has been mavemant from manih to menth of this measun, the cwerall

parcent changs (%) In movement has bean minimal.

Reason Code TR (Tosal Roof) to CWP 1o Paid Comparnson (by maonth)

32 50d) 140
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£ 25000 - B
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o 20000 .
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From: Scott Welsh

Sent: Tuesday, October 19, 2021 4:17 AM

Cc: Tom Mass <tom moss.olsgi@statefarm.coma; Nicole Manduca :nl::-ln.man:lu::;.-h;L:@yr_.l:hqiam- COMm>
Subject: SEQ Update Wind/Hail and Fire End to End

Good moming Kathy and Greg,

Attached is our initial draft of an overall summary of Wind/Hall Call to Action work and the Fire End 1o End work
- Fire Sagmentation and Staffing Analysis. Nicole, Tom and | worked from the rescurces provided and
gathered additional data to outline the companies activity/response to the 2021 season. We also worked with
Katle to get her review and feadback.

As we discussed, we will plan fo updale the documeant with the most current data at month's end for the
Movember SEC.

We have included both requests (Overview of 2021 Wind/hail work and Fire Design Work) in a single
document, For ease of use, we can make these two separate documents if that is prefarable.

Please lol us know if this format/contentfevel of delail meets the needs for the SEQ or if you would like us to
make some updatestediiz.

if this document will be shared or used beyond lalking points/noles for Wensley, | would recommend a legal
NeEvIew,

Thank you and pleass lel us know,
Scoft

Confideniial Produced Porfuant io Piofective Order WESTDDOO1275
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From: Hicode Manduca [/0=3TATEFARM OU=HOME/CN=RECIPIENTS/{H=L0OK2|
Sent: 6/30/2031 1:09:47 P#

Ta Lisa Clauson {liia dauson hind@stalelsrmocom)|

BCLC: Mieole Mandoca |rut:uin.mlﬂ'udm.lqhi@5lal;lfarm,{um|_

Subject: FW: DocumentsFire WindHal Playbook 6.29.207 1 DRAFT patx

Attachments: DocumentdFire WindHall Mlaybook 6.29.2071 DRAFT pptx

Hi Lisa — wanted 1o provide a hesds up that we'll have o communication w/ this week's Playbool, linked ready to go
likely this moming. | know kKatie has already worked on the internol and ECH communicotions and may just need lo
touch up o fow items now that the playbook w completed, 111 stay in touch,

From: Micole Manduca

Sent: Wednesday, June 30, 2021 6:56 AM

To: Daphne Duterbridge Loule <daphne.c.loule. gryl@statefarm.coms; Scott Welsh <scott.welsh.ex30@ statefarm.coms;
Steve Meulemans <steve.meulemans.gorz@statefarm.com>; Tom Moss <tom.moss.cdsg@statefarm com>: Katie Benes
zkatie. benss. po8bi@statelarm,com>

Ce; Micole Manduca <nicole manduca lok2 @statelarm.coms

Subject: DocumentsFire WindHail Playbook 6.25,2021 DRAFT pptx

Crood morming all -

Sharing the proposed Playbook DRAFT for distribution today, June 30. Katie will assist if there sre any updates needed
to the finks to ensure the end user is able 1o easily access once communicated — we have found she needs 1o work her
magic (and she's amazing) on the last two weeks of communications.

We are focused on the following for these plays:

® Ramp up use of Volkemail Monitormg, Coll Recording'Screen Capture and EOM activitics, Leaders will be
expecied 1o share specific observations and claim examples in huddles. {This is a ‘repeat’ play as we did not see adoption
- KR requested it be included)

. Incorparate best practice of using the recently enhanced Evaluating Composition Roofing Brochure when
explaining the results of our wind'hail roof inspections.

g Outline expectation that the Customer Service Survey will be extended for an additional two weeks in order to
realize improved behnviors relative to Communication and Customer Expectations. (KR request 1o extend survey 2
weeks)

Please let me know if any questions or revisions needed. ["ve shared the Playbook with Kathy vesterday afternoon but
know she’s on PTO and traveling today = | do not expect {o hear back from her before this needs 10 be distributed,

Thank wou,

Nicale

Confidential Produced Pursiant (o Profective Order WESTODIDS1688
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Angela M Mitchell [/O=5TATEFARM/OU=EAST/CN=RECIFIENTS/CN=5PNE]
BSZ3/2021 1:41-41 PM

Nicole Manduca |nicole, manduca lokd @statefarm mm]

Anpela M Mitchell [angels mmitchell spnb@statefarm, com]; Nicale Manduca
[ricale. manduca lakd @ statefarm.com)|

W DacurnentsFire WindHsll Playbooak 6.22. 2021 DRAFT ppts

f e

Hi Nicole I'd be happy to help, but | have 3 few questions...

. Just to clarify, |5 there a draft of the communication or is this something you need me to create?
- fs this commumication to leadership separate from ECRY
* What's the contest of the communication? Samething aleng the lines ol,,. Several updates have been made to

the Wind Hail Playbook Playhook, including: REIAP Word Tracks, REIAP Infographic and Home Estimate nfographic
Please share with youwr teams the wesk of lune 287

w Who are the authors? KEathy, Tyrone, Wendy and Fire Property Claim Managers?

Thanks

From: Steve Meulemans

Sent: Wednesday, June 23, 2021 5:35 AM

To: Scott Welsh <scottwelsh.cx30@statefarm coma; Micole Manduca <nicole manduca lok2@statefarm.coms; Angela
M Mitchell <angela mmitchell.spnb@statefarm.com>

Subject: RE: DocumentsFire WindHail Playbook 6.22.2021 DRAFT.pptx

These look great!! Nice work.

From: Scott Wislsh
Sent: Wednesday, June 23, 2021 8:06 AM

To: Nicole Manduca <nicole, manduca lok2 @ statefarm.coms; Steve Meulemans

«steve meaulemans. porz Estatefanm = Angela M Mitchell < fa rmitchell s 5 P, ECHT >
Subject: RE: DocumentsFire WindHail Flaybook 6.22.2021 DRAFT. ppix

Helle Micole,
This looks great.
| Evirik the Biming looks fine i the communicatan can be feady to go.

Feor tha question on confimming the activity is ccourring | think the added question to the CRT would be the most accurata
way confirm the acthvity

Mice work Micola

Sooll

Fram: Nicole Manduca

Confidential Produced Pursuant 1o Protective Onder
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Sl.'ﬂl: Wednesday, lune 23, 2021 7:34 AM

-ﬂma;H: K Mitchell qm.glllg mmitchell, wnh@sr.alefa-rm coms
Subject: FW: Documentsfire WindHail Playbook 6.22.2021 DRAFT.pptx

Ciood morming all

Sharing Kathy's comments below and expectatiion of communications heing ready to distribute 1oday in alignment with
cirr tactical plan. Our sction ilems odey include:

1 Prepare commiumcations (Sl & ECR) to melude the updsted Playbook ailached below — Plavbook focuses on
(3 1omcs:

<< Message: RE: Call to Action - Estimate Reconcillation |G Play ==
® REIAF Word Trocks

- RELAP Infographic

# Home Estimate Infographic

2. Coafinn specilic action by leaders & timing; in the Playbook, | referenced the Week of 628 as the timing o
discuss during huddle - do you recommeend dilferent liming? Commumications prepased by POST for the (1) deliverables
above are pending our "green light” on when to send (before or after this communication plan and Playbook)

<< File: DocumentsFire WindHall Playbook §.22.2021 DRAFT.PPTX 3> << Message: RE: REIAP Word Track and
communication >» << Message: FW; Call to Action - Estimate Reconciliation 15 Play =

- 8 Monrtoring activitics are illustrated inthe visual within the Playbook (similar to Call to Action PPT slide); the
conmmincation plan could outline those activities, What are your thoughts ahout adding a question to the CRT survey as
Kathy suggesis?

Please et me know if we need o huddle up or if we can tackle virtually via email - thank you in advance for your
thoughts, mmhuhﬂwﬂwm are needed 1o the Playbook as understand you did not have an

mh

From: Kathy Ress

Sent: Tuesday, June 22, 2021 8:11 PM

To: Nicole Manduea <nicole, manduca lok 2@ statefarm. coms>
Cc: Kathy Ress <kathy. ress hed| il statefarm coms

Subject: RE: DocumentsFire WindHail Playbook 6.22.2021 DRAFT pptx
Micole,

Yes, we arc missing the communication plan. Please pull Scott. Steve and Angela together first thing as we
don’t appear to be ready to roll and we will release Wednesday per our tactical plan.

In the communication plan and playbook, we need to be specific on action by leaders (e.g. huddle and by
when) How will leaders monitor we are sending the email that's prepped with the infographic as outlined in
Jared's email. Does this become part of the CRT survey? What's ready for ECR vendors?

Jared has some good items to take as the email was tee’d up 1o send.

Conlndinlial Produted Pursuam to Profeclive Onder WESTOO143518
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Action requested
if the customer's opt-in preference for emails is “Yes,” then claim handlers should emall the Home

Estimate Infographic to customers along with the Customer Final Copy of the State Farm structural
estimate. This information will reduce inbound calls from customers with questions about the next
steps aller recelving the initial building settlement. Soon, this infographic will be an aulomated Forms
& Correspondence letter. This email should not be sent to customers in California.

From: Nicole Manducs

Sent; Tussday, June 23 2071 B:53 PM

Ta: Kathy Ress chathy ress hafjistatefam ooms

Subject: RE; DocumentsFire WindHail Playbook §.22.2071 DRAFT. ppts

| waa thinking o simvilar follow up commadcntion 1o last week's (twt Angels propared), amd include neference/Tinks t e
REIAP ward imcks along with REIAP and Home Estlmate Infographics. We can then link 1o the Plavbook on the
SharePoini that Kolie created - aflows ug to comtinue 1o erte the Plavbooks weel'month over week/maonth and a ane
stpp shop for the end user, Thoughts?

From: Kathy Ress
Sent: Tuesday, June 22, 2021 7:23 PM

Tia: Micole Manduca <nicole. manduca.| statefarm.coms

Subject: RE: DocumentsFire WindHail Playbook 6.22.2021 DRAFT, pptx

How do we plan to communicate this?

From: Micole Manduca

Sent: Tuesday, June 22, 2021 6:30 PM

To: Kathy Ress <kathy.ress. hef|@statelarm. com>

Ce: Daphne Outerbridge Loule <daphne. o louie gryiflatateform coms; Scott Welsh <icolt welsh. ox 30 @ statelarm. coms;
Steve Meulemans <stove.meulemans gorz@statefarm com>, Andrew Hill <andrew hill pakd @statefarm coms; lared
Starnes <pred.starnes. mmO5 @t atefarm coms; Nicole Manduca <nicols. manduca lok? @statefarm. com>

Subject: DocumentsFire WindHail Playbook £.22.2021 DRAFT. pptx

Please disregard previous email — atiached is the updated DRAFT.
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Fromm: lahn Christensen [AO«STATEFARM/DLU=EXTERMNAL
(FYDIBOHF 25SPDLT)/CN=RECIPENTS/CN=BE 2ATADSO26BAD IBCFRESIDDSALSEST]
Sent 0/30/2023 9:16:39 P
To: Tarn Moss [tom. mass cd g @s batefarm.oom)
BLL: John Christensen [john. christensen ghul@statefarm com]; Tom Moss [tom. moss.cdsg@statefarm.com)|
Subject: RE: FIbA HUB and Reviews

Lisw key, eheck in with Nicole or Zach Olson or let me help,

in essenice, | want to ensure the plays that worked [ the past we are daing

From: Tom MMoss <tom,moss.cdsg @statefarm.com>

Sent; Wednesday, September 20, 2023 4:15 PM

To: John Christensen <john christensen ghul @statefarm coms
Subject: RE: FIN HUBE and Reviews

Thank you. |am very surprised by the numbers. 98% approved does not seem to be consistent with prior year findings.
Tom Moss
309 660 2105

=< OLE Object: Picture [Device Independent Bitmap] »>

FOR INTERNAL STATE FARM USE OMLY
Contains iInformation that may nat be disclosed outside Stabte Farm without authorization

From: lohn Christensen <john.christensen.ghul@statefarm. com>
Sent: Wednesday, September 20, 2023 5:09 PM

To: Tom Moss <tom.moss.cdsg@statefarm.coms>

Subject: FW: FIM HUE and Reviews

Likeky the later.

From: Tom Moss <tom, moss. cdigiidstatefarm.coms
Sent: Wednesday, September 20, 2023 4:08 P
To: Jehn Christensen <jehn christensen ghul @ statefarm_com>; Scott Welsh <scoft. welsh.cx308 st atefarm.coms

Subject: RE: FIM HUB and Reviews
Hello lohn. |s the data provided based on overturn calls? Or is it based on management structured phrases and when
thee hall was 17 or lest/wind speed 50 mph or less?
Tam Moss

305 660 2105

<< OLE Object: Picture [Device Independent Bitmap) >

FOR INTERNAL STATE FARM USE OMLY
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Contans information that may not be disclosed outside Stabe Farm without authorization

From: lohn Chralencen ﬂ'|£|n :hnigzmmlﬂﬂﬂnfgﬂ EiT
Sent: Wednesday, September 20, 2023 4.48 PM

<< File: NEW_2073_TM_APPROVALS_YTD.xlsx >>

" We need CMs, Consultants, 5M reviewing these reviews to ensure the front line leader is appropriately following
the process on overiurm reviews.

- We need to get very precise on when the coverage finding reinspection worksheet goes to the SM and TM.

. I 'am going to ask the guslity pdlar to esecute on what has worked in the past.
We nieed to go back to what worked in the past to quickly make an impact
iC
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From inedan Coad [/O=STATEFARM OU=EAST/CN=RECIPIENTS/ Ch=P30Y]

Sent. 1/19/ 30248 3:39:05 P

Te Nicole Manduca [nocle-manduca lokd @statefarm,com; Bryan Mclaughlin [bryan.mclaughlin.helg@scatefarm com]

BCC: lordan Coad [jordsn.coad pIdviistatelarm.com]; Nioke Manduca [nicole. manduca lok2 @statefarm.com Bryan
ficLaaghkin [oryan.melzughiin heZ2g@statefarm com|

Subject: RE: Fix Profit Task Force - EQD draft for Tomorrow

Attachments: imageldl.png imape00 png, imaged03 phg

Hey team = and quick additional point - | am not sure we know yet what output they are locking for, 5o to Bryan's point
in his emall — we may be able to hang tight until that call before we draft any sort of output, but we can at least start the
bBrainstorming on the yellow highlights befow

Jc

Fram: Jordan Coad

Sent: Friday, January 19, 2024 8:15 AM

To: Nicole Manduca <nicole manduca lok2 @statefarm coms; Bryan McLaughlin
<bryan.mclaughlin.heZg@statefarm.com>

Subject: FW: Fix Profit Task Force - EOD draft for Tomarrow

Hey Nicole — sow your note, Safe travels todayl | am not sure on specific format — but sounds like the call this afternoon
Is pulling together content for the yellow highlight below based on JCs note

- A concise stony on our guality results for 2023
" Our focus for 2024
How we plan to continue to bulld onour mamentum.

On the first bidlet - | think this exsting slide directly below may be helpful and possible something to use. For bullet 2
and 3 - we may need to draft frash summary slides. JC put some thought starters for the focus for 2024 - so maybe
these can get dunked on a slide?

2024

. Continue focus on coverage for Water, Wind, and Hail.

a e o it Sppaetng
L] Strong focus an water mitigation and WRU sspansion

. Improved vendor insights on perfarmance

Confidential Produced Pursuant 6 Prodective Qrder WESTOO0 70525
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Increasing Quality Accuracy™* of Claim Handling Summary

YTD November Water. Wind, and Fire accuracy results increased compared to 2022,
while Hail decreased.

= Water:
= Thenumber of grrors decreasad 5% and ther mie decreased -5

* Fire:
* The number of errors decrersed -12% ond thedr size decrapsod -20%

* Wina:
* The fmber of effors Rcheased < T and Their sife decrensed 500

* Hall
+ The numbar of amors incressed «8% ang ther size increased +4%.

fe e i her e meomest e B Fram b Ty ruimd g (8 e seg et megariva gy s wie

s Ll i ) i =i fun - £ 1
e g iy i e gy ey  ee——y i e Gy oy [ S p—ry ,.
CRRAFT [

From: john Christensen <john chrisiensen ghu | pstatefirm coma
Sent: Thursday, lanuary 18, 2024 12:47 PM
To: Phani Aytam <phani.avienigik2iestatelarm. ooy, Brad Bablc sbiod babic vvidsstelam com>; Kimberly Rose

Galloway <byron gelloway. gilai@state fapm.come; Beth Enchintan <heth enchinton, pdm 7iEstateGom. coms
Subject: FW: Fix Profit Task Force - EOD draft for Tomorrow

Good afternoon. | spoke with Mike. I you scroll down, you will see a note he shared with Matt Schulking, His reguest 1o
PEA and the Quality Pillar is to pull together:

* A concise story on our guality results for 2023
* Our focus for 2024
. How we plan to continue to bild on our momentum,

Here are @ few ideas pulling from the full quality deck that was just updated. Slide Tive sthll shows November data, can
we get December YE Data before Tuesdsy? I'd like o few slides by EOD Friday to share with Mike,

If wa need to huddle today or first thing in the marning, let me know

A starting poink:;

023

w We increased quality/accuracy of claim handling in the perls of water, fire,-and wind, Hail accuracy
declined. (Slide 5)

a Water finding sive decreased 14%

a Flre linding slze decieassd 22%

& Wind finding decréased %

Q Hail did not Improve YO but substantial improvemesant the lest sk manths of the year
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. Water coverage improved from YE2O22 (7.36%) to YE 2023 (6.1%]. The team improved from §.5% in Janusary to
6,1% YTD. {Shide 7}
. Hail coverage improved signilicantly the second hall of 2023 with more focus on frort end and back end

leadership engagement. Intemal <1a3ff also improved as thiry gained experience demonistrated by April 2073 error rate of
10,41% to 7.78% yvesr #hd. ECRE also improved fram a high of 14.58% in Apeil to 10,66% in December, s important to
know the large reduction in 08 2023 lessons the overall impact of their FED. (5lide 8}

- Wind...

024

. Continue focus on coverage for Water, Wind, and Haill,

- Marrow focus on estimatics based on areas of largest opportunity
L Strong focus on water mitigation and WRLU expantion

- improved wvendor insights on perfarmance

Some slides would likely haip.

Increasing Quality Accuracy* of Claim Handling Summary

YTD November Water, Wind, and Fire accuracy results increasad compared to 2022,
while Hail decreased.

+* Watar:
# The rsmber of ermors decressed -89 and their sive decreased -147%,

* Fire:
+ The number of emors decreased <135 and their size decrensed -3

« Wind:

= The numiber of errors increased + 75 and Tl size decressed  -9%%.
* Hail:

¢ The number of errors increated <% and their sife ncreated 4%

Wy L U i = Pl i P e e P
el 4 b L ke
i e i e o e 14 L8 Al = F s
CRAFT - s -
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‘J Water Claim Handling Euaﬂty"'
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sent: Thum:l'a'f, January 18, 2024 E-Sd AM
Ta: Matt Schulkins <maiischol lg[ﬁ;nﬂgj: 'ﬂnmaru: COMm>

Subject: FW: Fix Profit Task Force
bfatt,

With next week's FPTF being "claims” focused, when do you think you will kave this info ready for NTHD? Wensley
wants me to provide a fire update after auto next week, so having this will help,

Confidential Produced Pursuamt 1o Prvective Order WESTOOOTO420
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From: WEI'I!EF | Herbert <w 411:|J_|:l.- j.|1¢:|:|.;':|| cEHH&sLaLI::I'nn:_.:;m'ﬂJ-

Sent: Wednesday, lanuary 17, 2024 1:53 FM

To: Matthew Parola <minithe w parola nepiatstate farm coms; Michael Arnold <michac Larnold bile i sunclarm.coms,
Michael T Keating <michact t keating gerpiitateinom coms; Brian Truttmann <hrinntnucimann, 22 30 a mefarm. cops;
Jenndfer Megargell <jonniler megarsellnoy b stinte oy ciniis

Subject: FW: Fix Profit Task Force

F¥l..updated with Dec info. Look at those Bl pendings @

From: Matt Schulkins <pmil sehulking mQe S asiefum coins
Sent: Wednesday, Januany 17, 2024 1:36 PM

To: Wensley | Herbert <wensley. ). berben.c | Bbirstalelarm com=
e Michael Roper <muichushroper pallisiate fumm. coms
Subject: RE: Fix Profit Task Foree

Yep we jusi got the data for those pieces loday. Pages 12 & 13 here are the ones you're looking for | belisve.

We'll include this full Monitoring Plan as part of pre-read for FPTF next week even though | hit soma highlights
already yesterday.

From: Wensley | Herbert <wensley | herbert.« | $histule farm. coms
Sent: Tuesday, laniuary 16, 2024 7:17 AM

To: Matt Schulkins <matt.scholking m9es i siate {amm.coms
Subject: RE: Fix Profit Task Force

Matt,
Can | get as much of pages 12 &23 of this updated for SEQ next week?

Thanks
W

From: Michael Roper <michicl roper. prllimstaiefomy coms>

Sent: Saturday, December 16, 2023 9:38 AM

To: lon Farney <jon {nmey. o | siestatefarm.coms; Mark mmwwﬂm ETTL 0>
Justin Tipsord <justin tipeond qlbdid st efarm come; Chris Schell <chsis sehell pxnikastinielm. coms; Sara Frnnhmﬂah
<sara. fonkowink pdebistatefom. coms; Cralg lsases ecraip. isanes io8ifi st efirm coms; Wenshey | Herbert
ewensley.) herber ¢ | B aaie o, coms; Michael Arnold <michacl.amold bihsiistatefanm com>; Kristyn Cook
<kristyn.cook itmEsmicirmcom>; Matthew Parola <maithew. parol nignfitsaiefarmecom>; Matt Schulkins
empitschulkine.meS i staie fann coms; Nicole Forziati cmcols forziati pvec@stutefarm cony; Brian Truttmann

<hrian trutmann. g2 3 (i state fu mcome; Jennifer Megargell <jainifer megargell unyhiastateform goms; Michael Tipserd
<michac|tipsond cdoiEstate faom com>; Paul Smith <paul.smith chibistatefanm.comes

C: Becky Herald <bocky. herald.s | dociepnte famp coms
Subject: RE; Fix Profit Task Force

Attached is the normal content to help support the conversation on Tuesday, Included staring on page 11 is the Claims
Trends Monitoring Plan updated for November results, High level summary of November results is included balow, The

mwiw!mﬁrhhmmhmm st » high level before spending the majerity of
the time focusing on Claims specific content.

Please let me know if there are any questions
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Summary Observalions:

. The Physical Damage coverages all experienced a downward trend in pure premium with the rate of
change on severily dropping about 1% for each coverage manth over month. That pul Proparty Damage balow
the YE saverity selection and ColllComp both less than 1% away and on track relative 1o glide paths.

g This translates to a $100M+ favorable variance for the month relative to the financial forecast
estimates in Docomber Guidance with most of that from Collision.

o Mote thal the Properly Damage CYWP ralio was 39%. dinectly in line with estimates.

" The Major Liabilty coverages saw continued pressure on freguency for Bl and UBINYEBI.

@ Bl reporled fraquency R12 rate of change increased from +7% fo +7.7%. For context on matenality, the
7.5 frequency increase translates to 434,400 more repored counts. If the increase was 7.0% i would have
bean an increase of 431,745, So thesa 2, 700 incremental claims would translate o roughly S60M in
additional expected losses vs f it had held fiatl at lsast monih's result {(after accouniing for average saverdty
and expected reporied to incurmed conversion)

Michael Ropar

AVP — Manning & Analysks
PEC Analytics

Oiffice: 309-735-3403
Cell: 305-845-7509

STATE FARM CONFIDENTLAL INFORMATION
Distributicn on o Besineds Meed 19 Know Basis Gnly

~—~Original Appointment--—

Fromi: Jon Farney <jop lamey i | sfdsiatefarm.coms

Sent: Thursday, December 14, 2023 4:47 PM

To: Jon Farney; Michael Roper; Mark Schwamberger; Justin Tipsord; Chris Schell; Sara Frankowiak; Cralg Isaacs; Wensley
I Herbert; Michael Arnold; Kristyn Cook; Matthew Parola; Matt Schulking; Nicole Forziati; Brian Truttmann; Jennifer
Megargell; Michael Tipsord; Paul Smith

Cc: Becky Herald

Subject: Fix Profit Task Force

When: Tuesday, December 19, 2023 7:00 AM-8:00 AM [UTC-06:00] Central Time (U5 & Canada).

Where: E10 Roam A& | MS Teams [new link)

. : the Dec. 19 FPTF g lo discuss claims - attendees have been modified and
yOuL

This invite is to secure time on calendars for the Fix Profit Task Force (FPTF) every Tuesday at 7 am. CT beginning Jan.
10 throwgh vear end 2023. E10 Room A has been resenved for those of you in the office.

Attendees - Jon Famey, Michael Roper; Mark Schwamberger; Justin Tipsord; Chiris Schell, Sama Frankowiak: Craig |saacs;
Wensley Harbert; Mike Arnold; Kristyn Cook; Matt Parola; Matt Schulking; Nicole Forziali: Brian Truttmann; Jennifer

Il
Guests (Dec. 18) - Michael Tipsord; Paul Smith

Microsoft Teams (new link) — Click here to join the meening

Confidentiel Produced Pursuant o Protedive Order WESTODOYOS531
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Meeting ID - 253 B50 415 (47
Passcode - ignXZa

Join by phone — - | 87221356047 40253 [a240
Miectime Lo

fkm
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From: Eimberly Rose [fD=5TATEFARM/OU=EAST /CH=RECIPIENTS/CH=NVEV]

Senl: 10/10,/2023 2:56:56 Ph

To lordan Coad [jordan.coad pidvi@statefarm.com|; Neols Mandeca [nicole manduca lok 2 @statelarm com|; Scott
Wisish [scott. welsh, cx30Esratefasm. oom)

Lo Bruce Aldrich [bruce aldrich coxm@statefarm com]; Phanl Aytam [phani.aytarmogik2 @statefarm com]; lohn

Cheistersen [john.christensen. ghul@siatelarm.com]; Wendy Hopping [wendy, hopping cw2@statefarm.com];
Héather Bums [heather, bums. mbgy@statefarm com]; HOME CUMS-CA-EXEC-FIRE-RFT [home. chme-ca-gxac-fire-
rpt. 243028 @statefarm.com)

BLCC: Kirmbserly Roge [kimbary.rowe, nvlivistatefarm com]; loerdan Coad [jordan coad.pidwlstatelarm com]; Micole
Manduca [nicole. manduca, lok2@statefarm.com]; Seott Welsh [scott welsh.ex30@ statefarm.com]; Bruce Aldrich
[bruce.aldrich.coxm@statefarm.com]; Phand Aytam [phaniaytam.qikl@statefarm.com]; John Christensen
[iohn.christensen ghul@statefarm.com)

Subject: 10/92023 Meeting Recap - Quasty Slide Decks

Attachments:  Fix Profit Task Force Quakty Caim Handling Drafe ppte; DRAFT Cisality Early Monitoring Plas September 2023 Data
FULL DECK_ 10.9 (D02) - Read-DOnly pots

Good moming!

Thank you for providing input to simplify the suite of Quality Slide Dwecks 1o align them with your current
needs during our call yesterday. We accomplished a lot in a small amount of time.

As we wait for our Business Pantners to provide data we need to finalize the decks (Reinspection Results and
Financial data, Performance Teams NTHO PPTs), we have made the preliminary changes and attached drafi
versions below for any input.

HIGHLEVEL OVERVIEW:

. Ociober will have 2 slide decks rather than the 5 we collectively created last month.
. The Quality Early Monitoring Plan Slide Deck was condensed from 21 slides 1o 8.
. The Sizing and Scoping has been deck paused for now,

. The “Simplificd Deck™, “Keating Quality Deck™ and Aversge Estimate Value Deck were consolidated
into one new deck named "Fix Profit Task Force Deck” that will serve several meetings by adding and deleting
slides as needed,

ACTION:
We have listed the changes mede to the slide decks below. IT this is not what you recall or if there are any
additional changes needed, please let us know by noon, Thursday, October 12+,

i § .l..' ity Early Monitori

Kopt 8/Deleted 13 slides.

. Took off Execution level control section,

- Changed Target fo Selection

. One line per Finding Frequency.

. Take off dash line but kept %s.

. Removed sclection % where applicable.

. Take key strategics and match Fix Profit Task Force,

Confidontial Produced Purssant o Profective Order YWESTOD020078
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Slide 4: Keep. Removed ghde path and bascline on graph.

Slide 5: Keep. Changed footer to advise which states are reflected in months.

Slide &: Keep. Same modifications as slide 3. In the note section, added the % of Overmumed calls 1o total Roof
Slide 7 and B: Kept. Added baseline to title for clanty, UPDATED WITH SEPTEMBER DATA

Sizing and Scoping Slide Deck - Pausing
aimplified Slide Deck - will combine with other decks to create the Fix Profit Task Foree Slide Deck.

Keating Quality Slide Deck - will combine with other decks to create the Fix Profit Task Foree Slide
k.

5 Average Estimate Value Deck - will combine with other decks to ereate the Fix Profit Task Force Shide
Deck.

Fix Profit Task F Slide Desk (NEW]
. Maving 5 of 6 slides from the Simplified Slide Deck

- Moving 3 of 3 shdes from the Keating Quality Slide Deck (Eventually replacing the first slide with a
new

. Moving 3 of 3 slides from the Average Estimate Value deck.
- Slide 1: Placeholder for new shide focusing on opporiunily - Estimatics opportunitics — 058 will Partner
. Slide 2-3 unchanged from Keating Quality Slide Deck

Slide 4-6 Quality Leads summarics. When updated, Scott advised that any reference to “targets™
nud replaced with “selections™,
. Slide 7-8 NTHO Monitoring and Anribution Summary
. Slide 9-14 Appendix: NTHO Scverity Monitoning and Avcrape Estimate Value - UPDATED WITH
SEPTEMBER DATA

Ez.h,wr-r
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From Iohn Chnstensen [fO0=5TATEFARMAOU=EXTERNAL
[FYHBOHF 255P DL T/ CN=RECTPRENTS/ACN=BE 1A TANS0 16840 IR FRFSIDNOSACSEST)

Sani: B2 2003 1:24:47 PbA

Ta Micale Manduca [nicole. manduca. ok @statefarm.com ) Jordan Coad [jordan coad p3dvi@statefarm com); Tyrone
smith [tyrone.smith.a57w@statefarm.com)]

Subject: RE: Draft Qualty Opportendty Sizing - 30 Day T Meniis

Attachments: mmagelll png; imageddd jpg

Yiou guys are acoi! This t-minus 1% perfect, and we should execute to it

D wiould Bke the longer plan/viswal so we can start to bulld ot 17l share this with Seott and s2e (f he has any leedback. |
rmay bhen ask you ta wark with Beth Enchinton to carry forward the remainder of the year

tam all in to have check points to push our teams for sccountability acrass all perils.

From: Micole Manduca <nicole manduca. lok2 @statefarm.coms

Sent: Tuesday, August 29, 2023 B:22 AM
Ta: John Christensen <jokn.christensen ghul @statefarm.com>; Jordan Coad <|ordan.coad. p3dv@statefarm. coms;

Tyrone Smith <tyrone.smith.a57w@statefarm coms
Subject: Re: Draft Quality Opportunity Sizing - 30 Day T Minus

HIIC -

I think I'm tracking and that is on me with how the timeline is currently reflected - Jordan previously had the Monthly
mmu‘mmmﬂmmmwmammum so we would have standalone
T-Minus for those meeting as the dates change every month for the Wensley meeting. The Profit Task Force meetings
are not anything we've typically been Involved in, at least | don't think so.

Hie
Get Qutlock far 05
From: lohn Christensen <jghn christensen.ghul @statefarm com:>

Sent: Tuesday, August 29, 2023 6:16:18 AM
To: lardan Coad <jordan.coad.pidy@statefarm coms>: Tyrone Smith <tyrone smith.a57wi@statefarm coms
Ce: Nicole Manduca <nicole. manduca lok2 @statefarm. coms

Subject: RE: Draft Quality Opportunity Sizing - 30 Day T Minus

Thank you to both of you, | would also like us to consider how we plot/integrate the fix profit task foree dates as well ||
am not sure | even have those on my calesdar yet),

Scott Welsh reached out vesterday to help/inguire about selting up a meeting cadence and perodic check ins. |
indicated we were developing a draft plan to da just that

Tyrome, we can catch up on this now that you ere back. if you all are OK with it, | would (ke to get Consulting Services’
feedback, plot the task force dates, and build the meeting plan beyvond this next quality meeting.

| bowe this four week approach. ust want to plot i out a3 bit further and set a regular meeting cadence, Thowghes?

