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Leslie Hurley - State Farm Mutual Automobile Insurance Company's response to Auto Repair
Facility survey
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From: "Paui Martin" <

To: <david.nardecchia@tdi.state.tx.us>

Date: 5/28/2010 3:42 PM

Subject: State Farm Mutual Automobile Insurance Company's response to Auto Repair
Facility survey

CC: <Kim.Zapalac@tdi.state.tx.us>, "John Stuckemeyer"
- . - >, "Paul Martin”
Attachments: State Farm responses to auto repair survey).pdf; Att. # 1-Select Service
Agreement.pdf; Att. # 4-New SS Agreement w-Provider Schedule Addendum-
Redacted.pdf, Att. # 2-SS Agreement Addendum-Schedule of Provider Locations.pdf:
Att. # 3-New SS Agreement-Signature Pages-Redacted. pdf

Mr. Nardecchia — I'm attaching State Farm’s response to the survey TDI recently provided. Specifically, |
attach our responses along with four supporting documents.

Please let me know if you need additional information from us. Thanks -

Paul Martin

Attorney/Legislative Liaison
_ State Farm Mutual Automobile Insurance Company
©  512.918.5512 (office)

512.267.4817 (cell)

This email contains information protected by the attorney/client privilege and work product doctrines.

<<State Farm responses to auto repair survey).pdf>> <<Att. # 1-Select Service Agreement.pdf>> <<Att. # 4-New SS
Agreement w-Provider Schedule Addendum-Redacted.pdf>> <<Att. # 2-SS Agreement Addendum-Schedule of Provider
Locations.pdf>> <<Aft. # 3-New SS Agreement-Signature Pages-Redacted.pdf>>
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Responses of State Farm Mutual Automobile Insurance Company

Insurer Survey - Auto Repair Facilities and
Personal Auto Claim Payments

The Texas Department of Insurance (Department) requests that your
company provide responses to the following survey for each
company in your group that is writing personal auto insurance in
Texas, unless the response is identical for each company within your
group. This information is necessary for the Department to have
current information relating to personal auto claim payments,
including claim payments relating to auto repair facilities that have
contracts or agreements with your company. As used in this survey
the terms “auto repair reimbursement rates” or “reimbursement rates”
should be considered to include any other term that may be used by
your company to mean the rate paid for auto repairs.

If your company does not have contracts or agreements with auto
repair facilities, you may disregard Sections | and Ill.

This request is being made pursuant to Texas Insurance Code,
§38.001. Please respond to this survey in writing by June 2, 2010.

State Farm Mutual Automobile Insurance Company’s Introductory Comments:

The following are State Farm Mutual Automobile Insurance Company’s
responses to your inquiry dated May 19". In addition, State Farm County
Mutual Insurance Company of Texas adopts these answers as well. State Farm
County Mutual Insurance Company of Texas does not have any agreements or
information responsive to the survey, other than the information provided by
State Farm Mutual Automobile Insurance Company.

State Farm is filing this information with the understanding that it will not be
disseminated either within the Department of Insurance beyond those with a
need for access or to anyone outside the Department.
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Responses of State Farm Mutual Automobile Insurance Company (_}

Section | - Contracts/Agreements with Auto Repair Facilities

1) Please provide a sample copy of each contract(s) or
agreement(s) your company may use to negotiate with auto
repair facilities.

Response: See attachments
o Att. #1: Select Service Agreement

o Att, #2: Select Service Agreement Addendum -
Schedule of Provider Locations

2) Please provide a copy of an actual contract or agreement
between your company and an auto repair facility for each
sample contract provided.

Response: see attachments

o Att. #3 Signed Select Service Agreement (shop info
redacted)

o Att.#4 Signed Select Service Agreement with
Provider Schedule Addendum (skop info
redacted)

3) Please explain how often your company re-negotiates
contracts or agreements with auto repair facilities.

Response:

If State Farm revises its standard Select Service Agreement the auto
repair facilities are contacted at that time. The contracts are not re-
negotiated. If the standard Select Service is revised the auto repair
facilities may only accept or reject the entire agreement as presented.

&
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Responses of State Farm Mutual Automobile Insurance Company

State Farm is continuously evaluating which auto repair facilities
will participate within the Select Service Program. Local
management is responsible for managing individual market area
capacity. When local management determines a business need to
adjust capacity in an individual market, they should analyze the
current group of program repairers to determine where adjustments
are needed. These adjustments may involve the removal,
replacement, or addition of repairers.

A Select Service Agreement can be terminated by State Farm or the
provider at any time, for any reason.

4) Please explain the criteria that must be met by an auto
repair facility prior to your company agreeing to contract
with the repair facility.

Response:

The Select Service Program Equipment/Capabilities Criteria are
listed in the State Farm Repair Facility Survey.

1. A paint application system and refinishing area designed and
maintained to minimize the diffusion of paint or other hazardous
material and which will produce an original equipment
manufacturer’s type of color and finish.

2. A source of frame/unibody dimensions, including upper body
dimensions, and a measuring device capable of determining
frame/unibody dimensions, including upper body dimensions, for the
types of vehicles to be repaired.

3. Hydraulic equipment needed to perform multiple repair pulls on
frame and unibody vehicles.

4. A gas metal arc welder, which will be used in appropriate repair
situations.

S. Equipment to elevate the vehicle for underbody damage inspection,
analysis, and diagnosis.

6. Equipment and capability to restore corrosion protection materials.

Texas Department of Insurance Survey May 2010
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Responses of State Farm Mutual Automobile Insurance Company

7. A four-point anchoring system capable of holding the vehicle in a
stationary position during structural and body pulls, suitable for the
types of vehicles to be repaired.

8. Equipment, on-site or readily available, to remove and reinstall
suspension, engine, and drivetrain components.

9. Equipment, on-site or readily available, to restore steering system
alignment, including four-wheel alignment.

10. Equipment, on-site or readily available, for use by certified personnel
to evacuate and recharge air conditioning systems.

The auto repair facility must also have the ability to offer Paintless
Dent Repair as an option.

All other criteria that an auto repair facility must meet to be

considered for State Farm’s Select Service Program are found in the
State Farm Select Service Agreement.

5) Please provide the number of the auto repair facilities in
Texas where there is a contract or agreement between your
company and the facility.

Response:

As of 5/20/10 there were 636 Select Service shops in Texas.

6) Please explain if your company provides a guarantee or
warranty for the repairs made at a contracted auto repair
facility.

Response:

The auto repair facility, not State Farm, provides the warranty.

Texas Department of Insurance Survey May 2010
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Responses of State Farm Mutual Automobile Insurance Company

Provider agrees to provide the vehicle owner with a written national
limited lifetime warranty for workmanship, including refinishing, for
all completed repairs for as long as the customer owns the vehicle.

If, following receipt and payment of the final repair bill, State Farm
determines corrective repairs are needed, State Farm will give
Provider notice of the need to perform such repairs. Provider agrees
to promptly take reasonable steps to comply with its obligation under
this provision, including performing such repairs upon State Farm’s
request, and at no additional cost. If corrective repairs are necessary
and the vehicle owner is unable or unwilling to return to Provider’s
facility, Provider agrees, upon request, to reimburse State Farm for
such repairs paid for by State Farm.

7) Please advise how claimants are informed of auto repair
facilities that have a contract or agreement with your
company.

Response:

State Farm claim representatives utilize the Auto Damage Service
Programs — Discussion Information Guide. The following wording is
used:

“You have the right to select the repair facility that will repair your
vehicle. Only you can authorize repairs to your vehicle.”

“State Farm has agreements with repair facilities in your area that
provide enhanced customer services.”

The Select Service Program benefits are then explained and State
Farm offers to assist the vehicle owner in locating a participating
program facility in the area.

In addition, State Farm agents or their staff may also discuss the
Select Service Program with vehicle owners. Agents and Agent Staff
are given appropriate training and discussion guides.

Texas Deparntment of Insurance Survey May 2010
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Responses of State Farm Mutual Automobite Insurance Company

8) Please explain what information is provided to claimants
who choose to have repairs made at an auto repair facility
that does not have a contract with your company.

Response:

For customers who do not choose repairers who participate in our
Select Service program, State Farm may provide a repair estimate
using prices that are competitive in the market area or approve an
estimate provided by a vehicle owner.

Section Il - Reimbursement Rates for Auto Repair Facilities

Please provide a separate response to each item under this
section for auto repair facilities that have a contract or
agreement with your company and for auto repair facilities
that do not have a contract or agreement with your company.
If the response to an item under this section is the same for
both types of facilities, please indicate that your response is
for both types of facilities in the appropriate item(s).

1) Please explain how your company determines the auto
repair reimbursement rates, including labor, services, parts
and materials.

Response:

The repair facility survey process is used to determine prevailing
competitive prices (PCPs) in a market area. PCPs are the repair
prices charged by not less than a majority of the repair market.
Pricing and repair capacity information is gathered from all known
repairers in market areas as they submit online surveys. The repair
market is comprised of repairers who have completed the Repair
Facility Survey and who meet the Equipment/Capabilities Criteria.
This information is used to determine PCPs.
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Responses of State Farm Mutual Automobile Insurance Company

The prices we pay for most repair operations will be determined
from printed or electronic collision estimating guides and repair
facility survey results. However, it is not possible to determine the
cost of every repair operation from these sources. For example,
when estimating a sheet metal or other repair operation, the labor
estimate is based on judgment time. When estimating judgment
time, it should follow what is competitive in the local market to
repair the vehicle in a quality manner.

Each repairer has the ability to update equipment/capabilities,
pricing, and/or repair capacity information through the online
survey process at any time.

Repairers will be advised the pricing information they submit will be
considered in PCP calculations if their repair facility meets the
Equipment/Capabilities Criteria as listed on the Repair Facility
Survey form.
G For Select Service auto repair facilities, the following provision is
part of the State Farm Select Service Agreement:

N ¥
o

Section 4. Competitive Price

a. Repair Pricing. Provider agrees to estimate and bill for

repairers using the lower of the:

1) Most recent labor rates and paint and materials pricing
information submitted by Provider to State Farm through
State Farm’s survey process; or

2) Current labor rates and paint and materials pricing
identified through State Farm’s survey process; or

3) Labor rates and paint and materials pricing offered to or
agreed to with any other insurer.

2) Please explain if certain software is used by your company
to determine auto repair reimbursement rates and/or any
impact the software may have on the reimbursement rates.
Your expianation should identify such software.

Texas Department of insurance Survey May 2010
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Responses of State Farm Mutual Automobile Insurance Company

Response:

State Farm does not use any specific software to determine auto
repair reimbursement rates. State Farm does utilize the vendor
Audatex in Texas as a estimating system/platform. Although
Audatex is utilized, claims are handled on a case by case basis and
rates are subject to negotiation when appropriate.

3) Are there situations where your company deviates from the
auto repair reimbursement rate or software? If yes, please
explain in detail those situations and how the final
reimbursement rate is determined.

Response:

There may be occasions when the unique repair characteristics of a
damaged vehicle require unusual or specialized techniques and/or
equipment be used during the repair process. When these skills
and/or equipment are not ordinarily available in a local market area,
repair facilities that are able to perform these specific repairs may
request labor rates that are higher than prevailing competitive prices
(PCPs) otherwise applicable in that local market area.

Labor charges incurred for non-specialty repairs or traditional
repair processes to vehicles in a “specialty vehicle” category would
usually be paid at the PCP for labor established in that market.
Claims are handled on a case by case basis and therefore there may
be situations where repair costs are negotiated.

4) a) Does your company set caps or limits on the
reimbursement rates for certain labor, services, parts
and/or materials when estimating auto repairs, e.g.
paint? If yes, please explain.

Response:

No.

Texas Department of Insurance Survey May 2010
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Responses of State Farm Mutual Autornobile Insurance Company

b) If your company sets caps or limits on items such as
paint, please explain how the caps or limits are
determined?

Response:
N/A

5) Please explain how your company determines the auto
repair reimbursement rates for used, after-market or
reconditioned parts and materials. Please include in your
explanation how the reimbursement rate for labor is
determined and impacted by the use of these parts and
materials.

Response:

The prices we pay for most parts, materials, and repair operations
will be determined from printed or electronic collision estimating
guides and repair facility survey results. The labor rate is not
affected for used, after-market or reconditioned parts and materials.
The labor time may be affected and is determined on a case by case
basis.

For Select Service shops this is detailed in the State Farm Select
Service Agreement.

State Farm Select Service Agreement:
Section 4. Competitive Price
c. Recycled Replacement Parts. When estimating recycled

replacement parts, Provider agrees to estimate and bill for repairs
using the lower of the:

Texas Depariment of Insurance Survey May 2010
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Responses of State Farm Mutual Automobile Insurance Company

1) Most recent recycled parts mark-up percentage
submitted by Provider to State Farm through State
Farm’s survey process; or

2) Current recycled parts mark-up percentage identified
through State Farm’s survey process; or

3) Current competitive local market price; or

4) Resulting price based on any agreement between
Provider and State Farm; or

5) Recycled parts mark-up percentage offered to or agreed
to with any other insurer.

d. New, Non-OEM Replacement Parts. When estimating new,
non-OEM replacement parts, Provider agrees to estimate and bill

for repairs using the lower of the:

1) Manufacturer’s retail price; or

2) Current competitive local market price; or

3) Resulting price based on any agreement between
Provider and State Farm; or

4) Price offered to or agreed to with any other insurer.

6) a) Please explain how often your company re-evaluates
auto repair reimbursement rates, caps and/or limits,
including labor, services, parts and materials.

Response:

State Farm uses a continuous survey that gives repairers the
opportunity to provide information online at any time.

b) When did your company last adjust auto repair
reimbursement rates, caps and/or limits for labor,
services, parts and materials?

Response:

State Farm uses a continuous survey that gives repairers the
opportunity to provide pricing and rate information online at any

Texas Department of insurance Survey May 2010
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Responses of State Farm Mutual Automobile Insurance Company

time. As a result, rates change based on the survey activity of the
market area and not some pre-determined date or time. For
example, if a particular shop changed their surveyed labor rate, and
this change in their survey response resulted in the need to raise the
labor rate by some amount, the change in rates would be processed
in concert with the change in the survey responses in that market.

Section lll - Personal Auto Claim Payments

1) For calendar year 2009, please provide the percentage of
initial auto repair claim payments for repairs made by
contracting auto repair facilities and for non-contracting
auto repair facilities.

Response:
Texas contracting auto repair facilities: 50.62%
Texas non-contracting auto repair facilities: 49.38%

2) For calendar year 2009, please provide the percentage of
supplemental auto repair claim payments for repairs made
by contracting auto repair facilities and for non-contracting
auto repair facilities.

Response:

2009 supplement frequency:

Texas contracting auto repair facilities: 78.5%
Texas non-contracting auto repair facilities: 32.1%

Section IV - General Information

1) a) Does your company require auto repair facilities to
follow certain repair procedures in making repairs or
for estimating the cost of repairs? If yes, please

Texas Department of Insurance Survey May 2010
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Responses of State Farm Mutual Automobile Insurance Company

explain how these procedures are used to estimate the
cost of repairs. :

Response:

The Inter-Industry Conference on Auto Collision Repair (ICAR) has
played an important role in developing vehicle repair procedures.
State Farm is an active supporter of ICAR and ICAR-approved
repair techniques. When State Farm pays for the cost of any repair
operation, we presume all necessary repairs will be made.

When a repairer requests payment for an operation not mentioned in
the printed or electronic time guides, the repairer is asked whether
the requested repair operation is necessary. Ifit is determined a
repair operation is necessary, a reasonable charge may be included
on the estimate. The local repair market will determine what
constitutes reasonable charges for these operations, and State Farm
attempts to work with individual repairers to arrive at reasonable
amounts,

State Farm will pay claims based upon reasonable, competitive
prices for repairs necessary to repair the vehicle in a quality manner.

b) Please explain how the repair procedures will impact
the amount that will be reimbursed to the auto repair
facilities estimated cost for repairs. Does your
company provide an explanation to the auto repair
facility for repair procedures that will not be paid?

Response:

If the repairer requests payment for a repair operation that is not
necessary, the cost of the operation is not recoverable. State Farm
explains to the vehicle owner and repairer that State Farm will pay
for necessary operations to repair the vehicle in a quality manner.

c) Please provide a copy of your company's repair
procedures.

Texas Department of nsurance Survey May 2010
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Responses of State Farm Mutual Automobile Insurance Company

Response:
State Farm does not have company repair procedures.

2) Please explain how disagreements relating to the repair
costs are resolved between your company and auto repair
facilities and/or the claimant.

Response:

In cases where State Farm is unable to reach an agreement with the
selected repairer regarding payment for a repair operation, it may
be appropriate to negotiate with the repairer or request that the
vehicle owner obtain competitive bids for the complete repair job.

State Farm explains in writing to vehicle owners that they may be
responsible for the difference for any amounts not agreed to by State
Farm.

3) a) Please explain how your company addresses possible
manufacturer's warranty issues that may exist, e.g.
certain auto manufacturer requires certain
manufacturer approved or certified auto repair facilities
to perform the repairs to maintain the warranty on the
auto.

Response:

A vehicle manufacturer cannot require that vehicle repairs be
performed by a specific repairer, nor can it void its warranty
obligations by requiring that collision/comprehensive repair work be
completed by a specific repairer.

b) Does your company make payment based on the
manufacturer requiring repairs to be made by an
approved or certified auto repair facility? If yes, how is
the actual payment amount determined?

Texas Department of Insurance Survey May 2010
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Responses of State Farm Mutual Automobile Insurance Company _—
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Response:

Factory certification for repair technicians or facilities may be
factors to consider, but are not, in and of themselves, the basis for
paying a higher rate than PCP. There may be a negotiated rate if
this is a reasonable and necessary repair.

4) Will your company accept pictures and estimates from an
auto repair facility in lieu of a company/adjuster
inspection/estimate? If no, please explain.

Response:

Estimate and vehicle repair issues in rural areas are often unique to
local conditions. State Farm may not provide estimating services in
some rural areas. In those type of situations State Farm may accept
pictures and estimates from an auto repair facility in lieu of a
company inspection or estimate,

State Farm will also accept pictures and estimates from auto repair
facilities that are part of our Select Service Program.

State Farm may request that the vehicle owner obtain competitive
estimates.

5) Please explain how your company determines the number
of days rental car expenses will be reimbursed.

Response:
Per the Texas Personal Auto Policy language:

Our payment will be limited to that period of time reasonably
required to repair or replace the auto.

Texas Department of Insurance Survey May 2010
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State Farm® Select Service® Agreement

This Select Service Agreement (hereinafter Agreement ). and if applicable and attached ne Schedule of Provider
Lacations Addendum (hereinafier “Addendum’} cuthnes the undersianding between Staie Farm Mulual Automab:le
insurance Company and its subsidiary and affiliated companies (hereinafter “Siate Farm” or "we’) and
- (hereinafter "Provider’) In constderation of the mutual promises and representstions
contained heremn. the parties agree to the following prowvisions

Section 1. Customer Protections

a. Freedom of Choice. Provider acknowledges that vehicle owners have freedom of choice when selscting a repair
facility.

b. Confidentiality/Privacy. Provider acknowledges it may leam or have access to confidential, proprietary, or private
information (hereinafter “Information”) of State Farm, State Farm’s vendors, and vehicle owners, This Information specifically
includes, but is not limited to, customer names, addresses, phone numbers, and social security numbers, vehicle accident
and repair history, vehicle images, date of loss, and vehicle identification numbers. Provider warrants that it will use such
Information for the limited purpose of repairing vehicles. Provider further warrants it will keep strictly confidential zny such
Information that Provider may learn. A third party performing as a subcontractor for Pravider 1o accomplish duties subject
lo this Agreement may be given access to pertinent Information if that third party has agreed in writing with Provider to use
such information solely for the purpose of fepairing vehicles and otherwise to keep such Information strictly confidential.
Provider agrees it will not seil or share nor permit its third party vendors tc sell or share Information

C. Authorization. Provider agrees to abtsin the vehicie owner's authorization prior to dismantling or beginning reparr of
the damaged vehicle. Provider further agrees to cbtain and relain the vehicle owner's authorization for State Farm to pay
Provider directly for compiated repair work.,

Section 2. Quality

a. Workmanship/Warranty. Provider agrees 1 reparr the vehicle including, as applicable. mecharucal, elecirnical, vehicle
restraint and safety systems. in a quality and warkmanlike manner Provider further agrees to provide the vehicle owner with
& wiitten national limited litetime repair warranty for workmanship, including refirishing, for all completed repairs for as long
as the customer owns the venicle. If, following receipt and payment of the final repair bill. State Farm determines corrective

request, and at no additional cost. If corrective repairs are necessary and the vehicle owner is unable or unwilling to return
to Provider's facility, Provider agrees, upon request, to reimburse State Farm for such repairs paid for by State Farm,

b. Estimate Preparation, Provider agrees to complete inspection of the vehicle and further agrees that the initial estimate
will be completed in a thorough manner by a quaiified individval. Provider agrees that its estimates and supplements will
not include an "appearance ailowance” credit or adjustment. Provider agrees to correctly label replacement parts when

If Provider determines partial disassembly is necessary to prepare an estimate, Provider agrees to

1) Obtain phetos prior to disassembly.

2) Make ali parts available for inspection

3) Follow local State Farm management directior icf retentron of damaged parts. reattach:ng disassembled pens, and/
or disposition of parts.

