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Commercial Insurance companies provide a variety of services 
to their policyholders, in addition to capacity backed by the 
strength of their balance sheet.  However, our research shows 
one factor rises above the rest in determining which insurer to 
partner with:  

Claims – how promptly, fairly and effortlessly the insurer 
handles a claim can be the difference in gaining or retaining a 
customer.

This is especially the case for casualty claims in the United 
States. Nearly 90 percent of risk managers participating in the 
Advisen Claims Satisfaction Survey stated that claims handling 
is an “important” or “very important” factor when choosing 
their casualty insurance partners.

In fact, claims handling is an even more important 
consideration in casualty insurance purchase/placement 
decisions than in property. 39 percent of risk managers 
participating in the survey said that claim handling is 
“extremely important” in their casualty insurance purchase 
decision, 11 points higher than in property. 
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Say claims handling is 
IMPORTANT  or EXTREMELY 
IMPORTANT in their decision to 
purchase casualty insurance.
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Claims handling for 
CASUALTY programs is 
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in revenues.



The Advisen Claims Satisfaction Survey 
AIG Ranked #1 in Casualty Claims By Customers $1 billion+ in Revenue
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The Advisen Claims Satisfaction Survey, a survey of 544 risk managers and brokers in the United States, 
identifies the factors that are most valued in the claims management process, and ranks the carriers and 
Third Party Administrators (TPAs). 

In the primary casualty category, AIG was ranked number one by risk managers of companies with more 
than $1 billion in revenue.  

The Advisen Claims Satisfaction Index®

 Casualty Claims Satisfaction 

To understand the most important claims management criteria, risk managers and brokers were asked to 
rank, on a scale of 1 (not important) to 4 (very important), various claims management attributes. For 
casualty claims, risk managers ranked “good communication” highest, closely followed by “flexibility when 
dealing with complex or potentially contentious issues,” “expertise” and “equitable settlements.”

To understand who provides the highest quality casualty claims services, survey respondents were asked to 
identify the top three insurers or TPAs for casualty claim handling. A weighted average of the responses 
was converted into an index – the Advisen Claims Satisfaction Index®.

AIG scored well in all casualty categories, as ranked by both brokers and risk managers, and especially 
well among risk managers of companies with revenues greater than $1 billion. In this category, AIG 
clinched the top spot, with a 12 percent lead over the second place company, TPA Gallagher Basset, 
and a 50 percent lead over the next highest ranking insurance carrier claims department.

 About the survey 
Invitations to participate in the survey were distributed via email to risk managers and brokers in January 2015. The survey was completed at least in part 
by 544 respondents. Risk managers represented 13 macro segments, with the Professional Services industry accounting for the largest group at 18 
percent. The survey represents business of all sizes, but is weighted toward larger companies with 53 percent of the respondent companies having 
revenues in excess of US$1 billion.

The complete report can be purchased from Advisen Ltd. at http://www.advisenltd.com/research/claims-satisfaction-survey-report/

http://www.advisenltd.com/research/claims-satisfaction-survey-report/

Which carriers and TPAs provide the highest 
quality claims services?