From: Jordan Coad <jordan.coad pidv@statefarm.com>

Sent: Monday, August 28, 2023 8:23 PM

Confidential Produced Pursuant io Protective Order WESTDO0S01 23




wWesl, Mell, et al v SFFECC. &l al

Ta: lohn Chnstensen <john.christencen ghu lstatedarm coms, Tyrong Smith <iyrone.smith a5 7w statelarm, coms
Cicz Micole Manduca <picole. manduca fok? @ statefarm.com:»
Subject: I Draft Quality Opportunily Sizing - 30 Dav T Minus

Hey JC and Tyrone —

As a follow up to our discussion lasl week — we tried 10 take a run at a T-Minus plan for the Guality
Opportunity Sizing work being completed by each CM Peril Lead. In shori, we hope the Quality Pillar
CM crew can use this as a NorthStar to keep us on track as we work through this the next 4 weeks
This is also builds in a set framework with two built-in checkpoints along the way — and bite sizes the
work info four (4) phases.

Please lel us know il any guestions or feedback. If no questions or feedback — Nicole and | can share
with our peers and we will use as a roadmap. We then will have our first checkpoint next week on

progress. Thanks!

StateFarm

o

Quality Pillar — Peril Opportunity Sizing and Review Framework - 30 Day T-
Minus

Objective
In August the Quality Pillar was refreshed to align CMs lo specific perils. As part of this, each CM
pillar was also asked o assess and size opportunities for the respective peril in parinership with
P&C and Data Analytics. The below seeks to organize and outline the review timing, objectives,
and defined outcomes for this Opporiunity Sizing.

FPhase | - Assesament and Understanding = What are we doing now for
the peril?
" Each Quality Perl CM will review the current content being provided for
Monthly Executive Quality Mestings. This matarial was previously attached
within the B/23 email from VPO Christensan. As we begin this Opportunity
Sizing, each CM should seak to undarstand the metrics being reporied out at
Executive level. Additionally, each CM should review the Paril PPT forwarded
from Data Analytics on 8/24. This alsoc helps lay the foundation for the
Opporiunity Sizing each peril will nesd fo completa.

. Also included within the 8/23 email from VPO Christensen were specific | 8/31/2023
action items for each CM pillar lead. So at this juncture we are also asking
CMs to form initial thoughts and a clear way forward/next steps as you follow
up on these spacific achion fems

. For example — one action ltem for Water was the Market Area
communication on PSP. So wha! Is our spacific next step on this and by who

and by when?

Target Status

Phase Il — Opportunity Sizing - Are we focused on the right arcas with Siatus
currenl tactics’y atus
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. So after completing the review in Phase | — CMs should have
understanding of the current Quality material(s) above. So basad on review,
are we pursuing the right opportunities based on size/scale? Do we need to
phvot our lactics? CM should also review the Ghdepaths on the Penl PPT
forwarded from Data Analytics on 8/24.

. At this stage you should also continue to progress your way forward on
action items from B8/23 email from VPO Christensen (if not already being
caplured in bullet above)

. Using an example from our kick-off call — this is the Phase where
something like XM audit rule may be identified as polential tooltechnology fo
impact gaps for PNT,

. After this Phase — we will do a checkpoint with the full group to confirm
completion and progress from Phase | and Phase Il above (date/time below
in yellow highlight)

/872023

Check Point # 1 — Call with Quality Pillar and VPO Sponsor - 9/8 (12:30 g
Phase lll = Taking Dpporlunily Sizing to =* Solutions — What are we
going o do?
. So at this Phase each CM now knows what we are doing currently
{Phase |). CM will have also completed Opportunity Sizing (Phase Il). So now,
whatl is our plan and which tactics will we use to address the peril opportunity
we have sized?

. Each CM Pillar should begin forming solutions on the identified
opportunity and finalizing the Glidepaths working with Data Analytics. This
juncture is also pulling together the final outcomes on action ifems from tha
8/23 email from VPO Christensen,

. Staying with the XM audit rule example from Phase Il above - an
action in this Phase may be clearly outlining how the XM audit rule will used -
point forward by our leadars.

. After this Phase — we are going lo do another full checkpoint with the
group to check status (data/time below in yellow highlight).

CS

Target

9/19/2023

Check Point # 2 — Call with Quality Pillar and VPO Spc
Phase IV - Finalizing Material (Prior to Seplember Executive Quality
f..'ll?.l'!r_ir'|Lr:|

. At this juncture — each CM/Peril has completed their Opportunity Sizing
assessment and framed final recommendations on the Opportunities for the
peri.

. CMs will have also progressed the acfion items from VPO
Christensen’s 8/23 email to the point of conclusion and/or progressed forward
enough to have subslanlive update

. CM will have also met with Data Analytics to finalize visuals for each
peril.

. Quality Pillar CMs will work with VPOs for peril specific scrimmages in
this final Phasa.

50r — 9/19 (12:30 pm CS

Targel

W25/2023

Jordan J. Coad, CPCU®, CLU®
Clams Manager — PAC Claims
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From; Srott Weldh [/ O=5TATEFARM '\OU=FXTERNAL
(FYOBOHF 2 SSPDLT O =RECIPIENTS/ CN =50 25 R000E 1AF 46 TRRRANIASE2 TOECEAG|

S5&nt 10/14/702] 08527 P

To: T Wigas E:nm.mnu:#-;g@.-.ﬂurwm.:nm]

L o Angela Wull [angela.null.gadzibstatelanm. com|

BCC: Scott Welsh [ﬂ'ﬂ’l!.““.h.l:ﬂ]l:lﬂﬂilﬂjm‘hmmjr Tom Moss Jtom moss cdsgi@statefarm. comi|; Angela Mull
|angeda nill gade@statefarm.com)

Subsjeet: RE: Agent Tracy Blair Haus Sumfmary: Repulstion

Attachments: image(dL jpg; iImage0l2 png) imagel0d. png; imeagedld png: imaged0s prg: image00t png

Thank you Tom fot shasing.

Lat me know when you ail have a chance o connec with Renee - If possibie | would like 1o aitend, please send me e
T

Is José in the loop on the file review and invited o the ca¥? We will need Rense’s leadership to participals in thal review

Thanks again Tom for sharng and please lel me know bow | can halp,

Fram: Tom Mass <tom.moss.c4sg@statefarm.com>

Sent: Thursday, October 14, 2021 7:53 AM

To: Scott Welsh cscott welsh. x30E@ statefanm. com

Ce: Angela Null <angela.null. galz @statefarm.coms
Subject: FW: Agent Tracy Blalr Haus Surmmary: Reputation

FYi

Fromi: Renee Bass-Taylor

Sent: Wednesday, October 13, 2021 9:19 PM

To: Bill Fanedll <bill fanelli bkx? @ statefarm coms; Tom Mass <torm.moss cisgi@statefarm come; Angela Null
cangela i statefarm,. ooma

Ce: Renee Bass-Taylor <renee bass-taylor a9 la@statefarm,.coms

Subject: Agent Tracy Blair Haus Surmmary: Reputation

Tom and Angela, I'll look for time 10 connect this week for more coniexi,

From: Kathy Ress

Sent: Wednesday, October 13, 2021 8:07 PM

To: Renes Bass-Taylor <reneo b Igg a9 1 a@statefarm com>
Ce: Kathy Ress < ress he statefanm. >

Subject: FW: Agent Tracy Blair Haus Summary: Reputation

| know you have an aclion plan. let's move forward on what we have noted o get in touch with the
roofer and the agents file reviews. We can loop then on overall lindings and next steps.

Thank you!

Kathy
3096625496
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From; Kathy Ress <kailivones, heliae sipm . con>

Duite: Wednesday, Det 13, 2021, 7:34 PM

T Wensley J Herbert <wienloy | L .'!'-|:.r|:.r[I“.-'|1L|I_'_':c|.*1r.|.'1.'tl|1||_|'|.:_.'!'|‘~1 [han Krause <lon Kranse. crghiasiote fa . come
<y pims heRiassiefann ompe= ) =

Subjece: Agem Trocy Bluir Hous Summary: Reputation

Wensley and Dan,

We had a positive visit with Tracy on Tuesday, 10/12/21, 1o gain more insights into her perspective. Per
Wensley's request, outlined a summary and next steps. VPA Paul Odland, Fire Claim Manager Rence Bass-
Taylor, Estimatics Claim Manager Jeremy mji:_iu and | met with Tracy. We were able to dizcuss both auto and
fire concerns. Tracy shared her peer group of high performing agents were encouraging her to share her point
of view which triggered her cmail outreach after reviewing 10 prior roof claims.

Gieneral Themes

o  Auto Claims; Timely communication from Auto claim segments

® Auto Claims: Time to resolve auto estimate differences from Mon-Program Shop estimates is impacting the
customer’s rental benefit

» Fire Claims: Perception State Farm 15 not writing accuratc cstimates as we are writing estimates to repair
roofs instead of replacing

Diiscussion

= Aute: Timely Communication from Auto segmenis

o Extended hold times with aute claim segments; Auto Click to Chat does not secm 1o be actually solving
issues and have to call to resolve

o Claim handlers gencrally sre not making decision to move the claim forward and have to get team managers

involved to resolve simple issues
o Example: Agero did not pick up a vehicle. Called into auto claims and waited 5 days for a retumn call.

* Auto: Tine to resolve auto estimate differences from Non-Program Shop estimates is impacting the

customer’s rental benefit
o Since Pars Trader came sbout, body shops saying difficult to work with State Farm due to the administrative

work 1o agree upon an accurate estimate and time to rewrite estimates

o Customers sclecting Non Program Shops as program shops are backed up, especially related 1o supply issues
o Parts Trader delaying delivery of parts

o Claim handling delays adding many days to repair due to indecisions on estimaies from non-program shops
® |0-15 days to resolve between State Farm on resolution of the NPS cstimatc

* Two claim handlers told the agent what coverage 1o sell o provide a greater benefit since rental benefils are
running out

o Claim handlers are not calling the shops to address the differences, instead putting it on the customer to
resolve

* Fire: Perception State Farm is not writing accurate estimates as we arc writing to repair roofs instead of
o Several roofers Tracy works with indicate “they are not your Good Neighbor” and it's now discussed

o Advised lack of confidence in inspectors (REIAP vendors) “like Allstate™ uses in place of an adjuster; no
concerns when claim adjuster sctually inspects
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= Tracy indicated we do not sppear 1o be paying what we owe with a roof repair estimate and has examples
where a reasonable repair was not affected and Iater paid to replace; also indicated some repairs not made

o She indicated State Farm agents are fighting with Fire Claims 1o make a payment and some agents are using
“ADA to pay for roofs™; indicates fire claim handlcrs arc asking for proof from the customer and contractor to
update the initial damage estimate and there is no room for negotiation

o Tracy advised there are no time service issues with Fire Claims

Mext Steps

= Auto

o Pwill visit with Estimatics and the Auto Property segment VPOs on the issues raised by Tracy to address rooi
causc and takc necessary action

o An auto claim manager will reach out to VPA Paol Odland and Tracy to close the loop

s Firc:

o A Claim Consultant and Fire Proximity Section Manager will reach out to the roofer shared by Tracy to
obtain his perception of the repair issues from a roofing contractor perspeciive

o Claim Manager Rence Bass-Taylor is obtaining the 10 claims Tracy mentioned she reviewed; additionally we
are reviewing five open claims involving wind'hail for root causes, We will then loop back with Tracy on
overall claim handling.

o Claim Manager Renee Bass-Taylor will review ¢laim feedback and observations from the file reviews with
Fire In Office claim managers and calibrate on application of Kentucky regulation specific to Reasonable
Conzistent Appearance.

o Increase observations of communication with agent and customer sbout the damage evaluation and
reconcilistion process.

® Are we explaining what is impacting the claim decision end payment or just making adjustments?

® Help agents understand reasons why & supplement may be warranted and the process we have in place to step
through.

o At a broader level, Consulting Services will facilitate n targeted file review on roof claims with apprisals
und engineers to identify any trends.

We appreciate the opportunity to visit with Tracy with the support of Paul.
Kathy

FOR INTERNAL STATE FARM USE ONLY
Linntasns s fermation that may nod be dsclosed outside State Farm withowt s thonzation

From: Dan Krause

Sent: Teesday, October 5, 2021 2:25 PR

To: Michael Tlpﬂll"d 'EI'I"||I'J'IgnglEﬂrd.tdr’fE!Mtﬁf.’n‘:_‘q.gﬂb: Rand Hadbert lE[:hd-h!rm_lbﬂy_ﬂ.&ﬁmhrm_m_m}; Jan
Farney <jon.farney.ga L1 @statelarm.com>

Cez Wensley | Herbert <wenslsy | herbert c18bf stabelarm coms

Subject: FW; Reputation

| wiilll weork with Wensley to respond to Tracy.

From: Tracy Blalr Hous
Sent: Tuesday, October 5, 2021 3:14 P
To: Michael Tipsord <michael tipsord cdrf@statefarm.com>; Rand Harbert <rand.harbert heyE@statefarm eoms: Dan

Erause <dan krause.crghistatafanm. corms, lon Farney <jon.farney galsi@statelarm ooms
Subject: Roputation
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Hualio armazing leadership!

I send this @&mad with Ihe upmost nespect for all of you. For & long lime we lave heard kom the top how impoant | s 1o keep aur #1
pagition, White being #1 carries & kot of waight, having a bad reputaton when i comes to delvearing on the promise is nol warth sl 1
position, | wauld ke system outages, highar rales any day aver ghing bad senice at claim tirms,

Wa are a big bisiness made up of & lot of ittle businesses and we grow by having good reparations n sach and every smal
commurity The old slogan of “we pay whal we owa. nof a penny less, nat @ panny mons” is nol he case dghl now, We now pay reslly
low and custorners fight 1o get whiat we owa Shem in more and mor cases. in my 20 years | have NEVER had to womy about the
reputation of State Famm, Even when we have raised rates and been uncompatitive, | slways kpaw sven i cuslomers wers paying mone
i b with s, e wolilkd come thmugh st claim timal 8ClaimTimelsGamaTms

I have heard fof years now about Allsiate’s declining reputation when it comes to clams. | have taken so many of their cusiomers all
whila paying mofe bo e with us in most cases

{know | am nol the frsd ko sond an emall about the issues we are having in claims, | certainly hope you are recalving & LOT of
communication from agends lefling you know what's hagpenng lo our company from the ground.

| have been nvolved in many agent discussions, smad groups eic. sbout fim claims potdems, and specially Roofing ssues. | had faith
that you &ll were handing it and that you knew by word of sales leaders and claims tsam managers that ane on the ground hat its really

ot Bul whan | hesrd the slogan from a wary reputabile | COMpAnYy DWner,
“Yiou are nat in good ha " .| was very upsnt

That's the around the country, not just here in L . Hee seni me screen shot afier screen shot of reputatde compandes that
hﬁnmwmmunﬂmiﬂ':tnﬂ-m-m._mlﬂmﬁlb the conlractons then wa
must ligten to our clients. Calls have increassd, avary roafing claim we have the amsiomer is , this process & laborious,
and A0 limes wa and up paying what we should have in the ng but enc up with a mad cusiomer and & tamished reputation. My
leasm 8 spanding mare and more lime on claims and being away from seding.

For the las! & months the claim prodisms have grown. | recolved an amail that you al wens doing e lollowing —

1} Minimize # of people who an poecunl Home sapecially.

2 Inspechon wil be cstomen's choice up Bord (how weuld you e s i kendie this - face o tace o virtual)
3}  Semplty language when talking b customens [no inswrance linga)

4] Proacively parsonally confisct cusinmas and cofinecion

Bl Prane call io agenl whon fhere's a negative claim decision or problemalic sibsslion

) Empathy, empadhy. ampaty

While thosa things will no doubly hedp with all claims and shoul be the 101 of claim handling, what is baing done to look at and
o e R L S o o oy e

warsE (7Y
Mmmhm and not saying nice things.

Right now, our adjisions (4 in Louisville) are not the problern they are the solution. Roafing contractors would say we have o

taam, are baing sent out to meastre and photo rools and hand out 8 very small estimate to REPAR knowing that in a lot of
cases it be much more than that. They are slraid ko gel their hand slapped and are in the pockets of Stale Farm so they are low
balling &t best and almost NEVER replace a roal. More 3™ party appraisers are bring called out time aftar tima

Aa  leador agen and samoune who biseds Siate Farm logos | sm 85K you o 0 g. The abeve 6 llams ars ot snough. We
o walk on the stage at

nsed & dra balone I7's too lated is it really o By wa Bre @1 In the ranks but ot @1
whan it comeas o dellvering gresl sarvics.

TEH

Tracy B, Haus
State Farm Insurance Agency
11501 Main Street
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Lousvalle, KV 40243
B0Z-244-0271 Muin
02 244-9405 Maun Pax

&% StateFarm

Tracy Blair Haus, Agent

QLW

i this cormmunicalion & securibes related, see the gddiboml! glEcioalfes,
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Debbie Myers [debble.myer s pth @ statetarm com|

/062071 9:03.03 PN

Ta! Micole Manduca [nicole manduca lph2 @statefarm com|; Dana Jokerst [dana jokerst prohi@statefarm, com]
P Market Area Clairms {MAC) Partnership Skype Tussday -Please reply by Monday

i

S

From: Jennifer Chandler

Sent: Friday, April 23, 2021 8:26 AM

To: Debbie Myers =debbie.myers. pth8@statefarm coms

Subject: RE: Market Area Claims (MAC) Partnership Skype Tuesday-Please reply by Monday

Hi Deblie
Happy Friday! =

From wihat | can gather, there seems 10 be a running theme around the things causing frustrations with Fire Claims and
based on the agenda, it appears we are poing to address those, 100% giving grace on all of us with the last 13 months,
we are all burnt out and not at our best as often as we'd like. | try 1o remind the agants on the regular that while they've
been In offices in & relatively normal environment our peers in daims and UW have been working from horme 100% of
the time and that is harder on them then the agents/Ths think It is, That being said, here is my 2 cents.

1 Adjustes responsivenessfownership of cladm/communications to customer and agent.

a. Ihw;ﬁmﬂwnmﬂmhﬂﬂmummmdﬁu[ﬂmmhpﬂmhﬂhuu
down when it comes to effect, proactive, timely communication. When there is a problem, It of course s critical to stay
on top of it and that does not appear 1o be happing more often than not. Customers send emalls, leave messages.. .no
reply. Agents call, told it's in queue and a rep will follow-up. No one follows up, Complaints are made and elevated to
m Leadership seems to drive the reply/response in hours that has taken day/weeks prior, I've found on the
ones | have to get involved in that if the rep had communicated what they we waiting on (response/finfo from vendor,
etc] AND was proactive in fallowing up on that needed information, the ssues would have been resolved in a few days
and never elevated,
b. In this same vain, when an agent is calling/requesting infarmation, clarity or better understanding it feels like
the reps/adjusters are not providing as much information as they have. An agent explained it fike "2 secret society” that
they are ot = part 6F so only some af this Info s shared.. Which leads to assumptions that elaims Isa't doing their
mmmmmmmmmwmmhmmﬂmmmmw
dlearly, we would not be in this call/email chain.
2. IMO when claims makes a mistake, it takes far too much effort to get it rectified, The agents [and 5SLs) are having
b dirtee it ton far up the chaln (oo often
€. I understand na ane wants to make a mistake..and it"s even more difficult te sdmit/awn it but we can't be in
the position of using our lack of willingness to sdmit an error was made override doing the right thing for the eustomer,
And rectifying it as quickly ax possible.
1 I will give kudos to the leadership that ends up jumping in to resolve howewer. I've experienced that when it gets
to the point of recognition of the error, they step up big time. It just takes far too long to pet there and §& an uphill battle
every time,

3, The roaf thing is a problam. We have not dene aurselves a favor there and ciaims leadership nesds to clearly
eommunicate the philosophy change to agents.
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i The calls they held for SLAVPAY needs to be done for agents. And claims leadership needs 1o take the heat for it
and answer the questions that arse, | eaving it to S0 to defiver that message i3 going to make it worse because we ane
not the decision makers and frankly.. don't know enough about roolf claims In general. Happy to partner on the
message/delvery and helping agents work through their emotions about it but we shouldn't be thiown in as the sxpert
of the jo belween on delivery,

That's all I have for now. Hopefully it's kelpful. Heve a wonderful weekand|

Joennifer Chandier, Sales Leader
Tri-Stales Terniony

From: Deblbde Myers

Sent: Thursday, April 22, 2021 4:37 PM
To: Thuyva He <thuyyvy ho, medkd® statefarm coms; Christine Cline <christine cline 52 @ statefarm coms; Paul Nguyen
<paul.npuyen md) Bstatefarm.com>; lodie Boytos <jodie, boytos.in2hi@statefarm.coms; Jennifer Chandler

<jennifgr chandler, I:wn&ta:eranﬂ_mm: Tom Dutoit qmm,dgquﬂﬂ@ﬂgh;m_

Cc: Dana Jokerst <dana, jokacst pmbi@statefarm coms; Nicole Manduca <plcale manduca bok? i
Subject: Market Area Claims (MAC] Partnership Skype Tuesday-Please reply by M-mtdi'lr

Good afternoon feam,
We look forward to meeting with each of you via Skype next Tuesday, April 27th from 12:30-1:30 PST,

Each of you were carefully selected as leaders who have a trock record of collaboration and the ability to be
influential and highly effective thought partrers.

In the spirit of redundancy {Nicole sent out the following info on our calendar invite) the purpose of this
partnership is to goin additional effective alignment with market area leaders as enterprise and claim priorities

are execuled.

» Creating an understanding of our Fire Claims focus in alignment with Enterprise priorities and growing
Slate Farm.

. Provide insights into our Fire Claims progress n the areas of service, guality and efficiency.
1 F .i | = . T t“i--.'. mm‘ b ﬂwﬂh ....-.. gl .._. WE- .:....-l,._., ._

The ogenda will include the following topics;
. MAC Partnership Overview

. Claim Expectations & Service Level Obfectives
. Escolating Claim Concerns

. Vendor Program Overview

® Markel Area Hol Topics
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With that in mind we would ke to solicit any questions/comments/concerns/insights you may hove in odvonce
of our Skype meeting, |

Feel free to reply to all by Monday.

Thank wou in advance,
Debbie

Debbie Myers, CLU, LUTCE, FS5
Fueld I.ﬂd-lrlhi]:-

State Farm &

Sants Carllg/amielape Valley Soles Torritoey

Cell {BO5| 510-8905%

debbie myers pthB@statefarm com
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From; Tem Moss [fO=STATEFARM/OU=HOME/CHeRECIPIENTS /CNaC85G |
Senl: LATSR0E] 121457 PM
T David Chikahiss {david.chikshisa bn7 2@statefarm.com]; Eric R Baly [eric.r. daly.cdzo@statefarm.com|; Nick beshan

[mick . mnehan, jfd TiEstate farm com; Eric Lambert [enc lamben gosa@siatefarm com]; Windy Clark
[windy.clark gabt@statefarm.com]; Bl Lingenfelter [billlingenfeiter ha3vilstatefarm com]; Tim Northguist
[m,narthquist.cedu@statefarm.com); Cindy Betz [cindy. betz.cr23@statefarm.com]; Lisa OTools
[lisa ctoole gpOb@statefarm.com]; James Talley [ames talley, Pmm@statefarm.com|

o Micale Manduca [nicole. manduca.lok? @statefarm, com|

BoC: Tom Moss [tom. moss.cdsgBatatefarm.com]; David Chikahisa [david.chikahiss.bn72@statefarm com|; Eric B Daly
[esicr daly. cdio@statefarm. com]: Nick Meshen |nick. meehan |fdTEstatetarm, com|; Eric Lambert
[eric|ambert. goas@statefarm.com]; Bill Ungenfelter [bill lingenfeiter nulvi@statefarm.com]; Tim Northguist
[tim.norihquist.crlu@statefarm, com]; lames Talley [iames. talley. ITmm@statefarm.com]; Nicole Manduca
[nicole. manduca lok2 @ statefarm com|

Subjpect Diraft - work in progress - topscs - agency eall, 2021 Cusality Plan - wind hall

Good moming all,

A few updates to share since we last visited. After meeting with Executive, we have reformatted the presentation
somewhat; however, the bopics remain much the same. mhmmmmmmmmm
determined as follows:

- March 1 1-2pm

® Bfarch 3 3-2am

- ktarch 3 3-4pm

. harch 4 2-3pm

) March 5 9-10am

- March 10 1lam-noan
. March 10 2-3pm

The outfine of our presentation ks as follows:

A Topics to be discussed

a, ECA Vendor Performance Discussion
b. Inspection Options

(3 Wind and Hadl Claim Handling

3 Clesing — wrap up
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Conversations we had with you last year [David)

- What we heard

- Eimpathy

# Professionalicm

= Recponshveness

. Technical

. Settlements/replacement costs
- What we are doing

ECR Vendor Performance (John - Taylor)
Vendor strategy/performance

- Recurring meeting with firms/firm leadership
. Accountabiity/Expectations

- Custormer experlence

& Service level objectives

" Cadence of appointments

- Responsivensss
" Accuracy) Quality

[l Tri]lin-l
. Productivity
Inspection Optigns

Virtual Inspections

. While Covid challenged us, it also brought about new opportunities and efficiencies — namely our push towards
adopting wirtual inspections

. When we receive a loss our goal is to always attempt to resolve the daim virtually first

. Phone scope

. Cx

. Face Time

® Google Duo

. Wea also use these options for reinspections and/or with vendors too

» if we can't use a virtual option for a part or all of the daim we then conduct a physical inspection; always
adhering to social distancing

Other Inspection options

" Roof/Exterior inspection Assist Program

Henar the program works:

Confidential Produced Pursuant (o Protesive Order WESTODD25004
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. Cince an assignmeent (s sent, the vendor will provide an inspection technician

- The inspection Lechmcian will inspect, diagram, photograph, and scope damages to the roaf and exterior
elevations of a building.

- The claim specialist will use the scope to prepare an estimate and conclude the claim with the insured,

. Both vendors are avallable 7 days per week

M Both vendors have inspection technicians to cover all zip codes currently in Georgia, Illinois, Marvand, and Mew
Mexiono

Ll Once the assignment is made, the vendor will make voice to voice contact with the customer

4 They will atiempt phone contact within 24 hours or receiving the completed inspection on line assist form.
. The service level for the typical REIAP assignment for submission of the form ta receiving the report is 3 -5
days. This could be impacted by weather or the customer's schedule,

. Customers do not have to be present lor the inspection

® Both vendors will complete inspections with contractors

. if the customer needs to reschedule an appointment, they can contact Hancock or Seek Now directly

- The report written will be submitted to State Farm within 24 hours of inspection

Viendors

. Hancock Claims Consultants

. Seek Now

REIAF is & tool to help assist our claim handlers in the adjustment of ol and exterior structural damage when a scope i
heeded

B The program may be used when our customer declines the offer for an eligible voluntary CSP or RSP assignment
of when C5F or RSP is not avallable in the customers area
" It rmay also be used when C5P or RSP is not available in the customer’s area

REIAP Eligible claims If time allows

. Olaimns with or without a Claim Group

" Homeowners, Manufactured Home, and Rental Dwelling policies
& Initial inspections on new caims

* Severity 2 or 3 logses only

. Claims assigned to Fire Proximity

REIAP is not eligible for:

. Unresobved questions reganding coverage or causathon
. Additional inspections

. Interior damage

. Severity 1 uninhabitable claims

. Flood claims
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] BUSE claims
= Claims involving boat docks
» ECR's are not permitted to use this program

S5FPSP - Roofing Services Program (RSP} and (CSP)

= TheWhy?

] Both programs are voluntary customer cholce program using Independent Network Service Providers {CNSP)
wha have entered into a contract with State Farm® concerning the services to be provided. Benefits are:

. Both are consistent with Our Commitment to Dur Policyholders.

. Crtractor hetwork Service Providers OANSPal who cnn assist with identiTying and selscting
ionernd continctors who can |||'||1.'|-:[|' wn eslimete and complote ol |I|-iII-H gL 'R

. Eoofing Motwork Serviee Providiers ENSP=) whio can assist with [dentifying and solecting
tooal Tng conlraclors who can provide s cst imate wmd complete rooling repeirs

. ¥orimanship guavanteed Fov 5 vears by your chosen provides

. The program inevitably helps enhance efficiency In Fire Claims handling.

" Eligible For C5#
* Determined by claim handlers;

= Covered cause of loss
. Structural in nature
- Contractor/service provider available

" Hadl claims not eligible unless noted by Consulting Services

. Efigible for RSP

w Dotermined by claim handlars:

. Covered cause of loss

" Structural in nature specifically to tha roofing materisd

. There must ba a roofing contractor’senvica provider avagable

. Roofing only wind damage claims whare thare must be evidence of actual wind damage 1o the reafing

Claims Invalving roof only damage by o covered paril other than hall (also includes repair or repiacemant of the
ﬁnllmlnng atructural items: gutiars, soffit, fascia, siding and window screens)

. How can Agency Leadership Assist

. Encowrage agency partners to direct customers to httpe:/fwww statefarm.com) which has recourees svailable
thesa network service providers
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Wind and Hall Claim Handling

Roof claims present uniguee challenge
* Customers rarely get on their roofs

. Rely on infarmation received from others, induding us

Our inspection process/methodology (theme - building confidence in our work)

. Our call of damage/ne damage

. Tools we use — e, AccuWeather

. Training of our workforce

* Annual refresher course{s)

. ECHP for each event

® Orientations for each event

. Resources - compaosition roof brochure — updating/contemporizing, should be ready in March 2021

" Inspection Process -Our call of damage/no damage-— Inspection Methodology is guided by our Guidelines and
training. Focus on what ks and Is not damage and document.

a Ground collateral damage- frorm the grownd up to the roof,

b. Roof inspection- look for areas where we know roof Is more susceptible to damage: Valley and ridge cap and
soft damage, then test square.

E Vent spatter-guide us an if the hail was hard or saft

. Stafl and ECR's will make photos externally viewable after inspections to agents and policyhalders.
. Damage ID - show photos of conditions often found on roofing

- Thermal expansion

. Blistering

" Curling

. Cracking

. Zippefing

. Slipping

. installaticn marks

. Footfall

. Excessive granule loss

. Tools we use = Le. AccuWeather- wind and hail. Reports

d. Composition reof brochure Evaluating-Composition: Roofing-Brachure-English,pdf |st8fm.com) -
contempaorizing and update will ke published in near future

.. Wood reof brochure --wood-reol-brechyre.pdf {st8fm.com)

A Composition Roof and Weood Roof Brochures are State Farm,com
£ On ARS system. Put link to mesting invite move inbo wind/hail season.
. Link to ABS, Services: Weather & Catastrophe ABS Services: Woather & Catastrophe [statefarm org)  Onthe

left side-— Choosling Reofing Contractor Tool,
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Additional inspections
. When should these be completed?

Roofer inspections prior to a claim being submitted to State Farm
" impact of agents requesting a roofer inspect prior to submitting claim

. Impact of roofer inspection

w Pasitive

. May help our customer confirm if there s damage

" hegative

" Roofers skifls and knowledge are often are related to the installation of a roof and not 1o the causation of

darmages ta roofing materfals

" I the inspection by a daim handler does not find any covered damage; however, the roofer stated there was
damage, the customer may be become frustrated

. How Can Agency Leadership Assist
= Conlinue to support clalms

" Encourage agency partners to not send request the custamer have a roofer inspect before tufrkig in the
claim, Please submit the claim and allow Claims to inspect the property and determine if there is damage from a
covered loss,

ACH thmelines

. Discuss new infographic that has been developed, when it will be sent
" Timelines for RCBs (depends on jurisdiction)

. How to get RCBEa

. Communication

Roof Surfaces Payment Schedule Endarsement
Roof Surfaces Payment Schedule Endorserment

Why: Making you aware of this important endorsement that impacts the way we handle wind/hall claims if they have
the endarsement.

How can agency leadership help? Please just be aware of this endorsement and reach out to local claims leadership if
you have any questions.