4) Obtain prior approval from State Farm for any fzes relating 1o work pedormed on a tetal loss

Provider also agrees to notify State Farm if a vehicle awne- eiects net o camplete repairs as estimated

¢. Electronic Images. Provider agreas o transmit electronic images of vehicle damage o Stzie Farm prior lo preparing
or when submitting any estimate andfor supplement that corresponds to the damage. This Includes securing appropnate
photographs prior to disassembly. Provider further égrees electronic images will be of sufficient quality to aillow for effective
review by State Farm personnel and support the amount of vehicle damage noted on the finaf repair bill. Provider also
agrees to transmit any additional images when requested by State Farm
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d. Prior Damage. Provider agrees to contact State Farm when the vehicle has prior damage that may affect the cost
of repairs. When requested by State Farm, Provider agrees to prepare and forward an temized estimate and electronic
images of prior damage at no additional cost to State Farm Provider 2grees not to charge State Farm to repair any pricr
damage

e. Quality Control. Proviger agrees to maintan a quality control process for in-progress and completed repairs and will
provide State Farm evidence of this process when requested. Provider acknowledges quality contral measures incluge, but
are not hmited to. quality control checkpoints at various stages of the repair

f. Deductible Collection. Provider agrees 1o collect from the vehic'e owner any and all aeductible amounts ardfor
betterment charges. Provider agrees not to reguce. Qiscount. or wawve vehicie owner's deductit'e when performing repairs
under this Agreement

9. Billing Accuracy and Completeness. By submiiting 2 final reparr bill to State Farm, Prevder warrants that i has
conducted a thorough Inspection of the vehicle and has identified anc completed all necessary repairs in a quality and
warkranlike manner. Unless expressly stated on the final repar bill. Frovider further warrants it has completed alt repsIrs
listed on the final repair bill in accordance with the terms ang conditions of this Agreement. and that the final regarr bill
reflects paris replaced and repairs actually performed on the vehicle. When requested, Provider agrees to make avasilable for
State Farm's review invoices andfor other docurments redating to completed repairs. State Farm agrees (o review Provider s
final repair bill as submitted and agrees to process payment in a timely manner. Provider acknowledges that State Farm
reserves the right to withhold payment if the accuracy of the final repair bilf 1s in question.

h. Training. Provider agrees to pursue training and certification necessary to maintain its technicians’ proficiency on current
auto repair procedures and techniques. Provider acknowladges training opportunities may include. but are not fimited to,
I-CAR Gold Class or ASE certification, or other recognized industry training. If State Farm determines specific training and/
or certification is required as a condition of the Agreement, State Farm agrees to give Provider a reasonable timeframe in
which to have its technicians complete the requirements. Upoan request, Provider agrees to provide docurnentation to State
Farm that supports Provider's training activity

i. Equipment/Capabilities Criteria. Provider represents that it meets the most recent equipment/capabilities criteria as
listed on State Farm's repair facility survey form, which has been completed by Provider

i+ Licensing and Certification. Provider agrees to maintain current licensing and certification relating to alf Federal, State
and local regulatory requirements If requested, Pravider agrees to supply State Farm with documentation supporting thewr
compliance.

k. Environmental Practices. Provider agrees to maintain busingss prazuces that are environmentally responsible based
on Federal, State, and local regulatory requiremenits. | State Farm determines specific training andicr certification i1s required
State Farm agrees to give Provider a reasonable pencc of time fo comply

Section 3. Efficiency

a. Repair Cycle-Time. Provider agrees to complete repans promptly upon recenving the vehicle swner's authorization and
further agrees that State Farm repair work wilt se given preferential status in comparison with other repair work performed
by Provider. So that State Farm is able to monitor rentat expenses and in-progress repairs, Provider will ensure all cycle-
time information will be completed prior to submitiing the final repair bill. Provider agrees to accurately compiete all repar
cycle-time information as falicws:

(1) Vehicle Drop Off Dale
{2) Promise Date

(3) Start Date

(4) Repair Completion date
(5) Vehicle Pick Up Date

b. Guaranteed Completion Date. Provider will provide vehicie owner with a guaranteed completion date for repairs at
the time the original estimate is completed Provider agrees to promptly notify the vehicle owner and State Farm of repair
delays and further agrees to reimburse the vehicle owner andfor State Farm for any additional ren‘al expenses associated
with the deiay if State Farm determines Provider caused the delay

c. Customer Services. Provider agrees repaired vehicles will be washed and vacuumed at na additional charge before
delivery to the vehicle owner. if requested by the vehicle owner, Provider agrees to pick-up and delver the vehicle at no
additiona! charge. State Farm and Provider recognize that pick-up and deiivery service may be imited to a reasonable
distance from Provider's location

d. Estimate Upload. Provider agrees to provide State Farm with an gleciroric version of the iniva’ estmate immediztely
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sfter W is prepared and befere reparns begin. Provicer agrees 1o imit estmate upload activity to an intral estimate znd final
repair bill whenever possitle In situations where a supp'ement is necessary. Provider agrees 1o upload the supplement
prior to additional repairs taking place

e. Total Loss Vehicle Inspection. If the extent of damage {0 an owner's vehicle will likely cause it to be considered an
economic total loss. Provider agrees to immediately notify State Farm If requested by State Farm. Provider agrees to
immediately complete and forward an itemized repair estimate and accurate Vehicle Inspection Report (VIR) to expedite
the total loss settlernent process. Provider agrees that the estimate and ViR will be accompanied by electronic images as
specified by State Farm. and further agrees to provide these services at no additional charge.

f. Repair Services On Claims Below Deductible. When a vehicle owner requests assistance in locating a repair faciity
on claims below or likely below the customer's deductible, State Farm agrees to provide information abaut participants on
its program to the vehicle cwner. Provider agrees that State Farm is under no obligation to make such information available
and in the event it or its agents fail to do so. Provider has no cause of action for failure to make such infarmation available
it is the intent of this provision to make this information available as a service. both to vehicle owners and repair program
participants such as Provider.

9. Electronic Data Interchange. Provider agrees 1o mantain electroric data interchange capabiites as specified by
State Farm, including the ability to accept payrmrents via Electronic Furds Transfer (EFT) Provider further agrees 1o regisier
on State Farm's Business to Business (B2B) website &5 requestad by State Farm, Both parties recognze these capabilities
may change from time to time.

h. Estimating Vendor Applications. If requested by State Farm Proviger will wtiize an estimating vendor application
designated by State Farm. State Farm agrees to give the Provider a reasonable imeframe in which to obtain the designated
estimating vendor applications shauld this become & cendition of the Agreement Regardiess of the vendor application betng
utiized, Provider agrees to mainitain the most currert pricing information ang version of the estimating software provided by
the vendor.

I. Performance Reporting. If requested by State Farm, Provider agrees to obtain estimating vendor reporting that we
specify. Provider acknowledges this information may be ulilized as part of monitoning Provider's performance and agrees
this reporting will be obtained at no additional cost to State Farm. If Provider abtains this information as a requirement of the
program, Provider agrees not to disclose the information to any third party or other insurer.

Section 4. Competitive Price
a. Repair Pricing. Provider agrees to estimate and hill for repairs using the lower of the:

(1) Most recent labor rates and paint and materials pricing information submitted by Provider Io State Farm through
State Farm's survey process, or

{2) Current labor rates and paint and materials pricing identified through State Farm's survey process, or

(3) Labor rates and paint and materials pricing offered to or agreed to with any other insurer,

Provider agrees to include on eslimates the cost of competitively priced parts for the types of regair or parts replacemert
operanons to be performed.

b. New, Originaf Equipment Manufacturer (OEM) Replacement Parts. Whnen estimating new, OEM replacement pans.
Provider agrees to estimate and bill for repairs using ihe lower of the

(1) Manufacturer’s retail price: or

(2) Cument competitive local market price: cr

(3) Resulting price based on any agreemeant between Provider and State Farm or
{4) Price offered to or agreed to with any othér nsurer

c. Recycled Replacement Parts. When estimating recycled replacement parte Provider agrees to estimate and hill for
fepairs using the lower of the:

{1) Most recent recycled parts mark-up percentage submitted by Provider to State Farm through State Farm's survey
process; or

{2} Current recycled parts mark-up percentage identified through State Farm's survey process. or

(3) Current competitive local market price. ar

(4) Resulting price based on any agreement between Provider and State Farm: or

(8) Recycled parts mark-up percentage offered to or agreed to with any other insurer.

d. New, Non-OEM Replacement Parts. When estimating new, non-OEM repfacement parts, Provider agrees to estimate
and bill for repairs using the lower of the:
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(1) Manufacturer’'s retail price; of
(2) Current competitive 1ocal market price. cr
{3) Resulling price based on any agreement between Provider and Staie Farm: or

(4) Price offered to cr agreed to with any othsr nsurer

If new. non-QEM parts are included on the repair esumate. Provider varrants the pans ang the estimate comply with
applicable state law and further agrees the use of such parts will be discussed with the vehicle owner and clearly identified
on repair estimates Prov.der further agrees that if new non-QEM parts are included on the repai- estimate. such pans wil
be Certified Automotive Parts Assocation (CAPA| cerified if the parts are subject to CAPA cértification.

e. Part Pricing Agreements. Provider acknowledges State Farm may enter into agreements with manufacturers
distnbutors. or suppliers of automotive pars. State Farm will send Provider a notice in writing of any such agreement
Previder may, at its option, participate with State Farm and such entities in obtaining parts for repairs when performing
under this Agreement. Provider further agraes that any part pricing agreements negotiated by State Farm are in addition
io the price offered by the Provider to State Farm under 4.b, 4.c. and 4.d. State Farm shall receive the benefit of both the
Provider's pricing offer under 4.b, 4.¢, and 4.d and the price or discount negatiated through any part pricing agreements, If
Provider chooses not to participate with State Farm and such entities, the prices charged for replacement parts may not
exceed the prices set forth in this Agreement.

f. Parts Locating Services. If requested by State Farm, Provider agrees 1o utilize aulomated replacement parts locating
services of applications we specify for ordering and/or sourcing replacement parls and agrees these services or applications
will be utilized at no additional cost to State Farm. Provision 1.b.., “Confidentiality/Privacy”. dees rnot apply to Information
when transmitted or supplied by Provider to any parts locating service or application vendor utilized under this provisicn

g. Other Provider Discounts. Prowider agrees that if it gives a bottom hine discount, rebate. o other estimate discount on
the overall repair costs to any insurer, such discount constitutes an estimate and bill for repairs for purposes of this section
4. Competitive Price In that event. pricing provided to State Farm and its customers by Prowider shali include the bottom
line discount given to any other such insurer

h. Other Insurer Estimates and Cash Settlements. If Provider agrees to perform a repar based on another insurer s
estimate where the vehicie owner has accepiea 2 cash-out. cash settement or settlement under a similar settlement
method, then any pricing for the repair shall censtiute “a price offerec to and agreed 0" between the other insurer and
Provider, is subject to subsections 4 a., 4 b 4 c. and 4.d and must be offered to State Farm as provided by this section
4. Competitive Price

i. State Farm Staff Prepared Estimates. Provider agrees to apply the pricing, terms, and conditions of this Agreement
whenever a vehicle owner presents a State Farm staff prepared estimate to Provider. Provider agrees it will not charge more
for the repair than the price that would result from application of this Agreement.

|- Paintless Dent Repair (PDR}, Provider agrees that if PDR services are available in the local market, it either has
PCR capability on-site or readily available, and will utilize the POR method of estimating and repair an eligible vehicle
damage. Provider agrees that when PDR is specified in whole or in part for repairs on an estimate written by Provider,
Provider agrees to the prices on the Stale Farm PDR Pricing Matrix for POR services. Provider further agrees to restore
any cofrosion protection materials, caulking, or under panel adhesives if disturbed during the PDR process. and agrees
that PDR repairs will be completed without drilling or otherwise creating access holes, or damaging or modifying structura
components.

k. Judgment Times. When a repair operation is based on judgment time. Provider agrees the amount estimated will
be reasonable and competitive based on industry 2nd loca! market area practices. Provider furthar agrees to consider all
additional or “conjunctive” repair items when estimating judgment time and wilt not demenstrate patterns of unsubstantiated
or unsupported judgment time increases when the final repair bill is submitied.

}. Mechanical Operations. If a mechanical reparriteplace operaticn is necessary. Provider agrees that any amounts
charged will be competitive for the local market zrez

m. Repair vs, Replace. When estimating vehicle damage. Provider agrees o consider the reparzbility of damaged
components prior to replacing, and will maintain sufficient knowledge and urderstancing of industry zccepted repair practices
and techniques. which may in¢lude but i1s not irited to structural repaws. sectioning, plastics repair Paintless Dent Repair,
and refinishing processes.

n. Glass Replacement. Provider agrees that when glass is being replaced in conjunction with 2 claim being processed
under this Agreement, pricing will be based an what 1s the most competitive for the market arez and will not exceed prices
charged ta other insurers or vehicle owners directly
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0. Sublet Charges. Provider agrees not to charge amounts beyond what is compelitive in the local market for aperations
it does not perform directly, either at or away from the Provider's facility. If it becomes necessary to transpont the damaged
vehicle to facilitate additional repairs, Provider agrees that any additional costs will be limited to what is reasonably necessary
in the market area for such transportation.

p. Storage / Administrative Fees. As a participant in the program, Provider agrees not to charge State Farm any storage
or administrative fees

Section 5. General

a. Non-Disclosure. Provider agrees noi to diseicse. cistribute or reproguce 2ny pan or section of the Agreement to any
other person or organization. uniess requied Ly law

b. Term, Termination of Prior Agreements, Merger, Amendment. This Agreement shall become effective on the date
it 15 signed by an authorized representative of Stale Farm and it shatl seman in efiect unti such tme as either Provider
or State Farmn delivers to the other party writer nouce of termination of the Agreement. it wil replace, supersede and
automatically temmunate any prior or existing Sefect Service Agreement between State Farm and Provider This Agreement
(and any attachments. addenda. and supplements thereto) shall be the complete and exclusive statement of the agreement
between the parties as 1o the subject matter of this Agreement. and shall be binding upon each of the parties hereto. their
respeclive successors and t¢ the extent permitted their assigns. This Agreement cannot be amended or otherwise modified
except as agreed 1o in writing by each of the parties herato

c. Provider Participation. Provider acknowledges that Stale Farm may adjust the number of participating Providers.
Provider further acknowledges that State Farm will consider Provider's quality, efficiency, estimate competitiveness. and
other business factors as adjustments are considered.

d. Ownership or Control of Multiple Locations. This Agreement applies on a “per location” basis, unless the Schedule
of Provider Locations Addendum is attached and except as otherwise provided in this subsection d. if Provider has
multiple locations, only those locations awned or controlled by Provider that are listed in subsection 3 of the Schedule of
Provider Locations Addendum are subject te this Agreement, provided however, that the pricing provisions contained in
Section 4. Competitive Price. applies to ail tocations owned or controlled by Provider, even if not listed as a “participating”
location in the Addendum, If Provider provides a price to any other insurer at & “non-participating” location that is lower than
the prices charged State Farm at locations parucipating in this Agreement. such price must be given o State Farm, and in
the manner set forth in Section 4, Competitive Price. If Provider buys ¢r ¢btains cantrol of additional facilities, Provider
agrees to notify State Farm

e. Termination of Agreement. If eilher pany terminates this Agreement. Provider will zllow State Farm designated
personnel 10 access Provicer's premises during regular business hours and. if necessary. will aliow State Farm to pick-up
and / or tow vehicles and any replacement pans already purchased io another location without 2ny additronal charges or
fees. In the event of such pick-up. Provider shall be limited to receive frorm State Farm fair and reasonable reimoursement
for Provider's documented costs far “In-progress’ repaits for vehicles be ng repaired under the Agreement. State Farm or
Frowider can terminale the Agreement at any time and for any reason

f. independent Contractor Status. Provider ang State Farm acknowledge that Provider is an independent contractor for
all purposes in the performance of this Agreement and is neither an employee nor agent of State Farm Neither Provider nor
State Farm shall misrepresent this status to vehicle owners or any other persons or entities

g. Business Ethics/Anti-Trust. Pravider agrees to follow ethical and professianal conduct in its business practices with
State Farm and vehicle owners. Provider further agrees not to disclose, discuss, or share labor rate or pricing information
with other repairers, and acknowledges this activity may be construed as legal price fixing.

h. Gratulties. Provider agrees not to offer any gifts. gratuities, or other incentives including deductible discounts or wavers
to State Farm agents, employees. or vehicle owners.

i. Useof State Farm Name and Trademarks. Provider acknowledges that "State Farm™ and "Select Service” sre registered
trademarks of State Farm Except as necessary in the performance of its duties under this Agreement, Provider agrees
to refrain from using any State Farm registered traaemark orally or in any form of advertising, marketing or reiated activity
including but not limited to. printed media, internet or web applications. radia or television ads. Provider further agrees State
Farm may identify Provider as a Select Service tacility :n printed or electroric lists, or in other written or glectronic formais
which may be available to vehicle owners and the general pubiic, but State Farm is nol required to create such lists,

j- Business to Business Site Use. Provider agrees 1o comply with the Terms of Use as outiined within the State Farm
secured Business to Business 1B2B) site Provider alse agrees 10 maintain current pricing ana capacity mformation within
the 828 site Auto Repair Faclty Survey Form
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k. Assignment. Provider agrees that it may nt assign this Agresment 10 any other entity, In¢luging an entity that afiates
with or merges with or acquires Provider. except when State Farm approves such assignment :n advance in writing. State
Farm may in its sole discretion grant or deny such approval.

l. Payment. State Farm agrees to issue payment direclly to the Provider pursuant to the provisions set forth in this
Agreement,

m. Insurance. Provider represents it is insured for loss of or damage to customer vehicles and other property while in the
possession of Provider. In addition, Provider represents it has in force and will maintain business Iiability insurance with
liability limits equal to or in excess of one million dollars per occurence

n. Hold Harmless. Anything in the Agreement to the contrary notwithstanding, each party (the “Indemnifying Pany") shall
indemnify and hold the other party {the "Indemnified Party") fully harmiless against any loss. damages. claims, or expenses
of any kind whatsoever {including costs and reasonable attorneys’ fees). sustained or incurred oy & third party as a result
of the negligent or interitional acls or omissions of the Indemnifying Party and for which recovery is sought against the
Indernnified Party by that third party. The Indemnifying Party aiso shali :ndemnify the Indemnifiad Party for any costs and
reasonable attorreys' fees incurred in the Indemnified Farty's defense of 2ny such third party claim

o. Limitation of Liability. EXCEPT FOR THE INDEMNIFICATION LANGUAGE IN SECTION 5.N (HOLD HARMLESS),
PROVIDER AGREES THAT: (1) UNDER NO CIRCUMSTANCES SHALL EITHER PARTY'S TOTAL LIABILITY TO THE

{$50,000.00); AND (2) UNDER NO CIRCUMSTANCES SHALL EITHER PARTY BE LIABLE TO THE OTHER FOR ANY
LOST PROFITS, PUNITIVE, EXEMPLARY, CONSEQUENTIAL, INDIRECT OR INCIBENTAL DAMAGES OF ANY KIND
WHATSOEVER.

p. Non-Waiver. Proviger agrees that the failure of State Farm to insist on strict performance of any of the terms and
conditions in this Agreement shall not be deemed & waiver of the rights or remedies that Siate Farm may have regarging
thal specific instance and shall not be deemed a waiver of any subsequent breach or default by Provider of any other term
or condition of the Agreement.

G. Survival. Provider agrees that the following provisians shall survive termination of this Agreement; 1.b. Confidentiality/
Privacy; 2.a. WorkmanshipMarranty: 5. Independent Contractor Status. 5.1 Use of State Farm Name and Trademarks: 5.k.
Assignment; 5.n. Hold Harmless: 5.0, Limitation of Liability and, 5.p. Non-Waiver.
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Accepted and Agreed by

State Farm Mutuat Automobile Insurance Company

Name of Provider

for itself and its subsidiary and affiliated companies

Slreet Addrass

Sireet Agzrees

City. State, ZIP Code

City, State, Z.P Code

Phone Number Fax Number

Phone Number Fax Number

Signature of Authorized Reparr Service Provider Represeniatye

Signature of Authorized Stale Fam Represeniative

Printea Name of Authorized Represertative

Printad Name of Authonzec Represenlative

Dae
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edacted

edacted

Facsimile Cover Ehast

Privileged and Confidectial

Redacted

State Farm®
Providing Incurence and Finencial Services
Home Offive, Bloomington, Winois 81710

April 26, 2010
Date

To Fax pumbaer Telsphone numbar

To Fax number Telaphona number

To Fax aumber Talsphons number

To Fax, number Telaphona number

To Fax numbar Talaphons number

To Fax number Telephone number

To Fax numbaer Telaghons number

inzured Cloim numbar Total pagaa

Noties: Privileged and Coafidentinl The Informedon conteingd in this fecsimile  dupfi 1, di , or other use of this
moassage and any attaoh 5 ing  nf) . ot the taking of any sctlon inreliance

U] and o stal | ded ontha of thistr \, without the

Redacted
Redacted

[ o "
for tho sdle usm of the indnidualis) named
above, The ishes to ve the

y-ollant, th-product, nad sny othes
privilegn, ws appilosbls. ¥ you are net an
itendad business recipisnt litted sbove. or
an smplovee or egent of auch reciplent whe (3
responsible for dellvering this meterisl to them,
You sre hergby notified thet any disclanura,

xp written c ot Steta Farm®, |a
STAICTLY FROHIBITED. It you have recsived
this Tanamistion in arror, plesss nouty the
sander ) v by twiep 50 Tha return
of this Material can bs srranged at N6 cost to
You. Recelpt by snyone other then the intended
raciplants s nor & weiver of any anorney-cliane,
work-produet, or ather spplicabia privilaga,

Neowly rtodd Sclect Service agroament (Houston market)

Redacted

Telvphone numper

Fax numbder

For transmission difftouities, plsase comact

Message

Attachad is the fully exscuted Stte Form Seloat Service sgrosment for [ETTo otz o)
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Redacted

State Farm® Select Service® Agresment

This Select Service Agresment (hereinafter "Agresment’), and It applicable and attached, the Schedule of Provider
Locations Addendum (hereinafier ~Addendum"’) oultines the understanding bstween State Farm Mutual Automobile

R" gy ran ampany and 11§ subsidiary and afhliated companies, (hereinafter *Slate Farm® or “we’), and
edacted (hereinatier "Provider”) In consideration of the mutual promises and representations
contained herein, the parties agree to the following provisions

Section 1. Customer Protections

a. Freedom of Cheice. Provider acknowledgas that venicle owners have treedom aof choice when sslecting a reparr
factlity.

b. Confidentiality/Privacy. Provider acknowledges t may jeam or have access lo confidential, proprietary. or private
information (hereinafter "information”) of State Farm, Stale Farm's vendors, and vetucie owners. This Information specifically
includes. but is not limited to, customer names, addresses. phone numbers, and soclal security numbers, vehicle accident
and repair history, vehicle images, date of loss, and venicle identification numbers. Provider warrants that & will use such
Information for the limited purpose of repairing vehicles. Provider furthet warrants it will keep strictly confidential 2ny such
Information that Provider may leam. A third panty performing as a subcontractor for Provider to accomplish duties subjact
ta this Agreement may be given access to partinant Information i that third party has agreed in wiiting with Provider o use
such Information solety for the purpose of repairing vehicles and otherwise to keep such Informaton strictly confidential
Provider agrees it will not sel or share nor permit its third party vendors to seil or share information

¢, Authorization. Provider agrees fo obtain lhe vehicie owner's authorization prior to dismantling or beginning repair of
tha damagad venhicle. Provider further agrees 10 obtain and retain the vehicla owner's authonzatlon for State Farm to pay
Provider diractly for complated repair work.

