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The Oregon Insurance Division annually publishes two reports about consumer complaints filed against
insurance companies doing business in the state:

Consumer Guide to Oregon Insurance Complaints

This booklet ranks insurers from best to worst based on the number of consumer complaints received
by the Insurance Division. To request a free copy, call (503) 947-7984 or (888) 877-4894 (toll-free in
Oregon), or write to:

Publications
Oregon Insurance Division
350 Winter St. NE, Room 440
Salem, OR 97301-3883

The Consumer Guide to Oregon Insurance Complaints also is available on our Web site:

http://www.cbs.state.or.us/external/ins/docs/consumer/2311-01.pdf

Oregon Complaint Report, Part I1

This report categorizes the type and disposition of each complaint. Cost is $25 per copy.


http://www.cbs.state.or.us/external/ins/docs/consumer/2311-01.pdf
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This report includes:

How to use this report

*Summary tables showing the total number of consumer complaints closed by the Insurance
Division in 2001 (pages 2-15).

*Summary tables showing the total number of consumer complaints closed by the Insurance
Division in 2001 by line of insurance (pages 16-78).

Individual insurance company complaint tables for 2001 (pages 79-612).

Both the summary and individual company tables break down the reasons for complaints and indicate
how they were resolved.

Individual insurance companies are organized in alphabetical order beginning on Page 79. Companies
that did not have any consumer complaints in 2001 are not included in the report.

Each table shows the reason for a complaint in the left hand column and the disposition of the com-
plaint (how it was resolved) across the top. Totals are shown in the right-hand column and across the

bottom.

The “NMBR” column shows the number of complaints closed by disposition.

The “PCT” column shows the percentage of complaints closed by disposition.

Sample table

Table 1 shows how the six complaints against Company A were resolved. Table 2 explains how to read

Table 1.
Table 1 Table 2
DISPOSITION Reason Disposition NMBR PCT
COMPANY]
C A IN COMPANY Delays Claim settled' 2 67
ompany CLAIM | COMPLI- | POSITION | OTHER TOTAL Delays Other relief? 1 33
SETTLED | ANCE UPHELD RELIEF
Unsatisfactory
INMBR| PCT|NMBR|PCT [NMBR|PCT [NMBR [PCT |[NMBR|PCT settlement/offer Company upheld? 1 100
REASON
Denial of claim Company in 1 100
PELAYS 2|67 1|33 3]100 compliance’
[UNSATISFACTORY Premium notice/
BETTLEMENT/OFFER 1 1100 L]100F | pitling Claim settled! 1 100
DENIAL OF CLAIM 1 |100 1 | 100
! The insurance company settled the claim after a complaint was filed.
PREMIUM NOTICE/ % The consumer received some other form of relief after a complaint was filed.
ILLING 1 1100 1 1100  3The insurance company’s settlement/offer was upheld by the Insurance Division.
TOTAL 3 (s0f 117 1|17 1 |17 6 [ 100] “ The Insurance Division found that the company was complying with Oregon

insurance laws and rules.



TOTAL COMPLAINTS CLOSED IN OREGON DURING 2001 AGAINST ALL COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DI SPOSITION

DISPOSITION

POLICY ADVISED COMPROMISED | ADDITIONAL
ISSUED/RSTRD | COMPLAINANT | STLMNT/RSLTN PAYMENT REFUND

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

REASON
PREMIUM & RATING 7 2 33 11

45 15

REFUSAL TO INSURE 14 12 10 8

CANCELLATION 42 16 14 5 24 9

W| | o| ©
a|lw|lo|lw

NONRENEWAL 6 10 6 10

CREDIT REPORTING 15 38 2 5

REDLINING

DELAYS 3 0 29 4 10 1 7 1 7 1

FORCED PLACEMENT 1 17

AUDIT DISPUTE 1 13 1 13

UNFAIR DISCRIMINATION

RATE CLASSIFICATION 1 50 1 50

RECISSION 3 11 1 4 2 7

SURCHARGE 1 33 1 33

ENDORSEMENT/RIDER 1 8 1 8

GROUP CONVERSION

CONTINUATION OF
BENEFITS 1 25 1 25

OTHER: UNDERWRITING 2 9 1 5

MISLEADING ADVERTISING 4 40

CHURNING

REPLACEMENT

AGENT HANDLING

FIDUCIARY/THEFT 50 1 50

FAILURE TO PLACE 20

N[R|F] P

MISREPRESENTATION

NOT LICENSED

POLICY DELIVERY 4 36 1 9 1 9

MISAPPROPRIATION OF
PREMIUM

TWISTING 1| 100

HIGH PRESSURE TACTICS 1 20

DUPLICATION OF
COVERAGE 1 100

MISSTATEMENT ON
APPLICATION

FRAUD/FORGERY

OTHER:MRKTNG & SALES 1 7

UNSATISFACTORY
SETTLEMENT/OFFER 47 5 50 5

(Continued)

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



TOTAL COMPLAINTS CLOSED IN OREGON DURING 2001 AGAINST ALL COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DI SPOSITION

DISPOSITION

ENTERED
ARBITRATION/MEDIATION

COVERAGE
EXTENDED

UNABLETO
ASSIST

CLAIM
REOPENED

CANCELLATION
UPHELD

NMBR PCT

NMBR | PCT

NMBR

PCT

NMBR

PCT

NMBR

PCT

REASON

PREMIUM & RATING

REFUSAL TO INSURE

CANCELLATION

14

NONRENEWAL

CREDIT REPORTING

N[O NN O

Al FR,r|O|DN

REDLINING

DELAYS

10

FORCED PLACEMENT

17

AUDIT DISPUTE

13

UNFAIR DISCRIMINATION

RATE CLASSIFICATION

RECISSION

SURCHARGE

ENDORSEMENT/RIDER

GROUP CONVERSION

CONTINUATION OF
BENEFITS

OTHER: UNDERWRITING

MISLEADING ADVERTISING

10

CHURNING

REPLACEMENT

AGENT HANDLING

FIDUCIARY/THEFT

FAILURE TO PLACE

MISREPRESENTATION

NOT LICENSED

POLICY DELIVERY

MISAPPROPRIATION OF
PREMIUM

100

TWISTING

HIGH PRESSURE TACTICS

DUPLICATION OF
COVERAGE

MISSTATEMENT ON
APPLICATION

FRAUD/FORGERY

OTHER:MRKTNG & SALES

UNSATISFACTORY
SETTLEMENT/OFFER

23

(Continued)

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

DEPARTMENT OF CONSUMER AND BUSINESS SERVICES




TOTAL COMPLAINTS CLOSED IN OREGON DURING 2001 AGAINST ALL COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DI SPOSITION

DISPOSITION

FILED REFERRED

NONRENEWAL CLAIM SUIT/RETAINED NO ACTION TO PROPER
UPHELD SETTLED ATTORNEY REQUESTED/REQUIRED AGENCY

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

REASON

PREMIUM & RATING

REFUSAL TO INSURE

CANCELLATION

NONRENEWAL

CREDIT REPORTING

RlrRr|N|P|w

W NP Fr]PR

REDLINING

DELAYS

214

31

FORCED PLACEMENT

AUDIT DISPUTE

UNFAIR DISCRIMINATION

RATE CLASSIFICATION

RECISSION

SURCHARGE

ENDORSEMENT/RIDER

GROUP CONVERSION

CONTINUATION OF
BENEFITS

OTHER: UNDERWRITING

14

MISLEADING ADVERTISING

10

CHURNING

REPLACEMENT

AGENT HANDLING

FIDUCIARY/THEFT

FAILURE TO PLACE

MISREPRESENTATION

NOT LICENSED

POLICY DELIVERY

MISAPPROPRIATION OF
PREMIUM

TWISTING

HIGH PRESSURE TACTICS

20

DUPLICATION OF
COVERAGE

MISSTATEMENT ON
APPLICATION

FRAUD/FORGERY

OTHER:MRKTNG & SALES

UNSATISFACTORY
SETTLEMENT/OFFER

170

17

(Continued)

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




TOTAL COMPLAINTS CLOSED IN OREGON DURING 2001 AGAINST ALL COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DI SPOSITION

DISPOSITION

UNDERWRITING CANCELLATION | NONRENEWAL
PRACTICE INFORMATION DELAY NOTICE NOTICE
RESOLVED FURNISHED/EXPANDED | RESOLVED WITHDRAWN RESCINDED

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

REASON

PREMIUM & RATING 2 1 61 20

REFUSAL TO INSURE 1 1 26 22

CANCELLATION 1 0 19 7 1 0

NONRENEWAL 4 7 2 3 1

CREDIT REPORTING 1 3 7 18

REDLINING

DELAYS 1 0 30 4 132 19

FORCED PLACEMENT

AUDIT DISPUTE 1 13

UNFAIR DISCRIMINATION 1 100

RATE CLASSIFICATION

RECISSION 2 7

SURCHARGE

ENDORSEMENT/RIDER 1 8 2 17

GROUP CONVERSION 57

N

CONTINUATION OF

BENEFITS 25

OTHER: UNDERWRITING 1 5 14

MISLEADING ADVERTISING 20

CHURNING 33

REPLACEMENT 20

AlW|IFP|IDN|®W]|PF

AGENT HANDLING 13

FIDUCIARY/THEFT

FAILURE TO PLACE

MISREPRESENTATION 10 29

NOT LICENSED

POLICY DELIVERY 3 27

MISAPPROPRIATION OF
PREMIUM

TWISTING

HIGH PRESSURE TACTICS

DUPLICATION OF
COVERAGE

MISSTATEMENT ON
APPLICATION 1 50

FRAUD/FORGERY

OTHER:MRKTNG & SALES 1 7 1 7

UNSATISFACTORY
SETTLEMENT/OFFER 1 0 88 9 20 2

(Continued)

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



TOTAL COMPLAINTS CLOSED IN OREGON DURING 2001 AGAINST ALL COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DI SPOSITION

DISPOSITION

NONFORFEITURE
PROBLEM
RESOLVED

PREMIUM
PROBLEM
RESOLVED

REFERRED FOR
ERISA DISCIPLINARY
COMPLIANT ACTION

QUESTION
OF FACT

RATING
PROBLEM
RESOLVED

NMBR PCT

NMBR

PCT

NMBR | PCT [ NMBR PCT

NMBR

PCT

NMBR

PCT

REASON

PREMIUM & RATING

13

15

REFUSAL TO INSURE

CANCELLATION

20

NONRENEWAL

N[N ] O

CREDIT REPORTING

10

REDLINING

DELAYS

22 3

36

FORCED PLACEMENT

AUDIT DISPUTE

UNFAIR DISCRIMINATION

RATE CLASSIFICATION

RECISSION

SURCHARGE

ENDORSEMENT/RIDER

GROUP CONVERSION

CONTINUATION OF
BENEFITS

OTHER: UNDERWRITING

MISLEADING ADVERTISING

10

CHURNING

33

33

REPLACEMENT

13

AGENT HANDLING

G I OO BN

13

23

FIDUCIARY/THEFT

FAILURE TO PLACE

MISREPRESENTATION

NOT LICENSED

POLICY DELIVERY

MISAPPROPRIATION OF
PREMIUM

TWISTING

HIGH PRESSURE TACTICS

20

DUPLICATION OF
COVERAGE

MISSTATEMENT ON
APPLICATION

FRAUD/FORGERY

100

OTHER:MRKTNG & SALES

UNSATISFACTORY
SETTLEMENT/OFFER

182

18

(Continued)

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

DEPARTMENT OF CONSUMER AND BUSINESS SERVICES




TOTAL COMPLAINTS CLOSED IN OREGON DURING 2001 AGAINST ALL COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DI SPOSITION

DISPOSITION

CONTRACT COMPANY
PROVISION/LEGAL COMPANY IN POSITION ENDORSEMENT NO
ISSUE COMPLIANCE UPHELD PROCESSED JURISDICTION
NMBR PCT NMBR | PCT [NMBR| PCT | NMBR PCT NMBR PCT

REASON

PREMIUM & RATING 3 1 27 9 65 21 1 0
REFUSAL TO INSURE 16 13 7 6 21 18 1 1
CANCELLATION 15 6 13 5 70 26 1 0
NONRENEWAL 8 13 17 28

CREDIT REPORTING 1 3 6 15

REDLINING

DELAYS 7 1 23 3 53 8 4 1
FORCED PLACEMENT 1 17 2 33 1 17
AUDIT DISPUTE 2 25 1 13
UNFAIR DISCRIMINATION

RATE CLASSIFICATION

RECISSION 4 14 2 7 12 43

SURCHARGE

ENDORSEMENT/RIDER 4 33

GROUP CONVERSION 2 29

CONTINUATION OF

BENEFITS 1 25

OTHER: UNDERWRITING 6 27

MISLEADING ADVERTISING

CHURNING

REPLACEMENT 4 27 4 27

AGENT HANDLING 1 3 1 3

FIDUCIARY/THEFT

FAILURE TO PLACE

MISREPRESENTATION 3 9 2 6 2 6

NOT LICENSED 1 100

POLICY DELIVERY

MISAPPROPRIATION OF

PREMIUM

TWISTING

HIGH PRESSURE TACTICS 2 40

DUPLICATION OF

COVERAGE

MISSTATEMENT ON

APPLICATION

FRAUD/FORGERY

OTHER:MRKTNG & SALES 1 7 1 7
UNSATISFACTORY

SETTLEMENT/OFFER 47 5 25 2 195 19 9 1
(Continued)

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

DEPARTMENT OF CONSUMER AND BUSINESS SERVICES




TOTAL COMPLAINTS CLOSED IN OREGON DURING 2001 AGAINST ALL COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DI SPOSITION

DISPOSITION
INSUFFICIENT
RECOVERY | INFORMATION OTHER TOTAL
NMBR| PCT | NMBR PCT |NMBR|PCT [NMBR |PCT

REASON

PREMIUM & RATING 7 2 1 0 2 1 310 100
REFUSAL TO INSURE 1 1 120| 100
CANCELLATION 6 2 1 0 3 1 268| 100
NONRENEWAL 1 2 61| 100
CREDIT REPORTING 40| 100
REDLINING 1 100 1| 100
DELAYS 70 10 1 0 2 0 685 100
FORCED PLACEMENT 6| 100
AUDIT DISPUTE 1 13 8| 100
UNFAIR DISCRIMINATION 1| 100
RATE CLASSIFICATION 2| 100
RECISSION 28| 100
SURCHARGE 3| 100
ENDORSEMENT/RIDER 12| 100
GROUP CONVERSION 7| 100
CONTINUATION OF

BENEFITS 4| 100
OTHER: UNDERWRITING 3 14 2 9 22| 100
MISLEADING ADVERTISING 1 10 10| 100
CHURNING 3| 100
REPLACEMENT 1 7 15| 100
AGENT HANDLING 3 10 2 6 31| 100
FIDUCIARY/THEFT 2| 100
FAILURE TO PLACE 5| 100
MISREPRESENTATION 1 3 35| 100
NOT LICENSED 1| 100
POLICY DELIVERY 11| 100
MISAPPROPRIATION OF

PREMIUM 1| 100
TWISTING 1| 100
HIGH PRESSURE TACTICS 5| 100
DUPLICATION OF

COVERAGE 1| 100
MISSTATEMENT ON

APPLICATION 2| 100
FRAUD/FORGERY 1| 100
OTHER:MRKTNG & SALES 1 7 1 7 14| 100
UNSATISFACTORY

SETTLEMENT/OFFER 111 11 10 1 1 0 1011 | 100
(Continued)

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



TOTAL COMPLAINTS CLOSED IN OREGON DURING 2001 AGAINST ALL COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DI SPOSITION

DISPOSITION
POLICY ADVISED COMPROMISED | ADDITIONAL

ISSUED/RSTRD | COMPLAINANT | STLMNT/RSLTN PAYMENT REFUND

NMBR PCT NMBR PCT NMBR PCT NMBR | PCT [NMBR|PCT
REASO N
MEDICAL NECESSITY 2 4
POST CLAIM
UNDERWRITING 4 11 4 11
SUBROGATION 7 23 3 10
DENIAL OF CLAIM 60 6 55 6 6 1
USUAL, CUSTOMARY,
REASONABLE 2 6 4 13 1 3
COORDINATION OF
BENEFITS 3 11 1 4
PCP REFERRALS 5 13
UTILIZATION REVIEW 1 4
EXPERIMENTAL 1 33
ASSIGNMENT OF BENEFITS 1 14
COST CONTAINMENT 2 8 2 8
OTHER: CLAIM HANDLING 15 13 4 3 1 1
PREMIUM NOTICE/BILLING 2 2 9 7 8 6 27 21
CASH VALUE 2 4 5 11
ACCELERATED BENEFITS 1 100
DELAYS/NO RESPONSE 2 9 1 5 3 14
INFORMATION REQUESTED 1 1 3 3 1 1 1 1
PREMIUM REFUNDED 1 1 4 4 64 62
NONFORFEITURE 2 29 1 14
PAYMENT NOT CREDITED 1 7 1 7
COVERAGE QUESTION 2 6 3 9
ACCESSTO CARE 1 2 6 11
QUALITY OF CARE 1 17
COMPANY/AGENT DISPUTE 1 20 1 20
ABUSIVE SERVICE 1 5 2 10 2 10
OTHER: POLICYHOLDER
SERVICE 3 12 1 4
TOTAL 89 2 280 6 204 4 19 0 201 4

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



TOTAL COMPLAINTS CLOSED IN OREGON DURING 2001 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
MEDICAL NECESSITY 2 4 2 4 1 2
POST CLAIM
UNDERWRITING 5 14 1 3
SUBROGATION 1 1 3
DENIAL OF CLAIM 41 4 11 1 24 3
USUAL, CUSTOMARY,
REASONABLE 1 3
COORDINATION OF
BENEFITS
PCP REFERRALS 1 3
UTILIZATION REVIEW 1 2 9 2 9
EXPERIMENTAL
ASSIGNMENT OF BENEFITS
COST CONTAINMENT
OTHER: CLAIM HANDLING 1 1 3 3
PREMIUM NOTICE/BILLING 3 2 1 1
CASH VALUE 1 2
ACCELERATED BENEFITS
DELAYS/NO RESPONSE
INFORMATION REQUESTED 1 1 1 1 1 1
PREMIUM REFUNDED
NONFORFEITURE
PAYMENT NOT CREDITED 1 7
COVERAGE QUESTION 2 6 5 15
ACCESSTO CARE 3 5 2 4 1 2
QUALITY OF CARE
COMPANY/AGENT DISPUTE
ABUSIVE SERVICE
OTHER: POLICYHOLDER
SERVICE 2 8
TOTAL 4 71 2 78 2 62 1 24 1

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




TOTAL COMPLAINTS CLOSED IN OREGON DURING 2001 AGAINST ALL COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DI SPOSITION

DISPOSITION

FILED REFERRED
NONRENEWAL CLAIM SUIT/RETAINED NO ACTION TO PROPER
UPHELD SETTLED ATTORNEY REQUESTED/REQUIRED AGENCY

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

REASON

MEDICAL NECESSITY 7 14 1 2

POST CLAIM

UNDERWRITING

SUBROGATION 2 6

DENIAL OF CLAIM 96 10 2 0 2 3 0

USUAL, CUSTOMARY,

REASONABLE 4 13 1

COORDINATION OF

BENEFITS 8 30 1

PCP REFERRALS 13 33

UTILIZATION REVIEW 8 35 1

EXPERIMENTAL

ASSIGNMENT OF BENEFITS 2 29

COST CONTAINMENT 6 24

OTHER: CLAIM HANDLING 6 5 1 1 2 2

PREMIUM NOTICE/BILLING 1 1 4

CASH VALUE 2

ACCELERATED BENEFITS

DELAYS/NO RESPONSE 1 5

INFORMATION REQUESTED 2 2 1 1 1

PREMIUM REFUNDED 1 1

NONFORFEITURE 1 14

PAYMENT NOT CREDITED

COVERAGE QUESTION 3 9

ACCESSTO CARE 3 5

QUALITY OF CARE

COMPANY/AGENT DISPUTE

ABUSIVE SERVICE 4 19

OTHER: POLICYHOLDER

SERVICE 2

TOTAL 1 557 12 18 0 34 14 0

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




TOTAL COMPLAINTS CLOSED IN OREGON DURING 2001 AGAINST ALL COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DI SPOSITION

DISPOSITION
UNDERWRITING CANCELLATION | NONRENEWAL
PRACTICE INFORMATION DELAY NOTICE NOTICE
RESOLVED FURNISHED/EXPANDED | RESOLVED WITHDRAWN RESCINDED
NMBR PCT NMBR PCT NMBR | PCT | NMBR PCT NMBR PCT
REASON
MEDICAL NECESSITY 9 18
POST CLAIM
UNDERWRITING 6 17
SUBROGATION 3 10 1 3
DENIAL OF CLAIM 1 0 83 9 5 1
USUAL, CUSTOMARY,
REASONABLE 6 19 1 3
COORDINATION OF
BENEFITS 3 11
PCP REFERRALS 5 13
UTILIZATION REVIEW 1 4
EXPERIMENTAL 1 33
ASSIGNMENT OF BENEFITS 1 14
COST CONTAINMENT 4 16
OTHER: CLAIM HANDLING 12 10
PREMIUM NOTICE/BILLING 1 1 25 19 1 1
CASH VALUE 19 40 1 2
ACCELERATED BENEFITS
DELAYS/NO RESPONSE 7 32 6 27
INFORMATION REQUESTED 75 72 1 1
PREMIUM REFUNDED 2 2 1 1
NONFORFEITURE 1 14
PAYMENT NOT CREDITED 5 33 1 7
COVERAGE QUESTION 4 12
ACCESSTO CARE 26 47 3 5
QUALITY OF CARE 2 33
COMPANY/AGENT DISPUTE 1 20
ABUSIVE SERVICE 6 29 1 5
OTHER: POLICYHOLDER
SERVICE 4 16
TOTAL 12 0 584 13 176 4 2 0 1

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




TOTAL COMPLAINTS CLOSED IN OREGON DURING 2001 AGAINST ALL COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DI SPOSITION

DISPOSITION

NONFORFEITURE
PROBLEM
RESOLVED

PREMIUM
PROBLEM
RESOLVED

ERISA
COMPLIANT

REFERRED FOR
DISCIPLINARY
ACTION

QUESTION
OF FACT

RATING
PROBLEM
RESOLVED

NMBR PCT NMBR

PCT

NMBR

PCT

NMBR PCT

NMBR

PCT

NMBR

PCT

REASON

MEDICAL NECESSITY

POST CLAIM
UNDERWRITING

11

SUBROGATION

DENIAL OF CLAIM

148

16

USUAL, CUSTOMARY,
REASONABLE

COORDINATION OF
BENEFITS

PCP REFERRALS

10

UTILIZATION REVIEW

EXPERIMENTAL

ASSIGNMENT OF BENEFITS

COST CONTAINMENT

OTHER: CLAIM HANDLING

10

PREMIUM NOTICE/BILLING

16

12

CASH VALUE

ACCELERATED BENEFITS

DELAYS/NO RESPONSE

INFORMATION REQUESTED

PREMIUM REFUNDED

NONFORFEITURE

PAYMENT NOT CREDITED

20

COVERAGE QUESTION

ACCESSTO CARE

QUALITY OF CARE

COMPANY/AGENT DISPUTE

20

ABUSIVE SERVICE

OTHER: POLICYHOLDER
SERVICE

TOTAL

17

66 1

470

10

10

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

DEPARTMENT OF CONSUMER AND BUSINESS SERVICES




TOTAL COMPLAINTS CLOSED IN OREGON DURING 2001 AGAINST ALL COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DI SPOSITION

DISPOSITION

CONTRACT COMPANY
PROVISION/LEGAL COMPANY IN POSITION ENDORSEMENT NO
ISSUE COMPLIANCE UPHELD PROCESSED JURISDICTION
NMBR PCT NMBR [ PCT |NMBR| PCT | NMBR PCT NMBR PCT
REASON
MEDICAL NECESSITY 9 18 1 2 9 18
POST CLAIM
UNDERWRITING 3 8 1 3 2 6 1 3
SUBROGATION 1 3 9 29
DENIAL OF CLAIM 113 12 33 4 181 19 10 1
USUAL, CUSTOMARY,
REASONABLE 6 19 1 3
COORDINATION OF
BENEFITS 4 15 6 22
PCP REFERRALS 2 5 3 8 6 15
UTILIZATION REVIEW 5 22
EXPERIMENTAL 1 33
ASSIGNMENT OF BENEFITS 1 14 1 14 1 14
COST CONTAINMENT 6 24 3 12 2 8
OTHER: CLAIM HANDLING 3 3 7 6 26 23 6 5
PREMIUM NOTICE/BILLING 3 2 7 5 11 8 1 1
CASH VALUE 5 11 1 2 1 2
ACCELERATED BENEFITS
DELAYS/NO RESPONSE
INFORMATION REQUESTED 6 6 3 3 2 2
PREMIUM REFUNDED 7 7 2 2 5 5 1 1
NONFORFEITURE 1 14
PAYMENT NOT CREDITED 1 7 1 7
COVERAGE QUESTION 6 18 1 3 5 15
ACCESSTO CARE 7 13 1 2
QUALITY OF CARE 2 33 1 17
COMPANY/AGENT DISPUTE
ABUSIVE SERVICE 2 10
OTHER: POLICYHOLDER
SERVICE 1 4 2 8 4 16
TOTAL 288 6 181 4 734 16 45 1

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

DEPARTMENT OF CONSUMER AND BUSINESS SERVICES




TOTAL COMPLAINTS CLOSED IN OREGON DURING 2001 AGAINST ALL COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DI SPOSITION

DISPOSITION
INSUFFICIENT
RECOVERY | INFORMATION OTHER TOTAL

NMBR | PCT | NMBR PCT |NMBR|PCT |NMBR|PCT
REASON
MEDICAL NECESSITY 1 2 49( 100
POST CLAIM
UNDERWRITING 1 3 36| 100
SUBROGATION 2 6 31| 100
DENIAL OF CLAIM 35 4 2 0 1 0 930| 100
USUAL, CUSTOMARY,
REASONABLE 1 3 1 3 31| 100
COORDINATION OF
BENEFITS 1 4 27| 100
PCP REFERRALS 39( 100
UTILIZATION REVIEW 1 4 23| 100
EXPERIMENTAL 3| 100
ASSIGNMENT OF BENEFITS 7| 100
COST CONTAINMENT 25| 100
OTHER: CLAIM HANDLING 1 1 4 3 8 7 115| 100
PREMIUM NOTICE/BILLING 5 4 2 2 130| 100
CASH VALUE 3 6 3 6 47 100
ACCELERATED BENEFITS 1| 100
DELAYS/NO RESPONSE 22| 100
INFORMATION REQUESTED 2 2 2 2 104 | 100
PREMIUM REFUNDED 8 8 2 2 103| 100
NONFORFEITURE 7| 100
PAYMENT NOT CREDITED 1 7 15| 100
COVERAGE QUESTION 34( 100
ACCESSTO CARE 1 2 55( 100
QUALITY OF CARE 6| 100
COMPANY/AGENT DISPUTE 1 20 5| 100
ABUSIVE SERVICE 2 10 21| 100
OTHER: POLICYHOLDER
SERVICE 2 8 3 12 25( 100
TOTAL 256 6 42 1 32 1 4618 | 100

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



TOTAL COMPLAINTSCLOSED IN OREGON DURING 2001 AGAINST ALL COMPANIESIN EACH
LINE, BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DISPOSI TION

DISPOSITION

FIRE POLICY ADVISED ADDITIONAL | COVERAGE NO ACTION
ISSUED/RSTRD | COMPLAINANT PAYMENT EXTENDED | REQUESTED/REQUIRED
NMBR PCT NMBR PCT NMBR | PCT [NMBR| PCT NMBR PCT

REASON

REFUSAL TO INSURE

CANCELLATION

NONRENEWAL 1 33

DELAYS 1 20 1 20

FORCED PLACEMENT

OTHER:MRKTNG & SALES 1 100

UNSATISFACTORY
SETTLEMENT/OFFER

POST CLAIM UNDERWRITING

DENIAL OF CLAIM 1 20

OTHER: CLAIM HANDLING 1 100

INFORMATION REQUESTED

PREMIUM REFUNDED

TOTAL 1 4 1 4 1 4 1 4 2 8

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




TOTAL COMPLAINTS CLOSED IN OREGON DURING 2001 AGAINST ALL COMPANIESIN EACH
LINE, BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DISPOSI TION

FIRE

DISPOSITION

INFORMATION
FURNISHED/EXPANDED

DELAY
RESOLVED

CANCELLATION

NOTICE
WITHDRAWN

REFERRED FOR
DISCIPLINARY
ACTION

QUESTION
OF FACT

NMBR PCT

NMBR | PCT

NMBR PCT

NMBR PCT

NMBR | PCT

REASON

REFUSAL TO INSURE

CANCELLATION

NONRENEWAL

33

DELAYS

FORCED PLACEMENT

OTHER:MRKTNG & SALES

UNSATISFACTORY
SETTLEMENT/OFFER

POST CLAIM UNDERWRITING

DENIAL OF CLAIM

OTHER: CLAIM HANDLING

INFORMATION REQUESTED

1 100

PREMIUM REFUNDED

1 100

TOTAL

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




TOTAL COMPLAINTS CLOSED IN OREGON DURING 2001 AGAINST ALL COMPANIESIN EACH
LINE, BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DISPOSI TION

DISPOSITION
CONTRACT COMPANY
FIRE PROVISION/LEGAL COMPANY IN POSITION
ISSUE COMPLIANCE UPHELD RECOVERY TOTAL

NMBR PCT NMBR | PCT |NMBR| PCT |NMBR| PCT |[NMBR|PCT
REASON
REFUSAL TO INSURE 1 100 1| 100
CANCELLATION 1 100 1| 100
NONRENEWAL 1 33 3| 100
DELAYS 1 20 1 20 5( 100
FORCED PLACEMENT 1 100 1| 100
OTHER:MRKTNG & SALES 1| 100
UNSATISFACTORY
SETTLEMENT/OFFER 1 20 3 60 5( 100
POST CLAIM UNDERWRITING 1 100 1| 100
DENIAL OF CLAIM 1 20 2 40 5( 100
OTHER: CLAIM HANDLING 1| 100
INFORMATION REQUESTED 1| 100
PREMIUM REFUNDED 1| 100
TOTAL 1 4 1 4 10 38 2 8 26| 100

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



TOTAL COMPLAINTS CLOSED IN OREGON DURING 2001 AGAINST ALL COMPANIESIN EACH
LINE, BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DISPOSI TION

DISPOSITION

FARMOWNERS MULT PERIL POLICY COVERAGE CLAIM QUESTION
ISSUED/RSTRD EXTENDED REOPENED OF FACT RECOVERY TOTAL
NMBR PCT |NMBR| PCT |NMBR| PCT [NMBR| PCT |NMBR| PCT |NMBR|PCT
REASON
CANCELLATION 2 100 2| 100
UNSATISFACTORY
SETTLEMENT/OFFER 1 33 1 33 1 33 3| 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




TOTAL COMPLAINTSCLOSED IN OREGON DURING 2001 AGAINST ALL COMPANIESIN EACH
LINE, BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DISPOSI TION

HOMEOWNERSMULT
PERIL

DISPOSITION

POLICY
ISSUED/RSTRD

ADVISED
COMPLAINANT

COMPROMISED
STLMNT/RSLTN

REFUND

COVERAGE
EXTENDED

UNABLETO
ASSIST

NMBR

PCT

NMBR

PCT

NMBR

PCT

NMBR

PCT

NMBR

PCT

NMBR

PCT

REASON

PREMIUM & RATING

19

23

12

REFUSAL TO INSURE

36

CANCELLATION

33

NONRENEWAL

CREDIT REPORTING

42

17

DELAYS

16

SURCHARGE

100

OTHER: UNDERWRITING

AGENT HANDLING

MISREPRESENTATION

POLICY DELIVERY

100

DUPLICATION OF
COVERAGE

100

OTHER:MRKTNG & SALES

UNSATISFACTORY
SETTLEMENT/OFFER

POST CLAIM
UNDERWRITING

SUBROGATION

DENIAL OF CLAIM

14

OTHER: CLAIM HANDLING

13

13

PREMIUM NOTICE/BILLING

38

INFORMATION REQUESTED

RrlRrlr|~

20

PREMIUM REFUNDED

OTHER: POLICYHOLDER
SERVICE

50

TOTAL

38

14

16

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

DEPARTMENT OF CONSUMER AND BUSINESS SERVICES




TOTAL COMPLAINTS CLOSED IN OREGON DURING 2001 AGAINST ALL COMPANIESIN EACH
LINE, BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DISPOSI TION

HOMEOWNERSMULT
PERIL

DISPOSITION

CLAIM
REOPENED

CANCELLATION
UPHELD

NONRENEWAL
UPHELD

CLAIM
SETTLED

NO ACTION

REQUESTED/REQUIRED

NMBR | PCT

NMBR PCT

NMBR PCT

NMBR | PCT

NMBR

PCT

REASON

PREMIUM & RATING

REFUSAL TO INSURE

CANCELLATION

NONRENEWAL

CREDIT REPORTING

DELAYS

SURCHARGE

OTHER: UNDERWRITING

AGENT HANDLING

MISREPRESENTATION

POLICY DELIVERY

DUPLICATION OF
COVERAGE

OTHER:MRKTNG & SALES

UNSATISFACTORY
SETTLEMENT/OFFER

POST CLAIM
UNDERWRITING

SUBROGATION

DENIAL OF CLAIM

OTHER: CLAIM HANDLING

PREMIUM NOTICE/BILLING

INFORMATION REQUESTED

PREMIUM REFUNDED

OTHER: POLICYHOLDER
SERVICE

TOTAL

14 5

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




TOTAL COMPLAINTS CLOSED IN OREGON DURING 2001 AGAINST ALL COMPANIESIN EACH
LINE, BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DISPOSI TION

DISPOSITION

HOMEOWNERSMULT UNDERWRITING CANCELLATION | NONRENEWAL
PERIL PRACTICE INFORMATION DELAY NOTICE NOTICE
RESOLVED FURNISHED/EXPANDED | RESOLVED WITHDRAWN RESCINDED
NMBR PCT NMBR PCT NMBR | PCT | NMBR PCT NMBR PCT
REASON
PREMIUM & RATING 4 15
REFUSAL TO INSURE 1 9 3 27
CANCELLATION
NONRENEWAL 1 5 1 5 1
CREDIT REPORTING 1 8
DELAYS 3 7 6 14
SURCHARGE
OTHER: UNDERWRITING 1 100

AGENT HANDLING

MISREPRESENTATION

POLICY DELIVERY

DUPLICATION OF
COVERAGE

OTHER:MRKTNG & SALES 1 100

UNSATISFACTORY
SETTLEMENT/OFFER 1 2 3 5

POST CLAIM
UNDERWRITING 1 100

SUBROGATION

DENIAL OF CLAIM

OTHER: CLAIM HANDLING 13

PREMIUM NOTICE/BILLING

Wk DN
[0e]

INFORMATION REQUESTED 60 1 20

PREMIUM REFUNDED

OTHER: POLICYHOLDER
SERVICE

TOTAL 3 1 21 7 10 4 1 0 1

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




TOTAL COMPLAINTS CLOSED IN OREGON DURING 2001 AGAINST ALL COMPANIESIN EACH
LINE, BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DISPOSI TION

HOMEOWNERSMULT
PERIL

DISPOSITION

PREMIUM
PROBLEM
RESOLVED

QUESTION
OF FACT

RATING
PROBLEM

RESOLVED ISSUE

CONTRACT
PROVISION/LEGAL

COMPANY IN
COMPLIANCE

COMPANY
POSITION
UPHELD

NMBR | PCT

NMBR

PCT

NMBR | PCT NMBR

PCT

NMBR | PCT

NMBR| PCT

REASON

PREMIUM & RATING

15

12

REFUSAL TO INSURE

CANCELLATION

27

NONRENEWAL

18

32

CREDIT REPORTING

P>l R D
~

17

DELAYS

16

W[IN| N PP W

SURCHARGE

OTHER: UNDERWRITING

AGENT HANDLING

100

MISREPRESENTATION

100

POLICY DELIVERY

DUPLICATION OF
COVERAGE

OTHER:MRKTNG & SALES

UNSATISFACTORY
SETTLEMENT/OFFER

16

28

11 19

POST CLAIM
UNDERWRITING

SUBROGATION

DENIAL OF CLAIM

14

23 45

OTHER: CLAIM HANDLING

13

PREMIUM NOTICE/BILLING

INFORMATION REQUESTED

PREMIUM REFUNDED

20

OTHER: POLICYHOLDER
SERVICE

TOTAL

35

12

18 6

59 21

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

DEPARTMENT OF CONSUMER AND BUSINESS SERVICES




TOTAL COMPLAINTS CLOSED IN OREGON DURING 2001 AGAINST ALL COMPANIESIN EACH
LINE, BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DISPOSI TION

DISPOSITION

HOMEOWNERSMULT
PERIL NO INSUFFICIENT

JURISDICTION | RECOVERY | INFORMATION OTHER TOTAL

NMBR PCT |[NMBR| PCT | NMBR PCT |NMBR|PCT |NMBR|PCT
REASON
PREMIUM & RATING 26| 100
REFUSAL TO INSURE 11| 100
CANCELLATION 1 7 15| 100
NONRENEWAL 22| 100
CREDIT REPORTING 12| 100
DELAYS 8 19 43| 100
SURCHARGE 1| 100
OTHER: UNDERWRITING 1| 100
AGENT HANDLING 1| 100
MISREPRESENTATION 1| 100
POLICY DELIVERY 1| 100
DUPLICATION OF
COVERAGE 1| 100
OTHER:MRKTNG & SALES 1| 100
UNSATISFACTORY
SETTLEMENT/OFFER 4 7 1 2 58| 100
POST CLAIM
UNDERWRITING 1| 100
SUBROGATION 2| 100
DENIAL OF CLAIM 51| 100
OTHER: CLAIM HANDLING 1 13 8| 100
PREMIUM NOTICE/BILLING 2 15 13| 100
INFORMATION REQUESTED 5( 100
PREMIUM REFUNDED 1 20 5( 100
OTHER: POLICYHOLDER
SERVICE 1 50 2| 100
TOTAL 2 1 13 5 3 1 1 0 281( 100

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



TOTAL COMPLAINTSCLOSED IN OREGON DURING 2001 AGAINST ALL COMPANIESIN EACH
LINE, BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DISPOSI TION

COMMERCIAL MULT PERIL

DISPOSITION

POLICY
ISSUED/RSTRD

ADVISED

COMPLAINANT

COMPROMISED
STLMNT/RSLTN

REFUND

COVERAGE
EXTENDED

UNABLETO
ASSIST

NMBR PCT

NMBR PCT

NMBR

PCT

NMBR

PCT

NMBR

PCT

NMBR

PCT

REASON

PREMIUM & RATING

20

CANCELLATION

14

NONRENEWAL

13

13

25

DELAYS

AUDIT DISPUTE

OTHER: UNDERWRITING

AGENT HANDLING

UNSATISFACTORY
SETTLEMENT/OFFER

10

DENIAL OF CLAIM

OTHER: CLAIM HANDLING

PREMIUM NOTICE/BILLING

50

DELAYS/NO RESPONSE

100

PREMIUM REFUNDED

100

OTHER: POLICYHOLDER
SERVICE

TOTAL

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




TOTAL COMPLAINTS CLOSED IN OREGON DURING 2001 AGAINST ALL COMPANIESIN EACH
LINE, BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DISPOSI TION

COMMERCIAL MULT PERIL

DISPOSITION

FILED
CANCELLATION | SUIT/RETAINED NO ACTION INFORMATION
UPHELD ATTORNEY REQUESTED/REQUIRED | FURNISHED/EXPANDED
NMBR PCT NMBR PCT NMBR PCT NMBR PCT

REASON

PREMIUM & RATING

CANCELLATION

14

NONRENEWAL

13

DELAYS

AUDIT DISPUTE

50

OTHER: UNDERWRITING

100

AGENT HANDLING

UNSATISFACTORY
SETTLEMENT/OFFER

DENIAL OF CLAIM

OTHER: CLAIM HANDLING

33

PREMIUM NOTICE/BILLING

DELAYS/NO RESPONSE

PREMIUM REFUNDED

OTHER: POLICYHOLDER
SERVICE

100

TOTAL

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




TOTAL COMPLAINTS CLOSED IN OREGON DURING 2001 AGAINST ALL COMPANIESIN EACH
LINE, BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DISPOSI TION

COMMERCIAL MULT PERIL

DISPOSITION

DELAY
RESOLVED

PREMIUM
PROBLEM
RESOLVED

REFERRED FOR
DISCIPLINARY
ACTION

QUESTION
OF FACT

COMPANY IN
COMPLIANCE

COMPANY
POSITION
UPHELD

NMBR

PCT

NMBR

PCT

NMBR PCT

NMBR

PCT

NMBR

PCT

NMBR

PCT

REASON

PREMIUM & RATING

80

CANCELLATION

14

14

29

NONRENEWAL

25

DELAYS

15

31

AUDIT DISPUTE

Pl FRPIDNIDN

50

OTHER: UNDERWRITING

AGENT HANDLING

1 100

UNSATISFACTORY
SETTLEMENT/OFFER

50

DENIAL OF CLAIM

41

29

OTHER: CLAIM HANDLING

33

33

PREMIUM NOTICE/BILLING

50

DELAYS/NO RESPONSE

PREMIUM REFUNDED

OTHER: POLICYHOLDER
SERVICE

TOTAL

21

29

12

17

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




TOTAL COMPLAINTS CLOSED IN OREGON DURING 2001 AGAINST ALL COMPANIESIN EACH
LINE, BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DISPOSI TION

DISPOSITION

COMMERCIAL MULT PERIL NO INSUFFICIENT

JURISDICTION | RECOVERY | INFORMATION OTHER TOTAL

NMBR PCT |[NMBR| PCT | NMBR PCT |NMBR|PCT|NMBR|PCT
REASON
PREMIUM & RATING 5( 100
CANCELLATION 1 14 71 100
NONRENEWAL 8| 100
DELAYS 3 23 13| 100
AUDIT DISPUTE 2| 100
OTHER: UNDERWRITING 1] 100
AGENT HANDLING 1] 100
UNSATISFACTORY
SETTLEMENT/OFFER 3 30 1 10 10| 100
DENIAL OF CLAIM 2 12 1 6 17| 100
OTHER: CLAIM HANDLING 3| 100
PREMIUM NOTICE/BILLING 2| 100
DELAYS/NO RESPONSE 1] 100
PREMIUM REFUNDED 1] 100
OTHER: POLICYHOLDER
SERVICE 1] 100
TOTAL 2 3 7 10 1 1 1 1 72| 100

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



TOTAL COMPLAINTS CLOSED IN OREGON DURING 2001 AGAINST ALL COMPANIESIN EACH
LINE, BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DISPOSI TION

DISPOSITION
INLAND MARINE COMPROMISED NO ACTION INFORMATION
STLMNT/RSLTN REFUND REQUESTED/REQUIRED | FURNISHED/EXPANDED
NMBR PCT NMBR | PCT NMBR PCT NMBR PCT
REASON
CANCELLATION
NONRENEWAL
DELAYS
UNSATISFACTORY
SETTLEMENT/OFFER 1 17 2 33
DENIAL OF CLAIM
OTHER: CLAIM HANDLING 1 100
PREMIUM NOTICE/BILLING 1| 100
TOTAL 1 6 1 6 1 6 2 13
DISPOSITION
PREMIUM CONTRACT COMPANY
INLAND MARINE PROBLEM QUESTION PROVISION/LEGAL COMPANY IN POSITION
RESOLVED OF FACT ISSUE COMPLIANCE UPHELD TOTAL
NMBR| PCT [NMBR| PCT NMBR PCT NMBR | PCT |NMBR| PCT |NMBR|PCT
REASON
CANCELLATION 1 50 1 50 2| 100
NONRENEWAL 1 100 1| 100
DELAYS 1 50 1 50 2| 100
UNSATISFACTORY
SETTLEMENT/OFFER 1 17 1 17 1 17 6| 100
DENIAL OF CLAIM 1 33 2 67 3| 100
OTHER: CLAIM HANDLING 1| 100
PREMIUM NOTICE/BILLING 1| 100
TOTAL 1 6 2 13 1 6 2 13 5 31 16| 100

SOURCE: RESEARCH AND ANALYSISSECTION, INFORMATION MANAGEMENT DIVISION, OREGON

DEPARTMENT OF CONSUMER AND BUSINESS SERVICES




TOTAL COMPLAINTS CLOSED IN OREGON DURING 2001 AGAINST ALL COMPANIESIN EACH
LINE, BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DISPOSI TION

DISPOSIT
ION
JOIeAL [ GpesTion
OF FACT TOTAL

NMBR | PCT [NMBR |PCT
REASON
DENIAL OF CLAIM 1 100 1| 100
TOTAL 1 100 1 100

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



TOTAL COMPLAINTS CLOSED IN OREGON DURING 2001 AGAINST ALL COMPANIESIN EACH
LINE, BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DISPOSI TION

WORKERS COMP

DISPOSITION

COMPLAINANT

ADVISED

REFUND

UNABLETO

CLAIM

ASSIST SETTLED

REFERRED
TO PROPER
AGENCY

INFORMATION
FURNISHED/EXPANDED

NMBR

PCT

NMBR | PCT

NMBR

PCT |[NMBR | PCT

NMBR | PCT

NMBR PCT

REASON

PREMIUM & RATING

REFUSAL TO INSURE

CANCELLATION

NONRENEWAL

1 100

AUDIT DISPUTE

UNSATISFACTORY
SETTLEMENT/OFFER

DENIAL OF CLAIM

OTHER: CLAIM
HANDLING

1 100

PREMIUM REFUNDED

OTHER: POLICYHOLDER
SERVICE

TOTAL

WORKERS COMP

DISPOSITION

COMPANY IN
COMPLIANCE

COMPANY
POSITION
UPHELD

NO
JURISDICTION

RECOVERY

INSUFFICIENT
INFORMATION

TOTAL

NMBR

PCT

NMBR| PCT

NMBR PCT |NMBR

PCT

NMBR

PCT |[NMBR|PCT

REASON

PREMIUM & RATING

100

REFUSAL TO INSURE

1 100

100

CANCELLATION

100

NONRENEWAL

100

AUDIT DISPUTE

25

Alrln]lrR]»

100

UNSATISFACTORY
SETTLEMENT/OFFER

100

DENIAL OF CLAIM

1 100

1| 100

OTHER: CLAIM
HANDLING

1| 100

PREMIUM REFUNDED

2| 100

SERVICE

OTHER: POLICYHOLDER

1 100 1| 100

TOTAL

100

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




TOTAL COMPLAINTS CLOSED IN OREGON DURING 2001 AGAINST ALL COMPANIESIN EACH
LINE, BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DISPOSI TION

OTHER LIABILITY

DISPOSITION

POLICY ADVISED COMPROMISED UNABLETO CLAIM
ISSUED/RSTRD | COMPLAINANT | STLMNT/RSLTN REFUND ASSIST REOPENED
NMBR PCT NMBR PCT NMBR PCT NMBR | PCT [ NMBR | PCT | NMBR | PCT

REASON

PREMIUM & RATING

50

50

REFUSAL TO INSURE

CANCELLATION

DELAYS

15

AUDIT DISPUTE

100

AGENT HANDLING

UNSATISFACTORY
SETTLEMENT/OFFER

DENIAL OF CLAIM

OTHER: CLAIM HANDLING

DELAYS/NO RESPONSE

100

COVERAGE QUESTION

100

OTHER: POLICYHOLDER
SERVICE

TOTAL

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

DEPARTMENT OF CONSUMER AND BUSINESS SERVICES




TOTAL COMPLAINTS CLOSED IN OREGON DURING 2001 AGAINST ALL COMPANIESIN EACH
LINE, BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DISPOSI TION

OTHER LIABILITY

DISPOSITION

CLAIM
SETTLED

INFORMATION

FURNISHED/EXPANDED

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

DELAYS

15

AUDIT DISPUTE

AGENT HANDLING

100

UNSATISFACTORY
SETTLEMENT/OFFER

DENIAL OF CLAIM

OTHER: CLAIM HANDLING

33

DELAYS/NO RESPONSE

COVERAGE QUESTION

OTHER: POLICYHOLDER
SERVICE

TOTAL

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




TOTAL COMPLAINTS CLOSED IN OREGON DURING 2001 AGAINST ALL COMPANIESIN EACH
LINE, BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DISPOSI TION

DISPOSITION

COMPANY
OTHER LIABILITY COMPANY IN POSITION NO

COMPLIANCE UPHELD JURISDICTION OTHER TOTAL

NMBR [ PCT |[NMBR| PCT | NMBR PCT |NMBR|PCT |NMBR|PCT
REASON
PREMIUM & RATING 2| 100
REFUSAL TO INSURE 1 100 1] 100
CANCELLATION 2 40 1 20 5( 100
DELAYS 2 15 13| 100
AUDIT DISPUTE 1] 100
AGENT HANDLING 1] 100
UNSATISFACTORY
SETTLEMENT/OFFER 3 27 11| 100
DENIAL OF CLAIM 9 50 18| 100
OTHER: CLAIM HANDLING 1 33 1 33 3| 100
DELAYS/NO RESPONSE 1] 100
COVERAGE QUESTION 1] 100
OTHER: POLICYHOLDER
SERVICE 1] 100 1] 100
TOTAL 1 2 17 29 2 3 1 2 58| 100

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



TOTAL COMPLAINTS CLOSED IN OREGON DURING 2001 AGAINST ALL COMPANIESIN EACH
LINE, BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DISPOSI TION

DISPOSITIO
N

AIRCRAFT ADVISED
COMPLAINANT TOTAL

NMBR PCT |NMBR|PCT

REASON
DENIAL OF CLAIM 1 100 1] 100
TOTAL 1 100 1] 100

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



TOTAL COMPLAINTS CLOSED IN OREGON DURING 2001 AGAINST ALL COMPANIESIN EACH
LINE, BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DISPOSI TION

DISPOSITION
REFERRED FOR
FIDELITY ADVISED ADDITIONAL CLAIM DELAY DISCIPLINARY
COMPLAINANT PAYMENT SETTLED RESOLVED ACTION
NMBR PCT NMBR | PCT [NMBR|PCT |NMBR| PCT | NMBR PCT
REASON
CANCELLATION
DELAYS 3 33 1 11 1 11
AGENT HANDLING 1 100
UNSATISFACTORY SETTLEMENT/OFFER
DENIAL OF CLAIM 1 50
OTHER: CLAIM HANDLING 1 100
TOTAL 1 7 1 7 3 20 1 7 2 13
DISP OSITION
COMPANY
FIDELITY QUESTION POSITION INSUFFICIENT
OF FACT UPHELD RECOVERY | INFORMATION TOTAL
NMBR | PCT [NMBR| PCT |NMBR| PCT | NMBR PCT |[NMBR|PCT
REASON
CANCELLATION 1 100 1| 100
DELAYS 1 11 3 33 9| 100
AGENT HANDLING 1| 100
UNSATISFACTORY SETTLEMENT/OFFER 1 100 1| 100
DENIAL OF CLAIM 1 50 2| 100
OTHER: CLAIM HANDLING 1| 100
TOTAL 1 7 1 7 4 27 1 7 15| 100

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




TOTAL COMPLAINTS CLOSED IN OREGON DURING 2001 AGAINST ALL COMPANIESIN EACH
LINE, BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DISPOSI TION

DISPOSITION
CREDIT ADVISED CLAIM INFORMATION
COMPLAINANT REFUND SETTLED FURNISHED/EXPANDED
NMBR PCT |NMBR|PCT |[NMBR | PCT NMBR PCT
REASON
REFUSAL TO INSURE
CANCELLATION 2 50
DELAYS 3| 100
MISLEADING ADVERTISING 2| 100
MISREPRESENTATION
UNSATISFACTORY SETTLEMENT/OFFER 2 50
DENIAL OF CLAIM 1 33 1 33
DELAYS/NO RESPONSE 1| 100
INFORMATION REQUESTED 1 100
PREMIUM REFUNDED 2 67 1 33
TOTAL 1 4 5 22 5 22 5 22
DISPOSITIO N
CONTRACT COMPANY
CREDIT PROVISION/LEGAL POSITION
ISSUE UPHELD RECOVERY TOTAL
NMBR PCT NMBR | PCT [NMBR| PCT |NMBR|PCT
REASON
REFUSAL TO INSURE 1 100 1| 100
CANCELLATION 1 25 1 25 4( 100
DELAYS 3| 100
MISLEADING ADVERTISING 2| 100
MISREPRESENTATION 1 100 1| 100
UNSATISFACTORY SETTLEMENT/OFFER 1 25 1 25 4( 100
DENIAL OF CLAIM 1 33 3| 100
DELAYS/NO RESPONSE 1| 100
INFORMATION REQUESTED 1| 100
PREMIUM REFUNDED 3| 100
TOTAL 5 22 1 4 1 4 23| 100

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



TOTAL COMPLAINTS CLOSED IN OREGON DURING 2001 AGAINST ALL COMPANIESIN EACH
LINE, BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DISPOSI TION

DISPOSITION

COMPANY
TITLE ADDITIONAL INFORMATION POSITION
PAYMENT REFUND FURNISHED/EXPANDED UPHELD TOTAL
NMBR | PCT |NMBR|PCT NMBR PCT NMBR| PCT |NMBR | PCT
REASON

PREMIUM & RATING 1 100 1| 100
DELAYS 1] 100 1| 100
OTHER:MRKTNG & SALES 1 50 1 50 2| 100
UNSATISFACTORY SETTLEMENT/OFFER 1 100 1| 100
DENIAL OF CLAIM 2 100 2| 100
DELAYS/NO RESPONSE 1 100 1| 100
PREMIUM REFUNDED 1] 100 1| 100
OTHER: POLICYHOLDER SERVICE 1 50 1 50 2| 100
TOTAL 1 9 2 18 3 27 5 45 11| 100

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




TOTAL COMPLAINTS CLOSED IN OREGON DURING 2001 AGAINST ALL COMPANIESIN EACH
LINE, BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DISPOSI TION