] We wanted you to be sware of an important endorsement that can be added to Homeowners Policies in certain
states. The Roof Surfaces Payment Schedule Endorsement (RSPS) became available starting in July 15, 2020. Based on
the age and roof type, the R5PS provides a specified loss settlernent when roof surfaces are damaged by windstorm
and/for hail. The premium is lower but the oider the roof, the less the customer will recoup if & claim is filed for
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wind/ hail. Thanks for letting ws share this new endorsement to you, If you have any questions, please contact local
claims leadership. We will share the job aid Roof Surfaces Payment Schedule Endorsement (RSPS) job aid with you in the
follow up correspondence we send to this group.

Email = claim specific emails and risk (Tom |

* Siatemani of Policy

B Email captured

. Search of emails in [itigation matters

. Risk of message content to be taken out of context

Closing —wrap up

| weill schedule a call later this week with the team to discuss

Liza and | will work together to create a PowerPaint deck
. Slide = limited information (visual cues — not a kot of content in the slide)
" Speakers notes would include buliets from this document

For internal State Farm use only,
Contaims CONFIDENTIAL information which may not be disclosed without express written authorization
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Fraam. Micols Mandues [/0=5TATEFARM/OU=HOME /CN=RECIPIENTS/CN=L OK2]

Sent: B/15/2021 1357 44 AM

To Gwen Hodgson [gwen, hodgson IpbS@statetarm.com)

BC Kicole Manduca [nicole manduca lok2@statefarm com|; Gwen Hodgson [gwen hodgson | pbs & statelarm. com]
Subject: RE: 35-B245-5P5: Agent Complaint: Claim concern

Perfect — thank you

From: Gwen Hodgson

Sent: Wednesday, August 18, 2021 5:52 PM

To: Micole Manduca =nicole manduca.lok2 @ statefarm . com:
Subject: RE: 35-B445-5P5; Agent Compilaint: Claim concern

Yes ma'am reviewed today and have on the calendar for next follow up Friday.

Sent with BlackBerry Work

[, bggm Lo )

From: Nicole Manduca <nicole manduce. lok2ieistate farm coms

Date: Wednesdoy, Aug 18, 2021, 6:57 PM

To: Gwen Hodgson <gv AL
Smbject: FW: 35-B445 5P5: Agent Complaint: Claim concern

Ciwen - making sure this is on your radar for 8 response next Tuesday, B724,

Fromi: Kathy Ress

Sent: Wednesday, August 11, 2031 7:28 PM

To: Gwen Hodgson <gwen hodgson.lpb5 @statefarm.com>
Cc: Nicole Manduca <nicole. manduca lok? @ statefarm.coms>

Subject: RE: 35-B445-5P5; Agent Complaint: Claim concern

Thanks Gwen. 1'll calendar 2 weeks for an update,

Fram: Gwen Hodgson
Sent: Tuesday, August 10, 2021 7:28 PM
To: Kathy Ress <kathy ress hefj@statefarm coms

Cc: Nicole Manduca <picole.manduca lok2 @ statefarm.coms
Subject: RE: 35-B445-5P5: Agent Complaint: Claim concern

Kathy,

Since our last response Eberl ECR VMW Brandon Backer has made multiple contsct attempts with the contractar and kept
the insured and agent’s office apprised of our effarts to encure the similsr products recommended by Jeld-Wen {Jeld-
Wen W-2500 seres (Standard) in Brilliant White] has been utilized to achieve a reasonably consistent appearance, ECR

WESTOOD18312
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VM Becker wnd | have reviewed the clamm and are commitied 1o daily follow wp to drive the claim to cencusion. | will
maintain an SM calendar be snsure continuing action oorurs

The contractor ab this time has not responded with what Jeld-Wen products they have used in the documentation
provided contending a reasonably consistent appearance cannot be achieved
Our efforts to oblain this information will continue and we will keep the insured and agent's office up to date on all

communication,

Please fet me know if you have any questions or would like any additional information

Gwen Hodgson, CPCU, CLU, ChFC
Claim Section Manager

WCCS [0 = Hail Reconciliation Uit

w:  TRasT1824

il I T A2-49 3

L
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From: Kathy Kess

Sent: Saturday, August 7, 2021 9:39 PR

To: Gwen Hodgsen <gwen hodgzon |phS @ statefarm . com>

Ce: Nicole Manduca <nicole manduca lok @ statefarm.com>; Kathy Ress <kathy ress he8i@statefarm,coms>

Subject: 35-B445-5P5: Agent Complaint: Claim concern
Hi Gwen,
Would appreciate an update specific to resolution on Tuesday. 1 note we've lefi messages for the contractor and

spoke 1o the insured, with a follow up date on Monday. A brief update on resolution with next steps and
timeline is appreciate to ensure we moaitor this claim to conclusion,

Thanks,

Kathy

From: Gwen Hodgson

Sent: Wednesday, August 4, 2021 B:08 PM

To: Kathy Ress <hathy.ress hed|@statelarm coms

Lt Micole Manduca <nicole manducs. lok? @ statefarm.coms
Subject: RE: Agent Complaint: Claim concern

Kathy,

Thera was actually quite a bit of contsct between August 2020 and July 2021 which | have captured below, There were
definitely opportunities for follow up with the contractor, insured and agent throughout that timeframe. | have also
updated the vendor name throughaut the summary,
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Please |=g me keow iF there s any additional clarity | can provide or follow L

Thank vou snd have a Ereat evening

Gwen Hodgson, CPCU, CLU, ChFC
Cladm Section Manages

WCCS 10 = Hail Reconcilistion Lini
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From: Kathy Ress
Sent: Wednesday, August 4, 2021 5:46 P

T Gwen Hodgson <gwen_hedgson. Iphs @statefarm. com>
Cr: Nicole Manducs <nicole. mandyca ok 2 @ statefarm.com>; Kathy Ress chathy ress heBj@state farm coms

Subject: RE: Agent Complaint: Clalm concern

Gwien,

Would you provide timeline when the service gaps occurred? What has our handling been in 2021, as appears
no activity since Aug 2020 to July 2021, Trying to understand if these are recurring gaps or recent gaps with
our Call to Action. When you update the summary please provide the name of the vendor,

A review of the claim file identified the following service gaps:

. Lack of verbal communication between State Farm Claims, the agent's office, and the insured. Status
follow-ups 1o the nsured after conversations with the contractor regarding sash and window replacement
findings were needed. Follow up with agent’s office to provide status and difficulty working with the contractor
were needed.

Thanks!
Kahy

Sent: Wednesday, August 4, 2021 4:48 PM

T Kathy Ress <kathy, ress hellj@statefarm. come

Ce: Micole Manduca <picole. manduca bokd @statefarm.coms>
Subject: RE: Agent Complaint: Claim concern

Kathy,

Mease find our response 1o the agent concemns:
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Outline Customer/Agent Concern and Resolution with the Customer/ Agent

® Contractor Feazel Inc. contacted State Farm and advised that the windows on the front and rear
elevations of the Loeser's home have susiained damages. The original manufacturer of the windows is no
lenger in busincss and the contractor has advised that like kind and quality replacements do not cxist. EBERL
ECK Vendor Manager Brandon Becker had contacted the manufacturer that bought ocut the original window
manufacturcr and has determined the make and model of the windows 1o be replaced to provide for @ uniform
appearance. This was communicated to the Insured and Contractor,

. The onginal inspection of October &, 2019 did not find damages 1o the windows and settlement was
provided for the roofand gutters on the home. All repairs to the roof and gutters were completed and all RCB's
were released per s certificate of completion dated November 7, 2019, On August 10, 2020 the contractor
submitied photos of window damage. An additions! inspection was completed on August 17, 2020 and no storm
related damages were found to the windows. Additional communication with the contractor and insared
disputing the determination on the windows throughout September 2020 resulted in the hiring of an engineer
October 15, 2020 to evaluate the windows. The engineer inspection occurred November 10, 2020. The
engineer’s report, received December 3, 2020 identified six cosmetically damaged windows on the South and
North clevations and replacement of the window sashes was recommended. The Engineer report provided
manufscturer and installer information for the sashes. The State Farm estimate was updated to reflect 6 sash
replacements per the Engineers report and cvaluation of proper repair. These resulls were reviewed with the
agent’s office on December 7, 2020 and with the insured on December 9, 2020, due to the insured's availability.

On January 14, 2021 we received a contractor's estimate to replace all windows in the home due 1o
unavailability of onginal or LKQ replacement. We contacted the contractor and left a message for the insured
outlining the repair options and vendors identificd within the engineer's repont. On February 1+ and February 9=
we received calls from the contractor requesting status, We reiterated the repair options and vendors identified
within the engincer's report and explained followed up with the insured again on February 9, 2020 to advise of
same. The contractor submitted another follow up request on February 15, 2021, it was reviewed February 18,
2021 and while previous activity was referenced no sdditional action was taken 1o respond to this most recent
request. The agent contacted HRU on February 19, 2021 and we reviewed our handling with him from the time
the engineer was retained to current date. The contractor argued he would not warranty the repair or the quality
of the work. After advising the contractor we owe to repair hail damage, he agreed to obtain quotes from the
two companies identified within the engineer’s report. The agent contacted HRU again on February 24, 2021
advising the contractor is telling the insured SF is difficult to get ahold of and is trying 1o make SF look bad,
We reviewed our 2021 communications will the agent. On February 27, 2021 we received mail from the
contractor indicating one vendor did not have NFRC certification, stating that is an Ohio code requirement. The
contractor gsked if we would like the insured to install windows that don't mect code, An email was sent 1o the
agent and the insured that same day advising the documentation the contrector has provided sddresses one of
the companics referenced in the engineer’s report but it does not appear availability from the other company has
been researched. While awaiting additional information from the second company research of the code
referenced by the contractor was conducted, including follow up with the Franklin County Building
Drepartment, that revealed that code applied 1o new construction only, We spoke with the insured on March 11,
2021 1o advise of our findings related to the code issue. We had lefi 8 message for the contractor as well but ut
the insured's request we provided this information 1o the contractor in writing with a ¢¢ to the insured. On
March 26, 2021 we reviewed correspondence from the contractor which once again indicated use of the
recommended product did not meet code requirements. A response was emailed to the contractor again stating
our research indicated that code upplied to new construction only. The insured and sgent were ce*d on thal
email.
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On Maorch 31, 2021 we recerved and email from the contractor disputing the applicability of the code, the was
reviewed by a CNC ECR in WOCS Stiewardship April 14, 2021 The prior activity was referenced in the file
note but no action was taken to contact the contractor, instred or the agent. On April 16, 2021 the contractar
called into HRU advising the window companics will nol do the recommended repair and other window
mstallers heve also indicated they will net just replace the sashes, The contractor was asked 1o provide
documentation as 1o why the sash repair was not possible, On April 20, 2021 the contractor sent in an email
indicated the window manufacturer specifically states they do not attempt 1o maich double hung dimensions and
the contractor feels this would create s gusranteed mismatch. This emal was reviewed on April 22, 2021,
attemnpts to reach the contractor's office were unsuccessful and files notes indicate no voicemail option was
available. The C3 indicated a calendar was set for next day follow up but the next claim activity was not seen
until a calendar review occurred on May 6, 2021, No action was taken a1 that time and the claim was reclosed in
ermor. Un May 14, 2021 the contractor called back in indicating the replacement sash would not match, The C8
inquired as to whether the contractor was aware of what the replacement sash height would be to determine if’
there would be a matching issue. The contractor did not know that and advised he would proceed with repair of
one window to see if it would match, The claim remained closed,

On June 24, 2021 the agent contacted HRU asking when we spoke to the insured last and requested a manager,
That same day the agent was contacted by Eberl ECR VM Brandon Becker, The agent advised the sash repair
would not provide a reasonably consistent appearance and the windows should be replaced. The contractor
indicated one vendor would require a minimum purchase and the insured indicated when the second vendor
came to the home they misidentified the windows as vinyl and stated they could not install the sashes. The agent
requested Eberl ECR VM Becker review the file and join a conference call with the contractor and insured on
June 28, 2021 o discuss the matter in more detail. Dunng the call the contractor advised they received
confirmation from the first vendor that they could not mateh double hung window sashes, Eberl ECR VM
Becker was able to confirm this with the vendor and agreed to replace the six damaged windows. The contractor
indicated the window glaze would likely not match the existing windows. The contractor then asked what
window would be of like kind and quality. Eberl ECR VM Becker suggested Jeld-Wen as the manufacturer who
bought out the onginal manufacturer but the insured and the contractor would need to rescarch like kind and
quality and appearance to go with the existing windows The contractor expressed agreement and the
conference ended. The SF estimate was revised and a supplemental payment for the window replacement was
issued July 1, 2021, On July B, 2021 Eberl ECR VM Becker spoke wi the agent who advised the contractor and
insured are stating the windows do not provide a reasonable appearance per OH code. Photos were requested for
evaluation. On July 12, 2021 the agent and Eberi ECR. VM Becker reviewed the photos which reflected an of f
white Jeld-Wen window with grid, next to the existing bright white non-grid window, Eberl ECR VM Becker
contacted Jeld-Wen to find out if something similar to the onginal window was available in profile and color,
The Jeld-Wen W-2500 series in Brilliant White was provided. Eberl ECR VM Becker sent an email to the
insured contractor and agent on July 14, 2021 providing this information. The contractor then provided what
appeared to be similar photographs of Jeld-Wen windows bt are of a different profile and color 1o advise that a
reasonably consistent appearance cannot be achieved.

. The agent’s primary concern is the number of people involved in the handling of the claim. He felt it
was confusing for the customer, conveyed a lack of authority and did not aid in moving the elaim forward. He
had very positive feedback on Eberl ECR VM Brandon Becker's intervention and invelvement in the claim. SM
Hodgson reviewed the agent’s concemns and advised Eberl ECR VM Becker would shepherd the claim o
eonclusion. Eberl ECR VM Becker has made contact with the insured and the contractor and is actively
working to confirm the recommended window has been used for replacement prior to reviewing for reasonably

CONSISIeN] appearance.

Identily Leadership Findings and Service Gaps with our handling

A review of the claim file identified the following service gaps:
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. Inaccurate information advising the Ph must provide o written request for an engineer inspection by
Auto Assist handlers, Pilot and Alacrity ECRs no longer in HRU delayed retention of the engincer through the
month of September 2020, A HRU TM reviewed the file October 9, 2020 snd approved the hiring of an
CRZINGCET,

. Lack of verbal communication between State Farm Claims, the agent’s office, and the insared. Status
follow=-ups to the insured afier conversations with the contractor regarding sash and window replacement
findings were needed. Follow up with agent’s office to provide status and difficulty working with the contractor
were needed.

. HRU representative in August 2021 advised the insured that we did not have the contractor’s comtact
informartion on file which caused an unsatisfactory reaction from the insured. The contractor information was
readily available in the file notes and documents on file.

Discuss Aetion Taken to Address Findings/Service Gaps and Preveni Future Oceurrences

. This claim examplc was handicd by multiple in-office, deployed, and proximity handlers, specific
specialists will be provided feedback on their handling of the cluim. Further, HRU leadership will review this
topic in this week's huddle to cascade 1o all HRU handlers.

. The claim handler who failed to locate the contractor contact information hes been provided feedbuck
and coaching on investigating claims and review of claim files. The specialist’s manager has been provided
feedback to continue the development of the specialist.

Indicate any history of performance issues for involved claim handlers, If so, how are we addressing. 17
nol, how are we addressing.

. No history of performance issues for the immediate claim handlers. This claim example is being
reviewed with those handlers.

. HRU leadership will continue our Call to Action plan and communicate the need for prompt and
sccurste customer contacts through EOM activities and individualized coaching as necessary,

Gwen Hodgson, CPCU, CLL, ChI'C
Clatm Section Monager
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From: Eathy Ress

Sent: Tuesday, August 3, 2021 11:50 AM

To: Gwen Hodgson <gwen hodgson, Ipb5@statefarm coms

Ce; Micole Manducs <nicole manduce lok2@istatelam coms: Kathy Ress <kathy.ress hed @ statefanm com>
Subject: RE: Agent Complaint: Claim concern

Giot & note from Wensiey, We'll need you 10 call the agent first as comments he's been bounced around.

mmlmmhmm Please have Nicole call him first. He has background and has been bounced around a
lot. He ks heading on vacation so he sald Cell is best. Here is the M.

Keep me pasted.,
i
W

Thank you for the call. | am logging off. | have several other pre travel/vacation items to get to this afternoon. However,
this claim remains a top priority for me - and seeing this gets the right level of attention and resolve. My celt
614.769.1660. An unknown number calling will likely go straight to vm__baut | will call whemever back. 'Welcome 1o initiate

wia text to me also, Thank you again for engaging.

From: Gwen Hodgson

Sent: Tuesday, August 3, 2021 11:46 AM

Tao: Kathy Ress ess. hefl @ statelarm >

Cc: Nicole Manduca <nic statefarm.com

Subject; RE: Agent Complaint: Claim concern

We will take care of it, thank you,

Gwen Hedgson, CPCU, CLLU, ChFC
Claim Section Manager
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From: Kathy Ress

Sent: Tuesday, August 3, 2021 11:43 AM

To: Gwen Hodgion <gwon. hodgson. lphs @statefarm.coms

Ce: Nicole Manduca <picole.manduca lok? @ statefarm.com>; Kathy Ress <hathy ress heBjf@statefarm.coms
Subject: Agent Complaint: Claim concern

importance: High

Gwien,
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Please see the exccutive complaint from the agent. Please have a leader reach out 1o the agent and customer 1o
see what we need o resolve. 1'd appreciate the summary in standurd format by EOD Wed. It appears there has
been some interaction with the sgenl

Wensley is reaching out 1o the agent 1o let bim know one of our leaders will be in contact in the pext couple of
hours.

Kathy

From: Kathy Ress

Sent: Tuesday, August 3, 2021 11:35 AM

To: Wensley | Herbert ewengley i herbert ¢ 18h8 st atefarm coms
Subject: RE: Clakm concern

Thus 13 actively being handling in HRU under CM Nicele Manduca with the contractor. Appears “matching”
windows vet just & brief review. Will get a summary back on our handling.

From: Wensley | Herbert

Sent: Tuesday, August 3, 2021 11:30 AWM

To: Kathy Ress <kathy.ress heSi@statatarm, com>
Subject: FW: Claim concern

importance; High

Can you please look this one up? | will call him snd let him know we are reviewing it and someone will reach aut

Thanks
L

From: Robert ¥i
Sent: Tuesday, August 3, 2021 11:27 AM
To: Wensley | Herbert <wensley | herbert cl1BbEstatetarm coms

€c: Beth Lamb <beth lamb amgr@stiatefarm com>
Subject: FW: Clalm concern
Importance: High

See Chris's request for an OVP to contact the agent. Bath is checking to see if we had a previous complaint on this claim.

Robert

From: Beth Lemb
Sent: Tuesday, August 3, 2021 11:22 AM

To: Robert ¥i crobert. yi cagaiEstatefarm com>
Cc: Bath Lamb <bath lamb amari@statelam. come
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Subject: I: Claim concern
Impartance: High

NI Edwand A Loeser
CL# 35-B445-5P5
DO §-01-2018 (Ca)
VPO K Resz

From: Chris Schell
Sent: Tuesday, August 3, 2021 12:18:05 PM {UTC-05:00) Eastern Time (US & Canada)

Ta: Fobert Yi
Subject: FW: Claim concem

I think Chad sent this in some time ago. Could we get an OVP Lo call him and work to get back on the rails? Thanks

From: Chad Harris

Sent: Tuesday, August 3, 20271 11:15 AM

To: Chris Schell cchires schell gonbistatedarm coms
Cc: Chad Harris <chad. harriy |eOx@ statefarm.com >
Subject: Claim concern

importance: High

Hi Chris,

| hope my mema finds you well, | wish | was emailing you under different circumstances. | am emailing you because |
know you {and more importantly, | believe you to be a person who cares)..and based on your current position, | believe
this is information a person in your position needs to know.

Re: Homeowner Claim number: 3584455P5 Date of Loss: 9,1.2019 (Hail CAT claim)  Inspection date: 8.17.2020 (this
claim has been on-going for almost one yoar)

" This should be a Department of Insurance Complaint (due to the delays in resalving this claim)

" Perhaps a customer complaint to the Mike Tipsord [due to our dysfunctional processes, delays and poor
communication with the insured)

. The insured is beyond frustrated with SF claims; their processes, lack of communication and personnel. Based
on what ["ve personally witnessed and experienced, the insured has every right to be frustrated.

. | have been pulled into this daim by the insured and the contractor, | have attempted to talk with multiple
leadership personnel to no avail,

. We have people handling clalms that are not SF employess (outside contractors)._who apparently lack the

authority to make a decision or solve problems when they oocur, Deploved vs. employed processes do not
communicate well

. Finding and identifying & leadership perion to talk with,..and have them make decisions is almost impossible [to
date, it has been impossible)
. Yesterday 8/2/21, | once again reached out to claims leadership due to more errors.. only to wateh as it was

passed down from one person Lo another and 1o another.

This is terribly embarrassing for State Farm..and me, as the local agent. Our claims processes need to be reviewed_as
they are not working for the customer or the agent. D Power custorner claims satisfaction scores have been teliing us -
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what agents are expefiencing with more and more regulanty. Agents need to know who the appropriate leadership
personnel are ta make decitons. Right now — that is nest to impossible. There appears to be rero accountability within
the claims system.  No ownership. No accountability. The team environment is falling us and the insured. Peaple
simply pass things down to a person who otherwise lacks the authority to make a decision..and the claim stalls, ar 8 new
parson picks it up and the processes begins again.. with no better result.

My ask: This claim needs leadership involvement (not passing it down, again). The leadership parson needs to be
someane with the authority to review the concerns and make a decision. | am afso requesting to have a conversation
with said claims leadership — as to avoid add’l mistakes. The claim file and notes appear to be incomplete.

My second ask: This claim should be put into the “process excellence” type file for process review.  When we perform
poorly = we should take the time to learn from our mistakes and improve our processes,  This claim highlights all the
current dysfunction within our 5F claims operations and processes.  Our insured deserves better service than what they
are currently recelving from State Farm claims. This claim needs to be resolved without further delay.

Thank you for your time and attention 1o this matter.

P.5. | am leaving for vacation this afternoon. My cell s 514.769, 1660 Thank you,

Respectiully,

Chad Fawia, lgent
<< OLE Dbject: Picture [Device Independent Bitmap) >>
Chod Hairis Stale Farm Agency

B15) Avery Bd. Ste A Dubsling Ohls 23008
P &14BBRITVE | F. 614217 4441

chod@chodhorisinurance com
wwrw . Chodhgnigirsumneg.com
HALS & 20527143

If this commiunicafion k securifies related, cick harg for addiioral disclosuwas,
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From: Kathy Ress [/O=5TATEFARR /OU=HOME /CN=RECIMENTS/CN=HER]]

St 104282021 2:4E:13 AM

Tao: Tyler Denpawlt [byler. deneadt, hjpststefarm com|

(a Tyrone Smith [tyrone smith.a57w@statefarm.com]; Nicole Manduca [nicobe. manducs Iok2 @statefarm com]; Alica

W Gardner [alicia w gardner.cjb8@statelarm.com]; Thad Halman [thad halman c39n@statefarm com|; Rob Stewart
[rob.stewart.ckf 7 @statelarm.com); Alec Hagan [alec hagan.le|di@statefarm.com]; Erin Pander
[erin pander.stiq@statefarm.com); $hyama N Terry jshyama.n terry bobj@statefarm.com]; Kathy Ress
[kathy.ress. hedj@statelarm com|); Gregory E lones [gregory.e jones. grwh@statefarm.com|; lohn Christensan
liohn.chaistensen. ghul @statefarmoom]

BCC Tyler Deneault [tyler. densault. htjp@ statefarm.com|; Tyrone Smith ftyrone smith,a57wi@statefarm.com]: Micoke
Manduea [nicale, manduca. lok2 @statefarm,cam); Rok Stewart [rob, stewart.clf7 @statefarm.com|; Akec Hagan
[dlec.hagan lejd@statefarm.com]; Erin Pander [erin, pander.sttq@statetarm.com]; Gregory £ Jones
[gregary.& jones grwh@statefarm com|; kohn Christensen (john christensen ghul@statefarm,com)

Subject: Follow Up: repercussions of a roof repair

| understand Nicole has left 2 message 1o catch up with you verbally. She will continue her outreach to discuss
the claimin detail. 1've provided a bricf summary below. Attempted contact has been made with agent on two
occasions without a return call,. We were advised by his staff he will be available tomorrow. TM Bill Matchett
will contact Robert to share the resulis of our claim review and establish a plan to notify our policyholders. We
engaged Consulting Services in the review of the claim handling.

Kathy & Tvrone

The information below should not be forwarded to the agent as considered proprictary and is documentation
retained in the claim file.

Customer/Agent Concern and Resolution in Progress

Agenl Robert Gamer contacted Agency Leadership to express the following concerns about the handling of the Fryan
claim:

. Sute Farm recommended roof repair instead of full replacement
* Lack of, or poor communication by Claims

. Dielays in estimales

s Amount of involvement required by agent to facilitate the claim.

The claim was originally mspecied on May 10, 2021 by Hancock Claims Consultants. Hail demage was noted to the front
slope (12 damaged shingles'SQ), right slope (8 damaged shingles'SQ), and lefi slope (9 damnged shingles/SQ), Damage
was also noted 1o roof accessories and some aluminum gutters, but no other damage was noted to house clevations. The
contracior immediately disngreed with the findings. A $1,487.7% poyment was issued on May 12, 2021 which included

replacing 14 SQ of roofing on 3 slopes.

The file reflects several issues brought up in subsequent conversations including, HOA by-law requirements, line-of-sight
determination, issucs with maiching the existing shingles, and questions of whether the shingles were repairuble

A second inspection by an External Claim Resource wns completed on August 2, 2021, Based on this inspection, the
estimale scope was maintamed, bul the square count was increased. A $1,179.61 supplement was issued on August 9,
2021. Review of the file indicates that, based on the initial inspection report, the estimate should have been to replace the
roof due 1o the amount of dnmage in the 1est squares on three of the 4 direotional slopes.
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Discuss Action Taken/Tn Progress

The contractor™s estimate has been reviewed, and is reasonable in both scope and price; as such, we will aceept it 1o move
forward with an appropriate setilewsent. In addition, a supplement will be estimated for additional aluminum gutiers. Our
mitent is 1o collaborate with the agent to determine the best approach 1o take for o service recovery,  We have atiempted to
comact the agent but his stafl indicated that he was unavailable, and despile a specific message regarding the tophc of the
call, he has not yet refurned out calls,.  We will sttempt o reach him again tlomormow,

We are addressing the individuals and vendor involved in the claim handling in concert with Consulting
Services and the Viendor Manasgement Office.

FOR INTERMAL STATE FARM LISE 0RdLY
iComtning indnemation thal may mot be dhsolosed milside Staie Farm wiiloot sothorstion

From: Kathy Recs

Sent: Friday, Dctober 22, 2021 10:33 AM

To: Tyler Deneault <tyler densautt, htjp@statefarm com>

Cei Tyrone Smith <tyrone smith.as fwi@statefarm com>; Nicoke Manduca <nicole. manduca lok? @ statgfarm.coms; Alicia
W Gardner <alicia w.gardner. cjbf@statefarm.coms; Thad Holman <thad holman c9%niistatefarm.coms; Aob Stewart
<robstewart o7 @statefarm. com>; Alec Hagan <alec hagan.lejd @statefarm coms; Erin Pander

<gtinpander sttq@statefarm.com>; Shyama N Terry <shyama.n terry babi@statefarm.com>; Kathy Ress

< I 2] @ >

Subject: FW: repercussions of a roof repair

Thank you Tyler. Copying CM Nicole Manduca as the claim was most recently handled in our Hail
Reconciliation segment to review. Also including our Proximity and Deployed CMs 1o partner with Nicole on
the review,

Kathy and Tyrone

From: Tyler Deneault

Sent: Thursday, Octaber 31, 2021 5:00 PM

To: Kathy Ress <kalhy.ress hefi@siaielann coms; Tyrone Smith < smifth.a%? ted arrm. coms

Cc: Rob Stewart <rob stewart, ckf7 @statefarm.com>; Alec Hagan <alac.hagan lejd@statefarm com>; Erin Pander
<grin.pander.stig@statefarm.coms; Shyama N Terry Iy. statefarm.coms>

Subject: FW: repercussions of a roof repair

Good afternoon Eathy & Tyrons,

Please see the emall below from agent Robert Garner. Attached in the email, you will also find a letter from the
insured, Can you please have someone on your team looking into this file and follow up with the agent? Also, can you
please keep me in the loop on the findings and conversation with the agent?

Thank you in advance and as always we appreciate the partnershipl

Tyler

Confidential Produced Pursuant o Protective Crdor WEST00094255
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From: Tyler Deamneault

Sent: Thursday, October 21, 2021 5:47 PM

To: Robert Garner fobert garnerr5d2 @ statefarm. com

Cc: Rob Stewart robstewait. ekl @etalefanm com: Alec Hagan alec haganlejd@statelarm. com; Jason Guilliams
fsan gelbarms J3 0y (5 skatefarmcom

Subject: RE: repercussions of a roof repair

Thank you for reaching out Robert and our sincere apologies For your frustrations around this customers. | will reach out
to our executive claims partners to review this file decision and overall customer experience during the handling of this
claim, Ad you know, each claim is handled on it"s own mearit, however | will ask that we review the entire file,

Thank you, Robert|

Tyler

From: Aobert Garner <roberl. garner.r5d3@ atatefurm coms

Sent: Thursday, October 21, 2021 4:10 PM

To: Rob Stewart <rob.stewsrt ckf7 @statelarm_ cams; Alee Hagan <alec hagan, lejd@statefarm coms; Tyber Deneault
<tyler deneailt htjp@statelarm, com>; lason Guilliams <jasan guilliams 39y @statefarm coms

Subject: repercussions of & roof repair

Leadership whom | respect,

| am saddened to share the impacts that my agency is having over roof claims. My client had suhstantial damage to his
roof earlier this year, State Farm recommended a repair instead of replacement when all 5 of his neighbors with other

companies were getting camplete roof replacement.

In addition o this, | have spent countless hours on this daim because of lack of poor communication, State Farm claims
was not returning calls from the contractor nor insured, delayed estimates that were not done until | call and get
irmvalved, re-Inspections and escalations,

| would do this for any client, but this client in particular is & large client with multiple lines. His father is someone | have
been warking on for 2 years in regards to a very large IP5 case. | have also received multiple referrals of friends.

Today | get cc'd a letter to claims [ATTACHED] from his wife. At the end of the letter, you will see my name mantioned
a3 someone that cannot be trusted in the community anymare, His dad has cancelied all his insurance with me and ks no
longer discussing IPS.._His son is trying to mave his business. | slso had his friend cancel an 8 auto household this week
and afraid more i to come aver him and his wife’s influence in my town,

This s just one example of many other clients that feel the same way. This is the first time in my 15 years that | have
had sny lssues with chalms and this i one example of How my agency, reputation and petential : 1 being

<t Flle: Scan. pdf >
Thank wou

Hobert Garner — CLU®, ChFC®, RICP*, President

Garner Ins and Fim Sves ine
3644 Erie Ave, SW
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blassillon, OH 44646
Phane: 330-834-1276
Fau: 330-834-3375

e-mall: Bobert@RobetGarnerinsurance com
www AobertGarnesfnsyrance, com
<< OLE Object: Picture (Device Independent Bitmap) =>

If this communication is securities related, click here for additional disclosures.
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&8 Growmg Together

‘m’“"‘“ﬁ"‘ 2021 Market Area / | WWC Claim

- |*-..1r.r1|...r1-|||.l

&% StateFarm

WELCOME/CONTEXT
Wensley

Thanks for joining today. In 2020, we experienced a most
unigue year..where we collectively overcame some of the most
difficult challenges we've faced organizationally and in society.

* State Farm faced a historical catastrophe season with Severe
Weather Outbreaks in the spring, a series of back-to-back
Midwestern wind and tropical events, record-breaking
wildfires, and a distribution of claims across more states at
the same time than we've previously faced.

* Internal and external resources available for field claim
handling needs significantly contracted due to the risk of
COVID as the pandemic spread across the world.




Our non-weather related claims also increased over prior years,
partially related to an increase in claims for business
interruption related to the pandemic, some related to riots and
civil unrest, and an increase in customers spending more time in
the home.

Our 2020 Fire Claims quality plans also triggered an
unanticipated response where fulfilling Our Commitment to Qur
Policyholder disrupted expectations of our agents. We spent
more time together in 2020 identifying root cause of agent
complaints which revealed to be related to 1) improved ability
for claim handlers to distinguish between covered losses, and 2)
a perceived erosion in empathy and professionalism of claim
handlers. Sometimes, the two were intertwined. And this
created a distrust of agents in our claim handling. We need to
build the foundation of a positive working relationship for all
Our success.