Section 2. Quality

a. Workmanship/Warranty. Provider agreas to repalr the vehicle including, as applicabie, mechanical, elecitical, vehicle
restraint and safety systems, in a quality and workmaniike manner. Provider further agrees to provide the vehicle owner with
a2 written national mitad lifetime repair warranty for workmanship, including refinishing, for all completed repairs for as long
as the customer owns the vehicle. If, following receipt and payment of the final repair bill, Stata Farm determings conective
repairs 8re nesded, Stata Fam will give Provider nofice of the need 10 pefform such repairs Provider agrees to promplly
take reagonabie staps to comply with its obligation under this provision, including performing such repais upon State Farm's
requast, and al no additionaf cost. It cofrective repairs are necassary and the vehicle awner is unabie or unwiiling to retum
to Pravider's facility, Provider agrees, upon requast, (o reimburse State Fam for such repairs paid for by State Famm,

b. Estimate Preparation. Provider agrees to complete inspection of the vehicle and fuither agress that the inttial estmate
wilt be completed in a thorough manner by a qualified individual. Provider agrees that its pstimates and supplements will
not incluge an “appearance allowance® credit or adjustmant. Provider agrees to corraclly labet replacement parts when
preparing demage estimates so vehicle owners and Slate Farm will be aware of the type of pant used in the rapair process
Further, pricr damage and betterment will be cleatly identifind. Provder will supply the vehicle owner with 8 copy of the
original sstimate, any Supplement, and a final repair bill. Provider will maintain documentation to verity delivery of all
documents to the vehicle owner.

It Provider determines partial disassembly |s necessary to prepare an estimate, Provider agrees 10,

1) Obtain photos prior to disassembly.
2) Make alt parts available for inspection.
3) Foliow local State Farm management direction for retention of damaged parts, reattaching disassembled parts, and/
of disposition of pants.
4) Obtain prior approval from State Farm for any fees relating to work parformed on a total loss.
Provider also agrees lo notify State Farm it a vehicle owner elects not to complete repairs as estimated

¢. Electronic mages. Provider agrees lo transmit electronic images of vehicle damage to State Fanm prior 10 preparing
or when submilting any estimate and/or supplemant thal coiresponds to the damage. This inciudes securing appropriate
photographe prior lo disassembly. Provider further agrees eleckronic images will be of sufficient quallty to aliow for effeclive
review by State Farm personnel and suppori the amount of venicle damage noted on the final repair bill. Ptovider also
agrees to transmit any additional images when requestad by State Farm.
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Redacted

Accepted and Agreed by

Redacted . State Farm Mutual Automobite Insurance Company
for itself and is subsidiary and affillated companies

Name of Provider
Redacted Redacted
Sireet Address ’ Slreet Adress

Redacted _
City, Sinle, 2IP Code Cily, State, ZIP Code h
Redacted Redacted Redacted Redacted

Phone Number Fax Mumber

Redacted Redacted

Signature nf Authorized Repar Service Provider Representalive

Redacted Redacted

Printad Name of Authonzed Hepresentalive Printeckblamaal dumesizod Daro e
Redacted

Dats

<

ale

LT
i)
&

2
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Redacted

State Farm® Select Service® Agreement Addendum -
Schedule of Provider Locations

This Addendum to the State Farm Selecl Service Agreament between State Far
and its subsidlaries and alfikated companies (hereinafer "State Fatm®), and

Mytual A
Redacted

{herelnatter “Provider") 15 incorporated nto and a part of the State Farm Seloct Service Agresment

Section 1. General

a. Multiple Locations. in order to implement this Agreement. and for olher business reasons, State Farm definas specific
geographic areas as a ~market area” for colision repair. $tate Farm may change the geographic territory that congtilutes
a markat area al any lime. Provider acknowledges that it owns ¢r controls more than one location that provides collision
repalr services in a marke! ared. Thie Adoendum lists those locations thal State Farm and Provider agree. subject 10
Section §. Effective Date and Termination of this Addendum are sither participating. or non-paricipating, locations
in the State Farm Select Service program in the market area whefe the facilities listed in this Addendum are Incated.
Only those Iocations listed below in Section 3. Participating Provider Locations of this Addendum are paricipants in
this Agreament, even if Provider owns or controls other locations in the same markel area, provided however, Provider
acknowladges and agrees that the prices offerad by Provider 1 all facililies it owns or controls in this market area apply
when determining application of the pricing provisions set forth in Settion 4. Competitive Price, including those facilies
not otherwise paricipating in this Agreement. A list of locations owned or controlled by Provider in this market area that
are non-participaling locations (except as to Sectlon 4. Competitive Price, of the Agreement) 15 sol forth In Section 4.
Non-Perticipating Provider Logations of this Addendum

Section 2. Modification of Participating Locations

a. Changes to Schedule, State Farm and Provider agrea that any location may be remaoved from tius list by either parly

at any time, with the removal 10 take effect immedsalely upon written notice from ane pary to the other, The parties agree

to execule a new Addendum ~ Bchedule of Provider Loeations, listing those facilitlas still participating in this Agreement

as soon as ressonably possible thereaRer. |f Provider buys of obtains control of additlonal faciliies, Provider agrees to

nolify State Farm. Only State Farm May acd & Jocation to this Jisl. and then only upon the execution by both parties ofe

replacement to this Addendum. Only one Agdandum is a parnt of this Agreement al any time. In the event mofe than one
~Addendum has been evecuted by the parties, only the one with the most recent dete shall be effeclive
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Redacted

Section 3. Participating Provider Locations

Redacted

[Redacted |
Localon street address = dCtEd

Location/facility name

Location city, state and ZIP code- Ny

Locahon phone nuniber Redacted Al B - iR

Locationflacility name Red aCte.d

Location strecl RedaCted = S

Location aity, state and ZIP code: S S—

Redacted

Location phone number

Locationffacility name’

Location street address T e R

Location cily, siate and ZIP code MM i

Location phone number: Redacted

Locationffacility name: (MSGIELEY —_
Location street address.

Location ¢ity. state and ZIP code. Re_qgcte e

Location phone number Aieciali

Location/faciiity name:

{.ocation street address’

Location city, state and 2IP code, _ ___

Location phone number

Locationfacility name: "

f.ocation sireet address: I,

Locaton city, state and ZIP code:

Location phone number:

Location/facility nama;
Location street address:

Location city, state and 2IP code' — ..

Location phoné numbar:

Location/facilily name:! —_—
Location street address’

Localion city, siale and ZIP code

Location phone number: . i &
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Redacted

Section 4. Non-Participating Provider Locations
Redacted

L.ocalionftacility hame - e g vieni o s T e
Location stroet address eaCted e mat LT

Location city, stale and ZIP code aeg - APy

Redacted |

Location phane number

Location/facility name: EdaCted
Location street address d acted :
Location city. state and ZIP code Redacted

Location phona number: AMAEIIG e e s =

e e —— e o —

—— — — -

Locationdacility name’ o s o e e s S
Location street pddress: s e i S G ¢ cpm— i
Localion city, state and ZIP €008 oo iee e
Location phone NUMbEN i omm cmae
Location/facility name s R e ——

Location sireel address: —e - Al
Lecation city, state and ZIP code: o —
Location phane number —

Location/ffacility narme:
Location straet address:
Lecation city, state and ZIP cods:
Locetion phone aumbear:

Locationffacllity name:

Locaticn street address:
Lecation city, state and ZIP code . .- ——
Location phone numbar, i S

Location/faciily pame: . TR

Location street address: . e — . —_— -
Location city, state and ZIP code” e —— T £8
Location phone number, _ . e . —. —_— —

Locationfacility mdme: .~ L e e
Locatwon sireet address:
Location city, state and ZIP code: ..
Location phone nurnber: b e
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Redacted

Section 5. Effective Date and Termination

a, Effective Dale and Terminatlon. Thus Addendur i effeclive upun, and subject to, the acceptance of Provider as a
padticipant in the State Farm Select Service program, as evidenced by Provider having signed. and State Farm having
accepled, the State Farm Select Service Agreement [n tne cvent of » termination of that Agreement by either party. this

Addendum shall also terminate at the same bmg,

Accepled and Agreed by. .
Redacted ;e State Farm Mutual Automobile Insurance Co.
Nems ot Provider for itself and its subsidiary and afflliated companies
Redacted Redacted
Srest Address T Street Adress
Redacted ) €
City, State, 2IP Code Cily, Siate, ZIP Code
Redacted Redacted . Redacted
Phone ¥ Fax# -

Signature of Auinorized Repair Service Provider Representative

Printad Name of Authorized Representative
Date Date
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State Farm® Select Service® Agreement Addendum -
Schedule of Provider Locations

This Addendum to the State Farm Select Service Agreement between S-ste Farm Mutual Automebite Insurance Company
and its subsidiaries and affiliated companies (heremnafter *State Farm | and
{hereinafter *Prowvider’) 1s incarporated into ane 3 pan of the State Farm Select Service Agreement

Section 1. General

a. Muttiple Locations. In order to impiement this Agreement, and for other business reasons, State Farm defines specific
geographic areas as a ‘market area’ for collision repar. State Farm may change the geographi territory that constitutes
a market area at any time. Provider acknowledges that it owns or controls more than ane location that provides collision
repair services in a market area. This Addendum lists those locations that State Farm and Provider agree, subject to
Section 5. Effective Date and Termination of this Addendum are either participating, or non-participating, locations
in the State Farm Select Service program in the market area where the facilities listed in this Addendum are located.
Only those locations listed below in Section 3. Participating Provider Locations of this Addendum are participants in
this Agreement, even if Provider owns of contrals other locations in the same market area, provided however Provider
acknowledges and agrees that the prices offered by Provider at all facilities it owns or controls in this market area apply
when determining application of the pricing provisions set forth in Section 4. Competitive Price, including those facilities
nct otherwise participating in this Agreement. A list of locations owned or controlled by Provider in this market area that
are non-participating locations {except as to Section 4. Competitive Price, of the Agreement; is set forth in Section 4.
Non-Participating Provider Locations of this Addendum,

Section 2. Modification of Participating Locations

a, Changes to Schedule. State Farm anc Provicer agree that any location may be removed from this list by either party
at any fime, with the removal to take effect immedsately upon written rotce from one party 1o the other. The parties agree
to execute a new Addendum — Schedule of Provider Locations. histing those facilities still participating in this Agreement
as soon as reasonably possible thereafter, If Provider buys or obtains control of additional facilives, Provider agrees 1o
notify State Farm. Only State Farm may add a location to this list, and then only upon the execution by both parties of a
replacement to this Addendum. Only one Addendum is a part of this Agreement at any time. In the event more than one
Addendum has been executed by the parties. only the one with the most recent date shall be effective.
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Section 3. Participating Provider Locations

Location/facility name:

Location street address’

Location city. state and ZIP code

Location phone number

Location/faciity name

Location street address

Lacatien city state and ZIP code

Location phone number

Location/faciity name

Location street address’

Location city, state and ZIP code

Location prione number:

Location/facility name:

Location street address:

Location city, state and ZIP code:

Location phone number:

Location/facility name:

Location street address:

Location city, state and ZIP code’

Location phone number:

Location/facility name:

Locaton street address:

Location city. state and ZIP code

Locaticn phoné number

Location/facility name:

Location street address:
Location city. state and ZIP code

Location phone number:

Location/facility name:

Location street address.

Location city, state and ZIP code
Lecation phone number.
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Section 4. Non-Participating Provider Locations

Locationfacility name

Location street address

Location city. state and ZIP ¢age,

Location phone number

Location/facility name

Location sireet address:

Location city, state and ZIP code
Location phone number:

Location/facility name

lLocation street address:

Locaticn city. state and ZIP code

Location phone number

Location/facility name-

Location sireat address.

Location city. state and ZIP code
Location phene number

Locationifacility name

Location street address.

Location city, state and ZiP code:
Location phone number:

Location/facility name:
Location street address:

Location city. state and ZIP code:

Location phona number

Location/facility name
Location street address;

Location city, state and ZIP code:

Location phene number:

Lecationfacility name:

Location street address:

Location city, state and ZIP code.

Location phone number;
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Section 5. Effective Date and Termination

a. Effective Date and Termination. This Addendum is effective upor.. and subject 1. the acceptance of Provider as a
participant in the State Farm Select Service program. 2s evidenced £y Provider having signed. and State Farm having
accepted. the State Farm Select Service Agreement In the event of a terminatior of that Agreement by either party. this

Addendum shalf also terminate at the sarme time

Aocepted and Agreed by

Name of Provider

State Farm Mutual Automobile Insurance Co,
for itself and its subsidiary and affiliated companies

Street Address

Street Address

City. State, ZIP Code

City, State_ ZIF Code

Phone # Fax#

Phore = Fax#

Signature of Authorized Reparr Service Provider Representztive

Sigralure of Aunenzed Stale Farm Representative

Prniea Name of Authorized Representalive

Printec Mame of Authorized Representatve

Date

132821 Printed nUS A 05-C7-2607 Select Service Agreermen: Accendurr
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State Farm® Select Service® Agreement

This Select Service Agreement (hereinafter *Agreement’), and if applicable and attached, the Schedule of Provider
Locations Addendum (hereinafter “Addendum”) outlines the understanding between State Farm Mutual Automaobiie

nsurance Comoa and ils subsidlary and affiliated companies, (hereinafier “State Farm" or “we"), and
Redacted , (hereinafter “Provider). In consideration of the mutual promises and representations
contained hergin, the parties agree to the following provisions:

Section 1. Customer Protections

a. Freedom of Cholce. Provider acknowiedges that vehicle owners have freedom of choice when selecting a repaif
facility,

b. Confidentiality/Privacy. Provider acknowledges it may learn or have access 10 confidential, proprietary. or pnvate
information (hereinafter "Information”) of State Farm, State Farm's vendors, and vehicle owners. This Information specifically
includes, but is not limited to, customer names, addresses, phone numbers, and social security numbers, vehicle accident
and repair history, vehicle images, date of loss. and vehicle identification numbers. Provider warrants that it will use such
(nformation for the limited purpose of repairing veh cles. Provider further warrants if will keep striclly confidential any such
Information that Provider may learn. A third party performing as a subcontractor for Provider to accomplish dulies subject
to this Agreement may be given access to pertinent Information if that third party has agreed in wnting with Provider to use
such Informaticn solely for the purpose of repairing vehicles and otherwise to keep such Information strictly confidential.
Provider agrees it will not sell or share nor permit its third party vendors to sel or share tnformation.

¢. Authorization. Provider agrees to obtain the vehicle owner's authorization prior to dismantling or beginning repair of
the damaged vehicle. Provider further agrees Lo obtain and retain the vehicle owner's authorization for State Farm to pay
Provider directly for completed repair work.

Section 2. Quality

a. Workmanship/Warranty. Provider agrees to repair the vehicle including, as applicable, mechanical, electrical, vehicie
restraint and safety systems, in a quality and workmanlike manner. Provider further agrees to provide the vehicle owner with
a written national limited lifetime repair warranty for workmanship, including refinishing, for all completed repairs for as long
as the customer owns the vehicle. if, following receipt and payment of the final repair bill, State Farm determines correctlive
repairs are needed, State Farm will give Provider nolice of the need to perform such repairs, Provider agrees 1o promptly
take reasonable steps to comply with its obligation under this provision, including performing such repairs upon State Farm's
request, and at no additional cost. If corrective repairs are necessary and the vehicle owner is unable or unwilling to return
to Provider's facility, Provider agrees, upon request, 1o reimburse State Farm for such repairs paid for by State Farm.

b. Estimate Preparation. Provider agrees to compiete inspection of the vehicle and further agrees that the initial estimate
will be completed in a thorough manner by a qualified individual. Provider agrees that its estimates and supplements will
not include an “appearance allowance” credit or adjustment. Provider agrees to correctly label replacement parts when
preparing damage eslimates so vehicle owners and State Farm will be aware of the type of part used in the repair process.
Further, prior damage and betterment will be clearly identified. Provider will supply the vehicle owner with a copy of the
original estimate, any supplement, and a final repair bill. Provider will maintain documentation to verify delivery of all
documents to the vehicle owner.

If Brovider determines partial disassembly is necessary to prepare an estimate, Provider agrees to!

1) Obtain photos prior to disassembly.

2) Make all parts available for inspection.

3) Follow local State Farm management direction for retention of damaged parts, reattaching disassembled paris, andf
or disposition of pars.

4) Obtain prior approval from State Farm for any fees relating lo work performed on a total loss.

Provider also agrees to notify State Farm if a vehicle owner elects not to complete repairs as estimated.

c. Electronic images. Provider agrees to transmit electronic images of vehicle damage to State Farm prior 1o preparing
or when submitting any estimate and/or supplement that cofresponds to the damage. This includes securing appropriate
photographs prior to disassembly, Provider further agrees electronic Images will be of sufficient quality to allow for effective
review by State Farm personnel and support the amount of vehicle damage noted on the final repair bill. Provider also
agrees to transmit any additional images when requested by State Farm
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Accepted and Agreed by:

Redacted
Name of Provider

Redacteg

Street Address

Redacted

City, State, ZIP Code’

Redacted
Phone Number

Redacted

Signature of Authorized Repair Senvice Provider Representative

Fax Number

Redacte_d__

State Farm Mutual Automobille Insurance Company
for itself and its subsidiary and affiliated companles

Redacted

Slrt Address

Redactedw
City, Stale, ZiP Code

Redacted

Redacted

Phone Nurnber Fax Number

Redacted

Signature of Authorized State T arm Represenialive

Redacted
Printed Name of Authorized Representative

Redacted

Datle

1001308  Sekect Servios Agreemant

Fage 1ol 7

Date

1378721 12.29 2000
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Leslie Hurley - RE: Insurer Survey - Auto Repair Facilities and Personal AutoClaim Payments
m s - £ SEERE % s W W m

= From: "Zeman, Robert (LAW)" ST

' To: "Kim Zapalac" <Kim.Zapalac @tdi.state.tx.us>, "David Nardecchia” <David.Nardecchia @ tdi.state.tx.us>
Date: 6/4/2010 415 PM
Subject: RE: Insurer Survey - Auto Repair Facilities and Personal AutoClaim Payments
CC: "Marilyn Hamilton" <Marilyn.Hamilton @tdi.state.tx.us>

Attachments: Texas Survey_ auto direct repair facilities final_DRP_May 19 2010.doc

PRIVILEGED AND CONFIDENTIAL

Attached you will find the responses on behalf of Allstate to the Insurer Survey on Auto Repair Facilities issued by the
TDI on May 19, 2010. Please note Allstate requests that TDI keep the responses confidential and we hereby assert they
are subject to all applicable statutory and common law privileges, especially those pertaining to trade secret and
commercial information protections. if TDI contemplates release of any portion of our responses we respectfully request
notice and opportunity to be heard in advance. If you have any questions or comments please let me know.

Very truly yours,

Bob Zeman

Corporate Counsel

Alistate Insurance Companies

(847) 402-2745

From: Kim Zapalac [mailto:Kim.Zapalac@tdi.state.b(.us]
Sent: Wednesday, May 19, 2010 4:05 PM

To: David Nardecchia

Cc: Marilyn Hamilton

The Texas Department of insurance {Department) requests that your company provide responses to the attached survey
for each company within your group that is writing personal auto insurance in Texas, unless the respense is identical for
each within the group. Your response to the survey is necessary for the Department to have current information relating
to certain personal auto claim payments. This request is being made pursuant to Texas Insurance Code, §38.001. Your
response to the survey must be in writing and is due by June 2, 2010.

If you have any questions, please let me know.
David Nardecchia, Deputy Commissioner

Personal and Commercial Lines Division
Phone (512) 305-7544
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CONFIDENTIAL

Insurer Survey — Auto Repair Facilities and
Personal Auto Claim Payments

The Texas Department of Insurance (Department) requests that your
company provide responses to the following survey for each
company in your group that is writing personal auto insurance in
Texas, unless the response is identical for each company within your
group. This information is necessary for the Department to have
current information relating to personal auto claim payments,
including claim payments relating to auto repair facilities that have
contracts or agreements with your company. As used in this survey
the terms “auto repair reimbursement rates” or “reimbursement rates”
should be considered to include any other term that may be used by
your company to mean the rate paid for auto repairs.

If your company does not have contracts or agreements with auto
repair facilities, you may disregard Sections | and ll.

This request is being made pursuant to Texas Insurance Code,
§38.001. Please respond to this survey in writing by June 2, 2010.

Section I - Contracts/Agreements with Auto Repair Facilities

1) Please provide a sample copy of each contraci(s) or
agreement(s) your company may use to negotiate with auto
repair facilities.

Response:
5
PSA v4.doc (677 Exhibit A
L&) Guidelines.doc

2) Please provide a copy of an actual contract or agreement
between your company and an auto repair facility for each
sample contract provided.

Response:

Texas RFSA.pdf
(853 KB)

Texas Department of Insurance Survey May 2010
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3) Please explain how often your company re-negotiates

contracts or agreements with auto repair facilities.
Response:
Rates and terms of the contract agreement are subject to change at any
time.

4) Please explain the criteria that must be met by an auto
repair facility prior to your company agreeing to contract
with the repair facility.

Response:

The Repair Facilitity Services Agreement (RFSA) signed by every

participant includes an addendum, Exhibit A, that outlines requirements for

participation in the program.

5) Please provide the number of the auto repair facilities in
Texas where there is a contract or agreement between your
company and the facility.

Response:

As of June 2, 2010 we have a total of 388 auto repair facilities which

includes 15 Sterling Autobody Shops which participate in the Company direct

repair program in Texas.

6) Please explain if your company provides a guarantee or
warranty for the repairs made at a contracted auto repair
facility.

Response:

Yes. A copy of the guarantee is attached.

ald !

GHRN Guarantee, pdf

7) Please advise how claimants are informed of auto repair
facilities that have a contract or agreement with your
company.

Response:

The attached scripting is used to provide information to customers relative to

repair facilities that have agreements with Alistate. However, the customer is

always free to choose any repair facility.

Contracted Shop
Scripting.doc

Texas Department of Insurance Survey May 2010
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8) Please explain what information is provided to claimants
who choose to have repairs made at an auto repair facility

that does not have a contract with your company.
Response:

The attached scripting is used for scheduling a Drive In Claims Service
appointment or a Field handled inspection. The information provided does
not make reference lo either contracted on non-contracted repair facilities.
Typically in a Field handled inspection the customer's vehicle is already a
shop of the customer’s choice. In the Drive In scenario, the licensed adjuster
completing the inspection follows the same scripting as provided in the
response to question 7 above if the customer has not chosen a repair facility
at the time of inspection.

Texas Drive In and
Fleld Inspection Scripi

Section If - Reimbursement Rates for Auto Repair Facilities

Please provide a separate response to each item under this
section for auto repair facilities that have a contract or
agreement with your company and for auto repair facilities
that do not have a contract or agreement with your company.
If the response to an item under this section is the same for
both types of facilities, please indicate that your response is
for both types of facilities in the appropriate item(s).

