TOTAL COMPLAINTS CLOSED IN OREGON DURING 2007 AGAINST ALL COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DI SPOSITION

DISPOSITION
POLICY
NOT IN POLICY ADVISED COMPROMISED | ADDITIONAL
FORCE ISSUED/RSTRD | COMPLAINANT | STLMNT/RSLTN PAYMENT REFUND
NMBR [ PCT [ NMBR PCT NMBR PCT NMBR PCT NMBR | PCT |NMBR|PCT
REASON
PREMIUM & RATING 1 1 77 45 5 3 1 1 16 9
REFUSAL TO INSURE 4 10 7 18 1 3
CANCELLATION 13 14 27 29 2 2 1 1 6 7
NONRENEWAL 2 7 7 24
CREDIT REPORTING 3 50
DELAYS 1 0 73 16 6 1 15 3 1 0
FORCED PLACEMENT 2 67
AUDIT DISPUTE 1 17 1 17
PRE-OWNERS
UNDERWRITING
UNFAIR DISCRIMINATION 1 50
RATE CLASSIFICATION 1 25 1 25
RECISSION 1 4 2 7 1 4
SURCHARGE 3 43
ENDORSEMENT/RIDER 2 22 1 11 1 11
CREDIT SCORING
COBRA
CLUE REPORTS 1 50
CONTINUATION OF
BENEFITS 1 33
OTHER: UNDERWRITING 4 50
SUITABILITY 6 21
MISLEADING ADVERTISING
HEALTH PRIVACY
REPLACEMENT
UNAUTHORIZED INSURER
AGENT HANDLING 1 3 3 9 2 6 3 9
UNAUTHORIZED ENTITY
INTERNET RELATED
FIDUCIARY/THEFT
MISREPRESENTATION 1 4 2 9
POLICY DELIVERY 1 6 5 28
MISAPPROPRIATION OF
PREMIUM
HIGH PRESSURE TACTICS 1 33 1 33
DUPLICATION OF
COVERAGE
MISSTATEMENT ON
APPLICATION
(Continued)

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



TOTAL COMPLAINTS CLOSED IN OREGON DURING 2007 AGAINST ALL COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DI SPOSITION

DISPOSITION

ENTERED COVERAGE |UNABLETO CLAIM CANCELLATION
ARBITRATION/MEDIATION EXTENDED ASSIST REOPENED UPHELD

NMBR PCT NMBR| PCT |NMBR|PCT |NMBR| PCT | NMBR PCT

REASON

PREMIUM & RATING
REFUSAL TO INSURE
CANCELLATION 4 4 1 1
NONRENEWAL
CREDIT REPORTING
DELAYS 1 0 7 2 1 0 1 0
FORCED PLACEMENT
AUDIT DISPUTE

PRE-OWNERS
UNDERWRITING

UNFAIR DISCRIMINATION
RATE CLASSIFICATION
RECISSION

SURCHARGE
ENDORSEMENT/RIDER
CREDIT SCORING

COBRA

CLUE REPORTS

CONTINUATION OF
BENEFITS

OTHER: UNDERWRITING
SUITABILITY

MISLEADING ADVERTISING
HEALTH PRIVACY
REPLACEMENT
UNAUTHORIZED INSURER
AGENT HANDLING
UNAUTHORIZED ENTITY
INTERNET RELATED
FIDUCIARY/THEFT
MISREPRESENTATION
POLICY DELIVERY 1 6

MISAPPROPRIATION OF
PREMIUM

HIGH PRESSURE TACTICS

DUPLICATION OF
COVERAGE

MISSTATEMENT ON
APPLICATION

(Continued)

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



TOTAL COMPLAINTS CLOSED IN OREGON DURING 2007 AGAINST ALL COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DI SPOSITION

DISPOSITION
FILED REFERED TO
NONRENEWAL CLAIM SUIT/RETAINED NO ACTION OTHER
UPHELD SETTLED ATTORNEY REQUESTED/REQUIRED | DEPARTMENT
NMBR PCT |[NMBR | PCT | NMBR PCT NMBR PCT NMBR PCT
REASON
PREMIUM & RATING
REFUSAL TO INSURE
CANCELLATION
NONRENEWAL 2 7
CREDIT REPORTING
DELAYS 59 13 2 0 5 1 2 0

FORCED PLACEMENT
AUDIT DISPUTE

PRE-OWNERS
UNDERWRITING

UNFAIR DISCRIMINATION
RATE CLASSIFICATION
RECISSION

SURCHARGE
ENDORSEMENT/RIDER
CREDIT SCORING

COBRA

CLUE REPORTS

CONTINUATION OF
BENEFITS

OTHER: UNDERWRITING
SUITABILITY

MISLEADING ADVERTISING
HEALTH PRIVACY
REPLACEMENT
UNAUTHORIZED INSURER
AGENT HANDLING 1 3
UNAUTHORIZED ENTITY
INTERNET RELATED
FIDUCIARY/THEFT
MISREPRESENTATION
POLICY DELIVERY

MISAPPROPRIATION OF
PREMIUM

HIGH PRESSURE TACTICS

DUPLICATION OF
COVERAGE

MISSTATEMENT ON
APPLICATION

(Continued)

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



TOTAL COMPLAINTS CLOSED IN OREGON DURING 2007 AGAINST ALL COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DI SPOSITION

DISPOSITION

REFERRED
TO PROPER
AGENCY

REFERRED TO
RATESFORMS

REFERRED
TO MARKET
CONDUCT

UNDERWRITING

PRACTICE
RESOLVED

INFORMATION

FURNISHED/EXPANDED

NMBR | PCT

NMBR PCT

NMBR | PCT

NMBR

PCT

NMBR PCT

REASON

PREMIUM & RATING

20

REFUSAL TO INSURE

15

38

CANCELLATION

10

11

NONRENEWAL

28

CREDIT REPORTING

17

17

DELAYS

33

FORCED PLACEMENT

AUDIT DISPUTE

17

PRE-OWNERS
UNDERWRITING

100

UNFAIR DISCRIMINATION

RATE CLASSIFICATION

RECISSION

22

SURCHARGE

14

14

ENDORSEMENT/RIDER

CREDIT SCORING

33

COBRA

33

CLUE REPORTS

50

CONTINUATION OF
BENEFITS

33

OTHER: UNDERWRITING

SUITABILITY

18

MISLEADING ADVERTISING

25

HEALTH PRIVACY

REPLACEMENT

14

UNAUTHORIZED INSURER

100

AGENT HANDLING

15

15

UNAUTHORIZED ENTITY

Rrloa|r]r

100

INTERNET RELATED

100

FIDUCIARY/THEFT

1 100

MISREPRESENTATION

POLICY DELIVERY

17

MISAPPROPRIATION OF
PREMIUM

1 100

HIGH PRESSURE TACTICS

DUPLICATION OF
COVERAGE

MISSTATEMENT ON
APPLICATION

100

(Continued)

OF CONSUMER AND BUSINESS SERVICES

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT




TOTAL COMPLAINTS CLOSED IN OREGON DURING 2007 AGAINST ALL COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DI SPOSITION

DISPOSITION
CANCELLATION | NONRENEWAL | NONFORFEITURE PREMIUM
DELAY NOTICE NOTICE PROBLEM PROBLEM DEDUCTIBLE
RESOLVED WITHDRAWN RESCINDED RESOLVED RESOLVED REFUNDED
NMBR| PCT [ NMBR PCT NMBR PCT NMBR PCT NMBR| PCT [ NMBR | PCT
REASON
PREMIUM & RATING 1 1 6 4
REFUSAL TO INSURE
CANCELLATION 2 2 9 10 2 2
NONRENEWAL 1 3 3 10
CREDIT REPORTING
DELAYS 154 35 2 0

FORCED PLACEMENT

AUDIT DISPUTE

PRE-OWNERS
UNDERWRITING

UNFAIR DISCRIMINATION

RATE CLASSIFICATION 2 50

RECISSION

SURCHARGE

ENDORSEMENT/RIDER

CREDIT SCORING

COBRA

CLUE REPORTS

CONTINUATION OF
BENEFITS

OTHER: UNDERWRITING

SUITABILITY

MISLEADING ADVERTISING

HEALTH PRIVACY

REPLACEMENT 1 14
UNAUTHORIZED INSURER
AGENT HANDLING 1 3

UNAUTHORIZED ENTITY

INTERNET RELATED

FIDUCIARY/THEFT

MISREPRESENTATION

POLICY DELIVERY 1 6 1 6

MISAPPROPRIATION OF
PREMIUM

HIGH PRESSURE TACTICS

DUPLICATION OF
COVERAGE

MISSTATEMENT ON
APPLICATION

(Continued)

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



TOTAL COMPLAINTS CLOSED IN OREGON DURING 2007 AGAINST ALL COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DI SPOSITION

DISPOSITION

REFERRED FOR RATING CONTRACT COMPANY
DISCIPLINARY QUESTION PROBLEM PROVISION/LEGAL COMPANY IN POSITION
ACTION OF FACT RESOLVED ISSUE COMPLIANCE UPHELD

NMBR PCT |NMBR| PCT |NMBR| PCT NMBR PCT NMBR | PCT |NMBR| PCT

REASON
PREMIUM & RATING 2 1 4 2 1 1 14 8 1 1
REFUSAL TO INSURE 1 3 3 8 9 23
CANCELLATION
NONRENEWAL
CREDIT REPORTING
DELAYS

FORCED PLACEMENT 1 33
AUDIT DISPUTE 2 33

PRE-OWNERS
UNDERWRITING

UNFAIR DISCRIMINATION 1 50
RATE CLASSIFICATION
RECISSION 1 4 3 11 2 7 11 41
SURCHARGE 1 14
ENDORSEMENT/RIDER 2 22
CREDIT SCORING 1 33
COBRA 1 33
CLUE REPORTS

CONTINUATION OF
BENEFITS 1 33

OTHER: UNDERWRITING 1 13 1 13 1 13
SUITABILITY 7 25 7 25 1 4
MISLEADING ADVERTISING
HEALTH PRIVACY 1 100
REPLACEMENT 1 14 1 14
UNAUTHORIZED INSURER
AGENT HANDLING 5 15 4 12 1 3 1 3
UNAUTHORIZED ENTITY
INTERNET RELATED
FIDUCIARY/THEFT
MISREPRESENTATION 2 9 12 52 1 4
POLICY DELIVERY 1 6 1 6 1 6

MISAPPROPRIATION OF
PREMIUM

HIGH PRESSURE TACTICS

DUPLICATION OF
COVERAGE 2 100

MISSTATEMENT ON
APPLICATION

(Continued)

17

o|lr|r|r

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



TOTAL COMPLAINTS CLOSED IN OREGON DURING 2007 AGAINST ALL COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DI SPOSITION

DISPOSITION
ENDORSEMENT NO INSUFFICIENT
PROCESSED JURISDICTION | RECOVERY | INFORMATION OTHER TOTAL
NMBR PCT NMBR PCT [NMBR| PCT [ NMBR PCT |NMBR|PCT|NMBR|PCT

REASON

PREMIUM & RATING 1 1 2 1 170( 100
REFUSAL TO INSURE 40| 100
CANCELLATION 92| 100
NONRENEWAL 29| 100
CREDIT REPORTING 6| 100
DELAYS 12 3 8 2 1 0 445 100
FORCED PLACEMENT 3| 100
AUDIT DISPUTE 1 17 6| 100
PRE-OWNERS

UNDERWRITING 1| 100
UNFAIR DISCRIMINATION 2| 100
RATE CLASSIFICATION 4| 100
RECISSION 27| 100
SURCHARGE 7| 100
ENDORSEMENT/RIDER 2 22 1 11 9| 100
CREDIT SCORING 3| 100
COBRA 1 33 3( 100
CLUE REPORTS 2| 100
CONTINUATION OF

BENEFITS 3| 100
OTHER: UNDERWRITING 8| 100
SUITABILITY 28| 100
MISLEADING ADVERTISING 4| 100
HEALTH PRIVACY 1| 100
REPLACEMENT 1 14 7| 100
UNAUTHORIZED INSURER 1| 100
AGENT HANDLING 1 3 33| 100
UNAUTHORIZED ENTITY 1| 100
INTERNET RELATED 1| 100
FIDUCIARY/THEFT 1| 100
MISREPRESENTATION 2 9 23| 100
POLICY DELIVERY 1 6 1 6 18| 100
MISAPPROPRIATION OF

PREMIUM 1| 100
HIGH PRESSURE TACTICS 3| 100
DUPLICATION OF

COVERAGE 2| 100
MISSTATEMENT ON

APPLICATION 1| 100
(Continued)

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



TOTAL COMPLAINTS CLOSED IN OREGON DURING 2007 AGAINST ALL COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DI SPOSITION

DISPOSITION
POLICY
NOT IN POLICY ADVISED COMPROMISED | ADDITIONAL
FORCE ISSUED/RSTRD | COMPLAINANT | STLMNT/RSLTN PAYMENT REFUND
NMBR | PCT | NMBR PCT NMBR PCT NMBR PCT NMBR [ PCT [NMBR|PCT
REASON
MISAPPROPRIATIONS
FRAUD/FORGERY 1 100
OTHER:MRKTNG & SALES 1 33
ADVERSE BENEFIT
DETERMINATION 3 8 3 8 1 3
ADJUSTER HANDLING 30 37 1 1 4 5
PROMPT PAY 4 13 2 6 4 13
PROVIDER AVAILBILITY
UNSATISFACTORY
SETTLEMENT/OFFER 203 35 22 4 68 12
PRE-EXISTING CONDITION 1 6 1 6
MEDICAL NECESSITY 4 10 5 12 3 7
TOTAL LOSS 9 29 2 6 1 3
FRAUD 1 50
POST CLAIM
UNDERWRITING 1 50
COST CONTAINMENT PIP 1 13 2 25
SUBROGATION 11 37 1 3 2 7
COMPARATVE
NEGLIGENCE 19 37 1 2
MOLD 1 100
DENIAL OF CLAIM 1 0 102 17 15 3 9 2 1 0
USUAL, CUSTOMARY,
REASONABLE 2 13
OUT OF NETWORK
BENEFITS 1 4 7 25 5 18
CO PAY ISSUES 3 7 6 13 3 7
COORDINATION OF
BENEFITS 2 8 2 8 1 4
NO PREAUTHORIZATION 5 24 1 5
PCP REFERRALS
UTILIZATION REVIEW
OBESITY SERVICE 1 25
PIP PRIMACY 4 44
EXPERIMENTAL 1 6 1 6
ASSIGNMENT OF BENEFITS
COST CONTAINMENT 1 50
VALUE DISPUTE 1 100
ADJUSTER NO RESPONSE 3 30
(Continued)

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



TOTAL COMPLAINTS CLOSED IN OREGON DURING 2007 AGAINST ALL COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DI SPOSITION

DISPOSITION

ENTERED COVERAGE |UNABLETO CLAIM CANCELLATION
ARBITRATION/MEDIATION EXTENDED ASSIST REOPENED UPHELD

NMBR PCT NMBR| PCT |NMBR|PCT |NMBR| PCT | NMBR PCT

REASON
MISAPPROPRIATIONS
FRAUD/FORGERY
OTHER:MRKTNG & SALES

ADVERSE BENEFIT
DETERMINATION 2 5

ADJUSTER HANDLING
PROMPT PAY
PROVIDER AVAILBILITY

UNSATISFACTORY
SETTLEMENT/OFFER 1 0

PRE-EXISTING CONDITION
MEDICAL NECESSITY
TOTAL LOSS

FRAUD

POST CLAIM
UNDERWRITING

COST CONTAINMENT PIP
SUBROGATION 1 3

COMPARATVE
NEGLIGENCE

MOLD
DENIAL OF CLAIM 3 1 54 9 16 3 1 0

USUAL, CUSTOMARY,
REASONABLE

OUT OF NETWORK
BENEFITS 4 14

CO PAY ISSUES 1 2

COORDINATION OF
BENEFITS 1 4 1 4

NO PREAUTHORIZATION 6 29
PCP REFERRALS
UTILIZATION REVIEW
OBESITY SERVICE

PIP PRIMACY
EXPERIMENTAL 1 6 1 6
ASSIGNMENT OF BENEFITS 1 100
COST CONTAINMENT
VALUE DISPUTE
ADJUSTER NO RESPONSE
(Continued)

13

17 1 2

S N Il S

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES
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TOTAL COMPLAINTS CLOSED IN OREGON DURING 2007 AGAINST ALL COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DI SPOSITION

DISPOSITION

FILED REFERED TO
NONRENEWAL CLAIM SUIT/RETAINED NO ACTION OTHER
UPHELD SETTLED ATTORNEY REQUESTED/REQUIRED | DEPARTMENT

NMBR PCT |[NMBR | PCT | NMBR PCT NMBR PCT NMBR PCT

REASON
MISAPPROPRIATIONS
FRAUD/FORGERY
OTHER:MRKTNG & SALES

ADVERSE BENEFIT
DETERMINATION 1 3

ADJUSTER HANDLING 8 10
PROMPT PAY 8 25
PROVIDER AVAILBILITY

UNSATISFACTORY
SETTLEMENT/OFFER 32 5 5 1 1 0

PRE-EXISTING CONDITION 4 25
MEDICAL NECESSITY
TOTAL LOSS 1 3
FRAUD

POST CLAIM
UNDERWRITING

COST CONTAINMENT PIP
SUBROGATION 2 7 1 3 1 3

COMPARATVE
NEGLIGENCE 3 6

MOLD
DENIAL OF CLAIM 37 6 4 1 2 0

USUAL, CUSTOMARY,
REASONABLE

OUT OF NETWORK
BENEFITS

CO PAY ISSUES

COORDINATION OF
BENEFITS 2 8

NO PREAUTHORIZATION
PCP REFERRALS
UTILIZATION REVIEW
OBESITY SERVICE

PIP PRIMACY 1 11 1 11 1 11
EXPERIMENTAL
ASSIGNMENT OF BENEFITS
COST CONTAINMENT
VALUE DISPUTE
ADJUSTER NO RESPONSE 1 10
(Continued)

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES
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TOTAL COMPLAINTS CLOSED IN OREGON DURING 2007 AGAINST ALL COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DI SPOSITION

DISPOSITION
REFERRED REFERRED | UNDERWRITING
TO PROPER | REFERREDTO | TO MARKET PRACTICE INFORMATION
AGENCY RATESIFORMS CONDUCT RESOLVED FURNISHED/EXPANDED
NMBR | PCT | NMBR PCT |NMBR| PCT [ NMBR PCT NMBR PCT

REASON

MISAPPROPRIATIONS

FRAUD/FORGERY

OTHER:MRKTNG & SALES 1 33

ADVERSE BENEFIT

DETERMINATION 1 3 16 41
ADJUSTER HANDLING 2 2 2 2 13 16
PROMPT PAY 1 3 1 3
PROVIDER AVAILBILITY

UNSATISFACTORY

SETTLEMENT/OFFER 1 0 2 0 50 9
PRE-EXISTING CONDITION 1 6
MEDICAL NECESSITY 1 2 8 19
TOTAL LOSS 1 3 4 13
FRAUD

POST CLAIM

UNDERWRITING

COST CONTAINMENT PIP 2 25
SUBROGATION 1 3 1 3 5 17
COMPARATVE

NEGLIGENCE 1 2 3 6
MOLD

DENIAL OF CLAIM 2 0 3 1 75 13
USUAL, CUSTOMARY,

REASONABLE 4 25
OUT OF NETWORK

BENEFITS 2 7
CO PAY ISSUES 1 2 1 2 17 38
COORDINATION OF

BENEFITS 4 17
NO PREAUTHORIZATION 2 10
PCP REFERRALS 1 100
UTILIZATION REVIEW

OBESITY SERVICE

PIP PRIMACY

EXPERIMENTAL 2 11
ASSIGNMENT OF BENEFITS

COST CONTAINMENT 1 50
VALUE DISPUTE

ADJUSTER NO RESPONSE 4 40
(Continued)

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



12

TOTAL COMPLAINTS CLOSED IN OREGON DURING 2007 AGAINST ALL COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DI SPOSITION

DISPOSITION
CANCELLATION | NONRENEWAL | NONFORFEITURE PREMIUM

DELAY NOTICE NOTICE PROBLEM PROBLEM DEDUCTIBLE

RESOLVED WITHDRAWN RESCINDED RESOLVED RESOLVED REFUNDED

NMBR| PCT [ NMBR PCT NMBR PCT NMBR PCT NMBR| PCT [ NMBR | PCT
REASON
MISAPPROPRIATIONS
FRAUD/FORGERY

OTHER:MRKTNG & SALES

ADVERSE BENEFIT
DETERMINATION

ADJUSTER HANDLING 1 1

PROMPT PAY 4 13

PROVIDER AVAILBILITY

=

50

UNSATISFACTORY
SETTLEMENT/OFFER

PRE-EXISTING CONDITION

MEDICAL NECESSITY

Rl uo
w|lNn|o] -

TOTAL LOSS

FRAUD

POST CLAIM
UNDERWRITING

COST CONTAINMENT PIP

SUBROGATION 2 7

COMPARATVE
NEGLIGENCE

MOLD

DENIAL OF CLAIM 7 1

USUAL, CUSTOMARY,
REASONABLE

OUT OF NETWORK
BENEFITS

CO PAY ISSUES 1 2

COORDINATION OF
BENEFITS

NO PREAUTHORIZATION

PCP REFERRALS

UTILIZATION REVIEW

OBESITY SERVICE

PIP PRIMACY 2 22

EXPERIMENTAL

ASSIGNMENT OF BENEFITS

COST CONTAINMENT

VALUE DISPUTE

ADJUSTER NO RESPONSE 1 10

(Continued)

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES
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TOTAL COMPLAINTS CLOSED IN OREGON DURING 2007 AGAINST ALL COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DI SPOSITION

DISPOSITION
REFERRED FOR RATING CONTRACT COMPANY
DISCIPLINARY QUESTION PROBLEM PROVISION/LEGAL COMPANY IN POSITION
ACTION OF FACT RESOLVED ISSUE COMPLIANCE UPHELD
NMBR PCT |NMBR| PCT |NMBR| PCT NMBR PCT NMBR | PCT |NMBR| PCT
REASON
MISAPPROPRIATIONS
FRAUD/FORGERY
OTHER:MRKTNG & SALES 1 33
ADVERSE BENEFIT
DETERMINATION 2 5 3 8 3 8 2 5
ADJUSTER HANDLING 9 11 1 1 7 9 2 2
PROMPT PAY 1 3 5 16
PROVIDER AVAILBILITY
UNSATISFACTORY
SETTLEMENT/OFFER 2 0 127 22 10 2 35 6 10 2
PRE-EXISTING CONDITION 1 6 2 13 2 13
MEDICAL NECESSITY 4 10 5 12
TOTAL LOSS 11 35
FRAUD 1 50
POST CLAIM
UNDERWRITING 1 50
COST CONTAINMENT PIP 3 38
SUBROGATION 1 3 1 3
COMPARATVE
NEGLIGENCE 24 47
MOLD
DENIAL OF CLAIM 6 1 103 17 55 9 36 6 35 6
USUAL, CUSTOMARY,
REASONABLE 7 44 1 6 2 13
OUT OF NETWORK
BENEFITS 3 11 1 4 3 11
CO PAY ISSUES 4 9 6 13
COORDINATION OF
BENEFITS 3 13 1 4 6 25
NO PREAUTHORIZATION 7 33
PCP REFERRALS
UTILIZATION REVIEW 1 100
OBESITY SERVICE 1 25 1 25 1 25
PIP PRIMACY
EXPERIMENTAL 4 22 2 11 6 33
ASSIGNMENT OF BENEFITS
COST CONTAINMENT
VALUE DISPUTE
ADJUSTER NO RESPONSE 1 10

(Continued)

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES
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TOTAL COMPLAINTS CLOSED IN OREGON DURING 2007 AGAINST ALL COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DI SPOSITION

DISPOSITION
ENDORSEMENT NO INSUFFICIENT
PROCESSED JURISDICTION | RECOVERY | INFORMATION OTHER TOTAL
NMBR PCT NMBR PCT |NMBR| PCT | NMBR PCT |NMBR|PCT|[NMBR|PCT

REASON

MISAPPROPRIATIONS 1 100 1| 100
FRAUD/FORGERY 1| 100
OTHER:MRKTNG & SALES 3| 100
ADVERSE BENEFIT

DETERMINATION 2 5 39| 100
ADJUSTER HANDLING 1 1 81| 100
PROMPT PAY 1 3 1 3 32| 100
PROVIDER AVAILBILITY 1 50 2| 100
UNSATISFACTORY

SETTLEMENT/OFFER 4 1 1 0 1 0 582 100
PRE-EXISTING CONDITION 1 6 16| 100
MEDICAL NECESSITY 3 7 42| 100
TOTAL LOSS 31| 100
FRAUD 2| 100
POST CLAIM

UNDERWRITING 2| 100
COST CONTAINMENT PIP 8| 100
SUBROGATION 30| 100
COMPARATVE

NEGLIGENCE 51| 100
MOLD 1| 100
DENIAL OF CLAIM 1 0 23 4 3 1 3 1 597 100
USUAL, CUSTOMARY,

REASONABLE 16| 100
OUT OF NETWORK

BENEFITS 2 7 28| 100
CO PAY ISSUES 2 4 45| 100
COORDINATION OF

BENEFITS 1 4 24| 100
NO PREAUTHORIZATION 21| 100
PCP REFERRALS 1| 100
UTILIZATION REVIEW 1| 100
OBESITY SERVICE 4| 100
PIP PRIMACY 9| 100
EXPERIMENTAL 18| 100
ASSIGNMENT OF BENEFITS 1| 100
COST CONTAINMENT 2| 100
VALUE DISPUTE 1| 100
ADJUSTER NO RESPONSE 10| 100
(Continued)

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES
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TOTAL COMPLAINTS CLOSED IN OREGON DURING 2007 AGAINST ALL COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DI SPOSITION

DISPOSITION

POLICY

NOT IN POLICY ADVISED COMPROMISED | ADDITIONAL

FORCE ISSUED/RSTRD | COMPLAINANT | STLMNT/RSLTN PAYMENT REFUND

NMBR | PCT [ NMBR PCT NMBR PCT NMBR PCT NMBR | PCT [NMBR|PCT

REASON
CONSUMER EDUCATION
NEEDED 5 23 1 5
TIMELINESS 10 59 1 6 2 12
OTHER: CLAIM HANDLING 12 36 1 3 1 3
INADEQUATE PROVIDER
NETWORK 1 100
PREMIUM NOTICE/BILLING 3 3 12 14 9 10 2 2
SURRENDER PROBLEMS 2 8 2 8 6 23
CASH VALUE 1 7 1 7
DELAYS/NO RESPONSE 2 6 2 6 1 3 2 6
INFORMATION REQUESTED 1 2 4 6 1 2 3 5
PREMIUM REFUNDED 6 7 2 2 3 3 42 46
PAYMENT NOT CREDITED 1 20 1 20
COVERAGE QUESTION 1 1 1 1 4 6 6 8
ACCESSTO CARE 1 17 2 33
QUALITY OF CARE 1 33
COMPANY/AGENT DISPUTE 2 100
ABUSIVE SERVICE 1 11 1 11 1 11
OTHER: POLICYHOLDER
SERVICE 3 23 1 8
TOTAL 4 0 29 1 699 22 120 4 126 4 100 3

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES
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TOTAL COMPLAINTS CLOSED IN OREGON DURING 2007 AGAINST ALL COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DI SPOSITION

DISPOSITION

ENTERED COVERAGE |UNABLETO CLAIM CANCELLATION
ARBITRATION/MEDIATION EXTENDED ASSIST REOPENED UPHELD

NMBR PCT NMBR| PCT |NMBR|PCT |NMBR| PCT | NMBR PCT

REASON

CONSUMER EDUCATION
NEEDED 1 5

TIMELINESS
OTHER: CLAIM HANDLING

INADEQUATE PROVIDER
NETWORK

PREMIUM NOTICE/BILLING
SURRENDER PROBLEMS
CASH VALUE

DELAYS/NO RESPONSE
INFORMATION REQUESTED
PREMIUM REFUNDED
PAYMENT NOT CREDITED
COVERAGE QUESTION 4 6 1 1
ACCESSTO CARE
QUALITY OF CARE
COMPANY/AGENT DISPUTE
ABUSIVE SERVICE

OTHER: POLICYHOLDER
SERVICE

TOTAL 6 0 97 3 3 0 20 1 3 0

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES
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TOTAL COMPLAINTS CLOSED IN OREGON DURING 2007 AGAINST ALL COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DI SPOSITION

DISPOSITION

FILED REFERED TO
NONRENEWAL CLAIM SUIT/RETAINED NO ACTION OTHER
UPHELD SETTLED ATTORNEY REQUESTED/REQUIRED | DEPARTMENT

NMBR PCT |[NMBR | PCT | NMBR PCT NMBR PCT NMBR PCT

REASON

CONSUMER EDUCATION
NEEDED

TIMELINESS 1 6
OTHER: CLAIM HANDLING 1 3 1 3

INADEQUATE PROVIDER
NETWORK

PREMIUM NOTICE/BILLING 1 1
SURRENDER PROBLEMS
CASH VALUE
DELAYS/NO RESPONSE 2 6
INFORMATION REQUESTED
PREMIUM REFUNDED
PAYMENT NOT CREDITED
COVERAGE QUESTION 1 1 2 3
ACCESSTO CARE
QUALITY OF CARE
COMPANY/AGENT DISPUTE
ABUSIVE SERVICE 1 11 1 11

OTHER: POLICYHOLDER
SERVICE 1 8

TOTAL 2 0 164 5 15 0 14 0 4 0

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



18

TOTAL COMPLAINTS CLOSED IN OREGON DURING 2007 AGAINST ALL COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DI SPOSITION

DISPOSITION
REFERRED REFERRED UNDERWRITING
TO PROPER | REFERRED TO | TO MARKET PRACTICE INFORMATION
AGENCY RATESFORMS CONDUCT RESOLVED FURNISHED/EXPANDED
NMBR| PCT | NMBR PCT |NMBR| PCT | NMBR PCT NMBR PCT
REASON
CONSUMER EDUCATION
NEEDED 10 45
TIMELINESS
OTHER: CLAIM HANDLING 3 9
INADEQUATE PROVIDER
NETWORK
PREMIUM NOTICE/BILLING 1 1 26 30
SURRENDER PROBLEMS 2 8 4 15
CASH VALUE 7 47
DELAYS/NO RESPONSE 1 3 7 21
INFORMATION REQUESTED 1 2 1 2 39 63
PREMIUM REFUNDED 1 1 1 1 11 12
PAYMENT NOT CREDITED 1 20
COVERAGE QUESTION 1 1 1 1 25 35
ACCESSTO CARE
QUALITY OF CARE 1 33
COMPANY/AGENT DISPUTE
ABUSIVE SERVICE 4 44
OTHER: POLICYHOLDER
SERVICE 1 8 1 8
TOTAL 12 0 2 0 48 2 11 0 486 15

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



TOTAL COMPLAINTS CLOSED IN OREGON DURING 2007 AGAINST ALL COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DI SPOSITION

19

DISPOSITION
CANCELLATION | NONRENEWAL | NONFORFEITURE PREMIUM
DELAY NOTICE NOTICE PROBLEM PROBLEM DEDUCTIBLE
RESOLVED WITHDRAWN RESCINDED RESOLVED RESOLVED REFUNDED
NMBR| PCT [ NMBR PCT NMBR PCT NMBR PCT NMBR| PCT [ NMBR | PCT
REASON
CONSUMER EDUCATION
NEEDED
TIMELINESS 2 12
OTHER: CLAIM HANDLING
INADEQUATE PROVIDER
NETWORK
PREMIUM NOTICE/BILLING 1 1 1 14 16
SURRENDER PROBLEMS 6 23
CASH VALUE
DELAYS/NO RESPONSE 12 35 1 3
INFORMATION REQUESTED 1 2
PREMIUM REFUNDED 1 1 5 5
PAYMENT NOT CREDITED 1 20
COVERAGE QUESTION 1 1
ACCESSTO CARE
QUALITY OF CARE
COMPANY/AGENT DISPUTE
ABUSIVE SERVICE
OTHER: POLICYHOLDER
SERVICE
TOTAL 209 7 10 3 1 31 1 5 0

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



TOTAL COMPLAINTS CLOSED IN OREGON DURING 2007 AGAINST ALL COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DI SPOSITION

20

DISPOSITION

REFERRED FOR
DISCIPLINARY
ACTION

QUESTION
OF FACT

RATING
PROBLEM
RESOLVED

CONTRACT
PROVISION/LEGAL
ISSUE

COMPANY IN
COMPLIANCE

COMPANY
POSITION
UPHELD

NMBR

PCT

NMBR

PCT

NMBR

PCT

NMBR PCT

NMBR

PCT

NMBR | PCT

REASON

CONSUMER EDUCATION
NEEDED

18

TIMELINESS

OTHER: CLAIM HANDLING

INADEQUATE PROVIDER
NETWORK

PREMIUM NOTICE/BILLING

SURRENDER PROBLEMS

15

CASH VALUE

DELAYS/NO RESPONSE

INFORMATION REQUESTED

PREMIUM REFUNDED

~N|w| k] e

|| w| N

WIN|W| N

PAYMENT NOT CREDITED

20

COVERAGE QUESTION

11

10

ACCESSTO CARE

17

17

17

QUALITY OF CARE

RrlrN]lrRrlw|lr]R]PR

33

COMPANY/AGENT DISPUTE

ABUSIVE SERVICE

OTHER: POLICYHOLDER
SERVICE

15

TOTAL

39

346

11

132 4

193

131 4

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



TOTAL COMPLAINTS CLOSED IN OREGON DURING 2007 AGAINST ALL COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DI SPOSITION

DISPOSITION
ENDORSEMENT NO INSUFFICIENT
PROCESSED JURISDICTION | RECOVERY | INFORMATION OTHER TOTAL

NMBR PCT NMBR PCT |NMBR| PCT [ NMBR PCT [NMBR|PCT |NMBR|PCT
REASON
CONSUMER EDUCATION
NEEDED 1 5 22| 100
TIMELINESS 17| 100
OTHER: CLAIM HANDLING 3 9 2 6 33| 100
INADEQUATE PROVIDER
NETWORK 1| 100
PREMIUM NOTICE/BILLING 3 3 87| 100
SURRENDER PROBLEMS 26| 100
CASH VALUE 1 7 15| 100
DELAYS/NO RESPONSE 1 3 34| 100
INFORMATION REQUESTED 3 5 2 3 62| 100
PREMIUM REFUNDED 6 7 1 1 91| 100
PAYMENT NOT CREDITED 5( 100
COVERAGE QUESTION 1 1 72| 100
ACCESSTO CARE 6| 100
QUALITY OF CARE 3| 100
COMPANY/AGENT DISPUTE 2| 100
ABUSIVE SERVICE 9| 100
OTHER: POLICYHOLDER
SERVICE 2 15 1 8 13| 100
TOTAL 3 79 2 1 0 24 1 7 0 3185| 100

21

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



TOTAL COMPLAINTS CLOSED IN OREGON DURING 2007 AGAINST ALL COMPANIESIN EACH
LINE, BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DISPOSITION

22

DISPOSITION
FIRE ADVISED ADDITIONAL INFORMATION ENDORSEMENT
COMPLAINANT PAYMENT FURNISHED/EXPANDED PROCESSED TOTAL
NMBR PCT NMBR | PCT NMBR PCT NMBR PCT NMBR | PCT
REASON
CANCELLATION 1 100 1| 100
NONRENEWAL 1 100 1| 100
ENDORSEMENT/RIDER 1 100 1| 100
UNSATISFACTORY
SETTLEMENT/OFFER 1 25 1 25 2 50 4( 100
DENIAL OF CLAIM 1 100 1| 100
TOTAL 3 38 1 13 3 38 1 13 8| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



TOTAL COMPLAINTS CLOSED IN OREGON DURING 2007 AGAINST ALL COMPANIESIN EACH
LINE, BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DISPOSITION

23

DISPOSITION
FARMOWNERSMULT PERIL | coppl AINANT | “PAYMENT | REFUND | FURNISHEDIEXPANDED | OFFACT | OTHER
NMBR PCT NMBR | PCT [NMBR|PCT NMBR PCT NMBR| PCT |NMBR|PCT
REASON
DELAYS 1 100
UNSATISFACTORY
SETTLEMENT/OFFER 1 100
DENIAL OF CLAIM 25 2 50 1 25
PREMIUM REFUNDED 1| 100
TOTAL 14 1 14 1 14 1 14 2 29 1 14
FARMOWNERSMULT PERIL TOTAL
NMBR | PCT
REASON
DELAYS 1] 100
UNSATISFACTORY
SETTLEMENT/OFFER 1] 100
DENIAL OF CLAIM 4( 100
PREMIUM REFUNDED 1] 100
TOTAL 71 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT

OF CONSUMER AND BUSINESS SERVICES



24

TOTAL COMPLAINTS CLOSED IN OREGON DURING 2007 AGAINST ALL COMPANIESIN EACH
LINE, BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DISPOSI TION

DISPOSITION
HOMEOWNERSMULT PERIL POLICY ADVISED COMPROMISED | ADDITIONAL
ISSUED/RSTRD | COMPLAINANT | STLMNT/RSLTN PAYMENT REFUND
NMBR PCT NMBR PCT NMBR PCT NMBR [ PCT [NMBR|PCT
REASON
PREMIUM & RATING 21 72 1 3 1 3
CANCELLATION 1 13 2 25
NONRENEWAL 2 14 5 36
CREDIT REPORTING
DELAYS 5 16 1 3 3 9
FORCED PLACEMENT 2 67
RATE CLASSIFICATION 1 100
ENDORSEMENT/RIDER 1 100
CREDIT SCORING
CLUE REPORTS
OTHER: UNDERWRITING 2 100
AGENT HANDLING 2 67
POLICY DELIVERY
OTHER:MRKTNG & SALES 1 100
ADVERSE BENEFIT DETERMINATION
ADJUSTER HANDLING 3 30
PROMPT PAY
UNSATISFACTORY
SETTLEMENT/OFFER 21 46 1 2 5 11
SUBROGATION 1 50
MOLD 1 100
DENIAL OF CLAIM 14 29
CONSUMER EDUCATION NEEDED 1 50
TIMELINESS 1 100
OTHER: CLAIM HANDLING 2 67
PREMIUM NOTICE/BILLING 1 14 2 29
DELAYS/NO RESPONSE
INFORMATION REQUESTED 1 33
PREMIUM REFUNDED 4 36 2 18 2 18
ABUSIVE SERVICE
OTHER: POLICYHOLDER SERVICE 1 50
TOTAL 3 1 93 39 7 3 8 3 3 1

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



TOTAL COMPLAINTS CLOSED IN OREGON DURING 2007 AGAINST ALL COMPANIESIN EACH
LINE, BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DISPOSI TION

HOMEOWNERSMULT PERIL

DISPOSITION

COVERAGE
EXTENDED

CLAIM
REOPENED

CLAIM
SETTLED

FILED

SUIT/RETAINED

ATTORNEY

NO ACTION

REQUESTED/REQUIRED

NMBR| PCT

NMBR | PCT

NMBR | PCT

NMBR PCT

NMBR PCT

REASON

PREMIUM & RATING

CANCELLATION

NONRENEWAL

CREDIT REPORTING

DELAYS

FORCED PLACEMENT

RATE CLASSIFICATION

ENDORSEMENT/RIDER

CREDIT SCORING

CLUE REPORTS

OTHER: UNDERWRITING

AGENT HANDLING

POLICY DELIVERY

OTHER:MRKTNG & SALES

ADVERSE BENEFIT DETERMINATION

ADJUSTER HANDLING

PROMPT PAY

UNSATISFACTORY
SETTLEMENT/OFFER

SUBROGATION

MOLD

DENIAL OF CLAIM

CONSUMER EDUCATION NEEDED

TIMELINESS

OTHER: CLAIM HANDLING

PREMIUM NOTICE/BILLING

DELAYS/NO RESPONSE

INFORMATION REQUESTED

PREMIUM REFUNDED

ABUSIVE SERVICE

OTHER: POLICYHOLDER SERVICE

TOTAL

10 4

25

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



26

TOTAL COMPLAINTS CLOSED IN OREGON DURING 2007 AGAINST ALL COMPANIESIN EACH
LINE, BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DISPOSI TION

HOMEOWNERSMULT PERIL

DISPOSITION

REFERRED
TO MARKET
CONDUCT

INFORMATION

FURNISHED/EXPANDED

DELAY
RESOLVED

CANCELLATION
NOTICE
WITHDRAWN

NONRENEWAL
NOTICE
RESCINDED

NMBR | PCT

NMBR PCT

NMBR

PCT

NMBR PCT

NMBR PCT

REASON

PREMIUM & RATING

10

CANCELLATION

25

NONRENEWAL

CREDIT REPORTING

DELAYS

28

FORCED PLACEMENT

RATE CLASSIFICATION

ENDORSEMENT/RIDER

CREDIT SCORING

100

CLUE REPORTS

100

OTHER: UNDERWRITING

AGENT HANDLING

33

POLICY DELIVERY

50

OTHER:MRKTNG & SALES

ADVERSE BENEFIT DETERMINATION

100

ADJUSTER HANDLING

PROMPT PAY

UNSATISFACTORY
SETTLEMENT/OFFER

13

SUBROGATION

MOLD

DENIAL OF CLAIM

18

CONSUMER EDUCATION NEEDED

50

TIMELINESS

OTHER: CLAIM HANDLING

PREMIUM NOTICE/BILLING

14

DELAYS/NO RESPONSE

100

INFORMATION REQUESTED

33

PREMIUM REFUNDED

18

ABUSIVE SERVICE

RN

100

OTHER: POLICYHOLDER SERVICE

TOTAL

39

16

11

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



TOTAL COMPLAINTS CLOSED IN OREGON DURING 2007 AGAINST ALL COMPANIESIN EACH

LINE, BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DISPOSI TION

27

HOMEOWNERSMULT PERIL

DISPOSITION

PREMIUM
PROBLEM
RESOLVED

REFERRED FOR
DISCIPLINARY
ACTION

QUESTION
OF FACT

RATING
PROBLEM
RESOLVED

COMPANY IN
COMPLIANCE

COMPANY
POSITION
UPHELD

NMBR | PCT

NMBR PCT

NMBR| PCT

NMBR

PCT

NMBR | PCT

NMBR| PCT

REASON

PREMIUM & RATING

CANCELLATION

NONRENEWAL

CREDIT REPORTING

1 100

DELAYS

FORCED PLACEMENT

RATE CLASSIFICATION

ENDORSEMENT/RIDER

CREDIT SCORING

CLUE REPORTS

OTHER: UNDERWRITING

AGENT HANDLING

POLICY DELIVERY

OTHER:MRKTNG & SALES

ADVERSE BENEFIT DETERMINATION

ADJUSTER HANDLING

PROMPT PAY

2 100

UNSATISFACTORY
SETTLEMENT/OFFER

SUBROGATION

MOLD

DENIAL OF CLAIM

CONSUMER EDUCATION NEEDED

TIMELINESS

OTHER: CLAIM HANDLING

PREMIUM NOTICE/BILLING

DELAYS/NO RESPONSE

INFORMATION REQUESTED

PREMIUM REFUNDED

ABUSIVE SERVICE

OTHER: POLICYHOLDER SERVICE

TOTAL

15 6

26 11

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



28

TOTAL COMPLAINTS CLOSED IN OREGON DURING 2007 AGAINST ALL COMPANIESIN EACH
LINE, BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DISPOSI TION

DISPOSITION
HOMEOWNERSMULT PERIL NO INSUFFICIENT

JURISDICTION | INFORMATION TOTAL

NMBR PCT NMBR PCT |[NMBR|PCT
REASON
PREMIUM & RATING 29| 100
CANCELLATION 8| 100
NONRENEWAL 14| 100
CREDIT REPORTING 1] 100
DELAYS 32| 100
FORCED PLACEMENT 3| 100
RATE CLASSIFICATION 1] 100
ENDORSEMENT/RIDER 1] 100
CREDIT SCORING 1] 100
CLUE REPORTS 1] 100
OTHER: UNDERWRITING 2| 100
AGENT HANDLING 3| 100
POLICY DELIVERY 1 50 2| 100
OTHER:MRKTNG & SALES 1] 100
ADVERSE BENEFIT DETERMINATION 1] 100
ADJUSTER HANDLING 10| 100
PROMPT PAY 2| 100
UNSATISFACTORY
SETTLEMENT/OFFER 46| 100
SUBROGATION 2| 100
MOLD 1] 100
DENIAL OF CLAIM 1 2 49| 100
CONSUMER EDUCATION NEEDED 2| 100
TIMELINESS 1] 100
OTHER: CLAIM HANDLING 3| 100
PREMIUM NOTICE/BILLING 71 100
DELAYS/NO RESPONSE 1] 100
INFORMATION REQUESTED 1 33 3| 100
PREMIUM REFUNDED 11| 100
ABUSIVE SERVICE 1] 100
OTHER: POLICYHOLDER SERVICE 2| 100
TOTAL 1 0 2 1 241| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



29

TOTAL COMPLAINTS CLOSED IN OREGON DURING 2007 AGAINST ALL COMPANIESIN EACH
LINE, BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DISPOSITION

DISPOSITION
COMMERCIAL MULT REFERRED
PERIL POLICY TO MARKET INFORMATION QUESTION COMPANY IN
ISSUED/RSTRD REFUND CONDUCT FURNISHED/EXPANDED OF FACT COMPLIANCE
NMBR PCT |NMBR|PCT [NMBR| PCT NMBR PCT NMBR| PCT | NMBR | PCT
REASON
PREMIUM & RATING 1| 100
CANCELLATION 1 50 1 50
DELAYS 1 50 1 50
AUDIT DISPUTE 1 100
ADJUSTER HANDLING 1 50 1 50
DENIAL OF CLAIM 2 100
PREMIUM NOTICE/BILLING 1 100
TOTAL 1 9 1 9 1 9 4 36 2 18 2 18
COMMERCIAL MULT
PERIL
TOTAL
NMBR [ PCT
REASON
PREMIUM & RATING 1| 100
CANCELLATION 2| 100
DELAYS 2| 100
AUDIT DISPUTE 1| 100
ADJUSTER HANDLING 2| 100
DENIAL OF CLAIM 2| 100
PREMIUM NOTICE/BILLING 1| 100
TOTAL 11| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT

OF

CONSUMER AND BUSINESS SERVICES



TOTAL COMPLAINTS CLOSED IN OREGON DURING 2007 AGAINST ALL COMPANIESIN EACH
LINE, BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DISPOSITION

DISPOSITION
INLAND MARINE ADVISED INFORMATION QUESTION COMPANY IN
COMPLAINANT | FURNISHED/EXPANDED OF FACT COMPLIANCE TOTAL
NMBR PCT NMBR PCT NMBR | PCT | NMBR | PCT |[NMBR|PCT
REASON
CANCELLATION 1 100 1| 100
ADJUSTER HANDLING 1 100 1| 100
DENIAL OF CLAIM 1 50 1 50 2| 100
TOTAL 1 25 1 25 1 25 1 25 4( 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT

OF CONSUMER AND BUSINESS SERVICES

30



TOTAL COMPLAINTS CLOSED IN OREGON DURING 2007 AGAINST ALL COMPANIESIN EACH
LINE, BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DISPOSITION

FINANCIAL
GUARANTY

DISPOSITION

INFORMATION

FURNISHED/EXPANDED

TOTAL

NMBR PCT

NMBR

PCT

REASON

COVERAGE QUESTION

100

100

TOTAL

100

100

31

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



TOTAL COMPLAINTS CLOSED IN OREGON DURING 2007 AGAINST ALL COMPANIESIN EACH
LINE, BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DISPOSITION

MEDICAL MALPRACT

DISPOSITION

COMPANY
POSITION
UPHELD

TOTAL

NMBR

PCT

NMBR

PCT

REASON

OTHER: CLAIM HANDLING

100

100

TOTAL

100

100

32

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



TOTAL COMPLAINTS CLOSED IN OREGON DURING 2007 AGAINST ALL COMPANIESIN EACH
LINE, BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DISPOSITION

DISPOSITION
REFERRED
WORKERS COMP ADVISED ADDITIONAL TO PROPER INFORMATION
COMPLAINANT PAYMENT REFUND AGENCY FURNISHED/EXPANDED
NMBR PCT NMBR | PCT [NMBR|PCT |NMBR| PCT NMBR PCT
REASON
PREMIUM & RATING 3 60 1 20 1 20
CANCELLATION 1 100
DELAYS 1 50
AUDIT DISPUTE
ADVERSE BENEFIT DETERMINATION 1 100
DENIAL OF CLAIM 1 100
OTHER: CLAIM HANDLING
DELAYS/NO RESPONSE 1 100
INFORMATION REQUESTED 1| 100
PREMIUM REFUNDED 1 100
COVERAGE QUESTION 1 100
TOTAL 7 44 1 6 1 6 2 13 2 13
DISPOSITION
COMPANY
WORKERS COMP POSITION NO
UPHELD JURISDICTION OTHER TOTAL
NMBR | PCT | NMBR PCT |NMBR |[PCT [ NMBR |PCT
REASON
PREMIUM & RATING 5( 100
CANCELLATION 1| 100
DELAYS 1 50 2| 100
AUDIT DISPUTE 1| 100 1| 100
ADVERSE BENEFIT DETERMINATION 1| 100
DENIAL OF CLAIM 1| 100
OTHER: CLAIM HANDLING 1 100 1| 100
DELAYS/NO RESPONSE 1| 100
INFORMATION REQUESTED 1| 100
PREMIUM REFUNDED 1| 100
COVERAGE QUESTION 1| 100
TOTAL 1 6 1 6 1 6 16| 100

33

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



TOTAL COMPLAINTS CLOSED IN OREGON DURING 2007 AGAINST ALL COMPANIESIN EACH
LINE, BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DISPOSI TION

DISPOSITION
OTHER LIABILITY POLICY ADVISED COMPROMISED | ADDITIONAL COVERAGE

ISSUED/RSTRD | COMPLAINANT | STLMNT/RSLTN PAYMENT REFUND EXTENDED
NMBR PCT NMBR PCT NMBR PCT NMBR | PCT [NMBR|PCT |NMBR| PCT

REASON

PREMIUM & RATING 2 29 1 14 1 14

CANCELLATION 1 25 1 25 1 25

NONRENEWAL

DELAYS

AUDIT DISPUTE 1 25 1 25

AGENT HANDLING 1 20 1 20

POLICY DELIVERY 1 100

UNSATISFACTORY

SETTLEMENT/OFFER 1 14 1 14

DENIAL OF CLAIM 7 35

ADJUSTER NO RESPONSE

OTHER: CLAIM
HANDLING 1 50

PREMIUM
NOTICE/BILLING

INFORMATION
REQUESTED

PREMIUM REFUNDED 3| 100
COVERAGE QUESTION 1 100
TOTAL 2 3 14 20 2 3 2 3 5 7 1 1

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



TOTAL COMPLAINTS CLOSED IN OREGON DURING 2007 AGAINST ALL COMPANIESIN EACH

LINE, BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DISPOSI TION

35

DISPOSITION
FILED REFERRED
OTHER LIABILITY NONRENEWAL CLAIM SUIT/RETAINED | TO MARKET INFORMATION DELAY
UPHELD SETTLED ATTORNEY CONDUCT FURNISHED/EXPANDED | RESOLVED
NMBR PCT |[NMBR| PCT | NMBR PCT NMBR | PCT NMBR PCT NMBR | PCT
REASON
PREMIUM & RATING 2 29
CANCELLATION 1 25
NONRENEWAL 2 100
DELAYS 1 9 1 1 9 5 45
AUDIT DISPUTE
AGENT HANDLING 3 60
POLICY DELIVERY
UNSATISFACTORY
SETTLEMENT/OFFER 2 29 1 14
DENIAL OF CLAIM 1 5
ADJUSTER NO RESPONSE 1 100
OTHER: CLAIM
HANDLING
PREMIUM
NOTICE/BILLING 2 100
INFORMATION
REQUESTED
PREMIUM REFUNDED
COVERAGE QUESTION
TOTAL 2 3 3 4 1 3 4 9 13 5 7