<Pivot to John>

John

To ensure we start 2021 in alignment with enterprise priorities,
understanding tactics we deployed in 2020 and are pulling
through in 2021, we want to move forward with greater
collaboration and proactive communication in 2021. We want
to grow together by taking what we learned in 2020, and using
it as a catalyst in 2021.

We each have leaders who are new to their roles and some who
have been leading for many years. Partnering our leadership
teams together will drive greater awareness and understanding,
and building mutual trust and relationships to drive improved




outcomes.

In order to grow State Farm, our products have to be priced
competitively. As our claim teams focus on improving our
overall accuracy of payment, we have quality tactics that have
improved our ability to investigate, identify damage related to a
covered loss, explain what damage that is and is not covered to
our customers, and Pay What we Owe to fulfill Our
Commitment to Our Policyholders. Yet we must do this timely,
professionally and in a way that provides a positive customer

experience,

We asked Kathy Ress on behalf of all our Fire Claims Executives
to enhance our approach in working together so we grow

together.




Seeds of a Partnership

Communication . _-Ec"‘""“'“ .
Strategy | Accurcy

Qutcomes

Kathy

Thank the VPAs for their candor and partnership in 2020, and
helping drive conversations between our Claim Managers and
Sales Leaders to align in the most challenging times. These
conversations enabled actions to have a market area
perspective, yet also was a healthy exchange where we learned
from each other. As we thought about the how to we improve,
we realized it was critical we approach this opportunity as one
team, to be aligned and proactive. My outreach to several of
our Market Area VPA peers for Sales Leader partnership was
met with absolute enthusiasm.

Today, representatives of the working group of claims leaders
and Sales Leaders will kick off our year and our monthly




approach to communications. They will have an ask of VPAs and
Sales Leaders to engage throughout the year and drive

proactive partnerships where transparency will drive greater
results. The overall strategy ensures we improve the customer
experience, drive high quality conversations between claims and
agency, and accelerate transformation in expectations that
aligns with our Enterprise priorities, including how our claims
model and our claim handling is adjusting to our priorities.

In future collaborative sessions, we'll go into detail with VPAs
and Sales Leaders with specific tactics against issues that arose
last year as we will face the reality of leading in 2021 coming off
an incredibly unique year. Today is a start of our new journey
where monthly building blocks will support service to our
customers through enhanced virtual and vendor claim handling
approaches, reducing the tension points between agents and
claims, and be sure our expectations of each other and with our

agents are in alignment.




P&C Claims Strategy Map
Create a culture of Operational Excellence.
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KATHY

=  Click One

= Our 2021 Claims Strategy Map is the guidepost to our vision of “Being the
industry leader at helping people recover from the unexpected” and our
missien of “Upholding our Commitment to our Policyheolders”.

= Click Two

= Our Strategic Objectives drill down to reveal we are focused on our accuracy
while at the same time we are providing a differentiated customer experience
AND a continue to work on being price-competitive through our transformation
efforts.

= (Click Three

= The rest of the map is bucketed into smaller, more tactical priorities and goals
that reinforce that the work we align to supports our objectives under our pillars
of Customer, Employee, Accuracy and Efficiency, and Technology.

I'll now turn over to the team:

* Wed & Fri Ami Kuhiman, a sales leader in the South
Central Market Area




Fri Beatrice Lee, a Fire claims manager for Fire In Office teams
*  Wed Juan Parilo, a Fire claims manager for our Fire
Proximity Weather & Catastrophe team

They represent several Sales Leaders and other Fire and AWC claims leaders on the
WOorkgroup.




Q) 2021 objectives

=

Business Objectives | Communication Objectives

&

= Alignment « Proactive

* Transparency « Collaborative
= Agent Impact * Inclusive

i i i e e

BEA/JUAN

Business Objectives

* Create understanding of the alignment between Fire/AWC
Claims priorities and Enterprise priorities, and how each
assist in growing State Farm.

* Provide insights and transparency into our Fire/AWC Claims
progress in the areas of service, quality and efficiency.

* Anticipate the impact to the agent and their role in
supporting our Enterprise priorities,

Communication Objectives
* Build proactive communication approaches that educate

Market Area leaders and agents on claim handling processes
and philosophy

* Promote transparency, collaboration and unity in identifying
service gaps and communicating solutions

* Develop inclusive communication paths so the appropriate




market area and Fire/AWC Claims leaders can better anticipate
incoming agent and customer questions




AMI|

Every level of Claims and Market Area employee and agents —
all of us - are accountable for providing a Remarkable customer
experience. For this reason, everyone will have certain tactics
that will assist with execution of the plan. Itis a mindset that
needs to begin with setting expectations at the executive level.

How will this happen? Through a joint marketing partnership
approach in our two areas

Claims and Market Area executives will:

* Focus on building stronger relationships with executive peer
group

* Set leadership expectations to have more proactive and
consistent check-ins with their peers to collectively execute
upon Enterprise goals and Fire Claims strategies.




Qur Claims leaders will focus on:

Alignment

Collaboration, and
Creating understanding

Claims Managers and Section Managers support our
shared marketing approach by joining VPA calls on a
quarterly basis and holding weather preparedness
sessions for relevant updates, demonstrate
technology and proactively address potential claims

issues. The frequency of calls could increase as need dictates; e.g.
weather.

Claims also supports transparency in sharing reports,
service level data between Claims and Agency —
important to cascade these to ALL Agency leaders
Claims associates will also be part of our strategy and
conduct regular agent visits or phone calls when
appropriate




Slide 1
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2021 Communication Tactics
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BEA/JUAN

The tactics we are building out meet several high level purposes identified collectively

by Fire Claims leaders and Sales Leaders:

Education — We are hearing agents want to learn more...not just on weather
preparedness, but also on things like the ADA process, underwriting guidelines,
new processes halng implemented and existing processes that are important for
agents and customers to understand

Operational Status communications — The tactics we share are meant to instill
transparency and confidence into the Claims process. We will share reports that
identify weather spikes, service levels, status on adoption of new tools like Fire
Chat, etc. Please share these with your leadership team to increase
understanding.

Being There for our Customers [and agents) - We will be touching base
proactively and in different ways to increase understanding of claim decisions, or
following up on status with when vendors are used. One example is to have
claim handlers reach out via phone versus email when there are service related
questions or issues. Many times issues are escalated to mid/upper leaders when
they don’t need to be. We want to help. Faster to start with the Claim Owner
and work collaboratively— not all things need to be escalated. Helding decision




makers accountable for turn around times.




Market Area Claims (MAC) Partnership

|"'hll- s o q
Obtain
Feadback

6 months

1 hour
Bi-Manthly Outcomes

AMI

The formation of an Agency/Claims Partnership in each Market Area was
suggested by a group of Sales Leaders for the purposes of identifying topics
that would be helpful in supporting our Enterprise goals and providing

feedback on discuss ways to strengthen the partnership,
improve the customer experience and support our
Enterprise growth initiative. This is an added tactic we
would like to introduce in 2021.

This partnership also addresses trending issues, obtains
general Agent/customer feedback, explains new claim
model, processes and programs, review mechanisms for
elevating concerns, introduce new technology, share
areas of focus and provide seasonally specific
information.

Here's how it works....




Organization and Representation — Each
Market Area (6) has their own MAC
Partnership made up of a Sales Leader
aligned with each VPA of Sales (6-9), a Fire
Prox SM (1), a Deployed/AWC SM (1), an H-
Stew/Team Managed SM(1), a
Deployed/AWC CM (1) and a Fire Prox/In-
office CM (1). An Agency lead and a Claims
lead will be identified within each Council.
This responsibility may be rotated for each
meeting. All Councils would have a
manageable 11-14 members.

Meeting cadence — 1 hour virtual meetings
would occur bi-monthly. Consistent
enterprise themes with input from our
working group will be mixed with more
regionally specific items. Topic solicitation
would occur 2 weeks beforehand with an
agenda sent 3 days prior to the scheduled
meeting. Each Council will leverage One Note
for recording meeting minutes and
storing/sharing information. Quarterly report
outs would occur to the appropriate Agency
VPA's and Claims VPO'’s.




Monitor — Short EUC survey every 6 month
to gather feedback and determine if the
Council is adding value, identify deficiencies
and request recommendations for future
Improvement.

Meeting Expectations - Sales and
Claims Leaders will communicate
takeaways including commitments
with their peers, agents VPAs and
claims workforce VPOs.




Coming in February & March

February

< MAC Partnership

< Biweekly Fire
Weather Service
Level Reporting

< Claims Massaging
Platform

< Wind/Hail Claim March
ﬂuﬂlit}f & Weather

“* Weather Preparedness
Preparedness feant )

article

BEA/IUAN
*  Here's a sample of what tactics we are working on for this month and then we
will transition to how you can support the execution

February

*  Market Area Claims Partnership kick off meetings will begin
(Topic: Virtual First and Vendor solutions; Claims Accuracy)

*  We will also continue to be transparent with your
leadership team. As we share proactive claims service level
status memo, we ask that you share these with your Sales
Leaders

*  We will also continue to send our bi-monthly Claims
Messaging Platform that can also be cascaded to the Sales
Leader level

* In February, we'd like to begin a regular cadence of Claims
leaders attending VPA/SL huddles

*+  We will schedule Wind/Hail Claim Quality discussions with




Agency leadership

* And finally we will begin our cadence of Weather
Preparedness calls with VPAs, SLs and eventually agents.
These calls will begin in our wind/hail prone Market Areas
and then continue for the next several months. These are
educational opportunities for your leaders and agents — all
with the common goal of helping people recover from the
unexpected....together, as one State Farm team.

We will continue these preparedness meetings in March, and
will also release a Reflector article that highlights several agents
who are embracing virtual claim handling and collaborating with
the Claims workforce to serve customers.




The Ask...

* Your Support
» Sales Leaders to serve on MAC Partnership

* Collaboration and Transparency

U P R S— i

AMI

Now that you've heard what is planned for February, we'd like to ask you to own this
strategy together as Honeteam to grow State Farm. What does this mean for you?
{your role as an Agency Exec)

1. First and foremost, we need Your Support!
*  We need every VPA/Sales Leader to understand the expectation of

including their assigned Claims liaison in their huddles on at least a
quarterly basis. (more frequently during weather events) Claims
leaders will review discussions and outcomes from the market area
they support to narrow their focus on topics that will be meaningful to
address during the meeting

= We also need your help in setting expectations that specific claims
questions and service recovery issues should be addressed first with
the claim owner for faster resolution. Claims leaders set service level
objectives for claim owners to meet. If their response is slower than
anticipated, claims leaders will become involved

2. Secondly, we'd like assistance in the identification of SLs for the Market Area
Claims Partnership members for each Market Area. We have prepared a memo
that will be sent to VPAs shortly. We'd appreciate your support in getting this




idea that was originally brought forward through your Sales Leaders to fruition.

3. And lastly, we know this effort takes all of us to serve customers in the way that
demonstrates we are united in our desire to live our mission. We do this
through meaningful conversations and by offering transparency into how we
collectively serve customers. Claims is committed to feeding Agency leadership
information that we can use to support increased understanding of the claims
process. We ask that you share information (for example Claims bi-weekly
service level reports) with 5ales Leaders so we can help each other more

effectively.

Thanks for your time today. With that, | will turn it back over to Kathy to wrap up.




Questions?

o= StateFarm

Kathy -

Thank you. | know we are better for 2020 and certainly have built stronger ties
focused on the same outcomes. We look forward to getting into deeper
canversations with our new approach to communication,

10
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Siate Farms: ORAFT
OVP Herberl — Quanerly Business Raview (Fire Weather & AWC) - April 2021

Troeds sorirled in s document may be doe b0 mulisle varabies Trey are prosided bo help dienbdy prtertsl Mot Soues fo stady and schon
| Quality: Improve Claim Handling Accuracy 2 ]

Results

o WTD Aank Fire Firding Frequency for Fire Weather wag 6.52%, bolber fhan e laegel of 7.8%: ECR Vendor Finding Fraguancy was 8. 24%,
e Broem A0 31 8.7 1%,

o WU Apel FEDS for Fine Waather was 4.06% compared 1o 4020 3.13%; ECR FED% was 5.73% compared 1o 4020 4,71%

Tactics going well

o WindHal Quality Clasm Handing seasions with Fire Claim Leaders ard Marke! Adas Leadershin,

o 2021 Marks! Anea & Fire Claims (MAC) Partnarship where we align on enienprise priorites and buld & coopatalive cne leam aporoach

o Exscuton of Fire Claims Ouaity plan thclhics Bbcused on damage causation, scoping roof repairraplace; and astimate reconcisSon.

8 wwmﬂﬁmﬁmﬂrﬂmwlﬁhllmmﬂdmﬂlﬂpﬂhiﬂﬁﬂmuHﬂlﬁﬁmﬂnﬁnﬂuﬂdmrmm

on Irards

o Roof caim harding guadelnes misgraled inlo onboarding, assesaments and claim Rl reviews

o HAAE Hal’Wind Refreshar Training and Roof Skils Assessment anhancing fechrical skils in handling o ool damags claims to fulfl Oue
Coenmitrant o Cur Pafiyholders

Tactics in progress to improve performance

o WindHai Quality Claim Handing callimtion sessions wit Fre Claim Spacialists with focus on operstional guidslines on scoping and
evaluating roof repairfreplace: use of Wind Repair v. Replace Comparisan worksheat

o TMintervention n small haillighl wind to evaluale lofai roof replacemant estmates pnor o daim setflement. and deeper calibration with ciaim
leaders based on trenda using Advanced Analylics QfikSense Dashboard,

o Estimasng Job Ald - Laminate Ehingle Meesurements (o assist caim handiers in thair reconcilstion and resolution of differences with rmofing
contrectors an abiity t repair shingiea.

- mﬁmmmEmmmnmgﬂwmmrmm.ummmh
0 handlers.

o Conduct pricing components refresher on proper estmate ing lloms cwedingd owed based on slandard practioss.

o AWE: Tesling reinapection program for virlual inspecions o implament in parinarghip with Consuling Senices o massune AED,

" Customer: Doliver a Remarkabiw Clalm Experience and Improve Customer Satisfaction

Results

o (Charall Fire claim saisfaction (DSAT) in Fien Wealhar Ops reboundad in 40, with Jan 21 &t B6%. OSAT for Fire overal. AWC OS5 AT trands a1
recond highs 88% (Dec 2020 in 40, and the Jen monthly resull was the highest looking back & months at 83%.

o Fire Weather & AWC operaians are marilaining cverel haalth, af Smes of sigriicand catastrophe volatiity, customer facing health recovers
within Bw week, and ovarall haallth retums in 2 weaks per recovery plane,

o Virlual Firstand Vendor Netwerk Inspection Solutions — 'WCCS Stawardshin Clesed Claims with Non-Presamity ingpection at 45.5% YD,
SFPEP al 8.1% YTD, activated 5% of ClaimX Live sassions and 61% of Fils Request activations for past 8 weeks, AWC 96% viral insn,

rmmm
Phiane Messaga priorization 1o refurm custamer calls within SLO.
o Uz of X021 inspeciion - No Estimale’ fool to monfior and idently gaps in essimatn compleSion service lavels and proactivaly updade customaers
whans esimale sandoa lavels will not b med.
& Increased edoption in ng customars in virual and vandar fools with the Decamber impiemaentation of the Fire ispection Opions Teol
= Aiafihe Corvenation for inteeral and eviamals.
& Enhanced ECR Vendor Performance Managemen approach

Tactics in progress to improve perfarmance

Rafrashing approach fo faming fire claim procass & naxt sieps (v smally he expenence Tor fe cuslomen

Enhanced parfarmance waibikly inko individual managemeni of claim handisr voicemal,

Spring leat of Field inspaction Stheduling” for hal customers al ime of Cusdty Fial Contaod fo sel he customes &l sase,

Call Reconding Managameni oos o implemant islowing moralorium i for Direct Dialed lires for aase of laadarship abesrdaton,
Tasting ClaimXpanenca Live Sessons with suip catastmophe casiomirs 1o spead oyt fme

Fire proparty phalie i laad viewable for customer and agent viewing on Claima/fgency Hubs.

Dp Moded projact focused on modeimizing e ECR Vendor Perdormance Managemant System o include cusiomer servce malrics.

o oo b oo o
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Stals Farm® DRAFT
OVP Herbert — Quarterly Business Review (Fira Weather & AWC) - April 2021

‘Trends ilenffod in e document may e due In mulpls arabes Wﬂmmbmmm v oy, e shady and achar

Results

o Of 2021 he EE! @oget was met i AW In-Offics; AWC Deployed and Fire Waather in-Offica are ciose 1o barget

o Q12021 Leader result {4.3) for Inclusion exceeded e poal of 4.0; Dversity result was 3.9,

o Over 200 claim |saders engaged in bow ko facittat Small Group D81 Conversations; moat claim leadars pancipated in 10 Small Group
Corwessations for Fire 'Weather B AWC laadedg

Tactics going well

o Deapand broad engagement in small group conversatons and aresle safe envronmends 1 oo same; & level of keadership engaged in & broad
operafional appraach and individusl oonnrsatans wih leams

o Bewpwg loadership disiogue sessions lo shgn on purpose, inspite achion. and takn oanarship of arass b mprove; engagernont cadonos
inciuis: quartedy “iown hall sessions with ciaim leam members o conrmel, align and check in on mindsals.

o [dandfication of dverse candidats o place nle pipelne i

o Development plans for all MG5 leaders in algnmen wilh Kom Farry Taler Srategy.

& Connecing wilh In Office and Daployed clim leam membars frough use of Whars We Go, We Grow newslettes angaing personad recognition
of paisonal senaoes, and use ol Dur Rewerds

Tactics in progreas ta imprave performance

o 20 Gmall Group DBl Conversations availstis in My lor &8 claim tesm mombars, fachilated by Fire Weathar & AWT aadars,

o Kom Farry Talent Developmant mapging urderway for MG2.4 leaders who engaged in the KFALP

o ‘Warid Cafes angage claim leam membars ko target improvamenit opportunities, angage in sobitions and sxecute o acton plans.
o Modemized Leadership Operational Playbooks bo deapen operational managamant skilis for operations of various size

| Expensa: Drive Improvement in Operational Expense and Claim Handling Capabilities |

Rosulis

a iﬂEﬂEu!mhdEEREmwmmlﬂ-ﬂhlmlmlhﬂﬂmﬁm“lﬁfﬂu.mwnﬂmmmEL’:FI:
budge! estimales are besed on o normakized year of demand

e Non-normalized extemal fire labor expense is above Aprl 21 budget iy 1468% ($50 58M) refated 1 2021's extraortinary demand and the camyover of
2020 daim pendings into Apr 21 (158 ppts. highar than norm). Apil 21 YTD is the highas! year in claim damand since 2012, with demand 47% graater
than 2020, 31% above the 5-year average, and 45% above T H-year average. A 59 6M residual of 2000 ECR expense paid n 2021

o Momalized April 21 producivily ploces claim raceived pev pariommer productivity up 14 4% ower e 201819 naim Tor all Fire Weathar
pﬂhmui.ﬂhiﬂ.?‘.l:'H'I:h'rlﬂlmTI.{Ih11.iﬂmﬂup113h1ﬁ-1.hmhﬂwmmmM
pariorme i down in Apell 21YTD (47.5 o 42 0) refated 1o performers assigned to hardia exfraordinary 2000 camyover pendings

o Nommakzing Apiil 21 pandings placas pendings per parfamar up 15% owar the 201819 norm & all Fise Waather parformers (25,0 1o 20.8);
mmup2'34:1mmmmmﬁnnmﬂmﬁawmmmmwmmmnmzmr.u
10 25).

o AWC 0 dams recerved per performes produciidty s down 5. 7% YO (17.2 o 15.7), NOTE: in 2020, Express resources were nol racked in
A20. AWC Deployed Vil ispection productivity is up 19% from Y¥E 2000 of 2.6 13,1, oralie inspecBons up fom 36 o 5.3 (47%), Agrl 21
auln catastophe caim demand running 12% YOY. yat most damand reporad in the manth of Agell

Tactics going well

o Productily & improving dug ba virlusl CH capabiities, wandor nebwork solutions, and this rspection & s2oping vendors, virtual inspactions
enakile & caim hardiar io conduct imspsclions At e same fime as Qusify First Condacts for eligible logses, amd apeeds resclution of the loss.

= mmmﬂwmmmnnmmwmwmmmm“mumuuhnurm.mn.prfm.

o [Data-driven rigor on the resource ralaase process consisient with the resource modeling and deploymant process,

Tactics in progress (o improve performance

o Targeted upsidling of In Office cisim teams to spead esSimale witing s more estimates baing handied from e deskion.

o Foot cause analyss idantifisd spacific peopls and process opporfuriies io increass virlual & vendor inspections oplimal far deskiop adjusting
o Relreshing inifial claim handing by Deployed rescurces o shif wark 1o vendor networks for eligible hed loases and incresss iiverdoiiss; Fire
Irapecions Opfions Tool being vpdated with hail cieris end prodlizabon of vrual and vendor nabwork soluions bedore Teld irspaction.
ECH Vendor Manager Role lest undarway at estmated value $8-14M per year in reduced ECR backfils in place of wsing ciam laam leads
VM5S0 & Consulting Sarvices to buld CP35 & RPE capaaty in hall prane ged lemianies based an histoncal claém demard,

ET dropping New Mail bunding soiution 1o collapes 10 New Mall Tasks o one for avery upicaded photo (ECRM, Claims Hub, and ECA),
2021 Rowdmap progects undenamy 9 reduce cost inchudes: 1) solation o roule hal 19 In Ofce daim handiers lowest most izbor), 2) "o
aquipment” splution for extemal slaf augmantation, and 3) ECR Vandor Estimate Assignment Ordy tes! 10 price i inspacton and estimate
servioe al 8 compalitive per claim e

¥ o0 O
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Fromm: HOME CLMVS-COGDERAND [/ D=5TATEFARM/DU=EXTERMAL
[FYDRBOHF 255P0LT)/CN=RECIMENTS,\CN =567 TIARRE 141 RCAADDATSFOC O T CE]
Senl ASEX 2020 F20:21 P
To: Uindisclosed reciplants:
BLCL! Tory Duddleston [tony.duddieston gglc@statefarm com|; Sandra Hughes [sandra hughes. cigs @statefarm.com);

Brad Beach [brad.beach hfyki@statefarm com]; Robin Fantenot [robin fontenct, bg7pistatefarm. com]; Rachasl
McABister [rachael mcalEiter kerr@statefarmoom]; HOME CLMS-CCGOEMAND [home.cims.
ccgdemand.3 12 o08@statefarm.com]; Cheistopher Long [christopher long styk@statefarm.com]; Nathanel Douglass
[nathaniel douglass. midwSstatelarm.com]; Kathleen Richasdson [katnleen richasdson. ehnS@statefarm, com]: grag
meir [greg mier.bgvi@statefarm.com]; Ethan Yanderiugt [ethanvanderiugt. csad@statefarm. com: gail gisinn
[gail.faucheaux bhyl @statetarm.com); Nicole Fordati [nicole.forziati gwec@statetarm com]; Matt Paul

[mart paul g2dx @statefarm.com]; Leonard L Kaigler [leonard.| kalgler cimt@statetarm.com]; mark cockerham
[mark cockerham. inpr @ statefarm com]; Doug Gralf [doug,graff ginl@statefarm,com]; stephanie henderson

[brad parker.bhgi@statefarm.com] Bob Tierney [rob fierney. heps@statetarm.com|; Doug Cook

|doisg, conk ﬂtﬂ@l‘[m@ﬂl.tﬂm]:’l‘arﬂu Biosen [ui:fit.hrnwn ulnn@:tmliﬂm.mt; Stewe Crow

[steve_crow balk@statefarm.com]; Mark Sussan [mark. bussan pkgB@statetarm. com]; Fred Choak

[fred choek. b3gei@ststefarmocom]; Steven Hickey [steven hickey.niwl@statefarm.com]; Phil Fard

[phil tord,. bb 74 @statefarm.com]; nathan pattison [nathan, pattison smym@statefarm.com]; margarets winland
[rargarete. wintand, bkir@statefarm.com]; Melssa Grimmett [melissa.grimmett ghi 1 @statefarm.com]; Eric Simpsan
[ericsimpson. fbbih@ statefarm.com]; David B Cook [david.b.cook.criS@statefarmoom]; Michetl Dakal

[mécheil dalial b3id@statefarm.com]; Michael Carter [micheel.carter A7 2@ statefarm.com): Melisss Cheistie Morales
Imelissa. cheistiemoralesgrix@statefarm,.com]; Michele Russo [michele.russo.cowd @ statetarm.com); Michael
Pellegrini [michaal peilegrini. ppmi@statefarm.com|; Bob Stockton [bob.stockton.bihr@ statefarm.com); Ronny
Bryant [ronny.bryant bsi3 @statefarm.com]; Floyd Morris [floyd morrs, b3gp@statefarm com); s02john brobston
[iohn.brabston buggi@statefarm com]; Terry Cavnar [terry. cavnar b3ha@statefarm. com]; Gary Vogel

[gary.vogel b3ly@statefarm com]; Rebeces Carville [rebéces. carville. qkuS@statefarm.com]; heff Mercado

[ieff mercado. nekb@statefsrm com]; Robert Long [robert. long btdr@ statefarm.com): Rand Harbert
[rand.harbert. hey8@ statefarm.com]; Schuyler Schupbach [sehuyler schupbach. iDhs@statafarm.com]; paul baxter
[paad baxter jsEd@statefarm.oom]; Nickl Millan [nickl millan, cdm3 @statefarm,com]; Susan Maynard
[susan.maynard, bhim@statefarm.com]; Kristh Reed [kristi rudin.pSjnastatefarm.com] Korni Hudson

[karini. hudson. pSrvi@statefarm.com]; Don Carpenter [don.carpenter-jr bIgB@statefarm, com|; Tayior Van Loon
[taylor.vanloon, ufif@statefarm.com]; Duane Cory jdusne.cory.bImk@statefarm.com]; fim Moratto

Liirn.moratto gpad@statefarm.com]; David Caparelli [david, caparelii, ciovg @statefarm.com); Dennis R Chaumont
[dennis.rchaumont.b3fo@statefarm, com]; Jackson Moore [jackson. moore uumg@statefarm,com); Greg 5 Melivoy
[gregs meilvoy b¥ow@statefarm.com]; reggie gallant [reggie gallant grBg@statefarm. com]; sue marray
[sue.murray.apdvi@stateferm com]; Don Creel [don creel b3gy @statefarm com]; Wensley | Herbert

|wensley . herbert cl8b@statefarm.com]; Doaglas Prather [dougles prather. iwG0E& statelarm.com]; Dara Powell
[dara.powell )jredstatetarm. com]; Robert Moore [fobert. moore, kevg@statefarmucom]; Paul Elrkard
[paul.ehrhard bohvil@statefarm.com]; john rawd [ishn.reute gznjdstatetarm.com]; Phillp Hebal
[philip.habielur3 7 E@statefarm.com]; Robin Wood [robin.wond jpmu@statefarm.com]; Greg Cassidy
[greg.cassidy. efar @starefarmocom]; Scott Welsh [scoftweish. ox30@ statefarm.com); Clarence Sitterkob

[clarence. zitterkob. b3kd @statefarm.com|; John Macmillan [john.macmilsn.goBnEstatefarm.com]; Ed Mondragon
[ed. mondragon.goss@statefarm.com|; dany myers [danylle.myers.yySd@statefarm.com|; Clarence Hughes
[clarence hughes. myi5 @ statefarm.com]; Angela Null [angeda.null. ga2z@statetarm.com]; Bob Mitchall
[Bab.mitchell ight@statefarm.com]; kimberly white [kimberly. white cove @ statefarm.com]; statefarm
comjenniterall fjennifes_hall.br3n@statefarm.com]; harris ecinomou [hamis.economou bjsk@statefarm.com]; Greg
Brown |preg. beown b yg Elstatefarmocom]; Lindsey Webh |Endiey webb. g T8 statefarm.com]; Paula Bush
Ipaula.bush.b3jqistatefarm. com); Ralph Compton [ralph.compton, b7 @statetarm.com]; Kami Hill

[kami johnson ywinSstatelarm.com]) jerry black [jerry.black bamg@statefarm.com]; Matthew Parola

[matthew. parola.nzjni@statefarm.cam]; Jim Evans [jirm.evans blig@statefarm.com]; gray griffith

[gary.griffith bajh@statefarm.com]; Bryan Leonard [bryan leanard.dp7yi@statefarm.com); Daphne Outerbridge
Lowe [daphne.olouvie gryif@statefarm.com]; Lee McFartand [lee.mefariand. uuoB@statefarm, com; Jacgueling C
Mivet [acqueline. c.nlvet.gity@statefarm.com]; Jeff Sasser [ieff sasser.gocu@ statefarmocom]; Nancy Kurtenbach
[nancy. kurtenbach bnv@statefarm.com]; stephanie moliica [stephanie. mollica, ch3sSstatefarm,.com]; tiars tucker
[tiara tucker spavi@statefarm.com|; Jamie Beadie [jamie beadie gogg@statefarm com); shyama n.terry
[shyama.n.terry. bgbjEstatefarm.com]; Kent Gering [kent.gering. b3ks@statefarm.com]; John Christensen

[iohn christensen ghu 1@ statefarm com]; Travis Hansen [travis hansen IBEE @ statefarm com Jim Foxhall
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lim Foxhall bhhix@statefarm.com]; Meather Nawolski (heather.nawolskl heuSEstatefarm.com], jason billington
llason hillington rpB2@statetarm com|; heather young [heather ladd iva? @statetarm.com); Ami Kuhdman

[ami kublman peek@stalefarmeom]; Robenl Franks |nobart franks riad@staietacm com|; Monigque Lamey
[menigue james. gtga@statetarm com]; john sdams [iohn adams b2 wi@statefarm caml; Annetta Sanders
[anneite sanders.corl@statefarm. com]; www bill wells [l wells bygriistatelarm.com]; Trant De s nge:

[trent. deliinger.cluc@statafarm com), Gary Baumwar [gary baurmwart b3kkfrstatefarm.com); rubin pinto
[ruben pinto. p30oE statetarm com]; Rob Parent [rob.parent hdoo @statefarm.com]; Lewis Eady

[lewis. eady. bayo@statefarm.com]; Metissa Nurceyk [melissa kemn. gul¥@statefarm.com]; Todd Hoy

[todd howt gsfé i@ statefarm com|; Kristyn Cook [kristym.cook-turner itmOi@statefarm.com]; Wendy Mazza
[wendy. mazzs cosd@statefarmocom]; Ann Bandy [ann.bandy, b3gk @statefarm.com]: Tom Moss

[tom rross. cAsg@statelarm com); Kathy Broussard [Kathy. broussard. briy@statefsrm,com]; Micole L Seith
[nicale.lsmithggnkEstatetarm com]; David Leathery [devid leathery gygo@statefarm. com]; Kelly Sell

[kelty seil.c1ve @statefarm com] Megan Perganson [megan, pergansen. midB@statefarm.com); tonl jenking
[toni jenkins, ceng@statefarm coml; Odessa Scott [odessa scott kngl@statefarm.caom);: il Kelly
(illkelly g5 @statefarm.com|; Leigh Cripe [ieigh.cripe iITu@statefarm. com]; Diane Robersan

[#Fane robersan. pwEyEstatetarm.com|; Wayne Stewart [wayne.stewart. bhzl @statefarm.com]; Michael Armold
[michael arnold. bjfs @ statefarm.com]; rebert yi [robert yi caga@statefarm.com]; lanelie L Pughsley

Danefie. | pughsley.goyd @tatefarm.com]; Cathy Warren [cathy, warren baga@statetarm com|; Doug Willisms
[doug wilkams c2ot@statefarm.com); Blackie Gibson [blackie gibson b8 @statefarm com|: Brianna Lay
Ibrianna.siscoe wood @statefarm.ocom]; Victora lankowski lwictoria jankowskigsfq@statefarm.com]: Adrianne
Edding [adrianne.eddins.gc79@statefarm.com|; Kelly Evans [kedly. evans.stdr@statefarm com]; kevin petareson
[kevin.peterson. boovi@statetarm. com; Steve Meulemans {steve. meulemans gorzi@statefarm.com); Brian Besrs
[brian teers ggFt@statetarm,com]; renee langdon [renee langdon. ow@statefarm com|; Chery Schasfer
[cheryl schaefer irkt@statefarm com); Allison Cooper [alison.cooper. hfgb@statefarm.com]; dan kinney

