
 



























 
 



•

•



 



 

 



 

 

 

 

 





 





Travel Insurance:  
We Focus on what 
matters 
 

25 May 2015 



Agenda 

1. Company overview 

2. Travel Insurance  market trends 

3. Comprehensive cover 

4. People and health 

5. Staying connected: Global SIM 

6. Q & A 

|   23 



Who is the Cover-More Group? 

One of Australia’s 
largest Travel 

Insurance Company 

Travel Insurance and 
Medical Assistance 

Australian owned, 
based in Sydney  

Over 28 years 
experience 

Insures over 2.2 
million travellers 

each year 

Underwritten by Great 
Lakes Australia – parent 
company is Munich RE  

Strongly supports 
the business of 
travel agents. 



Company profile 
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Australia, China, 
India, Malaysia, 
New Zealand, 
Singapore, UK  

>1,000 
employees 

>35,000 
medical cases 

each year 

2.2 million 
customers 

and counting 

 60% of claims  
processed through 
our market leading 

online platform 

On average one  a 
Cover-More medical 

evacuation occurs daily 
 

We handle 
40,000 calls for 
help annually 

50,000+ instance 
existing medical 

assessments annually 

In total, we paid 
$80m + in claims 
last year alone 



Global operating platform  
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Company overview 

Travel insurance 

Medical assistance 

Australia market share 

  >40% 
 

Capital light 

Key operations are performed in Australia: 

• Claims processing  

• Travel Medical assistance platform  

• e-Commerce  

• Telephony customer services  

• e-Training 

Common operating platforms and processes 

Business implications: 

• Implemented in Australia, New Zealand, 
Malaysia and China, India and United 
Kingdom  

• Allows the business to rapidly deploy 
consistent operations 

• Provides for enhanced service resilience and 
quality, performed at lower costs to operate 



Travel insurance 
market trends 



The Australian market 

* Source: IBISWorld travel insurance report May 2014. 

Travel agencies are one of the biggest purchasers of travel insurance products. 

Demand for Travel Insurance has increased as travelling has become more affordable thanks to the 
global rise of budget services such as airlines and accommodation 

As technology transforms the way we purchase it will also develop the way we travel. 



Internet searches of Travel Insurance 
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Market landscape 

* Source Finaccord Report June 2014. * Source Finaccord Report June 2014. 



Comprehensive 
cover 



Comprehensive coverage 

 

• Organising travel insurance is an essential part 

of preparing for your overseas trip.  

 

• You should make sure your travel insurance 

covers all medical expenses for injury or illness, 

as well as theft of valuables, damage to 

baggage and cancellations or interruptions to 

flight plans.  

 

• Accidents can happen to anyone, and medical 

costs overseas can reach hundreds of 

thousands of dollars.  

 

• Australians have faced financial hardship to 

cover these costs when things go wrong. 

Travel insurance is as important as your passport 



Essential coverage for the unforseen 

Overseas 
Medical and 

Dental 

Additional 
Expenses 

Amendment 
or 

Cancellation 
Cover 

Luggage and 
Travel 

Documents 
Travel Delay 

Rental Car 
Insurance 

Excess 



Options to vary cover 

Excess 

Cancellation Cover 

Winter Sports 

Motorcycling/Mopped 

Luggage 



Existing medical conditions 

Our innovative approach to travel insurance for 
pre existing medical conditions means more 
customers are automatically approved without 
having to go through a manual assessment 
process 
 
There are three categories of medical conditions: 
 
• Conditions automatically covered for free 

 
• Conditions which can not be covered 

 
• Conditions in need of an assessment 
 
The general exclusions and policy cover sections 
make for compulsory reading to determine if the 
policy is right for your traveller. 
 



Understanding the inclusions: Words with special meaning 

The policy wording defines the true value to the 
customer and sets out the inclusions within the 
product 
 
• Policy wording 

 
• Policy  and benefit conditions 
 
• General exclusions 
 
An example of essential wording to convey to 
customers surround 
 
• The definition of relative  

 
• Understanding the coverage for non-travelling 

relative 
 

• Luggage and personal effects left unsupervised 
 



People and health 
 



We focus on what matters: people and health 

We are the a assistance provider with expert knowledge and a culture of expert care. Our people 
provide exceptional assistance to people in need – we help people get on with their lives. 

EXCELLENCE 
We are good as we can be at what we are 
good at. Best practice at lowest cost. 

Our brand principles 

COMPASSION 
We care, we are empathetic and we are 
considerate. It is about action that will deliver 
beneficial outcomes – for our customers and 
each other. 

INTEGRITY 
We are fair, diligent and honest. 

COMMITMENT 
We follow through on promises and make 
things happen. We are true to customers 
value and prioritising collaboration and team 
work. 

INDEPENDENCE 
We are in charge of our own destiny. 
Autonomous. Unconstrained, Flexible. We 
make our own future 



CustomerCare Network 
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Our team of doctors, registered 
nurses, assistance coordinators 
and case managers provide 
assistance, support and advice 
24 hours a day, seven days a 
week 
 
 Started in Australia in 1988 

operating in  Sydney and 
Brisbane  
 

 Employ over 100 people 
 
 Manage over 45,000 

assistance cases annually 

As a core shareholder in the International Assistance Group (IAG), Medical Assistance and our clients 
have invaluable access to the largest assistance network in the world. 
 
That is 53 medical alarm centres, 2,500 full time doctors and 7,000 staff handling more that one 
million medical assistance cases every year. 
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Staying connected: 
Global SIM 



helloworld Global SIM 

Cover-More is driving growth through the sale of ancillary products focused on staying connected to the customer – ensuring 
that our touch spans BEFORE, DURING and AFTER their travel.  

We set ourselves a challenge to integrate unique and innovative benefits that would drive significant additional value and 
enrich the travel experience for your customers.  

By including a Global SIM product to the Comprehensive Care International policy we have created value that benefits  the 
customer and enhances the customer experience  on many levels: 

 

  
A safer way to travel  
• Customers can now easily contact Cover-More’s emergency 

assistance team if they become sick or injured overseas.  
• It gives Cover-More an easy way to communicate to policyholders 

affected by world events such as natural disasters.  
 
Enriching travel experience  
• To avoid excessive bills, travelers are leaving their mobiles at home, 

or turning roaming off when heading overseas.  
• With access to the web we believe customers will have a better 

travel experience.  
• Access to travel apps, review sites and online travel content.  
 
Significant value for Australian travellers  
• This included feature makes the travel insurance you sell more 

valuable, more competitive and helps take the focus off price.  



Global SIM Geo-location 
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After the devastating earthquake struck Nepal  our Global SIM allowed us to locate 
affected customers in the region and reach out to them to organise their evacuation 
from Kathmandu on a Chartered airbus 



Q & A 





http://www.afta.com.au/
http://www.atas.com.au/

