Zurich Life Insurance

Zurich Claims:
We stand by our claims, so you can stand by yours.

Claim with confidence
The claims experience is an essential part of
every life insurance business. It’s our direct line
to customers, proving our commitment to them
when they really need it.
At Zurich, our philosophy is based on the
simple belief that when our customers
need us most, we are there.
We are proud of our excellent reputation and
record in paying customers’ claims as quickly and
transparently as possible, while providing the
support and understanding that such difficult
times deserve.

We are committed to being Australia’s most trusted
life insurer, backed by a strong global brand and
a professional and growing team that has been
recognised by the industry for its compassionate,
transparent and customer-centric approach.
Our dedicated specialists ensure that every claim is
given the upmost focus to help deliver an honest
and empathetic outcome for every customer.

Our claim commitment

Speed and
transparency in
paying claims
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Focus on
customer
care

This commitment to our customers
was reflected in the 2017 Australian
Reputation Index, which saw the
Australian public rank Zurich the
24th most reputable brand across
the country. 1 in 4 financial advisers
also agree, rating Zurich as having
one of the best claims management
experiences in the industry.

Dedicated
people

In 2017, Zurich won the prestigious
Consumer Choice Award, which
recognises the life insurer that excels at
both servicing their policyholders and
delivering on their promises to claimants.

Strong
reputation

You are in the care of an
expert team that has a
strong and respected
record of looking after
every customer with
genuine care and
personal service.

Individual focus backed by global strength
Zurich Australia is the local arm of one of the world’s leading life insurers – the Zurich Insurance Group
(Zurich) – that has been providing specialist protection and peace of mind for customers since 1872.
With over 50,000 employees worldwide – including more than 1,000 here in Australia – are passionate about protecting our customers and those
they truly love, and could not have achieved such consistent growth and success for the past 145 years had it not been for our unwavering focus on
putting our customers at the heart of everything we do.
This has been our commitment for more than a century, and it remains our promise today.
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Zurich paid a
record amount
of claims in 2017
with more than

208

$

million

paid out in life
insurance claims
to Australians and
their loved ones.
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Total Claims Paid
$208,488,978

$74,400,869
Death & Terminal Illness

$65,020,843
Income Protection

Total claims
Zurich paid in 2017,
by policy type

$21,653,299
$47,413,967

Total & Permanent Disability (TPD)

Trauma & Health Events

Female Total Claims

Male Total Claims

$68,647,730

$139,841,248
$17,762,549

$14,985,504

$50,035,339

$29,651,417

$12,655,655

$47,498,836

Death and Terminal Illness
Trauma and Health Events
Total & Permanent Disability (TPD)

$8,997,643

Income Protection

Income Protection

$26,902,033

Trauma & Health Events

Death & Terminal Illness

Total Claims By Age

Total & Permanent Disability (TPD)

Female
Total Claims

Male
Total Claims

100%
90%

$1,720,456

$37,186,923

$27,507,377

$1,859,281

$373,691

$5,522,289

$50,731,890

$69,727,708

$12,121,997

$1,753,744

<35

36-50

51-65

66-80

80>

80%
70%
60%
50%
40%
30%
20%
10%
0%
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Death and Terminal Illness
Living with a terminal illness comes with a lot of stress, which can be compounded by financial pressure. Receiving an early
claim payment can relieve this financial stress and allow the claimant to spend quality time with their loved ones with one
less thing to worry about.