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



TOTAL COMPLAINTS CLOSED IN OREGON DURING 2007 AGAINST ALL COMPANIESIN EACH
LINE, BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DISPOSI TION

OTHER LIABILITY

DISPOSITION

PREMIUM
PROBLEM
RESOLVED

REFERRED FOR
DISCIPLINARY
ACTION

QUESTION
OF FACT

COMPANY IN
COMPLIANCE

NO

JURISDICTION

TOTAL

NMBR

PCT

NMBR PCT

NMBR

PCT

NMBR | PCT

NMBR

PCT

NMBR

PCT

REASON

PREMIUM & RATING

14

100

CANCELLATION

100

NONRENEWAL

100

DELAYS

18

100

AUDIT DISPUTE

50

100

AGENT HANDLING

100

POLICY DELIVERY

100

UNSATISFACTORY
SETTLEMENT/OFFER

29

100

DENIAL OF CLAIM

100

ADJUSTER NO RESPONSE

100

OTHER: CLAIM
HANDLING

50

100

PREMIUM
NOTICE/BILLING

100

INFORMATION
REQUESTED

1 100

100

PREMIUM REFUNDED

100

COVERAGE QUESTION

100

TOTAL

14

20

71

100

OF CONSUMER AND BUSINESS SERVICES

36

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT



TOTAL COMPLAINTS CLOSED IN OREGON DURING 2007 AGAINST ALL COMPANIESIN EACH
LINE, BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DISPOSITION

DISPOSITION
FIDELITY ADVISED CLAIM INFORMATION

COMPLAINANT SETTLED FURNISHED/EXPANDED TOTAL

NMBR PCT |NMBR | PCT NMBR PCT NMBR | PCT
REASON
NONRENEWAL 1 100 1| 100
DELAYS 1 100 1| 100
DENIAL OF CLAIM 1 50 1 50 2| 100
TOTAL 2 50 1 25 1 25 4( 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



TOTAL COMPLAINTS CLOSED IN OREGON DURING 2007 AGAINST ALL COMPANIESIN EACH
LINE, BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DISPOSITION

38

CREDIT

DISPOSITION

COMPROMISED
STLMNT/RSLTN

REFUND

INFORMATION

FURNISHED/EXPANDED

PREMIUM
PROBLEM
RESOLVED

QUESTION
OF FACT

TOTAL

NMBR PCT

NMBR

PCT

NMBR PCT

NMBR

PCT

NMBR

PCT

NMBR

PCT

REASON

DELAYS

1 100

100

MISREPRESENTATION

50

50

100

MISSTATEMENT ON
APPLICATION

100

100

UNSATISFACTORY
SETTLEMENT/OFFER

1 100

100

CONSUMER EDUCATION
NEEDED

100

100

PREMIUM NOTICE/BILLING

100

100

PREMIUM REFUNDED

100

100

COVERAGE QUESTION

100

N[R|[F] P

100

TOTAL

10

50

10

10

10

100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT

OF CONSUMER AND BUSINESS SERVICES
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TOTAL COMPLAINTS CLOSED IN OREGON DURING 2007 AGAINST ALL COMPANIESIN EACH
LINE, BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DISPOSITION

DISPOSITION
REFERRED
TITLE ADVISED TO MARKET INFORMATION DELAY
COMPLAINANT CONDUCT FURNISHED/EXPANDED | RESOLVED
NMBR PCT |NMBR| PCT NMBR PCT NMBR | PCT
REASON
PREMIUM & RATING 1 100
DELAYS 1 14 1 14 3 43
UNAUTHORIZED INSURER 1 100
UNAUTHORIZED ENTITY 1 100

POLICY DELIVERY
MISAPPROPRIATIONS
ADVERSE BENEFIT DETERMINATION 1 100
OTHER: CLAIM HANDLING
OTHER: POLICYHOLDER SERVICE

TOTAL 1 7 3 20 2 13 3 20
DISPOSITION
REFERRED FOR
TITLE DISCIPLINARY QUESTION NO
ACTION OF FACT JURISDICTION TOTAL

NMBR PCT |[NMBR| PCT | NMBR PCT |NMBR|PCT
REASON
PREMIUM & RATING 1] 100
DELAYS 1 14 1 14 71 100
UNAUTHORIZED INSURER 1] 100
UNAUTHORIZED ENTITY 1] 100
POLICY DELIVERY 1 100 1] 100
MISAPPROPRIATIONS 1 100 1] 100
ADVERSE BENEFIT DETERMINATION 1] 100
OTHER: CLAIM HANDLING 1 100 1] 100
OTHER: POLICYHOLDER SERVICE 1 100 1] 100
TOTAL 1 7 1 7 4 27 15| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



TOTAL COMPLAINTS CLOSED IN OREGON DURING 2007 AGAINST ALL COMPANIESIN EACH
LINE, BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DISPOSITION

DISPOSITION
MORTGAGE COGE’YLSIEN[,Z\NT TOTAL
NMBR PCT |NMBR|PCT
REASON
MISREPRESENTATION 1 100 1| 100
TOTAL 1 100 1| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



TOTAL COMPLAINTS CLOSED IN OREGON DURING 2007 AGAINST ALL COMPANIESIN EACH
LINE, BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DISPOSI TION

41

ACCIDENT AND HEALTH

DISPOSITION

POLICY
NOT IN
FORCE

POLICY
ISSUED/RSTRD

ADVISED
COMPLAINANT

COMPROMISED
STLMNT/RSLTN

ADDITIONAL
PAYMENT

REFUND

NMBR

PCT

NMBR PCT

NMBR

PCT

NMBR

PCT

NMBR

PCT

NMBR

PCT

REASON

PREMIUM & RATING

17

REFUSAL TO INSURE

w

CANCELLATION

14

11

NONRENEWAL

DELAYS

PRE-OWNERS UNDERWRITING

UNFAIR DISCRIMINATION

50

RATE CLASSIFICATION

100

RECISSION

COBRA

CONTINUATION OF BENEFITS

33

SUITABILITY

MISLEADING ADVERTISING

HEALTH PRIVACY

REPLACEMENT

AGENT HANDLING

MISREPRESENTATION

29

POLICY DELIVERY

33

HIGH PRESSURE TACTICS

50

50

DUPLICATION OF COVERAGE

ADVERSE BENEFIT
DETERMINATION

PROMPT PAY

15

15

PROVIDER AVAILBILITY

UNSATISFACTORY
SETTLEMENT/OFFER

15

29

PRE-EXISTING CONDITION

MEDICAL NECESSITY

10

12

POST CLAIM UNDERWRITING

SUBROGATION

33

DENIAL OF CLAIM

17

13

USUAL, CUSTOMARY,
REASONABLE

OUT OF NETWORK BENEFITS

25

18

CO PAY ISSUES

13

COORDINATION OF BENEFITS

o | N~

NO PREAUTHORIZATION

AIN|IW|PFR]|PF

20

RPIN|O| N

PCP REFERRALS

(Continued)

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



TOTAL COMPLAINTS CLOSED IN OREGON DURING 2007 AGAINST ALL COMPANIESIN EACH
LINE, BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DISPOSI TION

42

ACCIDENT AND HEALTH

DISPOSITION

COVERAGE
EXTENDED

UNABLETO

ASSIST

CLAIM
REOPENED

CANCELLATION
UPHELD

CLAIM
SETTLED

FILED

SUIT/RETAINED

ATTORNEY

NMBR

PCT

NMBR

PCT

NMBR

PCT

NMBR

PCT

NMBR

PCT

NMBR

PCT

REASON

PREMIUM & RATING

REFUSAL TO INSURE

CANCELLATION

NONRENEWAL

DELAYS

12

10

PRE-OWNERS UNDERWRITING

UNFAIR DISCRIMINATION

RATE CLASSIFICATION

RECISSION

COBRA

CONTINUATION OF BENEFITS

SUITABILITY

MISLEADING ADVERTISING

HEALTH PRIVACY

REPLACEMENT

AGENT HANDLING

MISREPRESENTATION

POLICY DELIVERY

HIGH PRESSURE TACTICS

DUPLICATION OF COVERAGE

ADVERSE BENEFIT
DETERMINATION

PROMPT PAY

31

PROVIDER AVAILBILITY

UNSATISFACTORY
SETTLEMENT/OFFER

PRE-EXISTING CONDITION

14

29

MEDICAL NECESSITY

17

POST CLAIM UNDERWRITING

SUBROGATION

17

DENIAL OF CLAIM

39

15

19

USUAL, CUSTOMARY,
REASONABLE

OUT OF NETWORK BENEFITS

14

CO PAY ISSUES

COORDINATION OF BENEFITS

NO PREAUTHORIZATION

ol|lr|r|»

30

PCP REFERRALS

(Continued)

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT

OF CONSUMER AND BUSINESS SERVICES



TOTAL COMPLAINTS CLOSED IN OREGON DURING 2007 AGAINST ALL COMPANIESIN EACH
LINE, BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DISPOSI TION

DISPOSITION

REFERED TO REFERRED REFERRED UNDERWRITING
ACCIDENT AND HEALTH NO ACTION OTHER TO PROPER | TO MARKET PRACTICE
REQUESTED/REQUIRED | DEPARTMENT AGENCY CONDUCT RESOLVED

NMBR PCT NMBR PCT |NMBR| PCT |NMBR| PCT | NMBR PCT

REASON

PREMIUM & RATING
REFUSAL TO INSURE
CANCELLATION
NONRENEWAL
DELAYS 3 3 2 2 3 3 1 1
PRE-OWNERS UNDERWRITING
UNFAIR DISCRIMINATION
RATE CLASSIFICATION
RECISSION

COBRA

CONTINUATION OF BENEFITS
SUITABILITY 1 50
MISLEADING ADVERTISING 3 100
HEALTH PRIVACY
REPLACEMENT 2 50 1 25
AGENT HANDLING
MISREPRESENTATION
POLICY DELIVERY

HIGH PRESSURE TACTICS
DUPLICATION OF COVERAGE

ADVERSE BENEFIT
DETERMINATION 1 3

PROMPT PAY
PROVIDER AVAILBILITY

UNSATISFACTORY
SETTLEMENT/OFFER 1 2 1 2

PRE-EXISTING CONDITION
MEDICAL NECESSITY 1 2
POST CLAIM UNDERWRITING
SUBROGATION

DENIAL OF CLAIM 2 1 2 1 3 1

USUAL, CUSTOMARY,
REASONABLE

OUT OF NETWORK BENEFITS
CO PAY ISSUES 1 2 1 2
COORDINATION OF BENEFITS
NO PREAUTHORIZATION

PCP REFERRALS
(Continued)

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



TOTAL COMPLAINTS CLOSED IN OREGON DURING 2007 AGAINST ALL COMPANIESIN EACH
LINE, BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DISPOSI TION

DISPOSITION
CANCELLATION PREMIUM REFERRED FOR
ACCIDENT AND HEALTH INFORMATION DELAY NOTICE PROBLEM DISCIPLINARY
FURNISHED/EXPANDED RESOLVED WITHDRAWN RESOLVED ACTION
NMBR PCT NMBR | PCT NMBR PCT NMBR | PCT | NMBR PCT

REASON

PREMIUM & RATING 2 17

REFUSAL TO INSURE 14 42

CANCELLATION 3 11 2 7 1 4

NONRENEWAL 1 100

DELAYS 10 8 52 44 4 3
PRE-OWNERS UNDERWRITING 1 100

UNFAIR DISCRIMINATION

RATE CLASSIFICATION

RECISSION 6 25

COBRA 1 33

CONTINUATION OF BENEFITS 1 33

SUITABILITY

MISLEADING ADVERTISING

HEALTH PRIVACY

REPLACEMENT

AGENT HANDLING 2 50 1 25
MISREPRESENTATION 1 14
POLICY DELIVERY 1 33 1 33
HIGH PRESSURE TACTICS

DUPLICATION OF COVERAGE

ADVERSE BENEFIT

DETERMINATION 13 39

PROMPT PAY 2 15 1 8
PROVIDER AVAILBILITY 1 50

UNSATISFACTORY

SETTLEMENT/OFFER 11 21 2 4
PRE-EXISTING CONDITION 1 7 1 7

MEDICAL NECESSITY 8 19 1 2

POST CLAIM UNDERWRITING

SUBROGATION 2 33

DENIAL OF CLAIM 36 14 6 2 4 2
USUAL, CUSTOMARY,

REASONABLE 4 27

OUT OF NETWORK BENEFITS 2 7

CO PAY ISSUES 17 38 1 2

COORDINATION OF BENEFITS 4 17

NO PREAUTHORIZATION 2 10

PCP REFERRALS 1 100
(Continued)

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



TOTAL COMPLAINTS CLOSED IN OREGON DURING 2007 AGAINST ALL COMPANIESIN EACH
LINE, BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DISPOSI TION

DISPOSITION
CONTRACT COMPANY
ACCIDENT AND HEALTH QUESTION PROVISION/LEGAL COMPANY IN POSITION NO
OF FACT ISSUE COMPLIANCE UPHELD JURISDICTION
NMBR | PCT NMBR PCT NMBR PCT |NMBR| PCT | NMBR PCT

REASON

PREMIUM & RATING 1 8 7 58

REFUSAL TO INSURE 3 9 9 27

CANCELLATION 3 11 6 21

NONRENEWAL

DELAYS 1 1 4 3 1 1 2 2 7 6
PRE-OWNERS UNDERWRITING

UNFAIR DISCRIMINATION 1 50

RATE CLASSIFICATION

RECISSION 1 4 1 4 2 8 11 46

COBRA 1 33 1 33
CONTINUATION OF BENEFITS 1 33

SUITABILITY 1 50

MISLEADING ADVERTISING

HEALTH PRIVACY 1 100

REPLACEMENT 1 25
AGENT HANDLING 1 25

MISREPRESENTATION 2 29 2 29
POLICY DELIVERY

HIGH PRESSURE TACTICS

DUPLICATION OF COVERAGE 2 100

ADVERSE BENEFIT

DETERMINATION 2 6 3 9 3 9 1 3 2 6
PROMPT PAY 1 8
PROVIDER AVAILBILITY 1 50
UNSATISFACTORY

SETTLEMENT/OFFER 6 12 7 13 1 2
PRE-EXISTING CONDITION 2 14 2 14 1 7
MEDICAL NECESSITY 4 10 5 12 3 7
POST CLAIM UNDERWRITING 1 100

SUBROGATION 1 17

DENIAL OF CLAIM 5 2 53 20 7 3 20 8 18 7
USUAL, CUSTOMARY,

REASONABLE 7 47 1 7 2 13

OUT OF NETWORK BENEFITS 3 11 1 4 3 11 2 7
CO PAY ISSUES 4 9 6 13 2 4
COORDINATION OF BENEFITS 3 13 1 4 6 25 1 4
NO PREAUTHORIZATION 7 35

PCP REFERRALS
(Continued)

45

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



46

TOTAL COMPLAINTS CLOSED IN OREGON DURING 2007 AGAINST ALL COMPANIESIN EACH
LINE, BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DISPOSI TION

DISPOSITION
ACCIDENT AND HEALTH INSUFFICIENT
INFORMATION OTHER TOTAL
NMBR PCT NMBR | PCT | NMBR | PCT
REASON
PREMIUM & RATING 12| 100
REFUSAL TO INSURE 33| 100
CANCELLATION 28| 100
NONRENEWAL 1| 100
DELAYS 2 2 1 1 118 100
PRE-OWNERS UNDERWRITING 1| 100
UNFAIR DISCRIMINATION 2| 100
RATE CLASSIFICATION 1| 100
RECISSION 24| 100
COBRA 3| 100
CONTINUATION OF BENEFITS 3| 100
SUITABILITY 2| 100
MISLEADING ADVERTISING 3| 100
HEALTH PRIVACY 1| 100
REPLACEMENT 4] 100
AGENT HANDLING 4] 100
MISREPRESENTATION 7| 100
POLICY DELIVERY 3| 100
HIGH PRESSURE TACTICS 2| 100
DUPLICATION OF COVERAGE 2| 100
ADVERSE BENEFIT
DETERMINATION 33| 100
PROMPT PAY 1 8 13| 100
PROVIDER AVAILBILITY 2| 100
UNSATISFACTORY
SETTLEMENT/OFFER 52| 100
PRE-EXISTING CONDITION 14| 100
MEDICAL NECESSITY 42| 100
POST CLAIM UNDERWRITING 1| 100
SUBROGATION 6| 100
DENIAL OF CLAIM 1 0 259| 100
USUAL, CUSTOMARY,
REASONABLE 15| 100
OUT OF NETWORK BENEFITS 28| 100
CO PAY ISSUES 45| 100
COORDINATION OF BENEFITS 24| 100
NO PREAUTHORIZATION 20| 100
PCP REFERRALS 1| 100
(Continued)

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



TOTAL COMPLAINTS CLOSED IN OREGON DURING 2007 AGAINST ALL COMPANIESIN EACH
LINE, BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DISPOSI TION

47

ACCIDENT AND HEALTH

DISPOSITION
POLICY
NOT IN POLICY ADVISED COMPROMISED | ADDITIONAL
FORCE ISSUED/RSTRD | COMPLAINANT | STLMNT/RSLTN PAYMENT REFUND
NMBR | PCT [ NMBR PCT NMBR PCT NMBR PCT NMBR | PCT |NMBR|PCT

REASON

UTILIZATION REVIEW

OBESITY SERVICE

25

EXPERIMENTAL

COST CONTAINMENT

CONSUMER EDUCATION NEEDED

25

TIMELINESS

33

33

33

OTHER: CLAIM HANDLING

100

INADEQUATE PROVIDER
NETWORK

100

PREMIUM NOTICE/BILLING

SURRENDER PROBLEMS

100

DELAYS/NO RESPONSE

INFORMATION REQUESTED

PREMIUM REFUNDED

16

38

PAYMENT NOT CREDITED

COVERAGE QUESTION

10

ACCESSTO CARE

17

33

QUALITY OF CARE

33

ABUSIVE SERVICE

50

OTHER: POLICYHOLDER SERVICE

TOTAL

11

65

63

42

27

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



TOTAL COMPLAINTS CLOSED IN OREGON DURING 2007 AGAINST ALL COMPANIESIN EACH
LINE, BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DISPOSI TION

DISPOSITION
FILED
ACCIDENT AND HEALTH COVERAGE | UNABLETO CLAIM CANCELLATION CLAIM SUIT/RETAINED
EXTENDED ASSIST REOPENED UPHELD SETTLED ATTORNEY

NMBR| PCT |NMBR|PCT |[NMBR| PCT | NMBR PCT NMBR | PCT | NMBR PCT

REASON

UTILIZATION REVIEW

OBESITY SERVICE

EXPERIMENTAL 1 6 1 6

COST CONTAINMENT

CONSUMER EDUCATION NEEDED

TIMELINESS

OTHER: CLAIM HANDLING

INADEQUATE PROVIDER
NETWORK

PREMIUM NOTICE/BILLING

SURRENDER PROBLEMS

DELAYS/NO RESPONSE 1 7

INFORMATION REQUESTED

PREMIUM REFUNDED

PAYMENT NOT CREDITED

COVERAGE QUESTION 2 4 1 2 1 2

ACCESSTO CARE

QUALITY OF CARE

ABUSIVE SERVICE 1 50

OTHER: POLICYHOLDER SERVICE

TOTAL 68 7 1 0 10 1 1 0 47 5 3 0

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES




TOTAL COMPLAINTS CLOSED IN OREGON DURING 2007 AGAINST ALL COMPANIESIN EACH
LINE, BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DISPOSI TION

ACCIDENT AND HEALTH

DISPOSITION

NO ACTION
REQUESTED/REQUIRED

REFERED TO
OTHER
DEPARTMENT

REFERRED
TO PROPER
AGENCY

REFERRED
TO MARKET
CONDUCT

UNDERWRITING
PRACTICE
RESOLVED

NMBR PCT

NMBR PCT

NMBR | PCT

NMBR | PCT

NMBR PCT

REASON

UTILIZATION REVIEW

OBESITY SERVICE

EXPERIMENTAL

COST CONTAINMENT

CONSUMER EDUCATION NEEDED

TIMELINESS

OTHER: CLAIM HANDLING

INADEQUATE PROVIDER
NETWORK

PREMIUM NOTICE/BILLING

SURRENDER PROBLEMS

DELAYS/NO RESPONSE

INFORMATION REQUESTED

PREMIUM REFUNDED

PAYMENT NOT CREDITED

COVERAGE QUESTION

ACCESSTO CARE

QUALITY OF CARE

ABUSIVE SERVICE

OTHER: POLICYHOLDER SERVICE

TOTAL

16 2

49

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



TOTAL COMPLAINTS CLOSED IN OREGON DURING 2007 AGAINST ALL COMPANIESIN EACH
LINE, BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DISPOSI TION

ACCIDENT AND HEALTH

DISPOSITION

INFORMATION
FURNISHED/EXPANDED

DELAY
RESOLVED

CANCELLATION
NOTICE
WITHDRAWN

PREMIUM
PROBLEM
RESOLVED

REFERRED FOR
DISCIPLINARY
ACTION

NMBR

PCT

NMBR | PCT

NMBR PCT

NMBR | PCT

NMBR PCT

REASON

UTILIZATION REVIEW

OBESITY SERVICE

EXPERIMENTAL

11

COST CONTAINMENT

100

CONSUMER EDUCATION NEEDED

25

TIMELINESS

OTHER: CLAIM HANDLING

INADEQUATE PROVIDER
NETWORK

PREMIUM NOTICE/BILLING

10

29

SURRENDER PROBLEMS

DELAYS/NO RESPONSE

27

INFORMATION REQUESTED

14

56

PREMIUM REFUNDED

14

PAYMENT NOT CREDITED

1 100

COVERAGE QUESTION

17

33

ACCESSTO CARE

QUALITY OF CARE

33

ABUSIVE SERVICE

OTHER: POLICYHOLDER SERVICE

TOTAL

198

19

72 7

17 2

50

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



TOTAL COMPLAINTS CLOSED IN OREGON DURING 2007 AGAINST ALL COMPANIESIN EACH
LINE, BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DISPOSI TION

ACCIDENT AND HEALTH

DISPOSITION
CONTRACT COMPANY
QUESTION PROVISION/LEGAL COMPANY IN POSITION NO
OF FACT ISSUE COMPLIANCE UPHELD JURISDICTION
NMBR| PCT NMBR PCT NMBR [ PCT |[NMBR| PCT | NMBR PCT

REASON

UTILIZATION REVIEW

100

OBESITY SERVICE

25

25

25

EXPERIMENTAL

22

11

33

COST CONTAINMENT

CONSUMER EDUCATION NEEDED

50

TIMELINESS

OTHER: CLAIM HANDLING

INADEQUATE PROVIDER
NETWORK

PREMIUM NOTICE/BILLING

12

SURRENDER PROBLEMS

DELAYS/NO RESPONSE

INFORMATION REQUESTED

PREMIUM REFUNDED

14

PAYMENT NOT CREDITED

COVERAGE QUESTION

12

14

14

ACCESSTO CARE

17

17

QUALITY OF CARE

33

ABUSIVE SERVICE

OTHER: POLICYHOLDER SERVICE

50

25

TOTAL

20

111

11

60

96

56

OF CONSUMER AND BUSINESS SERVICES

51

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
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TOTAL COMPLAINTS CLOSED IN OREGON DURING 2007 AGAINST ALL COMPANIESIN EACH
LINE, BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DISPOSI TION

DISPOSITION
ACCIDENT AND HEALTH INSUFFICIENT

INFORMATION OTHER TOTAL

NMBR PCT |NMBR|PCT|NMBR|PCT
REASON
UTILIZATION REVIEW 1] 100
OBESITY SERVICE 4( 100
EXPERIMENTAL 18| 100
COST CONTAINMENT 1] 100
CONSUMER EDUCATION NEEDED 4( 100
TIMELINESS 3| 100
OTHER: CLAIM HANDLING 2| 100
INADEQUATE PROVIDER
NETWORK 1] 100
PREMIUM NOTICE/BILLING 34| 100
SURRENDER PROBLEMS 1] 100
DELAYS/NO RESPONSE 15| 100
INFORMATION REQUESTED 1 4 25| 100
PREMIUM REFUNDED 1 2 42| 100
PAYMENT NOT CREDITED 1] 100
COVERAGE QUESTION 1 2 51| 100
ACCESSTO CARE 6| 100
QUALITY OF CARE 3| 100
ABUSIVE SERVICE 2| 100
OTHER: POLICYHOLDER SERVICE 4( 100
TOTAL 5 0 3 0 1027 | 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



TOTAL COMPLAINTS CLOSED IN OREGON DURING 2007 AGAINST ALL COMPANIESIN EACH

LINE, BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DISPOSI TION

53

PERSONAL AUTO

DISPOSITION

POLICY
NOT IN
FORCE

POLICY

ISSUED/RSTRD

ADVISED
COMPLAINANT

COMPROMISED
STLMNT/RSLTN

ADDITIONAL
PAYMENT

REFUND

NMBR

PCT

NMBR PCT

NMBR

PCT

NMBR

PCT

NMBR

PCT

NMBR

PCT

REASON

PREMIUM & RATING

46

13

13

REFUSAL TO INSURE

20

60

CANCELLATION

11

16

NONRENEWAL

20

CREDIT REPORTING

60

DELAYS

59

27

RATE CLASSIFICATION

SURCHARGE

ENDORSEMENT/RIDER

14

14

14

CREDIT SCORING

CLUE REPORTS

100

OTHER: UNDERWRITING

50

SUITABILITY

AGENT HANDLING

22

INTERNET RELATED

FIDUCIARY/THEFT

POLICY DELIVERY

75

MISAPPROPRIATION OF
PREMIUM

ADVERSE BENEFIT
DETERMINATION

100

ADJUSTER HANDLING

26

39

PROMPT PAY

12

12

12

UNSATISFACTORY
SETTLEMENT/OFFER

170

38

15

10

PRE-EXISTING CONDITION

100

TOTAL LOSS

29

FRAUD

POST CLAIM UNDERWRITING

100

COST CONTAINMENT PIP

13

25

SUBROGATION

10

COMPARATVE NEGLIGENCE

17

35

DENIAL OF CLAIM

25

USUAL, CUSTOMARY,
REASONABLE

100

NO PREAUTHORIZATION

100

PIP PRIMACY

COST CONTAINMENT

Y

100

(Continued)

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



TOTAL COMPLAINTS CLOSED IN OREGON DURING 2007 AGAINST ALL COMPANIESIN EACH
LINE, BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DISPOSI TION

PERSONAL AUTO

DISPOSITION
ENTERED COVERAGE |UNABLETO CLAIM CANCELLATION
ARBITRATION/MEDIATION EXTENDED ASSIST REOPENED UPHELD
NMBR PCT NMBR| PCT |NMBR|PCT |[NMBR| PCT | NMBR PCT

REASON

PREMIUM & RATING

REFUSAL TO INSURE

CANCELLATION

NONRENEWAL

CREDIT REPORTING

DELAYS

RATE CLASSIFICATION

SURCHARGE

ENDORSEMENT/RIDER

CREDIT SCORING

CLUE REPORTS

OTHER: UNDERWRITING

SUITABILITY

AGENT HANDLING

INTERNET RELATED

FIDUCIARY/THEFT

POLICY DELIVERY

MISAPPROPRIATION OF
PREMIUM

ADVERSE BENEFIT
DETERMINATION

ADJUSTER HANDLING

PROMPT PAY

UNSATISFACTORY
SETTLEMENT/OFFER

PRE-EXISTING CONDITION

TOTAL LOSS

FRAUD

POST CLAIM UNDERWRITING

COST CONTAINMENT PIP

SUBROGATION

COMPARATVE NEGLIGENCE

DENIAL OF CLAIM

USUAL, CUSTOMARY,
REASONABLE

NO PREAUTHORIZATION

PIP PRIMACY

COST CONTAINMENT

(Continued)

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT

OF CONSUMER AND BUSINESS SERVICES




TOTAL COMPLAINTS CLOSED IN OREGON DURING 2007 AGAINST ALL COMPANIESIN EACH
LINE, BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DISPOSI TION

PERSONAL AUTO

DISPOSITION

CLAIM
SETTLED

FILED
SUIT/RETAINED
ATTORNEY

NO ACTION
REQUESTED/REQUIRED

REFERED TO
OTHER
DEPARTMENT

REFERRED
TO PROPER
AGENCY

NMBR

PCT

NMBR PCT

NMBR PCT

NMBR PCT

NMBR | PCT

REASON

PREMIUM & RATING

REFUSAL TO INSURE

CANCELLATION

NONRENEWAL

CREDIT REPORTING

DELAYS

37

17

RATE CLASSIFICATION

SURCHARGE

ENDORSEMENT/RIDER

CREDIT SCORING

CLUE REPORTS

OTHER: UNDERWRITING

SUITABILITY

AGENT HANDLING

11

INTERNET RELATED

FIDUCIARY/THEFT

POLICY DELIVERY

MISAPPROPRIATION OF
PREMIUM

ADVERSE BENEFIT
DETERMINATION

ADJUSTER HANDLING

PROMPT PAY

24

UNSATISFACTORY
SETTLEMENT/OFFER

25

PRE-EXISTING CONDITION

TOTAL LOSS

FRAUD

POST CLAIM UNDERWRITING

COST CONTAINMENT PIP

SUBROGATION

COMPARATVE NEGLIGENCE

DENIAL OF CLAIM

13

USUAL, CUSTOMARY,
REASONABLE

NO PREAUTHORIZATION

PIP PRIMACY

11

COST CONTAINMENT

(Continued)

55

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



TOTAL COMPLAINTS CLOSED IN OREGON DURING 2007 AGAINST ALL COMPANIESIN EACH
LINE, BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DISPOSI TION

DISPOSITION
REFERRED | UNDERWRITING
PERSONAL AUTO REFERRED TO | TO MARKET PRACTICE INFORMATION DELAY
RATESIFORMS CONDUCT RESOLVED FURNISHED/EXPANDED | RESOLVED
NMBR PCT |NMBR| PCT [ NMBR PCT NMBR PCT NMBR | PCT

REASON

PREMIUM & RATING 2 2 20 19

REFUSAL TO INSURE 1 20
CANCELLATION 1 3 1 3
NONRENEWAL 4 40 1 10
CREDIT REPORTING 1 20 1 20

DELAYS 2 1 13 6 69 31
RATE CLASSIFICATION

SURCHARGE 1 14 1 14 1 14
ENDORSEMENT/RIDER

CREDIT SCORING 1 50

CLUE REPORTS

OTHER: UNDERWRITING 1 25

SUITABILITY

AGENT HANDLING 1 11 1 11

INTERNET RELATED 1 100
FIDUCIARY/THEFT 1 100

POLICY DELIVERY 1 25
MISAPPROPRIATION OF

PREMIUM 1 100

ADVERSE BENEFIT

DETERMINATION

ADJUSTER HANDLING 2 1 1 8 12

PROMPT PAY 1 6 1 6 2 12
UNSATISFACTORY

SETTLEMENT/OFFER 1 0 29 6 3 1
PRE-EXISTING CONDITION

TOTAL LOSS 1 3 4 13 1 3
FRAUD

POST CLAIM UNDERWRITING

COST CONTAINMENT PIP 2 25
SUBROGATION 1 5 1 5 2 10
COMPARATVE NEGLIGENCE 1 2 3 6

DENIAL OF CLAIM 24 11 1 0
USUAL, CUSTOMARY,

REASONABLE

NO PREAUTHORIZATION

PIP PRIMACY 2 22
COST CONTAINMENT
(Continued)

56

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



TOTAL COMPLAINTS CLOSED IN OREGON DURING 2007 AGAINST ALL COMPANIESIN EACH

LINE, BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DISPOSI TION

57

PERSONAL AUTO

DISPOSITION

CANCELLATION
NOTICE
WITHDRAWN

NONRENEWAL
NOTICE
RESCINDED

PREMIUM
PROBLEM
RESOLVED

DEDUCTIBLE
REFUNDED

REFERRED FOR
DISCIPLINARY
ACTION

QUESTION
OF FACT

NMBR

PCT

NMBR PCT

NMBR

PCT

NMBR

PCT

NMBR PCT

NMBR

PCT

REASON

PREMIUM & RATING

REFUSAL TO INSURE

CANCELLATION

11

NONRENEWAL

CREDIT REPORTING

DELAYS

10

RATE CLASSIFICATION

100

SURCHARGE

ENDORSEMENT/RIDER

CREDIT SCORING

CLUE REPORTS

OTHER: UNDERWRITING

SUITABILITY

AGENT HANDLING

11

INTERNET RELATED

FIDUCIARY/THEFT

POLICY DELIVERY

MISAPPROPRIATION OF
PREMIUM

ADVERSE BENEFIT
DETERMINATION

ADJUSTER HANDLING

12

PROMPT PAY

UNSATISFACTORY
SETTLEMENT/OFFER

119

26

PRE-EXISTING CONDITION

TOTAL LOSS

11

35

FRAUD

100

POST CLAIM UNDERWRITING

COST CONTAINMENT PIP

38

SUBROGATION

10

COMPARATVE NEGLIGENCE

24

49

DENIAL OF CLAIM

67

31

USUAL, CUSTOMARY,
REASONABLE

NO PREAUTHORIZATION

PIP PRIMACY

COST CONTAINMENT

(Continued)

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



TOTAL COMPLAINTS CLOSED IN OREGON DURING 2007 AGAINST ALL COMPANIESIN EACH
LINE, BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DISPOSI TION

PERSONAL AUTO

DISPOSITION

RATING
PROBLEM
RESOLVED

CONTRACT
PROVISION/LEGAL
ISSUE

COMPANY IN
COMPLIANCE

COMPANY
POSITION
UPHELD

ENDORSEMENT
PROCESSED

NMBR

PCT

NMBR PCT

NMBR

PCT

NMBR

PCT

NMBR PCT

REASON

PREMIUM & RATING

REFUSAL TO INSURE

CANCELLATION

NONRENEWAL

20

CREDIT REPORTING

DELAYS

RATE CLASSIFICATION

SURCHARGE

14

ENDORSEMENT/RIDER

29

CREDIT SCORING

50

CLUE REPORTS

OTHER: UNDERWRITING

25

SUITABILITY

100

AGENT HANDLING

11

INTERNET RELATED

FIDUCIARY/THEFT

POLICY DELIVERY

MISAPPROPRIATION OF
PREMIUM

ADVERSE BENEFIT
DETERMINATION

ADJUSTER HANDLING

10

PROMPT PAY

18

UNSATISFACTORY
SETTLEMENT/OFFER

PRE-EXISTING CONDITION

TOTAL LOSS

FRAUD

POST CLAIM UNDERWRITING

COST CONTAINMENT PIP

SUBROGATION

COMPARATVE NEGLIGENCE

DENIAL OF CLAIM

14

10

USUAL, CUSTOMARY,
REASONABLE

NO PREAUTHORIZATION

PIP PRIMACY

COST CONTAINMENT

(Continued)

OF CONSUMER AND BUSINESS SERVICES

58

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
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TOTAL COMPLAINTS CLOSED IN OREGON DURING 2007 AGAINST ALL COMPANIESIN EACH
LINE, BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DISPOSI TION

DISPOSITION
PERSONAL AUTO NO INSUFFICIENT
JURISDICTION | RECOVERY | INFORMATION OTHER TOTAL
NMBR PCT [NMBR| PCT | NMBR PCT [NMBR|PCT |NMBR|PCT

REASON

PREMIUM & RATING 1 1 2 2 104| 100
REFUSAL TO INSURE 5| 100
CANCELLATION 36| 100
NONRENEWAL 10| 100
CREDIT REPORTING 5| 100
DELAYS 3 1 6 3 222 | 100
RATE CLASSIFICATION 2| 100
SURCHARGE 7| 100
ENDORSEMENT/RIDER 1 14 7| 100
CREDIT SCORING 2| 100
CLUE REPORTS 1| 100
OTHER: UNDERWRITING 4| 100
SUITABILITY 1| 100
AGENT HANDLING 1 11 9| 100
INTERNET RELATED 1| 100
FIDUCIARY/THEFT 1| 100
POLICY DELIVERY 4| 100
MISAPPROPRIATION OF

PREMIUM 1| 100
ADVERSE BENEFIT

DETERMINATION 1| 100
ADJUSTER HANDLING 1 1 67| 100
PROMPT PAY 17| 100
UNSATISFACTORY

SETTLEMENT/OFFER 3 1 1 0 1 0 452 | 100
PRE-EXISTING CONDITION 1| 100
TOTAL LOSS 31| 100
FRAUD 1| 100
POST CLAIM UNDERWRITING 1| 100
COST CONTAINMENT PIP 8| 100
SUBROGATION 21| 100
COMPARATVE NEGLIGENCE 49| 100
DENIAL OF CLAIM 4 2 1 0 1 0 218 | 100
USUAL, CUSTOMARY,

REASONABLE 1| 100
NO PREAUTHORIZATION 1| 100
PIP PRIMACY 9| 100
COST CONTAINMENT 1| 100
(Continued)

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



TOTAL COMPLAINTS CLOSED IN OREGON DURING 2007 AGAINST ALL COMPANIESIN EACH

LINE, BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DISPOSI TION

60

PERSONAL AUTO

DISPOSITION

POLICY

NOT IN POLICY
FORCE ISSUED/RSTRD

ADVISED
COMPLAINANT

COMPROMISED
STLMNT/RSLTN

ADDITIONAL
PAYMENT

REFUND

NMBR

PCT | NMBR PCT

NMBR

PCT

NMBR PCT

NMBR | PCT

NMBR

PCT

REASON

VALUE DISPUTE

100

ADJUSTER NO RESPONSE

w

33

CONSUMER EDUCATION
NEEDED

33

TIMELINESS

80

OTHER: CLAIM HANDLING

31

PREMIUM NOTICE/BILLING

33

10

DELAYS/NO RESPONSE

P N|O] 0] >

25

INFORMATION REQUESTED

PREMIUM REFUNDED

17

58

COVERAGE QUESTION

60

ABUSIVE SERVICE

33

OTHER: POLICYHOLDER
SERVICE

TOTAL

473

33 2

63

28

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES
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TOTAL COMPLAINTS CLOSED IN OREGON DURING 2007 AGAINST ALL COMPANIESIN EACH
LINE, BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DISPOSI TION

DISPOSITION
PERSONAL AUTO ENTERED COVERAGE |UNABLETO CLAIM CANCELLATION
ARBITRATION/MEDIATION EXTENDED ASSIST REOPENED UPHELD
NMBR PCT NMBR| PCT |NMBR|PCT |[NMBR| PCT | NMBR PCT

REASON
VALUE DISPUTE
ADJUSTER NO RESPONSE
CONSUMER EDUCATION
NEEDED 1 8

TIMELINESS

OTHER: CLAIM HANDLING
PREMIUM NOTICE/BILLING
DELAYS/NO RESPONSE
INFORMATION REQUESTED
PREMIUM REFUNDED
COVERAGE QUESTION 1 20
ABUSIVE SERVICE

OTHER: POLICYHOLDER
SERVICE

TOTAL 6 0 17 1 2 0 6 0 1 0

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES
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TOTAL COMPLAINTS CLOSED IN OREGON DURING 2007 AGAINST ALL COMPANIESIN EACH
LINE, BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DISPOSI TION

DISPOSITION

FILED REFERED TO REFERRED
PERSONAL AUTO CLAIM SUIT/RETAINED NO ACTION OTHER TO PROPER
SETTLED ATTORNEY REQUESTED/REQUIRED | DEPARTMENT AGENCY

NMBR | PCT | NMBR PCT NMBR PCT NMBR PCT [NMBR| PCT

REASON
VALUE DISPUTE
ADJUSTER NO RESPONSE 1 11

CONSUMER EDUCATION
NEEDED

TIMELINESS 1 10
OTHER: CLAIM HANDLING 1 6 1 6
PREMIUM NOTICE/BILLING
DELAYS/NO RESPONSE
INFORMATION REQUESTED
PREMIUM REFUNDED
COVERAGE QUESTION
ABUSIVE SERVICE

OTHER: POLICYHOLDER
SERVICE

TOTAL 94 7 8 1 4 0 1 0 1 0

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES
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TOTAL COMPLAINTS CLOSED IN OREGON DURING 2007 AGAINST ALL COMPANIESIN EACH
LINE, BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DISPOSI TION

DISPOSITION

REFERRED UNDERWRITING
PERSONAL AUTO REFERRED TO | TO MARKET PRACTICE INFORMATION DELAY
RATESFORMS CONDUCT RESOLVED FURNISHED/EXPANDED | RESOLVED

NMBR PCT |[NMBR| PCT | NMBR PCT NMBR PCT NMBR | PCT

REASON
VALUE DISPUTE
ADJUSTER NO RESPONSE 3 33 1 11

CONSUMER EDUCATION
NEEDED 4 33

TIMELINESS 1 10
OTHER: CLAIM HANDLING
PREMIUM NOTICE/BILLING
DELAYS/NO RESPONSE
INFORMATION REQUESTED
PREMIUM REFUNDED
COVERAGE QUESTION
ABUSIVE SERVICE 2 67

OTHER: POLICYHOLDER
SERVICE

TOTAL 2 0 14 1 5 0 137 10 84 6

14

25 2 50

100

NEN RS

17

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



TOTAL COMPLAINTS CLOSED IN OREGON DURING 2007 AGAINST ALL COMPANIESIN EACH
LINE, BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DISPOSI TION

DISPOSITION
CANCELLATION | NONRENEWAL PREMIUM REFERRED FOR
PERSONAL AUTO NOTICE NOTICE PROBLEM DEDUCTIBLE | DISCIPLINARY QUESTION
WITHDRAWN RESCINDED RESOLVED REFUNDED ACTION OF FACT

NMBR PCT NMBR PCT |NMBR| PCT | NMBR | PCT NMBR PCT |NMBR| PCT

REASON

VALUE DISPUTE

ADJUSTER NO RESPONSE

CONSUMER EDUCATION
NEEDED

TIMELINESS

OTHER: CLAIM HANDLING 2 13

PREMIUM NOTICE/BILLING 4 19

DELAYS/NO RESPONSE

INFORMATION REQUESTED

PREMIUM REFUNDED

COVERAGE QUESTION

ABUSIVE SERVICE

OTHER: POLICYHOLDER
SERVICE 1 20

TOTAL 4 0 1 0 12 1 5 0 4 0 248 18

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES
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TOTAL COMPLAINTS CLOSED IN OREGON DURING 2007 AGAINST ALL COMPANIESIN EACH
LINE, BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DISPOSI TION

DISPOSITION
RATING CONTRACT COMPANY
PERSONAL AUTO PROBLEM PROVISION/LEGAL COMPANY IN POSITION ENDORSEMENT
RESOLVED ISSUE COMPLIANCE UPHELD PROCESSED

NMBR | PCT NMBR PCT NMBR [ PCT |NMBR| PCT | NMBR PCT
REASON
VALUE DISPUTE
ADJUSTER NO RESPONSE 1 11
CONSUMER EDUCATION
NEEDED 2 17
TIMELINESS
OTHER: CLAIM HANDLING 1 6 1 6
PREMIUM NOTICE/BILLING 1 5 1 5

DELAYS/NO RESPONSE
INFORMATION REQUESTED
PREMIUM REFUNDED 1 8
COVERAGE QUESTION
ABUSIVE SERVICE

OTHER: POLICYHOLDER
SERVICE

TOTAL 5 0 1 0 82 6 21 1 2 0

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES
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TOTAL COMPLAINTS CLOSED IN OREGON DURING 2007 AGAINST ALL COMPANIESIN EACH
LINE, BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DISPOSI TION

DISPOSITION
PERSONAL AUTO NO INSUFFICIENT

JURISDICTION | RECOVERY | INFORMATION OTHER TOTAL

NMBR PCT |[NMBR| PCT | NMBR PCT |NMBR|PCT |NMBR|PCT
REASON
VALUE DISPUTE 1| 100
ADJUSTER NO RESPONSE 9| 100
CONSUMER EDUCATION
NEEDED 1 8 12| 100
TIMELINESS 10| 100
OTHER: CLAIM HANDLING 1 6 2 13 16| 100
PREMIUM NOTICE/BILLING 21| 100
DELAYS/NO RESPONSE 4| 100
INFORMATION REQUESTED 4| 100
PREMIUM REFUNDED 12| 100
COVERAGE QUESTION 5| 100
ABUSIVE SERVICE 3| 100
OTHER: POLICYHOLDER
SERVICE 1 20 5| 100
TOTAL 13 1 1 0 16 1 1 0 1403 | 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES
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TOTAL COMPLAINTS CLOSED IN OREGON DURING 2007 AGAINST ALL COMPANIESIN EACH
LINE, BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DISPOSI TION

DISPOSITION
COMMERCIAL AUTO ADVISED COMPROMISED | ADDITIONAL COVERAGE CLAIM
COMPLAINANT | STLMNT/RSLTN PAYMENT REFUND EXTENDED REOPENED
NMBR PCT NMBR PCT NMBR | PCT [NMBR|PCT |[NMBR| PCT [NMBR| PCT
REASON
PREMIUM & RATING 3 100
CANCELLATION 2 40 1 20
DELAYS 3 14 1 5 2 9
AGENT HANDLING
POLICY DELIVERY 1 50
ADJUSTER HANDLING 1 100
UNSATISFACTORY
SETTLEMENT/OFFER 6 50 1 8
FRAUD 1 100
COMPARATVE
NEGLIGENCE 2 100
DENIAL OF CLAIM 4 17 1 4 3 13 1 4
OTHER: CLAIM
HANDLING 1 25
PREMIUM
NOTICE/BILLING 2 100
PREMIUM REFUNDED
COMPANY/AGENT
DISPUTE 2 100
OTHER:
POLICYHOLDER
SERVICE
TOTAL 25 30 4 5 2 2 1 1 5 6 1 1

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES
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TOTAL COMPLAINTS CLOSED IN OREGON DURING 2007 AGAINST ALL COMPANIESIN EACH

LINE, BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DISPOSI TION

COMMERCIAL AUTO

DISPOSITION

CANCELLATION
UPHELD

CLAIM
SETTLED

FILED
SUIT/RETAINED
ATTORNEY

REFERRED
TO MARKET
CONDUCT

INFORMATION
FURNISHED/EXPANDED

DELAY
RESOLVED

NMBR

PCT

NMBR

PCT

NMBR

PCT NMBR | PCT

NMBR PCT

NMBR | PCT

REASON

PREMIUM & RATING

CANCELLATION

20

DELAYS

23

AGENT HANDLING

1 100

POLICY DELIVERY

ADJUSTER HANDLING

UNSATISFACTORY
SETTLEMENT/OFFER

FRAUD

COMPARATVE
NEGLIGENCE

DENIAL OF CLAIM

OTHER: CLAIM
HANDLING

PREMIUM
NOTICE/BILLING

PREMIUM REFUNDED

COMPANY/AGENT
DISPUTE

OTHER:
POLICYHOLDER
SERVICE

1 100

TOTAL

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



TOTAL COMPLAINTS CLOSED IN OREGON DURING 2007 AGAINST ALL COMPANIESIN EACH
LINE, BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DISPOSI TION

69

COMMERCIAL AUTO

DISPOSITION

PREMIUM
PROBLEM
RESOLVED

QUESTION
OF FACT

CONTRACT
PROVISION/LEGAL
ISSUE

COMPANY IN
COMPLIANCE

COMPANY
POSITION
UPHELD

OTHER

TOTAL

NMBR

PCT

NMBR| PCT

NMBR PCT

NMBR | PCT

NMBR

PCT

NMBR

PCT

NMBR

PCT

REASON

PREMIUM & RATING

100

CANCELLATION

100

DELAYS

100

AGENT HANDLING

100

POLICY DELIVERY

100

ADJUSTER HANDLING

100

UNSATISFACTORY
SETTLEMENT/OFFER

100

FRAUD

100

COMPARATVE
NEGLIGENCE

100

DENIAL OF CLAIM

100

OTHER: CLAIM
HANDLING

100

PREMIUM
NOTICE/BILLING

100

PREMIUM REFUNDED

100

100

COMPANY/AGENT
DISPUTE

100

OTHER:
POLICYHOLDER
SERVICE

100

TOTAL

12 15

82

100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



TOTAL COMPLAINTS CLOSED IN OREGON DURING 2007 AGAINST ALL COMPANIESIN EACH
LINE, BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DISPOSI TION

70

LIFE

DISPOSITION

POLICY
ISSUED/RSTRD

ADVISED

COMPLAINANT

COMPROMISED
STLMNT/RSLTN

ADDITIONAL
PAYMENT

REFUND

COVERAGE
EXTENDED

NMBR

PCT

NMBR PCT

NMBR

PCT

NMBR

PCT

NMBR

PCT

NMBR

PCT

REASON

PREMIUM & RATING

REFUSAL TO INSURE

50

CANCELLATION

25

DELAYS

RECISSION

33

OTHER: UNDERWRITING

SUITABILITY

10

REPLACEMENT

AGENT HANDLING

25

MISREPRESENTATION

POLICY DELIVERY

20

FRAUD/FORGERY

100

ADVERSE BENEFIT
DETERMINATION

UNSATISFACTORY
SETTLEMENT/OFFER

PRE-EXISTING CONDITION

SUBROGATION

DENIAL OF CLAIM

25

ASSIGNMENT OF BENEFITS

100

CONSUMER EDUCATION
NEEDED

TIMELINESS

OTHER: CLAIM HANDLING

100

PREMIUM NOTICE/BILLING

SURRENDER PROBLEMS

13

13

CASH VALUE

DELAYS/NO RESPONSE

18

INFORMATION REQUESTED

PREMIUM REFUNDED

[oo2N Il N \C T Bl (V]

67

PAYMENT NOT CREDITED

25

25

COVERAGE QUESTION

ABUSIVE SERVICE

50

TOTAL

16

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



TOTAL COMPLAINTS CLOSED IN OREGON DURING 2007 AGAINST ALL COMPANIESIN EACH
LINE, BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DISPOSI TION

71

LIFE

DISPOSITION

CLAIM
SETTLED

NO ACTION
REQUESTED/REQUIRED

REFERRED
TO PROPER
AGENCY

UNDERWRITING
PRACTICE
RESOLVED

INFORMATION

FURNISHED/EXPANDED

NMBR

PCT

NMBR PCT

NMBR | PCT

NMBR

PCT

NMBR PCT

REASON

PREMIUM & RATING

13

63

REFUSAL TO INSURE

CANCELLATION

50

DELAYS

20

RECISSION

OTHER: UNDERWRITING

SUITABILITY

50

REPLACEMENT

AGENT HANDLING

MISREPRESENTATION

17

POLICY DELIVERY

20

FRAUD/FORGERY

ADVERSE BENEFIT
DETERMINATION

100

UNSATISFACTORY
SETTLEMENT/OFFER

PRE-EXISTING CONDITION

SUBROGATION

100

DENIAL OF CLAIM

ASSIGNMENT OF BENEFITS

CONSUMER EDUCATION
NEEDED

100

TIMELINESS

OTHER: CLAIM HANDLING

PREMIUM NOTICE/BILLING

10

56

SURRENDER PROBLEMS

13

CASH VALUE

47

DELAYS/NO RESPONSE

INFORMATION REQUESTED

68

PREMIUM REFUNDED

PAYMENT NOT CREDITED

25

COVERAGE QUESTION

45

ABUSIVE SERVICE

50

TOTAL

63

32

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



TOTAL COMPLAINTS CLOSED IN OREGON DURING 2007 AGAINST ALL COMPANIESIN EACH

LINE, BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DISPOSI TION

72

LIFE

DISPOSITION

DELAY
RESOLVED

CANCELLATION
NOTICE
WITHDRAWN

NONFORFEITURE
PROBLEM
RESOLVED

PREMIUM
PROBLEM
RESOLVED

REFERRED FOR
DISCIPLINARY
ACTION

QUESTION
OF FACT

NMBR

PCT

NMBR PCT

NMBR PCT

NMBR | PCT

NMBR

PCT

NMBR

PCT

REASON

PREMIUM & RATING

13

REFUSAL TO INSURE

CANCELLATION

DELAYS

RECISSION

OTHER: UNDERWRITING

50

SUITABILITY

10

20

REPLACEMENT

33

33

33

AGENT HANDLING

38

25

MISREPRESENTATION

50

POLICY DELIVERY

RPlW|IN|IFP]|DN]|PFP

20

FRAUD/FORGERY

ADVERSE BENEFIT
DETERMINATION

UNSATISFACTORY
SETTLEMENT/OFFER

PRE-EXISTING CONDITION

SUBROGATION

DENIAL OF CLAIM

ASSIGNMENT OF BENEFITS

CONSUMER EDUCATION
NEEDED

TIMELINESS

100

OTHER: CLAIM HANDLING

PREMIUM NOTICE/BILLING

SURRENDER PROBLEMS

33

20

CASH VALUE

DELAYS/NO RESPONSE

36

INFORMATION REQUESTED

PREMIUM REFUNDED

PAYMENT NOT CREDITED

COVERAGE QUESTION

ABUSIVE SERVICE

TOTAL

18

16

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



TOTAL COMPLAINTS CLOSED IN OREGON DURING 2007 AGAINST ALL COMPANIESIN EACH
LINE, BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DISPOSI TION

