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TDI Complaints

• Who is subject to TDI authority? 

• Companies

• Agents

• Agencies

• Or anyone engaging in the business of 
insurance. 



Who sends 
complaint notices?

• The Enforcement Division

– Referred by another division 

– Keep all records of discussions with other TDI 
employees 



Usual Complaints
• Common issues:

– Response time
– Payment amounts
– Denial of coverage

• Consumer complaints could raise other compliance 
questions for TDI
– Licensure issues
– Form approval
– Methods of doing business



Receiving a Complaint

Complaints are usually sent by fax 
or email 



Sample Complaint



Responding to the Complaint: Time

• 15 days to respond.
• Can request an extension of the deadline from 

the officer, whose email and phone number 
will be included in the complaint. 



Responding to the Complaint: Goal

Demonstrate 
compliance

01
Explain 
misunderstandings

02
Correct mistakes

03



Preparing to Respond to the 
Complaint

REVIEW ALL INFORMATION 
REQUESTED 

START GATHERING 
REQUESTED RECORDS



Preparing 
to Respond 

to the 
Complaint

Determine whether 
you agree with the 

TDI’s analysis 

Determine whether 
you agree with the 

TDI’s analysis 

Review applicable lawReview applicable law

Texas 
Insurance 

Code 

Texas 
Administrative 

Code 

Texas 
Government 

Code 

Other 
statutes? 



Responding to the Complaint: 
Questions

Ask the enforcement officer clarifying questions 
or for more information if needed

Advice from TDI: reach out with questions, 
respond timely, maintain complaint contacts



Responding to the Complaint: 
Substance 

Include narrative and 
timelines

Address each issue 
raised

Provide legal 
arguments supporting 
your position

Provide additional 
information needed to 
explain the situation



Responding to the Complaint: Substance

WRITE CLEARLY AND 
CONCISELY

BE BRIEF PROOFREAD YOUR WORK



Responding to the Complaint: Form

Include the 
Enforcement File 

Number 

Date

Name and authority 
of individual 

completing response 



Responding to the Complaint: 
Example 1

https://www.tdi.texas.gov/InsurED/documents/resolving-consumer-insurance-
complaints.pdf 



Responding to the Complaint: 
Example 2

https://www.tdi.texas.gov/InsurED/documents/resolving-consumer-insurance-
complaints.pdf 



Responding to the Complaint: 
Example 3

https://www.tdi.texas.gov/InsurED/documents/resolving-consumer-insurance-
complaints.pdf 



Responding to the 
Complaint: Public 
Information Act 

• Public Information Act (Tex. Gov. Code 
Chapter 552)

• Texas version of the federal Freedom 
of Information Act (“FOIA”)



Responding to the Complaint: Public 
Information Act 

Confidential information

Exceptions
• Some information is excepted from PIA as a matter 

of law, but best practice is still to mark exceptions

Refer to: Public Information Act 
Handbook, published by OAG 



Responding to 
the Complaint: 

Delivery

• Complaint should explain 
how the response should be 
delivered – usually by email. 
Request delivery 
confirmation. 



What happens after you respond?

FOLLOW-UP QUESTIONS REQUESTS FOR 
ADDITIONAL 

INFORMATION

ADDITIONAL FORMAL 
LETTERS 



TDI Complaint Dispositions

Warning Letters Notice of intent to take 
disciplinary action 

SOAH filing 



SOAH Actions

• State Office of Administrative Hearings 
• Applicable law: 

– Texas Gov’t Code Ch. 2001 (administrative 
procedures)

– Texas Gov’t Code Ch. 2003 (enabling statutes)
– Title 1, Part 7 Tex. Admin. Code Chapter 155 

(Rules of Procedure)
– Texas Insurance Code (substantive law)
– Texas Administrative Code (substantive law)



SOAH Dispositions

Consent Order Proposal for 
Decision (PFD)

Decision and 
Order 



Consent Order Example



Consent Order Example



Consent Order Example



Consent Order Example



Bottom line, according to the TDI

https://www.tdi.texas.gov/InsurED/documents
/resolving-consumer-insurance-complaints.pdf 



Questions

Julie A. Shehane

• (214) 712-9546
• Julie.Shehane@cooperscully.com

Jillian H. Ginger

• (214) 712-9549
• Jillian.Ginger@cooperscully.com


