
CASE STUDY

Preferred Mutual Partners 
with Hi Marley to Adapt 
to Customers’ Evolving 
Communication Needs

Built-for-Insurance Technology Improves 
Employee and Customer Satisfaction

CHALLENGE 

On average, people in the U.S. check their phones 344 times per day,  
or once every four minutes.

“Almost everyone always has their phone in their hand,” 
said Daniel Thall, Property Operations Manager at 
Preferred Mutual. “It’s often easier to reach someone 
by text message than by phone, and we needed to 
communicate with our customers the way they wanted and 
knew Hi Marley could help.”

SOLUTION 

Recognizing that most customers prefer texting as a communication 
method, property and casualty insurance provider, Preferred Mutual 
Insurance Company partnered with Hi Marley to provide its customers 
and employees with communication options.

“ The fact that we could implement the Hi Marley Insurance 
Cloud as an out-of-the-box solution was a big draw.  
We could start using it on a web browser without 
integrations or changing our client system or any other 
system to make it work.” 

DANIEL THALL 
Property Operations Manager, Preferred Mutual
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RESULTS 

Text Messaging Improves Efficiency, Resolves Claims Faster

Almost immediately, Preferred Mutual experienced benefits regarding its 
response time and speed using text messaging.

“Hi Marley not only has helped us with fast responses, but we’ve also 
significantly reduced voicemails,” said Courtney Dymes, Claims Manager at 
Preferred Mutual.  “Hi Marley helps our adjusters’ overall efficiency, they 
can easily receive and review photos of an accident, and the next minute 
help coordinate a rental.”

One claim was settled within five minutes,  
all through text messaging.

“It was a simple towing claim, but we reached out to the insurer, they 
responded, we confirmed no injuries and whatever else we needed for 
coverage and let them know the payment was on the way in a matter of 
minutes,” said Thall.

Adjusters Appreciate Ease-of-Use

The Preferred Mutual claim reps appreciate the simplicity and ease of 
getting in touch with claimants and how much time they have back in their 
day because they can resolve issues faster than by phone calls.

Angie Ellis, a Claims Adjuster at Preferred Mutual, volunteered for 
Preferred Mutual’s Hi Marley pilot and loved the platform from day one. 
Angie worked in a department called Fast Track, which handles claims  
such as single vehicle accidents—someone hit a guard rail, telephone pole 
or a deer, for instance— basic claim types that adjusters typically work 
through fast. 

Angie appreciated that with Hi Marley, claimants can easily send photos, 
videos and other documents via text, which enables her to open and close 
Fast Track claims within a day. She explained, “If it wasn’t major damage, 
and someone responded quickly with photos and details, I could send 
everything to an appraiser, they could write it a desk review and send it 
back, then I could issue payment and close the claim within 24 hours of 
receiving it, which was huge.”

As Angie said, at the end of the day, people just want money in hand 
for repairs to fix their car and to get their vehicle back. And Hi Marley  
has helped speed up that process.

We can get in touch with 
our customers quickly 
and efficiently with text 
messaging. With the 
telephone, we often call and 
leave a message, then wait 
for the right time of day to 
call back and hope for an 
answer—and we know how 
that goes. But now, with 
Hi Marley, we can resolve 
the issue via text, or if 
the claim requires a phone 
conversation, it’s quick and 
simple to say, ‘Hi, I received 
your message; when is a 
good time to call back?’.”

COURTNEY DYMES
Claims Manager, Preferred Mutual

PREFERRED MUTUAL | 2



Learn more at 
www.himarley.com

Furthermore, Angie mentioned that customers appreciate having the 
information available via text. “For example, if we set up a rental car, we 
can easily text them the information. Then, they also have their claim 
number and our contact information in hand whenever needed. If you 
leave the house, you never leave your phone. It’s just easier in a world 
where everything is done on the phone in our pocket.”

Responsiveness Drives Customer Satisfaction

Hi Marley’s recent study found that timeliness of overall service, including 
fast response, is the second biggest driver of 5-star reviews. Knowing that 
responsiveness is a critical component of the claims experience, Preferred 
Mutual was thrilled to hear positive feedback from customers who opted-
in to Hi Marley.

“I’ve had a couple of teachers with claims, for example, where they can’t 
pick up their phone during the workday, but they can text when they have 
a free moment,” said Ellis. “And so it doesn’t stall the process.”

Hi Marley helps Preferred deliver on its promise to customers to “be 
there when you need us.” With CSAT scores around 4.5/5 stars, it’s clear 
Preferred Mutual’s customers appreciate the convenience, flexibility and 
speed that text messaging offers.

“Our customers continue to 
comment on how we got 
in touch with them ‘super 
fast’ via text. And with 
less time playing phone tag, 
our adjusters spend more 
time providing better, more 
personal customer service.” 

COURTNEY DYMES
Claims Manager, Preferred Mutual

844.962.7539 

hi@himarley.com 

www.himarley.com

What I love about Hi Marley is the amount of time it saves 
me every single day. I would estimate it’s saving me at 
least two hours on average per day—a quarter of my 
workday. It’s so much time that I’m getting back to work 
on claims, so that’s my favorite thing about it.”

ANGIE ELLIS
Claims Adjuster, Preferred Mutual

https://www.himarley.com
https://www.himarley.com/what-drives-customer-satisfaction-scores-in-claims/
https://www.facebook.com/HiMarleyInc/
https://twitter.com/himarleyinc
https://www.instagram.com/hi.marley/
https://www.linkedin.com/company/himarley
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