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Message from the COO,
Life & Investments Australia
Committed to delivering
on our promise.

Gavin Pearce

As one of Australia’s leading
life insurers Zurich and OnePath
understand the ultimate indicator
of value is in the payment of
claims. It’s understandable that
advisers want to make sure that
their clients are protected with the
cover that is right for them, and by
a company that will be there for
them when they need us most.

insurers admitted over 108,000 claims
– worth over $9 billion – during the
2019 calendar year. Positively, as an
industry, we are paying 9 out of every
10 claims.

• The most common mental health
conditions are anxiety disorders,
mood disorders (including
depression) and substance abuse
disorders

Across the Zurich and OnePath
businesses we are seeing more
customer’s claim on their policy every
year. One reason is that Australians are
living busier lifestyles which means we
are engaging in activities that have
potential high-risk consequences. With
the advancements in modern health
sciences means that people are able to
diagnose and treat potential claimable
illnesses earlier, enabling people to use
their policy during the early stages of
an illness whilst undergoing treatment
– we have invested time, focus and
effort into our rehabilitation and
wellness services and offerings to help
Australians get back on their feet
quickly and return to a healthy lifestyle.

• Half of Australian adults who
experience a mental condition are
not accessing regular treatment,
and others may be receiving
inappropriate or ineffective care

However, the biggest increase in
claims, aligns to one of Australia’s
biggest and growing health burdens:
Mental Health. Medically, we still know
relatively little about mental health
conditions, although the statistics
shows that 1 in 5 Australians will be
We are proud of our excellent reputation affected by a mental health condition
every year.
and record in paying customers’ claims
as quickly and transparently as possible, • Mental health conditions are the
while providing the support and
largest single cause of disability in
understanding that such difficult times
Australia, accounting for 24% of the
deserve. Our dedicated specialists ensure
burden of non-fatal disease
that every claim is given the utmost
• 20% of Australian adults will be
focus to help deliver an honest and
affected by a mental health
empathetic outcome for every customer.
condition every year, with 8.5% of
Life insurance claims data has always
Australian adults experiencing more
been of utmost importance. This
than one mental health condition at
importance has grown in recent years
the same time
with industry reporting standards
• 45% of Australians will experience
introduced. APRA’s recent claims data
a mental health condition in their
release showed that Australian life
lifetime
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About Zurich
and OnePath
Zurich Australia is a member of the Zurich Insurance Group, a global
powerhouse and a household name locally and around the world. Globally
we operate in over 170 markets and employ over 50,000 staff. In Australia,
we’ve been operating for 100 years and insuring Australians under the Zurich
brand since 1960. We are proud of the role we play in protecting the lives
and incomes of more than 190,000 Aussies.
OnePath Life joined the Zurich family in 2019, and we now boast the broadest
range of retail life insurance offering in Australia. We have four distinct solutions
available, providing choice and fit for different customer needs.

These statistics provide challenges for
all insurers, with the pressure on us to
ensure our products stand up to the
rigors and challenges facing society.
A challenge we are proud to take on,
now and into the future.
Zurich and OnePath Life’s commitment
to Australian customers remains
unwavering; our partners can continue
to recommend our product suites with
confidence to their clients. We are
investing in our industry-leading people
and teams and our technology
capabilities will only improve into
the future.
It’s our commitment to keep the
promises you make, so you can make
them with confidence that you have an
insurer on your side, when it matters
the most.
Gavin Pearce
Chief Operating Officer,
Life & Investments

Source: www.zurich.com.au/content/dam/au-documents/advisers/life-insurance/marketing/mental-health-faq.pdf
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A closer look
at our claims

At Zurich and OnePath we understand that life insurance
is a promise. We strive to honour that promise and to make
a real difference to the lives of our customers and their loved
ones during challenging circumstances.

