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MLA CLASS 15

MEET OUR TEAM

Rhiannon Adams

Department of
Mental Health

Chris Hutchason

Department of
Corrections

J Luebbert

Department of
Commerce & Insurance

Andrew Cope

Department of
Commerce & Insurance

Gary Lister

Department of
Commerce & Insurance

Christina Phillips

Department of
Transportation




INAPPROPRIATE BUSINESS CONDUCT FROM A FINANCIAL OR INSURANCE ® 0~
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Comglaint against . 1.50 to board of a.genqt of Mail complaint &
alicensed licemsed professional want to documentation to
professional file a complaint against state board of agency

Did not get follow up Process may be Only so much DCl can
after submitting delayed because of do becuse of

complaint staffing issues regulatory authority




WHAT IS THE PROBLEM?

In general, consumers are unaware of
where to complain, what outcomes to

expect, and what services are available.



RECOMMENDATION 1

DEPARTMENT
WEBSITES -
EDUCATIONAL
VIDEO SHORTS

Targeted Education

Short educational videos can deliver
concise yet impactful messages in an
easily accessible way.

E insurance.mo.gov ¢
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Our Sites v AboutUs News ContactUs

JURI DEPARTMENT OF

INSURANCE Consumers Producers Other Licensees Companies Laws, Rules & Guidance Reports Q

CONSUMER COMPLAINTS

INSURANCE COMPLAINTS

Home > Consumer Complaints > Insurance Complaints

Insurance Consumer Hotline: 800-726-7390

Hotline hours: 8 am. to 5 pm. weekdays. Consumer Complaint Index
‘The Division of Consumer Affairs within the Missouri Department of Commerce & Insurance (DCI) is here to help you.

‘The Division provides consumer information and investigates consumer complaints against insurance companies and Filing Complaints Against
producers for most types of insurance. The Division works to respond promptly and completely to consumers’ insurance- Health Plans Not Regulated by
related questions and complaints, assist consumers in resolving those complaints whenever possible, and help consumers oel

understand their options in handiing insurance-related matters.

 File your complaint online: English (5 | Spanish (2 Health Care Providers -
« Download a complaint form to mailor fax. Complaint Process
« Faxto 573-526-4898; or

« Mail to PO. Box 690, Jefferson City, MO 65102-0690. Insurance Complaints

Complaint Verification
System

CONSUMER COMP!

INSURANG

CCONSUMER AFFAIRS VIDEO - CLICK TO PLAY




RECOMMENDATION 1

DEPARTMENT
WEBSITES -
EDUCATIONAL
VIDEO SHORTS

Targeted Education

Short educational videos can deliver

concise yet impactful messages in an
easily accessible way.



Research supports the idea
that digital instructions are
effective in delivering clear
and impactful guidance!

Recommendation 1

through
>aid

The most effective
approach is one that
is self-paced, concise,
and holds attention?

* Increase consumer comprehension
« Reduce wasted time
« Improve consumer satisfaction

Education is improved
when it is delivered both
visually and verbally3

Can videos affect learning outcomes? Evidence from an actual learning environment - PMC 1
Study: Pre-Recorded Videos Prove More Effective for Student Learning Than In-Person Instruction | Diverse: Issues In Higher Education 2
Financial Literacy Effect of explanation videos on learning: The role of attention and academic performance | Education and Information Technologies for High-School Students 3



https://pmc.ncbi.nlm.nih.gov/articles/PMC9362679/
https://www.ncsl.org/financial-services/financial-literacy-2025-legislation#:%7E:text=Adds%20a%20personal%20finance%20course,graduation%20requirements%20in%20high%20schools.&text=Directs%20the%20Department%20of%20Education,the%20system%20of%20learning%20results.&text=Requires%20personal%20finance%20to%20be,obtain%20a%20high%20school%20diploma.
https://harkininstitute.drake.edu/wp-content/uploads/sites/103/2022/08/State-Financial-Literacy-Programs-Brief_v3.pdf
https://link.springer.com/article/10.1007/s10639-024-13292-9
https://harkininstitute.drake.edu/wp-content/uploads/sites/103/2022/08/State-Financial-Literacy-Programs-Brief_v3.pdf

Educating Consumers
with Videos

Inform consumers on the process

Help consumers know when and
what to report

Explain what might be actionable
Share the wins so consumers

understand how regulation
impacts them



RECOMMENDATION 2

SECONDARY

EDUCATION &
ol |ce

Improved Personal Finance Standards

Inform the next wave
of consumers

Missouri already requires a half-credit hour of
personal finance for graduating seniors. Our team
believes there is an opportunity to add more details to
the existing DESE Personal Finance Standards




WHAT OUR RESEARCH

 J

Support for Financial Literacy Requirements
is bipartisan. While there has been
significantly more action occurring in
states with Republican-maijority legislative
leadership, financial literacy appears to
have significant bipartisan support?

ExelinEd, Financial Literacy in the United States: A 50-State Scan'
National Conference of State Legislators, Financial Literacy 2025 Legislation?
Hawkins Institute, Financial Literacy Requirements for High-School Students?

States have taken significant
action to require financial literacy
for students in the past five years!

At least 40 states and Puerto Rico
have pending legislation on
financial literacy in 20252

It is expected that more universal
access to financial education will
improve financial literacy and

consequently, the financial outcomes
and well-being of individuals?


https://excelined.org/wp-content/uploads/2025/02/Financial-Literacy-50-State-Scan-012725.pdf
https://www.ncsl.org/financial-services/financial-literacy-2025-legislation#:%7E:text=Adds%20a%20personal%20finance%20course,graduation%20requirements%20in%20high%20schools.&text=Directs%20the%20Department%20of%20Education,the%20system%20of%20learning%20results.&text=Requires%20personal%20finance%20to%20be,obtain%20a%20high%20school%20diploma.
https://harkininstitute.drake.edu/wp-content/uploads/sites/103/2022/08/State-Financial-Literacy-Programs-Brief_v3.pdf

Recommendation 2;
Update DESE Financial
Education Standards

Update the standards to inform
Missouri Learners about specific
Missouri regulatory agencies

Students can learn where and when to
report issues

Videos created by the DCI could be
effective course materials for DESE to
provide to educators



CLOSING SUMMARY

SIAIEIVIENI

Our team understands the significance of consumer education in
enhancing the overall consumer experience. Various DCI divisions have
already been concentrating on improving customer experience through
website enhancements, and all stakeholders are enthusiastic about
collaborating across Departments to boost consumer education.

EDUCATION
IS KEY

Improving consumer education
through financial literacy would

provide more visibility into the
services that are available from
DCI

IMPROVING CONSUMER

EXPERIENCE

Same look, one form, one area
for consumers to go to start the
complaint process

HIGHLIGHT
THE WINS!

If consumers can see results
that others have experienced,
they are more likely to reach

out and ask for help



THANK YOU

. CAPSTONE PROJECT
CLASS 15
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