Death and Terminal Illness Claims by age and gender
100%
90%

36%

$669,500

$15,753,908

$8,493,394

$1,611,539

$373,691

$546,363

$13,516,245

$20,895,675

$10,803,189

$1,737,362

36-50

51-65

66-80

80>

80%
70%
60%

64%

50%
40%

Female
Claims

30%
20%

Female
Claims

Male

Male Claims
Claims

10%
0%
<35

Death and Terminal Illness Claims Examples
Claim
Type

100%
90%

$669,500

$15,753,908

Scan this QR code
to watch
a claim video.
80%

Claim
Amount

Claimant
Gender

Claimant
Age

Metastatic Lung Cancer

$3,469,890

F

50

Multiple Organ Failure

$2,471,688

F

43

Other terminal illness

$2,185,454

M

44

Accident

$2,124,137

M

67

Ovarian Cancer

$2,026,073

F

49

$8,493,394

$1,611,539

$373,691

70%
60%
50%

Alan’s40%
Terminal Illness Claim Story

“

Female
Claims

30%

$546,363

$13,516,245

$20,895,675

$10,803,189

$1,737,362

In the early 90’s my financial adviser suggested that I get life insurance, I thought it made sense if something happens to me I want
20%
the
 family to be ok as was the sole provider. One year off my retirement and I get the diagnosis of advanced metastatic prostate cancer,
in the bones, it was too late for treatment of any kind.
Male as it was10%
Claims

0%adviser to see where I stood with my cover and policy, shortly after the Zurich team contacted me and kept me in the loop
I called my
<35
36-50
51-65
66-80
80>
right through the claims process, it was the actually the simplest part of all this, Deb had one point of contact and it felt like to me
they really wanted to make things easier and get the job done for us quickly, we had the money less than 2 weeks from when we
lodged the paperwork.

I was always careful about where I got advice, and I now look back on how important that day was where Barry advised me to go
with the Zurich life insurance policy which in the end paid an early claim which allowed me to leave my family financially stable.”
If you would like to watch Alan’s full story, please scan the QR code above.
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Trauma and Health Events
Typically, cancer and heart-orientated conditions are the most common in men who claim on their trauma cover.
In women, cancer is much more prevalent.

Trauma and Health Event Claims by age and gender
100%
$218,648

90%

$10,103,299

$7,332,316

$108,285

37%

80%
70%
60%

63%

50%
40%
$949,386

30%

$10,771,576

$16,958,679

$971,774

Female
Claims

20%
10%

Male
Female
Claims

$0

0%
<35

36-50

51-65

66-80

Claims

Male
Claims

80>

Trauma and Health Event Claims Examples
Claim
Type

Trauma
Type

Claim
Amount

Claimant
Gender

Claimant
Age

Trauma

Heart Attack

$2,070,755

M

51

Trauma

Malignant Cancer

$1,408,959

M

43

Trauma

Parkinson’s Disease

$1,008,183

M

53100%

Trauma

Stroke

$911,055

M

54

Trauma

Heart Attack

$751,873

F

47

90%
80%

$218,648

$10,103,299

$7,332,316

$10

$16,958,679

$97

Scan this QR code
to watch a claim video.

70%
60%
50%

“

Ben’s Health Events Claim Story

40%
30%

$949,386

$10,771,576

As a lawyer I’m very good at foreseeing variables and scheduling for them. Somethings you just don’t see things coming though,
20%
but thankfully along with my adviser I had the sense to factor in a protection plan should
something unthinkable happen.
10%

My adviser told me there were a few options to protect my family but it was a policy from Zurich called Active, that was the
0%
best fit to my lifestyle at the time. Not long after taking out the cover. I got the initial diagnosis
of pancreatic cancer and we
<35
36-50
knew it wasn’t good.

51-65

6

The initial claim payout was a huge help, and there were good days and bad. But being protected financially, meant I was able to
focus on what was most important. Dealing with an insurance company that handled my claim process with care and sensitivity
was something I never expected, It wasn’t until I had to contact Zurich again 4 years later for the 2nd time that I truly appreciate
the service they provide. The cancer had returned, a bit more advanced than last time. When we contacted the Zurich team again,
the attention to detail with the all the intricacies of my claim was extremely professional but what I valued most was the empathy
they showed, they showed real care through what was the hardest time of my life.”
If you would like to watch Ben’s full story, please scan the QR code above.
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Total & Permanent Disability (TPD)
Typically a TPD claim pays out a lump sum payment if you’re permanently disabled and unable to work. The ability to provide
for yourself and family becomes a real challenge, and living daily with a disability comes with its own major stress. A TPD claim
is more common than people think and Zurich’s TPD offering has the addition a number of non-occupation based assessment
criteria that alleviate reliance on a client’s future ability to work, this is called extended activities of daily living (Extended ADLs).
This gives claimants additional confidence that when needed, Zurich will be there.