Together we paid over $1.29 billion in
life insurance claims. We accepted 93%
of claims received and helped 15,112
Australians and their families.
Our customers are at the centre of everything we do and our
statistics show our commitment to your clients and members
when they need us most. Take a look at the claims we’ve paid
for the period 1 January 2019 – 31 December 2019 across
Zurich, and OnePath.
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Our combined
claims philosophy

We treat customers
with respect

We assess and pay claims
in a fair and timely manner

We show empathy and respect when
members are medically, financially
or emotionally vulnerable

We assess each claim on its merits and
ensure it’s assessed by appropriately skilled
and qualified specialists

We will inspire confidence and trust by being
transparent, timely, thorough and fair as we
seek to honour the intent of the policy

We support those with
disability claims to
return to wellness

We operate within a clearly
defined risk management and
governance framework
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ZURICH CLAIMS

Zurich Retail Life Insurance
Claims 2019

Total Claims Paid
Total Claims Paid
$305,181,349

$112,943,129

Total Claims Paid

$57,928,526

Zurich supported over 2,966 Life Insurance customers
when it mattered most in 2019. Which gives you the
confidence that if things go wrong, we will be on your side.

Total Claims Paid

Total Claims Paid

Death & Terminal Illness

Trauma & Health Events

Total claims
Zurich paid in 2019,
by policy type

$50,563,636
Total & Permanent
Disability (TPD)

$83,746,059
Income Protection

Female TotalMale
Claims
Total Claims
Female Total Claims

Male Total Claims
Female Total Claims
Male Total Claims

Female Total Claims

$64,100,241

$241,081,108

$41,579,222

$16,349,303
$93,725,255

$19,217,874

Female Total Claims

Male Total Claims

$41,507,977

$9,055,658
$64,268,654

Death & Terminal Illness

Income Protection

$19,477,405

Total & Permanent Disability (TPD)

Trauma & Health Events

$250

$250
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$150
$250

$107,423,693

Million

$200
$50

and accepted

$7,379,803

94% of claims

<35

36–50

51–65
Age

$150

$50

$100 66–80

$163,872,167

$107,423,693
$150

$100

$24,053,589
$150

$0

$200
Million

Million

Million

305

$

$163,872,167

$100

million

$163,872,167

Total Claims By Age

$200

We’ve paid over

$250

$200

$107,423,693
$100

$24,053,589
$2,452,096
$163,872,167
$50
<35
36–50
51–65
66–80
>81
$7,379,803
$2,452,096
$107,423,693
$0
Age
>81
<35
36–50
51–65
$7,379,803

$0

Age

$50

$24,053,589

$7,379,803

$2,452,096

$0
<35

36–50

51–65

66–80

>81

Age
To view our detailed claims statistics please visit
zurich.com.au/lifeclaims and use the interactive claims viewer.
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Death and
Terminal Illness

Income
Protection

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.

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.

DEATH
AND
TERMINAL
ILLNESS
INCOME
PROTECTION
INCOME
PROTECTION

DEATH
AND AND
TERMINAL
ILLNESS
INCOME
PROTECTION
DEATH
TERMINAL
ILLNESS

$65

$55$65

$63,580,434

$60

$60
$50

$55

$45

$55
$45
$50
$40
$45

$40

$35$40

$35

$30$35

$30

Million

Million

$50

$26,613,287
$19,866,462

$20

Male
Claims

$10
$5

Total Claims Paid
$112,943,129

$0

<35

$0 $0
36– 50

51–65

66–80

>81

Age

TOTAL AND PERMANENT DISABILITY

TRAUMA
ANDPERMANENT
HEALTH EVENTS
TOTAL AND
DISABILITY

Watch the full story here
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$35$35

$30$30

Alan – Zurich customer

$25$25

Million

Million

$20$20

$15$15

$10

$10$10

$5

$5 $5
$224,259

$0

$32,732,174

$26,613,287
$19,866,462

77%

$30
$25
$20
$15

Female
Claims
$2,930,527
$430,849
<35<35

$10

Male
Claims
$2,405,526

Total Claims Paid
51–65
66–80
36–36–
50 50
51–65
66–80
$83,746,059
Age
Age

$5
$2,452,096
$0

$2,930,527

$2,405,526

$0

$0

>81>81

<35

36– 50

51–65

66–80

>81

Age

TOTAL AND
DISABILITY
TRAUMA
ANDPERMANENT
HEALTH EVENTS

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 an
early claim which will allow me to leave my
family financially stable.

