Consumer Complaints
Ratio Report

2023

IDOI

ILLINOIS DEPARTMENT OF INSURANCE

JB PRITZKER ANN GILLESPIE
Governor Acting Director



Overview

Current Percentage Prior % Change

Year of the Year from Prior
Complaints Total ~ Complaints Year

Health Products 1,337 - 15.1% 1,537 -13.0%
Life & Annuity & LTC 992 11.2% 877 13.1%
Property & Casualty 6,509 73.6% 4,613 41.1%
Total 8,838 100.0% 7,027 25.8%

NOTE: Processes for counting and designating complaints were revised with the transition to the new system to better coordinate with
National Association of Insurance Commissioners complaint reporting. This change resulted in a jump in complaint counts from the prior
year, so caution should be exercised when comparing complaint counts to prior years.

Complaints by Line of Coverage*

Current Percentage

Year of the
Coverage Complaints Total
Annuity 107 12%
Auto 3,484 39.4%
Fire, Allied Lines, and CMP 198 2.2%
Dental 161 1.8%
Disability 67 0.8%
Health Products - Other 210 2.4%
Health Products - Unknown 10 0.1%
HMO 358 4.1%
Homeowners 2,386 27.0%
Life 737 8.3%
Limited Benefit 102 1.2%
Long-Term Care 148 1.7%
Medicare Supplement 49 0.6%
No Coverage Specified - Health Products 59 0.7%
P&C - Other 140 1.6%
Pet 20 0.2%
PPO 307 3.5%
Short-Term Limited Duration 14 0.2%
Travel 75 0.8%
Warranty 95 1.1%
Workers Compensation 111 1.3%
Total | 8,838 | 100.0%

*Complaint classifications were revised during the system conversion. Therefore, year-over-year classification comparisons are not
displayed for this year’s report.

Complaints by Reason

The Complaints by Reason total does not match the actual complaint count total because a single
complaint may have multiple reasons.

Current Percentage

Year of the
Reasons Complaints Total
Underwriting ~ 18.6%
Marketing & Sales 1,047 8.6%
Claims Handling 6,806 55.7%
Policyholder Service 2,095 17.1%
Total 12,227 100.0%
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HOMEOWNERS COMPLAINTS BY COMPANY NAME

