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Competition: customer complaints
and features
Seguro Sin Vueltas — AI assistant on WhatsApp that guides patients with major medical insurance at no
cost and routes them to in-network doctors and hospitals, backed by VITAE Asesores.

Analysis by Menteia's research agent on October 28, 2026, based on public reviews (G2, Capterra, Trustpilot,
app stores, forums, Mexican regulators CONDUSEF/PROFECO and press). Complaints are paraphrased and
each theme cites its sources.

Competitors analyzed
GNP Seguros (app Soy Cliente GNP) · Local

AXA Seguros / AXA Keralty · Global
MetLife México · Global

Mapfre México · Global

Seguros Monterrey New York Life · Local
Sofía (insurtech de salud) · Local

Doctoralia (directorio médico) · Global

Ahorra Seguros / Coru (comparadores) · Local

Most frequent complaints and pain points

1. Claim denial
Per Condusef, payment denial is the top complaint in major medical insurance; defense actions in this line rose
8.4% in Jan–Jul 2024, and GNP and AXA led major-medical complaints in Q1-2023.

Frequency: High · Competitors: GNP Seguros, AXA Seguros, MetLife México, Mapfre México Sources: Gaceta
Parlamentaria (feb-2025) – datos Condusef de GMM 2024 · IDC Online – aseguradoras con más quejas ante
Condusef · IDC Online – qué seguro atiende mejor las reclamaciones

2. Slow reimbursements and lower amounts paid
Dissatisfaction with payment time and amount follows denial among the most reported complaints;
reimbursement applies when care is out of network and requires forms, invoices and a medical report.

Frequency: High · Competitors: GNP Seguros, AXA Seguros, MetLife México Sources: Gaceta Parlamentaria
(feb-2025) – datos Condusef de GMM 2024 · IDC Online – qué seguro atiende mejor las reclamaciones · Ahorra
Seguros – guía de reembolso GNP

https://www.gnp.com.mx/
https://axa.mx/
https://www.metlife.com.mx/
https://www.mapfre.com.mx/
https://www.mnyl.com.mx/
https://www.sofiasalud.com/
https://www.doctoralia.com.mx/
https://ahorraseguros.mx/
https://gaceta.diputados.gob.mx/Gaceta/66/2025/feb/20250212-II-5.html
https://gaceta.diputados.gob.mx/Gaceta/66/2025/feb/20250212-II-5.html
https://idconline.mx/finanzas/2023/02/16/tu-seguro-cumple-aseguradoras-con-mas-quejas-ante-condusef
https://idconline.mx/finanzas/2023/02/16/tu-seguro-cumple-aseguradoras-con-mas-quejas-ante-condusef
https://idconline.mx/finanzas/2023/06/19/que-seguro-atiende-mejor-las-reclamaciones
https://gaceta.diputados.gob.mx/Gaceta/66/2025/feb/20250212-II-5.html
https://gaceta.diputados.gob.mx/Gaceta/66/2025/feb/20250212-II-5.html
https://idconline.mx/finanzas/2023/06/19/que-seguro-atiende-mejor-las-reclamaciones
https://ahorraseguros.mx/seguros-de-gastos-medicos/guias/reembolso-gastos-medicos-gnp/
https://ahorraseguros.mx/seguros-de-gastos-medicos/guias/reembolso-gastos-medicos-gnp/


3. Policy hard to understand: deductible, coinsurance, pre-existing conditions,
waiting periods
Condusef stresses that insureds don't know their out-of-pocket cost; not knowing the deductible or omitting
history is cited as a frequent cause of denials and surprise bills at discharge.

Frequency: High · Competitors: Aseguradoras de GMM en general Sources: El Imparcial – guía Condusef de
deducible, coaseguro y periodos de espera (mar-2026) · El Imparcial – errores comunes que provocan
rechazos (jun-2026) · UnoTV – tips de Condusef para usar el seguro de GMM

4. Premium hikes and cancellations
2026 reports cite 20–40% major-medical premium increases and, per Condusef as quoted by the press, cost is
the top reason for cancellation; bills in Congress seek to cap increases and cancellations for seniors.

Frequency: High · Competitors: GNP Seguros, AXA Seguros, MetLife México, Mapfre México Sources: La
Razón – suben hasta 30% los seguros de gastos médicos (may-2026) · Xataka México – seguros médicos cada
vez más caros (2026) · Tiempo – cancelaron un millón de seguros de gastos médicos (oct-2026)

5. Slow surgery pre-authorization and repetitive paperwork
A 2026 published case describes weeks without an authorization letter after requests for full medical history,
repeated forms and interviews while pain worsened; insurer guides set business-day deadlines that depend on a
complete file.

Frequency: Medium · Competitors: Mapfre México, Seguros Monterrey New York Life Sources: SDP Noticias –
columna sobre autorización de cirugía con Mapfre (ene-2026) · Seguros Monterrey NYL – guía para el uso de la
póliza

6. Doctor directories with unreliable reviews and no policy filter
After the 2024 controversy over profiles with suspicious reviews, users question review authenticity and a model
that favors paying doctors; the directory doesn't show whether the doctor is in your insurer's network.