73

LIFE

DISPOSITION

CONTRACT
PROVISION/LEGAL

ISSUE

COMPANY IN
COMPLIANCE

COMPANY
POSITION
UPHELD

NO

JURISDICTION

INSUFFICIENT
INFORMATION

TOTAL

NMBR

PCT

NMBR | PCT

NMBR

PCT

NMBR

PCT

NMBR PCT

NMBR

PCT

REASON

PREMIUM & RATING

13

100

REFUSAL TO INSURE

50

100

CANCELLATION

100

DELAYS

20

100

RECISSION

67

100

OTHER: UNDERWRITING

50

100

SUITABILITY

100

REPLACEMENT

100

AGENT HANDLING

13

100

MISREPRESENTATION

17

100

POLICY DELIVERY

100

FRAUD/FORGERY

RlOo]lo| 0| w

100

ADVERSE BENEFIT
DETERMINATION

=

100

UNSATISFACTORY
SETTLEMENT/OFFER

100

100

PRE-EXISTING CONDITION

100

100

SUBROGATION

100

DENIAL OF CLAIM

13

25

13

100

ASSIGNMENT OF BENEFITS

Rrlo|lr]rR]N

100

CONSUMER EDUCATION
NEEDED

100

TIMELINESS

100

OTHER: CLAIM HANDLING

100

PREMIUM NOTICE/BILLING

11

18

100

SURRENDER PROBLEMS

15

100

CASH VALUE

13

15

100

DELAYS/NO RESPONSE

11

100

INFORMATION REQUESTED

22

100

PREMIUM REFUNDED

N[R|FR] P
(6,

12

100

PAYMENT NOT CREDITED

25

100

COVERAGE QUESTION

11

100

ABUSIVE SERVICE

100

TOTAL

17

11 6

195

100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



TOTAL COMPLAINTS CLOSED IN OREGON DURING 2007 AGAINST ALL COMPANIESIN EACH
LINE, BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DISPOSI TION

ANNUITIES

DISPOSITION

ADVISED COMPROMISED | ADDITIONAL

COMPLAINANT | STLMNT/RSLTN PAYMENT REFUND

CLAIM
SETTLED

REFERRED
TO MARKET
CONDUCT

NMBR PCT NMBR PCT NMBR | PCT [NMBR

PCT

NMBR | PCT

NMBR | PCT

REASON

DELAYS

25

SUITABILITY

33

MISLEADING
ADVERTISING

AGENT HANDLING

33

MISREPRESENTATION

HIGH PRESSURE
TACTICS

1 100

UNSATISFACTORY
SETTLEMENT/OFFER

CONSUMER
EDUCATION NEEDED

TIMELINESS

OTHER: CLAIM
HANDLING

1 100

PREMIUM
NOTICE/BILLING

SURRENDER
PROBLEMS

30

DELAYS/NO RESPONSE

INFORMATION
REQUESTED

17

PREMIUM REFUNDED

50

TOTAL

21

OF CONSUMER AND BUSINESS SERVICES

74

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT



TOTAL COMPLAINTS CLOSED IN OREGON DURING 2007 AGAINST ALL COMPANIESIN EACH
LINE, BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DISPOSI TION

75

ANNUITIES

DISPOSITION

INFORMATION
FURNISHED/EXPANDED

DELAY
RESOLVED

REFERRED FOR
DISCIPLINARY
ACTION

QUESTION
OF FACT

CONTRACT
PROVISION/LEGAL
ISSUE

TOTAL

NMBR PCT

NMBR | PCT

NMBR PCT

NMBR | PCT

NMBR PCT

NMBR

PCT

REASON

DELAYS

100

SUITABILITY

15

100

MISLEADING
ADVERTISING

1 100

100

AGENT HANDLING

100

MISREPRESENTATION

100

HIGH PRESSURE
TACTICS

100

UNSATISFACTORY
SETTLEMENT/OFFER

1 100

100

CONSUMER
EDUCATION NEEDED

1 100

100

TIMELINESS

100

OTHER: CLAIM
HANDLING

100

PREMIUM
NOTICE/BILLING

1 100

100

SURRENDER
PROBLEMS

100

DELAYS/NO RESPONSE

100

INFORMATION
REQUESTED

100

PREMIUM REFUNDED

100

TOTAL

11 19

12 21

57

100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



TOTAL COMPLAINTS CLOSED IN OREGON DURING 2007 AGAINST ALL COMPANIESIN EACH
LINE, BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DISPOSITION

76

UNKNOWN

DISPOSITION

ADVISED

COMPLAINANT

ADDITIONAL

PAYMENT REFUND

NO ACTION

REQUESTED/REQUIRED

REFERRED
TO MARKET
CONDUCT

NMBR PCT

NMBR [ PCT [NMBR|PCT

NMBR

PCT

NMBR

PCT

REASON

CANCELLATION

DELAYS

29

OTHER:MRKTNG & SALES

50

ADVERSE BENEFIT
DETERMINATION

UNSATISFACTORY
SETTLEMENT/OFFER

50

DENIAL OF CLAIM

OTHER: CLAIM HANDLING

PREMIUM REFUNDED

20

ABUSIVE SERVICE

100

TOTAL

13 4 13

UNKNOWN

DISPOSITION

INFORMATION

FURNISHED/EXPANDED

DELAY
RESOLVED

QUESTION
OF FACT

COMPANY IN
COMPLIANCE

COMPANY
POSITION
UPHELD

TOTAL

NMBR PCT

NMBR| PCT [NMBR| PCT

NMBR | PCT

NMBR

PCT

NMBR | PCT

REASON

CANCELLATION

2| 100

DELAYS

7| 100

OTHER:MRKTNG & SALES

2| 100

ADVERSE BENEFIT
DETERMINATION

100

1| 100

UNSATISFACTORY
SETTLEMENT/OFFER

100

DENIAL OF CLAIM

38 2 25

100

OTHER: CLAIM HANDLING

100

100

PREMIUM REFUNDED

100

ABUSIVE SERVICE

RlO| R0 D>

100

TOTAL

13 4 13 2 6

31| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

21ST CENTURY

DISPOSITION

COMPROMISED

INSURANCE COMPANY STLMNT/RSLTN TOTAL
NMBR PCT NMBR | PCT
REASON
OTHER: CLAIM HANDLING 1 100 1| 100
TOTAL 1 100 1| 100

77

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT

OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION

ADVISED CLAIM
COMPLAINANT SETTLED TOTAL

ACE AMERICAN INSURANCE COMPANY

NMBR PCT |NMBR|PCT [NMBR|PCT
REASON
DELAYS 1 100 1] 100
UNSATISFACTORY SETTLEMENT/OFFER 1 100 1] 100
DENIAL OF CLAIM 1 100 1] 100
TOTAL 2 67 1 33 3| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
CONTRACT
ADVANTAGE DENTAL PLAN, INC. ADDITIONAL PROVISION/LEGAL
PAYMENT REFUND ISSUE TOTAL

NMBR [ PCT |NMBR|PCT| NMBR PCT NMBR | PCT
REASON
CANCELLATION 1 50 1 50 2| 100
UNSATISFACTORY SETTLEMENT/OFFER 1 100 1| 100
TOTAL 1 33 1 33 1 33 3 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT

OF CONSUMER AND BUSINESS SERVICES
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80

NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES

BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

AETNA LIFE
INSURANCE COMPANY

DISPOSITION

POLICY
ISSUED/RSTRD

ADVISED
COMPLAINANT

ADDITIONAL
PAYMENT

COVERAGE
EXTENDED

REFERRED
TO PROPER
AGENCY

INFORMATION
FURNISHED/EXPANDED

NMBR

PCT

NMBR PCT

NMBR

PCT

NMBR

PCT

NMBR

PCT

NMBR PCT

REASON

REFUSAL TO INSURE

1 100

CANCELLATION

1 100

DELAYS

ADVERSE BENEFIT
DETERMINATION

100

PRE-EXISTING
CONDITION

100

MEDICAL NECESSITY

DENIAL OF CLAIM

14

OUT OF NETWORK
BENEFITS

100

CO PAY ISSUES

TIMELINESS

100

PREMIUM
NOTICE/BILLING

DELAYS/NO RESPONSE

INFORMATION
REQUESTED

1 100

PREMIUM REFUNDED

TOTAL

12

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES




81

NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
AETNA LIFE CONTRACT
INSURANCE COMPANY DELAY PROVISION/LEGAL COMPANY IN NO
RESOLVED ISSUE COMPLIANCE | JURISDICTION TOTAL

NMBR | PCT NMBR PCT NMBR [ PCT NMBR PCT |NMBR|PCT
REASON
REFUSAL TO INSURE 1] 100
CANCELLATION 1] 100
DELAYS 3 100 3| 100
ADVERSE BENEFIT
DETERMINATION 1] 100
PRE-EXISTING
CONDITION 1] 100
MEDICAL NECESSITY 2 100 2| 100
DENIAL OF CLAIM 1 14 1 14 2 29 71 100
OUT OF NETWORK
BENEFITS 1] 100
CO PAY ISSUES 1 50 2| 100
TIMELINESS 1] 100
PREMIUM
NOTICE/BILLING 2| 100
DELAYS/NO RESPONSE 1 100 1] 100
INFORMATION
REQUESTED 1] 100
PREMIUM REFUNDED 1 100 1] 100
TOTAL 4 16 2 8 1 4 5 20 25| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DELAYS

100

AFFIRMATIVE | DISPOSITION
SETTLED TOTAL
NMBR | PCT |NMBR|PCT
REASON

100

TOTAL

100

100

82

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT

OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
AlG AN'\(I:L(J)I-II\—AYPX;]\ISYURANCE INFORMATION
FURNISHED/EXPANDED TOTAL
NMBR PCT NMBR | PCT
REASON

DELAYS 1 100 1] 100
CONSUMER EDUCATION NEEDED 1 100 1] 100
TOTAL 2 100 2| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
Al(ég'\q%iﬁll}TY INFORMATION
FURNISHED/EXPANDED TOTAL
NMBR PCT NMBR | PCT
REASON
DENIAL OF CLAIM 1 100 1| 100
TOTAL 1 100 1| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

CEN'I"A\EII(\?NIAL DISPOSITION
IQ%RQ’\:\I%E ADVISED
COMPLAINANT TOTAL
NMBR PCT |NMBR|PCT
REASON
DELAYS 1 100 1] 100
TOTAL 1 100 1] 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES
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NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

AlG
INDEMNITY | DISPOSITION

IQ%RQ’\:\ICYE COMPANY IN
COMPLIANCE TOTAL

NMBR | PCT |NMBR|PCT

REASON
PROMPT PAY 1
TOTAL 1 100 1| 100

100 1| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
CONTRACT
AlG LIFE INSURANCE COMPANY INFORMATION DELAY PROVISION/LEGAL
FURNISHED/EXPANDED | RESOLVED ISSUE TOTAL

NMBR PCT NMBR | PCT NMBR PCT NMBR | PCT
REASON
ADVERSE BENEFIT DETERMINATION 1 100 1| 100
SUBROGATION 1 100 1| 100
DELAYS/NO RESPONSE 1 100 1| 100
COVERAGE QUESTION 1 100 1| 100
TOTAL 2 50 1 25 1 25 4| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT

OF CONSUMER AND BUSINESS SERVICES
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NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

88

AlG NATIONAL DISPOSITION
INSURAN?ESOM PANY, ADVISED INFORMATION DELAY QUESTION ENDORSEMENT
' COMPLAINANT | FURNISHED/EXPANDED | RESOLVED OF FACT PROCESSED TOTAL

NMBR PCT NMBR PCT NMBR| PCT [NMBR| PCT | NMBR PCT NMBR | PCT
REASON
PREMIUM & RATING 2 100 2| 100
DELAYS 1 100 1| 100
ENDORSEMENT/RIDER 1 100 1| 100
UNSATISFACTORY
SETTLEMENT/OFFER 2 67 1 33 3| 100
COMPARATVE
NEGLIGENCE 1 100 1| 100
DENIAL OF CLAIM 1 100 1| 100
TOTAL 5 56 1 11 1 11 1 11 1 11 9| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

AlG PREFERRED
INSURANCE COMPANY

DISPOSITION

INFORMATION

FURNISHED/EXPANDED

TOTAL

NMBR PCT

NMBR

PCT

REASON

PREMIUM NOTICE/BILLING

100

100

TOTAL

100

100
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SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,

BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES

BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

AlG PREMIER DISPOSITION
IQ%RQNNCYE ADVISED INFORMATION
COMPLAINANT | FURNISHED/EXPANDED TOTAL
NMBR PCT NMBR PCT NMBR | PCT
REASON
PREMIUM & RATING 1 50 1 50 2| 100
TOTAL 1 50 1 50 2| 100
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SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

SURRENDER PROBLEMS

100

DISPOSITION
ASSURANCE COMPANY |  DELAY T QUESTION
RESOLVED OF FACT TOTAL
NMBR| PCT [NMBR| PCT [NMBR|PCT
REASON

100

DELAYS/NO RESPONSE

100

100

TOTAL

50

50

100
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SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

92

DISPOSITION
AlU INSURANCE CANCELLATION PREMIUM
COMPANY ADVISED INFORMATION NOTICE PROBLEM QUESTION COMPANY IN
COMPLAINANT | FURNISHED/EXPANDED WITHDRAWN RESOLVED OF FACT COMPLIANCE
NMBR PCT NMBR PCT NMBR PCT NMBR | PCT [NMBR| PCT | NMBR | PCT
REASON
CANCELLATION 1 100
DELAYS 1 100
UNSATISFACTORY
SETTLEMENT/OFFER 2 40 2 40 1 20
DENIAL OF CLAIM 2 100
ADJUSTER NO
RESPONSE 1 100
PREMIUM
NOTICE/BILLING 1 100
TOTAL 3 27 1 9 1 1 9 4 36 1 9
AlU INSURANCE
COMPANY
TOTAL
NMBR | PCT
REASON
CANCELLATION 1] 100
DELAYS 1] 100
UNSATISFACTORY
SETTLEMENT/OFFER 5( 100
DENIAL OF CLAIM 2| 100
ADJUSTER NO
RESPONSE 1] 100
PREMIUM
NOTICE/BILLING 1] 100
TOTAL 11| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT

OF CONSUMER AND BUSINESS SERVICES
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NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

ALLIANZ LIFE

INSURANCE DISPOSITION
COM P:IDIIYEISI'ZEORTH QUESTION OF

FACT TOTAL
NMBR | PCT |NMBR|PCT

REASON
MISREPRESENTATION 1 100 1] 100
TOTAL 1 100 1] 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

ALLIED PROPERTY AND DISPOSITION
CASUA(I:'(;\YA Lﬁ?\lUYRANCE ADVISED INFORMATION DELAY QUESTION COMPANY IN
COMPLAINANT | FURNISHED/EXPANDED | RESOLVED OF FACT COMPLIANCE TOTAL
NMBR PCT NMBR PCT NMBR | PCT [NMBR| PCT | NMBR | PCT |NMBR|PCT
REASON
PREMIUM & RATING 1 50 1 50 2| 100
DELAYS 2 100 2| 100
UNSATISFACTORY
SETTLEMENT/OFFER 3 43 1 14 2 29 1 14 7| 100
DENIAL OF CLAIM 1 100 1| 100
INFORMATION REQUESTED 1 100 1| 100
TOTAL 5 38 3 23 2 15 2 15 1 8 13| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

95

DISPOSITION
ALLSTATE INDEMNITY REFERRED FOR
COMPANY ADVISED INFORMATION DISCIPLINARY QUESTION COMPANY IN
COMPLAINANT | FURNISHED/EXPANDED ACTION OF FACT COMPLIANCE TOTAL
NMBR PCT NMBR PCT NMBR PCT |NMBR| PCT | NMBR | PCT |[NMBR|PCT
REASON
PREMIUM & RATING 1 100 1| 100
CANCELLATION 1 50 1 50 2| 100
DELAYS 1 100 1| 100
AGENT HANDLING 1 100 1| 100
ADJUSTER HANDLING 1 100 1| 100
PROMPT PAY 1 100 1| 100
UNSATISFACTORY
SETTLEMENT/OFFER 1 50 1 50 2| 100
DENIAL OF CLAIM 1 50 1 50 2| 100
TOTAL 3 27 4 36 1 9 1 9 2 18 11| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
ALLSTATE INSURANCE COMPANY POLICY ADVISED COMPROMISED | ADDITIONAL
ISSUED/RSTRD | COMPLAINANT | STLMNT/RSLTN PAYMENT REFUND
NMBR PCT NMBR PCT NMBR PCT NMBR [ PCT [NMBR|PCT
REASON
PREMIUM & RATING 4 44 1 11
CANCELLATION 2 67 1 33
NONRENEWAL 1 50
DELAYS 1 7 1 7 3 20
SURCHARGE
OTHER: UNDERWRITING
AGENT HANDLING 1 100
OTHER:MRKTNG & SALES
ADJUSTER HANDLING 2 50
PROMPT PAY
UNSATISFACTORY
SETTLEMENT/OFFER 5 18 1 4
PRE-EXISTING CONDITION 1 100
FRAUD 1 100
POST CLAIM UNDERWRITING 1| 100
COST CONTAINMENT PIP 1 50
COMPARATVE NEGLIGENCE
DENIAL OF CLAIM 5 29 1 6
TIMELINESS 3 100
OTHER: CLAIM HANDLING 1 100
PREMIUM NOTICE/BILLING 2 67
DELAYS/NO RESPONSE
INFORMATION REQUESTED
COVERAGE QUESTION 1 100
OTHER: POLICYHOLDER SERVICE 1 100
TOTAL 1 1 28 27 4 4 5 5 3 3

OF CONSUMER AND BUSINESS SERVICES
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SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

ALLSTATE INSURANCE COMPANY

DISPOSITION

CLAIM
SETTLED

FILED
SUIT/RETAINED
ATTORNEY

REFERRED
TO MARKET
CONDUCT

INFORMATION
FURNISHED/EXPANDED

DELAY
RESOLVED

NMBR

PCT

NMBR PCT

NMBR | PCT

NMBR PCT

NMBR | PCT

REASON

PREMIUM & RATING

CANCELLATION

NONRENEWAL

DELAYS

27

SURCHARGE

OTHER: UNDERWRITING

1 100

AGENT HANDLING

OTHER:MRKTNG & SALES

1 100

ADJUSTER HANDLING

PROMPT PAY

1 100

UNSATISFACTORY
SETTLEMENT/OFFER

PRE-EXISTING CONDITION

FRAUD

POST CLAIM UNDERWRITING

COST CONTAINMENT PIP

COMPARATVE NEGLIGENCE

DENIAL OF CLAIM

12

TIMELINESS

OTHER: CLAIM HANDLING

PREMIUM NOTICE/BILLING

DELAYS/NO RESPONSE

1 100

INFORMATION REQUESTED

1 100

COVERAGE QUESTION

OTHER: POLICYHOLDER SERVICE

TOTAL

11 11

97

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT

OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

98

ALLSTATE INSURANCE COMPANY

DISPOSITION

PREMIUM
PROBLEM
RESOLVED

QUESTION
OF FACT

RATING
PROBLEM
RESOLVED

COMPANY IN
COMPLIANCE

INSUFFICIENT
INFORMATION

TOTAL

NMBR

PCT

NMBR

PCT

NMBR

PCT

NMBR

PCT

NMBR

PCT

NMBR

PCT

REASON

PREMIUM & RATING

11

11

100

CANCELLATION

100

NONRENEWAL

100

DELAYS

15

100

SURCHARGE

100

100

OTHER: UNDERWRITING

100

AGENT HANDLING

100

OTHER:MRKTNG & SALES

100

ADJUSTER HANDLING

25

100

PROMPT PAY

RN

100

UNSATISFACTORY
SETTLEMENT/OFFER

10

36

18

28

100

PRE-EXISTING CONDITION

100

FRAUD

100

POST CLAIM UNDERWRITING

100

COST CONTAINMENT PIP

50

100

COMPARATVE NEGLIGENCE

100

AIN|IFRP|FR] R

100

DENIAL OF CLAIM

29

100

TIMELINESS

100

OTHER: CLAIM HANDLING

100

PREMIUM NOTICE/BILLING

33

100

DELAYS/NO RESPONSE

100

INFORMATION REQUESTED

100

COVERAGE QUESTION

100

OTHER: POLICYHOLDER SERVICE

Prlrlr]lr|lw|lr]w

100

TOTAL

23

22

103

100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

ALLSTATELIFE
INSURANCE COMPANY

DISPOSITION

REFUND

TOTAL

NMBR

PCT

NMBR

PCT

REASON

SURRENDER PROBLEMS

100

100

TOTAL

100

100
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SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



100

NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION

ALLSTATE PROPERTY AND CASUALTY
INSURANCE COMPANY ADVISED COMPROMISED | ADDITIONAL ENTERED
COMPLAINANT | STLMNT/RSLTN PAYMENT ARBITRATION/MEDIATION

NMBR PCT NMBR PCT NMBR | PCT NMBR PCT

REASON

PREMIUM & RATING

CANCELLATION

DELAYS

SURCHARGE

AGENT HANDLING

PROMPT PAY

UNSATISFACTORY SETTLEMENT/OFFER
SUBROGATION

COMPARATVE NEGLIGENCE

DENIAL OF CLAIM

PIP PRIMACY

PREMIUM NOTICE/BILLING

PREMIUM REFUNDED

TOTAL 13 41 1 3 1 3 1 3

67

67

25 1 25
100

Pl FRPIDNDN

50 1 17 1 17
100

100

RPlFRP]IN]®

14

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

ALLSTATE PROPERTY AND CASUALTY
INSURANCE COMPANY

DISPOSITION

COVERAGE
EXTENDED

FILED

SUIT/RETAINED

ATTORNEY

REFERRED
TO MARKET
CONDUCT

INFORMATION
FURNISHED/EXPANDED

NMBR | PCT

NMBR

PCT

NMBR | PCT

NMBR PCT

REASON

PREMIUM & RATING

CANCELLATION

DELAYS

SURCHARGE

AGENT HANDLING

PROMPT PAY

UNSATISFACTORY SETTLEMENT/OFFER

SUBROGATION

COMPARATVE NEGLIGENCE

DENIAL OF CLAIM

PIP PRIMACY

100

PREMIUM NOTICE/BILLING

PREMIUM REFUNDED

1 100

TOTAL

OF CONSUMER AND BUSINESS SERVICES
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SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT



102

NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION

ALLSTATE PROPERTY AND CASUALTY PREMIUM
INSURANCE COMPANY PROBLEM QUESTION COMPANY IN NO
RESOLVED OF FACT COMPLIANCE | JURISDICTION TOTAL

NMBR | PCT [NMBR| PCT | NMBR | PCT NMBR PCT |NMBR |PCT

REASON

PREMIUM & RATING
CANCELLATION
DELAYS
SURCHARGE

AGENT HANDLING 1 100
PROMPT PAY 1 100
UNSATISFACTORY SETTLEMENT/OFFER 1 17
SUBROGATION
COMPARATVE NEGLIGENCE
DENIAL OF CLAIM 1 14 3 43 1 14
PIP PRIMACY
PREMIUM NOTICE/BILLING 1 100
PREMIUM REFUNDED
TOTAL 1 3 1 3 6 19 1 3

100

100

100

100

100

100

100

100

100

100

100

100

Rrlrlr]l~NlrRr|IdM]o|lR|RP|FP]IMw|w

100

w
N

100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
ALPITQSTJRROAPNECREZ:S(MCQS&JYALTY ADVISED CLAIM QUESTION
COMPLAINANT SETTLED OF FACT TOTAL
NMBR PCT |NMBR|PCT [NMBR| PCT [NMBR|PCT
REASON
UNSATISFACTORY SETTLEMENT/OFFER 1 33 1 33 1 33 3| 100
DENIAL OF CLAIM 1 100 1| 100
TOTAL 2 50 1 25 1 25 4( 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT

OF CONSUMER AND BUSINESS SERVICES
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104

NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
PREMIUM
AMCO INSURANCE COMPANY ADVISED INFORMATION DELAY PROBLEM
COMPLAINANT | FURNISHED/EXPANDED | RESOLVED RESOLVED
NMBR PCT NMBR PCT NMBR| PCT [NMBR| PCT
REASON
PREMIUM & RATING 1 33 1 33
CANCELLATION 1 50 1 50
DELAYS 2 50
POLICY DELIVERY 1 100
UNSATISFACTORY SETTLEMENT/OFFER 3 60
DENIAL OF CLAIM 1 100
PREMIUM NOTICE/BILLING 1 100
TOTAL 7 41 2 12 2 12 1 6
DISPOSITION
COMPANY
AMCO INSURANCE COMPANY QUESTION COMPANY IN POSITION INSUFFICIENT
OF FACT COMPLIANCE UPHELD INFORMATION TOTAL
NMBR | PCT | NMBR | PCT |NMBR| PCT | NMBR PCT |[NMBR|PCT
REASON
PREMIUM & RATING 1 33 3| 100
CANCELLATION 2| 100
DELAYS 1 25 1 25 4| 100
POLICY DELIVERY 1| 100
UNSATISFACTORY SETTLEMENT/OFFER 2 40 5| 100
DENIAL OF CLAIM 1| 100
PREMIUM NOTICE/BILLING 1| 100
TOTAL 2 12 1 6 1 6 1 6 17| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

AMERICAN
AUTOMOBILE
INSURANCE
COMPANY

DISPOSITION

NO
JURISDICTION

TOTAL

NMBR

PCT

NMBR [ PCT

REASON

DELAYS

100

1| 100

TOTAL

100

1| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES
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NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

AMERICAN BANKERS
INSURANCE DISPOSITION
CUENTOF | ovees
COMPLAINANT REFUND TOTAL
NMBR PCT NMBR | PCT [ NMBR | PCT
REASON
DENIAL OF CLAIM 1 100 1| 100
PREMIUM REFUNDED 1| 100 1| 100
TOTAL 1 50 1 50 2 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES

BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007
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AMERICAN BANKERS DISPOSITION
Ll FEOAI‘:SEIEJSQ:\IDCAE co ADVISED COMPROMISED INFORMATION INSUFFICIENT
COMPLAINANT | STLMNT/RSLTN REFUND FURNISHED/EXPANDED | INFORMATION TOTAL
NMBR PCT NMBR PCT NMBR [ PCT NMBR PCT NMBR PCT |NMBR|PCT
REASON
MISSTATEMENT ON
APPLICATION 1 100 1| 100
UNSATISFACTORY
SETTLEMENT/OFFER 1 100 1| 100
DENIAL OF CLAIM 100 1| 100
PREMIUM REFUNDED 1| 100 1| 100
COVERAGE QUESTION 1 50 1 50 2| 100
TOTAL 17 1 17 1 17 2 33 1 17 6| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

108

DISPOSITION
AMERICAN COMMERCE INSURANCE FILED REFERRED
COMPANY ADVISED SUIT/RETAINED | TO MARKET INFORMATION DELAY
COMPLAINANT ATTORNEY CONDUCT FURNISHED/EXPANDED | RESOLVED
NMBR PCT NMBR PCT NMBR | PCT NMBR PCT NMBR | PCT
REASON
DELAYS 1 33 2 67
CREDIT SCORING
ADJUSTER HANDLING
PROMPT PAY 1 100
UNSATISFACTORY
SETTLEMENT/OFFER 6 46 1 8 2 15
COMPARATVE NEGLIGENCE 1 100
DENIAL OF CLAIM 2 50
OTHER: CLAIM HANDLING 1 100
TOTAL 10 40 1 4 1 4 2 8 3 12
DISPOSITION
AMERICAN COMMERCE INSURANCE COMPANY
COMPANY QUESTION POSITION
OF FACT UPHELD TOTAL
NMBR| PCT |[NMBR| PCT |NMBR |PCT

REASON

DELAYS 3| 100

CREDIT SCORING 1 100 1| 100

ADJUSTER HANDLING 1 100 1| 100

PROMPT PAY 1| 100

UNSATISFACTORY

SETTLEMENT/OFFER 4 31 13| 100

COMPARATVE NEGLIGENCE 1| 100

DENIAL OF CLAIM 2 50 4| 100

OTHER: CLAIM HANDLING 1| 100

TOTAL 7 28 1 4 25( 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES
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NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

AMERICAN FAMILY DISPOSITION
HOME NSIRANCE |~ roricy
|SSUED/RSTRD REFUND TOTAL
NMBR PCT NMBR | PCT [ NMBR | PCT
REASON
PREMIUM & RATING 1| 100 1| 100
NONRENEWAL 1 100 1| 100
TOTAL 1 50 1 50 2 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

110

AMERICAN FAMILY LIFE DISPOSITION
ASSURANCE COMPANY FILED UNDERWRITING
OF COLUMBUS ADVISED COMPROMISED | ADDITIONAL | COVERAGE | SUIT/RETAINED PRACTICE
COMPLAINANT | STLMNT/RSLTN | PAYMENT | EXTENDED ATTORNEY RESOLVED
NMBR | PCT | NMBR | PCT |[NMBR| PCT |[NMBR| PCT | NMBR | PCT | NMBR | PCT
REASON
PREMIUM & RATING 1 100
DELAYS 1 3 1 3
MISREPRESENTATION
UNSATISFACTORY
SETTLEMENT/OFFER 2 100
PRE-EXISTING
CONDITION
DENIAL OF CLAIM 2 40 1 20
TIMELINESS 1 100
OTHER: POLICYHOLDER
SERVICE
TOTAL 1 7 2 13 2 13 2 13 1 7 1 7
AMERICAN FAMILY LIFE DISPOSITION
ASSURANCE COMPANY REFERRED FOR COMPANY
OF COLUMBUS DELAY DISCIPLINARY | QUESTION | COMPANYIN | POSITION
RESOLVED ACTION OF FACT | COMPLIANCE | UPHELD TOTAL
NMBR| PCT | NMBR | PCT [NMBR| PCT | NMBR | PCT |[NMBR| PCT |NMBR|PCT
REASON
PREMIUM & RATING 1| 100
DELAYS 1 33 3| 100
MISREPRESENTATION 1| 100 1] 100
UNSATISFACTORY
SETTLEMENT/OFFER 2| 100
PRE-EXISTING
CONDITION 1| 100 1| 100
DENIAL OF CLAIM 1 20 ES 5| 100
TIMELINESS 1] 100
OTHER: POLICYHOLDER
SERVICE 1 100 1| 100
TOTAL 1 7 1 7 2 13 1 7 1 7 15| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

AMERICAN FAMILY LIFE
INSURANCE COMPANY

DISPOSITION

PREMIUM
PROBLEM
RESOLVED

TOTAL

NMBR

PCT

NMBR

PCT

REASON

PREMIUM NOTICE/BILLING

100

100

TOTAL

100

100
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SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT

OF CONSUMER AND BUSINESS SERVICES



112

NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

AMERICAN FAMILY
MUTUAL DISPOSITION
INSURANCE
COMPANY POLICY ADVISED COMPROMISED | ADDITIONAL CLAIM NONRENEWAL
ISSUED/RSTRD | COMPLAINANT | STLMNT/RSLTN PAYMENT REOPENED UPHELD
NMBR PCT NMBR PCT NMBR PCT NMBR | PCT [NMBR| PCT | NMBR PCT

REASON
PREMIUM & RATING 4 80
CANCELLATION 1 50 1 50
NONRENEWAL 2 100
DELAYS 7 35 2 10
AUDIT DISPUTE 1 33
RECISSION
OTHER:
UNDERWRITING
ADJUSTER
HANDLING 2 29
UNSATISFACTORY
SETTLEMENT/OFFER 4 31 1 8 2 15
COoSsT
CONTAINMENT PIP 1 100
SUBROGATION 1 100
COMPARATVE
NEGLIGENCE 1 25
DENIAL OF CLAIM 5 38 2 15
CONSUMER
EDUCATION NEEDED 1 100
OTHER: CLAIM
HANDLING
PREMIUM
NOTICE/BILLING
ABUSIVE SERVICE
TOTAL 1 1 27 35 1 1 5 6 2 3 2 3

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,

BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES

BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

113

AMERICAN FAMILY
MUTUAL
INSURANCE
COMPANY

DISPOSITION

CLAIM
SETTLED

NO ACTION
REQUESTED/REQUIRED

REFERRED
TO MARKET
CONDUCT

INFORMATION
FURNISHED/EXPANDED

DELAY
RESOLVED

QUESTION
OF FACT

NMBR

PCT

NMBR PCT

NMBR | PCT

NMBR PCT

NMBR | PCT

NMBR| PCT

REASON

PREMIUM & RATING

CANCELLATION

NONRENEWAL

DELAYS

10

AUDIT DISPUTE

RECISSION

1 100

OTHER:
UNDERWRITING

ADJUSTER
HANDLING

UNSATISFACTORY
SETTLEMENT/OFFER

COoSsT
CONTAINMENT PIP

SUBROGATION

COMPARATVE
NEGLIGENCE

DENIAL OF CLAIM

CONSUMER
EDUCATION NEEDED

OTHER: CLAIM
HANDLING

PREMIUM
NOTICE/BILLING

ABUSIVE SERVICE

1 100

TOTAL

12 16

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES
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NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

AMERICAN FAMILY
MUTUAL DISPOSITION
INSURANCE RATING COMPANY
COMPANY PROBLEM COMPANY IN POSITION NO
RESOLVED | COMPLIANCE UPHELD JURISDICTION | RECOVERY TOTAL

NMBR| PCT | NMBR | PCT |NMBR| PCT | NMBR PCT |[NMBR| PCT |NMBR|PCT
REASON
PREMIUM & RATING 5( 100
CANCELLATION 2| 100
NONRENEWAL 2| 100
DELAYS 1 5 1 5 20| 100
AUDIT DISPUTE 3| 100
RECISSION 1| 100
OTHER:
UNDERWRITING 1 100 1| 100
ADJUSTER
HANDLING 1 14 1 14 7| 100
UNSATISFACTORY
SETTLEMENT/OFFER 1 8 13| 100
COoSsT
CONTAINMENT PIP 1| 100
SUBROGATION 1| 100
COMPARATVE
NEGLIGENCE 4( 100
DENIAL OF CLAIM 1 8 1 8 13| 100
CONSUMER
EDUCATION NEEDED 1| 100
OTHER: CLAIM
HANDLING 1 100 1| 100
PREMIUM
NOTICE/BILLING 1 100 1| 100
ABUSIVE SERVICE 1| 100
TOTAL 1 1 6 8 1 1 1 1 1 1 77| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES
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NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

AMERICAN

FIDELITY DISPOSITION

ASSURANCE CANCELLATION

COMPANY INFORMATION NOTICE

FURNISHED/EXPANDED WITHDRAWN TOTAL
NMBR PCT NMBR PCT NMBR | PCT

REASON
CANCELLATION 1 100 1] 100
DENIAL OF CLAIM 1 100 1] 100
TOTAL 1 50 1 50 2| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES

BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

AMERICAN GENERAL DISPOSITION

ASSURANCE CONTRACT

COMPANY PROVISION/LEGAL

REFUND ISSUE TOTAL
NMBR [PCT [ NMBR PCT NMBR [ PCT

REASON
DENIAL OF CLAIM 1 100 1| 100
PREMIUM REFUNDED 1| 100 1| 100
TOTAL 1 50 1 50 2| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES
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NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

AMERICAN GENERAL LIFE DISPOSITION
INSURANCE COMPANY | - INFORMATION
FURNISHED/EXPANDED TOTAL
NMBR PCT NMBR | PCT
REASON
INFORMATION REQUESTED 1 100 1] 100
TOTAL 1 100 1] 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
AMERICAN GENERAL LIFE REFERRED PREMIUM
INSURANCE COMPANY TO MARKET INFORMATION DELAY PROBLEM
REFUND CONDUCT FURNISHED/EXPANDED | RESOLVED RESOLVED TOTAL
NMBR | PCT [ NMBR | PCT NMBR PCT NMBR | PCT [NMBR| PCT |NMBR|PCT
REASON
PREMIUM & RATING 1 100 1| 100
DELAYS 1 100 1| 100
MISREPRESENTATION 1 100 1| 100
POLICY DELIVERY 1 100 1| 100
MEDICAL NECESSITY 1 100 1| 100
PREMIUM NOTICE/BILLING 1 100 1| 100
SURRENDER PROBLEMS 1 100 1| 100
DELAYS/NO RESPONSE 1| 100 1| 100
PREMIUM REFUNDED 1 100 1| 100
TOTAL 1 11 1 11 3 33 3 33 1 11 9| 100

OF CONSUMER AND BUSINESS SERVICES
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SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,

BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES

BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
AM ERICCA(;\]MHP'?&I;\ILYM(SAFR.:_(EQEEJRANCE ADVISED ADDITIONAL DELAY

COMPLAINANT PAYMENT RESOLVED TOTAL

NMBR PCT NMBR [ PCT [NMBR| PCT |NMBR|PCT
REASON
CANCELLATION 1 100 1| 100
POLICY DELIVERY 100 1| 100
ADJUSTER HANDLING 1 100 1| 100
UNSATISFACTORY SETTLEMENT/OFFER 1 50 1 50 2| 100
TOTAL 2 40 2 40 1 20 5( 100
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SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT

OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

AMERICAN
HARDWARE
MUTUAL DISPOSITION
IQ%RQNNCYE ADVISED
COMPLAINANT TOTAL
NMBR PCT |NMBR|PCT
REASON
CANCELLATION 1 100 1] 100
DENIAL OF CLAIM 1 100 1] 100
TOTAL 2 100 2| 100
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SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES
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NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
AMERICAN HEALTH AND LIFE REFERRED
INSURANCE COMPANY TO PROPER INFORMATION
AGENCY FURNISHED/EXPANDED TOTAL

NMBR | PCT NMBR PCT NMBR | PCT
REASON
UNSATISFACTORY SETTLEMENT/OFFER 1 100 1] 100
CONSUMER EDUCATION NEEDED 1 100 1] 100
TOTAL 1 50 1 50 2| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,

BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES

BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

AMERICAN HERITAGE DISPOSITION
LIFE INSURANCE CONTRACT
COMPANY INFORMATION PROVISION/LEGAL COMPANY IN
FURNISHED/EXPANDED ISSUE COMPLIANCE TOTAL

NMBR PCT NMBR PCT NMBR [ PCT |NMBR |PCT

REASON

MISREPRESENTATION 1 100 1| 100

DENIAL OF CLAIM 1 100 1| 100

COVERAGE QUESTION 1 50 1 50 2| 100

TOTAL 2 50 1 25 1 25 4| 100
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SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,

BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES

123

DISPOSITION
AMERICAN HOME REFERRED
ASSURANCE COMPANY ADDITIONAL CLAIM TO MARKET | QUESTION NO
PAYMENT REFUND SETTLED CONDUCT OF FACT JURISDICTION TOTAL

NMBR | PCT [NMBR|PCT |NMBR|PCT |NMBR| PCT |NMBR| PCT | NMBR PCT |NMBR|PCT
REASON
PREMIUM & RATING 1| 100 1| 100
DELAYS 1 33 1 33 1 33 3 100
UNSATISFACTORY
SETTLEMENT/OFFER 1 100 1| 100
DENIAL OF CLAIM 1 100 1| 100
TOTAL 1 17 1 17 1 17 1 17 1 17 1 17 6| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,

BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
AMERICAN HOMEINSgIELD OF NEVADA, ADDITIONAL DELAY
PAYMENT RESOLVED TOTAL

NMBR [ PCT [NMBR| PCT |NMBR|PCT
REASON
DELAYS 1 100 1| 100
UNSATISFACTORY SETTLEMENT/OFFER 1 100 1| 100
TOTAL 1 50 1 50 2| 100
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SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,

BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

AMERICAN INCOME DISPOSITION
Ll FE(IDII\\IAS;JE’\'?Y’\ICE INFORMATION
REFUND FURNISHED/EXPANDED TOTAL
NMBR [ PCT NMBR PCT NMBR | PCT
REASON
SURRENDER PROBLEMS 1| 100 1] 100
PREMIUM REFUNDED 1 100 1] 100
TOTAL 1 50 1 50 2| 100
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SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

AMERICAN DISPOSITION
INSURANCE
COMPANY (THE) COGE’YLSIEN,[Z\NT TOTAL
NMBR PCT |NMBR|PCT
REASON
ADJUSTER HANDLING 1 100 1] 100
TOTAL 1 100 1] 100
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SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES
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NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

AMERICAN
INTERNATIONAL DISPOSITION
SOUTH INSURANCE REFERRED
COMPANY ADVISED TO MARKET | INSUFFICIENT
COMPLAINANT CONDUCT INFORMATION TOTAL
NMBR PCT |NMBR| PCT | NMBR PCT |[NMBR|PCT
REASON
PREMIUM & RATING 1 100 1| 100
DELAYS 1 100 1| 100
FIDUCIARY/THEFT 1 100 1| 100
TOTAL 1 33 1 33 1 33 3 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

AMERICAN
INVESTORS
LIFE
INSURANCE
COMPANY,
INC.

DISPOSITION

REFUND

TOTAL

NMBR

PCT

NMBR

PCT

REASON

SUITABILITY

100

100

TOTAL

100

100
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SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT

OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,

BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

AMERICAN MEMORIAL DISPOSITION
LIFE INSURANCE COMPANY
COMPANY INFORMATION POSITION
FURNISHED/EXPANDED UPHELD TOTAL
NMBR PCT NMBR| PCT |NMBR | PCT
REASON

CANCELLATION 1 100 1| 100
OTHER: UNDERWRITING 1 100 1| 100
INFORMATION REQUESTED 1 100 1| 100
COVERAGE QUESTION 1 100 1| 100
TOTAL 3 75 1 25 4| 100
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SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES

BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
AMERICAN l\égll\?ACé)LAI;\’\lYY INSURANCE ADVISED
COMPLAINANT TOTAL
NMBR PCT |NMBR|PCT
REASON
UNSATISFACTORY SETTLEMENT/OFFER 1 100 1| 100
TOTAL 1 100 1| 100
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SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

AMERICAN MODERN DISPOSITION
OMENSIRANCE | ~ouieen
COMPLAINANT TOTAL
NMBR PCT NMBR | PCT
REASON
PREMIUM NOTICE/BILLING 1 100 1| 100
TOTAL 1 100 1 100
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SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT

OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

132

DISPOSITION
AM iRngcAzﬁguAAT!%’(\léé&%iEERw ADVISED COMPROMISED | ADDITIONAL COMPANY IN
COMPLAINANT | STLMNT/RSLTN PAYMENT REFUND COMPLIANCE TOTAL
NMBR PCT NMBR PCT NMBR | PCT [NMBR|PCT | NMBR | PCT |NMBR|PCT
REASON
UNSATISFACTORY
SETTLEMENT/OFFER 1 25 1 25 1 25 1 25 4( 100
TOTAL LOSS 1 100 1| 100
PREMIUM REFUNDED 1] 100 1| 100
TOTAL 2 33 1 17 1 17 1 17 1 17 6| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,

BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

AMERICAN REPUBLIC DISPOSITION

INSURANCE UNDERWRITING

COMPANY PRACTICE INFORMATION

RESOLVED FURNISHED/EXPANDED TOTAL
NMBR PCT NMBR PCT NMBR | PCT

REASON
CO PAY ISSUES 1 100 1] 100
COVERAGE QUESTION 1 100 1] 100
TOTAL 1 50 1 50 2| 100
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SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

AMERICAN
SECURITY DISPOSITION
IQ%RQNNCYE ADVISED
COMPLAINANT TOTAL
NMBR PCT |NMBR|PCT
REASON
FORCED PLACEMENT 1 100 1] 100
TOTAL 1 100 1] 100
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SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



135

NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
AMERICAN STANDARD INSURANCE UNDERWRITING
COMPANY OF WISCONSIN ADVISED ADDITIONAL | COVERAGE CLAIM PRACTICE
COMPLAINANT PAYMENT EXTENDED SETTLED RESOLVED
NMBR PCT NMBR | PCT |[NMBR| PCT |NMBR| PCT | NMBR PCT
REASON
PREMIUM & RATING 1 100
CANCELLATION 1 100
DELAYS 3 50 1 17 1 17
PROMPT PAY 1 100
UNSATISFACTORY SETTLEMENT/OFFER 1 20 2 40
DENIAL OF CLAIM 1 50
PIP PRIMACY
TOTAL 5 29 3 18 1 6 2 12 1 6
DISPOSITION
AMERICAN STANDARD INSURANCE
COMPANY OF WISCONSIN INFORMATION DELAY QUESTION COMPANY IN
FURNISHED/EXPANDED | RESOLVED OF FACT COMPLIANCE TOTAL
NMBR PCT NMBR | PCT [NMBR| PCT | NMBR | PCT |NMBR|PCT
REASON
PREMIUM & RATING 1| 100
CANCELLATION 1| 100
DELAYS 1 17 6| 100
PROMPT PAY 1| 100
UNSATISFACTORY SETTLEMENT/OFFER 1 20 1 20 5( 100
DENIAL OF CLAIM 1 50 2| 100
PIP PRIMACY 1 100 1| 100
TOTAL 1 6 2 12 1 6 1 6 17| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,

BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES

BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

AMERICAN STATES DISPOSITION
INSURANCE REFERRED
COMPANY ADVISED COMPROMISED TO MARKET | QUESTION
COMPLAINANT | STLMNT/RSLTN REFUND CONDUCT OF FACT TOTAL
NMBR PCT NMBR PCT NMBR | PCT |[NMBR| PCT |[NMBR| PCT |NMBR|PCT
REASON
PREMIUM & RATING 1 50 1 50 2| 100
CANCELLATION 1 100 1| 100
AGENT HANDLING 1 100 1| 100
DENIAL OF CLAIM 1 100 1| 100
TOTAL 1 20 1 20 1 20 1 20 1 20 5( 100
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SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT

OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

AMERICAN
ZURICH
INSURANCE
COMPANY

DISPOSITION

QUESTION OF
FACT

TOTAL

NMBR

PCT

NMBR

PCT

REASON

DENIAL OF CLAIM

100

100

TOTAL

100

100
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SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT

OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

AMERICO FINANCIAL
LIFE AND ANNUITY
INSURANCE COMPANY

DISPOSITION

REFERRED TO
MARKET
CONDUCT

TOTAL

NMBR

PCT

NMBR

PCT

REASON

SURRENDER PROBLEMS

100

100

TOTAL

100

100
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SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

AMERITASLIFE
INSURANCE
CORPORATION

DISPOSITION

COMPANY
POSITION
UPHELD

TOTAL

NMBR

PCT

NMBR

PCT

REASON

DENIAL OF CLAIM

100

100

TOTAL

100

100
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SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT

OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

140

DISPOSITION
AMEX ASSURANCE COMPANY ADVISED COMPROMISED ENTERED
COMPLAINANT | STLMNT/RSLTN REFUND ARBITRATION/MEDIATION
NMBR PCT NMBR PCT NMBR | PCT NMBR PCT
REASON
PREMIUM & RATING 1 50
NONRENEWAL
POLICY DELIVERY
UNSATISFACTORY SETTLEMENT/OFFER 1 50
SUBROGATION 100
COMPARATVE NEGLIGENCE
ADJUSTER NO RESPONSE 1 100
INFORMATION REQUESTED
TOTAL 1 10 10 1 10 1 10
DISPOSITION
REFERRED NONRENEWAL
AMEX ASSURANCE COMPANY TO MARKET INFORMATION NOTICE QUESTION
CONDUCT FURNISHED/EXPANDED RESCINDED OF FACT TOTAL
NMBR | PCT NMBR PCT NMBR PCT |NMBR| PCT |NMBR|PCT
REASON
PREMIUM & RATING 1 50 2| 100
NONRENEWAL 1 100 1| 100
POLICY DELIVERY 1 100 1| 100
UNSATISFACTORY SETTLEMENT/OFFER 1 50 2| 100
SUBROGATION 1| 100
COMPARATVE NEGLIGENCE 1 100 1| 100
ADJUSTER NO RESPONSE 1| 100
INFORMATION REQUESTED 1 100 1| 100
TOTAL 1 10 3 30 1 10 1 10 10| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION

pancamorun. sorance coweany || FEUCE T sonsn T o)

NMBR PCT NMBR PCT NMBR | PCT | NMBR | PCT
REASON
REFUSAL TO INSURE 1 100 1| 100
DELAYS 1 100 1 100
UNSATISFACTORY SETTLEMENT/OFFER 1 100 1| 100
TOTAL 1 33 1 33 1 33 3 100
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SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



142

NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

ARGONAUT
GREAT CENTRAL | DISPOSITION

IQ%RQNNCYE QUESTION OF
FACT TOTAL

NMBR | PCT |NMBR|PCT
REASON
DENIAL OF CLAIM 2 100 2| 100
TOTAL 2 100 2| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

ASSURANCE DISPOSITION
C?A'\IC/IFI)E'??’\IIEAOF ADVISED INFORMATION
COMPLAINANT | FURNISHED/EXPANDED TOTAL
NMBR PCT NMBR PCT NMBR [ PCT
REASON
DELAYS 1 100 1| 100
DENIAL OF CLAIM 1 100 1| 100
TOTAL 1 50 1 50 2| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
AURORANATIONALLIFE |~ romuTion
FURNISHED/EXPANDED TOTAL
NMBR PCT NMBR | PCT
REASON
INFORMATION REQUESTED 1 100 1| 100
TOTAL 1 100 1 100
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SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

AUSTIN MUTUAL DISPOSITION
IQ%RQ%CYE POLICY ADDITIONAL | DEDUCTIBLE | COMPANY IN INSUFFICIENT

ISSUED/RSTRD PAYMENT REFUNDED COMPLIANCE | INFORMATION TOTAL
NMBR PCT |NMBR| PCT [NMBR| PCT | NMBR | PCT NMBR PCT |[NMBR|PCT

REASON

CANCELLATION 1 100 1| 100

DELAYS 1 50 1 50 2| 100

AGENT HANDLING 1 100 1| 100

DENIAL OF CLAIM 1 100 1| 100

COVERAGE QUESTION 1 100 1| 100

TOTAL 1 17 1 17 1 17 2 33 1 17 6| 100
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SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES

BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
AUTOMOBILE INSURANCE COMPANY |~ T rommarion
! SETTLED FURNISHED/EXPANDED TOTAL

NMBR | PCT NMBR PCT NMBR | PCT
REASON
ADJUSTER HANDLING 1 100 1| 100
UNSATISFACTORY SETTLEMENT/OFFER 1 100 1| 100
PREMIUM NOTICE/BILLING 1 100 1| 100
TOTAL 1 33 2 67 3 100
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SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT

OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
Al\'?l:l/l_IJ\I/'IAYLCI:FOEMAI\:’I\AIID\IY INFORMATION QUESTION
FURNISHED/EXPANDED OF FACT TOTAL

NMBR PCT NMBR | PCT |[NMBR [ PCT
REASON
MISREPRESENTATION 1 100 1| 100
CASH VALUE 1 100 1| 100
TOTAL 1 50 1 50 2| 100
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SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
AVIVA égFﬁéEﬁgRANCE INFORMATION
FURNISHED/EXPANDED TOTAL
NMBR PCT NMBR | PCT
REASON