{Allstate Indemnity Company

Companies Showing 5 or More Complaints for Homeowners Coverage

Number of
Complaints

(EP)
5102,468,353

Ratio

2023 lllinois Direct Complaints per

Earned Premium $1 Million in

EP
0.6636

Underwriting

-
—_

Marketing/
Sales

Major Reason for Complaint

Claims
Handling

Policyholder
Service

6
{Allstate Insurance Company 40 $86,025,244 0.4650 6 1 33 5
{Allstate Property and Casualty Insurance Company 17 $32,542,558 0.5224 1 1 17 1
{Allstate Vehicle and Property Insurance Company 247 $376,285,532 0.6564 52 24 220 41
{AMCO Insurance Company 5 $13,556,716 0.3688 0 0 5 0
{ American Bankers Insurance Company of Florida 21 $13,037,884 1.6107 2 1 21 1
{American Family Insurance Company 39 $97,570,441 0.3997 9 3 37 6
{ American Family Mutual Insurance Company S | 20 $134,489,837 0.1487 4 3 19 4
{American Modern Property & Casualty Ins Co 5 $11,029,169 0.4533 1 0 4 1
{ American Strategic Insurance Corp. 19 $36,277,185 0.5237 7 4 12 4
{Amguard Insurance Company 5 $11,933,256 0.4190 0 0 5 0
{Auto Club Insurance Association 11 $11,470,990 0.9589 10 0 1 1
{Auto Owners Insurance Company 18 $92,220,237 0.1952 4 0 14 1
| Cambridge Mutual Fire Insurance Company 12 $7,026,248 1.7079 2 1 11 1
| Cincinnati Insurance Company (The) 5 $23,587,022 0.2120 0 0 4 1
| Country Mutual Insurance Company 85 $545,320,721 0.1559 10 6 80 11
| Country Preferred Insurance Company 5 $19,959,839 0.2505 1 1 3 0
{Encompass Insurance Company 5 $14,130,400 0.3538 0 0 5 0
|Erie Insurance Company 25 $94,558,741 0.2644 3 0 23 1
| Farmers Automobile Insurance Association (The) 7 $48,767,765 0.1435 1 0 6 0
{Farmers Casualty Insurance Company 7 $32,629,820 0.2145 4 2 5 8
| Farmers Direct Property and Casualty Insurance Company 21 $45,955,666 0.4570 8 2 14 3
| Farmers Insurance Exchange 19 $131,071,047 0.1450 5 1 14 2
{Farmers New Century Insurance Company 10 $22,065,285 0.4532 5 3 7 4
| Foremost Insurance Company Grand Rapids, Michigan 18 $29,436,768 0.6115 6 0 10 5
| Frontier Mt. Carroll Mutual Insurance Company 7 $18,764,049 0.3731 2 1 6 1
| Garrison Property And Casualty Assn 6 $16,869,897 0.3557 2 0 3 2
{Hartford Insurance Company of the Southeast 8 $8,830,732 0.9059 5 2 3 2
{Homesite Insurance Company of Florida 43 $86,804,943 0.4954 13 3 34 6
Homesite Insurance Company of lllinois 6 $10,512,497 0.5707 1 0 4 2
(lllinois Farmers Insurance Company 8 $28,240,883 0.2833 3 1 6 1
{Insurance Company of lllinois 20 $69,224,210 0.2889 5 1 14 2
{Lemonade Insurance Company 9 $15,631,995 0.5757 1 0 7 1
|Liberty Mutual Personal Insurance Company 31 $86,028,133 0.3603 6 1 27 3
{Madison Mutual Insurance Company 6 $9,133,928 0.6569 2 0 5 0
MemberSelect Insurance Company 27 $46,410,542 0.5818 7 3 21 2
{Mercury Insurance Company of lllinois 17 $11,358,543 1.4967 5 3 16 3
{MIC General Insurance Corporation 13 $24,025,028 0.5411 5 1 9 1
{Milbank Insurance Company 7 $16,223,955 0.4315 1 0 6 0
{Nationwide Insurance Company of America 24 $36,675,810 0.6544 4 2 21 3
| Peerless Indemnity Insurance Company 9 $21,000,449 0.4286 3 1 5 0
{ Pekin Insurance Company 15 $8,425,112 1.7804 4 1 13 2
{Rockford Mutual Insurance Company 7 $15,880,104 0.4408 1 0 6 0
| Safeco Insurance Company of lllinois 12 $40,804,186 0.2941 0 0 10 2
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HOMEOWNERS COMPLAINTS BY COMPANY NAME

Major Reason for Complaint

Ratio
2023 lllinois Direct Complaints per
Number of Earned Premium $1 Million in Marketing/ Claims Policyholder
Companies Showing 5 or More Complaints for Homeowners Coverage Complaints (EP) EP Underwriting Sales Handling Service

; Shelter Mutual Insurance Company 14 513,627,619 1.0273 1
| Spinnaker Insurance Company 17 $15,295,137 1.1115 5 1 12 3
| State Farm Fire & Casualty Company 891 $1,724,803,272 0.5166 190 69 779 99
| Travco Insurance Company 70 $184,459,636 0.3795 20 5 56 10
| Travelers Home And Marine Ins Co (The) 13 $55,911,203 0.2325 3 1 11 1
{ Trumbull Insurance Company 13 $22,438,966 0.5793 7 0 6 1
|USAA Casualty Insurance Company 11 $54,885,415 0.2004 4 2 9 3
| West Bend Mutual Insurance Company 6 $38,788,410 0.1547 1 1 6 1
West Bend Mutual Insurance Company 6 $38,788,410 0.1547 1 1 6 1
Grand Total 2,050 $4,753,259,788 0.4313 456 160 1,743 257
MEAN (The total industry complaints per $1MM in EP) 2,386 $5,532,200,971 0.4313

