Seinct Service® Tast Frequantly Asked Guastions
Contidential. For iternal wie ony. DO Not tistinse outsice of Staty Farm.

Q: Wiy is Stats Farm moving from twe programs {Service First® and Sslact
Servica®) te one Selact Service program?

A Sedact Servies sxtoncs enhanasd customer benefits, such as nationa! fimired iifetime
repair watranty, guaramasa completion date, wash and vacuum, and pick-up and
celivery of damaged vehicks if requested by the customer. te mars of State Famy's®
cusiomers. The Sgiect Servics agreement also extends program efigibility te more
repairers, both large and small. Further, State Farm's administiratior of 2 singie
agrsement, cather than two egreamants, will promote: efficiency .

Q: What see the customsr ssrvice benelits of the Select Service new agrosmemt?
A

One-stop saim service tor estimating vanicle OAMEQeS

Vi rittan nationat firmived lifalirme rapalr wamanty

Gunmmasd completion daie for repsirs

Wash ard vacuum of wehicie upon repalr compistion

Pick up and delivery of the customer's vehicle when recuesied

Direct paymant 10 the repair faciity upon compietion of repans

Wiy offer other convenient services
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Q: What is the procass for salecting ropairers for the Setect Service program?

A: Repatress in the designated matkets will have an opportunity 10 review the new Selact
Service agresmenrt and cecida whether o apply to paticipate in the naw program.
Select Senvice sligihility will be extended to the most qualified, most competitive
repaiers iy the ingusty — lange or smal.

G- Wil atl current Ssrvice First or Sstect Service repadr faciiities sYll be & part of
the new Select Service Program?

A Salect Service eligibity wiki he sxtanded to the most qualified, mast competitve
repairers In the industry, iarge or wmall. Depending o the business needs in the area,
SO Mmarcets may sxpenience a reduction in the numbiar of participsling repeir facliitias,
The number of perticipants in other aress may nat change.

G: How will | know I 3 repairer is corrently on our progeram?
A: &l panticpating program repairers can be located on the sigtafarm com® Wab: site
under the “Find a Repair Facillty” option.

Cy: What I & customar wants to tuke their vehicls to a repair faciity that doss not
pevticipate in our program? : .

A Dustomerts atways have the opiion of civosng the repair facility of their choice and
are frea to select repairers who do not have Select Service, Service First® angior
Paintiass Dent Repair (PUR) sgreamans with State Farm.
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I'N mmﬁuwmhﬂmmmﬂum, W most cases, this will invoive
payment directly 1 the vohicia owner, '



G: What b different hetwaen the old Servics First agreement and the now Select
Sarvice agraement? '
A. This narformance-driven program will provids customers with the best value n vahicie
repairs Wi a focus on quaiity, efficiency, and competitive price. Reparers who ara bast
suited 1o meet tha repalr valie and capacily neads and who have astablished they can
provide the highest quality, most timaly, angt most compefitively-priced rapairs for our
customens witl be included in the Scleat Senvice progranm.

O What soditions! refurence materiaks are aveitable for agants s thesr tsam
mombarg?
A A program disciussion guide has been developad and the implementation taams in

each 1ons wif share ihis with agsncy scon. Agenie and their staff are encouraged 10
yae this materiai when # becorres availabie iy the sl matkais.

Q. Are repalrors required to have muitipte locations 1o participetn in the now
program?

A: No. State Farm recogricres that single-faciilly providars. 25 weill as muiti-lacity
providers can offer eniancsd cLstomer Service in an afichan] marnes o our customecs,
State Fann saeks o irciidie the most qualifed and most compatitive repairers - large or
sinak.

?:tc What s Stets Farm's procwss for morkoring guaslity, eMclsncy amd computitive
o7

A A Repair Facility Dashboard was developed fo provide infsrmation about repair Tacilty
perlormance. Arother featurs of e dashboerd s 1o poovide information about mark et
areg capacity and repair volume neecs. Esimatics meEnagemest will Usa these matncs
ro evaaune repaifal periormance and sominister Whe progrann at the local v,

L WLH Btate Fanm stifl follow-up with customuers on thalr level of satisfaction with
the 1

A: Yoi. State Farm roguisrly inspacts vehicles 10 monitor Guaity and cusinrmer
saisfaciion,

0: Mow will inguiries shout the last be handied?

A: Inquires conceiming the test should be sent o the implemantation coordinators in
each zona. Lstmatics managament has daveloped communication chanre’s to handle
inguiies ragansng ™he kst

0 What if te media o7 3 repalr facility cortacts my agoncy with guestions abeout
tre reviged Select Sernes 17
A Wedia inquiries shoult be directad to Dick Luedke, Comporate Communications and
External Reiations, at (J0F)766-3635. Repai faciity questions copcerning agreement
proviskas or the sekcton process ahould be diteched to the appropriate nplemeniaton
covrdinmtor:

» Caifomia; John Hubert, Estirnatics Section Manager, (848) 553-4730

o ilingis: Mike DaVoss, Estimalics Sectior Managar, (§30) 541-4112

. ' nd Michigan: Robart £ Cooper, Egtimatics Section Maragatr,

[269) 553-2081