I called my adviser to see where I stood with my
$26,384,972
$25 the Zurich team
cover and policy. Shortly after,
contacted me and kept me in the loop right
$22,627,576
through the claims process. It was the actually
$20
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 $15
get the job done for us
quickly. We had the money less than 2 weeks
from when we lodged the paperwork.

$1,326,829

$35
$32,732,174

TRAUMA AND HEALTH EVENTS

TOTAL AND PERMANENT DISABILITY

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 the family to
be OK as I was the sole provider.
One year off my
$35
retirement and I get the diagnosis of advanced
metastatic prostate cancer, as it was in the bones,
$30
it was too late for treatment
of any kind.

Million

Alan’s Terminal
Illness Claim Story

$5 $5

$45,677,833

$40

$25$30

$2,452,096

$430,849

$45

$45,677,833

$20
$15
$15
$10
$10

$15

Female
Claims

$50

23%

$25
$20

$25

83%

$55

$63,580,434

Million

17%

Income Protection Claims by age and gender

Million

Death and Terminal Illness Claims by age and gender

INCOME PROTECTION

TRAUMA AND HEALTH EVENTS

I’ve always lived a really active and adventurous
life, my fiancé and I take it in turns coming up
with the next adventurous weekend. 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$31,986,325
I tried sinus sprays,
inhalations, even Bach remedies… you name it
I’d tried it. It never really went away. But when
$26,384,972
I started to experience hearing loss and needed
to feel the wall in order to keep my balance,
$22,627,576
I realised$21,693,260
this was something
far bigger than
just a stuffy nose.

had subsided, my surgery date was scheduled
Bethany’s Income
and my adviser worked closely with Zurich to
Protection Claim Story
ensure they had all the necessary information
from my doctor to claim my
$35income protection,
a monthly benefit equivalent to 75% of my usual
$31,986,325
income. The surgery was a success and when
$30
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
$25
I was to know I could just focus my energies
on healing and most importantly get on
$21,693,260
$20
with planning our next adventure.

When my doctor first gave me the diagnosis
of Acoustic Neuroma, I was shocked and
devastated… my immediate thoughts were,
‘Why me? Once all the initial shock and tears

Bethany – Zurich customer

To view our detailed claims statistics please visit
zurich.com.au/lifeclaims and use the interactive claims viewer.
$2,691,598
$1,326,829
$1,557,343
$224,259
$0 $0

Million

DEATH AND TERMINAL ILLNESS

$15

Watch the full story here
$10

11

$5
$2,691,598
$1,557,343

$0

$45

$55
$45
$50
$40
$45

$40

$35
$40

$35

$30$35

$50

$30

$26,613,287
$19,866,462

$20
$15
$15
$10
$10

$15

Typically a TPD claim pays out a lump sum payment if $10
you’re permanently disabled and
unable to work. The ability to provide for yourself and $5
family becomes a real challenge,
$430,849
and living daily with a disability comes with its own major
$0 stress. A TPD claim is more
51–65
common than people think and Zurich’s TPD offering has the <35
addition36–a50number
of 66–80
Age
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.

$5 $5

$2,452,096

$0 $0
>81

TOTAL AND PERMANENT DISABILITY

TPD Claims by age and gender
18%

Trauma and
Health Events
$26,613,287

$15
$10

Over 600,000 Australians are living with coronary artery disease, 2 million with kidney
$5
disease, and nearly half $2,405,526
the population will experience mental
health challenges during
$2,930,527
$2,930,527
$2,405,526
$2,452,096
$430,849
$0
their lifetime. Depending on the condition, direct costs $0
can range from hundreds to
66–80
<35
50
51–65
<35<35
36–36–
50 50
51–65
>81>81
many
thousands
of51–65
dollars66–80
each
year.
Visit zurich.com.au/costofcare
to36–download
your 66–80
Age
AgeAge
copy of our Cost of Care Whitepaper which looks into the financial burden of illness and
injury facing everyday Australians.