A single complaint can have multiple major reasons; however, a complaint is only counted once in the “Number of Complaints” column.
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AUTO COMPLAINTS BY COMPANY NAME

{Allstate Fire and Casualty Insurance Company

Companies Showing 5 or More Complaints for Automobile Coverage

Number of
Complaints

(EP)
5839,505,630

Ratio

2023 lllinois Direct Complaints per

Earned Premium $1 Million in

EP

Underwriting

I
oo

Marketing/
Sales

=
N

Major Reason for Complaint

Claims
Handling

Policyholder
Service

{Allstate Indemnity Company 6 $7,258,710 0.8266 1 0 5 0
{Allstate Insurance Company 19 $65,063,452 0.2920 9 4 14 5
{Allstate Property and Casualty Insurance Company 8 $35,863,877 0.2231 3 3 8 3
{American Access Casualty Company 57 $58,533,758 0.9738 13 9 52 15
{American Alliance Casualty Company 462 $107,750,813 4.2877 60 29 437 61
{American Family Insurance Company 22 $188,775,336 0.1165 9 2 14 6
{ American Family Mutual Insurance Company S | 16 $140,760,283 0.1137 5 1 12 2
{American Freedom Insurance Company 132 $37,191,967 3.5492 29 21 121 26
{ American Heartland Insurance Company 69 $20,833,376 3.3120 9 5 65 8
{Artisan and Truckers Casualty Company 21 $264,541,369 0.0794 5 2 18 3
{Auto Club Insurance Association 36 $103,639,680 0.3474 23 8 16 17
{Auto Owners Insurance Company 14 $59,963,603 0.2335 4 3 11 2
| Automobile Club Inter-Insurance Exchange 5 $10,029,672 0.4985 5 2 2 2
| Bristol West Insurance Company 12 $46,083,648 0.2604 5 2 8 4
| Clearcover Insurance Company 7 $6,494,126 1.0779 3 1 5 1

{ Country Mutual Insurance Company 14 $214,557,796 0.0653 3 2 13 3
| Country Preferred Insurance Company 21 $431,992,064 0.0486 6 1 18 2
| Direct Auto Insurance Company 294 $80,147,911 3.6682 33 23 283 45
{Economy Premier Assurance Company 8 $69,144,198 0.1157 4 3 6 4
{Elephant Insurance Company 7 $6,000,013 1.1667 2 0 6 0
{Encompass Home and Auto Insurance Company 5 $10,224,191 0.4890 1 1 5 1

{Erie Insurance Exchange 23 $162,663,350 0.1414 11 4 15 4
{Esurance Property & Casualty Ins Co 32 $53,902,730 0.5937 2 1 31 2
| Falcon Insurance Company 21 $7,769,380 2.7029 3 3 20 4
{Farmers Casualty Insurance Company 11 $11,527,920 0.9542 5 2 7 3
{Farmers Group Property and Casualty Insurance Company 14 $23,293,915 0.6010 2 1 11 4
| First Acceptance Insurance Company Inc. 7 $4,985,299 1.4041 1 1 7 1

{First Chicago Insurance Company 184 $57,889,820 3.1785 27 21 182 31
{Founders Insurance Company 56 $38,295,596 1.4623 12 6 53 11
| Geico Casualty Company 61 $318,643,862 0.1914 21 5 43 7
| Geico General Insurance Company 14 $41,781,731 0.3351 4 1 10 3
{GEICO Secure Insurance Company 33 $222,848,984 0.1481 10 2 25 6
{Hartford Insurance Company of the Southeast 29 $21,864,981 1.3263 18 3 11 12
' Hastings Mutual Insurance Company 5 $9,855,089 0.5074 2 0 3 1

{lllinois Farmers Insurance Company 10 $146,734,365 0.0682 2 1 9 1

{Integon Casualty Insurance Company 10 $25,714,582 0.3889 2 0 8 2

{Lemonade Insurance Company 5 $5,889,549 0.8490 5 0 0 1

|Liberty Mutual Personal Insurance Company 144 $122,738,268 1.1732 111 9 35 16
{LM General Insurance Company 18 $38,454,432 0.4681 16 0 2 3