[dan kinney. bile@statefarm.com]; Michele Bennington [michele bennington. bofi@statefarm.com); Gregory E lones
|Eregory.ejonas. grwh@statefarm.com|; vince watson [vince watson.c1 2x@statefarm.com); Victor Terry

{wictor tarry. hdp 2@ statetarm com]; tom sullivent [tom.sulllvent. b3lg@statefarm.com]; lackn Byers

llactyn. byers. qwau@statefarm. com|; Brianne Jones [brisnne jones. siut@statefarm com]; Michael T Keating
[michani 1keating ggrpi@statefarm.com]; Kate Sylvester [kate, sylvester. rind@statetarm. com); Brad Rushton
[brad.rushton. ba2n@statefarm.com]; Joshua Branum (joshus branum kg 74@statefarm, com]; Carmele Alvares
[carmelo.alvarez czeri@statefarm.com]; Bill Lerming [bill leming b3hdstatefarm.com]; Chris Schell
[chris.schedl genD i@ statefarm.com]; Walter Phillips [walter, phillips. gg6l@statefarm.com]; tia lindell

|eileen fiynn bsfa@statefarm.com]; Jason Matzke (jason.matzke povz@statefarm.com); Tyrone Smith

[tyrone smith.a5 wiltstatetarm.com); Chris Evans [chris.evans.calbistatefarm.cam]; Amy Chacon
{amy.chacon pdcj@statefarm,com]; karl brondell [karl m brondell a1 twi@ statefarm com]; jon giddings
[ion.giddings bImp@statelarm.com]; Travis Paul [travis, paul drku@statefarmocom]; tom stidham
[tom.stidham, bAif@statefarm.com]; jeremy duley [jeremy. duley pnpl@statefarm com]; Keith Androff
[keith.androff. a9mé @statefarm.com); Jannis Taylor [jan nichals.t&3xi@statefarm.com]; Fran Corrales-Drone
[fran.corrales-drone crwc@statefarm,com]; Dan Riddle [dan.riddie uBbg@statefarm.com]; maryb moomey
[Frary.b.mooney owsS B@statefarmocom]; Larry Strauss |Earry. strawss. b3ki @ statefarm.com]; lerel Wright

Lperel wright.b3jki@statefarm.com|; mel braden [mel braden.b3le@statefarm.com): Buddy MecCarty

|buddy. mecarty. b3mu@statefarm.com]; Tina Richardson [tine.richardson,qlgr@statefarm.com); Steve Bennett
[stewe bennett cicj@statefarm.com]; Robert £ Owens [robert.e,owens. bmdvi@statetarm.com); Beverly Taylor
[beverly.taylor.b3kn@statefarm.com]; Kevin Roman [kevinroman. c®e@statetarm,com]; uliann richier

liutiann klokkenga bted@statefarm com); jeff shay [jefl shay abEx@statefarm.com]; Paul Smith
[paulsmith.chib@stetelarm, com]; brent wroben [brent, wroten band @statefarmocom]; Michae! Lennion
{michagl lennon.cqld@statefarm com]; ohn burns [john.burms. g38rSstatelarm.com]; Carol Waldron

[carol waldron.bipO@statefarm.comj; Albert Cortes [albert.cortes jrioi@statefarmocom]; Linda Harper
[lenda.harper bjdl@siatefarm.com]; jim doyls [Fm.doyls kxed @statefarm_com]; Lisa Sammar

(lsa_sormmer ISsi@tatefarm.com]; Arvid Bean [arvid bean b2rs@statefarm.com]; Kathy Ress

[kathy resshed)@satefarm.com]; peter strahlendorf [peter.strahlendort. sm3 1 @statefarm com]; Melanie Holtsn
[melenie.holtan, gThh@ statefarm.com|; Robert Mayrose [roberumayrose. gnut@statefarm.com); Mary Kaye Bennett
[mary,k.bennett. gryj@statefarm com]; Brad Thomas [brad.thomas.buj@statetarm.com]: erin miller
[erin.mifler.soch 1@ statefarm.com]; Tom Wells [tom.wells. ge2h@statetarm, com); David Grissett

[david, grissett. bi Pwilstatefarm.com]; Daphing Willingham [daphine. willingham. dg6& statetarm com]: Michael T
Payne [michael tpayne.clsn@statefarm com|; Kristal King [kristalking ch2o@statefarm com|; clarence helley
[clarence holley thSo@statefarm com]; Bill Roundires [bill. roundiree ghssBstatefarm com]; Catrena Smith
[eatrena smith. sdgu@statefarm.com]; Patrick Miller [patrick.miller hor 1@statefarm.com]; Bill McComb
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[l mocomb.B3hE@statefarm.com]; Kimberly Sterling [kimberly steriong. gdpd ®statefarm.com ) natalie taddeucc
[natabe micuen fsea@statelar mooom|; Mike Muscke [mike muscke, b3g8 8 statefarm, com|: Deanna Ghower
[deenna ghover 275 @tatetarm.com]; Lorl Herrding [fori herring grom@szatetarm.com]; spencer bakr

[spancer baker ipkyiistatefarm.com|; Joey Reina [josy, reina.colS@statefarmocom]; Dick Coates

[dickcoates bIp@atarefarm com]; randy bittie [randy, bittie. blwl@statetarm.com]; Sheryl Mandeville

[shard. mandeville bz5c @ statefarm.com]; Brian Maxwell [brian maswell c26 ] i@ statefarm,com): Bertha Cochran
[berths. cochranplg@statelarm com; Kati Fabedti [kati fale i cg3r@statefarm.com|; Micole Purdus

[nicede. purdes sprin@statetarm.com]; meissa sebesta [melisis sebesta thlo@tatefarm,com]; lirmmy Hilla

[fimemry hiblis. b3jo @ statalarmocom); phillip havkins |phillip. hawkins. ctjli@statofarm. com|; Terry Brawn

{verry. brown.b3in@statefarm com]: Jonna Aobsson [joanarobinson Bvi@siatefarm, com] Kewin Wishard

[kevin.varshard, hlye@statelasmocom]; Josh Monk [oshomonk poeg@statefarm.com]; jonathon edmonsan
lionathan,edmonson j30aS statefarm.com); scott holt [scotta holt.cess@statedarm.com]; Christine Rodsiguer
[christine rodrguer zco@statefarm. oom); sackelly bever [kelly bever.aTes@statefarm.oom]; Aaron Thomas

[aaron thomas shwvi@statefarm.com|; Robert Vardeman [robert vardernan b3l statel srm com];

sandra hueghes zgsd@statefarm.com; robin.fonténot.by 7p@statefatm.com; rachael.meallister kErrEstatetarm.com;
chrisiopher long. styklstatefarm.com; nathanlel dougiass mj3vi@statefarm. com;
ethan.vanderiugt.csa9@statefarm.com; nicole forziatl gvecillststedsrm com; lecnard. | kalgler, cimpatatetarm. com;
doug grafl gual Walatetiom, com; rob tierney. heps@Estatetarm com; fred cheek b3gwilstatetarm, com;

mifissa grimmaest. ghil@statefarm. com; david besok criS@atatelarm com; micholLdallal b3id@statatarm. com;
milchael rarter, W72 @statetarm, com; melssachristemorales. grioi@ statefarm, com;

rrichele, russo chkwl @ statefarm.com; michael pailegrnl pcprmi@statelarm com; ronny bryant bt 3@ statefarm com;
floyd. morris.b3gp@statetarm.cam, gary. vogel bllySstatefarm.com; jeff. mercado, nokbd@statefarm. com,

robert. leag. birEtatetarm,com; rand. harbert heylB@statetarm.com; schuyler schupbach @ stasefarm.com;
nicki.milkan. cdm3@statelarm.com; susan.maynard. bhim@statelarm. com; kortni hudson, pirv@statelsrmooem;
taylor vanloon.ufiBE statefarm.com; duane.cory,b3mk@statefarm.com; david.caparelll covg @ statefarm.com;
dennis.r.chaumont. bifodstatefarm.com; gregs melivoy. b3kwi@ statefarm.com; don.creel bagy@statetarm. carm;
wentley | herbert ¢ 1 BbEstatefarm. com; douglas prather [wEDEstatefarm com;

roberl moore. kevg @ statefarm.com; paul.ehrherd bohy@statefarm com; philip.hebel.urd 7@ statefarm, com;
robinwood jpmudststetarm, com; scotl welsh.ox30E statefarm, com; clarence. pitterkob. bakd @statefarm, com;
ponin.macrnillan golni@statefarm.com; angelanull. gal 2@ statefanm. com; babomitohell ight @statefarm.com:
greg.brown.blvg@statetarm.com; lindsey webb Bg7 @ statefarm.com; paula.bush b¥jg@statefsrm com;
matthew. paroka. nzjin@statefarm.com; jimevans b3 ig@statefarm.com; bryen.ieonard. dp Ty 2 statefarm. com;
daphne.olouie.gra@statefarm.com; jamie beadie ghgg@statefarm.com, john.christensen. ghul@siatedarm.com;
heather, nawolakl houS@ statelarm.com, ami kubliman.pock @ statefarm.com; monique james, gigg@statefarm.com;
annette sanders cord @statefarmocom; trent.gellinges. c1sci@statefarm com; gary beumwart. b Ikko@statelarm.com;
rob.parent.hdoo@statefarm.com; melissa kern guOfi@statefarm.com; wendy, mazza.c9s2@statelarm.com;
ann.bandy. blgl B itatefarm, com; tom. moss.cdsg @ statefarm.com; kathy. broussard briy@statefarm, com;

nicobe. Lemith. ggnk@statefarm. com; david. lesthery gygoidstatefarm oom; kelly, sell.clvei@statefarm, com;

miegan perganson. miclEEstate farm.com; jill kelly b9 @ statefarm.com; legh.cripe. l7u@statefarm.com;

dizna. robarson. gwbyE ctatefarm.com; wayne stewart. bhe LB statefarm. com; michaed arnold bjhs@statefarm.cam;
jane el pughsiey gayd@ststelarm, com; blackie, gibson bahB@statetarm com;

victoris pankowski gsfg@ statefarm. com; adrianne.edding. go 9@ statelarm. com; kally evana stdnlstat efarm com:
sleve, meulemans gorr@statefarmocom; brian beers. gg9u@ statefarm.com; chenyl scharter.Irkt@statefarm. carm;
slisson cooper.high@statefarm,com; michele.bennington.bodi@statefarm.com;

gregory & jones gowhi@statefarm . oom; [aclyn byers gwau@statelarm.com; brianne. ones siuti siatedsrm.corm;
michael Lkeating. ggrp@ statefarm.com; brad rushton b3 n@statefarm.com; carmelo, alvarez crer@statefarm.oom;
chrinschall. genl@ statefarm.com; walter phillips gg &l @ statedarm, com; jason malilke povei@statefanm, com,
tyrone smith.asMw @ satelarm.com; chrlsevan: calbSstatefarm.com; kefth-androfl aSmédststelarm.com;
jarunichols. tb3x@ statefarm, com; fran.corrales-drone cuweiBstatefarm.comy dan. riddie. udbg@statefarm.com;
larry.strauss. b3kl statefarm. com; jerel winght baji @ siatefs m oom,; deve bennetl cioistatefarm.com;
robert.s.owens bmdvwBatelarm.com; beverly taylor b3kn@statefarm,. com; kevin roman. cku@utatefarm.com;
paulsmith.chib@statefarm, com; carol.waldron bipliSstatefarm . com; albert.corter.jrlo@statefarm.com;

linda harper_bidiistatefarm.com; |isasommer. |55 statefarm, com; arvid bean, blzs@statefarm. cam;

melanie haltan, g Tbh@statefarm, com; robert. mayrose grt @ statefarmocom; mary. k. bennetl gryj@ statefarm. com:
brad thaomas. b2uj@statelarm.com; david grissett.b2 Tvi@statelarm.com; daphine. willingham [dgs@ststelarm.com;
michael, t.payne.clun@statefarm, com; kristal king ch2o@statefarm.com; bill roundtres glss & statetarm, com;
patrick miler.horl@statefarm com; kimberly, sterling gdpd@staiefarm. com; deanna.glover a?3a@statefarm com,
I herriing. grim @siatefarrm. com; joey reine cols Bstatefarmocam; sheryl mandeville, bzSc@statelarm.com;
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brizn. manwell crbliistatefarm com; bertha cochran_pibg@statefarm.com; kati falettl cg3r@statelarm.com;
nipole purdse spnn@staiefarmocom; jimmy hilks b3jh@statetarm, cam; joanacrabinsom Bvi@ statetarm. oom:
ioihumonk_paeg @statefarm. com; christine rodrigues. 2co@tatefarm com; aaron, thamas sowvEsatefarm.com

Sl.lﬁ]-l.'ﬂ.' Notice of Agency Conference Call = Dklahoma

April 22, 2020
Subject:  Notice of Agency Conference Call - Oklahoma
To: Oklahoma Agents

From: Ami Kuhlman, Sales Leader — South Central Market Area
Vince Watson, Demand Coordinator — Central Coordination Group

What you should know
An Agency Conference Call has been set up to discuss the severe weather and damaging hail that
WMﬂnﬁﬂdﬂ-RMNﬂMMNMﬁHMMMW

claim groups.

Action requested

Please plan lo attend an Agency Conference Call via Skype Meeting:

ADD TO YOUR CALENDAR - Agency Conference Call - Thursday, April 23, 2020 at 2:00 p.m.
Central Time (CT).

Add the appointment to your calendar by clicking the aforementioned link. The calendar invite
includes a link to the online meeting, as well as dial-in information.

Additional details

» Agents, sales leaders, agency administration leaders, and agency field specialist managers in
impacied areas are encouraged to attend this meeting.

* Demand Coordination and varous subject matter experis will provide an update to the response
regarding Auto Catastrophe Claim Group 72 and Fire Catastrophe Claim Group HP in Oklahoma.

= The call will take place on April 23, 2020 at 2:00 p.m. CT.

« To join the audio portion of the Online Meeting using Skype, select the "Use Skype” option, or you
can dial in and enter the conference |1D number,

o B55-633-0176

o Conference |1D; 76662461

Joining Audio

+ The preferred method for listening to the call is to use the audio within the Skype Online Meeting.
o When joining the meeting online using the Skype option, please verify your line is muted by
checking your microphone icon. When prompted, you can toggle between mute and unmute by
clicking the microphona lcon.

=  When dialing in to join the audio porfion of the meeting, please remember to mute and unmute
your device by hitting "6. There may be a 10-15 second delay.

o Please do not place the call on hold while connected to the meeting.

» Please do not join the audio via Skype and also dial in via the above phone number and
conference ID. Use only one or the ather,

If you have questions

Confidental Produced Pursuant to Proteclive Srder WESTDODGTEE?T
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Please contact your sales laader.

€. Rand Harben, Krstyn Cook-Turmner; Chris Schell, Paul Smith; South Central Market Area
Executive Team, Robert Yi; John Bums; Wensley J Herbert: Michele Russo; Operations Vice
Presidents — PEC Claims; John Christensen; Wendy Mazza, Kathy Ress; Tyrone Smith; Vice
Presidents Operations — P&C Claims; South Central Market Area Agency Administration
Leaders; Assistant Vice President — P&C Claims; PA&C Claims Directors; Claim Consultants:
John MacMillan; Oklahoma Sales Leaders; South Central Market Area Agency Field Specialist
Function Managers; South Central Market Area Agency Field Specialist — Managers; Taylor
Van Loon; Lisa Sommer; Central Coordination Group; South Central Marke! Area
Communication Specialists

FOR IMTERNAL STATE FARM LISE ONLY
Contains mformeton that may not be disclosed natside State Farm withowl authosisation,
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From: Toem Moz [fO0=STATEFARRM/DLU=HOME /CN=RE CIPIENTS/CN=CA5G]

Sent 313030 3:40:33 AM

To: Maelissa Grimmett [melissa grimmett ghil@statelarm,com]; Brad Rushion [brad.rushion b3 Zni@statefarm.comi
cC Seott Welsh [scott.welih o0& statefarm.com]; Tanya E Potts [tanya.e potts gahu@statefarm, cam]

BCLC: Tom Mass [tom.moss.cdsg@statefarm.com]; Melissa Grimmett [melissa.grimmett.ghil @statefarm.com); Brad

Rushiton [brad rushton b32n@ statetarm. com]; Scott Welsh [scott. welih sx3D@statefarm.com]; Tanya E Potis
[tanya.epotts. gghu@statefarm.com]
Subject: RE: Uipdate: Haag Wind and Hall Videas

Updated with hyperlinks to OGs

From: Tam Moss

Sent: Friday, March 20, 2020 10:37 PM

Toi Melissa Grimmett <melissa grimmett.ghil@statefarm.com>; Brad Rushton <brad.rushton b92n@statefarm.come
Cc: Scott Welsh <scott.welsh.cx30@statefarm.coms; Tamya E Potts <tanya.e.potts gohu@statefarm. coms

Sublect: RE: Update: Haag Wind and Hall Videos

Impartance: High

Hella Belissa, | have updated the memo with my thoughts,

Brad = thoughts?

Tam

March XX, 2020

Subject: HAAG Education Presents — Hall and Wind Damage Assessment Video Senes
To: Claims Managers - PEC Claims — distribution list needed

Claims Training & Consulting? Yes or no?  Yes, | think this should come from Training
From:  (you)and Consulting Services, either Brad as technical consultant or me as | have the
wind/ail focus

What jruu ihuuld hnﬂw

I‘.ui‘u daﬁmnd' h'fHIiﬂ E:hmﬁunmmﬁm in Q'I ui' M EIHIITIE tfarnng wnrhad 'lM‘ﬂ1 Haa;g
Education to develop a hail and wind damage assessment e-leamingfinformational video series in
preparation for the 2020 storm season. This “just in time” informational video seres supports the
plan's continued focus on quality claim handling and fundamenials accountability. As provided within
the plan, the video seres should be scheduled and completed, as capacity and service goals allow.

Action Required
The Haag Education Hail and Wind Damage Assessment Video Series is available in MyBlock

(Course XX000(X) and is recommended to be complated by Fire claim handlers in our in-office.

Confidential Produced Pursuant 1o Protective Order WESTOOOTA884
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deployed and proximity locations as capacily and other priorities allow. Consideration should be given
to have handlers complate the a-learning video series located in hail prone locations, and those mast
likely to respond to weather avents in Texas and Oklahoma, for example, initially.

The information provided by Haag provides an engineering perspective of damage causation and s
not intended to provide an analysis of coverage under an insurance policy. Claim handlers should
refer to OG 75-01 First Party Claim Guidelines and Requirements and OG 75-1

Guidelines for additional information regarding coverage for wind and hail losses. To help with
communicating this to your leadership teams, we have identified a few examples to refer to
specifically in your communications. Please do not forward the attachment.

<< OLE Dbject: Microsoft Word Document >

Additional details

. Included with the attachment above are the chapler/segments included in the video series.
. The video series from star to finish, if viewed in its antirety, is approximately 5.5 hours in
length.

. Is this mandatory? | think we say all should attend but not mark as mandatory, in the event
that someone fails o attend and then we have the document that siates it is mandatory.

. Should there be a “mark complete” requirement at the completion of the video series? Yes, |
would like a way lo track that it has been completad.

If you have questions
If you have guestions, pleasa reach out lo your Consultant or Claims Training (link in Mal's 1D for
Claims Training).

Kelly Bever, VPO - P&C Claims
Wendy Mazza, VPO - P&C Claims
G Kathy Ress, VPO — P&C Claims
Tyrona Smith, VPO - P&C Claims
Greg Jones, VPQ — P&C Claims

{Check to make sure all VPO's are included)

From: Melissa Grirmmett

Sent: Thursday, March 19, 2020 7:38 AM

To: Tam Moss <tom moss cdep @ statelarm coms: Brad Rushton sbrad rushton bOFn@statefarm.coms
Cet Scott Welsh <scott, welsh cx 30 (@ statefarm.com>; Tanya E Potts <tanya e potts pohu@statedarm. oo
Subject: PW: Update: Haag Wind and Hail Videcs

Imiportance: High

Good moming. Heard from HAAG, Thera is no script and they will work on one. Tanya provides
delails below. Since it might take them a while to do this, we have a handful of analysts in-house
transcribing. |t might take us a few days, but we will work through it and send to you for review once
completed.

Confidential Produced Purssant io Proteclive Order WESTOOOTABES
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Action - in the meantime, can you lake a look al the communication below and add in your edits
from a Consulting perspective? Hoping once the transcript is complete, we can move quickly to
communicate.

Special thanks o Tanya and her team for keeping this moving.

Fram: Tanya E Polis

Sent: Wednesday, March 18, 2020 £:35 Ph

To: Melissa Grimmett <melissa primmettghil@statefarm.cams

Cc: haronna Owens <sharanna.owens lsur @ ssatefarm.com>; Tina Kohn <tina.kohn. [ sy statefarnm, coms
Subject: RE: Update: Haag Wind and Hail Videss

Update: Good News

. HAAG agreed to provide a script

. The turnaround to receive the scripl i - bett cats one work and worst cese two weeks or maore i
staffing/capscity becomes impacted for the transcription services vendor Haag contracts with, Once Kevin knows the
tirmefrarme he will share with us.

. Discussed next steps with Tina and we decided to proceed with having analysts and any LDF with some capacity
atong with myielf to transcribe the videos to expedite the publishing
. There are six analysts and myself currently transcribing. Tricia Carter has taken the lead on this and has

ofganized and provided the transcription and publishing assignments out Lo those assisting. (Tricia has been very helpiul
and informative threughout the process. |

- The teamwork shawm in an effort to complete this video publishing and script creation effort has besn
outstanding - specifically the leadership and guidance provided by Tina througheut. (I sincersly appreciate you Tina -
thank you for your willingness to support this effort, )

. Depending on additional LDF/analyst capacity we may be able to secure, we will continue bo keep the pace to
get the scripts transcribed and videas published. lerry is laoking for & persan to deploy to assist us,

- | wifl update once the video publishing has been completed.

Pending

. kMemo editing - review of message pornts with Consulting Services if warranted

- Viden message points discussed and documented within s separate document? Or a general message regarding
State Fanm perspective?

" Dice publihed, submit MyBlock form to set wp Course and imbed training course information n Anmoencement

Haag Wind and Hall Assessntent Videos

March XX, 2020

Subject: HAAG Education Presants — Hail and Wind
' Damage Assessment Video Series

Confidential Prodwted Pursuand to Prodective Order WESTOOOTIRES
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To: Claims Managers — P&C Claims — distribution list
o;
needed

From: Claims Training & Consuliing? Yes or no?

What you should know

The 2020 Fire Property Claims Quality Plan, released in early February, 2020, references material
being delivered by Haag Education sometime in Q1 of 2020. Claims training worked with Haag
Education to develop a hail and wind damage assessment e-leaming/informational video series in
preparabon for the 2020 slorm season. This ‘just in time” informational video series supports the
plan’s continued focus on quality claim handling and fundamentals accountability. As provided within
the plan, the video series should be scheduled and completed, as capacity and service goals allow

Action Required

The Haag Education Hail and Wind Damage Assessment Video Series is available in MyBlock
(Course XXXXXX) and is recommended (o be compleled by Fire claim handlers in our in-office,
deployed and proximity locations as capacily and other priorities allow. Consideration should be given
to have handlers completle the e-learning video series located in hail prone locations, and those most
likedy to respond to weather events in Texas and Oklahoma, for example, initially.

The information provided by Haag does lend an engineering perspective in some instances and nol
a@n Insurance coverage/damage perspective. While their perspective is not inaccurate, it is not State
Farm’s underslanding and should be noted in advance of viewing the videos. To help with
communicating this to your leadership teams, we have identified a few examples to refer to
specifically in your communications. Please do not forward the attachment.

== OLE Dbject: Micraosoft Woard Docurment =»

Additional detalls
. Included with the attachmen! above are the chapler/segments included in the video saries.

. The video series from start to finish, if viewed in its entirety, is approximately 5.5 hours in
length.

. Is this mandatory? Should there be a “mark complete” requirement at the compilation of the
video series?

if you have questions
If you have questions, please reach out to your Consultant or Claims Training (link in Mal's ID for

Claims Training).

Kelly Baver, VPO - PA&C Claims
o Wandy Mazza, VPO — P&C Claims
. Kathy Ress, VPO — P&C Claims
Tyrone Smith, VPO - PAC Claims

(Check to make sure all VPO's are included)
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X WLWUH
Xil, ROOF WARBANTIES

AV, BUILDING CODEQRDINANCE AND LAW

XV, COMMUNICATION WITH THE POLICYHOLDER

Wl AQDITIONAL INSPECTION GLIDELINES
VL APPRAISALADR/ARBITRATION

This Operation Guide provides guidetines for handiing roof clalms consisten with O

and the Compliance Stalement. In goneral, the guidance provided & applicable to sl policy feims unless othenvise
indicated in the Operation Guide. Review the polcy form andfor endorsement(s) to confirrn the spocific oontract language
andior kmits which are applicaiie 1o an individuad claim

Hapnlwpmu-iunnnrmﬂmll:mWMMWHMM.MHHMEIMJMM“W
Alsa, there may be situations where the Enterprse position is broader than the law of the juisdiction. In such situaions, you
should follow the Enterpriss posation. If policy wording in the jurisdiction confiicts with any of these guidelines or in case of
unususl claim situations, contact claim msnagamont,

Top of Page
il INVESTIGATIONANSPECTION GUIDELINES

A When to inspect

Wind: Wind claims involving minor damage may be handled by phone. A Beld inspection may be necessary when
damage &= fepaded bo multiple slopes, interdor damage or when the age and condition of the reof would make the

rocf more susceplible o damage
Hail: A figld inspection should be completed on all claims reported with patential hail damage.

When it ia determined that a field inspection is appropriate; loases imolving roals should include an on-roaf
ingpection where sale and praciical to do so.

Removal of snaw and ice from roofs fo allow for an inspaction: Refer to OG_75-20, Waler Damage Losses Sedion
Wi, Winler Weather Claims Involving lce Dams or Waight of Ice, Snow of Sleel lee F, Removal of Snow and lce

from Roofs and Gublers ar guidance.

IFit is mecessary bo moot with a contractor, arrange o mesd i ihe inswed's fsk. Travel 1o the location in Ehe
company-provided transportaton.

B. Prior io ihe Inspection

Prior to the inspection, obtain information from the policyholder related 1o the type of darmage he or she may have
noted to the exterior, interior, or other building structures or appurtenances. If rool damage is reported, inguire as io
the type of roof surface, age and if the home is & one or two-story structure, Whan intenar damage is repored, clarify
the extent of damage, for instance if the damage is to one or multipke rooms.,

Weather information: When inspecting windhall claims, having information abaut the westhsr svent can be valuable.
Information which may be availeble includes, bat is not limited o, the direction of the storm, size of hail, wind speed
and amount of rainfall. This information can be obinined in various ways including weather samvice websiles and
cofversations with the policyholder Review the policy Informadion and less history as oufined in DG 75-01, First
Party Claim Handling requiremeants.

Rafer to: Quslity Firsl Contact Guide - Fire
. What o Inspect

Extenar: inspect exterior property and note findings during the inspection. Walk completely arownd the risk, nafing
damage to any and ail portions of the building, as well &s any outbulldings, fences, gutters, dechs, air condiioning

HOSIERGARDDDIZSEZPROD
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condensing units and other structures o appurtenances. Evaluale damage of lack of damage fo covered property
during the inspection. Documant the claim fils appropristely

Inlerior; When interiar damage is noted, inspect the interior lo evaluate if the damage is related ta any damage o the
roof surface. Ask the policyholdar whan the damage was first noticed and if thers is damage to ono ar miltipls
rooms. Inspect all areas of damage. Evalusie damage or fack of damage to covered property during the inspection
Document the claim fle appropriately

Rool: inially, inspect the overall roof to establsh its general condition and axtent of damage Consider the type of
starm, direction of the windhail, and the size/shape of the hallsiones in that aea Inepecting olher lems such as
gutters, vents, skylights, decks, oulbuildings, s« conditioning condensing units, and fances may assis! in establishing
if the rool may have suslained damage.

It the roofing i deteriorated, but no damage due 1o a cavered peril is noted, detenmine if the roof can be walked on
without causing substantial damage. in rare situations, the mos! appropriate course of action is 1o examine and
phatograph the roof from several points around the perimeter withoul actually walking on the roof. Questions should

ba reviewed with managerment,
Curing the inspaction, whan safie and practical to do &0, document the approximate age, condition of roof materials,

r.-h:lmufmﬂmuﬂﬂfnﬂuﬂnhnmuﬁuwmmvmmmme{mnmﬂ“mmmm
and water shieid) , the number of layers, pitch of the slopes 82 well a5 the type of roof surface.

Resources available to assist in identifying the type of roof suiface may include:
= The Roofing Locator Service & a tool that can assist with shingde identification for all types of roof surfaces
Refer lo Section Yl Roofing Locator Sandce

= The pobcyhelder may be able fo provide information that may assist with the identification of the type of roaf
surface, For instance building reconds, repair receipts.

0. Imspection Salety
Al any phase of a claim Investigation, circumstances may arise thal make the inspecionfinvestipation unsafe o
unfeasonable. This can include lmes when an individual is creating a disiracBon which creates an unsafe situason or
makas complotion of 8 thoreagh and complels inspection not pessible. Whisn such s8uitions arse:

= |n accordance with Workplace Security Policy take safely measures io prevend a threat of violend act from
baing carmed out.
= I safe lo do so, advise the insured:

= You will be unabie to comglele the inspectionfnvestigation, and
= Wil return or continues when the circemstances giving rise to the situafion have been rermedied, and

= The inspecion may be done sataly without infernuption
Advise your managemant immedialely when these stuations arse and report any warkplace vickence threats by:

= Filling out the Threal Repon Checkis! located in SFNet, State Farm Fonms, under Administrative Sendces, in
the Security fokder, ar
= Call the Thieal response Hotline, avallable 24 hours a day at (309) 766-0811
E Photographs

Pratographs should give a clear indication of the extent of damage irvalved or lack of damage. The photographs
shouid reflect the basis of the adjustment and suppon the decisions made. Judgment should be exercised to
determine which photographs are appropriate for documenting the claim file,

The foliowing are the type of roofing photos that may be secured and documented in the claim e when safe and
practical to do so:

» Risk photo
s Owverview pholes of the entire siopes which depict the number and type of vents on the roof surfsce

& Ovenviow and close up photos of every test square when applicable
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& Cloge up photos clearly depicting damage or lack of damage
» Closs-up photos to document and depict the type of roof matenals and condition of the rool

= Photos depicting the number of iayers on the roof surface and roof accessones (for axample - vents. Rashing,
gutters, skylights, valleys. solar pansis)

» Take photos to document any intenor demage and undamaged Breas perinent to th claim presented
Refer to: DG 501, First Party Claims Guidelines & Requiremenis, Section lii. D, 8, Phalographs.

F. Test Squires

Test squares shoikd be used when inspecting all types of roof surfaces fo evaluale damage resulting rom hail when
sate and practical to do so. Test squares are not necessary for clams involving wind damage only, since wind
darmage & genorally apparent and not alvays evenly distributed over the roal,

On hail claims, test squares are usually made on & 10x10 area. Mark with a chalktumber crayon & 100 square foot
sampie afea (or test square) thal s representative of the damage o fack of damage Tound on that siope. Mark and
count the number of damaged shingles within the lest square. Damage is delermined by the number of damaged
shingles, not individual tabs. On flat roof surfaces mark and count & representative sample of the damage found
within the sample area.

Hail damage on a roof can vary from elope 1o slope, depending on the piteh and condition of sach siope and the
direction of the hail. Complete test squares on an appropriate number of slopes to evaluate the damage fo the entirs
roal. In cases where the slopes have similar damage, complote a test square for each direction. In cases where the
damage vares of directional test squares ane nol indicative of the overall rood, complete additional tes! SOudTas
where nesded

Test squares are not needed in situations where the inspection indicates no hall damage exists or a total loss from
heavy hail damage appbes. In these sifuations, the damage, or lack thereof, should be apparant from the initial
inspeciion, and documenied by photographs and clem file notes.