$30

$30$30

>81

TRAUMA AND HEALTH EVENTS

$31,986,325

$31,986,325

28%

$30
$26,384,972
$25

$25$25
$21,693,260

$22,627,576

$21,693,260
$20
Million

$15

Million

$20$20
Million

Million

$0

$35

$22,627,576

$15$15

82%

$15

72%
$10

$10$10

$5

$5 $5
$1,326,829

$0
<35

36– 50

51–65

$224,259

$0

66–80

>81

Age

Claims Testimonial –
Total & Permanent Disability
I need to express my appreciation of your superb efforts behind the
scenes, to ensure this claim was to be settled in such an efficient and
speedy manner. As mentioned, I believe the whole Zurich Claims Assessment team
needs to be congratulated on how your enforce processes, enable such a quick analysis
and review of the medical reports,
then then readiness to be able to make the decision to settle the claim.
Overall, a job well done, and from an adviser who has had a 35 years relationship with
Zurich, once again, your readiness to serve has
been proven.
Jason* – Financial Adviser and Zurich customer
*Names have been changed to protect claimants identity
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$25

Trauma and Health Claims by age and gender

$35$35

$20

Total Claims Paid
$50,563,636

$32,732,174

$30

$20

$19,866,462

$26,384,972

Male
Claims

$35

$32,732,174

TRAUMA AND HEALTH EVENTS

$35

$25

Female
Claims

$45,677,833

$40

TOTAL AND
DISABILITY
TRAUMA
ANDPERMANENT
HEALTH EVENTS

TOTAL
AND PERMANENT
DISABILITY
TRAUMA
AND HEALTH
EVENTS

TOTAL AND PERMANENT DISABILITY

$45

$45,677,833

$25
$20

$25
$20

$25$30

$50

Million

$55

Million

$50$60

Million

Million

Total and Permanent
Disability (TPD)

$60

$10

$2,691,598
$1,326,829
$0 $0
<35<35

Female
Claims

Male
Claims
$1,557,343
$224,259

Total Claims Paid
51–65
66–80
36–36–
50 50
51–65
66–80
$57,928,526
AgeAge

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

$5
$2,691,598
$0 $0
>81>81

$1,557,343

$0

66–80

>81

$0
<35

36– 50

51–65
Age

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
four years later for the second 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.

Ben’s Claim Story

Ben – Zurich customer

To view our detailed claims statistics please visit
zurich.com.au/lifeclaims and use the interactive claims viewer.

Watch the full story here
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For more
information
To watch more client stories or to get more 2019 claim
statistics please visit zurich.com.au/lifeclaims or contact
your Business Development Manager

Kylie

Emily*

I will never forget a young man who came into
claim many years ago who had recently been
diagnosed with motor neurone disease. He was an
inspiration because he refused to let a diagnosis
define him at that stage of his life. We admitted his
benefit and for the months that followed whilst he
still had some mobility, he travelled around
Australia with his wife in a caravan. I would phone
him regularly to see how he was getting on and I
enjoyed his stories as he embraced his freedom.
We’re in the business of providing financial relief
but it’s so much more than that and such a privilege
to go along a journey such as this with a customer.

I wanted to say a BIG THANK YOU for your
kindness shown to Dominic* throughout the year.
He always came away after dealing with you relaxed
and satisfied that all his finances were in place and
that he had enough to provide for us through this
difficult time. It allowed him to live his remaining
time stress free from worry regarding finances.
This is and was such a large burden that many
other people have, but Dominic* was able to
concentrate on his treatments and spending the
good times with us even though he struggled
and didn’t have much time left.

We listen. Depending on the circumstances
everyone has something different they need in
terms of support. Our claims assessors are highly
trained and believe in supporting customers
personally. This means that those customers can
rather concentrate on positive health and family
outcomes while they are on claim.

Claims Team
Manager, Zurich

We thought we had more time but unfortunately
his cancer had other plans. He is now resting
peacefully and his large funeral was a testament
to his character and love for people.
Once again THANK YOU for all your help
and guidance. I have and will always recommend
Zurich to everyone!