1) Please explain how your company determines the auto
repair reimbursement rates, including labor, services, parts

and materials.
Response: Non-contracted repair facility
An estimating software application is used to assist our licensed staff
adjusters determine estimaled repair costs. Additionally, repair judgments
are made by our licensed adjusters on a case by case basis via negotiation
and agreement with the shop and/or customer.

Response: Contracted repair facility

Our contracted shops utilize the estimating guidelines established within their
estimating system. Additionally, repair judgments are made by the repair shop
estimator/manager.

Texas Department of insurance Survey May 2010
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2) Please explain if certain software is used by your company
to determine auto repair reimbursement rates and/or any
impact the software may have on the reimbursement rates.

Your explanation should identify such software.
Response: Non-contracted repalir facility
The Audatex Estimating system provides parts data, flat rate labor times and
included operation logic to our licensed staff adjusters in Texas as a tool to
assist in develop estimates for the repair of covered losses.

Response: Contracted repair facility
We utilize Open Platform estimating. Our shops may use any one of the 3 leading
estimating platforms in the industry: Mitchell, CCC and ADP.

3) Are there situations where your company deviates from the
auto repair reimbursement rate or software? If yes, please
explain in detail those situations and how the final
reimbursement rate is determined.

Response: Non-contracted repalr faclility

Yes. The situations in which deviations occur are based on the individual

inspection on a case by case basis and agreement is negotiated with the

repair shop and/or customer.

Response: Contracted repair facility

Yes. Deviations can occur on a case by case basis on individual vehicle

repair estimates. Changes are made by the repair shop estimator/manager

4) a) Does your company set caps or limits on the
reimbursement rates for certain labor, services, parts
and/or materials when estimating auto repairs, e.g.
paint? If yes, please explain.

Response: Non-contracted repair facllity

Thresholds and pricing guidelines may be used for various services or labor

operations. Additional costs are negotiated with the shop to arrive at an

agreed repair cost.

Response: Contracted repair facility
Thresholds and pricing guidelines are negotiated individually with each shop
contract.

Taxas Department of insurance Survey May 2010
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b) It your company sets caps or limits on items such as
paint, please explain how the caps or limits are
determined?

Response: Non-contracted repair facility

Thresholds and pricing guidelines are reflective of local market

acceptance.

Response: Contracted repair facility
Thresholds and pricing guidelines are negotiated individually with each
shop contract.

5) Please explain how your company determines the auto
repair reimbursement rates for used, after-market or
reconditioned parts and materials. Please include in your
explanation how the reimbursement rate for labor is
determined and impacted by the use of these parts and
materials.

Response: Non-contracted repair facility

The estimating software used by our licensed auto adjusters provides
labor allowances for various parts groups and materials. However, on a
case by case basis allowances provided can be negotiated with the shop
or customer to arrive at an agreed cost for repair.

Response: Contracted repair facility

The estimating software used by our repair facilities, provides labor
allowances for various parts groups and materials. However, on a case
by case basis allowances provided can be negotiated

6) a) Please explain how often your company re-evaluates
auto repair reimbursement rates, caps and/or limits,
including labor, services, parts and materials.

Response: Non-contracted repair facility

Rates are required to be reviewed by local Texas management a
minimum of at least once annually. However, if market conditions dictate,
rates are reviewed as needed,

Response: Contracted repair facility

Rates are required to be reviewed by local Texas management a
minimum of at least once an annually. However, if market conditions
dictate, rates are reviewed as needed.

Texas Department of Insurance Survey May 2010
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b) When did your company last adjust auto repair
reimbursement rates, caps and/or limits for labor,
services, parts and materials?

Response: Non-contracted repair facility
Adjustments were made throughout 2010.

Response: Contracted repair facility

Adjustments were made throughout 2010. See Section One -question #3.
Rates and terms of the contract agreement are subject to change at any
time.

Section lll - Personal Auto Claim Payments

1) For calendar year 2009, please provide the percentage of
initial auto repair claim payments for repairs made by
contracting auto repair facilities and for non-contracting

auto repair facilities.

Response: Non-contracted repair facility
1 Party — 76.3%
3 Party — 88. %

Response: Contracted repair facility
1% Party - 23.7%
34 Party — 12.0%

2) For calendar year 2009, please provide the percentage of
supplemental auto repair claim payments for repairs made
by contracting auto repair facilities and for non-contracting
auto repair facilities.

Response: Non-contracted repair facility
34.2%- Reflects supplements paid on estimates created by an Licensed
Allstate Adjuster.

Response: Contracted repair facility
126.6%- Driven primarily by Contracted Repair Facility procedural,
communication and oversight requirements.

Texas Department of Insurance Survey May 2010
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Section 1V - General Information

1) a) Does your company require auto repair facilities to
follow certain repair procedures in making repairs or
for estimating the cost of repairs? |If yes, please
explain how these procedures are used to estimate the
cost of repairs.

Response:

No, we however do utilize repair industry data, repair industry
organizations, e.g., I-Car and vehicle manufacturer repair procedures
in connection with the preparation of estimates.

b) Please explain how the repair procedures will impact
the amount that will be reimbursed to the auto repair
facilities estimated cost for repairs. Does your
company provide an explanation to the auto repair
facility for repair procedures that will not be paid?
Response:

Repair procedure costs are negotiated and agreed upon between our
licensed adjuster and the repair shop. All repair procedures and costs
are thoroughly discussed with the repair facility and/or customer.

c) Please provide a copy of your company’s repair

procedures.

Response:

We do not have company repair procedures. As indicated in
response 1 above, repair procedures used to estimate costs stem
from the repair industry, industry organizations and vehicle
manufacturers.

2) Please explain how disagreements relating to the repair
costs are resolved between your company and auto repair
facilities and/or the claimant.

Response:

Disagreements are negotiated with the shop and/or customer and if
necessary disagreements are seitled consistent with policy
language.

Texas Department of Insurance Survey May 2010
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3) a) Please explain how your company addresses possible
manufacturer's warranty issues that may exist, e.g.
certain auto manufacturer requires certain
manufacturer approved or certified auto repair facilities
to perform the repairs to maintain the warranty on the
auto.

Response:

Allstate has a policy of customer choice relative to repair facilities.
This policy would include claims involving vehicles required to be
repaired by Auto Manufacturer approved or certified facilities.

b) Does your company make payment based on the
manufacturer requiring repairs to be made by an
approved or certified auto repair facility? If yes, how is
the actual payment amount determined?

Response:

Yes. Payment amount is determined by utilization of the estimating
software in conjunction with repair shop and/or customer negotiation
and agreement involving our licensed auto adjusters.

4) Will your company accept pictures and estimates from an
auto repair facility in lieu of a company/adjuster
inspection/estimate? If no, please explain.

Response:
Yes

5) Please explain how your company determines the number

of days rental car expenses will be reimbursed.
Response:
The number of rental days is determined considering actual repair
duration. In first party cases, rental payments will be determined by
the policy terms and conditions.

Texas Department of Insurance Survey May 2010
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EXHIBIT A

EXPRESS REPAIR OPTION:
REQUIREMENTS FOR PARTICIPATION IN PROGRA

The Allstate Corporation (Allstate), the parent of Allstate Insurance Company, is the nation’s
largest publicly held personal lines insurance company. “Allstate” is defined as Allstate
Insurance Company and all insurance subsidiaries and affiliates including but not limited to
Encompass Insurance.

The following sets forth policies and procedures required for repair facilities providing
services on behalf of Allstate under the Express Repair Option program. These policies and
procedures may change (in whole or in part) at any time. However, if this occurs, Allstate will
provide you with prior written notice of the change.

Repair Facility
(hereinafter “Repair
Facility”

Address

City, State Zip Code

Owner

Manager

Asst. Manager

L. OPERATING PROCEDURES

Repair Facility will comply with the following procedures:

A. Regulatory Compliance

1. Repair Facility will comply with all federal, state and local laws and regulations relating to
the performance of its repair services, including but not limited to, all laws and regulations
relating to employment, taxation and the health and safety of employees. Further, Repair
Facility will demonstrate a concern for the environment by complying with all safety and
environmental standards when disposing of toxic and hazardous waste materials.

2. Repair Facility agrees to prevent illegal and fraudulent practices by complying with all
applicable regulations. Allstate may cancel its business relationship with Repair Facility if
Allstate, a policyholder of Allstate, or another beneficiary under an insured’s policy
establishes reasonable grounds to believe that Repair Facility is fraudulent in its dealings
with Allstate or the policyholder or other beneficiaries under an Allstate policy.

-1 -



EXHIBIT A

3.

4,

Repair Facility will, at its own expense, provide and keep in full force and effect during the
term of this Agreement the following kinds and minimum amounts of insurance:

a. Garage Liability insurance with a limit of not less than $1,000,000.00 per occurrence,
or

b. Garage Liability insurance with a limit of not less than $500,000.00 per occurrence
and Umbrella liability insurance policy of at least $500,000.00 per occurrence.

c. In addition, we ask that you contact your insurance broker and have Alistate
Insurance Company listed as a Certificate Holder, so that we are informed of updated
policy information. Qur address is:

Allstate Insurance Company
Vendor Selection Division
2715 Sanders Road E-6
Northbrook, IL 60062

Repair Facility agrees to demonstrate a concern for preventing the use of stolen parts by
complying with all state and federal anti-theft regulations.

B. Repair Processes

1.

Repair Facility agrees to use an Allstate-approved scheduling system to make specific
appointments for estimating, vehicle drop-off for repairs, and delivery purposes.

Repair Facility will take and retain photos of the damaged area on every vehicle estimated
and provide photographs of the damaged vehicle. When requested by Allstate, Repair
Facility will take additional photos. Allstate will explain the views, volume and quality of
any special request on a case-by-case basis.

Prior damage will be noted on the estimate; prior damage will not be included as items for
Allstate insurance-related repair, unless otherwise required by statute or regulation.
Customer-requested repairs that exceed repair levels required to return the vehicle to its pre-
accident condition will be noted as "Customer Requested” on the estimate. Additionally,
these situations require immediate phone notification to Allstate.

Minor cosmetic damage to the vehicle where repair or replacement would not be required
or expected, and a cash-out allowance is appropriate, will require a phone call to the
Express Administrator. The Express Administrator will contact the customer or claimant,
reach agreement with the customer or claimant as to the final disposition and any
allowance amount, contact Repair Facility who will include the amount on the estimate.
Repair Facility will transmit a final copy of the repair estimate by close of business day.

Based on geographical differences Allstate will employee a range of oversight options.
With approval, on the day the vehicle arrives, Repair Facility will secure the owner's
permission to tear down the vehicle to the extent necessary to prepare an itemized
estimate that will include all damage that is visible and verifiable at the time of
inspection. The repair estimate is to be completed on a priority basis and will contain all

-2 -
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EXHIBIT A
customer notices required by statute and regulation. As soon as the estimate is completed
a final copy will be transmitted to Allstate by the end of the same business day. A copy of
the estimate will be retained at Repair Facility and a copy of the estimate will be provided
to the vehicle owner along with any verbal or written notices required by statute or
regulation.

a. If a major tear down is required to prepare a complete estimate, the Repair Facility
will immediately notify the Damage evaluator (DE) for approval prior to any
further teardown.

b. If the vehicle is believed to be a total loss, Repair Facility will immediately notify
the appropriate Alistate total loss representative to request final authority to
handle the vehicle as a total loss.

¢. If the vehicle is repairable, the repair facility may begin the repairs upon the
customer’s authorization to do so.

d. If the vehicle is determined by Allstate to be a total loss, Allstate will advise the
Repair Facility when and where the vehicle is to be moved for final processing.

6. If during the course of repairs, hidden damage is discovered or if significant changes in
repair methodology are recommended, Repair Facility will obtain approval from the
owner of the vehicle and, dependent on the oversight model employed, contact Alistate
prior to initiating the repair. A supplemental estimate must be prepared stating the
modifications in repair procedure and the cost. The supplement must be transmitted to
Allstate by the close of the business day on which the needed change is identified. Any
failure to comply with this procedure may result in the removal of Repair Facility from
the Express Repair Option program.

7. At the conclusion of the repairs, Repair Facility will prepare a final, detailed invoice that
reflects the actual vehicle repairs completed. A copy of the invoice will be provided to
both the customer and Allstate prior to accepting payment.

a. The final detailed invoice, which is the estimate/supplement, will be
transmitted electronically to Allstate.

b. The final detailed invoice, which is the estimate/supplement, to the customer
will be a printed copy of the same invoice transmitted to Allstate.

8. Vehicles and estimates may be spot-checked by an Allstate representative or a third-party
selected by Allstate. All Allstate-related bills and invoices must be available for immediate
review by Allstate and in the event of a variance in the estimate, the loss may be readjusted
and credit issued to either Allstate or Repair Facility. Failure to provide access to the vehicle
or documentation may result in the removal of Repair Facility from the Express Repair
Option program.

9. Repair Facility will adhere to the current Allstate Total Loss process. Repair Facility will be
responsible for the content of the repair estimate and in setting the Tolal Loss threshold in
the CCC system at %. Each time this threshold is crossed, the Repair Facility must
consult with the appropriate Allstate representative for a final decision on whether the
vehicle is repairable or a total loss. The Repair Facility will be responsible for expenses
incurred as a result of gross estimating errors resulting in an improper decision of
reparability.




EXHIBIT A

C. Technolo

L.

As a condition of Repair Facility’s participation in the Express Repair Program, you will
be required to have a mechanized estimating system. In geographical areas defined by
Allstate, the mechanized estimating system currently is CCC-Pathways.

Scheduling and Repair Status Messaging Technology:

a. Subject to geographical location or technological capabilities, you may be
required to implement a software application for scheduling and repair status
messaging (“Scheduling and Repair Status Messaging Technology *). This
technology will assist in creating a web-based communication and transaction link
to manage assignment and repair status messaging between Repair Facility and
Allstate and is contingent upon your facility’s continued participation in the
Express Repair Option program. If you do implement such technology, Allstate or
its agent will supply training and support for your facility.

b. Alternatively, Allstate has a proprietary (i.e., Allstate-owned) scheduling and
repair status messaging technology. Upon request, Allstate will supply Repair
Facility with this Allstate-owned technology, as well as related requirements and
specifications for connectivity, security, and functionality. This will allow Repair
Facility to develop a functionally equivalent technology solution for participation
in the new Express Repair Option program. All costs involved in the development
and installation of such technology will be borne by Repair Facility.

3. The preferred method for communicating between customers, Repair Facilities, and

Allstate is through Web-based applications.
Please state your Internet Address:

D. Authorization/Payment

1. Unless Repair Facility has been advised of a pending coverage or liability issue, repairs may

begin immediately after the repair estimate has been sent to Allstate and vehicle owner
authorization is secured.

Upon receipt of a valid and final estimate and notification that the repairs are complete,
Allstate will issue payment electronically to Repair Facility or by check payable to the
customer and Repair Facility. Where payment requires issuing a check, a two-party check
will be mailed directly to Repair Facility unless the customer requests otherwise. All
payments will be less any applicable deductible.

E. General Administration

1.

Repair Facility agrees to provide information from time to time as necessary for qualification
under the terms of the Allstate Vendor Selection process. Vendor Selection approval is
required for continued participation in the program. A copy of the Vendor Selection

- 4 -
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Application is attached as Exhibit B.

. Allstate Insurance Company may employ a range of oversight options, including but not

limited to: physical inspection (before, during, or after the repair); preparation of a repair
plan (scope); electronic auditing; and third-party review of the estimate.

- Repair Facility is required to provide timely electronic update messaging information on a

consistent basis. Failure to adhere to this requirement may result in removal from the
program.

. Periodically, Allstate will assess its needs in the marketplace to properly serve its

customers and claimants. This assessment will include facility performance resuits,
competitive position, customer service results and the quality of the repairs. Based on
this assessment, Allstate will determine if continued participation in the program is
warranted.

- Allstate reserves the right to review and revise the repair volume capability established

for ERO shops based on past experience of the shop and the ability of the shop to handle
Allstate business on a priority basis. In general, this means evaluating whether the Repair
Facility can handle the number of cars which Allstate is sending for repairs.

- Repair Facility is responsible for the quality of the repairs performed under the Express

Repair Option program. All direct and consequential costs associated with the re-work
necessary to correct the vehicle repair to meet an acceptable industry repair standard will
be the responsibility of Repair Facility. The vehicle must be repaired to industry
standards. If a shop cannot return a vehicle to industry standards, and the customer has
become uncomfortable with returning the vehicle to that shop for additional repairs, the
original shop agrees to re-reimburse Allstate reasonable charges paid to the third repair
facility that was necessary to return the vehicle to industry standards.

- Repair Facility agrees that it is bound by the terms of the attachments and all other

applicable Allstate policies, procedures and requirements.

I1. CUSTOMER SERVICE

- Repair Facility must utilize Allstate’s customer service index (CSD, which currently is

AutocheX. All costs associated with the use of AutocheX or a similarly Allstate-approved
provider, are the responsibility of Repair Facility. In certain geographical locations
approved by Allstate, Repair Facility may perform similar CSI indexing in house. In-
house CSI indexing will be accomplished by Repair Facility utilizing and tracking the
same CSI questions as Allstate’s primary provider.

- At the time of delivery, Repair Facility will provide the customer with a final invoice

showing ail repairs completed on the vehicles. A copy of the Allstate written warranty will be
attached to the final invoice.

. Repair Facility will assist the customer in the resolution of all parts or material manufacturer

- 5 -



EXHIBIT A
warranty claims.

D. Repair Facility will give priority service to vehicles being repaired under the Express Repair
Option program. A high level of service and communication to the customer will be
provided.

E. Repair Facility will contact the customer prior to beginning the repair process to explain the
complete repair process, including methods of repair, parts selection, and the projected date
of completion.

F. Repair Facility will be required to provide repair progress updates as necessary to satisfy
the customer. Where the customer does not express a time frame for progress updates,
contact with the customer must be made at least once per week until the vehicle is
repaired and delivered.

G. Repair Facility will be required to commit to a guaranteed delivery date for all vehicles
repaired under the Express Repair Option program. Repair Facility will be responsible for
any and all costs caused by a failure to meet the guarantee delivery date, where the cause
of the delay is within the control of Repair Facility,

H. At customer’s reasonable request, Repair Facility will provide extended hours of operation
and extended pick- up and early delivery times for services related to customer’s specific
needs.

I. A verifiable pre-delivery quality inspection process must be utilized and completed prior to
delivery. Evidence of such process will be made available at Allstate’s request.

J. Repaired vehicles will be cleaned and returned to the customer for inspection before
requesting payments.

II1. REPAIR FACILITY PERSONNEL TRAINING

A e e R e e e e e e e O M

Repair Facility personnel are required to participate in -CAR or ASE training related to their job
functions, and achieve I-CAR Gold or ASE Blue Seal certification within one year of the shop’s
original ERO participation date. Repair Facility must meet the requirements that would allow it to
be eligible for I-CAR Gold Class status or an ASE Blue Seal repair facility. Additional training
available from manufacturers, distributors, and supptiers of motor vehicle, vehicle components, and
repair equipment is also encouraged. Failure to achieve and maintain I-CAR or ASE certification
standards, except for just cause, will be grounds for removal from the Express Repair Option
program.

IV. FEES AND OTHER CHARGES

Labor Rate: Body $ Refinish $ Frame $
Mechanical/Electrical $ Paint & Materials $




EXHIBIT A
Unibody Set Up Charge: Yes No__ Amount$

Tax Rate; Parts % Labor %

Discounts on Domestic Parts: Yes % No _

Discounts on Foreign Parts:  Yes % No _

Recycled Parts Mark up: %

Use of Glass Network? Yes No

If No above, Glass Discount: Windshield % Side/Back _ %
Refinish Thresholds — Paint and Materials: Single Stage: $

Two Stage: § Three Stage: $ Clear Coat Labor: $

Towing charges:

Flat rate — local $
Mileage charge $
Clean-up $
Late-hours $
List any other charges

® & o @ o

& B

Sublet Charges:
* Any sublet charges with markup exceeding $
Allstate representative

will require prior approval by an

Advance charges:
* Any advance charges costing over $300.00 will require prior approval by an Allstate
representative.

Misc. charges
*
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GOOD HANDS"® REPAIR
GUARANTEE

Name

Ciaim No.

Allstate guarantees that the workmanship of covered repairs performed by the shop below
will meet auto repair industry standards. Allstate's commitment under this guarantee will be
to correct deviations from such standards.

Repair Shop Name

This guarantee applies to all repairs performed based on the attached estimate {or supplemental
repairs related to this accident) for as long as you own your vehicle.

This guarantee applies only to this recommended shop.

&
Allstate,

You're in good hands,

LIT05A-3



USING THE GOOD HANDS®
REPAIR GUARANTEE

YOUR COMPLETE SATISFACTION 1S OUR GOAL.

1

if you have a complaint about the workmanship of the repairs
covered by the guarantee, please report it immediately to the
nearest Allstate Claim Office.

2

Allstate will make arrangements to have your car inspected
and your complaint investigated within five business days.

3

If you fail to reach an agreement with the Allstate Claim Office
you may elect to have the matter resolved through the use of

an informal dispute settlement procedure at Allstate’s expense.
An Allstate Claim Representative can provide you with further
information on the dispute settlement procedure at your request.

Alistate.

You're in good hands. )

CITD5A-3



Texas Sterling and Express Repair Option Scripting
) Sterling Script

“I'd like to teli you about our Sterling Autobody Centers and the benelits they offer.

Sterling Autobody Centers, which is an affiliate of Allstate Insurance Company, provide
excellent service, quality repairs and a lifetime guarantee on parts and labor as long as
you own your vehicle.

Our Sterling Autobody Centers:
. Provide free pickup and delivery service

. Assist you with coordinating a rental vehicle on site

. Keep you updated on the progress of the repair work
And,

. Professionally clean your repaired vehicle.

Please keep in mind that you are always free to choose any repair shop and don't have to
use a shop we recommend.

Would you like me to recommend a Sterling Autobody Center near your home or work?”