CASH VALUE 1 100 1] 100
INFORMATION REQUESTED 1 100 1] 100
TOTAL 2 100 2| 100
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SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
|¢\|)$F\I>EAQNU(!‘,-|£AC%I\§IL_AI\E|EY COMPROMISED INFORMATION QUESTION
STLMNT/RSLTN REFUND FURNISHED/EXPANDED OF FACT TOTAL
NMBR PCT NMBR | PCT NMBR PCT NMBR| PCT |NMBR | PCT
REASON
SUITABILITY 1] 100 1| 100
DUPLICATION OF COVERAGE 1 100 1| 100
FRAUD/FORGERY 1 100 1| 100
SURRENDER PROBLEMS 1 100 1| 100
TOTAL 1 25 1 25 1 25 1 25 4| 100

149

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

BALBOA
INSURANCE
COMPANY

DISPOSITION

DELAY
RESOLVED

TOTAL

NMBR

PCT

NMBR

PCT

REASON

DELAYS

100

100

TOTAL

100

100
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SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT

OF CONSUMER AND BUSINESS SERVICES
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NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION

BANKERSLIFE AND REFERED TO
CASUALTY COMPANY ADVISED COMPROMISED COVERAGE CLAIM OTHER
COMPLAINANT | STLMNT/RSLTN REFUND EXTENDED SETTLED DEPARTMENT

NMBR PCT NMBR PCT NMBR | PCT [NMBR| PCT |NMBR| PCT | NMBR PCT

REASON
REFUSAL TO INSURE 1 50
DELAYS 1 14 1 14 1 14
SUITABILITY 2 33
MISLEADING ADVERTISING
REPLACEMENT

AGENT HANDLING 1 50
MISREPRESENTATION 1 50
HIGH PRESSURE TACTICS 1 50
DENIAL OF CLAIM 1 14 2 29 2 29

CONSUMER EDUCATION
NEEDED

TIMELINESS
OTHER: CLAIM HANDLING 1 100
PREMIUM NOTICE/BILLING 1 25
SURRENDER PROBLEMS
DELAYS/NO RESPONSE 1 50
INFORMATION REQUESTED
PREMIUM REFUNDED 3 75
COVERAGE QUESTION
TOTAL 4 8 2 4 7 14 2 4 4 8 1 2

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,

BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES

152

DISPOSITION
BANKERSLIFE AND REFERRED PREMIUM REFERRED FOR
CASUALTY COMPANY TO MARKET INFORMATION DELAY PROBLEM DISCIPLINARY QUESTION
CONDUCT FURNISHED/EXPANDED | RESOLVED RESOLVED ACTION OF FACT
NMBR | PCT NMBR PCT NMBR| PCT [NMBR| PCT | NMBR PCT |NMBR| PCT
REASON
REFUSAL TO INSURE 1 50
DELAYS 1 14 3 43
SUITABILITY 3 50 1 17
MISLEADING ADVERTISING 1 100
REPLACEMENT 1 100
AGENT HANDLING 1 50
MISREPRESENTATION 1 50
HIGH PRESSURE TACTICS 1 50
DENIAL OF CLAIM
CONSUMER EDUCATION
NEEDED
TIMELINESS 1 100
OTHER: CLAIM HANDLING
PREMIUM NOTICE/BILLING 1 25
SURRENDER PROBLEMS 1 50 1 50
DELAYS/NO RESPONSE 1 50
INFORMATION REQUESTED 1 100
PREMIUM REFUNDED 1 25
COVERAGE QUESTION 2 50 1 25
TOTAL 2 4 8 16 7 14 1 2 4 8 2 4

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES
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NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION

BANKERSLIFE AND CONTRACT COMPANY
CASUALTY COMPANY PROVISION/LEGAL COMPANY IN POSITION NO
ISSUE COMPLIANCE UPHELD JURISDICTION TOTAL

NMBR PCT NMBR [ PCT [NMBR| PCT | NMBR PCT |[NMBR|PCT

REASON

REFUSAL TO INSURE
DELAYS

SUITABILITY

MISLEADING ADVERTISING
REPLACEMENT

AGENT HANDLING
MISREPRESENTATION
HIGH PRESSURE TACTICS
DENIAL OF CLAIM 1 14 1 14

CONSUMER EDUCATION
NEEDED 1 100

TIMELINESS

OTHER: CLAIM HANDLING
PREMIUM NOTICE/BILLING 1 25 1 25
SURRENDER PROBLEMS
DELAYS/NO RESPONSE
INFORMATION REQUESTED
PREMIUM REFUNDED
COVERAGE QUESTION 1 25
TOTAL 1 2 2 4 2 4 1 2

100

100

100

100

100

100

100

100

NIN|IDNIN|RP(PRP]IO|INDN

100

100

100

100

100

100

100

100

100

N N B I N I O N N N

100

a
o

100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



154

NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION

IN&JEQNNCERCIE)II\SIE’ANY COMPROMISED INFORMATION

STLMNT/RSLTN | FURNISHED/EXPANDED TOTAL

NMBR PCT NMBR PCT NMBR | PCT
REASON
SURRENDER PROBLEMS 1 100 1] 100
DELAYS/NO RESPONSE 1 100 1] 100
TOTAL 1 50 1 50 2| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES

BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
BC%BNGBEQ$CE INFORMATION QUESTION
FURNISHED/EXPANDED OF FACT TOTAL
NMBR PCT NMBR | PCT |[NMBR|PCT
REASON
DENIAL OF CLAIM 1 50 1 50 2| 100
TOTAL 1 50 1 50 2| 100

155

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT

OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
INSBlEIQIAENF(IZCEIéI(_)II\_/III!’:ENY INFORMATION QUESTION INSUFFICIENT
FURNISHED/EXPANDED OF FACT INFORMATION TOTAL

NMBR PCT NMBR | PCT | NMBR PCT [NMBR|PCT
REASON
SURRENDER PROBLEMS 1 100 1] 100
INFORMATION REQUESTED 1 50 1 50 2| 100
TOTAL 1 33 1 33 1 33 3| 100
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SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

BEST LIFE AND

HEALTH DISPOSITION
IQ%RQNNCYE ADVISED
COMPLAINANT TOTAL
NMBR PCT |NMBR|PCT
REASON
DENIAL OF CLAIM 1 100 1] 100
TOTAL 1 100 1] 100
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SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

BROKERS
NATIONAL
LIEE DISPOSITION

ASSURANCE COMPANY

COMPANY POSITION

UPHELD TOTAL
NMBR | PCT |NMBR|PCT

REASON
DELAYS 1 100 1| 100
TOTAL 1 100 1| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES
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NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

159

CALIFORNIA CASUALTY DISPOSITION
gOEICIIE,Eﬁb I(;\::Sgl;ég%EN ADVISED ADDITIONAL INFORMATION QUESTION COMPANY IN
COMPLAINANT PAYMENT FURNISHED/EXPANDED OF FACT COMPLIANCE TOTAL
NMBR PCT NMBR | PCT NMBR PCT NMBR| PCT | NMBR | PCT |NMBR|PCT
REASON
PREMIUM & RATING 1 100 1| 100
NONRENEWAL 1 100 1| 100
CREDIT REPORTING 100 1| 100
UNSATISFACTORY
SETTLEMENT/OFFER 4 67 1 17 1 17 6| 100
DENIAL OF CLAIM 1 100 1| 100
TOTAL 5 50 2 20 1 10 1 10 1 10 10| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES
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NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
PREMIUM
CANAL INSURANCE COMPANY ADVISED PROBLEM
COMPLAINANT REFUND RESOLVED TOTAL
NMBR PCT |NMBR|PCT |NMBR| PCT [NMBR|PCT
REASON
UNSATISFACTORY SETTLEMENT/OFFER 1 100 1] 100
COMPARATVE NEGLIGENCE 1 100 1] 100
DENIAL OF CLAIM 1 100 1] 100
PREMIUM REFUNDED 2 67 1 33 3| 100
TOTAL 3 50 2 33 1 17 6| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES

BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

CAROLINA
CASUALTY DISPOSITION
IQ%RQNNCYE CLAIM DELAY QUESTION
REOPENED RESOLVED OF FACT TOTAL
NMBR| PCT [NMBR| PCT |NMBR| PCT |NMBR|PCT
REASON
DELAYS 1 100 1] 100
DENIAL OF CLAIM 1 50 1 50 2| 100
TOTAL 1 33 1 33 1 33 3| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT

OF CONSUMER AND BUSINESS SERVICES
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NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,

BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES

BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
II\?QJAI\??ATNECRE%A(\)KM%ENEY ADVISED INFORMATION QUESTION
COMPLAINANT | FURNISHED/EXPANDED OF FACT TOTAL
NMBR PCT NMBR PCT NMBR| PCT |NMBR|PCT
REASON
DELAYS 1 50 1 50 2| 100
COMPARATVE NEGLIGENCE 1 100 1] 100
ADJUSTER NO RESPONSE 1 100 1] 100
TOTAL 1 25 2 50 1 25 4( 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES
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NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,

BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

CHESAPEAKE LIFE DISPOSITION
P | e T iNroRMATION T
NMBR | PCT NMBR PCT NMBR | PCT
REASON
DELAYS 1 100 1 100
PREMIUM NOTICE/BILLING 1 100 1 100
TOTAL 1 50 1 50 2 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT

OF CONSUMER AND BUSINESS SERVICES
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NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

CHICAGO
TITLE
INSURANCE
COMPANY | DISPOSITION
OF
DELAY
OREGON RESOLVED TOTAL
NMBR | PCT |NMBR|PCT
REASON
DELAYS 1 100 1| 100
TOTAL 1 100 1| 100
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SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT

OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

CHUBB
INDEMNITY
INSURANCE

COMPANY

DISPOSITION

ADVISED
COMPLAINANT

TOTAL

NMBR PCT

NMBR

PCT

REASON

DELAYS

1 100

100

TOTAL

1 100

100
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SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT

OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

CHURCH MUTUAL
INSURANCE COMPANY

DISPOSITION

NO

JURISDICTION

TOTAL

NMBR

PCT

NMBR

PCT

REASON

OTHER: CLAIM HANDLING

100

100

TOTAL

100

100
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SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT

OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

CINCINNATI
INSURANCE
COMPANY (THE)

DISPOSITION

QUESTION OF
FACT

TOTAL

NMBR

PCT

NMBR

PCT

REASON

DENIAL OF CLAIM

100

100

TOTAL

100

100
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SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT

OF CONSUMER AND BUSINESS SERVICES
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NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
CLARENDON NATIONAL
INSURANCE COMPANY ggl\l\/l/lF?I'_AlilY\lg\IIE TOTAL
NMBR [ PCT [NMBR |PCT
REASON
INFORMATION REQUESTED 1 100 1| 100
TOTAL 1 100 1| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

169

CLEAR CHOICE DISPOSITION
HEALTH REFERRED REFERRED FOR | COMPANY
PLANS, INC. COVERAGE | TOMARKET INFORMATION DELAY DISCIPLINARY POSITION
EXTENDED CONDUCT FURNISHED/EXPANDED | RESOLVED ACTION UPHELD TOTAL
NMBR| PCT |NMBR| PCT NMBR PCT NMBR | PCT | NMBR PCT |NMBR| PCT |NMBR|PCT
REASON
DELAYS 1 100 1| 100
MEDICAL
NECESSITY 1 100 1| 100
DENIAL OF
CLAIM 1 25 1 25 1 25 1 25 4( 100
TOTAL 1 17 1 17 1 17 1 17 1 17 1 17 6| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES
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NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
COAST NAZ:)(I)\ANSAL’\:?ISURANCE ADVISED ADDITIONAL | COVERAGE CLAIM
COMPLAINANT PAYMENT EXTENDED REOPENED
NMBR PCT NMBR | PCT [NMBR| PCT |NMBR| PCT

REASON

PREMIUM & RATING 1 50

DELAYS 1 11

UNSATISFACTORY SETTLEMENT/OFFER 4 100

COMPARATVE NEGLIGENCE 1 100

DENIAL OF CLAIM 1 33 1 33

TOTAL 6 32 1 5 1 5 1 5

DISPOSITION
COAST NAZ:)(I)\ANSAL’\:?ISURANCE INFORMATION DELAY INSUFFICIENT
FURNISHED/EXPANDED | RESOLVED | INFORMATION TOTAL
NMBR PCT NMBR| PCT [ NMBR PCT |[NMBR|PCT

REASON
PREMIUM & RATING 1 50 2| 100
DELAYS 2 22 5 56 1 11 9| 100
UNSATISFACTORY SETTLEMENT/OFFER 4| 100
COMPARATVE NEGLIGENCE 1| 100
DENIAL OF CLAIM 1 33 3| 100
TOTAL 4 21 5 26 1 5 19| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,

BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

COLONIAL DISPOSITION
LIFE & ACCIDENT CONTRACT
INSURANCE COMPANY COMPROMISED | PROVISION/LEGAL

STLMNT/RSLTN ISSUE TOTAL
NMBR PCT NMBR PCT NMBR | PCT

REASON

DENIAL OF CLAIM 1 100 1] 100

PAYMENT NOT CREDITED 1 100 1] 100

TOTAL 1 50 1 50 2| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT

OF CONSUMER AND BUSINESS SERVICES
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NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,

BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
COMBINED INiLI\JARéARI\II(éi COMPANY OF INFORMATION
FURNISHED/EXPANDED TOTAL
NMBR PCT NMBR [ PCT
REASON
UNSATISFACTORY SETTLEMENT/OFFER 1 100 1| 100
TOTAL 1 100 1| 100
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SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES
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NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

COMMERCE DISPOSITION
WEST INSURANCE UNDERWRITING
COMPANY ADVISED PRACTICE
COMPLAINANT RESOLVED TOTAL
NMBR PCT NMBR PCT NMBR | PCT
REASON
SURCHARGE 1 50 1 50 2| 100
DENIAL OF CLAIM 1 100 1] 100
TOTAL 2 67 1 33 3| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



174

NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
CONNECTICUT GENERAL LIFE CONTRACT
INSURANCE COMPANY COMPROMISED | ADDITIONAL INFORMATION PROVISION/LEGAL
STLMNT/RSLTN PAYMENT FURNISHED/EXPANDED ISSUE
NMBR PCT NMBR | PCT NMBR PCT NMBR PCT
REASON
DELAYS 1 33
UNSATISFACTORY SETTLEMENT/OFFER
DENIAL OF CLAIM 1 14 2 29 1 14
COVERAGE QUESTION 1 100
TOTAL 1 8 1 8 3 23 1 8
DISPOSITION
CONNECTICUT GENERAL LIFE COMPANY
INSURANCE COMPANY COMPANY IN POSITION NO INSUFFICIENT
COMPLIANCE UPHELD JURISDICTION | INFORMATION TOTAL
NMBR [ PCT [NMBR| PCT | NMBR PCT NMBR PCT |[NMBR|PCT
REASON
DELAYS 2 67 3[ 100
UNSATISFACTORY SETTLEMENT/OFFER 1 50 1 50 2| 100
DENIAL OF CLAIM 1 14 1 14 1 14 7| 100
COVERAGE QUESTION 1| 100
TOTAL 2 15 2 15 1 8 2 15 13| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

CONSECO HEALTH
INSURANCE
COMPANY

DISPOSITION

ADDITIONAL
PAYMENT

TOTAL

NMBR

PCT

NMBR

PCT

REASON

PREMIUM REFUNDED

100

100

TOTAL

100

100
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SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
CONS%%?AISAS’&IJYRANCE CLAIM INFORMATION QUESTION
SETTLED FURNISHED/EXPANDED OF FACT TOTAL

NMBR | PCT NMBR PCT NMBR | PCT |NMBR|PCT
REASON
DELAYS 1 100 1] 100
DUPLICATION OF COVERAGE 1 100 1] 100
PREMIUM NOTICE/BILLING 1 100 1] 100
TOTAL 1 33 1 33 1 33 3| 100
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SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
CONSECO LIFE INSURANCE REFERRED FOR
COMPANY INFORMATION DISCIPLINARY QUESTION
FURNISHED/EXPANDED ACTION OF FACT TOTAL

NMBR PCT NMBR PCT |NMBR| PCT |NMBR|PCT
REASON
PREMIUM NOTICE/BILLING 1 100 1| 100
CASH VALUE 1 50 1 50 2| 100
INFORMATION REQUESTED 1 100 1| 100
TOTAL 2 50 1 25 1 25 4( 100
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SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES

BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
CONSECO SENIOR HEALTH UNDERWRITING
INSURANCE COMPANY ADVISED CLAIM PRACTICE DELAY

COMPLAINANT SETTLED RESOLVED RESOLVED TOTAL

NMBR PCT |NMBR|PCT | NMBR PCT NMBR| PCT [NMBR|PCT
REASON
DELAYS 2 50 2 50 4( 100
DENIAL OF CLAIM 1 100 1| 100
PREMIUM NOTICE/BILLING 1 50 50 2| 100
DELAYS/NO RESPONSE 1 100 1| 100
TOTAL 1 13 2 25 13 4 50 8| 100
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SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

CONTINENTAL DISPOSITION
ACSgLI\JARPAA’\’iﬁE COVERAGE
REFUND EXTENDED TOTAL
NMBR [ PCT [ NMBR| PCT [NMBR [PCT
REASON
DELAYS 1 100 1| 100
PREMIUM REFUNDED 1| 100 1| 100
TOTAL 1 50 1 50 2| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT

OF CONSUMER AND BUSINESS SERVICES
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NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
CONTINENTAL CASUALTY
COMPANY POLICY ADVISED CLAIM INFORMATION QUESTION
ISSUED/RSTRD | COMPLAINANT | REOPENED | FURNISHED/EXPANDED | OF FACT
NMBR | PCT | NMBR | PCT |[NMBR| PCT NMBR PCT NMBR| PCT
REASON
CANCELLATION 1 100
DELAYS 1| 100
DENIAL OF CLAIM 2 40 1 20
PREMIUM NOTICE/BILLING 1 100
INFORMATION REQUESTED 1 100
TOTAL 1 11 2 22 1 11 2 22 1 11
DISPOSITION
CONTINENTAL CASUALTY CONTRACT COMPANY
COMPANY PROVISION/LEGAL | POSITION
ISSUE UPHELD TOTAL
NMBR PCT |[NMBR| PCT [NMBR|PCT
REASON
CANCELLATION 1| 100
DELAYS 1 100
DENIAL OF CLAIM 1 20 1l 20 5| 100
PREMIUM NOTICE/BILLING 1 100
INFORMATION REQUESTED 1 100
TOTAL 1 11 1 11 9| 100
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SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,

BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

CONTINENTAL
WESTERN DISPOSITION
IQ%RQNNCYE ADVISED DELAY QUESTION
COMPLAINANT | RESOLVED OF FACT TOTAL
NMBR PCT |NMBR| PCT [NMBR| PCT [NMBR |PCT
REASON
PREMIUM & RATING 1 100 1| 100
DELAYS 1 50 1 50 2| 100
DENIAL OF CLAIM 1 100 1| 100
TOTAL 1 25 1 25 2 50 4| 100
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SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES

BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

CONTRACTORS
BONDING AND DISPOSITION
Igg{KARQNNCYE ADVISED CLAIM INFORMATION
COMPLAINANT SETTLED FURNISHED/EXPANDED TOTAL
NMBR PCT |NMBR| PCT NMBR PCT NMBR | PCT
REASON
PREMIUM & RATING 1 100 1] 100
DENIAL OF CLAIM 1 50 1 50 2| 100
TOTAL 1 33 1 33 1 33 3| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT

OF CONSUMER AND BUSINESS SERVICES
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NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

CANCELLATION

100

CORNHUSKER
CASUALTY DISPOSITION
COMPANY REFUND TOTAL
NMBR | PCT |NMBR|PCT
REASON

100

TOTAL

100

100
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SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT

OF CONSUMER AND BUSINESS SERVICES



184

NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
COUNTRY MUTUAL INSURANCE
COMPANY ADVISED COMPROMISED | ADDITIONAL | COVERAGE

COMPLAINANT | STLMNT/RSLTN PAYMENT EXTENDED
NMBR PCT NMBR PCT NMBR | PCT |NMBR| PCT

REASON

PREMIUM & RATING 2 67

CANCELLATION 1 100

CREDIT REPORTING 1 100

DELAYS 1 14

OTHER: UNDERWRITING 1 100

POLICY DELIVERY

ADJUSTER HANDLING 3 75

PROMPT PAY

UNSATISFACTORY SETTLEMENT/OFFER 5 33 2 13

SUBROGATION 1 100

COMPARATVE NEGLIGENCE

DENIAL OF CLAIM 3 25

PREMIUM REFUNDED 1 100

TOTAL 16 33 1 2 2 4 2 4

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES
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NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
COUNTRY MUTUAL INSURANCE FILED
COMPANY CLAIM SUIT/RETAINED INFORMATION DELAY
SETTLED ATTORNEY FURNISHED/EXPANDED | RESOLVED
NMBR | PCT | NMBR PCT NMBR PCT NMBR | PCT
REASON

PREMIUM & RATING
CANCELLATION
CREDIT REPORTING
DELAYS 1 14 1 14 1 14
OTHER: UNDERWRITING
POLICY DELIVERY

ADJUSTER HANDLING 1 25
PROMPT PAY 1| 100
UNSATISFACTORY SETTLEMENT/OFFER 1 7 3 20

SUBROGATION
COMPARATVE NEGLIGENCE

DENIAL OF CLAIM 3 25
PREMIUM REFUNDED
TOTAL 2 4 1 2 8 16 1 2

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



186

NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
COUNTRY MUTUAL INSURANCE RATING
COMPANY QUESTION PROBLEM COMPANY IN INSUFFICIENT
OF FACT RESOLVED | COMPLIANCE | INFORMATION TOTAL

NMBR | PCT [NMBR| PCT [ NMBR | PCT NMBR PCT |[NMBR|PCT
REASON
PREMIUM & RATING 1 33 3| 100
CANCELLATION 1| 100
CREDIT REPORTING 1| 100
DELAYS 1 14 1 14 1 14 7| 100
OTHER: UNDERWRITING 1| 100
POLICY DELIVERY 1 100 1| 100
ADJUSTER HANDLING 4( 100
PROMPT PAY 1| 100
UNSATISFACTORY SETTLEMENT/OFFER 4 27 15| 100
SUBROGATION 1| 100
COMPARATVE NEGLIGENCE 1 100 1| 100
DENIAL OF CLAIM 5 42 1 8 12| 100
PREMIUM REFUNDED 1| 100
TOTAL 11 22 1 2 2 4 2 4 49( 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
COUNTRY PREFERRED INSURANCE
COMPANY ADVISED COVERAGE CLAIM INFORMATION
COMPLAINANT EXTENDED SETTLED FURNISHED/EXPANDED
NMBR PCT |NMBR| PCT |NMBR| PCT NMBR PCT
REASON
PREMIUM & RATING 1 50
DELAYS 1| 100
UNSATISFACTORY SETTLEMENT/OFFER 1 33
DENIAL OF CLAIM 1 33 1 33
TOTAL 1 11 2 22 1 11 1 11
DISPOSITION
COUNTRY PREFERRED INSURANCE PREMIUM COMPANY
COMPANY PROBLEM QUESTION POSITION
RESOLVED OF FACT UPHELD TOTAL
NMBR | PCT [NMBR| PCT [NMBR| PCT |NMBR|PCT
REASON
PREMIUM & RATING 1 50 2| 100
DELAYS 1| 100
UNSATISFACTORY SETTLEMENT/OFFER 2 67 3| 100
DENIAL OF CLAIM 1 33 3| 100
TOTAL 1 11 2 22 1 11 9| 100
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SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES

BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

COURTESY INSURANCE COMPANY

DISPOSITION

ADDITIONAL
PAYMENT

TOTAL

NMBR

PCT

NMBR

PCT

REASON

UNSATISFACTORY SETTLEMENT/OFFER

100

100

TOTAL

100

100
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SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
CUNA MUTUAL LIFE INSURANCE CONTRACT
COMPANY CLAIM INFORMATION PROVISION/LEGAL
REOPENED | FURNISHED/EXPANDED ISSUE TOTAL

NMBR | PCT NMBR PCT NMBR PCT NMBR | PCT
REASON
DELAYS 1 100 1| 100
ADVERSE BENEFIT DETERMINATION 1 100 1| 100
DENIAL OF CLAIM 1 50 1 50 2| 100
TOTAL 1 25 1 25 2 50 4| 100
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SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES
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NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DAIRYLAND DISPOSITION
IQ%RQI\II\ICYE ADDITIONAL INFORMATION DEDUCTIBLE
PAYMENT FURNISHED/EXPANDED REFUNDED TOTAL
NMBR | PCT NMBR PCT NMBR [ PCT |[NMBR|PCT

REASON
DELAYS 1 50 1 50 2| 100
SUBROGATION 1 100 1| 100
ABUSIVE SERVICE 1 100 1| 100
TOTAL 1 25 2 50 1 25 4( 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

191

DISPOSITION
FILED PREMIUM

DEPOSITORSINSURANCE COMPANY ADVISED CLAIM SUIT/RETAINED PROBLEM QUESTION

COMPLAINANT SETTLED ATTORNEY RESOLVED OF FACT TOTAL

NMBR PCT |NMBR|PCT [ NMBR PCT NMBR| PCT [NMBR| PCT [NMBR|PCT
REASON
PREMIUM & RATING 1 100 1| 100
UNSATISFACTORY
SETTLEMENT/OFFER 1 25 1 25 2 50 4( 100
TOTAL LOSS 1 100 1| 100
TOTAL 1 17 1 17 1 17 1 17 2 33 6| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT

OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES

BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
DISCOVER PROPERTY & CASUALTY CLAIM
INSURANCE COMPANY SETTLED TOTAL
NMBR | PCT |NMBR|PCT

REASON

UNSATISFACTORY SETTLEMENT/OFFER

100

100

TOTAL

100

100
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SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

EAGLE WEST
INSURANCE
COMPANY

DISPOSITION

QUESTION OF
FACT

TOTAL

NMBR

PCT

NMBR

PCT

REASON

DENIAL OF CLAIM

100

100

TOTAL

100

100
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SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT

OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

ECONOMY
PREMIER DISPOSITION
ACSgLI\J/IRPAA’\’iﬁE ADVISED QUESTION
COMPLAINANT OF FACT TOTAL
NMBR PCT |NMBR| PCT |NMBR|PCT
REASON
DELAYS 1 100 1| 100
DENIAL OF CLAIM 1 100 1| 100
TOTAL 1 50 1 50 2| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES

BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
ELECTRIC INSURANCE COMPANY COGE’YLSIEN,[Z\NT TOTAL
NMBR | PCT |NMBR|PCT
REASON
UNSATISFACTORY SETTLEMENT/OFFER 2 100 2| 100
TOTAL 2 100 2 100
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SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES

BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

EMPIRE FIRE AND

MARINE DISPOSITION
IQ%RQNNCYE ADVISED ADDITIONAL

COMPLAINANT PAYMENT TOTAL
NMBR PCT NMBR | PCT [NMBR|PCT

REASON

PREMIUM & RATING 100 1] 100

CANCELLATION 100 1] 100

DELAYS 1 100 1] 100

TOTAL 2 67 1 33 3| 100
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SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

EMPLOYERS
INSURANCE
COMPANY OF
WAUSAU

DISPOSITION

ADDITIONAL
PAYMENT

TOTAL

NMBR

PCT

NMBR

PCT

REASON

DELAYS/NO RESPONSE

100

100

TOTAL

100

100
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SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
REFERRED
ENCOMPASSINDEMNITY COMPANY ADDITIONAL | TO MARKET DELAY
PAYMENT CONDUCT RESOLVED TOTAL
NMBR [ PCT [NMBR| PCT |NMBR| PCT |NMBR|PCT
REASON

DELAYS 1 100 1] 100
MISAPPROPRIATION OF PREMIUM 1 100 1] 100
UNSATISFACTORY SETTLEMENT/OFFER 1 100 1] 100
TOTAL 1 33 1 33 1 33 3| 100
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SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,

BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES

BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

199

DISPOSITION
ENCOM PASSINASI\L/JIEQPC(::AI\E COMPANY OF ADVISED ADDITIONAL INFORMATION QUESTION
COMPLAINANT PAYMENT FURNISHED/EXPANDED OF FACT TOTAL
NMBR PCT NMBR | PCT NMBR PCT NMBR| PCT |NMBR|PCT
REASON
DELAYS 1 100 1| 100
UNSATISFACTORY SETTLEMENT/OFFER 1 50 1 50 2| 100
COMPARATVE NEGLIGENCE 1 100 1| 100
PREMIUM REFUNDED 1 100 1| 100
TOTAL 2 40 1 20 1 20 1 20 5( 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION

ENUMCL&V&JPRRAONPESEEOI;E’\(IZYASUALTY ADVISED CLAIM DELAY QUESTION

COMPLAINANT SETTLED RESOLVED OF FACT TOTAL

NMBR PCT |NMBR|PCT [NMBR| PCT |NMBR| PCT |NMBR|PCT
REASON
DELAYS 1 100 1| 100
UNSATISFACTORY SETTLEMENT/OFFER 1| 100 1| 100
DENIAL OF CLAIM 1 50 1 50 2| 100
TOTAL 1 25 1 25 1 25 1 25 4( 100
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SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES

BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

EQUITABLE LIFE

AND CASUALTY DISPOSITION
IQ%RQI\II\ICYE INFORMATION QUESTION
FURNISHED/EXPANDED OF FACT TOTAL

NMBR PCT NMBR| PCT |NMBR|PCT

REASON

AGENT HANDLING 1 100 1| 100

DENIAL OF CLAIM 1 100 1| 100

TOTAL 1 50 1 50 2| 100
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SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT

OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
ESURANCE INSURANCE COMPANY | co{iplAINANT | SETTLED | FURNISHEDIEXPANDED | OFFACT | ToOTAL

NMBR PCT |NMBR| PCT NMBR PCT NMBR| PCT |NMBR | PCT
REASON
PREMIUM & RATING 1 100 1| 100
ADJUSTER HANDLING 1| 100 1| 100
UNSATISFACTORY SETTLEMENT/OFFER 2 100 2| 100
TOTAL LOSS 1 100 1| 100
DENIAL OF CLAIM 1 100 1| 100
TOTAL 3 50 1 17 1 17 1 17 6| 100
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SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES
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NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

FAIRMONT
SPECIALTY | DISPOSITION
RESOLVED TOTAL
NMBR | PCT |NMBR|PCT
REASON
DELAYS 1 100 1 100
TOTAL 1 100 1 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
FARMERSINSURANCE COMPANY OF
OREGON ADVISED COMPROMISED | ADDITIONAL COVERAGE

COMPLAINANT | STLMNT/RSLTN PAYMENT REFUND EXTENDED
NMBR PCT NMBR PCT NMBR | PCT [NMBR|PCT |NMBR| PCT

REASON

PREMIUM & RATING 15 63 2 8 4 17

REFUSAL TO INSURE 2 100

CANCELLATION 3 50 2 33

NONRENEWAL

CREDIT REPORTING

DELAYS 5 22

CLUE REPORTS

AGENT HANDLING 1 17 2 33

POLICY DELIVERY

OTHER:MRKTNG & SALES

ADVERSE BENEFIT DETERMINATION

ADJUSTER HANDLING 2 15 1 8

PROMPT PAY 1 100

UNSATISFACTORY

SETTLEMENT/OFFER 36 44 1 1 10 12

TOTAL LOSS 2 29

FRAUD

SUBROGATION 1 50

COMPARATVE NEGLIGENCE 3 27 1 9

DENIAL OF CLAIM 11 23 1 2 1 2 1 2

PIP PRIMACY 1 50

VALUE DISPUTE 1 100

CONSUMER EDUCATION NEEDED

OTHER: CLAIM HANDLING

PREMIUM NOTICE/BILLING 3 43

INFORMATION REQUESTED

PREMIUM REFUNDED 4 80

ABUSIVE SERVICE

OTHER: POLICYHOLDER SERVICE 1 50

TOTAL 87 34 4 2 13 5 11 4 3 1

OF CONSUMER AND BUSINESS SERVICES
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SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
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NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
FARMERSINSURANCE COMPANY OF FILED REFERED TO
OREGON CLAIM CANCELLATION CLAIM SUIT/RETAINED OTHER
REOPENED UPHELD SETTLED ATTORNEY DEPARTMENT

NMBR| PCT [ NMBR PCT NMBR [ PCT | NMBR PCT NMBR PCT

REASON

PREMIUM & RATING
REFUSAL TO INSURE
CANCELLATION

NONRENEWAL

CREDIT REPORTING

DELAYS 3 13
CLUE REPORTS

AGENT HANDLING 1 17

POLICY DELIVERY

OTHER:MRKTNG & SALES

ADVERSE BENEFIT DETERMINATION
ADJUSTER HANDLING

PROMPT PAY

UNSATISFACTORY
SETTLEMENT/OFFER 4 5

TOTAL LOSS 1 14
FRAUD
SUBROGATION 1 50
COMPARATVE NEGLIGENCE 1 9
DENIAL OF CLAIM 1 2 1 2 8 17 1 2
PIP PRIMACY 1 50
VALUE DISPUTE

CONSUMER EDUCATION NEEDED
OTHER: CLAIM HANDLING
PREMIUM NOTICE/BILLING
INFORMATION REQUESTED
PREMIUM REFUNDED

ABUSIVE SERVICE

OTHER: POLICYHOLDER SERVICE
TOTAL 1 0 1 0 18 7 2 1 1 0

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007
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FARMERSINSURANCE COMPANY OF
OREGON

DISPOSITION

REFERRED TO
RATESFORMS

REFERRED
TO MARKET
CONDUCT

UNDERWRITING
PRACTICE
RESOLVED

INFORMATION
FURNISHED/EXPANDED

DELAY
RESOLVED

NMBR PCT

NMBR | PCT

NMBR

PCT

NMBR PCT

NMBR

PCT

REASON

PREMIUM & RATING

REFUSAL TO INSURE

CANCELLATION

NONRENEWAL

CREDIT REPORTING

100

DELAYS

35

CLUE REPORTS

1 100

AGENT HANDLING

17

POLICY DELIVERY

1 100

OTHER:MRKTNG & SALES

ADVERSE BENEFIT DETERMINATION

1 100

ADJUSTER HANDLING

PROMPT PAY

UNSATISFACTORY
SETTLEMENT/OFFER

TOTAL LOSS

FRAUD

SUBROGATION

COMPARATVE NEGLIGENCE

DENIAL OF CLAIM

PIP PRIMACY

VALUE DISPUTE

CONSUMER EDUCATION NEEDED

1 100

OTHER: CLAIM HANDLING

PREMIUM NOTICE/BILLING

14

INFORMATION REQUESTED

100

PREMIUM REFUNDED

20

ABUSIVE SERVICE

RrlrRr|rR]r

100

OTHER: POLICYHOLDER SERVICE

TOTAL

26 10

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES
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NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION

FARMERSINSURANCE COMPANY OF CANCELLATION PREMIUM
OREGON NOTICE PROBLEM DEDUCTIBLE | QUESTION COMPANY IN
WITHDRAWN RESOLVED REFUNDED OF FACT COMPLIANCE

NMBR PCT NMBR | PCT | NMBR| PCT |NMBR| PCT | NMBR | PCT

REASON
PREMIUM & RATING 1 4
REFUSAL TO INSURE
CANCELLATION 1 17
NONRENEWAL 1 100
CREDIT REPORTING
DELAYS 1 4 2 9
CLUE REPORTS
AGENT HANDLING 1 17
POLICY DELIVERY
OTHER:MRKTNG & SALES 1 100
ADVERSE BENEFIT DETERMINATION
ADJUSTER HANDLING 1 8 2 15 2 15
PROMPT PAY

UNSATISFACTORY
SETTLEMENT/OFFER 16 20 10 12

TOTAL LOSS 4 57
FRAUD 1 100
SUBROGATION
COMPARATVE NEGLIGENCE 4 36
DENIAL OF CLAIM 8 17 3 6
PIP PRIMACY

VALUE DISPUTE

CONSUMER EDUCATION NEEDED
OTHER: CLAIM HANDLING
PREMIUM NOTICE/BILLING 2 29
INFORMATION REQUESTED
PREMIUM REFUNDED

ABUSIVE SERVICE

OTHER: POLICYHOLDER SERVICE
TOTAL 1 0 3 1 1 0 37 15 19 8

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES
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NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION

FARMERSINSURANCE COMPANY OF COMPANY
OREGON POSITION NO INSUFFICIENT
UPHELD JURISDICTION | INFORMATION OTHER TOTAL

NMBR | PCT | NMBR PCT NMBR PCT |NMBR|PCT |NMBR|PCT

REASON
PREMIUM & RATING 24| 100
REFUSAL TO INSURE 2| 100
CANCELLATION 6| 100
NONRENEWAL 1| 100
CREDIT REPORTING 1| 100
DELAYS 23| 100
CLUE REPORTS

AGENT HANDLING
POLICY DELIVERY
OTHER:MRKTNG & SALES
ADVERSE BENEFIT DETERMINATION 100
ADJUSTER HANDLING 13| 100
PROMPT PAY 1| 100

UNSATISFACTORY
SETTLEMENT/OFFER 1 1 1 1 81| 100

TOTAL LOSS

FRAUD

SUBROGATION
COMPARATVE NEGLIGENCE
DENIAL OF CLAIM 3 6 1 2 1 2
PIP PRIMACY

VALUE DISPUTE

CONSUMER EDUCATION NEEDED
OTHER: CLAIM HANDLING 1 50 1 50
PREMIUM NOTICE/BILLING 1 14
INFORMATION REQUESTED
PREMIUM REFUNDED
ABUSIVE SERVICE

OTHER: POLICYHOLDER SERVICE 1 50
TOTAL 6 2 2 1 2 1 1 0 253 ( 100

100

100

100

100

Rrlr|lrlol|r

~

100

=

100

N

100

=
[

100

100

100

100

100

100

100

100

100

100

I\JI—‘U'II—‘\II\JI—‘I—‘I\J&

100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007
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DISPOSITION
FARMEEXRCSF:E%EANCE COMPROMISED CLAIM INFORMATION QUESTION COMPANY IN
STLMNT/RSLTN SETTLED FURNISHED/EXPANDED OF FACT COMPLIANCE TOTAL
NMBR PCT NMBR | PCT NMBR PCT NMBR| PCT | NMBR | PCT |NMBR|PCT
REASON
CANCELLATION 1 100 1| 100
DELAYS 1 33 2 67 3 100
AUDIT DISPUTE 1 100 1| 100
UNSATISFACTORY
SETTLEMENT/OFFER 1| 100 1| 100
DENIAL OF CLAIM 1 33 1 33 1 33 3| 100
TOTAL 1 11 1 11 2 22 2 22 3 33 9| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007
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DISPOSITION
FARMERSNEW WORLD LIFE REFERRED FOR CONTRACT
INSURANCE COMPANY ADVISED COVERAGE INFORMATION DISCIPLINARY | PROVISION/LEGAL
COMPLAINANT | EXTENDED | FURNISHED/EXPANDED ACTION ISSUE
NMBR | PCT |NMBR| PCT NMBR PCT NMBR [ PCT | NMBR PCT
REASON
AGENT HANDLING 2 100
UNSATISFACTORY
SETTLEMENT/OFFER 1 100
ASSIGNMENT OF BENEFITS 1{ 100
CONSUMER EDUCATION
NEEDED 1 100
PREMIUM NOTICE/BILLING 100
TOTAL 17 1 17 1 17 2 33 1 17
FARMERSNEW WORLD LIFE
INSURANCE COMPANY
TOTAL
NMBR | PCT
REASON
AGENT HANDLING 2| 100
UNSATISFACTORY
SETTLEMENT/OFFER 1| 100
ASSIGNMENT OF BENEFITS 1| 100
CONSUMER EDUCATION
NEEDED 1| 100
PREMIUM NOTICE/BILLING 1| 100
TOTAL 6| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES
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NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

FEDERATED
LIEE DISPOSITION

INSURANCE COMPANY
COMPANY POSITION
UPHELD TOTAL

NMBR [ PCT |NMBR|PCT

REASON
RECISSION 1 100 1] 100
TOTAL 1 100 1] 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
FEDERATED SERVICE
INSURANCE COMPANY COGE’Y,IASIEN[,Z\NT TOTAL
NMBR PCT |NMBR|PCT
REASON
COMPARATVE NEGLIGENCE 1 100 1| 100
TOTAL 1 100 1| 100
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SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES
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NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

FIDELITY
NATIONAL
PROPERTY
AND
CASUALTY DISPOSITION
INSURANCE | REFERRED TO
COMPANY MARKET
CONDUCT TOTAL
NMBR | PCT |NMBR|PCT
REASON
NONRENEWAL 1 100 1| 100
TOTAL 1 100 1| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

FIDELITY
NATIONAL TITLE DISPOSITION
INSURANCE REFERRED FOR
COMPANY DISCIPLINARY NO
ACTION JURISDICTION TOTAL
NMBR PCT NMBR PCT |NMBR|PCT

REASON
DELAYS 1 100 1| 100
POLICY DELIVERY 1 100 1| 100
TOTAL 1 50 1 50 2| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT

OF CONSUMER AND BUSINESS SERVICES

214



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

215

DISPOSITION
Fi NAN%'ghl;l éﬁ[’\)IEMNITY ADVISED INFORMATION DELAY QUESTION
COMPLAINANT REFUND FURNISHED/EXPANDED | RESOLVED OF FACT TOTAL
NMBR PCT |NMBR|PCT NMBR PCT NMBR| PCT [NMBR| PCT [NMBR|PCT
REASON
PREMIUM & RATING 1 100 1| 100
CANCELLATION 1 100 1| 100
DELAYS 2 100 2| 100
UNSATISFACTORY
SETTLEMENT/OFFER 3 75 1 25 4( 100
COST CONTAINMENT PIP 1 100 1| 100
DENIAL OF CLAIM 3 60 1 20 1 20 5( 100
PREMIUM REFUNDED 1| 100 1| 100
TOTAL 8 53 1 7 1 7 2 13 3 20 15| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT

OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

FIRST
ALLMERICA
FINANCIAL
LIFE
INSURANCE
COMPANY

DISPOSITION

POLICY
ISSUED/RSTRD

TOTAL

NMBR

PCT

NMBR

PCT

REASON

CASH VALUE

100

100

TOTAL

100

100

216

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT

OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,

BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
FIRST AMERICANTITLE REFERRED
INSURANCE COMPANY TO MARKET INFORMATION
CONDUCT FURNISHED/EXPANDED TOTAL
NMBR | PCT NMBR PCT NMBR | PCT

REASON
PREMIUM & RATING 1 100 1| 100
DELAYS 1 100 1| 100
UNAUTHORIZED INSURER 1 100 1| 100
TOTAL 2 67 1 33 3[ 100
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SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT

OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

FIRST HEALTH
LIFE & HEALTH
INSURANCE
COMPANY

DISPOSITION

NO

JURISDICTION

TOTAL

NMBR

PCT

NMBR

PCT

REASON

DENIAL OF CLAIM

100

100

TOTAL

100

100

218

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

FIRST NATIONAL

INSURANCE DISPOSITION
C(,)AI\IC/IFI)E'??’\IIEAOF INFORMATION
FURNISHED/EXPANDED TOTAL
NMBR PCT NMBR | PCT
REASON
DENIAL OF CLAIM 1 100 1| 100
TOTAL 1 100 1| 100
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SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT

OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
RS FEMLEACIICLIEE [ romuTion
FURNISHED/EXPANDED TOTAL
NMBR PCT NMBR | PCT
REASON
PREMIUM NOTICE/BILLING 1 100 1| 100
TOTAL 1 100 1 100
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SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

221

DISPOSITION
FOREMOST INSURANCE COMPANY
COMPANY ADVISED ADDITIONAL QUESTION COMPANY IN POSITION
COMPLAINANT PAYMENT REFUND OF FACT COMPLIANCE UPHELD TOTAL
NMBR PCT NMBR | PCT |NMBR|PCT |NMBR| PCT | NMBR | PCT |NMBR| PCT |NMBR|PCT
REASON
PREMIUM & RATING 1 33 1 33 1 33 3| 100
CANCELLATION 1 100 1| 100
NONRENEWAL 2 100 2| 100
DELAYS 1 50 1 50 2| 100
UNSATISFACTORY
SETTLEMENT/OFFER 1 100 1| 100
DENIAL OF CLAIM 1 100 1| 100
PREMIUM REFUNDED 1 100 1| 100
TOTAL 5 45 1 9 1 9 1 9 2 18 1 9 11| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES

BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

FOREMOST PROPERTY AND CASUALTY
INSURANCE COMPANY

DISPOSITION
CLAIM INFORMATION
SETTLED FURNISHED/EXPANDED TOTAL
NMBR | PCT NMBR PCT NMBR | PCT

REASON

UNSATISFACTORY SETTLEMENT/OFFER

100

100

DENIAL OF CLAIM

100

100

TOTAL

33

67

100
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SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

COMPANY

FOREMOST SIGNATURE INSURANCE

DISPOSITION

ADVISED
COMPLAINANT

DELAY
RESOLVED

COMPANY IN
COMPLIANCE

TOTAL

NMBR

PCT

NMBR

PCT

NMBR

PCT

NMBR | PCT

REASON

PREMIUM & RATING

100

100

CANCELLATION

100

100

DELAYS

100

100

ADJUSTER HANDLING

100

100

UNSATISFACTORY SETTLEMENT/OFFER

100

100

DENIAL OF CLAIM

50

50

100

TOTAL

63

25

13

o| N[ R]R]N

100
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SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES
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NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

GEICO DISPOSITION
((::'gsl\leﬁkgl—YY ADVISED DELAY DEDUCTIBLE
COMPLAINANT | RESOLVED REFUNDED TOTAL
NMBR PCT |NMBR| PCT | NMBR | PCT [NMBR|PCT
REASON
DELAYS 1 33 1 33 1 33 3| 100
TOTAL 1 33 1 33 1 33 3| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES

BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

225

DISPOSITION
GEICO GENERAL INSURANCE
COMPANY ADVISED COMPROMISED | ADDITIONAL ENTERED CLAIM

COMPLAINANT | STLMNT/RSLTN PAYMENT ARBITRATION/MEDIATION REOPENED
NMBR PCT NMBR PCT NMBR | PCT NMBR PCT NMBR | PCT

REASON

PREMIUM & RATING 1 50

CANCELLATION 1 50

DELAYS 3 27

ADJUSTER HANDLING

PROMPT PAY 1 100

UNSATISFACTORY

SETTLEMENT/OFFER 5 42 1 8 1 8

TOTAL LOSS 1 33

SUBROGATION 1 100

DENIAL OF CLAIM 1 14 1 14 1 14

PIP PRIMACY

OTHER: CLAIM HANDLING 1 100

TOTAL 12 28 2 5 2 5 2 5 1 2

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
GEICO GENERAL INSURANCE REFERRED FOR
COMPANY CLAIM INFORMATION DELAY DISCIPLINARY QUESTION
SETTLED FURNISHED/EXPANDED | RESOLVED ACTION OF FACT
NMBR | PCT NMBR PCT NMBR| PCT | NMBR PCT |NMBR| PCT

REASON
PREMIUM & RATING 1 50
CANCELLATION 1 50
DELAYS 4 36 1
ADJUSTER HANDLING 2| 100
PROMPT PAY
UNSATISFACTORY
SETTLEMENT/OFFER 4 33
TOTAL LOSS 1 33 1 33
SUBROGATION
DENIAL OF CLAIM 1 14 2 29
PIP PRIMACY 1 100
OTHER: CLAIM HANDLING
TOTAL 3 7 1 2 7 16 1 7 16
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SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

GEICO GENERAL INSURANCE
COMPANY

DISPOSITION

COMPANY IN
COMPLIANCE

COMPANY
POSITION
UPHELD

NO

JURISDICTION

INSUFFICIENT
INFORMATION

TOTAL

NMBR

PCT

NMBR| PCT

NMBR

PCT

NMBR PCT

NMBR

PCT

REASON

PREMIUM & RATING

100

CANCELLATION

100

DELAYS

18

100

ADJUSTER HANDLING

100

PROMPT PAY

100

UNSATISFACTORY
SETTLEMENT/OFFER

12

100

TOTAL LOSS

100

SUBROGATION

100

DENIAL OF CLAIM

100

PIP PRIMACY

100

OTHER: CLAIM HANDLING

100

TOTAL

Blre|lrl~]r]w

100
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SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,

BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

228

DISPOSITION
GEICO INDEMNITY COMPANY | ol AINANT | REFUND | SETTLED | FURNISHEDIEXPANDED | RESOLVED | OF FACT
NMBR PCT |NMBR|PCT [NMBR | PCT NMBR PCT NMBR| PCT [NMBR| PCT
REASON
PREMIUM & RATING 1 100
CANCELLATION 1| 100
NONRENEWAL 100
DELAYS 33 17 3 50
UNSATISFACTORY
SETTLEMENT/OFFER 100
DENIAL OF CLAIM 20 2 40 2 40
OTHER: POLICYHOLDER
SERVICE 1 100
TOTAL 19 1 6 19 3 19 3 19 3 19
GEICO INDEMNITY COMPANY TOTAL
NMBR | PCT
REASON
PREMIUM & RATING 1| 100
CANCELLATION 1| 100
NONRENEWAL 1| 100
DELAYS 6| 100
UNSATISFACTORY
SETTLEMENT/OFFER 1| 100
DENIAL OF CLAIM 5( 100
OTHER: POLICYHOLDER
SERVICE 1| 100
TOTAL 16| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

GENERAL AMERICAN LIFE
INSURANCE COMPANY

DISPOSITION

REFUND

TOTAL

NMBR

PCT

NMBR

PCT

REASON

INFORMATION REQUESTED

100

100

TOTAL

100

100
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SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT

OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

GENERAL STAR

NATIONAL DISPOSITION
IQ%RQI\II\ICYE ADVISED
COMPLAINANT TOTAL
NMBR PCT |NMBR|PCT
REASON
AGENT HANDLING 1 100 1| 100
TOTAL 1 100 1| 100
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SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



231

NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

GENWORTH LIFE AND DISPOSITION
ANNUITY INSURANCE UNDERWRITING
COMPANY PRACTICE DELAY COMPANY IN
RESOLVED RESOLVED | COMPLIANCE TOTAL
NMBR PCT NMBR| PCT | NMBR | PCT |NMBR|PCT

REASON
PREMIUM & RATING 1 100 1| 100
POLICY DELIVERY 1 100 1| 100
PREMIUM NOTICE/BILLING 1 100 1| 100
TOTAL 1 33 1 33 1 33 3 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES

BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

GENWORTH LIFE DISPOSITION
IQ%RQI\II\ICYE INFORMATION QUESTION COMPANY IN
FURNISHED/EXPANDED OF FACT COMPLIANCE TOTAL

NMBR PCT NMBR| PCT | NMBR | PCT |[NMBR|PCT

REASON

SUITABILITY 1 100 1] 100

DENIAL OF CLAIM 1 100 1] 100

COVERAGE QUESTION 1 100 1] 100

TOTAL 1 33 1 33 1 33 3| 100
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SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
GEOVI(E:I(?)?AIFI)\IAS’l\IJ$ANCE ADVISED

COMPLAINANT TOTAL

NMBR PCT |NMBR|PCT
REASON
OTHER: UNDERWRITING 2 100 2| 100
TOTAL 2 100 2| 100
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SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,

BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES

BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

GLOBE LIFE AND DISPOSITION
ACCIDENT INSURANCE CONTRACT
COMPANY POLICY DELAY PROVISION/LEGAL COMPANY IN

ISSUED/RSTRD REFUND RESOLVED ISSUE COMPLIANCE TOTAL
NMBR PCT |NMBR|PCT [NMBR| PCT NMBR PCT NMBR | PCT |NMBR|PCT

REASON

RECISSION 1 100 1| 100

SURRENDER PROBLEMS 1 100 1| 100

INFORMATION REQUESTED 1 100 1| 100

PREMIUM REFUNDED 1| 100 1| 100

ABUSIVE SERVICE 1 100 1| 100

TOTAL 1 20 1 20 1 20 1 20 1 20 5( 100
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SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES
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NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
GOVERNMENT EMPLOYEES POLICY
INSURANCE COMPANY NOT IN ADVISED COMPROMISED | ADDITIONAL
FORCE COMPLAINANT | STLMNT/RSLTN PAYMENT
NMBR [ PCT [ NMBR PCT NMBR PCT NMBR | PCT

REASON
PREMIUM & RATING 1 100
CANCELLATION 1 50
DELAYS 2 40
ENDORSEMENT/RIDER 1 100
PROMPT PAY 1 100
UNSATISFACTORY SETTLEMENT/OFFER 2 40 1 20
TOTAL LOSS 1 100
DENIAL OF CLAIM 1 17 1 17
OTHER: CLAIM HANDLING
TOTAL 1 4 6 26 3 13 2 9

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES
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NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
GOVERNMENT EMPLOYEES FILED
INSURANCE COMPANY SUIT/RETAINED NO ACTION INFORMATION
ATTORNEY REQUESTED/REQUIRED | FURNISHED/EXPANDED
NMBR PCT NMBR PCT NMBR PCT
REASON
PREMIUM & RATING
CANCELLATION
DELAYS 1 20
ENDORSEMENT/RIDER
PROMPT PAY
UNSATISFACTORY SETTLEMENT/OFFER 1 20
TOTAL LOSS
DENIAL OF CLAIM 3 50
OTHER: CLAIM HANDLING
TOTAL 1 4 1 4 3 13

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES
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NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
GOVERNMENT EMPLOYEES COMPANY
INSURANCE COMPANY DELAY QUESTION COMPANY IN POSITION
RESOLVED OF FACT COMPLIANCE UPHELD TOTAL
NMBR| PCT [NMBR| PCT | NMBR | PCT [NMBR| PCT |NMBR |PCT
REASON

PREMIUM & RATING 1| 100
CANCELLATION 1 50 2| 100
DELAYS 2 40 5| 100
ENDORSEMENT/RIDER 1| 100
PROMPT PAY 1| 100
UNSATISFACTORY SETTLEMENT/OFFER 1 20 5| 100
TOTAL LOSS 1| 100
DENIAL OF CLAIM 1 17 6| 100
OTHER: CLAIM HANDLING 1 100 1| 100
TOTAL 2 9 2 9 1 4 1 4 23| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES

BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

GRANGE INSURANCE ASSOCIATION

DISPOSITION

INFORMATION

QUESTION

FURNISHED/EXPANDED OF FACT TOTAL
NMBR PCT NMBR| PCT |NMBR|PCT
REASON
UNSATISFACTORY SETTLEMENT/OFFER 1 100 1| 100
DELAYS/NO RESPONSE 1 100 1| 100
TOTAL 1 50 1 50 2| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT

OF CONSUMER AND BUSINESS SERVICES
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NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

GRANITE STATE
INSURANCE
COMPANY

DISPOSITION

QUESTION OF
FACT

TOTAL

NMBR

PCT

NMBR

PCT

REASON

DENIAL OF CLAIM

100

100

TOTAL

100

100
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SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT

OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

GREAT AMERICAN
ASSURANCE
COMPANY

DISPOSITION

REFUND

TOTAL

NMBR

PCT

NMBR

PCT

REASON

PREMIUM REFUNDED

100

100

TOTAL

100

100
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SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,

BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES

BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

GREAT
AMERICAN DISPOSITION
INSURANCE COMPANY
COMPANY ADVISED DELAY POSITION
COMPLAINANT | RESOLVED UPHELD TOTAL
NMBR PCT |NMBR| PCT [NMBR| PCT |NMBR |PCT
REASON
DELAYS 1 50 1 50 2| 100
DENIAL OF CLAIM 1 100 1| 100
TOTAL 1 33 1 33 1 33 3| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT

OF CONSUMER AND BUSINESS SERVICES
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NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
GREAT AMERICAN LIFE REFERRED FOR
INSURANCE COMPANY ADVISED INFORMATION DISCIPLINARY
COMPLAINANT | FURNISHED/EXPANDED ACTION TOTAL
NMBR PCT NMBR PCT NMBR PCT |NMBR|PCT
REASON
SUITABILITY 1 100 1| 100
MISREPRESENTATION 1 100 1| 100
INFORMATION REQUESTED 1 100 1| 100
COVERAGE QUESTION 1 100 1| 100
TOTAL 1 25 1 25 2 50 4( 100
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SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
oreatwesr cassmLTy cowpany | ARVER T AN T
NMBR PCT NMBR | PCT | NMBR | PCT
REASON
DELAYS 1 100 1 100
UNSATISFACTORY SETTLEMENT/OFFER 1 100 1| 100
TOTAL 1 50 1 50 2 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES
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NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

GREAT WESTERN DISPOSITION
INSURANCE REFERRED FOR

COMPANY DISCIPLINARY
ACTION TOTAL
NMBR PCT |[NMBR |PCT
REASON
AGENT HANDLING 1 100 1| 100
TOTAL 1 100 1| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,

BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES

BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
GREAT-WEST LIFE ASSURANCE REFERRED
COMPANY (THE) ADDITIONAL | TOPROPER | QUESTION COMPANY IN
PAYMENT AGENCY OF FACT COMPLIANCE TOTAL

NMBR | PCT [NMBR| PCT |NMBR| PCT | NMBR | PCT |NMBR|PCT
REASON
UNSATISFACTORY SETTLEMENT/OFFER 1 100 1| 100
DENIAL OF CLAIM 1 50 1 50 2| 100
USUAL, CUSTOMARY, REASONABLE 1 100 1| 100
TOTAL 1 25 1 25 1 25 1 25 4( 100
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SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

GUARANTY
INCOME
LIFE
INSURANCE
COMPANY

DISPOSITION

REFUND

TOTAL

NMBR

PCT

NMBR

PCT

REASON

SUITABILITY

100

100

TOTAL

100

100
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SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT

OF CONSUMER AND BUSINESS SERVICES
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NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
O R AMERICA (THE) | rur b ORUATION T o | TomaL
NMBR PCT NMBR PCT NMBR | PCT
REASON
UNSATISFACTORY SETTLEMENT/OFFER 1 100 1 100
DENIAL OF CLAIM 1 100 1 100
TOTAL 1 50 1 50 2 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION

GUIDEONE MUTUAL INSURANCE

ADVISED
COMPANY COMPLAINANT TOTAL

NMBR PCT |NMBR|PCT
REASON
UNSATISFACTORY SETTLEMENT/OFFER 1 100 1| 100
DENIAL OF CLAIM 1 100 1| 100
TOTAL 2 100 2| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

HALLMARK DISPOSITION
IQ%RQNNCYE ENDORSEMENT
PROCESSED TOTAL
NMBR PCT NMBR | PCT
REASON
DENIAL OF CLAIM 1 100 1] 100
TOTAL 1 100 1] 100
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SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,

BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
IN%RRENOC’\IIEAC-IF(B?/INF";LNY INFORMATION QUESTION
FURNISHED/EXPANDED OF FACT TOTAL

NMBR PCT NMBR| PCT |NMBR|PCT
REASON
DELAYS 1 100 1] 100
OTHER: CLAIM HANDLING 1 100 1] 100
TOTAL 1 50 1 50 2| 100
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SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



251

NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
HARTFORD AC(C::(I)DN?’F}I,INAYND INDEMNITY ADVISED QUESTION
COMPLAINANT OF FACT TOTAL
NMBR PCT |NMBR| PCT |NMBR|PCT
REASON
CANCELLATION 1 100 1] 100
UNSATISFACTORY SETTLEMENT/OFFER 1 100 1] 100
TOTAL 1 50 1 50 2| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,

BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

HARTFORD CASUALTY INSURANCE
COMPANY

DISPOSITION

ADDITIONAL
PAYMENT

QUESTION
OF FACT

TOTAL

NMBR

PCT

NMBR

PCT

NMBR

PCT

REASON

UNSATISFACTORY SETTLEMENT/OFFER

50

50

100

TOTAL

50

50

100
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SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES

BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

HARTFORD FIRE
INSURANCE COMPANY

DISPOSITION

ADVISED

QUESTION

COMPLAINANT OF FACT TOTAL
NMBR PCT |NMBR| PCT |NMBR|PCT
REASON
DENIAL OF CLAIM 2 100 2| 100
OTHER: CLAIM HANDLING 1 100 1] 100
TOTAL 1 33 2 67 3| 100
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SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT

OF CONSUMER AND BUSINESS SERVICES
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NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION

HARTFORD INSURANCE COMPANY OF
THE MIDWEST POLICY ADVISED COMPROMISED | ADDITIONAL
ISSUED/RSTRD | COMPLAINANT | STLMNT/RSLTN PAYMENT

NMBR PCT NMBR PCT NMBR PCT NMBR | PCT

REASON
PREMIUM & RATING 2 33
CANCELLATION 1 50
DELAYS
SURCHARGE 1 50
ADJUSTER HANDLING
PROMPT PAY 1 100
UNSATISFACTORY SETTLEMENT/OFFER 1 50
COMPARATVE NEGLIGENCE
DENIAL OF CLAIM

PREMIUM NOTICE/BILLING 1 33 1 33 1 33
INFORMATION REQUESTED 1 100
TOTAL 2 10 6 29 1 5 1 5

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES
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NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION

HARTFORD INSURANCE COMPANY OF REFERRED CANCELLATION
THE MIDWEST CLAIM TO MARKET INFORMATION NOTICE
SETTLED CONDUCT FURNISHED/EXPANDED WITHDRAWN

NMBR | PCT |NMBR| PCT NMBR PCT NMBR PCT

REASON
PREMIUM & RATING 1 17
CANCELLATION 1 50
DELAYS
SURCHARGE 1 50
ADJUSTER HANDLING
PROMPT PAY
UNSATISFACTORY SETTLEMENT/OFFER 1 50
COMPARATVE NEGLIGENCE
DENIAL OF CLAIM

PREMIUM NOTICE/BILLING
INFORMATION REQUESTED
TOTAL 1 5 1 5 1 5 1 5

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES
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NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
HARTFORD INSURANCE COMPANY OF PREMIUM RATING
THE MIDWEST PROBLEM QUESTION PROBLEM COMPANY IN
RESOLVED OF FACT RESOLVED | COMPLIANCE TOTAL

NMBR| PCT [NMBR| PCT |[NMBR| PCT | NMBR | PCT |NMBR|PCT
REASON
PREMIUM & RATING 1 17 1 17 1 17 6| 100
CANCELLATION 2| 100
DELAYS 1 100 1| 100
SURCHARGE 2| 100
ADJUSTER HANDLING 1 100 1| 100
PROMPT PAY 1| 100
UNSATISFACTORY SETTLEMENT/OFFER 2| 100
COMPARATVE NEGLIGENCE 1 100 1| 100
DENIAL OF CLAIM 1 100 1| 100
PREMIUM NOTICE/BILLING 3| 100
INFORMATION REQUESTED 1| 100
TOTAL 1 5 3 14 1 5 2 10 21| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION

HARTFORD LIFE AND ACCIDENT
INSURANCE COMPANY ADVISED

COMPLAINANT

REFUND

COVERAGE
EXTENDED

INFORMATION
FURNISHED/EXPANDED

NMBR PCT

NMBR

PCT

NMBR | PCT NMBR PCT

REASON
PREMIUM & RATING

2 100

DELAYS

ADVERSE BENEFIT DETERMINATION

UNSATISFACTORY SETTLEMENT/OFFER

DENIAL OF CLAIM 1 33

PREMIUM NOTICE/BILLING

1 100

PREMIUM REFUNDED

1] 100

TOTAL 1 8

DISPOSITION

HARTFORD LIFE AND ACCIDENT
INSURANCE COMPANY DELAY

RESOLVED

CONTRACT
PROVISION/LEGAL NO
ISSUE

JURISDICTION TOTAL

NMBR | PCT

NMBR

PCT NMBR PCT |[NMBR|PCT

REASON
PREMIUM & RATING

100

DELAYS 3 100

100

ADVERSE BENEFIT DETERMINATION

100 100

UNSATISFACTORY SETTLEMENT/OFFER

1 100 100

DENIAL OF CLAIM

100

PREMIUM NOTICE/BILLING

100

PREMIUM REFUNDED

Prlr|lw]lr]lr|lw]N

100

TOTAL 3 25

8 2 17 12| 100

257

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES
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NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

HARTFORD
LIFE AND
ANNUITY DISPOSITION
IQ%RQNNCYE CLAIM QUESTION NO
SETTLED OF FACT JURISDICTION TOTAL
NMBR | PCT [NMBR| PCT | NMBR PCT |[NMBR|PCT
REASON
DELAYS 1 100 1] 100
SUITABILITY 2 100 2| 100
CASH VALUE 1 100 1] 100
TOTAL 1 25 2 50 1 25 4( 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES

BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

HARTFORD LIFE DISPOSITION
Igg{KARQNNCYE COVERAGE INFORMATION
EXTENDED | FURNISHED/EXPANDED TOTAL
NMBR | PCT NMBR PCT NMBR | PCT
REASON
DELAYS 1 100 1| 100
DENIAL OF CLAIM 1 100 1| 100
TOTAL 1 50 1 50 2| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT

OF CONSUMER AND BUSINESS SERVICES
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NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

HARTFORD DISPOSITION
UNDERWRITERS
INSURANCE COMPANY COGE’Y,IASIEN,[Z\NT TOTAL
NMBR PCT |NMBR|PCT
REASON
COMPANY/AGENT DISPUTE 1 100 1| 100
TOTAL 1 100 1| 100
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SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT

OF CONSUMER AND BUSINESS SERVICES
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NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

HCCLIFE DISPOSITION
IQ%RQI\II\ICYE INFORMATION
FURNISHED/EXPANDED TOTAL
NMBR PCT NMBR | PCT
REASON
CASH VALUE 1 100 1| 100
TOTAL 1 100 1| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,

BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

262

HEALTH NET HEALTH PLAN OF
OREGON, INC.

DISPOSITION

ADVISED
COMPLAINANT

COMPROMISED
STLMNT/RSLTN

ADDITIONAL
PAYMENT

REFUND

COVERAGE
EXTENDED

CLAIM
SETTLED

NMBR PCT

NMBR

PCT

NMBR

PCT

NMBR

PCT

NMBR

PCT

NMBR

PCT

REASON

DELAYS

RECISSION

REPLACEMENT

ADVERSE BENEFIT
DETERMINATION

PROMPT PAY

1 100

UNSATISFACTORY
SETTLEMENT/OFFER

67

33

PRE-EXISTING CONDITION

100

MEDICAL NECESSITY

33

DENIAL OF CLAIM

19

14

10

USUAL, CUSTOMARY,
REASONABLE

OUT OF NETWORK BENEFITS

20

CO PAY ISSUES

100

NO PREAUTHORIZATION

67

OBESITY SERVICE

CONSUMER EDUCATION
NEEDED

PREMIUM NOTICE/BILLING

DELAYS/NO RESPONSE

50

INFORMATION REQUESTED

PREMIUM REFUNDED

50

COVERAGE QUESTION

33

ABUSIVE SERVICE

100

TOTAL

15

12

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES

BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

263

HEALTH NET HEALTH PLAN OF
OREGON, INC.

DISPOSITION

NO ACTION

REQUESTED/REQUIRED

REFERRED
TO MARKET
CONDUCT

INFORMATION
FURNISHED/EXPANDED

DELAY
RESOLVED

REFERRED FOR
DISCIPLINARY
ACTION

NMBR PCT

NMBR | PCT

NMBR PCT

NMBR | PCT

NMBR PCT

REASON

DELAYS

RECISSION

REPLACEMENT

ADVERSE BENEFIT
DETERMINATION

1 100

PROMPT PAY

UNSATISFACTORY
SETTLEMENT/OFFER

PRE-EXISTING CONDITION

MEDICAL NECESSITY

DENIAL OF CLAIM

USUAL, CUSTOMARY,
REASONABLE

OUT OF NETWORK BENEFITS

CO PAY ISSUES

NO PREAUTHORIZATION

OBESITY SERVICE

CONSUMER EDUCATION
NEEDED

PREMIUM NOTICE/BILLING

DELAYS/NO RESPONSE

INFORMATION REQUESTED

1 100

PREMIUM REFUNDED

COVERAGE QUESTION

ABUSIVE SERVICE

TOTAL

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,

BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES

BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

HEALTH NET HEALTH PLAN OF
OREGON, INC.

DISPOSITION

CONTRACT
PROVISION/LEGAL
ISSUE

COMPANY IN
COMPLIANCE

COMPANY
POSITION
UPHELD

NO

JURISDICTION

TOTAL

NMBR PCT

NMBR

PCT

NMBR

PCT

NMBR

PCT

NMBR

PCT

REASON

DELAYS

20

100

RECISSION

100

100

REPLACEMENT

100

100

ADVERSE BENEFIT
DETERMINATION

100

PROMPT PAY

100

UNSATISFACTORY
SETTLEMENT/OFFER

100

PRE-EXISTING CONDITION

100

MEDICAL NECESSITY

33

100

DENIAL OF CLAIM

10

21

100

USUAL, CUSTOMARY,
REASONABLE

1 100

100

OUT OF NETWORK BENEFITS

100

CO PAY ISSUES

100

NO PREAUTHORIZATION

100

OBESITY SERVICE

100

Rrlw|lr]loalkr

100

CONSUMER EDUCATION
NEEDED

100

100

PREMIUM NOTICE/BILLING

50

100

DELAYS/NO RESPONSE

100

INFORMATION REQUESTED

100

PREMIUM REFUNDED

50

100

COVERAGE QUESTION

100

ABUSIVE SERVICE

RPlW|IN|FP]IDN]IDN]PRE

100

TOTAL

60

100

264

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



265

NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
HEALTH NESAIZL)IZENIY’\ISURANCE INFORMATION
FURNISHED/EXPANDED TOTAL
NMBR PCT NMBR [ PCT
REASON

ADVERSE BENEFIT DETERMINATION 1 100 1| 100
PREMIUM NOTICE/BILLING 1 100 1| 100
TOTAL 2 100 2| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,

BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

HOMESITE
INSURANCE DISPOSITION
COMPANY OF THE REFERRED FOR
MIDWEST ADVISED INFORMATION DISCIPLINARY
COMPLAINANT | FURNISHED/EXPANDED ACTION TOTAL
NMBR PCT NMBR PCT NMBR PCT |[NMBR|PCT
REASON
PREMIUM & RATING 1 100 1] 100
NONRENEWAL 1 100 1] 100
DENIAL OF CLAIM 1 100 1] 100
TIMELINESS 1 100 1] 100
TOTAL 2 50 1 25 1 25 4( 100
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SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



267

NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
HOMESTEADERSLIFE COMPANY
COMPANY POSITION
UPHELD TOTAL
NMBR | PCT |NMBR|PCT
REASON
MISREPRESENTATION 1 100 1] 100
TOTAL 1 100 1] 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES

BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
HOMESURE OF VIRGINIA, INC. CO,\AA'B\('ASIEN[;NT TOTAL
NMBR | PCT |NMBR|PCT
REASON
UNSATISFACTORY SETTLEMENT/OFFER 1 100 1| 100
TOTAL 1 100 1 100

268

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,

BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
| NSSSEI\?CCEECMOAMNF”\IANY ADVISED DELAY

COMPLAINANT REFUND RESOLVED TOTAL

NMBR PCT |NMBR|PCT [NMBR| PCT |[NMBR|PCT
REASON
DELAYS 1 100 1| 100
ADJUSTER NO RESPONSE 1 100 1| 100
PREMIUM REFUNDED 1| 100 1| 100
TOTAL 1 33 1 33 1 33 3| 100

269

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



270

NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

HORACE MANN DISPOSITION
PROPERTY & CASUALTY
ADVISED
INSURANCE COMPANY COMPLAINANT TOTAL

NMBR PCT |NMBR|PCT
REASON
DENIAL OF CLAIM 1 100 1] 100
ADJUSTER NO RESPONSE 1 100 1] 100
TOTAL 2 100 2| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



271

NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

HOUSEHOLD

LIFE DISPOSITION
IQ%RQNNCYE INFORMATION

FURNISHED/EXPANDED TOTAL
NMBR PCT NMBR [ PCT

REASON
DELAYS 1 100 1| 100
TOTAL 1 100 1| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

HUMANA INSURANCE COMPANY

DISPOSITION

NO

JURISDICTION

TOTAL

NMBR

PCT

NMBR

PCT

REASON

OTHER: POLICYHOLDER SERVICE

100

100

TOTAL

100

100

272

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



273

NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

HUMANADENTAL DISPOSITION
INSUR'(AS’\é%EMCS%'\)A PANY ADDITIONAL
PAYMENT TOTAL

NMBR | PCT |NMBR|PCT
REASON
RATE CLASSIFICATION 1 100 1] 100
TOTAL 1 100 1] 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



274

NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
IDSPROPERTY CASUALTY RATING
INSURANCE COMPANY ADVISED QUESTION PROBLEM
COMPLAINANT OF FACT RESOLVED TOTAL
NMBR PCT |NMBR| PCT |NMBR| PCT |NMBR|PCT
REASON
PREMIUM & RATING 1 100 1| 100
REFUSAL TO INSURE 1 100 1| 100
COMPARATVE NEGLIGENCE 1 100 1| 100
TOTAL 1 33 1 33 1 33 3 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES
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NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION

INDEPENDENT ORDER

COMPANY IN
OF FORESTERS REFUND COMPLIANCE TOTAL

NMBR|PCT | NMBR | PCT |NMBR|PCT
REASON
DELAYS/NO RESPONSE 1 100 1| 100
PREMIUM REFUNDED 1] 100 1| 100
TOTAL 1 50 1 50 2| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



276

NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
INFINITY INSURANCE COMPANY
COMPANY POSITION
UPHELD TOTAL
NMBR | PCT |NMBR|PCT
REASON
ADJUSTER HANDLING 1 100 1] 100
TOTAL 1 100 1] 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

INFINITY
STANDARD DISPOSITION
IQ%RQI\II\ICYE ADVISED
COMPLAINANT TOTAL
NMBR PCT |NMBR|PCT
REASON
CANCELLATION 1 100 1] 100
TOTAL 1 100 1] 100

277

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT

OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
NSUSAANNITY £LIFE |~ TeromuaTion
FURNISHED/EXPANDED TOTAL
NMBR PCT NMBR | PCT
REASON
INFORMATION REQUESTED 1 100 1| 100
TOTAL 1 100 1 100

278

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



279

NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
INSURANGE COMPANY OF THE STATE |~ rovices QuesTion
COMPLAINANT REFUND OF FACT TOTAL
NMBR PCT NMBR | PCT [NMBR | PCT |NMBR | PCT
REASON
PREMIUM & RATING 1| 100 1| 100
POLICY DELIVERY 1 100 1| 100
UNSATISFACTORY SETTLEMENT/OFFER 1 100 1| 100
TOTAL 1 33 1 33 1 33 3 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

INTEGRITY
LIFE DISPOSITION

IQ%RQI\II\I%E COMPROMISED
STLMNT/RSLTN TOTAL
NMBR PCT NMBR | PCT

REASON

DELAYS 1 100 1| 100

TOTAL 1 100 1| 100

280

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT

OF CONSUMER AND BUSINESS SERVICES



281

NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
JACKSON NATIONAL LIFE CONTRACT
INSURANCE COMPANY INFORMATION QUESTION PROVISION/LEGAL
REFUND FURNISHED/EXPANDED OF FACT ISSUE TOTAL

NMBR | PCT NMBR PCT NMBR | PCT NMBR PCT NMBR | PCT
REASON
PREMIUM & RATING 1 100 1| 100
DELAYS 1 100 1| 100
SUITABILITY 1 33 2 67 3| 100
MISREPRESENTATION 1 100 1| 100
SURRENDER PROBLEMS 1| 100 1| 100
INFORMATION REQUESTED 1 100 1| 100
COVERAGE QUESTION 1 100 1| 100
TOTAL 2 22 3 33 3 33 1 11 9| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES
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NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
NSHVAPERLIEE [ romuTion v
FURNISHED/EXPANDED | JURISDICTION TOTAL
NMBR PCT NMBR PCT NMBR | PCT
REASON
PRE-OWNERS UNDERWRITING 1 100 1| 100
PREMIUM REFUNDED 1 100 1| 100
TOTAL 1 50 1 50 2 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

JOHN

HANCOCK
LIFE & HEALTH DISPOSITION

IQ%RQNNCYE INFORMATION

FURNISHED/EXPANDED TOTAL
NMBR PCT NMBR [ PCT

REASON
CASH VALUE 1 100 1| 100
TOTAL 1 100 1| 100

283

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



284

NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

JOHN HANCOCK DISPOSITION
Ll FE(IDII\\IAS;JE’\'?Y’\ICE INFORMATION
FURNISHED/EXPANDED TOTAL
NMBR PCT NMBR | PCT
REASON
PREMIUM & RATING 1 100 1] 100
ABUSIVE SERVICE 1 100 1] 100
TOTAL 2 100 2| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES
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NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

JOHN HANCOCK LIFE | DISPOSITION

INSURANCE
COMPANY (U.SA) RSS%_I:AVYED TOTAL
NMBR | PCT |NMBR|PCT
REASON
DELAYS/NO RESPONSE 1 100 1| 100
TOTAL 1 100 1| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

JOHN HANCOCK
VARIABLE LIFE
INSURANCE
COMPANY

DISPOSITION

QUESTION OF
FACT

TOTAL

NMBR

PCT

NMBR

PCT

REASON

AGENT HANDLING

100

100

TOTAL

100

100

286

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT

OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,

BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES

BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

287

KAISER FOUNDATION HEALTH
PLAN OF THE NORTHWEST
(SEE MSG)

DISPOSITION

POLICY
ISSUED/RSTRD

ADVISED
COMPLAINANT

COMPROMISED
STLMNT/RSLTN

ADDITIONAL
PAYMENT

REFUND

COVERAGE
EXTENDED

NMBR PCT

NMBR

PCT

NMBR

PCT

NMBR

PCT

NMBR

PCT

NMBR

PCT

REASON

REFUSAL TO INSURE

CANCELLATION

DELAYS

17

RECISSION

50

ADVERSE BENEFIT
DETERMINATION

100

PROMPT PAY

100

PROVIDER AVAILBILITY

UNSATISFACTORY
SETTLEMENT/OFFER

MEDICAL NECESSITY

DENIAL OF CLAIM

15

15

OUT OF NETWORK BENEFITS

25

CO PAY ISSUES

18

TIMELINESS

100

OTHER: CLAIM HANDLING

100

INADEQUATE PROVIDER
NETWORK

100

PREMIUM NOTICE/BILLING

DELAYS/NO RESPONSE

INFORMATION REQUESTED

PREMIUM REFUNDED

50

COVERAGE QUESTION

ACCESSTO CARE

33

QUALITY OF CARE

33

ABUSIVE SERVICE

100

TOTAL

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

KAISER FOUNDATION HEALTH
PLAN OF THE NORTHWEST
(SEE MSG)

DISPOSITION
REFERRED REFERRED UNDERWRITING
CLAIM TO PROPER | TO MARKET PRACTICE INFORMATION
SETTLED AGENCY CONDUCT RESOLVED FURNISHED/EXPANDED
NMBR | PCT [NMBR| PCT |NMBR| PCT | NMBR PCT NMBR PCT

REASON

REFUSAL TO INSURE

33

CANCELLATION

DELAYS

17

17

RECISSION

50

ADVERSE BENEFIT
DETERMINATION

PROMPT PAY

PROVIDER AVAILBILITY

UNSATISFACTORY
SETTLEMENT/OFFER

50

MEDICAL NECESSITY

100

DENIAL OF CLAIM

OUT OF NETWORK BENEFITS

CO PAY ISSUES

36

TIMELINESS

OTHER: CLAIM HANDLING

INADEQUATE PROVIDER
NETWORK

PREMIUM NOTICE/BILLING

50

DELAYS/NO RESPONSE

25

INFORMATION REQUESTED

50

PREMIUM REFUNDED

COVERAGE QUESTION

67

ACCESSTO CARE

QUALITY OF CARE

33

ABUSIVE SERVICE

TOTAL

16

21

288

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT

OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,

BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

KAISER FOUNDATION HEALTH
PLAN OF THE NORTHWEST
(SEE MSG)

DISPOSITION

DELAY
RESOLVED

CANCELLATION
NOTICE
WITHDRAWN

PREMIUM
PROBLEM
RESOLVED

REFERRED FOR
DISCIPLINARY
ACTION

QUESTION
OF FACT

NMBR

PCT

NMBR PCT

NMBR

PCT

NMBR PCT

NMBR

PCT

REASON

REFUSAL TO INSURE

CANCELLATION

50

DELAYS

17

RECISSION

ADVERSE BENEFIT
DETERMINATION

PROMPT PAY

PROVIDER AVAILBILITY

100

UNSATISFACTORY
SETTLEMENT/OFFER

MEDICAL NECESSITY

DENIAL OF CLAIM

OUT OF NETWORK BENEFITS

CO PAY ISSUES

TIMELINESS

OTHER: CLAIM HANDLING

INADEQUATE PROVIDER
NETWORK

PREMIUM NOTICE/BILLING

DELAYS/NO RESPONSE

25

INFORMATION REQUESTED

50

PREMIUM REFUNDED

50

COVERAGE QUESTION

ACCESSTO CARE

33

QUALITY OF CARE

ABUSIVE SERVICE

TOTAL

289

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

KAISER FOUNDATION HEALTH
PLAN OF THE NORTHWEST
(SEE MSG)

DISPOSITION

CONTRACT

PROVISION/LEGAL

ISSUE

COMPANY IN
COMPLIANCE

COMPANY
POSITION
UPHELD

NO

JURISDICTION

TOTAL

NMBR PCT

NMBR [ PCT

NMBR

PCT

NMBR

PCT

NMBR | PCT

REASON

REFUSAL TO INSURE

33

100

CANCELLATION

50

100

DELAYS

17

100

RECISSION

N|O|N| W

100

ADVERSE BENEFIT
DETERMINATION

=

100

PROMPT PAY

1| 100

PROVIDER AVAILBILITY

1| 100

UNSATISFACTORY
SETTLEMENT/OFFER

2| 100

MEDICAL NECESSITY

2| 100

DENIAL OF CLAIM

38

13| 100

OUT OF NETWORK BENEFITS

25

25

4| 100

CO PAY ISSUES

18

11| 100

TIMELINESS

1| 100

OTHER: CLAIM HANDLING

N

100

INADEQUATE PROVIDER
NETWORK

100

PREMIUM NOTICE/BILLING

17

17

100

DELAYS/NO RESPONSE

25

25

100

INFORMATION REQUESTED

100

PREMIUM REFUNDED

100

COVERAGE QUESTION

33

100

ACCESSTO CARE

33

100

QUALITY OF CARE

33

100

ABUSIVE SERVICE

RPlWlWlwWw|IN|IDN][AO] PR

100

TOTAL

12

~
()]

100

290

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



291

NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
KEMPER INDECPghNA[;,EN(;E INSURANCE INFORMATION
FURNISHED/EXPANDED TOTAL
NMBR PCT NMBR [ PCT
REASON

UNSATISFACTORY SETTLEMENT/OFFER 1 100 1| 100
DENIAL OF CLAIM 1 100 1| 100
TOTAL 2 100 2| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

KEMPER INVESTORS DISPOSITION
L FE(I)II\\I/ISFL)JE’\,?YI\ICE ADVISED
COMPLAINANT TOTAL
NMBR PCT |NMBR|PCT
REASON
SURRENDER PROBLEMS 1 100 1| 100
TOTAL 1 100 1| 100

292

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

LANCER
INSURANCE
COMPANY

DISPOSITION

ADVISED
COMPLAINANT

TOTAL

NMBR PCT

NMBR

PCT

REASON

DELAYS

1 100

100

TOTAL

1 100

100

293

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT

OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

LAWYERSTITLE INSURANCE
CORPORATION

DISPOSITION

NO

JURISDICTION

TOTAL

NMBR

PCT

NMBR

PCT

REASON

OTHER: POLICYHOLDER SERVICE

100

100

TOTAL

100

100

294

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES

BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

LIBERTY LIFE ASSURANCE
COMPANY OF BOSTON

DISPOSITION

NO

JURISDICTION

TOTAL

NMBR

PCT

NMBR

PCT

REASON

ADVERSE BENEFIT DETERMINATION

100

100

TOTAL

100

100

295

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES

BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
LIBERTY LIFE REFERRED FOR CONTRACT
INSURANCE COMPANY DELAY DISCIPLINARY | PROVISION/LEGAL
RESOLVED ACTION ISSUE TOTAL

NMBR| PCT | NMBR PCT NMBR PCT NMBR | PCT
REASON
SUITABILITY 1 100 1] 100
SURRENDER PROBLEMS 1 100 1] 100
CASH VALUE 1 100 1] 100
TOTAL 1 33 1 33 1 33 3| 100

296

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



297

NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
LIBERTY MUTUAL FIRE INSURANCE
COMPANY ADVISED CLAIM INFORMATION DELAY
COMPLAINANT REFUND SETTLED FURNISHED/EXPANDED | RESOLVED
NMBR PCT |NMBR|PCT [NMBR | PCT NMBR PCT NMBR | PCT
REASON
PREMIUM & RATING 1 50 1 50
CANCELLATION
DELAYS 1 14 1 14 3 43
ADJUSTER HANDLING 1 50
UNSATISFACTORY SETTLEMENT/OFFER 4 80 1 20
COMPARATVE NEGLIGENCE 1 50
DENIAL OF CLAIM 1 33
TIMELINESS 1 100
PREMIUM REFUNDED 1| 100
TOTAL 7 29 2 8 4 17 1 4 3 13
DISPOSITION
LIBERTY MUTUAL FIRE INSURANCE CANCELLATION
COMPANY NOTICE QUESTION INSUFFICIENT
WITHDRAWN OF FACT INFORMATION OTHER TOTAL
NMBR PCT NMBR | PCT | NMBR PCT |NMBR|PCT|NMBR|PCT
REASON
PREMIUM & RATING 2| 100
CANCELLATION 1 100 1| 100
DELAYS 1 14 1 14 7| 100
ADJUSTER HANDLING 1 50 2| 100
UNSATISFACTORY SETTLEMENT/OFFER 5| 100
COMPARATVE NEGLIGENCE 1 50 2| 100
DENIAL OF CLAIM 1 33 1 33 3| 100
TIMELINESS 1| 100
PREMIUM REFUNDED 1| 100
TOTAL 1 4 4 17 1 4 1 4 24| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

LIBERTY MUTUAL DISPOSITION

INSURANCE REFERRED FOR

COMPANY DISCIPLINARY

ACTION TOTAL
NMBR PCT |NMBR|PCT

REASON
DENIAL OF CLAIM 1 100 1] 100
TOTAL 1 100 1] 100

298

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



299

NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

LIBERTY NORTHWEST INSURANCE
CORPORATION

DISPOSITION

ADVISED
COMPLAINANT

CLAIM
SETTLED

FILED

SUIT/RETAINED

ATTORNEY

REFERRED
TO PROPER
AGENCY

INFORMATION
FURNISHED/EXPANDED

NMBR PCT

NMBR | PCT

NMBR

PCT

NMBR | PCT

NMBR PCT

REASON

PREMIUM & RATING

DELAYS

AUDIT DISPUTE

ADVERSE BENEFIT DETERMINATION

1 100

PROMPT PAY

UNSATISFACTORY
SETTLEMENT/OFFER

DENIAL OF CLAIM

50

PREMIUM NOTICE/BILLING

1 100

PREMIUM REFUNDED

1 100

TOTAL

LIBERTY NORTHWEST INSURANCE
CORPORATION

DISPOSITION

DELAY
RESOLVED

QUESTION
OF FACT

CONTRACT

PROVISION/LEGAL

ISSUE

COMPANY IN
COMPLIANCE

OTHER TOTAL

NMBR

PCT

NMBR

PCT

NMBR

PCT

NMBR | PCT

NMBR | PCT [ NMBR | PCT

REASON

PREMIUM & RATING

100

DELAYS

100

AUDIT DISPUTE

1| 100 100

ADVERSE BENEFIT DETERMINATION

100

PROMPT PAY

1 100

RPlRr|lRP|W] D>

100

UNSATISFACTORY
SETTLEMENT/OFFER

25

100

DENIAL OF CLAIM

100

PREMIUM NOTICE/BILLING

100

PREMIUM REFUNDED

RlrRrN] >

100

TOTAL

18| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT

OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

300

DISPOSITION
LIFE INSURANCE COMPANY CONTRACT COMPANY
OF NORTH AMERICA ADVISED CLAIM DELAY PROVISION/LEGAL POSITION NO
COMPLAINANT | REOPENED RESOLVED ISSUE UPHELD JURISDICTION
NMBR PCT |NMBR| PCT |NMBR| PCT NMBR PCT NMBR| PCT | NMBR PCT
REASON
DELAYS 1 50 1 50
UNSATISFACTORY
SETTLEMENT/OFFER 1 100
PRE-EXISTING CONDITION 1 100
DENIAL OF CLAIM 50 1 50
TOTAL 17 1 17 1 17 1 17 1 17 1 17
LIFE INSURANCE COMPANY
OF NORTH AMERICA
TOTAL
NMBR | PCT
REASON
DELAYS 2| 100
UNSATISFACTORY
SETTLEMENT/OFFER 1] 100
PRE-EXISTING CONDITION 1] 100
DENIAL OF CLAIM 2| 100
TOTAL 6| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT

OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES

BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
LIFE INVESTORSINSURANCE COMPANY
COMPANY OF AMERICA INFORMATION DELAY COMPANY IN POSITION
FURNISHED/EXPANDED | RESOLVED | COMPLIANCE UPHELD TOTAL
NMBR PCT NMBR | PCT | NMBR | PCT |NMBR| PCT [NMBR |PCT
REASON

DELAYS 3 100 3| 100
ADVERSE BENEFIT DETERMINATION 1 100 1| 100
DENIAL OF CLAIM 1 100 1| 100
PREMIUM NOTICE/BILLING 1 100 1| 100
TOTAL 1 17 3 50 1 17 1 17 6| 100
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SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

LIEEWISE DISPOSITION
ASSURANCE CONTRACT
COMPANY PROVISION/LEGAL
ISSUE TOTAL
NMBR PCT NMBR | PCT
REASON

REFUSAL TO INSURE 1 100 1] 100
TOTAL 1 100 1] 100
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SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES
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NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION

LIFEWISE HEALTH PLAN OF
OREGON INC. (SEE M SG) POLICY ADVISED COMPROMISED | ADDITIONAL | COVERAGE
ISSUED/RSTRD | COMPLAINANT | STLMNT/RSLTN PAYMENT EXTENDED

NMBR PCT NMBR PCT NMBR PCT NMBR | PCT [NMBR| PCT

REASON

PREMIUM & RATING
REFUSAL TO INSURE 1 25 1 25
CANCELLATION 1 50 1 50
DELAYS
RECISSION

UNSATISFACTORY
SETTLEMENT/OFFER 1 25

PRE-EXISTING CONDITION 1 100
SUBROGATION
DENIAL OF CLAIM 1 10 3 30
USUAL, CUSTOMARY, REASONABLE 1 14
OUT OF NETWORK BENEFITS 2 40 2 40
CO PAY ISSUES
COORDINATION OF BENEFITS
EXPERIMENTAL 1 50
COST CONTAINMENT
PREMIUM NOTICE/BILLING
DELAYS/NO RESPONSE

INFORMATION REQUESTED 1 20

PREMIUM REFUNDED

COVERAGE QUESTION 1 11 1 11
TOTAL 3 4 3 4 5 7 3 4 5 7

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES
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NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
LIFEWISE HEALTH PLAN OF REFERRED
OREGON INC. (SEE M SG) CLAIM CLAIM NO ACTION TO MARKET INFORMATION
REOPENED SETTLED REQUESTED/REQUIRED CONDUCT FURNISHED/EXPANDED
NMBR| PCT [NMBR| PCT NMBR PCT NMBR | PCT NMBR PCT
REASON
PREMIUM & RATING 1 50
REFUSAL TO INSURE 2 50
CANCELLATION
DELAYS
RECISSION
UNSATISFACTORY
SETTLEMENT/OFFER 1 25 1 25
PRE-EXISTING CONDITION
SUBROGATION 1 100
DENIAL OF CLAIM 1 10 1 10
USUAL, CUSTOMARY, REASONABLE 2 29
OUT OF NETWORK BENEFITS
CO PAY ISSUES 2 50
COORDINATION OF BENEFITS 1 50 1 50
EXPERIMENTAL
COST CONTAINMENT 1 100
PREMIUM NOTICE/BILLING 1 100
DELAYS/NO RESPONSE 1 100
INFORMATION REQUESTED 4 80
PREMIUM REFUNDED 1 50
COVERAGE QUESTION 1 11 5 56
TOTAL 1 1 2 3 1 1 1 1 23 34

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES

BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007
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LIFEWISE HEALTH PLAN OF
OREGON INC. (SEE M SG)

DISPOSITION

DELAY
RESOLVED

CONTRACT
PROVISION/LEGAL
ISSUE

COMPANY IN
COMPLIANCE

COMPANY
POSITION
UPHELD

OTHER

TOTAL

NMBR

PCT

NMBR PCT

NMBR

PCT

NMBR

PCT

NMBR

PCT

NMBR

PCT

REASON

PREMIUM & RATING

50

100

REFUSAL TO INSURE

100

CANCELLATION

100

DELAYS

100

100

RECISSION

100

RPlWwW|I NN

100

UNSATISFACTORY
SETTLEMENT/OFFER

25

100

PRE-EXISTING CONDITION

100

SUBROGATION

=

100

DENIAL OF CLAIM

10

=
o

100

USUAL, CUSTOMARY, REASONABLE

14

100

OUT OF NETWORK BENEFITS

20

100

CO PAY ISSUES

50

100

COORDINATION OF BENEFITS

100

EXPERIMENTAL

50

100

COST CONTAINMENT

100

PREMIUM NOTICE/BILLING

100

DELAYS/NO RESPONSE

100

INFORMATION REQUESTED

100

PREMIUM REFUNDED

50

100

COVERAGE QUESTION

11

OIN|O|FRP|FRP]IFRP]IDNIN]IB O

100

TOTAL

10

(<]
J

100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES

BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

306

DISPOSITION
LI NCOI(ENOSIEF&I’E\:?T LIFE COMPROMISED INFORMATION QUESTION COMPANY IN
STLMNT/RSLTN REFUND FURNISHED/EXPANDED OF FACT COMPLIANCE TOTAL
NMBR PCT NMBR | PCT NMBR PCT NMBR| PCT | NMBR | PCT |[NMBR|PCT
REASON
SUITABILITY 1 100 1| 100
MISREPRESENTATION 1 100 1| 100
SURRENDER PROBLEMS 1 50 1 50 2| 100
PREMIUM REFUNDED 1 100 1| 100
COVERAGE QUESTION 1 100 1| 100
TOTAL 1 17 1 17 1 17 2 33 1 17 6| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

LINCOLN

GENERAL DISPOSITION

IQ%RQNNCYE INFORMATION

FURNISHED/EXPANDED TOTAL
NMBR PCT NMBR | PCT

REASON
DENIAL OF CLAIM 1 100 1| 100
TOTAL 1 100 1| 100

307

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT

OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

LINCOLN
HERITAGE LIFE DISPOSITION
IQ%RQNNCYE ADVISED
COMPLAINANT REFUND TOTAL
NMBR PCT |NMBR|PCT |NMBR |PCT
REASON
RECISSION 1] 100 1| 100
POLICY DELIVERY 1 100 1| 100
TOTAL 1 50 1 50 2| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT

OF CONSUMER AND BUSINESS SERVICES
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NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

309

LINCOLN NATIONAL LIFE DISPOSITION
INSURANCE COMPANY CONTRACT
(THE) CLAIM CLAIM INFORMATION QUESTION PROVISION/LEGAL
REOPENED SETTLED FURNISHED/EXPANDED OF FACT ISSUE TOTAL

NMBR| PCT [NMBR| PCT NMBR PCT NMBR| PCT NMBR PCT NMBR | PCT
REASON
MISREPRESENTATION 1 100 1| 100
UNSATISFACTORY
SETTLEMENT/OFFER 1 100 1| 100
MEDICAL NECESSITY 1 100 1| 100
DENIAL OF CLAIM 1 33 2 67 3| 100
INFORMATION
REQUESTED 1 100 1| 100
TOTAL 1 14 1 14 1 14 1 14 3 43 7| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,

BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
MADISON Né('l)':vIOFl)\l:’\II_YLIIEIE:I NSURANCE INFORMATION
’ FURNISHED/EXPANDED TOTAL
NMBR PCT NMBR [ PCT
REASON
UNSATISFACTORY SETTLEMENT/OFFER 1 100 1| 100
TOTAL 1 100 1| 100
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SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES

BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

MARKEL INSURANCE COMPANY

DISPOSITION

QUESTION OF
FACT

TOTAL

NMBR

PCT

NMBR

PCT

REASON

UNSATISFACTORY SETTLEMENT/OFFER

100

100

TOTAL

100

100
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SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES
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NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

MARYLAND DISPOSITION
CASUALTY FILED
COMPANY ADVISED SUIT/RETAINED
COMPLAINANT ATTORNEY TOTAL
NMBR PCT NMBR PCT NMBR [ PCT
REASON
DELAYS 2 100 2| 100
DENIAL OF CLAIM 1 100 1| 100
TOTAL 1 33 2 67 3| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,

BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

MASSACHUSETTS DISPOSITION
INSUI\IQ}&J-NrgéLC(L)II\'/I:EANY INFORMATION QUESTION
FURNISHED/EXPANDED OF FACT TOTAL

NMBR PCT NMBR| PCT |NMBR|PCT

REASON

CANCELLATION 1 100 1] 100

OTHER: UNDERWRITING 1 100 1] 100

TOTAL 1 50 1 50 2| 100
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SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES
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NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

MEDICO DISPOSITION
INSURANCE CONTRACT
COMPANY ADDITIONAL INFORMATION PROVISION/LEGAL
PAYMENT FURNISHED/EXPANDED ISSUE TOTAL
NMBR | PCT NMBR PCT NMBR PCT NMBR | PCT

REASON
DENIAL OF CLAIM 1 33 1 33 1 33 3| 100
TOTAL 1 33 1 33 1 33 3| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES
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NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
MEGA LIFE AND HEALTH INSURANCE
COMPANY (THE) ADVISED COMPROMISED | ADDITIONAL

COMPLAINANT | STLMNT/RSLTN PAYMENT REFUND
NMBR PCT NMBR PCT NMBR | PCT [NMBR|PCT

REASON

REFUSAL TO INSURE

DELAYS

ADVERSE BENEFIT DETERMINATION 1 25

UNSATISFACTORY SETTLEMENT/OFFER 1 17 1 17

DENIAL OF CLAIM
DELAYS/NO RESPONSE
INFORMATION REQUESTED

PREMIUM REFUNDED 1| 100
COVERAGE QUESTION 1 50
TOTAL 1 6 2 11 1 6 1 6

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



316

NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
MEGA LIFE AND HEALTH INSURANCE
COMPANY (THE) COVERAGE CLAIM INFORMATION DELAY
EXTENDED REOPENED | FURNISHED/EXPANDED | RESOLVED
NMBR| PCT |NMBR| PCT NMBR PCT NMBR | PCT
REASON
REFUSAL TO INSURE 1 100
DELAYS 1 100
ADVERSE BENEFIT DETERMINATION 1 25
UNSATISFACTORY SETTLEMENT/OFFER 2 33
DENIAL OF CLAIM 1 100
DELAYS/NO RESPONSE
INFORMATION REQUESTED 1 100
PREMIUM REFUNDED
COVERAGE QUESTION 1 50
TOTAL 1 6 1 6 5 28 1 6

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES
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NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
MEGA LIFE AND HEALTH INSURANCE NONFORFEITURE CONTRACT COMPANY
COMPANY (THE) PROBLEM PROVISION/LEGAL POSITION
RESOLVED ISSUE UPHELD TOTAL
NMBR PCT NMBR PCT NMBR| PCT |NMBR | PCT
REASON

REFUSAL TO INSURE 1| 100
DELAYS 1| 100
ADVERSE BENEFIT DETERMINATION 2 50 4( 100
UNSATISFACTORY SETTLEMENT/OFFER 1 17 1 17 6| 100
DENIAL OF CLAIM 1| 100
DELAYS/NO RESPONSE 1 100 1| 100
INFORMATION REQUESTED 1| 100
PREMIUM REFUNDED 1| 100
COVERAGE QUESTION 2| 100
TOTAL 1 6 1 6 3 17 18| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

318

DISPOSITION
REFERRED
MERITPLAN INSURANCE COMPANY ADVISED TO MARKET DELAY QUESTION COMPANY IN

COMPLAINANT CONDUCT RESOLVED OF FACT COMPLIANCE TOTAL

NMBR PCT |NMBR| PCT [NMBR| PCT [NMBR| PCT | NMBR | PCT |NMBR|PCT
REASON
DELAYS 1 100 1| 100
ENDORSEMENT/RIDER 1 100 1| 100
AGENT HANDLING 1 100 1| 100
UNSATISFACTORY
SETTLEMENT/OFFER 1 50 1 50 2| 100
DENIAL OF CLAIM 1 100 1| 100
TOTAL 2 33 1 17 1 17 1 17 1 17 6| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,

BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

319

METLIFE INSURANCE DISPOSITION

COMPANY OF REFERRED CONTRACT

CONNECTICUT ADDITIONAL | TOMARKET INFORMATION PROVISION/LEGAL COMPANY IN

PAYMENT CONDUCT FURNISHED/EXPANDED ISSUE COMPLIANCE TOTAL
NMBR | PCT [NMBR| PCT NMBR PCT NMBR PCT NMBR | PCT |NMBR|PCT

REASON
AGENT HANDLING 1 100 1| 100
MEDICAL NECESSITY 1 100 1| 100
DENIAL OF CLAIM 1 25 2 50 1 25 4( 100
CASH VALUE 1 100 1| 100
COVERAGE QUESTION 1 100 1| 100
TOTAL 1 13 1 13 3 38 2 25 1 13 8| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
METROPOLITAN DIRECT PROPERTY
ADVISED COMPANY IN
AND CASUALTY INSURANCE COMPANY COMPLAINANT | COMPLIANCE TOTAL
NMBR PCT NMBR | PCT |NMBR|PCT
REASON
DELAYS 1 100 100

UNSATISFACTORY SETTLEMENT/OFFER

100

100

COMPARATVE NEGLIGENCE

100

100

DENIAL OF CLAIM

100

100

TOTAL

83

17

o|lr|rPr|lw]|kr

100

320

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT

OF CONSUMER AND BUSINESS SERVICES
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NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
METROPOLITAN LIFE
INSURANCE COMPANY ADVISED COMPROMISED INFORMATION
COMPLAINANT | STLMNT/RSLTN | FURNISHED/EXPANDED
NMBR | PCT | NMBR | PCT NMBR PCT

REASON

REFUSAL TO INSURE 1 50 1 50

DELAYS

DENIAL OF CLAIM 1 50

COORDINATION OF BENEFITS 1 100

INFORMATION REQUESTED 1 100

TOTAL 1 11 1 11 3 33

DISPOSITION
METROPOLITAN LIFE CONTRACT
INSURANCE COMPANY DELAY PROVISION/LEGAL | COMPANY IN
RESOLVED ISSUE COMPLIANCE | TOTAL
NMBR| PCT | NMBR PCT |[NMBR| PCT |NMBR|PCT

REASON
REFUSAL TO INSURE 2| 100
DELAYS 2 67 1 33 3| 100
DENIAL OF CLAIM 1 50 2| 100
COORDINATION OF BENEFITS 1| 100
INFORMATION REQUESTED 1| 100
TOTAL 2 22 1 11 1 11 9| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES
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NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

