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CORE VALUES _ PURPOSE
who we are | | why we're here

VISION
where we're headed




1 »grvssi\-("s Four Strategy Pillars

PROGRESSIVE PEOPLE AND CULTURE ARE WE WILL ACHIEVE
COLLECTIVELY OUR MOST POWERFUL OUR VISION BY

SOURCE OF COMPETITIVE ADVANTAGE.

= Meeting the broader needs of our

customers throughout their lifetimes.

= Maintaining a leading brand recognized
for innovative offerings and supported

by experiences that instill confidence.

« Offering competitive prices driven by
industry-leading segmentation, claims

accuracy, and operational efficiency.




John Steve
l\_lurphy Broz

PRESIDENT CHIEF
CUSTOMER INFORMATION
RELATIONSHIP OFFICER
MANAGEMENT




Foundational adjustments position us for success
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TARGET
VISION ORGANIZATIONAL CUSTOMER CAPABILITIES
STRUCTURE EXPERIENCE



We evolved our company vision

BECOME CONSUMERS’ #1 CHOICE
FOR AUTO INSURANCE.




We evolved our company vision

BECOME CONSUMERS’ #1 CHOICE
AND DESTINATION FOR AUTO
AND OTHER INSURANCE.




'l‘:\(-'('uling on the new vision

AS| ACQUISITION: PRODUCT ENHANCED SERVICE
PROGRESSIVE HOME EXPANSION OFFERINGS
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TARGET CUSTOMER
EXPERIENCE PUTS
CUSTOMER AT

THE GENTER

We created a single
vision for how we take
care of customers.




(:;tl)ul)ilili(‘s lo enable customer-centrieity

EXPERIENCE | DIGITAL
DESIGN ﬂ NI EXPERTISE

CUSTOMER
DATA SCIENCE 0P
AND PREDICTIVE - EXPERIENCE VOICE OF
MODELING CAPABILITIES CUSTOMER

A/B MULTI-PRODUCT
TESTING SERVICING



RELATIONSHIPS..
LASTING FOR
DECADES!




RETENTION



Policy life expectaney i1s our best barometer

100

% retained

Months from inception

Policy Life Expectancy (PLE) = Area under the curve



We think about retention m three components

NATURE

e

Reflects
customer type

%

PLE impacted
quickly by mix

NURTURE

As,

Domain of Customer
Experiance

S

Create value delivering
reasons to stay

PRICE

6

Price is a large predictor
of defection

iy

Renewal rate
has improved



Nature: our mix 1s shifting to longer-retaining customers

5-YR PIF CAGR (AS OF JUNE 2018)

20%

10%

-

Sam Diane Wrights Robinsons

Sowrty Internal data

Policy life
expectancy relativity

Robinsons
/
iN




Nurture: our (-’\l)(-‘l'i(-‘ll('(-‘ mvestiments
are (l(‘-li\‘(_“ring measurable value

E A s Y CUSTOMER EXPERIENCE CONTRIBUTION TO LEP
18X
PERSONAL . "
CARING 1x

N | |
Q12016 Q4 2017




Customers lead us
and we g0 where
tl ey want to go

HYPOTHESIS
CREATION

Net
Promoter
Score

Customer
interviews

Defection
survey

Usability

Phone
consultant
interviews

Chat and
phone logs

Test Qw Control

A/B TEST

HOW DO WE MEASURE IMPACT?