ACCIDENT AND HEALTH

DISPOSITION

POLICY
ISSUED/RSTRD

ADVISED
COMPLAINANT

COMPROMISED
STLMNT/RSLTN

ADDITIONAL
PAYMENT

REFUND

NMBR

PCT

NMBR

PCT

NMBR

PCT

NMBR

PCT

NMBR

PCT

REASON

PREMIUM & RATING

REFUSAL TO INSURE

13

15

CANCELLATION

17

22

NONRENEWAL

DELAYS

NPl s w

FORCED PLACEMENT

AUDIT DISPUTE

100

UNFAIR DISCRIMINATION

RECISSION

11

ENDORSEMENT/RIDER

25

GROUP CONVERSION

CONTINUATION OF BENEFITS

33

33

MISLEADING ADVERTISING

20

REPLACEMENT

AGENT HANDLING

MISREPRESENTATION

20

NOT LICENSED

POLICY DELIVERY

50

TWISTING

100

HIGH PRESSURE TACTICS

100

MISSTATEMENT ON APPLICATION

OTHER:MRKTNG & SALES

UNSATISFACTORY
SETTLEMENT/OFFER

16

MEDICAL NECESSITY

POST CLAIM UNDERWRITING

10

19

SUBROGATION

20

DENIAL OF CLAIM

14

11

USUAL, CUSTOMARY, REASONABLE

12

COORDINATION OF BENEFITS

11

PCP REFERRALS

13

UTILIZATION REVIEW

EXPERIMENTAL

33

ASSIGNMENT OF BENEFITS

17

COST CONTAINMENT

OTHER: CLAIM HANDLING

PREMIUM NOTICE/BILLING

21

13

(Continued)

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




TOTAL COMPLAINTS CLOSED IN OREGON DURING 2001 AGAINST ALL COMPANIESIN EACH
LINE, BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DISPOSI TION

DISPOSITION

ACCIDENT AND HEALTH COVERAGE [UNABLETO CLAIM CANCELLATION CLAIM
EXTENDED ASSIST REOPENED UPHELD SETTLED

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

REASON

PREMIUM & RATING 2 3

REFUSAL TO INSURE 7 8 1 1

CANCELLATION 1 1 1 1 7 9 2 3

NONRENEWAL 1 33

DELAYS 1 1 1 1 43 32

FORCED PLACEMENT
AUDIT DISPUTE

UNFAIR DISCRIMINATION
RECISSION 1 4
ENDORSEMENT/RIDER
GROUP CONVERSION 1 14
CONTINUATION OF BENEFITS
MISLEADING ADVERTISING 1 20
REPLACEMENT
AGENT HANDLING 1 20
MISREPRESENTATION 1 10
NOT LICENSED

POLICY DELIVERY

TWISTING

HIGH PRESSURE TACTICS
MISSTATEMENT ON APPLICATION
OTHER:MRKTNG & SALES
UNSATISFACTORY

SETTLEMENT/OFFER 4 2 1 0 55 26
MEDICAL NECESSITY 2 4 2 4 1 2 7 16
POST CLAIM UNDERWRITING 5 24 1 5
SUBROGATION 1 20
DENIAL OF CLAIM 20 4 7 2 5 1 83 18
USUAL, CUSTOMARY, REASONABLE 3 18
COORDINATION OF BENEFITS 8 30
PCP REFERRALS 1 3 13 33
UTILIZATION REVIEW 1 5 2 11 8 42
EXPERIMENTAL

ASSIGNMENT OF BENEFITS 2 33
COST CONTAINMENT 6 25
OTHER: CLAIM HANDLING 1 8
PREMIUM NOTICE/BILLING 1 4

(Continued)

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



TOTAL COMPLAINTS CLOSED IN OREGON DURING 2001 AGAINST ALL COMPANIESIN EACH
LINE, BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DISPOSI TION

DISPOSITION

FILED REFERRED UNDERWRITING
ACCIDENT AND HEALTH SUIT/RETAINED NO ACTION TO PROPER PRACTICE
ATTORNEY REQUESTED/REQUIRED AGENCY RESOLVED

NMBR PCT NMBR PCT NMBR | PCT | NMBR PCT

REASON
PREMIUM & RATING 2 3

REFUSAL TO INSURE 1 1

CANCELLATION 1 1

NONRENEWAL

DELAYS 1 1 3 2

FORCED PLACEMENT

AUDIT DISPUTE

UNFAIR DISCRIMINATION

RECISSION

ENDORSEMENT/RIDER

GROUP CONVERSION

CONTINUATION OF BENEFITS

MISLEADING ADVERTISING

REPLACEMENT

AGENT HANDLING

MISREPRESENTATION

NOT LICENSED

POLICY DELIVERY

TWISTING

HIGH PRESSURE TACTICS

MISSTATEMENT ON APPLICATION

OTHER:MRKTNG & SALES

UNSATISFACTORY
SETTLEMENT/OFFER 1 0 1 0

MEDICAL NECESSITY 1 2

POST CLAIM UNDERWRITING

SUBROGATION

DENIAL OF CLAIM 1 0 1 0 2 0 1 0

USUAL, CUSTOMARY, REASONABLE

COORDINATION OF BENEFITS 1 4

PCP REFERRALS

UTILIZATION REVIEW

EXPERIMENTAL

ASSIGNMENT OF BENEFITS

COST CONTAINMENT

OTHER: CLAIM HANDLING

PREMIUM NOTICE/BILLING 1 4

(Continued)

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



TOTAL COMPLAINTS CLOSED IN OREGON DURING 2001 AGAINST ALL COMPANIESIN EACH
LINE, BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DISPOSI TION

ACCIDENT AND HEALTH

DISPOSITION

INFORMATION

FURNISHED/EXPANDED

DELAY
RESOLVED

PREMIUM
PROBLEM
RESOLVED

ERISA
COMPLIANT

REFERRED FOR
DISCIPLINARY
ACTION

NMBR PCT

NMBR | PCT

NMBR | PCT

NMBR | PCT

NMBR PCT

REASON

PREMIUM & RATING

30

REFUSAL TO INSURE

22

25

CANCELLATION

11

NONRENEWAL

33

DELAYS

15

11

29 22

FORCED PLACEMENT

AUDIT DISPUTE

UNFAIR DISCRIMINATION

100

RECISSION

ENDORSEMENT/RIDER

50

GROUP CONVERSION

Al -

57

CONTINUATION OF BENEFITS

MISLEADING ADVERTISING

REPLACEMENT

33

AGENT HANDLING

20

MISREPRESENTATION

AR DN

NOT LICENSED

POLICY DELIVERY

50

TWISTING

HIGH PRESSURE TACTICS

MISSTATEMENT ON APPLICATION

1 100

OTHER:MRKTNG & SALES

UNSATISFACTORY
SETTLEMENT/OFFER

20

MEDICAL NECESSITY

20

POST CLAIM UNDERWRITING

14

SUBROGATION

wwoa

60

DENIAL OF CLAIM

2]
1

14

USUAL, CUSTOMARY, REASONABLE

29

COORDINATION OF BENEFITS

11

PCP REFERRALS

13

UTILIZATION REVIEW

EXPERIMENTAL

33

ASSIGNMENT OF BENEFITS

17

COST CONTAINMENT

17

OTHER: CLAIM HANDLING

17

PREMIUM NOTICE/BILLING

OIN| PRI PRP|IPRPITO]lW] O

33

(Continued)

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




TOTAL COMPLAINTS CLOSED IN OREGON DURING 2001 AGAINST ALL COMPANIESIN EACH
LINE, BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DISPOSI TION

DISPOSITION
RATING CONTRACT COMPANY
ACCIDENT AND HEALTH QUESTION PROBLEM PROVISION/LEGAL COMPANY IN POSITION
OF FACT RESOLVED ISSUE COMPLIANCE UPHELD

NMBR| PCT |NMBR| PCT NMBR PCT NMBR [ PCT |NMBR| PCT
RE ASON
PREMIUM & RATING 1 1 3 4 10 14 5 7
REFUSAL TO INSURE 3 3 1 1 14 16 4 4 11 12
CANCELLATION 1 1 12 16 3 4 9 12
NONRENEWAL
DELAYS 2 1 5 4 7 5 3 2
FORCED PLACEMENT 1 100
AUDIT DISPUTE
UNFAIR DISCRIMINATION
RECISSION 4 15 2 7 11 41
ENDORSEMENT/RIDER 1 25
GROUP CONVERSION 2 29
CONTINUATION OF BENEFITS 1 33
MISLEADING ADVERTISING
REPLACEMENT
AGENT HANDLING 2 40
MISREPRESENTATION 1 10 1 10
NOT LICENSED 1 100
POLICY DELIVERY
TWISTING
HIGH PRESSURE TACTICS
MISSTATEMENT ON APPLICATION
OTHER:MRKTNG & SALES
UNSATISFACTORY
SETTLEMENT/OFFER 6 3 32 15 8 4 15 7
MEDICAL NECESSITY 2 4 9 20 1 2 7 16
POST CLAIM UNDERWRITING 3 14 1 5
SUBROGATION
DENIAL OF CLAIM 9 2 100 22 13 3 36 8
USUAL, CUSTOMARY, REASONABLE 5 29
COORDINATION OF BENEFITS 4 15 6 22
PCP REFERRALS 4 10 2 5 3 8 6 15
UTILIZATION REVIEW 1 5 5 26
EXPERIMENTAL 1 33
ASSIGNMENT OF BENEFITS 1 17 1 17
COST CONTAINMENT 6 25 2 8 2 8
OTHER: CLAIM HANDLING 2 17 1 8 3 25
PREMIUM NOTICE/BILLING 3 13 1 4 1 4

(Continued)

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



TOTAL COMPLAINTS CLOSED IN OREGON DURING 2001 AGAINST ALL COMPANIESIN EACH
LINE, BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DISPOSI TION

DISPOSITION
ACCIDENT AND HEALTH NO INSUFFICIENT
JURISDICTION | RECOVERY | INFORMATION TOTAL
NMBR PCT [NMBR| PCT | NMBR PCT [NMBR|PCT
REASON
PREMIUM & RATING 69| 100
REFUSAL TO INSURE 1 1 89| 100
CANCELLATION 1 1 76| 100
NONRENEWAL 3| 100
DELAYS 3 2 10 7 134 100
FORCED PLACEMENT 1| 100
AUDIT DISPUTE 1| 100
UNFAIR DISCRIMINATION 1| 100
RECISSION 27| 100
ENDORSEMENT/RIDER 4| 100
GROUP CONVERSION 7| 100
CONTINUATION OF BENEFITS 3| 100
MISLEADING ADVERTISING 5| 100
REPLACEMENT 3| 100
AGENT HANDLING 1 20 5| 100
MISREPRESENTATION 10| 100
NOT LICENSED 1] 100
POLICY DELIVERY 4| 100
TWISTING 1] 100
HIGH PRESSURE TACTICS 1| 100
MISSTATEMENT ON APPLICATION 1] 100
OTHER:MRKTNG & SALES 1 50 1 50 2| 100
UNSATISFACTORY
SETTLEMENT/OFFER 6 3 12 6 211 100
MEDICAL NECESSITY 1 2 45| 100
POST CLAIM UNDERWRITING 1 5 21| 100
SUBROGATION 5| 100
DENIAL OF CLAIM 7 2 21 5 1 0 458 100
USUAL, CUSTOMARY, REASONABLE 17| 100
COORDINATION OF BENEFITS 1 4 27| 100
PCP REFERRALS 39| 100
UTILIZATION REVIEW 1 5 19( 100
EXPERIMENTAL 3| 100
ASSIGNMENT OF BENEFITS 6| 100
COST CONTAINMENT 24| 100
OTHER: CLAIM HANDLING 3 25 12| 100
PREMIUM NOTICE/BILLING 1 4 24| 100
(Continued)

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



TOTAL COMPLAINTS CLOSED IN OREGON DURING 2001 AGAINST ALL COMPANIESIN EACH
LINE, BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DISPOSI TION

ACCIDENT AND HEALTH

DISPOSITION

POLICY
ISSUED/RSTRD

ADVISED
COMPLAINANT

COMPROMISED
STLMNT/RSLTN

ADDITIONAL
PAYMENT

REFUND

NMBR PCT

NMBR

PCT

NMBR

PCT

NMBR | PCT

NMBR

PCT

REASON

DELAYS/NO RESPONSE

INFORMATION REQUESTED

PREMIUM REFUNDED

33

73

PAYMENT NOT CREDITED

COVERAGE QUESTION

14

ACCESSTO CARE

11

QUALITY OF CARE

17

COMPANY/AGENT DISPUTE

50

ABUSIVE SERVICE

Rrlr|lr|lo|lw

OTHER: POLICYHOLDER SERVICE

25

TOTAL

41

123

53

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




TOTAL COMPLAINTS CLOSED IN OREGON DURING 2001 AGAINST ALL COMPANIESIN EACH
LINE, BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DISPOSI TION

DISPOSITION

ACCIDENT AND HEALTH COVERAGE [UNABLETO CLAIM CANCELLATION CLAIM
EXTENDED ASSIST REOPENED UPHELD SETTLED

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

REASON

DELAYS/NO RESPONSE

INFORMATION REQUESTED 1 3 1 3

PREMIUM REFUNDED

PAYMENT NOT CREDITED 1 9

COVERAGE QUESTION 2 10 3 14

ACCESSTO CARE 3 5 2 4 1 2 3 5

QUALITY OF CARE

COMPANY/AGENT DISPUTE

ABUSIVE SERVICE 2 15
OTHER: POLICYHOLDER SERVICE
TOTAL 31 2 36 2 11 1 12 1 241 15

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



TOTAL COMPLAINTS CLOSED IN OREGON DURING 2001 AGAINST ALL COMPANIESIN EACH
LINE, BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DISPOSI TION

DISPOSITION
FILED REFERRED UNDERWRITING
ACCIDENT AND HEALTH SUIT/RETAINED NO ACTION TO PROPER PRACTICE
ATTORNEY REQUESTED/REQUIRED AGENCY RESOLVED
NMBR PCT NMBR PCT NMBR | PCT | NMBR PCT

REASON
DELAYS/NO RESPONSE
INFORMATION REQUESTED 1 3
PREMIUM REFUNDED 1 2
PAYMENT NOT CREDITED
COVERAGE QUESTION
ACCESSTO CARE
QUALITY OF CARE
COMPANY/AGENT DISPUTE
ABUSIVE SERVICE
OTHER: POLICYHOLDER SERVICE
TOTAL 3 0 9 1 6 0 2 0

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




TOTAL COMPLAINTS CLOSED IN OREGON DURING 2001 AGAINST ALL COMPANIESIN EACH
LINE, BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DISPOSI TION

DISPOSITION

PREMIUM REFERRED FOR
ACCIDENT AND HEALTH INFORMATION DELAY PROBLEM ERISA DISCIPLINARY
FURNISHED/EXPANDED | RESOLVED RESOLVED | COMPLIANT ACTION
NMBR PCT NMBR | PCT [NMBR| PCT |NMBR| PCT | NMBR PCT
REASON
DELAYS/NO RESPONSE 1 33 1 33 1 33
INFORMATION REQUESTED 26 70
PREMIUM REFUNDED 1 2
PAYMENT NOT CREDITED 3 27 1 9 2 18
COVERAGE QUESTION 3 14
ACCESSTO CARE 26 47 3 5 1
QUALITY OF CARE 2 33
COMPANY/AGENT DISPUTE 1 50
ABUSIVE SERVICE 4 31 1 8
OTHER: POLICYHOLDER SERVICE
TOTAL 314 20 40 3 10 1 15 18 1

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




TOTAL COMPLAINTS CLOSED IN OREGON DURING 2001 AGAINST ALL COMPANIESIN EACH
LINE, BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DISPOSI TION

DISPOSITION

RATING CONTRACT COMPANY
ACCIDENT AND HEALTH QUESTION PROBLEM PROVISION/LEGAL COMPANY IN POSITION
OF FACT RESOLVED ISSUE COMPLIANCE UPHELD
NMBR| PCT |NMBR| PCT NMBR PCT NMBR [ PCT |NMBR| PCT
RE ASON
DELAYS/NO RESPONSE
INFORMATION REQUESTED 4 11
PREMIUM REFUNDED 1 2 4 9 2 4
PAYMENT NOT CREDITED 1 9 1 9
COVERAGE QUESTION 6 29 1 3 14
ACCESSTO CARE 7 13 1 2
QUALITY OF CARE 2 33 1 17
COMPANY/AGENT DISPUTE
ABUSIVE SERVICE 1 8
OTHER: POLICYHOLDER SERVICE
TOTAL 32 2 0 237 15 61 126 8

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




TOTAL COMPLAINTS CLOSED IN OREGON DURING 2001 AGAINST ALL COMPANIESIN EACH
LINE, BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DISPOSI TION

DISPOSITION
ACCIDENT AND HEALTH NO INSUFFICIENT

JURISDICTION | RECOVERY | INFORMATION TOTAL

NMBR PCT |[NMBR| PCT | NMBR PCT |[NMBR|PCT
REASON
DELAYS/NO RESPONSE 3| 100
INFORMATION REQUESTED 1 3 37| 100
PREMIUM REFUNDED 1 2 1 2 45| 100
PAYMENT NOT CREDITED 11| 100
COVERAGE QUESTION 21| 100
ACCESSTO CARE 1 2 55| 100
QUALITY OF CARE 6| 100
COMPANY/AGENT DISPUTE 2| 100
ABUSIVE SERVICE 2 15 13| 100
OTHER: POLICYHOLDER SERVICE 2 50 1 25 4( 100
TOTAL 26 2 50 3 6 0 1556 | 100

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



TOTAL COMPLAINTS CLOSED IN OREGON DURING 2001 AGAINST ALL COMPANIESIN EACH

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

PERSONAL AUTO

DISPOSITION

POLICY
ISSUED/RSTRD

ADVISED
COMPLAINANT

COMPROMISED
STLMNT/RSLTN

ADDITIONAL

PAYMENT

REFUND

NMBR

PCT

NMBR

PCT

NMBR

PCT

NMBR

PCT

NMBR

PCT

REASON

PREMIUM & RATING

22

12

33

18

REFUSAL TO INSURE

15

CANCELLATION

14

11

10

12

10

NONRENEWAL

10

24

RN R >

alIN]|o| DN

CREDIT REPORTING

10

36

REDLINING

DELAYS

16

FORCED PLACEMENT

RATE CLASSIFICATION

100

ENDORSEMENT/RIDER

13

OTHER: UNDERWRITING

REPLACEMENT

AGENT HANDLING

FIDUCIARY/THEFT

100

FAILURE TO PLACE

33

MISREPRESENTATION

POLICY DELIVERY

33

33

MISAPPROPRIATION OF
PREMIUM

HIGH PRESSURE TACTICS

MISSTATEMENT ON
APPLICATION

UNSATISFACTORY
SETTLEMENT/OFFER

37

27

MEDICAL NECESSITY

POST CLAIM UNDERWRITING

15

SUBROGATION

29

DENIAL OF CLAIM

USUAL, CUSTOMARY,
REASONABLE

14

UTILIZATION REVIEW

25

COST CONTAINMENT

OTHER: CLAIM HANDLING

11

15

PREMIUM NOTICE/BILLING

17

23

DELAYS/NO RESPONSE

INFORMATION REQUESTED

PREMIUM REFUNDED

11

COVERAGE QUESTION

(Continued)

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




TOTAL COMPLAINTS CLOSED IN OREGON DURING 2001 AGAINST ALL COMPANIESIN EACH
LINE, BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DISPOSI TION

PERSONAL AUTO

DISPOSITION

ENTERED
ARBITRATION/MEDIATION

COVERAGE
EXTENDED

UNABLETO
ASSIST

CLAIM
REOPENED

CANCELLATION
UPHELD

NMBR PCT

NMBR| PCT

NMBR | PCT

NMBR | PCT

NMBR PCT

REASON

PREMIUM & RATING

REFUSAL TO INSURE

CANCELLATION

NONRENEWAL

CREDIT REPORTING

REDLINING

DELAYS

FORCED PLACEMENT

RATE CLASSIFICATION

ENDORSEMENT/RIDER

OTHER: UNDERWRITING

REPLACEMENT

AGENT HANDLING

FIDUCIARY/THEFT

FAILURE TO PLACE

MISREPRESENTATION

POLICY DELIVERY

MISAPPROPRIATION OF
PREMIUM

1| 100

HIGH PRESSURE TACTICS

MISSTATEMENT ON
APPLICATION

UNSATISFACTORY
SETTLEMENT/OFFER

19

MEDICAL NECESSITY

POST CLAIM UNDERWRITING

SUBROGATION

DENIAL OF CLAIM

16 5

15

USUAL, CUSTOMARY,
REASONABLE

UTILIZATION REVIEW

COST CONTAINMENT

OTHER: CLAIM HANDLING

PREMIUM NOTICE/BILLING

DELAYS/NO RESPONSE

INFORMATION REQUESTED

PREMIUM REFUNDED

COVERAGE QUESTION

(Continued)

SOURCE: RESEARCH AND ANALYSISSECTION, INFORMATION MANAGEMENT DIVISION, OREGON

DEPARTMENT OF CONSUMER AND BUSINESS SERVICES




TOTAL COMPLAINTS CLOSED IN OREGON DURING 2001 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

REFERRED
TO PROPER
AGENCY

UNDERWRITING
PRACTICE
RESOLVED

NMBR

PCT

NMBR PCT

NMBR PCT

NMBR

PCT

NMBR

PCT

REASO N

PREMIUM & RATING

REFUSAL TO INSURE

CANCELLATION

NONRENEWAL

CREDIT REPORTING

REDLINING

DELAYS

130

33

FORCED PLACEMENT

RATE CLASSIFICATION

ENDORSEMENT/RIDER

13

OTHER: UNDERWRITING

REPLACEMENT

AGENT HANDLING

14

FIDUCIARY/THEFT

FAILURE TO PLACE

MISREPRESENTATION

POLICY DELIVERY

MISAPPROPRIATION OF
PREMIUM

HIGH PRESSURE TACTICS

MISSTATEMENT ON
APPLICATION

UNSATISFACTORY
SETTLEMENT/OFFER

93

14

MEDICAL NECESSITY

POST CLAIM UNDERWRITING

SUBROGATION

DENIAL OF CLAIM

USUAL, CUSTOMARY,
REASONABLE

UTILIZATION REVIEW

COST CONTAINMENT

OTHER: CLAIM HANDLING

PREMIUM NOTICE/BILLING

DELAYS/NO RESPONSE

INFORMATION REQUESTED

PREMIUM REFUNDED

COVERAGE QUESTION

(Continued)

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




TOTAL COMPLAINTS CLOSED IN OREGON DURING 2001 AGAINST ALL COMPANIESIN EACH
LINE, BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DISPOSI TION

DISPOSITION

PREMIUM REFERRED FOR
PERSONAL AUTO INFORMATION DELAY PROBLEM DISCIPLINARY QUESTION
FURNISHED/EXPANDED | RESOLVED RESOLVED ACTION OF FACT
NMBR PCT NMBR| PCT [NMBR| PCT | NMBR PCT |NMBR| PCT

REASON
PREMIUM & RATING 17 9 10 5 3 2 9 5
REFUSAL TO INSURE 1 8 2 15
CANCELLATION 2 2 2 2 1 1 17 13
NONRENEWAL 1 5 1 5
CREDIT REPORTING 6 21 1 4 4 14
REDLINING
DELAYS 8 2 81 20 16 4 20 5
FORCED PLACEMENT
RATE CLASSIFICATION
ENDORSEMENT/RIDER 1 13
OTHER: UNDERWRITING 2 14
REPLACEMENT
AGENT HANDLING 1 7 2 14
FIDUCIARY/THEFT
FAILURE TO PLACE 2 67
MISREPRESENTATION
POLICY DELIVERY 1 33
MISAPPROPRIATION OF
PREMIUM
HIGH PRESSURE TACTICS
MISSTATEMENT ON
APPLICATION 1 100
UNSATISFACTORY
SETTLEMENT/OFFER 38 6 16 2 2 0 150 23
MEDICAL NECESSITY 2 50
POST CLAIM UNDERWRITING 2 15 3 23
SUBROGATION 1 4 1 4
DENIAL OF CLAIM 10 3 2 1 3 1 104 33
USUAL, CUSTOMARY,
REASONABLE 1 7 1 7 1 7
UTILIZATION REVIEW
COST CONTAINMENT
OTHER: CLAIM HANDLING 7 9 2 3 8 11
PREMIUM NOTICE/BILLING 9 12 1 1 12 16 3 4
DELAYS/NO RESPONSE 1 100
INFORMATION REQUESTED 6 86
PREMIUM REFUNDED 2 8
COVERAGE QUESTION 1 11 1 11 1 11

(Continued)

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




TOTAL COMPLAINTS CLOSED IN OREGON DURING 2001 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

12

30

REFUSAL TO INSURE

15

31

CANCELLATION

35

NONRENEWAL

14

29

CREDIT REPORTING

NEIEIESERS

14

REDLINING

DELAYS

13

10

FORCED PLACEMENT

100

RATE CLASSIFICATION

ENDORSEMENT/RIDER

38

13

OTHER: UNDERWRITING

36

REPLACEMENT

100

AGENT HANDLING

FIDUCIARY/THEFT

FAILURE TO PLACE

MISREPRESENTATION

POLICY DELIVERY

MISAPPROPRIATION OF
PREMIUM

HIGH PRESSURE TACTICS

100

MISSTATEMENT ON
APPLICATION

UNSATISFACTORY
SETTLEMENT/OFFER

14

22

MEDICAL NECESSITY

50

POST CLAIM UNDERWRITING

31

SUBROGATION

33

DENIAL OF CLAIM

15

85

27

USUAL, CUSTOMARY,
REASONABLE

UTILIZATION REVIEW

COST CONTAINMENT

100

OTHER: CLAIM HANDLING

17

23

PREMIUM NOTICE/BILLING

11

DELAYS/NO RESPONSE

INFORMATION REQUESTED

14

PREMIUM REFUNDED

COVERAGE QUESTION

22

(Continued)

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




TOTAL COMPLAINTS CLOSED IN OREGON DURING 2001 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 6 3 1 1 2 1 183| 100
REFUSAL TO INSURE 1 8 13| 100
CANCELLATION 1 1 1 1 2 2 126 | 100
NONRENEWAL 21| 100
CREDIT REPORTING 28| 100
REDLINING 1 100 1| 100
DELAYS 41 10 1 0 399 100
FORCED PLACEMENT 1| 100
RATE CLASSIFICATION 1| 100
ENDORSEMENT/RIDER 8| 100
OTHER: UNDERWRITING 2 14 2 14 14| 100
REPLACEMENT 1| 100
AGENT HANDLING 1 7 2 14 14| 100
FIDUCIARY/THEFT 1| 100
FAILURE TO PLACE 3| 100
MISREPRESENTATION 1 100 1| 100
POLICY DELIVERY 3| 100
MISAPPROPRIATION OF
PREMIUM 1| 100
HIGH PRESSURE TACTICS 1| 100
MISSTATEMENT ON
APPLICATION 1| 100
UNSATISFACTORY
SETTLEMENT/OFFER 2 0 87 13 6 1 1 0 658 | 100
MEDICAL NECESSITY 4| 100
POST CLAIM UNDERWRITING 13| 100
SUBROGATION 2 8 24| 100
DENIAL OF CLAIM 1 0 13 4 316| 100
USUAL, CUSTOMARY,
REASONABLE 1 7 1 7 14| 100
UTILIZATION REVIEW 4| 100
COST CONTAINMENT 1| 100
OTHER: CLAIM HANDLING 1 1 1 1 4 5 7 9 75| 100
PREMIUM NOTICE/BILLING 3 4 1 1 74| 100
DELAYS/NO RESPONSE 1| 100
INFORMATION REQUESTED 7| 100
PREMIUM REFUNDED 6 24 1 4 25| 100
COVERAGE QUESTION 9| 100
(Continued)

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



TOTAL COMPLAINTS CLOSED IN OREGON DURING 2001 AGAINST ALL COMPANIESIN EACH
LINE, BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DISPOSI TION

DISPOSITION

PERSONAL AUTO POLICY ADVISED COMPROMISED | ADDITIONAL

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

REASON

COMPANY/AGENT DISPUTE

ABUSIVE SERVICE 1| 100

OTHER: POLICYHOLDER

SERVICE

TOTAL 23 1 164 8 50 2 6 0 80 4

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




TOTAL COMPLAINTS CLOSED IN OREGON DURING 2001 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

COMPANY/AGENT DISPUTE

ABUSIVE SERVICE

OTHER: POLICYHOLDER
SERVICE 2 18

TOTAL 4 0 31 2 23 1 42 2 9

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



TOTAL COMPLAINTS CLOSED IN OREGON DURING 2001 AGAINST ALL COMPANIESIN EACH
LINE, BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DISPOSI TION

DISPOSITION
FILED REFERRED UNDERWRITING
PERSONAL AUTO CLAIM SUIT/RETAINED NO ACTION TO PROPER PRACTICE
SETTLED ATTORNEY REQUESTED/REQUIRED AGENCY RESOLVED
NMBR | PCT | NMBR PCT NMBR PCT NMBR | PCT | NMBR PCT

REASO N
COMPANY/AGENT DISPUTE
ABUSIVE SERVICE
OTHER: POLICYHOLDER
SERVICE 2 18
TOTAL 240 12 8 0 12 1 1 0 5

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



TOTAL COMPLAINTS CLOSED IN OREGON DURING 2001 AGAINST ALL COMPANIESIN EACH
LINE, BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DISPOSI TION

DISPOSITION

PREMIUM REFERRED FOR
PERSONAL AUTO INFORMATION DELAY PROBLEM DISCIPLINARY QUESTION
FURNISHED/EXPANDED | RESOLVED RESOLVED ACTION OF FACT
NMBR PCT NMBR| PCT [NMBR| PCT | NMBR PCT |NMBR| PCT

REASON
COMPANY/AGENT DISPUTE
ABUSIVE SERVICE
OTHER: POLICYHOLDER
SERVICE 2 18 1 9
TOTAL 114 6 102 5 25 1 31 2 334 16

SOURCE: RESEARCH AND ANALYSISSECTION, INFORMATION MANAGEMENT DIVISION, OREGON

DEPARTMENT OF CONSUMER AND BUSINESS SERVICES




TOTAL COMPLAINTS CLOSED IN OREGON DURING 2001 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
COMPANY/AGENT DISPUTE
ABUSIVE SERVICE
OTHER: POLICYHOLDER
SERVICE 1 9 1 9
TOTAL 7 0 16 1 85 4 439 21 1

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



TOTAL COMPLAINTS CLOSED IN OREGON DURING 2001 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
COMPANY/AGENT DISPUTE 1] 100 1| 100
ABUSIVE SERVICE 1| 100
OTHER: POLICYHOLDER
SERVICE 2 18 11| 100
TOTAL 5 0 159 8 19 1 24 1 2059 | 100

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



TOTAL COMPLAINTS CLOSED IN OREGON DURING 2001 AGAINST ALL COMPANIESIN EACH

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

DISPOSITION

COMMERCIAL AUTO ADVISED COMPROMISED CLAIM CLAIM

COMPLAINANT | STLMNT/RSLTN REFUND REOPENED SETTLED
NMBR PCT NMBR PCT NMBR | PCT |[NMBR| PCT |NMBR| PCT

REASON

PREMIUM & RATING 1 13

REFUSAL TO INSURE

CANCELLATION 3 60

NONRENEWAL

DELAYS 2 10 1 5 25

OTHER: UNDERWRITING 1 100

FAILURE TO PLACE 2| 100

HIGH PRESSURE TACTICS

UNSATISFACTORY SETTLEMENT/OFFER 1 5 3 14

DENIAL OF CLAIM 2 11 1 6

OTHER: CLAIM HANDLING 1 17

TOTAL 5 6 3 4 3 4 1 11 13

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




TOTAL COMPLAINTS CLOSED IN OREGON DURING 2001 AGAINST ALL COMPANIESIN EACH
LINE, BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DISPOSI TION

DISPOSITION

REFERRED
COMMERCIAL AUTO NO ACTION TO PROPER INFORMATION DELAY
REQUESTED/REQUIRED AGENCY FURNISHED/EXPANDED | RESOLVED
NMBR PCT NMBR | PCT NMBR PCT NMBR | PCT
REASON
PREMIUM & RATING 3 38
REFUSAL TO INSURE
CANCELLATION
NONRENEWAL
DELAYS 4 20
OTHER: UNDERWRITING
FAILURE TO PLACE
HIGH PRESSURE TACTICS
UNSATISFACTORY SETTLEMENT/OFFER
DENIAL OF CLAIM 1
OTHER: CLAIM HANDLING 1 17
TOTAL 1 1 1 3 4 4 5

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




TOTAL COMPLAINTS CLOSED IN OREGON DURING 2001 AGAINST ALL COMPANIESIN EACH
LINE, BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DISPOSI TION

DISPOSITION

REFERRED FOR COMPANY
COMMERCIAL AUTO DISCIPLINARY QUESTION COMPANY IN POSITION NO
ACTION OF FACT COMPLIANCE UPHELD JURISDICTION

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

REASON

PREMIUM & RATING 1 13 2 25

REFUSAL TO INSURE 1 100

CANCELLATION 2 40

NONRENEWAL 1 100

DELAYS 2 10 1 5 1 5 1 5

OTHER: UNDERWRITING

FAILURE TO PLACE

HIGH PRESSURE TACTICS 1 100
UNSATISFACTORY SETTLEMENT/OFFER 1 5 4 19 8 38 1
DENIAL OF CLAIM 10 56 4 22
OTHER: CLAIM HANDLING 1 17 2 33
TOTAL 4 5 16 19 2 2 21 25 1

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




TOTAL COMPLAINTS CLOSED IN OREGON DURING 2001 AGAINST ALL COMPANIESIN EACH
LINE, BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DISPOSI TION

DISPOSITION

COMMERCIAL AUTO

RECOVERY OTHER TOTAL

NMBR| PCT [NMBR|PCT [NMBR [ PCT
REASON
PREMIUM & RATING 1 13 8| 100
REFUSAL TO INSURE 1| 100
CANCELLATION 5| 100
NONRENEWAL 1| 100
DELAYS 2 10 1 5 20| 100
OTHER: UNDERWRITING 1| 100
FAILURE TO PLACE 2| 100
HIGH PRESSURE TACTICS 1| 100
UNSATISFACTORY SETTLEMENT/OFFER 3 14 21| 100
DENIAL OF CLAIM 18| 100
OTHER: CLAIM HANDLING 1 17 6| 100
TOTAL 6 7 2 2 84| 100

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



TOTAL COMPLAINTS CLOSED IN OREGON DURING 2001 AGAINST ALL COMPANIESIN EACH
LINE, BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DISPOSI TION

DISPOSITION

LIFE POLICY ADVISED COMPROMISED UNABLETO
ISSUED/RSTRD | COMPLAINANT | STLMNT/RSLTN REFUND ASSIST

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

REASON
PREMIUM & RATING 1 9 1 9
REFUSAL TO INSURE
CANCELLATION 3 21
NONRENEWAL
DELAYS 1 4 1 4
FORCED PLACEMENT 1| 100
RATE CLASSIFICATION 1 100
RECISSION

CONTINUATION OF BENEFITS
OTHER: UNDERWRITING
MISLEADING ADVERTISING 1 33
CHURNING
REPLACEMENT
AGENT HANDLING 1 25
MISREPRESENTATION 1 6 1 6 1 6
POLICY DELIVERY 1 33
HIGH PRESSURE TACTICS
FRAUD/FORGERY

UNSATISFACTORY
SETTLEMENT/OFFER 1 13

DENIAL OF CLAIM 1 6
ASSIGNMENT OF BENEFITS
OTHER: CLAIM HANDLING 3 75
PREMIUM NOTICE/BILLING 2 13 1 6 1 6
CASH VALUE 1 3 3 8 1 3
DELAYS/NO RESPONSE 1 14
INFORMATION REQUESTED 1 2 1 2 1 2
PREMIUM REFUNDED 11 79
NONFORFEITURE 2 33 1 17
PAYMENT NOT CREDITED
COVERAGE QUESTION 1 33 1 33
COMPANY/AGENT DISPUTE 1 100
ABUSIVE SERVICE 1 25

OTHER: POLICYHOLDER
SERVICE 1 33 1 33

TOTAL 5 2 10 4 9 3 24 9 5 2

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



TOTAL COMPLAINTS CLOSED IN OREGON DURING 2001 AGAINST ALL COMPANIESIN EACH
LINE, BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DISPOSI TION

LIFE

DISPOSITION

CANCELLATION

UPHELD

CLAIM
SETTLED

FILED
SUIT/RETAINED
ATTORNEY

NO ACTION
REQUESTED/REQUIRED

REFERRED
TO PROPER
AGENCY

NMBR PCT

NMBR | PCT

NMBR PCT

NMBR PCT

NMBR | PCT

REASON

PREMIUM & RATING

REFUSAL TO INSURE

CANCELLATION

NONRENEWAL

DELAYS

15 60

FORCED PLACEMENT

RATE CLASSIFICATION

RECISSION

CONTINUATION OF BENEFITS

OTHER: UNDERWRITING

MISLEADING ADVERTISING

CHURNING

REPLACEMENT

AGENT HANDLING

MISREPRESENTATION

POLICY DELIVERY

HIGH PRESSURE TACTICS

1 100

FRAUD/FORGERY

UNSATISFACTORY
SETTLEMENT/OFFER

DENIAL OF CLAIM

ASSIGNMENT OF BENEFITS

OTHER: CLAIM HANDLING

PREMIUM NOTICE/BILLING

CASH VALUE

DELAYS/NO RESPONSE

INFORMATION REQUESTED

PREMIUM REFUNDED

NONFORFEITURE

PAYMENT NOT CREDITED

COVERAGE QUESTION

COMPANY/AGENT DISPUTE

ABUSIVE SERVICE

OTHER: POLICYHOLDER
SERVICE

TOTAL

24 9

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




TOTAL COMPLAINTS CLOSED IN OREGON DURING 2001 AGAINST ALL COMPANIESIN EACH
LINE, BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DISPOSI TION

LIFE

DISPOSITION

UNDERWRITING

PRACTICE
RESOLVED

INFORMATION
FURNISHED/EXPANDED

DELAY
RESOLVED

NONFORFEITURE
PROBLEM
RESOLVED

PREMIUM
PROBLEM
RESOLVED

NMBR

PCT

NMBR

PCT

NMBR | PCT

NMBR PCT

NMBR | PCT

REASO N

PREMIUM & RATING

55

REFUSAL TO INSURE

CANCELLATION

50

NONRENEWAL

DELAYS

FORCED PLACEMENT

RATE CLASSIFICATION

RECISSION

CONTINUATION OF BENEFITS

100

OTHER: UNDERWRITING

MISLEADING ADVERTISING

CHURNING

50

REPLACEMENT

22

AGENT HANDLING

MISREPRESENTATION

29

POLICY DELIVERY

33

HIGH PRESSURE TACTICS

FRAUD/FORGERY

UNSATISFACTORY
SETTLEMENT/OFFER

DENIAL OF CLAIM

24

ASSIGNMENT OF BENEFITS

OTHER: CLAIM HANDLING

25

PREMIUM NOTICE/BILLING

CASH VALUE

16

42

DELAYS/NO RESPONSE

INFORMATION REQUESTED

33

73

PREMIUM REFUNDED

NONFORFEITURE

PAYMENT NOT CREDITED

50

COVERAGE QUESTION

COMPANY/AGENT DISPUTE

ABUSIVE SERVICE

25

OTHER: POLICYHOLDER
SERVICE

TOTAL

92

SOURCE: RESEARCH AND ANALYSISSECTION, INFORMATION MANAGEMENT DIVISION, OREGON

DEPARTMENT OF CONSUMER AND BUSINESS SERVICES




TOTAL COMPLAINTS CLOSED IN OREGON DURING 2001 AGAINST ALL COMPANIESIN EACH

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

LIFE

DISPOSITION

REFERRED FOR
DISCIPLINARY
ACTION

QUESTION
OF FACT

CONTRACT
PROVISION/LEGAL
ISSUE

COMPANY IN
COMPLIANCE

COMPANY
POSITION
UPHELD

NMBR PCT

NMBR | PCT

NMBR PCT

NMBR

PCT

NMBR

PCT

REASON

PREMIUM & RATING

REFUSAL TO INSURE

50

CANCELLATION

NONRENEWAL

DELAYS

FORCED PLACEMENT

RATE CLASSIFICATION

RECISSION

100

CONTINUATION OF BENEFITS

OTHER: UNDERWRITING

33

MISLEADING ADVERTISING

CHURNING

REPLACEMENT

22

AGENT HANDLING

MISREPRESENTATION

12

POLICY DELIVERY

HIGH PRESSURE TACTICS

FRAUD/FORGERY

1 100

UNSATISFACTORY
SETTLEMENT/OFFER

25

DENIAL OF CLAIM

29

ASSIGNMENT OF BENEFITS

1 100

OTHER: CLAIM HANDLING

PREMIUM NOTICE/BILLING

CASH VALUE

DELAYS/NO RESPONSE

INFORMATION REQUESTED

PREMIUM REFUNDED

NONFORFEITURE

17

PAYMENT NOT CREDITED

COVERAGE QUESTION

COMPANY/AGENT DISPUTE

ABUSIVE SERVICE

OTHER: POLICYHOLDER
SERVICE

TOTAL

13 5

20

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




TOTAL COMPLAINTS CLOSED IN OREGON DURING 2001 AGAINST ALL COMPANIESIN EACH
LINE, BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DISPOSI TION

DISPOSITION
LIFE NO INSUFFICIENT

JURISDICTION | RECOVERY [ INFORMATION OTHER TOTAL

NMBR PCT |NMBR| PCT | NMBR PCT |NMBR|PCT|NMBR|PCT
REASON
PREMIUM & RATING 11| 100
REFUSAL TO INSURE 2| 100
CANCELLATION 2 14 14| 100
NONRENEWAL 1 100 1| 100
DELAYS 1 4 25| 100
FORCED PLACEMENT 1| 100
RATE CLASSIFICATION 1| 100
RECISSION 1| 100
CONTINUATION OF BENEFITS 1| 100
OTHER: UNDERWRITING 3| 100
MISLEADING ADVERTISING 1 33 3| 100
CHURNING 2| 100
REPLACEMENT 1 11 9| 100
AGENT HANDLING 4( 100
MISREPRESENTATION 17| 100
POLICY DELIVERY 3| 100
HIGH PRESSURE TACTICS 1| 100
FRAUD/FORGERY 1| 100
UNSATISFACTORY
SETTLEMENT/OFFER 1 13 8| 100
DENIAL OF CLAIM 1 6 17| 100
ASSIGNMENT OF BENEFITS 1| 100
OTHER: CLAIM HANDLING 4( 100
PREMIUM NOTICE/BILLING 1 6 16| 100
CASH VALUE 1 3 2 5 3 8 38| 100
DELAYS/NO RESPONSE 7| 100
INFORMATION REQUESTED 1 2 2 4 2 4 45| 100
PREMIUM REFUNDED 14| 100
NONFORFEITURE 6| 100
PAYMENT NOT CREDITED 1 25 4( 100
COVERAGE QUESTION 3| 100
COMPANY/AGENT DISPUTE 1| 100
ABUSIVE SERVICE 4( 100
OTHER: POLICYHOLDER
SERVICE 1 33 3| 100
TOTAL 3 1 9 3 8 3 2 1 271( 100

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



TOTAL COMPLAINTS CLOSED IN OREGON DURING 2001 AGAINST ALL COMPANIESIN EACH
LINE, BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DISPOSI TION

ANNUITIES

DISPOSITION

POLICY
ISSUED/RSTRD

ADVISED
COMPLAINANT

COMPROMISED
STLMNT/RSLTN

ADDITIONAL
PAYMENT

REFUND

NMBR PCT

NMBR

PCT

NMBR PCT

NMBR

PCT

NMBR | PCT

REASON

CANCELLATION

DELAYS

SURCHARGE

OTHER: UNDERWRITING

100

CHURNING

REPLACEMENT

AGENT HANDLING

FIDUCIARY/THEFT

1 100

MISREPRESENTATION

20

HIGH PRESSURE TACTICS

UNSATISFACTORY
SETTLEMENT/OFFER

CASH VALUE

11

ACCELERATED BENEFITS

100

DELAYS/NO RESPONSE

INFORMATION REQUESTED

PREMIUM REFUNDED

NONFORFEITURE

ABUSIVE SERVICE

TOTAL

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

DEPARTMENT OF CONSUMER AND BUSINESS SERVICES




TOTAL COMPLAINTS CLOSED IN OREGON DURING 2001 AGAINST ALL COMPANIESIN EACH
LINE, BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DISPOSI TION

ANNUITIES

DISPOSITION

CLAIM
SETTLED

FILED

SUIT/RETAINED

ATTORNEY

UNDERWRITING
PRACTICE
RESOLVED

INFORMATION
FURNISHED/EXPANDED

NMBR

PCT

NMBR

PCT

NMBR PCT

NMBR

PCT

REASON

CANCELLATION

DELAYS

18

SURCHARGE

OTHER: UNDERWRITING

CHURNING

REPLACEMENT

AGENT HANDLING

50

FIDUCIARY/THEFT

MISREPRESENTATION

20

HIGH PRESSURE TACTICS

UNSATISFACTORY
SETTLEMENT/OFFER

75

CASH VALUE

33

ACCELERATED BENEFITS

DELAYS/NO RESPONSE

29

INFORMATION REQUESTED

71

PREMIUM REFUNDED

NONFORFEITURE

ABUSIVE SERVICE

33

33

TOTAL

19

29

SOURCE: RESEARCH AND ANALYSISSECTION, INFORMATION MANAGEMENT DIVISION, OREGON

DEPARTMENT OF CONSUMER AND BUSINESS SERVICES




TOTAL COMPLAINTS CLOSED IN OREGON DURING 2001 AGAINST ALL COMPANIESIN EACH
LINE, BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DISPOSI TION

DISPOSITION
NONFORFEITURE CONTRACT
ANNUITIES DELAY PROBLEM ERISA QUESTION PROVISION/LEGAL
RESOLVED RESOLVED COMPLIANT OF FACT ISSUE
NMBR | PCT NMBR PCT NMBR| PCT |[NMBR| PCT NMBR PCT
REASON
CANCELLATION 1 50
DELAYS 3 27
SURCHARGE 1 50
OTHER: UNDERWRITING
CHURNING 1 100
REPLACEMENT 1 50
AGENT HANDLING 1 25
FIDUCIARY/THEFT
MISREPRESENTATION 1 20
HIGH PRESSURE TACTICS 1 100
UNSATISFACTORY
SETTLEMENT/OFFER 1 25
CASH VALUE 1 11 1 11
ACCELERATED BENEFITS
DELAYS/NO RESPONSE 3 43
INFORMATION REQUESTED 2 29
PREMIUM REFUNDED 1 33
NONFORFEITURE 100
ABUSIVE SERVICE 1 33
TOTAL 6 9 2 2 3 5 8 7 11

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




TOTAL COMPLAINTS CLOSED IN OREGON DURING 2001 AGAINST ALL COMPANIESIN EACH
LINE, BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DISPOSI TION

DISPOSITION

ANNUITIES COMPANY IN INSUFFICIENT
COMPLIANCE | RECOVERY | INFORMATION TOTAL

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

REASON
CANCELLATION 2| 100
DELAYS 1 9
SURCHARGE

OTHER: UNDERWRITING
CHURNING
REPLACEMENT 1 50
AGENT HANDLING 1 25
FIDUCIARY/THEFT
MISREPRESENTATION 1 20
HIGH PRESSURE TACTICS

UNSATISFACTORY
SETTLEMENT/OFFER

CASH VALUE 1 11
ACCELERATED BENEFITS
DELAYS/NO RESPONSE
INFORMATION REQUESTED
PREMIUM REFUNDED
NONFORFEITURE

ABUSIVE SERVICE

TOTAL 2 3 1 2 2 3
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100

100

100

100

100

100

100
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100
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100

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



TOTAL COMPLAINTS CLOSED IN OREGON DURING 2001 AGAINST ALL COMPANIESIN EACH
LINE, BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DISPOSI TION

UNKNOWN

DISPOSITION

POLICY
ISSUED/RSTRD

ADVISED
COMPLAINANT

COMPROMISED

STLMNT/RSLTN REFUND

COVERAGE
EXTENDED

UNABLETO
ASSIST

NMBR PCT

NMBR

PCT

NMBR PCT NMBR

PCT

NMBR

PCT

NMBR

PCT

REASON

PREMIUM & RATING

100

CANCELLATION

25

DELAYS

FORCED PLACEMENT

50

OTHER: UNDERWRITING

OTHER:MRKTNG & SALES

UNSATISFACTORY
SETTLEMENT/OFFER

17

DENIAL OF CLAIM

13

INFORMATION REQUESTED

PREMIUM REFUNDED

33

33

COMPANY/AGENT DISPUTE

TOTAL

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




TOTAL COMPLAINTS CLOSED IN OREGON DURING 2001 AGAINST ALL COMPANIESIN EACH
LINE, BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DISPOSI TION

DISPOSITION

CONTRACT
UNKNOWN CLAIM CLAIM INFORMATION QUESTION PROVISION/LEGAL
REOPENED SETTLED FURNISHED/EXPANDED OF FACT ISSUE
NMBR| PCT [NMBR| PCT NMBR PCT NMBR | PCT NMBR PCT
REASON
PREMIUM & RATING
CANCELLATION
DELAYS 4 57
FORCED PLACEMENT
OTHER: UNDERWRITING
OTHER:MRKTNG & SALES 13 6 75
UNSATISFACTORY
SETTLEMENT/OFFER 1 17
DENIAL OF CLAIM 1 1 6 1 6 1
INFORMATION REQUESTED
PREMIUM REFUNDED
COMPANY/AGENT DISPUTE 1 100
TOTAL 1 6 12 2 8 16 1

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




TOTAL COMPLAINTS CLOSED IN OREGON DURING 2001 AGAINST ALL COMPANIESIN EACH
LINE, BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES BY DISPOSI TION

DISPOSITION

COMPANY
UNKNOWN COMPANY IN POSITION NO

COMPLIANCE UPHELD JURISDICTION | RECOVERY OTHER TOTAL

NMBR [ PCT |NMBR| PCT | NMBR PCT |[NMBR| PCT [NMBR|PCT|NMBR |PCT
REASON
PREMIUM & RATING 1| 100
CANCELLATION 2 50 4| 100
DELAYS 1 14 1 14 1 14 7| 100
FORCED PLACEMENT 1 50 2| 100
OTHER: UNDERWRITING 1 100 1| 100
OTHER:MRKTNG & SALES 1 13 8| 100
UNSATISFACTORY
SETTLEMENT/OFFER 3 50 6| 100
DENIAL OF CLAIM 7 44 16| 100
INFORMATION REQUESTED 1 100 1| 100
PREMIUM REFUNDED 1 33 3| 100
COMPANY/AGENT DISPUTE 1| 100
TOTAL 1 2 13 26 3 6 2 4 1 2 50| 100

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




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITI
ON
21ST CE%'(I')LKARPYA%@SUALTY COMPANY IN

COMPLIANCE TOTAL

NMBR | PCT |NMBR|PCT
REASON
POST CLAIM UNDERWRITING 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 2001

DISPOSITION

21ST CENTURY INSURANCE REFERRED FOR COMPANY
COMPANY CLAIM CLAIM DISCIPLINARY QUESTION POSITION
REOPENED SETTLED ACTION OF FACT UPHELD TOTAL
NMBR| PCT [NMBR| PCT | NMBR PCT |NMBR| PCT |NMBR| PCT |NMBR|PCT
REASON
UNSATISFACTORY
SETTLEMENT/OFFER 1 25 1 25 2 50 4| 100
DENIAL OF CLAIM 1 33 1 33 1 33 3| 100
TOTAL 1 14 1 14 1 14 3 43 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 2001

DISPOSIT I
AAA LIFE ON
|SSUED/RSTRD TOTAL
NMBR PCT NMBR | PCT
REASON
PREMIUM & RATING 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 2001

DISPOSITION
ACACIACLOI|I\:/|EP,|ANNSYURANCE 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 2001

DISPOSITIO

N
ACEPROPERIY AIDCASALTY | Gompromieen
STLMNT/RSLTN TOTAL

NMBR PCT NMBR | PCT

REASON
UNSATISFACTORY SETTLEMENT/OFFER 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 2001

DISPOSITION

AETNA LIFE INSURANCE COMPANY CLAIM INFORMATION DELAY
SETTLED FURNISHED/EXPANDED | RESOLVED
NMBR | PCT NMBR PCT NMBR | PCT
REASON
CANCELLATION
DELAYS 1 50 1 50
SURCHARGE

MISREPRESENTATION
UNSATISFACTORY SETTLEMENT/OFFER

MEDICAL NECESSITY 1 100
DENIAL OF CLAIM 1 33
ABUSIVE SERVICE 1 100
TOTAL 1 8 3 25 1 8
DI SPOSITION
CONTRACT COMPANY
AETNA LIFE INSURANCE COMPANY ERISA PROVISION/LEGAL POSITION
COMPLIANT ISSUE UPHELD TOTAL
NMBR | PCT NMBR PCT NMBR | PCT [NMBR | PCT
REASON
CANCELLATION 1 100 1| 100
DELAYS 2| 100
SURCHARGE 1 100 1| 100
MISREPRESENTATION 1 100 1| 100
UNSATISFACTORY SETTLEMENT/OFFER 2 100 2| 100
MEDICAL NECESSITY 1| 100
DENIAL OF CLAIM 1 33 1 33 3| 100
ABUSIVE SERVICE 1| 100
TOTAL 2 17 3 25 2 17 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 2001

DISPOSIT
ION
AlG ANNUITY INSURANCE COMPANY
COMPANY POSITION
UPHELD 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 2001

DISPOSITION
AlG NATIONAL INSURANCE COMPANY, COMPANY
INC. QUESTION POSITION NO
OF FACT UPHELD JURISDICTION OTHER TOTAL
NMBR| PCT |[NMBR| PCT | NMBR PCT |NMBR|PCT |NMBR|PCT
REASON
DELAYS 1 50 1 50 2| 100
UNSATISFACTORY SETTLEMENT/OFFER 1 100 1| 100
PREMIUM REFUNDED 1] 100 1| 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