&, Measuraments

When an inspechion is appropeate and I is safe and practical o do so, measure &s accurately as possible and
daciement the measuremsants in e claim Sl 85 follows:

= It is preferablo that diagrams be complated using the Sketch function within Xactimate. VWhen Skelch is used,
it iz mot necessarny Io create both a handwrilien diagram and sketch,

n [fany covered damage to the roof surface is noted, the entire roof should be measured and documentad in
the claim file,

= Aerial Measurement Services (AMS) may be used on an individual claim fo provide a diagram and
measurements of the reof system. The report may be ordered before the inspection to ald in the
measuraments of the reof systern. Refer to: Sectin || Investigation mspacion Guidelnes H,

Rafer bo- 06 75-07 Structural Loss Claim Handiing Section . Structural Loss Claim Handling Procedures D
Investgation of Structural Lasses 3. DiagramaMeasuremants
H. Disgrams/Skatch

When an inspection is appropriate and covered damage is noled, a diagram of the entire roaf surface should be
completed if It Is sale and practical io do so.

The claim file or diagram shoulkd show the following:

= Accurate measurements of the entire roof and the computations used to establish the square footage of the
damaged areas. If the Xactimate program is used (o calculate the damaged area or roofl surface, it is nol
necessany bo reflect the computalions separately in the cialm file,

= The location of damage and test squares should be indicated on the diagram, Baafing Scoge Shest Skedch,
or noted in the file through the scope noles or file notes. Other appunenances may be indicated on the
disgram or Sketch or noted in the e through the scope notes or file notes.
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I Aenal Measunermenl Senices

Aeral Measuremant Services (AMS) may be used on en individugl clasm to provide a diagram and measurements of
the roof system. AMS is not used to determine the scope of damage and does nol replace the physical inspection of
the propery

When AME is usad, the claim handler should receive & copy of the AMS reporl prior 1o the inspection. During the
i paciion the claim handler showld complete the fnlostng:

1. Viily thal the AMS fepor provided e for the comed proporty

2. Claim handler should roview aeial measurament repart and compate it b visual observation of roof. |f these
wisual observations create questions with resped 1o sccuracy of measurements contained in vendor report,
clsim handler rmust measure the pitch and eave length of the predominate slope and compare these
mesasulements to e vendor repori. If the measwements do not agree with the measurements provided in the
AMS report, the clsim handler should procesd with manually measaing the anfire roof, The AMS help desk
should be notified that the measuremants ware corrected on the AMS repon

3, If no guesBorsiconcermns anse from visual inspections of aensi measwrements report and roof. claim handler
may handle the loss relying upon the repod. The claim handler shouid document the file indicating the AMS
measuramants were used or the rool was re-measwned.

o Cher Appurtenances

Roof vents, skylights, gutters, downspouls, drip edge, metal valleys, ashing, patio covers, satelfles, a'c condensing
units and solar panels may also have sustained wind o hail damage. The gauge or thickness of the metaliakuminum
or plastic matenals vanies from product to product making some mode or less suscaplibis to damage, Nobe any
damage cbserved io these appurenances during the inspection as this may provide information about the size and
fype of damage and will help the clalm handler properly sccount for thiss iems when preparing the esfimate.

Cther appurtenances are but one piece of the investigation process in assessing whether or not wind or hail damage
oxisis to the roof system. Keep in mind these items can be damaged by many things, including fallen trees, property
dabns, instafabion, or in some cases_ footiall

Solar panels: Solar panels located on the rool should be inspected as they may have sustained wind or hail damage
While complating the inspection docurment the location, type of materals used [if known), and extent of damage
obsenved. The solar panets may need fo be removed and resel 1o allow lor repairs/replacernent of the roof system,
Additional investigation may be neaded to evaluate the type of materats, extent of damage and appropriate repairs
bo the salar panel,

Appropriate caution should be used when inspecting solar panels as these panels may be enengized.

Patio Covers: Dusing the invesligation of patio covars, examing the patia cover for a covarad loss. On those cliirs
where & covered loss exists the following information may be noted, the number of posts, special trim pieces, how
the cover i& altached io the siruclure, any spedcial cover and If known, who installed ihe cover

Top of Page
Ill. ADJUSTMENT GUIDELINES

A Repalr vs, Replace

When determining whether a rool or slope should be repaired or replaced, compare the tos! o repair actusl damage
caused by & covered perdl to the cost o remove and replace the Brea damaged by & covered peril. For compositicn
raofs, the cost to repalr is compared fo the cost to mmove and replace a ona-story, walk-on pitch roof, For other
shéngle/shake roofs, the cost to repair s compared ko the cost io remove and replace the shingles/shakes of a one-
story, walk-on piich roaf.

When the cost to repalr sctual damage lo 8 composiion ool or slope appreaches or exceeds 50% of the cost to
remaove and replace the dameged area, determing whether the siope should be replaced or repaired, The same
appios io other shingle/shake roof surfaces which are not composition, when the cost to repair the raof approaches
of exceeds B0% of the cosl to remove and replece the shops,

The loliowing may be used lo determing repair ve. replace for shingled/shake roofs of any typa. This would ol be
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appropnate for other types of roof surfaces. it the damage faund in the test square approaches of exceeds the total
number of deamaged shingles per square identified by th repair v, replace caloulations, consker 2 foofing
guidelines 1o determing if replacament is appropriate. Dismage s detesmined by the number of damaged shingles,
not individual tabs, This analysis should be compieted on a siope by skope basis

The repair va. repéace caloulation is sysiematically created wilthin Xactimate The results of the ealeulstion are basad
on the price kst selected for each specific estimate. The chart ¢an be accessed by folawing these sieps in each
aslimale

1. Chick Project tab
2 Selsct Took

4. Click Roof Slope Tobsd va Repair

Once you Ipcate the sppicabli roofing type in the char, the nembier in the Value column reflects the number of
damaged shingles per square to consider when deciding whether 16 repair or replace a damaged slope, of the enfie
roaf.

The repair vs. replace analysis oulined above should be used when adjusting hail lnsses where the damage s found
rendomly across the siopeds). This is not usually the case with wind damage, which is often confined 1o a cerain
orea of the slope(s). In such cases, the use of test squares and the above calculations sre not approprinte. Instead,
consider the extent and location of the damage, along with all roofing guidelines, in determining whether repair or
replacament of the slope = wartaned

In some situations it may be appropriate to replace the shingles on an undamaged slope based on the lotal area of
raof being replaced or other Eatiors used to evaluate the claim. In these siluabions, document the file as to By
measons for the action tekan an that céaim

Badly deteriorated roofs can present problems when repairing since replacng the damaged shingles/shakes may
imiolve raplacing some adiscen shingles’shakes. Because of the poor condition of the existing roofing, ihe rofer
may damage two or three shingles'shakes for each one to be replsced. This is appicable 1o all types of roof
surtacns.

The repair factor analysis may be applicable o all types of ool surfaces, ofher than ocomposition, wheds les! sguanes
are comploted. Whan evaluating If & roofing surface is repaimble for afl shinglemhake type roof surfaces, other Man
compasifion ool suriaces, the following sieps are recommanded:

1. Selact a test square for the slope, and mark and count the damaged shinglesshnkes.

2. Apply the following damage repair factors based on the general ol condition. Depreciation should atign with
the damage mepair facior.

0% o 50% worn = factor of 1.0
0% to To% wom = factorof 1.5
75% + worn = faclor of 2.0

A slope that is 75 percent wom with 20 desiroyed shingles/shakes found in the test square is figured as
foliows. 20 shingles/shakes multipbed by 2.0 = 40 shingles/shakes. Multiply 40 shingles/shakes by the cost to
replacs & single shingle/shake. if it approaches or exceads 80 percent of the cost to remave and replace &
square of shinglesishakes consider all factors and determine whether repair or replacement is appropriate.

In & cases and for & types of roof surfaces consider factors such as the age and conddtion of tha axisting
raofing, type of recfing, and lsasibilty of repairs when delenmining whether to repair or replace @ slope.
Document the basis of the decision in the claim file with good photographs, disgrams, and Bie noles.

B. Footfall

Footfall may occur lo all types of roof surfaces. This damage can be caused by walking on the shingleéshake or othar
type of roof surface. This damage may appear as cracks, splits, broken comars or lears on the shingleshake or roof
surace.

Consider limiling the nurmber of inspections to reduce the amount of footfall darmage
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Camage caused by foolfsll dunng B ceam handiers’ inepection s incleded i our adjustment. Add thi tumbes of
shinghes damaged by footfall fo the number of shingles damaged by &n insured perl and then saleulaks the okl
Aumber of shingles damaged per sgimne by applping the appropriste repair factor. Foolfell darmage &= subject 1o the
policy deductible except where there is no damage excepl for the footfall damage by the claim handbser, In ths
ciraumsiance the insured s rembursed withoul taking @ deduciible

There is no specfic exdusion for foatfall damage, and this is covered absent intentional demage done by or o the
direction of the Ingured, Addiional imesiigation may be needed to detesming the number of pocurrences and datefs)
of kxss. Adviss he insured fhal the more people that walk on the roof, the more damage that will eccur, and advize of

thedr responsibilty to miligate futher damage
I cases where substantial repair of replacement is necessary due solely to foolfall, consull with managerment,

Damage occurs fo roof covenngs when water shedding ability or the Iife expectancy of the materal is reduced.
Damage from hail, wind, normal weathering, and defects may be obseprved 1o @ cormnpostion rool surface. On a
composition ool surface, fhis could includs bruising, fractures, punclures or excessive granular kss,

Bruising: On composition roofing, a brsse appears as a droulas scar usually the size of the hailstones, or larger. i
appaars as i shaded or elghlly darkensad sres on the shingle with some granular koes frequenlly presant, & brgse is
created when a hailsions strikes the surface of a shingle, crushing the paper or iberglass mal, leaving a dent or
“bruise.” A bruise, although difficull io detect al times, doss nol appesr a3 severs damage bul affects i longevity of
thie shingle. As @ resull, brisses causa premature deletiomion and wealhening, eventuslly reaulting In a hoka in the
shingle. Qe badise on a shingle surfece i sufficient fo consider that shingle damaped, In many cises, caroful
imspeciion is required (o deled such “bruses.®

Fractures/Punciures. A hall impad! which causes 8 crack or 8 puncture through the mat afiects the waler shedding
ability of the shingle and is considersd damage. Fraciures and punciures may be difficult o detect and an
exnmination of the back slde of the shingle may be necessary 1o detect fractures and punchures.

Cracked, Checked, Spiit, Chipped, or Broken Shingles: Mormal weatharing of composition shingles is often
miidanced by cracked, spll, or chacked surfaces between thres and five inches from the shingle's bottom edge, This
area of the shingle ks vulnerable 1o hodzontal cracking and checking a5 & resull of moisture runoff from the
overlapping shingle above. Usually, the seal tab of this shingle ks intact. Damage in this area of the shingle lacking
ihe discernible, cireular or sermi-orcular impact mark or brase is unfikedy fo have been damaged resulting from hail,
Wind seldom causes such damage if there is no other evidence of wind damage. Simikarly, the three exposed edges
of the shingle are often “scuffed” or damaged during the shingle's original appication or due to deterioration. This
damage, whan lacking the presence of a discernible creular or semi-crcular impact mark, is typscally the resulf of
deteripration and not caused by hall damage.

Splices: A splice ocows during the manufacturing procass of & shingle when the continuaus roll of matling material
ands and naw roll beginnings. These molis are spliced Ingether &t this paint 1o allow continuous production of the
shinglas,

Curiing or cupping: Somefimes composition roaf shingles can shew curling of cupping. Curling of cupping may be &
resuft of age or wear and lear, including improper roof ventilation and prolonged sun expasure, Shingles thal ane
curlked may appear concave in thair centar with the comers and possibly the edges of the shingle curled dowmward,
of have & raised adge mosily along two sides of ihe shingle, but sometimas even slong the edge,

Granular Loss: Granular loss ocours naturally and ks inherend fo composition reofing products &8 a resull of
wenthedng The generml rule is we will nof pay for granular loss, singe it does not affect the watertight inegnity of the
roaf,

Granules sene bwo main funcions on asphall roofing, block ultrawcled kght from the asphalt and provide calos 1o the
roal, During manufaciuring of the shingles, excess granubes are applied and the granules that ara nol embedded in
the asphalt will naturally fall off, Severs granule loss could be an indicalion of a defective shingle Granular bss i
typicalty part of the natural aging process or may be the resull of a manufaciuring defect.

Hail can causa actual damage lo composiBon roafing n conjunclion with heavy granular loss. Whara there is
excessive granular loss accompanying actual roof damage ceused by hail, and It aflects the integnty and ity of the
roof, consider payment for granular loss. Review these types of losses wilh cfalm managemanl.

Wind: Wind damage to asphal shinghes occurs when & portion of the shingle i3 blown off the reaf, or the shingle is
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bert backwards and & fracture forms through the rmatiing matenal if the wind coused the seals to break, it may
recuire hand sealing.

Uinsealed shingles; Most composiion shingles are manufsciured with a heat activaled sealant strip, which bonds the
shingles logether once appled to the roof and exposed to suffician besd. Al limes, the bond between courses may
besprme bess foxible and break This breakage may be dee to & purmber of lsciors, sech as cold weather, footisll
improper adherence of the onginal sealant, or wind. 11 ks important to note any unsealed shingles that may be
obsenved during the inspection. The claim handler should consider whather the breakage of the bond was caused by
scoidentsl direct physical loss, which may include, looking for evidence of tearing on the shingle below or by
obsenving residue underneath the shingle from the sealant. Refer to: Section IV, Roofing Estimatics - ©_Sealing of
Shingles

Heal Biisters. Heal bisters are small bubbles or crater-ike holes thal sre generally kess than 1/2° in diameter. Heat
bisters resull from a manufacturing defact during the production of the shingle and are not demage caused by hall
Mere exposure fo normal elements can open blisters. In the absence of any other evidence of direct damage from &
covered perl 1o the roof, broken heat blisters alone are not considered evidence of covered damage. Consider
paymant for this damage il the hoal blisiens) wera broken by heslstone impact.

O Wood Roals

Dumage ocours to wood roaf coverings when water shedding abilty o the fite expectancy of the material is reducesd.
Darmage Trom hail, wind, normal weathering and defects may be obsarved 1o 8 wood roof sirface

Marksfscralches: Wood shingles/shakes that show only surface marks or scratches are nol considered damage
requirng repairreplacorment of the shakeshingle. This does not affect the imended purpese of the wood
shingles/ahakes and dsappeans with weathering.

Splits; A wood shingle/shake s damaged only when the hailstone causes it to spit and compromises its waterfight
irtegrity. This splil typically offers a contrast in the colors or appearance al the shingle. The area newly exposed o
the weather elemants by the impact is ganerally unaffectad by tha weather and appears new and'or appears fresh
since it has nol been exposed to alemants which alter the color of the wood such 85 rain, debis, and'or ultravioled
rays of the sun. Thes & in contras! 1o ihe weathered shakes/shingles which are greyer or mone wosthered in
appearance since they have bren exposed to elements such es rain, debris and/or ultraviolel rays of the sun. One of
the maén indicators of heil damage o a wood shakelshingle roof is splits in the roofing which may be affiliated with an
impact mark. Splits resulling from hail will ypically show the color of fresh wood. Weather splits may demonsérato an
inveriad " pattern which may e an indicafion thal the spiit has developed over a perod of time from nafmal

weatheding.
Cupping, curing, cracking: Cupping, curling and cracking is a nafural aging process of a wood roof and is generally
not considerad accidental direct physical loss.
Wind: Wind damage 1o a wood shake'shingle ocours when a portion of the shake/shingds is blown off the rool.
E. Tile Roofa

Damage occurs fo e rool coverings when the waler shedding ebility or life expeciancy of the matedal is reduced.
Damage from hall, wind, normal weathering, and detects may be obsenved to a tile roof surface.

Chips and Cracks: Chips and cracks resuling from a hail stone impact would be considered damage resulling from
hail. Chipping and cracking may alo sccur during the mandfacturing of instalafion process which may not be
covered damage.

Haoles: When a hole is created (n & tle from a hail sfone, the underside of the tile will show chipping to the ke around
the diameler of the hole. Ths chdpping will be directed towand the roof surface

Comer Cracking: A crack cbsanved in the boflom right cofner of one or more tiles Is typically & resull of an installaSion
defect or normal wear and ear dus o natural cracking which may occur in a weak area of the tile. Comer cracking of
this nature is typically not a8 result of wind or kall damages,

Spalling/Flaking: Spalling and fiaking ks typically caused by weathering and impurities in the file that experience a
different tharmal expansion or watar absonplion than the materksl around the impurity. Spaling and Baking of this
mature is ypically not a result of wind or hall damage.

Lomse Tiles: Loose fles may result from wind damage or when the sysiem usad (o festen the files fails. The claim
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handler should carefully inspect the roof 1o determine if the ose Ble(s) were caused by wind or wore a result of
mormal wemt and toar or an instaliation defest

Effiorescence: This is the naturel process of soluble salls which were dissolved by water and were lofl behind on the
1op of tha tiles whan the water evaporeted. EMorescence is typically not @ result of wind or haii damage

Instaflation Techniques: Tiles can be installed using several different attachment methods, These methods may
affoct the reparability of the roof. Some of thess methods would include screw down, nell down and foam adhesive of
mortar appicabions. The aftachment method shauld be considerad when evaluating the reparability of the Ble roof

F. Metal Raoks

Metal roofs can be damaged by wind or hail. The same adjustment procedures should be fallowed when esmating
damags.

It is iImperiant io node that some policies may have the exclusionary endorsement for cosmetic loss 1o the metal roo!
coverings caused by hall Ciaim handlers should check the policy endomements to verify If this exclesionany
endorsement is appicable. |f the sndarsement is applicable, we would only pay for & loss caused by hail that allows
the penetration of water through the metad roof covering or that resuft in the failure of the metal roof covering to
perdorm ks intended funclion of keaping oul the alemants ower an sxtended penod of time. When this. endorsement is
applicable i atso extends to all flashings

G. Subshiluton of Roofing Matenals - (Polcyholder request)

If the insured chooses to subsiitute a composition roof for an exlsting wood rool, prepare an estiimate for the damage
o the exesting wood roof and issue an aclual cash value (ACV) peyment. [ssue replacement cost benefits for the
substitute matenals up to the cost of repairing/roplacing the existing roof. Release the replacement cost benafits in
accordance with 00 75-51 Replacement Cost &€ Building Seclion IV Explanation of Replacemeant Cost to the
Insured. Py the ACY of the damage fo the axisting rood,

Yhen substituling roofing matenals (for example, replacing 8 wood roof with a composition roaf), consider the type of
decigng required to make the substitution. Most wood roofs are installed over spaced decking, which will not
accommadate composifion shingles. Deternmine whether to install sheet decking in such cases based on the costs
imvolved on a replacement basis. If it costs mone to nstall sheel decking with composition shingées than it would cost
1o simgly repairreplace the existing wood roof, then we will pay 1o repaineplace with wood shingles/shakes subject
io the replacement cost provisions of the loss setfierment condiions of the policy. I the alternate cost of composition
shingles and sheel decking are less than or equal to the replscement of the wood roof, we would agree to the
alternate method. In ofl coses, the insured must agres to the atermate method

I & subsiitution is required becauwse of building ordinances or kews, lellow the procedee cullined in the above
paregraphs. If the pallcy has a Buliding Ordinance or Law Endomament, covermge may ba provided for the
improvements made necessary by the ordinance andior law, Review of the Bullding Ordinance and Lew coverags 2
recommmended for coverage analysis as well as any other term, conditions, and Amits of the polcyfendomamant
cantracl Refer to QG 75-107 Oplional Palicy Provisions Section .

H. Mechanical Damage
Macharical demages are the resull of human activity, and can be broken down o two separate categones

1. Accidental Mechanical Damages

£ Infentionally Inflicied Mechanical Camages

Accidental mechanical damages may be caused by careless handling of matenals, vse of tools or objects that cause
damage to the roof surface during the cowrse of installation or repadr, repairing roof mounted mechanical systems,
irees of vegetation which are too close 1o the home, and fool traffic. For instance some types of sccidental damage
to roafing shingles are footfall, knife cuts, golf balis, rail holes from toe boards, shipping and handiing and dragging

equiprmant

Intentionally inflicled mechanical demage means that the damage was purposely done and was nol accidental in
nature. Typically, the distribulion of this damage ks nal random in nature, and a pattern may be observed, Somae
types of llems that can ba wsed fo cause intentionally inflicted mechanical damages to roofing include, hand lools,
colns, Sngens, rocks and golf balls. (This is not all inchesive)
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Al tirnes, mechanical damage of thes Type will crush granules, and these crushed granules cannol be seen until
washad sway from rain and the wind. When (nvestigating mechanical damage, additional information tn gathar and
document dising the inspection includes but i not kmited 1o the kllowing

ks the distribution of the hall damage randam?

is the sia of the impacts random?

= there damage on the other areas of the dwalling?

s there damasge o other houses in the area?

Was the insuned horme during the storm?

When did the insured firs! bacome sware of the damage?

Who was an the roof or proparty prior to our inspaction?

Diid the insured come home to a fivedestimale that was nol requestsd?

IE, during 1he course of your investigation of the roofing sysiem, you suspact the damage to be infentionally inflicied,
contac management lor directions on how (o proceed and reference the following jobs aid;

Roofing Clabme |nvesligation - Mechanical Damage [dentifiesd

| Roof Decking

Wind o hisil darmage may resull in acddentsl direct physical loss o the roof decking surlace which may be covered
Huil darmage may be obsansed when the sire and impact of the hailsione penetrates the decking creafing damage.
Wind darmage meay be obsened when the wind causes all o a portion of the decking 1o be remaved or unatiached
from the bullding structure.

Pre-exisling wear, tear, deterioration of rof 1o o decking surface may also be observed. This type of damage fo the
deciing is typically not covered.

If in the cowrse of removing/repasring the ehingles unavoldable darmage is caused to the decking surface, an
Adowance 1o repair the demaged decking surlsce may be included as part of the covered damape

Thesa claims should be reviewed Indhidually with consideration of building codes, statutes or regulations which may
npply. Quesiions should be reviewsd with management.

J Composition Roofing Installed Over Weod Shake/Shingle Decking Surface

Wind/hail damape may occur o @ roof surtace which is a composition roof installed over a wood shake/shingls
docking surface. Evaluate the extent of darmage and reparabifity as outlined in Section I, Adjustrment Guidednas A

Bepairs vs. Bepiace.

When there i covered damage to & composiion over woodishake shingle decking surface which can be repaired,
B chaim handier should estimate io repair the damaged shingbes. Questions may anss as to whalher or not the
woodishake shingle surface currently serving as the decking shoulkd be included as part of the repair. This should be
evaluated individually on each claim by considering the laliowing:

1. If the composition shingles can be repaired wilhoul impacting the integrity of the woodishake shingle decking
surface, no additional allowance is necessary for the wood shingle/shake shingle decking.

2 Ifin the course of removing/repairing the composition shingles unavoidable damage s caussd 1o the wood
wmw.mmemm damaged decking surface may be included as part
covered damag.

3. Wind or hedl damage fo the woodishake shingle decking surface may be covered,

When thare is coverad damage to a composition over wood shake'shingle decking surlace which roquires
raplacemaent of the roof, estimate for the removal of both the composition shingles and wood/shake shingle decking
surface. The replacemant astimate should include replacement of wood sheet decking and one kayer of composition
shingles. Cverlays on 8 rool with & compas#tion roof installed over a wood shingle/shake decking surface are not
mecommanded, installation of & compositon roof over @ wood shake/shingle deck may result in & greaier
susceplitifty 1o fulure damage

These claims should be reviewed individially with consideration of building codes, stalutes or regulations which may
apply. Questions should be reviewed with managemant
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. RCOFING ESTIMATICS

Expiain the estimate to fhe insured, and give 8 copy of the estimate to the insured  Explain any roplacement cost availabie
o the insured after repairs am compleled.

A \Waste and Rounding

Wasle mary include: scrap, ndge cap, starer row, and valley overfap, Ridge or stafer row matenal replacermant may
b estimaded separately when the rkdge or staner row (s a different material than the roof (for exampie, tile ddge cap
on a compasilion shingle roof) or the ndge is the only part of the reof tht is damaged. If estimating ndge cap andior
starer row b8 separale dems, consider en adjustment of the waste perceniage usod in calculating the roofing
guiartity.

Priar 1o applying a waster factor, review the Xacimate roofing code to determine if waste is already included in the
unit price. If waste is not included and when estimating the replacement of & single slope or an entire roof, use the
foliowing gusdeines in the wasta calculation:

Flat roof Lise 5%
Gable rool Use 10%
Hip ool Lse 15%

Afer waste is adced, round up 1o the next appropriale bundle. If waste is included in the unit price, use the aciual
square footage of the area being replaced without rounding 1o the nearest bundle or square

Tear off or rermowal should net have waste inclided in the calculation.

B. Spiit Coding

Wihen replacing a roof, always spit code the activity. This meana using the Xactimate *" and "+* activity codes for
remawe and repiace inslasd of "8 This is so the ramovel smount can be proparly estimeted without waste incduded,
and the replacement amount estimated including waste

C. Siesap Change

LUze steep charges when the slope of the roofis 712 or grealer. Inclede this charge only on those slopes or areas
that require the sdditional amount. According to the Xactimate price list, this is an additional charge for Tost lebor
jprocuctiviy on & steep rool, du fo working with roof jacks, sdoiions! foe board installation, and addiional afely
precaufions.” The remove ™" activity steop charge is applied fo the measwwement of the area to fear-off (without
wasle). The replace "+ activity steep charge is appled to the total number of squares to install (with waste). Pay this
charge up front in the ACV payment.

D. Two-Story Charge

A two-story charge should be included for every two-story roof siope. Acconding to the Xactimate price kst, this s an
additional charge for “sddiional labor charge flor fost prodhuctivily on a high roof {2sfories or greater), due fo
accessibiity and extra salely precautions,” A rool, of seclion of a roof, is considensd bvo storles or greater about
grade at the ave.

Include this charge anly on those slopes of aress that require this additicnal charge. The remove *-" acfivity two-story
charge ks appliad 10 the measurement of the area to téar-off fwithout waste). Tha replace =+ activity two-story charge
is applod to the lotal number of sguares 1o install (with waste), Pay this charge up front in the ACV payment

E. Accessibility

wrmmummmmmwwnwmﬂmmlmmmmmmmm
may be wamanied, The same holds true for removal charges where accessibility is imited and causes & problem in
the removal of debris from the insured location.

F. Roof Openings

Address large opanings in roof structures, such as slylights, in the estimale. Consider the damage caused fo these
iterme when removing the rool shingles/shakes
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G Other Appurtenances

Rool Vents: Yihen a roof is damaged by a covered loss, the vents may of may not have sustained damage. A
structure can have several different types of vents that could be affected by damage differently, so evaluate esch
vent sepamtely, and estimale aceomingly, When estimating to removesTeplace noofing, Xactimate pricing incudes
sufficient labar 1o maniputate o work around undamaged roof venis withoui cRusing damape o hem; therefora,
replacing or detaching/resatting roof vents solely bocause the roof is being repiaced is generally not necessary

Il estimating 1o remove and replace composiion shingles on an entire rool or slope that contains vents (lurtle, fidge.
or turbene]) that are also being replaced, It is nol necessary to separately essmata the romoval of these types of
existing roof vents. These types of roof venis are fastened in much the same way as the shingles and ara nomally
removed along with and at the same as (he shingles. Xadtimale prcing includes sufcient labor 1o remove hese
types of roof vents as the shingles are being removed Therafore, a separate removal activity i not RBCEEEATY.
Evaluale each sfustion based on the indvidual circumstances

Drrip Edge and'or Flashing: When a roof is damaged by 8 covered lnss, the drip edpe andior flashing may or may not
have sustained damage. When eslimaling fo removefreplace roofing, Xachmate pcing inchedes sufficient labor (o
manipulate or wark around undamaged drip edge andior lashing without causing damage to it therefore, raplacing
drip edge andior lashing solely becauss the roal is being replaced is generally not fecessary Consideration may
need io be given based on how the dip edge was installed relative to the installation of any roofing whderlaymenl
Typically, reofing underaymant, which would include feht or soll-adhered waterprool mermbrana, s instalied under the
drip edge along the rake af a roof and over the drip edge along the eaves. Evaluate each siluaion based on the
mdividual circurmstances.

Skylights: When evalualing damage o skylights, examine the undl for covered damage, Units with insulated glass
fmay fog as a result of the natutal aging process. As with rool venls, it is generally not necessary o detachiesel of
repiace undamaged units bectuse Xactimate roof pricing includes sufficent labor to manipulate or work around
tham

Photovaltaic Calle: Handle the repair or replacement of rooling products around, beneaih, of incorporated with
photovoltaéc cells on a case-by-case bases. Remember hat these cells can be enangized so extrems caution s
required dring the inspection. If damaga is noled 1o the photovaltaic systamn, epedfic information is needed such as'

® The manufacturer's nama

System size physical dirensions

System outpul in volis and amps
nmmtnmmmmmmmwhummmmm
Daes the insuted own the system, of does another entity own the sysiem

T damage is nated to the sumeunding reol covering, but not to the photovaltaic system, & qualited confracior may be
Ebie to detach reset a photovoltase system thal is not integrated into the rool product,

Selar Waler Heater: Handle the repair or replacement of shingles around or beneath salar water heaters mounted on
a roof on & case-by-case basis. Many factors come into play when detemmining when io detach and reset a solar
watar heatar, | the legs are 12l encugh, there should be enough room to wark unded the panels; only requiting
detaching & leg when necessary. Giher situations may dictate the removal of the safar water heater to camplate the
roof repairreplacernent. The system may need lo be drained and capped then later recharged and put back into
service. If the panels need to be detached and reset, recommiend the policyholder use quabfied frades persan to
propatly handie the solar waler healer.

Solar Panels: Handle the repair or replacement of shingles around or beneath salar panels mounted on a rool on a
Case-by-case basis. Many factors come into play wiven determining when (o detach and reset the solar panels, If the
hqurlhﬂmh.ﬁmﬂuﬂhnmmhmhmmﬂw!him;mﬂym_ﬁummahﬂvd'mn
necessary. Other situstions may dictate the removal of the panels 1n complets the ol repainreptacement If the
panels neoed to be detached and reset, recommend the palicyholder use quakfied trades person to propory handle

the solar panols.
H Valieys

Additional malerfal may be required for B properly constracted valley. Cammen valley construction technigues
include open valieys, closed valieys and weaved vaSays. Typically, valieys have addtional material which sheds
waler. This materal could include roofing undertayment {(including feh or seif-adhered walenproo! membirane valoy
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maetal. and/or BOIb roll reofing material). Careful ingpection it nesded to delermine what material Is used in the
construction of the valley. Ba sure to understand what s incheded in the approprats Xactimate line item entry whan
completing or reconsiling the esimate.

| Starter strips

Starter strips are a specially roofing product which asssst in securing the butl edge of & roofing product to the roal
piane &nd provide doubla layer coverage along the eave. Whan estimating, the waste percentage may include
sufficient product which can be used for starter strips. I estimating starter sirip as a separale flem, consider an
adjusiment of the waste percentage used in calculating the roofing quantity.

J Hip and Ridge Caps

H‘Dlﬂdﬂlﬂ#lml{:ﬂdlﬁ'ﬂ'ﬂﬁlﬂ!m-’hmwﬁnuﬂﬂ!lﬂmmlnmlphmmﬂ Whien
estimaling, the wasle parcentage may include sufficent product which can be used for hip and ridge caps. Il
estimating hip and ridpe caps as 8 separale ftem. consider an adjustment of the waste peroontage used in
calculaing the roeofing quantiy

K. Geit-Adhered Walerproof Membrana (commonly known as foe and Waber Shiek)

Sail-wdhored waterproof membrane & designed to help prevent damage resulling from ice damming. This produc
mary be required by building codes. When this product is required, the product should extend over the roof decking
from the lowest edge of the roof surtace to a point spocified by the building code

If a rool has a seif-adhered waterprool rmembrane and that area is damaged by a covered loes, then the eslimate
should include the cost to replace the self-adhered waterproof membrane, Because of the self-adhering asped of
this product, it may be difficult to remove the self-adhered waterproof membrane during tear off of the roof and
removal of the self-adhered waterproot membrane could cause the decking to delaminate, which could require
replacement of the deck. Most manufacturers and building codes will allow for more than one layer of seli-adhered
watarproof memtrane. if multiphe leyers of sell-adhersd waterproof membrane afe not allewed, it may be necessary
o remove and replace the affected roof deck 1o 1acilitate the repairs. Contact your management or Locator Gervices
for addiional information.

