




















































































































References: §375.1007(3), RSMo, and 20 CSR 100-1.040 (as amended, 20 CSR 100-1.050(4),
effective 7/30/08).

In one instance, Electric failed to notify the claimant in writing within 45 days from the initial date
of notification and every 45 days thereafter as to the reasons why additional time was needed to
complete the claim investigation.

Claim Number

Xxxxxxx31028

References: §375.1007(2) & (3), RSMo, and 20 CSR 100-1.050 (1)(C)

2. Private Passenger Automobile — Physical Damage

Field Size: 731
Sample Size 100
Type of Sample: Random
Number of Errors 0

Within DIFP Guidelines: Yes

The examiners discovered no errors during this review.,

3. Private Passenger Automobile — Medical Payments

Field Size: 56
Type of Sample: Census
Number of Errors 0

Within DIFP Guidelines: Yes
The examiners discovered no errors during this review.

4. Private Passenger Automobile - UM / UIM

Field Size: 6
Type of Sample: Census
Number of Errors 0

Within DIFP Guidelines: Yes

The examiners discovered no errors during this review.
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k' B. Unfair Settlement and General Handling Practices

In addition to the Claim Time Studies, examiners reviewed the Company’s claim handling
processes to determine compliance with contract provisions and adherence to unfair claims
statutes and regulations. Whenever a claim file reflected that the Company failed to meet these
standards, the examiners cited the Company for noncompliance.

The following are the results of the reviews:

1. Homeowners

Field Size: 354 total
89 files dated pre-8/28/07
265 files dated post-8/28/07

Sample Size: 200 total
45 files dated pre-8/28/07
155 files dated post-8/28/07

Type of Sample: Random
: Number of Errors: 5 total
~ 1 file dated pre-8/28/07

4 file dated post-8/28/07
Error Ratio: 2.5% total

2.2% files dated pre-8/28/07

2.6% files dated post-8/28/07
Within DIFP Guidelines: Yes
In one instance, Company failed to provide a claimant with a written claim denial that explained the
reason for the denial.

Claim Number

Xxxxxxxx23020

References: §375.1007(12), RSMo, and 20 CSR 100-1.050(1)(A)

In three instances, the Company failed to provide complete files for review in that documentation
for estimated cost of damages was not present in the claim files.
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Claim Number

XXxxxxx21050
XXXxXxxx29004
xxxxxxxx09015

Reference: 20 CSR 300-2.200(3)(B) (as replaced by 20 CSR 100-8.040, effective 7/30/08).

In one instance, the Company failed to provide examiners with a complete file for review. The
claim file lacked proof of loss documentation.

Claim Number

xxxx30047

Reference: 20 CSR 300-2.200(3)(B) (as replaced by 20 CSR 100-8.040, effective 7/30/08).

2. Private Passenger Automobile — Physical Damage

Field Size: 731
Sample Size 100
Type of Sample: Random
Number of Errors 0

Within DIFP Guidelines: Yes

The examiners discovered no errors during this review,

Errors not included in ratio

Also noted in the sample were the following errors, which are not included in the error ratio
above:
Failure to Maintain Sales Tax Affidavits

In one instance, Electric failed to document that a total loss tax credit affidavit was sent to the
claimant.

Claim Number

xxxxxxxx 08006
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Reference: §144.027, RSMo, and 20 CSR 300-2.200(3)B)3) (as replaced by 20 CSR 100-
8.040, effective 7/30/08).

3. Private Passenger Automobile — Medical Payments

Field Size: 56 total
15 files dated pre-8/28/07
41 files dated post-8/28/07

Type of Sample: Census

Number of Errors: 5 total
1 file dated pre-8/28/07
4 files dated post-8/28/07

Error Ratio: 8.9% total
6.7% files dated pre-8/28/07
9.8% files dated post-8/28/07

Within DIFP Guidelines: No

In five instances, Electric failed to disclose all pertinent benefits and coverage to insureds and/or
claimants. The Company failed to advise that the limits of medical payments coverage were
available despite the insured’s and/or claimant’s other health coverage. Electric also failed to
conduct a complete investigation to determine the full extent of the Company’s liability under
the medical payment coverage.

Electric coordinated medical payments with other coverage and paid only copayments, co-
insurance and deductible amounts, resulting in two underpayments.

Claim Number Claim Date Underpayment Interest Total

XKXXXXXxx06055 05/06/2008 $958.10 $106.55 $1,064.65

XXXxxxxx22118 (1/21/2008 417.78 75.51 493.29
Total $1,375.88 $182.06 $1,557.94

References: §375.1007 (1) & (4), RSMo, 20 CSR 100-1.010, 20 CSR 100-1.020(1), 20 CSR
500-2.100(2)(G)1.

Electric omitted the availability of medical payments coverage to the insureds and or claimants,
resulting in three underpayments.
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Claim Number Claim Date Underpayment Interest Total

xxxxxxxx08056 03/07/2007 $4.,271.00 $1,125.79 $5,396.79
xxxxxxxx12012 06/11/2008 2,308.78 360.00 2,668.78
xxxxxxxx02004 10/01/2007 2.384.17 493.82 2,877.99

Total $8,963.95 $1,979.61  $10,943.56

References: §375.1007 (1) & (4), RSMo, 20 CSR 100-1.010, 20 CSR 100-1.020(1), 20 CSR
500-2.100(2)(G)1.