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION
AlU INSURANCE COMPANY
COMPANY COVERAGE CLAIM QUESTION COMPANY IN POSITION
REFUND EXTENDED SETTLED OF FACT COMPLIANCE UPHELD TOTAL
NMBR | PCT [NMBR| PCT |NMBR| PCT |NMBR| PCT | NMBR | PCT |NMBR| PCT [NMBR|PCT
REASON
PREMIUM & RATING 1 17 1 17 4 67 6| 100
REFUSAL TO INSURE 1 100 1| 100
CANCELLATION 1 25 1 25 2 50 4( 100
NONRENEWAL 1 50 1 50 2| 100
DELAYS 1 100 1| 100
UNSATISFACTORY
SETTLEMENT/OFFER 1 50 1 50 2| 100
DENIAL OF CLAIM 1 33 1 33 1 33 3| 100
PREMIUM
NOTICE/BILLING 1| 100 1| 100
PREMIUM REFUNDED 1| 100 1| 100
TOTAL 5 24 1 5 2 10 3 14 2 10 8 38 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 2001

ALLIANZ LIFE INSURANCE
COMPANY OF NORTH

DISPOSITION

AMERICA UNAAS%ETTO FURII\II\IIEF?EREI;//IQ)IIL?\HDED TOTAL
NMBR|PCT| NMBR PCT  |NMBR|PCT
REASO N
DELAYS 1 100 1 100
PREMIUM NOTICE/BILLING 100 1| 100
INFORMATION REQUESTED 100 1| 100
TOTAL 1 33 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 2001

ALLIED PROPERTY AND CASUALTY
INSURANCE COMPANY

DISP OSITION

ADVISED

COMPLAINANT

CLAIM
REOPENED

CANCELLATION
UPHELD

CLAIM
SETTLED

UNDERWRITING
PRACTICE
RESOLVED

NMBR

PCT

NMBR

PCT | NMBR

PCT

NMBR

PCT

NMBR

PCT

REASON

REFUSAL TO INSURE

1 100

CANCELLATION

50

CREDIT REPORTING

DELAYS

UNSATISFACTORY
SETTLEMENT/OFFER

13 1

13

3 38

SUBROGATION

DENIAL OF CLAIM

50 1

50

OTHER: CLAIM HANDLING

PREMIUM NOTICE/BILLING

TOTAL

3 14

ALLIED PROPERTY AND CASUALTY
INSURANCE COMPANY

DISPOSITION

DELAY
RESOLVED

PREMIUM
PROBLEM
RESOLVED

QUESTION
OF FACT

COMPANY
POSITION
UPHELD

RECOVERY

TOTAL

NMBR | PCT

NMBR | PCT

NMBR| PCT

NMBR| PCT

NMBR| PCT

NMBR | PCT

REASON

REFUSAL TO INSURE

100

CANCELLATION

100

CREDIT REPORTING

1 101

0

100

DELAYS

Al R, |IN]| PP

100

UNSATISFACTORY
SETTLEMENT/OFFER

100

SUBROGATION

1 100

100

DENIAL OF CLAIM

100

OTHER: CLAIM HANDLING

1 100

100

PREMIUM NOTICE/BILLING

1 101

0

Rl o

100

TOTAL

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 2001

ALLMERICA
FINANCIAL LIFE DISPOSITION
Am%%@%%%@gw INFORMATION COMPANY IN
FURNISHED/EXPANDED | COMPLIANCE | TOTAL

NMBR PCT NMBR | PCT |NMBR|PCT

REASON

PREMIUM & RATING 1 100 1| 100

MISREPRESENTATION 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 2001

ALLSTATE INDEMNITY COMPANY

DISPOSITION

POLICY
ISSUED/RSTRD

ADVISED COMPROMISED UNABLETO
COMPLAINANT | STLMNT/RSLTN REFUND ASSIST

NMBR

PCT

NMBR

PCT NMBR PCT NMBR | PCT | NMBR | PCT

REASON

PREMIUM & RATING

REFUSAL TO INSURE

50

NONRENEWAL

100

CREDIT REPORTING

50

DELAYS

FAILURETO PLACE

100

UNSATISFACTORY SETTLEMENT/OFFER

DENIAL OF CLAIM

OTHER: CLAIM HANDLING

PREMIUM NOTICE/BILLING

INFORMATION REQUESTED

PREMIUM REFUNDED

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 2001

DISPOSITION
CONTRACT
ALLSTATE INDEMNITY COMPANY CLAIM INFORMATION QUESTION PROVISION/LEGAL
SETTLED FURNISHED/EXPANDED OF FACT ISSUE
NMBR | PCT NMBR PCT NMBR | PCT NMBR PCT
REASON
PREMIUM & RATING 1 25
REFUSAL TO INSURE
NONRENEWAL
CREDIT REPORTING
DELAYS 1 20 1 20
FAILURE TO PLACE
UNSATISFACTORY SETTLEMENT/OFFER 3 23 1 8
DENIAL OF CLAIM 2 20 3 30
OTHER: CLAIM HANDLING
PREMIUM NOTICE/BILLING
INFORMATION REQUESTED 1 100
PREMIUM REFUNDED
TOTAL 1 2 5 11 6 14 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 2001

DISPOSITION
COMPANY
ALLSTATE INDEMNITY COMPANY COMPANY IN POSITION
COMPLIANCE UPHELD RECOVERY TOTAL
NMBR [ PCT [NMBR| PCT [NMBR| PCT |NMBR|PCT
REASON
PREMIUM & RATING 2 50 4( 100
REFUSAL TO INSURE 1 50 2| 100
NONRENEWAL 1| 100
CREDIT REPORTING 1 50 2| 100
DELAYS 1 20 1 20 5( 100
FAILURE TO PLACE 1| 100
UNSATISFACTORY SETTLEMENT/OFFER 7 54 1 8 13| 100
DENIAL OF CLAIM 2 20 3 30 10| 100
OTHER: CLAIM HANDLING 1 50 2| 100
PREMIUM NOTICE/BILLING 1 50 2| 100
INFORMATION REQUESTED 1| 100
PREMIUM REFUNDED 1| 100
TOTAL 3 7 16 36 2 5 44( 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 2001

ALLSTATE INSURANCE
COMPANY

DISPOSITION

ADVISED
COMPLAINANT

COMPROMISED COVERAGE | UNABLETO CLAIM
STLMNT/RSLTN REFUND EXTENDED ASSIST REOPENED

NMBR

PCT

NMBR

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

REASON

PREMIUM & RATING

REFUSAL TO INSURE

CANCELLATION

NONRENEWAL

CREDIT REPORTING

67

DELAYS

OTHER: UNDERWRITING

FAILURE TO PLACE

HIGH PRESSURE TACTICS

UNSATISFACTORY
SETTLEMENT/OFFER

MEDICAL NECESSITY

POST CLAIM UNDERWRITING

100

SUBROGATION

38

13

DENIAL OF CLAIM

16

USUAL, CUSTOMARY,
REASONABLE

50

UTILIZATION REVIEW

50

OTHER: CLAIM HANDLING

21

PREMIUM NOTICE/BILLING

COVERAGE QUESTION

COMPANY/AGENT DISPUTE

OTHER: POLICYHOLDER
SERVICE

TOTAL

28

13

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




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

ALLSTATE INSURANCE
COMPANY

DISPOSITION

CLAIM
SETTLED

FILED
SUIT/RETAINED
ATTORNEY

INFORMATION

FURNISHED/EXPANDED

DELAY
RESOLVED

REFERRED FOR

DISCIPLINARY
ACTION

NMBR

PCT

NMBR PCT

NMBR PCT

NMBR | PCT

NMBR

PCT

REASON

PREMIUM & RATING

13

REFUSAL TO INSURE

CANCELLATION

14

NONRENEWAL

CREDIT REPORTING

DELAYS

33

OTHER: UNDERWRITING

100

FAILURETO PLACE

HIGH PRESSURE TACTICS

UNSATISFACTORY
SETTLEMENT/OFFER

11

MEDICAL NECESSITY

POST CLAIM UNDERWRITING

SUBROGATION

DENIAL OF CLAIM

USUAL, CUSTOMARY,
REASONABLE

UTILIZATION REVIEW

OTHER: CLAIM HANDLING

PREMIUM NOTICE/BILLING

COVERAGE QUESTION

COMPANY/AGENT DISPUTE

OTHER: POLICYHOLDER
SERVICE

TOTAL

20

13

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




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION
ALLSTATE INSURANCE RATING CONTRACT COMPANY
COMPANY QUESTION PROBLEM PROVISION/LEGAL COMPANY IN POSITION
OF FACT RESOLVED ISSUE COMPLIANCE UPHELD

NMBR| PCT |NMBR | PCT NMBR PCT NMBR | PCT |NMBR| PCT
REASON
PREMIUM & RATING 1 6 1 6 1 6 4 25
REFUSAL TO INSURE
CANCELLATION 2 29 1 14 3 43
NONRENEWAL 1 100
CREDIT REPORTING 1 33
DELAYS 2 7 2 7 4 15
OTHER: UNDERWRITING
FAILURE TO PLACE 1 100
HIGH PRESSURE TACTICS 1 100
UNSATISFACTORY
SETTLEMENT/OFFER 24 30 1 1 17 21
MEDICAL NECESSITY 1 100
POST CLAIM UNDERWRITING
SUBROGATION 1 13 3 38
DENIAL OF CLAIM 16 36 1 2 2 5 11 25
USUAL, CUSTOMARY,
REASONABLE 1 50
UTILIZATION REVIEW
OTHER: CLAIM HANDLING 1 7 5 36
PREMIUM NOTICE/BILLING 1 20
COVERAGE QUESTION 1 100
COMPANY/AGENT DISPUTE
OTHER: POLICYHOLDER
SERVICE 1 50
TOTAL 49 22 1 0 1 0 10 5 51 23

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




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION

ALLSTATE INSURANCE

COMPANY INSUFFICIENT
RECOVERY | INFORMATION OTHER TOTAL

NMBR| PCT [ NMBR PCT |NMBR|PCT|NMBR|PCT
REASON
PREMIUM & RATING 1 6 16| 100
REFUSAL TO INSURE 1 100 1| 100
CANCELLATION 7| 100
NONRENEWAL 1| 100
CREDIT REPORTING 3| 100
DELAYS 2 7 27| 100
OTHER: UNDERWRITING 1| 100
FAILURE TO PLACE 1| 100
HIGH PRESSURE TACTICS 1| 100
UNSATISFACTORY
SETTLEMENT/OFFER 6 7 2 2 81| 100

MEDICAL NECESSITY 1

POST CLAIM UNDERWRITING 2| 100
SUBROGATION 8| 100
DENIAL OF CLAIM 44| 100
USUAL, CUSTOMARY,

100

REASONABLE 2| 100
UTILIZATION REVIEW 2| 100
OTHER: CLAIM HANDLING 1 7 1 7 14| 100
PREMIUM NOTICE/BILLING 5( 100
COVERAGE QUESTION 1| 100
COMPANY/AGENT DISPUTE 1| 100 1| 100
OTHER: POLICYHOLDER

SERVICE 2| 100
TOTAL 11 5 2 1 2 1 221( 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 2001

DISPOSITION
ALLSTATELIFE COMPANY
INSURANCE COMPANY | COMPROMISED INFORMATION POSITION
STLMNT/RSLTN REFUND FURNISHED/EXPANDED UPHELD RECOVERY 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
MISREPRESENTATION 2| 100 2| 100
DENIAL OF CLAIM 1 100 1| 100
CASH VALUE 1| 100 1| 100
INFORMATION
REQUESTED 1 100 1| 100
TOTAL 1 13 3 38 2 25 1 13 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 2001

DISPOSITION
ALLST AITNESE';gEEFéTgOA,\ANI?Aﬁ¢SUALTY COVERAGE INFORMATION
EXTENDED | FURNISHED/EXPANDED | TOTAL
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 2001

DISPOSITION

AMCO INSURANCE COMPANY
COMPANY COMPANY IN POSITION
COMPLIANCE UPHELD TOTAL
NMBR [ PCT |NMBR| PCT |NMBR|PCT
REASON
DENIAL OF CLAIM 1 100 1| 100
OTHER: CLAIM 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 2001

DISPOSITIO N
AMERICAN BANKERS INSURANCE
COMPANY OF FLORIDA COMPROMISED CLAIM INFORMATION

STLMNT/RSLTN REFUND REOPENED | FURNISHED/EXPANDED
NMBR PCT NMBR [ PCT [ NMBR | PCT NMBR PCT

REASON

DELAYS 1 50

UNSATISFACTORY SETTLEMENT/OFFER

DENIAL OF CLAIM 1 50 1 50

PREMIUM REFUNDED 1| 100

COVERAGE QUESTION

TOTAL 1 14 1 14 1 14 1 14

DISPOSITION

AMERICAN BANKERS INSURANCE COMPANY
COMPANY OF FLORIDA DELAY COMPANY IN POSITION
RESOLVED | COMPLIANCE UPHELD TOTAL
NMBR| PCT | NMBR | PCT |NMBR| PCT [NMBR|PCT
REASON

DELAYS 1 50 2| 100
UNSATISFACTORY SETTLEMENT/OFFER 1 100 1] 100
DENIAL OF CLAIM 2| 100
PREMIUM REFUNDED 1] 100
COVERAGE QUESTION 1 100 1] 100
TOTAL 1 14 1 14 1 14 71 100

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 2001

D ISPOSITION
AMERICAN BANKERSLIFE ASSURANCE
CO OF FLORIDA ADVISED COMPROMISED CLAIM
COMPLAINANT | STLMNT/RSLTN | REFUND | SETTLED
NMBR | PCT | NMBR | PCT |NMBR|PCT |[NMBR|PCT
REASON
CANCELLATION 1| 25
DELAYS 1| 100
UNSATISFACTORY SETTLEMENT/OFFER 1| 100
DENIAL OF CLAIM 1 33
OTHER: CLAIM HANDLING 1 50
DELAYS/INO RESPONSE 1] 100
INFORMATION REQUESTED
TOTAL 1 8 1 8 2 15 2 15
DISPOSITION
AMERICAN BANKERS LIFE ASSURANCE COMPANY
CO OF FLORIDA INFORMATION POSITION
FURNISHED/EXPANDED | UPHELD | RECOVERY | TOTAL
NMBR PCT NMBR | PCT [NMBR| PCT [NMBR|PCT
REASON
CANCELLATION 1 25 2 50 4| 100
DELAYS 1| 100
UNSATISFACTORY SETTLEMENT/OFFER 1| 100
DENIAL OF CLAIM 1 33 S 3| 100
OTHER: CLAIM HANDLING 1 50 2| 100
DELAYS/NO RESPONSE 1| 100
INFORMATION REQUESTED 1 100 1| 100
TOTAL 4 31 1 8 2 15 13| 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

AMERICAN
COMMERCE DISPOSITION
INSURANCE
COMPANY ADVISED COMPROMISED CLAIM NO ACTION INFORMATION
COMPLAINANT | STLMNT/RSLTN SETTLED REQUESTED/REQUIRED | FURNISHED/EXPANDED
NMBR PCT NMBR PCT NMBR | PCT NMBR PCT NMBR PCT
REASON
REFUSAL TO INSURE
DELAYS 2 29 2 29 1 14
UNSATISFACTORY
SETTLEMENT/OFFER 2 29 1 14
DENIAL OF CLAIM 1 33
OTHER: CLAIM
HANDLING 1 100
OTHER:
POLICYHOLDER
SERVICE 1 100
TOTAL 5 24 1 5 3 14 1 5 1 5
AMERICAN
COMMERCE DISPOSITION
INSURANCE COMPANY
COMPANY DELAY QUESTION COMPANY IN POSITION
RESOLVED OF FACT COMPLIANCE UPHELD RECOVERY TOTAL
NMBR| PCT [NMBR| PCT [ NMBR | PCT [NMBR| PCT |[NMBR| PCT |NMBR|PCT
REASON
REFUSAL TO INSURE 1 50 1 50 2| 100
DELAYS 1 14 1 14 7| 100
UNSATISFACTORY
SETTLEMENT/OFFER 3 43 1 14 7| 100
DENIAL OF CLAIM 1 33 1 33 3| 100
OTHER: CLAIM
HANDLING 1| 100
OTHER:
POLICYHOLDER
SERVICE 1| 100
TOTAL 1 5 5 24 1 5 1 5 2 10 21| 100

SOURCE: RESEARCH AND ANALYSISSECTION, INFORMATION MANAGEMENT DIVISION, OREGON

DEPARTMENT OF CONSUMER AND BUSINESS SERVICES




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION

AMERICAN ECONOMY INSURANCE COMPANY
COMPANY COMPROMISED DELAY POSITION
STLMNT/RSLTN | RESOLVED UPHELD TOTAL
NMBR PCT NMBR | PCT [NMBR| PCT |NMBR|PCT
REASON
DELAYS 1 100 1] 100
UNSATISFACTORY SETTLEMENT/OFFER 1 50 1 50 2| 100
DENIAL OF CLAIM 1 100 1] 100
TOTAL 1 25 1 25 2 50 4( 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSIT
ION

AMERICAN EMPLOYERS 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 ANALYSISSECTION, INFORMATION MANAGEMENT DIVISION, OREGON
DEPARTMENT OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

AMERICAN EQUITY DISPOSITION
NESMENTLIFE —soricy T quesrion

|SSUED/RSTRD OF FACT TOTAL
NMBR PCT NMBR | PCT [NMBR|PCT

REASON

CANCELLATION 1 100 1| 100

HIGH PRESSURE TACTICS 1 100 1| 100

ABUSIVE SERVICE 1 100 1| 100

TOTAL 1 33 2 67 3 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION
AMERICANEQUITY SECIALTY [~ rommarion
FURNISHED/EXPANDED TOTAL
NMBR PCT NMBR | PCT
REASON
OTHER: POLICYHOLDER SERVICH 1 100 1| 100
TOTAL 1 100 1 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

AMERICAN FAMILY LIFE
ASSURANCE COMPANY OF
COLUMBUS

DISPOSITION

POLICY

ISSUED/RSTRD

ADVISED

COMPLAINANT

COMPROMISED
STLMNT/RSLTN

CLAIM
SETTLED

UNDERWRITING
PRACTICE
RESOLVED

NMBR

PCT

NMBR PCT

NMBR

PCT

NMBR | PCT

NMBR PCT

REASON

CANCELLATION

DELAYS

POLICY DELIVERY

100

UNSATISFACTORY
SETTLEMENT/OFFER

1 100

DENIAL OF CLAIM

33

INFORMATION REQUESTED

PREMIUM REFUNDED

COMPANY/AGENT DISPUTE

100

TOTAL

10

10

10

AMERICAN FAMILY LIFE
ASSURANCE COMPANY OF
COLUMBUS

DISPOSITION

INFORMATION

FURNISHED/EXPANDED

CONTRACT
PROVISION/LEGAL
ISSUE

COMPANY IN
COMPLIANCE

UPH

COMPANY
POSITION

ELD TOTAL

NMBR

PCT

NMBR

PCT

NMBR

PCT |NMBR

PCT |NMBR | PCT

REASON

CANCELLATION

100

1| 100

DELAYS

100

1| 100

POLICY DELIVERY

1| 100

UNSATISFACTORY
SETTLEMENT/OFFER

100

DENIAL OF CLAIM

33 100

INFORMATION REQUESTED

100

100

PREMIUM REFUNDED

100

100

COMPANY/AGENT DISPUTE

Prlr|lr]lw]|r

100

TOTAL

20

10

10 1

10 10| 100

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




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

AMERICAN DISPONSITIO
FAMILY LIFE
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 ANALYSISSECTION, INFORMATION MANAGEMENT DIVISION, OREGON
DEPARTMENT OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,

BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES

BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

AMERICAN FAMILY
MUTUAL INSURANCE

DISPOSITION

COMPANY 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

14

14

REFUSAL TO INSURE

50

CANCELLATION

REDLINING

DELAYS

AGENT HANDLING

POLICY DELIVERY

100

HIGH PRESSURE TACTICS

OTHER:MRKTNG & SALES

UNSATISFACTORY
SETTLEMENT/OFFER

DENIAL OF CLAIM

11

USUAL, CUSTOMARY,
REASONABLE

25

UTILIZATION REVIEW

OTHER: CLAIM
HANDLING

50

PREMIUM
NOTICE/BILLING

DELAYS/NO RESPONSE

100

PREMIUM REFUNDED

100

TOTAL

10

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

DEPARTMENT OF CONSUMER AND BUSINESS SERVICES




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,

BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES

BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

AMERICAN FAMILY
MUTUAL INSURANCE
COMPANY

DISPOSITION

UNABLETO
ASSIST

CLAIM
REOPENED

CLAIM
SETTLED

NO ACTION
REQUESTED/REQUIRED

UNDERWRITING
PRACTICE
RESOLVED

NMBR | PCT

NMBR | PCT

NMBR | PCT

NMBR PCT

NMBR PCT

REASON

PREMIUM & RATING

REFUSAL TO INSURE

CANCELLATION

REDLINING

DELAYS

12 34

AGENT HANDLING

POLICY DELIVERY

HIGH PRESSURE TACTICS

OTHER:MRKTNG & SALES

UNSATISFACTORY
SETTLEMENT/OFFER

DENIAL OF CLAIM

USUAL, CUSTOMARY,
REASONABLE

UTILIZATION REVIEW

1 100

OTHER: CLAIM
HANDLING

PREMIUM
NOTICE/BILLING

DELAYS/NO RESPONSE

PREMIUM REFUNDED

TOTAL

17 15

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




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

AMERICAN FAMILY DISPOSITION

MUTUAL INSURANCE PREMIUM REFERRED FOR
COMPANY INFORMATION DELAY PROBLEM DISCIPLINARY QUESTION
FURNISHED/EXPANDED | RESOLVED RESOLVED ACTION OF FACT
NMBR PCT NMBR| PCT [NMBR| PCT | NMBR PCT |NMBR| PCT

REASON
PREMIUM & RATING 1 14 2 29
REFUSAL TO INSURE
CANCELLATION 2 50
REDLINING
DELAYS 1 3 5 14 1 3
AGENT HANDLING 1 50

POLICY DELIVERY

HIGH PRESSURE TACTICS

OTHER:MRKTNG & SALES 1 100

UNSATISFACTORY
SETTLEMENT/OFFER 1 3 10 30

DENIAL OF CLAIM 5 28

USUAL, CUSTOMARY,
REASONABLE

UTILIZATION REVIEW

OTHER: CLAIM
HANDLING

PREMIUM
NOTICE/BILLING 1 100

DELAYS/NO RESPONSE

PREMIUM REFUNDED

TOTAL 4 3 5 4 3 3 1 1 18 16

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




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,

BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES

BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

AMERICAN FAMILY
MUTUAL INSURANCE
COMPANY

DISPOSITION

RATING
PROBLEM
RESOLVED

COMPANY IN
COMPLIANCE

COMPANY
POSITION
UPHELD

RECOVERY

INSUFFICIENT
INFORMATION

TOTAL

NMBR

PCT

NMBR

PCT

NMBR

PCT

NMBR

PCT

NMBR

PCT

NMBR

PCT

REASON

PREMIUM & RATING

14

100

REFUSAL TO INSURE

50

100

CANCELLATION

25

100

REDLINING

100

SN

100

DELAYS

14

17

35

100

AGENT HANDLING

50

100

POLICY DELIVERY

100

HIGH PRESSURE TACTICS

100

100

OTHER:MRKTNG & SALES

RrlrlrR]N

100

UNSATISFACTORY
SETTLEMENT/OFFER

21

33

100

DENIAL OF CLAIM

10

56

18

100

USUAL, CUSTOMARY,
REASONABLE

25

25

100

UTILIZATION REVIEW

100

OTHER: CLAIM
HANDLING

50

100

PREMIUM
NOTICE/BILLING

100

DELAYS/NO RESPONSE

100

PREMIUM REFUNDED

100

TOTAL

26

23

115

100

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




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION
AMERICAN FIRE AND CASUALTY
COMPANY CLAIM
SETTLED RECOVERY 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

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

AMERICAN
GENERAL DISPOSITION
ASSURANCE COMPANY
COMPANY INFORMATION POSITION
FURNISHED/EXPANDED UPHELD RECOVERY 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 ANALYSISSECTION, INFORMATION MANAGEMENT DIVISION, OREGON
DEPARTMENT OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION

AMERICAN GENERAL LIFE FILED
INSURANCE COMPANY SUIT/RETAINED INFORMATION INSUFFICIENT
REFUND ATTORNEY FURNISHED/EXPANDED | INFORMATION TOTAL

NMBR | PCT [ NMBR PCT NMBR PCT NMBR PCT |NMBR|PCT
REASON
DELAYS 1| 100 1| 100
UNSATISFACTORY
SETTLEMENT/OFFER 100 1| 100
CASH VALUE 1 50 1 50 2| 100
INFORMATION REQUESTED 1 50 50 2| 100
TOTAL 2 33 1 17 33 1 17 6| 100

SOURCE: RESEARCH AND ANALYSISSECTION, INFORMATION MANAGEMENT DIVISION, OREGON

DEPARTMENT OF CONSUMER AND BUSINESS SERVICES




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

AMERICAN GUARANTY DISPOSITION
COMPANY OF) | rumbaRMATION 1 ora
NMBR PCT NMBR | PCT
REASON
DENIAL OF CLAIM 1 100 1 100
INFORMATION REQUESTED 1 100 1 100
TOTAL 2 100 2 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION
AMERICAN HARDWARE MUTUAL REFERRED FOR
INSURANCE COMPANY INFORMATION DISCIPLINARY
FURNISHED/EXPANDED ACTION RECOVERY TOTAL
NMBR PCT NMBR PCT |NMBR| PCT [NMBR|PCT
REASON

AUDIT DISPUTE 1 100 1| 100
UNSATISFACTORY SETTLEMENT/OFFER 1 100 1| 100
OTHER: CLAIM HANDLING 1 100 1| 100
TOTAL 1 33 1 33 1 33 3| 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

AMERICAN HERITAGE LIFE INSURANCE

DISPOSITION

COMPANY CLAIM INFORMATION COMPANY IN
REFUND SETTLED FURNISHED/EXPANDED | COMPLIANCE TOTAL

NMBR | PCT [ NMBR | PCT NMBR PCT NMBR [ PCT |NMBR|PCT
REASON
DELAYS 1 100 1| 100
NOT LICENSED 1 100 1| 100
UNSATISFACTORY SETTLEMENT/OFFER 2| 100 2| 100
INFORMATION REQUESTED 1 100 1| 100
PREMIUM REFUNDED 1| 100 1| 100
TOTAL 1 17 3 50 1 17 1 17 6| 100

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




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITIO N
AMERICAN HOME ASSURANCE
COMPANY ADVISED INFORMATION DELAY
COMPLAINANT | REFUND | FURNISHED/EXPANDED | RESOLVED
NMBR | PCT |NMBR|PCT| NMBR PCT NMBR| PCT
REASON
PREMIUM & RATING 1 33 1| 33
REFUSAL TO INSURE
DELAYS 1| 100
UNSATISFACTORY SETTLEMENT/OFFER 1 17
DELAYS/NO RESPONSE
TOTAL 1 8 1 8 1 8 1 8
DISPOSITION
AMERICAN HOME ASSURANCE REFERRED FOR COMPANY
COMPANY DISCIPLINARY | QUESTION | COMPANYIN | POSITION
ACTION OF FACT | COMPLIANCE | UPHELD TOTAL
NMBR | PCT |[NMBR| PCT [ NMBR | PCT [NMBR| PCT [NMBR|PCT
REASON
PREMIUM & RATING 1 33 3| 100
REFUSAL TO INSURE 1 100 1] 100
DELAYS 1 100
UNSATISFACTORY SETTLEMENT/OFFER 3| =0 2| 33 6| 100
DELAYS/NO RESPONSE 1 100 1 100
TOTAL 1 8 3 25 2 17 2 17 12| 100

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




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION

AMERICAN HOME SHIELD OF NEVADA, COMPANY
INC. CLAIM POSITION
SETTLED UPHELD TOTAL
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 ANALYSISSECTION, INFORMATION MANAGEMENT DIVISION, OREGON
DEPARTMENT OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

AMERICAN INCOME DISPOSITION
LIFE INSURANCE CONTRACT
COMPANY PROVISION/LEGAL INSUFFICIENT
ISSUE INFORMATION 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 ANALYSISSECTION, INFORMATION MANAGEMENT DIVISION, OREGON
DEPARTMENT OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPO SITION

AMERICAN INTERNATIONAL SOUTH
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 2 50 2 50
REFUSAL TO INSURE
CANCELLATION
CREDIT REPORTING 1 100
DELAYS 1 13 1 13 4 50
UNSATISFACTORY
SETTLEMENT/OFFER
DENIAL OF CLAIM
PREMIUM NOTICE/BILLING 1 50 1 50
TOTAL 5 21 1 4 1 4 2 8 4 17
DISPOSITION
AMERICAN INTERNATIONAL SOUTH COMPANY
INSURANCE COMPANY QUESTION COMPANY IN POSITION
OF FACT COMPLIANCE UPHELD RECOVERY TOTAL
NMBR | PCT | NMBR | PCT |[NMBR| PCT |[NMBR| PCT [NMBR|PCT
REASON
PREMIUM & RATING 4| 100
REFUSAL TO INSURE 1 100 1| 100
CANCELLATION 1 50 1 50 2| 100
CREDIT REPORTING 1| 100
DELAYS 1 13 1 13 8| 100
UNSATISFACTORY
SETTLEMENT/OFFER 1 25 2 50 1 25 4| 100
DENIAL OF CLAIM 2 100 2| 100
PREMIUM NOTICE/BILLING 2| 100
TOTAL 4 17 2 8 3 13 2 8 24| 100

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




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

AMERICAN LIFE DISPOSITION
'NSURANNE\E/?(%'\F"QEANY OF INFORMATION
FURNISHED/EXPANDED | TOTAL
NMBR PCT  |NMBR|PCT
REASON
INFORMATION REQUESTED 1 100 1| 100
TOTAL 1 100 1 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION

AMERICAN MANUFACTURERS COMPANY
MUTUAL INSURANCE COMPANY ADVISED INFORMATION QUESTION POSITION
COMPLAINANT | FURNISHED/EXPANDED OF FACT UPHELD TOTAL
NMBR PCT NMBR PCT NMBR| PCT |NMBR| PCT | NMBR | PCT
REASON
CANCELLATION 1 100 1| 100
DELAYS 2 100 2| 100
UNSATISFACTORY
SETTLEMENT/OFFER 1 100 1| 100
DENIAL OF CLAIM 1 50 1 50 2| 100
TOTAL 1 17 1 17 1 17 3 50 6| 100

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




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

AMERICAN MEMORIAL

DISPOSITION

LIFE INSURANCE CONTRACT
COMPANY CLAIM INFORMATION PROVISION/LEGAL
SETTLED FURNISHED/EXPANDED ISSUE TOTAL

NMBR | PCT NMBR PCT NMBR PCT NMBR | PCT
REASON
MISREPRESENTATION 1| 100 1] 100
DENIAL OF CLAIM 1 100 1] 100
CASH VALUE 1 100 1] 100
INFORMATION REQUESTED 1 100 1] 100
TOTAL 1 25 2 50 1 25 4( 100

SOURCE: RESEARCH AND ANALYSISSECTION, INFORMATION MANAGEMENT DIVISION, OREGON

DEPARTMENT OF CONSUMER AND BUSINESS SERVICES




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

AMERICAN DISPOSIT
MERCURY ION
INSURANCE

COMPANY COVERAGE

EXTENDED TOTAL
NMBR| PCT |NMBR|PCT

REASON
DENIAL OF CLAIM 1 100 1| 100
TOTAL 1 100 1| 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

AMERICAN MODERN DISPOSITION

HOME INSURANCE

COMPANY UNABLETO NO ACTION INFORMATION
REFUND ASSIST REQUESTED/REQUIRED | FURNISHED/EXPANDED
NMBR | PCT [ NMBR | PCT NMBR PCT NMBR PCT
REASON

PREMIUM & RATING
CANCELLATION
NONRENEWAL 1| 100
DELAYS 1 100
FORCED PLACEMENT
DENIAL OF CLAIM

PREMIUM NOTICE/BILLING 1 50
PREMIUM REFUNDED 1| 100
TOTAL 1 11 1 11 1 11 1 11
AMERICAN MODERN DISPOSITION
HOME INSURANCE COMPANY
COMPANY COMPANY IN POSITION
COMPLIANCE UPHELD OTHER TOTAL
NMBR | PCT [NMBR| PCT |NMBR |PCT [NMBR |PCT
REASON
PREMIUM & RATING 1| 100 1| 100
CANCELLATION 1 100 1| 100
NONRENEWAL 1| 100
DELAYS 1| 100
FORCED PLACEMENT 1 100 1| 100
DENIAL OF CLAIM 1 100 1| 100
PREMIUM NOTICE/BILLING 1 50 2| 100
PREMIUM REFUNDED 1| 100
TOTAL 1 11 3 33 1 11 9| 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

AMERICAN
MODERN L|FE DISPOSITION
IZ%RQNN%E INFORMATION
FURNISHED/EXPANDED | TOTAL

NMBR PCT NMBR | PCT

REASON

REPLACEMENT 1 100 1| 100

TOTAL 1 100 1 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSIT
AMERICAN MUTUAL ION
HFENSURNCE |~ oeray
RESOLVED TOTAL

NMBR| PCT |NMBR|PCT
REASON
DELAYS/NO RESPONSE 1 100 1| 100
TOTAL 1 100 1 100

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



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

BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION
AMERICAN NATIONAL COMPANY
INSURANCE COMPANY INFORMATION DELAY POSITION INSUFFICIENT
REFUND FURNISHED/EXPANDED | RESOLVED UPHELD INFORMATION TOTAL
NMBR | PCT NMBR PCT NMBR | PCT [NMBR| PCT | NMBR PCT |NMBR|PCT

REASON
DELAYS 1 100 1| 100
MISLEADING
ADVERTISING 1 100 1| 100
DENIAL OF CLAIM 1 100 1| 100
DELAYS/NO RESPONSE 1 100 1| 100
PREMIUM REFUNDED 3| 100 3| 100
TOTAL 3 43 1 14 1 14 1 14 1 14 7| 100

SOURCE: RESEARCH AND ANALYSISSECTION, INFORMATION MANAGEMENT DIVISION, OREGON

DEPARTMENT OF CONSUMER AND BUSINESS SERVICES




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION

AMERICAN NATIONAL PROPERTY AND

CASUALTY COMPANY FURII\II\IIgI-? EREI;//IQ)IIIDS\HDED RQS%LLAVYED QOUFE glcoTN TOTAL

NMBR PCT  |NMBR| PCT |NMBR]| PCT | NMBR|PCT

REASON

PREMIUM & RATING 1 100 1| 100

DELAYS 1 100 1 100

UNSATISFACTORY SETTLEMENT/OFFER 1| 100 1| 100

PREMIUM NOTICE/BILLING 1 100 1| 100

TOTAL 2 50 1 25 1 25 4 100

SOURCE: RESEARCH AND ANALYSISSECTION, INFORMATION MANAGEMENT DIVISION, OREGON

DEPARTMENT OF CONSUMER AND BUSINESS SERVICES




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

AMERICAN DISPOSITI

RELIABLE ON
INSURANCE
COMPANY POLICY

ISSUED/RSTRD TOTAL
NMBR PCT |[NMBR |PCT

REASON
CANCELLATION 1 100 1| 100
TOTAL 1 100 1| 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION

AMERICAN }(?:I(E)FI:;JEL_’I\SI NSURANCE ADVISED

COMPLAINANT | RECOVERY TOTAL

NMBR PCT |NMBR| PCT [NMBR|PCT
REASON
DENIAL OF CLAIM 2 100 2| 100
USUAL, CUSTOMARY, REASONABLE 1 100 1| 100
TOTAL 1 33 2 67 3| 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION
AMERICAN %EOCI\;JEX’I;IYYI NSURANCE CLAIM NO
REFUND SETTLED JURISDICTION | RECOVERY TOTAL

NMBR | PCT | NMBR | PCT | NMBR PCT |NMBR| PCT [NMBR|PCT
REASON
NONRENEWAL 1 100 1| 100
FORCED PLACEMENT 1 100 1| 100
MISLEADING ADVERTISING 1| 100 1| 100
UNSATISFACTORY SETTLEMENT/OFFER 1| 100 1| 100
TOTAL 1 25 1 25 1 25 1 25 4| 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION

AMERICAN STANDARD INSURANCE COMPANY
COMPANY OF WISCONSIN COMPROMISED CLAIM POSITION
STLMNT/RSLTN REFUND SETTLED UPHELD TOTAL
NMBR PCT NMBR | PCT |[NMBR | PCT |[NMBR| PCT |NMBR | PCT
REASON
PREMIUM & RATING 1] 100 1| 100
UNSATISFACTORY SETTLEMENT/OFFER 33 1 33 1 33 3| 100
TOTAL 25 1 25 1 25 1 25 4( 100

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




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION
AMERICAN STATES CONTRACT COMPANY
INSURANCE COMPANY COMPROMISED INFORMATION QUESTION PROVISION/LEGAL POSITION
STLMNT/RSLTN | FURNISHED/EXPANDED OF FACT ISSUE UPHELD
NMBR PCT NMBR PCT NMBR| PCT NMBR PCT NMBR| PCT
REASON
PREMIUM & RATING 1 100
REFUSAL TO INSURE 1 100
NONRENEWAL 1 100
UNSATISFACTORY
SETTLEMENT/OFFER 1 50 1 50
DENIAL OF CLAIM 2 50 1 25 1 25
TOTAL 1 11 1 11 2 22 1 11 4 44
AMERICAN STATES
INSURANCE COMPANY
TOTAL
NMBR | PCT
REASON
PREMIUM & RATING 1] 100
REFUSAL TO INSURE 1] 100
NONRENEWAL 1] 100
UNSATISFACTORY
SETTLEMENT/OFFER 2| 100
DENIAL OF CLAIM 4( 100
TOTAL 9| 100

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




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,

BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

AMERICAN
STATES
PREFERRED DISPOSITION
IZ%RQNN%E CLAIM QUESTION | COMPANY IN
SETTLED | OFFACT | COMPLIANCE | TOTAL
NMBR| PCT |NMBR]| PCT | NMBR | PCT |NMBR]|PCT
REASON
DELAYS 1 100 1 100
SUBROGATION 1 100 1| 100
DENIAL OF CLAIM 1| 100 1| 100
TOTAL 1 33 1 33 1 33 3 100

SOURCE: RESEARCH AND ANALYSISSECTION, INFORMATION MANAGEMENT DIVISION, OREGON

DEPARTMENT OF CONSUMER AND BUSINESS SERVICES




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

AMERICAN
UNDERWRITERS| DI SPOSITI
LIFE ON
'('\:'gllfARPAA'\,'\ﬁE COMPANY IN
COMPLIANCE | TOTAL
NMBR | PCT |NMBR]|PCT
R EASON
DELAYS 1 100 1 100
TOTAL 1 100 1 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

AMERICAN
UNITED
LIFE DISPOSITION
'(’\:'gllfARPAA'\,'\ﬁE INFORMATION INSUFFICIENT
FURNISHED/EXPANDED | INFORMATION | 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 ANALYSISSECTION, INFORMATION MANAGEMENT DIVISION, OREGON
DEPARTMENT OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DI SPOSITI
AMERITASLIFE ON
INSURANCE COMPANY IN

CORPORATION COMPLIANCE | TOTAL

NMBR | PCT |NMBR|PCT

REASON
PREMIUM NOTICE/BILLING 1 100 1] 100
TOTAL 1 100 1] 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

AMERUSL IFE DISPOS ITION
INSURANCE CONTRACT
COMPANY PROVISION/LEGAL
ISSUE TOTAL
NMBR PCT NMBR [ PCT
REASON
CANCELLATION 1 100 1| 100
TOTAL 1 100 1| 100

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



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

BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION

AMEX ASSURANCE COMPANY CLAIM CLAIM QUESTION COMPANY IN
REFUND REOPENED SETTLED 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
UNSATISFACTORY
SETTLEMENT/OFFER 1 33 1 33 1 33 3| 100
DENIAL OF CLAIM 1 100 1| 100
TOTAL 1 17 2 33 1 17 1 17 1 17 6| 100

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




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSI

TION
AMICA MUTUAL INSURANCE COMPANY | CLAIM

SETTLED TOTAL

NMBR | PCT [NMBR|PCT
REASON
UNSATISFACTORY SETTLEMENT/OFFER 1| 100 1| 100
SUBROGATION 1| 100 1| 100
TOTAL 2 100 2 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

D ISPOSITI
ANCHOR NATIONAL ON
L'FE('D’I\\'A%JAR@\'CE COMPANY IN

COMPLIANCE | TOTAL
NMBR | PCT |NMBR|PCT

REASON

MISREPRESENTATION 1 100 1| 100

TOTAL 1 100 1 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSIT
ARCH ION
RESOLVED TOTAL
NMBR | PCT |NMBR|PCT
REASON
DELAYS 1 100 1 100
TOTAL 1 100 1 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISP ONSI TIO
ARGONAUT-SOUTHWEST
NMBR PCT NMBR | PCT
REASON
OTHER: POLICYHOLDER SERVICH 1 100 1| 100
TOTAL 1 100 1 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

ASSOCIATES FINANCIAL DISPOSITION
LIFE INSURANCE CONTRACT COMPANY
COMPANY PROVISION/LEGAL POSITION
ISSUE UPHELD TOTAL
NMBR PCT NMBR | PCT | NMBR | PCT
REASON

REFUSAL TO INSURE 1 100 1| 100
OTHER: CLAIM HANDLING 1 100 1| 100
TOTAL 1 50 1 50 2| 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

ASSURANCE DISPOSITIO N
COMPANY OF REFERRED FOR
AMERICA COMPROMISED CLAIM DISCIPLINARY QUESTION
STLMNT/RSLTN REFUND SETTLED ACTION OF FACT TOTAL
NMBR PCT NMBR | PCT [NMBR | PCT | NMBR PCT |NMBR| PCT |NMBR|PCT
REASON
DELAYS 1 50 1 50 2| 100
DENIAL OF CLAIM 1 50 1 50 2| 100
PREMIUM REFUNDED 1| 100 1| 100
TOTAL 1 20 1 20 1 20 1 20 1 20 5( 100

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




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

ATLANTA DISPO SITION
%ﬁf@km ADDITIONAL DELAY QUESTION
PAYMENT | RESOLVED | OF FACT TOTAL

NMBR| PCT |NMBR]| PCT |[NMBR| PCT |NMBR|PCT
REASON
DELAYS 1 50 1 50 2 100
DENIAL OF CLAIM 1| s0 1| s0 2| 100
TOTAL 1 25 2 50 1 25 4 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION

ATLANTIC MUTUAL INSURANCE COMPANY
COMPANY COMPROMISED POSITION
STLMNT/RSLTN UPHELD TOTAL
NMBR PCT NMBR| PCT |NMBR | PCT
REA SON
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

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

AURORA
NATIONAL |DISPOSIT
LIFE ION
RESOLVED TOTAL
NMBR | PCT | NMBR |PCT
REASON
DELAYS 1 100 1 100
TOTAL 1 100 1 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION
AUSTIN MUTUAL COMPANY
INSURANCE COMPANY CLAIM INFORMATION DELAY QUESTION COMPANY IN POSITION
SETTLED FURNISHED/EXPANDED | RESOLVED OF FACT COMPLIANCE UPHELD
NMBR | PCT NMBR PCT NMBR| PCT [NMBR| PCT [ NMBR | PCT [NMBR| PCT
REASON
PREMIUM & RATING 1 50 1 50
CANCELLATION 1 100
NONRENEWAL 1 100
DELAYS 1 100
UNSATISFACTORY
SETTLEMENT/OFFER 1 50 1 50
DENIAL OF CLAIM 1 100
TOTAL 1 13 1 13 3 38 1 13 1 13 1 13
AUSTIN MUTUAL
INSURANCE COMPANY
TOTAL
NMBR | PCT
REASON
PREMIUM & RATING 2| 100
CANCELLATION 1| 100
NONRENEWAL 1| 100
DELAYS 1| 100
UNSATISFACTORY
SETTLEMENT/OFFER 2| 100
DENIAL OF CLAIM 1| 100
TOTAL 8| 100

SOURCE: RESEARCH AND ANALYSISSECTION, INFORMATION MANAGEMENT DIVISION, OREGON

DEPARTMENT OF CONSUMER AND BUSINESS SERVICES




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION
CONTRACT COMPANY
AVOMARK INSURANCE COMPANY CLAIM PROVISION/LEGAL POSITION
SETTLED ISSUE UPHELD TOTAL
NMBR | PCT NMBR PCT NMBR | PCT | NMBR | PCT
REASON

UNSATISFACTORY SETTLEMENT/OFFER 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 ANALYSISSECTION, INFORMATION MANAGEMENT DIVISION, OREGON
DEPARTMENT OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

BANKERSLIFE AND CASUALTY

COMPANY

DISPOSITION

POLICY
ISSUED/RSTRD

ADDITIONAL
PAYMENT

REFUND

CLAIM
SETTLED

INFORMATION
FURNISHED/EXPANDED

NMBR

PCT

NMBR | PCT

NMBR | PCT

NMBR | PCT

NMBR

PCT

REASON

PREMIUM & RATING

50

REFUSAL TO INSURE

CANCELLATION

100

DELAYS

17

MISREPRESENTATION

1] 100

FRAUD/FORGERY

UNSATISFACTORY
SETTLEMENT/OFFER

2 100

DENIAL OF CLAIM

25

ACCELERATED BENEFITS

1 100

DELAYS/NO RESPONSE

1] 100

PREMIUM REFUNDED

3| 100

PAYMENT NOT CREDITED

ABUSIVE SERVICE

100

TOTAL

16

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




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

BANKERSLIFE AND CASUALTY
COMPANY

DISPOSITION

DELAY
RESOLVED

PREMIUM
PROBLEM
RESOLVED

QUESTION
OF FACT

COMPANY IN
COMPLIANCE

COMPANY
POSITION
UPHELD

TOTAL

NMBR | PCT

NMBR | PCT

NMBR

PCT

NMBR | PCT

NMBR| PCT

NMBR

PCT

REASON

PREMIUM & RATING

100

REFUSAL TO INSURE

1 100

100

CANCELLATION

100

DELAYS

100

MISREPRESENTATION

100

FRAUD/FORGERY

100

Rrlrlo|r]r|N

100

UNSATISFACTORY
SETTLEMENT/OFFER

100

DENIAL OF CLAIM

100

ACCELERATED BENEFITS

100

DELAYS/NO RESPONSE

100

PREMIUM REFUNDED

100

PAYMENT NOT CREDITED

1 100

100

ABUSIVE SERVICE

Plr|lw]lr]lrRr>]N

100

TOTAL

25

100

SOURCE: RESEARCH AND ANALYSISSECTION, INFORMATION MANAGEMENT DIVISION, OREGON

DEPARTMENT OF CONSUMER AND BUSINESS SERVICES




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

BANNER DISPOSI
LIFE TION
SETTLED TOTAL
NMBR | PCT | NMBR | PCT
REASON
DELAYS 1 100 1 100
TOTAL 1 100 1 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSIT
ION
BCSINSURANCE COMPANY
COMPANY POSITION
UPHELD TOTAL
NMBR| PCT |NMBR | PCT
REASON
DENIAL OF CLAIM 1 100 1] 100
TOTAL 1 100 1] 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

BENEFICIAL LIFE D ISPOSITION
INSURANCE CONTRACT
COMPANY CLAIM PROVISION/LEGAL COMPANY IN
SETTLED ISSUE COMPLIANCE TOTAL
NMBR | PCT NMBR PCT NMBR [ PCT |NMBR|PCT

REASON
DELAYS 1 100 1| 100
REPLACEMENT 1 100 1| 100
MISREPRESENTATION 1 100 1| 100
TOTAL 1 33 1 33 1 33 3[ 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION
BROKERSNATIONAL LIFE ASSURANCE CONTRACT
COMPANY ADVISED PROVISION/LEGAL
COMPLAINANT ISSUE TOTAL
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 ANALYSISSECTION, INFORMATION MANAGEMENT DIVISION, OREGON
DEPARTMENT OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

BUSINESS
MENS
ASSURANCE DISPOSITION
CO OF CONTRACT
AMERICA INFORMATION PROVISION/LEGAL
FURNISHED/EXPANDED ISSUE TOTAL
NMBR PCT NMBR PCT NMBR [ PCT
REASON
CASH VALUE 1 50 1 50 2| 100
TOTAL 1 50 1 50 2| 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,

BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

CALIFORNIA
CASUALTY & FIRE DISPOSITION
INSURANCE COMPANY
COMPANY ADVISED CLAIM INFORMATION QUESTION POSITION
COMPLAINANT | REOPENED | FURNISHED/EXPANDED OF FACT UPHELD RECOVERY
NMBR PCT |NMBR| PCT NMBR PCT NMBR| PCT |NMBR| PCT |[NMBR| PCT
REASON
DELAYS 1 100
UNSATISFACTORY
SETTLEMENT/OFFER 1 33 1 33 1 33
DENIAL OF CLAIM 1 33 1 33 1 33
TOTAL 2 29 1 14 1 14 1 14 1 14 1 14
CALIFORNIA
CASUALTY & FIRE
INSURANCE
COMPANY
TOTAL
NMBR | PCT

REASON

DELAYS 1| 100

UNSATISFACTORY

SETTLEMENT/OFFER 3| 100

DENIAL OF CLAIM 3| 100

TOTAL 7| 100

SOURCE: RESEARCH AND ANALYSISSECTION, INFORMATION MANAGEMENT DIVISION, OREGON

DEPARTMENT OF CONSUMER AND BUSINESS SERVICES




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION
CALIFORNIA CASUALTY INDEMNITY COMPANY
EXCHANGE CLAIM INFORMATION COMPANY IN POSITION
SETTLED FURNISHED/EXPANDED | COMPLIANCE UPHELD TOTAL
NMBR | PCT NMBR PCT NMBR [ PCT |[NMBR| PCT |NMBR|PCT
REASON

DELAYS 1 50 1 50 2| 100
UNSATISFACTORY SETTLEMENT/OFFER 1 50 1 50 2| 100
TOTAL 1 25 1 25 1 25 1 25 4( 100

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




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITIO

N
CANél(-DII\ANSXNR@NCE COMPROMISED
STLMNT/RSLTN TOTAL

NMBR PCT NMBR | PCT
REASON
OTHER: UNDERWRITING 1 100 1] 100
TOTAL 1 100 1] 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSIT
ION
CAPITOL INDEMNITY CORPORATION | COMPANY
POSITION
UPHELD TOTAL
NMBR | PCT [NMBR | PCT
REASON
UNSATISFACTORY SETTLEMENT/OFFER 1| 100 1| 100
TOTAL 1| 100 1| 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION
CAPITO%EI&E&N?URANCE INFORMATION
FURNISHED/EXPANDED TOTAL
NMBR PCT NMBR | PCT
REASON
DENIAL OF CLAIM 1 100 1] 100
INFORMATION REQUESTED 1 100 1] 100
TOTAL 2 100 2| 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION

CONTRACT
CASCADE EAST HEALTH PLANS, INC. ADVISED INFORMATION PROVISION/LEGAL
COMPLAINANT | FURNISHED/EXPANDED ISSUE TOTAL
NMBR PCT NMBR PCT NMBR PCT NMBR | PCT
REASON
PREMIUM & RATING 1 100 1| 100
UNSATISFACTORY SETTLEMENT/OFFER 1 100 1| 100
ACCESSTO CARE 1 50 1 50 2| 100
ABUSIVE SERVICE 1 50 1 50 2| 100
TOTAL 1 17 3 50 2 33 6| 100

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




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION

CASCADE NATIONAL INSURANCE

COMPANY COMPROMISED ENTERED CLAIM
STLMNT/RSLTN REFUND ARBITRATION/MEDIATION REOPENED
NMBR PCT NMBR [ PCT NMBR PCT NMBR | PCT
REASON
PREMIUM & RATING 1 20

REFUSAL TO INSURE

CANCELLATION

DELAYS 1 17

ENDORSEMENT/RIDER

FAILURE TO PLACE

UNSATISFACTORY

SETTLEMENT/OFFER 1 33

DENIAL OF CLAIM 1 20
PREMIUM REFUNDED 1 50

TOTAL 1 4 2 7 1 4 1 4

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




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,

BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

CASCADE NATIONAL INSURANCE

DISPOSITIO N

COMPANY CANCELLATION CLAIM INFORMATION DELAY QUESTION
UPHELD SETTLED FURNISHED/EXPANDED | RESOLVED OF FACT

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

REASON

PREMIUM & RATING 2 40

REFUSAL TO INSURE

CANCELLATION 1 25 1 25

DELAYS 2 33 1 17 1 17

ENDORSEMENT/RIDER

FAILURE TO PLACE 1 100

UNSATISFACTORY

SETTLEMENT/OFFER 1 33

DENIAL OF CLAIM 1 20 1 20

PREMIUM REFUNDED

TOTAL 1 4 3 11 3 11 1 4 4 14

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




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITIO N

CASCADE NATIONAL INSURANCE COMPANY
COMPANY COMPANY IN POSITION NO
COMPLIANCE UPHELD JURISDICTION | RECOVERY OTHER TOTAL
NMBR [ PCT |NMBR| PCT | NMBR PCT |NMBR| PCT [NMBR|PCT |NMBR |PCT
REAS ON
PREMIUM & RATING 1 20 1 20 5| 100
REFUSAL TO INSURE 1 100 1| 100
CANCELLATION 1 25 1 25 4| 100
DELAYS 1 17 6| 100
ENDORSEMENT/RIDER 1 100 1| 100
FAILURE TO PLACE 1| 100
UNSATISFACTORY
SETTLEMENT/OFFER 1 33 3| 100
DENIAL OF CLAIM 1 20 1 20 5| 100
PREMIUM REFUNDED 1 50 2| 100
TOTAL 2 7 5 18 1 4 2 7 1 4 28| 100

SOURCE: RESEARCH AND ANALYSISSECTION, INFORMATION MANAGEMENT DIVISION, OREGON

DEPARTMENT OF CONSUMER AND BUSINESS SERVICES




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

CENTﬁé\A_LQrEES(Egl\\I/|IEI|ESETEEDENT DISPOSITION
NMBR PCT NMBR | PCT
REASON
UNSATISFACTORY SETTLEMENT/OFFER 1 100 1| 100
TOTAL 1 100 1 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

CENTRAL
SECURITY | DISPOSI

LIFE TION
INSURANCE
COMPANY CLAIM

SETTLED TOTAL
NMBR | PCT |NMBR | PCT

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

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION
CENTRAL STATESINDEMNITY CO. CONTRACT
OF OMAHA ADVISED PROVISION/LEGAL
COMPLAINANT ISSUE TOTAL
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 ANALYSISSECTION, INFORMATION MANAGEMENT DIVISION, OREGON
DEPARTMENT OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