METROPOLITAN PROPERTY AND
CASUALTY INSURANCE COMPANY

DISPOSITION

ADVISED
COMPLAINANT

COMPROMISED
STLMNT/RSLTN

COVERAGE
EXTENDED

REFERRED
TO MARKET
CONDUCT

INFORMATION
FURNISHED/EXPANDED

NMBR PCT

NMBR

PCT

NMBR

PCT

NMBR

PCT

NMBR PCT

REASON

PREMIUM & RATING

1 100

DELAYS

UNSATISFACTORY
SETTLEMENT/OFFER

50

SUBROGATION

100

COMPARATVE NEGLIGENCE

100

MOLD

100

DENIAL OF CLAIM

50

OTHER: CLAIM HANDLING

S

100

PREMIUM NOTICE/BILLING

50

DELAYS/NO RESPONSE

INFORMATION REQUESTED

1 100

PREMIUM REFUNDED

COVERAGE QUESTION

1 100

OTHER: POLICYHOLDER SERVICE

1 100

TOTAL

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,

BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES

BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

METROPOLITAN PROPERTY AND
CASUALTY INSURANCE COMPANY

DISPOSITION

DELAY
RESOLVED

PREMIUM
PROBLEM
RESOLVED

COMPANY IN
COMPLIANCE

NO

JURISDICTION

TOTAL

NMBR

PCT

NMBR

PCT

NMBR

PCT

NMBR

PCT

NMBR | PCT

REASON

PREMIUM & RATING

1| 100

DELAYS

100

N

100

UNSATISFACTORY
SETTLEMENT/OFFER

50

100

SUBROGATION

100

COMPARATVE NEGLIGENCE

100

MOLD

100

DENIAL OF CLAIM

50

100

OTHER: CLAIM HANDLING

100

PREMIUM NOTICE/BILLING

50

100

DELAYS/NO RESPONSE

100

100

INFORMATION REQUESTED

100

PREMIUM REFUNDED

100

COVERAGE QUESTION

100

OTHER: POLICYHOLDER SERVICE

N G B N S R R R

100

TOTAL

16

=
©

100
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SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
MID-CENTURY INSURANCE COMPANY | cotipl AINANT | SETTLED | FURNISHEDIEXPANDED | OFFACT | TOTAL

NMBR PCT |NMBR| PCT NMBR PCT NMBR| PCT |NMBR | PCT
REASON
DELAYS 1 25 50 1 25 4| 100
ADJUSTER HANDLING 100 1| 100
UNSATISFACTORY SETTLEMENT/OFFER 4 50 4 50 8| 100
COST CONTAINMENT PIP 1 100 1| 100
COMPARATVE NEGLIGENCE 1 50 1 50 2| 100
DENIAL OF CLAIM 5 100 5| 100
TIMELINESS 1 100 1| 100
PREMIUM REFUNDED 100 1| 100
TOTAL 8 35 1 4 17 10 43 23| 100
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SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT

OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

MID-VALLEY IPA
EMPLOYEE BENEFIT
TRUST

DISPOSITION

ADVISED

COMPLAINANT REFUND

TOTAL

NMBR PCT |NMBR

PCT

NMBR

PCT

REASON

DENIAL OF CLAIM

1 100

100

PREMIUM REFUNDED

100

100

TOTAL

50

100

325

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES
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NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

MID-WEST NATIONAL
LIFE INSURANCE DISPOSITION
C'IPEI\I/\IHF\)IAE’\SI;E%F INFORMATION
REFUND FURNISHED/EXPANDED TOTAL
NMBR [ PCT NMBR PCT NMBR | PCT
REASON
REFUSAL TO INSURE 1 100 1] 100
MISREPRESENTATION 1| 100 1] 100
SURRENDER PROBLEMS 1| 100 1] 100
TOTAL 2 67 1 33 3| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES
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NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

MIDLAND NATIONAL DISPOSITION
LIFE INSURANCE REFERRED
COMPANY ADVISED COMPROMISED TO PROPER
COMPLAINANT | STLMNT/RSLTN REFUND AGENCY
NMBR PCT NMBR PCT NMBR [ PCT [ NMBR | PCT
REASON
SUITABILITY 1 17
AGENT HANDLING 1 100
MISREPRESENTATION 1 100
POLICY DELIVERY
SURRENDER PROBLEMS 1 50
PREMIUM REFUNDED 1| 100
TOTAL 1 8 1 8 1 8 2 17
MIDLAND NATIONAL DISPOSITION
LIFE INSURANCE REFERRED FOR
COMPANY INFORMATION DISCIPLINARY QUESTION
FURNISHED/EXPANDED ACTION OF FACT TOTAL
NMBR PCT NMBR PCT |NMBR| PCT |NMBR | PCT
REASON
SUITABILITY 4 67 1 17 6| 100
AGENT HANDLING 1| 100
MISREPRESENTATION 1| 100
POLICY DELIVERY 1 100 1| 100
SURRENDER PROBLEMS 1 50 2| 100
PREMIUM REFUNDED 1| 100
TOTAL 4 33 1 8 2 17 12| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES
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NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
MINNESOTA LIFE
INSURANCE COMPANY COMPROMISED | COMPANY IN

STLMNT/RSLTN | COMPLIANCE TOTAL

NMBR PCT NMBR | PCT |NMBR|PCT
REASON
DELAYS 1 100 1] 100
INFORMATION REQUESTED 1 100 1] 100
TOTAL 1 50 1 50 2| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

MITSUI
SUMITOMO
INSURANCE

COMPANY OF
AMERICA

DISPOSITION

QUESTION OF
FACT

TOTAL

NMBR

PCT

NMBR

PCT

REASON

DENIAL OF CLAIM

100

100

TOTAL

100

100
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SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT

OF CONSUMER AND BUSINESS SERVICES
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NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

MONLE'IV'FEENTAL DISPOSITION
INSURANCE | COMPANY
COMPANY POSITION
UPHELD TOTAL
NMBR| PCT |NMBR|PCT
REASON
CASH VALUE 1| 100 1| 100
TOTAL 1 100 1 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

MONY LIFE
INSURANCE
COMPANY

DISPOSITION

OTHER

TOTAL

NMBR

PCT

NMBR

PCT

REASON

DELAYS

100

100

TOTAL

100

100
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SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT

OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,

BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES

BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

332

DISPOSITION
MUTUAL OF ENUMCLAW INSURANCE REFERRED
COMPANY ADVISED ADDITIONAL TO MARKET INFORMATION
COMPLAINANT PAYMENT REFUND CONDUCT FURNISHED/EXPANDED
NMBR PCT NMBR | PCT [NMBR|PCT |NMBR| PCT NMBR PCT
REASON
NONRENEWAL 1 50
DELAYS
CREDIT SCORING 100
ADJUSTER HANDLING 1 100
UNSATISFACTORY SETTLEMENT/OFFER 1 50 50
TOTAL LOSS 1 100
DENIAL OF CLAIM 2 50
PREMIUM REFUNDED 1] 100
OTHER: POLICYHOLDER SERVICE 1 100
TOTAL 5 33 1 7 1 7 1 7 13
DISPOSITION
MUTUAL OF ENUMCLAW INSURANCE NONRENEWAL
COMPANY DELAY NOTICE QUESTION
RESOLVED RESCINDED OF FACT TOTAL
NMBR| PCT | NMBR PCT [NMBR| PCT [NMBR |PCT
REASON
NONRENEWAL 1 50 2| 100
DELAYS 2 100 2| 100
CREDIT SCORING 1| 100
ADJUSTER HANDLING 1| 100
UNSATISFACTORY SETTLEMENT/OFFER 2| 100
TOTAL LOSS 1| 100
DENIAL OF CLAIM 2 50 4| 100
PREMIUM REFUNDED 1| 100
OTHER: POLICYHOLDER SERVICE 1| 100
TOTAL 2 13 1 7 2 13 15| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

MUTUAL OF OMAHA DISPOSITION
IQ%RQNNCYE COVERAGE INFORMATION
REFUND EXTENDED | FURNISHED/EXPANDED TOTAL

NMBR | PCT [ NMBR | PCT NMBR PCT NMBR | PCT
REASON
DENIAL OF CLAIM 1 50 1 50 2| 100
PREMIUM REFUNDED 2| 100 2| 100
TOTAL 2 50 1 25 1 25 4( 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT

OF CONSUMER AND BUSINESS SERVICES
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NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES

BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

NATIONAL DISPOSITION
%%?\;JQA_I;II—J INFORMATION QUESTION
FURNISHED/EXPANDED OF FACT TOTAL
NMBR PCT NMBR | PCT |[NMBR|PCT
REASON
DENIAL OF CLAIM 1 50 1 50 2| 100
TOTAL 1 50 1 50 2| 100

334

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT

OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

NATIONAL
CATHOLIC SOCIETY
OF FORESTERS

DISPOSITION

REFUND

TOTAL

NMBR

PCT

NMBR

PCT

REASON

PREMIUM REFUNDED

100

100

TOTAL

100

100

335

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,

BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

NATIONAL GENERAL DISPOSITION
ACSng\JARPi’\’iﬁE ADVISED COMPROMISED
COMPLAINANT | STLMNT/RSLTN REFUND TOTAL
NMBR PCT NMBR PCT NMBR [ PCT [ NMBR | PCT
REASON
PREMIUM & RATING 1 100 1| 100
CANCELLATION 1 100 1| 100
DENIAL OF CLAIM 1 100 1| 100
PREMIUM REFUNDED 1 50 1 50 2| 100
TOTAL 3 60 1 20 1 20 5( 100

336

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT

OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

337

DISPOSITION
NATIONAL HEALTH COMPANY
INSURANCE COMPANY ADVISED COMPROMISED | ADDITIONAL CLAIM INFORMATION POSITION
COMPLAINANT | STLMNT/RSLTN PAYMENT SETTLED FURNISHED/EXPANDED UPHELD
NMBR PCT NMBR PCT NMBR [ PCT [NMBR| PCT NMBR PCT NMBR| PCT
REASON
CANCELLATION 1 50 1 50
MEDICAL NECESSITY 2 67 1 33
DENIAL OF CLAIM 2 67 1 33
USUAL, CUSTOMARY,
REASONABLE 1 100
INFORMATION
REQUESTED 1 100
TOTAL 2 20 2 20 1 10 1 10 3 30 1 10
NATIONAL HEALTH
INSURANCE COMPANY
TOTAL
NMBR | PCT
REASON
CANCELLATION 2| 100
MEDICAL NECESSITY 3| 100
DENIAL OF CLAIM 3| 100
USUAL, CUSTOMARY,
REASONABLE 1] 100
INFORMATION
REQUESTED 1] 100
TOTAL 10| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

NATIONAL DISPOSITION
I(’;Ig'\EA'\gE;\ITYY INFORMATION
FURNISHED/EXPANDED TOTAL
NMBR PCT NMBR | PCT
REASON
AGENT HANDLING 1 100 1] 100
TOTAL 1 100 1] 100
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SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT

OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

NATIONAL
INTERSTATE
INSURANCE
COMPANY

DISPOSITION

COMPANY IN
COMPLIANCE

TOTAL

NMBR

PCT

NMBR

PCT

REASON

DELAYS

100

100

TOTAL

100

100

339

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT

OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

NATIONAL DISPOSITION
NI E FRE eomrroisen
STLMNT/RSLTN REFUND TOTAL
NMBR PCT NMBR | PCT [ NMBR | PCT
REASON
PREMIUM NOTICE/BILLING 1 100 1| 100
PREMIUM REFUNDED 1| 100 1| 100
TOTAL 1 50 1 50 2 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

NATIONAL LIFE
INSURANCE
COMPANY

DISPOSITION

QUESTION OF
FACT

TOTAL

NMBR

PCT

NMBR

PCT

REASON

AGENT HANDLING

100

100

TOTAL

100

100

341

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT

OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

NATIONAL
LLOYDS
INSURANCE
COMPANY

DISPOSITION

ADVISED
COMPLAINANT

TOTAL

NMBR PCT

NMBR

PCT

REASON

DELAYS

1 100

100

TOTAL

1 100

100

342

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT

OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

NATIONAL

STATES DISPOSITION
INSURANCE
COMPANY CLAIM DELAY

SETTLED RESOLVED TOTAL
NMBR | PCT |[NMBR| PCT |[NMBR|PCT

REASON
DELAYS 1 50 1 50 2| 100
TOTAL 1 50 1 50 2| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

NATIONAL UNION FIRE
INSURANCE COMPANY OF
PITTSBURG

DISPOSITION

ADVISED

INFORMATION

COMPLAINANT

REFUND

FURNISHED/EXPANDED

DELAY
RESOLVED

TOTAL

NMBR

PCT

NMBR

PCT

NMBR

PCT

NMBR

PCT

NMBR

PCT

REASON

PREMIUM & RATING

100

100

CANCELLATION

100

100

DELAYS

100

100

MISREPRESENTATION

100

100

HIGH PRESSURE TACTICS

100

100

DENIAL OF CLAIM

100

100

COORDINATION OF BENEFITS

100

100

PREMIUM NOTICE/BILLING

100

100

PREMIUM REFUNDED

100

Rrlrlr]lrlr|lrRrN]IR| P

100

TOTAL

20

20

20

=
o

100

OF CONSUMER AND BUSINESS SERVICES

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES

BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

NATIONWIDE AGRIBUSINESS
INSURANCE COMPANY

DISPOSITION

QUESTION OF
FACT

TOTAL

NMBR

PCT

NMBR

PCT

REASON

UNSATISFACTORY SETTLEMENT/OFFER

100

100

TOTAL

100

100

345

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
NATIONWIDE ASSURANCE COMPANY | coip! AINANT | STLMNTIRSLTN | RESOLVED | OFFACT | TOTAL

NMBR PCT NMBR PCT NMBR| PCT [NMBR| PCT [NMBR|PCT
REASON
DELAYS 1 50 1 50 2| 100
ADJUSTER HANDLING 1 100 1| 100
UNSATISFACTORY SETTLEMENT/OFFER 1 50 1 50 2| 100
TOTAL 2 40 1 20 1 20 1 20 5( 100

346

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



347

NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

NATIONWIDE
INSURANCE DISPOSITION
COMPANY OF CANCELLATION
AMERICA POLICY ADVISED INFORMATION NOTICE QUESTION
ISSUED/RSTRD | COMPLAINANT REFUND FURNISHED/EXPANDED WITHDRAWN OF FACT
NMBR PCT NMBR PCT |NMBR|PCT NMBR PCT NMBR PCT NMBR| PCT
REASON
PREMIUM & RATING 4 80 1 20
CANCELLATION 1 50 1 50
CREDIT REPORTING 1 50 1 50
FORCED PLACEMENT 1 100
UNSATISFACTORY
SETTLEMENT/OFFER 1 50 1 50
PREMIUM
NOTICE/BILLING 1| 100
TOTAL 1 8 7 54 1 8 2 15 1 8 1 8
NATIONWIDE
INSURANCE
COMPANY OF
AMERICA
TOTAL
NMBR | PCT
REASON
PREMIUM & RATING 5( 100
CANCELLATION 2| 100
CREDIT REPORTING 2| 100
FORCED PLACEMENT 1] 100
UNSATISFACTORY
SETTLEMENT/OFFER 2| 100
PREMIUM
NOTICE/BILLING 1] 100
TOTAL 13| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

NATIONWIDE LIFE AND
ANNUITY INSURANCE DISPOSITION
COMPANY REFUND TOTAL

NMBR | PCT |NMBR|PCT

REASON
INFORMATION REQUESTED 1 100 1] 100
TOTAL 1 100 1] 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
NAITI\IISlB\gYAII\IIDEEMCLg—I\;JSXNFYlRE ADVISED COVERAGE CLAIM QUESTION
COMPLAINANT EXTENDED REOPENED OF FACT TOTAL
NMBR PCT |NMBR| PCT [NMBR| PCT |NMBR| PCT |NMBR |PCT
REASON
UNSATISFACTORY SETTLEMENT/OFFER 1 100 1| 100
DENIAL OF CLAIM 2 67 1 33 3| 100
PREMIUM REFUNDED 1 100 1| 100
TOTAL 1 20 2 40 1 20 1 20 5| 100

349

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



350

NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
NATIONWIDE MUTUAL INSURANCE
COMPANY ADVISED COMPROMISED | ADDITIONAL COVERAGE

COMPLAINANT | STLMNT/RSLTN PAYMENT REFUND EXTENDED
NMBR PCT NMBR PCT NMBR [ PCT [NMBR|PCT |NMBR| PCT

REASON

PREMIUM & RATING 2 67

REFUSAL TO INSURE

NONRENEWAL

DELAYS 1 17

AUDIT DISPUTE 1| 100

OTHER: UNDERWRITING 1 100

AGENT HANDLING
ADJUSTER HANDLING

UNSATISFACTORY SETTLEMENT/OFFER 5 45 1 9

SUBROGATION

DENIAL OF CLAIM 1 50
PIP PRIMACY 1 100

CONSUMER EDUCATION NEEDED
OTHER: CLAIM HANDLING

PREMIUM NOTICE/BILLING 1 100
COVERAGE QUESTION 1 100
TOTAL 11 32 1 3 1 3 1 3 1 3

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES
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NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION

NATIONWIDE MUTUAL INSURANCE REFERRED
COMPANY CLAIM REFERRED TO | TO MARKET INFORMATION DELAY
SETTLED RATESFORMS CONDUCT FURNISHED/EXPANDED | RESOLVED

NMBR | PCT | NMBR PCT |NMBR| PCT NMBR PCT NMBR | PCT

REASON

PREMIUM & RATING
REFUSAL TO INSURE 1 100
NONRENEWAL 1 100
DELAYS 3 50 1 17
AUDIT DISPUTE

OTHER: UNDERWRITING
AGENT HANDLING 1 100
ADJUSTER HANDLING 1 100
UNSATISFACTORY SETTLEMENT/OFFER 1 9 1 9
SUBROGATION
DENIAL OF CLAIM 1 50
PIP PRIMACY
CONSUMER EDUCATION NEEDED 1 100
OTHER: CLAIM HANDLING
PREMIUM NOTICE/BILLING
COVERAGE QUESTION
TOTAL 4 12 1 3 1 3 5 15 1 3

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



352

NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION

NATIONWIDE MUTUAL INSURANCE
COMPANY DEDUCTIBLE | QUESTION COMPANY IN INSUFFICIENT
REFUNDED OF FACT COMPLIANCE | INFORMATION TOTAL

NMBR [ PCT [NMBR| PCT | NMBR | PCT NMBR PCT |[NMBR|PCT

REASON
PREMIUM & RATING 1 33
REFUSAL TO INSURE
NONRENEWAL
DELAYS 1 17
AUDIT DISPUTE

OTHER: UNDERWRITING
AGENT HANDLING
ADJUSTER HANDLING
UNSATISFACTORY SETTLEMENT/OFFER 3 27
SUBROGATION 1 100
DENIAL OF CLAIM

PIP PRIMACY

CONSUMER EDUCATION NEEDED
OTHER: CLAIM HANDLING 1 100
PREMIUM NOTICE/BILLING
COVERAGE QUESTION
TOTAL 1 3 4 12 1 3 1 3

100

100

100

100

100

100

100

Rrlr|lr|r|lolr]lrRr|w

100

=
[

100

100

100

100

100

100

100

Rrlrlr]lr]lrRrN] -

100

1N

100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

NATIONWIDE
PROPERTY
AND
CASUALTY
INSURANCE
COMPANY

DISPOSITION

CLAIM
SETTLED

TOTAL

NMBR

PCT

NMBR

PCT

REASON

DELAYS

100

100

TOTAL

100

100

353

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT

OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,

BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

NEW HAMPSHIRE INSURANCE
COMPANY

DISPOSITION

ADDITIONAL
PAYMENT

QUESTION
OF FACT

TOTAL

NMBR

PCT

NMBR

PCT

NMBR

PCT

REASON

UNSATISFACTORY SETTLEMENT/OFFER

50

50

100

TOTAL

50

50

100

354

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES

BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

NEW YORK LIFE

INSURANCE AND DISPOSITION
oY
REFUND FURNISHED/EXPANDED TOTAL
NMBR | PCT NMBR PCT NMBR | PCT

REASON
AGENT HANDLING 1 50 1 50 2| 100
PREMIUM REFUNDED 1| 100 1| 100
TOTAL 2 67 1 33 3 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT

OF CONSUMER AND BUSINESS SERVICES

355



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

356

DISPOSITION

NEW YORK LIFE CONTRACT COMPANY

INSURANCE COMPANY | COVERAGE INFORMATION PROVISION/LEGAL COMPANY IN POSITION
EXTENDED | FURNISHED/EXPANDED ISSUE COMPLIANCE UPHELD TOTAL
NMBR| PCT NMBR PCT NMBR PCT NMBR | PCT |NMBR| PCT |NMBR|PCT

REASON
RECISSION 1 100 1| 100
DENIAL OF CLAIM 1 50 1 50 2| 100
PREMIUM
NOTICE/BILLING 1 100 1| 100
PREMIUM REFUNDED 1 100 1| 100
TOTAL 1 20 1 20 1 20 1 20 1 20 5( 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

NORTH AMERICAN
COMPANY FOR LIFE
AND HEALTH
INSURANCE

DISPOSITION

REFUND

TOTAL

NMBR

PCT

NMBR

PCT

REASON

PREMIUM REFUNDED

100

100

TOTAL

100

100

357

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,

BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION

NORTH PACIFIC INSURANCE COMPANY REQUI’E\ISQFESI-II—?II(EDgUI RED Q(;J':EgICOTN TOTAL

NMBR PCT NMBR | PCT |[NMBR|PCT
REASON
UNSATISFACTORY SETTLEMENT/OFFER 1 100 1] 100
DENIAL OF CLAIM 1 100 1] 100
OTHER: CLAIM HANDLING 1 100 1] 100
TOTAL 1 33 2 67 3| 100

358

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



359

NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
NORTHWEST PHYSICIANS COMPANY
INSURANCE COMPANY POSITION
UPHELD TOTAL
NMBR | PCT |NMBR|PCT
REASON
OTHER: CLAIM HANDLING 1 100 1| 100
TOTAL 1 100 1| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
NORTHWESTERN MUTUAL COMPANY
LIFE INSURANCE CO INFORMATION POSITION
FURNISHED/EXPANDED UPHELD TOTAL
NMBR PCT NMBR| PCT |NMBR | PCT
REASON
DENIAL OF CLAIM 1 100 1| 100
INFORMATION REQUESTED 1 100 1| 100
TOTAL 1 50 1 50 2| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES
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NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION

POLICY
ODSHEALTH PLAN, INC. NOT IN POLICY ADVISED COMPROMISED | ADDITIONAL
FORCE ISSUED/RSTRD | COMPLAINANT | STLMNT/RSLTN PAYMENT

NMBR | PCT [ NMBR PCT NMBR PCT NMBR PCT NMBR | PCT

REASON

PREMIUM & RATING
REFUSAL TO INSURE 1 33
CANCELLATION 1 100
DELAYS 1 25
PROMPT PAY

UNSATISFACTORY
SETTLEMENT/OFFER 1 50

MEDICAL NECESSITY 1 50 1 50
DENIAL OF CLAIM 1 13 1 13
CO PAY ISSUES
COORDINATION OF BENEFITS 1 50
PREMIUM NOTICE/BILLING 1 50 1 50
INFORMATION REQUESTED 1 50
PREMIUM REFUNDED

COVERAGE QUESTION

OTHER: POLICYHOLDER SERVICE
TOTAL 1 3 2 6 2 6 5 14 2 6

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES
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NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION

ODSHEALTH PLAN, INC. COVERAGE | CANCELLATION CLAIM NO ACTION
REFUND EXTENDED UPHELD SETTLED REQUESTED/REQUIRED

NMBR | PCT [ NMBR | PCT NMBR PCT NMBR | PCT NMBR PCT

REASON

PREMIUM & RATING
REFUSAL TO INSURE
CANCELLATION
DELAYS 1 25
PROMPT PAY

UNSATISFACTORY
SETTLEMENT/OFFER

MEDICAL NECESSITY
DENIAL OF CLAIM 4 50
CO PAY ISSUES
COORDINATION OF BENEFITS
PREMIUM NOTICE/BILLING
INFORMATION REQUESTED
PREMIUM REFUNDED 1 50
COVERAGE QUESTION 1 50
OTHER: POLICYHOLDER SERVICE 1 100
TOTAL 1 3 4 11 1 3 1 3 1 3

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES
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NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

ODSHEALTH PLAN, INC.

DISPOSITION

INFORMATION

FURNISHED/EXPANDED

CONTRACT
PROVISION/LEGAL
ISSUE

COMPANY IN
COMPLIANCE

DELAY
RESOLVED

QUESTION
OF FACT

NMBR PCT

NMBR | PCT [NMBR| PCT NMBR PCT NMBR | PCT

REASON

PREMIUM & RATING

1 100

REFUSAL TO INSURE

CANCELLATION

DELAYS

PROMPT PAY

1 100

UNSATISFACTORY
SETTLEMENT/OFFER

MEDICAL NECESSITY

DENIAL OF CLAIM

CO PAY ISSUES

COORDINATION OF BENEFITS

PREMIUM NOTICE/BILLING

INFORMATION REQUESTED

PREMIUM REFUNDED

COVERAGE QUESTION

OTHER: POLICYHOLDER SERVICE

TOTAL

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES
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NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION

COMPANY
ODSHEALTH PLAN, INC. POSITION NO
UPHELD JURISDICTION TOTAL

NMBR | PCT | NMBR PCT |[NMBR|PCT

REASON

PREMIUM & RATING
REFUSAL TO INSURE 1 33
CANCELLATION
DELAYS
PROMPT PAY

UNSATISFACTORY
SETTLEMENT/OFFER

MEDICAL NECESSITY
DENIAL OF CLAIM
CO PAY ISSUES 1 33
COORDINATION OF BENEFITS 1 50
PREMIUM NOTICE/BILLING
INFORMATION REQUESTED 1 50
PREMIUM REFUNDED

COVERAGE QUESTION

OTHER: POLICYHOLDER SERVICE
TOTAL 1 3 3 8

100

100

100

100

RN RN

100

100

100

100

100

100

100

100

100

100

RPINININ|IDNIN|IWO|IN]DN

100

w
()]

100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



365

NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

OHIO CASUALTY DISPOSITION
! Q%RQNN%E ADVISED COVERAGE
COMPLAINANT EXTENDED OTHER TOTAL
NMBR PCT |NMBR| PCT [NMBR|PCT |NMBR|PCT
REASON
DELAYS 1 100 1] 100
DENIAL OF CLAIM 1 50 1 50 2| 100
TOTAL 1 33 1 33 1 33 3| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

OHIO NATIONAL LIFE DISPOSITION
T | peEoruATION A
NMBR PCT NMBR | PCT
REASON
INFORMATION REQUESTED 1 100 1 100
TOTAL 1 100 1 100

366

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

OHIO STATE LIFE DISPOSITION
INSURANCE CONTRACT
COMPANY PROVISION/LEGAL
ISSUE TOTAL
NMBR PCT NMBR [ PCT
REASON
PREMIUM & RATING 1 100 1| 100
TOTAL 1 100 1| 100

367

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES

BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

OLD REPUBLIC DISPOSITION
IQ%RQNNCYE CLAIM DELAY
REFUND SETTLED RESOLVED TOTAL
NMBR | PCT |[NMBR | PCT |[NMBR| PCT [NMBR|PCT
REASON
DELAYS 2 67 1 33 3| 100
PREMIUM REFUNDED 1| 100 1| 100
TOTAL 1 25 2 50 1 25 4| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT

OF CONSUMER AND BUSINESS SERVICES

368



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,

BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
OM FINANCIAL LIFE COMPANY
INSURANCE COMPANY INFORMATION POSITION
FURNISHED/EXPANDED UPHELD TOTAL
NMBR PCT NMBR | PCT | NMBR | PCT
REASON

SUBROGATION 1 100 1| 100
PAYMENT NOT CREDITED 1 100 1| 100
TOTAL 1 50 1 50 2| 100

369

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
ONEBEACON INSURANCE COMPANY COGE’Y,IASIEN[;\NT AEAD\IY-IIL/IlgmﬁL TOTAL
NMBR PCT NMBR | PCT [NMBR|PCT
REASON
CANCELLATION 1 100 1| 100
UNSATISFACTORY SETTLEMENT/OFFER 1 100 1| 100
TOTAL 1 50 1 50 2| 100

370

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT

OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

OREGON
AUTOMOBILE DISPOSITION
IQ%RQNNCYE INFORMATION
FURNISHED/EXPANDED TOTAL
NMBR PCT NMBR | PCT
REASON
PREMIUM & RATING 1 100 1] 100
TOTAL 1 100 1] 100

371

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
COMPANY
OREGON DENTAL SERVICE INFORMATION COMPANY IN POSITION NO
FURNISHED/EXPANDED | COMPLIANCE UPHELD JURISDICTION TOTAL

NMBR PCT NMBR [ PCT |NMBR| PCT | NMBR PCT |NMBR |PCT
REASON
CANCELLATION 1 100 1| 100
DENIAL OF CLAIM 1 33 2 67 3| 100
COORDINATION OF BENEFITS 1 50 1 50 2| 100
EXPERIMENTAL 1 100 1| 100
INFORMATION REQUESTED 1 100 1| 100
PREMIUM REFUNDED 1 100 1| 100
TOTAL 3 33 2 22 3 33 1 11 9| 100

372

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,

BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

373

DISPOSITION
OREGON MUTUAL COMPANY
INSURANCE COMPANY ADVISED COMPROMISED CLAIM INFORMATION QUESTION POSITION
COMPLAINANT | STLMNT/RSLTN SETTLED FURNISHED/EXPANDED OF FACT UPHELD
NMBR PCT NMBR PCT NMBR | PCT NMBR PCT NMBR| PCT |NMBR| PCT
REASON
PREMIUM & RATING 1 100
CANCELLATION 1 50 1 50
NONRENEWAL 1 100
POLICY DELIVERY 1 100
ADJUSTER HANDLING 1 50 1 50
UNSATISFACTORY
SETTLEMENT/OFFER 1 50 1 50
COST CONTAINMENT PIP 1 100
DENIAL OF CLAIM 1 100
NO PREAUTHORIZATION 1 100
TOTAL 5 42 1 8 1 8 3 25 1 8 1 8
OREGON MUTUAL
INSURANCE COMPANY
TOTAL
NMBR | PCT
REASON
PREMIUM & RATING 1] 100
CANCELLATION 2| 100
NONRENEWAL 1] 100
POLICY DELIVERY 1] 100
ADJUSTER HANDLING 2| 100
UNSATISFACTORY
SETTLEMENT/OFFER 2| 100
COST CONTAINMENT PIP 1] 100
DENIAL OF CLAIM 1] 100
NO PREAUTHORIZATION 1] 100
TOTAL 12| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES

BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
PACIFIC INDEMNITY COMPANY CO,\AAE,\L"ASIEN[;NT TOTAL
NMBR | PCT |NMBR|PCT
REASON
UNSATISFACTORY SETTLEMENT/OFFER 1 100 1| 100
TOTAL 1 100 1 100

374

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



375

NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
PACIFIC LIFE INSURANCE REFERRED FOR
COMPANY ADDITIONAL | DISCIPLINARY
PAYMENT ACTION TOTAL
NMBR | PCT | NMBR PCT |NMBR|PCT
REASON

TIMELINESS 1 100 1| 100
INFORMATION REQUESTED 1 100 1| 100
TOTAL 1 50 1 50 2| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

376

PACIFICARE LIFE AND DISPOSITION
HEALTH INSURANCE REFERRED FOR | COMPANY
COMPANY INFORMATION DELAY DISCIPLINARY POSITION NO
FURNISHED/EXPANDED | RESOLVED ACTION UPHELD JURISDICTION TOTAL
NMBR PCT NMBR| PCT [ NMBR PCT |NMBR| PCT | NMBR PCT |NMBR|PCT

REASON
DELAYS 1 50 1 50 2| 100
MISREPRESENTATION 1 100 1| 100
PRE-EXISTING CONDITION 1 100 1| 100
DENIAL OF CLAIM 1 100 1| 100
TOTAL 1 20 1 20 1 20 1 20 1 20 5( 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
PACIFICARE LIFE ASSURANCE
COMPANY ADDITIONAL | COVERAGE CLAIM INFORMATION DELAY
PAYMENT EXTENDED SETTLED FURNISHED/EXPANDED | RESOLVED
NMBR | PCT |[NMBR| PCT [NMBR | PCT NMBR PCT NMBR | PCT
REASON
CANCELLATION
DELAYS 1 11 1 11 1 11 2 22
PROMPT PAY 1 50 1 50
UNSATISFACTORY SETTLEMENT/OFFER 3 100
PRE-EXISTING CONDITION 1 25 2 50 1 25
DENIAL OF CLAIM 4 40 1 10 2 20
USUAL, CUSTOMARY, REASONABLE
OUT OF NETWORK BENEFITS 1 50 1 50
CO PAY ISSUES
DELAYS/NO RESPONSE 1| 100
PREMIUM REFUNDED
PAYMENT NOT CREDITED
TOTAL 4 10 7 18 6 15 1 3 6 15

377

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT

OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,

BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

378

PACIFICARE LIFE ASSURANCE
COMPANY

DISPOSITION

CANCELLATION
NOTICE
WITHDRAWN

PREMIUM
PROBLEM
RESOLVED

REFERRED FOR
DISCIPLINARY
ACTION

QUESTION
OF FACT

CONTRACT

PROVISION/LEGAL

ISSUE

NMBR PCT

NMBR | PCT

NMBR

PCT

NMBR| PCT

NMBR PCT

REASON

CANCELLATION

DELAYS

33

PROMPT PAY

UNSATISFACTORY SETTLEMENT/OFFER

PRE-EXISTING CONDITION

DENIAL OF CLAIM

20

USUAL, CUSTOMARY, REASONABLE

100

OUT OF NETWORK BENEFITS

CO PAY ISSUES

DELAYS/NO RESPONSE

PREMIUM REFUNDED

PAYMENT NOT CREDITED

1 100

TOTAL

13

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



379

NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
PACIFICARE LIFE ASSURANCE COMPANY
COMPANY COMPANY IN POSITION
COMPLIANCE UPHELD TOTAL
NMBR | PCT [NMBR| PCT |NMBR|PCT
REASON
CANCELLATION 1 33 100
DELAYS 100
PROMPT PAY 100

UNSATISFACTORY SETTLEMENT/OFFER
PRE-EXISTING CONDITION 100
DENIAL OF CLAIM 1 10 10| 100
USUAL, CUSTOMARY, REASONABLE
OUT OF NETWORK BENEFITS

CO PAY ISSUES 1 100
DELAYS/NO RESPONSE
PREMIUM REFUNDED 1 100
PAYMENT NOT CREDITED
TOTAL 3 8 1 3 39| 100

100

AlW|IN|O| W

100

100

100

100

100

Rl

100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,

BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES

BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

380

PACIFICARE OF OREGON, INC.

DISPOSITION

COMPROMISED
STLMNT/RSLTN

COVERAGE
EXTENDED

CLAIM
SETTLED

REFERRED
TO PROPER
AGENCY

INFORMATION

FURNISHED/EXPANDED

NMBR PCT

NMBR| PCT

NMBR | PCT

NMBR | PCT

NMBR PCT

REASON

AGENT HANDLING

100

ADVERSE BENEFIT DETERMINATION

PROMPT PAY

1 100

UNSATISFACTORY SETTLEMENT/OFFER

100

MEDICAL NECESSITY

1 100

DENIAL OF CLAIM

29

CO PAY ISSUES

75

PCP REFERRALS

100

PREMIUM NOTICE/BILLING

RPlRrlWDN

25

DELAYS/NO RESPONSE

INFORMATION REQUESTED

100

PREMIUM REFUNDED

TOTAL

10

42

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT

OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

PACIFICARE OF OREGON, INC.

DISPOSITION

DELAY
RESOLVED

PREMIUM
PROBLEM
RESOLVED

REFERRED FOR
DISCIPLINARY
ACTION

CONTRACT
PROVISION/LEGAL
ISSUE

COMPANY IN
COMPLIANCE

NMBR

PCT

NMBR

PCT

NMBR

PCT

NMBR PCT

NMBR

PCT

REASON

AGENT HANDLING

ADVERSE BENEFIT DETERMINATION

100

PROMPT PAY

UNSATISFACTORY SETTLEMENT/OFFER

MEDICAL NECESSITY

DENIAL OF CLAIM

14

CO PAY ISSUES

PCP REFERRALS

PREMIUM NOTICE/BILLING

25

25

DELAYS/NO RESPONSE

100

INFORMATION REQUESTED

PREMIUM REFUNDED

TOTAL

381

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT

OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,

BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

PACIFICARE OF OREGON, INC.

DISPOSITION

COMPANY
POSITION
UPHELD

NO

JURISDICTION

TOTAL

NMBR

PCT

NMBR

PCT

NMBR [ PCT

REASON

AGENT HANDLING

100

ADVERSE BENEFIT DETERMINATION

100

PROMPT PAY

100

UNSATISFACTORY SETTLEMENT/OFFER

100

MEDICAL NECESSITY

100

DENIAL OF CLAIM

14

100

CO PAY ISSUES

100

PCP REFERRALS

100

PREMIUM NOTICE/BILLING

100

DELAYS/NO RESPONSE

100

INFORMATION REQUESTED

100

PREMIUM REFUNDED

100

G EY R R S R

100

TOTAL

N
S

100

382

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



383

NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION

PACIFICSOURCE HEALTH REFERRED
PLANS POLICY COMPROMISED COVERAGE CLAIM TO MARKET
ISSUED/RSTRD | STLMNT/RSLTN REFUND EXTENDED SETTLED CONDUCT

NMBR PCT NMBR PCT NMBR | PCT [NMBR| PCT |NMBR| PCT [NMBR| PCT

REASON
REFUSAL TO INSURE 1 50
PRE-EXISTING CONDITION
MEDICAL NECESSITY

DENIAL OF CLAIM 1 33

CO PAY ISSUES 1 50 1 50
COORDINATION OF BENEFITS 1 50 1 50

NO PREAUTHORIZATION 1 50 1 50

UTILIZATION REVIEW
EXPERIMENTAL

PREMIUM NOTICE/BILLING
INFORMATION REQUESTED
PREMIUM REFUNDED
COVERAGE QUESTION
TOTAL 1 5 1 5 1 5 2 10 2 10 1 5

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



384

NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
PACIFICSOURCE HEALTH CONTRACT
PLANS INFORMATION PROVISION/LEGAL COMPANY IN
FURNISHED/EXPANDED ISSUE COMPLIANCE TOTAL

NMBR PCT NMBR PCT NMBR | PCT |NMBR|PCT
REASON
REFUSAL TO INSURE 1 50 2| 100
PRE-EXISTING CONDITION 1 100 1| 100
MEDICAL NECESSITY 1 100 1| 100
DENIAL OF CLAIM 1 33 1 33 3| 100
CO PAY ISSUES 2| 100
COORDINATION OF BENEFITS 2| 100
NO PREAUTHORIZATION 2| 100
UTILIZATION REVIEW 1 100 1| 100
EXPERIMENTAL 1 100 1| 100
PREMIUM NOTICE/BILLING 1 100 1| 100
INFORMATION REQUESTED 1 100 1| 100
PREMIUM REFUNDED 1 100 1| 100
COVERAGE QUESTION 2 100 2| 100
TOTAL 5 25 3 15 4 20 20| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



385

NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

PAUL
REVERE
LIFE DISPOSITION
IQ%RQ’\:\I%E INFORMATION
FURNISHED/EXPANDED TOTAL
NMBR PCT NMBR [ PCT
REASON
DELAYS 1 100 1| 100
TOTAL 1 100 1| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES

BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

PEAK PROPERTY AND DISPOSITION
CASggIhL(YDIIQI\AsrLIJgﬁNCE ADVISED INFORMATION COMPANY IN
COMPLAINANT | FURNISHED/EXPANDED | COMPLIANCE TOTAL
NMBR PCT NMBR PCT NMBR | PCT |NMBR|PCT
REASON
PREMIUM & RATING 1 100 1| 100
TOTAL LOSS 1 100 1| 100
SUBROGATION 1 100 1| 100
DENIAL OF CLAIM 1 100 1| 100
CONSUMER EDUCATION NEEDED 1 100 1| 100
TOTAL 3 60 1 20 1 20 5( 100

386

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT

OF CONSUMER AND BUSINESS SERVICES



387

NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
remco msmAcEcouPany | o ARVSED T UESION |
NMBR PCT NMBR | PCT |[NMBR |PCT
REASON
UNSATISFACTORY SETTLEMENT/OFFER 1 100 1| 100
DENIAL OF CLAIM 1 100 1| 100
TOTAL 1 50 1 50 2 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

PENN
TREATY
NETWORK
AMERICA
INSURANCE
COMPANY

DISPOSITION

DELAY
RESOLVED

TOTAL

NMBR

PCT

NMBR

PCT

REASON

DELAYS

100

100

TOTAL

100

100

388

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT

OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,

BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES

BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

389

DISPOSITION
PENNSYLVANIA LIFE PREMIUM
INSURANCE COMPANY ADVISED COMPROMISED INFORMATION PROBLEM | QUESTION
COMPLAINANT | STLMNT/RSLTN | REFUND | FURNISHED/EXPANDED | RESOLVED | OF FACT
NMBR | PCT | NMBR | PCT [NMBR|PCT| NMBR PCT NMBR| PCT |[NMBR| PCT
REASON
UNFAIR DISCRIMINATION 1 100
SUITABILITY 1| 100
DENIAL OF CLAIM 1 100
PREMIUM REFUNDED 1| 50 1| 50
COVERAGE QUESTION 1 100
TOTAL 1 17 1 17 1 17 1 17 1 17 1 17
PENNSYLVANIA LIFE
INSURANCE COMPANY
TOTAL
NMBR | PCT
REASON
UNFAIR DISCRIMINATION 1| 100
SUITABILITY 1 100
DENIAL OF CLAIM 1 100
PREMIUM REFUNDED 2| 100
COVERAGE QUESTION 1 100
TOTAL 6| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

PHILADELPHIA

INDEMNITY DISPOSITION
IQ%RQNNCYE DELAY QUESTION
RESOLVED OF FACT TOTAL
NMBR | PCT [NMBR| PCT [NMBR |PCT

REASON
DELAYS 1 100 1| 100
DENIAL OF CLAIM 1 100 1| 100
TOTAL 1 50 1 50 2| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES

BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

PHOENIX LIFE DISPOSITION
INSURANCE CONTRACT
COMPANY QUESTION PROVISION/LEGAL
OF FACT ISSUE TOTAL
NMBR | PCT NMBR PCT NMBR | PCT

REASON
MISREPRESENTATION 1 100 1| 100
DENIAL OF CLAIM 1 100 1| 100
TOTAL 1 50 1 50 2| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES

391



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES

BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

PHYSICIANSLIFE DISPOSITION

INSURANCE CONTRACT

COMPANY PROVISION/LEGAL COMPANY IN

ISSUE COMPLIANCE TOTAL
NMBR PCT NMBR | PCT |NMBR|PCT

REASON
DELAYS 1 100 1] 100
DENIAL OF CLAIM 1 100 1] 100
TOTAL 1 50 1 50 2| 100

392

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



393

NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
CONTRACT
PREFERRED HEALTH PLAN, INC. COVERAGE | PROVISION/LEGAL
EXTENDED ISSUE TOTAL

NMBR | PCT NMBR PCT NMBR | PCT
REASON
ADVERSE BENEFIT DETERMINATION 1 100 1| 100
MEDICAL NECESSITY 1 100 1| 100
TOTAL 1 50 1 50 2| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES

BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
PRINCIPAL LIFE INSURANCE COMPANY
COMPANY POLICY POSITION NO

ISSUED/RSTRD UPHELD JURISDICTION TOTAL

NMBR PCT |NMBR| PCT | NMBR PCT |NMBR|PCT
REASON
DENIAL OF CLAIM 1 100 1| 100
OUT OF NETWORK BENEFITS 1 100 1| 100
PAYMENT NOT CREDITED 1 100 1| 100
TOTAL 1 33 1 33 1 33 3 100

394

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



395

NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION

PROGRESSIVE CASUALTY INSURANCE
COMPANY POLICY ADVISED COMPROMISED | ADDITIONAL
ISSUED/RSTRD | COMPLAINANT | STLMNT/RSLTN PAYMENT

NMBR PCT NMBR PCT NMBR PCT NMBR | PCT
REASON
PREMIUM & RATING 2 100
CANCELLATION 1 50
DELAYS 4 50
ADJUSTER HANDLING 1 50
UNSATISFACTORY SETTLEMENT/OFFER 6 50 1 8 1 8
SUBROGATION
DENIAL OF CLAIM 1 13
COST CONTAINMENT 1 100
ADJUSTER NO RESPONSE
PREMIUM NOTICE/BILLING
TOTAL 1 3 15 39 1 3 1 3

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



396

NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
PROGRESSIVE CASUALTY INSURANCE PREMIUM
COMPANY COVERAGE INFORMATION DELAY PROBLEM
EXTENDED | FURNISHED/EXPANDED | RESOLVED RESOLVED
NMBR| PCT NMBR PCT NMBR| PCT |NMBR| PCT
REASON
PREMIUM & RATING
CANCELLATION 1 50
DELAYS 1 13 2 25
ADJUSTER HANDLING
UNSATISFACTORY SETTLEMENT/OFFER 2 17
SUBROGATION 1 100
DENIAL OF CLAIM 2 25
COST CONTAINMENT
ADJUSTER NO RESPONSE 1 100
PREMIUM NOTICE/BILLING
TOTAL 2 5 5 13 2 5 1 3

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES
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NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
PROGRESSIVE CASUALTY INSURANCE
COMPANY QUESTION COMPANY IN NO
OF FACT COMPLIANCE | JURISDICTION TOTAL

NMBR| PCT | NMBR | PCT NMBR PCT |[NMBR|PCT
REASON
PREMIUM & RATING 2| 100
CANCELLATION 2| 100
DELAYS 1 13 8| 100
ADJUSTER HANDLING 1 50 2| 100
UNSATISFACTORY SETTLEMENT/OFFER 2 17 12| 100
SUBROGATION 1] 100
DENIAL OF CLAIM 4 50 1 13 8| 100
COST CONTAINMENT 1] 100
ADJUSTER NO RESPONSE 1] 100
PREMIUM NOTICE/BILLING 1 100 1] 100
TOTAL 7 18 2 5 1 3 38| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,

BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES

BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
PROGRESSIVES&?EE';: INSURANCE ADVISED CLAIM QUESTION COMPANY IN
COMPLAINANT SETTLED OF FACT COMPLIANCE TOTAL
NMBR PCT |NMBR|PCT [NMBR| PCT [ NMBR | PCT |NMBR|PCT
REASON
PREMIUM & RATING 1 100 1| 100
SUITABILITY 1 100 1| 100
ADJUSTER HANDLING 1 33 1 33 1 33 3| 100
UNSATISFACTORY SETTLEMENT/OFFER 1 100 1| 100
DENIAL OF CLAIM 2 100 2| 100
TOTAL 2 25 1 13 3 38 2 25 8 100
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SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



399

NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION

PROGRESSIVE DIRECT INSURANCE REFERRED
COMPANY ADVISED ADDITIONAL CLAIM TO MARKET DELAY
COMPLAINANT PAYMENT SETTLED CONDUCT RESOLVED

NMBR PCT NMBR [ PCT [NMBR| PCT |NMBR| PCT [NMBR| PCT

REASON

DELAYS 3 60 1 20
ENDORSEMENT/RIDER

ADJUSTER HANDLING 1 50 1 50

PROMPT PAY 1 100

UNSATISFACTORY SETTLEMENT/OFFER 7 70 1 10

SUBROGATION 1 50 1 50

COMPARATVE NEGLIGENCE

DENIAL OF CLAIM 2 40

USUAL, CUSTOMARY, REASONABLE 1 100

CONSUMER EDUCATION NEEDED 1 100

TIMELINESS 1 100

OTHER: CLAIM HANDLING

PREMIUM REFUNDED 1 100

COVERAGE QUESTION 1 100

ABUSIVE SERVICE 1 100

TOTAL 20 59 2 6 1 3 1 3 1 3

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES
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NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION

PROGRESSIVE DIRECT INSURANCE
COMPANY QUESTION COMPANY IN INSUFFICIENT
OF FACT COMPLIANCE | INFORMATION TOTAL

NMBR | PCT | NMBR | PCT NMBR PCT [NMBR|PCT

REASON
DELAYS 1 20
ENDORSEMENT/RIDER 1 100
ADJUSTER HANDLING
PROMPT PAY
UNSATISFACTORY SETTLEMENT/OFFER 1 10 1 10
SUBROGATION
COMPARATVE NEGLIGENCE 1 100
DENIAL OF CLAIM 3 60
USUAL, CUSTOMARY, REASONABLE
CONSUMER EDUCATION NEEDED
TIMELINESS

OTHER: CLAIM HANDLING 1 100
PREMIUM REFUNDED
COVERAGE QUESTION
ABUSIVE SERVICE
TOTAL 5 15 1 3 3 9

100

100

100

RPIN]| P[] O

100

=
o

100

100

100

100

100

100

100

100

100

100

100

Rlire|lr|lrler|lerlerlelaler]v

100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

401

DISPOSITION
PROGRESSIVE NORTHERN INSURANCE REFERRED
COMPANY ADVISED TO MARKET INFORMATION DELAY

COMPLAINANT CONDUCT FURNISHED/EXPANDED | RESOLVED TOTAL

NMBR PCT |NMBR| PCT NMBR PCT NMBR| PCT [NMBR|PCT
REASON
NONRENEWAL 1 100 1| 100
DELAYS 2 100 2| 100
CREDIT SCORING 1 100 1| 100
ADJUSTER HANDLING 1 100 1| 100
UNSATISFACTORY SETTLEMENT/OFFER 1 100 1| 100
DENIAL OF CLAIM 1 100 1| 100
TOTAL 3 43 1 14 1 14 2 29 7| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



402

NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

PROGRESSIVE
NORTHWESTERN | DISPOSITION
IQ%RQNNCYE COMPANY IN
COMPLIANCE TOTAL
NMBR | PCT [NMBR |PCT
REASON
DENIAL OF CLAIM 1 100 1| 100
TOTAL 1 100 1| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES
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NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
PROGRESSIVEgg'\EAFPiRNRYED INSURANCE COMPANY IN
COMPLIANCE TOTAL

NMBR | PCT |NMBR|PCT

REASON

UNSATISFACTORY SETTLEMENT/OFFER 1 100 1] 100

1 100 1] 100

TOTAL

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

PROGRESSIVE
SPECIALTY DISPOSITION
SETTLED TOTAL

NMBR | PCT |NMBR|PCT

REASON
PROMPT PAY 1 100 1] 100
TOTAL 1 100 1] 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



405

NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
PROGRESSIVE UNIVERSAL INSURANCE
COMPANY ADVISED COMPROMISED | ADDITIONAL ENTERED
COMPLAINANT | STLMNT/RSLTN PAYMENT ARBITRATION/MEDIATION
NMBR PCT NMBR PCT NMBR | PCT NMBR PCT
REASON
PREMIUM & RATING 1 33
DELAYS 3 60
SURCHARGE
CLUE REPORTS 1 100
INTERNET RELATED
ADJUSTER HANDLING 1 50
PROMPT PAY
UNSATISFACTORY SETTLEMENT/OFFER 7 29 4 17
TOTAL LOSS 1 50
SUBROGATION
DENIAL OF CLAIM 5 42 1 8
ADJUSTER NO RESPONSE
CONSUMER EDUCATION NEEDED 1 100
TIMELINESS 1 100
OTHER: CLAIM HANDLING 1 50
TOTAL 20 34 1 2 5 8 1 2

