
Long-Term Care (LTC) Insurance Complaints 
In 2014, the Ohio Department of Insurance (ODI) received a total of 126 complaints about long-term care 
(LTC) insurance from Ohio consumers. The chart below shows complaint statistics specific to long-term care 
insurance companies. 

Complaint Ratios
The chart on page two shows the 50 companies that earned the most Ohio long-term care 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 long-term care insurers in 2014 was 0.96, which means on average these 
insurers had 9.6 complaints for each $10 million of Ohio premium. 

Note:
"Market Share" refers to each company's percentage of Ohio total long-term premium. "Complaint Share" 
is each company's percentage of Ohio total long-term care insurance complaints. "Complaint Ratio" is a 
comparison of Ohio long-term care market share to the number of complaints. 
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126 88 23 90* 2
Top 10 Reasons for Long-Term Care Insurance Complaints in 2014** % of 126 Total Complaints

          1. Premium amount / rating issues 19%
          2. Claim denial 11.1%
          3. Claim / settlement delay 11.1%
          4. Premium notice / billing issues 7.9%
          5. Service delay / non-responsiveness     7.1%
          6. Coverage / benefit question 4.8%
          7. Marketing / sales misrepresentation 3.2%
          8. Premium refund due, but not paid 3.2%
          9. Claim / provider prompt payment 3.2%
          10. Coverage / policy cancellation or non-renewal 2.4%
       * Note some complaints received concern agents, claim processors, and others who are not insurance companies
                                         ** Many of the 126 total 2014 complaints had more than one consumer reason
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Long-Term Care Ohio  Ohio Ohio  Ohio Complaint
 Insurers Long-Term  Market Consumer  Complaint to Market 

(in order of Ohio market share) Care Premium  Share Complaints  Share Share Ratio
Genworth Life Ins Co $86,158,796 24.48% 31 34.07% 1.39
John Hancock Life Ins Co USA $53,408,612 15.17% 1 1.10% 0.07
Prudential Ins Co Of Amer $23,693,585 6.73% 2 2.20% 0.33
Metropolitan Life Ins Co $21,552,965 6.12% 9 9.89% 1.62
Northwestern Long Term Care Ins Co $18,532,064 5.27% 0 0.00% 0.00
Continental Cas Co $15,941,055 4.53% 23 25.27% 5.58
Unum Life Ins Co Of Amer $14,368,036 4.08% 0 0.00% 0.00
Bankers Life & Cas Co $13,371,159 3.80% 1 1.10% 0.29
RiverSource Life Ins Co $10,089,064 2.87% 1 1.52% 0.53
New York Life Ins Co $7,660,921 2.18% 1 1.10% 0.50
Aetna Life Ins Co $7,544,987 2.14% 0 0.00% 0.00
Mutual Of Omaha Ins Co $7,480,928 2.13% 1 0.15% 0.07
Transamerica Life Ins Co $6,870,888 1.95% 2 2.20% 1.13
Senior Hlth Ins Co of PA $6,109,466 1.74% 4 4.40% 2.53
State Farm Mut Auto Ins Co $5,759,689 1.64% 1 1.10% 0.67
Allianz Life Ins Co Of N Amer $5,484,992 1.56% 0 0.00% 0.00
Massachusetts Mut Life Ins Co $4,427,860 1.26% 0 0.00% 0.00
Metlife Ins Co USA $3,669,683 1.04% 1 1.10% 1.05
United Of Omaha Life Ins Co $2,915,628 0.83% 0 0.00% 0.00
United Security Assur Co Of PA $2,776,079 0.79% 3 3.30% 4.18
Berkshire Life Ins Co of Amer $2,556,017 0.73% 0 0.00% 0.00
Union Security Ins Co $2,526,870 0.72% 0 0.00% 0.00
Lincoln Benefit Life Co $2,085,553 0.59% 0 0.00% 0.00
United Teacher Assoc Ins Co $2,065,860 0.59% 2 2.20% 3.74
Physicians Mut Ins Co $2,057,506 0.58% 0 0.00% 0.00
Provident Life & Accident Ins Co $1,963,403 0.56% 0 0.00% 0.00
AF&L Ins Co $1,782,283 0.51% 0 0.00% 0.00
Time Ins Co $1,278,177 0.36% 0 0.00% 0.00
American Family Life Assur Co of Col $1,273,668 0.36% 0 0.00% 0.00
Continental Gen Ins Co $1,238,030 0.35% 0 0.00% 0.00
Ability Ins Co $1,006,036 0.29% 0 0.00% 0.00
Forethought Life Ins Co $1,000,786 0.28% 0 0.00% 0.00
John Alden Life Ins Co $941,998 0.27% 1 1.10% 4.11
Cincinnati Life Ins Co $903,348 0.26% 0 0.00% 0.00
State Life Ins Co $861,659 0.24% 0 0.00% 0.00
Pennsylvania Life Ins Co $809,815 0.23% 0 0.00% 0.00
Transamerica Premier Life Ins Co $717,978 0.20% 0 0.00% 0.00
John Hancock Life & Hlth Ins Co $668,359 0.19% 1 1.10% 5.79
American Gen Life Ins Co $666,288 0.19% 1 1.10% 5.81
Stonebridge Life Ins Co $596,079 0.17% 0 0.00% 0.00
Genworth Life & Ann Ins Co $568,729 0.16% 0 0.00% 0.00
United Amer Ins Co $520,853 0.15% 1 1.10% 7.43
LifeSecure Ins Co $501,110 0.14% 0 0.00% 0.00
Auto Owners Life Ins Co $476,057 0.14% 0 0.00% 0.00
Equitable Life & Cas Ins Co $452,699 0.13% 0 0.00% 0.00
Kanawha Ins Co $430,859 0.12% 0 0.00% 0.00
Washington Natl Ins Co $379,875 0.11% 0 0.00% 0.00
Teachers Ins & Ann Assoc Of Amer $364,855 0.10% 0 0.00% 0.00
Central United Life Ins Co $350,594 0.10% 0 0.00% 0.00
Guarantee Trust Life Ins Co $344,548 0.10% 0 0.00% 0.00
Total / Average Carriers Above / 2014 $349,206,349 99.21% 87 95.07% 0.96
All Ohio LTC Carriers / 2014 $351,977,364 100.00% 91 100.00%
Total Above Carriers Percent of All 99.21% 99.21% 95.60% 195.07%
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