Comparison of Complaints by Coverage & Reason 2002-2003

Coverage Underwriting Marketing Claim Policyholder Total % Change
& Sales Handling Service

Auto (2002) 713 56 2,974 142 3,885
Auto (2003) 700 83 3,296 148 4,227 +9%
Homeowners (2002) 678 6 719 59 1,462
Homeowners (2003 851 15 764 62 1,692 +16%
Individual Life (2002) 95 73 187 458 813
Individual Life (2003) 131 48 151 393 723 -11%
Individual Annuity (2002) 4 27 7 89 127
Individual Annuity (2003) 5 25 9 82 121 -5%
Individual A&H (2002) 275 28 847 193 1,343
Individual A&H (2003) 300 31 800 92 1,223 -9%
Group A&H (2002) 161 6 3,259 243 3,669
Group A&H (2003) 115 12 2,862 100 3,089 -16%
Group Credit A&H (2002) 0 1 43 9 53
Group Credit A&H (2003) 2 0 40 1 43 -19%
HMOs (2002) 19 2 1,262 16 1,299
HMOs (2003) 17 0 1,114 54 1,185 -9%
All Other

Coverages (2002) 215 21 314 117 667
All Other

Coverages (2003) 227 29 387 1 644 -3%

Totals for 2003: 2,348 243 9,423 933 12,947