Frequency: Medium · Competitors: Doctoralia Sources: Expansión – reseñas de pacientes en Doctoralia (jul-
2026) · Trustpilot – Doctoralia México

7. The agent sells the policy but doesn't help when it's used
The published case describes agent-promised response times that weren't met and a suspicion the goal was
renewal; systematic evidence beyond testimonials is scarce.

Frequency: Low · Competitors: Agentes de seguros tradicionales Sources: SDP Noticias – columna sobre
autorización de cirugía con Mapfre (ene-2026)

8. Insurtechs and comparators: help you buy, not use an existing policy
No verifiable complaints were found about Sofía or Coru; Sofía only serves its own insureds (self-reported fast
reimbursements) and comparators focus on sales, not on guiding people who already hold a policy elsewhere.

Frequency: Low · Competitors: Sofía, Ahorra Seguros / Coru Sources: LatamFintech – Sofía levanta US$13.5M
· Ahorra Seguros – comparativa con Coru

https://www.elimparcial.com/dinero/2026/03/30/deducible-coaseguro-y-periodos-de-espera-la-guia-esencial-de-condusef-para-calcular-cuanto-dinero-debe-pagar-realmente-de-su-bolsillo-antes-de-que-su-seguro-medico-cubra-una-enfermedad-o-accidente/
https://www.elimparcial.com/dinero/2026/03/30/deducible-coaseguro-y-periodos-de-espera-la-guia-esencial-de-condusef-para-calcular-cuanto-dinero-debe-pagar-realmente-de-su-bolsillo-antes-de-que-su-seguro-medico-cubra-una-enfermedad-o-accidente/
https://www.elimparcial.com/dinero/2026/06/30/omitir-enfermedades-en-el-historial-clinico-calcular-mal-la-cobertura-y-desconocer-el-deducible-son-los-errores-mas-comunes-al-contratar-seguros-de-gastos-medicos-y-vida-en-mexico-provocando-el-rechazo-de-la-condusef-y-crisis-familiares-de-hasta-siete-anos/
https://www.elimparcial.com/dinero/2026/06/30/omitir-enfermedades-en-el-historial-clinico-calcular-mal-la-cobertura-y-desconocer-el-deducible-son-los-errores-mas-comunes-al-contratar-seguros-de-gastos-medicos-y-vida-en-mexico-provocando-el-rechazo-de-la-condusef-y-crisis-familiares-de-hasta-siete-anos/
https://www.unotv.com/negocios/condusef-da-tips-para-usar-correctamente-tu-seguro-de-gastos-medicos-mayores/
https://www.razon.com.mx/negocios/2026/05/18/seguros-aumentan-polizas-y-acusan-a-la-inflacion-medica-elevan-desconfianza/
https://www.razon.com.mx/negocios/2026/05/18/seguros-aumentan-polizas-y-acusan-a-la-inflacion-medica-elevan-desconfianza/
https://www.xataka.com.mx/otros-1/seguros-medicos-mexico-cada-vez-caros-2026-millones-personas-podrian-quedarse-cobertura
https://www.xataka.com.mx/otros-1/seguros-medicos-mexico-cada-vez-caros-2026-millones-personas-podrian-quedarse-cobertura
https://www.tiempo.com.mx/economia/cancelaron-millon-seguro-gastos-medicos-encarecimiento-octubre-2026/
https://www.sdpnoticias.com/opinion/la-pesadilla-de-estar-asegurado-con-mapfre/
https://www.sdpnoticias.com/opinion/la-pesadilla-de-estar-asegurado-con-mapfre/
https://www.mnyl.com.mx/sharedassets/docs/gmm/guia-para-el-uso-de-poliza_am.pdf
https://www.mnyl.com.mx/sharedassets/docs/gmm/guia-para-el-uso-de-poliza_am.pdf
https://expansion.mx/tecnologia/2026/07/29/doctoralia-resenas-pacientes-elegir-medico-confiables
https://expansion.mx/tecnologia/2026/07/29/doctoralia-resenas-pacientes-elegir-medico-confiables
https://ca.trustpilot.com/review/doctoralia.com.mx
https://www.sdpnoticias.com/opinion/la-pesadilla-de-estar-asegurado-con-mapfre/
https://www.sdpnoticias.com/opinion/la-pesadilla-de-estar-asegurado-con-mapfre/
https://www.latamfintech.co/articles/insuretech-mexicana-de-seguros-sofia-levanto-us-13-5m-para-expandirse-a-pymes-e-incluir-ia-en-la-atencion-medica
https://ahorraseguros.mx/comparador-de-seguros/coru-compara-guru-seguro-auto/


Features: what we have and what we are missing



Feature Status Priority Phase Note

Reimbursement
management and
tracking (file, claim
number, alerts)

Missing High Months 7–12 Slow reimbursement is a top Condusef
complaint; missing a flow to assemble invoices
and medical report and track the claim number.

