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Protect Consumers, Ensure Solvency

Senate Bill 436 (2023)

On or before March 31, 2024, and on or before March 31 of each year, the
Commissioner shall submit a report to the Joint Interim Standing Committee on
Commerce and Labor concerning the service contract industry in this State.

The report must include, without limitation:

(@) For each report other than the initial report, the number of service contracts
sold by providers, by county, during the calendar year for which the report is
made;

(b) The number of providers doing business in this State;

(c) The number of providers, by the type of service contract provided,;

(d) The number of complaints concerning providers received by the Division, by
type of complaint and information concerning the resolution of such
complaints; and

(e) Any other matter relating to the service contract industry in this State that the
Commissioner deems appropriate.
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Overview

« 9/18/23 — Division issued Bulletin 23-001 addressing Compliance with Regulation

Concerning Emergency Repairs Under a Service Contract and Annual Report to
Legislature.

« 9/28/23 — data call sent to all registered service contract providers in Nevada.
« Data call based on 2022 calendar year data.

« 11/30/23 — due date for data call.
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Compliance

« Data call sent to 243 service contract providers
« 9/28/2023, 11/13/2023, 11/27/2023

« 214 service contract providers responded

« 29 Orders to Compel issued
e $85,500 in fines levied and collected

« All service contract providers eventually complied
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Scope of Service Contract Industry in Nevada

$689,403,027 — total of all revenue received by service contract providers on behalf of
Nevada residents in 2022.

$175,583,111 — total of claims paid by service contract providers on behalf of Nevada
residents in 2022.

4,653 — total number of complaints received reported by all service contract providers
combined in 2022.

The Division received 594 consumer complaints related to service contracts in 2022.
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Service Contracts Sold by County
Contracts by County

Carson City 190,122 2.22%

120,325 1.40%
5,499,434 64.09%
Douglas 135,087 1.57%
182,343 2.13%
Esmeralda 16,251 <1%
7,531 <1%
93,033 1.08%
33,320 <1%
37,362 <1%
260,635 3.04%
21,426 <1%
138,467 1.61%
156;17;‘86 213’ *Totals for the “Other” category represent service
1251315 1 4.582%, contracts that were sold to Nevada consumers
39,177 <1% without collecting address information

512,463 6.1%
8,560,485 100% 6
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Service Contract Providers in Nevada

Service Contract Providers
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Service Contract Providers by Type of Contract

62981 16
Fome 161348 4
Ao 8505663 112
4079355 9

Consumer Goods, 401,014 7
Electronics and

Appliances

0237 1
Freams 3458 1

Unspecified Consumer 2,972,425 23
Goods

5,560,485 2101

*Companies that reported 0 sales did not provide the types of
contracts sold.

1.

5

Furniture/Jewelry—contracts cover furniture and wearable
jewelry.

Home—contracts cover appliances that are essential to the health
and safety of consumers, such as heaters, air conditioning,
dishwashers, hot water heaters and plumbing.

Auto—contracts cover vehicles, vehicle maintenance and repair
from failures as a result of defects in materials, workmanship, or
normal wear and tear, including towing, rental, and emergency
road service.

Consumer Electronics—contracts cover portable electronics,
TV’s, phones, tablets, laptops, and headphones.

Consumer Goods, Electronics, and Appliances—contracts
cover miscellaneous consumer goods, electronics, and appliances.
Eyewear—contracts cover glasses, frames, and lenses.
Firearms—contracts cover firearms.

Unspecified Consumer Goods—contracts that cover other
consumer goods such as sporting goods.

8
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Complaints by

DE O Omplaln
Claims Handling
Policyholder Service
Claims Handling
Claims Handling

Marketing & Sales
Policyholder Service
Claims Handling
Claims Handling
Policyholder Service
Claims Handling

Marketing & Sales
Policyholder Service

Claims Handling
Policyholder Service
Policyholder Service

Claims Handling

Marketing & Sales
Claims Handling
Policyholder Service
Marketing & Sales

Policyholder Service
Claims Handling

Claims Handling
Total

ANumber o omplaip

1
1
85
12

18

34

13
105

ype a

Claim Re-opened

Claim Settled

Claim Settled

Company Position
Overturned

Company Position Upheld
Company Position Upheld
Company Position Upheld
Complaint Withdrawn
Complaint Withdrawn
Compromised
Settlement/Resolution
Compromised
Settlement/Resolution
Compromised
Settlement/Resolution
Contract Provision
Insufficient Information
No Further Action Required

No Further Action Required

No Jurisdiction

No Jurisdiction

No Jurisdiction

Referred for Disciplinary
Action

Referred for Disciplinary
Action

Referred for Disciplinary
Action

State Specific

594

nd Resolution

Type of Resolution

Claim Re-opened

Settlement/Resolution

Contract Provision
Insufficient Information

No Further Action Required
No Jurisdiction

Referred for Di ary Action

State Specific

Resolution Key

Description
Used when new information is provided that requires further investigation
from Consumer Services.

Used when a monetary settlement is offered to Complainant in the natural
course of the claim process.

Used when a denial, cancellation or some other determination is Overturned
by DOl intervention.

Used when a denial, cancellation or some other determination is found to

be justified by NRS and/or policy language.

Used when the complainant has requested the complaint be withdrawn or
the complainant cannot be contacted to resolve the complaint.

Used when the DOI succeeds in assisting the consumer reach their desired
monetary resolution.

Used when the policy language justifies the Company position being
upheld.

Used when the complaint as written is incomplete or does not clearly
identify the Complainant's problem and/or the complainant cannot be
reached for clarification.

Used when a claim or an inquiry is resolved but does not fall within the
other categories.

Used when Nevada DOI cannot exercise authority in the matter to make
decisions over the case.

Used when a Complaint is sent to Enforcement for Administrative Fines.

Used when all other disposition codes are inappropriate for the
circumstances.



QUESTIONS?
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