CENTRAL UNITED DIS POSITION
LIFE INSURANCE CONTRACT

COMPANY PROVISION/LEGAL

ISSUE TOTAL
NMBR PCT NMBR | PCT

REASON
DENIAL OF CLAIM 1 100 1] 100
TOTAL 1 100 1] 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSIT

CHICAGOTITLE 'ON
INSURANCE COMPANY OF | COMPANY

OREGON POSITION
UPHELD TOTAL
NMBR| PCT |NMBR | PCT
REASON
OTHER:MRKTNG & SALES 1 100 1] 100
DENIAL OF CLAIM 1 100 1] 100
TOTAL 2 100 2| 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITIO
N

CHUBB INDEMNITY INSURANCE REFERRED FOR
COMPANY DISCIPLINARY
ACTION TOTAL
NMBR PCT |NMBR|PCT
REASON
UNSATISFACTORY SETTLEMENT/OFFER 1 100 1| 100
TOTAL 1 100 1| 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

CINCINNATI LIFE DISPOSITION
INSURANCE COMPANY S FORMATION
(THE) FURNISHED/EXPANDED | TOTAL
NMBR PCT  |NMBR|PCT
REASON
INFORMATION REQUESTED 1 100 1| 100
TOTAL 1 100 1 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISP OSITION
CLARENDON NATIONAL INSURANCE
COMPANY ADVISED CLAIM DELAY
COMPLAINANT | REFUND | SETTLED | RESOLVED
NMBR | PCT |[NMBR|PCT|[NMBR|PCT [NMBR| PCT
REASON
PREMIUM & RATING 1| 100
CANCELLATION E
DELAYS 1| 50
FAILURE TO PLACE 1| 100
UNSATISFACTORY SETTLEMENT/OFFER
SUBROGATION 1 100
PREMIUM NOTICE/BILLING 1] 100
TOTAL 1 11 3 33 1 11 1 11
DISPOSITION
CLARENDON NATIONAL INSURANCE CONTRACT COMPANY
COMPANY PROVISION/LEGAL | COMPANY IN | POSITION
I SSUE COMPLIANCE | UPHELD TOTAL
NMBR PCT |NMBR| PCT |NMBR| PCT [NMBR|PCT
REASON
PREMIUM & RATING 1| 100
CANCELLATION 1 50 2| 100
DELAYS 1 50 2| 100
FAILURE TO PLACE 1| 100
UNSATISFACTORY SETTLEMENT/OFFER 1 100 1| 100
SUBROGATION 1| 100
PREMIUM NOTICE/BILLING 1| 100
TOTAL 1 11 1 11 1 11 9| 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

COLONIAL
LIFE & ACCIDENT DISPOSITION
IZ%RQNN%E NO ACTION INFORMATION
REQUESTED/REQUIRED | FURNISHED/EXPANDED | 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 ANALYSISSECTION, INFORMATION MANAGEMENT DIVISION, OREGON
DEPARTMENT OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

COMBINED INSURANCE COMPANY OF
AMERICA

DIS POSITION

ADVISED

COMPLAINANT

CLAIM

REFUND SETTLED

INFORMATION
FURNISHED/EXPANDED

NMBR

PCT

NMBR [ PCT [ NMBR | PCT

NMBR PCT

REASON

REFUSAL TO INSURE

100

DELAYS

20

AGENT HANDLING

TWISTING

100

UNSATISFACTORY SETTLEMENT/OFFER

33 67

DENIAL OF CLAIM

50

ABUSIVE SERVICE

100

TOTAL

14 14 36

DISPOSITION

COMBINED INSURANCE COMPANY OF
AMERICA

DELAY
RESOLVED

COMPANY
POSITION

UPHELD RECOVERY

INSUFFICIENT
INFORMATION

TOTAL

NMBR | PCT

NMBR| PCT |NMBR| PCT

NMBR

PCT [NMBR|PCT

REASON

REFUSAL TO INSURE

100

DELAYS

20

20

100

AGENT HANDLING

100 100

TWISTING

100

UNSATISFACTORY SETTLEMENT/OFFER

100

DENIAL OF CLAIM

50

100

ABUSIVE SERVICE

RrlINv|lw]lRr]lRr|la]r

100

TOTAL

14| 100

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




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITIO
N

COMBINED SPECIALTY INSURANCE REFERRED FOR

COMPANY DISCIPLINARY
ACTION TOTAL
NMBR PCT |NMBR|PCT
REASON
DELAYS 1 100 1| 100
UNSATISFACTORY SETTLEMENT/OFFER 1 100 1| 100
TOTAL 2 100 2| 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION

COMMERCE WEST PREMIUM COMPANY
INSURANCE COMPANY ADVISED PROBLEM POSITION INSUFFICIENT

COMPLAINANT | RESOLVED UPHELD INFORMATION TOTAL
NMBR PCT |NMBR| PCT [NMBR| PCT | NMBR PCT |[NMBR|PCT

REAS ON

CANCELLATION 1 100 1| 100

DENIAL OF CLAIM 1 100 1| 100

OTHER: CLAIM HANDLING 1 100 1| 100

PREMIUM NOTICE/BILLING 2 100 2| 100

TOTAL 1 20 2 40 1 20 1 20 5( 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

COMMERCIAL D SIF())ONSI T
COMPENSATION
CASUALTY REFERRED
COMPANY TO PROPER
AGENCY TOTAL
NMBR| PCT [NMBR|PCT
REASON

PREMIUM REFUNDED 1 100 1| 100
TOTAL 1 100 1| 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISP OSITION
CONNECTICUT GENERAL LIFE FILED
INSURANCE COMPANY POLICY CLAIM SUIT/RETAINED INFORMATION
ISSUED/RSTRD SETTLED ATTORNEY FURNISHED/EXPANDED
NMBR PCT |NMBR| PCT | NMBR PCT NMBR PCT
REASON
PREMIUM & RATING 1 100
REFUSAL TO INSURE 1 100
DELAYS 1 50 1 50
UNSATISFACTORY SETTLEMENT/OFFER
DENIAL OF CLAIM 1 33
PCP REFERRALS 1| 100
OTHER: CLAIM HANDLING
ABUSIVE SERVICE 1 100
TOTAL 1 3 25 1 8 2 17
DISPO SITION
CONNECTICUT GENERAL LIFE
INSURANCE COMPANY ERISA NO
COMPLIANT | JURISDICTION | RECOVERY TOTAL
NMBR | PCT | NMBR PCT |NMBR| PCT [NMBR|PCT
REASON
PREMIUM & RATING 1| 100
REFUSAL TO INSURE 1| 100
DELAYS 2| 100
UNSATISFACTORY SETTLEMENT/OFFER 2 100 2| 100
DENIAL OF CLAIM 1 33 1 33 3| 100
PCP REFERRALS 1| 100
OTHER: CLAIM HANDLING 1 100 1| 100
ABUSIVE SERVICE 1| 100
TOTAL 3 25 1 8 1 8 12| 100

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




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

CONSECO
ANNUITY DISPOSITION
ASSURANCE UNDERWRITING CONTRACT
COMPANY UNABLETO PRACTICE INFORMATION DELAY PROVISION/LEGAL
ASSIST RESOLVED FURNISHED/EXPANDED | RESOLVED ISSUE TOTAL
NMBR | PCT [ NMBR PCT NMBR PCT NMBR | PCT NMBR PCT NMBR | PCT

REASON
DELAYS 1 50 1 50 2| 100
DENIAL OF
CLAIM 1 100 1| 100
CASH VALUE 1 50 1 50 2| 100
INFORMATION
REQUESTED 1| 100 1| 100
TOTAL 1 17 1 17 2 33 1 17 1 17 6| 100

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




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION
(I:,\?QUSFEAC,\?C%' EE%TP;',\TE ADVISED INFORMATION
COMPLAINANT | FURNISHED/EXPANDED | TOTAL
NMBR | PCT NMBR PCT  |NMBR|PCT
REASON
OTHER: CLAIM HANDLING 1 100 1| 100
CASH VALUE 1 100 1| 100
TOTAL 1 50 1 50 2 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

CONSECO HEALTH D ISPOSITION
'(’\:'gllfARPAA'\,'\ﬁE INFORMATION
FURNISHED/EXPANDED | TOTAL
NMBR PCT  |NMBR|PCT
REASON
MISREPRESENTATION 1 100 1| 100
TOTAL 1 100 1 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITIO N

CONSECO LIFE CONTRACT
INSURANCE COMPANY POLICY COMPROMISED INFORMATION PROVISION/LEGAL INSUFFICIENT
ISSUED/RSTRD | STLMNT/RSLTN [ FURNISHED/EXPANDED ISSUE INFORMATION
NMBR PCT NMBR PCT NMBR PCT NMBR PCT NMBR PCT
REASON
REPLACEMENT 1 100
DENIAL OF CLAIM 1 100
PREMIUM
NOTICE/BILLING 1 100
CASH VALUE 2 100
INFORMATION
REQUESTED 1 50 1 50
TOTAL 1 14 1 14 3 43 1 14 1 14
CONSECO LIFE
INSURANCE COMPANY
TOTAL
NMBR | PCT
REASON
REPLACEMENT 1] 100
DENIAL OF CLAIM 1] 100
PREMIUM
NOTICE/BILLING 1] 100
CASH VALUE 2| 100
INFORMATION
REQUESTED 2| 100
TOTAL 71 100

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




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

CONSECO MEDICAL
INSURANCE COMPANY DISPOSITION
DBA CONSECO MEDICAL

AND LIFE INSURANCE CO FURII\II\IIEF?EREI;//IQ)IIL?\HDED TOTAL
NMBR PCT  |NMBR|PCT

REASON

PREMIUM NOTICE/BILLING 1 100 1| 100

TOTAL 1 100 1 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

CONSECO SENIOR

DISPOSITION

HEALTH INSURANCE CONTRACT
COMPANY COMPROMISED | ADDITIONAL CLAIM PROVISION/LEGAL
STLMNT/RSLTN PAYMENT REFUND SETTLED ISSUE RECOVERY
NMBR PCT NMBR | PCT [NMBR|PCT |NMBR| PCT NMBR PCT NMBR| PCT
REASON
DELAYS 1 50 1 50
UNSATISFACTORY
SETTLEMENT/OFFER 1| 100
DENIAL OF CLAIM 1 33 1 33 1 33
PREMIUM REFUNDED 2| 100
COVERAGE QUESTION 1 50 1 50
TOTAL 1 10 1 10 2 20 3 30 2 20 1 10
CONSECO SENIOR
HEALTH INSURANCE
COMPANY
TOTAL
NMBR | PCT

REASON

DELAYS 2| 100

UNSATISFACTORY

SETTLEMENT/OFFER 1] 100

DENIAL OF CLAIM 3| 100

PREMIUM REFUNDED 2| 100

COVERAGE QUESTION 2| 100

TOTAL 10| 100

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




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSI TION
CONTINENTAL ASSURANCE
COMPANY ADVISED COMPROMISED | CANCELLATION INFORMATION
COMPLAINANT | STLMNT/RSLTN UPHELD FURNISHED/EXPANDED
NMBR | PCT | NMBR | PCT | NMBR | PCT NMBR PCT
REASON
REFUSAL TO INSURE 1 100
DELAYS 1 33
RECISSION 1 100
POLICY DELIVERY 1 50
DENIAL OF CLAIM
INFORMATION REQUESTED 2 67
NONFORFEITURE 1 100
TOTAL 1 8 1 8 1 8 4 33
DISPOSITIO N
CONTINENTAL ASSURANCE REFERRED FOR
COMPANY DELAY DISCIPLINARY | QUESTION
RESOLVED ACTION OF FACT | RECOVERY | TOTAL
NMBR| PCT | NMBR [ PCT [NMBR| PCT |[NMBR| PCT |[NMBR|PCT
REASON
REFUSAL TO INSURE 1| 100
DELAYS 2 67 3( 100
RECISSION 1| 100
POLICY DELIVERY 1 50 2| 100
DENIAL OF CLAIM 1| 100 1| 100
INFORMATION REQUESTED 1 33 3| 100
NONFORFEITURE 1| 100
TOTAL 2 17 1 8 1 8 1 8 12| 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION
CONTI NEgLAF';AmSUALTY POLICY NO ACTION INFORMATION
ISSUED/RSTRD | REQUESTED/REQUIRED | FURNISHED/EXPANDED | TOTAL
NMBR | PCT NMBR PCT NMBR PCT  |NMBR|PCT
REASON
NONRENEWAL 1 100 1| 100
INFORMATION REQUESTED 50 50 2| 100
TOTAL 1 33 33 33 3 100

SOURCE: RESEARCH AND ANALYSISSECTION, INFORMATION MANAGEMENT DIVISION, OREGON

DEPARTMENT OF CONSUMER AND BUSINESS SERVICES




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

CONTINENTAL | DI SPOSI

GENERAL TION
SETTLED TOTAL
NMBR | PCT | NMBR | PCT
REASON
DELAYS 1 100 1 100
TOTAL 1 100 1 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITIO N

CONTINENTAL INSURANCE
COMPANY (THE) POLICY ADVISED UNABLETO CLAIM INFORMATION

ISSUED/RSTRD | COMPLAINANT ASSIST SETTLED FURNISHED/EXPANDED
NMBR PCT NMBR PCT |NMBR|PCT [NMBR| PCT NMBR PCT

REASON

CANCELLATION 1 50

DELAYS 1 33

UNSATISFACTORY

SETTLEMENT/OFFER 2 22 1 11

DENIAL OF CLAIM 1 33

TOTAL 1 6 2 12 1 6 1 6 1 6

DISPOSITIO N
CONTINENTAL INSURANCE COMPANY
COMPANY (THE) DELAY QUESTION COMPANY IN POSITION

RESOLVED OF FACT COMPLIANCE UPHELD RECOVERY TOTAL
NMBR| PCT [NMBR| PCT | NMBR | PCT |NMBR| PCT [NMBR| PCT |NMBR|PCT

REASON

CANCELLATION 1 50 2| 100

DELAYS 1 33 1 33 3 100

UNSATISFACTORY

SETTLEMENT/OFFER 3 33 2 22 1 11 9| 100

DENIAL OF CLAIM 1 33 1 33 3| 100

TOTAL 1 6 3 18 1 6 3 18 3 18 17| 100

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




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITIO

N
CONTI NENTAI(_:(%VMEﬁTAE$N INSURANCE COMPROMISED
STLMNT/RSLTN TOTAL

NMBR PCT NMBR | PCT

REASON
UNSATISFACTORY SETTLEMENT/OFFER 1 100 1| 100
TOTAL 1 100 1| 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION

CONTRACTORSBONDING AND COMPANY
INSURANCE COMPANY QUESTION POSITION
OF FACT UPHELD TOTAL
NMBR| PCT |[NMBR| PCT |NMBR|PCT
REASON

CANCELLATION 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 ANALYSISSECTION, INFORMATION MANAGEMENT DIVISION, OREGON
DEPARTMENT OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

CONVERIUM DISPOSIT

INSURANCE ION
AMERICA)INC, | QUESTION |
NMBR | PCT |NMBR|PCT
REASON
DENIAL OF CLAIM 1 100 1| 100
TOTAL 1 100 1| 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

COREGIS DISPO SITION
INSURANCE REFERRED FOR
COMPANY DELAY DISCIPLINARY
RESOLVED ACTION 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 ANALYSISSECTION, INFORMATION MANAGEMENT DIVISION, OREGON
DEPARTMENT OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

CORNHUSKER DIS POSITION
%ﬁf@km COMPROMISED QUESTION

STLMNT/RSLTN | REFUND | OF FACT TOTAL
NMBR | PCT |NMBR]|PCT |[NMBR]| PCT |NMBR]|PCT

REASON

PREMIUM & RATING 1 50 1| 0 2| 100

DENIAL OF CLAIM 1| 100 1| 100

TOTAL 1 33 1 33 1 33 3 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION

COUNTRY CASUALTY INSURANCE COMPANY
COMPANY CLAIM DELAY POSITION
SETTLED RESOLVED UPHELD RECOVERY TOTAL

NMBR [ PCT |NMBR| PCT |[NMBR | PCT [NMBR| PCT |NMBR |PCT
REASON
OTHER: UNDERWRITING 1 100 1| 100
UNSATISFACTORY SETTLEMENT/OFFER 1 33 1 33 1 33 3| 100
TOTAL 1 25 1 25 1 25 1 25 4| 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

COUNTRY
LIFE DISPOSITION
'22&%2&? INFORMATION
FURNISHED/EXPANDED | TOTAL
NMBR PCT NMBR | PCT
REASON
CASH VALUE 1 100 1| 100
TOTAL 1 100 1 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

COUNTRY MUTUAL DISPOSITION
INSURANCE
COMPANY POLICY ADVISED CLAIM CLAIM INFORMATION
ISSUED/RSTRD | COMPLAINANT REFUND REOPENED SETTLED FURNISHED/EXPANDED
NMBR PCT NMBR PCT |NMBR|PCT [NMBR| PCT |NMBR| PCT NMBR PCT
REASON
PREMIUM & RATING 2 40
REFUSAL TO INSURE 1 100
CANCELLATION 2 67
NONRENEWAL 1 100
DELAYS 1 50
AGENT HANDLING
UNSATISFACTORY
SETTLEMENT/OFFER 2 15 3 23 2 15
DENIAL OF CLAIM 1 11
TOTAL 2 6 3 9 2 6 2 6 4 11 2 6
COUNTRY MUTUAL DISPOSITION
INSURANCE PREMIUM RATING COMPANY
COMPANY PROBLEM QUESTION PROBLEM POSITION
RESOLVED OF FACT RESOLVED UPHELD RECOVERY TOTAL
NMBR| PCT [NMBR| PCT [NMBR| PCT |NMBR| PCT [NMBR| PCT |NMBR|PCT
REASON
PREMIUM & RATING 1 20 1 20 1 20 5( 100
REFUSAL TO INSURE 1] 100
CANCELLATION 1 33 3| 100
NONRENEWAL 1] 100
DELAYS 1 50 2| 100
AGENT HANDLING 1 100 1] 100
UNSATISFACTORY
SETTLEMENT/OFFER 2 15 3 23 1 8 13| 100
DENIAL OF CLAIM 3 33 5 56 9| 100
TOTAL 1 3 7 20 1 3 10 29 1 3 35| 100

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




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSIT
ION
COUNTRY PREFERRED INSURANCE COMPANY
COMPANY POSITION
UPHELD TOTAL
NMBR | PCT | NMBR | PCT
REASON
UNSATISFACTORY SETTLEMENT/OFFER 1 100 1| 100
TOTAL 1 100 1| 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

CROWN LIFE DIS POSITION
IZ%RQNN%E INFORMATION
FURNISHED/EXPANDED | TOTAL
NMBR PCT  |NMBR|PCT
REASON
DENIAL OF CLAIM 1 100 1| 100
TOTAL 1 100 1 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

CSE DISPOSIT
SAFEGUARD ION

IZ%RQNN%E COVERAGE
EXTENDED | TOTAL

NMBR | PCT |NMBR|PCT

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

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

CUMBERLAND D1 ISSSSI T
CASUALTY & SURETY
COMPANY RECOVERY TOTAL
NMBR | PCT |NMBR|PCT
REASON
DENIAL OF CLAIM 1 100 1| 100
TOTAL 1 100 1| 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

CUNA MUTUAL DISPOS ITION
INSURANCE COMPANY
SOCIETY CLAIM INFORMATION POSITION
SETTLED FURNISHED/EXPANDED UPHELD TOTAL
NMBR | PCT NMBR PCT NMBR | PCT | NMBR | PCT
REASON

DELAYS 1 33 1 33 1 33 3[ 100
DENIAL OF CLAIM 1 50 1 50 2| 100
TOTAL 1 20 2 40 2 40 5( 100

SOURCE: RESEARCH AND ANALYSISSECTION, INFORMATION MANAGEMENT DIVISION, OREGON

DEPARTMENT OF CONSUMER AND BUSINESS SERVICES




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

CUNA
MUTUAL
LIFE DISPOSITION
'22&%2&? INFORMATION
FURNISHED/EXPANDED | TOTAL
NMBR PCT NMBR | PCT
REASON
CASH VALUE 1 100 1| 100
TOTAL 1 100 1 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DAIRYLAND INSURANCE COMPANY

DISPOSITION

POLICY
ISSUED/RSTRD

REFUND

CLAIM
SETTLED

INFORMATION

FURNISHED/EXPANDED

REFERRED FOR
DISCIPLINARY
ACTION

NMBR

PCT

NMBR

PCT | NMBR

PCT NMBR PCT

NMBR PCT

REASON

PREMIUM & RATING

100

CANCELLATION

50

DELAYS

50

UNSATISFACTORY
SETTLEMENT/OFFER

DENIAL OF CLAIM

PREMIUM NOTICE/BILLING

50

PREMIUM REFUNDED

COVERAGE QUESTION

1 100

TOTAL

14

DAIRYLAND INSURANCE COMPANY

DISPOSITION

QUESTION
OF FACT

COMPANY IN
COMPLIANCE

COMPANY
POSITION

UPHELD RECOVERY

TOTAL

NMBR| PCT

NMBR [ PCT

NMBR [ PCT [NMBR| PCT

NMBR

PCT

REASON

PREMIUM & RATING

1| 100

CANCELLATION

2| 100

DELAYS

N

100

UNSATISFACTORY
SETTLEMENT/OFFER

33

100

DENIAL OF CLAIM

100

PREMIUM NOTICE/BILLING

100

PREMIUM REFUNDED

1 100

100

COVERAGE QUESTION

RPlIRFRP|IDN|IDN|]W®W

100

TOTAL

14| 100

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




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION

DEERBROOK INSURANCE PREMIUM COMPANY
COMPANY CANCELLATION PROBLEM POSITION NO
UPHELD RESOLVED UPHELD JURISDICTION TOTAL

NMBR PCT NMBR | PCT [NMBR| PCT | NMBR PCT |NMBR|PCT
REASON
CANCELLATION 1 100 1| 100
AGENT HANDLING 1 100 1| 100
DENIAL OF CLAIM 1 100 1| 100
OTHER: CLAIM HANDLING 1 100 1| 100
PREMIUM NOTICE/BILLING 1 100 1| 100
TOTAL 1 20 1 20 2 40 1 20 5( 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DELTA DENTAL DISP OSITION
'(’\:'gllfARPAA'\,'\ﬁE ADVISED INFORMATION
COMPLAINANT | FURNISHED/EXPANDED | TOTAL
NMBR | PCT NMBR PCT  |NMBR|PCT
REASON
CANCELLATION 1 100 1| 100
DELAYS 1 100 1 100
TOTAL 1 50 1 50 2 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION

COMPANY
ELECTRIC INSURANCE COMPANY QUESTION POSITION
OF FACT UPHELD TOTAL
NMBR| PCT |[NMBR| PCT |NMBR | PCT
REASON
UNSATISFACTORY SETTLEMENT/OFFER 1 50 1 50 2| 100
TOTAL 1 50 1 50 2| 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,

BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION

EMPIRE FIRE AND MARINE COMPANY
INSURANCE COMPANY ADVISED INFORMATION POSITION NO
COMPLAINANT | FURNISHED/EXPANDED UPHELD JURISDICTION TOTAL
NMBR PCT NMBR PCT NMBR | PCT | NMBR PCT |NMBR|PCT
REASON
DENIAL OF CLAIM 1 50 1 50 2| 100
PREMIUM REFUNDED 1 100 1| 100
OTHER: POLICYHOLDER SERVICE 1 100 1| 100
TOTAL 1 25 1 25 1 25 1 25 4( 100

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




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION

EMPLOYEE ggll\\l/lEFl):Al"I\'ﬁlNSURANCE CLAIM INSUFFICIENT
SETTLED INFORMATION TOTAL
NMBR | PCT | NMBR PCT |[NMBR|PCT
REASON
UNSATISFACTORY SETTLEMENT/OFFER 1 50 1 50 2| 100
TOTAL 1 50 1 50 2| 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DIS POSITIO

ENTERPRISE LIFE N
' 2 g‘KARF',“ANN%E ADVISED
COMPLAINANT | TOTAL
NMBR | PCT |NMBR|PCT
REASON
DENIAL OF CLAIM 1 100 1| 100
TOTAL 1 100 1 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

EQUITABLE LIFE AND

DISPOSITION

CASUALTY INSURANCE

COMPANY ADVISED

COMPLAINANT

REFUND

CLAIM
SETTLED

NO ACTION

REQUESTED/REQUIRED

NMBR

PCT

NMBR

PCT

NMBR

PCT

NMBR

PCT

REASON

REFUSAL TO INSURE

DENIAL OF CLAIM

1 100

PREMIUM NOTICE/BILLING

100

CASH VALUE

100

INFORMATION REQUESTED

PREMIUM REFUNDED

67

TOTAL

11

22

11

COMPANY

EQUITABLE LIFE AND
CASUALTY INSURANCE

DISPOSITION

INFORMATION
FURNISHED/EXPANDED

DELAY
RESOLVED

TOTAL

NMBR

PCT

NMBR

PCT

NMBR

PCT

REASON
REFUSAL TO INSURE

100

100

DENIAL OF CLAIM

100

PREMIUM NOTICE/BILLING

100

CASH VALUE

100

INFORMATION REQUESTED

100

100

PREMIUM REFUNDED

33

100

TOTAL

33 1

11

o|lw|[Nd]r]lRr|Fr]rF

100

SOURCE: RESEARCH AND ANALYSISSECTION, INFORMATION MANAGEMENT DIVISION, OREGON

DEPARTMENT OF CONSUMER AND BUSINESS SERVICES




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

EQUITABLE LIFE
ASSURANCE DISPOSITION
SOCIETY OF THE CONTRACT
UNITED STATES | PROVISION/LEGAL
ISSUE TOTAL
NMBR PCT NMBR | PCT
REASON
DENIAL OF CLAIM 1 100 1] 100
TOTAL 1 100 1] 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

EQUITABLE
LIFE DISPOSITIO

INSURANCE N

COOF'VI'SCVNAY INSUFFICIENT
INFORMATION | TOTAL
NMBR | PCT |NMBR]|PCT

REA SON

CASH VALUE 1 100 1| 100

TOTAL 1 100 1 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSIT
ION
FARMERS HOhégll\AAl:L)JgkIJYAL INSURANCE QUESTION
OF FACT TOTAL

NMBR| PCT |NMBR|PCT
REASON
UNSATISFACTORY SETTLEMENT/OFFER 1 100 1| 100
TOTAL 1 100 1| 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION

FARMERSINSURANCE
COMPANY OF OREGON POLICY ADVISED COMPROMISED ENTERED
ISSUED/RSTRD | COMPLAINANT | STLMNT/RSLTN REFUND ARBITRATION/MEDIATION

NMBR PCT NMBR PCT NMBR PCT NMBR [ PCT NMBR PCT

REASON

PREMIUM & RATING 1 3 5 17 1 3 8 28

REFUSAL TO INSURE 1 100

CANCELLATION 4 17 3 13 4 17

NONRENEWAL 1 33

CREDIT REPORTING 32 2 9

SURCHARGE 100

7

DELAYS 2 5 1 2 1
1
1

AGENT HANDLING 50

POLICY DELIVERY 1| 100

DUPLICATION OF
COVERAGE 1 100

UNSATISFACTORY
SETTLEMENT/OFFER 11 9 4 3

MEDICAL NECESSITY

POST CLAIM
UNDERWRITING

SUBROGATION 1 33

DENIAL OF CLAIM 9 14 1 2

USUAL, CUSTOMARY,
REASONABLE

OTHER: CLAIM
HANDLING 2 20

PREMIUM
NOTICE/BILLING 1 5 7 32

INFORMATION
REQUESTED

PREMIUM REFUNDED 1 25

COVERAGE QUESTION

OTHER:
POLICYHOLDER
SERVICE

TOTAL 6 2 43 12 9 2 23 6 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 2001

FARMERSINSURANCE
COMPANY OF OREGON

DISPOS ITION

COVERAGE |UNABLETO CLAIM CANCELLATION [ NONRENEWAL CLAIM
EXTENDED ASSIST REOPENED UPHELD UPHELD SETTLED
NMBR| PCT |NMBR|PCT |NMBR| PCT | NMBR PCT NMBR PCT |[NMBR| PCT

REASON

PREMIUM & RATING

REFUSAL TO INSURE

CANCELLATION

NONRENEWAL

33

CREDIT REPORTING

DELAYS

16

SURCHARGE

AGENT HANDLING

POLICY DELIVERY

DUPLICATION OF
COVERAGE

UNSATISFACTORY
SETTLEMENT/OFFER

14

12

MEDICAL NECESSITY

POST CLAIM
UNDERWRITING

SUBROGATION

DENIAL OF CLAIM

USUAL, CUSTOMARY,
REASONABLE

33

OTHER: CLAIM
HANDLING

10

PREMIUM
NOTICE/BILLING

INFORMATION
REQUESTED

PREMIUM REFUNDED

COVERAGE QUESTION

OTHER:
POLICYHOLDER
SERVICE

TOTAL

25

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




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,

BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

FARMERSINSURANCE
COMPANY OF OREGON

DISPOSITIO N

FILED

SUIT/RETAINED

ATTORNEY

NO ACTION
REQUESTED/REQUIRED

INFORMATION
FURNISHED/EXPANDED

DELAY
RESOLVED

PREMIUM
PROBLEM
RESOLVED

NMBR PCT

NMBR PCT

NMBR PCT

NMBR | PCT

NMBR | PCT

REASON

PREMIUM & RATING

REFUSAL TO INSURE

CANCELLATION

NONRENEWAL

CREDIT REPORTING

DELAYS

SURCHARGE

AGENT HANDLING

POLICY DELIVERY

DUPLICATION OF
COVERAGE

UNSATISFACTORY
SETTLEMENT/OFFER

MEDICAL NECESSITY

POST CLAIM
UNDERWRITING

SUBROGATION

DENIAL OF CLAIM

USUAL, CUSTOMARY,
REASONABLE

OTHER: CLAIM
HANDLING

PREMIUM
NOTICE/BILLING

INFORMATION
REQUESTED

2 100

PREMIUM REFUNDED

COVERAGE QUESTION

OTHER:
POLICYHOLDER
SERVICE

TOTAL

20 5

10 3

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




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

FARMERSINSURANCE
COMPANY OF OREGON

DISPOSITION

QUESTION
OF FACT

RATING
PROBLEM
RESOLVED

CONTRACT
PROVISION/LEGAL
ISSUE

COMPANY IN
COMPLIANCE

COMPANY
POSITION
UPHELD

RECOVERY

NMBR

PCT

NMBR

PCT

NMBR

PCT NMBR

PCT

NMBR

PCT

NMBR

PCT

REASON

PREMIUM & RATING

10

REFUSAL TO INSURE

CANCELLATION

10

42

NONRENEWAL

CREDIT REPORTING

18

14

DELAYS

11

18

11

SURCHARGE

AGENT HANDLING

50

POLICY DELIVERY

DUPLICATION OF
COVERAGE

UNSATISFACTORY
SETTLEMENT/OFFER

32

27

31

26

15

13

MEDICAL NECESSITY

100

POST CLAIM
UNDERWRITING

67

SUBROGATION

67

DENIAL OF CLAIM

22

16

25

USUAL, CUSTOMARY,
REASONABLE

OTHER: CLAIM
HANDLING

10

10

30

PREMIUM
NOTICE/BILLING

18

INFORMATION
REQUESTED

PREMIUM REFUNDED

25

50

COVERAGE QUESTION

100

OTHER:
POLICYHOLDER
SERVICE

TOTAL

71

20

80

22

24

SOURCE: RESEARCH AND ANALYSISSECTION, INFORMATION MANAGEMENT DIVISION, OREGON

DEPARTMENT OF CONSUMER AND BUSINESS SERVICES




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISP OSITION

FARMERSINSURANCE
COMPANY OF OREGON | INSUFFICIENT
INFORMATION OTHER TOTAL

NMBR PCT [NMBR|PCT |NMBR |PCT
REASON
PREMIUM & RATING 1 3 29| 100
REFUSAL TO INSURE 1| 100
CANCELLATION 24| 100
NONRENEWAL 3| 100
CREDIT REPORTING 22| 100
DELAYS 44 100
SURCHARGE 1| 100
AGENT HANDLING 2| 100
POLICY DELIVERY 1| 100
DUPLICATION OF
COVERAGE 1| 100
UNSATISFACTORY
SETTLEMENT/OFFER 1 1 1 1 120| 100
MEDICAL NECESSITY 2| 100
POST CLAIM
UNDERWRITING 3| 100
SUBROGATION 3| 100
DENIAL OF CLAIM 64| 100
USUAL, CUSTOMARY,
REASONABLE 3| 100
OTHER: CLAIM
HANDLING 1 10 10| 100
PREMIUM
NOTICE/BILLING 1 5 1 5 22| 100
INFORMATION
REQUESTED 2| 100
PREMIUM REFUNDED 4| 100
COVERAGE QUESTION 1| 100
OTHER:
POLICYHOLDER
SERVICE 2| 100
TOTAL 3 1 3 1 364 | 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

FARMERSNEW WORLD DISPOSITION
LIFE INSURANCE CONTRACT
COMPANY INFORMATION QUESTION PROVISION/LEGAL
FURNISHED/EXPANDED OF FACT ISSUE TOTAL

NMBR PCT NMBR | PCT NMBR PCT NMBR | PCT

REASON

MISREPRESENTATION 1 100 1] 100

DENIAL OF CLAIM 1 100 1] 100

PREMIUM NOTICE/BILLING 1 100 1] 100

CASH VALUE 1 100 1] 100

INFORMATION REQUESTED 1 100 1] 100

TOTAL 2 40 1 20 2 40 5( 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

FEDERAL HOME DI SPOSITION
L'FE('D’I\\'ASFL,’AR@\'CE DELAY INSUFFICIENT
RESOLVED | INFORMATION | TOTAL
NMBR| PCT | NMBR | PCT |NMBR]|PCT
REASON
DELAYS 1 100 1 100
AGENT HANDLING 1 100 1| 100
TOTAL 1 50 1 50 2 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

FEDERATED
MUTUAL DISPOSITION
INSURANCE COMPANY
COMPANY CLAIM QUESTION POSITION
SETTLED OF FACT UPHELD TOTAL
NMBR | PCT [NMBR| PCT [NMBR| PCT |NMBR|PCT

REASON
DELAYS 1 100 1| 100
DENIAL OF CLAIM 3 75 1 25 4( 100
TOTAL 1 20 3 60 1 20 5( 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSI
TION

CLAIM
SETTLED TOTAL

NMBR | PCT | NMBR | PCT

FIDELITY & DEPOSIT
CO OF MARYLAND

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

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITIO

FIDELITY AND CASUALTY N
COMPANY OF NEW YORK [xermmrmee
(THE) INFORMATION | TOTAL
NMBR | PCT |NMBR|PCT
REASON
OTHER: CLAIM HANDLING 1 100 1| 100
TOTAL 1 100 1 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION
FIDELITY AND GUARANTY INSURANCE CONTRACT
COMPANY COMPROMISED | PROVISION/LEGAL
STLMNT/RSLTN ISSUE TOTAL
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 ANALYSISSECTION, INFORMATION MANAGEMENT DIVISION, OREGON
DEPARTMENT OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION

FIDELITY NATIONAL TITLE COMPANY
INSURANCE COMPANY POSITION
REFUND UPHELD TOTAL
NMBR | PCT [NMBR| PCT [NMBR|PCT
REASON

DELAYS 1| 100 1] 100
OTHER: POLICYHOLDER SERVICE 1 100 1] 100
TOTAL 1 50 1 50 2| 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,

BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

FINANCIAL INDEMNITY COMPANY

DISPOSITION

POLICY COMPROMISED CLAIM INFORMATION
ISSUED/RSTRD | STLMNT/RSLTN SETTLED FURNISHED/EXPANDED
NMBR PCT NMBR PCT NMBR | PCT NMBR PCT

REASON

PREMIUM & RATING

CANCELLATION

33

DELAYS

50

OTHER: UNDERWRITING

AGENT HANDLING

100

MISREPRESENTATION

UNSATISFACTORY SETTLEMENT/OFFER

SUBROGATION

DENIAL OF CLAIM

33

PREMIUM NOTICE/BILLING

33

OTHER: POLICYHOLDER SERVICE

TOTAL

15

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

DEPARTMENT OF CONSUMER AND BUSINESS SERVICES




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,

BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES

BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION

REFERRED FOR | COMPANY
FINANCIAL INDEMNITY COMPANY DELAY DISCIPLINARY POSITION NO
RESOLVED ACTION UPHELD JURISDICTION | RECOVERY

NMBR | PCT | NMBR PCT |NMBR| PCT [ NMBR PCT |NMBR| PCT
REASON
PREMIUM & RATING 1 50 1 50
CANCELLATION 2 67
DELAYS 2 33 1 17
OTHER: UNDERWRITING 1 100
AGENT HANDLING
MISREPRESENTATION
UNSATISFACTORY SETTLEMENT/OFFER 2 40 1 20 1 20 1 20
SUBROGATION 1 100
DENIAL OF CLAIM 2 67
PREMIUM NOTICE/BILLING
OTHER: POLICYHOLDER SERVICE
TOTAL 5 19 1 4 7 26 1 4 2 7

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




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION

FINANCIAL INDEMNITY COMPANY INSUFFICIENT
INFORMATION OTHER TOTAL

NMBR PCT |NMBR|PCT|NMBR|PCT

REASON

PREMIUM & RATING
CANCELLATION
DELAYS

OTHER: UNDERWRITING
AGENT HANDLING
MISREPRESENTATION 1 100
UNSATISFACTORY SETTLEMENT/OFFER
SUBROGATION

DENIAL OF CLAIM

PREMIUM NOTICE/BILLING 2 67
OTHER: POLICYHOLDER SERVICE 1| 100
TOTAL 3 11 1 4

100

100

100

100

100

100

100

100

100

100

PlW|lW|lFR|O|FRP|FRP[RP]|O]|]W|DN

100

N
<

100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSIT
ION
FINANCIAL PACIFIC INSURANCE COMPANY
COMPANY POSITION
UPHELD TOTAL
NMBR | PCT | NMBR | PCT
REASON
UNSATISFACTORY SETTLEMENT/OFFER 1 100 1| 100
TOTAL 1 100 1| 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION

FIREMAN'S FUND INSURANCE COMPANY
COMPANY CLAIM QUESTION POSITION INSUFFICIENT
SETTLED OF FACT UPHELD INFORMATION TOTAL
NMBR | PCT |NMBR | PCT |NMBR| PCT | NMBR PCT [NMBR|PCT
REASON
DELAYS 1 50 1 50 2| 100
UNSATISFACTORY SETTLEMENT/OFFER 1 50 1 50 2| 100
TOTAL 1 25 1 25 1 25 1 25 4| 100

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




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION

FIREMAN'S FUND INSURANCE COMPANY
COMPANY OF NEBRASKA ADVISED CLAIM POSITION
COMPLAINANT SETTLED UPHELD RECOVERY 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
SUBROGATION 1 100 1| 100
DENIAL OF CLAIM 1 100 1| 100
TOTAL 1 20 1 20 1 20 2 40 5( 100

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




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

FIRST
AMERICAN
HOME BUYERS DISPOSITION

chF?PToERCATTl?gN ADDITIONAL | CLAIM
PAYMENT | SETTLED | 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 ANALYSISSECTION, INFORMATION MANAGEMENT DIVISION, OREGON
DEPARTMENT OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITI
FIRST AMERICANTITLE ON
INSURANSIEE%OON’\IIPANY OF ADDITIONAL

PAYMENT TOTAL

NMBR | PCT [NMBR|PCT
REASON
OTHER:MRKTNG & SALES 1 100 1] 100
TOTAL 1 100 1] 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

FIRST COLONY
LIFE DISPOSITION
'(’\:'gllfARPAA'\,'\ﬁE INFORMATION
FURNISHED/EXPANDED | TOTAL

NMBR PCT  |NMBR|PCT

REASON

CANCELLATION 3 100 3| 100

CASH VALUE 1 100 1| 100

TOTAL 4 100 4 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION

FIRST COMMUNITY INSURANCE COMPANY
COMPANY QUESTION POSITION
OF FACT UPHELD TOTAL
NMBR| PCT |[NMBR| PCT |NMBR|PCT
REASON
UNSATISFACTORY SETTLEMENT/OFFER 1 50 1 50 2| 100
TOTAL 1 50 1 50 2| 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSIT
FIRST DELAWARE ION
HFE INSURANCE [~Gecrion

(DE) OF FACT TOTAL

NMBR | PCT |[NMBR |PCT
REASON
AGENT HANDLING 1 100 1| 100
TOTAL 1 100 1 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

FIRST INVESTORS| DISPOSITION
LI FE(')’;\'ASFL,’AR@\'CE INFORMATION
FURNISHED/EXPANDED | TOTAL
NMBR PCT  |[NMBR|PCT
REASON
AGENT HANDLING 1 100 1| 100
TOTAL 1 100 1 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

FIRST NATIONAL
INSURANCE DISPOSITION
COMPANY OF COMPANY
AMERICA INFORMATION POSITION
FURNISHED/EXPANDED UPHELD TOTAL
NMBR PCT NMBR| PCT | NMBR | PCT
REASON
CREDIT REPORTING 1 100 1| 100
DENIAL OF CLAIM 2 100 2| 100
TOTAL 1 33 2 67 3| 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

FIRST PENN-PACIFIC D ISPOSITION
LI FE(')’;\'ASFL,’AR@\'CE NO ACTION
REQUESTED/REQUIRED | TOTAL
NMBR PCT  |NMBR|PCT
REASON
OTHER: UNDERWRITING 1 100 1| 100
TOTAL 1 100 1 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION
FOREMOST INSURANCE
COMPANY COMPROMISED UNABLETO CLAIM CLAIM INFORMATION
STLMNT/RSLTN REFUND ASSIST REOPENED SETTLED FURNISHED/EXPANDED
NMBR PCT NMBR | PCT | NMBR | PCT |[NMBR | PCT [NMBR | PCT NMBR PCT
RE ASON
PREMIUM & RATING 1 100
DELAYS 1 100
FORCED PLACEMENT 1| 100
UNSATISFACTORY
SETTLEMENT/OFFER 1 20 1 20
DENIAL OF CLAIM
PREMIUM REFUNDED 1| 100
TOTAL 1 8 1 8 1 8 1 8 1 8 1 8
DISPOSITION
FOREMOST INSURANCE COMPANY
COMPANY DELAY COMPANY IN POSITION
RESOLVED | COMPLIANCE UPHELD RECOVERY TOTAL
NMBR| PCT | NMBR | PCT |[NMBR| PCT [NMBR| PCT |NMBR|PCT
REASON
PREMIUM & RATING 1| 100
DELAYS 1| 100
FORCED PLACEMENT 1| 100
UNSATISFACTORY
SETTLEMENT/OFFER 1 20 1 20 1 20 5( 100
DENIAL OF CLAIM 1 33 2 67 3| 100
PREMIUM REFUNDED 1| 100
TOTAL 1 8 1 8 3 25 1 8 12| 100

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




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

FOREMOST
PROPERTY AND

CASUALTY DISPOSITION

INSURANCE COMPANY

COMPANY QUESTION POSITION

OF FACT UPHELD TOTAL
NMBR | PCT [NMBR | PCT [ NMBR | PCT

REASON
PREMIUM & RATING 1 100 1| 100
DELAYS 1 100 1| 100
DENIAL OF CLAIM 1 100 1| 100
TOTAL 2 67 1 33 3 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION
FonemmoverT e
REFUND FURNISHED/EXPANDED TOTAL

NMBR | PCT NMBR PCT NMBR | PCT
REASON
INFORMATION REQUESTED 1 100 1| 100
PREMIUM REFUNDED 1| 100 1| 100
TOTAL 1 50 1 50 2 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION
Eomseaers
REFUND FURNISHED/EXPANDED TOTAL

NMBR | PCT NMBR PCT NMBR | PCT
REASON
MISLEADING ADVERTISING 1| 100 1| 100
PREMIUM NOTICE/BILLING 1 100 1| 100
INFORMATION REQUESTED 1 100 1| 100
TOTAL 1 33 2 67 3 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

FORTISINSURANCE
COMPANY

DISPOSITION

POLICY
ISSUED/RSTRD

COMPROMISED
STLMNT/RSLTN

UNABLE TO | CANCELLATION CLAIM
REFUND ASSIST UPHELD SETTLED

NMBR PCT

NMBR PCT

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

REASON

PREMIUM & RATING

REFUSAL TO INSURE

CANCELLATION

DELAYS

RECISSION

ENDORSEMENT/RIDER

AGENT HANDLING

MISREPRESENTATION

MISSTATEMENT ON
APPLICATION

UNSATISFACTORY
SETTLEMENT/OFFER

POST CLAIM
UNDERWRITING

DENIAL OF CLAIM

USUAL, CUSTOMARY,
REASONABLE

PCP REFERRALS

UTILIZATION REVIEW

COST CONTAINMENT

CASH VALUE

PREMIUM REFUNDED

PAYMENT NOT CREDITED

1 100

COVERAGE QUESTION

ACCESS TO CARE

COMPANY/AGENT DISPUTE

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 2001

FORTISINSURANCE

DISPOSITIO N

REFERRED FOR

COMPANY NO ACTION INFORMATION DELAY DISCIPLINARY
REQUESTED/REQUIRED | FURNISHED/EXPANDED | RESOLVED ACTION
NMBR PCT NMBR PCT NMBR| PCT [ NMBR PCT
REASON
PREMIUM & RATING 2 67
REFUSAL TO INSURE 1 4 27 1 7
CANCELLATION
DELAYS 1 50
RECISSION
ENDORSEMENT/RIDER 1 100
AGENT HANDLING 1 50
MISREPRESENTATION 1 50
MISSTATEMENT ON
APPLICATION 1 100
UNSATISFACTORY
SETTLEMENT/OFFER 2 11 1 6 1 6
POST CLAIM
UNDERWRITING 1 20 1 20
DENIAL OF CLAIM 1 2 14 2 14
USUAL, CUSTOMARY,
REASONABLE
PCP REFERRALS
UTILIZATION REVIEW 1 100
COST CONTAINMENT 1 100
CASH VALUE
PREMIUM REFUNDED
PAYMENT NOT CREDITED
COVERAGE QUESTION 1 100
ACCESSTO CARE 1 100
COMPANY/AGENT DISPUTE 1 100
TOTAL 19 23 2 2 6 7

SOURCE: RESEARCH AND ANALYSISSECTION, INFORMATION MANAGEMENT DIVISION, OREGON

DEPARTMENT OF CONSUMER AND BUSINESS SERVICES




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,

BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

FORTISINSURANCE
COMPANY

DISPOSITION

QUESTION
OF FACT

CONTRACT
PROVISION/LEGAL
ISSUE

COMPANY IN
COMPLIANCE

COMPANY
POSITION
UPHELD

RECOVERY

TOTAL

NMBR

PCT

NMBR PCT

NMBR

PCT

NMBR

PCT

NMBR

PCT

NMBR

PCT

REASON

PREMIUM & RATING

100

REFUSAL TO INSURE

13

13

15

100

CANCELLATION

1 100

100

DELAYS

50

100

RECISSION

17

67

100

ENDORSEMENT/RIDER

100

AGENT HANDLING

100

MISREPRESENTATION

NIN|FP]|O|N| P

100

MISSTATEMENT ON
APPLICATION

100

UNSATISFACTORY
SETTLEMENT/OFFER

11

18

100

POST CLAIM
UNDERWRITING

100

DENIAL OF CLAIM

14

100

USUAL, CUSTOMARY,
REASONABLE

100

PCP REFERRALS

50

100

UTILIZATION REVIEW

100

COST CONTAINMENT

100

CASH VALUE

100

100

PREMIUM REFUNDED

50

100

PAYMENT NOT CREDITED

100

COVERAGE QUESTION

100

ACCESSTO CARE

100

COMPANY/AGENT DISPUTE

Rrlrlr]lrINdlRr]lRrlRrNM]N

100

TOTAL

12 14

[o0]
W

100

SOURCE: RESEARCH AND ANALYSISSECTION, INFORMATION MANAGEMENT DIVISION, OREGON

DEPARTMENT OF CONSUMER AND BUSINESS SERVICES




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSIT
ION

FRANKLIN LIFE INSURANCE COMPANY
RECOVERY TOTAL
NMBR| PCT [NMBR|PCT

REASON
UNSATISFACTORY SETTLEMENT/OFFER

1 100 1] 100

TOTAL 1 100 1] 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOS |
FRONTIER TION
INSURANCE
COMPANY CLAIM

SETTLED TOTAL
NMBR | PCT |NMBR | PCT

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

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION

GE AUTO & HOME COMPANY

ASSURANCE COMPANY ADVISED CLAIM INFORMATION DELAY POSITION
COMPLAINANT SETTLED FURNISHED/EXPANDED | RESOLVED UPHELD TOTAL
NMBR PCT |NMBR| PCT NMBR PCT NMBR| PCT [NMBR| PCT |NMBR|PCT

REASON

PREMIUM & RATING 1 20 4 80 5( 100

DELAYS 1 50 1 50 2| 100

UNSATISFACTORY

SETTLEMENT/OFFER 100 1| 100

TOTAL 1 13 1 13 13 1 13 4 50 8| 100

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




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION

GE CASUALTY INSURANCE UNDERWRITING COMPANY
COMPANY ADVISED PRACTICE POSITION

COMPLAINANT RESOLVED UPHELD TOTAL
NMBR PCT NMBR PCT NMBR| PCT | NMBR | PCT

REASON

PREMIUM & RATING 1 50 1 50 2| 100

PREMIUM NOTICE/BILLING 1 100 1| 100

TOTAL 1 33 1 33 1 33 3| 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

GE GROUP LIFE D ISPOSITION
A(:Sg%\’ARPAA'?'\ﬁE INFORMATION
FURNISHED/EXPANDED | TOTAL
NMBR PCT  |NMBR|PCT
REASON
DENIAL OF CLAIM 1 100 1| 100
TOTAL 1 100 1 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITIO
N

COMPROMISED
STLMNT/RSLTN TOTAL

NMBR PCT NMBR | PCT

GE INDEMNITY INSURANCE COMPANY

REASON
UNSATISFACTORY SETTLEMENT/OFFER 1 100 1| 100
TOTAL 1 100 1| 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION
ESESIE’IRFAENACNEDCAON'\;'\]FL’JAIR( REQUlIE\ISOTég/TRISgw RED | TOTAL
NMBR PCT  |NMBR|PCT
REASON
HIGH PRESSURE TACTICS 1 100 1| 100
CASH VALUE 1 100 1| 100
TOTAL 2 100 2 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOS ITION
GE PROPERTY & CASUALTY
INSURANCE COMPANY CLAIM INFORMATION QUESTION
REFUND REOPENED | FURNISHED/EXPANDED OF FACT
NMBR [ PCT [ NMBR | PCT NMBR PCT NMBR| PCT
REASON
PREMIUM & RATING 1 50
CANCELLATION
UNSATISFACTORY SETTLEMENT/OFFER 1 50
DENIAL OF CLAIM 1 100
PREMIUM NOTICE/BILLING 1 100
TOTAL 1 14 1 14 1 14 1 14

DISPOSITION

GE PROPERTY & CASUALTY COMPANY
INSURANCE COMPANY COMPANY IN POSITION
COMPLIANCE UPHELD OTHER TOTAL
NMBR | PCT [NMBR| PCT |NMBR |PCT [ NMBR |PCT
REASON
PREMIUM & RATING 1 50 100
CANCELLATION 1| 100 100
UNSATISFACTORY SETTLEMENT/OFFER 1 50 100

DENIAL OF CLAIM
PREMIUM NOTICE/BILLING
TOTAL 1 14 1 14 1 14

100

100

B IS IS BV BN N

100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION

COMPANY
GEICO CASUALTY COMPANY POLICY CLAIM POSITION
ISSUED/RSTRD SETTLED UPHELD TOTAL
NMBR PCT |NMBR| PCT [NMBR| PCT |NMBR|PCT
REASON
PREMIUM & RATING 1 100 1| 100
UNSATISFACTORY SETTLEMENT/OFFER 1| 100 1| 100
PREMIUM NOTICE/BILLING 1 100 1| 100
TOTAL 1 33 1 33 1 33 3 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSIT
ION
GEICO GENERAL INSURANCE COMPANY
COMPANY POSITION
UPHELD TOTAL
NMBR | PCT | NMBR | PCT
REASON
NONRENEWAL 100 100

UNSATISFACTORY SETTLEMENT/OFFER
DENIAL OF CLAIM
TOTAL

100 100

100 100

AR N] P
AR N] P

100 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSIT
ION
GEICO INDEMNITY COMPANY
COMPANY POSITION
UPHELD TOTAL

NMBR| PCT |NMBR|PCT
REASON
PREMIUM & RATING 1 100 1] 100
TOTAL 1 100 1] 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

GENERAL
AMERICAN
LIFE DISPOSITION
REFUND RESOLVED RECOVERY TOTAL
NMBR | PCT [NMBR | PCT [NMBR| PCT |NMBR|PCT
REASON
CANCELLATION 1| 100 1| 100
DELAYS 1 50 1 50 2 100
TOTAL 1 33 1 33 1 33 3 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

GENERAL ELECTRIC DISPOSITION
CAPITAL ASSURANCE
COMPANY COMPROMISED CLAIM INFORMATION
STLMNT/RSLTN REFUND SETTLED FURNISHED/EXPANDED
NMBR PCT NMBR | PCT [NMBR | PCT NMBR PCT
REASON
HIGH PRESSURE TACTICS 1 100
DENIAL OF CLAIM 1 20
CASH VALUE 1 100
DELAYS/NO RESPONSE 1] 100
INFORMATION REQUESTED
PREMIUM REFUNDED 1] 100
TOTAL 1 10 2 20 1 10 1 10
GENERAL ELECTRIC DISPOSITION
CAPITAL ASSURANCE REFERRED FOR CONTRACT COMPANY
COMPANY DISCIPLINARY | PROVISION/LEGAL POSITION
ACTION ISSUE UPHELD RECOVERY TOTAL
NMBR PCT NMBR PCT NMBR | PCT [NMBR| PCT |NMBR |PCT
REASON
HIGH PRESSURE TACTICS 1| 100
DENIAL OF CLAIM 1 20 2 40 1 20 5| 100
CASH VALUE 1| 100
DELAYS/NO RESPONSE 1| 100
INFORMATION REQUESTED 1 100 1| 100
PREMIUM REFUNDED 1| 100
TOTAL 1 10 2 20 1 10 1 10 10| 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSIT
GENERAL ION
FIRE S CASUALTY [~Guecrion
OF FACT TOTAL
NMBR | PCT [NMBR |PCT
REASON
DENIAL OF CLAIM 1 100 1| 100
TOTAL 1 100 1 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSIT
ION
GENERAL INSURANCE COMPANY OF COMPANY
AMERICA POSITION
UPHELD TOTAL
NMBR | PCT | NMBR | PCT
REASON
UNSATISFACTORY SETTLEMENT/OFFER 1 100 1| 100
TOTAL 1 100 1| 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

