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• What Is and Is Not a Complaint

• Requirements & Responses

• Why Do We Need to Pay Attention to Complaints?

AGENDA
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HAT IS AND IS NOT

A OMPLAINT
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Dan writes on a company survey he 

received: “Could someone please 

contact me regarding a question I have 

about the value of my account?”  

Is this a complaint?

A.  Yes.

B.  No. 

KNOWLEDGE CHECK
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KNOWLEDGE CHECK

Lucy clicks on “Contact Us” from the 

company’s website and writes: “You paid 

me the wrong surrender value on my 

contract.  Why can’t you ever get it right?  

Fix this immediately!”  

Is this a complaint? 

A.  Yes.

B.  No. 
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How Complaints are often received:

Letters, emails, social media posts, premium remittance, 

via producers, with survey responses, BBB, from the 

state DOIs, governors, legislators, attorney generals, as 

well as verbally

NAIC Model Regulation #884 (1992):  Link to Model

• Defines “Complaint”

• Specifies record keeping requirements

DEFINING A COMPLAINT

State DOI definitions & 
requirements may vary!

“…a written 
communication 
primarily 
expressing a 
grievance.”

NAIC Model Regulation 
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EQUIREMENTS

ESPONSES
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UNIQUE STATE DEPARTMENT OF INSURANCE

REQUIREMENTS

D E F I N I T I O N S C O D E S
R E S P O N S E  

T I M I N G

S U B M I S S I O N  
R E Q U I R E -

M E N T S
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Phase 1

• Centralize and Log

• Date Stamp

RESPONDING TO COMPLAINTS

Phase 2

• Review and Analyze

• Answer the Question

• Polished 

Communications

• Respond Timely

Phase 3

• Validate Correct 

Coding

• Policies & Procedures

• Record Retention
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Finding Harmony 

& Building 

Relationships

BEYOND THE REQUIREMENTS

Administrative Systems

Varying Contract Language

Broker-Dealer Relationships

Technology Limitations
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 Act unprofessionally 

 Throw others under the bus

 Fail to log!

 Fail to respond timely

 Fail to respond to all issues raised

 Fail to carefully read producer statements

 Fail to proofread your response 

(to consumer and regulator)

EXAMPLES OF WHAT NOT TO DO
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HY O E

EED TO

AY TTENTION

TO OMPLAINTS
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• Educate Producers

• Educate Business Partners

• Identify Trends (e.g., communications, 

processes, contract/ policy forms, 

producer allegations, etc.)

• Recognize Training Opportunities

• Look for Systemic Improvements

• Retain Clients

• Mitigate Risk

• Gain the Respect of Regulators

• Credibility

COMPLAINTS ARE A GIFT

Protect 
Policyholders

Protect the 
Company’s 
Reputation

Protect the 
Company’s 

Financial Assets  
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Consumers can access 

Scorecard information 

MARKET CONDUCT ANNUAL STATEMENT (MCAS)
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FUTURE COMPANY EXAMS

Market Conduct Examinations:

Standard Data Requests (SDRs)

Examination Standards and Interrogatory Questions
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Complaint Ratios and Related Data:

Consumers and others can access searchable results

NAIC PUBLISHED INFORMATION
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PULLING IT ALL TOGETHER

Reputation Financial Litigation

Risk

Impacts
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