Zurich customer
and wife of claimant
*Names have been changed to protect claimants identity

Important information
This document has been prepared by Zurich Australia Limited ABN 92 000 010 195, AFSL 232510.
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 August 2020. 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. Whilst the names have been changed to protect
individual claimants, case studies used are based on the actual circumstances of claimants. They are for illustrative purposes only, and claims will be
assessed based on the specific circumstances of each individual case. Unless otherwise shown, figures are drawn from Zurich claims experience 2019.
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.
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OnePath Retail Life
Insurance Claims 2019

ONEPATH CLAIMS
Total Claims Paid
Total Claims
TotalPaid
Claims Paid
$592,726,251

$170,319,414

Total Claims Paid

OnePath supported over 5,088 Life Insurance customers
when it mattered most in 2019. Which gives you the confidence
that if things go wrong, we will be on your side.

Death & Terminal Illness

$138,616,457
Trauma

Total claims
OnePath paid in 2019,
by policy type

$89,860,272

$193,930,108

Total & Permanent
Disability (TPD)

Income Protection

Female Total
Claims
Male
Total Claims
Male
Male Total
Total Claims
Claims

Female Total Claims
Male Total Claims
Female
Female Total
Total Claims
Claims

$175,562,329

$417,163,922

$80,885,562
$113,266,691

$57,052,723

$57,730,895

Female Total Claims

Male Total Claims
$22,503,161

$67,357,111

$155,654,558

$291,313,492

Death & Terminal
$300 Illness

Million

Income Protection

Million
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$150
$150 $300
$100
$100 $250

million

and accepted

93% of claims

Million

592

$

$200
$200

$50
$50 $200

Trauma

$216,384,047

$200

Total Claims By Age
$250
$250

Total & Permanent Disability (TPD)

$291,313,492
$291,313,492

$250

$300
$300

We’ve paid over

$38,275,550

$216,384,047
$216,384,047

$150

$291,313,492

$100

$53,911,635
$50

$29,802,012

$53,911,635
$53,911,635
$0
<35

36–50

51–65

$29,802,012
$29,802,012
Age

$0
$0 $150
<35
<35

$1,315,065

$216,384,047

36–50
36–50

$100

51–65
51–65

66–80
66–80

66–80

>81

$1,315,065
$1,315,065
>81
>81

Age
Age

$53,911,635
$50

$29,802,012

$1,315,065

$0
<35

36–50

51–65

66–80

>81

Age
To view our detailed claims statistics please visit
onepath.com.au/onepathclaims and use the interactive claims viewer.
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Death and
Terminal Illness

Income
Protection

Provides a benefit on death which could be used to reduce debt, replace income of the
deceased family member or pay for existing financial commitments like school fees.
Terminal Illness provides a benefit on the diagnosis of a terminal illness which you could
use to pay for medical expenses.

Replaces up to 80% of your monthly income if you cannot work because of illness or
injury. You could use this to pay the bills and stay on top of day-to-day living expenses
while you recover.

Death and Terminal Illness Claims by age and gender

Income Protection Claims by age and gender
$100
$90

$55
$50

$35
$30

67%

$26,821,289

$25

$15

Male
Claims

$30
$13,175,677

$40
$35
$30

$15

$20
$10
$1,315,065

$0
<35

36– 50

51–65

66–80

$0
<35
36– 50

<35

Age

Know what you’re covered for with
the help of your financial adviser

We ask the right questions so you
can tell us your story

Your financial adviser is there to help you find
an appropriate life insurance
policy for your
$65
needs – and help explain how this cover
can
$59,690,115
$60
protect you at claim time. Whether you’re a
new or existing client, $55
it’s important that you
understand if you’re eligible
as well as many
$50
exclusions which may apply to the policy.

When you apply for a OneCare policy we ask
questions about your health using everyday $75
language which gives you greater certainty over
$70
what you need to tell us. And this can make a
$65
difference to the outcome at claim time.