GENERAL STAR DISPOSITION
NAT'OQSI'\-A 'P'\AS,\IUYRANCE COMPROMISED NO
STLMNT/RSLTN | JURISDICTION | TOTAL
NMBR | PCT | NMBR | PCT |NMBR|PCT
REASO N
OTHER:MRKTNG & SALES 1 100 1| 100
DENIAL OF CLAIM 1 100 1| 100
TOTAL 1 50 1 50 2 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

GENERALI - USBRANCH DBA THE DISPOSITION
GENERAI:I_:?l\llEUS_II?_\’Q*I\IS(I;IIEE f\I/IOSI\(g PANY OF CLAIM CLAIM
REFUND REOPENED SETTLED TOTAL

NMBR | PCT [NMBR| PCT |NMBR| PCT [ NMBR|PCT
REASON
FAILURE TO PLACE 1| 100 1| 100
UNSATISFACTORY SETTLEMENT/OFFER 1 100 1| 100
PREMIUM REFUNDED 1| 100 1| 100
TOTAL 1 33 1 33 1 33 3 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

GERBER LIEE DIS POSITION
INSURANCE 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 ANALYSISSECTION, INFORMATION MANAGEMENT DIVISION, OREGON
DEPARTMENT OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION
GLENSROOK LIEEAND |~ ommarion
FURNISHED/EXPANDED TOTAL
NMBR PCT NMBR | PCT
REASON
INFORMATION REQUESTED 1 100 1| 100
TOTAL 1 100 1 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

GLOBE LIFE AND DISPOSITION
ACCIDENT INSURANCE PREMIUM
COMPANY CLAIM INFORMATION PROBLEM COMPANY IN
SETTLED FURNISHED/EXPANDED | RESOLVED | COMPLIANCE
NMBR | PCT NMBR PCT NMBR| PCT [ NMBR | PCT
REASON
DELAYS 2 67
RECISSION
DENIAL OF CLAIM 1 100
INFORMATION REQUESTED 1 100
PAYMENT NOT CREDITED 1 100
ABUSIVE SERVICE
TOTAL 2 25 1 13 1 13 1 13

GLOBE LIFE AND DISPOSITION

ACCIDENT INSURANCE COMPANY
COMPANY POSITION INSUFFICIENT
UPHELD RECOVERY | INFORMATION TOTAL

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

REASON
DELAYS 1 33
RECISSION 1 100
DENIAL OF CLAIM
INFORMATION REQUESTED
PAYMENT NOT CREDITED
ABUSIVE SERVICE 1 100
TOTAL 1 13 1 13 1 13

100

100

100

100

100

100

o|lr|r]lr]lRP|FP]®

100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION

GOVERNMENT EMPLOYEES

INSURANCE COMPANY ADVISED COMPROMISED UNABLETO

COMPLAINANT | STLMNT/RSLTN REFUND ASSIST
NMBR PCT NMBR PCT NMBR | PCT [ NMBR | PCT

REASON

PREMIUM & RATING 1 50

CANCELLATION 1 33

CREDIT REPORTING

DELAYS

OTHER: UNDERWRITING

UNSATISFACTORY SETTLEMENT/OFFER 1 10 1 10

DENIAL OF CLAIM
OTHER: CLAIM HANDLING

PREMIUM NOTICE/BILLING 1] 100
INFORMATION REQUESTED

PREMIUM REFUNDED 1] 100

TOTAL 3 8 1 3 1 3 1 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 2001

DISPOSIT ION

GOVERNMENT EMPLOYEES PREMIUM
INSURANCE COMPANY CLAIM CLAIM INFORMATION PROBLEM
REOPENED SETTLED FURNISHED/EXPANDED | RESOLVED
NMBR | PCT |NMBR | PCT NMBR PCT NMBR | PCT
REASON
PREMIUM & RATING 1 50
CANCELLATION
CREDIT REPORTING 1 100
DELAYS 5 71
OTHER: UNDERWRITING
UNSATISFACTORY SETTLEMENT/OFFER 1 10 2 20
DENIAL OF CLAIM 1 17
OTHER: CLAIM HANDLING 1 33
PREMIUM NOTICE/BILLING
INFORMATION REQUESTED
PREMIUM REFUNDED
TOTAL 2 6 6 17 3 8 1 3

SOURCE: RESEARCH AND ANALYSISSECTION, INFORMATION MANAGEMENT DIVISION, OREGON

DEPARTMENT OF CONSUMER AND BUSINESS SERVICES




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISP OSITION
GOVERNMENT EMPLOYEES COMPANY
INSURANCE COMPANY QUESTION POSITION
OF FACT UPHELD RECOVERY OTHER TOTAL
NMBR| PCT |NMBR| PCT [NMBR| PCT |NMBR|PCT |NMBR |PCT
REASON

PREMIUM & RATING 2| 100
CANCELLATION 2 67 3| 100
CREDIT REPORTING 1| 100
DELAYS 1 14 1 14 7| 100
OTHER: UNDERWRITING 1 100 1| 100
UNSATISFACTORY SETTLEMENT/OFFER 2 20 3 30 10| 100
DENIAL OF CLAIM 2 33 2 33 1 17 6| 100
OTHER: CLAIM HANDLING 1 33 1 33 3| 100
PREMIUM NOTICE/BILLING 1| 100
INFORMATION REQUESTED 1 100 1| 100
PREMIUM REFUNDED 1| 100
TOTAL 6 17 6 17 5 14 1 3 36| 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION

COMPROMISED
GRANGE INSURANCE ASSOCIATION | 1| MNT/RSLTN | RECOVERY | TOTAL

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

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DEPARTMENT OF CONSUMER AND BUSINESS SERVICES

DISPOSI TION
GRANGE MUTUAL INSURANCE
COMPANY COMPROMISED CLAIM CLAIM INFORMATION
STLMNT/RSLTN | REOPENED SETTLED FURNISHED/EXPANDED
NMBR PCT NMBR| PCT [NMBR| PCT NMBR PCT
REASON
NONRENEWAL 1 50
DELAYS
UNSATISFACTORY SETTLEMENT/OFFER 1 14 2 29
DENIAL OF CLAIM 1 17
INFORMATION REQUESTED
TOTAL 1 6 1 6 2 11 1 6
DISPOSITION
GRANGE MUTUAL INSURANCE NONRENEWAL CONTRACT
COMPANY DELAY NOTICE QUESTION PROVISION/LEGAL
RESOLVED RESCINDED OF FACT ISSUE
NMBR | PCT [ NMBR PCT |[NMBR| PCT NMBR PCT
REASON
NONRENEWAL 1 50
DELAYS 1 50
UNSATISFACTORY SETTLEMENT/OFFER 1 14 1 14
DENIAL OF CLAIM 1 17
INFORMATION REQUESTED
TOTAL 1 6 1 6 2 11 1 6
DISPOSITION
GRANGE MUTUAL INSURANCE COMPANY
COMPANY COMPANY IN POSITION INSUFFICIENT
COMPLIANCE UPHELD INFORMATION TOTAL
NMBR | PCT [NMBR| PCT | NMBR PCT [NMBR|PCT
REASON
NONRENEWAL 2| 100
DELAYS 1 50 2| 100
UNSATISFACTORY SETTLEMENT/OFFER 1 14 1 14 7| 100
DENIAL OF CLAIM 1 17 3 50 6| 100
INFORMATION REQUESTED 1 100 1| 100
TOTAL 1 6 6 33 1 6 18| 100

SOURCE: RESEARCH AND ANALYSISSECTION, INFORMATION MANAGEMENT DIVISION, OREGON



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

GRANITE
STATE DISPOSITION
INSURANCE COMPANY
COMPANY CLAIM DELAY POSITION
SETTLED RESOLVED UPHELD RECOVERY TOTAL
NMBR | PCT [NMBR| PCT |[NMBR| PCT |NMBR| PCT [NMBR |PCT
REASON
CANCELLATION 1 100 1| 100
DELAYS 1 25 1 25 2 50 4| 100
TOTAL 1 20 1 20 1 20 2 40 5| 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

GREAT
AMERICAN DISPOSITION
INSURANCE COMPANY
COMPANY CLAIM POSITION
SETTLED UPHELD 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 ANALYSISSECTION, INFORMATION MANAGEMENT DIVISION, OREGON
DEPARTMENT OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

GREAT AMERICAN LIFE

DISPOSITION

INSURANCE COMPANY COI\AAIB\L/IASlEN[/)ANT S(E:IT_TAll_’\éD FURII\II\IIgI-? EREI;//IQ)IIIDS\HDED RQS%LLAVYED TOTAL
NMBR | PCT |NMBR|PCT| NMBR PCT  |NMBR]| PCT |NMBR|PCT
REASON
M1SLEADING ADVERTISING 1| 100 1| 100
MISREPRESENTATION 1 50 1 50 2| 100
DELAY SNO RESPONSE 1| 100 1| 100
TOTAL 1 25 1 25 1 25 1 25 4 100

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




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

GREAT
SOUTHERN
LIFE DISPOSITION
IZ%RQNN%E ADVISED INFORMATION
COMPLAINANT | FURNISHED/EXPANDED | TOTAL
NMBR | PCT NMBR PCT NMBR | PCT
REASON
REPLACEMENT 1 100 1| 100
CASH VALUE 1 100 1| 100
TOTAL 1 50 1 50 2 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION

COMPANY
GREAT WEST CASUALTY COMPANY QUESTION POSITION
OF FACT UPHELD TOTAL
NMBR| PCT |[NMBR| PCT |NMBR | PCT
REASON

DELAYS 1 100 1] 100
UNSATISFACTORY SETTLEMENT/OFFER 1 50 1 50 2| 100
DENIAL OF CLAIM 1 100 1] 100
TOTAL 2 50 2 50 4( 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

GREAT WESTERN D ISPOSITION
IZ%RQNN%E INFORMATION
FURNISHED/EXPANDED | TOTAL
NMBR PCT  |NMBR|PCT
REASON
PREMIUM & RATING 1 100 1| 100
TOTAL 1 100 1 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSI
TION
GREAT-WEST LIFE & ANNUITY CLAIM
INSURANCE COMPANY SETTLED TOTAL
NMBR | PCT | NMBR | PCT
REASON
UNSATISFACTORY SETTLEMENT/OFFER 1| 100 1| 100
TOTAL 1 100 1| 100

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



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

BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

GREAT-WEST LIFE ASSURANCE

DISPOSITION

COMPANY (THE) g‘l(?LMMPI\IT'SII\QASILS EB S(E:IT_TAll_’\éD RQS%LLAVYED COI\EI?LSIAANT JURI sg?cn ON | TOTAL

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

REASON

DELAYS 1 33 2 67 3 100

UNSATISFACTORY

SETTLEMENT/OFFER 1 33 2 67 3| 100

PREMIUM NOTICE/BILLING 1 100 1] 100

TOTAL 1 14 1 14 2 29 1 14 2 29 7 100

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




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

GROCERS DISP OSITION
INSURANCE
COMPANY ADVISED NO

COMPLAINANT | JURISDICTION TOTAL
NMBR PCT NMBR PCT |NMBR|PCT

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

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION

GUARANTEE RESERVE LIFE PREMIUM
INSURANCE COMPANY CLAIM PROBLEM
SETTLED RESOLVED TOTAL

NMBR | PCT [NMBR| PCT |NMBR|PCT
REASON
UNSATISFACTORY SETTLEMENT/OFFER 1| 100 1] 100
PAYMENT NOT CREDITED 1 100 1] 100
TOTAL 1 50 1 50 2| 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION

CLAIM INSUFFICIENT
SETTLED INFORMATION TOTAL

GUARANTEE TRUST LIFE
INSURANCE COMPANY

NMBR | PCT | NMBR PCT [NMBR|PCT
REASON
DENIAL OF CLAIM 1| 100 1| 100
OTHER: POLICYHOLDER SERVICE 1 100 1| 100
TOTAL 1 50 1 50 2| 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

GUARANTY DISPOSITI
INCOME LIFE ON

IZ%RQNN%E COMPANY IN
COMPLIANCE | TOTAL

NMBR | PCT |[NMBR|PCT
REASON
REPLACEMENT 1 100 1] 100
TOTAL 1 100 1] 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,

BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES

BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

GUARANTY
NATIONAL
INSURANCE
COMPANY

DISPOSITION

POLICY
ISSUED/RSTRD

ADVISED
COMPLAINANT

COMPROMISED
STLMNT/RSLTN

COVERAGE
EXTENDED

CANCELLATION
UPHELD

CLAIM
SETTLED

NMBR PCT

NMBR

PCT

NMBR PCT

NMBR

PCT

NMBR

PCT

NMBR

PCT

REA SON

PREMIUM & RATING

100

CANCELLATION

100

DELAYS

33

UNSATISFACTORY
SETTLEMENT/OFFER

10

10

POST CLAIM
UNDERWRITING

DENIAL OF CLAIM

17

17

OTHER: CLAIM
HANDLING

25

PREMIUM
NOTICE/BILLING

TOTAL

11

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 2001

GUARANTY
NATIONAL DISPOSITION
INSURANCE REFERRED FOR
COMPANY NO ACTION INFORMATION DELAY DISCIPLINARY QUESTION
REQUESTED/REQUIRED | FURNISHED/EXPANDED | RESOLVED ACTION OF FACT
NMBR PCT NMBR PCT NMBR| PCT | NMBR PCT |NMBR| PCT
REASON
PREMIUM & RATING
CANCELLATION
DELAYS 1 8 1 8 3 25 1 8
UNSATISFACTORY
SETTLEMENT/OFFER 1 10 1 10
POST CLAIM
UNDERWRITING 1 100
DENIAL OF CLAIM 4 67
OTHER: CLAIM
HANDLING 1 25
PREMIUM
NOTICE/BILLING
TOTAL 1 3 3 8 3 8 3 8 4 11

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




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

GUARANTY

NATIONAL DISPOSITION

INSURANCE COMPANY

COMPANY COMPANY IN POSITION INSUFFICIENT

COMPLIANCE UPHELD RECOVERY | INFORMATION OTHER TOTAL
NMBR [ PCT |NMBR| PCT |[NMBR| PCT | NMBR PCT [NMBR|PCT |NMBR|PCT

REASON
PREMIUM & RATING 1| 100
CANCELLATION 2| 100
DELAYS 1 8 12| 100
UNSATISFACTORY
SETTLEMENT/OFFER 2 20 2 20 1 10 10| 100
POST CLAIM
UNDERWRITING 1| 100
DENIAL OF CLAIM 6| 100
OTHER: CLAIM
HANDLING 2 50 4( 100
PREMIUM
NOTICE/BILLING 1 100 1| 100
TOTAL 1 3 3 8 2 5 1 3 2 5 37| 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

GUARDIAN LIFE
INSURANCE DISPOSITION
COMPANY OF COMPANY
AMERICA (THE) CLAIM QUESTION POSITION
SETTLED OF FACT UPHELD RECOVERY TOTAL
NMBR | PCT [NMBR| PCT |[NMBR| PCT |NMBR| PCT |NMBR|PCT
REASON
DELAYS 1 100 1] 100
MISREPRESENTATION 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 ANALYSISSECTION, INFORMATION MANAGEMENT DIVISION, OREGON
DEPARTMENT OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

GUIDEONE MUTUAL | DISPOSITION
IZ%RQNN%E INFORMATION
FURNISHED/EXPANDED | TOTAL
NMBR PCT  |NMBR|PCT
REASON
PREMIUM & RATING 1 100 1| 100
TOTAL 1 100 1 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,

BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES

GUIDEONE SPECIALTY

DISP OSITION

MUTUAL INSURANCE COMPANY
COMPANY ADVISED CLAIM DELAY QUESTION POSITION
COMPLAINANT SETTLED RESOLVED OF FACT UPHELD OTHER TOTAL
NMBR PCT |NMBR|PCT [NMBR| PCT |[NMBR| PCT [NMBR| PCT |NMBR |PCT | NMBR | PCT
REASON
CANCELLATION 1 100 1| 100
DELAYS 1 100 1| 100
UNSATISFACTORY
SETTLEMENT/OFFER 2 67 1 33 3| 100
SUBROGATION 1| 100 1| 100
DENIAL OF CLAIM 1 33 1 33 1 33 3| 100
TOTAL 1 11 1 11 1 11 3 33 2 22 1 11 9| 100

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




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION

GULF INSURANCE COMPANY
COMPANY ADVISED POSITION

COMPLAINANT REFUND UPHELD TOTAL
NMBR PCT |NMBR|PCT [NMBR| PCT |NMBR|PCT

REASON

CANCELLATION 1| 100 1] 100

DENIAL OF CLAIM 1 33 2 67 3| 100

TOTAL 1 25 1 25 2 50 4( 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION

QUESTION
HANOVER INSURANCE COMPANY (THE) | OFFACT | RECOVERY | TOTAL

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 ANALYSISSECTION, INFORMATION MANAGEMENT DIVISION, OREGON
DEPARTMENT OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

HARCO DISPOSI
NATIONAL TION
SETTLED TOTAL
NMBR | PCT | NMBR | PCT
REASON
DELAYS 1 100 1 100
TOTAL 1 100 1 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

HARTFORD

ACCIDENT AND DISPOSITION

INDEMNITY COMPANY
COMPANY QUESTION POSITION
OF FACT UPHELD TOTAL
NMBR | PCT |[NMBR | PCT [ NMBR | PCT
REASON
PREMIUM & RATING 1 100 1| 100
CANCELLATION 1 100 1| 100
TOTAL 1 50 1 50 2| 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION

HARTFORD CASUALTY INSURANCE COMPANY
COMPANY POSITION
UPHELD RECOVERY TOTAL

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

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



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

BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION

COMPANY
HARTFORD FIRE INSURANCE COMPANY CLAIM INFORMATION POSITION
REFUND SETTLED FURNISHED/EXPANDED UPHELD 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
PREMIUM NOTICE/BILLING 1| 100 1| 100
TOTAL 1 25 1 25 1 25 1 25 4( 100

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




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

BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

HARTFORD INSURANCE
COMPANY OF THE MIDWEST

DISPOSITION

POLICY
ISSUED/RSTRD

ADVISED
COMPLAINANT

COMPROMISED

STLMNT/RSLTN REFUND

UNABLETO
ASSIST

CLAIM
REOPENED

NMBR PCT

NMBR

PCT

NMBR PCT NMBR | PCT

NMBR [ PCT

NMBR

PCT

REASON

PREMIUM & RATING

25

CANCELLATION

NONRENEWAL

CREDIT REPORTING

1| 100

DELAYS

21

ENDORSEMENT/RIDER

OTHER: UNDERWRITING

REPLACEMENT

UNSATISFACTORY
SETTLEMENT/OFFER

POST CLAIM UNDERWRITING

SUBROGATION

100

DENIAL OF CLAIM

13

OTHER: CLAIM HANDLING

PREMIUM NOTICE/BILLING

20

INFORMATION REQUESTED

PREMIUM REFUNDED

ABUSIVE SERVICE

1] 100

TOTAL

11

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

DEPARTMENT OF CONSUMER AND BUSINESS SERVICES




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,

BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES

BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

HARTFORD INSURANCE
COMPANY OF THE MIDWEST

DI SPOSITION

CLAIM
SETTLED

UNDERWRITING
PRACTICE
RESOLVED

INFORMATION
FURNISHED/EXPANDED

DELAY
RESOLVED

PREMIUM
PROBLEM
RESOLVED

NMBR

PCT

NMBR PCT

NMBR PCT

NMBR

PCT

NMBR

PCT

REASON

PREMIUM & RATING

CANCELLATION

NONRENEWAL

CREDIT REPORTING

DELAYS

14

ENDORSEMENT/RIDER

OTHER: UNDERWRITING

REPLACEMENT

UNSATISFACTORY
SETTLEMENT/OFFER

14

POST CLAIM UNDERWRITING

SUBROGATION

DENIAL OF CLAIM

OTHER: CLAIM HANDLING

PREMIUM NOTICE/BILLING

20

INFORMATION REQUESTED

1 100

PREMIUM REFUNDED

ABUSIVE SERVICE

TOTAL

11

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




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DI SPOSITION

HARTFORD INSURANCE REFERRED FOR COMPANY
COMPANY OF THE MIDWEST | DISCIPLINARY QUESTION COMPANY IN POSITION
ACTION OF FACT COMPLIANCE UPHELD RECOVERY TOTAL

NMBR PCT |NMBR| PCT | NMBR | PCT |NMBR| PCT |[NMBR| PCT |NMBR|PCT
REASON
PREMIUM & RATING 2 17 4 33 12| 100
CANCELLATION 1 50 2| 100
NONRENEWAL 1 50 2| 100
CREDIT REPORTING 1| 100
DELAYS 1 7 1 7 1 7 14| 100
ENDORSEMENT/RIDER 2| 100
OTHER: UNDERWRITING 2| 100
REPLACEMENT 1 100 1| 100
UNSATISFACTORY
SETTLEMENT/OFFER 2 14 1 7 5 36 14| 100
POST CLAIM UNDERWRITING 1 100 1| 100
SUBROGATION 1| 100
DENIAL OF CLAIM 2 25 2 25 8| 100
OTHER: CLAIM HANDLING 2 67 3| 100
PREMIUM NOTICE/BILLING 5( 100
INFORMATION REQUESTED 1| 100
PREMIUM REFUNDED 1 25 2 50 4( 100
ABUSIVE SERVICE 1| 100
TOTAL 1 1 5 7 3 4 10 14 11 15 74| 100

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




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

HARTFORD LIFE
AND ACCIDENT DISPOSITION
INSURANCE CONTRACT
COMPANY ERISA PROVISION/LEGAL
COMPLIANT ISSUE TOTAL
NMBR | PCT NMBR PCT NMBR [ PCT
REASON
DENIAL OF CLAIM 1 50 1 50 2| 100
TOTAL 1 50 1 50 2| 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

HARTFORD LIFE

AND ANNUITY DISPOSITION

INSURANCE COMPANY
COMPANY POLICY CLAIM POSITION
ISSUED/RSTRD SETTLED UPHELD TOTAL
NMBR PCT |NMBR| PCT [NMBR| PCT [NMBR|PCT
REASON
CANCELLATION 1 100 1] 100
REPLACEMENT 1 100 1] 100
DENIAL OF CLAIM 1| 100 1] 100
TOTAL 1 33 1 33 1 33 3| 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

HEALTH NET HEALTH
PLAN OF OREGON, INC.

DISPOSITION

POLICY COMPROMISED COVERAGE |UNABLETO CLAIM
ISSUED/RSTRD | STLMNT/RSLTN REFUND EXTENDED ASSIST SETTLED
NMBR PCT NMBR PCT NMBR | PCT [NMBR| PCT |NMBR|PCT | NMBR | PCT

REASON

PREMIUM & RATING

17

CANCELLATION

11

22

11

DELAYS

MISREPRESENTATION

POLICY DELIVERY

100

UNSATISFACTORY
SETTLEMENT/OFFER

50

MEDICAL NECESSITY

100

SUBROGATION

DENIAL OF CLAIM

27

13

USUAL, CUSTOMARY,
REASONABLE

33

COORDINATION OF
BENEFITS

33

33

PCP REFERRALS

COST CONTAINMENT

PREMIUM
NOTICE/BILLING

25

INFORMATION
REQUESTED

50

PREMIUM REFUNDED

100

COVERAGE QUESTION

100

ACCESSTO CARE

ABUSIVE SERVICE

50

TOTAL

10

12

13

15

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

DEPARTMENT OF CONSUMER AND BUSINESS SERVICES




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

BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

HEALTH NET HEALTH

PLAN OF OREGON, INC.

DISPOSI TION

NO ACTION
REQUESTED/REQUIRED

INFORMATION
FURNISHED/EXPANDED

DELAY
RESOLVED

PREMIUM
PROBLEM
RESOLVED

QUESTION
OF FACT

NMBR PCT

NMBR PCT

NMBR | PCT

NMBR | PCT

NMBR | PCT

REA SON

PREMIUM & RATING

CANCELLATION

DELAYS

MISREPRESENTATION

1 100

POLICY DELIVERY

UNSATISFACTORY
SETTLEMENT/OFFER

MEDICAL NECESSITY

SUBROGATION

2 100

DENIAL OF CLAIM

USUAL, CUSTOMARY,
REASONABLE

COORDINATION OF
BENEFITS

PCP REFERRALS

COST CONTAINMENT

PREMIUM
NOTICE/BILLING

INFORMATION
REQUESTED

PREMIUM REFUNDED

COVERAGE QUESTION

ACCESSTO CARE

ABUSIVE SERVICE

TOTAL

18 21

SOURCE: RESEARCH AND ANALYSISSECTION, INFORMATION MANAGEMENT DIVISION, OREGON

DEPARTMENT OF CONSUMER AND BUSINESS SERVICES




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

HEALTH NET HEALTH
PLAN OF OREGON, INC.

DISPOS ITION

CONTRACT
PROVISION/LEGAL
ISSUE

COMPANY IN
COMPLIANCE

COMPANY
POSITION
UPHELD

NO

JURISDICTION

RECOVERY

TOTAL

NMBR PCT

NMBR | PCT

NMBR| PCT

NMBR

PCT

NMBR| PCT

NMBR

PCT

REASON

PREMIUM & RATING

100

CANCELLATION

100

DELAYS

100

MISREPRESENTATION

100

POLICY DELIVERY

RPlFRP|IN|O|O®

100

UNSATISFACTORY
SETTLEMENT/OFFER

12

100

MEDICAL NECESSITY

100

SUBROGATION

100

DENIAL OF CLAIM

30

100

USUAL, CUSTOMARY,
REASONABLE

100

COORDINATION OF
BENEFITS

100

PCP REFERRALS

1 100

100

COST CONTAINMENT

100

PREMIUM
NOTICE/BILLING

25

100

INFORMATION
REQUESTED

100

PREMIUM REFUNDED

100

COVERAGE QUESTION

100

ACCESSTO CARE

3 100

100

ABUSIVE SERVICE

N|lWlRFR]|FP]DN

100

TOTAL

14 16

86

100

SOURCE: RESEARCH AND ANALYSISSECTION, INFORMATION MANAGEMENT DIVISION, OREGON

DEPARTMENT OF CONSUMER AND BUSINESS SERVICES




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION
HOMECS(T)'\EAAP[;'IE\I@SL'FE INFORMATION
FURNISHED/EXPANDED | TOTAL
NMBR PCT  |NMBR|PCT
REASON
MISREPRESENTATION 1 100 1| 100
TOTAL 1 100 1 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION

HORACE MANN INSURANCE COMPANY ADVISED CLAIM INFORMATION
COMPLAINANT REFUND REOPENED | FURNISHED/EXPANDED
NMBR PCT |NMBR|PCT |NMBR| PCT NMBR PCT
REASON
CANCELLATION
CREDIT REPORTING 1 100
DELAYS 1 33 1 33
RATE CLASSIFICATION 1| 100
UNSATISFACTORY SETTLEMENT/OFFER
OTHER: CLAIM HANDLING
OTHER: POLICYHOLDER SERVICE 1 100
TOTAL 2 22 1 11 1 11 1 11
DISPOSITION
COMPANY
HORACE MANN INSURANCE COMPANY | QUESTION COMPANY IN POSITION
OF FACT COMPLIANCE UPHELD RECOVERY TOTAL
NMBR | PCT | NMBR | PCT |[NMBR| PCT |[NMBR| PCT [NMBR|PCT
R EASON
CANCELLATION 1 100 1| 100
CREDIT REPORTING 1| 100
DELAYS 1 33 3 100
RATE CLASSIFICATION 1| 100
UNSATISFACTORY SETTLEMENT/OFFER 1 100 1| 100
OTHER: CLAIM HANDLING 1 100 1| 100
OTHER: POLICYHOLDER SERVICE 1| 100
TOTAL 1 11 1 11 1 11 1 11 9| 100

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




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION
JORACEMAWNLIEE |~ romaTion
FURNISHED/EXPANDED TOTAL
NMBR PCT NMBR | PCT
REASON
PAYMENT NOT CREDITED 1 100 1| 100
TOTAL 1 100 1 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSIT 10

HOUSEHOLD LIFE N
IZ%RQNN%E COMPROMISED
STLMNT/RSLTN | TOTAL
NMBR | PCT |NMBR]|PCT
REASON
DENIAL OF CLAIM 1 100 1| 100
TOTAL 1 100 1 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

HOUSTON DISPOSITIO

GENERAL N
INSURANCE | REFERRED FOR
COMPANY | DISCIPLINARY
ACTION TOTAL

NMBR PCT |NMBR |PCT
REA SON
DELAYS 1 100 1| 100
TOTAL 1 100 1| 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,

BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES

BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION

IDSLIFE INSURANCE FILED
COMPANY CLAIM SUIT/RETAINED INFORMATION
REFUND SETTLED ATTORNEY FURNISHED/EXPANDED TOTAL

NMBR | PCT [ NMBR | PCT | NMBR PCT NMBR PCT NMBR | PCT
REASON
MISREPRESENTATION 1 100 1] 100
CASH VALUE 1| 100 1] 100
DELAYS/NO RESPONSE 1 100 1] 100
NONFORFEITURE 100 1] 100
ABUSIVE SERVICE 1| 100 1] 100
TOTAL 1 20 1 20 20 2 40 5( 100

SOURCE: RESEARCH AND ANALYSISSECTION, INFORMATION MANAGEMENT DIVISION, OREGON

DEPARTMENT OF CONSUMER AND BUSINESS SERVICES




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

BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION

IGF INSURANCE COMPANY ADVISED COMPROMISED CLAIM CLAIM SUIT/II:'\EIIE'II?EI NED

COMPLAINANT | STLMNT/RSLTN | REOPENED SETTLED ATTORNEY
NMBR PCT NMBR PCT NMBR | PCT |NMBR|PCT | NMBR PCT

REASON

PREMIUM & RATING

CANCELLATION 1 25

DELAYS 13 2 25 1 13

UNSATISFACTORY

SETTLEMENT/OFFER 1 20 1 20

OTHER: CLAIM HANDLING

PREMIUM NOTICE/BILLING 1 33

TOTAL 2 9 4 2 9 2 9 1 4

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




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

BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION

REFERRED FOR COMPANY
IGF INSURANCE COMPANY INFORMATION DELAY DISCIPLINARY QUESTION POSITION
FURNISHED/EXPANDED | RESOLVED ACTION OF FACT UPHELD
NMBR PCT NMBR | PCT | NMBR PCT [NMBR| PCT [NMBR| PCT
REAS ON
PREMIUM & RATING 1 100
CANCELLATION 1 25 1 25
DELAYS 2 25 1 13 1 13
UNSATISFACTORY
SETTLEMENT/OFFER 1 20 2 40
OTHER: CLAIM HANDLING 1 50 1 50
PREMIUM NOTICE/BILLING 1 33 1 33
TOTAL 2 9 2 9 1 4 17 5 22

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




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSI
TIO N
IGF INSURANCE COMPANY
OTHER TOTAL
NMBR | PCT | NMBR | PCT
REASON
PREMIUM & RATING 1] 100
CANCELLATION 1 25 4( 100
DELAYS 8| 100
UNSATISFACTORY
SETTLEMENT/OFFER 5( 100
OTHER: CLAIM HANDLING 2| 100
PREMIUM NOTICE/BILLING 3| 100
TOTAL 1 4 23| 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION
LSO INVESTORSLIEE [ nrommarion
FURNISHED/EXPANDED TOTAL
NMBR PCT NMBR | PCT
REASON
INFORMATION REQUESTED 1 100 1| 100
TOTAL 1 100 1 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION

ILLINOISNATIONAL PREMIUM COMPANY
INSURANCE CO. ADVISED CLAIM PROBLEM QUESTION POSITION
COMPLAINANT SETTLED RESOLVED OF FACT UPHELD RECOVERY TOTAL
NMBR PCT |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 4 100 4( 100
UNSATISFACTORY
SETTLEMENT/OFFER 2 33 1 17 1 17 2 33 6| 100
DENIAL OF CLAIM 1 100 1| 100
PREMIUM
NOTICE/BILLING 1 100 1| 100
PREMIUM REFUNDED 1 100 1| 100
TOTAL 3 20 5 33 1 7 1 7 3 20 2 13 15| 100

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




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION
INDEPENDENT ORDER COMPANY
OF FORESTERS POLICY INFORMATION POSITION
ISSUED/RSTRD | FURNISHED/EXPANDED UPHELD TOTAL
NMBR PCT NMBR PCT NMBR | PCT | NMBR | PCT
REASON
RATE CLASSIFICATION 1 100 1| 100
REPLACEMENT 2 100 2| 100
ABUSIVE SERVICE 1 100 1| 100
TOTAL 1 25 1 25 2 50 4( 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION
INFINITY INSURANCE COMPANY ADVISED COVERAGE CLAIM
COMPLAINANT REFUND EXTENDED REOPENED
NMBR PCT |NMBR|PCT [NMBR| PCT |NMBR| PCT

REASON

PREMIUM & RATING 1 33

FIDUCIARY/THEFT 1 100

UNSATISFACTORY SETTLEMENT/OFFER

DENIAL OF CLAIM 1 33 1 33

TOTAL 1 11 1 11 1 11 1 11

DISPOSITION
PREMIUM COMPANY
INFINITY INSURANCE COMPANY CLAIM PROBLEM POSITION
SETTLED RESOLVED UPHELD RECOVERY TOTAL
NMBR [ PCT |NMBR| PCT |[NMBR| PCT [NMBR| PCT |NMBR |PCT

REASON
PREMIUM & RATING 1 33 1 33 3| 100
FIDUCIARY/THEFT 1| 100
UNSATISFACTORY SETTLEMENT/OFFER 2| 100 2| 100
DENIAL OF CLAIM 1 33 3| 100
TOTAL 2 22 1 11 1 11 1 11 9| 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

ING LIFE INSURANCE DISPOSITION
AND ANNUITY CONTRACT
COMPANY PROVISION/LEGAL
ISSUE TOTAL
NMBR PCT NMBR | PCT
REASON
PREMIUM REFUNDED 1 100 1| 100
TOTAL 1 100 1| 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

INSURANCE DIS POSITION
COMPANY OF COMPANY
NORTH AMERICA ADVISED POSITION
COMPLAINANT UPHELD TOTAL
NMBR PCT |NMBR| PCT [NMBR|PCT
REASON
DENIAL OF CLAIM 1 50 1 50 2| 100
TOTAL 1 50 1 50 2| 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

INSURANCE DISPOS ITION
COMPANY OF THE | REFERRED FOR COMPANY
WEST DISCIPLINARY QUESTION POSITION
ACTION OF FACT UPHELD TOTAL
NMBR PCT |[NMBR| PCT |NMBR| PCT [NMBR|PCT
REASON
NONRENEWAL 1 100 1| 100
DELAYS 1 100 1| 100
AGENT HANDLING 1 100 1| 100
TOTAL 1 33 1 33 1 33 3 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION

INSURANCE CORPORATION OF NEW COMPANY
YORK (THE) CLAIM POSITION
SETTLED UPHELD TOTAL
NMBR | PCT |[NMBR| PCT [NMBR|PCT
REASON
UNSATISFACTORY SETTLEMENT/OFFER 1 50 1 50 2| 100
TOTAL 1 50 1 50 2| 100

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



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

BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION
INTEGON INDEMNITY PREMIUM
CORPORATION COMPROMISED | COVERAGE CLAIM INFORMATION PROBLEM QUESTION
STLMNT/RSLTN EXTENDED SETTLED FURNISHED/EXPANDED | RESOLVED OF FACT
NMBR PCT NMBR| PCT |NMBR | PCT NMBR PCT NMBR| PCT [NMBR| PCT
REASON
PREMIUM & RATING
CANCELLATION 1 100
DELAYS 1 33 1 33 1 33
ENDORSEMENT/RIDER
UNSATISFACTORY
SETTLEMENT/OFFER 1 33
DENIAL OF CLAIM
OTHER: CLAIM
HANDLING 1 100
PREMIUM
NOTICE/BILLING 1 100
TOTAL 1 7 1 7 2 14 1 7 1 7 1 7
DISPOSITION
INTEGON INDEMNITY CONTRACT COMPANY
CORPORATION PROVISION/LEGAL COMPANY IN POSITION
ISSUE COMPLIANCE UPHELD RECOVERY TOTAL
NMBR PCT NMBR | PCT |NMBR| PCT |[NMBR| PCT |NMBR|PCT
REASON
PREMIUM & RATING 1 100 1| 100
CANCELLATION 1| 100
DELAYS 3| 100
ENDORSEMENT/RIDER 1 100 1| 100
UNSATISFACTORY
SETTLEMENT/OFFER 2 67 3| 100
DENIAL OF CLAIM 1 33 1 33 1 33 3| 100
OTHER: CLAIM
HANDLING 1| 100
PREMIUM
NOTICE/BILLING 1| 100
TOTAL 1 7 1 2 14 3 21 14| 100

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




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

INTERSTATE DISPO SITION
INDEMNITY COMPANY
COMPANY QUESTION POSITION
OF FACT UPHELD RECOVERY TOTAL
NMBR| PCT |[NMBR | PCT [NMBR| PCT |NMBR|PCT
REASON
DELAYS 1 50 1 50 2| 100
FORCED PLACEMENT 1 100 1| 100
TOTAL 1 33 1 33 1 33 3 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

INVESTORS DI SPOSITION
N
FURNISHED/EXPANDED TOTAL
NMBR PCT NMBR | PCT
REASON
DELAYS/NO RESPONSE 1 100 1| 100
TOTAL 1 100 1 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

JACKSON
NATIONAL | DISPOSI
LIFE TION
SETTLED TOTAL
NMBR | PCT | NMBR | PCT
REASON
DELAYS 1 100 1 100
TOTAL 1 100 1 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION
JEFFERSON PILOT FINANCIAL CONTRACT
INSURANCE COMPANY ADDITIONAL | PROVISION/LEGAL
PAYMENT ISSUE 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

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

JEFFERSON PILOT

LIFEAMERICA DISPOSITION

INSURANCE COMPANY
COMPANY COMPROMISED DELAY POSITION
STLMNT/RSLTN | RESOLVED UPHELD TOTAL
NMBR PCT NMBR | PCT [NMBR| PCT |NMBR|PCT
REASON
DENIAL OF CLAIM 1 50 1 50 2| 100
PREMIUM REFUNDED 1 100 1| 100
TOTAL 1 33 1 33 1 33 3| 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITIO N
JOHN ALDEN LIFE PREMIUM
INSURANCE COMPANY POLICY COMPROMISED COVERAGE PROBLEM NO
ISSUED/RSTRD | STLMNT/RSLTN REFUND EXTENDED RESOLVED | JURISDICTION
NMBR PCT NMBR PCT NMBR [ PCT [ NMBR| PCT |NMBR| PCT | NMBR PCT
REASON
PREMIUM & RATING 2 67 1 33
DENIAL OF CLAIM 1 33 1 33 1 33
PREMIUM NOTICE/BILLING 1 100
PREMIUM REFUNDED 1| 100
OTHER: POLICYHOLDER
SERVICE 1 100
TOTAL 2 22 1 11 1 11 1 11 3 33 1 11
JOHN ALDEN LIFE
INSURANCE COMPANY
TOTAL
NMBR | PCT
REASO N
PREMIUM & RATING 3| 100
DENIAL OF CLAIM 3| 100
PREMIUM NOTICE/BILLING 1] 100
PREMIUM REFUNDED 1] 100
OTHER: POLICYHOLDER
SERVICE 1] 100
TOTAL 9| 100

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




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

BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

JOHN HANCOCK LIFE INSURANCE

DISPOSITION

FILED

COMPANY SUIT/RETAINED INFORMATION DELAY NO
ATTORNEY FURNISHED/EXPANDED | RESOLVED | JURISDICTION TOTAL

NMBR PCT NMBR PCT NMBR| PCT | NMBR PCT |NMBR |PCT
REASON
DELAYS 1 100 1| 100
AGENT HANDLING 1 100 1| 100
UNSATISFACTORY
SETTLEMENT/OFFER 1 100 1| 100
CASH VALUE 1 100 1| 100
DELAYS/NO RESPONSE 2 100 2| 100
TOTAL 1 17 3 50 1 17 1 17 6| 100

SOURCE: RESEARCH AND ANALYSISSECTION, INFORMATION MANAGEMENT DIVISION, OREGON

DEPARTMENT OF CONSUMER AND BUSINESS SERVICES




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

KAISER FOUNDATION
HEALTH PLAN OF THE
NORTHWEST DBA
KAISER PERMANENTE

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

CANCELLATION

13

DELAYS

20

FORCED PLACEMENT

UNSATISFACTORY
SETTLEMENT/OFFER

MEDICAL NECESSITY

DENIAL OF CLAIM

COORDINATION OF
BENEFITS

50

UTILIZATION REVIEW

ASSIGNMENT OF
BENEFITS

OTHER: CLAIM
HANDLING

PREMIUM
NOTICE/BILLING

INFORMATION
REQUESTED

PREMIUM REFUNDED

50

PAYMENT NOT
CREDITED

COVERAGE QUESTION

ACCESSTO CARE

QUALITY OF CARE

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 2001

KAISER FOUNDATION
HEALTH PLAN OF THE
NORTHWEST DBA
KAISER PERMANENTE

DISPOSITION

UNABLETO
ASSIST

CLAIM
REOPENED

CLAIM
SETTLED

REFERRED
TO PROPER
AGENCY

INFORMATION
FURNISHED/EXPANDED

DELAY
RESOLVED

NMBR | PCT

NMBR | PCT

NMBR | PCT

NMBR | PCT

NMBR PCT

NMBR | PCT

REASON

PREMIUM & RATING

REFUSAL TO INSURE

CANCELLATION

DELAYS

1 20

FORCED PLACEMENT

UNSATISFACTORY
SETTLEMENT/OFFER

1 25

MEDICAL NECESSITY

1 100

DENIAL OF CLAIM

COORDINATION OF
BENEFITS

UTILIZATION REVIEW

1| 100

ASSIGNMENT OF
BENEFITS

1 100

OTHER: CLAIM
HANDLING

1 100

PREMIUM
NOTICE/BILLING

2 100

INFORMATION
REQUESTED

PREMIUM REFUNDED

PAYMENT NOT
CREDITED

100

COVERAGE QUESTION

100

ACCESSTO CARE

50

QUALITY OF CARE

[\ EN RSN S

67

TOTAL

23 34

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




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

KAISER FOUNDATION
HEALTH PLAN OF THE
NORTHWEST DBA
KAISER PERMANENTE

DISPOSITION

ERISA
COMPLIANT

QUESTION
OF FACT

CONTRACT
PROVISION/LEGAL
ISSUE

COMPANY IN
COMPLIANCE

NO

JURISDICTION

TOTAL

NMBR | PCT

NMBR

PCT

NMBR PCT

NMBR

PCT

NMBR

PCT

NMBR

PCT

REASON

PREMIUM & RATING

100

100

REFUSAL TO INSURE

33

100

CANCELLATION

25

100

DELAYS

100

FORCED PLACEMENT

1 100

RlO]|oO| W|

100

UNSATISFACTORY
SETTLEMENT/OFFER

25

N

100

MEDICAL NECESSITY

100

DENIAL OF CLAIM

15

100

COORDINATION OF
BENEFITS

100

UTILIZATION REVIEW

100

ASSIGNMENT OF
BENEFITS

100

OTHER: CLAIM
HANDLING

100

PREMIUM
NOTICE/BILLING

100

INFORMATION
REQUESTED

100

100

PREMIUM REFUNDED

100

PAYMENT NOT
CREDITED

100

COVERAGE QUESTION

100

ACCESSTO CARE

14

100

QUALITY OF CARE

100

TOTAL

67

100

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




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION

KEMPER AUTO & HOME INSURANCE COMPANY
COMPANY CLAIM POSITION ENDORSEMENT
REOPENED UPHELD PROCESSED TOTAL

NMBR | PCT |NMBR| PCT | NMBR PCT NMBR | PCT
REASON
PREMIUM & RATING 1 100 1| 100
DELAYS 1 100 1| 100
ENDORSEMENT/RIDER 1 100 1| 100
UNSATISFACTORY SETTLEMENT/OFFER 1 100 1| 100
TOTAL 1 25 2 50 1 25 4( 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSI
TION
KEMPER CASUALTY INSURANCE
COMPANY CLAIM
SETTLED TOTAL
NMBR | PCT | NMBR | PCT
REASON
UNSATISFACTORY SETTLEMENT/OFFER 1| 100 1| 100
TOTAL 1 100 1| 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITI
ON

LANCER INSURANCE COMPANY NO
JURISDICTION TOTAL

NMBR PCT |NMBR|PCT

REASON
UNSATISFACTORY SETTLEMENT/OFFER 1 100 1] 100
TOTAL 1 100 1] 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSIT
LANDCAR 'ON
CASUALTY COMPANY
COMPANY POSITION
UPHELD TOTAL
NMBR| PCT |NMBR | PCT
REASON
DENIAL OF CLAIM 1 100 1] 100
TOTAL 1 100 1] 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

LAWYERSTITLE DISPOSITION
CORPORATION NO ACTION
REQUESTED/REQUIRED TOTAL
NMBR PCT NMBR | PCT
REASON
OTHER:MRKTNG & SALES 1 100 1] 100
TOTAL 1 100 1] 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION

L EADER INSURANCE COMPANY ADVISED CLAIM DELAY QUESTION

COMPLAINANT SETTLED RESOLVED OF FACT TOTAL
NMBR PCT |NMBR|PCT [NMBR| PCT |NMBR| PCT |NMBR|PCT

REASON

PREMIUM & RATING 3 100 3| 100

DELAYS 1 100 1| 100

UNSATISFACTORY SETTLEMENT/OFFER 1| 100 1| 100

DENIAL OF CLAIM 1 100 1| 100

TOTAL 3 50 1 17 1 17 1 17 6| 100

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




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITI
ON

COMPANY IN
COMPLIANCE TOTAL

NMBR | PCT |NMBR|PCT

LIBERTY INSURANCE UNDERWRITERS
INC.