Express Repair Option Script

Script Talking Points
" You're always free to choose any . You're always free to choose
repair shop and don’t have to use a any shop and don’t have to use
shop we recommend; however, I'd like a shop we recommend.

to tefl you about our repair shop referral
pragram. Allstate has selected repair
shops for their excellent servica and
repair quality. If you use one of these
shops, Allstate will give you our written *® Allstate written guarantee on

Repair shops selected by
Allstate for their excellent service
and repair quality.

guarantee on the workmanship of the the workmanship of the repairs
repairs for as long as you own your for as long as you own your
vehicle, May | recommend a shop near vehicle,

your home or work? *






£,

Texas Drive In and Fleld Inspection Scripting

Drive In Script

Based on the information you've provided me, I'd like to schedule an appointment to have one of
our auto adjusters inspect your vehicle at one of our drive-in locations. During the appointment,
our auto adjuster will provide you with:

*  Arepair estimate,

*  An explanation of the repair process,
and, in most cases,

*  Repair authorization for your damages, as well as payment information.
Please keep in mind that we wil subtract your deductible from the repair amount. You will be
responsible to pay the deductible to the repair shop. | can schedule an appointment for a time
and location that is convenient for you. The appointment will take about a % hour. Would you
prefer a location closer to your home or work?

Note: Offer the insured/claimant the first available drive-in appointment: If the first available
appointment is not accepted, schedule the insured/claimant for an appointment as soon as
possible.

Note: When making a drive-in appointment using ERL; offer to e-mail the insured/claimant their
appointment information using the “e-mail this assignment’ feature;

Appointment Confirmation Script

I just want to quickly go over your appointment with you. You are scheduled to have your vehicle
inspected at our {name of drive-in), located at (address), on (date of
appointmentyat ___ {time of appointment).

Would you like me to send you an e-mail reminder about your appointment? | can send one to
you now,

Do you have any questions or need any additional information about your appointment?

Fleld Inspection Scripting
Use this when ... you need to explain the field assignment process to the insured or claimant.

We will arrange to have one of our auto adjusters inspect your vehicle.

Once the inspection is complete, the adjuster will discuss the damage estimate with you, go over
the payment process and answer any questions you may have.

To ensure that we communicate important information as quickly as possible, I'd like to verify that
the best phone number to reach you is [phone number. {Try to get cell phone numbers if
available.)

Iif the inspection timeframe | provide you changes, our local auto team will contact you to discuss
any details
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@
Alistate.

You'rs In good hands.

FAX

Datea June 7, 2010

Number of Pagea 22
(Inctuding Cover Sheet)

To Kim Zapalac

Company _Texas Department of Insurance

Department

Phone _ Fax 512-490-1014

From Rohert Zaman

Department _Law & Reguiation

Phone B47-402-2745 Fax 847-402-9767

Subject

Notes

Notice of Confidentlality. The documant accompanying this facsimile transmission containa information which i8
confidential andior legally privileged. The infarmation is intended only for the Individual or antity named on this
transmission sheet. If you are not the intended recipient, be aware that any disclosure, copying, distibution or use of
the contents of this information is prohibited. If you have received this facsimia in error, plesse notiy us by telephons
immediately so that we can amangs for the retrieval of the original documant at so cost 1o you,

Allstate Insurance Company
2775 Sanders Road, A3 Northbrook, IL 60062 Emall rzema@alistate.com

0670772010 11:46AM (GMT-05:00)
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@
Alistate.

You're v goad hande
RE CILITY SERVIC
This Repair Facility Services Agreement (*Agreement”) i3 entered into by and between of
("Repair Facility") and Allstate Insurance Company of Northbrook, Iltinois, an Hlinois Insurance Company
("Allstate") and is effective on 4200 .
(c) Repair Facility shall comply with the pre-existing Allstate
1. Serviceg Vendor Application requirements for owners, partners and

(a) This is an apreement in which Allstate shall retain Repair
Facility to provide automotive repair services under Allstate’s
Direct Reopair Program ("Services™), subject to the terms and
conditions sct forth herein, including Exhibit A, “Direct
Repair Program: Requir¢ments For Participation In Program.”
Fer purposes of this Agreement and any attachment hereunder,
the torm “Allstate™ includes its insurance subsidiaries and
afflliates and the term “Repair Facility” includes its
employees, representatives, agents and subcontractors.

(b) To the extent there is any conflict between the provisions
of this Agreement and any exhibit or attachment, the terms of
this Agreement shall control the rights and obligations of the
parties, unless a properly executed Exhibit expressly amends
and supercedes this Agreement.

2. Personnel and Staffing

(a) Repair Facility has sole discretion to provide all necessary
personnel for each project under any Exhibit. If Allstate
believes that the conduct of any individual selected by Repair
Facility may or does resuli in 2 breach of this Agresment of a
risk of liability to Allstate, then Allstate shall have the right,
but not the obligation, to so notify Repair Facility. If Alistate
does give such notice to Repair Facility, then Repair Facility
shall immediately review the matter and promptly take such
reasonable steps to remedy the situation, including, but not
limited to, replacing one or more individuals assigned to the

project,

(b) Repair Facility shall not bring upon Allstate premises, or
assipn Allstate work to, any personncl of Repair Facility
whose background check revealed: (1) a felony conviction
involving dishonesty or breach of trust; or (2) any other
pertinent informatioe indicating that the individual poses a
significant risk to the health or safety of others,

equity officers. The Vendor Application, which has been
completed and executed by the Repair Facility, is on file at
Allstate's offices and is incorporated by reference herein.

3. Independent Contractor Status

(@) Repair Facility shall bo an “independent contractor
hereunder. Neither Repair Facility nor any of its employces or
other agents sball be deemed an “employee "agent,”
"sexvant,” or “joint employes” of Allstate, Allstate will have
no contro) or influence over any of Repair Facility's
cmployces or other agents. In that regard, Repair Facility shall
have the sole discretion to hire and fire, discipline, evaluate,
manage, train, maintain records of hours, handle payroll,
provids insurance, and determine =all other terms and
conditions of employment for its employees,

Repair Facility'’s employees and other agents will not be
cligible to participate in any Allstate employee or fringe
benefit programs, including, but not limited to, any bovus,
pension, profit sharing, stock option, vacation, disability,
retirement, deferred compensation, or insurance which
Allstate may maintain for its own euployees.

(b) The administration of claims iuvolving werkplace injury to
any of Repair Facility's employees or other agents while
working on, or present at, Allstate premises will be the sole
responsibility of, and will be handled solely by, Repair
Facility.

(c) Repair Facility shafl, in performing the services
contempiated harcin: (f) use its own equipment; and (ji) ensure
that all of its employees are fully trained and/or cestified on

the equipment to be used, Certification and/ or training shal)
incorporate all OSHA-related requirements.

06/07/2010 11:46AM (GMT-05:00)
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4. Privacy and Data Protection

(a) Each party will comply with all applicable federal and state
privacy and data protection laws and regulations established
for the collcetion, storage, use and dissemination of personaily
identifiable consumer information.

(b) Individual consumer information will not be shared or
made available to any other third party. Repair Facility may
not use consumer data for any purposes other than as provided
in this Agreement.

(¢) Repair Facility represents and warrants that it has
implemented and maintains reasonable sceurity measures to
protect against the logs, tisuse and alteration of consumer
information under its control. Allstate reserves the right to
audit Repair Facility sccurity measures upon reasomable
notice.

3. Audin

Allstate shall, upon three (3) business days’ prior written
notice, or such othor reasonable time-frame as mumally sgreed
by tho parties, have full access to all billing records, Repair
Facility invoices and payments, orders, data, ete. and all other
relevant records in Repair Facility's custody that concem
Repair Facility’s relationship with Allstate, Allstate will not
have access to any payroll information. Repair Facility shall
supply all assistance reasonably necessary so that the Allstate
auditors may complete any such audit.

6. Rates and Paymept Terms

Fees and other charges, and payment terms are set forth in
Exhibit A.

7. Warranties

(a) Repair Facility wamants that ail Services provided
hereunder will be performed in a good workmanlike manaer,
with that standard of care, skill, and diligence normally
provided by a similar professional in the performance of
similar services in ascordance with applicable specifications
and industry standards.

(b) Repair Facility warrants that its performance under this
Agreement, including, but not limited to its production of
tangible or imtangible products, will not infringe upon or
violate the rights of any third party, including property,
confractual, employment, trade secrels, proprietary
information and non-disclosure rights, or patent, copyright,
trade secret or other proprietary rights.

ALLSTATE 847-402-9757

No. 6794 P, 4

8. Indemnification
Repair Facility agrees to indemnify, defend, 2nd hold: Allstate,

including its officers, directors, employees, and other agents,

harmless from any and all Lability (including, without
limitation, reasonable attorney’s fees, costs and expenses)
resulting from or related to any claim, complaint and/or
judgment for:

(a) relief or damagaes obtained by any of Repair Facility's
croployces ot other agents for any benefits offered by Allstate
to its own cmployces;

(b) worker’s compensation, unemployment compensation or
disability insurance premiums or claims, employment taxes,
insurance contributions (e.g., CASDI) and/or withholding
taxes Jevied upon or attributable to the Services rendered by

Repalr Facility;

(c) relief asserted or brought against Allstate which arises
from the negligent performance of or failure to perform any
Services rendered, or tortious action taken by Repair Facility
or its employees or agents, pwsuant or related to this
Agrecment;

(d) relief asserted or brought against Allstate which arigos
from Repair Facility’s failure to comply with the requirements
set forth in pamgraph (b) of Personnel and Staffing, pursuant
or relnted to this Agreement;

(o) any breach or claimed breach of the warranties set forth in
paragraph (b) of Warranties; or

(D unauthorized use or disclosure of Confideptial Data by
Repair Facility.

9. Confidentiality

(a) Repair Facility acknowledges that during the course of this
Agreement, Allstate may make confidential data available to
Repair Facility or Repair Facility may otherwise leam of trade
secret or confidential information of Allstate (collectively,
hereinafter "Confidential Data”). Confidential Data includes
all Allstate information not generally known or uscd by others
and which gives, or may give, Allstate an advantago over its
competitors or wiich could cause Allstate injury, loss of
reputation or goodwill if disclosed. Such information
includes, but is not necessarily limited to, data or information
of Allstate which identifies or concerns past, current or
potential customers, business practices, financial results,
research, devclopment, systems and plans; and/or certain
information and material identified by Allstate as
"Confidential"; and/or data Repair Facility furnishes to
Allstate from Repair Facility's database or third party Repair
Facilities; and/or data received from Allstrte and cnhanced by
Repair Facility. Confidential Data may be written, oral,

06/07/2010
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recorded, or maintained on other forms of electronic media.
Because of the scusitive nature of the information that Repair
Facility and its employces or agents may become aware of as a
result of this Agreement, the intent of the parties is that these
provisions be interpreted as broadly as possible to protect
Confidential Data.

(b) Repair Facility acknowledges that all Confidential Data
furnished by Allstate is considered proprietary and strictly
confidential. Repair Facility also ackmowledges that tho
unauthorized use or disclosure of any Confidential Data will
cause irreparable harm to Allstate.  Accordingly, Repair
Facility agrees that Allstate shall be entitled to equitable relief,
including injunctive relief (without bond), in addition to all
other remedies available at law for any threatened or actual
breach of this Agreement or any threatened or aciual
unauthorized use or disclosure of Confidential Data.

{(c) Repair Facility will employ commercially reasonable
measures to protect Confidential Data received from Allstate,
or which it becomes aware of about Allstate, that it would
employ for its own comparable confidential information (but
in no event less than a reasonablc degree of care in handling
Confidential Data). Without limiting the foregoing, Repair
Facility further agrees that: (i) Confidential Data shell not be
distributed, disclosed, or conveyed to any third party except by
prior written approval of Allstate; (i) no copies or
reproductions shall be made of any Confidential Data, except
to further the purposcs of any assignment that Repair Facility
may receive from Allstate; and (i) Repair Facility shall not
use any Confidential Data for its own benefit or for the benefit
of any third party. .

(d) Repair Facility agrees that, should third parties request
Repair Facility or its contractors or subcontractors to submit
Confidential Data to them pursuant to subpoena, summons,
scarch warrant or other lawful process, Repair Facility will
notify Allstate immediately upon receipt of such request. In
no case shall such notice be received by Allstate later than Ave
(5) business days after receipt by Repair Facility, If Allstate
objects to the release of the Confidential Data, Repair Facility
will permit counsel chosen by Allstate to reprosent Repair
Facility in order to resist release of the Confidential Data,
Provided that Repair Facility is otherwise in compliance with
this Agreement, Allstate will indermnify Repair Facility for ail
reasonable expenses incurred by Repair Facility in connection
with resisting the release ofthe Confidential Data.

() Repair Facility agrees that all Confldential Data shall at all
times remain the sole property of Allstate and, if in tangible
form such as (by way of example and not limitation), in
writing or on tape, disk, or other electroric media, such
tangible material and all copies shall be returned to Allstate
within five(5) busincss days after termination of Repair
Facility’s assignment at Allstate or upon demand at any other
time. No rights or licenses, express or implied, are granted by

ALLSTATE 847-402-9757
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Allstate to Repair Facility under any patents, copyrights, trade
sectety, or other proprietary rights of Allstate as a result of or
related to this Agreement.

(f) The obligations set forth in paragraphs (a) through (e)
above shall not apply to:
(i) any disclosure specifically authorized in writing by
Allstate; or
() Confidential Data which:

(1) basbecoms well known in the trade; or

(2) was disclosed to Repair Facility by a third party not
under an obligation of confidentiatity to Allstate; or

(3) was independently developed by Repair Facility not
otherwisz in violation or breach of this Agreement or any
other obligation of Repair Facility to Allstate; or

(4) was rightfully known to Repair Facility prior to
entering into this Agreement.

(8) The abligations of each party set forth in paragraphs (a)
theough (f) above shall survive the completion or termination

of this Agreement,

10. Non-Publication of Allstate Name and Trademarks:
Advertising Restraints

(2) Repair Facility agrees that without the prior written
consent of Allstate, it will not

(i) use the pame, logos, service matks, or trademarks of
Allstate, or

(i) reveal the terms and conditions of this Agreement.

(b) The provisions of this section apply to any disclosure to a
third party, including but not limited to, advertising, publicity
releases, sales  presentations, marketing  roateriala,
publications, correspondence, and announcements, Requests
for Allstate conscnt must be submitted pursuant to Natices
herein,  Allstato may revoke any consent given undor this
section at any timo, upon notice to the Repair Facility.

Notwithstanding the preceding, upon prior written notice to
Allstate, Repair Facility may make any disclosure specifically
required by law or rogulation, If Repair Facility is a publicly
traded company, with regard to any disclosure by Repair
Facility required for publicly traded compamies under item
601(b)(10) of Regulation S-K of the Securities and Exchange
Commission (SEC) for publicly traded companies, a
confidential treatment request in a form satisfactory to Allstate
must be filed with the SEC, if requested by Alistate.

11. Temination

(8) Either party may cancel this Agreement without cause
upon presentation of 30-days prior written notice to the other
pasty. Upon such termination, Repair Facility shall complete
all remaining services as quickly s is reasonably possible and
Allstate shall pay ail vaiid outstanding invoices for work

06/07/2010
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completed. All remaining services shall be performed with
the same quality standards end obligations as set forth m
Exhibit A. .

(b) Allstate may immediately terminate this Agreement if
Allstate receives information on its own or through
information provided by an Allstate policyholder or ancther
tencficiary under an Allstate policy, which establishes
reasonable grounds for the betief that Repair Facility

has been acting fraudulently in its dealings with Allstate, an
Allstate policyholder or another beneficiary under Allstate
polic(ies). In such event Repair Factlity will assist Allstate in
obtaining services from other repair facilities for affected
Allstate customers. Further, Repair Facility will reimburse
Allstate for payments made by Allatate for any uafinished
work paid.

(c) In the cvent that cither party shall cease conducting
busincss ;o the normal courss, become insolvent, admit in
writing its inability to mest its debts as they mature, wake a
general assignment for tho beneflt of creditors, or is the
subject of a petition in bankruptcy and such petition g not
dismissed within sixty (60) days from its filing, then at the
option of the other party, this Agrecment shall terminato
immediately and be of no further force and effect.

(d) Upon termination of this Agreement, cach party shali
retum to the other, within five (5) business days, all papers,
materials and other properties of the other held by each.
Failure to comply with the provisions of this Section may
result in payment to Repair Facility being withheld by Allstate
until all papers, materials, equipment or other property is
returned.

12, Notices

(a) Except as specifically provided elsewhers in this

Agreement or any Exhibits, all notices required or penmitted to

be given by one party to the other under this Agreement shall

be in writing and shall be sufficient if made to the parties at

the respective addresses set forth below or to such other peryon

or address as the party to receive the notice has designated by

notice to the other party and by:

(i) personal delivery (including delivery by any commercial

delivery service);

(ii) registered or certified mail, postage prepaid, return receipt
requested;

(iif) facsimile transmission ("Fax"); or

(iv) e-mail transmission.

{b) The date of noticc to the other party shall be, regardless of
the date appearing on the notice: the date upon which such
notice js actually delivered; or if the notice is given by
registered or certified mail, the date upon which it is deposited
in the mail; or if sent by Fax or e-mail transmission, the date
on which the Pax or e-mail transmission was sent, provided an

ALLSTATE 847-402-9757
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original is received by the addressce by any comsmercial
delivery service withir one (1) business day of the Fax.

Ifto Regair Faility:

Fax

If
, Damage Evaluator
Allstate Insurance Company

Fax:

With a copy to:
Allstate Insurance Co.
DRP Division
2775 Ssnders Road, North Plaza B
Northbrook, IL 60062

13. Assignment

This is a personal services agreemenit between Repair Facility
and Allstate and is not assignable by either party without prior
written consent. It is understood, however, that Allstatc may
assign this Agreement to any subsidiary or affiliate without
prior written conscnt, bus with notice to Repair Facility. An
assignee of either party, if authorized hercunder, shail have all
of the rights and obligations of the assigniug party set forth in
this Agrecment, This Agreement will inure to the benefit of
and binding upon the successors of Allstate and Repair
Facility.

14. Prokibition On Multiple Agreements

During the term of this Agrcement, Repair Facility shall not
enter into any other agreerment of any type whatsoever, with
the exception of Exhibits under this Agreement, with any
company, business unit, department, division, organization, ar
cmployee of Allstate without tho written consent of Allstate,
the request for which shall be forwarded to, with a copy to the
Corporate Governance and Business Transactions Division of
the Law and Regulation Department. Such consent shall not
be unreasonably withkeld.

15. Complete Agreement

This Agreement is the complete and exclusive statement of the
agrecmont between the partics, which supersedes all prior
proposals or agreements, oral or written and all other
communications between Repair Facility and Allstate rolating
to the subject matter of this Agrecment. Any modification of
the terms or conditions of this Agreement without tho express

0670772010
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written consent of Allstate shall render this contract null and this Agreement ou behalf of the party, end bind the party to
void. This Agreement may be amended or modified only in each of the provisions of this Agresment.

writing, as agreed to and signed by authorized representatives

of both parties.

16. Scvergbility

Any provision of this Agreement which is prohibited or
unenforceable in any jurisdiction shall, as to such jurisdiction,
be ineffective to the extent of such prohibition or
unenforceability without invalidating the remaining
provisions. Any such prohibition or unenforceability in any
Jurisdiction shall not ipvalidate or render unenforceable such
provision in any other jurisdiction.

17. Survival of Tepms

The tewms, provisions, representations and warranties
contained in this Agreement shall survive completion or other
termination of this Agreement unless otherwise provided.

18. Applicabl

(3) This Agreement is entered into, govemed by, and
construed under applicable state laws, excluding that body of
law applicable to conflicts of law.

D) ' Mo

No term, provision or breach shall be deemed waived, unless
such waiver is in writing and signed by the waiving party.
Any waiver, whether express or implied, shall not constitute a
waiver of any different or subsequent term, condition or
breach.

20. Equal Opportunitv Emnlover

Allstate is an equal opportunity employer and complies with
all federal and state employment laws and regulations.
Accordingly, it is requested that Repair Facility make the
same commitment,

21. Counterparts

This Agreement may be exccuted in two or more counterparts,
each of which shall be deemcd an original, but all of which
together shall constitutc one and the same instrument. The
individuals signing this Agrecment represent and warrant that
they are authorized to bind and do so bind the party on behalf
of which they are executing this Agreement.

22, Authority

The person signing this Agreement on behalf of cach party
) certifies that he or she is authorized by the party to cxecuted

0670772010 11:46AM (GMT-05:00)
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1
ACKNOWLEDGEMENT
THIS AGREEMENT SHALL BE CONSTRUED WITHOUT REGARD TO THE PARTY OR PARTIES RESPONSIBLE FOR {T§
PREPARATION AND SHALL BE DEEMED AS PREPARED JOINTLY BY THE PARTIES. ANY AMBIGUITY OR

UNCERTAINTY SHALL NOT BE INTERPRETED OR CONSTRUED AGAINST EITHER PARTY. BACH OF THE PARTIES
UNDERSTANDS THE $AME AND UNDERSTANDS THE LEGAL OBLIGATIONS THEREBY CREATED.

“ﬂ
=

Accepted by:

REPAIR FACILITY: ALLSTATE INSURANCE COMPANY
BY: BY:

TYPED/PRINTED NAME: TYPED/PRINTED NAME:

TITLE: TITLE:

DATE: DATE:

06/07/2010 11:46AM (GMT-05:00)
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' 27735 $omders Road, A"m

Suile AT W01 gand e
Northbrook, 1L 60062 _
Thursday, March 04, 2010

ACCESS FORD
3680 US HWY 77
CORPUS CHRISTL, TX 78410

Attn: CHARLEY MASSEY
Re: Repair Facility Servicos Agreement — PRO
CHARLEY MASSEY,

Thank you for choosiug to participate in Allstate’s direct repair program, Enclosedyuuwﬂlﬁndmupdmdkspah
FacﬂinuﬁmAmemmmeROnﬂmwmmmmmmmmfmyuwfaﬁhy Oncawv
have received your eigned agreement, the new rates will take effect. Plegss ymbe eep 4 copy |

 your records and mail the orizipal to;

Allstate Insurance Company
2778 Sanders Rd

Sufte A7

Northbrook, Illinois 60062

Your timely sttention to this mmttcr is sppreciated.

Regards,

Tracy Tramm

06/07/2010 11:46AM (GMT-05:00):
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REPAIR FACILITY SERVICES AGREEMENT
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This Repir Pacility Services Agreement ("Agreement”) is entered into by and betwoen Charlsy Massey of _Access Pord_ ("Repair
Facllity®) and Allstate Insurance Company of Northbeook, Illinoix, an Hlinois Insursnce Cotopany (*Allstate”) sad is effective on

1. Services

(a) This is an agreement in which Allstato shall retain Repair
Facility to provide automotive repait services under Allstate’s
Express Repair Option program ("Services"), subject to the
terms and conditions set forth berein, incloding Exhibit A,
“Bxpress Repoir Option: Requirements For Participation In
Program™ For purposes of this Agresment and esmy
attachment hereunder, (he term “Allutate® includes its
Facility* includes its amployees, reprosentatives, aganis and
subcantractors.

