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Colorado law at § 10-16-128, C.R.S., requires the Commissioner of Insurance to present an annual report on the number,
nature, and outcome of complaints against insurers during the preceding twelve months to the House of Representatives
Business Affairs and Labor Committee and the Senate Business, Labor and Technology Committee of the General Assembly.
The following information complies with this requirement.

Outcomes: Recoveries for Consumers

The Division of Insurance Consumer Services sections
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Property, Casualty and Title (PC&T) recovered a total

of $6,072,315.

Life and Health (L&H) recovered a total of $4,095,045.

The charts below provide the amount of recoveries by section and insurance type:
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Although the Division cannot calculate a dollar value for Division intervention that results in the reinstatement of coverage
after cancellation, or reversal of policy non-renewals, the Division’s assistance in these types of insurance issues provides an
invaluable service to Colorado consumers.



Number of complaints against insurers closed in FY 20-21

The total number of complaints closed by the Division’s Consumer Services Section decreased by 2.7% in FY 20-21 when

compared to FY 19-20, from 3,115 to 3,032.
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Nature of complaints against insurers closed during FY 20-21

The Division categorizes complaints into four complaint categories: Claim Handling, Marketing & Sales, Policyholder

Services, and Underwriting. One complaint may have more than one category. The following two charts provide the number

of all complaints by category and section.
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The following charts provide information on the percentage of PC&T complaints by coverage type and category:
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The following charts provide information on the percentage of L&H complaints by coverage type and category:
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Complaint reasons by insurance type, category and reason

In addition to the four complaint categories explained and illustrated above, the Division identifies further detail: assigning
reason codes to each complaint. One complaint may have multiple reason codes.

The charts below provide numeric detail for the top four complaint reasons for the top two categories for each P&C
insurance type. The percentage displayed is that reason’s portion of all reasons for that particular category:
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The charts below provide numeric detail for the top four complaint reasons for the top two categories for each L&H
insurance type. The percentage displayed is that reason’s portion of all reasons for that particular category:
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Confirmed Complaints

A confirmed complaint is one in which the Division determined that the consumer’s allegation against the company had
merit. Overall, in FY 20-21, the Division found consumers’ complaints confirmed, and the company in violation of law or
policy provisions, 43% of the time. The L&H confirmed rate was 52.4% and the PC&T rate was 37.6%.
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