REASON
UNSATISFACTORY SETTLEMENT/OFFER 1 100 1] 100
TOTAL 1 100 1] 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION

LIBERTY LIFE ASSURANCE COMPANY COMPANY
OF BOSTON QUESTION POSITION
OF FACT UPHELD TOTAL
NMBR| PCT |[NMBR| PCT |NMBR|PCT
REASON

UNSATISFACTORY SETTLEMENT/OFFER 1 100 1] 100
COVERAGE QUESTION 1 100 1] 100
TOTAL 1 50 1 50 2| 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION

LIBERTY LIFE INSURANCE PREMIUM REFERRED FOR
COMPANY PROBLEM DISCIPLINARY | INSUFFICIENT
REFUND RESOLVED ACTION INFORMATION TOTAL

NMBR | PCT [NMBR| PCT | NMBR PCT NMBR PCT [NMBR|PCT
REASON
FORCED PLACEMENT 1| 100 1| 100
MISREPRESENTATION 1 100 1| 100
DELAYS/NO RESPONSE 1 100 1| 100
INFORMATION REQUESTED 1 50 1 50 2| 100
PREMIUM REFUNDED 2| 100 2| 100
TOTAL 4 57 1 14 1 14 1 14 7| 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION

LIBERTY MUTUAL FIRE INSURANCE
COMPANY ADVISED COMPROMISED COVERAGE
COMPLAINANT | STLMNT/RSLTN REFUND EXTENDED

NMBR PCT NMBR PCT NMBR | PCT [NMBR | PCT

REASON
PREMIUM & RATING 1 50
CANCELLATION
NONRENEWAL
DELAYS 1 17
UNSATISFACTORY SETTLEMENT/OFFER 1 13
DENIAL OF CLAIM
COST CONTAINMENT

PREMIUM NOTICE/BILLING 1 100
INFORMATION REQUESTED 1 100
OTHER: POLICYHOLDER SERVICE 1 100
TOTAL 2 7 1 4 1 4 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 2001

LIBERTY MUTUAL FIRE INSURANCE
COMPANY

DIS POSITION

CLAIM
SETTLED

FILED
SUIT/RETAINE
ATTORNEY

D

INFORMATION

FURNISHED/EXPANDED

REFERRED FOR
DISCIPLINARY
ACTION

NMBR

PCT

NMBR PCT

NMBR PCT

NMBR PCT

REASON

PREMIUM & RATING

50

CANCELLATION

NONRENEWAL

DELAYS

33

17

UNSATISFACTORY SETTLEMENT/OFFER

25

13

DENIAL OF CLAIM

COST CONTAINMENT

PREMIUM NOTICE/BILLING

INFORMATION REQUESTED

OTHER: POLICYHOLDER SERVICE

TOTAL

14

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




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSIT ION

LIBERTY MUTUAL FIRE INSURANCE COMPANY
COMPANY QUESTION COMPANY IN POSITION
OF FACT COMPLIANCE UPHELD RECOVERY TOTAL

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

REASON

PREMIUM & RATING 100

CANCELLATION 1 33 1 33 1 33 100

NONRENEWAL 1 100 100

DELAYS 1 17 100

UNSATISFACTORY SETTLEMENT/OFFER 2 25 1 13 1 13 100

DENIAL OF CLAIM 1 25 1 25 1 25 1 25 100

COST CONTAINMENT 1 100 100

PREMIUM NOTICE/BILLING 100

INFORMATION REQUESTED 100

Prlrlr]lr|r|lo]lo|r|lw]N

OTHER: POLICYHOLDER SERVICE 100

TOTAL 4 14 3 11 3 11 4 14

N
[ee]

100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPO SITION

LIBERTY NORTHWEST INSURANCE REFERRED
CORPORATION COMPROMISED |UNABLETO CLAIM TO PROPER
STLMNT/RSLTN ASSIST SETTLED AGENCY
NMBR PCT NMBR [ PCT [ NMBR | PCT | NMBR | PCT
REASON
PREMIUM & RATING 1| 100
CANCELLATION
NONRENEWAL 1 100
DELAYS 1 100
AUDIT DISPUTE
UNSATISFACTORY SETTLEMENT/OFFER 1 50 1 50
TOTAL 2 22 1 11 1 11 1 11
DISPOSITION
LIBERTY NORTHWEST INSURANCE COMPANY
CORPORATION POSITION NO
UPHELD JURISDICTION | RECOVERY TOTAL
NMBR| PCT | NMBR PCT |NMBR| PCT [NMBR|PCT
REASON
PREMIUM & RATING 1| 100
CANCELLATION 1 100 1| 100
NONRENEWAL 1| 100
DELAYS 1| 100
AUDIT DISPUTE 1 33 1 33 1 33 3[ 100
UNSATISFACTORY SETTLEMENT/OFFER 2| 100
TOTAL 2 22 1 11 1 11 9| 100

DEPARTMENT OF CONSUMER AND BUSINESS SERVICES

SOURCE: RESEARCH AND ANALYSISSECTION, INFORMATION MANAGEMENT DIVISION, OREGON




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSIT
ION
LIFE INSURAN(;I%ACIIE%II\/ICFZANY OF NORTH QUESTION
OF FACT 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 ANALYSISSECTION, INFORMATION MANAGEMENT DIVISION, OREGON
DEPARTMENT OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

LIFE INVESTORS
INSURANCE DISPOSITION
C(,)AI\IC/IFI)E'T?I\IIE AOF INFORMATION
REFUND | FURNISHED/EXPANDED | TOTAL
NMBR|PCT | NMBR PCT  |NMBR|PCT
REASON
CANCELLATION 1 100 1| 100
PREMIUM REFUNDED 1| s0 1 50 2| 100
TOTAL 1 33 2 67 3 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

LIFEWISE HEALTH
PLAN OF OREGON INC,,
DBA LIFEWISE HEALTH

PLAN OF OREGON

DISPOSITION

POLICY
ISSUED/RSTRD

ADVISED
COMPLAINANT

COMPROMISED
STLMNT/RSLTN

REFUND

COVERAGE
EXTENDED

UNABLETO
ASSIST

NMBR

PCT

NMBR PCT

NMBR

PCT

NMBR

PCT

NMBR

PCT |NMBR

PCT

REASON

PREMIUM & RATING

13

13

REFUSAL TO INSURE

16

CANCELLATION

25

NONRENEWAL

DELAYS

13

13

13

UNFAIR
DISCRIMINATION

RECISSION

20

20

ENDORSEMENT/RIDER

100

MISREPRESENTATION

UNSATISFACTORY
SETTLEMENT/OFFER

MEDICAL NECESSITY

50

POST CLAIM
UNDERWRITING

SUBROGATION

100

DENIAL OF CLAIM

USUAL, CUSTOMARY,
REASONABLE

20

COORDINATION OF
BENEFITS

PCP REFERRALS

ASSIGNMENT OF
BENEFITS

PREMIUM
NOTICE/BILLING

100

PREMIUM REFUNDED

33

PAYMENT NOT
CREDITED

1 100

COVERAGE QUESTION

ACCESSTO CARE

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 2001

LIFEWISE HEALTH
PLAN OF OREGON INC.,,
DBA LIFEWISE HEALTH

PLAN OF OREGON

DISPOSITION

CANCELLATION CLAIM NO ACTION INFORMATION DELAY
UPHELD SETTLED REQUESTED/REQUIRED | FURNISHED/EXPANDED | RESOLVED
NMBR PCT NMBR | PCT NMBR PCT NMBR PCT NMBR | PCT

REASON

PREMIUM & RATING

13

50

REFUSAL TO INSURE

26

CANCELLATION

50

25

NONRENEWAL

100

DELAYS

25

25

UNFAIR
DISCRIMINATION

100

RECISSION

ENDORSEMENT/RIDER

MISREPRESENTATION

100

UNSATISFACTORY
SETTLEMENT/OFFER

17

17

MEDICAL NECESSITY

POST CLAIM
UNDERWRITING

50

SUBROGATION

DENIAL OF CLAIM

14

18

USUAL, CUSTOMARY,
REASONABLE

COORDINATION OF
BENEFITS

50

50

PCP REFERRALS

100

ASSIGNMENT OF
BENEFITS

PREMIUM
NOTICE/BILLING

PREMIUM REFUNDED

PAYMENT NOT
CREDITED

COVERAGE QUESTION

ACCESSTO CARE

OTHER:
POLICYHOLDER
SERVICE

TOTAL

12

10

25

20

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




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

LIFEWISE HEALTH

PLAN OF OREGON INC,, DISPOSITION

DBA LIFEWISE HEALTH | REFERRED FOR CONTRACT COMPANY

PLAN OF OREGON DISCIPLINARY QUESTION PROVISION/LEGAL COMPANY IN POSITION
ACTION OF FACT ISSUE COMPLIANCE UPHELD
NMBR PCT |NMBR| PCT NMBR PCT NMBR [ PCT |NMBR| PCT

REASON

PREMIUM & RATING 1 13

REFUSAL TO INSURE 7 37 2 11

CANCELLATION

NONRENEWAL

DELAYS 1 13

UNFAIR

DISCRIMINATION

RECISSION 1 20 1 20 1 20

ENDORSEMENT/RIDER
MISREPRESENTATION

UNSATISFACTORY
SETTLEMENT/OFFER 1 4 3 13 3 13 1 4

MEDICAL NECESSITY

POST CLAIM
UNDERWRITING

SUBROGATION
DENIAL OF CLAIM 1 4 12 43 2 7

USUAL, CUSTOMARY,
REASONABLE 2 40

COORDINATION OF
BENEFITS

PCP REFERRALS

ASSIGNMENT OF
BENEFITS 1 100

PREMIUM
NOTICE/BILLING

PREMIUM REFUNDED 2 67

PAYMENT NOT
CREDITED

COVERAGE QUESTION 1 100
ACCESSTO CARE

OTHER:
POLICYHOLDER
SERVICE

TOTAL 2 2 1 1 29 24 3 2 8 7

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

LIFEWISE HEALTH
PLAN OF OREGON INC,, DISPOSITION
DBA LIFEWISE HEALTH
PLAN OF OREGON NO

JURISDICTION | RECOVERY TOTAL

NMBR PCT |[NMBR| PCT |[NMBR|PCT
REASON
PREMIUM & RATING 8| 100
REFUSAL TO INSURE 19| 100
CANCELLATION 4| 100
NONRENEWAL 1| 100
DELAYS 8| 100
UNFAIR
DISCRIMINATION 1| 100
RECISSION 5| 100
ENDORSEMENT/RIDER 1| 100
MISREPRESENTATION 2| 100
UNSATISFACTORY
SETTLEMENT/OFFER 1 4 4 17 24| 100
MEDICAL NECESSITY 1 50 2| 100
POST CLAIM
UNDERWRITING 2| 100
SUBROGATION 1| 100
DENIAL OF CLAIM 1 4 28| 100
USUAL, CUSTOMARY,
REASONABLE 5| 100
COORDINATION OF
BENEFITS 2| 100
PCP REFERRALS 1| 100
ASSIGNMENT OF
BENEFITS 1| 100
PREMIUM
NOTICE/BILLING 1| 100
PREMIUM REFUNDED 3| 100
PAYMENT NOT
CREDITED 1| 100
COVERAGE QUESTION 1| 100
ACCESSTO CARE 1| 100
OTHER:
POLICYHOLDER
SERVICE 1| 100
TOTAL 1 1 6 5 123 | 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION

COMPROMISED | QUESTION
STLMNT/RSLTN OF FACT TOTAL

LINCOLN BENEFIT
LIFE COMPANY

NMBR PCT NMBR | PCT |[NMBR [ PCT
REASON
CHURNING 1 100 1| 100
FIDUCIARY/THEFT 1 100 1| 100
TOTAL 1 50 1 50 2| 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION

LINCOLN HERITAGE LIFE INSURANCE COMPANY
COMPANY COMPROMISED POSITION
STLMNT/RSLTN REFUND UPHELD TOTAL
NMBR PCT NMBR [ PCT [ NMBR | PCT |NMBR | PCT
REASON
CANCELLATION 1 100 1] 100
AGENT HANDLING 1| 100 1] 100
POLICY DELIVERY 1 100 1] 100
UNSATISFACTORY SETTLEMENT/OFFER 1 100 1] 100
TOTAL 2 50 1 25 1 25 4( 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

LINCOLN NATIONAL LIFE DISPOSITION
INSURANCE COMPANY COMPANY
(THE) CLAIM NO ACTION INFORMATION POSITION
REOPENED | REQUESTED/REQUIRED | FURNISHED/EXPANDED UPHELD TOTAL
NMBR | PCT NMBR PCT NMBR PCT NMBR| PCT | NMBR | PCT
REASON

PREMIUM & RATING 1 100 1| 100
OTHER: UNDERWRITING 1 100 1| 100
DENIAL OF CLAIM 1 50 1 50 2| 100
INFORMATION REQUESTED 1 100 1| 100
TOTAL 1 20 1 20 2 40 1 20 5| 100

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




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

LUMBERMENS
MUTUAL DISPOSITION
CASUALTY COMPANY
COMPANY CLAIM POSITION
SETTLED UPHELD TOTAL
NMBR [ PCT |NMBR| PCT [NMBR|PCT

REASON
NONRENEWAL 1 100 1] 100
DELAYS 1 100 1] 100
TOTAL 1 50 1 50 2| 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSI
LUTHERAN Tl ON
BROTHERHOOD | REFUND TOTAL
NMBR [ PCT [ NMBR | PCT
REASON
CASH VALUE 1| 100 1] 100
TOTAL 1| 100 1] 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

MANHATTAN DISPOSIT

NATIONAL LIFE ION
IZ%RQNN%E QUESTION
OF FACT TOTAL
NMBR| PCT |NMBR|PCT
REASON
PREMIUM & RATING 1| 100 1| 100
TOTAL 1 100 1 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

MANUFACTURERS

LIFE INSURANCE DISPOSITION

CoMm ?LAJQ':)’THE INFORMATION

FURNISHED/EXPANDED | TOTAL

NMBR PCT NMBR | PCT

REASON

CASH VALUE 1 100 1| 100

TOTAL 1 100 1 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

MARKEL DISPOSITI
AMERICAN ON

'(’\:'gllfARPAA'\,'\ﬁE COMPANY IN
COMPLIANCE | TOTAL

NMBR | PCT |[NMBR|PCT
REASON
DELAYS 1 100 1| 100
TOTAL 1 100 1| 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION

MASSACHUSETTSMUTUAL
LIFE INSURANCE NONFORFEITURE COMPANY
COMPANY INFORMATION PROBLEM QUESTION POSITION
FURNISHED/EXPANDED RESOLVED OF FACT UPHELD TOTAL
NMBR PCT NMBR PCT NMBR| PCT |NMBR | PCT [ NMBR | PCT
REASON
OTHER: UNDERWRITING 1 100 1| 100
REPLACEMENT 1 100 1| 100
AGENT HANDLING 1 100 1| 100
INFORMATION REQUESTED 1 100 1| 100
NONFORFEITURE 1 100 1| 100
TOTAL 1 20 1 20 1 20 2 40 5( 100

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




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

D ISPOSITION

MEGA LIFE AND HEALTH INSURANCE

COMPANY (THE) UNABLETO CLAIM INFORMATION
ASSIST SETTLED FURNISHED/EXPANDED
NMBR | PCT [ NMBR | PCT NMBR PCT
REASON
PREMIUM & RATING 1 100
REFUSAL TO INSURE 1 100
DELAYS 1 50
AGENT HANDLING
POLICY DELIVERY 1 100
UNSATISFACTORY SETTLEMENT/OFFER 1 20 2 40

POST CLAIM UNDERWRITING
DENIAL OF CLAIM

UTILIZATION REVIEW 1| 100

INFORMATION REQUESTED 1 100
COVERAGE QUESTION

TOTAL 1 6 2 13 6 38

DISPOSITION

MEGA LIFE AND HEALTH INSURANCE CONTRACT
COMPANY (THE) DELAY QUESTION PROVISION/LEGAL
RESOLVED OF FACT ISSUE TOTAL

NMBR| PCT [NMBR| PCT NMBR PCT NMBR | PCT
REASON
PREMIUM & RATING 1| 100
REFUSAL TO INSURE 1| 100
DELAYS 1 50 2| 100
AGENT HANDLING 1 100 1| 100
POLICY DELIVERY 1| 100
UNSATISFACTORY SETTLEMENT/OFFER 2 40 5( 100
POST CLAIM UNDERWRITING 1 100 1| 100
DENIAL OF CLAIM 1 100 1| 100
UTILIZATION REVIEW 1| 100
INFORMATION REQUESTED 1| 100
COVERAGE QUESTION 1 100 1| 100
TOTAL 1 6 2 13 4 25 16| 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPO SITION

MERASTAR
INSURANCE COMPANY
COMPANY POSITION
REFUND UPHELD TOTAL
NMBR | PCT [NMBR | PCT |NMBR | PCT
REASON

PREMIUM & RATING
REFUSAL TO INSURE
CANCELLATION 1 50
TOTAL 1 25

100 100

100 100

50 100

W|lkr|r]|r
N I U B I

75 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

METROPOLITAN

GENERAL DISPOSITION
IZ%RQNN%E ADVISED CLAIM

COMPLAINANT | SETTLED | 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 ANALYSISSECTION, INFORMATION MANAGEMENT DIVISION, OREGON
DEPARTMENT OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION

METROPOLITAN LIFE INSURANCE REFERRED UNDERWRITING
COMPANY CLAIM CLAIM TO PROPER PRACTICE
REFUND REOPENED SETTLED AGENCY RESOLVED
NMBR | PCT [NMBR| PCT |[NMBR | PCT [NMBR| PCT | NMBR PCT

REASON

DELAYS

MISREPRESENTATION 1 100

OTHER:MRKTNG & SALES

UNSATISFACTORY SETTLEMENT/OFFER

DENIAL OF CLAIM 2 33 1 17 17

COORDINATION OF BENEFITS

PREMIUM NOTICE/BILLING

INFORMATION REQUESTED

PREMIUM REFUNDED 1| 100

OTHER: POLICYHOLDER SERVICE

TOTAL 1 6 2 12 1 6 1 6 6

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




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,

BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPO SITION

METROPOLITAN LIFE INSURANCE CONTRACT COMPANY
COMPANY INFORMATION PROVISION/LEGAL POSITION NO
FURNISHED/EXPANDED ISSUE UPHELD JURISDICTION
NMBR PCT NMBR PCT NMBR| PCT | NMBR PCT
REASON
DELAYS 1 50
MISREPRESENTATION
OTHER:MRKTNG & SALES
UNSATISFACTORY SETTLEMENT/OFFER 1 100
DENIAL OF CLAIM 2 33
COORDINATION OF BENEFITS 1 100
PREMIUM NOTICE/BILLING 1 100
INFORMATION REQUESTED 2 100
PREMIUM REFUNDED
OTHER: POLICYHOLDER SERVICE 1 100
TOTAL 3 18 4 24 1 6 1 6

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




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISP OSITION

METROPOLITAN LIFE INSURANCE
COMPANY INSUFFICIENT
RECOVERY | INFORMATION TOTAL

NMBR| PCT | NMBR PCT |[NMBR|PCT

REASON
DELAYS 1 50
MISREPRESENTATION
OTHER:MRKTNG & SALES 1 100
UNSATISFACTORY SETTLEMENT/OFFER
DENIAL OF CLAIM

COORDINATION OF BENEFITS
PREMIUM NOTICE/BILLING
INFORMATION REQUESTED

PREMIUM REFUNDED

OTHER: POLICYHOLDER SERVICE
TOTAL 1 6 1 6

100

100

100

100

100

100

100

100

100

RrlrNM]RrlRrlo]lrRr]IR]N

100

=
~

100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

METROPOLITAN PROPERTY AND

DISPOSITION

CASUALTY 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 1 17 1 17

DELAYS 1 20 1 20

UNSATISFACTORY SETTLEMENT/OFFER 1 13 1 13

POST CLAIM UNDERWRITING

DENIAL OF CLAIM

USUAL, CUSTOMARY, REASONABLE 1 33 1 33

OTHER: CLAIM HANDLING

TOTAL 1 4 4 15 1 4 1 4 1 4

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

DEPARTMENT OF CONSUMER AND BUSINESS SERVICES




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

BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION

METROPOLITAN PROPERTY AND PREMIUM
CASUALTY INSURANCE COMPANY CLAIM INFORMATION DELAY PROBLEM QUESTION
SETTLED FURNISHED/EXPANDED | RESOLVED RESOLVED OF FACT
NMBR | PCT NMBR PCT NMBR| PCT [NMBR| PCT [NMBR| PCT

REASON
PREMIUM & RATING 1 17 2 33
DELAYS 1 20 1 20 1 20
UNSATISFACTORY SETTLEMENT/OFFER 1 13 2 25
POST CLAIM UNDERWRITING 1 100
DENIAL OF CLAIM 1 33 1 33
USUAL, CUSTOMARY, REASONABLE 1 33
OTHER: CLAIM HANDLING 1 100
TOTAL 3 11 5 19 1 4 2 7 3 11

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




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION
METROPOLITAN PROPERTY AND COMPANY
CASUALTY INSURANCE COMPANY COMPANY IN POSITION
COMPLIANCE UPHELD RECOVERY TOTAL
NMBR [ PCT [NMBR| PCT [NMBR| PCT |NMBR|PCT
REASON
PREMIUM & RATING 1 17 6| 100
DELAYS 5( 100
UNSATISFACTORY SETTLEMENT/OFFER 1 13 1 13 1 13 8| 100
POST CLAIM UNDERWRITING 1| 100
DENIAL OF CLAIM 1 33 3| 100
USUAL, CUSTOMARY, REASONABLE 3| 100
OTHER: CLAIM HANDLING 1| 100
TOTAL 1 4 3 11 1 4 27| 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION

MID-CENTURY INSURANCE RATING CONTRACT COMPANY
COMPANY COMPROMISED DELAY PROBLEM | PROVISION/LEGAL | POSITION
STLMNT/RSLTN | REFUND | RESOLVED | RESOLVED ISSUE UPHELD
NMBR | PCT |[NMBR|PCT|NMBR| PCT [NMBR| PCT | NMBR PCT [NMBR]| PCT
REASON
PREMIUM & RATING 1 50 1| 50
CANCELLATION 1| 100
DELAYS 1 50 1 50
UNSATISFACTORY
SETTLEMENT/OFFER 25 1 25 2| =0
POST CLAIM
UNDERWRITING 1| 100
DENIAL OF CLAIM 1 100
PREMIUM NOTICE/BILLING 1| 100
TOTAL 8 2 17 1 8 2 17 3 25 3 25
MID-CENTURY INSURANCE
COMPANY
TOTAL
NMBR | PCT
REASON
PREMIUM & RATING 2| 100
CANCELLATION 1| 100
DELAYS 2| 100
UNSATISFACTORY
SETTLEMENT/OFFER 4| 100
POST CLAIM
UNDERWRITING 1| 100
DENIAL OF CLAIM 1| 100
PREMIUM NOTICE/BILLING 1| 100
TOTAL 12| 100

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




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

MID-WEST
NATIONAL
LIFE
INSURANCE
COMPANY D SIF(’)ONSI T

OF
TENNESSEE | RECOVERY TOTAL

NMBR| PCT [NMBR|PCT

REASON
CASH VALUE 1 100 1| 100
TOTAL 1 100 1| 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION
MIDLégE"lF_’IAFNEY”(\ITSFL'JER)ANCE FURII\II\IIEF?EREI;//IQ)IIL?\HDED TOTAL
NMBR PCT  |NMBR|PCT
REASON
CONTINUATION OF BENEFITS 1 100 1| 100
TOTAL 1 100 1 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

MIDLAND
NATIONAL
LIEE DISPOSITION
INSURANCE | NONFORFEITURE
COMPANY PROBLEM
RESOLVED TOTAL
NMBR PCT NMBR [ PCT
REA SON
CASH VALUE 1 100 1| 100
TOTAL 1 100 1| 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

MILLERS
CASUALTY DISPOSITION
INSURANCE COMPANY
COMPANY (THE) QUESTION POSITION
OF FACT UPHELD TOTAL
NMBR | PCT [NMBR| PCT |NMBR | PCT
REASON
DENIAL OF CLAIM 1 50 1 50 2| 100
TOTAL 1 50 1 50 2| 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITIO N

MILLERS INSURANCE FILED COMPANY
COMPANY (THE) ADVISED CLAIM SUIT/RETAINED | POSITION INSUFFICIENT
COMPLAINANT | SETTLED ATTORNEY UPHELD | RECOVERY | INFORMATION
NMBR | PCT |NMBR|PCT| NMBR | PCT |NMBR| PCT [NMBR| PCT | NMBR | PCT
REASON
DELAYS 1| 100
UNSATISFACTORY
SETTLEMENT/OFFER 1| 50 1| 50
DENIAL OF CLAIM 1 50 1| s0
OTHER: CLAIM HANDLING 1 100
PREMIUM NOTICE/BILLING 1 100
TOTAL 1 14 1 14 1 14 2 29 1 14 1 14
MILLERS INSURANCE
COMPANY (THE)
TOTAL
NMBR | PCT
REASON
DELAYS 1| 100
UNSATISFACTORY
SETTLEMENT/OFFER 2| 100
DENIAL OF CLAIM 2| 100
OTHER: CLAIM HANDLING 1| 100
PREMIUM NOTICE/BILLING 1| 100
TOTAL 7| 100

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




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

MINNESOTA LIFE DISPO SITION
INSURANCE REFERRED CONTRACT
COMPANY TO PROPER INFORMATION PROVISION/LEGAL
AGENCY FURNISHED/EXPANDED ISSUE TOTAL
NMBR | PCT NMBR PCT NMBR PCT NMBR [ PCT

REASON
REPLACEMENT 1 100 1| 100
MISREPRESENTATION 1 100 1| 100
DENIAL OF CLAIM 2 100 2| 100
TOTAL 1 25 1 25 2 50 4| 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

MISSION NATIONAL DISPOSITION
FURNISHED/EXPANDED TOTAL
NMBR PCT NMBR | PCT
REASON
OTHER: CLAIM HANDLING 1 100 1| 100
TOTAL 1 100 1 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION
HONTCOMERY WARD LIFE |~ nrommaTion
FURNISHED/EXPANDED TOTAL
NMBR PCT NMBR | PCT
REASON
PREMIUM NOTICE/BILLING 1 100 1| 100
TOTAL 1 100 1 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION

MONUMENTAL GENERAL CASUALTY COMPANY
COMPANY CLAIM POSITION
REOPENED UPHELD TOTAL
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 ANALYSISSECTION, INFORMATION MANAGEMENT DIVISION, OREGON
DEPARTMENT OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION

MONUMENTAL LIFE COMPANY
INSURANCE COMPANY QUESTION POSITION INSUFFICIENT
REFUND OF FACT UPHELD INFORMATION TOTAL

NMBR | PCT [ NMBR| PCT |NMBR| PCT | NMBR PCT |[NMBR|PCT
REASON
MISLEADING ADVERTISING 1| 100 1] 100
DENIAL OF CLAIM 1 50 1 50 2| 100
INFORMATION REQUESTED 1 100 1] 100
TOTAL 1 25 1 25 1 25 1 25 4( 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION

MONY LIFE INSURANCE REFERRED FOR
COMPANY ADVISED DELAY DISCIPLINARY
COMPLAINANT | RESOLVED ACTION OTHER TOTAL
NMBR PCT |NMBR| PCT | NMBR PCT |NMBR|PCT [NMBR|PCT
REASON
PREMIUM & RATING 1 100 1| 100
DELAYS 1 100 1| 100
PAYMENT NOT CREDITED 1| 100 1| 100
OTHER: POLICYHOLDER SERVICE 1 100 1| 100
TOTAL 1 25 1 25 1 25 1 25 4( 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISP OSITION
MUTUAL OF ENUMCLAW INSURANCE
COMPANY ADVISED COMPROMISED CLAIM INFORMATION
COMPLAINANT | STLMNT/RSLTN SETTLED FURNISHED/EXPANDED
NMBR PCT NMBR PCT NMBR | PCT NMBR PCT
REASON
CANCELLATION
NONRENEWAL
AUDIT DISPUTE
UNSATISFACTORY SETTLEMENT/OFFER 1 8 2 15 1 8
DENIAL OF CLAIM 1 20
DELAYS/NO RESPONSE 1 100
TOTAL 2 9 1 5 2 9 1 5
DISPOSITION
MUTUAL OF ENUMCLAW INSURANCE COMPANY
COMPANY QUESTION COMPANY IN POSITION
OF FACT COMPLIANCE UPHELD RECOVERY TOTAL
NMBR | PCT | NMBR | PCT |[NMBR| PCT |[NMBR| PCT [NMBR|PCT
REASON
CANCELLATION 1 100 1| 100
NONRENEWAL 1 100 1| 100
AUDIT DISPUTE 1 100 1| 100
UNSATISFACTORY SETTLEMENT/OFFER 4 31 3 23 2 15 13| 100
DENIAL OF CLAIM 4 80 5( 100
DELAYS/NO RESPONSE 1| 100
TOTAL 5 23 1 5 8 36 2 9 22| 100

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




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

MUTUAL OF OMAHA DISPOSITION
INSURANCE
COMPANY ADVISED COMPROMISED CLAIM
COMPLAINANT | STLMNT/RSLTN REFUND SETTLED
NMBR PCT NMBR PCT NMBR | PCT [ NMBR | PCT
REASON
PREMIUM & RATING 1 25
REFUSAL TO INSURE
DELAYS
MISREPRESENTATION
DENIAL OF CLAIM 1 33 1 33
PREMIUM REFUNDED 1 50
TOTAL 1 7 1 7 1 7 1 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 2001

MUTUAL OF OMAHA DISPOSITION
INSURANCE REFERRED FOR CONTRACT
COMPANY INFORMATION DELAY DISCIPLINARY | PROVISION/LEGAL
FURNISHED/EXPANDED | RESOLVED ACTION ISSUE
NMBR PCT NMBR| PCT [ NMBR PCT NMBR PCT

REASON
PREMIUM & RATING 1 25
REFUSAL TO INSURE 1 100
DELAYS 1 25 1 25 1 25 1 25
MISREPRESENTATION 1 100
DENIAL OF CLAIM 1 33
PREMIUM REFUNDED
TOTAL 3 20 1 7 1 7 3 20

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

MUTUAL OF OMAHA DISPOSITION
INSURANCE COMPANY
COMPANY COMPANY IN POSITION
COMPLIANCE UPHELD RECOVERY TOTAL

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

REASON

PREMIUM & RATING 1 25 1 25 4( 100
REFUSAL TO INSURE 1] 100
DELAYS 4( 100
MISREPRESENTATION 1] 100
DENIAL OF CLAIM 3| 100
PREMIUM REFUNDED 1 50 2| 100
TOTAL 1 7 1 7 1 7 15| 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

MUTUAL
PROTECTIVE DISPOSITION
INSURANCE CONTRACT
COMPANY ADVISED COMPROMISED INFORMATION PROVISION/LEGAL
COMPLAINANT | STLMNT/RSLTN | FURNISHED/EXPANDED ISSUE 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
DENIAL OF CLAIM 1 50 1 50 2| 100
TOTAL 1 20 1 20 2 40 1 20 5( 100

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




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION
NATIONAL AC%'\'AAP'X%%'NSURANCE ADDITIONAL | COMPANY IN
PAYMENT | COMPLIANCE | RECOVERY | TOTAL

NMBR| PCT | NMBR| PCT |NMBR]| PCT |NMBR|PCT
REASON
PREMIUM & RATING 1 100 1| 100
DELAYS 1 100 1 100
UNSATISFACTORY SETTLEMENT/OFFER 1| 100 1| 100
DENIAL OF CLAIM 1| 100 1| 100
TOTAL 1 25 1 25 2 50 4 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

NATIONAL | DI SPOSI
AMERICAN TION
INSURANCE CLAIM

COMPANY | or7TTLED TOTAL
NMBR| PCT | NMBR | PCT

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

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

NATIONAL AMERICAN
INSURANCE COMPANY OF
CALIFORNIA

DISPOSITION

ADVISED

COMPLAINANT

COVERAGE
EXTENDED

CLAIM
SETTLED

INFORMATION
FURNISHED/EXPANDED

RESOLVED

DELAY

NMBR

PCT

NMBR| PCT

NMBR | PCT

NMBR

PCT

NMBR

PCT

REASON

PREMIUM & RATING

DELAYS

ENDORSEMENT/RIDER

UNSATISFACTORY
SETTLEMENT/OFFER

1 100

SUBROGATION

DENIAL OF CLAIM

17

OTHER: CLAIM HANDLING

PREMIUM NOTICE/BILLING

INFORMATION REQUESTED

100

COVERAGE QUESTION

1 100

TOTAL

NATIONAL AMERICAN
INSURANCE COMPANY OF
CALIFORNIA

DISPOSITION

REFERRED FOR

DISCIPLINARY
ACTION

QUESTION
OF FACT

COMPANY IN
COMPLIANCE

COMPANY
POSITION
UPHELD

RECOVERY

TOTAL

NMBR PCT

NMBR

PCT

NMBR | PCT

NMBR| PCT

NMBR| PCT

NMBR | PCT

REASON

PREMIUM & RATING

1 100

1| 100

DELAYS

16| 100

ENDORSEMENT/RIDER

1 100

1| 100

UNSATISFACTORY
SETTLEMENT/OFFER

100

SUBROGATION

100

100

DENIAL OF CLAIM

17

100

OTHER: CLAIM HANDLING

100

100

PREMIUM NOTICE/BILLING

RrlrRr|rR]r

100

100

INFORMATION REQUESTED

100

COVERAGE QUESTION

Rrlrlr]lrlo|lr]r

100

TOTAL

30| 100

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




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION

REFERRED COMPANY
NATIONAL CASUALTY COMPANY TOPROPER | QUESTION POSITION
AGENCY OF FACT UPHELD TOTAL
NMBR | PCT [NMBR| PCT [NMBR| PCT |NMBR|PCT
REASON

UNSATISFACTORY SETTLEMENT/OFFER 1 50 1 50 2| 100
OTHER: CLAIM HANDLING 1 100 1| 100
TOTAL 1 33 1 33 1 33 3 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

NATIONAL FIRE
INSURANCE DISPOSITION
COMPANY OF REFERRED FOR
HARTFORD POLICY DISCIPLINARY
ISSUED/RSTRD ACTION TOTAL
NMBR PCT NMBR PCT |NMBR|PCT
REASON
CANCELLATION 1 100 1] 100
DELAYS 1 100 1] 100
TOTAL 1 50 1 50 2| 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION

NATIONAL GENERAL ASSURANCE COMPANY
COMPANY QUESTION POSITION
OF FACT UPHELD 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 ANALYSISSECTION, INFORMATION MANAGEMENT DIVISION, OREGON
DEPARTMENT OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

NATIONAL

GENERAL D ITS| F()DONSI

INSURANCE

COMPANY OTHER TOTAL

NMBR [ PCT [ NMBR | PCT

REASON
CANCELLATION 1| 100 1] 100
TOTAL 1| 100 1] 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPO SITION

NATIONAL HEALTH INSURANCE

COMPANY ADVISED CLAIM INFORMATION
COMPLAINANT REFUND SETTLED FURNISHED/EXPANDED
NMBR PCT |NMBR|PCT |[NMBR | PCT NMBR PCT
REASON
REFUSAL TO INSURE 1 100
DELAYS 1 50 1 50
RECISSION

MISLEADING ADVERTISING

AGENT HANDLING

UNSATISFACTORY SETTLEMENT/OFFER 1| 100

DENIAL OF CLAIM 1 50 1 50

INFORMATION REQUESTED 1 100

PREMIUM REFUNDED 3| 100

TOTAL 2 15 4 31 3 23 1 8

DISPOSITION

NATIONAL HEALTH INSURANCE REFERRED FOR COMPANY
COMPANY DISCIPLINARY QUESTION POSITION
ACTION OF FACT UPHELD TOTAL
NMBR PCT |[NMBR| PCT |NMBR| PCT [NMBR|PCT
REASON

REFUSAL TO INSURE 100
DELAYS 100
RECISSION 1 100 100
MISLEADING ADVERTISING 1 100 100
AGENT HANDLING 1 100 100

UNSATISFACTORY SETTLEMENT/OFFER
DENIAL OF CLAIM

INFORMATION REQUESTED

PREMIUM REFUNDED

TOTAL 1 8 1 8 1 8

100

100

100

wlr[NM]Rr]lRIRPr]R]IN] P

100

=
w

100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

NATIONAL LIFE DISPO SITION
INSURANCE COMPANY
COMPANY INFORMATION POSITION
REFUND FURNISHED/EXPANDED UPHELD TOTAL
NMBR | PCT NMBR PCT NMBR| PCT |NMBR | PCT
REASON
PREMIUM & RATING 1 50 1 50 2| 100
NONFORFEITURE 1| 100 1] 100
TOTAL 1 33 1 33 1 33 3| 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

NATIONAL DISPOSITIO

MERIT N
INSURANCE
COMPANY ADVISED

COMPLAINANT TOTAL
NMBR PCT |NMBR|PCT

REASON
SUBROGATION 1 100 1| 100
TOTAL 1 100 1| 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

NATIONAL STATES D ISPOSITION
'gg‘iARPAANN%E INFORMATION COMPANY IN
REFUND | FURNISHED/EXPANDED | COMPLIANCE | TOTAL

NMBR|PCT| NMBR PCT NMBR | PCT |NMBR|PCT
REASON
PREMIUM & RATING 1 100 1| 100
REFUSAL TO INSURE 1 100 1| 100
CANCELLATION 1| 100 1| 100
TOTAL 1 33 1 33 1 33 3 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

NATIONAL UNION
FIRE INSURANCE DISPOSITION
COMPANY OF CONTRACT
PITTSBURG ADVISED CLAIM PROVISION/LEGAL
COMPLAINANT SETTLED ISSUE RECOVERY TOTAL
NMBR PCT |NMBR | PCT NMBR PCT NMBR | PCT [NMBR|PCT
REASON
DELAYS 2 50 2 50 4| 100
DENIAL OF CLAIM 2 67 1 33 3| 100
PREMIUM REFUNDED 1 100 1| 100
TOTAL 3 38 2 25 1 13 2 25 8| 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION
NATIONAL WESTERN LIFE INSURANCE CONTRACT
COMPANY INFORMATION PROVISION/LEGAL
FURNISHED/EXPANDED ISSUE TOTAL
NMBR PCT NMBR PCT NMBR | PCT
REASON
CANCELLATION 1 100 1] 100
UNSATISFACTORY SETTLEMENT/OFFER 2 100 2| 100
TOTAL 2 67 1 33 3| 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

NATIONWIDE D SIF(’)ONSI T
AGRIBUSINESS
INSURANCE COMPANY

COMPANY POSITION
UPHELD TOTAL
NMBR | PCT | NMBR | PCT
R EASON
DELAYS 1 100 1| 100
TOTAL 1 100 1| 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

NATIONWIDE DISPOSIT
LIFE |ON
INSURANCE
COMPANY RECOVERY TOTAL

NMBR| PCT [NMBR|PCT
REASON
CASH VALUE 1 100 1] 100
TOTAL 1 100 1] 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

NATIONWIDE MUTUAL DIS POSITION
FIRE INSURANCE PREMIUM COMPANY
COMPANY UNABLETO CLAIM PROBLEM QUESTION POSITION
ASSIST REOPENED RESOLVED OF FACT UPHELD RECOVERY TOTAL
NMBR | PCT [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
DELAYS 1 100 1| 100
UNSATISFACTORY
SETTLEMENT/OFFER 1 25 1 25 2 50 4( 100
DENIAL OF CLAIM 1 100 1| 100
TOTAL 1 11 1 11 1 11 1 11 3 33 2 22 9| 100

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




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

NATIONWIDE
MUTUAL INSURANCE
COMPANY

DISPOSITION

POLICY
ISSUED/RSTRD

ADVISED
COMPLAINANT

COMPROMISED
STLMNT/RSLTN

REFUND

COVERAGE
EXTENDED

UNABLETO
ASSIST

NMBR PCT

NMBR PCT

NMBR PCT

NMBR

PCT

NMBR

PCT

NMBR

PCT

REASON

PREMIUM & RATING

CANCELLATION

33

NONRENEWAL

50

DELAYS

OTHER:
UNDERWRITING

POLICY DELIVERY

1 100

UNSATISFACTORY
SETTLEMENT/OFFER

SUBROGATION

DENIAL OF CLAIM

25

OTHER: CLAIM
HANDLING

PREMIUM
NOTICE/BILLING

INFORMATION
REQUESTED

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 2001

NATIONWIDE
MUTUAL INSURANCE
COMPANY

DISPOSITION

CANCELLATION
UPHELD

CLAIM
SETTLED

INFORMATION
FURNISHED/EXPANDED

DELAY
RESOLVED

PREMIUM
PROBLEM
RESOLVED

QUESTION
OF FACT

NMBR PCT

NMBR | PCT

NMBR PCT

NMBR | PCT

NMBR | PCT

NMBR| PCT

REASON

PREMIUM & RATING

CANCELLATION

NONRENEWAL

DELAYS

OTHER:
UNDERWRITING

POLICY DELIVERY

UNSATISFACTORY
SETTLEMENT/OFFER

SUBROGATION

DENIAL OF CLAIM

OTHER: CLAIM
HANDLING

PREMIUM
NOTICE/BILLING

INFORMATION
REQUESTED

1 100

TOTAL

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




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

NATIONWIDE DISPOSITION
MUTUAL INSURANCE COMPANY
COMPANY COMPANY IN POSITION NO

COMPLIANCE UPHELD JURISDICTION | RECOVERY OTHER TOTAL

NMBR [ PCT |NMBR| PCT | NMBR PCT |[NMBR| PCT |NMBR|PCT|NMBR |PCT
REASON
PREMIUM & RATING 2 40 1 20 5| 100
CANCELLATION 1 33 3| 100
NONRENEWAL 1 50 2| 100
DELAYS 1 20 5| 100
OTHER:
UNDERWRITING 1] 100 1| 100
POLICY DELIVERY 1| 100
UNSATISFACTORY
SETTLEMENT/OFFER 1 6 4 25 1 6 1 6 16| 100
SUBROGATION 2 100 2| 100
DENIAL OF CLAIM 1 25 1 25 4| 100
OTHER: CLAIM
HANDLING 1 33 3| 100
PREMIUM
NOTICE/BILLING 2| 100
INFORMATION
REQUESTED 1| 100
TOTAL 5 11 10 22 2 4 1 2 1 2 45| 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

NATIONWIDE DISPOSIT

PROPERTY AND |ON

CASUALTY

INSURANCE COMPANY

COMPANY POSITION

UPHELD TOTAL
NMBR| PCT |NMBR | PCT

REASON
CANCELLATION 1 100 1| 100
TOTAL 1 100 1| 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

NEW
ENGLAND
LIFE DISPOSITION
'22&%2&? INFORMATION
FURNISHED/EXPANDED | TOTAL
NMBR PCT NMBR | PCT
REASON
CASH VALUE 1 100 1| 100
TOTAL 1 100 1 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

NEW HAMPSHIRE D ISPOSITION
IZ%RQNN%E UNABLETO| CLAIM
ASSIST SETTLED | OTHER 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 ANALYSISSECTION, INFORMATION MANAGEMENT DIVISION, OREGON
DEPARTMENT OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

NEW YORK LIFE DISPOSITION
'NSUR(':“(;\'F‘Q:EO’;'\L[%IA(;\'NNU'TY INFORMATION
FURNISHED/EXPANDED | OTHER TOTAL

NMBR PCT  |NMBR|PCT | NMBR]| PCT
REASON
MISREPRESENTATION 1 100 1| 100
PREMIUM NOTICE/BILLING 1| 100 1| 100
TOTAL 1 50 1 50 2 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION
NEW YORgO';V'I';'Z,'\:\\‘(SURANCE ADVISED COMPROMISED | UNABLE TO INFORMATION
COMPLAINANT | STLMNT/RSLTN | ASSIST | FURNISHED/EXPANDED | TOTAL
NMBR | PCT | NMBR | PCT |NMBR|[PCT| NMBR PCT  |NMBR|PCT
REASON
CHURNING 1 100 1| 100
MISREPRESENTATION 1| 100 1| 100
PREMIUM NOTICE/BILLING 1 100 1| 100
ABUSIVE SERVICE 1 100 1| 100
OTHER: POLICYHOL DER SERVICE 1 100 1| 100
TOTAL 1 20 2 40 1 20 1 20 5 100

SOURCE: RESEARCH AND ANALYSISSECTION, INFORMATION MANAGEMENT DIVISION, OREGON

DEPARTMENT OF CONSUMER AND BUSINESS SERVICES




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

NORTH AMERICAN DISPOSITION
COMPANY FORLIEEAND. [~ nrommarion
FURNISHED/EXPANDED TOTAL
NMBR PCT NMBR | PCT
REASON
INFORMATION REQUESTED 1 100 1| 100
TOTAL 1 100 1 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION

NORTH PACIFIC INSURANCE CO. ADVISED COMPROMISED COVERAGE |UNABLETO

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

REASON

CANCELLATION 1| 100

NONRENEWAL 1 50

DELAYS 1 10 1 10

MISREPRESENTATION

UNSATISFACTORY SETTLEMENT/OFFER 1 8

DENIAL OF CLAIM

PREMIUM NOTICE/BILLING 1 33 1 33

PREMIUM REFUNDED

TOTAL 2 6 1 3 2 6 1 3 1 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 2001

DISPOSITION
REFERRED FOR
NORTH PACIFIC INSURANCE CO. CLAIM INFORMATION DELAY DISCIPLINARY
SETTLED FURNISHED/EXPANDED RESOLVED ACTION
NMBR | PCT NMBR PCT NMBR| PCT | NMBR PCT

REASON
CANCELLATION
NONRENEWAL
DELAYS 2 20 1 10
MISREPRESENTATION
UNSATISFACTORY SETTLEMENT/OFFER 3 23 1 8
DENIAL OF CLAIM 1 25
PREMIUM NOTICE/BILLING 1 33
PREMIUM REFUNDED
TOTAL 4 11 2 6 2 6 1 3

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION
COMPANY
NORTH PACIFIC INSURANCE CO. QUESTION | COMPANY IN POSITION
OF FACT COMPLIANCE UPHELD RECOVERY TOTAL
NMBR | PCT | NMBR | PCT |[NMBR| PCT |[NMBR| PCT [NMBR|PCT
REASON

CANCELLATION 1| 100
NONRENEWAL 1 50 2| 100
DELAYS 4 40 1 10 10| 100
MISREPRESENTATION 1 100 1| 100
UNSATISFACTORY SETTLEMENT/OFFER 6 46 2 15 13| 100
DENIAL OF CLAIM 3 75 4( 100
PREMIUM NOTICE/BILLING 3| 100
PREMIUM REFUNDED 1 100 1| 100
TOTAL 6 17 1 3 9 26 3 9 35( 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

NORTHBROOK
PROPERTY
AND DISPOSI
CASUALTY TION
INSURANCE
COMPANY CLAIM

SETTLED TOTAL
NMBR | PCT | NMBR | PCT

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

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION

NORTHERN LIFE PREMIUM
INSURANCE COMPANY CLAIM INFORMATION PROBLEM QUESTION
REFUND SETTLED FURNISHED/EXPANDED | RESOLVED OF FACT TOTAL

NMBR | PCT [ NMBR | PCT NMBR PCT NMBR| PCT [NMBR| PCT [NMBR |PCT
REASON
DELAYS 1 100 1| 100
REPLACEMENT 1 100 1| 100
CASH VALUE 1 100 1| 100
INFORMATION REQUESTED 2 100 2| 100
PREMIUM REFUNDED 1| 100 1| 100
TOTAL 1 17 1 17 2 33 1 17 1 17 6| 100

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




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION

COMPANY
NORTHLAND INSURANCE COMPANY CLAIM QUESTION POSITION
REFUND SETTLED OF FACT UPHELD TOTAL
NMBR | PCT [NMBR | PCT |[NMBR| PCT |NMBR| PCT [NMBR |PCT
REASON

PREMIUM & RATING 1] 100 1| 100
UNSATISFACTORY SETTLEMENT/OFFER 1 50 1 50 2| 100
DENIAL OF CLAIM 1 100 1| 100
TOTAL 1 25 1 25 1 25 1 25 4( 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

NORTHWEST
PHYSICIANS D SIF())ONSI T
MUTUAL
INSURANCE COMPANY
COMPANY POSITION
UPHELD TOTAL
NMBR| PCT |NMBR | PCT
REASON
REFUSAL TO INSURE 1 100 1] 100
TOTAL 1 100 1] 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

NORTHWESTERN| DISPOSITION
INSJF;J:I\II_CIIEI FC% INFORMATION
FURNISHED/EXPANDED | TOTAL
NMBR PCT  |NMBR|PCT
REASON
CANCELLATION 1 100 1| 100
TOTAL 1 100 1 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSIT
ION
NORTHWESTERN
PACIFIC INDEMNITY | COMPANY
COMPANY POSITION
UPHELD TOTAL

NMBR| PCT |NMBR | PCT
REASON
REFUSAL TO INSURE 1 100 1] 100
TOTAL 1 100 1] 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION

ODSHEALTH PLAN, INC. ADVISED COMPROMISED COVERAGE | UNABLETO CLAIM
COMPLAINANT | STLMNT/RSLTN REFUND EXTENDED ASSIST REOPENED

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

REASON

PREMIUM & RATING 1 50

REFUSAL TO INSURE 1 33 1 33

CANCELLATION

DELAYS

RECISSION

ENDORSEMENT/RIDER

GROUP CONVERSION 1 100

UNSATISFACTORY
SETTLEMENT/OFFER

MEDICAL NECESSITY 1 7 1 7

DENIAL OF CLAIM 2 4 4 8 3 6 1 2 1 2

USUAL, CUSTOMARY,
REASONABLE

COORDINATION OF BENEFITS

PCP REFERRALS

UTILIZATION REVIEW

EXPERIMENTAL 1 100

COST CONTAINMENT

INFORMATION REQUESTED

PREMIUM REFUNDED 2| 100

COVERAGE QUESTION

ACCESSTO CARE 3 38 1 13

OTHER: POLICYHOLDER
SERVICE

TOTAL 3 2 9 7 3 2 5 4 2 2 2 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 2001

ODSHEALTH PLAN, INC.

DISPOSITION

FILED PREMIUM

CLAIM SUIT/RETAINED INFORMATION DELAY PROBLEM

SETTLED ATTORNEY FURNISHED/EXPANDED | RESOLVED RESOLVED
NMBR | PCT | NMBR PCT NMBR PCT NMBR| PCT [NMBR| PCT

REASON

PREMIUM & RATING

REFUSAL TO INSURE

CANCELLATION

50

50

DELAYS

25

50

RECISSION

ENDORSEMENT/RIDER

GROUP CONVERSION

UNSATISFACTORY
SETTLEMENT/OFFER

35

12

MEDICAL NECESSITY

20

DENIAL OF CLAIM

12

24

12

USUAL, CUSTOMARY,
REASONABLE

100

COORDINATION OF BENEFITS

33

PCP REFERRALS

50

UTILIZATION REVIEW

100

EXPERIMENTAL

COST CONTAINMENT

50

INFORMATION REQUESTED

80

PREMIUM REFUNDED

COVERAGE QUESTION

ACCESSTO CARE

13

13

OTHER: POLICYHOLDER
SERVICE

TOTAL

30

23

17

13

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




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION
REFERRED FOR CONTRACT
ODSHEALTH PLAN, INC. ERISA DISCIPLINARY QUESTION PROVISION/LEGAL COMPANY IN
COMPLIANT ACTION OF FACT ISSUE COMPLIANCE
NMBR | PCT | NMBR PCT |NMBR| PCT NMBR PCT NMBR | PCT
RE ASON
PREMIUM & RATING 1 50
REFUSAL TO INSURE
CANCELLATION
DELAYS
RECISSION
ENDORSEMENT/RIDER
GROUP CONVERSION
UNSATISFACTORY
SETTLEMENT/OFFER 3 18
MEDICAL NECESSITY 1 7 1 7 3 20 1 7
DENIAL OF CLAIM 1 2 1 2 12 24 2 4
USUAL, CUSTOMARY,
REASONABLE
COORDINATION OF BENEFITS 2 67
PCP REFERRALS 1 13 1 13
UTILIZATION REVIEW
EXPERIMENTAL
COST CONTAINMENT 1 50
INFORMATION REQUESTED 1 20
PREMIUM REFUNDED
COVERAGE QUESTION 1 100
ACCESSTO CARE 1 13
OTHER: POLICYHOLDER
SERVICE
TOTAL 1 1 2 2 2 2 24 18 5 4

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




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION
COMPANY
ODSHEALTH PLAN, INC. POSITION NO INSUFFICIENT
UPHELD JURISDICTION | RECOVERY | INFORMATION TOTAL

NMBR | PCT | NMBR PCT [NMBR| PCT | NMBR PCT |NMBR|PCT
REASON
PREMIUM & RATING 2| 100
REFUSAL TO INSURE 1 33 3| 100
CANCELLATION 2| 100
DELAYS 1 25 4( 100
RECISSION 1 100 1| 100
ENDORSEMENT/RIDER 1 100 1| 100
GROUP CONVERSION 1| 100
UNSATISFACTORY
SETTLEMENT/OFFER 3 18 1 6 2 12 17| 100
MEDICAL NECESSITY 2 13 15| 100
DENIAL OF CLAIM 3 6 1 2 49| 100
USUAL, CUSTOMARY,
REASONABLE 1| 100
COORDINATION OF BENEFITS 3| 100
PCP REFERRALS 2 25 8| 100
UTILIZATION REVIEW 3| 100
EXPERIMENTAL 1| 100
COST CONTAINMENT 2| 100
INFORMATION REQUESTED 5| 100
PREMIUM REFUNDED 2| 100
COVERAGE QUESTION 1| 100
ACCESSTO CARE 1 13 8| 100
OTHER: POLICYHOLDER
SERVICE 1 100 1] 100
TOTAL 15 12 2 2 2 2 1 1 130| 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSIT ION
OHIO CASUALTY INSURANCE
COMPANY ADVISED COMPROMISED CLAIM
COMPLAINANT | STLMNT/RSLTN | REFUND | SETTLED
NMBR | PCT | NMBR | PCT |[NMBR|PCT|[NMBR|PCT
REASON
PREMIUM & RATING
CANCELLATION 1 50 1| 50
NONRENEWAL 1 50
DELAYS 1 100
UNSATISFACTORY SETTLEMENT/OFFER RS
DENIAL OF CLAIM
PREMIUM NOTICE/BILLING 1 100
TOTAL 2 17 2 17 1 8 1 8
DISPOSITION
OHIO CASUALTY INSURANCE CANCELLATION COMPANY
COMPANY DELAY NOTICE QUESTION | POSITION
RESOLVED | WITHDRAWN OF FACT UPHELD TOTAL
NMBR| PCT | NMBR [ PCT |[NMBR| PCT [NMBR| PCT [NMBR|PCT
REASON
PREMIUM & RATING 1| 100 1| 100
CANCELLATION 2| 100
NONRENEWAL 1 50 2| 100
DELAYS 1 100
UNSATISFACTORY SETTLEMENT/OFFER 1 25 2| 50 4| 100
DENIAL OF CLAIM 1| 100 1 100
PREMIUM NOTICE/BILLING 1 100
TOTAL 1 8 1 8 2 17 2 17 12| 100

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




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

OHIO DISPOSI
STATELIFE TION
INSURANCE CLAIM

COMPANY | or7TTLED TOTAL
NMBR| PCT | NMBR | PCT

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

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

OLD AMERICAN DI SPOSITION
INSURANCE REFERRED FOR
COMPANY INFORMATION DISCIPLINARY
FURNISHED/EXPANDED ACTION TOTAL
NMBR PCT NMBR PCT |NMBR |PCT
REASON
MISREPRESENTATION 1 50 1 50 2| 100
DENIAL OF CLAIM 1 100 1| 100
TOTAL 2 67 1 33 3| 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

OLD LINELIFE

INSURANCE DISPOSITION
COMPANYOF [ —purees
COMPLAINANT REFUND 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 ANALYSISSECTION, INFORMATION MANAGEMENT DIVISION, OREGON
DEPARTMENT OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

OLD STANDARD LIFE DISPOSITION
'(’\:'gllfARPAA'\,'\ﬁE INFORMATION
FURNISHED/EXPANDED | TOTAL
NMBR PCT  |NMBR|PCT
REASON
MISREPRESENTATION 1 100 1| 100
TOTAL 1 100 1 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION

OMAHA PROPERTY AND CASUALTY COMPANY
INSURANCE COMPANY COMPANY IN POSITION
REFUND COMPLIANCE UPHELD TOTAL
NMBR|PCT | NMBR | PCT |NMBR| PCT [NMBR|PCT
REASON

CANCELLATION 1 100 1] 100
ENDORSEMENT/RIDER 1] 100 1] 100
UNSATISFACTORY SETTLEMENT/OFFER 1 100 1] 100
TOTAL 1 33 1 33 1 33 3| 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION
OMNI INSURANCE COMPANY COVERAGE |UNABLETO CLAIM DELAY
REFUND EXTENDED ASSIST SETTLED RESOLVED
NMBR | PCT [NMBR | PCT |NMBR|PCT [NMBR | PCT |NMBR| PCT
REASON
DELAYS 1 50 1 50
OTHER: UNDERWRITING 1| 100
UNSATISFACTORY SETTLEMENT/OFFER 1 25 1 25
DENIAL OF CLAIM
PREMIUM NOTICE/BILLING 1 50
TOTAL 1 10 1 10 1 10 2 20 1 10
DISPOSITION
COMPANY
OMNI INSURANCE COMPANY QUESTION POSITION INSUFFICIENT
OF FACT UPHELD RECOVERY INFORMATION TOTAL
NMBR | PCT |NMBR| PCT [NMBR| PCT | NMBR PCT NMBR | PCT
REASON
DELAYS 2| 100
OTHER: UNDERWRITING 1| 100
UNSATISFACTORY SETTLEMENT/OFFER 1 25 1 25 4| 100
DENIAL OF CLAIM 1 100 1| 100
PREMIUM NOTICE/BILLING 1 50 2| 100
TOTAL 1 10 1 10 1 10 1 10 10| 100

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




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSIT
ION
ONEBEACON AMERICA INSURANCE COMPANY
COMPANY POSITION
UPHELD 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 ANALYSISSECTION, INFORMATION MANAGEMENT DIVISION, OREGON
DEPARTMENT OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION
ONEBE%%O“ANP[AN@JRANCE NO ACTION
REQUESTED/REQUIRED TOTAL
NMBR PCT NMBR | PCT
REASON
OTHER: CLAIM HANDLING 1 100 1| 100
TOTAL 1 100 1| 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION

UNABLETO| COMPANY IN
ASSIST COMPLIANCE TOTAL

OREGON DENTAL SERVICE

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 ANALYSISSECTION, INFORMATION MANAGEMENT DIVISION, OREGON
DEPARTMENT OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

COMPANY

OREGON MUTUAL INSURANCE

DISPOSI

TION

REFUND

COVERAGE
EXTENDED

UPHEL

CANCELLATION

D

CLAIM
SETTLED

DELAY

RESOLVED

NMBR

PCT

NMBR| PCT

NMBR

PCT NMBR

PCT [NMBR

PCT

REASON

PREMIUM & RATING

50

CANCELLATION

NONRENEWAL

DELAYS

100

AUDIT DISPUTE

100

UNSATISFACTORY
SETTLEMENT/OFFER

POST CLAIM UNDERWRITING

DENIAL OF CLAIM

OTHER: CLAIM HANDLING

PREMIUM NOTICE/BILLING

TOTAL

15 1

OREGON MUTUAL INSURANCE
COMPANY

DISPOSITION

CANCELLATION
NOTICE
WITHDRAWN

QUESTION
OF FACT

COMPANY IN
COMPLIANCE

COMPANY
POSITION
UPHELD

RECOVERY

TOTAL

NMBR PCT

NMBR| PCT

NMBR | PCT

NMBR| PCT

NMBR| PCT

NMBR | PCT

REASON

PREMIUM & RATING

100

CANCELLATION

1 50 1

50

100

NONRENEWAL

1 100

100

DELAYS

100

AUDIT DISPUTE

Rl N

100

UNSATISFACTORY
SETTLEMENT/OFFER

29

100

POST CLAIM UNDERWRITING

100

100

DENIAL OF CLAIM

33

100

OTHER: CLAIM HANDLING

100

100

PREMIUM NOTICE/BILLING

100

Plr|lw]r]|N

100

TOTAL

10

o|lr|r]r]|r

30

15

20| 100

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




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

OREGONTITLE D ITSI F()DON S|
INSURANCE
COMPANY REFUND TOTAL
NMBR [ PCT [ NMBR | PCT
REASON
PREMIUM REFUNDED 1| 100 1| 100
TOTAL 1| 100 1| 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION

PACIFIC HOSPITAL ASSOCIATION DBA
PACIFICSOURCE HEALTH PLANS COMPROMISED CLAIM INFORMATION
STLMNT/RSLTN REFUND SETTLED FURNISHED/EXPANDED

NMBR PCT NMBR [ PCT [ NMBR | PCT NMBR PCT

REASON

PREMIUM & RATING 1 50

REFUSAL TO INSURE 1 33

CANCELLATION

DELAYS

POLICY DELIVERY 1 100

UNSATISFACTORY SETTLEMENT/OFFER 1 11 3 33 2 22

MEDICAL NECESSITY

DENIAL OF CLAIM 4 40 2 20 2 20

COST CONTAINMENT 1 100

PREMIUM NOTICE/BILLING 1 100

PREMIUM REFUNDED 1| 100

TOTAL 5 16 1 3 5 16 9 29

DISPOSITION

PACIFIC HOSPITAL ASSOCIATION DBA CONTRACT COMPANY
PACIFICSOURCE HEALTH PLANS PROVISION/LEGAL COMPANY IN POSITION
ISSUE COMPLIANCE UPHELD TOTAL

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

REASON
PREMIUM & RATING 1 50
REFUSAL TO INSURE 1 33 1 33
CANCELLATION 1 100
DELAYS 1 100
POLICY DELIVERY
UNSATISFACTORY SETTLEMENT/OFFER 1 11 2 22
MEDICAL NECESSITY 1 100 100
DENIAL OF CLAIM 2 20 10| 100
COST CONTAINMENT 1| 100
PREMIUM NOTICE/BILLING 1| 100
PREMIUM REFUNDED 1| 100
TOTAL 5 16 2 6 4 13 31| 100

100

100

100

100

100

100

Rrlolr]lr]lrRr|lw]N

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION
PACIFIC NORTHWEST TITLE
INSURANCE COMPANY,, INC. FURII\II\IIEF?EREI;//IQ)IIL?\HDED TOTAL
NMBR PCT  |NMBR|PCT
REASON
OTHER: POLICYHOLDER SERVICE 1 100 1| 100
TOTAL 1 100 1 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION
PACI FICAI;\’:I(E)'I;AIEE’\,IAYS&JRANCE INFORMATION
FURNISHED/EXPANDED TOTAL
NMBR PCT NMBR [ PCT
REASON
UNSATISFACTORY SETTLEMENT/OFFER 1 100 1| 100
TOTAL 1 100 1| 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,

BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES

BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

PACIFICARE OF OREGON, INC.