RETENTION
LIFT

= Lift

-4t
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Nature: our mix 1s shifting to longer-retaining customers

5-YR PIF CAGR (AS OF JUNE 2018)
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Customers become Robinsons m different ways




Customers have a choice in how they buy
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SWITCHING TO PHONE SUPPORT IS ALWAYS AN OPTION



SOty

2017 PPA & HOMEOWNERS:

[ndustry premiums show a clear opportunity

ESTIMATED INDUSTRY PREMIUM ($BIL)

CAPTIVE  INDEPENDENT 9
Sam 8 13 8 28
Diane 24 15 26 65
Wrights 27 23 18 69
N
Robinsons @ \Sj// 23 163
Total 145 106 75 325

S&P Global Marhat InteMoonce and Progressive ustimatos

TOTAL
ROBINSONS

$163
BILLION

CAPTIVE
AGENT

$86
BILLION



We've invested across the customer journey

L\ J )




Direct share 1s much lower in home than auto

DIRECT CHANNEL SHARE OF 2017 PREMIUM

o co‘°_103
edlsE
PRIVATE
HOMEOWNERS PASSENGER AUTO

12% 27%

Sowcy: SAP Glabal Marhat Imedigonce and Praogressive astimatos



HomeQuote Explorer” (HQX) makes buying
homeowners mtuitive and Silll")l(‘

DIRECT CHANNELS

AR

D i
A ~ .
%

HOME
QUOTE
EXPLORER




DIRECT CHANNELS

AR

20
N
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L

HOME
QUOTE
EXPLORER

HomeQuote Explorer” (HQX) makes buying
homeowners mtuitive and Silll")l(‘

Exterior

wall Construction




HOQX compares rates across
multiple homeowners carriers ...

J -
PROGRITINY
» Hold tight!
VOO MOW 30010 NN Cur Nt O Of HOMO Sl o
000 00 1o refros h o use Tho oGk Duttor
@ " - ‘. I [ ’

DIRECT CHANNELS

HOME
QUOTE
EXPLORER
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DIRECT CHANNELS
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HOME
QUOTE
EXPLORER

M

even when Progressive isn't the lowest

VN TIETE prTE & PORTY OO LR ITEIT pLE TRt RO oF orTie TTIUROCT Sew UTe e

More quotes from our network of home
nsurers

Theanesine wOCRE Y

751 ‘687

(
~




HONX launched in 2017 and led to big increases
i online Homeowner sales

TRAILING 12-MONTH ONLINE HOMEOWNER SALES

2x

2015 2016 2017 2018



OVERALL LIFT FROM ONLINE BUY
CONVERSION (SALES/QUOTE FINISH)

1.1

\ I)II‘\ button mereases onlime Homeowners sales

Your Quote

'687.

PROGREIIIVE

What s Includoed

N & MTVSONA OVERA




Multi-Product Quoting (MPQ) allows customers

DIRECT CHANNELS N
to quote and buv home and auto at the same tnne

/ D \ PROGRESIVE

ol TS el

Buy auto & home and save!

%
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ate mciuden ML -pobcy Diecoum
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Srete @ T2 EELNEA J01 5 Bhais £90 v
$363% -y $ 6459 s BN -
Totsl for & morthe Total for 13 enanthe
Sex ooty pepTETt B [ —yrt 2NT me
Nwl'vn-?:tv (™1

Continue to buy both
™ you Y Buts then bome
MULTI-

PRODUCT
QUOTING

(MPQ)




MPQ Homeowners sales have grown significantly

TRAILING 12-MONTH MPQ HOMEOWNER SALES
3x

2X

Ix

2015 2016 2017 2018

SOty Intarnal data



DIRECT CHANNELS
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JUOTE
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Sowcy Internal data
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PROGRESSIVE
ADVANTAGE
AGENCY

(PAA)

Our m-house agency 1s growing its
Homeowners msurance book rapidly

TRAILING 12-MONTH PAA HOMEOWNER SALES

3x

2x

x

o | | | |
2013 | 2014 2015 2016 2017 | 2018



Robinson sales and P1Es have grown significantly in Agency
C C Y %

SOy

o Intermn

aldat

6x

4x

2x

TRAILING 12-MONTH AGENCY

ROBINSON UNIT SALES

2014

2015

2016

2017

2018

AGENCY ROBINSON PIF

3x

2%

1x

0
2014 ‘ 2015 } 2016 ‘ 2017 ’ 2018



Broader g('()gr:a]_)lni(' chistribution of l’l'()g‘l'(‘ssiw Home has lwlp(*(l

2013




Broader g('()gr:a]_)lni(' chistribution of l’l'()g‘l'(‘ssiw Home has lwlp(*(l

2018




Portiolio Quoting will extend our lead in
the |||(|(‘|‘)(“||(|("|ll‘ Agent channel
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Portiolio Quoting will extend our lead in
the |||(‘|(‘|u‘||(|(‘|ll Agent channel
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WHAT AGENTS ARE SAYING:

"This is a game changer!”

