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For 2018, we are 

focusing these 

principles on creating 

an Experience that 

delivers on our 

Brand Promise to 

our customers, agents 

and employees.
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Claims Innovation

Roadside 

Assistance 

(Honk)

ÁTechnology: GPS allows us to 

pinpoint a customerôs location and 

instantly dispatch the closest service 

vehicle

ÁSmart customers experience: 

Customers can track arrival times 

and progress with a real-time map 

and receive notifications and 

communications every step of the 

way

ÁPersonalized service:Trained 

Farmers representatives have 

control of the customer experience 

from start to finish ïinitiating the 

service for our customers and 

monitoring live events to ensure 

they have a good experience



Claims Innovation

Photo & Video 

Technology

ÁApp offered at FNOL and by claims 

representatives on first-party claims

ÁCustomer receives email or text via 

to download the free app

ÁCustomer uploads photos

ÁClaims representative reviews 

photos, calls our customer, and 

processes the claim



Claims Innovation

Aerial Imagery 

(Airbus)

ÁIdentify and triage large losses in 

areas restricted on the ground

ÁIdentify unreported losses on PIF 

ÁProvide more accurate info for 

Bulk Reserve

Before Imagery ðGoogle Maps After Imagery - Airbus



Claims Innovation

Alexa

ÁAmazon Alexa, a cloud-based 

virtual assistant

ÁAsk Alexa about: 

ÁClaims FAQ

ÁClaim status

ÁClaims Team information (partial)

ÁPolicy details as of loss date

ÁBill payment FAQ

ÁGeneral contact information

òAlexa, Open Farmersó

òWhatõs a deductible?ó

òHow do I pay my bill?ó

òHow do I report a claim?ó



Claims Innovation

Virtual Reality

ÁCollaborated on a project to build a 

virtual reality (VR) training module 

that takes Claims training to a whole 

new level

ÁThe realistic, engaging experience 

promises to better prepare our 

claims representatives for real-world 

scenarios, equipping them to deliver 

a smart customer experience from 

day one in the field