{b) To tho extent there is any conflict between the provisions
of this Agreement and any exhibit or attachmeont, the terma of
this Agresment shall control the rights and obligations of the

unless a properly executed Exhibit expreesly amends

. parties,
and supcrcedes this Agreement.

2. Persoonal god Staffing

(a) Repair Facility hes sols discretion to provide all accessary
persounel for each project under: amy Exhibit. K Allstate
belisves that the conduct of any individunl selected by Repair
Facillty may or docs result in a breach of this Agreement or a
risk of liability to Alistats, then Allstato chall have the right,
but not the obligation, to so notify Repair Facility. 1f Allstate
does give such notice to Repair Facility, then Repair Facility
shalf immediately review the matter and prompily take such

reagonzble steps to remedy the situation, including, but not’

limited to, replacing one or more individuals essigned to the
Project.

(b) Repair Facility shall not bring upon Allstate premises, or
assign Allstate work to, any personnel of Repair Facility
whase background check revealed: (1) 2 felony conviction
involving dishomesty or breach of trust; or (2) any other
pertiners information indicating that the individual poses &
significant risk to tho health or safety of ethers,

(c) Ropair Facility shall comply with the pre-cxisting Allstate
Vendor Application requirements for owners, parmers and
equity officers. A copy of the Vendor Application is inchuded
with this agreoment as Exhibit B,

w

2) Repair Facility shall be an "independent comtractor
, Neither Repair Facility nor zoy of its employoes ar
other ageuts shall bo deemed an “employes,” "sgend,”
“servant,” of “joint employeo® of Allstate. Allstats will have
no control or influence over mmy of Repair Facility's
amployees or other sgents, In that regard, Repair Facility shall

:

havo the solo discretion to hire and fire, discipline, evaluate,
" manage,

train, maintain records of hows, handle payrolf,
provide insurance, and determine all other terms and
conditfons of employment for its employees.

Allstate may msintain for its own employesa.

(t) The administzation of claims involving workplaca injury 10
any of Repair Facility's emmployees or other agents while
working on, or presert at, Allstate premises will bo the sole
Woﬂudwﬂlhhmdhdmldyby, Repair

() Repair Facility shall, in performing the wervices
conterplated herein: (i) usa its own equipment; and (ii) cnswre
that all of its employees are fully trained and/or certified on
the equipment to be used, Certification and/or training shall
incorparate all OSHA-related roquiremants,

Ay
06/07/2010 11:46AM (GMT-05:00)
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4, Privacy and D=ta Brofection

(a) Each party will cotply with all applicable federal and state
privacy and dats protection laws and regulations established
for the collection, storage, use and dissemination of personally
identifiable consumer information.

(b) Individval consumer information will ot be shared or
made aveilable to any other third party. Repair Facility may

1ot use consumer daty for any purposes other than as provided

in this Agreement,

(O)Repnrl'lcﬂityrapsuenuandwumuthtithu
implemented and maintains reasonable scourity measures to
protect against the Joss, misuse and alteration of consumer
information under its control, Allsiate reserves the right to
audit Repair Facility security measures upon reasopable

3, Andits

Allgiate shall, vpon three (3} busincsa days’ prior wrtico
notice, of such other reagonable time-frame as mumally agreed
by the partics, lmve flll access fo all inlling records, Repair
Facility invoices and payments, orders, data, eic. and all other
rclevant records in Repsir Fucility's custody that concem
Repair Pacility's relationship with Allstate, Allstate will not
have access to any puyrofll inforsmtion. Repeir Facility shall
supply all assistxnce reasorably necessary so that the Allutate
auditors may complete any sach audit,

é. Ratog and Paypgent Termg
Fees and other cherges, and payment terms are set forth in
Exhibit A,

7. Wamnticy

() Rspmr Facllity wammats that all Services providsd
hercunder will be performed in 8 good workmanlike manner,
with that standard of cmre, skill, and diligencs nonmally
provided by a similar professional in the performance of
similar services in accordance with applicsble specifications
and industry standards,

(b)ch&meywmmmmmpufomm under thiy
Agreement, incheding, but not limited to its production of
tangible or iitangible products, will not Inftinge upon or
violate the rights of any third party, including property,
coptmactual, employment, trade secrcts, proprietary
information and non-disclosure rights, or patend, copyright,
trade seoret or other proprictary righta. .

ALLSTATE 847-402-9757

No. 6794 P. 12

S-Mmﬁﬁaﬂm

Repaie Facility agrees to indemnify, defend, and hold Allstniz,
including its officers, direciors, employces, and other agents,
harmiess from any and all liability (including, without
limitation, reasonable attorncy’s fees, costs and cxpenses)
resulting from or related to amy claim, complaint snd/or
Jjudpment fors

(8) relief or damages obtzined by sny of Repair Facility’s
employees or other agents for any benefits offered by Allstxte
to its own omployess;

(b) worker’s compensation, unemployment compensation or

dinb:luty insurance premiums or ¢laimas, employtnent taxes,
inworance contributions (e.g., OASDI) and/or witbholding
taxes lavied upon or sttributable to the Services rendered by

Repair Fagility;

(c) relief assenied or brought against Allstate which arises
from thio negligent performance of or fhihare to perform any
Servites tendered, or tortious action taken by Repair Facility
or its employees or agemts, pursuant or related to this
Agreoment;

(d) retef nsserted or brought against Allstate which arises
ﬁnmRepaianﬂ!ty'sﬁﬂmtooomplywﬂhthnqmrmm
set forth in paragragh (b) of Persopnct and Staffing, porsuant
or related to this Agreement;

(o) any breach or claimed breach of the warranties set forth in
paragraph (b) of Warmanties; or

(f) unsuthorized use or disolosure of Confidentisl Data by
Repnir Facility.

9. Confidentiality

(a) Repair Facility ackeowledges that during the course of this
Agreemont, Allsiate may make confidential data available to
Repair Facility or Repair Facility miy otherwise leamn of trade
secgot or canfidentlal infarmation of Allstate (collectively,
hereinafter “Confidential Data"), Confidential Dats includes
alt Allstate information nat gencrally known or used by othars
and which gives, or may give, Allstatn an advantage over its
competitors or which could cause Allstate injury, loss of
reputation or goodwill if disclosed. Such information
ineludes, but is ot necessarily limited to, data or information
of Allstate which identifles or concerns past, curremt or
potential - customers, buginess practices, fnancial results,
rescarch, devalopmt, systers and plansg; and/or cerfain

and material idemtified by Allstate as
"Conﬁdmial" andfor  dsta Repair Facility fumishes to
Allstate from Repaiv Facility's database or third party Repair
Facilities; and/or dats roceived fom Allstate and enhanced by
Repair Facility. Confideutial Data may be written, oml,

0670772010
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recorded, or maintained on other forma of electronic media.
Because of the sensitivo nature of the information that Repair
Facility and its employees or agents may becoms aware of as &
result of this Agreement, the intent of the parties is that these
provisions be interpreted as broadly as possible to protect
Confidentil Data,

* (b) Repair Facility acknowledges that all Confidentia] Data
furnished by Allstate ix considered proprietary and strictly
confidertinl, Repair Facility also acknowledges that the
utiauthorized nse or disclosure of any Confidential Data will
causo imoparsble harm to Allstate, Accordingly, Repair
Facility sgrees that Allstate shall be entitled to equitable relief,
including injunctive rolief (without bond), in addition to all
other romedies available at law for any threatened or actual
breach of this Agreement or any threatened or actual
unauthorized use or disclomurs of Confidential Data,

(¢} Repair Facility will smploy commercially reasonsble
measures fo protect Confidemtial Data received from Allstate,
or which it becomes aware of about Allstate, rhat it would
cuploy for its own comparable confidential information (but
in 1o event less than a reasonable degree of care in handling
Confidential Data). Without limiting the foregoing, Repair
Facility farther agrees that: (i) Confidential Dats shall not be
digtributed, disclosed, or convayed to sy thind party except by
prior wiitten approval of Allstatss (i) bo copies or
reproductions shall be mads of any Confidential Data, except
to further the purposes of any nswgnment that Repair Facility
may receive from Alistate; and (i) Repair Facility shall not
use any Confidential Data for its own benefit or for the benefit

of any third pasty,

(&) Repair Facility agrees that, should third parties request
Repeir Facility or its contractors or subcontractors to submnit
Confidential Data 1o them pursuant to subpoena, summons,
scarch warnant or other lawful pmcess, Repair Facility will
notify Allstaic immediataly upon receipt of such raquest. In
0o ¢ase shall such notice be receivod by Allstata Iator than five
(5) business days after receipt by Repair Facility, If Allstata
objects fo the release of the Confidential Dats, Ropair Facility
will pexmit counsel chosen by Allstate to zopresent Repair
Facility in order to resist release of the Confidential Data.
Provided that Repair Facility is otherwise in compliance with
this Agreement, Allstate will Indemmuify Repair Facility for alt
r¢asonable expenses incurred by Repair Facility in connection
with resisting the release of the Confidential Data.

(e) Repair Facility agrees that all Confidentisl Data shall st all
times remgin the sole property of Allstate and, if in tangible
form such as (by way of example and not Bmitation), in
writing or on tape, disk, or other slectronic media, such
tangible material and all copios shall be returnad to Allstate
within five(S) business days aftar termination of Repair
Facility's assignment at Allstate or upon derand at any other
time. No rights or Heenses, express or implied, are granted by

ALLSTATE 847-402-9757
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Allstate to Repair Pacility under sny patents, copyrights, trads
secrew, or other proprietary rights of Allstate as a resukt of or
related to this Apreement,

(1) The obligations st farth in paragraphs (a) through (c)
ahove shall not apply to;
m disclosure specifically suthorized in writing by

or

(i) Confidextial Data which:

{1) bas become well known in the trads; or

(2) was disclosed to Repair Facility by a third party not
under an obligation of to Allstate; or

(3) was independently developed by Repair Facility not
otherwise in violstion or incach of this Agresment or any
other obligation of Repair Facility to Allstate; or

(4) was rightfully known to Repair Facility prior 1o
ontering into this Agreement.

(&) Tho obligations of cach perty set forth in parsgraphs (5)

throagh (f) above shsll survive the complotion or termination -

of this Agresmént,

(8) Repair Facility agrees that without the prior written
consent of Allstats, it will not

() use the name, logos, service marks, ov trademarks of
Allstate, or

(ii) reveal the terms and conditions of this Agresment.

(b) The provisicns of this section apply to amy disclomwe to a
third party, including but not limited to, advertising, publicity
releases, ales presentatlons, marketng  materials,
publications, comrespondence, and anncuncements. Requets
for Allstate consent mmst be submitted purspant to Motices
hervin.  Allstats may revoks my consent given under this
section at any fime, upon notice to the Repair Facility.

Notwithstanding the preceding. upon priar written notice to
Allstate, Repair Pacility may make any disclosure specifically
required by law or regulstion, If Repair Facility is 1 publicly
traded corpany, with regard to any disclosure by Repair
Facility required for publicly traded compenies under Item
601(b){10) of Regulation S-K of the Securities and Exchange
Commission (SEC) for publicly traded compenies, &
confidential treatment requcst in & form satisfactery to Allstate
must be filed with the SEC, if requested by Allstate,

11. Tepnination

() Either party may canccl this Agreement without cause
upon presentation of 30-days priar written notice to the other
party. Upon such texrmination, Repair Facility shall complete
all remaining services as quickly as is reesonably possible and
Allstate shall pay all valid outstamding invoices for work

Gl
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beneficiary under an Allstato policy, which establishes
reascnable grounds for the betief that Repair Facility

has been acting frandulerily in its dealings with Allstate, an
Alstats policyholde or another beneficiary under Allstate
polic(ies). Tn sueh svent Repair Facility will assist Allstate in
obtaining services from other repair fucilities for affect=d

notice to the other party and by:
(i)pmnddalivery(imludingdelimybymmmmminl
delivery service);

(i) registored ar certified mail, postage prepaid, retam receipt

(iif) facsimmle transmission (Fax"); of
(iv) e-mail transmission.

(b)'rhedatanfnoﬁcatothulhwpmyshllbe,nprdleuof
ﬂwdateuppeuingnnthenpﬁee:ﬂwdneuponwlﬁchmh
notice 1§ sctually delivered: or if the notice is given by
registetedorwﬁﬁedmail.thed:leuponwhichitlsdmdted
inthennil;orifsm'b‘yl?axore-mnilmmﬁﬁun,thodnle
on which the Fax or e=mzil trinsmission was sent, provided sn

ALLSTATE 847-402-9757
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oﬁu‘mliameiwdby!hnaddmmbyanycomrdal
dnﬁvuysmwﬂhh:m(l)lminmdayof&m!?m

Access Ford

If1o Repait Pacility:
Fax 34}~ £98-3 #{l?

Ifto Allstate:
___, Damage Evaluator
Allstate Insuranca Conypany

Fax:

With s copy to:

Allstato [nsurance Co.
Procurement Governancs
2775 Sanders Road, Suite B-6
Northbrook, IL 60062

13, Assigmment

ThisisnpmonalsmimagmmﬁthﬂwmkeplirFuﬂity
and Allstats and is not assignable by either party without prior

written consent. Tt is understond, however, that Allstate may*

asvign this Agreement o any subsidiary or affiliate without
pﬂorwﬁttmwnmhlnvmhmﬁutokepdxl’wiﬁw. An
miwofﬁtberpurty,ifmbmizadhumda,shnﬂhmm
of&eﬂghmdcbﬂpﬂmofﬂnasﬁminammhthin
will inure to the benefit of

Dnrhahmd!hlammkmirl?mﬁityshanmt
emwimanyotparamentofmtypowhm,with
thoe;wpﬁmofnxh‘biamdaﬂﬂlAwnmt.whhmy
mnpw,buahmmﬂ,dcpmmdlﬁmmlﬁon.w
amployea of Allsiate without the written consent of Allstats,
the request for which shall bo forwarded to Procurement
Governancs and
Businsss Transactions Division of the Law and Regulation
wmﬁhsl Such content shall not be unreasomably
ithheld,

15. Completo Apreement

This Agrosmant is the complete and exclusive statement of the
agreement between the parties, which supersedes all prier

ot agrecments, orsl or wiitten and all pther
communications between Repair Facility and Allstate releting
10 tho subject matter of this Agreement. This Agrespoent may
be amended or modified only I writing, as agreed to and
signed by authorized representatives of both parties.

o\

06/07/2010
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16. Severability

Any provision of this Agreemeont which is prohibited or
unenforceable in any jurisdiction shell, as to mch jurisdiction,
be ineffective to the extent of. such prohibition or
unenforceability without imvalidsting the remaining
provisiora. Any such prohibition or unenforceability in any
jurisdiction shall not invalidate or render unenforceable such
provision in any other jurisdiction,

17. Survival of Terms

coutained in thiy Agreement shall survive campletion or other
termination of this Agreemant unless otherwise provided,

18. Agplicable Law

(a)ThisAmmmtilmtmdim,gowmedby,md
construed under the laws of the State of Taxss, excluding that
body of law applicabla to conflicts of law,

19. Non-Waiver

No term, provision or brench shall be deemed waived, unless
T such waiver is in writing and signed by the waiving party.
k 3 Any waiver, whether express or implied, shall not constitute a
waiver of any different or subsequent term, comditfon or
breach,

20. Equal Cpportunity Emmloyer

Allstate in an equal opportunity employer and complics with
all federal and stats employment laws and regulations.
Accordingly, it is requostsd that Repair Facility make the
same commitment,

21. Counterparts

This Agreement may be executed in two or more countorpats,
each of which shall be deemed an original, but all of which
together shall constitts one and the same instrument. The
individuals signing this Agreement represent and warrant that
they are suthorized to bind and do so bind the party on bebalf
of which they are executing this Agreement,

* ol
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ACKNOWLEDGEMENT

THIS AGREEMENT SHALL BE CONSTRUED WITHOUT REGARD TO THE PARTY OR PARTIES RESPONSIBLE FOR ITS
PREPARATICN AND SHALL BE DEEMED AS PREPARED JOINTLY BY THE PARTIES. ANY AMBIGUITY OR
UNCERTAINTY SHALL NOT BR INTERPRETED OR CONSTRUED AGAINST EITHER PARTY. BACH OF THE PARTIES
UNDERSTANDS THE SAMB AND UNDERSTANDS THE LEGAL OBLIGATIONS THEREBY CREATED. :

Accepted by:

REPAIR FACTILITY: ACCESS FORD

06/07/2010 11:46AM (GMT-05:00)
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EP ON.
REQUIREMENTS FOR PARTICIPATION IN PROGRAM

Tha Allstate Corporation (Allstate), the parent of Alixtate Insurance Compary, is the nation's largest publicly keld personal lines
| invurance company. “Allstate” Is dafined as Allstote Insurance Company and afl insurance subsidiaries and affiliates including but

not limited 10 Encompass Insurance.
mmnowiquummmmmmmmmmmumumummnwnmm
FrogTam, Tbuopominudpmuduuwwmwluh«huujunuﬂmw,ﬂﬁhmmmﬂpmﬂnummm

noties of the chnoge.

Repair Facility ACCESS FORD

(hereinafter “Repair

| Facility” I

Address 3680 US Hwy 77

City, Sat Zip Code CORPUS CHRISTLTX 78410

Owaer CHARLEY MASSEY

Manager 7 S0
| Asst, Manager USTIN &N

Repair Facility will comply with the following procedures:

A, Regulatory Compliance

1. Repair Facility will comply with all federl, state and local laws and regulstions relating to the performance of its repair
services, including but not limited to, all laws and regulations relating to employment, taxation and the health and safety of
cuployees. Further, Repair Facility will demonstrate & concem for the environment by complylng with sil safety and
envirommental standerds when disposing of toxie and hazerdous waste materials.

2. Repair Facility agrees to prevent illegal and fraudulent practices by complying with all appcable regulations. Allstate may
cancel its business relationship with Repair Facility if Allstats, 2 policyholder of Allstate, ar ancther beneficiary upder m
insured’s palicy establishes reasonable grounds to believe that Repair Pacility is fraudulent in its dealings with Allstate or the
policyholder or othar beneficiarics under an Allstate policy.

3. Repair Facility will, at its own expense, provide and keep in full fores and effect during the terem of this Agroement the
following kinds and minimuom amounts of insurance:

a.  Garage Lisbility insurance with a limit of not less than $1,000,000.00 per ocourreace, or
b. Garage Liakility insurance with a imit of not less than $500,000.00 per occurrence and Umbrella liability insurance

policy of af least $500,000.00 per ocowrence.
¢. In addition, we ask that you contact your insurance broker and bave Allstate Insurance Company listed as &

Cortificate Holder, so that we are informed of updated policy information, Our address is:

i

0670772010 11:46AM (GMT-05:00)
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Allstate Insurance Company
Vendor Selection Division
2775 Sanders Road E-§
Northbrook, IL 68062

RapahFacilityagrmmdmmammfwwmﬁngﬂwmofadmpmbycmhgmmﬁmdfeduﬂ
ant-theft regulations.

Repair Processes

wpmuwmmmmmwmmmmmmwmmwmm
drop-off for repairs, and delivery purposes,

Repair Facility will taks and retain photos of the damaged area on evety vehicle cstimated and provide photograpbs of the
vehicle, When requested by Allatate, Repair Facility will take additional photos. Allstate will explain tho viows,
volume and quality of any special request on & case-by-case basis.

3.  Priordamage will be noted on the estimate; prior damage will not be included 28 items for Allstate insurance-related
repair, unless othexwiso required by statute or regulation. Customer-requested repairs that exceed repair levels required to
retam the vehicle 10 its pre-accident condition will be noted as "Customar Requested” on the estimate: Additionally, these
gitaations require immediate phone notiflcation fo Allstate,

Mitior cosimstic damsowthswhlolawhmnpﬁranp!mwoﬂdmbemqmduwandaam
allomminppwpﬂm.wﬂlmqlﬁnIphmunmﬁokpmAdminism.mepwﬂAhﬁmwmwmthﬁ
customer or clainant, reach agreement with the customer or claimant s 1o the fins] disposition and sny allowance gmount,
contact Repair Facility who will include the amount on the cstinate. Repeir Facility will transmit a final copy of the repair
estimate by clove of business day.

Based on peographics] differsnces Allstate will employee a rangs of oversight options. With approval, on the day the vehicle
arrives, Repair Facility will secure the owner’s peruission to tear dowa the velicla to the extant aecessary o prepaso an
itemizad estimate that will inchide all dammge that is visible and verifishle at the time of inspection. The repair estimate is to
be completed on a priotity basis aud will contsin all customer notices tequired by statute and regulation. As soon as the
estimalailcompletedsﬁmlcopywiﬂbetmmmﬂtedmmmbytheendofﬂnsamubusinmday.&copyofthnslhmtc
will be retained at Repair Facility and a copy of the estimate will be provided to ths vehicle owner along with any verbal or
written notices required by statute or regulstion.
. mm«wmmmmmm@lmmmwmmwmeymﬁfym
Damago cvaluator (DE) for approval priar to any further

[
teardown. .
b. Hﬁewﬁdehbeﬁnedbhawmnmhhcﬂiwﬂhmﬁndymﬁﬁrmwwmwlou

reprasentative to request final autharity %o handle the vehicle as a total loss.
If the vehicle is repairable, the repatr fiwility may begin the repairs upon the customes’s smthorization to do so,
If the vehicle is determined by Allstate to be a total loss, Allstate will advise the Repair Facility when and where the

yehicle is to be moved for final processing.

o o

6.Ifdurinsthnmof%%mdamhdiwmdmﬂdgﬂﬁnﬂohng«hmkm!mmmmd@

Repair Facility will obtain spproval from the owner of the vehicle and, dependent on the oversight model employed, contact
mmmmtomswm.Amwmumuwmmmmmhwm
and the cost. The supplernent must be transmitted to Allstate by the close of the buxincss day on which the needed change is
identified, Anyﬂn’luntooomplywithlhismdmmymnltinthoremuv:lofRepuirFadlityfrqmﬂnE:prcukepair

Option program. :

7. Atﬂiemchsiohofthoupa&gkepaiﬂ?aciﬂtywiﬂpxcpauaﬂdeenihdInvoicethureﬂmmewmlwﬁdampdn

completed. A copy of the invoice will be proyided to both the customer and Allstats prior to accepting payment.
3. The finai detafled invoice, which is the esdmate/supploment, will be transmitted clectrozicaily to Allstate,
b, The final detailed invoice, which is the estimate/supplement, 1o the customer will be 2 printed copy of the same
juvoice transmitted to Allstate,

[t
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8. Vehicles and estimates may be spat-checkod by m Allstate representative or a third-party selected by Allstate. All
Allstate-related bills and invoices must be available for immediate review by Allstate and in the event of a variance in the
estimata, the logs may be readjusted and credit issued to either Allstats or Repair Facility. Pailure to provide access to the
vehicle or documentation may result in the removal of Repair Facility from the Express Repair Option program.