Underpayments for all medical payment coverage, with 9% interest per annum, were refunded to
the insureds and or claimants prior to completion of the examination.

4. Private Passenger Automobile - UM / UIM

Field Size: 6

Type of Sample: Census
Number of Errors 2

Error Ratio: 33%

Within DIFP Guidelines: No

In two instances, Electric failed to disclose that Uninsured Motorist coverage was available in
addition to the Medical Payments claim the Company paid. The insured was eligible to collect
the same amount for both coverages up to the limits specified in the policy. The omissions and
offsetting of Uninsured Motorist coverage against Medical Payments coverage is not permitted.

Claim Number Claim Date Underpayment Interest Total

0oooxx 06007 10/06/2007 $1,589.09 $289.17 $1,878.26

Xxxxxxxx19021 11/11/2008 30.00 7.75 87.75
Total $1,669.09 $296.92 $1,966.01

Underpayments, with interest of 9% per annum, were refunded to the insureds and or claimants
prior to completion of the examination.

References: §375.1007(1), RSMo, 20 CSR 100-1.020(1), 20 CSR 500-2.100(2)(G)1, and Kuda v.
American Family, 790 S.W. 2d 464, 467 (Mo.Banc. 1990).
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C. Practices Not in the Best Interest of Consumers

The examiners also looked for items that were not in the best interest of consumers. Not only
could these practices be harmful to the insured, they may expose the Company to potential
liability.

1. Homeowners

The examiners discovered no issues or concerns.

2. Private Passenger Automobile

The examiners discovered no issues or concerns.
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IV. COMPLAINTS

This section of the report is designed to provide a review of the Company’s complaint handling
practices. Examiners reviewed how the Company handled complaints to ensure it was
performing according to its own guidelines and Missouri statutes and regulations.

Section 375.936(3), RSMo, requires companies to maintain a registry of all written complaints
received for the last three years. The registry must include all Missouri complaints, including
those sent to the DIFP and those sent directly to the Company.

The examiners verified the Company’s complaint registry, dated January 1, 2006, through
December 31, 2008. The registry contained a total of eight complaints. They reviewed all four
that went through DIFP and four that did not come through the Department, but went directly to
the Company.

The review consisted of a review of the nature of each complaint, the disposition of the
complaint, and the time taken to process the complaint as required by §375.936(3), RSMo, and
20 CSR 300-2.200(3)(D) (as replaced by 20 CSR 100-8.040(3)D), effective 7/30/2008).

The examiners discovered no issues or concerns.
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V. CRITICISMS AND FORMAL REQUESTS TIME STUDY

This study is based upon the time required by the Company to provide the examiners with the
requested material or to respond to criticisms. Missouri law requires companies to respond to
criticisms and formal requests within 10 calendar days. Please note that in the event an
extension was requested by the Company and granted by the examiners, the response was
deemed timely if it was received within the time frame granted by the examiners. If the response
was not received within that time period, the response was not considered timely.

A, Criticism Time Study

Calendar Days Number of Criticisms Percentage

Received w/in time-limit,
incl. any extensions 63 97%
Received outside time-limit,

incl. any extensions 2 3%
No Response 0 0%
Total 65 100 %
Reference: §375.205, RSMo and 20 CSR 100-8.040.
B. Formal Request Time Study
Calendar Days Number of Requests Percentage

Received w/in time-limit,
incl. any extensions 22 100%
Received outside time-limit,

incl. any extensions 0 _ 0%
No Response 0 0%
Total 22 100%

Reference: §375.205, RSMo and 20 CSR 100-8.040.
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EXAMINATION REPORT SUBMISSION

Attached hereto is the Division of Insurance Market Regulation’s Final Report of the
examination of Electric Insurance Company (NAIC #21261), Examination Number 0903-14-
TGT. This examination was conducted by Gary S. Bird and John Pfaender. The findings in the
Final Report were extracted from the Market Conduct Examiner’s Draft Report, dated June 17,
2810. Any changes from the text of the Market Conduct Examiner’s Draft Report reflected in
thiks Final Report were made by the Chief Market Conduct Examiner or with the Chief Market
duct Examiner’s approval. This Final Report has been reviewed and approved by the

\|%0/50

Date

cale

Chief Market Conduct Examiner
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STATE OF w\:%odl )

)
COUNTY OF o\?, )

VERIFICATION OF WRITTEN REPORT OF EXAMINATION

I A W “ \tn‘h; , on my oath swejr that to the best of my knowledge and belief, the
attached Examination Report is true Jand accurate and is comprised of only facts
appearing upon the books, records, or pther documents of the Company, its agents or
other persons examined or as ascertaingd from the testimony of its officers or agents or
" other persons examined conceming its ,pffars, and such conclusions and

[
hief Market Conduct Examiner
artment of Insurance, Financial Institutions &
ktssional Registration,
State of Missouri

Sworn to and subscribed before me this _H_’day of Mzm 1:
Y \\m\umum,,,

. é\ £
Notary & (é@iq IRKE
My commission expires: % b\a' ¢ GixZ
W\DA% l ' &\ -%% NOTARYSERL &