$40

Working with your financial adviser
at claim time

$24,059,892

$25

$25
$20

$15

$15
$10

$6,110,265

$5
$0

$0

$50
$45

$50

$30

$20

$55

$55

Million

$30

$60

$60

Your financial adviser can be of great help at$45
claim time as they understand the claims $40
process and your insurance cover.
$35

$35

$65

$5

$40
Million

$45

Million

$13,175,677

$5

$0

>81

$35
$30
$25
$20

80%

Female
Claims

Total$102,552
Claims $0
Paid
51–65
66–80
66–80
>81
$193,930,108
Age
Age

A couple of years after taking out her policy,
Sally was cycling to her job as a school teacher.
She hit a bump in the road, wobbled, came off
her bike and put her arm out to break her fall.
Feeling a sharp pain, she called an ambulance
and went to hospital
for an X-ray.
$69,560,506
$59,690,115
Sally had suffered a radial head fracture to her
right arm, which is at the top of the bone that
$55,783,146
connects the
wrist and elbow. She needed 5 days
off work to recover initially, and was then back to
work in a sling for the next 5 weeks. Knowing
that her waiting period was 30 days, Sally didn’t
notify OneCare or her adviser about her injury,
which only put her out of work for 5 days.
During her regular policy$24,059,892
review with her
adviser, Sally mentioned her injury in passing.
Sally’s adviser explained that OneCare’s Income

$5

$24,231,061

$20
$10
$1,315,065

$0

>81

<35

36– 50

51–65

$102,552

$0

66–80

>81

Age

Secure covers begin the regular benefit payments
after the waiting period, but certain conditions
covered by the Specific Injury Benefit will pay
automatically. In Sally’s case the Specific Injury
Benefit covered “fractures$75
of the upper arm
including the elbow and shoulder
bone” for a $69,560,506
$70
guaranteed payment period of 2 months.

Sally’s
Claim Story

$65

20 months after the injury$60
occurred and now
back at full strength, Sally, with the support of
$55
her adviser, lodged a claim for the Specific Injury
$50 recognised that
Benefit. The claims consultant
$45
this, like the majority of the
claims received, was
a straightforward case and$40
the claim was paid
within 12 days of it being $35
lodged.

$55,783,146

Sally – OnePath customer$30
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Total Claims Paid
$170,319,414

A Good Claims
Experience –
We all play a part
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$75

$15
To view our detailed claims statistics please visit
$6,110,265
onepath.com.au/onepathclaims
and use the interactive claims viewer.
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$10,394,632
$2,878,171
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$80$55

$50
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$30

$30$20
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$15

$13,175,677

Provides financial support if an illness or injury stops you
$10 from returning to work or
normal domestic duties.
$5
<35

36– 50

51–65

$15
$20
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$1,315,065

$0
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Trauma

$0 $0
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$26,821,289
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$13,175,677

$20

Provides a benefit for specific medical definitions in the event of serious illness or injury
which you could use to help pay debt, and cover costs$10
of lifestyle changes and out of
$1,315,065
$0
$102,552
$102,552
pocket medical expenses.
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Claims Testimonial –
Total & Permanent Disability
Just thought I’d update you, as I said I would, even though my claim finished back
in January. A few weeks back I had trial surgery of a spinal cord stimulator… it worked
tremendously week and have me around 70% pain relief. I’m scheduled to have
a permanent implant this week.
Thank you so much for the way you handled me and my claim throughout its duration.
You really made a testing time much easier with your caring and professional attitude.
I can’t thank you enough for the understanding nature and manner.
Anthony* – OnePath customer
*Names have been changed to protect claimants identity
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Trauma Claims by age and gender
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Family means everything to me. My three kids,
family and friends, they’re just everything in life.
I’m a travel agent and love fulfilling peoples
dreams, by me working it does mean we can
go out for that dinner once a week… save up
for that next holiday for us.
I went into the doctor just for a check-up,
did a mammogram then did an ultrasound,
came home an within half an hour of me being
at home they called me back saying that I needed
to go back in as the ultrasound and the
mammogram weren’t matching. From there they
decided that I needed a biopsy which was the
week later and from then on the 16th of August
I got diagnosed with breast cancer, stage one.
Then surgery and I started radiation the

$10
$0 $0

$10,394,632

$5
$0

>81>81

<35
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51–65

$2,878,171

$0

66–80

>81

Age

beginning of October. I did 20 sessions
of radiation, and a month after radiation I had
to go on to the hormone blockers.

