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Service Center Protocols 
 
The reporting entities’ service centers provided information about their protocols for 
handling consumer requests for assistance.  There is wide variance in protocols and how 
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Complaint Reasons 
 
The following chart presents the percentage of the Top 5 reasons statewide for consumer 
complaints about their coverage.  OPA used complaint reasons initially drawn from 
established codes used nationally by the National Association of Insurance 
Commissioners (NAIC) Standard Complaint Data Form.  OPA then modified these codes 
and added other codes in collaboration with the four reporting entities.  This enabled OPA 
to add or change the definition of codes that were more reflective of California’s 
marketplace, delivery systems, the prevalence of managed care, and other statewide 
differences. 
 
The Top 5 complaint reasons represent 14,723 or 52 percent of all submitted complaint 
reasons. Claim denials reflected in the complaint data submitted by the majority of 
reporting entities include claim denials for PPO’s, mental health, and dental services. 
 
It should be noted that the analyses conducted by the individual entities revealed 
variations in the top complaints reasons.  See Sections 6 through 9 for the individual 
entity rankings for top complaint reasons.  
 
Figure 5.10 

 
Note: The total number of 28,569 complaint reasons, exceeds the total number of 27,028 complaints.  Many consumer complaints involve more 
than one complaint reason. 

 
Language 
 
Figures 5.11 - 5.14 displays all complaints for the top ten Complaint Reasons by Primary 
Language for the four state entities. English-language speakers represent the majority of 
consumers (61%) who submitted complaints to DMHC, DHCS, CDI and Covered 
California.   
 
The top complaint reason was Claim Denial for English, Spanish, and Other-language 
consumers.  Quality of Care was the top complaint reason for consumers which language 
data was not gathered or who refused to provide this information.  
 
Medical Necessity Denial ranked among the top three complaint reasons for English, 
Spanish, and Other language speakers.  Further investigation is required to understand if 
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