{Loya Insurance Company 29 $11,034,271 2.6282 4 4 29 6

{Mercury Insurance Company of lllinois 11 $18,640,514 0.5901 3 0 8 2

| Metromile Insurance Company 5 $4,176,777 1.1971 2 1 5 2

{MIC General Insurance Corporation 5 $23,757,539 0.2105 1 1 5 1
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AUTO COMPLAINTS BY COMPANY NAME

Companies Showing 5 or More Complaints for Automobile Coverage

Number of
Complaints

Ratio

2023 lllinois Direct Complaints per

Earned Premium $1 Million in

EP

Underwriting

Marketing/
Sales

Major Reason for Complaint

Claims Policyholder
Handling Service

{ OMNI Indemnity Company 7 ,604, 4.3639 0 1
| Pekin Insurance Company 10 $49,532,673 0.2019 4 1 8 2
| Progressive Northern Insurance Company 62 $407,264,809 0.1522 11 5 57 6
| Progressive Universal Insurance Company 116 $569,348,779 0.2037 35 10 96 19
{Rockford Mutual Insurance Company 6 $26,951,101 0.2226 1 0 5 1
{Root Insurance Company 5 $12,558,339 0.3981 3 1 3 1
| Safe Auto Insurance Company 10 $9,632,617 1.0381 1 1 10 1

| Safeco Insurance Company of lllinois 22 $109,974,491 0.2000 3 2 21 2
| Safeway Insurance Company 65 $39,216,814 1.6575 4 3 64 7
| Standard Fire Insurance Company (The) 27 $169,884,106 0.1589 9 1 19 3
| State Farm Fire & Casualty Company 72 $177,396,635 0.4059 17 3 52 10
| State Farm Mutual Automobile Insurance Company 399 $2,848,983,470 0.1400 146 41 285 69
| State National Insurance Company Inc. 10 $43,218,823 0.2314 3 2 9 3
| Stonegate Insurance Company 12 $19,062,089 0.6295 4 3 12 3
| Transit General Insurance Company 5 $10,884,488 0.4594 0 0 4 1
| Truck Insurance Exchange 6 $42,203,849 0.1422 3 1 4 2
{ Trumbull Insurance Company 11 $48,957,502 0.2247 5 0 6 1
{Unique Ins Co 11 $62,829,900 0.1751 3 1 10 1
{Unique Insurance Company 49 $62,829,900 0.7799 3 1 46 6
{United Equitable Insurance Company 84 $19,204,905 4.3739 15 5 78 11
{United Security Insurance Company 9 $2,990,296 3.0097 2 2 9 3
{United Services Automobile Association 7 $77,531,059 0.0903 2 1 6 3
|USAA Casualty Insurance Company 11 $83,038,057 0.1325 2 0 9 1
{USAA General Indemnity Company 19 $61,009,859 0.3114 3 1 16 2
{West Bend Mutual Insurance Company 7 $88,371,538 0.0792 2 0 5 1
| West Bend Mutual Insurance Company 7 $88,371,538 0.0792 2 0 5 1
'Grand Total 3,187 $9,309,670,120 0.3423 827 285 2,613 533
MEAN (The total industry complaints per $1MM in EP) 3,484 $12,077,164,556 0.2885

A single complaint can have multiple major reasons; however, a complaint is only counted once in the “Number of Complaints” column.
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LIFE COMPLAINTS BY COMPANY NAME

Major Reason for Complaint

Ratio
Complaints per
Number of Policies in Force as 10k Policies in Marketing/ Claims Policyholder
Companies Showing 5 or More Complaints for Life Coverage Complaints of 12/31/2022 Force Underwriting Sales Handling Service

