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What Makes Insurers Tick—Part 2 
Critical Insurer KPI’s 

In last month’s What Makes Insurer’s Tick—Part 1, we 

explained the fundamentals of the insurance business, how 

they make their money, and explained various terms such as 

severity, frequency, loss adjusting expense, and overhead. 

This month, we will address three KPI’s that are important to 

insurers: how they are being affected by current economics, 

how this knowledge can help collision repairers position 

themselves to earn an insurer’s business, and how to 

improve their own profitability. 

Three KPI’s Critical to Insurers 

There are many metrics that are important to insurers. However, these are the three most important insurer 

KPI’s that collision centers can influence:  

• CSI

• Severity

• Cycle Time

CSI (Customer Satisfaction Index) 

COMPLETE customer satisfaction is essential to both collision centers and insurers. Completely satisfied 

customers not only leave happy, but they share their pleasure with others. Repeat business and referrals 

from past customers is the surest and best way for both repairers and insurers to obtain ongoing revenue. 

Insurers are highly competitive and invest millions in advertising to differentiate themselves from their 

competitors to attract new business. But retaining policyholders carries a much lower cost than attracting a 

new one. Therefore, taking care of their policyholders when they have a claim is essential. This “customer 

satisfaction” card is one that collision centers can play when there is a difference of opinion of what is in the 

best interest of the customer/policyholder. 

Satisfying the needs of your mutual customer should be the focus of all transactions with an insurer whether 

is it related to safety, repair standards, or simply getting the vehicle back to them more quickly. 

Handling the claim quickly, greeting them with understanding and empathy, and keeping customers informed 

throughout the process are essential elements to achieving great (not good) customer satisfaction. Superior 

“CSI” scores are a benefit to both parties. 
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Severity 

Severity is the amount paid out by an insurer to settle the claim whether it is the cost of repair, the cost of a 

rental car, or a total loss payment. We all know that these costs are increasing. Labor is more costly, parts 

costs are increasing, and the cost of new and used vehicles is going up. Rental cars are also much more 

costly. ADAS scans, repairs and calibrations are adding both time and cost to many repairs. In addition, the 

greater emphasis on OE repair standards and certifications is adding cost and time as well. 

 

The bottom line is repairs are getting more costly and that drives up every insurer’s severity numbers. And it 

takes time for insurers to get premium relief from state regulators. In the meantime, their tendency is to 

scrutinize repairs carefully to contain costs. This also impacts total loss calculations. 

 

The best thing a repairer can do is to help manage severity by performing a great damage assessment 

(blueprint) up front, write the repair correctly and prudently, and seek to get paid properly for everything you 

do. (And, of course, do everything you get paid for.) 

 

Cycle Time 

Cycle times have increased significantly due to the increases in severity mentioned above; and the time 

involved for ADAS scans and calibrations, checking and documenting OE repair procedures, etc. has also 

had an impact. Supply chain issues affecting parts is a major factor that delays repairs. “Length of Rental”, a 

common surrogate for cycle time as reported by Enterprise Rental Car, has increased significantly. 

• For insurers, increased cycle time is costly. In additional to higher rental fees, longer cycle time means 

they must keep claims open longer and keep cash in reserves longer. 

• For shops, longer cycle times delay job completion and payment, and reduce production capacity as work 

stalls and parking spaces are occupied by vehicles that are not being worked on. 

Proactive approaches to reducing cycle time include better initial damage reports, checking parts availability 

and lead times when making repair/replacement decisions, triaging vehicles to expediate smaller repairs, and 

working to eliminate any bottlenecks in the shop. 

 

A Tip to Consider 

The three KPI’s above are linked, as what affects one often affects the other. Increasing cycle time directly 

affects customer satisfaction and increases cost for both repairers and insurers. The increase in severity 

affects cycle time, and ultimately affects vehicle owners via increased premiums. 

 

Regardless of your philosophy regarding insurers, we are all in this together. What affects one ultimately 

affects the other. Understanding the economic factors that affect insurers helps repairers better meet the 

needs of insurers as well as helping them meet the needs of both repairers and vehicle owners. While we 

cannot affect many of the fundamentals that affect the cost of doing business for us and insurers, there ARE 

things that we CAN affect: Complete damage reports, smart repair/replace decisions, and great customer 

communication all contribute to easing these pressures on the business. They help both us and insurers to 

improve customer satisfaction, manage severity, and improving cycle time. 

 

Strive to work with insurers to do what’s best for your mutual customer 
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