TPD Claims by age and gender
100%
90%

42%

$4,763,614

$4,234,029

$6,475,973

$6,179,682

36-50

51-65

80%
70%
60%

58%

50%
40%
30%
20%

Female
Claims

10%

Male
Claims

0%

TPD Claims Examples			
Claim
Amount

100%
$4,763,614

90%

$4,234,029

Scan this QR code
to watch a claim video.

80%

40%

20%
10%
0%

M

59

$1,107,650

M

43

$1,098,031

F

36

F

55

$6,179,682

Female
M
Total Claims

46

Male
Total Claims

Annette’s TPD Claim Story

“

30%

$1,429,317

$800,000

60%
$6,475,973

Claimant
Age

$1,038,109

70%

50%

Claimant
Gender

As a business owner and provider I’ve always made sure things are taken care of especially when it comes to me as the main
bread winner. Being on my feet all day normally gave me a buzz, but over time it started to become painful to walk and I got
to a point where I was hobbling around most days.
$0
$0 After the MRI
By $0
the time I got to my doctor I was in a lot of pain.
it was conclusive that I had Synoval Sarcoma, in my foot
<35
36-50
51-65
66-80
80>
measuring the size of a ping pong ball. The only way forward was to amputate from the knee down.

This was the hardest thing I’ve ever had to face. The amputation surgery went as well as it could, and my adviser in conjunction
with the Zurich claims team helped me organise a TPD claim payout with surprising simplicity, the best part was being able to
deal with one in house specialist throughout the whole process, it really helped me stay calm and allow me to get things back
on track.”
If you would like to watch Annette’s full story, please scan the QR code above.
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Income Protection
Income Protection helps protect your most important asset, your income. Zurich believes getting back on your feet and back to
work long term after a mental or physical health event is critical. The road back to health should not be compounded by the
financial stress that a reduced income can bring to you and those around you.

Income Protection Claims by age and gender
100%
$832,308

90%

$6,566,101

$7,447,637

$139,456

23%

80%
70%
60%

77%

50%
40%
$4,026,539

30%

$13,516,245

$25,693,670

$347,033

20%
10%

Female
Claims

$0

0%
<35

36-50

51-65

66-80

Male
Claims

80>

Income Protection Claims Examples
Monthly
Claim Amount

Claimant
Gender

Claimant
Age

$8,313

M

47

$1,642

F

49

$4,820

M

34

$3,398

M

44

$3,439

F

50

100%
90%

$832,308

$6,566,101

$7

$13,516,245

$2

Scan this QR code
to watch
a claim video.
80%
70%
60%
50%

“

Bethany’s Income Protection Claim Story

40%
Female
Claims

30%

$4,026,539

I’ve always lived a really active and adventurous life, my fiancé and I take it in turns of coming up with the next adventurous weekend.
20%
I was on my way back from one of our weekends away when I couldn’t get any relief from a stuffy nose after
our flight. For months I
10%
tried sinus sprays, inhalations even Bach remedies…You name it I’d tried it. It never really went
when I started to experience
Male away. But
Claims
hearing loss and needed to feel the wall in order to keep my balance, I realised this was something
far bigger
than just a stuffy nose.
0%
<35
When my doctor first gave me the diagnosis of Acoustic Neuroma, I was shocked and devastated…my immediate thoughts
were, 36-50
‘Why me? Once all the initial shock and tears had subsided, my surgery date was scheduled and my adviser worked closely with
Zurich to ensure they had all the necessary information from my doctor to claim my income protection, a monthly benefit equivalent
to 75% of my usual income. The surgery was a success and when I woke up my advisor told me that my Income Protection had
been approved and was in my bank account. I can’t tell you how relieved I was to know I could just focus my energies on healing
and most importantly get on with planning our next adventure.”

