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Dear Friends,

The Division of Insurance is pleased to submit this Annual Report of the Commissioner of Insurance on
Complaints Against Insurers for Fiscal Year 2014-2015. Submitted pursuant to § 10-16-128, C.R.S., this
report provides data and analysis of the previous fiscal year and one prior year of trends in consumer
complaints received by the Division. The report includes the types most commonly sold to consumers:
annuity, automobile, health, homeowners, liability, life, and title insurance.

The report has been condensed to provide clear and concise information concerning consumer
complaints. For more information related to complaint trends and the number of complaints submitted
by insurer, please visit the Brochures/Reports page on the Division’s website at
www.dora.colorado.gov/insurance.

The mission of the Department of Regulatory Agencies and Division of Insurance is consumer
protection. This report summarizes one area of how we approach this mission. This report on the
types of questions and complaints we receive, and the trends demonstrated in the analysis of them, is
an important component of our consumer protection work.

If you have any questions, please contact me at the Division.
egards,

Marguerite Salazar

Commissioner of Insurance

1560 Broadway, Suite 850, Denver, CO 80202 P 303.894.7499 Toll Free 800.930.3745 F 303.894.7455
www.dora.colorado.gov/insurance
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Complaints Against Insurers for the Fiscal Year 2014-2015

Colorado law at § 10-16-128, C.R.S., requires an annual report on the number, nature, and outcome of complaints
against insurers during the preceding twelve months to be presented to the House of Representatives Business

Affairs and Labor Committee and the Senate Business, Labor and Technology Committee of the General Assembly.
The following information complies with this requirement.

Number of complaints opened against insurers in FY 14-15:

The number of complaints opened by the
Consumer Affairs Section of the Division of
Insurance (Division) in FY 14-15 increased by 16%
as compared to FY 13-14,.

Health related complaints experienced the largest
increase, with 29% more Health complaints opened
in FY 14-15 than in FY 13-14.

Auto complaints also experienced a significant
increase, with 21% more Auto complaints opened
in FY 14-15 than in FY 13-14.
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Number of complaints against insurers closed in FY 14-15:

The number of complaints closed in FY 14-15
increased by 16%. Again, Health and Auto
complaints led the increases with 38% and 17%
consecutively.
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Nature of complaints against insurers closed during FY 14-15:

The Division categorizes complaints into four complaint categories: Claim Handling, Marketing & Sales,
Policyholder Services and Underwriting. The charts below provide numeric detail on complaints by category by

section: Life and Health (L&H) and Property and Casualty (P&C).

L&H Complaints by Category P&C Complaints by Category

i |7
Marketl;g;a& Sales, Palicyholder
= Services, 906

riti Marketing & Palicyholder
Mader " Sales, 61 __Services, 155

Underwriting, 204

Claim Handling,
792

The following charts provide additional information on the percentage of complaints by section, category and

coverage type.

Percentage of L&H complaints closed during FY 14-15 by category and insurance type:
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For more information regarding Life and Health complaint trends, please visit the Division’s website at
www.dora.colorado.gov/insurance.
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Percentage of P&C complaints closed during FY 14-15 by category and insurance type:
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For more information regarding Property & Casualty complaint trends, please visit the Division’s website at
www.dora.colorado.gov/insurance.