9, Repair Facility will adhero to the current Allstate Total Ioss process, Repair Facility will be responsible for the content
of the repair estimate and in setting the Tolal Loss threshold in the CCC system at 75 %. Bach time this threshold is
crossed, the Repaur Facility must cousult with the appropriate Allstate representutive for a final decision on whether the
vehiclo is repaitable or & total loss, The Repair Facility will be responsible for axpenses incurred 13 a result of gress
catimating errors resulting in en improper decision of reparsbility.

C. Technology

1.

2,

kR

As n condition of Repsir Facility's patticipation in the Express Repair Program, you will be required to have a mechanized
estimating system. In geographical areas defined by Allstate, the mechanized estimating system curremtly is CCC-Pathways,

Scheduling and Repeir Status Messeging Technology:

& Subject to geographical location or technological cupabilities, you may be required to implement a software
application for scheduling and repeir status messaging (“Scheduling ind Repair Ststus Messaging Tecimology *).
This technology will assist in creating a web-based communication and transaction link fo marage astigmment and
ropair status messaging between Repair Pacility and Allstats and is contingent upon your facility's continued
-participation in the Expross Repair Option program. If you do implement such technology, Allstate or its agest will
supply traintug and support for your facility, - .

b. Alternatively, Allstats has a propristary (iLe., Allstate-owned) schoduling and repair stamg messaging technology.
Upon request, Allstate will supply Repair Facility with this Alistate-owned technology, as well as related
requitetnents and specifications for conmectivity, security, and functionality. This will allow Repair Factlity to
develop a functionally equivalent techmology solution for participation in the uew Bxprass Repair Option program.
All costs invelved in the development and metsllation of such teshnology will be bomne by Repair Facility.

The prefurred method for conummicating betwoen customers, Repair Facilitis, and Alistate is through Web-based
epplications. . :
Pleage staty your Intarnct Address:

D. Authorization/Payment

1

2.

Unleas Repair Facility has been advised of a pending coverage or Hiability issue, repairs may begin immediately after the
repair estinate bas been semt to Allstate and vehicle owner authorization is secured.

Upon receipt of a valid and final estimate and notification that the repairs are complete, Allstate will fssue payment
electronically to Repair Facility ar by check payable to the cnstomer and Repair Faclity, Where payment requires iasuing a
chack, a two-party check will be mailed directly to Repair Facility unlass the customcr requests otherwise. All payments will
bo less any applicable deductibls,

B. General Administration ‘
1. Repair Facility agrees to provide information from time 0 time as necessary for qualification mder the

2

terms of the Allstate Vendor Selection process. Vendor Selection approval is required for countinwed
participation in the program. A copy of the Vendor Selection Application is attached as Exhibit B,

Allstate Insurance Compsay may cimploy a range of oversight optians, including but not limited to: physical inspection
(before, during, or after the repair); preparstion of 2 repair plan (scope); electronic anditing; and third-party review of the
estimate.

4

o
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Repair Facility is required to provide timely cloctronio update messaging information on s consistent basis, Failure to adhere
to this requirement may result in removal from the program.

Periodically, Allstats will assess its needs in the marketplace to properly serve its customer and claimacts, This assessment
will include facility perfarmance results, competitive position, customer service renilts and the quality of the repairs. Based
on {his assessment, Allstate will determine if continued participation in the program is warranted. ;

Allstate reserves the right to review and revise the repair volums capability established for ERO shops based om past
experiedoe of the shop and the ability of the shop to handle Allstate business on s priority basis. In general, this means
evaluating whether the Repaix Facitity can handle the sumber of cars which Allstate is seading for repaiss,

Repalr Pacility is responsible for the quality of the repaizs petfatmed under the Express Repair Option program. All direct
and consequential costs associated with the re-work necessary to comrect the vehicle repair to meet an accoptable industry
reprir standard will be the responsibility of Repair Facility, The velicle must be repaired to indusiry standards, ifa shop

- cannot return a vehicle to industry standards, snd the customer bas bacome uncomftntable with returning the vehicle to that

shop for additional repairs, the original shop agreea to re-reimburse Allstate reasonable charges peid to tha thisd repair facility

that was neccasary to remurn the vehicls to industry standards,

Repair Facility egrees thet it is bound by the ierms of the attechmends and a1l other spplicable Allstate policies, procedures
and tequitsments,

IL CUSTOMER SERVICE

Repait Facility must utilize Allstate’s customer service index (CST), which currently fs AutocheX. All costs azsociated with
the use of AntocheX ot a similarly Allstate-approved provider, are the responsibility of Repair Facility. In centain
geographical locstions approved by Allstate, Repair Facility may perform similar CS! indexing in house, In-house CSI
indexing will be accomplished by Repair Fecility utilizing and tracking the sams CSI questions as Alistate’s primary
provider, .

At the time of delivery, Repair Facility will provide the customer with a final invoice showing all repairs sompleted on the
vehicles. A copy of the Allstats writtent warranty will be attached to the final involee, ‘

Repair Faeility will assist the customer in the resolution of all parts or material mamifacturer warranty claims,

D. Rwhﬂ‘ﬂtvwmdnMmhmhmmmmmkmMWmAmhwﬂmndcmﬁwﬁwb

the customer will bs providod.

Repair Facility will contact the cugtomer prior o begimning the repeir process to expluin the complete repair process,
includingmm.od;ofupak,pmuleaﬂm.nndthepmjemddmﬂwmpleﬁqn. ,

Repair Facility will b required to provide repair progress updaies as necessary 1o satisfy the customer. Where ths custemer
does not express & time frams for progresa updates, contact with the customer must be made st least once per wesk mntil the

vehicle i repaired and delivered. .

Repair Pacility will be required to cormit to 8 gusrantzed delivery date for all vebiclas repaired under ths Express Repair
Option program. Repair Pacility will be respongible for any and all cosis caused by a failure to meet the gnarantes delivery
date, where the cause of the delay is within the contral of Repair Facility,

At customer’s reasonable request, Repair Facility will provids extended hours of operation and extended pick- up and early
dalivery titmas for services related to qustomer’s specific noeds.

A verifiable pre-delivery quality inspection process miust bo utilized and completed prior to delivery. Evidence of such
proceas will be made available st Allstate’s request.

Repaired vehicles will be claaned and retnrasd to the ctstomer for iaspection befors requesting paymants,
i yof\
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1. REPAIR FACILITY PERSONNEL TRAINING

Repair Facility pecsonnal are required to participate in I-CAR or ASE trainiug related to their job fanctions, and achisve I-CAR Gold
m4¥n£Bh»SnlmmﬂkﬂhnwﬂﬂnumuyurofﬁnsmmhomﬁmlEHOpuﬁdwﬁmu&MuRwﬁrﬁwmu'mmtuudimt
reqﬂnmenhthntwotddaﬂowittobeeﬂgiblnfml—CARGaldClmmtuam'mASBBluoSealrepairfhciﬁly. Additional training
available from manufucturers, distribmtors, and supplisrs of motor vehicle, vehicle components, and repair equipment is also
encoursged. Failure to achieve and maintain I-CAR or ASE certification standsrda, except for just cause, will be grounds for removal

from the Express Repair Option program,
IV. FEES AND OTHER CHARGES

Laber Rate: Body 340 Refinish $40 Frame $47
Mechapical/Electrical $68  Paint & Materials $28

Unibody Set Up Charge: Yes_x  No__ Amount: 1.5 hry at body rate
Tax Rate: Parts 8.25% Labor

Discounts on Domestie Parts: Yes  x 50%No _____

Discounts on ForcignParts: Yes x_ 0 No ___
Recycled Parts Mark up: 25
Use of Glass Network? Yes _____ No .
If No above, Glass Discount: Windshield ____ % Side/Back ___ %
Refinish Thresholds -~ Pain¢ and Materials:
Single Stage: 300
Two Stage: 425
Three Stage: 450
Clear Cout Labort $160
' Towing charges:
' Flatnate-local §
Mileage charge 3
Clean-up

Laie-hours
List any other charges

e« 80 s 0

Al

s
Sublet Charpew: .
* Any sublet charges with markup exceeding $2350 will require prior spproval by an Allstate representative

Advance charges:
* Any advance charges costing over $300.00 will require prior approval by an Allstate representative,

Allstate Inmranes Company
REFAIR FACILITY: ACCESS FORD A N\
. i. j\
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Leslie Hurley - Responses to Questions
e e b0 e T Fe CRLIT T e, T . =% B = ST SRt TR " Jn m

. From: Robert lvy <
&) To: <David.Nardecchia @tdi.state.tx.us>
~ Date: 6/2/2010 4:47 PM
Subject: Responses to Questions

Attachments: TX Insurer Survey Progressive County Mutual Insurance Company FINAL 2 June
2010.pdf; Acrobat Document.pdf; Acrobat Document.pdf; Acrobat Document.pdf

Attorney Client Privilege - Work Product - Confidential - Proprietary
Mr. Nardecchia,

Please do not hesitate to contact me if you have any questions.

Below are the attachments referenced in the document

&
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CONFIDENTIAL - CONTAINS PROPRIETARY INFORMATION
AND INFORMATION PROTECTED BY PRIVACY LAwS

June 2, 2010

VIA EMAIL David.Nardecchia@tdi.state.tx.us

MR. Davip NARDECCHIA
Deputity Commissioner, Texas Department of Insurance
Personal and Commercial Lines Division

RE: INSURER SURVEY - AUTO REPAIR FAaciLimes AND PERSONAL AUTO CLAIM
PAYMENTS

Dear Mr. Nardecchia -

Aiso, we wanted to note at the outset that we are unclear as to the intended meaning of
certain of the terms included in the request. For instance, we are unsure of the intended

“the rate paid for auto repairs”. Stili, County Mutual and Direct attempted to respond to

Texas Department of Insurance Survey May 2010
Page 10of 9
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Insurer Survey — Auto Repair Facilities and
pPersonal Auto Claim Payments

The Texas Department of Insurance (Department) requests that your
company provide responses to the following survey for each
company in your group that is writing personal auto insurance in
Texas, unless the response is identical for each company within your
group. This information is necessary for the Department to have
current information relating to personal auto claim payments,
including claim payments relating to auto repair facilities that have
contracts or agreements with your company. As used in this survey
the terms “auto repair reimbursement rates” or “reimbursement rates”
should be considered to include any other term that may be used by

your company to mean the rate paid for auto repairs.

If your company does not have contracts or agreements with auto
repair facilities, you may disregard Sections 1 and L

This request is being made pursuant to Texas Insurance Code,
§38.001. Please respond to this survey in writing by June 2, 2010.

Section ! - Contracts/Agreements with Auto Repair Facilities

1) Please provide a sample copy of each contract(s) or
agreement(s) your company may use to negotiate with auto
repair facilities.

Please find attached below @ sample copy of Progressive’s Repair Shop Program
Agreement.

=

Repair Shop Program
Agreement

2) Please provide a copy of an actual contract or agreement
between your company and an auto repair facility for each
sample contract provided.

Texas Department of Insurance Survey May 2010
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Please find attached below a redacted copy of an actual Repair Shop Program
Agreement.

=

]

TX Shop Agreement

3) Please explain how often your company re-negotiates
contracts or agreements with auto repair facilities.

Progressive generally does not re-negotiate the Repair Shop Program
Agreement. It is important to note that Labor Rates are not a part of the
Agreement. Progressive pays the prevailing competitive labor rate regardless
of whether a repair shop is part of the Network or not.

4) Please explain the criteria that must be met by an auto
repair facility prior to your company agreeing to contract
with the repair facility.

Any Texas repair shop can apply to become part of Progressive’s Network of
repair shops. The repair shop completes an on-line application and submits it
to Progressive for consideration. Each application is considered individually,
taking into consideration locality and customer need, as well as certain repair
equipment related to frame/unibody repair, auto refinishing, and other
operations.

5) Please provide the number of the auto repair facilities in
Texas where there is a contract or agreement between your
company and the facility.

As of May 31, 2010, Progressive had an Agreement relationship with 277
repair shops in Texas.

6) Please explain if your company provides a guarantee or
warranty for the repairs made at a contracted auto repair
facility.

When a customer chooses to use a Network repair shop, the customer
receives a Limited Lifetime Guarantee of the Covered Repair for as long as the
customer owns or leases the vehicie.

7) Please advise how claimants are informed of auto repair
facilities that have a contract or agreement with your
company.

Texas Department of Insurance Survey May 2010
Page 3of 8



Progressive is focused on providing the very best service to our customers.
Progressive claims representatives are trained to inform customers that
repairs done by a Network repair shop include a Limited Lifetime Guarantee
from Progressive in addition to any guarantee from the repair shop. The
choice of repair options always belongs to the customer. These choices
include whether to have their vehicle repaired at a non-network repair shop
or to have the repairs done by a Progressive Network repair shop. Attached is
Progressive’s expectation about Preserving Customer Choice:

Customer Choice

Progressive also provides written notice to claimants for motor vehicle
repairs.

8) Please explain what information is provided to claimants
who choose to have repairs made at an auto repair facility
that does not have a contract with your company.

Progressive is focused on providing the very best service to our
customers.
Progressive claims representatives are trained to inform customers that
repairs done by a Network repair shop include a Limited Lifetime Guarantee
from Progressive in addition to any guarantee from the repair shop. The
choice of repair options always belongs to the customer. These choices
include whether to have their vehicle repaired at a non-network repair shop
or to have the repairs done by a Progressive Network repair shop. Attached is
Progressive’s expectation about Preserving Customer Choice:

Customer Choice

Progressive also provides written notice to claimants for motor vehicle
repairs.

Section Il - Reimbursement Rates for Auto Repair Facilities

Please provide a separate response to each item under this
section for auto repair facilities that have a contract or
agreement with your company and for auto repair facilities
that do not have a contract or agreement with your company.
If the response to an item under this section is the same for
both types of facilities, please indicate that your response is
for both types of facilities in the appropriate item(s).

Texas Department of Insurance Survey May 2010
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1) Please explain how your company determines the auto
repair reimbursement rates, including labor, services, parts
and materials.

This response is for both types of facilities.

Progressive does not have parts or labor discounts for Network repair shops.
The labor and material rates used in estimates to determine the amount
necessary to repair a vehicle to pre-loss condition are based on the prevailing
labor and material rates in geographic areas. Progressive allows the
marketplace to determine what the prevailing rate is as indicated by our
ability to reach agreed prices for repair with shops in the marketplace, as
generally explained below.

Labor and material rates fluctuate over time so we constantly monitor them.
One of the primary ways we do this is through our work with repair shops on
estimating and repairing damaged vehicles. In this process, we estimate how
much it will cost to bring a vehicle back to its pre-loss condition, taking into
account several factors, including parts prices, the amount of time necessary
to perform certain repairs, as well as labor and material rates. If our estimate
is different from a shop's estimate, we discuss the difference with the shop
and work to reach an agreed price for repairs. Our ability to routinely reach
agreement with shops on labor and material rates is an indication to us that
our labor and material rates are competitive and in line with prevailing rates,
If we find we are not able to reach an agreed price, that indicates to us that
we may need to review and/or adjust our rates, which we do on a reguiar
basis.

2) Please explain if certain software is used by your company
to determine auto repair reimbursement rates and/or any
impact the software may have on the reimbursement rates.
Your explanation should identify such software.

This response is for both types of facilities.

Progressive does not use certain software to determine auto repair
reimbursement rates.

3) Are there situations where your company deviates from the
auto repair reimbursement rate or software? If yes, please
explain in detail those situations and how the final
reimbursement rate is determined.

This response is for both types of facilities.

Progressive does not use certain software to determine auto repair
reimbursement rates.

Texas Department of Insurance Survey May 2010
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4) a) Does your company set caps or limits on the
reimbursement rates for certain labor, services, parts
and/or materials when estimating auto repairs, e.g.
paint? If yes, please explain.

This response is for both types of facilities.

Progressive has a local payment authority limit for claim representatives
on paint and materials. However, this is not a “cap” and does not
represent the maximum we'll pay on a per vehicle basis. This amount is
sufficient for the vast majority of estimates. In the rare instances where
the amount requested exceeds the payment authority limit, the claim
representative should investigate further as to any additional amount
that may be needed. Claim Representatives should ask for any
supporting documentation of the amount and may also reference
Mitchell’s Paint & Material calculator to confirm or negotiate any differing
amounts. Also, please see the Response to Question 1 above.

b) If your company sets caps or limits on items such as
paint, please explain how the caps or limits are
determined?

This response is for both types of facilities.

Please see the Response to Question 4a above.

5) Please explain how your company determines the auto
repair reimbursement rates for used, after-market or
reconditioned parts and materials. Please include in your
explanation how the reimbursement rate for labor is
determined and impacted by the use of these parts and
materials.

This response is for both types of facilities.

Progressive uses Mitchell International estimatic software and labor guides to
determine labor time,

6) a) Please explain how often your company re-evaluates
auto repair reimbursement rates, caps and/or limits,
including labor, services, parts and materials.

This response is for both types of facilities.

Progressive re-evaluates labor and material rates on a periodic basis.
Please see the Response to Questions 1 and in 4a above.

Texas Department of Insurance Survey May 2010
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b) When did your company last adjust auto repair
reimbursement rates, caps and/or limits for labor,
services, parts and materials?

This response is for both types of facilities,

Progressive last adjusted labor and/or materiai rates on April 30, 2010
in the Longview / Tyler market area.

Section lll - Personal Auto Claim Payments

1) For calendar year 2009, please provide the percentage of
initial auto repair claim payments for repairs made by
contracting auto repair facilities and for non-contracting
auto repair facilities.

Progressive will supplement this Response with the requested information.

2) For calendar year 2009, please provide the percentage of

supplemental auto repair claim payments for repairs made by

% contracting auto repair facilities and for non-contracting auto
; repair facilities.

Progressive will supplement this Response with the requested information.
Section IV - General Information

1) a) Does your company require auto repair facilities to
follow certain repair procedures in making repairs or
for estimating the cost of repairs? If yes, please
explain how these procedures are used to estimate the
cost of repairs.

Progressive claim representatives write estimates that reflect an amount
to restore the damaged vehicle to pre-loss condition. Progressive does
not require certain repair procedures in making repairs. Progressive
expects that repair shops repair damaged vehicles to pre-loss condition,

b) Please explain how the repair procedures will impact the
amount that will be reimbursed to the auto repair facilities
estimated cost for repairs. Does your company provide an

Texas Department of Insurance Survey May 2010
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explanation to the auto repair facility for repair procedures
that will not be paid?

Progressive claim representatives write estimates that reflect an amount to
restore the damaged vehicle to pre-loss condition, Progressive does not
require certain repair procedures in making repairs. Progressive expects that
repair shops repair damaged vehicles to pre-loss condition.

If there are items that are not required to restore the vehicle to pre-loss
condition, the claim representative provides an explanation to the repair
shop.

c) Please provide a copy of your company’'s repair
procedures.

Progressive claim representatives write estimates that reflect an amount to
restore the damaged vehicle to pre-loss condition. Progressive does not
require certain repair procedures in making repairs. Progressive expects that
repair shops repair damaged vehicles to pre-loss condition.

2) Please explain how disagreements relating to the repair
costs are resolved between your company and auto repair
facilities and/or the claimant.

Progressive attempts to negotiate with the repair shop to obtain an agreed
cost of the repairs.

3) a) Please explain how your company addresses possible
manufacturer's warranty issues that may exist, e.g.
certain auto manufacturer  requires certain
manufacturer approved or certified auto repair facilities
to perform the repairs to maintain the warranty on the
auto.

Generally, Progressive attempts to accommodate the customer if a
certain auto manufacturer requires certain manufacturer approved or
certain auto repair facilities to perform the repairs.

b) Does your company make payment based on the
manufacturer requiring repairs to be made by an
approved or certified auto repair facility? If yes, how is
the actual payment amount determined?

Generally, yes. Progressive attempts to accommodate the customer if a
certain auto manufacturer requires certain manufacturer approved or

Texas Department of Insurance Survey May 2010
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certéin auto repair facilities to perform the repairs. Additionally,
Progressive attempts to reach an agreed price with the repair shop for
the cost of of repairs.

4) Will your company accept pictures and estimates from an
auto repair facility in lieu of a company/adjuster
inspection/estimate? If no, please explain.

Generally, Progressive's practice is to have claim representatives complete
damage estimates. A manager may have discretion to consider reviewing
available pictures and estimates from a repair shop. Additonally, Progressive
is performing a limited test in Dallas where repair shops write estimates and
take photos on some damaged vehicles. This is only a test at this time.

5) Please explain how your company determines the number
of days rental car expenses wiil be reimbursed.

Progressive pays the reasonable amount of rental expense necessary while
the vehicle is being repaired, subject to any policy terms and conditions.

Robert J. Ivy
Claim Business Leader, on behalf of Progressive County Mutual Insurance

Company

Texas Department of Insurance Survey May 2010
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: Page 1 of 1
Leslie Hurley - GEICO - Response to Auto Repair Survey

~From: “Hanson, Don" - -

jo: <david.nardecchia @tdi.state.tx.us>
“Date: 6/2/2010 3:45 PM

Subject: GEICO - Response to Auto Repair Survey

Attachments: _0602101735_001.pdf

David,

I have attached GEICO's response to the Auto Repair Survey. Should you have any questions or need further
information, please do not hesitate to contact me.

Best Regards,

Don
512-218-1979

This email/fax message is for the sole use of the intended
recipient (s) and may contain confidential and privileged information.
Any unauthorized review, use, disclosure or distribution of this
email/fax is prohibited. If you are not the intended recipient, please
destroy all paper and electronic copies of the original message.

2
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Response of GEICO General Insurance Company, GEICO Indemnity
Company, and Government Employees Insurance Company
(collectively, “GEICO”) to Texas Department of Insurance
Insurer Survey — Auto Repair Facilities
and
Personal Auto Claims Payments

June 2, 2010

Note: The Following Information and Attached Documents are Submitted to the Texas
Department of Insurance Pursuant to and Expressly Subject to the Confidentiality
Provisions of Section 38.001 of the Texas Insurance Code.

Submitted Via Electronic Mail To:
Mr. David Nardecchia

Texas Department of Insurance

Mail Code 105-5G

333 Guadalupe Street

Austin, Texas 78701

Submitted By:

Don Hanson

GEICO

Office of the Legislative Counsel
One GEICO Plaza

Washington, D.C. 20076



RESPONSES OF GEICO TO TEXAS DEPARTMENT OF INSURANCE
Insurer Survey - Auto Repair Facilities and Personal Claims Payments
§ 38.00t INQUIRY

NOTE: The Following Information and Attached Documents are Submitted to the Texas
Department of Insurance, Pursuant to and Expressly Subject to the Confidentiality Provisions
of Section 38.001 of the Texas Insurance Code.