DISPOSITION

POLICY

ISSUED/RSTRD

COMPROMISED
STLMNT/RSLTN

REFUND

COVERAGE
EXTENDED

CLAIM
REOPENED

NMBR PCT

NMBR

PCT

NMBR

PCT

NMBR

PCT

NMBR | PCT

REASON

PREMIUM & RATING

REFUSAL TO INSURE

33

CANCELLATION

38

13

DELAYS

GROUP CONVERSION

UNSATISFACTORY
SETTLEMENT/OFFER

22

MEDICAL NECESSITY

DENIAL OF CLAIM

COORDINATION OF BENEFITS

PCP REFERRALS

17

17

UTILIZATION REVIEW

EXPERIMENTAL

ASSIGNMENT OF BENEFITS

COST CONTAINMENT

50

OTHER: CLAIM HANDLING

PREMIUM NOTICE/BILLING

INFORMATION REQUESTED

PREMIUM REFUNDED

17

83

PAYMENT NOT CREDITED

ACCESSTO CARE

14

ABUSIVE SERVICE

33

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 2001

PACIFICARE OF OREGON, INC.

DISPOSITION

CANCELLATION
UPHELD

CLAIM
SETTLED

NO ACTION
REQUESTED/REQUIRED

INFORMATION
FURNISHED/EXPANDED

NMBR

PCT

NMBR

PCT

NMBR

PCT

NMBR

PCT

REASON

PREMIUM & RATING

80

REFUSAL TO INSURE

CANCELLATION

13

DELAYS

56

GROUP CONVERSION

100

UNSATISFACTORY
SETTLEMENT/OFFER

22

56

MEDICAL NECESSITY

DENIAL OF CLAIM

10

COORDINATION OF BENEFITS

PCP REFERRALS

33

UTILIZATION REVIEW

50

EXPERIMENTAL

100

ASSIGNMENT OF BENEFITS

100

COST CONTAINMENT

50

OTHER: CLAIM HANDLING

50

PREMIUM NOTICE/BILLING

50

50

INFORMATION REQUESTED

100

PREMIUM REFUNDED

PAYMENT NOT CREDITED

100

ACCESSTO CARE

14

ABUSIVE SERVICE

33

TOTAL

22

24

21

23

SOURCE: RESEARCH AND ANALYSISSECTION, INFORMATION MANAGEMENT DIVISION, OREGON

DEPARTMENT OF CONSUMER AND BUSINESS SERVICES




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

PACIFICARE OF OREGON, INC.

DISPOSITION

DELAY
RESOLVED

ERISA
COMPLIANT

QUESTION
OF FACT

CONTRACT
PROVISION/LEGAL
ISSUE

COMPANY IN
COMPLIANCE

NMBR

PCT

NMBR

PCT

NMBR

PCT

NMBR PCT

NMBR

PCT

REASON

PREMIUM & RATING

REFUSAL TO INSURE

33

CANCELLATION

DELAYS

22

GROUP CONVERSION

UNSATISFACTORY
SETTLEMENT/OFFER

MEDICAL NECESSITY

DENIAL OF CLAIM

COORDINATION OF BENEFITS

PCP REFERRALS

17

17

UTILIZATION REVIEW

EXPERIMENTAL

ASSIGNMENT OF BENEFITS

COST CONTAINMENT

OTHER: CLAIM HANDLING

PREMIUM NOTICE/BILLING

INFORMATION REQUESTED

PREMIUM REFUNDED

PAYMENT NOT CREDITED

ACCESSTO CARE

ABUSIVE SERVICE

TOTAL

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




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,

BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES

BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

PACIFICARE OF OREGON, INC.

DISPOSITION

COMPANY
POSITION
UPHELD

NO

JURISDICTION | RECOVERY

INSUFFICIENT
INFORMATION

TOTAL

NMBR

PCT

NMBR PCT |[NMBR

PCT

NMBR

PCT

NMBR | PCT

REASON

PREMIUM & RATING

20

100

REFUSAL TO INSURE

100

CANCELLATION

100

DELAYS

22

100

GROUP CONVERSION

Pl O©| | w| o

100

UNSATISFACTORY
SETTLEMENT/OFFER

©

100

MEDICAL NECESSITY

50

N

100

DENIAL OF CLAIM

]
o

100

COORDINATION OF BENEFITS

100

100

PCP REFERRALS

100

UTILIZATION REVIEW

100

EXPERIMENTAL

100

ASSIGNMENT OF BENEFITS

100

COST CONTAINMENT

100

OTHER: CLAIM HANDLING

100

PREMIUM NOTICE/BILLING

100

INFORMATION REQUESTED

100

PREMIUM REFUNDED

100

PAYMENT NOT CREDITED

100

ACCESSTO CARE

14

100

ABUSIVE SERVICE

33

WIN|PFP|IO|ININ|IDNIN|[FP]IPRP]IDN]O] R

100

TOTAL

[(e]
w

100

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




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

PAN-AMERICAN DISPOSIT
LIFE |ON
INSURANCE
COMPANY RECOVERY TOTAL
NMBR | PCT |NMBR|PCT

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

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION
PAUL REVERE LIFE INSURANCE CONTRACT
COMPANY PROVISION/LEGAL
ISSUE TOTAL
NMBR PCT NMBR | PCT
REASON
UNSATISFACTORY SETTLEMENT/OFFER 1 100 1| 100
TOTAL 1 100 1| 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

PENN MUTUAL
LIFE DISPOSITION
'(’\:'gllfARPAA'\,'\ﬁE INFORMATION
FURNISHED/EXPANDED | TOTAL

NMBR PCT NMBR | PCT

REASON

CANCELLATION 1 100 1| 100

TOTAL 1 100 1 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

PENN TREATY NETWORK DISPOSITION
AM ER(I:%A'\\AIPNAS:\_IJYRANCE UNABLE TO
REFUND ASSIST TOTAL
NMBR [ PCT [ NMBR | PCT | NMBR | PCT
REASON
MISLEADING ADVERTISING 1| 100 1] 100
PREMIUM REFUNDED 1| 100 1] 100
TOTAL 1 50 1 50 2| 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION

PENN-AMERICA INSURANCE COMPANY ADVISED QUESTION
COMPLAINANT OF FACT 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

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

PENNSYLVANIA D SI gﬁSI T
LIFE INSURANCE
COMPANY RECOVERY TOTAL

NMBR | PCT |NMBR|PCT

REASON
DENIAL OF CLAIM 1 100 1| 100
TOTAL 1 100 1| 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

PHILADELPHIA| DISPOSITI
INDEMNITY ON

IZ%RQNN%E COMPANY IN
COMPLIANCE | TOTAL

NMBR | PCT [NMBR|PCT
REASON
DELAYS 1 100 1] 100
TOTAL 1 100 1] 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION
PHOEN'EE'JEA'HEURANCE UNABLE Td CANCELLATION INFORMATION
ASSIST UPHELD FURNISHED/EXPANDED | TOTAL

NMBR|PCT | NMBR | PCT NMBR PCT  |NMBR|PCT
REASON
PREMIUM & RATING 1 100 1| 100
INFORMATION REQUESTED 1 100 1| 100
COVERAGE QUESTION 1| 100 1| 100
TOTAL 1 33 1 33 1 33 3 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION

PHYSICIANSLIFE INSURANCE COMPANY
COMPANY CLAIM POSITION
SETTLED UPHELD 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

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION

PIONEER LIFE INSURANCE

COMPANY POLICY ADDITIONAL CLAIM NO ACTION
ISSUED/RSTRD PAYMENT REFUND SETTLED REQUESTED/REQUIRED
NMBR PCT |NMBR| PCT [NMBR|PCT |[NMBR| PCT NMBR PCT
REASON

REFUSAL TO INSURE

CANCELLATION

DELAYS 2| 67
DENIAL OF CLAIM 1 13
INFORMATION REQUESTED
PREMIUM REFUNDED 2| 67 1 3
COMPANY/AGENT DISPUTE 1 100
TOTAL 1 5 1 5 2 11 2 11 1 5
DISPOSITION
PIONEER LIFE INSURANCE CONTRACT
COMPANY INFORMATION PROVISION/LEGAL
FURNISHED/EXPANDED ISSUE RECOVERY | TOTAL
NMBR PCT NMBR PCT |[NMBR| PCT [NMBR|PCT
RE ASON
REFUSAL TO INSURE 1 100 1| 100
CANCELLATION 1 100 1] 100
DELAYS 1 33 3( 100
DENIAL OF CLAIM 3 38 1 13 3 38 8| 100
INFORMATION REQUESTED 1 50 1 50 2| 100
PREMIUM REFUNDED 3| 100
COMPANY/AGENT DISPUTE 1 100
TOTAL 6 32 2 11 4 21 19| 100

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




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION
INSF;JRR'X'NECRéCCAob:EiNY ADVISED UNABLE TO INFORMATION
COMPLAINANT | ASSIST | FURNISHED/EXPANDED | TOTAL
NMBR | PCT |NMBR|[PCT| NMBR PCT  |NMBR|PCT
REASON
CASH VALUE 1| 100 1| 100
INFORMATION REQUESTED 1 100 1| 100
COVERAGE QUESTION 1 100 1| 100
TOTAL 1 33 1 33 1 33 3 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITIO N
PRINCIPAL LIFE INSURANCE FILED CONTRACT
COMPANY UNABLETO CLAIM SUIT/RETAINED INFORMATION PROVISION/LEGAL
ASSIST SETTLED ATTORNEY FURNISHED/EXPANDED ISSUE
NMBR | PCT [ NMBR | PCT | NMBR PCT NMBR PCT NMBR PCT
REASON
DELAYS 1 100
AGENT HANDLING 1 100
UNSATISFACTORY
SETTLEMENT/OFFER 1 100
DENIAL OF CLAIM 1| 100
INFORMATION REQUESTED 1 50 1 50
TOTAL 1 17 1 17 1 17 2 33 1 17
PRINCIPAL LIFE INSURANCE
COMPANY
TOTAL
NMBR [ PCT

REASON

DELAYS 1| 100

AGENT HANDLING 1| 100

UNSATISFACTORY

SETTLEMENT/OFFER 1| 100

DENIAL OF CLAIM 1| 100

INFORMATION REQUESTED 2| 100

TOTAL 6| 100

SOURCE: RESEARCH AND ANALYSISSECTION, INFORMATION MANAGEMENT DIVISION, OREGON

DEPARTMENT OF CONSUMER AND BUSINESS SERVICES




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,

BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES

BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

PROGRESSIVE CASUALTY
INSURANCE COMPANY

DISPOSITION

ADVISED
COMPLAINANT

COMPROMISED

CLAIM

STLMNT/RSLTN REFUND SETTLED

NO ACTION

REQUESTED/REQUIRED

NMBR

PCT

NMBR

PCT NMBR | PCT | NMBR

PCT

NMBR PCT

REASON

PREMIUM & RATING

14

CANCELLATION

17

CREDIT REPORTING

DELAYS

21

OTHER: UNDERWRITING

100

UNSATISFACTORY
SETTLEMENT/OFFER

12

MEDICAL NECESSITY

POST CLAIM UNDERWRITING

SUBROGATION

100

DENIAL OF CLAIM

USUAL, CUSTOMARY,
REASONABLE

OTHER: CLAIM HANDLING

14

PREMIUM REFUNDED

33

OTHER: POLICYHOLDER SERVICE

TOTAL

10

10

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




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSI TION

PROGRESSIVE CASUALTY UNDERWRITING PREMIUM
INSURANCE COMPANY PRACTICE INFORMATION DELAY PROBLEM QUESTION
RESOLVED FURNISHED/EXPANDED | RESOLVED RESOLVED OF FACT

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

REASON

PREMIUM & RATING

CANCELLATION 1 17 1 17 2 33

CREDIT REPORTING 1 100

DELAYS 3 21 2 14

OTHER: UNDERWRITING

UNSATISFACTORY

SETTLEMENT/OFFER 2 6 14 42

MEDICAL NECESSITY

POST CLAIM UNDERWRITING

SUBROGATION

DENIAL OF CLAIM 2 9 1 4 10 43

USUAL, CUSTOMARY,

REASONABLE

OTHER: CLAIM HANDLING 1 14 2 29

PREMIUM REFUNDED

OTHER: POLICYHOLDER SERVICE

TOTAL 1 1 6 6 4 4 1 1 30 30

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




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,

BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES

BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPO SITION

PROGRESSIVE CASUALTY RATING CONTRACT COMPANY
INSURANCE COMPANY PROBLEM PROVISION/LEGAL COMPANY IN POSITION
RESOLVED ISSUE COMPLIANCE UPHELD RECOVERY
NMBR | PCT NMBR PCT NMBR | PCT [NMBR| PCT |NMBR| PCT
REASON
PREMIUM & RATING 1 14 3 43

CANCELLATION

17

CREDIT REPORTING

DELAYS

14

14

OTHER: UNDERWRITING

UNSATISFACTORY
SETTLEMENT/OFFER

12

12

MEDICAL NECESSITY

100

POST CLAIM UNDERWRITING

100

SUBROGATION

DENIAL OF CLAIM

26

USUAL, CUSTOMARY,
REASONABLE

100

OTHER: CLAIM HANDLING

14

PREMIUM REFUNDED

67

OTHER: POLICYHOLDER SERVICE

100

TOTAL

18

18

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




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DIS POSITION
PROGRESSIVE CASUALTY
INSURANCE COMPANY INSUFFICIENT

INFORMATION OTHER TOTAL

NMBR PCT [NMBR|PCT |NMBR|PCT
REASON
PREMIUM & RATING 1 14 7| 100
CANCELLATION 6| 100
CREDIT REPORTING 1| 100
DELAYS 14| 100
OTHER: UNDERWRITING 1| 100
UNSATISFACTORY
SETTLEMENT/OFFER 33| 100
MEDICAL NECESSITY 1| 100
POST CLAIM UNDERWRITING 1| 100
SUBROGATION 1| 100
DENIAL OF CLAIM 23| 100
USUAL, CUSTOMARY,
REASONABLE 1| 100
OTHER: CLAIM HANDLING 1 14 1 14 7| 100
PREMIUM REFUNDED 3| 100
OTHER: POLICYHOLDER SERVICE 1| 100
TOTAL 1 1 2 2 100| 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

PROGRESSIVE DISPOSIT

CLASSIC ION
IZ%RQNN%E QUESTION
OF FACT TOTAL
NMBR| PCT |NMBR|PCT
REASON
DENIAL OF CLAIM 1| 100 1| 100
TOTAL 1 100 1 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSI TION
PROGRESSIVE HALCYON INSURANCE PREMIUM
COMPANY POLICY COVERAGE PROBLEM
ISSUED/RSTRD REFUND EXTENDED RESOLVED
NMBR PCT |NMBR|PCT [NMBR| PCT |NMBR| PCT
REASON
PREMIUM & RATING 1 20 2 40
DELAYS
UNSATISFACTORY SETTLEMENT/OFFER
DENIAL OF CLAIM 1 25
PREMIUM NOTICE/BILLING 1 33
PREMIUM REFUNDED 1 50
TOTAL 1 6 3 18 1 6 1 6
DISPOSITION
PROGRESSIVE HALCYON INSURANCE COMPANY
COMPANY QUESTION COMPANY IN POSITION
OF FACT COMPLIANCE UPHELD RECOVERY TOTAL
NMBR | PCT | NMBR | PCT |[NMBR| PCT |[NMBR| PCT [NMBR|PCT
REASON
PREMIUM & RATING 1 20 1 20 5( 100
DELAYS 2 100 2| 100
UNSATISFACTORY SETTLEMENT/OFFER 1 100 1| 100
DENIAL OF CLAIM 1 25 2 50 4( 100
PREMIUM NOTICE/BILLING 1 33 1 33 3| 100
PREMIUM REFUNDED 1 50 2| 100
TOTAL 2 12 1 6 7 41 1 6 17| 100

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




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITI

O

N

PROGRESSIVE NORTHERN INSURANCE
COMPANY

ADVISED
COMPLAINANT

REFUND

CLAIM
SETTLED

INFORMATION

FURNISHED/EXPANDED

PREMIUM
PROBLEM
RESOLVED

NMBR

PCT

NMBR

PCT

NMBR

PCT

NMBR

PCT

NMBR | PCT

REASON

PREMIUM & RATING

25

2 50

CANCELLATION

DELAYS

100

OTHER: UNDERWRITING

UNSATISFACTORY
SETTLEMENT/OFFER

100

DENIAL OF CLAIM

50

OTHER: CLAIM HANDLING

PREMIUM NOTICE/BILLING

1 100

INFORMATION REQUESTED

100

TOTAL

15

2 15

15

DISPOSITION

PROGRESSIVE NORTHERN INSURANCE
COMPANY

COMPANY IN
COMPLIANCE

COMPANY
POSITION
UPHELD

RECOVERY

OTHER

TOTAL

NMBR

PCT

NMBR

PCT

NMBR

PCT

NMBR | PCT

NMBR

PCT

REASON
PREMIUM & RATING

100

CANCELLATION

100

100

DELAYS

100

OTHER: UNDERWRITING

100

Rl ] >

100

UNSATISFACTORY
SETTLEMENT/OFFER

100

DENIAL OF CLAIM

100

OTHER: CLAIM HANDLING

1] 100

100

PREMIUM NOTICE/BILLING

100

INFORMATION REQUESTED

Rl PR

100

TOTAL

13| 100

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




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION

PROGRESSIVE
NORTHWESTERN REFERRED
INSURANCE COMPANY COMPROMISED UNABLETO| TO PROPER| COMPANY IN

STLMNT/RSLTN REFUND ASSIST AGENCY COMPLIANCE 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

AGENT HANDLING 1| 100 1| 100

DENIAL OF CLAIM 1 100 1| 100

OTHER: CLAIM HANDLING 1 100 1| 100

COVERAGE QUESTION 1| 100 1| 100

TOTAL 1 17 2 33 1 17 1 17 1 17 6| 100

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




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION

PROGRESSIVE PREFERRED COMPANY
INSURANCE COMPANY INFORMATION POSITION
FURNISHED/EXPANDED UPHELD TOTAL
NMBR PCT NMBR| PCT |NMBR | PCT
REASON
PREMIUM & RATING 1 100 100

AGENT HANDLING
DENIAL OF CLAIM
PREMIUM NOTICE/BILLING
TOTAL 1 25

100 100

100 100

100 100

[ I I
N

75 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

PROGRESSIVE DISPOSITIO

SPECIALTY N
INSURANCE
COMPANY ADVISED

COMPLAINANT TOTAL
NMBR PCT |NMBR|PCT

REASON
PREMIUM & RATING 1 100 1| 100
TOTAL 1 100 1| 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

PROGRESSIVE WEST DISPOSITION

INSURANCE COMPANY

COMPANY QUESTION COMPANY IN POSITION

OF FACT COMPLIANCE UPHELD TOTAL
NMBR| PCT | NMBR | PCT [NMBR| PCT |NMBR |PCT

REASON
PREMIUM & RATING 1 33 2 67 3| 100
DENIAL OF CLAIM 2 100 2| 100
TOTAL 2 40 1 20 2 40 5| 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPO SIT
PROTECTIVE 'ON
INSURANCE COMPANY
COMPANY POSITION
UPHELD TOTAL
NMBR| PCT |NMBR|PCT
REASON
PREMIUM & RATING 1 100 1] 100
TOTAL 1 100 1] 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

PROTECTIVE LIFE DISP OSITION
INSURANCE CONTRACT
COMPANY COMPROMISED CLAIM PROVISION/LEGAL
STLMNT/RSLTN SETTLED ISSUE TOTAL
NMBR PCT NMBR | PCT NMBR PCT NMBR [ PCT
REASON
DELAYS 1 50 1 50 2| 100
DENIAL OF CLAIM 2 100 2| 100
COVERAGE QUESTION 1| 100 1| 100
TOTAL 1 20 1 20 3 60 5| 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

PROVIDENCE HEALTH
PLAN

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

50

REFUSAL TO INSURE

CANCELLATION

25

DELAYS

GROUP CONVERSION

CONTINUATION OF
BENEFITS

MISREPRESENTATION

1 100

UNSATISFACTORY
SETTLEMENT/OFFER

MEDICAL NECESSITY

DENIAL OF CLAIM

COORDINATION OF
BENEFITS

1 100

PCP REFERRALS

UTILIZATION REVIEW

ASSIGNMENT OF
BENEFITS

50

COST CONTAINMENT

OTHER: CLAIM
HANDLING

PREMIUM
NOTICE/BILLING

INFORMATION
REQUESTED

PREMIUM REFUNDED

50

PAYMENT NOT
CREDITED

COVERAGE QUESTION

ACCESSTO CARE

QUALITY OF CARE

ABUSIVE SERVICE

TOTAL

10 8

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




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,

BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES

BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

PROVIDENCE HEALTH
PLAN

DISPOSITION

UNABLETO
ASSIST

CLAIM
REOPENED

CANCELLATION

UPHELD

CLAIM
SETTLED

REFERRED
TO PROPER
AGENCY

INFORMATION
FURNISHED/EXPANDED

NMBR | PCT

NMBR | PCT

NMBR PCT

NMBR

PCT

NMBR | PCT

NMBR PCT

REASON

PREMIUM & RATING

REFUSAL TO INSURE

CANCELLATION

DELAYS

71

GROUP CONVERSION

CONTINUATION OF
BENEFITS

MISREPRESENTATION

UNSATISFACTORY
SETTLEMENT/OFFER

27

MEDICAL NECESSITY

DENIAL OF CLAIM

14

COORDINATION OF
BENEFITS

PCP REFERRALS

17

UTILIZATION REVIEW

ASSIGNMENT OF
BENEFITS

COST CONTAINMENT

OTHER: CLAIM
HANDLING

PREMIUM
NOTICE/BILLING

INFORMATION
REQUESTED

2 100

PREMIUM REFUNDED

PAYMENT NOT
CREDITED

COVERAGE QUESTION

ACCESSTO CARE

QUALITY OF CARE

ABUSIVE SERVICE

1 100

TOTAL

16

12

24 18

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




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,

BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

PROVIDENCE HEALTH
PLAN

DISPOSITIO N

DELAY
RESOLVED

PREMIUM
PROBLEM
RESOLVED

ERISA
COMPLIANT

REFERRED FOR
DISCIPLINARY
ACTION

QUESTION
OF FACT

RATING
PROBLEM
RESOLVED

NMBR | PCT

NMBR | PCT

NMBR | PCT

NMBR PCT

NMBR| PCT

NMBR | PCT

REASON

PREMIUM & RATING

REFUSAL TO INSURE

CANCELLATION

DELAYS

GROUP CONVERSION

CONTINUATION OF
BENEFITS

MISREPRESENTATION

UNSATISFACTORY
SETTLEMENT/OFFER

MEDICAL NECESSITY

DENIAL OF CLAIM

COORDINATION OF
BENEFITS

PCP REFERRALS

UTILIZATION REVIEW

ASSIGNMENT OF
BENEFITS

COST CONTAINMENT

OTHER: CLAIM
HANDLING

PREMIUM
NOTICE/BILLING

INFORMATION
REQUESTED

PREMIUM REFUNDED

PAYMENT NOT
CREDITED

COVERAGE QUESTION

ACCESSTO CARE

QUALITY OF CARE

ABUSIVE SERVICE

TOTAL

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




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITIO N
PROVIDENCE HEALTH CONTRACT COMPANY
PLAN PROVISION/LEGAL COMPANY IN POSITION NO
ISSUE COMPLIANCE UPHELD JURISDICTION TOTAL

NMBR PCT NMBR | PCT [NMBR| PCT | NMBR PCT |[NMBR|PCT
REASON
PREMIUM & RATING 2| 100
REFUSAL TO INSURE 5( 100
CANCELLATION 4 20 3 15 20| 100
DELAYS 1 14 7| 100
GROUP CONVERSION 1 100 1| 100
CONTINUATION OF
BENEFITS 1 100 1| 100
MISREPRESENTATION 1| 100
UNSATISFACTORY
SETTLEMENT/OFFER 3 27 11| 100
MEDICAL NECESSITY 1 25 2 50 4( 100
DENIAL OF CLAIM 10 23 2 5 4 9 2 5 43| 100
COORDINATION OF
BENEFITS 1| 100
PCP REFERRALS 1 17 6| 100
UTILIZATION REVIEW 3 75 4( 100
ASSIGNMENT OF
BENEFITS 1 50 2| 100
COST CONTAINMENT 1 100 1| 100
OTHER: CLAIM
HANDLING 1 50 1 50 2| 100
PREMIUM
NOTICE/BILLING 1 50 2| 100
INFORMATION
REQUESTED 2| 100
PREMIUM REFUNDED 1 50 2| 100
PAYMENT NOT
CREDITED 1 100 1| 100
COVERAGE QUESTION 1 33 1 33 3| 100
ACCESSTO CARE 1 11 9| 100
QUALITY OF CARE 2 100 2| 100
ABUSIVE SERVICE 1| 100
TOTAL 26 20 8 6 12 9 4 3 133| 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION
PROVIDENT LIFE & ACCIDENT CONTRACT COMPANY
INSURANCE COMPANY CLAIM PROVISION/LEGAL POSITION
SETTLED ISSUE UPHELD TOTAL
NMBR | PCT NMBR PCT NMBR | PCT | NMBR | PCT
REASON

DELAYS 1 100 1| 100
UNSATISFACTORY SETTLEMENT/OFFER 1 100 1| 100
DENIAL OF CLAIM 1 100 1| 100
TOTAL 1 33 1 33 1 33 3 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

PRUDENTIAL INSURANCE
COMPANY OF AMERICA

DISPOSITION

ADVISED
COMPLAINANT

FILED

COMPROMISED CLAIM SUIT/RETAINED
STLMNT/RSLTN REFUND SETTLED ATTORNEY

NMBR PCT

NMBR

PCT NMBR | PCT [NMBR | PCT | NMBR PCT

REASON

REFUSAL TO INSURE

DELAYS

OTHER: UNDERWRITING

1 100

DENIAL OF CLAIM

USUAL, CUSTOMARY, REASONABLE

PREMIUM NOTICE/BILLING

CASH VALUE

DELAYS/NO RESPONSE

INFORMATION REQUESTED

25

PREMIUM REFUNDED

1| 100

NONFORFEITURE

PAYMENT NOT CREDITED

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 2001

DIS POSITION
PRUDENTIAL INSURANCE PREMIUM CONTRACT
COMPANY OF AMERICA INFORMATION DELAY PROBLEM PROVISION/LEGAL
FURNISHED/EXPANDED | RESOLVED RESOLVED ISSUE
NMBR PCT NMBR| PCT [NMBR| PCT NMBR PCT
REASON
REFUSAL TO INSURE 1 100
DELAYS
OTHER: UNDERWRITING
DENIAL OF CLAIM 1 50
USUAL, CUSTOMARY, REASONABLE 1 100
PREMIUM NOTICE/BILLING 1 50 1 50
CASH VALUE 1 33
DELAYS/NO RESPONSE 1 50
INFORMATION REQUESTED 2 50 1 25
PREMIUM REFUNDED
NONFORFEITURE 1 100
PAYMENT NOT CREDITED 1 100
ABUSIVE SERVICE 1 100
TOTAL 7 32 2 9 1 5 3 14

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DIS POSITION

PRUDENTIAL INSURANCE COMPANY
COMPANY OF AMERICA POSITION
UPHELD RECOVERY TOTAL

NMBR| PCT |NMBR| PCT [NMBR|PCT

REASON

REFUSAL TO INSURE
DELAYS

OTHER: UNDERWRITING
DENIAL OF CLAIM 1 50
USUAL, CUSTOMARY, REASONABLH
PREMIUM NOTICE/BILLING

CASH VALUE 1 33
DELAYS/NO RESPONSE
INFORMATION REQUESTED
PREMIUM REFUNDED
NONFORFEITURE
PAYMENT NOT CREDITED
ABUSIVE SERVICE

TOTAL 1 5 1 5

100

100

100

100

100

100

100

100

100

100

100

100

Rrlrlr]lr]a[dM] ORI R]INM] R

100

N
N

100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

PRUDENTIAL PROPERTY

DISPOSITION

AND CASUALTY REFERRED FOR COMPANY
INSURANCE COMPANY COMPROMISED [UNABLETO | DISCIPLINARY QUESTION POSITION
STLMNT/RSLTN ASSIST ACTION OF FACT UPHELD TOTAL
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 1| 100 1| 100
OTHER:MRKTNG & SALES 6 100 6| 100
COMPANY/AGENT DISPUTE 1 100 1| 100
TOTAL 1 8 1 8 1 8 7 58 2 17 12| 100

SOURCE: RESEARCH AND ANALYSISSECTION, INFORMATION MANAGEMENT DIVISION, OREGON

DEPARTMENT OF CONSUMER AND BUSINESS SERVICES




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION

QBE INSURANCE PREMIUM
CORPORATION DELAY PROBLEM
RESOLVED RESOLVED TOTAL

NMBR| PCT [NMBR| PCT |NMBR|PCT
REASON
PREMIUM & RATING 1 100 1| 100
PREMIUM NOTICE/BILLING 1 100 1| 100
TOTAL 1 50 1 50 2| 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION
REASSURE AMERICA LIEE |~ urormarion i
FURNISHED/EXPANDED | JURISDICTION TOTAL
NMBR PCT NMBR PCT NMBR | PCT
REASON
INFORMATION REQUESTED 1 50 1 50 2| 100
TOTAL 1 50 1 50 2 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITI ON
RED SHIELD INSURANCE
COMPANY POLICY ADVISED COMPROMISED CLAIM
ISSUED/RSTRD | COMPLAINANT | STLMNT/RSLTN REFUND SETTLED
NMBR PCT NMBR PCT NMBR PCT NMBR | PCT [ NMBR | PCT
REASON
PREMIUM & RATING 1 100
CANCELLATION 1 33 1 33
DELAYS 1 50 1 50
OTHER: UNDERWRITING
UNSATISFACTORY
SETTLEMENT/OFFER
TOTAL 1 10 1 10 1 10 1 10 1 10
DISPOSITION
RED SHIELD INSURANCE CONTRACT COMPANY
COMPANY INFORMATION PROVISION/LEGAL POSITION NO
FURNISHED/EXPANDED ISSUE UPHELD JURISDICTION TOTAL
NMBR PCT NMBR PCT NMBR| PCT | NMBR PCT |NMBR |PCT
REASON
PREMIUM & RATING 1| 100
CANCELLATION 1 33 3| 100
DELAYS 2| 100
OTHER: UNDERWRITING 1 100 1| 100
UNSATISFACTORY
SETTLEMENT/OFFER 1 33 2 67 3| 100
TOTAL 1 10 1 10 2 20 1 10 10| 100

SOURCE: RESEARCH AND ANALYSISSECTION, INFORMATION MANAGEMENT DIVISION, OREGON

DEPARTMENT OF CONSUMER AND BUSINESS SERVICES




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSIT
ION
REGAL INSURANCE COMPANY QUESTION
OF FACT TOTAL
NMBR| PCT [NMBR|PCT
REASON
UNSATISFACTORY SETTLEMENT/OFFER 1| 100 1| 100
TOTAL 1 100 1 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

REGENCE BLUECROSS
BLUESHIELD OF
OREGON

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

17

CANCELLATION

36

DELAYS

AUDIT DISPUTE

100

RECISSION

10

ENDORSEMENT/RIDER

GROUP CONVERSION

CONTINUATION OF
BENEFITS

100

MISLEADING
ADVERTISING

UNSATISFACTORY
SETTLEMENT/OFFER

MEDICAL NECESSITY

POST CLAIM
UNDERWRITING

33

SUBROGATION

DENIAL OF CLAIM

12

13

USUAL, CUSTOMARY,
REASONABLE

COORDINATION OF
BENEFITS

PCP REFERRALS

30

UTILIZATION REVIEW

EXPERIMENTAL

ASSIGNMENT OF
BENEFITS

COST CONTAINMENT

OTHER: CLAIM
HANDLING

PREMIUM
NOTICE/BILLING

20

20

DELAYS/NO RESPONSE

INFORMATION
REQUESTED

PREMIUM REFUNDED

50

(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 2001

REGENCE BLUECROSS

DISPOSITION

BLUESHIELD OF REFERRED
OREGON UNABLETO CLAIM CANCELLATION CLAIM TO PROPER INFORMATION
ASSIST REOPENED UPHELD SETTLED AGENCY FURNISHED/EXPANDED
NMBR | PCT [NMBR| PCT | NMBR PCT NMBR [ PCT |NMBR| PCT NMBR PCT
REASON
PREMIUM & RATING 1 6 8 47
REFUSAL TO INSURE 2 8 1 4 17
CANCELLATION 1 9 1
DELAYS 12 48 2 8
AUDIT DISPUTE
RECISSION 2 20
ENDORSEMENT/RIDER 1 100
GROUP CONVERSION
CONTINUATION OF
BENEFITS
MISLEADING
ADVERTISING 1 100
UNSATISFACTORY
SETTLEMENT/OFFER 1 2 11 24 1 2 9 20
MEDICAL NECESSITY 1 2 17 5 42
POST CLAIM
UNDERWRITING 2 22 1 11
SUBROGATION 1 50 1 50
DENIAL OF CLAIM 2 2 1 17 19 1 12 13
USUAL, CUSTOMARY,
REASONABLE 1 50
COORDINATION OF
BENEFITS 6 50 2 17
PCP REFERRALS 1 10 2 20
UTILIZATION REVIEW 3 43
EXPERIMENTAL
ASSIGNMENT OF
BENEFITS 1| 100
COST CONTAINMENT 3 23 1 8
OTHER: CLAIM
HANDLING 1 33
PREMIUM
NOTICE/BILLING 1 20 1 20
DELAYS/NO RESPONSE
INFORMATION
REQUESTED 1 13 6 75
PREMIUM REFUNDED

(Continued)

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




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,

BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

REGENCE BLUECROSS
BLUESHIELD OF
OREGON

DISPOSITION

DELAY
RESOLVED

PREMIUM
PROBLEM
RESOLVED

ERISA
COMPLIANT

REFERRED FOR
DISCIPLINARY
ACTION

QUESTION
OF FACT

RATING
PROBLEM
RESOLVED

NMBR | PCT

NMBR | PCT

NMBR | PCT

NMBR PCT

NMBR| PCT

NMBR | PCT

R EASON

PREMIUM & RATING

REFUSAL TO INSURE

CANCELLATION

DELAYS

AUDIT DISPUTE

RECISSION

ENDORSEMENT/RIDER

GROUP CONVERSION

CONTINUATION OF
BENEFITS

MISLEADING
ADVERTISING

UNSATISFACTORY
SETTLEMENT/OFFER

MEDICAL NECESSITY

POST CLAIM
UNDERWRITING

SUBROGATION

DENIAL OF CLAIM

USUAL, CUSTOMARY,
REASONABLE

COORDINATION OF
BENEFITS

PCP REFERRALS

UTILIZATION REVIEW

EXPERIMENTAL

ASSIGNMENT OF
BENEFITS

COST CONTAINMENT

OTHER: CLAIM
HANDLING

PREMIUM
NOTICE/BILLING

DELAYS/NO RESPONSE

1 100

INFORMATION
REQUESTED

PREMIUM REFUNDED

(Continued)

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




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,

BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES

BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

REGENCE BLUECROSS
BLUESHIELD OF
OREGON

DISPOSITION

ISSUE

CONTRACT
PROVISION/LEGAL

COMPANY IN
COMPLIANCE

COMPANY
POSITION
UPHELD

NO

JURISDICTION

RECOVERY

TOTAL

NMBR

PCT

NMBR

PCT

NMBR

PCT

NMBR

PCT

NMBR

PCT

NMBR

PCT

REASON

PREMIUM & RATING

24

17

100

REFUSAL TO INSURE

13

21

24

100

CANCELLATION

27

11

100

DELAYS

NN

25

100

AUDIT DISPUTE

100

RECISSION

30

10

30

10

100

ENDORSEMENT/RIDER

100

GROUP CONVERSION

100

100

CONTINUATION OF
BENEFITS

100

MISLEADING
ADVERTISING

100

UNSATISFACTORY
SETTLEMENT/OFFER

15

46

100

MEDICAL NECESSITY

12

100

POST CLAIM
UNDERWRITING

11

11

100

SUBROGATION

100

DENIAL OF CLAIM

12

13

12

13

89

100

USUAL, CUSTOMARY,
REASONABLE

50

100

COORDINATION OF
BENEFITS

17

12

100

PCP REFERRALS

20

20

10

100

UTILIZATION REVIEW

29

14

100

EXPERIMENTAL

RPI NN P

100

100

ASSIGNMENT OF
BENEFITS

100

COST CONTAINMENT

23

15

100

OTHER: CLAIM
HANDLING

33

33

100

PREMIUM
NOTICE/BILLING

20

100

DELAYS/NO RESPONSE

100

INFORMATION
REQUESTED

13

100

PREMIUM REFUNDED

50

100

(Continued)

SOURCE: RESEARCH AND ANALYSISSECTION, INFORMATION MANAGEMENT DIVISION, OREGON

DEPARTMENT OF CONSUMER AND BUSINESS SERVICES




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION

REGENCE BLUECROSS
BLUESHIELD OF
OREGON

POLICY
ISSUED/RSTRD

ADVISED

COMPLAINANT

COMPROMISED | ADDITIONAL

STLMNT/RSLTN

COVERAGE
EXTENDED

NMBR

NMBR

PCT NMBR

PCT

REASON

PAYMENT NOT
CREDITED

33

COVERAGE QUESTION

ACCESSTO CARE

17

TOTAL

11

11

SOURCE: RESEARCH AND ANALYSISSECTION, INFORMATION MANAGEMENT DIVISION, OREGON

DEPARTMENT OF CONSUMER AND BUSINESS SERVICES




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,

BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES

BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

REGENCE BLUECROSS DISPOSITION
BLUESHIELD OF REFERRED
OREGON UNABLETO CLAIM CANCELLATION CLAIM TO PROPER INFORMATION
ASSIST REOPENED UPHELD SETTLED AGENCY FURNISHED/EXPANDED
NMBR | PCT [NMBR| PCT | NMBR PCT NMBR [ PCT |NMBR| PCT NMBR PCT
REASON
PAYMENT NOT
CREDITED
COVERAGE QUESTION 20
ACCESSTO CARE 83
TOTAL 10 3 2 2 1 60 18 2 19

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




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,

BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

REGENCE BLUECROSS DISPOSITION
BLUESHIELD OF PREMIUM REFERRED FOR RATING
OREGON DELAY PROBLEM ERISA DISCIPLINARY QUESTION PROBLEM
RESOLVED RESOLVED | COMPLIANT ACTION OF FACT RESOLVED
NMBR| PCT [NMBR| PCT [NMBR| PCT | NMBR PCT |[NMBR| PCT |NMBR| PCT
R EASON
PAYMENT NOT
CREDITED 1 33
COVERAGE QUESTION
ACCESSTO CARE
TOTAL 4 1 1 0 2 1 0 4 1

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




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,

BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

REGENCE BLUECROSS

DISPOSITION

BLUESHIELD OF CONTRACT COMPANY
OREGON PROVISION/LEGAL COMPANY IN POSITION NO
ISSUE COMPLIANCE UPHELD JURISDICTION | RECOVERY TOTAL

NMBR PCT NMBR | PCT [NMBR| PCT | NMBR PCT |NMBR| PCT [NMBR|PCT
REASON
PAYMENT NOT
CREDITED 1 33 3| 100
COVERAGE QUESTION 1 20 1 20 5( 100
ACCESSTO CARE 6| 100
TOTAL 42 13 16 40 12 4 1 9 331| 100

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




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

REGENCE HM O OREGON

DISPOSITION

POLICY
ISSUED/RSTRD

ADVISED COMPROMISED | ADDITIONAL |UNABLETO
COMPLAINANT | STLMNT/RSLTN PAYMENT ASSIST

NMBR PCT

NMBR PCT NMBR PCT NMBR [ PCT [NMBR

PCT

REAS ON

PREMIUM & RATING

CANCELLATION

NONRENEWAL

1 100

DELAYS

RECISSION

GROUP CONVERSION

CONTINUATION OF BENEFITS

1 100

MISLEADING ADVERTISING

UNSATISFACTORY
SETTLEMENT/OFFER

MEDICAL NECESSITY

POST CLAIM UNDERWRITING

67

DENIAL OF CLAIM

USUAL, CUSTOMARY,
REASONABLE

1 100

PCP REFERRALS

COST CONTAINMENT

PREMIUM NOTICE/BILLING

1 100

INFORMATION REQUESTED

PAYMENT NOT CREDITED

COVERAGE QUESTION

ACCESSTO CARE

33

QUALITY OF CARE

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 2001

DISPOSITION

REGENCE HM O OREGON

CANCELLATION
UPHELD

CLAIM
SETTLED

INFORMATION
FURNISHED/EXPANDED

QUESTION
OF FACT

CONTRACT
PROVISION/LEGAL

ISSUE

NMBR PCT

NMBR

PCT

NMBR

PCT

NMBR

PCT

NMBR

PCT

REASON

PREMIUM & RATING

75

CANCELLATION

2 100

NONRENEWAL

DELAYS

67

33

RECISSION

GROUP CONVERSION

100

CONTINUATION OF BENEFITS

MISLEADING ADVERTISING

100

UNSATISFACTORY
SETTLEMENT/OFFER

25

25

25

MEDICAL NECESSITY

20

20

POST CLAIM UNDERWRITING

DENIAL OF CLAIM

24

12

12

USUAL, CUSTOMARY,
REASONABLE

PCP REFERRALS

75

COST CONTAINMENT

50

50

PREMIUM NOTICE/BILLING

INFORMATION REQUESTED

100

PAYMENT NOT CREDITED

100

COVERAGE QUESTION

50

50

ACCESSTO CARE

33

33

QUALITY OF CARE

TOTAL

19

23

16

20

10

12

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




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION

COMPANY
REGENCE HMO OREGON COMPANY IN POSITION NO
COMPLIANCE UPHELD JURISDICTION | RECOVERY TOTAL

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

REASON
PREMIUM & RATING 1 25
CANCELLATION
NONRENEWAL
DELAYS
RECISSION 1 50
GROUP CONVERSION
CONTINUATION OF BENEFITS
MISLEADING ADVERTISING

UNSATISFACTORY
SETTLEMENT/OFFER 1 13 1 13

MEDICAL NECESSITY 1 20
POST CLAIM UNDERWRITING
DENIAL OF CLAIM 2 6 2 6 3 9 1 3

USUAL, CUSTOMARY,
REASONABLE

PCP REFERRALS 1 25
COST CONTAINMENT
PREMIUM NOTICE/BILLING
INFORMATION REQUESTED
PAYMENT NOT CREDITED
COVERAGE QUESTION
ACCESSTO CARE

QUALITY OF CARE 1 100
TOTAL 4 5 6 7 3 4 2 2

100

100

100

100

100

100

100

RPlIRP|INI[N ORI DN] D>

100

100

100

100

gwmoo

100

100

100

100

100

100

100

100

100

Rrlw|[Nd]rRr]lRrRr]IN]AP-

100

[e0]
N

100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISP OSITION
REGENCE LIFE AND HEALTH
INSURANCE COMPANY COMPROMISED | CLAIM INFORMATION
STLMNT/RSLTN | SETTLED | FURNISHED/EXPANDED
NMBR | PCT |[NMBR|PCT| NMBR PCT
REASON
NONRENEWAL 1 100
DELAYS
UNSATISFACTORY SETTLEMENT/OFFER 1 100
DENIAL OF CLAIM 1 25 1| 25
INFORMATION REQUESTED 1 100
TOTAL 1 13 1 13 3 38
DISPOSITION
REGENCE LIFE AND HEALTH CONTRACT
INSURANCE COMPANY PROVISION/LEGAL | COMPANY IN
ISSUE COMPLIANCE | RECOVERY | TOTAL
NMBR PCT [NMBR| PCT |[NMBR| PCT |NMBR|PCT
REASON
NONRENEWAL 1| 100
DELAYS 1 100 1] 100
UNSATISFACTORY SETTLEMENT/OFFER 1 100
DENIAL OF CLAIM 1 25 1 25 4| 100
INFORMATION REQUESTED 1 100
TOTAL 1 13 1 13 1 13 8( 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION
REL'AQS:\EA'P'\LSI:IJYRANCE ADVISED INFORMATION DELAY QUESTION
COMPLAINANT | FURNISHED/EXPANDED | RESOLVED | OF FACT OTHER TOTAL
NMBR | PCT 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 33 2| e 3| 100
OTHER: POLICYHOLDER
SERVICE 1 100 1 100
TOTAL 1 17 1 17 1 17 2 33 1 17 6 100

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




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

RELIANCE
NATIONAL DISPOSITION
NOEMNTY e
COMPLAINANT RECOVERY 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 ANALYSISSECTION, INFORMATION MANAGEMENT DIVISION, OREGON
DEPARTMENT OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

RELIANCE D SIF())ONSI T
STANDARD LIFE
INSURANCE COMPANY
COMPANY POSITION
UPHELD TOTAL
NMBR| PCT |NMBR | PCT

REASON
REFUSAL TO INSURE 1 100 1] 100
TOTAL 1 100 1] 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

RELIASTAR LIFE DISPOSIT 1ON
INSURANCE CONTRACT
COMPANY INFORMATION PROVISION/LEGAL INSUFFICIENT
FURNISHED/EXPANDED ISSUE INFORMATION TOTAL
NMBR PCT NMBR PCT NMBR PCT |[NMBR|PCT
REASON
CASH VALUE 3 60 1 20 1 20 5( 100
PREMIUM REFUNDED 1 100 1| 100
TOTAL 3 50 2 33 1 17 6| 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

RELIASTAR LIFE DISPOSITION
'NSURANNE\E/?(%'\F"QEANY OF INFORMATION
FURNISHED/EXPANDED | TOTAL
NMBR PCT  |NMBR|PCT
REASON
INFORMATION REQUESTED 1 100 1| 100
TOTAL 1 100 1 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION

REPUBLIC WESTERN INSURANCE COMPANY
COMPANY CLAIM DELAY POSITION
SETTLED RESOLVED UPHELD TOTAL
NMBR [ PCT |NMBR| PCT |NMBR| PCT [NMBR|PCT
REASON

DELAYS 1 50 1 50 2| 100
UNSATISFACTORY SETTLEMENT/OFFER 1 100 1| 100
OTHER: CLAIM HANDLING 1 100 1| 100
TOTAL 1 25 1 25 2 50 4( 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

RESOURCE | DI SPOSI

LIFE TION
INSURANCE
COMPANY CLAIM

SETTLED TOTAL
NMBR | PCT |NMBR | PCT

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

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

RLI DISPOSI T

INSURANCE 'ON
COMPANY | RECOVERY TOTAL

NMBR| PCT |NMBR|PCT

REASON
DELAYS 1 100 1] 100
TOTAL 1 100 1] 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

ROCKY MOUNTAIN DISPOSITION
F'RE:%A%ASRI\A(LTY COVERAGE DELAY QUESTION
REFUND | EXTENDED | RESOLVED | OF FACT TOTAL

NMBR| PCT [NMBR| PCT |NMBR| PCT |NMBR| PCT |NMBR|PCT
REASON
PREMIUM & RATING 1| 100 1| 100
AGENT HANDLING 1| 100 1| 100
DENIAL OF CLAIM 1| 100 1| 100
INFORMATION REQUESTED 1| 100 1| 100
PREMIUM REFUNDED 1| 100 1| 100
TOTAL 2 40 1 20 1 20 1 20 5 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION

SAFECO INSURANCE COMPANY
OF AMERICA POLICY ADVISED COVERAGE | UNABLETO CLAIM
ISSUED/RSTRD | COMPLAINANT REFUND EXTENDED ASSIST REOPENED

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

REASON

PREMIUM & RATING

CANCELLATION 2 18

NONRENEWAL 1 8

CREDIT REPORTING

RNl RrR]PR
o]
=
o]

DELAYS

UNSATISFACTORY
SETTLEMENT/OFFER 1 4 3 11

SUBROGATION

DENIAL OF CLAIM 1 13

OTHER: CLAIM HANDLING 1 25

PREMIUM NOTICE/BILLING 1 20

INFORMATION REQUESTED

COVERAGE QUESTION 1| 100

OTHER: POLICYHOLDER
SERVICE

TOTAL 3 3 8 8 6 6 1 1 1 1 4 4

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




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

BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

SAFECO INSURANCE COMPANY

DISPO SITION

UNDERWRITING

OF AMERICA CLAIM NO ACTION PRACTICE INFORMATION
SETTLED REQUESTED/REQUIRED RESOLVED FURNISHED/EXPANDED
NMBR | PCT NMBR PCT NMBR PCT NMBR PCT
REASON

PREMIUM & RATING

CANCELLATION

NONRENEWAL

CREDIT REPORTING

25

DELAYS

21

UNSATISFACTORY
SETTLEMENT/OFFER

11

SUBROGATION

DENIAL OF CLAIM

13

OTHER: CLAIM HANDLING

25

PREMIUM NOTICE/BILLING

INFORMATION REQUESTED

100

COVERAGE QUESTION

OTHER: POLICYHOLDER
SERVICE

TOTAL

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




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSIT ION
SAFECO INSURANCE COMPANY PREMIUM CONTRACT
OF AMERICA DELAY PROBLEM QUESTION PROVISION/LEGAL COMPANY IN
RESOLVED RESOLVED OF FACT ISSUE COMPLIANCE
NMBR| PCT [NMBR| PCT |NMBR| PCT NMBR PCT NMBR | PCT
REASON
PREMIUM & RATING 1 17 1 17
CANCELLATION 1 9 1 9
NONRENEWAL
CREDIT REPORTING
DELAYS 3 21 2 14
UNSATISFACTORY
SETTLEMENT/OFFER 1 4 6 22 1 4 1 4
SUBROGATION
DENIAL OF CLAIM 2 25
OTHER: CLAIM HANDLING
PREMIUM NOTICE/BILLING 1 20 1 20 2 40
INFORMATION REQUESTED
COVERAGE QUESTION
OTHER: POLICYHOLDER
SERVICE 1 100
TOTAL 4 4 2 2 12 13 1 1 6 6

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




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

SAFECO INSURANCE COMPANY

OF AMERICA

DISPOSIT ION

COMPANY
POSITION
UPHELD

NO

JURISDICTION

RECOVERY

INSUFFICIENT
INFORMATION

OTHER

TOTAL

NMBR

PCT

NMBR

PCT

NMBR

PCT

NMBR

PCT

NMBR

PCT

NMBR

PCT

REASO N

PREMIUM & RATING

100

CANCELLATION

45

11

100

NONRENEWAL

75

12

100

CREDIT REPORTING

25

100

DELAYS

N|FR,|O| O

14

14

14

100

UNSATISFACTORY
SETTLEMENT/OFFER

22

27

100

SUBROGATION

100

100

DENIAL OF CLAIM

50

100

OTHER: CLAIM HANDLING

25

25

100

PREMIUM NOTICE/BILLING

100

INFORMATION REQUESTED

100

COVERAGE QUESTION

Rrlr|lols]|lo]| -

100

OTHER: POLICYHOLDER
SERVICE

100

TOTAL

27

28

95

100

SOURCE: RESEARCH AND ANALYSISSECTION, INFORMATION MANAGEMENT DIVISION, OREGON

DEPARTMENT OF CONSUMER AND BUSINESS SERVICES




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION

SAFECO INSURANCE COMPANY
COMPANY OF ILLINOIS ADVISED INFORMATION QUESTION POSITION
COMPLAINANT | FURNISHED/EXPANDED OF FACT UPHELD RECOVERY TOTAL
NMBR PCT NMBR PCT NMBR| PCT |[NMBR| PCT |[NMBR| PCT |NMBR|PCT
REASON
CANCELLATION 1 100 1| 100
CREDIT REPORTING 1 100 1| 100
UNSATISFACTORY
SETTLEMENT/OFFER 1 50 1 50 2| 100
DENIAL OF CLAIM 1 50 1 50 2| 100
TOTAL 1 17 1 17 1 17 2 33 1 17 6| 100

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




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION

SAFECO INSURANCE COMPANY OF COMPANY
OREGON POLICY POSITION
ISSUED/RSTRD UPHELD 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 ANALYSISSECTION, INFORMATION MANAGEMENT DIVISION, OREGON
DEPARTMENT OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

SAFECO LIEE DIS POSITION
INSURANCE CONTRACT
COMPANY INFORMATION PROVISION/LEGAL
FURNISHED/EXPANDED ISSUE TOTAL
NMBR PCT NMBR PCT NMBR | PCT

REASON
GROUP CONVERSION 1 100 1| 100
CASH VALUE 1 100 1| 100
TOTAL 1 50 1 50 2| 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION
REFERRED COMPANY

SAIF CORPORATION ADVISED TO PROPER| POSITION

COMPLAINANT REFUND AGENCY UPHELD TOTAL
NMBR PCT |NMBR|PCT |NMBR| PCT [NMBR| PCT |NMBR |PCT

REASON

PREMIUM & RATING 1| 100 1| 100

REFUSAL TO INSURE 1 100 1| 100

CANCELLATION 2 100 2| 100

OTHER: CLAIM HANDLING 1 100 1| 100

TOTAL 2 40 1 20 1 20 1 20 5( 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