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

PROGRESSIVE UNIVERSAL INSURANCE
COMPANY

DISPOSITION

CLAIM
SETTLED

DELAY
RESOLVED

NO ACTION
REQUESTED/REQUIRED

INFORMATION
FURNISHED/EXPANDED

NMBR | PCT

NMBR PCT NMBR PCT NMBR | PCT

REASON

PREMIUM & RATING

DELAYS

SURCHARGE

1 100

CLUE REPORTS

INTERNET RELATED

1 100

ADJUSTER HANDLING

PROMPT PAY

1 100

UNSATISFACTORY SETTLEMENT/OFFER

TOTAL LOSS

SUBROGATION

1 100

DENIAL OF CLAIM

ADJUSTER NO RESPONSE

CONSUMER EDUCATION NEEDED

TIMELINESS

OTHER: CLAIM HANDLING

TOTAL

OF CONSUMER AND BUSINESS SERVICES
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SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
PROGRESSIVE UNIVERSAL INSURANCE COMPANY
COMPANY QUESTION COMPANY IN POSITION
OF FACT COMPLIANCE UPHELD TOTAL

NMBR| PCT | NMBR | PCT [NMBR| PCT |[NMBR|PCT
REASON
PREMIUM & RATING 3| 100
DELAYS 5( 100
SURCHARGE 1| 100
CLUE REPORTS 1| 100
INTERNET RELATED 1| 100
ADJUSTER HANDLING 1 50 2| 100
PROMPT PAY 1| 100
UNSATISFACTORY SETTLEMENT/OFFER 7 29 3 13 24| 100
TOTAL LOSS 1 50 2| 100
SUBROGATION 1| 100
DENIAL OF CLAIM 4 33 2 17 12| 100
ADJUSTER NO RESPONSE 1 50 2| 100
CONSUMER EDUCATION NEEDED 1| 100
TIMELINESS 1| 100
OTHER: CLAIM HANDLING 2| 100
TOTAL 12 20 5 8 2 3 59( 100

OF CONSUMER AND BUSINESS SERVICES

407

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES

BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
PROGRESSl(\:/ngPiﬂYI NSURANCE ADVISED

COMPLAINANT TOTAL

NMBR PCT |NMBR|PCT
REASON
UNSATISFACTORY SETTLEMENT/OFFER 1 100 1| 100
SUBROGATION 1 100 1| 100
TOTAL 2 100 2| 100

408

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

409

PROPERTY AND
CASUALTY
INSURANCE DISPOSITION
CHO,'A\\ARF:I'AF’\(I)YR([D)F ADVISED COMPROMISED CLAIM DELAY QUESTION COMPANY IN
COMPLAINANT | STLMNT/RSLTN SETTLED RESOLVED OF FACT COMPLIANCE TOTAL
NMBR PCT NMBR PCT NMBR | PCT |NMBR| PCT |NMBR| PCT | NMBR | PCT |NMBR|PCT
REASON
CANCELLATION 1 100 1| 100
DELAYS 1 33 2 67 3 100
ADJUSTER
HANDLING 2 100 2| 100
UNSATISFACTORY
SETTLEMENT/OFFER 1 33 1 33 1 33 3| 100
COMPARATVE
NEGLIGENCE 1 100 1| 100
DENIAL OF CLAIM 1 33 1 33 1 33 3| 100
TOTAL 5 38 1 8 3 23 1 8 2 15 1 8 13| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES

BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

PROTECTIVE INSURANCE COMPANY

DISPOSITION

COMPROMISED
STLMNT/RSLTN

TOTAL

NMBR PCT NMBR | PCT
REASON
UNSATISFACTORY SETTLEMENT/OFFER 1 100 1| 100
TOTAL 1 100 1| 100

410

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT

OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
PROTECTIVE LIFE UNDERWRITING COMPANY
INSURANCE COMPANY POLICY PRACTICE QUESTION POSITION
ISSUED/RSTRD RESOLVED OF FACT UPHELD TOTAL
NMBR PCT NMBR PCT NMBR | PCT [NMBR| PCT [ NMBR | PCT
REASON
REPLACEMENT 1 100 1| 100
AGENT HANDLING 1 100 1| 100
TIMELINESS 1 100 1| 100
PREMIUM NOTICE/BILLING 1 100 1| 100
INFORMATION REQUESTED 1 100 1| 100
TOTAL 1 20 1 20 2 40 1 20 5( 100
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SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES
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NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION

PROVIDENCE HEALTH PLAN ADVISED COMPROMISED | ADDITIONAL | COVERAGE CLAIM
COMPLAINANT | STLMNT/RSLTN PAYMENT EXTENDED SETTLED

NMBR PCT NMBR PCT NMBR [ PCT [NMBR| PCT [NMBR| PCT

REASON

REFUSAL TO INSURE
CANCELLATION
DELAYS 2 20
UNFAIR DISCRIMINATION
RECISSION

ADVERSE BENEFIT
DETERMINATION

PROMPT PAY 1 50

UNSATISFACTORY
SETTLEMENT/OFFER 1 25

MEDICAL NECESSITY 2 25 2 25 1 13
DENIAL OF CLAIM 1 6 1 6 2 12 4 24

USUAL, CUSTOMARY,
REASONABLE

OUT OF NETWORK BENEFITS 2 67 1 33
CO PAY ISSUES 1 100
COORDINATION OF BENEFITS 1 33
NO PREAUTHORIZATION 2 40
OBESITY SERVICE
EXPERIMENTAL 1 50
PREMIUM NOTICE/BILLING
ACCESSTO CARE

TOTAL 3 4 5 7 2 3 7 10 8 12

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,

BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES

BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

413

DISPOSITION
REFERRED PREMIUM
PROVIDENCE HEALTH PLAN NO ACTION TO MARKET INFORMATION DELAY PROBLEM
REQUESTED/REQUIRED CONDUCT FURNISHED/EXPANDED | RESOLVED RESOLVED
NMBR PCT NMBR | PCT NMBR PCT NMBR| PCT |NMBR| PCT
REASON
REFUSAL TO INSURE 2 67
CANCELLATION 1 50
DELAYS 3 30 1 10 1 10 3 30
UNFAIR DISCRIMINATION
RECISSION 1 33
ADVERSE BENEFIT
DETERMINATION
PROMPT PAY
UNSATISFACTORY
SETTLEMENT/OFFER 1 25
MEDICAL NECESSITY 1 13 1 13
DENIAL OF CLAIM 1 6 2 12
USUAL, CUSTOMARY,
REASONABLE 1 100
OUT OF NETWORK BENEFITS
CO PAY ISSUES
COORDINATION OF BENEFITS
NO PREAUTHORIZATION
OBESITY SERVICE
EXPERIMENTAL
PREMIUM NOTICE/BILLING 1 100
ACCESSTO CARE
TOTAL 3 4 3 4 10 14 3 4 1 1

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



414

NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
REFERRED FOR CONTRACT COMPANY
PROVIDENCE HEALTH PLAN DISCIPLINARY | PROVISION/LEGAL COMPANY IN POSITION
ACTION ISSUE COMPLIANCE UPHELD TOTAL

NMBR PCT NMBR PCT NMBR | PCT |[NMBR| PCT |NMBR|PCT
REASON
REFUSAL TO INSURE 1 33 3| 100
CANCELLATION 1 50 2| 100
DELAYS 10| 100
UNFAIR DISCRIMINATION 1 100 1| 100
RECISSION 2 67 3| 100
ADVERSE BENEFIT
DETERMINATION 1 100 1| 100
PROMPT PAY 1 50 2| 100
UNSATISFACTORY
SETTLEMENT/OFFER 1 25 1 25 4| 100
MEDICAL NECESSITY 1 13 8| 100
DENIAL OF CLAIM 4 24 2 12 17| 100
USUAL, CUSTOMARY,
REASONABLE 1| 100
OUT OF NETWORK BENEFITS 3| 100
CO PAY ISSUES 1| 100
COORDINATION OF BENEFITS 1 33 1 33 3| 100
NO PREAUTHORIZATION 3 60 5| 100
OBESITY SERVICE 1 100 1| 100
EXPERIMENTAL 1 50 2| 100
PREMIUM NOTICE/BILLING 1| 100
ACCESSTO CARE 1 100 1| 100
TOTAL 2 3 10 14 3 4 9 13 69| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

PROVIDENT
LIFE & ACCIDENT
INSURANCE
COMPANY

DISPOSITION

REFUND

TOTAL

NMBR

PCT

NMBR

PCT

REASON

PREMIUM REFUNDED

100

100

TOTAL

100

100

415

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

PRUDENTIAL ANNUITIES
LIFE ASSURANCE
CORPORATION

DISPOSITION

ADDITIONAL
PAYMENT

TOTAL

NMBR

PCT

NMBR

PCT

REASON

OTHER: CLAIM HANDLING

100

100

TOTAL

100

100

416

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES
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NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
PRUDENTIAL INSURANCE COMPANY
OF AMERICA COMPROMISED INFORMATION DELAY
STLMNT/RSLTN REFUND FURNISHED/EXPANDED | RESOLVED
NMBR PCT NMBR [ PCT NMBR PCT NMBR | PCT
REASON
DELAYS 2 40 2 40
ADVERSE BENEFIT DETERMINATION 1 100
PREMIUM NOTICE/BILLING 1 50
SURRENDER PROBLEMS 1 100
CASH VALUE 1| 100
COVERAGE QUESTION 1 50
TOTAL 1 8 1 8 5 42 2 17
DISPOSITION
PRUDENTIAL INSURANCE COMPANY | PREMIUM CONTRACT
OF AMERICA PROBLEM PROVISION/LEGAL COMPANY IN
RESOLVED ISSUE COMPLIANCE TOTAL
NMBR | PCT NMBR PCT NMBR | PCT |[NMBR|PCT
REASON
DELAYS 1 20 5( 100
ADVERSE BENEFIT DETERMINATION 1] 100
PREMIUM NOTICE/BILLING 1 50 2| 100
SURRENDER PROBLEMS 1] 100
CASH VALUE 1] 100
COVERAGE QUESTION 1 50 2| 100
TOTAL 1 8 1 8 1 8 12| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

418

DISPOSITION
PYRAMID LIFE REFERRED REFERRED REFERRED FOR
INSURANCE COMPANY | TO PROPER | TO MARKET DELAY DISCIPLINARY QUESTION NO
AGENCY CONDUCT RESOLVED ACTION OF FACT JURISDICTION TOTAL

NMBR| PCT [NMBR| PCT |[NMBR| PCT | NMBR PCT |[NMBR| PCT | NMBR PCT |NMBR|PCT
REASON
DELAYS 2 100 2| 100
SUITABILITY 1 100 1| 100
MISLEADING
ADVERTISING 2 100 2| 100
REPLACEMENT 2 67 1 33 3| 100
AGENT HANDLING 1 100 1| 100
MISREPRESENTATION 1 33 2 67 3| 100
DELAYS/NO RESPONSE 1 100 1| 100
PREMIUM REFUNDED 2 100 2| 100
TOTAL 2 13 4 27 1 7 1 7 3 20 4 27 15| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,

BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES

419

DISPOSITION
REASSURE AMERICA LIFE CONTRACT
INSURANCE COMPANY NO ACTION INFORMATION PROVISION/LEGAL COMPANY IN
REQUESTED/REQUIRED | FURNISHED/EXPANDED ISSUE COMPLIANCE TOTAL

NMBR PCT NMBR PCT NMBR PCT NMBR | PCT |NMBR|PCT
REASON
DENIAL OF CLAIM 1 100 1| 100
PREMIUM
NOTICE/BILLING 1 100 1| 100
CASH VALUE 1 50 1 50 2| 100
INFORMATION
REQUESTED 1 100 1| 100
COVERAGE QUESTION 1 100 1| 100
TOTAL 1 17 2 33 2 33 1 17 6| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

420

DISPOSITION
RED wé%Lh?;EngRANCE ADVISED COMPROMISED INFORMATION DELAY QUESTION
COMPLAINANT | STLMNT/RSLTN | FURNISHED/EXPANDED | RESOLVED OF FACT TOTAL
NMBR PCT NMBR PCT NMBR PCT NMBR| PCT [NMBR| PCT | NMBR|PCT
REASON
CANCELLATION 1 100 1| 100
UNSATISFACTORY
SETTLEMENT/OFFER 1 100 1| 100
DENIAL OF CLAIM 1 50 1 50 2| 100
PREMIUM
NOTICE/BILLING 100 1| 100
TOTAL 1 20 20 1 20 1 20 1 20 5( 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT

OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,

BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES

BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

421

REGENCE BLUECROSS
BLUESHIELD OF OREGON

DISPOSITION

POLICY
NOT IN
FORCE

POLICY

ISSUED/RSTRD

ADVISED

COMPLAINANT

COMPROMISED
STLMNT/RSLTN

ADDITIONAL
PAYMENT

REFUND

NMBR

PCT

NMBR PCT

NMBR PCT

NMBR

PCT

NMBR

PCT

NMBR

PCT

REASON

PREMIUM & RATING

50

REFUSAL TO INSURE

CANCELLATION

25

25

13

NONRENEWAL

DELAYS

14

RECISSION

COBRA

CONTINUATION OF BENEFITS

50

POLICY DELIVERY

ADVERSE BENEFIT
DETERMINATION

PROMPT PAY

33

UNSATISFACTORY
SETTLEMENT/OFFER

14

29

PRE-EXISTING CONDITION

MEDICAL NECESSITY

POST CLAIM UNDERWRITING

SUBROGATION

33

DENIAL OF CLAIM

USUAL, CUSTOMARY,
REASONABLE

OUT OF NETWORK BENEFITS

33

CO PAY ISSUES

21

21

COORDINATION OF BENEFITS

22

11

NO PREAUTHORIZATION

22

OBESITY SERVICE

RPIN|IDN|®W]RF

50

EXPERIMENTAL

CONSUMER EDUCATION NEEDED

50

PREMIUM NOTICE/BILLING

DELAYS/NO RESPONSE

INFORMATION REQUESTED

20

PREMIUM REFUNDED

33

33

COVERAGE QUESTION

17

ACCESSTO CARE

100

(Continued)

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

REGENCE BLUECROSS
BLUESHIELD OF OREGON

DISPOSITION

COVERAGE
EXTENDED

UNABLETO

ASSIST

CLAIM
REOPENED

CLAIM
SETTLED

REFERED TO
OTHER
DEPARTMENT

REFERRED
TO MARKET
CONDUCT

NMBR| PCT

NMBR

PCT

NMBR | PCT

NMBR

PCT

NMBR PCT

NMBR | PCT

REASON

PREMIUM & RATING

REFUSAL TO INSURE

CANCELLATION

NONRENEWAL

DELAYS

RECISSION

COBRA

CONTINUATION OF BENEFITS

POLICY DELIVERY

ADVERSE BENEFIT
DETERMINATION

PROMPT PAY

UNSATISFACTORY
SETTLEMENT/OFFER

PRE-EXISTING CONDITION

MEDICAL NECESSITY

POST CLAIM UNDERWRITING

SUBROGATION

33

DENIAL OF CLAIM

12 22

USUAL, CUSTOMARY,
REASONABLE

OUT OF NETWORK BENEFITS

CO PAY ISSUES

COORDINATION OF BENEFITS

NO PREAUTHORIZATION

OBESITY SERVICE

EXPERIMENTAL

CONSUMER EDUCATION NEEDED

PREMIUM NOTICE/BILLING

DELAYS/NO RESPONSE

INFORMATION REQUESTED

PREMIUM REFUNDED

COVERAGE QUESTION

ACCESSTO CARE

(Continued)

422

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT

OF CONSUMER AND BUSINESS SERVICES
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NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

REGENCE BLUECROSS
BLUESHIELD OF OREGON

DISPOSITION

INFORMATION
FURNISHED/EXPANDED

DELAY
RESOLVED

REFERRED FOR
DISCIPLINARY
ACTION

QUESTION
OF FACT

CONTRACT
PROVISION/LEGAL
ISSUE

NMBR PCT

NMBR | PCT

NMBR

PCT

NMBR| PCT

NMBR PCT

REASON

PREMIUM & RATING

REFUSAL TO INSURE

CANCELLATION

NONRENEWAL

100

DELAYS

14

RECISSION

17

COBRA

RPN NP

33

CONTINUATION OF BENEFITS

POLICY DELIVERY

1 100

ADVERSE BENEFIT
DETERMINATION

PROMPT PAY

UNSATISFACTORY
SETTLEMENT/OFFER

14

PRE-EXISTING CONDITION

MEDICAL NECESSITY

POST CLAIM UNDERWRITING

SUBROGATION

DENIAL OF CLAIM

12 22

12 22

USUAL, CUSTOMARY,
REASONABLE

1 100

OUT OF NETWORK BENEFITS

CO PAY ISSUES

COORDINATION OF BENEFITS

11

NO PREAUTHORIZATION

OBESITY SERVICE

50

EXPERIMENTAL

33

CONSUMER EDUCATION NEEDED

50

PREMIUM NOTICE/BILLING

100

DELAYS/NO RESPONSE

100

INFORMATION REQUESTED

NIN|IDN|PFP] P

PREMIUM REFUNDED

COVERAGE QUESTION

ACCESSTO CARE

(Continued)

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,

BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES

BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

424

REGENCE BLUECROSS
BLUESHIELD OF OREGON

DISPOSITION

COMPANY IN
COMPLIANCE

COMPANY
POSITION
UPHELD

NO

JURISDICTION

INSUFFICIENT
INFORMATION

OTHER

TOTAL

NMBR

PCT

NMBR

PCT

NMBR

PCT

NMBR

PCT

NMBR

PCT

NMBR

PCT

REASON

PREMIUM & RATING

50

100

REFUSAL TO INSURE

17

58

12

100

CANCELLATION

13

100

NONRENEWAL

100

DELAYS

14

100

RECISSION

50

12

100

COBRA

33

33

100

CONTINUATION OF BENEFITS

50

100

POLICY DELIVERY

100

ADVERSE BENEFIT
DETERMINATION

13

100

PROMPT PAY

33

33

100

UNSATISFACTORY
SETTLEMENT/OFFER

100

PRE-EXISTING CONDITION

50

100

MEDICAL NECESSITY

33

100

POST CLAIM UNDERWRITING

100

100

SUBROGATION

100

DENIAL OF CLAIM

11

100

USUAL, CUSTOMARY,
REASONABLE

100

OUT OF NETWORK BENEFITS

33

33

100

CO PAY ISSUES

14

100

COORDINATION OF BENEFITS

11

33

100

NO PREAUTHORIZATION

100

OBESITY SERVICE

100

EXPERIMENTAL

17

25

12

100

CONSUMER EDUCATION NEEDED

100

PREMIUM NOTICE/BILLING

100

DELAYS/NO RESPONSE

100

INFORMATION REQUESTED

20

20

100

PREMIUM REFUNDED

33

WO NINDN

100

COVERAGE QUESTION

22

28

100

ACCESSTO CARE

100

(Continued)

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES
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NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
REGENCE BLUECROSS POLICY
BLUESHIELD OF OREGON NOT IN POLICY ADVISED COMPROMISED | ADDITIONAL
FORCE ISSUED/RSTRD | COMPLAINANT | STLMNT/RSLTN PAYMENT REFUND

NMBR | PCT [ NMBR PCT NMBR PCT NMBR PCT NMBR | PCT |NMBR|PCT
REASON
OTHER: POLICYHOLDER SERVICE
TOTAL 1 0 2 1 16 7 13 6 9 4 3 1

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
REGENCE BLUECROSS REFERED TO REFERRED
BLUESHIELD OF OREGON COVERAGE |UNABLETO CLAIM CLAIM OTHER TO MARKET
EXTENDED ASSIST REOPENED SETTLED DEPARTMENT CONDUCT
NMBR| PCT |NMBR|PCT [NMBR| PCT |NMBR| PCT [ NMBR PCT [NMBR| PCT
REASON
OTHER: POLICYHOLDER SERVICE
TOTAL 16 1 0 1 6 3 1 2 1

426

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT

OF CONSUMER AND BUSINESS SERVICES
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NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
REGENCE BLUECROSS REFERRED FOR CONTRACT
BLUESHIELD OF OREGON INFORMATION DELAY DISCIPLINARY QUESTION PROVISION/LEGAL
FURNISHED/EXPANDED | RESOLVED ACTION OF FACT ISSUE
NMBR PCT NMBR | PCT | NMBR PCT |NMBR| PCT NMBR PCT

REASON

OTHER: POLICYHOLDER SERVICE

TOTAL 47 21 9 4 1 0 1 0 34 15

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES
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NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
REGENCE BLUECROSS COMPANY
BLUESHIELD OF OREGON COMPANY IN POSITION NO INSUFFICIENT
COMPLIANCE UPHELD JURISDICTION | INFORMATION OTHER TOTAL
NMBR [ PCT |NMBR| PCT | NMBR PCT NMBR PCT [NMBR|PCT |NMBR|PCT
REASON
OTHER: POLICYHOLDER SERVICE 1 100 1| 100
TOTAL 19 8 38 17 6 3 2 1 1 0 229( 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



429

NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

REGENCE LIFE AND DISPOSITION
HEAL(;I'gIJII\FI)iL’iIR;ANCE ADVISED
COMPLAINANT REFUND TOTAL
NMBR PCT |NMBR|PCT [NMBR|PCT
REASON
SUBROGATION 1| 100 1] 100
NO PREAUTHORIZATION 1 100 1] 100
TOTAL 1 50 1 50 2| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

RELIANCE
STANDARD LIFE DISPOSITION
INSURANCE NO
COMPANY JURISDICTION TOTAL
NMBR PCT |NMBR|PCT

REASON
PREMIUM REFUNDED 2 100 2| 100
TOTAL 2 100 2| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
RELIASTAR LIFE CONTRACT
INSURANCE COMPANY INFORMATION PROVISION/LEGAL NO
FURNISHED/EXPANDED ISSUE JURISDICTION TOTAL
NMBR PCT NMBR PCT NMBR PCT |NMBR|PCT
REASON
DENIAL OF CLAIM 1 100 1| 100
PREMIUM NOTICE/BILLING 2 67 1 33 3| 100
TOTAL 2 50 1 25 1 25 4( 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES

BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
REPUBLIC WESTERN CONTRACT
INSURANCE COMPANY COVERAGE | PROVISION/LEGAL COMPANY IN
EXTENDED ISSUE COMPLIANCE TOTAL

NMBR| PCT NMBR PCT NMBR [ PCT |NMBR|PCT
REASON
DELAYS 1 100 1| 100
OTHER: CLAIM HANDLING 1 50 1 50 2| 100
TOTAL 1 33 1 33 1 33 3 100

432

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

RESPONSE
WORLDWIDE
INSURANCE
COMPANY

DISPOSITION

COMPANY
POSITION
UPHELD

TOTAL

NMBR

PCT

NMBR

PCT

REASON

ADJUSTER HANDLING

100

100

TOTAL

100

100

433

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

RIVERSOURCE LIFE DISPOSITION
INSURANCE PREMIUM REFERRED FOR | COMPANY
COMPANY PROBLEM DISCIPLINARY POSITION
RESOLVED ACTION UPHELD TOTAL
NMBR| PCT | NMBR PCT |[NMBR| PCT |NMBR|PCT
REASON
SUITABILITY 1 100 1| 100
DENIAL OF CLAIM 2 100 2| 100
PREMIUM REFUNDED 1 100 1| 100
TOTAL 1 25 1 25 2 50 4( 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

ROCKY MOUNTAIN DISPOSITION
FIRE & CASUALTY PREMIUM
COMPANY INFORMATION PROBLEM
FURNISHED/EXPANDED | RESOLVED TOTAL
NMBR PCT NMBR | PCT [NMBR|PCT
REASON
DELAYS 1 100 1| 100
RATE CLASSIFICATION 1 100 1| 100
TOTAL 1 50 1 50 2| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
ROYALA’?\IAEéS:_'CBAORS OF INFORMATION
FURNISHED/EXPANDED TOTAL
NMBR PCT NMBR | PCT
REASON

INFORMATION REQUESTED 1 100 1] 100
COVERAGE QUESTION 1 100 1] 100
TOTAL 2 100 2| 100

436

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



437

NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION

SAFECO INSURANCE COMPANY OF
OREGON ADVISED COMPROMISED | ADDITIONAL
COMPLAINANT | STLMNT/RSLTN PAYMENT REFUND

NMBR PCT NMBR PCT NMBR | PCT [NMBR|PCT

REASON
PREMIUM & RATING 4 57 1 14
NONRENEWAL
DELAYS 3 21 1 7
RATE CLASSIFICATION 1 100
AGENT HANDLING
OTHER:MRKTNG & SALES 1 100
ADVERSE BENEFIT DETERMINATION 1 100
ADJUSTER HANDLING 6 67
UNSATISFACTORY SETTLEMENT/OFFER 15 30 2 4 6 12
TOTAL LOSS

SUBROGATION

COMPARATVE NEGLIGENCE
DENIAL OF CLAIM

PIP PRIMACY

ADJUSTER NO RESPONSE
CONSUMER EDUCATION NEEDED
TIMELINESS

PREMIUM NOTICE/BILLING
TOTAL

60

29

100

100

67

50

100

Blelr|nle]r]s]w

36 2 2 8 7 1 1

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,

BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

SAFECO INSURANCE COMPANY OF
OREGON

DISPOSITION

ENTERED

ARBITRATION/MEDIATION

UNABLETO
ASSIST

CLAIM
REOPENED

CLAIM
SETTLED

NMBR

PCT

NMBR [ PCT

NMBR | PCT

NMBR | PCT

REASON

PREMIUM & RATING

NONRENEWAL

DELAYS

RATE CLASSIFICATION

AGENT HANDLING

OTHER:MRKTNG & SALES

ADVERSE BENEFIT DETERMINATION

ADJUSTER HANDLING

UNSATISFACTORY SETTLEMENT/OFFER

TOTAL LOSS

SUBROGATION

COMPARATVE NEGLIGENCE

DENIAL OF CLAIM

PIP PRIMACY

ADJUSTER NO RESPONSE

CONSUMER EDUCATION NEEDED

TIMELINESS

PREMIUM NOTICE/BILLING

TOTAL

OF CONSUMER AND BUSINESS SERVICES

438

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
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NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
SAFECO INSURANCE COMPANY OF REFERRED
OREGON NO ACTION TO MARKET INFORMATION DELAY
REQUESTED/REQUIRED CONDUCT FURNISHED/EXPANDED | RESOLVED
NMBR PCT NMBR | PCT NMBR PCT NMBR | PCT
REASON
PREMIUM & RATING 1 14
NONRENEWAL 1 50
DELAYS 8 57
RATE CLASSIFICATION
AGENT HANDLING 1 50
OTHER:MRKTNG & SALES
ADVERSE BENEFIT DETERMINATION
ADJUSTER HANDLING 1 11
UNSATISFACTORY SETTLEMENT/OFFER 3 6
TOTAL LOSS 1 25 3 75
SUBROGATION 1 100
COMPARATVE NEGLIGENCE
DENIAL OF CLAIM 3 21
PIP PRIMACY
ADJUSTER NO RESPONSE
CONSUMER EDUCATION NEEDED 1 33
TIMELINESS 1 50
PREMIUM NOTICE/BILLING
TOTAL 1 1 2 2 13 11 9 8

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES
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NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
SAFECO INSURANCE COMPANY OF REFERRED FOR
OREGON DISCIPLINARY QUESTION COMPANY IN NO
ACTION OF FACT COMPLIANCE | JURISDICTION TOTAL

NMBR PCT |NMBR| PCT | NMBR | PCT NMBR PCT |NMBR|PCT
REASON
PREMIUM & RATING 1 14 7| 100
NONRENEWAL 1 50 2| 100
DELAYS 14| 100
RATE CLASSIFICATION 1| 100
AGENT HANDLING 1 50 2| 100
OTHER:MRKTNG & SALES 1| 100
ADVERSE BENEFIT DETERMINATION 1| 100
ADJUSTER HANDLING 1 11 9| 100
UNSATISFACTORY SETTLEMENT/OFFER 17 34 3 6 2 4 50| 100
TOTAL LOSS 4( 100
SUBROGATION 1| 100
COMPARATVE NEGLIGENCE 2 40 5( 100
DENIAL OF CLAIM 4 29 1 7 14| 100
PIP PRIMACY 1| 100
ADJUSTER NO RESPONSE 1| 100
CONSUMER EDUCATION NEEDED 3| 100
TIMELINESS 2| 100
PREMIUM NOTICE/BILLING 1| 100
TOTAL 1 1 23 19 6 5 3 3 119| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,

BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES

BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

441

DISPOSITION
REFERRED COMPANY
SAIF CORPORATION ADVISED TO PROPER | COMPANY IN POSITION
COMPLAINANT REFUND AGENCY COMPLIANCE UPHELD TOTAL
NMBR PCT |NMBR|PCT [NMBR| PCT [ NMBR | PCT |NMBR| PCT |NMBR|PCT
REASON
PREMIUM & RATING 1 100 1| 100
UNSATISFACTORY SETTLEMENT/OFFER 1 100 1| 100
DENIAL OF CLAIM 1 100 1| 100
OTHER: CLAIM HANDLING 1 100 1| 100
INFORMATION REQUESTED 1] 100 1| 100
PREMIUM REFUNDED 1 100 1| 100
COVERAGE QUESTION 1 100 1| 100
TOTAL 3 43 1 14 1 14 1 14 1 14 7| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES

BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
SECURTY BENERTLIEE | roruTion
FURNISHED/EXPANDED TOTAL
NMBR PCT NMBR | PCT
REASON
CONSUMER EDUCATION NEEDED 1 100 1| 100
TOTAL 1 100 1 100

442

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT

OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
SEN(;I— éklAEPI:AINNY&iIR;_A[)NCE INFORMATION
’ FURNISHED/EXPANDED TOTAL
NMBR PCT NMBR [ PCT
REASON
OTHER: CLAIM HANDLING 1 100 1| 100
TOTAL 1 100 1| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

SENTRY

LIFE DISPOSITION
RESOLVED TOTAL

NMBR | PCT |NMBR|PCT

REASON
DELAYS 1 100 1{ 100
TOTAL 1 100 1{ 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

SIERRA HEALTH AND
LIFE INSURANCE
COMPANY, INC.

DISPOSITION

NO

JURISDICTION

TOTAL

NMBR

PCT

NMBR

PCT

REASON

PREMIUM REFUNDED

100

100

TOTAL

100

100

445

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

ST.

PAUL FIRE AND
MARINE
INSURANCE
COMPANY

DISPOSITION

COVERAGE
EXTENDED

TOTAL

NMBR

PCT

NMBR

PCT

REASON

POLICY DELIVERY

100

100

TOTAL

100

100

446

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT

OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

STANDARD FIRE
INSURANCE
COMPANY (THE)

DISPOSITION

QUESTION OF
FACT

TOTAL

NMBR

PCT

NMBR

PCT

REASON

DENIAL OF CLAIM

100

100

TOTAL

100

100

447

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT

OF CONSUMER AND BUSINESS SERVICES



448

NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION

STANDARD INSURANCE COMPANY ADVISED COMPROMISED | ADDITIONAL CLAIM CLAIM
COMPLAINANT | STLMNT/RSLTN PAYMENT REOPENED SETTLED

NMBR PCT NMBR PCT NMBR | PCT |NMBR|] PCT |NMBR| PCT

REASON
DELAYS 1 14
ADVERSE BENEFIT DETERMINATION 1 33
UNSATISFACTORY SETTLEMENT/OFFER
PRE-EXISTING CONDITION 1 50
DENIAL OF CLAIM 1 9 1 9 1 9 1 9
DELAYS/NO RESPONSE

INFORMATION REQUESTED
COVERAGE QUESTION

TOTAL 2 7 1 3 1 3 1 3 2 7

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

449

DISPOSITION
FILED
STANDARD INSURANCE COMPANY SUIT/RETAINED NO ACTION INFORMATION DELAY
ATTORNEY REQUESTED/REQUIRED | FURNISHED/EXPANDED | RESOLVED

NMBR PCT NMBR PCT NMBR PCT NMBR | PCT
REASON
DELAYS 1 14 2 29
ADVERSE BENEFIT DETERMINATION 1 33 1 33
UNSATISFACTORY SETTLEMENT/OFFER
PRE-EXISTING CONDITION
DENIAL OF CLAIM 2 18
DELAYS/NO RESPONSE 1 100
INFORMATION REQUESTED 1 100
COVERAGE QUESTION 1 50
TOTAL 1 3 1 3 5 17 3 10

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES
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NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
CONTRACT COMPANY
STANDARD INSURANCE COMPANY PROVISION/LEGAL POSITION
ISSUE UPHELD TOTAL
NMBR PCT NMBR| PCT |NMBR | PCT
REASON

DELAYS 2 29 1 14 7| 100
ADVERSE BENEFIT DETERMINATION 3| 100
UNSATISFACTORY SETTLEMENT/OFFER 1 50 1 50 2| 100
PRE-EXISTING CONDITION 1 50 2| 100
DENIAL OF CLAIM 5 45 11| 100
DELAYS/NO RESPONSE 1| 100
INFORMATION REQUESTED 1| 100
COVERAGE QUESTION 1 50 2| 100
TOTAL 10 34 2 7 29( 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

STANDARD LIFE AND DISPOSITION
ACCl Dgg-ll\—/l L,’\LS’\lIJYRANCE CLAIM INFORMATION
REOPENED | FURNISHED/EXPANDED TOTAL
NMBR | PCT NMBR PCT NMBR | PCT
REASON
DENIAL OF CLAIM 1 100 1| 100
PAYMENT NOT CREDITED 1 100 1| 100
TOTAL 1 50 1 50 2| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
STATE FARM FIRE AND CASUALTY
COMPANY POLICY ADVISED COMPROMISED | ADDITIONAL CLAIM
ISSUED/RSTRD | COMPLAINANT | STLMNT/RSLTN PAYMENT REOPENED
NMBR PCT NMBR PCT NMBR PCT NMBR | PCT [NMBR| PCT
REASON
PREMIUM & RATING 3 100
CANCELLATION 1 50
NONRENEWAL 1 25
DELAYS 2 50
ENDORSEMENT/RIDER 1 50
POLICY DELIVERY
ADJUSTER HANDLING 2 67
UNSATISFACTORY SETTLEMENT/OFFER 2 20 2 20 1 10
SUBROGATION 1 100
DENIAL OF CLAIM 4 40
OTHER: CLAIM HANDLING 1 50
PREMIUM NOTICE/BILLING
INFORMATION REQUESTED
PREMIUM REFUNDED 1 33 1 33
ABUSIVE SERVICE
TOTAL 1 2 18 37 1 2 2 4 1 2

452

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



453

NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION

STATE FARM FIRE AND CASUALTY NONRENEWAL PREMIUM
COMPANY CLAIM INFORMATION NOTICE PROBLEM QUESTION
SETTLED FURNISHED/EXPANDED RESCINDED RESOLVED OF FACT

NMBR | PCT NMBR PCT NMBR PCT |[NMBR| PCT [NMBR| PCT

REASON

PREMIUM & RATING
CANCELLATION
NONRENEWAL 1 25
DELAYS
ENDORSEMENT/RIDER
POLICY DELIVERY 1 100
ADJUSTER HANDLING 1 33
UNSATISFACTORY SETTLEMENT/OFFER 1 10 2 20 1 10
SUBROGATION
DENIAL OF CLAIM 1 10 2 20
OTHER: CLAIM HANDLING
PREMIUM NOTICE/BILLING 1 50 1 50
INFORMATION REQUESTED
PREMIUM REFUNDED
ABUSIVE SERVICE 1 100
TOTAL 2 4 6 12 1 2 1 2 3 6

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



454

NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
STATE FARM FIRE AND CASUALTY
COMPANY COMPANY IN ENDORSEMENT NO INSUFFICIENT

COMPLIANCE PROCESSED JURISDICTION | INFORMATION TOTAL

NMBR [ PCT NMBR PCT NMBR PCT NMBR PCT |NMBR|PCT
REASON
PREMIUM & RATING 3| 100
CANCELLATION 1 50 2| 100
NONRENEWAL 2 50 4| 100
DELAYS 2 50 4| 100
ENDORSEMENT/RIDER 1 50 2| 100
POLICY DELIVERY 1| 100
ADJUSTER HANDLING 3| 100
UNSATISFACTORY SETTLEMENT/OFFER 1 10 10| 100
SUBROGATION 1| 100
DENIAL OF CLAIM 2 20 1 10 10| 100
OTHER: CLAIM HANDLING 1 50 2| 100
PREMIUM NOTICE/BILLING 2| 100
INFORMATION REQUESTED 1 100 1| 100
PREMIUM REFUNDED 1 33 3| 100
ABUSIVE SERVICE 1| 100
TOTAL 10 20 1 2 1 2 1 2 49| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES

BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
INggXﬁgé%h(A)l\hL’i\ENY INFORMATION DELAY QUESTION
FURNISHED/EXPANDED | RESOLVED OF FACT TOTAL

NMBR PCT NMBR| PCT [NMBR| PCT [NMBR|PCT
REASON
PREMIUM & RATING 1 100 1| 100
MISREPRESENTATION 1 100 1| 100
SURRENDER PROBLEMS 1 100 1| 100
TOTAL 1 33 1 33 1 33 3| 100
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SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

456

STATE FARM MUTUAL DISPOSITION
AUTOMOBILE INSURANCE
COMPANY ADVISED COMPROMISED | ADDITIONAL COVERAGE | UNABLETO
COMPLAINANT | STLMNT/RSLTN PAYMENT REFUND EXTENDED ASSIST
NMBR PCT NMBR PCT NMBR | PCT |NMBR|PCT |NMBR| PCT [NMBR|PCT
REASON
PREMIUM & RATING 3 43 1 14
CANCELLATION 1 33
DELAYS 5 31
RATE CLASSIFICATION
ADVERSE BENEFIT
DETERMINATION
ADJUSTER HANDLING 3 75
PROMPT PAY
UNSATISFACTORY
SETTLEMENT/OFFER 14 29 1 2 1 2
TOTAL LOSS 1 14 1 14
COST CONTAINMENT PIP
SUBROGATION
COMPARATVE NEGLIGENCE 2 40
DENIAL OF CLAIM 2 11 1 5 2 11
PIP PRIMACY 1 100
ADJUSTER NO RESPONSE
CONSUMER EDUCATION NEEDED 1 50
OTHER: CLAIM HANDLING
PREMIUM NOTICE/BILLING 1] 100
COVERAGE QUESTION 1 100
TOTAL 31 25 4 3 1 1 1 1 4 3 1 1

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT

OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

457

STATE FARM MUTUAL
AUTOMOBILE INSURANCE
COMPANY

DISPOSITION

CANCELLATION
UPHELD

CLAIM
SETTLED

FILED
SUIT/RETAINED
ATTORNEY

UNDERWRITING
PRACTICE
RESOLVED

INFORMATION

FURNISHED/EXPANDED

NMBR PCT

NMBR

PCT

NMBR

PCT NMBR

PCT

NMBR

PCT

REASON

PREMIUM & RATING

14

CANCELLATION

DELAYS

38

RATE CLASSIFICATION

ADVERSE BENEFIT
DETERMINATION

ADJUSTER HANDLING

25

PROMPT PAY

UNSATISFACTORY
SETTLEMENT/OFFER

17

15

TOTAL LOSS

14

COST CONTAINMENT PIP

50

SUBROGATION

33

33

COMPARATVE NEGLIGENCE

20

DENIAL OF CLAIM

PIP PRIMACY

ADJUSTER NO RESPONSE

100

CONSUMER EDUCATION NEEDED

OTHER: CLAIM HANDLING

PREMIUM NOTICE/BILLING

COVERAGE QUESTION

TOTAL

14

11

15

12

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



458

NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

STATE FARM MUTUAL DISPOSITION
AUTOMOBILE INSURANCE CANCELLATION PREMIUM RATING
COMPANY DELAY NOTICE PROBLEM QUESTION PROBLEM COMPANY IN
RESOLVED WITHDRAWN RESOLVED OF FACT RESOLVED | COMPLIANCE
NMBR| PCT [ NMBR PCT NMBR| PCT [NMBR| PCT [NMBR| PCT | NMBR | PCT
REASON
PREMIUM & RATING 1 14
CANCELLATION 1 33
DELAYS 3 19 1 6
RATE CLASSIFICATION 1 100
ADVERSE BENEFIT
DETERMINATION 1 100
ADJUSTER HANDLING
PROMPT PAY 1 100
UNSATISFACTORY
SETTLEMENT/OFFER 15 31
TOTAL LOSS 4 57
COST CONTAINMENT PIP 1 50
SUBROGATION
COMPARATVE NEGLIGENCE 2 40
DENIAL OF CLAIM 9 47 3 16
PIP PRIMACY
ADJUSTER NO RESPONSE
CONSUMER EDUCATION NEEDED 1 50
OTHER: CLAIM HANDLING 1 100
PREMIUM NOTICE/BILLING
COVERAGE QUESTION
TOTAL 3 2 1 1 1 1 34 27 1 1 5 4

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



459

NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

STATE FARM MUTUAL DISPOSITION
AUTOMOBILE INSURANCE COMPANY
COMPANY POSITION NO
UPHELD JURISDICTION TOTAL

NMBR| PCT | NMBR PCT |NMBR|PCT

REASON
PREMIUM & RATING 1 14 7| 100
CANCELLATION 3| 100
DELAYS 16| 100
RATE CLASSIFICATION 1| 100

ADVERSE BENEFIT
DETERMINATION

ADJUSTER HANDLING
PROMPT PAY

UNSATISFACTORY
SETTLEMENT/OFFER 1 2 1 2

TOTAL LOSS

COST CONTAINMENT PIP
SUBROGATION 1 33
COMPARATVE NEGLIGENCE 100
DENIAL OF CLAIM 1 5 19| 100
PIP PRIMACY

ADJUSTER NO RESPONSE
CONSUMER EDUCATION NEEDED
OTHER: CLAIM HANDLING
PREMIUM NOTICE/BILLING
COVERAGE QUESTION

TOTAL 3 2 2 2 124 100

=

100

N

100

=

100

100

100

100

100

U'IO\JI\J\I&

100

100

100

100

100

Rrlrlr]IN]R|P-

100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
STONEBRIDGEC%AMS;J:’LI'JY INSURANCE ADDITIONAL COMPANY IN
PAYMENT COMPLIANCE TOTAL

NMBR | PCT [ NMBR | PCT |NMBR|PCT
REASON
UNSATISFACTORY SETTLEMENT/OFFER 1 100 1| 100
DENIAL OF CLAIM 1 100 1| 100
PREMIUM REFUNDED 1 100 1| 100
TOTAL 1 33 2 67 3[ 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

STONEBRIDGE LIFE
INSURANCE
COMPANY

DISPOSITION

ADDITIONAL
PAYMENT

TOTAL

NMBR

PCT

NMBR

PCT

REASON

PREMIUM REFUNDED

100

100

TOTAL

100

100

461

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES

BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
SUBL '\éljgl\; éﬁﬁiRANCE POLICY CLAIM INFORMATION

ISSUED/RSTRD SETTLED FURNISHED/EXPANDED TOTAL

NMBR PCT |[NMBR| PCT NMBR PCT NMBR | PCT
REASON
CANCELLATION 1 50 1 50 2| 100
DELAYS 1 100 1| 100
CONSUMER EDUCATION NEEDED 1 100 1| 100
TOTAL 1 25 1 25 2 50 4( 100

462

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

SUN LIFE ASSURANCE
COMPANY OF CANADA

DISPOSITION

DELAY
RESOLVED

TOTAL

NMBR

PCT

NMBR

PCT

REASON

SURRENDER PROBLEMS

100

100

TOTAL

100

100

463

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

SUN LIFE ASSURANCE DISPOSITION

SRS T eEoRATION 1 rra
NMBR PCT NMBR | PCT

REASON

PREMIUM NOTICE/BILLING 1 100 1 100

SURRENDER PROBLEMS 1 100 1 100

TOTAL 2 100 2 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
INSSllJJNRQMEEICCI:gNII_ILiIIE\IY INFORMATION DELAY QUESTION
FURNISHED/EXPANDED | RESOLVED OF FACT TOTAL

NMBR PCT NMBR| PCT [NMBR| PCT [NMBR|PCT
REASON
MISLEADING ADVERTISING 100 1| 100
MISREPRESENTATION 1 100 1| 100
SURRENDER PROBLEMS 1 50 1 50 2| 100
DELAYS/NO RESPONSE 100 1| 100
TOTAL 40 1 20 2 40 5( 100
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SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

SURETY LIFE INSURANCE
COMPANY

DISPOSITION

QUESTION OF
FACT

TOTAL

NMBR

PCT

NMBR

PCT

REASON

PREMIUM NOTICE/BILLING

100

100

TOTAL

100

100

466

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT

OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,

BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES

BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
CONTRACT
SYMETRA LIFE INSURANCE COMPANY INFORMATION PROVISION/LEGAL
FURNISHED/EXPANDED ISSUE TOTAL

NMBR PCT NMBR PCT NMBR | PCT
REASON
ADVERSE BENEFIT DETERMINATION 1 100 1] 100
UNSATISFACTORY SETTLEMENT/OFFER 1 100 1] 100
TOTAL 1 50 1 50 2| 100
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SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



468

NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

TEACHERS
INSURANCE
AND
ANNUITY DISPOSITION
A CIATION ADVISED DELAY

OF AMERICA COMPLAINANT | RESOLVED TOTAL
NMBR PCT |NMBR| PCT |[NMBR|PCT

REASON
DELAYS 1 50 1 50 2| 100
TOTAL 1 50 1 50 2| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES

BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION

TEACHERS

INSURANCE REFERRED FOR

COMPANY DISCIPLINARY COMPANY IN

ACTION COMPLIANCE TOTAL
NMBR PCT NMBR | PCT |NMBR|PCT

REASON
CANCELLATION 1 100 1] 100
ENDORSEMENT/RIDER 1 100 1] 100
TOTAL 1 50 1 50 2| 100

469

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



470

NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
THRNEII\IJT":_:EIQESISAL FOR COMPROMISED DELAY

STLMNT/RSLTN | RESOLVED TOTAL

NMBR PCT NMBR| PCT [NMBR|PCT
REASON
DELAYS 1 100 1] 100
ADVERSE BENEFIT DETERMINATION 1 100 1] 100
TOTAL 1 50 1 50 2| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

TIAA-CREF
LIFE DISPOSITION
RESOLVED TOTAL
NMBR [ PCT |NMBR|PCT
REASON
REPLACEMENT 1 100 1| 100
TOTAL 1 100 1 100
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SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT

OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

TICOR TITLE INSURANCE COMPANY

DISPOSITION

INFORMATION

DELAY

FURNISHED/EXPANDED | RESOLVED TOTAL
NMBR PCT NMBR| PCT [NMBR|PCT
REASON
DELAYS 2 100 2| 100
ADVERSE BENEFIT DETERMINATION 1 100 1| 100
TOTAL 1 33 2 67 3 100
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SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



473

NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
TIME INSURANCE COMPANY ADVISED COMPROMISED | ADDITIONAL COVERAGE

COMPLAINANT | STLMNT/RSLTN PAYMENT REFUND EXTENDED
NMBR PCT NMBR PCT NMBR [ PCT [NMBR|PCT |NMBR| PCT

REASON

PREMIUM & RATING

RECISSION 1 50

ADVERSE BENEFIT DETERMINATION

PROMPT PAY

UNSATISFACTORY SETTLEMENT/OFFER 1 20 1 20

MEDICAL NECESSITY 1 50 1 50

DENIAL OF CLAIM 1 14

USUAL, CUSTOMARY, REASONABLE

OUT OF NETWORK BENEFITS 2 50 1 25 1 25

CO PAY ISSUES

PREMIUM NOTICE/BILLING

PREMIUM REFUNDED 1 33

TOTAL 2 7 4 14 2 7 1 3 2 7

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



474

NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
PREMIUM
TIME INSURANCE COMPANY CLAIM INFORMATION DELAY PROBLEM
SETTLED FURNISHED/EXPANDED | RESOLVED RESOLVED
NMBR | PCT NMBR PCT NMBR | PCT [NMBR| PCT
REASON
PREMIUM & RATING
RECISSION
ADVERSE BENEFIT DETERMINATION
PROMPT PAY 1| 100
UNSATISFACTORY SETTLEMENT/OFFER 1 20 1 20
MEDICAL NECESSITY
DENIAL OF CLAIM 1 14 1 14
USUAL, CUSTOMARY, REASONABLE
OUT OF NETWORK BENEFITS
CO PAY ISSUES 1 100
PREMIUM NOTICE/BILLING 1 100
PREMIUM REFUNDED 1 33 1 33
TOTAL 2 7 4 14 1 3 2 7

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



475

NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
CONTRACT COMPANY
TIME INSURANCE COMPANY QUESTION PROVISION/LEGAL COMPANY IN POSITION
OF FACT ISSUE COMPLIANCE UPHELD TOTAL
NMBR| PCT NMBR PCT NMBR [ PCT [NMBR| PCT |NMBR |PCT
REASON

PREMIUM & RATING 1 100 1| 100
RECISSION 1 50 2| 100
ADVERSE BENEFIT DETERMINATION 1 100 1| 100
PROMPT PAY 1| 100
UNSATISFACTORY SETTLEMENT/OFFER 1 20 5| 100
MEDICAL NECESSITY 2| 100
DENIAL OF CLAIM 3 43 1 14 7| 100
USUAL, CUSTOMARY, REASONABLE 1 100 1| 100
OUT OF NETWORK BENEFITS 4| 100
CO PAY ISSUES 1| 100
PREMIUM NOTICE/BILLING 1| 100
PREMIUM REFUNDED 3| 100
TOTAL 1 3 4 14 2 7 2 7 29| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



476

NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

TITLE INSURANCE DISPOSITION
COMPANY OF OREGON
(SEE MSG) ADVISED QUESTION NO

COMPLAINANT OF FACT JURISDICTION TOTAL

NMBR PCT NMBR | PCT | NMBR PCT |NMBR|PCT
REASON
DELAYS 1 50 1 50 2| 100
MISAPPROPRIATIONS 1 100 1] 100
OTHER: CLAIM HANDLING 1 100 1] 100
TOTAL 1 25 1 25 2 50 4( 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,

BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

TRANSAMERICA LIFE
INSURANCE COMPANY

DISPOSITION
COVERAGE INFORMATION
EXTENDED | FURNISHED/EXPANDED TOTAL
NMBR | PCT NMBR PCT NMBR | PCT

REASON

INFORMATION REQUESTED

100

100

PREMIUM REFUNDED

100

100

COVERAGE QUESTION

100

100

TOTAL

33

67

W|kr|Fr]|F

100

477

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

TRANSAMERICA DISPOSITION
IN%S:SL?\I%’\IIETC'IA(ID_I\I/TIID':?\IY INFORMATION COMPANY IN
REFUND FURNISHED/EXPANDED | COMPLIANCE TOTAL

NMBR | PCT NMBR PCT NMBR [ PCT [NMBR |PCT
REASON
PREMIUM & RATING 1 100 1| 100
INFORMATION REQUESTED 2 100 2| 100
PREMIUM REFUNDED 1| 100 1| 100
TOTAL 1 25 2 50 1 25 4| 100
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SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES

BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

TRANSCONTINENTAL DISPOSITION
IQ%RQI\II\ICYE ADVISED INFORMATION QUESTION
COMPLAINANT | FURNISHED/EXPANDED OF FACT TOTAL
NMBR PCT NMBR PCT NMBR| PCT |NMBR|PCT
REASON
DENIAL OF CLAIM 1 33 1 33 1 33 3| 100
TOTAL 1 33 1 33 1 33 3 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT

OF CONSUMER AND BUSINESS SERVICES

479



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

TRAVELERS
COMMERCIAL DISPOSITION
IQ%RQ’\:\ICYE ADVISED INFORMATION DELAY
COMPLAINANT REFUND FURNISHED/EXPANDED | RESOLVED TOTAL
NMBR PCT |NMBR|PCT NMBR PCT NMBR | PCT [NMBR|PCT
REASON
PREMIUM & RATING 1 33 2 67 3| 100
NONRENEWAL 1 100 1| 100
DENIAL OF CLAIM 1 100 1| 100
DELAYS/NO RESPONSE 1 100 1| 100
TOTAL 1 17 1 17 3 50 1 17 6| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

