Comparison

Coverage

Auto (2004)
Auto (2005)

Homeowners (2004)
Homeowners (2005)

Individual Life (2004)
Individual Life (2005)

Individual Annuity (2004)
Individual Annuity (2005)

Individual A & H (2004)
Individual A & H (2005)

Group A & H (2004)
Group A & H (2005)

Group Credit A & H (2004)
Group Credit A & H (2005)

HMOs (2004)
HMOs (2005)

All Other Coverages (2005)

of Complaints by Coverage & Reason 2004-2005

Underwriting

550
374

501
301

127
102

200
173

96
98

26
14

78

No Coverage Designated (2005)

Totals for 2005:

1,141

Marketing
& Sales

104
126

22
30

61
53

33
48

27
17

16

20

304

Claim
Handling

2,778
2,503

606
515

161
134

11
12

710
608

3,379
2,771

36
25

953
834

128

7,530

Policyholder
Service

127
110

59
30

335
299

62
59

111
100

110
202

105
42

263

1,107

Total

3,559
3,113

1,188
876

684
588

108
119

1,048
898

3,601
3,077

41
29

1,084
893

489
566

10,648

% of
Change
from Prior
Year

-13%

-26%0

-14%

+10%

-14%

-15%

-29%

-18%