Sara’s
Claim Story

Two weeks after surgery we thought back that
we might be able to claim with our insurance
company with trauma. Greg (our financial
adviser) found the best policy that suited us and
our needs, OnePath was the best option for us
and it has been for the last 12 years so that’s why
we went through a adviser, because they did the
work for us.
Claims was easy, Greg came over and we filled
out the paperwork [at home]… 3 weeks later
the claim was sorted.
Sara and Guy – OnePath customers

To view our detailed claims statistics please visit
onepath.com.au/onepathclaims and use the interactive claims viewer.

Watch the full story here
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For more
information
For more information please visit onepath.com.au or
contact your Business Development Manager

Daniel*

Maria

Melissa

In September 2018, we unfortunately needed
to submit a trauma claim for one of our clients.
We were continuously kept informed as to the
progression of the case and both myself and the
client were extremely grateful. Unfortunately, early
the following year, the client died and once again
we submitted a claim for remaining life insurance
and once again, OnePath were fantastic.

Working at OnePath has honestly exceeded all my
expectations as a Rehabilitation Consultant, I am
able to really make a difference to our customers
wellness and vocational goals. Working with them
to ensure they get the most effective services to
assist with achieving their overall return to work
goals can be very rewarding. I enjoy seeing our
customers progress in their recovery journey and be
able to offer our support each step of the way.

Being able to help our clients in their time of need
means everything, it is truly humbling to be in a
position where you can make a difference to
peoples lives. Of course there are difficult decisions
we make but so long as we offer a positive claims
experience we are making a difference.

Towards the end of last year, another one of my
clients made me aware that he had previously had
prostate cancer (about 5 years ago) and had
omitted to tell me. By this stage, he was over 70
and his trauma had expired. I nevertheless
suggested that we submit a claim and hope that
OnePath would somehow consider paying. Once
again, OnePath were exceptional, and I always felt
that they were looking for opportunities to help as
opposed to reasons not to pay.

Claims Team Manager, OnePath

At OnePath, we strive to achieve the highest
customer service experience. We work with our
customers to better understand their goals and we
then tailor our approach and services accordingly.
We believe that every case is different and that
adopting an individualised approach is key.

Rehabilitation Consultant, OnePath

These positive experiences really inspire confidence
in OnePath as well as our industry as a whole. Too
often, the industry has been chastised for getting
some things wrong but little notice is taken of the
many things that we get so right.

Financial Adviser acting on behalf
of his trauma claim clients
*Names have been changed to protect claimants identity

Important information
This document has been prepared by OnePath Life Limited ABN 33 009 657 176, AFSL 238341.
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 August 2020. 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. Whilst the names have been changed to protect individual
claimants, case studies used are based on the actual circumstances of claimants. They are for illustrative purposes only, and claims will be assessed
based on the specific circumstances of each individual case. Unless otherwise shown, figures are drawn from OnePath claims experience 2019. 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 OnePath Life Limited (OnePath) when making decisions about OnePath financial products. The PDS is
available from licensed financial advisers or by contacting OnePath.
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OnePath Group
Claims 2019

Total Claims Paid
Total Claims Paid

Total Claims Paid

Total Claims Paid

$396,820,641

$102,993,219

We’ve helped 6,342 insured Australians who have life insurance
policies cover that is provided by their employer or super fund.

Life

$135,016,927
Total & Permanent
Disability (TPD)

Total claims OnePath
Group paid in 2019,
by policy type

$36,020,176

$122,790,320

Terminal Illness

Group Salary Continuance^

^ Total claim amount paid for Group Salary Continuance reflects the average monthly benefit paid for claims first paid in that period (that’s the new industry reporting standard) as well as ongoing payments.

Total Claims
Female TotalMale
Claims
Female
Total
Claims
$156,920,735

Female Total Claims
Male Total Claims
Male Total Claims

Female Total Claims

$239,899,906

$83,749,042
$81,158,179

$51,267,885

$56,351,919

$17,379,410

$21,993,219

$66,438,400
$18,640,766
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93% of claims
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Life

Group Salary Continuance
Life

To view our detailed claims statistics please visit
onepath.com.au/onepathclaims and use the interactive claims viewer.

