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Health Insurance Complaints
In 2014, the Ohio Department of Insurance (ODI) received a total of 1,095 complaints about health insurance from 
Ohio consumers. The chart below shows complaint statistics specific to health insurance companies. 

 
Complaint Ratios
The chart on page two shows the 50 companies that earned the most Ohio health insurance premium in 2014 
and how each company's consumer complaints compare to the average. With an index of 1.00 as average, below 
1.00 means fewer complaints while above 1.00 means more complaints than average. For example, if a company's 
complaint ratio is 1.0, it had one complaint for every $1 million it collected in premium from Ohio consumers. 
Likewise, if a company's complaint ratio is 0.20, it had one complaint for every $5 million it collected in premium 
from Ohio consumers.

The average complaint ratio for all health insurers in 2014 was 0.95, which means on average these insurers had 
approximately 9.5 complaints for each $10 million of Ohio premium.  

Notes:
Health includes doctor, hospital, diagnostic, disability, accident, rehab, therapy, Rx drugs, and long-term care 
insurance. "Market Share" refers to each company's percentage of Ohio total health premium. "Complaint Ratio" is 
a comparison of Ohio health market share to the number of complaints. 
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                                        2014 Individual HEALTH Insurance Complaint Statistics

Consumer complaints on 
health insurance received

Authorized companies      
having individual health 

insurance premiums in Ohio 

Authorized companies       
having individual health 
insurance complaints                

in Ohio

Consumer complaints 
concerning individual health 

insurance companies       
received by ODI

Insurance companies having 
at least ten individual health                      
insurance complaints in Ohio

1,095 312 93 903 * 16
                                            Top 12 Reasons for Individual Health Insurance Complaints in 2014 ** % of 1,095 Total Complaints

          1.   Claim denial 25.8%
          2.   Adverse benefit determination 10.9%
          3.   Plan / policy coverage question 10.5%
          4.   Claim delay 10.3%
          5.   Premium refund due but not paid 8.8%
          6.   Service non-responsiveness 8.7%
          7.   Premium amount or rating 7.6%
          8.   Cancellation or non-renewal by company or consumer 7.2%
          9.   Premium payment not credited 6.2%
          10. Sales / enrollment misrepresentation 4.8%
          11. Out-of-network benefits 3.9%
          12. Access to care 3.9%

                                                 *192 additonal complaints received concerned agents, claim processors, and others who are not insurance companies
                                       ** Many of the 1,095 total 2014 complaints had more than one consumer reason



Community Ins Co $372,672,847.00 17.01% 236.00 26.14% 1.54
Medical Mut Of OH $368,206,261.00 16.80% 99.00 10.96% 0.65
Medical Hlth Insuring Corp of OH $151,602,447.00 6.92% 0.00 0.00% 0.00
American Family Life Assur Co of Col $116,655,406.00 5.32% 77.00 8.53% 1.60
Genworth Life Ins Co $77,834,714.00 3.55% 30.00 3.32% 0.94
Caresource $73,630,832.00 3.36% 51.00 5.65% 1.68
John Hancock Life Ins Co USA $46,372,878.00 2.12% 1.00 0.11% 0.05
Humana Hlth Plan of OH Inc $39,757,959.00 1.81% 38.00 4.21% 2.32
United Of Omaha Life Ins Co $37,165,212.00 1.70% 0.00 0.00% 0.00
Northwestern Mut Life Ins Co $33,673,831.00 1.54% 0.00 0.00% 0.00
Aetna Life Ins Co $31,085,639.00 1.42% 20.00 2.21% 1.56
HealthSpan Integrated Care $30,417,506.00 1.39% 18.00 2.70% 1.94
Provident Life & Accident Ins Co $29,018,073.00 1.32% 1.00 0.11% 0.08
Aultcare Ins Co $27,114,468.00 1.24% 5.00 0.55% 0.45
Bankers Life & Cas Co $26,313,135.00 1.20% 4.00 0.44% 0.37
State Farm Mut Auto Ins Co $23,867,327.00 1.09% 2.00 0.22% 0.20
Colonial Life & Accident Ins Co $23,731,215.00 1.08% 3.00 0.33% 0.31
Summa Ins Co Inc $23,175,839.00 1.06% 12.00 1.33% 1.26
Washington Natl Ins Co $22,672,080.00 1.03% 10.00 1.11% 1.07
Metropolitan Life Ins Co $21,064,132.00 0.96% 12.00 1.33% 1.38
Coventry Hlth & Life Ins Co $20,253,270.00 0.92% 35.00 3.88% 4.19
Forethought Life Ins Co $19,899,607.00 0.91% 0.00 0.00% 0.00
HealthSpan Inc $19,762,115.00 0.90% 14.00 1.55% 1.72
Family Heritage Life Ins Co Of Amer $18,749,118.00 0.86% 0.00 0.00% 0.00
Northwestern Long Term Care Ins Co $18,532,064.00 0.85% 0.00 0.00% 0.00
Principal Life Ins Co $17,210,378.00 0.79% 1.00 0.11% 0.14
Berkshire Life Ins Co of Amer $15,985,099.00 0.73% 0.00 0.00% 0.00
Massachusetts Mut Life Ins Co $15,012,937.00 0.69% 0.00 0.00% 0.00
RiverSource Life Ins Co $14,705,672.00 0.67% 3.00 0.33% 0.50
Time Ins Co $13,568,498.00 0.62% 1.00 0.11% 0.18
Omaha Ins Co $13,545,463.00 0.62% 1.00 0.11% 0.18
Continental Cas Co $13,541,776.00 0.62% 23.00 2.55% 4.12
Combined Ins Co Of Amer $12,862,310.00 0.59% 0.00 0.00% 0.00
Mutual Of Omaha Ins Co $12,571,005.00 0.57% 5.00 0.55% 0.97
Humana Ins Co $11,911,713.00 0.54% 32.00 3.54% 6.52
Unum Life Ins Co Of Amer $11,264,035.00 0.51% 3.00 0.33% 0.65
American Fidelity Assur Co $10,800,060.00 0.49% 0.00 0.00% 0.00
Colonial Penn Life Ins Co $10,581,752.00 0.48% 2.00 0.22% 0.46
Physicians Mut Ins Co $10,372,061.00 0.47% 0.00 0.00% 0.00
Golden Rule Ins Co $10,285,469.00 0.47% 13.00 1.44% 3.07
Transamerica Life Ins Co $9,977,205.00 0.46% 2.00 0.22% 0.49
United Amer Ins Co $9,211,480.00 0.42% 2.00 0.22% 0.53
Philadelphia Amer Life Ins Co $9,208,847.00 0.42% 0.00 0.00% 0.00
Reserve Natl Ins Co $9,006,662.00 0.41% 1.00 0.11% 0.27
New York Life Ins Co $8,685,183.00 0.40% 1.00 0.11% 0.28
Paul Revere Life Ins Co $8,491,841.00 0.39% 0.00 0.00% 0.00
Standard Life & Accident Ins Co $8,383,576.00 0.38% 1.00 0.11% 0.29
Western & Southern Life Ins Co $8,150,552.00 0.37% 1.00 0.11% 0.30
Bankers Fidelity Life Ins Co $8,147,391.00 0.37% 1.00 0.11% 0.30
American Heritage Life Ins Co $7,857,706.00 0.36% 1.00 0.11% 0.31
Total / Avg Carriers Above / 2014 $1,954,566,646 89.20% 762 85.09% 0.95

All Ohio Indiv Health Carriers / 2014 $2,191,128,773 100.00% 903 100.00%

Total Above Carriers % of All 89.20% 89.20% 84.39%
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