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Recent events have led to rapid changes in the way we all conduct business. In fact, 98% of State 
National’s workforce has transitioned to remote work — something we would never have predicted 
just a few months ago! But no matter where our associates are performing their roles from, the level of 
service you expect and deserve hasn’t changed.

Being open and transparent with our business partners is foundational to the way we operate. In light of that, 
we’d like to share some metrics with you so you can rest assured that your business, and your borrowers, are 
being taken care of with the same high standards you have come to expect from State National.

Our partnership with you means everything to us. If you have any questions about how we are serving you or 
your borrowers, or suggestions for how we can better serve you during this time, please do not hesitate to 
reach out at any time. Thank you for placing your trust in State National.

  
Performance Overview

CONTACT CENTER STATISTICS

Our call volumes 
have remained 

consistent with pre-
coronavirus levels

We are still 
meeting all 

Service Level 
Agreements

Abandon 
Rate = less 

than 1%

Time to 
Answer (TTA) = 

approximately 13 
seconds

95.3% quality 
survey score

DOCUMENT PROCESSING STATISTICS

We are meeting all Service Level Agreements 
for both accuracy and timeliness

98.8% quality survey score — the highest 
score in our history!

CLAIMS PAYMENT STATISTICS

Our turn time remains 
best-in-class

We are continuing to meet all Service Level Agreements 
— with many claims processed without paperwork in 10 

seconds or less, with overnight ACH.


