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Introduction

Objective
To provide a detailed run through of how claims 
assessors approach the assessment of claims, what has 
to be done and how it is achieved.



Barriers that can be addressed

81% say life insurance is too 
expensive, yet                                      

61% over estimate cost.

Trust
44% have concerns about the 
insurance company paying out               

if they die. 

41% say life insurance is too 
complicated,                                            

1 in 4 don’t know where to start,        

1 in 5 say it’s hard to select a product 
for their needs. 

63% of those with a partner say 
they’ve not discussed life insurance 

with their partner,                                   

29% say life insurance is unpleasant                       
or difficult to discuss.
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Source: ING Australia’s Attitudes Towards Life Insurance, December 2008



•In 2008, our industry 
paid over $3 billion in 
retail insurance claims 
nationally.

-An increase from                    
$2.03 billion in 2007

Source: Claims paid by product type, 2008, The Risk Store.

Term TPD Trauma Income Protection

We do pay CLAIMS !!!!!!!!!



Initial 
documentation

Investigators

Medical history 
review

Independent 
medical 
exams

Financial 
records

Reinsurance 
referrals

Trustee 
referrals

Successful Claims

What we are trying 
to prove and how we 

do itMedical 
information



Successful claims
- initial documentation

HIC / PBS authority formsHIC / PBS authority formsHIC / PBS authority formsHIC / PBS authority forms

Proof of identityProof of identity and Policy 
Documents

Proof of identity and Policy 
Documents

Beneficiaries / Binding 
Nominations / claims 
staking / evidence of 
dependency
(who gets the benefit)

Proof of current earnings / 
expenses
(for ongoing assessment)

Treatment Plans / DetailsDetails of experience and 
background

Grant of Probate (section 
211 Life Insurance Act) or 
Letters of Administration

Proof of earnings / 
expenses at Policy 
Inception (unless provided 
at underwriting)

Medical Test Results – ie
histopathology, functional 
tests, scans, x-rays

Details of occupation and 
duties

Will (executor, 
beneficiaries and 
instructions)
Trust Deeds for external 
super

Claim Form – Includes 
medical certification

Claim Form – includes 
medical certification

Claim Form – includes 
certification against 
definition (may require 
multiple certification)

Death Claim Form (if 
required), death 
certificate, birth certificate, 
Policy Documents

IP / BE ClaimTrauma ClaimTPD ClaimDeath Claim



Successful claims
- medical history review

� The Duty of Disclosure – Section 21 Insurance Contra cts Act

� (1) Subject to this Act, an insured has a duty to disclose to the insurer, before
the relevant contract of insurance is entered into, every matter that is known to 
the insured, being a matter that:

� (a) the insured knows to be a matter relevant to the decision of  the insurer 
whether to accept the risk and, if so, on what terms; or

� (b) a reasonable person in the circumstances could be expected to know
to 

be a matter so relevant.
� (2) The duty of disclosure does not require the disclosure of a matter:
� (a) that diminishes the risk;
� (b) that is of common knowledge;
� (c) that the insurer knows or in the ordinary course of the insurer’s 

business as an insurer ought to know; or
� (d) as to which compliance with the duty of disclosure is waived by the insurer. 



Successful claims
- medical history review

• How do we do it?
� Review application disclosure.

� Obtain and review Medical history from HIC (Medicare) 
& PBS records (prescriptions issued to clients).

� Contact Doctors of interest for reports / copies of 
clinical notes (we need to have them all available).

� If non-disclosure identified – refer to underwriting for an 
opinion on what they would have done if disclosed.

� If actionable non-disclosure, seek advice from client as 
to why not disclosed.



Successful claims
- treating doctor information

� All living benefit cases require information 
from the treating doctor.  

� Sometimes this is incomplete and 
clarification is required.

� For ongoing claims, ongoing information is 
required (through claim forms and requests 
for specific reports).



Successful claims
- independent medical examinations

� Independent medical examinations are a very useful tool in confirming 
the extent of injury / illness and whether requirements of policy 
definition are met.

� They cost on average around $1,300 each

� Appointments are made as close to client’s home as possible to 
minimise inconvenience

� Insured is entitled to obtain a copy of report – may release to treating 
doctor

� Copies may be provided to the treating medical team for comment



Successful claims
- financial record reviews

� Financial records may be required for Pre-Disability Earnings, 
Partial Disability Calculations and to confirm level of cover.

� We often need assistance understanding these structures and how 
money flows through to determine the actual earnings.

� Claims apply the same methodology as underwriting in assessing 
financials.

Claims Assessors are not accountants

Self employed people often have complex 
business structures that exist to minimise taxation.



Successful claims
- investigators

� Investigators are used in a number of ways in 
claim assessment:

� Factual investigations – employment history, 
non-disclosure enquiries, interviews with 
advisers, eligibility enquiries (group cover)

� Surveillance investigations – concerns over 
whether client working, extent of disability etc



Importance of advice
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Is there a place for
Managed Investment Schemes?



MIS - a sustainable investment structure?

• What is a managed investment scheme?

• The year in review.

• The Rippoll Review.

• Not a tax deduction…



Not
assessable

Assessable

Deductible

Assessable

Shares

Buy Sell Buy Sell

Purchase
price

Managed
Investment
Schemes

Value of an up-front deduction



What effects MIS returns?

• Four major variables:

– Commercial Yield

– Price at time of sale

– Costs incurred in production, marketing and sale

– Length of project (i.e. time value of money)

• Analysing investment risk

– Economic

– Investment specific



Portfolio correlation
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Comparing MIS returns
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Project 
year

- $8,496

- $8,107

- $7,758

- $7,452

- $7,163

- $6,894

- $6,698

Cashflow
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Project year

21

20

19

18

17

16

15

Project 
year

$     462

$     710

$     915

$43,746

- $  6,369

- $  9,406

- $  7,682

Cashflow

$  32,553

$126,437

$  25,835

$    1,103

- $    1,236

Cashflow

- $    1,097

$103,023

Net internal rate of return:  15.35% pa Pre-tax equivalent: (100% assessable): 23.20% pa

Alternative investment equivalent:             19.60% pa *

* Assumes:  60% of income fully taxed
40% of income 50% taxed