SCOTTSDALE DISPOS ITION
INDEMNITY COMPANY
COMPANY ADVISED UNABLETO| POSITION
COMPLAINANT ASSIST UPHELD TOTAL
NMBR PCT |NMBR|PCT [NMBR| PCT |NMBR|PCT
REASON
CANCELLATION 1 100 1] 100
NONRENEWAL 1| 100 1] 100
DELAYS 1 50 1 50 2| 100
DENIAL OF CLAIM 1 100 1] 100
TOTAL 1 20 1 20 3 60 5( 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

SEABOARD LIFE DISPOSITION
INSURANCE COMPANY OF CONTRACT
AMERICA PROVISION/LEGAL
ISSUE TOTAL
NMBR PCT NMBR | PCT
REASON
ASSIGNMENT OF BENEFITS 1 100 1] 100
TOTAL 1 100 1] 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

SEARSLIFE DISPOS ITION
'(’\:'gllfARPAA'\,'\ﬁE INFORMATION
REFUND | FURNISHED/EXPANDED | TOTAL

NMBR|PCT| NMBR PCT  |[NMBR|PCT
REASON
CASH VALUE 1 100 1| 100
DELAYS/NO RESPONSE 1 100 1| 100
PREMIUM REFUNDED 1| 100 1| 100
TOTAL 1 33 2 67 3 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION

SECURITY LIFE INSURANCE CONTRACT
COMPANY OF AMERICA INFORMATION DELAY QUESTION PROVISION/LEGAL
FURNISHED/EXPANDED | RESOLVED OF FACT ISSUE TOTAL

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

REASON

DELAYS 1 50 1 50 2| 100

UNSATISFACTORY

SETTLEMENT/OFFER 1 50 1 50 2| 100

TOTAL 1 25 1 25 1 25 1 25 4| 100

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




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

SOUTHLAND DISPOSITI
LIFE ON

IZ%RQNN%E COMPANY IN
COMPLIANCE | TOTAL

NMBR | PCT |[NMBR|PCT
REASON
REPLACEMENT 1 100 1] 100
TOTAL 1 100 1] 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

ST.
PAUL FIRE AND
MARINE DISPOSITION
'(’\:'gllfARPAA'\,'\ﬁE NO ACTION
REQUESTED/REQUIRED | TOTAL
NMBR PCT NMBR | PCT
REASON
CANCELLATION 1 100 1| 100
TOTAL 1 100 1 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

ST. DISPOS ITION
PAUL GUAC%[I)J'@M'\\'(SURANCE CLAIM INFORMATION QUESTION
SETTLED | FURNISHED/EXPANDED | OF FACT TOTAL
NMBR| PCT | NMBR PCT  |[NMBR]| PCT |NMBR|PCT
REASON
DELAYS 1 100 1 100
UNSATISFACTORY SETTLEMENT/OFFER 1 50 1| s0 2| 100
TOTAL 1 33 1 33 1 33 3 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

STANDARD FIRE DISPOSITION
comPANY (THE) | cohDVISED T INFORMATION | orat
NMBR PCT NMBR PCT NMBR | PCT
REASON
REFUSAL TO INSURE 1 100 1 100
CREDIT REPORTING 1 100 1 100
TOTAL 1 50 1 50 2 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

STANDARD D SIF())ONSI T

GUARANTY

INSURANCE COMPANY

COMPANY POSITION

UPHELD TOTAL
NMBR| PCT |NMBR | PCT

REASON
CANCELLATION 1 100 1| 100
TOTAL 1 100 1| 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION

STANDARD INSURANCE REFERRED
COMPANY ADVISED COMPROMISED CLAIM TO PROPER INFORMATION
COMPLAINANT | STLMNT/RSLTN SETTLED AGENCY FURNISHED/EXPANDED
NMBR PCT NMBR PCT NMBR | PCT | NMBR| PCT NMBR PCT
REASON
DELAYS 3 33 2 22 2 22
UNSATISFACTORY
SETTLEMENT/OFFER 2 40 1 20 1 20
MEDICAL NECESSITY 1| 100
DENIAL OF CLAIM 1 13 3 38
OTHER: CLAIM
HANDLING
PREMIUM
NOTICE/BILLING 1 100
CASH VALUE 2 50
DELAYS/NO RESPONSE
INFORMATION
REQUESTED 1 25 3 75
NONFORFEITURE 1 100
ABUSIVE SERVICE 1| 100
TOTAL 2 6 3 8 9 25 2 6 9 25

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

DEPARTMENT OF CONSUMER AND BUSINESS SERVICES




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

STANDARD INSURANCE
COMPANY

DISPOSITION

DELAY
RESOLVED

NONFORFEITURE
PROBLEM
RESOLVED

ERISA
COMPLIANT

CONTRACT
PROVISION/LEGAL
ISSUE

COMPANY
POSITION
UPHELD

TOTAL

NMBR | PCT

NMBR PCT

NMBR | PCT

NMBR PCT

NMBR| PCT

NMBR

PCT

REASON

DELAYS

100

UNSATISFACTORY
SETTLEMENT/OFFER

100

MEDICAL NECESSITY

100

DENIAL OF CLAIM

100

OTHER: CLAIM
HANDLING

1 100

100

PREMIUM
NOTICE/BILLING

100

CASH VALUE

100

DELAYS/NO RESPONSE

1 100

100

INFORMATION
REQUESTED

100

NONFORFEITURE

100

ABUSIVE SERVICE

100

TOTAL

36

100

SOURCE: RESEARCH AND ANALYSISSECTION, INFORMATION MANAGEMENT DIVISION, OREGON

DEPARTMENT OF CONSUMER AND BUSINESS SERVICES




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

STANDARD LIFE
AND ACCIDENT DISPOSITION
INSURANCE CONTRACT
COMPANY PROVISION/LEGAL
ISSUE TOTAL
NMBR PCT NMBR | PCT
REASON
DENIAL OF CLAIM 1 100 1] 100
TOTAL 1 100 1] 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION
STAEO'I\NASPUA'T\IAYNCE ADDITIONAL
PAYMENT | RECOVERY | TOTAL

NMBR | PCT |NMBR]| PCT |NMBR|PCT
REASON
DELAYS 1 100 1 100
OTHER: CLAIM HANDLING 1| 10 1| 100
TOTAL 1 50 1 50 2 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

STATE FARM FIRE AND
CASUALTY COMPANY

DISPOSITION

ADVISED
COMPLAINANT

COMPROMISED
STLMNT/RSLTN

COVERAGE
EXTENDED

UNABLETO
ASSIST

CLAIM
REOPENED

CLAIM
SETTLED

NMBR

PCT

NMBR

PCT

NMBR

PCT

NMBR

PCT

NMBR

PCT

NMBR

PCT

REASON

PREMIUM & RATING

33

REFUSAL TO INSURE

67

NONRENEWAL

33

DELAYS

25

OTHER:MRKTNG & SALES

UNSATISFACTORY
SETTLEMENT/OFFER

13

25

DENIAL OF CLAIM

14

14

14

OTHER: CLAIM HANDLING

TOTAL

17

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




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITI ON

STATE FARM FIRE AND UNDERWRITING CONTRACT
CASUALTY COMPANY NO ACTION PRACTICE DELAY QUESTION PROVISION/LEGAL
REQUESTED/REQUIRED RESOLVED RESOLVED OF FACT ISSUE
NMBR PCT NMBR PCT NMBR | PCT [NMBR| PCT NMBR PCT
REASON
PREMIUM & RATING
REFUSAL TO INSURE
NONRENEWAL 1 33
DELAYS 1 13 1 13 1 13
OTHER:MRKTNG & SALES 1 100
UNSATISFACTORY
SETTLEMENT/OFFER 1 13
DENIAL OF CLAIM 2 29
OTHER: CLAIM HANDLING 1 50
TOTAL 1 3 1 3 1 3 4 11 2 6

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




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

BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISP OSITION

STATE FARM FIRE AND COMPANY
CASUALTY COMPANY COMPANY IN POSITION NO
COMPLIANCE UPHELD JURISDICTION | RECOVERY OTHER TOTAL
NMBR [ PCT |NMBR| PCT | NMBR PCT |[NMBR| PCT |NMBR|PCT|NMBR|PCT
REASON
PREMIUM & RATING 2 67 3| 100
REFUSAL TO INSURE 1 33 3| 100
NONRENEWAL 1 33 3| 100
DELAYS 1 13 2 25 8| 100
OTHER:MRKTNG & SALES 1| 100

UNSATISFACTORY
SETTLEMENT/OFFER

13

38

[e¢]

100

DENIAL OF CLAIM

14

14

100

OTHER: CLAIM HANDLING

50

100

TOTAL

14

14

35

100

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




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSIT
ION
STATE FARM LIFE COMPANY
INSURANCE COMPANY POSITION
UPHELD TOTAL
NMBR | PCT | NMBR | PCT
REASON
PREMIUM NOTICE/BILLING 1 100 1| 100
TOTAL 1 100 1| 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

STATE FARM MUTUAL
AUTOMOBILE INSURANCE

DISPOSITION

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 1 7 1 7

REFUSAL TO INSURE

CANCELLATION 2 22 1 11 2 22

NONRENEWAL 1 50

DELAYS

ENDORSEMENT/RIDER

MISSTATEMENT ON

APPLICATION

UNSATISFACTORY

SETTLEMENT/OFFER 1 1 3 4

POST CLAIM UNDERWRITING

SUBROGATION

DENIAL OF CLAIM 4 11 1 3 1

OTHER: CLAIM HANDLING 1 8 1 8

PREMIUM NOTICE/BILLING 1| 100

COVERAGE QUESTION 1 25

OTHER: POLICYHOLDER

SERVICE

TOTAL 3 2 9 5 6 3 1 3 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 2001

STATE FARM MUTUAL
AUTOMOBILE INSURANCE
COMPANY

DISPOSITION

ENTERED

ARBITRATION/MEDIATION

COVERAGE
EXTENDED

UNABLETO
ASSIST

CLAIM
REOPENED

CLAIM
SETTLED

NMBR

PCT

NMBR| PCT

NMBR | PCT

NMBR | PCT

NMBR | PCT

REA SON

PREMIUM & RATING

REFUSAL TO INSURE

CANCELLATION

NONRENEWAL

DELAYS

ENDORSEMENT/RIDER

MISSTATEMENT ON
APPLICATION

UNSATISFACTORY
SETTLEMENT/OFFER

11 14

POST CLAIM UNDERWRITING

SUBROGATION

100

DENIAL OF CLAIM

OTHER: CLAIM HANDLING

PREMIUM NOTICE/BILLING

COVERAGE QUESTION

OTHER: POLICYHOLDER
SERVICE

TOTAL

21 11

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




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

STATE FARM MUTUAL
AUTOMOBILE INSURANCE
COMPANY

DISPOSITION

FILED
SUIT/RETAINED
ATTORNEY

INFORMATION

FURNISHED/EXPANDED

DELAY
RESOLVED

REFERRED FOR
DISCIPLINARY
ACTION

QUESTION
OF FACT

NMBR PCT

NMBR PCT

NMBR

PCT

NMBR PCT

NMBR

PCT

REASON

PREMIUM & RATING

14

REFUSAL TO INSURE

100

CANCELLATION

NONRENEWAL

DELAYS

13

ENDORSEMENT/RIDER

MISSTATEMENT ON
APPLICATION

100

UNSATISFACTORY
SETTLEMENT/OFFER

22

28

POST CLAIM UNDERWRITING

100

SUBROGATION

DENIAL OF CLAIM

16

OTHER: CLAIM HANDLING

23

23

PREMIUM NOTICE/BILLING

COVERAGE QUESTION

25

25

OTHER: POLICYHOLDER
SERVICE

100

TOTAL

12

47

25

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




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

STATE FARM MUTUAL

DISPOSITION

AUTOMOBILE INSURANCE CONTRACT COMPANY
COMPANY PROVISION/LEGAL COMPANY IN POSITION
ISSUE COMPLIANCE UPHELD RECOVERY OTHER TOTAL
NMBR PCT NMBR | PCT [NMBR| PCT |[NMBR| PCT |NMBR|PCT |NMBR |PCT
REASON

PREMIUM & RATING 2 14 6 43 2 14 14| 100
REFUSAL TO INSURE 1| 100
CANCELLATION 4 44 9| 100
NONRENEWAL 1 50 2| 100
DELAYS 1 4 5 22 2 9 1 4 23| 100
ENDORSEMENT/RIDER 1 100 1| 100

MISSTATEMENT ON
APPLICATION

100

UNSATISFACTORY
SETTLEMENT/OFFER

10

13

13

17

78

100

POST CLAIM UNDERWRITING

100

SUBROGATION

100

DENIAL OF CLAIM

36

100

OTHER: CLAIM HANDLING

15

13

100

PREMIUM NOTICE/BILLING

100

COVERAGE QUESTION

100

OTHER: POLICYHOLDER
SERVICE

100

TOTAL

32

17

17

186

100

SOURCE: RESEARCH AND ANALYSISSECTION, INFORMATION MANAGEMENT DIVISION, OREGON

DEPARTMENT OF CONSUMER AND BUSINESS SERVICES




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

STATE

NATIONAL D ITSI F()DONSI

INSURANCE
COMPANY, INC. REFUND TOTAL

NMBR | PCT [ NMBR | PCT

REASON
CANCELLATION 1] 100 1| 100
TOTAL 1] 100 1| 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION
STATESWEST LIFE INSURANCE CONTRACT
COMPANY PROVISION/LEGAL
ISSUE TOTAL
NMBR PCT NMBR | PCT
REASON
UNSATISFACTORY SETTLEMENT/OFFER 1 100 1| 100
TOTAL 1 100 1| 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSI T
STEWART TITLE 'ON
GUARANTY COMPANY
COMPANY POSITION
UPHELD TOTAL
NMBR| PCT |NMBR | PCT
REASON
DENIAL OF CLAIM 1 100 1] 100
TOTAL 1 100 1] 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

STEWART TITLE
INSURANCE DISPOSITION
Cog'RF;EAGNOYNOF INFORMATION
FURNISHED/EXPANDED | TOTAL

NMBR PCT NMBR | PCT

REASON

DELAYS/NO RESPONSE 1 100 1| 100

TOTAL 1 100 1 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

STONEBRIDGE DISPOSITION
LIFE INSURANCE CONTRACT
COMPANY CLAIM INFORMATION QUESTION PROVISION/LEGAL NO
REFUND SETTLED FURNISHED/EXPANDED OF FACT ISSUE JURISDICTION
NMBR | PCT [ NMBR | PCT NMBR PCT NMBR| PCT NMBR PCT NMBR PCT
REASON
CANCELLATION 1 50 1 50
DELAYS 1 50 1 50
OTHER: CLAIM
HANDLING 1 100
PREMIUM
NOTICE/BILLING 1| 100
INFORMATION
REQUESTED 1 100
PREMIUM
REFUNDED 1| 100
TOTAL 2 25 1 13 2 25 1 13 1 13 1 13
STONEBRIDGE
LIFE INSURANCE
COMPANY
TOTAL
NMBR [ PCT
REASON
CANCELLATION 2| 100
DELAYS 2| 100
OTHER: CLAIM
HANDLING 1| 100
PREMIUM
NOTICE/BILLING 1| 100
INFORMATION
REQUESTED 1| 100
PREMIUM
REFUNDED 1| 100
TOTAL 8| 100

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




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION

SUBLIMITY INSURANCE COMPANY
COMPANY ADVISED CANCELLATION QUESTION POSITION
COMPLAINANT UPHELD OF FACT UPHELD RECOVERY 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 1 100 1| 100
UNSATISFACTORY
SETTLEMENT/OFFER 1 100 1| 100
DENIAL OF CLAIM 1 50 1 50 2| 100
TOTAL 1 17 1 17 1 17 2 33 1 17 6| 100

SOURCE: RESEARCH AND ANALYSISSECTION, INFORMATION MANAGEMENT DIVISION, OREGON

DEPARTMENT OF CONSUMER AND BUSINESS SERVICES




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION
SUNSCTLIFE INSURANCE. [~ ommarion
FURNISHED/EXPANDED TOTAL
NMBR PCT NMBR | PCT
REASON
INFORMATION REQUESTED 1 100 1| 100
TOTAL 1 100 1 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSIT
ION

SUTTER INSURANCE COMPANY COVERAGE
EXTENDED TOTAL

NMBR | PCT |NMBR|PCT

REASON
UNSATISFACTORY SETTLEMENT/OFFER 1 100 1] 100
TOTAL 1 100 1] 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION
CONTRACT
TEACHERSINSURANCE COMPANY PROVISION/LEGAL
ISSUE TOTAL
NMBR PCT NMBR | PCT
REASON
UNSATISFACTORY SETTLEMENT/OFFER 1 100 1| 100
TOTAL 1 100 1| 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION
TI(%:I(;\ISLFJ)EQL\(ICE 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

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION
TRANSAMERICA LIFE CONTRACT
INSURANCE COMPANY COMPROMISED INFORMATION PROVISION/LEGAL
STLMNT/RSLTN REFUND FURNISHED/EXPANDED ISSUE TOTAL
NMBR PCT NMBR [ PCT NMBR PCT NMBR PCT NMBR | PCT
REASON
PREMIUM & RATING 1 100 1| 100
UNSATISFACTORY
SETTLEMENT/OFFER 1 50 1 50 2| 100
CASH VALUE 1 100 1| 100
INFORMATION REQUESTED 2 100 2| 100
PREMIUM REFUNDED 1| 100 1| 100
TOTAL 1 14 1 14 4 57 1 14 7| 100

SOURCE: RESEARCH AND ANALYSISSECTION, INFORMATION MANAGEMENT DIVISION, OREGON

DEPARTMENT OF CONSUMER AND BUSINESS SERVICES




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

TRANSAMERICA DISPOSITION
OCCIDENTAL LIFE REFERRED FOR CONTRACT
INSURANCE COMPANY INFORMATION DISCIPLINARY | PROVISION/LEGAL
FURNISHED/EXPANDED ACTION ISSUE TOTAL

NMBR PCT NMBR PCT NMBR PCT NMBR | PCT

REASON

MISREPRESENTATION 1 100 1] 100

DENIAL OF CLAIM 1 100 1] 100

INFORMATION REQUESTED 1 100 1] 100

TOTAL 1 33 1 33 1 33 3| 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION
TRANSCONTégII\EANP'I:AA’\\ILYINSURANCE INFORMATION
FURNISHED/EXPANDED TOTAL
NMBR PCT NMBR [ PCT
REASON
UNSATISFACTORY SETTLEMENT/OFFER 1 100 1| 100
TOTAL 1 100 1| 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

TRANSNATION DISPOSITION
T'T'-CEO'I\'}'E,XEQNCE INFORMATION
FURNISHED/EXPANDED | TOTAL
NMBR PCT  |NMBR|PCT
REASON
PREMIUM & RATING 1 100 1| 100
TOTAL 1 100 1 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DIS POSIT
ION
TRANSPORTATION
INSURANCE COMPANY
COMPANY POSITION
UPHELD TOTAL
NMBR| PCT |NMBR | PCT
REASON
REFUSAL TO INSURE 1 100 1] 100
TOTAL 1 100 1] 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

TRAVELERS|DISPOSIT

INDEMNITY ION
CO(Q"FF"Q)NY QUESTION
OF FACT TOTAL
NMBR| PCT |NMBR|PCT
REASON
DELAYS 1 100 1 100
TOTAL 1 100 1 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DIS POSITION

TRAVELERSINDEMNITY COMPANY OF
AMERICA ADVISED COMPROMISED CLAIM CLAIM
COMPLAINANT | STLMNT/RSLTN | REOPENED SETTLED

NMBR PCT NMBR PCT NMBR| PCT [NMBR| PCT

REASON

PREMIUM & RATING 1 25

REFUSAL TO INSURE 1 100

DELAYS 1 20 2 40
UNSATISFACTORY SETTLEMENT/OFFER 1 50

DENIAL OF CLAIM
PREMIUM NOTICE/BILLING

TOTAL 1 7 1 7 1 7 3 20
DISPOSITION
TRAVELERSINDEMNITY COMPANY OF PREMIUM
AMERICA NO ACTION INFORMATION PROBLEM
REQUESTED/REQUIRED | FURNISHED/EXPANDED | RESOLVED
NMBR PCT NMBR PCT NMBR | PCT
REASON
PREMIUM & RATING 1 25 1 25
REFUSAL TO INSURE
DELAYS
UNSATISFACTORY SETTLEMENT/OFFER
DENIAL OF CLAIM 1 50
PREMIUM NOTICE/BILLING 1 100
TOTAL 1 7 2 13 1 7

DISPOSITION

TRAVELERSINDEMNITY COMPANY OF COMPANY
AMERICA QUESTION COMPANY IN POSITION
OF FACT COMPLIANCE UPHELD RECOVERY TOTAL
NMBR | PCT | NMBR | PCT |[NMBR| PCT |[NMBR| PCT [NMBR|PCT
REASON
PREMIUM & RATING 1 25 4( 100
REFUSAL TO INSURE 1| 100
DELAYS 1 20 1 20 5( 100
UNSATISFACTORY SETTLEMENT/OFFER 1 50 2| 100
DENIAL OF CLAIM 1 50 2| 100
PREMIUM NOTICE/BILLING 1| 100
TOTAL 1 7 1 7 1 7 2 13 15| 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

TRAVELERS
INDEMNITY DISPOSITION
COMPANY OF COMPANY
ILLINOIS INFORMATION QUESTION POSITION
FURNISHED/EXPANDED OF FACT UPHELD TOTAL
NMBR PCT NMBR | PCT [NMBR | PCT [ NMBR | PCT
REASON

REFUSAL TO INSURE 1 100 1| 100
NONRENEWAL 1 100 1| 100
DENIAL OF CLAIM 1 100 1| 100
TOTAL 1 33 1 33 1 33 3 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION

COMPANY
TRAVELERSINSURANCE COMPANY POSITION
UPHELD RECOVERY TOTAL
NMBR | PCT |NMBR| PCT |NMBR|PCT
REASON

UNSATISFACTORY SETTLEMENT/OFFER 1 100 1| 100
DENIAL OF CLAIM 2 100 2| 100
TOTAL 2 67 1 33 3 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

TRAVELERS
LIFE AND
ANNUITY DISPOSITION
C2¥ﬁéyY INFORMATION
FURNISHED/EXPANDED | TOTAL
NMBR PCT NMBR | PCT
REASON
CANCELLATION 1 100 1| 100
TOTAL 1 100 1 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION

TRAVELERSPROPERTY CASUALTY COMPANY
INSURANCE COMPANY ADVISED QUESTION POSITION
COMPLAINANT OF FACT UPHELD TOTAL
NMBR PCT |NMBR| PCT |[NMBR| PCT [NMBR|PCT
REASON
DELAYS 1 100 1| 100
UNSATISFACTORY SETTLEMENT/OFFER 1 100 1| 100
DENIAL OF CLAIM 1 100 1| 100
TOTAL 1 33 1 33 1 33 3 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION

TRINITY UNIVERSAL INSURANCE COMPANY
COMPANY COMPROMISED POSITION
STLMNT/RSLTN UPHELD RECOVERY TOTAL

NMBR PCT NMBR| PCT |NMBR| PCT |NMBR |PCT
REASON
UNSATISFACTORY SETTLEMENT/OFFER 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 ANALYSISSECTION, INFORMATION MANAGEMENT DIVISION, OREGON
DEPARTMENT OF CONSUMER AND BUSINESS SERVICES



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

TRUCK DISPOSITION
INSURANCE REFERRED FOR COMPANY
EXCHANGE DISCIPLINARY COMPANY IN POSITION
ACTION COMPLIANCE UPHELD TOTAL
NMBR PCT NMBR [ PCT |NMBR| PCT |NMBR|PCT
REASON
CANCELLATION 1 100 1] 100
AGENT HANDLING 1 100 1] 100
DENIAL OF CLAIM 1 100 1] 100
TOTAL 1 33 1 33 1 33 3| 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

TRUEPAWS DISPOSITIO

FAMILY PET N
INSURANCE
COMPANY ADVISED

COMPLAINANT TOTAL
NMBR PCT |NMBR|PCT

REASON
CANCELLATION 1 100 1] 100
TOTAL 1 100 1] 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSIT
ION

TRUMBULL INSURANCE COMPANY CLAIM
REOPENED TOTAL

NMBR| PCT [NMBR|PCT

REASON
UNSATISFACTORY SETTLEMENT/OFFER 1 100 1| 100
TOTAL 1 100 1| 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION
TRUSTMARK INSURANCE PREMIUM
COMPANY INFORMATION PROBLEM NO
FURNISHED/EXPANDED | RESOLVED | JURISDICTION TOTAL
NMBR PCT NMBR| PCT | NMBR PCT |NMBR|PCT
REASON

PREMIUM & RATING 1 100 1| 100
DELAYS 1 100 1| 100
POST CLAIM UNDERWRITING 1 100 1| 100
TOTAL 1 33 1 33 1 33 3[ 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

TWINCITY FIRE DISPOS ITION
INSURANCE CONTRACT
COMPANY PROVISION/LEGAL
ISSUE TOTAL
NMBR PCT NMBR | PCT
REASON
DENIAL OF CLAIM 1 100 1] 100
TOTAL 1 100 1] 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

UNICARE
LIFE & HEALTH DISPOSITION
'gg‘iARPAANN%E COMPROMISED | CLAIM DELAY

STLMNT/RSLTN | SETTLED | RESOLVED | TOTAL
NMBR | PCT |NMBR]|PCT |[NMBR| PCT |NMBR|PCT

REASON

PREMIUM & RATING 1 100 1| 100

DELAYS 1 100 1 100

DENIAL OF CLAIM 1| 100 1| 100

TOTAL 1 33 1 33 1 33 3 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION
UNIGARD INDEMNITY COMPANY POLICY COMPROMISED INFORMATION QUESTION
ISSUED/RSTRD | STLMNT/RSLTN | FURNISHED/EXPANDED OF FACT TOTAL
NMBR PCT NMBR PCT NMBR PCT NMBR| PCT |NMBR | PCT
REASON
REFUSAL TO INSURE 1 100 1| 100
NONRENEWAL 1 100 1| 100
DELAYS 1 100 1| 100
UNSATISFACTORY
SETTLEMENT/OFFER 1 100 1| 100
TOTAL 1 25 1 25 1 25 1 25 4| 100

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




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION
UNIGARD INSURANCE COMPANY ENTERED NO ACTION
REFUND ARBITRATION/MEDIATION | REQUESTED/REQUIRED
NMBR | PCT NMBR PCT NMBR PCT
REASON
PREMIUM & RATING 1] 100
DELAYS 1 100
UNSATISFACTORY SETTLEMENT/OFFER
DENIAL OF CLAIM 1 50
UTILIZATION REVIEW 1 100
TOTAL 1 11 1 11 2 22

DISPOSITION

COMPANY
UNIGARD INSURANCE COMPANY QUESTION POSITION
OF FACT UPHELD RECOVERY TOTAL
NMBR| PCT |[NMBR| PCT |NMBR| PCT [NMBR|PCT
REASON

PREMIUM & RATING 1] 100
DELAYS 1] 100
UNSATISFACTORY SETTLEMENT/OFFER 2 50 1 25 1 25 4( 100
DENIAL OF CLAIM 1 50 2| 100
UTILIZATION REVIEW 1] 100
TOTAL 2 22 2 22 1 11 9| 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION

UNION FIDELITY LIFE

INSURANCE COMPANY COI\AAIB\L/IASlEN[/)ANT REFUND TOTAL
NMBR | PCT |NMBR]|PCT |NMBR|PCT
REASON
OTHER: CLAIM HANDLING 1 100 1| 100
PREM|UM REFUNDED 1| 100 1| 100
TOTAL 1 50 1 50 2 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

UNION SECURITY

DIS POSITION

LIFE INSURANCE CONTRACT COMPANY
COMPANY INFORMATION DELAY PROVISION/LEGAL POSITION
REFUND FURNISHED/EXPANDED | RESOLVED ISSUE UPHELD TOTAL
NMBR | PCT NMBR PCT NMBR | PCT NMBR PCT NMBR| PCT | NMBR | PCT
REASON
DELAYS 1 50 1 50 2| 100
MISLEADING
ADVERTISING 1| 100 1| 100
UNSATISFACTORY
SETTLEMENT/OFFER 2 67 1 33 3| 100
DENIAL OF CLAIM 1 100 1| 100
TOTAL 1 14 2 29 1 14 2 29 1 14 7| 100

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




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION

UNITED AMERICAN REFERRED FOR
INSURANCE COMPANY COMPROMISED DISCIPLINARY
STLMNT/RSLTN REFUND ACTION RECOVERY TOTAL
NMBR PCT NMBR [ PCT [ NMBR PCT |NMBR| PCT [NMBR|PCT
REASON
CANCELLATION 1 50 1 50 2| 100
RECISSION 1| 100 1| 100
REPLACEMENT 2 100 2| 100
PREMIUM NOTICE/BILLING 1 100 1| 100
PREMIUM REFUNDED 1| 100 1| 100
TOTAL 2 29 2 29 2 29 1 14 7| 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

UNITED DENTAL DISP OSITION
CARE INSURANCE CONTRACT

COMPANY PROVISION/LEGAL

ISSUE TOTAL
NMBR PCT NMBR | PCT

REASON
DENIAL OF CLAIM 1 100 1] 100
TOTAL 1 100 1] 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

UNITED DISPOSIT
HEALTHCARE ION
INSURANCE DELAY

COMPANY | pESOLVED | TOTAL
NMBR| PCT |NMBR]|PCT

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

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPO SITION

UNITED HEALTHCARE OF OREGON,

INC. POLICY CLAIM INFORMATION

ISSUED/RSTRD REFUND SETTLED FURNISHED/EXPANDED
NMBR PCT |[NMBR |PCT [NMBR | PCT NMBR PCT

REASON

PREMIUM & RATING 1| 100

REFUSAL TO INSURE 1 100

DELAYS 2 67

DENIAL OF CLAIM 1 33

USUAL, CUSTOMARY, REASONABLE
COORDINATION OF BENEFITS

PREMIUM NOTICE/BILLING 1| 100
INFORMATION REQUESTED 1 100
TOTAL 1 8 2 17 2 17 2 17

DISPOSITION

UNITED HEALTHCARE OF OREGON, COMPANY
INC. DELAY ERISA POSITION
RESOLVED | COMPLIANT UPHELD RECOVERY TOTAL

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

REASON

PREMIUM & RATING
REFUSAL TO INSURE
DELAYS 1 33
DENIAL OF CLAIM 1 33 1 33
USUAL, CUSTOMARY, REASONABLE 1 100
COORDINATION OF BENEFITS 1 100
PREMIUM NOTICE/BILLING
INFORMATION REQUESTED
TOTAL 1 8 2 17 1 8 1 8

100

100

100

100

100

100

100

Rrlrlr]lrlw|lw]r]RF

100

=
N

100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

UNITED HERITAGE LIFE

DISPOSITION

REFERRED FOR

INSURANCE COMPANY ADVISED INFORMATION DELAY DISCIPLINARY
COMPLAINANT | FURNISHED/EXPANDED | RESOLVED ACTION TOTAL
NMBR PCT NMBR PCT NMBR| PCT | NMBR PCT |NMBR|PCT
REASON
CHURNING 1 100 1| 100
MISREPRESENTATION 1 100 1| 100
PREMIUM NOTICE/BILLING 1 100 1| 100
DELAYS/NO RESPONSE 1 100 1| 100
INFORMATION REQUESTED 1 100 1| 100
TOTAL 1 20 2 40 1 20 1 20 5( 100

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




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

UNITED OF DISPOSITI
OMAHA LIFE ON
IZ%RQNN%E COMPANY IN
COMPLIANCE | TOTAL
NMBR | PCT |NMBR]|PCT
REASON
NONFORFEITURE 1 100 1| 100
TOTAL 1 100 1 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DI SPOSITION
UNITED SERVICESAUTOMOBILE
ASSOCIATION ADVISED COMPROMISED DELAY QUESTION
COMPLAINANT | STLMNT/RSLTN | RESOLVED OF FACT
NMBR PCT NMBR PCT NMBR | PCT [NMBR| PCT
REASON
REFUSAL TO INSURE 1 100
NONRENEWAL 1 50 1 50
DELAYS 1 33 1 33 1 33
OTHER: UNDERWRITING
UNSATISFACTORY SETTLEMENT/OFFER 1 8 3 23
POST CLAIM UNDERWRITING 1 100
DENIAL OF CLAIM 1 50
USUAL, CUSTOMARY, REASONABLE 1 100
TOTAL 4 17 1 4 2 8 6 25
DISPOSITION
UNITED SERVICESAUTOMOBILE COMPANY
ASSOCIATION COMPANY IN POSITION
COMPLIANCE UPHELD RECOVERY TOTAL
NMBR [ PCT [NMBR| PCT [NMBR| PCT |NMBR|PCT
REASON
REFUSAL TO INSURE 1| 100
NONRENEWAL 2| 100
DELAYS 3| 100
OTHER: UNDERWRITING 1 100 1| 100
UNSATISFACTORY SETTLEMENT/OFFER 1 8 7 54 1 8 13| 100
POST CLAIM UNDERWRITING 1| 100
DENIAL OF CLAIM 1 50 2| 100
USUAL, CUSTOMARY, REASONABLE 1| 100
TOTAL 1 4 9 38 1 4 24| 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSIT
ION
UNITED STATESFIDELITY AND COMPANY
GUARANTY COMPANY POSITION
UPHELD TOTAL
NMBR | PCT | NMBR | PCT
REASON
UNSATISFACTORY SETTLEMENT/OFFER 1 100 1| 100
TOTAL 1 100 1| 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

UNITED TEACHER
ASSOCIATES DISPOSITION
INSURANCE CONTRACT
COMPANY PROVISION/LEGAL
ISSUE TOTAL
NMBR PCT NMBR | PCT
REASON
DENIAL OF CLAIM 1 100 1] 100
TOTAL 1 100 1] 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION

UNIVERSAL UNDERWRITERS FILED
INSURANCE COMPANY SUIT/RETAINED | QUESTION
REFUND ATTORNEY OF FACT TOTAL
NMBR | PCT [ NMBR PCT NMBR| PCT |NMBR|PCT
REASON
CANCELLATION 1| 100 100
DELAYS 1 100 100

UNSATISFACTORY SETTLEMENT/OFFER
DENIAL OF CLAIM

PREMIUM REFUNDED

TOTAL 1 20 1 20

100 100

100 100

100 100

W|lr|Fr]|r
galr|lr|r]lr|r

60 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

UNIVERSAL
UNDERWRITERSLIFE DISPOSITION

INSURANCE CONTRACT

COMPANY PROVISION/LEGAL

ISSUE TOTAL
NMBR PCT NMBR [ PCT

REASON
MISREPRESENTATION 1 100 1| 100
TOTAL 1 100 1| 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

UNIVERSE LIFE D ISPOSITION
INSURANCE COMPANY S FORMATION
(THE) FURNISHED/EXPANDED | TOTAL
NMBR PCT  |NMBR|PCT
REASON
INFORMATION REQUESTED 1 100 1| 100
TOTAL 1 100 1 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DI SPOSITION
UNUM LIFE INSURANCE COMPANY OF FILED
AMERICA ADVISED COMPROMISED CLAIM SUIT/RETAINED
COMPLAINANT | STLMNT/RSLTN SETTLED ATTORNEY
NMBR PCT NMBR PCT NMBR | PCT | NMBR PCT
REASON
REFUSAL TO INSURE
DELAYS 1 50
OTHER:MRKTNG & SALES
UNSATISFACTORY SETTLEMENT/OFFER 2 33 1 17
DENIAL OF CLAIM 2 15 1 8 2 15 1 8
PREMIUM NOTICE/BILLING
TOTAL 2 8 1 4 5 20 2 8
DISPOSITION
UNUM LIFE INSURANCE COMPANY OF | UNDERWRITING
AMERICA PRACTICE INFORMATION DELAY QUESTION
RESOLVED FURNISHED/EXPANDED | RESOLVED OF FACT
NMBR PCT NMBR PCT NMBR| PCT [NMBR| PCT
RE ASON
REFUSAL TO INSURE 1 50
DELAYS 1 50
OTHER:MRKTNG & SALES
UNSATISFACTORY SETTLEMENT/OFFER 2 33
DENIAL OF CLAIM 1 8 1 8
PREMIUM NOTICE/BILLING 1 100
TOTAL 1 4 4 16 1 4 1 4
DISPOSITION
UNUM LIFE INSURANCE COMPANY OF CONTRACT COMPANY
AMERICA PROVISION/LEGAL POSITION
ISSUE UPHELD RECOVERY TOTAL
NMBR PCT NMBR | PCT [NMBR| PCT |NMBR|PCT
REASON
REFUSAL TO INSURE 1 50 2| 100
DELAYS 2| 100
OTHER:MRKTNG & SALES 1 100 1| 100
UNSATISFACTORY SETTLEMENT/OFFER 1 17 6| 100
DENIAL OF CLAIM 4 31 1 8 13| 100
PREMIUM NOTICE/BILLING 1| 100
TOTAL 5 20 1 4 2 8 25| 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSI
TION

VALIANT INSURANCE COMPANY CLAIM
SETTLED TOTAL

NMBR | PCT | NMBR | PCT

REASON
UNSATISFACTORY SETTLEMENT/OFFER 1| 100 1| 100
TOTAL 1 100 1| 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION

VALLEY INSURANCE COMPANY POLICY ADVISED COMPROMISED
ISSUED/RSTRD | COMPLAINANT | STLMNT/RSLTN REFUND

NMBR PCT NMBR PCT NMBR PCT NMBR | PCT

REASON
PREMIUM & RATING
CANCELLATION 1 33
NONRENEWAL 1 50
DELAYS 1 20
AUDIT DISPUTE 1| 100
UNSATISFACTORY SETTLEMENT/OFFER 1 17
POST CLAIM UNDERWRITING
DENIAL OF CLAIM

OTHER: CLAIM HANDLING
INFORMATION REQUESTED
TOTAL 1 4 2 8 1 4 1 4

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION

VALLEY INSURANCE COMPANY COVERAGE CLAIM CLAIM INFORMATION
EXTENDED REOPENED SETTLED FURNISHED/EXPANDED
NMBR | PCT |[NMBR| PCT |NMBR| PCT NMBR PCT
REASON
PREMIUM & RATING
CANCELLATION
NONRENEWAL
DELAYS 3 60
AUDIT DISPUTE
UNSATISFACTORY SETTLEMENT/OFFER 1 17 1 17 1 17
POST CLAIM UNDERWRITING 1 100
DENIAL OF CLAIM 1 25 1 25
OTHER: CLAIM HANDLING 1 50
INFORMATION REQUESTED 1 100
TOTAL 1 4 2 8 5 19 3 12

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION
COMPANY
VALLEY INSURANCE COMPANY QUESTION POSITION NO
OF FACT UPHELD JURISDICTION | RECOVERY TOTAL
NMBR | PCT [NMBR| PCT | NMBR PCT |NMBR| PCT [NMBR|PCT
REASON

PREMIUM & RATING 1 100 1| 100
CANCELLATION 1 33 1 33 3| 100
NONRENEWAL 1 50 2| 100
DELAYS 1 20 5( 100
AUDIT DISPUTE 1| 100
UNSATISFACTORY SETTLEMENT/OFFER 1 17 1 17 6| 100
POST CLAIM UNDERWRITING 1| 100
DENIAL OF CLAIM 1 25 1 25 4( 100
OTHER: CLAIM HANDLING 1 50 2| 100
INFORMATION REQUESTED 1| 100
TOTAL 4 15 3 12 1 4 2 8 26| 100

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




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSIT

VALLEY 'ON
PROPERTY & CASUALTY | COMPANY
INSURANCE COMPANY POSITION
UPHELD TOTAL

NMBR| PCT |NMBR | PCT

REASON
PREMIUM & RATING 1 100 1| 100
TOTAL 1 100 1| 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION

VIKING INSURANCE COMPANY OF COMPANY
WISCONSIN CLAIM POSITION
REOPENED UPHELD RECOVERY TOTAL
NMBR| PCT |NMBR| PCT [NMBR| PCT |NMBR|PCT
REASON

CANCELLATION 1 100 1| 100
DELAYS 1 100 1| 100
UNSATISFACTORY SETTLEMENT/OFFER 1 50 1 50 2| 100
DENIAL OF CLAIM 1 100 1| 100
TOTAL 1 20 3 60 1 20 5| 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSI

WABASH LIFE TION

'ggﬂ?gﬁﬁ? UNABLE TO

ASSIST TOTAL
NMBR | PCT | NMBR | PCT

REASON
COVERAGE QUESTION 1| 100 1| 100
TOTAL 1 100 1 100

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



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

BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION

CONTRACT COMPANY
WARNER INSURANCE COMPANY ADVISED CLAIM PROVISION/LEGAL POSITION
COMPLAINANT SETTLED ISSUE UPHELD TOTAL
NMBR PCT |NMBR| PCT NMBR PCT NMBR | PCT |NMBR | PCT
REASON
PREMIUM & RATING 1 100 1| 100
DELAYS 1 100 1| 100
UNSATISFACTORY SETTLEMENT/OFFER 1 100 1| 100
OTHER: CLAIM HANDLING 1 50 1 50 2| 100
TOTAL 1 20 1 20 1 20 2 40 5| 100

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




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

WASATCH CREST

DISPOSITION

MUTUAL INSURANCE COMPANY
CO. POLICY CLAIM DELAY QUESTION POSITION
ISSUED/RSTRD SETTLED RESOLVED OF FACT UPHELD RECOVERY OTHER
NMBR PCT |NMBR| PCT [NMBR| PCT |NMBR| PCT |NMBR| PCT [NMBR| PCT |NMBR|PCT
REASON
CANCELLATION 1 50 1 50
DELAYS 1 20 1 20 3 60
AGENT HANDLING 1| 100
UNSATISFACTORY
SETTLEMENT/OFFER 1 33 1 33 1 33
DENIAL OF CLAIM 2 67 1 33
TOTAL 1 7 2 14 2 14 3 21 2 14 3 21 1 7
WASATCH CREST
MUTUAL INSURANCE
CO.
TOTAL
NMBR | PCT
REASON

SOURCE: RESEARCH AND ANALYSISSECTION, INFORMATION MANAGEMENT DIVISION, OREGON

CANCELLATION

100

DELAYS

100

AGENT HANDLING

100

UNSATISFACTORY
SETTLEMENT/OFFER

100

DENIAL OF CLAIM

100

TOTAL

14

100

DEPARTMENT OF CONSUMER AND BUSINESS SERVICES




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

WASHINGTON DISPOSI
INTERNATIONAL TION
SETTLED TOTAL
NMBR | PCT | NMBR | PCT
REASON
DELAYS 1 100 1 100
TOTAL 1 100 1 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION
WASHINGTONCI\(IDA'\;II';SIRI@L INSURANCE INFORMATION
FURNISHED/EXPANDED TOTAL
NMBR PCT NMBR [ PCT
REASON
UNSATISFACTORY SETTLEMENT/OFFER 1 100 1| 100
INFORMATION REQUESTED 1 100 1| 100
TOTAL 2 100 2| 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION

WAUSAU BUSINESS INSURANCE

COMPANY Rgs%LLAvYED QOUFE glcoTN 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

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION

WAUSAU GENERAL INSURANCE REFERRED | REFERRED FOR | COMPANY
COMPANY ADVISED CLAIM TO PROPER | DISCIPLINARY POSITION
COMPLAINANT SETTLED AGENCY ACTION UPHELD TOTAL
NMBR PCT |NMBR|PCT |[NMBR| PCT | NMBR PCT |NMBR| PCT |NMBR|PCT
REASON
DELAYS 1 100 1| 100
UNSATISFACTORY
SETTLEMENT/OFFER 1 33 1 33 1 33 3| 100
DENIAL OF CLAIM 1 100 1| 100
TOTAL 1 20 1 20 1 20 1 20 1 20 5| 100

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




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION
WEST AMERICAN INSURANCE
COMPANY CLAIM DELAY COMPANY IN

SETTLED RESOLVED | COMPLIANCE TOTAL

NMBR [ PCT |[NMBR| PCT | NMBR | PCT |[NMBR|PCT
REASON
NONRENEWAL 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

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPO SIT
ION
WEST COAST LIFE
INSURANCE COMPANY
COMPANY POSITION
UPHELD TOTAL
NMBR| PCT |NMBR | PCT
REASON
DENIAL OF CLAIM 1 100 1] 100
TOTAL 1 100 1] 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSIT

WESTCHESTER FIRE 'ON
INSURANCE COMPANY RECOVERY TOTAL

NMBR| PCT |NMBR|PCT

REASON
OTHER: UNDERWRITING 1 100 1] 100
TOTAL 1 100 1] 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

WESTERN

CONTINENTAL DISPOSITION

INSURANCE COMPANY
COMPANY POLICY POSITION
ISSUED/RSTRD UPHELD TOTAL
NMBR PCT |NMBR| PCT |NMBR|PCT
REASON
NONRENEWAL 1 100 1| 100
DENIAL OF CLAIM 1 100 1| 100
TOTAL 1 50 1 50 2| 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSIT
ION
WESTERN GROCERS COMPANY
EMPLOYEE BENEFITSTRUST POSITION
UPHELD TOTAL

NMBR | PCT | NMBR | PCT
REASON
COORDINATION OF BENEFITS 1 100 1| 100
TOTAL 1 100 1| 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

WESTERN DISPOSIT
NATIONAL ION
OF FACT TOTAL
NMBR | PCT [NMBR |PCT
REASON
DENIAL OF CLAIM 1 100 1| 100
TOTAL 1 100 1 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

WESTERN PROTECTORS
INSURANCE COMPANY

DISP OSITION

ADVISED
COMPLAINANT

ADDITIONAL
PAYMENT

COVERAGE
EXTENDED

CANCELLATION
UPHELD

CLAIM
SETTLED

NMBR PCT

NMBR

PCT

NMBR

PCT

NMBR PCT

NMBR | PCT

REASON

PREMIUM & RATING

CANCELLATION

DELAYS

50

AGENT HANDLING

1 100

POLICY DELIVERY

UNSATISFACTORY
SETTLEMENT/OFFER

DENIAL OF CLAIM

100

OTHER: CLAIM HANDLING

TOTAL

WESTERN PROTECTORS

INSURANCE COMPANY

DISPOSITION

REFERRED FOR
DISCIPLINARY
ACTION

QUESTION
OF FACT

COMPANY IN
COMPLIANCE

COMPANY
POSITION
UPHELD

RECOVERY

TOTAL

NMBR PCT

NMBR

PCT

NMBR

PCT

NMBR

PCT [NMBR

PCT |NMBR

PCT

REASON

PREMIUM & RATING

100

100

CANCELLATION

1 100

100

DELAYS

100

AGENT HANDLING

100

POLICY DELIVERY

1 100

Rl PP

100

UNSATISFACTORY
SETTLEMENT/OFFER

33

100

DENIAL OF CLAIM

100

OTHER: CLAIM HANDLING

100

100

TOTAL

18

100

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




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION
WESTPORT INSURANCE COMPANY
CORPORATION CLAIM INFORMATION DELAY QUESTION POSITION
SETTLED FURNISHED/EXPANDED | RESOLVED OF FACT UPHELD TOTAL
NMBR | PCT NMBR PCT NMBR| PCT [NMBR| PCT [NMBR| PCT |NMBR|PCT
REASON
NONRENEWAL 1 100 1| 100
DELAYS 1 100 1| 100
AGENT HANDLING 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
TOTAL 1 17 1 17 1 17 1 17 2 33 6| 100

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




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION

WILLAMETTE DENTAL INSURANCE, CONTRACT
INC. ADVISED INFORMATION PROVISION/LEGAL

COMPLAINANT | FURNISHED/EXPANDED ISSUE TOTAL
NMBR PCT NMBR PCT NMBR PCT NMBR | PCT

REASON

UNSATISFACTORY SETTLEMENT/OFFER 1 100 1| 100

ACCESSTO CARE 1 100 1| 100

ABUSIVE SERVICE 1 100 1| 100

TOTAL 1 33 1 33 1 33 3 100

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




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

BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION

CONTRACT COMPANY
WINDSOR INSURANCE COMPANY INFORMATION QUESTION PROVISION/LEGAL POSITION
FURNISHED/EXPANDED OF FACT ISSUE UPHELD RECOVERY
NMBR PCT NMBR | PCT NMBR PCT NMBR| PCT [NMBR | PCT

REASON
PREMIUM & RATING 1 25 3 75
CANCELLATION 1 100
DELAYS 1 100
UNSATISFACTORY
SETTLEMENT/OFFER 2 100
DENIAL OF CLAIM 1 50 1 50
PREMIUM NOTICE/BILLING 1 100
PREMIUM REFUNDED 1 100
TOTAL 1 8 5 42 1 8 4 33 1 8

WINDSOR INSURANCE COMPANY

TOTAL
NMBR | PCT

REASON

PREMIUM & RATING 4| 100

CANCELLATION 1| 100

DELAYS 1| 100

UNSATISFACTORY

SETTLEMENT/OFFER 2| 100

DENIAL OF CLAIM 2| 100

PREMIUM NOTICE/BILLING 1| 100

PREMIUM REFUNDED 1| 100

TOTAL 12| 100

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




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITI O

WOODMEN N
OF THE
WORLD ADVISED

COMPLAINANT TOTAL
NMBR PCT |NMBR|PCT

REASON
CASH VALUE 1 100 1] 100
TOTAL 1 100 1] 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

WORKMEN'SAUTO INSURANCE
COMPANY

DISPOSITION

POLICY

ISSUED/RSTRD

ADVISED
COMPLAINANT

COMPROMISED

STLMNT/RSLTN REFUND

COVERAGE
EXTENDED

NMBR

PCT

NMBR

PCT

NMBR PCT NMBR | PCT

NMBR| PCT

REASON

PREMIUM & RATING

33

CANCELLATION

27

18

DELAYS

OTHER: UNDERWRITING

RlrRrIN] R

25

AGENT HANDLING

MISAPPROPRIATION OF PREMIUM

UNSATISFACTORY
SETTLEMENT/OFFER

DENIAL OF CLAIM

OTHER: CLAIM HANDLING

PREMIUM NOTICE/BILLING

100

PREMIUM REFUNDED

OTHER: POLICYHOLDER 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 2001

WORKMEN'SAUTO INSURANCE

DISPOSITION

COMPANY UNABLE TO | CANCELLATION CLAIM INFORMATION DELAY
ASSIST UPHELD SETTLED FURNISHED/EXPANDED | RESOLVED
NMBR | PCT [ NMBR PCT NMBR | PCT NMBR PCT NMBR | PCT
REASON
PREMIUM & RATING
CANCELLATION 1 1
DELAYS 33 42 19 24
OTHER: UNDERWRITING
AGENT HANDLING 1 33
MISAPPROPRIATION OF PREMIUM 1| 100
UNSATISFACTORY
SETTLEMENT/OFFER 6 33 1 6
DENIAL OF CLAIM
OTHER: CLAIM HANDLING
PREMIUM NOTICE/BILLING
PREMIUM REFUNDED
OTHER: POLICYHOLDER SERVICE
TOTAL 1 1 1 40 29 1 20 14

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




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSI TION

WORKMEN'SAUTO INSURANCE REFERRED FOR COMPANY
COMPANY DISCIPLINARY QUESTION COMPANY IN POSITION
ACTION OF FACT COMPLIANCE UPHELD RECOVERY
NMBR PCT |NMBR| PCT | NMBR | PCT [NMBR| PCT |NMBR| PCT
REASON
PREMIUM & RATING 1 33 1 33
CANCELLATION 2 18
DELAYS 8 10 7 9 9 12
OTHER: UNDERWRITING 1 25 1 25
AGENT HANDLING
MISAPPROPRIATION OF PREMIUM
UNSATISFACTORY
SETTLEMENT/OFFER 1 6 1 6 3 17 5 28
DENIAL OF CLAIM 1 6 2 13 2 13 5 31 2 13
OTHER: CLAIM HANDLING 1 100
PREMIUM NOTICE/BILLING
PREMIUM REFUNDED 1 50
OTHER: POLICYHOLDER SERVICE
TOTAL 11 8 4 3 3 2 19 14 17 12

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




NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOS ITION
WORKMEN'SAUTO INSURANCE
COMPANY INSUFFICIENT

INFORMATION OTHER TOTAL

NMBR PCT |NMBR|PCT|NMBR|PCT
REASON
PREMIUM & RATING 3| 100
CANCELLATION 1 9 11| 100
DELAYS 78| 100
OTHER: UNDERWRITING 1 25 4( 100
AGENT HANDLING 1 33 1 33 3| 100
MISAPPROPRIATION OF PREMIUM 1] 100
UNSATISFACTORY
SETTLEMENT/OFFER 1 6 18| 100
DENIAL OF CLAIM 16| 100
OTHER: CLAIM HANDLING 1] 100
PREMIUM NOTICE/BILLING 1] 100
PREMIUM REFUNDED 2| 100
OTHER: POLICYHOLDER SERVICE 1| 100 1] 100
TOTAL 3 2 3 2 139| 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSI T
WORLD 'ON
INSURANCE COMPANY
COMPANY POSITION
UPHELD TOTAL
NMBR| PCT |NMBR | PCT
REASON
CANCELLATION 1 100 1| 100
TOTAL 1 100 1| 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

DISPOSITION

ZURICH AMERICAN INSURANCE COMPANY
COMPANY CLAIM DELAY QUESTION POSITION
SETTLED RESOLVED OF FACT UPHELD TOTAL
NMBR | PCT |[NMBR| PCT |NMBR| PCT |NMBR| PCT [NMBR|PCT
REASON

CANCELLATION 1 100 1| 100
DELAYS 1 100 1| 100
UNSATISFACTORY SETTLEMENT/OFFER 1 50 1 50 2| 100
DENIAL OF CLAIM 1 33 2 67 3| 100
TOTAL 1 14 1 14 1 14 4 57 7| 100

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



NUMBER OF COMPLAINTSIN OREGON AGAINST INSURANCE COMPANIES,
BY COMPLAINT REASON AND DISPOSITION, WITH PERCENTAGES
BY DISPOSITION, FOR COMPLAINTS CLOSED DURING 2001

ZURICH LIFE
INSURANCE DISPOSITION
C(,)AI\IC/IFI)E'T?I\IIE AOF POLICY COMPROMISED
ISSUED/RSTRD | STLMNT/RSLTN | TOTAL
NMBR | PCT | NMBR | PCT |NMBR]|PCT
REASON
SURCHARGE 1 100 1| 100
DELAYS/NO RESPONSE 1 100 1| 100
TOTAL 1 50 1 50 2 100

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