L Owerhead and Profit

Refer to; DG T5-07. Structural Loss Claim Handling - Sacion |1 Srudural Loss Claim Handling Procedures E
Evaluation of Structural Losses 2. Compiele Estimate . Overhead and Profit

M. Depreciation
Roafing is & depreciablo building itam. As such, reof claims may often involve replacement cost benafits due o the
betterment involved in the replacemant of some or the entire roof. Handle replacemeant cost benefits according to the

guidelines sat forth in OG 75-50, Betterment, Depreciation, and Actual Cash Value, and G 75-51, Replacemant
Cost - Building.

M Roofing Product
Limited or Mo avadabilty - Refer lo: Section XV. Roofing products - limited or no svadability.
O Sealng of shingles

When a determination has been made thal the unsealed shingles are 2 result of & covered loss, an estimate shoukd
be obtained from a contractor to manually seal the tabs. Many manufacturers have guidelines for the best mathod 1o
re-seal unsealed shingles. Handle sach claim that involves unsealed shingles on 8 case-by-case basis,

Top of Page
V. TEAR-OFF

mmmmmmmmmwmﬂh:mmdﬂmwmmmhﬂwwnm
Breqs, howeves |t is our eompany philosophy and guidelines lo lear-off all layers when estimating o replace a roof surface.

When the reascnable repair requires replacement of the rool or a portion of the roof, tear-off of all roofing layers shouid be
estimated without & deduction for depreciation and included as par of the ACVY setilement on roof or slope replacement
claimes in aff geographic areas
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IX.

When muliple layers of roofing are present, all rooling Eyers shoukd be esimated Tor removal.
Vit tear-off was paid on 8 previous claim and e policyholder chose to overlay the roof, Raler in; 06 75-180 Xl Pro
Bamegs - Bogf

Top of Pags
ROOFING LOCATOR SERVICE
The Roofing Locator Service (RLE) and Siding Locator Service (SLS) are web-based search fools designed to assisi claims
associates by providing & resource for identifying siding and roofing products.
Refer to: Locaior Senices

Top of Page

USE OF EXPERTS/ENGINEERS

Qocasionally, State Farm@ will seek the assistance of a roofing oxpord or an engineer to help determing the cause of loss,
conduct damage and failure analysis, andior evaluate reparabiiity issues, Af all imes, the decision of how 1o resolve a claim
rests walh State Farm and must be based on il of the facts of the claim. Guidelines Tor the use of engineers are oullined in
G T0-p6, Use of Enginewing Firms in the Handling of First Party Propery Chaims or 0G 70-84 Use of Independeni Non-
Engineering Experts in the Mandling of First Party Claims.

Top of Page
SUBROGATION (ROOF)

Covered roof damage may result In a subrogation opportunity. Information that ks needed to suppon & successful roof
imvestigation for subrogation includes, but may not be limited to, the identification of the type of roofing System and products
invehiod, documentation of the roof condition, and damage and preservation of any evidence which may be needed to

suppof a subrogation clalm.

A qualfied roofing engineer/consultant may be nesded to evalusie the condiion of the roof and to preserve evidence, Most
information needed io investigate subrogation polential comes from places other than the roof structure i=ed, The
harmsowner of business owner may be a good sourca lor records on the roofing system. If not, also consbder i architect,
raafing consultant, or roafing contracior as they may have the documenta wa noed for our subrogation. These documants
often confirm ihe product type used, roof design, and manner of constnsction,

MWmﬂmmummmwmmmmiuﬂnwm.mmWﬂnmm
preclude @ claim or sult against a group or class of people (such as product designers, architects, or bullders) after a certain
time pesiad of the product’s life or completion. Claim handlers should review both the Statule of Limitations and any

applicable Statute of Repose.
Refer to: G 75-54, Subrogation
Reder to: Stale Codes. Laws, and Statutes
Tgp of Page
CODING

Claim managament and claim handiers are responsibls for scourate loss and payment coding. COL codes, commant codes
and descriptors are locatod in OG 74-04, Payments and Coding and the Fire Loss Coding Manusl

Tep of Pags
PRIOR DAMAGE - ROOF

Ganarally, darmages which have been paid In a prior clalm sefilernent by State Farm, but were not repaired or replaced after
the first loss, would not be recoverabis again If there was subsaquent damage 1o the same property,

Ini the courss of investigating, evaluating, and satting a current roof daim, it is impordant to review the insureds claim
hisiory.
The following saction provides glidance for wind and hail loss roof scenarios involying pricr demage.
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A Prar Reof Claim, Mo Repairs Completed

I the insured has not repaired the covered roof damages from a prior claim and has 8 new claim involving the same
rool damage from the prior cleim, handle the new claim in the following manner;

» Adjust the loss as & sepanife avent, subjod fo the policy deductible.
» Prapare an asimale for all rool damages resulting from the current logs using the phice st for the current dele
of hoss. This may include the same rool damage estimated on a prior clem thst was nol replaced or repared.
= Apply depreciation, If applicable. The age and condition of the damaged property, Including prior roof damage,
should be considersd in determining the aclual cash value of the current loss.
Subtract the deductible for the new clalm
Dedud prior payments for the roof damage ithal was not replaced of repained
= Donol deduct amounts thel were estirmabid for the roof, bul wers al or betow the dedudibls,
Pay the insused any diference
= I thar ACY payment of the roof repacemant excesds the ACY payment o replace the rool an the prios
loss, lssue o drak lo the policyholder for the difference between the ACY payment for the roof on the
prhar loss and the ACY payment for the ool on the current loss
o If the ACY payrmant of the 1oof replacement on the new loss is The saime or less than the ACY paymeni
amount to replace tha raof on the prior iess. no sddiional ACY payment is dus,
» Provide the insuned with an Explanation of Builkding Replacement Cosi Bansfils based on the new loss, if
applicable.

Example: Previous hail damage, paid to repair, repairs not completad, new loss results i total loss to roof

A policyhalder sustains hail damage to the roof i July 2015, The ciaim handiet inspacts the damage
and estimales 1o repair two shingles per square for a repair of $1500. After subtracting the 51,000
deductibie, a payment of $500 was made for the first claim. The customer did nol repair the damage. In
April, 2016, the policyholkder fles a new hail claim in which the roof is determined to be a total koes. In
this case adjust the clalm as follws:

» Adjust the loss as a separsie evwenl, subjed fo the policy deduclible.

= Prepare an estimale to remove and replace the entire roof based on the price kst for the Apdl
2016 date of loss.

= Apply depraciation, if applicable. The age and condiion of the damaged property, including prior

roof damaga, should be consldered In datermining the aclual cash value of the current loss,

Sublract the deductible applicable to the new claim.

Sublracl the prios payment of $500.

Pey the wsured the difference for the new claim

An expianation of replacerment cost benefits, if applcable shauld be ssued for the recoverable

mmoLnt o e curenl loss,

B. Prior Roof Claim, Roof Replaced, Tear-off Mot Completed

When a slope or roof has previous damage that we estimated to remave and replace the ool suface, however the
insured replaced the rool or siape, but did not fear-off the damaged roof surface handle the new claim in the
following mannes:

» Adjust the loss &s a separale ovend, subjed fo the policy deductible,

» IMhere ls new damage 15 this rof surface. requifing replacement of the sams slope or the tetal roof, estimate
to remove all layers of the roof and 1o replace he roof surface.

= Apply depreciation, if applicable. The age and condition of the damaged property, incuding peior roof damage,
should be considared in determining the actusl cash value of the curment loss.

= Sublract the deductible for the new claim.

» Deduct prior payrments for tear off not completed.

u Pay the insured any difforence.

o [fthe ACV payment of the roof replacernent exceeds the ACY payment 1o ieplace the roof on the peior
los6, Isswe & drafl 1o the policyholder for the difference betwean the ACY payment for the roof on the
prior loss and the ACY payment for the roof on the cument loss.

o If the ACY payment of the roofl replacerment on the new loss is the same or less than the ACV paymenl
amount to replace the roof on the prior lass, ho addional ACY payment is due

Frovide the insured with an Explanation of Building Replecament Cost Baneflts based on the new loss, if
applcable,
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C. Prior Roof Claim, Damage Not Repaired, New Loss Aler Replacement Cost Benefits Expired

Prior roaf ciaim, damage not repaired and & new loss occurs after the time period to present o cladm for Replacement
Cost benefits for the prior loss has expinad. If there is new damage to the roof surface which, indapendent of the
damage from the prior koes requires fotal replacement of the ool surface adjust the claim as follows

® Adjust the loss as a separate event, subwc fo the policy deductible,
= Propare an esiimate for all reof damages resuling from the current loss wsing the price st for the current date
of joss. This may include the seme roof darmage esfimated on a prior claém that was not replaced or repaired
» Apply depreciahon, if applicable. Thi age and condilion of the damaged property, including prior roof damage,
shoukd be considered in determining the actual cash value of the current logs,
Subtract the deduchble for the new clalm.
Dedudd prior payrments. for the roof damage that was not replaced or repaired
o Do nol doduct amounts that were estimated for the roal, bid ware a1 o below the dedusdtibis
w Pay the Insured any difference.
o It the ACY paryrment of the roof replacement exceeds thi ACY payment io replace the rool on he price
Inss. izsue n draft 1o the policyholder for the difference between the ACY payment for the reol an the
prior koss and the ACY payrment far the roof on the curren loss
= If the ACV payment af the reof replacement on the new |oss is the sama or loss than the ACY payman
amount to replace the ool on the prior less, no additonal ACY payment is dus,
& Provide the insured with an Explanition of Bulkling Replacemeni Cos! Benefils based on the new loss, If

rpopficabie

Exampla: Prior roof claim, damage nol repaited, new loss ocows aflar the time pariod to present Replacement Cost
benefits claim has axpined.

A palicyholder sustains damage to the roof in July 2012, which rendered the roof a total Joss. In July
2012 an astimate was writien io replace the roof for STOR0.00, After applicabils depreciation and tha
$1.000 policy deductible, the clalm handier made an ACY payment of $4000.00. The customer did not

campiate repains of the roof

in April, 2015, a new hail storm damaged the roof. If was defermined that the new damage was
distingusshable from the oid demage and would tofal the roof. The estimale for the roof replacamant
with curment roof pnces was 87 500.00. After appropriate depreciation is applied. the eurrent deductible
and the pric: payment of $4000.00 should be sublracted from the loss. The insured should be paid the
difference, i any, for the new claim. A new explanation of replacemont cost benefits should be issued
far this recowerable amount, il appicable.

0. Prior Roof Claim, Damage Mot Repaired, New Loss Before Repiscemant Cost Benefits Expired

Prior roal claim, reofislope was a tots! loss, and damage nol repaired. A new loss ocours before the Sime period to
present & claim for replacement cost banefits for the peior loss hes explred. In this situation, If there is new damage io
the rool surtace which, independent of the damages from the prior loss requires total replacement of the rool surface,
the clgim should be adjusied in the same manner as noted in C. abowe,

Prior roof ciaim, reoffslope was a total loss. and damage nol repaired, In the event the new damage does nol reguEre
replacament of the same slopo or roof surface, advise the insured of same. I the roof surface is replaced, o ciaim for
replacerment cost benefits can be presanted within the appropriate time pernod based on the prior claim's dete of loss
and applicable policy provesions,

E Prior Roof Claim, Damage Nol Repaired, Insured took Reasonable Steps to Mitigate and Arange for Repairs

Prior mof claim, damage not repaired, but the insured ook reascnable steps 1o miligate the damages and arrange
for repairs, If the damage 1o the mof has not been repaired, but the insured took reasonable steps tn mitigats the
damages and arange for repairg, kandie the loss under the prior cleim, Some of the EBctars to consider whan
detarmining if the insuwred 100k reasonable lops includa:

= Tifmé between the infial and subssquent loss
= FResources available to complete the repairs following the inftial loss

IF the insured tais to take reasonable steps fo mitigate the damages and arrange for repairs, o subsequent event
would be a separate claim. Evaluate each claim individualy on its own merits.
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Example: Wind damage to rool, followed by interior damage resulting from a subsequent loss prior to repairs being
complatod

Iy Jighy 2016 & windsiorm ripped off & porbion of the roof. In Seplember 2016 & new slarm causes
additional water damage to drywall bacaise the roof was not yet repaired. In this circumsiance if tho
insured fook reasonable steps to mitigale the damages and arrange for repairs, handle the Seplembar
2018 water loes under the July 2018 clsim

The insured has a pror rool claim fof wind damage, which we estimaled to repair, Prior bo the repairs being
completed. another siorm accurs resulling in now damage which totals the roof. Reasonable sleps the insered may
have taken to mibgate damages or amange for repairs would not have prevented the second loss friom occurnng. 1 is
for this reason, this loss woulkd be amdled & A separate caim

Example: ¥Wind damape to roof in July 2015, we estimated to repair the roof for $2000. Afer appéying the 51000
daductible we issue a payment for $1000. Prior to the repains being completed another storm in September 2015
resulls in maw hail damaga which totals the reof, We prepam an esimate to remove and replace the raal for $10.000.

In this circumstance adiust the claim as Tolioes

Arjust the loss &5 8 separate evend, subjedt fo the polbcy deductible.

Propare an estimate for all roofl damages resulting from the current |oes using the price list for

the current date of loss, This may include the sama oof damage estmated an & prior claim thad

was not replacad or repaired,

Apply depreciation, if applicable, The age and condition of the damaged propary, includng priar

roof damage, should be considered in deterrmining the actual cash value of the current joss.

Subtract the deductible for the new clatm,

Deduct prior paymants for the raof damage that wias not replaced or repained.

& Do not deduct amounts that were sstimated for the roof, bul were at or below the
daductibde.

s Pay the insured any difference.

o I the ACV payrmant of the roof replacement excaeds the ACV payment (o replace the
raaf on the pror loss, Bsue o drafl to the policyholder for the difference betwsen the ACY
payment Tor the reol on the pior loss and the ACY payrment for the roal on the cumeni
loss.

a [fthe ALY payment af the roof replecarmant on ihe new loss i the same of less than the
ACY paymeant amounl fo replace the roof on the prdor loss, no additional ASY paymant s
dig.

e Prowide the insured with an Explanation of Bulding Replicemant Cost Benafits hesed an
the new loss, if applicabie.

F. Prior roof cleim, damage was fully repaired, but the insured apent less than was estimated fo repair, (and the repais
was structurally proped):

n Adjust the secand logs & & separale avent.
= Do not dedict the payment from the prof ioss

G. Prigs roof loss, insured did not presend claim or the prior claim was less than the deductible:

I the inesured did not make & claim for the prior damage or the pricr claim was less than the deduchible, do not reduce
the new loss by the amaunt of the prion loss.

Example:

A pokcyhoider sustains hail damage ta tha roaf in July, 2015, The claim handier inspects the damage
and estimates o repair lwo shingles per square for a fotal estimate of S700, The polieyholdsr has a
51,000 deductible and the claim s closed withoul payment. in Apdl 2018, the palicyholder files a new
hail clasm whech totals the roof, The total roof estimate is 55,000 after applying applicable depreciation
In this case, subbract the $1,000 deductible from the new claim estimste of 55,000 and pay the
cusiomar §4,000. There is no offset for the July 2007 claim becmsme no payment was made. An
explanation of mplacement cost benefits if applicable should be issuad for the recoverable amount.

Each ciaim nesds 1o ba handled on s own merits and managemant should be imvolved in siluations nesding
additeonal resolution,

HOSIERGARDODOZSSTPROD
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05 TE Bel, W el Basl Elh:llh il b |iFasa
Top of Pags
MATCHING - UNDAMAGED EXTERIOR BUILDING MATERIALS
Refer to. QG 75-100, Claim Application - First Party Section (1. B. Matching
Top ol Pags

Al

XL

KW,

ROOFING PRODLUCTS - LIMITED OR MO AVAILABILITY

During the course of an investigation, damaged roofing products which have limited or no svailability can be encountered
Suitable replacement praducts can be determined by reviewsng product design chamacieristics such &s; appearance,
warranty, and composition of the product along with the performance standards as outlined in the applicable building code,
Charactoristics like these will help identify a replacemeant product which |8 of Fke kind and quality. Locator Services is a
resduce to assist in delermining the availability of a roofing produdt in a specific lncation and identifying an appropriate
replacement roofing prodect

Decsions regarding appropnate replacermant roofing products should be reviewed with input from local chaim managamsant
Refer to- 06 75100, 1. B, Matching - UNDAMAGED EXTERIOR BUILDING MATERIALS
Toop of Paga

ROOF WARRANTIES

Many roof installations are accompanied by & wistten warranty issued by the shingle manufaciurer, Some roofs are stated 1o
be impact resistant. others have wind speed wamranties. Some contractors issue writhen warraniies covering their work for a
period of time. It is imparant to ask the insured for 8 copy of avy warranty thay may have on their roof to suppod our
investigation as it relstes to potential subrogation efforts. The Locitor Services or T1P.P, may also be & resource in
locating manufacturers wamanty nformation.

Roof wamanty claims may be presentad for consideration along with a claim for polential roof damage. The Homeawners
policy provides coverage for Accidental Direct Physical Loss (ADPL) for proparty described in Covarage A - Dwaliing,
except as provided in Section | - Losses Not Insured. ADPL does not include & claim for & voided wamanty. Review each
claém based on the indhvidual facts and droumstances. Questions should be reviewsd with claim manageament

Top of Pags

BUILDING CODEORDINANCE AND LAW

Our obiigation & to replace the damaged property In accordance with the Loss Settlement Provisions. If cedain repairs,
raplacemeants. or consiruciion techniques are requined to camply wilh the state law of local crdinance, the Irsured s
responsible for the difierence in the cost. Payment shoukd be lmited 1o the portion of loss covered by the policy contract
Hhmndmhclmmmmmmmnfwmﬂﬂmwhnumplnp:mﬁuﬂlnwﬁmmm
ancthar pobey endomssmant.

Refer to: 0G 75107 Optional Coverages - Section IV - Option OL

Building ordinance or law questions should be referred to claim management. Bullding codes and their effect on claims
adjusting procedures should be ressarched

Refer to: OG 75-51, Replacement Cost §€° Building, OG 75-105 Claim inerpretations - Losses Mot Insured
Top of Fags

. COMMUNICATION WITH THE POLICYHOLDER

Review the scape of the loss in person or by telephone; provide the insured with a copy of the Xactimate esimale,
meFﬂwlmmﬂﬂmﬂmﬂaﬂMMMFmﬂmmHME
are availatde,

An Explanation of Building Replacement Cos! Banefits Form is generally nol requited on repairable items. Howevar,
complete an Explanation of Building Replacerment Cost Benefits Forrm when total replacement of a slope of the roal is made
o an ACY basis. Include replacement of other deprociable items (for example, siding, painting) on the Explanation of
Building Replacemaent Cost Banefits Form

HOBIERGARDODDZSBEPROD
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0 VA= 100, Wind isil Roofing Culdelmes

When the inspection indicates there is no damage/partial damage io the roof surface itsell, thes information should be
communicabed to the insured. When making & payment for partial damages to a mof, il is imparant b document all damage
as will 85 areas where no eccadental dinect physical koss is found. Discuss the scope of the rood damage, o lack of damape
with the insured, with an explanabon of coverage

Top of Pige

. ADDITIONMAL INSPECTION GUIDELINES

Refer to: OG 75-01. First Paty Claim Handling Procedures - E. Addiional Inapection Guidaines.
Topof Page
APPRAISAL/ADRIARBITRATION

Based on the facts and circumstances of an individual rool claim appraisal, ADR or arbitrabion may be an appropriate
methad of claim resolution. Claim management should be involved when appraisal, arbitrafion or ADR I8 considened,

Refar to: OG T5-08. Appraisal, DG T0-25, Atemative Dispute Resohudion andior 06 T0-80, Arbitretion
Jop of Page

BTATE FARM COMPIDEMTHAL HFORMATION
Ceshribaereni n b Biinshiis Gawd = Wary Rawm Oy -
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West, Meil, el al. v, SFFECC, al al

From: Pete Merdle [/OU=VIBTUAL/CN=CACE]

Sent 3/3/2021 2:56:26 PM

Ta: Eileen Colbert jeileen coibert gid@statelarm com), Gwen Hodgson |gwen hodgson IphS @statefarm com]; Katina
Burtler [katima butler gmih@statefarm, oom

B Elleen Coibert [efeen colbert gitd@statelarm com|; Gwen Hodgson [pwen hoodgsan. IphS @statefanm.com]: Katina
Buther [katina butler gmihi@statetarm,com]

Subjeet; RE: Fire Claoms 2031 Quasity Plan

Looks good Ellesn, | think 2 hours 15 minutes should do it

From: Ellesn Colbert

Sent: Wednesday, Mareh 3, 2021 8:55 AM

To: Gwen Hodgion <gwen hodgson. |pbS@statefarm.com>; Katina Butler <katina butler gmih@statefarm_com>; Pete
McArdle <pete.meardle. cace @statefarm.com:

Ce: Eileen Colbert <eifeen.colbert.gitd @statefarm come

Subject: FW: Fire Claims 2021 Quality Plan

Are you 3l good with these segments as our plan?

. Chapter 1 (1 hour, 28 ming) + Chapter 2, Segmant 1 (22 mins) + Chapter 2, Segment 3 {12 mins). Total of 2 hrs, 2
mins.

I 50, how much bme do we need ESSEF to schedule per person? Is 2 hes, 15 mins enough? 2 hrs, 30 ming?
I get a nole to Allen when | hear back from you 5o we can start schedufing,

Il also mention at huddle loday. We should probably also get a meme 1o the TMs this aflamoon recapping which segments
of the refresher are required o forward io their teams i one of you don't mind taking the kead on that,

Thianks,

From: Ellesn Calbert
Sent: Wednesday, March 3, 2021 9:41 Ap

To: Tom Mass <tom.moss cdsg@statefarm.coma; Bill Lingenfelter <bill lingenfelter hx3vi@statefarnn. coms
Cc: Eiteen Colbert <gileen.colbert.gitd@ statefarm,com>; Gwen Hodgson <pwen.hodgson lphSitstatefarm. coms: Kating

Butler <kating butler pmih@statefarm. com>; Pete McArdle <pete meardle cace@statefarm.coms
Subject: RE: Fire Claims 2021 Quality Plan

Hi Tom -

Thanks much for tracking this down for us!

I'm also pleased to see you priovitize ma over Bil.,....| concur it should ALWAYS be that way, and It speaks fo your high
level of intellect &

From: Tom Moss

Confidential Produced Pursuani 1o Proteciive Ordes
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Sent: Wednesday, March 3, 2021 9:17 AM
To: Bill Ungenfeiter <billlingenfuler hady@statefarm coms; Eleen Colbert <eilnen polbert gitd @ statefarm com>
Subject: AE: Fire Claims 2021 Quality Flan

i did it for Eilean Bl 52

Hope you both are having a good day.

From: Bill Lingen(elier

Sent: Wednesday, March 03, 2001 8:14 AM

To: Tom Moss <tom. moss chsp@statefarm, com:>; Eileen Colbert <elleen colbert gid @statefarm. coms>
Subject: RE: Fire Claims 2021 Quality Plan

Thank you Toam |

From: Tam Moss
Sent: Wednesday, March 03, 2021 9:12 Ak

To: Bill Lingenfelter <hill lingendelter hudvi@statefarm coms; Eileen Colbert <eilenn colbert gitd @ statefarm coms
Subject: FW': Fire Claims 2021 Quality Plan

Updated to 7 segments of Haag Training.

Fromi Tanya E Potts

Sent: Wednesday, March 03, 2021 8:056 AM

To: Tom Moss <tom.moss edug Betatefanm.com>; Heather Hanselka <heather hanselka g9%aj@statefarm com>
Cc: Tanya E Potts <tanya.e potts gghu@statelzim coms

Subject: RE: Fire Claims 2021 Quality Plan

T =

The update to seven segments was completed yesterday afternoon,

The instructions were also updated to read 7 segments coripleted will complele the requirement.

Te date 1007 completions of the refresher training are recarded and an additional 30 are in progress and will likely be
meved to completing the requirement with the change to 7 segments.

Further clarification on why 11 segments were used to fulfill the two hour requirement were shared with me yesterday.

. If the shortest segments are selected, 11 segments were required 1o get to 1:58 minutes.

. As you shared yesterday, seven segments completed in Chapters one and twe only require seven segrrents be
compieted to meet the requirement as there are severad 20 minute of longer segments.

Confidentisl Produced Pursuant io Proteclive Order WESTO003 5084
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. Chapter theee and four have several shorter segments Between 6 and 12 minutes in length and the shartest
sevensegments are 104, The nest four shortest segments provide an additional 54 minutes ta be two minutes shy of

the requirement.

¥ It any additonal message poimls of updates 1o the requirements are necessary, please ot me know?

IT you would like an updated mamo sent, | will get one back to you today

Thank you,
Tarys

From: Tom Moss
Sent: Tuesday, March 2, 2021 11:29 AN

Te: Tanya E Polts <tanya.e patts gghu@statelarm.com>; Heather Hanselka <hgather hanseiks g9aji@statetarm.com»
Subject: RE: Fire Claims 2021 Quality Plan

Excellent - thank you

From: Tanya E Poits
Sent: Tuesday, March 02, 2021 11:24 AM

To: Tom Moss <tom.moss.cdsg@statefarm.coms; Heather Hanselka <heather.hanselka g9aj@statefarm com>
Subject: RE: Fire Claims 2021 Quality Plan

Tom —

| have asked the HRE&D group to re-evaluate that and will foflow up a5 soon as | hear back fram them,

Theanbes,
Tanya

From: Tom Moss

Sent: Tuesday, March 2, 2021 11:12 AM

To: Tanya E Potts <tanya.e.potts. gghuf®statefarm coms; Heather Hanselka <heather hanselks.g9a) @ statefarm com>
Subject: RE: Fire Claims 2021 Quality Plan

Thanks Tanmya,
| reviewed the length of the segments and many of the segments are 20+ minutes long. | think that complating 7

segments would guarantes 2 hours, even if the user choose all the shortest segments. | can go back through the length
of each of the segments and confirm, but | Beleve | am coarrect

Confidential Produced Pursuant 1o Proteclive Cidor WESTOOOI5088
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Tom

From: Tanya E Potts
Sent: Tuesday, March 02, 2021 11:09 AM

c: Tanya E Pobts <tarya e potts gghustatefarm.cams
Sublect: RE: Fire Claims 2021 Quality Plan

Hi T -
in order to get accurate/clean reporting in MyBlock — that would recognize the 2 hour completion requirement, the
HRED MyBlock team ran algorithms using all of the segments that averaged the need to camplete 11 segmeants to get

twia howrs of the HAAG training completed,

| hope my explanation makes sense, but | can get sdditional detail If you would like?

Thanks,
Tanya

From: Tam hMoss
Sent: Tuesday, March 2, 2021 10:43 AM

To: Tanya E Potts <lanya. e potts gahu@statefarm com>; Heather Hanselka cheather hanselka gSaj@ statefarm coms
Subject: FW: Fire Claims 2021 Quality Plan

Importance: High
Gooad morning,
Lam in classes all week and do not have time to join e guick call to discuss.

The quality plan for 2021 requires 2 hours of Haag Training. Does the Haag Refresher Training require them to complete
11 segments or 2 hours?

Tam

Fromy: Elleen Colbert
Sent: Tuesday, Masch 02, 2021 10:40 AM
To: Pete McArdle <pete. meardle cacef@statefarm, coms; Katina Butler <katina butle: gmih@statefarm com>; Gwen

Hodgson «gwen hodison lpbS @statefarm comz; Tom Moss <tom.moss. statefarm.com>
Ce: Elieen Colbert <eileen. farm. com>

Subject: RE: Fire Claims 2021 Quality Plan

Importance: High

Thie is what | am saeing in the qually plan pertaining to a minimum of 2 hours of refresher training, which doesn align with
the Refresher course detais in MyBlock which indicates 11 segments need o be completed

Wind/Hail Losses

Confidential Produced Pursuant o Protective Order WESTUODA50E8
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L HAAG Eduention Hail and Wind Assessment Video Series:

. hmﬁumwmmmumrmmmmmwﬁmmmm
completed the full HAAG Education Huil and Wind Assessment Video Series.

o A yearly refresher of relevant portions from the HAAG Education Hail and Wind Assessment Video Series will be
wmwm busincss arca. A minimum of 2 hours of refresher training will be completed by ench claim handier snd

o The training is segmented into 4 Chaplers with multiple segments per chapter. Chapter | - Hail and Wind Basics
m;;mﬂh- | howr and 28 minutes. Chaptes 2 - Composition Shingles contains 9 segmoents and is - 2

« New o Role -ﬁﬁﬁlﬂuhmhﬁﬁdﬂhﬁnmhﬂﬂuﬂm:ﬂﬂﬂhwmwmﬁn

specialist (CS) training for all Fire Proximity and WCCS Claim Specialists. TMs will be responsible for ensuring the

ﬁmﬁfﬂﬁqﬂﬁhﬂmﬁuuﬂw@ﬁ“hm is completed within the first 30
the

Tom - will you please weigh-in on the expectation for HRU. Are we needing to complete a minimum of 2 hours
(please see highlighted note below a suggested selection of 6 segments totaling 2 hrs, 2 mins) or complete 11
segments? If we do need to complete 11 segments, including Chapter 1 and 7 of the most applicable segments in
Chapter 2, the total time is appx. 3 hrs, 26 mins. for 250+ handlers.

Thanks.

From: Fete McArdie

Sent: Tuesday, March 2, 2021 11:09 AM

To: Katina Butler <katina. butler gmih@statefarm com>; Eileen Calbert <sileen colbert gitdi@ statefarm coms; Gwen
Hodgson <gwen.h . tefarm.coms>

Subject: RE: Fire Claims 2021 Quality Plan

Agree, we haven't done anything to schedule the refresher to this point.

From: Katina Butler
Sent: Tuesday, March 2, 2021 10:05 Am

To: Eileen Colbert <gilecn colber] gitd@statefarm.coms; Gwen Hodgson <gwen. hodgson IpbSiestatefsmm. com>; Pete

McArdie < mcardle cace@statefarm. ooms
Subject: RE: Fire Clairms 202 1 Quality Plan

| agree we can review on call todoy. | believe we have 16 complete |1 pars for the refresher,

From: Eileen Colbert

Sent: Tuesday, March 2, 2021 10:32 AM

To: Gwen Hodgson <gwen hodgaon lpb5 @ statefarm.coma; Katina Butler <katina butler grmih(@statetarm coms; Pete
MeAsdle <pete meardie cace@statefarm com>

e e

Subject: FW: Fire Claims 2021 Quality Plan
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Qogs....| missed geliing this on the calendar. Anyone eise confact ESSEF to get 1 scheduled? If not, we can review loday
in the call

We also need fo figure out £ irs worh of trainng Perhaps Chapter 1(1 hour, 28 ming) + Chapler 2, Segmant 1 (22 ming) +
Chapier 2, Segment 3 {12 mins)?

From: Nicale Manduca

Sent: Friday, February 26, 2021 7:25 PM

To: Bill Escott <bill escott bfsf@ statefarm com>; Eileen Colbert ceileen. colbert gitd @statetarm coms; Gwen Hodgsan
<gwen hodgron iph S statefarm. coms; Katina Butler <kating butler gmih@statefarm com>; Laura E Mize

<layra g mizeihth@sistefarm coms Pete McArdie <pate mesrdle caceftatefam cam=; scott Steele

escott steele h NS statefarm coms; Stacey lsnssen <placoy jarssen idpk@ststefarm coms

Subject: FW! Fire Claims 2021 Quality Plan

Frendly reminder - the HAAG Refresher Training should be completed by the end of Q1 (per P&C).

From: lulie Iarnagin On Behall Of Scott Welsh
Sent; Wednesday, December 23, 2020 7:53 AM
To: DL-PC-CLMS-AllFire-5Ms <DL-PC-CLMS-AllFire-Shis DL GOGO@ internal. statefarm. coms; DL-PC-CLMS-AllFire-ChMs <DL-

PC-CLAS-AliFire-Chs DLNMAS Binternal statefarm. coms; DL-PC-CLMS-CS-Consultants-Fire <DL-PC-CLMS £S5
Consultants-Fire, D125 1@internal statefarm coms

Cc: Kathy Ress <kathy ress heBjistatefarm. coms; Wendy Mazza <wendy mazza c5e2 @statefarm.coms; Gregory £ Jones
<gregory.e jones groch@statefarm come; Tyrone Smith <tyrone smith.a5 fw@statefarm.coms: Scott Welsh

<erott welsh.ex statefarm coms; Brad Rushton cbead. rushton b33n@statefarm,.com>

Subject: Fire Claims 2021 Quality Plan

December 23, 2020
Sublect: Fire Claims 2021 Quality Plan
Tog Fire Claims Section Managars

Firg Claim Managers
Fire Property Claim Consuftanis

From: Fire Claims 2021 Planning Commities

Thank you for our discussion on the 2021 planning process and the updstes to Fire Focus recommendations
for the new year,

The following documents are resources for use in further development of each section’s specific tactics, Claim

fmanagers, in parinarship with consulling services, will be working with section managers to provide guidance
on how the plan will be implemented within each division/section and monitored throughout the year

£021 Fire Claims Quality Plan

Fire Claims Quality 2021 Plan - presentation
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Piease consider inviting your Claim Manager and Fire Claim Consultant f you are discussing the plan or
soiling expectations with your team,

If you have questions
Contact your Consultant or Claim Manager.