American Amicable Life Insurance Company of Texas 9,047 6.6320 3 3 0 3
{American Family Life Insurance Company 5 85,781 0.5829 1 0 0 5
{American General Life Insurance Company 63 163,021 3.8645 16 11 29 39
{Athene Annuity and Life Company 5 5,491 9.1058 0 0 4 1
|Bankers Life & Casualty Company 15 35,162 4.2660 6 3 7 5
|Brighthouse Life Insurance Company 14 45,871 3.0520 6 3 6 9
{CMFG Life Insurance Company 6 110,815 0.5414 0 0 2 5
{ Colonial Penn Life Insurance Company 10 8,656 11.5527 4 2 3 4
{Combined Insurance Company Of America 8 13,567 5.8967 1 0 4 5
| Country Life Insurance Company 9 371,804 0.2421 4 3 1 5
{Dearborn Life Insurance Company 7 12,807 5.4658 1 1 3 6
{Equitable Financial Life Insurance Company of America 5 25,516 1.9596 4 0 0 2
{Everlake Life Insurance Company 8 34,383 2.3267 2 1 4 3
{Farmers New World Life Insurance Company 5 63,362 0.7891 2 0 1 4
{Fidelity & Guaranty Life Insurance Company 8 13,553 5.9028 4 3 2 4
|Fidelity Life Association, A Legal Reserve Life Insurance Company 9 9,438 9.5359 6 3 3 7
{Globe Life & Accident Insurance Company 23 425,877 0.5401 4 2 11 15
{Hartford Life & Accident Insurance Company 9 1,179 76.3359 5 5 7 7
{Investors Life Insurance Company of North America 6 1,406 42.6743 1 2 1 5
{Jackson National Life Insurance Company 17 33,242 5.1140 5 2 6 8
;John Hancock Life Insurance Company U.S.A. 10 60,991 1.6396 2 1 4 7
{Lincoln Benefit Life Company 6 36,950 1.6238 3 1 2 4
{Lincoln Heritage Life Insurance Company 8 41,288 1.9376 3 0 2 5
{Lincoln National Life Insurance Company 9 66,747 1.3484 4 2 2 8
{Metropolitan Life Insurance Company 57 205,844 2.7691 25 17 25 42
{Metropolitan Tower Life Insurance Co 5 20,209 2.4741 0 1 1 3
New York Life Insurance Company 11 132,308 0.8314 4 4 8 8
| Primerica Life Insurance Company 9 95,871 0.9388 1 1 2 5
{ Protective Life Insurance Company 7 71,917 0.9733 2 2 2 4
| Prudential Insurance Company of America 32 253,430 1.2627 13 10 14 23
{Reliastar Life Insurance Company 8 422,190 0.1895 3 1 1 7
{Royal Neighbors of America 6 18,386 3.2634 4 5 4 5
| State Farm Life Insurance Company 11 510,253 0.2156 5 2 1 8
| Transamerica Life Insurance Company 56 224,278 2.4969 13 8 20 34
{United Insurance Company of America 10 125,917 0.7942 3 0 3 7
{United of Omaha Life Insurance Company 13 132,572 0.9806 5 0 4 7
| Wilcac Life Insurance Company 11 7,875 13.9683 2 1 6 7
| Wilcac Life Insurance Company 11 7,875 13.9683 2 1 6 7
{Grand Total 518 3,904,879 1.3265 169 101 201 333
MEAN (The total industry complaints per 10k PIF) 737 6,748,043 1.0922

A single complaint can have multiple major reasons; however, a complaint is only counted once in the “Number of Complaints” column.
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ANNUITY COMPLAINTS BY COMPANY NAME

Major Reason for Complaint

Ratio
Complaints per

10k
Number of Certificates in Force Certificates in Marketing/ Claims Policyholder
Companies Showing 5 or More Complaints for Annuity Coverage Complaints as of 12/31/2023 Force Underwriting Sales Handling Service

;Allianz Life Insurance Company of North America 6 1,243,218 0.0483 0 0 1 6
{American General Life Insurance Company 13 1,470,076 0.0884 1 1 5 7
;Jackson National Life Insurance Company 5 1,438,764 0.0348 0 1 3 2
| State Farm Life Insurance Company 5 272,523 0.1835 2 3 2 5
| State Farm Life Insurance Company 5 272,523 0.1835 2 3 2 5
{Grand Total 34 4,697,104 0.0724 5 8 13 25
{MEAN (The total industry complaints per 10k CIF) 107 54,385,669 0.0197