"Portfolio page is beautiful and clean.”

"A really intuitive and easy quoting system.”

"You've out-distanced yourself
from the competition!”

“Can you please elevate in my state first?
This will really improve our ability to quote
multiple products.”




We have grown rapidly in this segment and
still have a lot of room to grow Robimsons

PROGRESSIVE'S SHARE OF ROBINSON HOUSEHOLDS

2%

1%

2014 2015 2016 2017



We've invested across the customer journey

LANN




Customer Hub 1s a foundational imvestiment
1 h(‘(‘()ming customer-centric

Product-centric

Customer Channel Product

Customer-centric

Customer | Channel ’ Product



OUR ADDITIONAL
PRODUCT

PORTFOLIO
HAS GROWN
SIGNILFETC AN TILY

2013

Classic Car

Health
Life Insurance

Pet Health

2018

Classic Car
Auto Finance

Car Shopping

Health
Life Insurance
Final Expense

Pet Health

g ® B

3%

Home Finance

Homeshare

ID Prot

Ton

o
@
Yy

Phone &
Electronic
Device

Travel

Wedding
& Event



Customer R(-‘IE-Ili()IISIIil) Assistant lwll)s
us make con ﬂ?(‘xl‘uzlll}‘ relevant offers

1.3x

1.2x

1.1x

1%

TRAILING 3-MONTH CRA HOMEOWNERS OFFER ACCEPTANCE RATE

e N

2016

2017

2018



We expect further imcreases in products per customer

1.4x

1.2x

1.0x

0.8x

SOty Intarnal data

% OF AUTO HOUSEHOLDS WITH ANOTHER P&C PRODUCT

2013

2014

2015

2016

2017

2018



Our Mobile App seeks to create parity with web experiences ...

% OF ONLINE TRANSACTION VOLUME AVAILABLE ON MOBILE
100%

95% — — —

90%

85%

80%

75%

70%

2015 2016 ‘ 2017

Sowrcy: Intarnal data



. AND UNIQUE
EXPERIENCES
EOROIIHE DIENICE




As excited as we are about consumer

4x

3x

2x

x

Ty Internal data

TRAILING 12-MONTH AVERAGE
DAILY APP DOWNLOADS

P

i

™

2015

|

2016

|

2017

2018

adoption of Mobile ...

5x

4x

3x

2X

Ix

CUSTOMER MOBILE ADOPTION
(AS % OF PIFS)

P

/

e

/

2015

l

2016

2017

| 2018



.. We are reinventing online servicing

PREVIOUS EXPERIENCE NEW EXPERIENCE
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We've invested across the customer journey

AR




Customers and employees are rapidly
adopting modern claims experiences

% OF CLAIMS USING NEW UPLOAD CAPABILITIES

1.00 - il
\/

0.50

0.00

January = February = March April May : June

New Claims New Claims With Uplocads

Sowrty Internal data

Photos
Videos
Audio
Documents
Texts

Signatures

CUSTOMER

EMPLOYEE



Foundational adjustments position us for suceess
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NATURE NURTURE PRICE
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Customers are rewarding us with their loyalty

PLE TREND BY YEAR
Policy Life Expectancy

/—A is at an all-time high

'
'

PLE is up over 20%
in three years

+20.3%

We estimate the value at more
than $10B in lifetime earned

/ premium across our book

Jan |Feb‘Mar ’Apf IMay iJun l.lul iAugISep ‘Oct iNov |Dec

- 2018
— 20015