SECTION I - Contracts/Agreements with Auto Repair Facilities

REQUEST NUMBER 1:
Please provide a sample copy of each contract(s) or agreement(s) your company may use to
negotiate with auto repair facilities. '

RESPONSE:

GEICO does not enter into contracts or agreements with auto repair facilities. However,
GEICO does maintain a list of “preferred” auto repair facilities. When GEICO selects a
preferred repair facility, we provide the facility owner/manager with a Notice of Vendor
Expectations which sets out our company’s ethical requirements and standards for the level of
service which we expect the shop to provide to our customers. In addition, GEICO requires
preferred repair facilities to sign a Confidentiality and Non-Disclosure Agreement.

REQUEST NUMBER 2:

Please provide a copy of an actual contract or agreement between your company and an auto
repair facility for each sample contract provided.

RESPONSE:

A copy of GEICO’s Notice of Vendor Expectations is attached as Exhibit A and the
Confidentiality and Non-Disclosure Agreement is attached as Exhibit B.

REQUEST NUMBER 3:
Please explain how often your company renegotiates contracts or agreements with auto repair

facilities.

RESPONSE:

GEICO’s Notice of Vendor Expectations and Confidentiality and Non-Disclosure
Agreement are not negotiable. Repair facilities that fail to meet these expectations are removed
from the list of preferred repair facilities. The Notice of Vendor Expectations is renewed
biennially.

Subject to the Confidentiality Provisions of Section 38.001 of the Texas Insurance Code.
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REQUEST NUMBER 4:

Please explain the criteria that must be met by an auto repair facility prior to your company
agreeing to contract with the repair facility.

RESPONSE:

GEICO selects a preferred repair facility based upon the quality of service and repairs,
location, appearance, reputation, proper equipment to repair today’s cars, the need in a given
geographic area, our prior experience with the repair facility, convenience to our customers and

shop capacity.

REQUEST NUMBER S:

Please provide the number of the auto repair facilities in Texas where there is a contract or
agreement between your company and the facility.

RESPONSE:

GEICO currently maintains a list of 56 preferred repair facilities in Texas.

REQUEST NUMBER 6:

Please explain if your company provides a guarantee or warranty for the repairs made at a
contracted auto repair facility.

RESPONSE:

GEICO will guarantee any repair work that is completed by a preferred repair shop for as
long as the customer owns the car.

REQUEST NUMBER 7:

Please advise how claimants are informed of auto repair facilities that have a contract or
agreement with your company,

RESPONSE:

When a claimant contacts GEICO to inform us of a loss, the GEICO claims representative
will inquire if the claimant has a repair facility in mind, If not, we inform the customer they have
the right to choose their own shop for repairs and provide them with information on our preferred
repair facilities. Each claimant receives a copy of the Required Notice to Insurance Claimants
for Motor Vehicle Repairs as specified by 28 T.A.C. §5.501.

REQUEST NUMBER 8:

Please explain what information is provided to claimants who choose to have repairs made at an
auto repair facility that does not have a contract with your company.

RESPONSE:

Subject to the Confidentiality Provisions of Section 38.001 of the Texas Insurance Code.
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For claimants that select a repair facility that is not a GEICO preferred repair facility, the
GEICO’s claims representatives will schedule an appointment for the customer’s car to be @
inspected and issue payment for the damages. Each claimant receives a copy of the Required

Notice to Insurance Claimants for Motor Vehicle Repairs as specified by 28 T.A.C. §5.501.

Subject to the Confidentiality Provisions of Section 38.001 of the Texas Insurance Code.
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SECTION II - Reimbursement Rates for Auto Repair Facilities

Please provide a separate response to each item under this section for auto repair
facilities that have a contract or agreement with your company and for auto repair
facilities that do not have a contract or agreement with your company. If the response
to an item under this section is the same for both types of facilities, please indicate that
your response is for both types of facilities in the appropriate item(s).

REQUEST NUMBER 1:

Please explain how your company determines the auto repair reimbursement rates, including
labor, services, parts and materials,

RESPONSE:

GEICO strives to reach an agreed price with all shops in order to effectuate a quality
repair. The prevailing “labor rate” in any area is determined by the body shops and the
marketplace in that area. GEICO, through its adjusters in the field, obtains feedback from the
body shops on the price at which they are able and willing to perform repair work.

We are confident that our process ensures that we pay a competitive prevailing rate and
secures an agreed price in each marketplace.

GEICO utilizes this same process for both preferred and non-preferred repair facilities.

REQUEST NUMBER 2:

Please explain if certain software is used by your company to determine auto repair
reimbursement rates and/or any impact the software may have on the reimbursement rates, Your
explanation should identify such software.

RESPONSE:

GEICO Adjusters utilize CCC estimating software. CCC is a guide used to estimate for
labor operations such as repair, replace, remove and install, various paint operations, mechanical
operations, etc. GEICO, through its adjusters in the field, obtains feedback from the body shops
on the price at which they are able and willing to perform repair work.

REQUEST NUMBER 3:
Are there situations where your company deviates from the auto repair reimbursement rate or
software? If yes, please explain in detail those situations and how the final reimbursement rate is

determined.

Subject to the Confidentiallty Provisions of Section 38.001 of (he Texas Insurance Code,
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RESPONSE:

Each auto repair is fact specific and there are circumstances that can arise which require
an auto damage adjuster to deviate from a prevailing rate in order to effectuate a quality and
timely repair for our customers. GEICQ’s processes are set up in such a manner that the adjuster
has the flexibility to negotiate with a repair facility on a case-by-case basis to obtain the highest
quality repair possible under the given circumstances.

GEICO utilizes this same process for both preferred and non-preferred repair facilities,

REQUEST NUMBER 4:

a) Does your company set caps or limits on the reimbursement rates for certain labor,
services, parts and/or materials when estimating auto repairs, e.g. paint? If yes, please explain.

b) If your company sets caps or limits on items such as paint, please explain how the caps or
limits are determined?

RESPONSE:

a) GEICO does not set a cap on labor, service, parts or materials. However, in an effort
to maintain an appropriate level of oversight on repair costs, GEICO adjusters have an
authorization level for materials that will alert the adjuster to review any repair facility charges
that appear abnormal in order to determine the appropriateness of such charges.

b) Not Applicable.

GEICO utilizes this same process for both preferred and non-preferred repair facilities.

REQUEST NUMBER §:

Please explain how your company determines the auto repair reimbursement rates for used, after-
market or reconditioned parts and materials, Please include in your explanation how the
reimbursement rate for labor is determined and impacted by the use of these parts and materials.

RESPONSE:

Please see the response to Section II, Request Number 1 and Request Number 2 above.

REQUEST NUMBER 6:
a) Please explain how often your company re-evaluates auto repair reimbursement

rates, caps and/or limits, including labor, services, parts and materials.

b) When did your company last adjust auto repair reimbursement rates, caps and/or
limits for labor, services, parts and materials?

Subject to the Confidentiality Provisions of Section 38.001 of the Texas Insurance Code.
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RESPONSE:

a) As set out in detail above, GEICO’s auto damage adjusters respond to the
prevailing market conditions and have the authority to use their own discretion, knowledge,
education and experience in writing claims estimates to ensure quality automobile repair
operations on behalf of GEICO claimants.

b) Labor and material rates were adjusted approximately 12 months ago.

GEICO utilizes this same process for both preferred and non-preferred repair facilities.

Subject to the Confldentlality Provisions of Section 38,001 of the Texas Insurance Code.
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SECTION III — Personal Auto Claim Payments

REQUEST NUMBER 1:
For calendar year 2009, please provide the percentage of initial auto repair claim payments for
repairs made by contracting auto repair facilities and for non-contracting auto repair facilities. .

RESPONSE:

The percentage of initial claim payments for repairs made by GEICO preferred repair
facilities in calendar year 2009 is 35.2%.

The percentage of initial claim payments for repairs made by non-preferred repair
facilities in calendar year 2009 is 64.8%.

REQUEST NUMBER 2:
For calendar year 2009, please provide the percentage of supplemental auto repair claim

payments for repairs made by contracting auto repair facilities and for non-contracting auto
repair facilities.

RESPONSE:

The percentage of supplemental repair claim payments for repairs made by GEICO
preferred repair facilities in calendar year 2009 is 20%.

The percentage of supplemental repair claim payments for repairs made by non-preferred
repair facilities in calendar year 2009 is 52.4%.

Subject to the Confidentiality Provisions of Section 38.001 of the Texas Insurance Code.
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SECTION IV — General Information

REQUEST NUMBER 1:

a) Does your company require aute repair facilities to follow certain repair procedures in
making repairs or for estimating the cost of repairs? If yes, please explain how these procedures
are used to estimate the cost of repairs.

b) Please explain how the repair procedures will impact the amount that will be reimbursed
to the auto repair facilities estimated cost for repairs. Does your company ptovide an
explanation to the auto repair facility for repair procedures that will not be paid?

c) Please provide a copy of your company’s repair procedures.

RESPONSE;:

a) GEICO does not require repair facilities to follow certain repair procedures.
b) Not applicable

c) Not applicable

REQUEST NUMBER 2:

Please explain how disagreements relating to the repair costs are resolved between your
company and auto repair facilities and/or the claimant.

RESPONSE:

GEICO claim adjusters handle these situations on a case-by-case basis with an emphasis
on providing the highest quality customer service possible. If the adjuster is unable to resolve a
disagreement, the issue will be addressed by a GEICO claims manager.

REQUEST NUMBER 3:

a) Please explain how your company addresses possible manufacturer's warranty issues that
may exist, .g. certain auto manufacturer requires certain manufacturer approved or certified auto
repair facilities to perform the repairs to maintain the warranty on the auto.

b) Dees your company make payment based on the manufacturer requiring repairs to be
made by an approved or certified auto repair facility? If yes, how is the actual payment amount

determined?

Subject to the Confidentiality Provisions of Section 38.001 of the Texas Insurance Code.
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RESPONSE:

a) Each auto repair is fact specific and is handled on a case-by-case basis. As such, there
are circumstances that can arise which require an auto damage adjuster to address certain
manufacturer warranty issues. For items that require specialized repair equipment or techniques,
GEICO will include payment for such procedures if necessary to effectuate a quality repair the
auto. If the auto is being repaired by a GEICO preferred repair facility, GEICO will guarantee

the repairs. :

b) Payment amounts for items that require specialized repair equipment or techniques are
negotiated with the service provider.

REQUEST NUMBER 4:

Will your company accept pictures and estimates from an auto repair facility in lieu of a
company/adjuster inspection/estimate? If no, please explain.

RESPONSE:

In remote areas of the state or when a GEICO staff adjuster is not available to
immediately inspect an auto and write a repair estimate, GEICO will accept an estimate from an

auto repair facility.

REQUEST NUMBER 5:

Please explain how your company determines the number of days rental car expenses will be
reimbursed.

RESPONSE:

As a general rule, GEICO estimates one rental day for every five labor hours. Additional
rental days may be allowed based on other criteria including parts availability, the need for
subcontracted repair work, etc. GEICO’s auto damage adjusters coordinate the rental vehicle
and any need for an extension. The adjusters work closely with the repair facilities and monitor
the repair process and timelines and they are expected to communicate with the customer and
keep them advised on the progress of the repair.

Subject to the Confldentlality Provisions of Section 38.001 of the Texas Insurance Code.
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From: <

To: <David.Nardecchia@tdi.state.tx.us>

CC: .

Date: 6/2/2010 12:53 PM

Subject: Farmers Insurance: Auto Repair Facilities and Personal Auto Claims PaymentSurvey

Attachments: TX Auto Survey (Responses).xls

David,

Per our previous discussion, we will not be reporting on this survey under

the Zurich NAIC Group code 0212. We struggle with both the Zurich

Insurance Companies and Farmers Exchanges being combined under the group
code and are in the process of trying to split those codes with the NAIC.

The Farmers Insurance Exchanges are prepared to respond to the survey but
the Zurich entities have limited policies that would be responsive to this

request and as such we requested an exemption from a Zurich response.

Qur Circle of Dependability (COD) operation and Auto Physical Damage (APD)
operation have been placed on call as of the request date of May 20th They
have been unable to provide much of the required information dus to the

time line involved. These teams have the data requests in process will be
able to produce the requested information by Wednesday, June 9th,

You had asked that we supply as much information as we could by the June
2nd date, with a target date for the remaining data. | do apologize for

the delay in completion; however, we are utilizing all of our resources to
produce and validate this survey request to the best of our abilities.

Please feel free to contact me if you should have any questions or concerns
on this matter.

JoAnna

JoAnna Benko, CPCU, CIC
Legislative and Regulatory Affairs
Farmers Insurance
512/740-0995

(See attached file: TX Auto Survey (Responses).xls)

"**** PLEASE NOTE ***** This E-Mail/telefax message and any
documents accompanying this transmission may contain privileged
and/or confidential information and is intended solely for the
addressee(s) named above. If you are not the intended
addressee/recipient, you are hereby notified that any use of,
disclosure, copying, distribution, or reliance on the contents of
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From: <

To: <bavid.Nardecchia@tdi.state.tx.us>

CC: S _

Date: 6/10/2010 12:19 PM

Subject: RE: Farmers Insurance: Auto Repair Facilities and Personal Auto ClaimsPayment
Survey (issue # 325)

Attachments: Insurer Survey.doc; RF Agreement. pdf

David,

Attached is our completed response to the Auto Repair Facilities Survey.
| do apologize for the delay in completion.

Please fee! free to contact me if you should have any questions or concemns
on this matter,

Joanna

JoAnna Benko, CPCU, CIC
Legisiative and Regulatory Affairs
Farmers Insurance

512/740-0995

{See attached file: Insurer Survey.doc)(See attached file. RF
Agreement.pdf)

“**** PLEASE NOTE ***** This E-Mail/telefax message and any
documents accompanying this transmission may contain privileged
and/or confidential information and is intended solely for the
addressee(s) named above. If you are not the intended
addressee/recipient, you are hereby notified that any use of,
disclosure, copying, distribution, or reliance on the contents of

this E-Mailltelefax information is strictly prohibited and may

result in legal action against you. Please reply to the sender
advising of the error in transmission and immediately
delete/destroy the message and any accompanying documents Thank
you.t***i






Insurer Survey - Auto Repair Facilities and
Personal Auto Claim Payments

The Texas Department of Insurance (Department) requests that your
company provide responses to the following survey for each
company in your group that is writing personal auto insurance in
Texas, unless the response is identical for each company within your
group. This information is necessary for the Department to have
current information relating to personal auto claim payments,
including claim payments relating to auto repair facilities that have
contracts or agreements with your company. As used in this survey
the terms “auto repair reimbursement rates” or “reimbursement rates”
should be considered to include any other term that may be used by
your company to mean the rate paid for auto repairs.

If your company does not have contracts or agreements with auto
repair facilities, you may disregard Sections | and i,

This request is being made pursuant to Texas Insurance Code,
§38.001. Please respond to this survey in writing by June 2, 2010.

Section I - Contracts/Aqreements with Auto Repair Facilities

1) Please provide a sample copy of each contract(s) or
agreement(s) your company may use to negotiate with auto
repair facilities. — Sample copy of repair facility agreement
attached.

2) Please provide a copy of an actual contract or agreement
between your company and an auto repair facility for each
sample contract provided. — There is no difference between
a blank agreement and a signed agreement; however, both
parties must agree to release a copy of the signed agreement.
We do not have approval from any of the repair facilities at this
time to release a copy of an executed agreement.

Texas Department of Insurance Survey May 2010
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3) Please explain how often your company re-negotiates
contracts or agreements with auto repair facilities. — There
is no set re-negotiation time frame for an agreement. Either
side can terminate the agreement at any time.

4) Please explain the criteria that must be met by an auto
repair facility prior to your company agreeing to contract
with the repair facility. — The requirements of the program
are described in the attached repair facility agreement.

5) Please provide the number of the auto repair facilities in
Texas where there is a contract or agreement between your
company and the facility. — 285.

6) Please explain if your company provides a guarantee or
warranty for the repairs made at a contracted auto repair
facility. — The repair of a vehicle can involve guarantees from
a number of sources including  original  equipment
manufacturers, after-market parts manufacturers, and the Circle
of Dependability Repair Facility that completed the repairs. We
stand behind all parts and repair techniques specified in the
estimate provided by the Circle of Dependability Repair facility.
The parts may be after-market, original equipment,
remanufactured, or recycled depending on the kind of repair. If
a supplier of a part listed in the estimate, or the Circle of
Dependability Repair Facility completing the repairs is unable to
resolve a legitimate complaint about the quality of parts,
workmanship and/or the repairs, we will make every effort to
see that the problem is corrected.

7) Please advise how claimants are informed of auto repair
facilities that have a contract or agreement with your
company. - Third party claimants are informed of their option
to utilize our direct repair program once liability has been
accepted and the claim process is explained to them. First
party claimants are informed of their option to utilize our direct
repair program once coverage has been accepted and the
claims process is explained to them. All customers are
informed, both verbally and via state mandated letters, of their
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right to choose any shop to complete the repairs of their
vehicle.

8) Please explain what information is provided to claimants
who choose to have repairs made at an auto repair facility
that does_not have a contract with your company. -
Claimants are provided all information mandated by state law
and Texas Department of Insurance Regulations.

Section |l - Reimbursement Rates for Auto Repair Facilities

Please provide a separate response to each item under this
section for auto repair facilities that have a contract or
agreement with your company and for auto repair facilities
that do not have a contract or agreement with your company.
If the response to an item under this section is the same for
both types of facilities, please indicate that your response is
for both types of facilities in the appropriate item(s).

1) Please explain how your company determines the auto
repair reimbursement rates, including labor, services, parts
and materials. — We pay the predominate labor and material
rates in the market. These rates are determined by the labor
rates accepted / charged by the repair facilities in a given
market. This applies to both program and non-program
facilities.

2) Please explain if certain software is used by your company
to determine auto repair reimbursement rates and/or any
impact the software may have on the reimbursement rates.
Your explanation should identify such software. — We do
not use software that impacts labor rates.

3) Are there situations where your company deviates from the
auto repair reimbursement rate or software? If yes, please
explain in detail those situations and how the final
reimbursement rate is determined. — Certain services and/or
operations have local-area usual and customary charges that
are acknowledged and accepted by repair facilities in each
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market. In those circumstances, there may be deviation from
auto repair reimbursement rates.

4) a) Does vyour company set caps or limits on the
reimbursement rates for certain labor, services, parts
and/or materials when estimating auto repairs, e.g.
paint? If yes, please explain. — No.

b) If your company sets caps or limits on items such as
paint, please explain how the caps or limits are
determined? ~ Not applicable.

5) Please explain how your company determines the auto
repair reimbursement rates for used, after-market or
reconditioned parts and materials. Please include in your
explanation how the reimbursement rate for labor is
determined and impacted by the use of these parts and
materials. — We pay the predominate labor rate accepted /
charged by repair facilities in a given market regarding the
installation of used, after-market, or reconditioned parts.

6) a) Please explain how often your company re-evaluates
auto repair reimbursement rates, caps and/or limits,
including labor, services, parts and materials. — Rates
are re-evaluated when communication from a given
market's repair facility population indicates that an
adjustment in the predominate rates is warranted. If so, the
adjustments are made accordingly in that market.

b) When did your company last adjust auto repair
reimbursement rates, caps and/or limits for labor,
services, parts and materials? - In 2010.
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Section Il - Personal Auto Claim Pa yments

1) For calendar year 2009, please provide the percentage of
initial auto repair claim payments for repairs made by
contracting auto repair facilities and for non-contracting
auto repair facilities. — The Farmers direct repair program is
known as The Circle of Dependability Program (COD.) Field-
staff handled claims will be referred to as “Non-COD”.

COD - 32%
Non-COD - 68%

2) For calendar year 2009, please provide the percentage of
supplemental auto repair claim payments for repairs made
by contracting auto repair facilities and for non-contracting
auto repair facilities.

COD - 52% (Estimate supplement rate)
Non-COD - 49% (Estimate supplement rate)

Section IV - General Information

1) a) Does your company require auto repair facilities to
follow certain repair procedures in making repairs or
for estimating the cost of repairs? If yes, please
explain how these procedures are used to estimate the

cost of repairs. — We expect auto repair facilities to
complete repairs in accordance with generally accepted
industry standards.

b) Please explain how the repair procedures will impact
the amount that will be reimbursed to the auto repair
facilities estimated cost for repairs. Does your
company provide an explanation to the auto repair
facility for repair procedures that wil not be paid? -
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We pay the amount that allows repairs to be completed in
accordance with generally accepted industry standards for
alf loss related damage.

c) Please provide a copy of your company’s repair
procedures. - Not applicable.

2) Please explain how disagreements relating to the repair
costs are resolved between your company and auto repair
facilities and/or the claimant. — We conduct any necessary
research on the specific issue and discuss the situation in order
to reach an agreeable solution.

3) a) Please explain how your company addresses possible
manufacturer's warranty issues that may exist, e.g.
certain auto  manufacturer requires certain
manufacturer approved or certified auto repair facilities
to perform the repairs to maintain the warranty on the
auto. - Federal legislation such as the Magnuson-Moss
Act prohibits manufacturers from engaging in the above
referenced action. Consumers are free to choose the
repair facility of their choice, thus allowing them to elect to
have their repairs completed at manufacturer approved or
certified repair facilities.

b) Does your company make payment based on the
manufacturer requiring repairs to be made by an
approved or certified auto repair facility? If yes, how is
the actual payment amount determined? - See above.
We issue payments based on the cost to repair the loss
related damage in accordance with generally accepted
industry standards.

4) Will your company accept pictures and estimates from an
auto repair facility in lieu of a company/adjuster
inspection/estimate? If no, please explain. — Yes. This is
done at our discretion.

5) Please explain how your company determines the number
of days rental car expenses will be reimbursed. - Rental
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days are estimated at the time of claim evaluation and are
based on the reasonable time necessary to complete loss
related repairs in accordance with generally accepted industry
standards.  While each claim's rental reimbursement is
determined based upon its own merits, generally the total labor
hours in the repair estimate is divided by 4 to determine the
number of repair days a rental will be required. Holidays and
weekend days are taken into account in this determination,
depending on when the repair process begins and if the repair
will take longer than 5 business days. Additionally,
supplemental damage, parts back-orders, and other
extenuating circumstances will be factored into the
determination and the number of days increased as
appropriate.
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