A single complaint can have multiple major reasons; however, a complaint is only counted once in the “Number of Complaints” column.
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HEALTH COMPLAINTS BY COMPANY NAME

Major Reason for Complaint

Ratio
Complaints per
Number of Policies in Force as 10k Policies in Marketing/ Claims Policyholder
Companies Showing 5 or More Complaints for Health Coverage Complaints of 12/31/2023 Force Underwriting Sales Handling Service

{Aetna Health Inc. 13 12,772 10.1785 1 1 13 4
| Aetna Life Insurance Company 21 331,982 0.6326 3 0 17 4
{American Family Life Assurance Company of Columbus 17 230,513 0.7375 3 1 12 6
| American Financial Security Life Insurance Company 7 0 3 5 4 5
{American Heritage Life Insurance Company 6 118,965 0.5044 2 1 3 1
| Ameritas Life Insurance Corporation 12 22,460 5.3428 1 0 11 1
{Bright Health Insurance Company of lllinois 61 0 5 2 59 9
| Celtic Insurance Company 76 40,482 18.7738 9 5 58 29
{Cigna Health And Life Insurance Company 10 984,229 0.1016 2 0 8 1
{ CIGNA Healthcare Of lllinois Inc. 24 8,271 29.0170 7 3 16 7
{Combined Insurance Company Of America 11 126,506 0.8695 2 0 8 2
| Continental American Insurance Company 6 103,836 0.5778 0 0 5 2
| Continental Life Ins Company of Brentwood Tennessee 6 26,534 2.2612 1 0 4 3
| Delta Dental of lllinois 18 358,167 0.5026 0 1 15 4
|Freedom Life Insurance Company of America 7 47,588 1.4710 2 1 6 3
| Golden Rule Insurance Company 15 34,337 4.3685 4 1 8 2
{Guardian Life Insurance Company of America 33 21,179 15.5815 5 1 30 9
{Hartford Life & Accident Insurance Company 15 2,135 70.2576 3 1 12 7
{Health Alliance Medical Plans Inc. 38 111,710 3.4017 3 1 30 8
{Health Care Service Corporation Blue Cross Blue Shield 535 5,908,216 0.9055 96 26 426 128
{Humana Insurance Company 7 284,472 0.2461 2 1 5 1
{Lincoln National Life Insurance Company 7 2,492 28.0899 2 0 5 0
{ManhattanLife Assurance Company of America 6 12,957 4.6307 2 0 3 2
{Metropolitan Life Insurance Company 31 27,739 11.1756 6 2 26 7
{Mutual of Omaha Insurance Company 8 299,977 0.2667 6 2 2 2
{Oscar Health Plan Inc 7 4,069 17.2032 1 1 5 3
| Principal Life Insurance Company 7 294,880 0.2374 1 0 7 0
| Prudential Insurance Company of America 5 4,751 10.5241 2 0 3 2
| Standard Insurance Company 6 552,275 0.1086 1 0 6 0
{Sun Life Assurance Company of Canada 5 2,828 17.6803 1 0 5 2
{United Concordia Insurance Company 8 7,826 10.2223 0 0 5 3
{UnitedHealthcare Insurance Company 36 776,340 0.4637 2 1 29 9
{UnitedHealthcare Insurance Company of lllinois 97 105,794 9.1688 5 6 90 22
| UnitedHealthcare Of lllinois Inc. 65 24,296 26.7534 7 3 58 17
| Washington National Insurance Company 6 53,684 11177 2 1 4 3
| Washington National Insurance Company 6 53,684 1.1177 2 1 4 3
{Grand Total 1,238 10,997,946 1.1257 194 68 1,002 311
MEAN (The total industry complaints per 10k PIF) 1,337 21,960,253 0.6088

A single complaint can have multiple major reasons; however, a complaint is only counted once in the “Number of Complaints” column.
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