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INSURANCE LAW

The Insurance
“Top 62’: Annual Rankings

J e are privileged once
# again to report upon
the “Annual Ranking of

Complaints,” prepared
by the New York State Department
of Financial Services (formerly
the New York State Department of
Insurance).

2011 Annual Ranking

The 2011 “Annual Ranking of
Automobile Insurance Complaints,”
which is based upon data for the
calendar year 2010, ranks all 179
automobile insurance companies
doing business in New York State.
As was the case last yeat, this
year’s report ranks the individual
companies themselves, rather than
just the corporate groups of which
those companies may be members.
This change is intended to give con-
surmers a more accurate picture of

‘their insurers’ performance.

As in the past, insurers are
ranked based upon a complaint
ratio, which is determined by
the number of private passenger
automobile insurance complaints
upheld against them and closed
by the Department of Financial
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Services in 2010, divided by their
2009-2010 average private passen-
ger automobile premium volume in
New York State. All companies with
at least $10 million in average pre-
miums in 2008-2009 are included
in the ranking. Insurers with less
than $10 million in premiums are
included only if they had 10 or
more complaints.

In 2010, the Insurance Depart-
ment’s Consumer Services Bureau
received a total of 6,426 private pas-
senger auto insurance complaints
(down from 7,600 the year before),
of which 621 (down from 966) were
upheld. Neither commercial auto
complaints nor complaints made
directly to the insurer are includ-
ed in determining the complaint
ratios. Complaints not upheld by
the Insurance Department or with-
drawn by the consumer are also
notincluded in the ratio. An upheld
complaint occurs when the depart-
ment agrees with a consumer that
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an auto insurer made an inappro-
priate decision.

Typical complaints are those
involving such issues as delays in
the payment of no-fault claims. This
includes no-fault arbitration com-

.blaints that are ruled in favor of
the consumer and are not appealed
or paid by the insurance company
within 30 days. Other common
complaints involve insurers that
do not renew policies.

The 2010 average complaint

ratio for all companies or groups,
including those with less than
$10 million in premiums, was
0.0619 per $1 million in premiums
(down from 0.10 the previous year).
This equates to approximately one
upheld complaint for every $9.7
million in premiums paid to insur-
ance companies. This average ratio
was derived by dividing the num-
‘ber of complaints upheld against
all companies in 2010 (621) by the
average premium for 2009-2010 for
all companies ($10,027.522 million,
or $10.027 billion). The average
number of upheld complaints per
company was 3.5 (down from 5.8
the previous year). '

Charts

-Thefirst chartlists the “Top 62,"ie,
the 62 companies with the fewest
upheld complaints against them, or,
the best performers of  » Page7
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2010—all.of which achieved a com-
plaint ratio of 0.00. Although these
companies all have the same com-
plaint ratio, they are ranked differ-
ently because of the differences in
their average annual premiums.

Company or Group

The second chart reveals the op-
posite side of the'spectrum; it
lists the 25 auto insurers with the
worst performance record for the
calendar year 2010, i.e., the “Bot-
tom 25.” In this chart, the company
with the highest (worst) ratio is
ranked first; the company with the
lowest ratio is ranked last.

Copies of the Department of
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Financial Services’ annual Consum-
ers Guide to Automobile Insurance
and the annual ranking may be

"obtained free of charge by calling

the department’s tollfree telephone
number (800) 342-3736. In addition,
both publications are accessible on
the Internet at the department’s
website address: http://www.dfs.
ny.gov/insurance/cauto.htm.
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