C: Fire Claim VPOs, Scoit Welsh, Brad Rushton

FOR INTERNAL STATE FARM USE ONLY
Coniang infommation that may not be declosed outside Stale Famm withoul authorzabon

Confidential Produced Pursuant 1o Proteclive Order WESTD0035089




Wesl, Neill, & al v. SFF&CC, al al

From: Seatt Welsh [[O=STATEFARMAOUSEXTERMNAL
(FYDIBOHF 255P0LT)/ON=RE CIPENTS TN =50 EOE0E I AFAG I ERRANIASHE) TRECFES|
Senl. 1/29/2001 110a:22 PM
To: Tiwm Mos [Eom.maoss.cdsg @statelarm.oom]
BLCC: Seotl Weish [scott welsh.ex30@statefarm com|; Tom Moss [tom.moss. cdsg@statetarm corm]
Subject: RE: HAAG video series

Thiank you for sharing Tom — What a great way o track engagemenl/progress on learning

From: Tam Maas
Sent: Friday, lanuary X9, 2001 4:29 Ppt
Ta: Tanya E Potts <tanya.e potts. gahu@statelarm. com>; Marie Dyer emarie dyes gmxbifstatelarm.com>

Cc: Nicole Manduca <nicolemanduca lok2 @statefarm.com>; Heather Hanselka
cheather hanselka g9aj@statefarm.coms; Scott Welch <seott welsh, cx3n@statefarm coms

Subject: RE: HAAG vided teries

This sownds ke an amanng scfution, Thank you. Tuesday works great for us,

T

From: Tanya E Polts

Sent: Friday, lanuary 29, 2021 2:00 PM

Ta: Tom Moss <fom mess cdsgEstatefarm, coms>; Marle Dyer <marie dyer.gmzb @ statefarm, coms
Cc: Nicole Manduca <nicole.manduca lokd @statefarm com>; Heather Hanselka

<heather ka.glaji@statefarm.com>; Tanya E Polts <tanya ¢ potts gohu@statefarm. come
Subject: RE: HAAG video series

Hi Tor — We have an idea we are working with the MyBlock support team in HRED to present {we are working up a
visual to share our proposed solution), that would sllow the learner to select from the complete listing of HAAG videos,
two haurs of video content, that must be completed as refresher in 2021. They would then be required to certify the
completion in MyBlock when finlshed with the twe hours, This would serve as their completion record. The TM may
MMMWWHMH&”MMMH%WMMMMH
able to pull a report for their section/division/all of FIRE claims to document all who certified their completion of the
bwo hours,

Would it be passible to complete our work up of this visual to share for further clarification and provide to you by
Tuesday? H you do require a response sooner and/or have gquestions, please let me know.

Thank you,
Tamya

From: Tom hMoss
Sent: Friday, lanuary 29, 2021 1:30 PM
To: Mare Dyer <marie dyer pripb Eetatefarm.com>; Tanya E Potts <lanys.e.potts gghufstatefarm, coms>

C; Micole Manduca <nicole manduca. lok? @ statelarm coms; Heather Hanselka
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shepther hanseich A2 0P yateiarin coms
Subject: RE: HAAG video series

Can we track the chapters thal each learner complates?

From: Marie Dyer

Sent: Friday, January 29, 2071 1:19 PM

To: Tom Moss <tom.moss cdsgifistatefarm. coms; Tanya £ Potts <tanys.o potis. gohu@ststefann coms
Cc: Nicole Manduca <picols manduca, lpk2 & statetarm com>; Heather Hanselha

chesther hanselka glaji@statefarm. come, Marle Dyer <marie.dyer gms Eabe O

Subject; RE: HAAG video series

Tom,

I will have a new curriculum buill for 2027 Refresher HAAG training.  You can then communicale a deadling
for learmers o complele, and run a My Block report of completars and non-completers.  Lat me know which
training you would like io include in the new refreshar curriculum - one chapler. two chapless, or any
combination for the 2 hours you are trying to hit

Thank you,
Marie

From: Tam Moss
Sent: Friday, January 29, 2021 1:12 PM
Te: Tanya E Polts <tanya.e.potts gghuistatefarm.com=

Ce: Nicole Manduea <nicole manduca lok2 @ statelatm coms; Heather Hanelka
<heather hanselka giaj@statefann coms: Marbe Dyar ermarie. . statefarm. coms

Subject: RE: HAAG video series

Awesome. 50 how will we know when they have completed 2 hours of training? Can we run a4 report? Or do we need
to specifically assign segments for themn to review?

Tom

From: Tanya E Potks
Sent: Friday, lanuary 29, 2021 12:47 PM
Ta: Tom Moss <tom,m statefarm. com>

Ce: Nicole Manduca <nicole manduza lok2 @ statefarm com>; Heather Hanselka
<heather hanselks g2} stalefarm.com>; Marie Dyer cmarie. dyer gmsb @siatefanm com>; Tanya E Polts

<tanya.e potts gahu@statefarm.com:>

Subject; RE; HAAG videno series
Good Aftemoon -

Afver discussing with my master curriculum creator, Marie, we can do what i requested below or any combination of
thie Haag video sertes as & refresher for 2001,
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W would still keep the original series published as is for all “new to role learners” and anyone wha was inferested in or
nesded to take the entire series,

Please let me know If you have any questions or would like to discuss further?

Thank yau,
Tanyn and Marie

From: Heather Hanselka

Sent: Friday, January 29, 2021 11:31 AM

To: Tom Moss <tom moss, cdsg i statelsrm.com>; Tanya E Potts <tanya.e potrs gghu@state COAT>
Ce: Nicole Manduca <nicole, manduca Joh2 @statefarm com>

Subject: FW: HALG video series

Hi -

lam bringing Tanya inlo this as her team will be working with L&D and she can make sure i meets vour needs for
reporting. | like the ides of having specilic segments in and calling it o refresher but Tanys has some options for you

Will we be able to track when they have completed 2 hours of the training? Or, should just add certain segments of the
training under the 2021 HAAG Education Hail & Wind Assessment Video Serles? Specifically, Chapter 1 - Hail and Wind
Basics (4 segments and is = 1 hour and 28 minutes) and Chapter 2 - Composition Shingles {9 segments and is ~ 2 hours
and 33 minutes.] If we add specific segments, we may want to call it 2021 HAAG Education Hall & Wind Assessment

Video Series — Refresher.
The 2021 Quality Plan requires ¢ : 40 Einp ihﬂﬂ“ii  traie

Tom

Confidential Produced Pursuant 16 Proteclive Ordar WESTO0112847




Wesl, Mell, & al v. SFFRCC, &t al

Fram: Scott Welsh [/O=5TATEFARM/OLI=EXTERMAL
[FYDIBOHF 155PTH THN&HE[IPIENTHEH:S-D’EBEDBN!AF!EEEHEWES&ITEEEFH-‘!]

Senl. 273 02T 44558 P

Ta Tom Moss [Lom,moss cdsg@statetarm.com]

o= Waiter Phillips [walter phillips ggEl @statefarm com]; Gregory £ Jonés [gregory e jones grwhi@statefarm com)

BLC Scott Welsh [scott wehh co30@statefarm com]; Tarn Moss [tom, moss, casg@statelsrm. com]: Walter Faillips
[walter, phillips. gt statefarm, com}; Gregory E lones [gregory.e.jones.grwhi@statelarm.com]

Subjeet: RE: Wind Hal Claim Handling Sessions

Thark you Tom,

Appreciate you taking the lead in getting this training developed, presenters identified and st on the calendar,
Well done sir.
Scott

From:; Tom Moss

Sent: Thursday, February 3, 2022 10:35 AM

To: John Thoma <john thoma. jp2f@statefarm coms; Tim Northquist <tim.northquist.cz3u@statefarm.coms: Adrian
Mack <adrian mack h391@statefarm.com>; Kevin Brotherton <kevin brotherton h30r@statefarm,coma; lared Aunnels
<jared.runnels_juul @statefarm.com>; Clint Mahan <dint. mahan.pgrb@statefarm, coms>

Ce: Tom Mass <tom.moss cdsg@statefarm.come; Walter Phillips <walter phillips gg&l@statefarm.com:>; Nicole Manduca
<nicolemanduca.lok2@statefarm. coms; Tammy M Davidson <tammy.m.davidson,a55w@statefarm.com>; John
Broadway <john broadway lwnj@statefarm.com>; Scott Welsh <scott. welsh. cx30@statefarm.com>

Subject: Wind Hail Claim Handling Sessions

Good morning all and thank you for your willingness to help present this vear, You will be Feceving a series of
invitations frarm Tammy Davidson for the 2022 Wind Hail Claim Handling Sessions for the times shawn below, If you
have a conflict with ane of the meetings, others £an jurmp in and cover your topic, o no worries, we will just need to
eomrrunicate as a team.

| will st & call for early next week for the presenters to visit and talk through the agenda.  We will not have
PowerPaint presentation. Each of you will have a file]s) to review with the sttendess and discuss youf shaarvations

I will kick off the session with a discussian on the following topics:

Repair - replace (contract discussion]
W0 rafilr = ralich calcxbutis (rday B0
H-'nﬂp_mﬂmllw
Srmall hail
lluhtﬂul
FME Guidelines sunset and moved to 5CPs and 0G

Kevin, we would love for you to bring in a file review on how we effectively used NearMap and perhaps a file where we
milssed the oppoartunity, : - -

WESTODO18026
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West, Meil, el al v. SFFECC, o al

Adrian, you erushed the discussion last year on @ wear/tear example and we would love for vou 1o cover Has Eoie. again

Tirn, we discussed having you show 2 hail file with good photos of hail, including collateral that supported s diligent
imwestigation and then bring up a file where we paid for baid dareage but the file documentation necded was not

present

Otto, we discussed having you show a wind file with good photos of wind that supported a diligent investigation and
then bring up a lile where we paid for wind damage but the file documentation needed was not present

Clint will present an example of widespread scattored wind damage where the caleulations did not hit 508 in the wind
repalr = replace calculator but the dedision to replace the slope was warranted

Iared has b few topics to cover on reparabifity, including potential pver rnanipilation of shingles by contracton

Fram: lohn Broadway
Sent: Thursday, February 03, 2022 10:05 AM
To: Anthony Richardson <anthony richardson hrmad @ statefarm coms; Oint Mahan <clint.maban pgrbi state{a P ERms;

Greg Robinson <greg.robinson 4208 satelsrm com>; Jared Runnels <jared runnels jusBi@statefaren, coms; Jason Payne
<@son.payie (953 @t atefarm coms>; Jessica Rich <jegsica rich p2ld@Estatefarm.com>; John Broadway

<gahn. brosdway lwnj@statefasm come>; Nicole Manduca <nicole manduca lok? @statefarm.com>; Tanya £ Potts

<tanya e pofts.gohustatefarm.coms; Tom Moss <tom.moss.cdsg@statefarm coms

Subject: FW: Wind Hall Claim Handliing Sessions

Working Copy of review session communications.

February B, 2021
Subject: Wind Hail Claim Handling Sessions

To: Fire Section Managers - Praximily
Fire Seclion Managers - WCCS Deployed
Fire Section Managers - Hail Reconciliation Unit
Fire Seclion Managers - WCCS Stewardship
Fire Secfion Manapgers - BCFR

From: P&C Fire Clalm Consullanls

What you should know

In alignment with Our Commitment to Our Policyholdars, PAC Claims Strategy Map, and 20272 Fire Claims
GQuality Plan , Consulting Services has parinered with Execution leadership 1o facilitate sessions whare we
will review commeon wind and hail loss scenasios and existing resources to provide guidance on wind and hail

claim handling.
What You Need to Do

All Fire Claim Section Managers, Team Managers and Fire Claim Specialists in our WCCS Stewardship,
WCCS Deployed, Hail Reconciliation Unit, Boat Commercial Farm Ranch and Fire Proximity
segments should attend one of the following eight sessions as your schedule permits. Please note that the
same Information will be shared during each session.

Confidential Produced Pursuant to Prodestive Ordar WEETO00018927




West, Nell, &t al v SFF&CC, i al

Plaase cascade this information lo your team members.

Session #1

February 15, 2022 2:0H) = 4-0:0 P Add invite
Sexsion #2

February 17, 2022 2:00 - 4:00 PM Add invile

Fehruary 22, 2022
Sexsion #3 11:00 AM - 1:00 PM Add invite
Session #4

February 24, 2022 20 — 4:00 PM Add invite
Session #5

March |, 2022 1:000 AN~ 100 PM Add invite
Session #H

March 3, 2022 11:00 AM - 1:00 PM Add invite
Seszion #7 Muareh T, 2022 [ 00— 3:00 PM Add invite
Session #8 March 9, 2022 1:00 = 3:00 PM Add invite

Additional Details
For any questions regarding the sessions, please contact Nicole Manduca.

C:  Kathy Ress, Tyrone Smith, Scott Waelsh, PAC Claim Fire Consultants, P&C Claim Fire Claim Mansgers,
Walter Phillips, Derek Miller, Adrian Mack, John Thoma, Kevin Brotherion, Clint Mahan, Jared Runnets, Tim

Morthquist

FOR INTERMAL STATE FARM USE OMLY
Contains information that may nol be disclosed outside State Farm without autharization

Configential Produced Pursuant 1o Protective Ordier WEETDOO16928




West Neil sinl, v, SFFACC, st al

Mogee, Gaty, ol el v. BFFRACC, &l al

Fire Model Enhancement — Water & Wind/Hail

o= StateFarm

WEST-RFF44- Sub. Prod 000121




West, Meil, et 8l v, SFFECT. of al

Homiar, Gary, ol &l v, BFFECC @l &

Water — Overview

Enterprise Guidelines

m MNew Items Scaled

- Estimatics - Front end handling |- Skills Review and
- Reconciliation - Targeted Development
Management Reviews |- Updated QFC

¢

COKFIDENTIAL - PRODUCED PURSUANT TO PROTECTIVE ORDER HOSIERGARDIT4408FR00 0001_Exh, 12

WEST-RFP44- Sub. Prod 000122




Wesl Neail, of al. v. SFFECC, et al

Heaial, Gaty, ol 8 v, SFERCT of o

Water — Next Steps

Lessons Learned
o Coverage and Scope opportunities
o Timing of Management Reviews

Additional Testing in Progress
o SFPSP with HO-6 Claims
o Estimatics and Reconciliation strategies with Fire Proximity

Future Updates/Deliverables

o Florida Vendor Test
o Increase and Enhancements to Accelerated Management Reviews

il e el ¥

CONFIDENTIAL - PRODUCED PURSUANT TO PROTECTIVE ORDER HOSIERGARNOTAS00PROD.000Z Exh, 13

WEST-RFP44- Sub, Prod 000123




Wesl Meil, el gl v, SFFECC, &l al

Homiet, Gary, ol al v, SFFECC, #l Al

Water — Measurements

Accelerated Management Reviews

Fira Water Coverage
ud Dl Fanty Ve b
: 1 i H
g i ¥ i = i
' | ,l ‘ ig Ii Ii l 'l \
Hl' JMH IUL @ ﬁir Hily, DR AN DB WAN. AFE. MEF
Tone ra i 19 n I $ 1]
F . . i
CONFIDENTIAL - PRODLUCED PURSUANT TO PROTECTIVE QRDER HOSIERGAROD T 4206FRO0.0003_Exh 13

WEST-RFP44- Sub. Prod 000124




Vieel Meil el sl v SFFACC. af al

Homwmr, Gary, &l al v, BFFRCC, &l ai

Wind/Hail = Initial Analysis & Prioritized Tactics

CONFEIENTIAL - PRODUCED PURSUANT TO PROTECTIVE DORDER HOSIERGARIOTA408FR00 D004 _Bwn 13

WEST-RFP&4- Sub. Prod 000125




Wresl MNell, el al v, SFFECC, et al

Hosisr, Gawy, @ @l v SFFECE, o al

Wind/Hail — Playbook

Fundamentals

CONFIDENTIAL - PRODUCED PURSUANT TO PROTECTIVE ORDER HOSIERGEAROOTS408PR00 0008 Exn 13

WEST-RFP44- Sub. Prod 000128




Wind/Hall = February 2021 vs June 2021

Wesl. Neil &t al v SFFECE, st al

Hosies, Gary, ol al v, BFFRCE, i al
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CONFIDENTIAL - PRODUCED PURSUANT TO PROTECTIVE ORDER

HOSERGARGITLADEPAOD 008 _Exy 13
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Wesl. Neil et al v. SFFECE, et al

Horchar, Gy, o4 ol v. BFFROC, wi al

Wind/Hail Total Roof to Partial Roof Replacement Ratio

L] L] -—— Smin  § =l | B Ll s W e e Sy i

B EREEENS

CORFIDENTIAL - PRODUCED PURSUANT TO PROTECTIVE ORDER HOSEERGARIOT 4000 000T_Exh. 13

WEST-RFP44- Sub. Prod 000128




Wind/Hail - Continuous Improvement
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Wiesl Neil, et al. v. SFFECC, ot al

Hoser, Gary_ et al v+ SFFRCE, &l al

Wind/Hail - Law of Recency

COKFIDENTIAL - PRODUCED PUREUANT TO PROTECTIVE OROER HOSIERGARIOT4406FR00 0008 _Esh 13

WEST-RFP44- Sub. Prod 000130




WYiest Mail at al v SFFECE, et al

Homit, Gary, ol &l v, SFFRCC, 8l al

Questions?

WEST-RFP44- Bub. Prod 600131
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IN THE DISTRICT COURT OF COMANCHE COUNTY

STATE OF OKLAHOMA
STATE OF o

NEIL & LACY WEST, ) ayche CoprA

PlaintifTs. ] Office of iha I!Fcierrr? Clor
V. ) Case No. CJ-2025-135

| AUG 20 2008

STATE FARM FIRE & CASUALTY, ) By i
& NANCY HOLCOMB INSURANCE ) Cenor:
AGENCY, INC )

Defendanis. ]

[ & ORDE N PLAINT " VARIOLE TIONS FILED ON JULY 7T 20246

th
NOW on this _&_O_day of August, 2026 the Count, after hearing argument from counsel
and reviewing all of the relevant pleadings GRANTS IN PART the Plaintiffs' Motion to Strike
State Farm's blanke1 Confidentiality Assertion; GRANTS IN PART Plaintiffs’ Motion to De-
Designate Documents Produced and DENIES the Motion 1o Lift the Protective Order, subject to
the conditions set forth below,

FINDINGS OF FACT
. On May 21, 2026, the Court entered the Protective Order governing the treatment of
confidential material produced in discovery in this action.
2. The Protective Order permits a party 1o designate material “Confidential™ only “afier a
bona fide determination made in good faith that the material is in fact trade secret or other

confidential information as defined in parsgraph 3.”

3. Paragraph 3 of the Protective Order limits “Confidential™ information to three enumerated
categories: (a) “trade secret,” which “shall have the same meaning as in 78 0.8, §86(4)":
{b) “confidential research, development or commercial information,” meaning
“information that is maintained in secrecy from third parties and which a party in good

faith believes would result in substantial competitive harm if publicly disclosed™ g




“personal confidential information,” meaning “a person’s social security number, medical

records, bank records, personnel records and tax information ™

Paragraph 3{a)il} of the Protective Order expressiv provides that “trade secret® shall
explicitly not include any aspects of the handling of Plaintiffs® claim as first-parny
msureds, including but not limited to attempts to lower indemnity payments on Plaintiffs®
claim, including the 10tal roof replacement requested. and anything regarding denying or

partially denving Plaintiffs" claim ™

Paragraph 4 of the Protective Order establishes the procedure for challenging a
designation and allocates the burden of proof. It provides that a designation shall not
“create a presumption the document is, in fact, confidential or a trade secret entitled 1o
protection,” and that “[tjthe burden of establishing that a document or testimony contains
trade secret or personal confidential information and is entitled o the protection of this

Protective Order shall remain on the party making the designation.”

In response 1o the Coun’s order granting Plaintiffs” motion to compel, State Farm
produced a large volume of documents. Plaintiffs represent that the production exceeds
800,000 pages and that State Furm designated every page “Confidential.” State Farm
represents that it produced “nearly 800,000 documents (millions of pages),” that it “has
not designated all documents confidential,” and that over 600,000 of the produced
documents were reproduced from other litigation in which they are subject to
confidentiality provisions of settlement agreements and/or protective orders entered by
other courts. State Farm contends that not all documents wumed over in discovery were

iabeled “confidential™,




Plaintiffs objected 1o State Farm's designations, and State Farm declined to withdraw
them. The parties disagree as to whether or not the “challenge” procedure outlined in
paragraph 4 of the Protective Order has been complied with. Regardless, the parties have
failed 1o resolve the dispute informally.

The documents Plaintiffs specifically identify as improperly designated concemn State
Farm’'s internal "FME™ and *Wind/Hail” initiatives, tracking of rool replacements and

indemnity savings, and managenal-approval requirements for full roof replacemenis.

CONCLUSIONS OF LAW

A. Governing standard and allocation of the burden

9.

10.

A protective order in Oklahoma issues under 12 0.8, §3226(C) 1), which authorizes the
Court, “for good cause shown,” to enter an order protecting a party *from annoyance,
haraszsment, embarrassment, oppression or undue delay, burden or expense,” including an
order “that a trade secrel or other confidential research, development or commercial
information not be disclosed or be disclosed only in a designated way.” (Okla, Stat.

Ann. tit, 12, § 3226)

The Oklahoma Supreme Court has held that §3226(C) shifts the burden of showing 'good

cause’ (o the party who opposes discovery. (YWCA of Oklahoma City v, Melson, 1997
OK 81, 944 P.2d 304) The burden of showing good cause “is statutorily placed on the

party objecting 1o discovery and is part of that perty"s motion for a protective order.™

(Crest Infiniti, 11, LP v. Swinton, 2007 OK 77, 174 P.3d 996) The Protective Order

codifies this same allocation: designation creates no presumption of confidentiality, and




i1

the burden of establishing that material is entitled 1o protection “shall remain on the pary

making the designation.”™

A parly does not carry that burden with conclusory or blanket assertions. In (Crest
Infimiti, 11, LP v. Swinton, 2007 77,174 P.3d 996), the Oklahoma Supreme Coun
held that “blanket statements™ were insufficient and that the party seeking protection
“must show more thun these blanket statements to satisty their burden for a protective

order.” (Crest lnfiniti v, Swi K 77, 174 P.3d 996G

B. Blanket designations,

Id.

Plaintiffs have raised the issue as to State Farm's blanket confidentiality designations,
Under both Oklahoma law and Paragraph 4 of the Protective Order, the burden now rests
on State Farm to justify, on 8 document or category basis, the confidentiality of the
material it has designaied. A designation applied uniformly to every page of the

production, without regard to content, does not satisfy that burden.

C. Trade seeret and confidential commercial information

13.

14.

The Protective Order adopts the statutory definition of “trade secret™ in 78 0.5, §86(4):
information that “derives independent economic value, actual or potential, from not being
generally known to, and not being readily ascertainable by proper means by, other
persons who can obtain economic value from its disclosure or use,” and “is the subject of

efforts that are reasonable under the clreumstances 1o maintain its secrecy.” (Okla, Stat,

Ann. tit. 78, § 6 )
Under Oklahoma law, protectable trade secreis and confidential information “must be the

particular secrets of the [proprictor] as distinguished from the general secrets of the




15,

16,

trade,”™ must possess “a substantial element of secrecy,” and must “contain elements

which are unigue snd, not generally known or used 1n the trade.” (Cent, Plastics Co, v,

Goodson, 1975 OK 71, 837 P.2d 330) “Matters of public knowledge in an industry
cannot be appropriated by one as [its] secret.” (Cent, Plastics Co, v. Goodson, 1975 OK
71, 537 P.2d 330) Applying §36{4), the Tenth Circuit has confirmed that the proponent
must shiyw the mformation is not readily ascertainable and provide evidence that it
“conferred some type of competitive advantage or economic value”, generalized and
conclusory evidence will not suffice. (Double Eagle Allovs, Inc, v, Hooper, 134 F.4th
7 ir,
To restrict disclosure of trade secret or “other confidential research, development, or
commercial information,” the proponent “must *first establish that the information sought
is & trade secret [or other confidential research, development, or commercial
information]” and then "demonstrate that its disclosure might be harmful,” by a
particular and specific demonstration of fact, as distinguished from stereotyped and

conclusory statements.” {Video Gaming Techs., Ine. v, Castle Hill Studios LLC,

No. 17 -4 W

An insurer's internal claims-handling policies, procedures, and business strategics are not
automatically protectable. Internal corporate documents do not automatically merit
protective orders, and a protective order does not exist to prevent “negative publicity™ or
reputational injury; such material qualifies as confidential commercial information only
when the proponent couples it with a panticulerized showing of competitive harm. (Video

[ v, Casi i ios L b 2019

2514705 (N.D. Okla. June 18, 2019))




17,

Independent of these authorities, Paragraph 3(a)(ii) of the Protective Order removes from
the “irade seeret” category any aspects of the handling of Plaintiffs” claim as first-party
insureds, including attempts to lower indemnity payments on Plaintiffs” claim, the total
roof replacement requested, and anvthing regarding denving or partially denying
Plamtiffs’ claim. Documenis falling within Paragraph 3{a)ii) are, by the terms the parties

agreed 1o, nol trade secres and may not be designated Confidential on that basis

D. Confidentiality of discovery is distinet from sealing of court records,

I8.

The Court agrees with State Farm that the standard governing confidentiality
designations of discovery material differs from the standard governing the sealing of
records filed with the Court. Under Oklahoma law, “discovery documents produced in
private litigation are not public records and would not, under the Open Records Act,
otherwise be available for public inspection and copying, unless the documents are filed
of record or admitted into evidence.” v. Farme . Co.

28, 536 P.3d 961)

When matenial is filed with the Court, however, it becomes subject to the presumption of
public access, and sealing is povemned by the Oklahoma Open Records Act. (Miichell v,
Mitchell, 2021 OK CIV APP 17, 491 P.3d 759) Court records are public unless a statute
requires confidentiality, and the Court “may seal a record or portion of & record only if
compelling privacy interest exists which outweighs the public’s interest in the record ™ A
sealing order must be public and must (1) make findings of fact, (2) state conclusions of
law specific enough to reveal the legal basis for sealing, (3) use “the least restrictive
means for achieving confidentiality,” and (4) be “narrowly tatlored so that only the

portions of the record subject to confidentiality are sealed and the remainder of the record
i}




20,

24A.30 ) Any order removing material from

is kept open.” (Okla. Stal. Ann. tit. 51

the public record must 4lso contain a stetement that removal “is necessary in the inlerests

of justice™ and & “specific identification of the material™ withheld. (Okla. Stat. Ann, il

51, § 24A.29 ) Strict compliance with these requirements “is mandatory in all ¢ases.™

v 3 v 1) The “interests of
justice” finding 18 “a very high standard for good reason and is required in every ease,”
and speculative harm will not support closure. (Good v, Farmers Ins, Co., 2023 OK
CIV APP 28, 536 P.3d 961; Nichols v, Jackson, 2001 OK CR 35, 38 P.3d 228)

This distinction cuts both ways. It defeats Plaintiffs’ contention that the presumption of
public access to court records, standing alone, requires the wholesale de-designation of
unfiled discovery. It equally defeats State Farm's suggestion that the good-faith
designation standard excuses it from justifving challenged designations: the challenge
procedure in Parngraph 4 and 12 .8, §3226(C), not the sealing statutes, supply the

siandard, and under that standard the burden of justification remaing on State Farm.

(YWCA of Oklshoms City v. Meison, 1997 OK §1, 944 P.2d 304)

IT IS THEREFORE ORDERED, ADJUDGED AND DECREED that State Farm’s blanket

designation of its entire production as “Confidential” is STRICKEN. A uniform, undifferentiated

designation applied to every page of the production does not reflect the “bona fide determination

made in good faith™ that Paragraph | of the Protective Order requires, and it does not satisfy

State Farm's burden under 12 O.5. §3226(C) and Paragraph 4 of the Protective Order. (YWCA

of Oklahoma City v. Melson, 1397 OK 81, 944 P.2d 304; State ex rel. Oklahoma State Bd.
re iGn ¥ 10 489 P.3d 36,




Further, the Court finds that Exhibit numbers: 2-7, 9, 11, 12, 14-16, 24, 26-38, 40-41 and 44-

45 identified in Plaintiff"s Reply, filed on August 6%, 2026 shall be de-designated and removed
from the protective order as the exhibits identified above do not contain any protected
information as outlined in the protective order. Further, the exhibits histed above shall be treated

like normal documents exchanged in the course of discovery.

Re-designation on o particularized basis. Within thirty (30} days of the dute of this Order,
State Farm shall review its production and re-designate as “Confidential™ enly those documents,
or portions of documenis, that it has determined in good faith fall within one of the three
categories defined in Paragraph 3 of the Protective Order. For each document or reasonably
defined category of documents it re-designates, Siate Farm shall identify the applicable
Paragraph 3 category. Any document not re-designated within that period shall no longer be
subject 1o the Protective Order and is DE-DESIGNATED, consistent with Paragraph 4 of the
Protective Order.

First-party claim-handling materials, Consistent with Paragraph 3(a)(ii) of the Protective
Order, any document concerning the handling of Plaintiffs* own claim as first-party insureds —
including attempis 1o lower indemnity payments on Plaintiffs’ claim, the total roof replacement
requested, and the denial or partial denial of Plaintiffs' claim — may not be designated
“Confidential” as a “trade secret” and is DE-DESIGNATED 1o the extent so designated on that

huisis.

Burden on any maintained designation. For any designation State Farm maintains and
Plaintiffs continue to challenge, State Farm bears the burden of establishing, by a particular and
specific demonstration of fact, that the material falls within a Peragraph J category and that its

disclosure would cause a cognizable competitive or other legally protectable harm.
B




Docaments subject to other courts’ arders. In its re-designation, State Farm shall separately
identify any documents it contends remain confidential solely by reason of & protective order or
settlement agreement entered in other litigaion. The de-designation directed by this Order does
nol, of its own foree, disturb a confidentiality obligation independently imposed by another
courl; any dispule regarding such documents shall be addressed under the Paragraph 4 procedure

with reference 10 the terms and jurisdiction of the order said to govern them,

Moect and confer/further challenges. The parties SHALL MEET AND CONFER IN
PERSON AND IN GOOD FAITH regarding any designations that remain in dispute following
State Farm's re-designation, in accordance with Paragraph 4 of the Protective Order. Any
designation the parties cannot resolve shall be submitted to the Court for determination, at which
time the burden of justifying the designation shall rest an State Farm. The Court further
admonishes the parties that future discovery disputes could result in attorney fees, sanctions or

the appointment of a discovery master.

The Protective Order remains in effect. Plaintiffs’ request to lift or dissolve the Protective
Order in its entirety is DENIED. The Protective Order was entered on the parties® agreement and
provides an orderly mechanism, in Parograph 4, for resolving the very dispute presented here; the
appropriate remedy for over-designation is application of that mechanism and the de-designation
directed above, not wholesale dissolution. Except as modified by this Order, the Protective Order

remains in full force and effect.

Sealing of court records. Plaintiffs’ request for a prospective arder prohibiting all future
under-seal filings absent a particularized showing of harm is DENIED. Nothing in this Order
relieves any party of the obligation to satisfy 51 0.5, §§24A.29 and 24A.30 before any material

is filed under seal or removed from the public record. Any request to seal a filed record shall be
o




made by motion, shall be evaluated on a case-by-case basis under the compelling-privacy-
mterest standard, and shall be granted only upon the findings of fact, conclusions of law, least-
restrictive-means, and narrow-tailonng requirements those statutes impose, (Good v, Farmers

ns. Co., 2023 28, 536 P.3d 961)

+
IT IS SO ORDERED this o) day of August, 2026.

*CLERK TO MAIL A COPY OF THIS ORDER TO ALL PARTIES AND FILE A
CERTIFICATE OF MAILING*

10
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