Denial support: review
of denial letter and
guidance to appeal to
the insurer and
Condusef

Missing High Months 7–12 Payment denial is the number-one complaint;
today the product guides before the event, not
after a denial.

Case status visible to
the patient

Missing Medium Months 7–12 Advisors see the file; the patient lacks a simple
tracker (via WhatsApp) of where the case
stands.

Renewal guidance amid
premium hikes
(keeping seniority)

Missing Medium Months 13–18 Growing 2026 pain; any product
recommendation requires a licensed agent, so
it must route through VITAE Asesores.

Phone voice agent Missing Low Months 13–18 On the month 13–18 roadmap; useful for older
patients.

Verified patient
reviews of partners

Missing Low Months 19–24 Only from CRM-handled cases, to stand apart
from unreliable directory reviews.

Policy explainer: non-
binding estimate of
deductible,
coinsurance, waiting
periods and exclusions

Partial High Months 1–6 The face page is read today; missing the 'what
would I pay?' translation with a clear notice that
the insurer decides.

Complete file for
surgery pre-
authorization letter
with deadline tracking

Partial High Months 1–6 The CRM has insurer forms; missing per-
insurer checklist, submission and business-day
deadline tracking with overdue alerts.

Doctor and hospital
network filtered by
insurer and policy tier

Partial High Months 1–6 The partner network is being built (target: 30 in
months 1–6); without it, policy-based routing is
limited.

Health data privacy:
notice, express
consent and legal
review

Partial High Months 1–6 RLS and role-based security exist; health
privacy notices are still pending legal review.

Revenue model
transparency (non-
exclusive partner fee)

Partial Medium Months 1–6 Flagged as a conflict-of-interest risk; disclosing
it avoids the distrust seen with pay-to-rank
directories.



Feature Status Priority Phase Note

HR program for group
policies

Partial Medium Months 13–18 An HR portal exists; the company program is
planned for months 13–18.

Free 24/7 WhatsApp
guidance on the
patient's side

We have it — — Neither insurers nor agents offer an
independent advisor when the policy is used.

AI policy reading (OCR)
and voice notes

We have it — — The agent reads the policy face page and
transcribes audio to pre-qualify the case.

Assigned human
advisor with CRM, case
file and takeover

We have it — — Addresses 'nobody helps me': prioritized
queue, SLA and per-patient file.

Health guardrails: no
coverage promises or
medical advice

We have it — — Avoids promising what the insurer later denies.

To the roadmap

Months 1–6
Policy explainer: non-binding estimate of deductible, coinsurance, waiting periods and
exclusions (partial, high): The face page is read today; missing the 'what would I pay?' translation with a
clear notice that the insurer decides.

Complete file for surgery pre-authorization letter with deadline tracking (partial, high): The
CRM has insurer forms; missing per-insurer checklist, submission and business-day deadline tracking with
overdue alerts.

Doctor and hospital network filtered by insurer and policy tier (partial, high): The partner
network is being built (target: 30 in months 1–6); without it, policy-based routing is limited.

Health data privacy: notice, express consent and legal review (partial, high): RLS and role-
based security exist; health privacy notices are still pending legal review.

Revenue model transparency (non-exclusive partner fee) (partial, medium): Flagged as a
conflict-of-interest risk; disclosing it avoids the distrust seen with pay-to-rank directories.

Months 7–12
Reimbursement management and tracking (file, claim number, alerts) (missing, high): Slow
reimbursement is a top Condusef complaint; missing a flow to assemble invoices and medical report and
track the claim number.

Denial support: review of denial letter and guidance to appeal to the insurer and
Condusef (missing, high): Payment denial is the number-one complaint; today the product guides before
the event, not after a denial.



Case status visible to the patient (missing, medium): Advisors see the file; the patient lacks a simple
tracker (via WhatsApp) of where the case stands.

Months 13–18
Renewal guidance amid premium hikes (keeping seniority) (missing, medium): Growing 2026
pain; any product recommendation requires a licensed agent, so it must route through VITAE Asesores.

HR program for group policies (partial, medium): An HR portal exists; the company program is
planned for months 13–18.

Phone voice agent (missing, low): On the month 13–18 roadmap; useful for older patients.

Months 19–24
Verified patient reviews of partners (missing, low): Only from CRM-handled cases, to stand apart
from unreliable directory reviews.

Conclusion
The market's main pain is not buying insurance but using it: denials, slow reimbursements, stuck surgery
authorizations and policies nobody understands, worsened by 20–40% premium hikes in 2026. Seguro Sin
Vueltas is the only patient-side player combining AI and a human advisor, but today it mostly covers the 'before';
its biggest gap is the 'after': reimbursement management, denial support and authorization deadline tracking,
plus completing the partner network.


