EXHIBIT 5

Leon J. Ward

PO Box 4956
Helena, MT 59604-4956

406.459.5595

September 8, 2003

Progressive Insurance
1124 STH 35
Austin, TX 78704

RE: Insurance quote for motor heme
To Whom it May Concern:

| am protesting the treatment that we received in July 2003 when my wife, Jan, called for a quote
on a motor home which we were contemplating purchasing (and that we have not purchased.)
She was assured by the customer service representative that a credit report would not be pulled.
However, we recently received our credit reports from Experian and there was an inquiry by
Progressive in July 2003.

Jan had all the necessary information available on the coach to give to a customer service
representative in order to get the quote. She was expecting to receive a verbal quote but was
toid that Progressive would work up the quote and mail it to us. The customer service
representstive asked her for personal information, i.e. address, phone number, and Social
Security Number (SSN}, in addition to taking the information for the quote. She told the
gentleman several times that she only wanted a quote and did not want to give him our SSN'’s
because she didn't want a credit inquiry at this time - just a quote - since we had not purchased
the coach. Each time Jan’s protest was stated, the representative stated that he had to have the
S8N's in order to give us a quote and assured her that Progressive wouid not pull a credit report.

We are very displeased with the treatment received from Progressive, especially pulling a credit
report when we were told that you would not do it. We will not use the services of Progressive for
any insurance because we cannot trust your company to do what it says.

Sincerely

Leon J. Ward

Cc: Experian, Credit Report #3426923436
Montana State Auditor, Insurance Commissioner
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September 26, 2003

Leon J. Ward
PO Box 4956
Helena, MT 59604-4956

RE: Progressive Casualty Insurance Company
Dear Mr. Ward:

On September 9, 2003 our office received a copy of the letter you wrote to Progressive
Insurance Company regarding the recent activity found on your credit report. From the
information you present, this office can fully understand why you are upset. Therefore, |
would like to know if you have received a response from the carrier regarding the apparent
misrepresentation made by the customer service representative.

While the Montana Insurance Department has been unsuccessful in our attempts before
the legislature to limit the use of credit, insurers are still required to comply with Section
33-19-202 of the Montana Code Annotated: Notice of insurance information practices —
delivery of notice. | have enclosed a copy of this information for your review, together
with a copy of our memorandum issued to property and casualty insurers on September 7,
2001, wherein the requirements set forth by Montana law are discussed.

In case you do not receive a response, please compiete the enclosed form and return it to
our office to my attention and | will pursue the matter further.

Sincerely,

Cheri Meier
Compliance Specialist
Policyholder Services

CM/kb

Enclosure

Phone: 1-800-332-6148 /(406) 444-2040 / Fax: (406) 444-3497
840 Helena Avenue Helena, MT 59601  Website: www.discoveringmontana.com/sao - E-Mail: stateauditor{@state.mt.us




PROGRESSIVE

P. 0 Box 31260
Tampa, FL 33631-3260

(813} 487-2157 Facsimile
Cctober 1, 2003

Leon and Jan Ward
PO Box 4956 \
Helena, MT 59604-4956

Re: Quote for Motorhome
Dear Mr. Ward:
This letter is in reply to your inquiry dated September 8, 2003.

| would like to thank you for considering to use Progressive for insurance on a motorhome.

it is our business practice to obtain all information required to give an accurate quote. Our rates are
based on numerous factors, such as vehicle type and age; marital status; gender; garaging location;
driving history; credit history; number of drivers; etc. In order to achieve giving an accurate quote,
your social security numbers are required, as the rate can vary largely, based on this information alone.
| do apologize that you were misinformed on our quoting practices.

| have submitted a request to have the hit against your credit report cleared. We are attempting to

retrieve the originai quote information, to be able to identify the customer service representative you
dealt with. Appropriate measures will be taken once this information is obtained. | will forward a copy of
the quote to you once we have received it.

| appreciate the opportunity to provide you an explanation, and | hope you may restore your faith in
obtaining a quote in the future for any insurance needs that may arise. It is not our business practice
to mislead our customers, and it is our goal to provide caring and efficient service. Progressive would
like the opportunity to provide you the service you would expect and deserve.

If you have any questions, please contact me at, 1-677-238-5194.

Sincerely,

*

Ul

Pameia Morris
On behalf of Amy Rey
at Progressive Bayside Insurance Company



l.eon J. and Janice L. Ward
PO Box 4956 -

- Helena, MT 59604-4956
406 459 5595

November 18, 2003

Cheri Meier
Compliance Specialist
Policyholder Services
Montana State Auditor
840 Helena Ave
Helena, MT 59601

Dear Cheri,

I received a response from Progressive Casualty Insurance Company on my
complaint. | am sending you a copy along with a copy of your initial response to
my letter. Progressive did remove the “hit" from my husband’s credit report.
Thank you for your help in this matter.

P

Janice L. Ward