481

DISPOSITION
Tﬁﬁéﬁégﬁgggghﬁs\xﬁYM(ﬁﬁéyE ADVISED ADDITIONAL INFORMATION QUESTION
COMPLAINANT PAYMENT FURNISHED/EXPANDED OF FACT TOTAL
NMBR PCT NMBR | PCT NMBR PCT NMBR| PCT |NMBR|PCT
REASON
PREMIUM & RATING 1 50 1 50 2| 100
DELAYS 1 100 1| 100
UNSATISFACTORY SETTLEMENT/OFFER 2 67 1 33 3| 100
DENIAL OF CLAIM 1 100 1| 100
TOTAL 4 57 1 14 1 14 1 14 7| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



482

NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

TRAVELERS DISPOSITION
company (1) | coASER T INFORMATION | vorat
NMBR PCT NMBR PCT NMBR | PCT
REASON
PREMIUM & RATING 1 100 1 100
AGENT HANDLING 1 100 1 100
TOTAL 1 50 1 50 2 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,

BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

TRAVELERS

INDEMNITY DISPOSITION
COMPANY OF REFERRED FOR
AMERICA ADVISED CLAIM DISCIPLINARY
COMPLAINANT SETTLED ACTION TOTAL
NMBR PCT |NMBR|PCT | NMBR PCT |[NMBR |PCT
REASON
PREMIUM & RATING 1 100 1| 100
CREDIT REPORTING 1 100 1| 100
DELAYS 1 100 1| 100
TOTAL 1 33 1 33 1 33 3| 100

483

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

TRAVELERS
INDEMNITY
COMPANY OF DISPOSITION
CONNECTICUT

(THE) QUEFSXL:OTN o TOTAL
NMBR | PCT |[NMBR|PCT
REASON
DENIAL OF CLAIM 1 100 1| 100
TOTAL 1 100 1 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES

BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

TRAVELERS
PROPERTY
CASUALTY DISPOSITION
COMPANY OF CONTRACT
AMERICA PROVISION/LEGAL COMPANY IN
ISSUE COMPLIANCE TOTAL
NMBR PCT NMBR | PCT |[NMBR|PCT
REASON
CANCELLATION 1 100 1] 100
DENIAL OF CLAIM 1 100 1] 100
TOTAL 1 50 1 50 2| 100

485

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

486

DISPOSITION
TRUCK INSURANCE COMPANY
EXCHANGE ADVISED INFORMATION DELAY POSITION
COMPLAINANT REFUND FURNISHED/EXPANDED | RESOLVED UPHELD TOTAL
NMBR PCT |NMBR|PCT NMBR PCT NMBR | PCT [NMBR| PCT |NMBR|PCT
REASON
PREMIUM & RATING 1| 100 1| 100
DELAYS 1 100 1| 100
DENIAL OF CLAIM 1 50 1 50 2| 100
OTHER: CLAIM HANDLING 1 100 1| 100
OTHER: POLICYHOLDER
SERVICE 1 100 1| 100
TOTAL 2 33 1 17 1 17 1 17 1 17 6| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT

OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

TRUMBULL
INSURANCE
COMPANY

DISPOSITION

COVERAGE
EXTENDED

TOTAL

NMBR

PCT

NMBR

PCT

REASON

DENIAL OF CLAIM

100

100

TOTAL

100

100
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SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT

OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,

BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

TWINCITY FIRE DISPOSITION
IQ%RQNNCYE ADVISED CLAIM QUESTION

COMPLAINANT SETTLED OF FACT TOTAL
NMBR PCT |NMBR|PCT |[NMBR| PCT [NMBR|PCT

REASON

PREMIUM & RATING 1 100 1] 100

PROMPT PAY 1| 100 1] 100

DENIAL OF CLAIM 1 100 1] 100

TOTAL 1 33 1 33 1 33 3| 100

488

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION

UNICARE LIFE & HEALTH

DELAY NO
INSURANCE COMPANY RESOLVED | JURISDICTION TOTAL

NMBR | PCT | NMBR PCT |NMBR|PCT
REASON
DELAYS 1 100 1| 100
PREMIUM NOTICE/BILLING 1 100 1| 100
TOTAL 1 50 1 50 2| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
UNIGARD INSURANCE COMPANY COGE’\{,IASIEN,[Z\NT Q(;J':EgICO.I_N TOTAL
NMBR PCT |NMBR| PCT |NMBR|PCT
REASON
UNSATISFACTORY SETTLEMENT/OFFER 2 67 1 33 3| 100
DENIAL OF CLAIM 2 100 2| 100
TOTAL 4 80 1 20 5( 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
UNION SECURITY FILED
INSURANCE COMPANY COMPROMISED | ADDITIONAL SUIT/RETAINED
STLMNT/RSLTN PAYMENT REFUND ATTORNEY TOTAL
NMBR PCT NMBR | PCT [NMBR|PCT | NMBR PCT NMBR | PCT
REASON
DELAYS 1 100 1| 100
DENIAL OF CLAIM 1 100 1| 100
PREMIUM NOTICE/BILLING 1 100 1| 100
DELAYS/NO RESPONSE 1| 100 1| 100
TOTAL 1 25 1 25 1 25 1 25 4( 100

491

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT

OF CONSUMER AND BUSINESS SERVICES



492

NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

UNITED
AMERICAN DISPOSITION
INSURANCE REFERRED FOR
COMPANY DELAY DISCIPLINARY
RESOLVED ACTION TOTAL
NMBR| PCT [ NMBR PCT |[NMBR|PCT
REASON
DELAYS 1 100 1] 100
POLICY DELIVERY 1 100 1] 100
TOTAL 1 50 1 50 2| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

UNITED
COMMERCIAL
TRAVELERSOF
AMERICA(THE
ORDER OF)

DISPOSITION

QUESTION OF
FACT

TOTAL

NMBR

PCT

NMBR

PCT

REASON

HEALTH PRIVACY

100

100

TOTAL

100

100
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SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT

OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

UNITED
CONCORDIA
INSURANCE
COMPANY

DISPOSITION

NO

JURISDICTION

TOTAL

NMBR

PCT

NMBR

PCT

REASON

DENIAL OF CLAIM

100

100

TOTAL

100

100

494

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

UNITED GENERAL
TITLE INSURANCE
COMPANY

DISPOSITION

REFERRED TO
MARKET
CONDUCT

TOTAL

NMBR

PCT

NMBR

PCT

REASON

UNAUTHORIZED ENTITY

100

100

TOTAL

100

100

495

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES
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NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

UNITED HEALTHCARE
INSURANCE COMPANY

DISPOSITION

ADVISED
COMPLAINANT

ADDITIONAL
PAYMENT

CLAIM
SETTLED

REFERED TO
OTHER
DEPARTMENT

REFERRED
TO MARKET
CONDUCT

INFORMATION
FURNISHED/EXPANDED

NMBR PCT

NMBR

PCT

NMBR

PCT

NMBR PCT

NMBR | PCT

NMBR PCT

REASON

PREMIUM & RATING

DELAYS

RECISSION

1 100

CONTINUATION OF
BENEFITS

1 100

ADVERSE BENEFIT
DETERMINATION

PROMPT PAY

1 100

PROVIDER AVAILBILITY

UNSATISFACTORY
SETTLEMENT/OFFER

100

MEDICAL NECESSITY

1 100

DENIAL OF CLAIM

17

COVERAGE QUESTION

1 100

TOTAL

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



497

NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
UNITED HEALTHCARE CONTRACT COMPANY
INSURANCE COMPANY DELAY QUESTION PROVISION/LEGAL POSITION NO
RESOLVED OF FACT ISSUE UPHELD JURISDICTION TOTAL

NMBR| PCT [NMBR| PCT NMBR PCT NMBR| PCT | NMBR PCT |NMBR|PCT
REASON
PREMIUM & RATING 1 100 1| 100
DELAYS 1 17 1 17 2 33 6| 100
RECISSION 1| 100
CONTINUATION OF
BENEFITS 1| 100
ADVERSE BENEFIT
DETERMINATION 1 50 2| 100
PROMPT PAY 1| 100
PROVIDER AVAILBILITY 1 100 1| 100
UNSATISFACTORY
SETTLEMENT/OFFER 1| 100
MEDICAL NECESSITY 1| 100
DENIAL OF CLAIM 1 17 4 67 6| 100
COVERAGE QUESTION 1| 100
TOTAL 1 5 1 5 1 5 1 5 8 36 22| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

UNITED HERITAGE
PROPERTY & CASUALTY
COMPANY

DISPOSITION

COMPANY IN
COMPLIANCE

TOTAL

NMBR

PCT

NMBR

PCT

REASON

DELAYS

100

100

TOTAL

100

100
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SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
FURNISHED/EXPANDED TOTAL
NMBR PCT NMBR | PCT
REASON
INFORMATION REQUESTED 1 100 1| 100
TOTAL 1 100 1 100

499

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
NTED NVESTORSLIFE. | rommarion
FURNISHED/EXPANDED TOTAL
NMBR PCT NMBR | PCT
REASON
INFORMATION REQUESTED 1 100 1| 100
TOTAL 1 100 1 100

500

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES

BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

UNITED OF OMAHA
LIFE INSURANCE
COMPANY

DISPOSITION
POLICY ADVISED
ISSUED/RSTRD | COMPLAINANT TOTAL
NMBR PCT NMBR PCT |NMBR|PCT

REASON

CANCELLATION

100

100

DELAYS/NO RESPONSE

100

100

TOTAL

50

50

100
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SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT

OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

502

DISPOSITION

UNITED SERVICESAUTOMOBILE
ASSOCIATION

COMPLAINANT

ADVISED

COMPROMISED
STLMNT/RSLTN

ADDITIONAL
PAYMENT

COVERAGE
EXTENDED

CLAIM
REOPENED

CLAIM
SETTLED

NMBR

PCT NMBR

PCT NMBR

PCT |NMBR

PCT |[NMBR| PCT

NMBR

PCT

REASON

DELAYS

FORCED PLACEMENT

PROMPT PAY

1 100

UNSATISFACTORY
SETTLEMENT/OFFER

15

TOTAL LOSS

COMPARATVE NEGLIGENCE

DENIAL OF CLAIM

20 1 20

PIP PRIMACY

1 100

OTHER: CLAIM HANDLING

1 100

OTHER: POLICYHOLDER SERVICE

100

TOTAL

10 34

10

UNITED SERVICESAUTOMOBILE
ASSOCIATION

DISPOSITION

INFORMATION
FURNISHED/EXPANDED

QUESTION
OF FACT

COMPANY IN
COMPLIANCE

INSUFFICIENT
INFORMATION

TOTAL

NMBR PCT

NMBR| PCT

NMBR | PCT

NMBR PCT |NMBR

PCT

REASON

DELAYS

100

FORCED PLACEMENT

1 100

100

PROMPT PAY

100

UNSATISFACTORY
SETTLEMENT/OFFER

13

100

TOTAL LOSS

1 100

100

COMPARATVE NEGLIGENCE

1 100

100

DENIAL OF CLAIM

100

PIP PRIMACY

100

OTHER: CLAIM HANDLING

100

OTHER: POLICYHOLDER SERVICE

Rrlrlr]loalkr]|r

100

TOTAL

100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

UNITED
STATES
FIRE
INSURANCE
COMPANY

DISPOSITION

DELAY
RESOLVED

TOTAL

NMBR

PCT

NMBR

PCT

REASON

DELAYS

100

100

TOTAL

100

100
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SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT

OF CONSUMER AND BUSINESS SERVICES



504

NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

UNITED STATES
LIFE INSURANCE
COMPANY INTHE | DISPOSITION

YORKTHE) | e | rorad
NMBR PCT NMBR | PCT
REASON
DENIAL OF CLAIM 1 100 1 100
TOTAL 1 100 1 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

UNITED TEACHER
ASSOCIATES
INSURANCE
COMPANY

DISPOSITION

COMPANY IN
COMPLIANCE

TOTAL

NMBR

PCT

NMBR

PCT

REASON

PREMIUM REFUNDED

100

100

TOTAL

100

100
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SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



506

NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

UNITED WORLD
LIFE DISPOSITION
IQ%RQI\II\ICYE ADVISED INFORMATION

COMPLAINANT | FURNISHED/EXPANDED TOTAL
NMBR PCT NMBR PCT NMBR [ PCT

REASON

CANCELLATION 1 50 1 50 2| 100

TOTAL 1 50 1 50 2| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

UNITRIN AUTO

AND HOME DISPOSITION
IQ%RQNNCYE ADVISED
COMPLAINANT TOTAL
NMBR PCT |NMBR|PCT
REASON
DENIAL OF CLAIM 1 100 1] 100
TOTAL 1 100 1] 100
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SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

508

UNITRIN DIRECT DISPOSITION
PROPE%EYMSE,ENAYSUALTY ADVISED INFORMATION DELAY QUESTION

COMPLAINANT REFUND FURNISHED/EXPANDED | RESOLVED OF FACT TOTAL
NMBR PCT |NMBR|PCT NMBR PCT NMBR| PCT [NMBR| PCT [NMBR|PCT

REASON

DELAYS 1 50 1 50 2| 100

ENDORSEMENT/RIDER 1] 100 1| 100

ADJUSTER HANDLING 1 100 1| 100

UNSATISFACTORY

SETTLEMENT/OFFER 2 67 1 33 3| 100

DENIAL OF CLAIM 1 100 1| 100

TOTAL 3 38 1 13 1 13 2 25 1 13 8| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT

OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

UNIVERSAL DISPOSITION
(égsl\bl-Jﬁkl;erY ADVISED CLAIM
COMPLAINANT SETTLED TOTAL
NMBR PCT |NMBR|PCT [NMBR|PCT
REASON
DELAYS 1 50 1 50 2| 100
TOTAL 1 50 1 50 2| 100
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SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,

BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
UN'IXIESSQIREE%%TAV\I!’?H—YERS ADDITIONAL DELAY COMPANY IN INSUFFICIENT
PAYMENT RESOLVED | COMPLIANCE | INFORMATION TOTAL

NMBR | PCT |NMBR| PCT | NMBR | PCT NMBR PCT |[NMBR|PCT
REASON
DELAYS 1 100 1| 100
ADJUSTER HANDLING 1 100 1| 100
DENIAL OF CLAIM 1 100 1| 100
CONSUMER EDUCATION NEEDED 1 100 1| 100
TOTAL 1 25 1 25 1 25 1 25 4( 100
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SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT

OF CONSUMER AND BUSINESS SERVICES
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NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
UNUM LIFE INSURANCE COMPANY
OF AMERICA ADVISED COMPROMISED INFORMATION DELAY
COMPLAINANT | STLMNT/RSLTN | FURNISHED/EXPANDED | RESOLVED
NMBR PCT NMBR PCT NMBR PCT NMBR | PCT
REASON
PREMIUM & RATING
DELAYS 1 100
ADVERSE BENEFIT DETERMINATION 1 100
DENIAL OF CLAIM
PREMIUM NOTICE/BILLING 1 100
INFORMATION REQUESTED 1 50 1 50
TOTAL 2 20 1 10 1 10 1 10
DISPOSITION
UNUM LIFE INSURANCE COMPANY CONTRACT
OF AMERICA QUESTION PROVISION/LEGAL COMPANY IN NO
OF FACT ISSUE COMPLIANCE | JURISDICTION TOTAL
NMBR | PCT NMBR PCT NMBR | PCT NMBR PCT |NMBR |PCT
REASON
PREMIUM & RATING 2 100 2| 100
DELAYS 1| 100
ADVERSE BENEFIT DETERMINATION 1| 100
DENIAL OF CLAIM 1 33 1 33 1 33 3| 100
PREMIUM NOTICE/BILLING 1| 100
INFORMATION REQUESTED 2| 100
TOTAL 1 10 1 10 2 20 1 10 10| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



512

NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
INSllJJ??AAAN((:Z'éSClIJ('DAIbI-IF—’XNY ADVISED COMPROMISED CLAIM INFORMATION DELAY COMPANY IN
COMPLAINANT | STLMNT/RSLTN SETTLED FURNISHED/EXPANDED | RESOLVED | COMPLIANCE
NMBR PCT NMBR PCT NMBR | PCT NMBR PCT NMBR | PCT | NMBR | PCT
REASON
DELAYS 1 33 1 33 1 33
ENDORSEMENT/RIDER 1 100
ADJUSTER HANDLING 1| 100
PROMPT PAY 1 100
UNSATISFACTORY
SETTLEMENT/OFFER 1 50 1 50
DENIAL OF CLAIM 1 100
TOTAL 3 33 1 11 2 22 1 11 1 11 1 11
USAA CASUALTY
INSURANCE COMPANY TOTAL
NMBR | PCT
REASON
DELAYS 3| 100
ENDORSEMENT/RIDER 1| 100
ADJUSTER HANDLING 1| 100
PROMPT PAY 1| 100
UNSATISFACTORY
SETTLEMENT/OFFER 2| 100
DENIAL OF CLAIM 1| 100
TOTAL 9| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT

OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
VALLE\TSEE?EEETCYO%A(;QﬁgALTY POLICY ADVISED COMPROMISED | ADDITIONAL
ISSUED/RSTRD | COMPLAINANT | STLMNT/RSLTN PAYMENT
NMBR PCT NMBR PCT NMBR PCT NMBR | PCT

REASON

NONRENEWAL 1 50

DELAYS

UNSATISFACTORY SETTLEMENT/OFFER 3 50 1 17 1 17

DENIAL OF CLAIM

TOTAL 1 10 3 30 1 10 1 10

DISPOSITION
VALLE\TSEE?EEETCYO%A(;QﬁgALTY INFORMATION DELAY QUESTION COMPANY IN
FURNISHED/EXPANDED | RESOLVED OF FACT COMPLIANCE TOTAL
NMBR PCT NMBR | PCT [NMBR| PCT | NMBR | PCT |NMBR|PCT

REASON
NONRENEWAL 1 50 2| 100
DELAYS 1 100 1| 100
UNSATISFACTORY SETTLEMENT/OFFER 1 17 6| 100
DENIAL OF CLAIM 1 100 1| 100
TOTAL 1 10 1 10 1 10 1 10 10| 100
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SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES

BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

VANLINER INSURANCE COMPANY

DISPOSITION

QUESTION OF
FACT

TOTAL

NMBR

PCT

NMBR

PCT

REASON

UNSATISFACTORY SETTLEMENT/OFFER

100

100

TOTAL

100

100
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SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

515

DISPOSITION
VICTORIA SELECT POLICY
INSURANCE COMPANY NOT IN ADVISED ADDITIONAL CLAIM DELAY COMPANY IN
FORCE COMPLAINANT PAYMENT SETTLED RESOLVED | COMPLIANCE TOTAL

NMBR | PCT [ NMBR PCT NMBR [ PCT [NMBR| PCT [NMBR| PCT | NMBR | PCT |NMBR|PCT
REASON
PREMIUM & RATING 1 50 1 50 2| 100
DELAYS 2 33 2 33 2 33 6| 100
UNSATISFACTORY
SETTLEMENT/OFFER 1 50 1 50 2| 100
SUBROGATION 1 100 1| 100
CONSUMER EDUCATION
NEEDED 1 100 1| 100
TOTAL 1 8 5 42 1 8 2 17 2 17 1 8 12| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES
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NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
VIKING INSURANCE REFERRED REFERRED
COMPANY OF WISCONSIN ADVISED CLAIM TO PROPER | TO MARKET INFORMATION
COMPLAINANT REFUND SETTLED AGENCY CONDUCT FURNISHED/EXPANDED
NMBR PCT |NMBR|PCT |[NMBR| PCT |[NMBR| PCT |NMBR| PCT NMBR PCT
REASON
PREMIUM & RATING 1 33 1 33
DELAYS 1 20 1 20 1 20
ADJUSTER HANDLING 2 100
UNSATISFACTORY
SETTLEMENT/OFFER 1 33 1 33
DENIAL OF CLAIM 1 100
TOTAL 4 29 1 7 1 7 1 7 1 7 2 14
DISPOSITION
VIKING INSURANCE PREMIUM COMPANY
COMPANY OF WISCONSIN DELAY PROBLEM COMPANY IN POSITION
RESOLVED RESOLVED | COMPLIANCE UPHELD TOTAL
NMBR| PCT [NMBR| PCT | NMBR | PCT |NMBR| PCT |NMBR|PCT
REASON
PREMIUM & RATING 1 33 3| 100
DELAYS 1 20 1 20 5( 100
ADJUSTER HANDLING 2| 100
UNSATISFACTORY
SETTLEMENT/OFFER 1 33 3| 100
DENIAL OF CLAIM 1| 100
TOTAL 1 7 1 7 1 7 1 7 14| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
V(I:%GNII g,IAANaJFNECIY INFORMATION
’ FURNISHED/EXPANDED TOTAL
NMBR PCT NMBR [ PCT
REASON
OTHER: CLAIM HANDLING 1 100 1| 100
TOTAL 1 100 1| 100
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SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

WASHINGTON
NATIONAL DISPOSITION
IQ%RQI\II\ICYE COVERAGE INFORMATION COMPANY IN
EXTENDED | FURNISHED/EXPANDED | COMPLIANCE TOTAL
NMBR| PCT NMBR PCT NMBR | PCT |[NMBR|PCT
REASON
DELAYS 1 50 1 50 2| 100
CASH VALUE 1 100 1| 100
TOTAL 1 33 1 33 1 33 3 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

519

DISPOSITION
I\/l\\llél\ij\"A,\ANNECSEAC(IB(DEIDIIEEﬁI\b ADVISED INFORMATION DELAY QUESTION COMPANY IN
COMPLAINANT | FURNISHED/EXPANDED | RESOLVED OF FACT COMPLIANCE TOTAL
NMBR PCT NMBR PCT NMBR | PCT [NMBR| PCT | NMBR | PCT |NMBR|PCT
REASON
DELAYS 1 50 1 50 2| 100
UNSATISFACTORY
SETTLEMENT/OFFER 1 33 1 33 1 33 3| 100
DENIAL OF CLAIM 1 50 1 50 2| 100
TOTAL 2 29 1 14 1 14 2 29 1 14 7| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

WEST AMERICAN
INSURANCE
COMPANY

DISPOSITION

QUESTION OF
FACT

TOTAL

NMBR

PCT

NMBR

PCT

REASON

DENIAL OF CLAIM

100

100

TOTAL

100

100
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SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT

OF CONSUMER AND BUSINESS SERVICES
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NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

WEST COAST LIFE DISPOSITION
INSURANCE
COMPANY POLICY DELAY

ISSUED/RSTRD | RESOLVED TOTAL

NMBR PCT |NMBR| PCT [NMBR|PCT
REASON
PREMIUM & RATING 1 100 1] 100
POLICY DELIVERY 1 100 1] 100
TOTAL 1 50 1 50 2| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES

BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
WESTERN PRSSEA%I,—A%F\;S INSURANCE ADVISED
COMPLAINANT TOTAL
NMBR PCT |NMBR|PCT
REASON
UNSATISFACTORY SETTLEMENT/OFFER 1 100 1| 100
TOTAL 1 100 1| 100
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SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,

BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
WESTERN RESERVE LIFE PREMIUM CONTRACT
ASSURANCE CO. OF OHIO PROBLEM PROVISION/LEGAL
RESOLVED ISSUE TOTAL
NMBR | PCT NMBR PCT NMBR [ PCT

REASON
POLICY DELIVERY 1 100 1| 100
PREMIUM NOTICE/BILLING 1 100 1| 100
TOTAL 1 50 1 50 2| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT

OF CONSUMER AND BUSINESS SERVICES
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NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

WESTERN DISPOSITION
C%UMREX;Y INFORMATION
FURNISHED/EXPANDED TOTAL
NMBR PCT NMBR | PCT
REASON
NONRENEWAL 1 100 1| 100
TOTAL 1 100 1| 100
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SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,

BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES

BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
WESTERN UNITED INSURANCE COMPANY
COMPANY (SEE MSG) ADVISED QUESTION POSITION
COMPLAINANT OF FACT UPHELD TOTAL
NMBR PCT |NMBR| PCT |[NMBR| PCT [NMBR|PCT
REASON
UNSATISFACTORY SETTLEMENT/OFFER 1 100 1| 100
DENIAL OF CLAIM 1 100 1| 100
DELAYS/NO RESPONSE 1 100 1| 100
TOTAL 1 33 1 33 1 33 3 100
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SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

WESTERN UNITED LIFE
ASSURANCE COMPANY

DISPOSITION

REFUND

QUESTION
OF FACT

TOTAL

NMBR

PCT

NMBR

PCT

NMBR

PCT

REASON

MISREPRESENTATION

100

100

SURRENDER PROBLEMS

100

100

TOTAL

50

50

100
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SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

527

DISPOSITION
WILLAMETTE DENTAL CONTRACT COMPANY
INSURANCE, INC. ADVISED COMPROMISED INFORMATION PROVISION/LEGAL POSITION
COMPLAINANT | STLMNT/RSLTN | FURNISHED/EXPANDED ISSUE UPHELD
NMBR PCT NMBR PCT NMBR PCT NMBR PCT NMBR | PCT
REASON
DELAYS 1 100
UNSATISFACTORY
SETTLEMENT/OFFER 1 100
COORDINATION OF BENEFITS 1 50 1 50
DELAYS/NO RESPONSE 1 100
ACCESSTO CARE 100
TOTAL 17 1 17 1 17 1 17 2 33
WILLAMETTE DENTAL
INSURANCE, INC.
TOTAL
NMBR | PCT
REASON
DELAYS 1| 100
UNSATISFACTORY
SETTLEMENT/OFFER 1| 100
COORDINATION OF BENEFITS 2| 100
DELAYS/NO RESPONSE 1| 100
ACCESSTO CARE 1| 100
TOTAL 6| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT

OF CONSUMER AND BUSIN

ESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES

BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
WILSHIRE INSURANCE COMPANY COGE’YLSIEN,[Z\NT TOTAL
NMBR | PCT |NMBR|PCT
REASON
UNSATISFACTORY SETTLEMENT/OFFER 1 100 1| 100
TOTAL 1 100 1 100
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SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION
INV;/UOSXNN(I_‘,EENC'I%:\/IUP;?\IY ADVISED COMPROMISED CLAIM DELAY

COMPLAINANT | STLMNT/RSLTN SETTLED RESOLVED TOTAL

NMBR PCT NMBR PCT NMBR | PCT |NMBR| PCT |[NMBR|PCT
REASON
DELAYS 1 33 2 67 3 100
TOTAL LOSS 1 100 1| 100
COMPARATVE NEGLIGENCE 1 100 1| 100
TIMELINESS 1| 100 1| 100
TOTAL 2 33 1 17 1 17 2 33 6| 100

529

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES
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NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2007

DISPOSITION

ADVISED DELAY
COMPLAINANT | RESOLVED TOTAL

ZURICH AMERICAN
INSURANCE COMPANY

NMBR PCT |NMBR| PCT |[NMBR|PCT
REASON
DELAYS 2 100 2| 100
COMPANY/AGENT DISPUTE 1 100 1] 100
TOTAL 1 33 2 67 3| 100

SOURCE: RESEARCH AND ANALYSIS SECTION, INFORMATION MANAGEMENT DIVISION, OREGON DEPARTMENT
OF CONSUMER AND BUSINESS SERVICES



	Total Complaints Closed In Oregon During 2007 Against All Companies
	Total Complaints Closed In Oregon During 2007 Against All Companies In Each Line
	FIRE
	FARMOWNERS MULT PERIL
	HOMEOWNERS MULT PERIL
	COMMERCIAL MULT PERIL
	INLAND MARINE
	FINANCIAL GUARANTY
	MEDICAL MALPRACT
	WORKERS COMP
	OTHER LIABILITY
	FIDELITY
	CREDIT
	TITLE
	MORTGAGE
	ACCIDENT AND HEALTH
	PERSONAL AUTO
	COMMERCIAL AUTO
	LIFE
	ANNUITIES
	UNKNOWN

	Number Of Complaints Against Individual Insurance Companies During 2007
	21ST CENTURY INSURANCE COMPANY
	ACE AMERICAN INSURANCE COMPANY
	ADVANTAGE DENTAL PLAN, INC.
	AETNA LIFE INSURANCE COMPANY
	AFFIRMATIVE INSURANCE COMPANY
	AIG ANNUITY INSURANCE COMPANY
	AIG CASUALTY COMPANY
	AIG CENTENNIAL INSURANCE COMPANY
	AIG INDEMNITY INSURANCE COMPANY
	AIG LIFE INSURANCE COMPANY
	AIG NATIONAL INSURANCE COMPANY, INC.
	AIG PREFERRED INSURANCE COMPANY
	AIG PREMIER INSURANCE COMPANY
	AIG SUNAMERICA LIFE ASSURANCE COMPANY
	AIU INSURANCE COMPANY
	ALLIANZ LIFE INSURANCE COMPANY OF NORTH AMERICA
	ALLIED PROPERTY AND CASUALTY INSURANCE COMPANY
	ALLSTATE INDEMNITY COMPANY
	ALLSTATE INSURANCE COMPANY
	ALLSTATE LIFE INSURANCE COMPANY
	ALLSTATE PROPERTY AND CASUALTY INSURANCE COMPANY
	ALPHA PROPERTY & CASUALTY INSURANCE COMPANY
	AMCO INSURANCE COMPANY
	AMERICAN AUTOMOBILE INSURANCE COMPANY
	AMERICAN BANKERS INSURANCE COMPANY OF FLORIDA
	AMERICAN BANKERS LIFE ASSURANCE CO OF FLORIDA
	AMERICAN COMMERCE INSURANCE COMPANY
	AMERICAN FAMILY HOME INSURANCE COMPANY
	AMERICAN FAMILY LIFE ASSURANCE COMPANY OF COLUMBUS
	AMERICAN FAMILY LIFE INSURANCE COMPANY
	AMERICAN FAMILY MUTUAL INSURANCE COMPANY
	AMERICAN FIDELITY ASSURANCE COMPANY
	AMERICAN GENERAL ASSURANCE COMPANY
	AMERICAN GENERAL LIFE AND ACCIDENT INSURANCE COMPANY
	AMERICAN GENERAL LIFE INSURANCE COMPANY
	AMERICAN HALLMARK INSURANCE COMPANY OF TEXAS
	AMERICAN HARDWARE MUTUAL INSURANCE COMPANY
	AMERICAN HEALTH AND LIFE INSURANCE COMPANY
	AMERICAN HERITAGE LIFE INSURANCE COMPANY
	AMERICAN HOME ASSURANCE COMPANY
	AMERICAN HOME SHIELD OF NEVADA, INC.
	AMERICAN INCOME LIFE INSURANCE COMPANY
	AMERICAN INSURANCE COMPANY (THE)
	AMERICAN INTERNATIONAL SOUTH INSURANCE COMPANY
	AMERICAN INVESTORS LIFE INSURANCE COMPANY, INC.
	AMERICAN MEMORIAL LIFE INSURANCE COMPANY
	AMERICAN MERCURY INSURANCE COMPANY
	AMERICAN MODERN HOME INSURANCE COMPANY
	AMERICAN NATIONAL PROPERTY AND CASUALTY COMPANY
	AMERICAN REPUBLIC INSURANCE COMPANY
	AMERICAN SECURITY INSURANCE COMPANY
	AMERICAN STANDARD INSURANCE COMPANY OF WISCONSIN
	AMERICAN STATES INSURANCE COMPANY
	AMERICAN ZURICH INSURANCE COMPANY
	AMERICO FINANCIAL LIFE AND ANNUITY INSURANCE COMPANY
	AMERITAS LIFE INSURANCE CORPORATION
	AMEX ASSURANCE COMPANY
	AMICA MUTUAL INSURANCE COMPANY
	ARGONAUT GREAT CENTRAL INSURANCE COMPANY
	ASSURANCE COMPANY OF AMERICA
	AURORA NATIONAL LIFE ASSURANCE COMPANY
	AUSTIN MUTUAL INSURANCE COMPANY
	AUTOMOBILE INSURANCE COMPANY OF HARTFORD, CONNECTICUT
	AVIVA LIFE AND ANNUITY COMPANY
	AVIVA LIFE INSURANCE COMPANY
	AXA EQUITABLE LIFE INSURANCE COMPANY
	BALBOA INSURANCE COMPANY
	BANKERS LIFE AND CASUALTY COMPANY
	BANNER LIFE INSURANCE COMPANY
	BCS INSURANCE COMPANY
	BENEFICIAL LIFE INSURANCE COMPANY
	BEST LIFE AND HEALTH INSURANCE COMPANY
	BROKERS NATIONAL LIFE ASSURANCE COMPANY
	CALIFORNIA CASUALTY GENERAL INSURANCE COMPANY OF OREGON
	CANAL INSURANCE COMPANY
	CAROLINA CASUALTY INSURANCE COMPANY
	CHARTER OAK FIRE INSURANCE COMPANY
	CHESAPEAKE LIFE INSURANCE COMPANY (THE)
	CHICAGO TITLE INSURANCE COMPANY OF OREGON
	CHUBB INDEMNITY INSURANCE COMPANY
	CHURCH MUTUAL INSURANCE COMPANY
	CINCINNATI INSURANCE COMPANY (THE)
	CLARENDON NATIONAL INSURANCE COMPANY
	CLEAR CHOICE HEALTH PLANS, INC.
	COAST NATIONAL INSURANCE COMPANY
	COLONIAL LIFE & ACCIDENT INSURANCE COMPANY
	COMBINED INSURANCE COMPANY OF AMERICA
	COMMERCE WEST INSURANCE COMPANY
	CONNECTICUT GENERAL LIFE INSURANCE COMPANY
	CONSECO HEALTH INSURANCE COMPANY
	CONSECO INSURANCE COMPANY
	CONSECO LIFE INSURANCE COMPANY
	CONSECO SENIOR HEALTH INSURANCE COMPANY
	CONTINENTAL ASSURANCE COMPANY
	CONTINENTAL CASUALTY COMPANY
	CONTINENTAL WESTERN INSURANCE COMPANY
	CONTRACTORS BONDING AND INSURANCE COMPANY
	CORNHUSKER CASUALTY COMPANY
	COUNTRY MUTUAL INSURANCE COMPANY
	COUNTRY PREFERRED INSURANCE COMPANY
	COURTESY INSURANCE COMPANY
	CUNA MUTUAL LIFE INSURANCE COMPANY
	DAIRYLAND INSURANCE COMPANY
	DEPOSITORS INSURANCE COMPANY
	DISCOVER PROPERTY & CASUALTY INSURANCE COMPANY
	EAGLE WEST INSURANCE COMPANY
	ECONOMY PREMIER ASSURANCE COMPANY
	ELECTRIC INSURANCE COMPANY
	EMPIRE FIRE AND MARINE INSURANCE COMPANY
	EMPLOYERS INSURANCE COMPANY OF WAUSAU
	ENCOMPASS INDEMNITY COMPANY
	ENCOMPASS INSURANCE COMPANY OF AMERICA
	ENUMCLAW PROPERTY AND CASUALTY INSURANCE COMPANY
	EQUITABLE LIFE AND CASUALTY INSURANCE COMPANY
	ESURANCE INSURANCE COMPANY
	FAIRMONT SPECIALTY INSURANCE COMPANY
	FARMERS INSURANCE COMPANY OF OREGON
	FARMERS INSURANCE EXCHANGE
	FARMERS NEW WORLD LIFE INSURANCE COMPANY
	FEDERATED LIFE INSURANCE COMPANY
	FEDERATED SERVICE INSURANCE COMPANY
	FIDELITY NATIONAL PROPERTY AND CASUALTY INSURANCE COMPANY
	FIDELITY NATIONAL TITLE INSURANCE COMPANY
	FINANCIAL INDEMNITY COMPANY
	FIRST ALLMERICA FINANCIAL LIFE INSURANCE COMPANY
	FIRST AMERICAN TITLE INSURANCE COMPANY
	FIRST HEALTH LIFE & HEALTH INSURANCE COMPANY
	FIRST NATIONAL INSURANCE COMPANY OF AMERICA
	FIRST PENN-PACIFIC LIFE INSURANCE COMPANY
	FOREMOST INSURANCE COMPANY
	FOREMOST PROPERTY AND CASUALTY INSURANCE COMPANY
	FOREMOST SIGNATURE INSURANCE COMPANY
	GEICO CASUALTY COMPANY
	GEICO GENERAL INSURANCE COMPANY
	GEICO INDEMNITY COMPANY
	GENERAL AMERICAN LIFE INSURANCE COMPANY
	GENERAL STAR NATIONAL INSURANCE COMPANY
	GENWORTH LIFE AND ANNUITY INSURANCE COMPANY
	GENWORTH LIFE INSURANCE COMPANY
	GEOVERA INSURANCE COMPANY
	GLOBE LIFE AND ACCIDENT INSURANCE COMPANY
	GOVERNMENT EMPLOYEES INSURANCE COMPANY
	GRANGE INSURANCE ASSOCIATION
	GRANITE STATE INSURANCE COMPANY
	GREAT AMERICAN ASSURANCE COMPANY
	GREAT AMERICAN INSURANCE COMPANY
	GREAT AMERICAN LIFE INSURANCE COMPANY
	GREAT WEST CASUALTY COMPANY
	GREAT WESTERN INSURANCE COMPANY
	GREAT-WEST LIFE ASSURANCE COMPANY (THE)
	GUARANTY INCOME LIFE INSURANCE COMPANY
	GUARDIAN LIFE INSURANCE COMPANY OF AMERICA (THE)
	GUIDEONE MUTUAL INSURANCE COMPANY
	HALLMARK INSURANCE COMPANY
	HARCO NATIONAL INSURANCE COMPANY
	HARTFORD ACCIDENT AND INDEMNITY COMPANY
	HARTFORD CASUALTY INSURANCE COMPANY
	HARTFORD FIRE INSURANCE COMPANY
	HARTFORD INSURANCE COMPANY OF THE MIDWEST
	HARTFORD LIFE AND ACCIDENT INSURANCE COMPANY
	HARTFORD LIFE AND ANNUITY INSURANCE COMPANY
	HARTFORD LIFE INSURANCE COMPANY
	HARTFORD UNDERWRITERS INSURANCE COMPANY
	HCC LIFE INSURANCE COMPANY
	HEALTH NET HEALTH PLAN OF OREGON, INC.
	HEALTH NET LIFE INSURANCE COMPANY
	HOMESITE INSURANCE COMPANY OF THE MIDWEST
	HOMESTEADERS LIFE COMPANY
	HOMESURE OF VIRGINIA, INC.
	HORACE MANN INSURANCE COMPANY
	HORACE MANN PROPERTY & CASUALTY INSURANCE COMPANY
	HOUSEHOLD LIFE INSURANCE COMPANY
	HUMANA INSURANCE COMPANY
	HUMANADENTAL INSURANCE COMPANY (SEE MSG)
	IDS PROPERTY CASUALTY INSURANCE COMPANY
	INDEPENDENT ORDER OF FORESTERS
	INFINITY INSURANCE COMPANY
	INFINITY STANDARD INSURANCE COMPANY
	ING USA ANNUITY & LIFE INSURANCE COMPANY
	INSURANCE COMPANY OF THE STATE OF PENNSYLVANIA
	INTEGRITY LIFE INSURANCE COMPANY
	JACKSON NATIONAL LIFE INSURANCE COMPANY
	JOHN ALDEN LIFE INSURANCE COMPANY
	JOHN HANCOCK LIFE & HEALTH INSURANCE COMPANY
	JOHN HANCOCK LIFE INSURANCE COMPANY
	JOHN HANCOCK LIFE INSURANCE COMPANY (U.S.A.)
	JOHN HANCOCK VARIABLE LIFE INSURANCE COMPANY
	KAISER FOUNDATION HEALTH PLAN OF THE NORTHWEST (SEE MSG)
	KEMPER INDEPENDENCE INSURANCE COMPANY
	KEMPER INVESTORS LIFE INSURANCE COMPANY
	LANCER INSURANCE COMPANY
	LAWYERS TITLE INSURANCE CORPORATION
	LIBERTY LIFE ASSURANCE COMPANY OF BOSTON
	LIBERTY LIFE INSURANCE COMPANY
	LIBERTY MUTUAL FIRE INSURANCE COMPANY
	LIBERTY MUTUAL INSURANCE COMPANY
	LIBERTY NORTHWEST INSURANCE CORPORATION
	LIFE INSURANCE COMPANY OF NORTH AMERICA
	LIFE INVESTORS INSURANCE COMPANY OF AMERICA
	LIFEWISE ASSURANCE COMPANY
	LIFEWISE HEALTH PLAN OF OREGON INC. (SEE MSG)
	LINCOLN BENEFIT LIFE COMPANY
	LINCOLN GENERAL INSURANCE COMPANY
	LINCOLN HERITAGE LIFE INSURANCE COMPANY
	LINCOLN NATIONAL LIFE INSURANCE COMPANY (THE)
	MADISON NATIONAL LIFE INSURANCE COMPANY, INC.
	MARKEL INSURANCE COMPANY
	MARYLAND CASUALTY COMPANY
	MASSACHUSETTS MUTUAL LIFE INSURANCE COMPANY
	MEDICO INSURANCE COMPANY
	MEGA LIFE AND HEALTH INSURANCE COMPANY (THE)
	MERITPLAN INSURANCE COMPANY
	METLIFE INSURANCE COMPANY OF CONNECTICUT
	METROPOLITAN DIRECT PROPERTY AND CASUALTY INSURANCE COMPANY
	METROPOLITAN LIFE INSURANCE COMPANY
	METROPOLITAN PROPERTY AND CASUALTY INSURANCE COMPANY
	MID-CENTURY INSURANCE COMPANY
	MID-VALLEY IPA EMPLOYEE BENEFIT TRUST
	MID-WEST NATIONAL LIFE INSURANCE COMPANY OF TENNESSEE
	MIDLAND NATIONAL LIFE INSURANCE COMPANY
	MINNESOTA LIFE INSURANCE COMPANY
	MITSUI SUMITOMO INSURANCE COMPANY OF AMERICA
	MONUMENTAL LIFE INSURANCE COMPANY
	MONY LIFE INSURANCE COMPANY
	MUTUAL OF ENUMCLAW INSURANCE COMPANY
	MUTUAL OF OMAHA INSURANCE COMPANY
	NATIONAL CASUALTY COMPANY
	NATIONAL CATHOLIC SOCIETY OF FORESTERS
	NATIONAL GENERAL ASSURANCE COMPANY
	NATIONAL HEALTH INSURANCE COMPANY
	NATIONAL INDEMNITY COMPANY
	NATIONAL INTERSTATE INSURANCE COMPANY
	NATIONAL LIABILITY & FIRE INSURANCE COMPANY
	NATIONAL LIFE INSURANCE COMPANY
	NATIONAL LLOYDS INSURANCE COMPANY
	NATIONAL STATES INSURANCE COMPANY
	NATIONAL UNION FIRE INSURANCE COMPANY OF PITTSBURG
	NATIONWIDE AGRIBUSINESS INSURANCE COMPANY
	NATIONWIDE ASSURANCE COMPANY
	NATIONWIDE INSURANCE COMPANY OF AMERICA
	NATIONWIDE LIFE AND ANNUITY INSURANCE COMPANY
	NATIONWIDE MUTUAL FIRE INSURANCE COMPANY
	NATIONWIDE MUTUAL INSURANCE COMPANY
	NATIONWIDE PROPERTY AND CASUALTY INSURANCE COMPANY
	NEW HAMPSHIRE INSURANCE COMPANY
	NEW YORK LIFE INSURANCE AND ANNUITY CORPORATION
	NEW YORK LIFE INSURANCE COMPANY
	NORTH AMERICAN COMPANY FOR LIFE AND HEALTH INSURANCE
	NORTH PACIFIC INSURANCE COMPANY
	NORTHWEST PHYSICIANS INSURANCE COMPANY
	NORTHWESTERN MUTUAL LIFE INSURANCE CO
	ODS HEALTH PLAN, INC.
	OHIO CASUALTY INSURANCE COMPANY
	OHIO NATIONAL LIFE INSURANCE COMPANY (THE)
	OHIO STATE LIFE INSURANCE COMPANY
	OLD REPUBLIC INSURANCE COMPANY
	OM FINANCIAL LIFE INSURANCE COMPANY
	ONEBEACON INSURANCE COMPANY
	OREGON AUTOMOBILE INSURANCE COMPANY
	OREGON DENTAL SERVICE
	OREGON MUTUAL INSURANCE COMPANY
	PACIFIC INDEMNITY COMPANY
	PACIFIC LIFE INSURANCE COMPANY
	PACIFICARE LIFE AND HEALTH INSURANCE COMPANY
	PACIFICARE LIFE ASSURANCE COMPANY
	PACIFICARE OF OREGON, INC.
	PACIFICSOURCE HEALTH PLANS
	PAUL REVERE LIFE INSURANCE COMPANY
	PEAK PROPERTY AND CASUALTY INSURANCE CORPORATION
	PEMCO INSURANCE COMPANY
	PENN TREATY NETWORK AMERICA INSURANCE COMPANY
	PENNSYLVANIA LIFE INSURANCE COMPANY
	PHILADELPHIA INDEMNITY INSURANCE COMPANY
	PHOENIX LIFE INSURANCE COMPANY
	PHYSICIANS LIFE INSURANCE COMPANY
	PREFERRED HEALTH PLAN, INC.
	PRINCIPAL LIFE INSURANCE COMPANY
	PROGRESSIVE CASUALTY INSURANCE COMPANY
	PROGRESSIVE CLASSIC INSURANCE COMPANY
	PROGRESSIVE DIRECT INSURANCE COMPANY
	PROGRESSIVE NORTHERN INSURANCE COMPANY
	PROGRESSIVE NORTHWESTERN INSURANCE COMPANY
	PROGRESSIVE PREFERRED INSURANCE COMPANY
	PROGRESSIVE SPECIALTY INSURANCE COMPANY
	PROGRESSIVE UNIVERSAL INSURANCE COMPANY
	PROGRESSIVE WEST INSURANCE COMPANY
	PROPERTY AND CASUALTY INSURANCE COMPANY OF HARTFORD
	PROTECTIVE INSURANCE COMPANY
	PROTECTIVE LIFE INSURANCE COMPANY
	PROVIDENCE HEALTH PLAN
	PROVIDENT LIFE & ACCIDENT INSURANCE COMPANY
	PRUDENTIAL ANNUITIES LIFE ASSURANCE CORPORATION
	PRUDENTIAL INSURANCE COMPANY OF AMERICA
	PYRAMID LIFE INSURANCE COMPANY
	REASSURE AMERICA LIFE INSURANCE COMPANY
	RED SHIELD INSURANCE COMPANY
	REGENCE BLUECROSS BLUESHIELD OF OREGON
	REGENCE LIFE AND HEALTH INSURANCE COMPANY
	RELIANCE STANDARD LIFE INSURANCE COMPANY
	RELIASTAR LIFE INSURANCE COMPANY
	REPUBLIC WESTERN INSURANCE COMPANY
	RESPONSE WORLDWIDE INSURANCE COMPANY
	RIVERSOURCE LIFE INSURANCE COMPANY
	ROCKY MOUNTAIN FIRE & CASUALTY COMPANY
	ROYAL NEIGHBORS OF AMERICA
	SAFECO INSURANCE COMPANY OF OREGON
	SAIF CORPORATION
	SECURITY BENEFIT LIFE INSURANCE COMPANY
	SENTINEL INSURANCE COMPANY, LTD.
	SENTRY LIFE INSURANCE COMPANY
	SIERRA HEALTH AND LIFE INSURANCE COMPANY, INC.
	ST. PAUL FIRE AND MARINE INSURANCE COMPANY
	STANDARD FIRE INSURANCE COMPANY (THE)
	STANDARD INSURANCE COMPANY
	STANDARD LIFE AND ACCIDENT INSURANCE COMPANY
	STATE FARM FIRE AND CASUALTY COMPANY
	STATE FARM LIFE INSURANCE COMPANY
	STATE FARM MUTUAL AUTOMOBILE INSURANCE COMPANY
	STONEBRIDGE CASUALTY INSURANCE COMPANY
	STONEBRIDGE LIFE INSURANCE COMPANY
	SUBLIMITY INSURANCE COMPANY
	SUN LIFE ASSURANCE COMPANY OF CANADA
	SUN LIFE ASSURANCE COMPANY OF CANADA (U.S.)
	SUNAMERICA LIFE INSURANCE COMPANY
	SURETY LIFE INSURANCE COMPANY
	SYMETRA LIFE INSURANCE COMPANY
	TEACHERS INSURANCE AND ANNUITY ASSOCIATION OF AMERICA
	TEACHERS INSURANCE COMPANY
	THRIVENT FINANCIAL FOR LUTHERANS
	TIAA-CREF LIFE INSURANCE COMPANY
	TICOR TITLE INSURANCE COMPANY
	TIME INSURANCE COMPANY
	TITLE INSURANCE COMPANY OF OREGON (SEE MSG)
	TRANSAMERICA LIFE INSURANCE COMPANY
	TRANSAMERICA OCCIDENTAL LIFE INSURANCE COMPANY
	TRANSCONTINENTAL INSURANCE COMPANY
	TRAVELERS COMMERCIAL INSURANCE COMPANY
	TRAVELERS HOME AND MARINE INSURANCE COMPANY (THE)
	TRAVELERS INDEMNITY COMPANY (THE)
	TRAVELERS INDEMNITY COMPANY OF AMERICA
	TRAVELERS INDEMNITY COMPANY OF CONNECTICUT (THE)
	TRAVELERS PROPERTY CASUALTY COMPANY OF AMERICA
	TRUCK INSURANCE EXCHANGE
	TRUMBULL INSURANCE COMPANY
	TWIN CITY FIRE INSURANCE COMPANY
	UNICARE LIFE & HEALTH INSURANCE COMPANY
	UNIGARD INSURANCE COMPANY
	UNION SECURITY INSURANCE COMPANY
	UNITED AMERICAN INSURANCE COMPANY
	UNITED COMMERCIAL TRAVELERS OF AMERICA(THE ORDER OF)
	UNITED CONCORDIA INSURANCE COMPANY
	UNITED GENERAL TITLE INSURANCE COMPANY
	UNITED HEALTHCARE INSURANCE COMPANY
	UNITED HERITAGE PROPERTY & CASUALTY COMPANY
	UNITED INSURANCE COMPANY OF AMERICA
	UNITED INVESTORS LIFE INSURANCE COMPANY
	UNITED OF OMAHA LIFE INSURANCE COMPANY
	UNITED SERVICES AUTOMOBILE ASSOCIATION
	UNITED STATES FIRE INSURANCE COMPANY
	UNITED STATES LIFE INSURANCE COMPANY IN THE CITY OF NEW YORK (THE)
	UNITED TEACHER ASSOCIATES INSURANCE COMPANY
	UNITED WORLD LIFE INSURANCE COMPANY
	UNITRIN AUTO AND HOME INSURANCE COMPANY
	UNITRIN DIRECT PROPERTY & CASUALTY COMPANY
	UNIVERSAL CASUALTY COMPANY
	UNIVERSAL UNDERWRITERS INSURANCE COMPANY
	UNUM LIFE INSURANCE COMPANY OF AMERICA
	USAA CASUALTY INSURANCE COMPANY
	VALLEY PROPERTY & CASUALTY INSURANCE COMPANY
	VANLINER INSURANCE COMPANY
	VICTORIA SELECT INSURANCE COMPANY
	VIKING INSURANCE COMPANY OF WISCONSIN
	VIRGINIA SURETY COMPANY, INC.
	WASHINGTON NATIONAL INSURANCE COMPANY
	WAWANESA GENERAL INSURANCE COMPANY
	WEST AMERICAN INSURANCE COMPANY
	WEST COAST LIFE INSURANCE COMPANY
	WESTERN PROTECTORS INSURANCE COMPANY
	WESTERN RESERVE LIFE ASSURANCE CO. OF OHIO
	WESTERN SURETY COMPANY
	WESTERN UNITED INSURANCE COMPANY (SEE MSG)
	WESTERN UNITED LIFE ASSURANCE COMPANY
	WILLAMETTE DENTAL INSURANCE, INC.
	WILSHIRE INSURANCE COMPANY
	WORKMEN'S AUTO INSURANCE COMPANY
	ZURICH AMERICAN INSURANCE COMPANY