Terminal Illness
Group Salary Continuance

Total & Permanent Disability (TPD)
Terminal Illness
Total & Permanent Disability
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We deliver
on our promise
For more information please visit onepath.com.au
or contact your Relationship Manager

We’ve been insuring Australians for more than
100 years, so you can count on us to provide
the financial support when it matters most.

Melissa

Sarah*

Being able to help our clients in their time of need
means everything, it is truly humbling to be in a
position where you can make a difference to people
lives. Of course there are difficult decisions we
make but so long as we offer a positive claims
experience we are making a difference.

Given that his claim has now been finalised, the
member wanted to let us know that although he
has dealt with numerous people over the times
throughout the duration of his Income Protection
claim and every single person has been professional,
easy to deal with, empathetic and sympathetic to
what happened to him.

It is a privilege to be invited into the lives of
individuals who are experiencing uncertain times
with both their health financial security. We are
privy to individual’s private and personal
information that sometimes the people closest to
them don’t even know. So it’s important that we
acknowledge the magnitude of this undertaking.

Claims Team Manager, OnePath

The Member added that ‘by far, OnePath have
been the easiest insurer to deal with’ and that you
are ‘beautiful people’.

Group Insurance representative
and OnePath customer
*Names have been changed to protect claimants identity

Ann’s
Claim Story
In 2018 I was diagnosed with ovarian cancer,
it was a big shock and I never saw that coming.
I was just going for a routine check up with my
gynaecologist, I saw him in October 2017 and by
April 2018 I had Stage Four Ovarian Cancer.

Watch the full story here

It was overwhelming, until I actually found out
my full diagnosis I didn’t tell anybody… I tried
to still work but then it came to a point where
I couldn’t manage it. I was lucky enough to
realise that I had the income protection so that’s
been fantastic, it’s been my saviour. If I didn’t
have it I probably would have lost my house.
If I wasn’t able to take time off work it would
have compromised my treatment.
It’s given me the opportunity to get better…
trying to go back full time and trying to get
healthy, would have been very difficult so the

26

assistance of the Group Salary Continuance
just helps you get back on track like to what
you want to be in the future.
The representative from OnePath said to me
‘you have to look after yourself’ and ‘don’t worry
about what other people need to do – more about
what you need to do for yourself to get better’. So
they offered counselling, an exercise physiologist
or a dietician – you just click online and you put
your information in and you book a time with
the person – lovely, lovely staff, so respectful,
so encouraging… so it was very, very good.
Having the assurance of being able to work
and look after myself and take some time off
it’s just been heavenly.
Ann – OnePath customer

To view our detailed claims statistics please visit
onepath.com.au/onepathclaims and use the interactive claims viewer.

Important information
This document has been prepared by OnePath Life Limited ABN 33 009 657 176, AFSL 238341.
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 August 2020. 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. Whilst the names have been changed
to protect individual claimants, case studies used are based on the actual circumstances of claimants. They are for illustrative purposes only, and
claims will be assessed based on the specific circumstances of each individual case. Unless otherwise shown, figures are drawn from OnePath
claims experience 2019. 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 OnePath Life Limited (OnePath) when making decisions about
OnePath financial products. The PDS is available from licensed financial advisers or by contacting OnePath.
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For more information
contact your Business
Development Manager or
Relationship Manager

Zurich Australia Limited
ABN 92 000 010 195
AFSLN 232510
Client Enquiries: 131 551

OnePath Life Limited (OnePath Life)
ABN 33 009 657 176
AFSL 238341
Client Enquiries: 133 667

www.zurich.com.au

www.onepath.com.au

Important information
This document has been prepared by Zurich Australia Limited
ABN 92 000 010 195, AFSL 232510.
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 August 2020.
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. Whilst
the names have been changed to protect individual claimants, case studies used
are based on the actual circumstances of claimants. They are for illustrative
purposes only, and claims will be assessed based on the specific circumstances of
each individual case. Unless otherwise shown, figures are drawn from Zurich
claims experience 2019. 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