If you would like to watch Bethany’s full story, please scan the QR code above.
Alternatively if you would like to watch our claim example relating to Business Expenses Insurance.
Please visit zurich.com.au/lifeclaims
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Client Testimonials

“

I want to pass on a huge thank you from both
our
 Director and myself, this was one of the
best experiences we have had with a claims
department ever.
Your team deserves thanks for this work.”
Graham* – Financial Adviser acting on behalf
of his client diagnosed with pancreatic cancer.

“

Insurance companies get a bad name at times in the public and unfortunately, this is then sensationalised
within the media and becomes the “norm” how people judge insurers.
The promptness in which Abby’s* claim was finalised deserves to be shouted from the rooftop &
everyone should know that insurance companies want to pay legitimate claims & do pay legitimate
claims every day!
I am a firm believer in trauma insurance & until it happens to you, you do not really appreciate both the
mental & physical strain this places on you. By finalising this as quick as you have you have helped us
achieve a major milestone in Abby’s* recovery being that by Christmas we wanted to get on with our lives,
with all that the previous three months have thrown at us well & truly behinds us. By finalising this as
quick as you have it helps put this whole event behind us.
Once again a big thank you for your efforts & to the Zurich claims team for being as compassionate &
professional as I always knew you were.”
Timothy* – Financial adviser and Zurich customer

“

Just thought I would drop you a quick email
and
 mention how impressed I have been with
the manner in which this case has been
handled. It is a true credit to the Zurich suite
of products and underwriting process. I am
thankful for the extremely professional
manner in which you have liaised with the
client during what has been a difficult time.
Thanks again and have a wonderful weekend.”
Owen* – Financial Adviser acting on behalf of
his client diagnosed with anxiety.

“

I just wanted to write and express my sincere
gratitude on behalf of my husband and I for
all of your help over the past month.
 ou have worked with us in a very timely,
Y
professional and compassionate manner.
We are deeply appreciative of your efforts
and assistance, and you have given us a
cause to smile in what has otherwise been
a very trying time.
I would also be grateful if you could pass
my feedback onto your divisional Director
so s/he is aware of the positive impact you
have made on our lives.
 anks again, have a terrific weekend and
Th
stay on the good side of health! ”
Sarah* – Zurich customer, diagnosed with
endometrial cancer.

*Names have been changed to protect claimants identity
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When you make a claim
with Zurich, you can be
confident in knowing you
have one less thing to
worry about.
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To watch more client
stories or to get more 2017
claim statistics please visit
zurich.com.au/lifeclaims or
contact your Zurich BDM

Zurich Australia Limited
ABN 92 000 010 195, AFSLN 232510
5 Blue Street, North Sydney NSW 2060
Client Enquiries: 131 551
www.zurich.com.au

The trademarks depicted are registered in the name of
Zurich Insurance Company Ltd in many jurisdictions worldwide.

Important information
This general information does not take into account the personal circumstances, financial situation or
needs of any person. This publication is intended for the general information of licensed financial advisers
only and is dated 14 February 2017. The information collected is given in good faith and is derived from
sources believed to be accurate as at this date, which may be subject to change. Unless otherwise shown,
figures are drawn from Zurich claims experience 2016. It should not be considered to be a comprehensive
statement on any matter and should not be relied on as such. You should consider the relevant Product
Disclosure Statement (PDS) issued by Zurich Australia Limited (Zurich) when making decisions about Zurich
financial products. The PDS is available from licensed financial advisers or by contacting Zurich.
MPOI-013160-2018

