BEFORE ALLAN L. MCVEY, INSURANCE COMMISSIONER
OF THE STATE OF WEST VIRGINIA

Melody Pourfarhadi,

Complainant,
V. Admin. Proceeding No. 22-1C-02363
Salvasen Health,

Respondent

FINAL ORDER

The undersigned, Insurance Commissioner of the State of West Virginia, does hereby adopt
and approve the Recommended Decision of the Hearing Examiner, appended hereto, as well as
the findings of fact and conclusions of law therein contained. It is consequently ORDERED that
Complainant Melody Pourfarhadi proved that Salvasen Health violated West Virginia Code § 33-
11-4(9)(a), (b), (c) and (d), and violated West Virginia Code of State Rules § 114-14-4. The
Complainant failed to prove that the Respondent violated West Virginia Code of State Rules
§ 114-14-5.1 Therefore, the consumer complaint of Melody Pourfarhadi is upheld in part and
denied in part.

The objections of any party aggrieved by this Order and to the Recommended Decision

herein adopted is preserved.

ENTERED this &s‘_rday of M , 2023,
//é,w ) %%

ALLAN L. MCVEY,
CPCU, ARM, AAI, AAM, AIS
INSURANCE COMMISSIONER







cover medically necessary claims. In addition, the Complainant was told by Ms. Payne that the
policy would cover one hundred percent of her claims with no maximum. After providing the
necessary information to Ms. Payne, the Complainant purchased a health insurance policy from the
Respondent. (Tr. P. 7-9; Ex. 3)

5. On July 20, 2021, the Complainant had a fall outside of her home. She was bending
over to pick up some mail and fell approximately eighteen feet. (Tr. P. 10)

6. After the fall, the Complainant was transported to Charleston Area Medical Center,
General Hospital. As a result of the fall, the Complainant had ||| G
followed up by physical therapy. She was in the hospital for nine days. (Tr. P. 11)

7. The hospital submitted claims for the medical treatment to the Respondent. A
representative of the Respondent informed the hospital that the Complainant had medical coverage.
While the Complainant was in the hospital, she contacted the Respondent to file a claim. The
Respondent informed the Complainant that the claim had to go through a repricing system,
maintained by Premier Access. The Respondent did not indicate that there would be any problem
with the claim. (Tr. P. 13)

8. The Complainant called the Respondent several times. At first, the Complainant
was told that the Respondent did not have the claim on file because it hadn’t been through the
Respondent’s processing system. The Respondent eventually stopped returning the Complainant’s
calls. As of the time of the hearing, none of the Complainant’s medical bills have been paid. (Tr.
P. 13-14)

9. The only claim that was processed by the Respondent was the Complainant’s claim
for physical therapy. This claim was denied as a non-covered claim, by the Respondent. Following

the denial, the Complainant again contacted the Respondent and was told that the claim would be


















3 The Complainant proved by a preponderance of the evidence that the Respondent
misrepresented pertinent facts of the Complainant’s policy, thus, proved a violation of West
Virginia Code § 33-11-4(9)(a).

4. The Complainant proved by a preponderance of the evidence that the Respondent
failed to act promptly with respect to the Complainant’s claim, thus, proved a violation of West
Virginia Code § 33-11-4(9)(b).

5. The Complainant proved by a preponderance of the evidence that the Respondent
did not conduct an investigation, thus, proved a violation of West Virginia Code § 33-11-4(9)(c)
and (d).

6. By proving by a preponderance of the evidence that the Respondent did not disclose
and concealed the fact that it was not going to pay for any claims by the Complainant, the
Complainant proved that the Respondent violated West Virginia Code of State Rules § 114-14-4.1
and 4.2,

7. The Complainant failed to prove, by a preponderance of the evidence, that the
Respondent did not acknowledge her claim and thus, failed to prove that the Respondent violated
West Virginia Code of State Rules § 114-14-5.1.

Recommended Decision

It is recommended that the consumer complaint of Melody Pourfarhadi against Salvasen

Health be denied in part and upheld in part.

Respectfully recommended,
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MARK W. CARBONE
HEARING EXAMINER
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