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Issue Number 58 • SEPTEMBER 2015 

Call for Articles for next issue of
Reinsurance News.

While all articles are welcome, we
would especially like to receive articles on 

topics that would be of particular interest to 
Reinsurance Section members.

Please e-mail your articles to
Richard Jennings (richardcjennings@

gmail.com) or Ronald Poon-Affat
(rpoonaffat@rgare.com).

Some articles may be edited or
reduced in length for publication purposes.
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By the end of 2013, overall Aus-
tralian claims experience had 
deteriorated even more, with 
significant group lump-sum 
disability (total and permanent 
disability, or TPD) losses domi-
nating. The worst, however, was 
still to come: 2014’s large losses 
in individual income protection 
and group lump-sum disability 
combined to result in a record 
year for disability losses.  

Losses attributable to indi-
vidual policyholder lapsation 
worsened as well. According to 
fourth-quarter 2014 statistics 
from the Australian Prudential 
Regulation Authority (APRA), 
the country’s financial services 
industry regulator, life indus-

These losses sparked a genu-
ine push for structural change 
in Australia’s group disability 
market. Price increases alone 
are not likely to return group 
disability to sustained prof-
itability. Changes to product 
design, conditions around el-
igibility for group cover and a 
paradigm shift in how claims 
are managed are essential.

Fortunately, by the end of 
2014, many Australian life in-
surance companies had either 
completed or were planning 
to revise their claims practices. 
Some were even revisiting their 
entire approach to claims man-
agement. 

Two approaches to tackle the 
challenges faced by Australian 
insurers’ claims departments 
appear to dominate. One con-
sists of improving current prac-
tices and optimizing the exist-
ing claims payment model. The 
second, bolder approach is to 
innovate. 

The mythological phoenix is 
known for spectacularly re-
generating from its ashes every 
century. Australia’s life insur-
ance industry needs something 
special to rise from its ashes; 
claims management innovation 
promises to give the necessary 
impetus.

This article was adapted from 
an earlier article published by 
the Asia Insurance Review, “Spe-
cial Focus on Life Reinsur-
ance,” June 2014 edition and is 
republished with their consent.

The past few years have 
been, at best, challenging 
for Australia’s life insur-

ers and reinsurers. Claims ex-
perience << for group disability 
providers had never before ex-
perienced a slump of the  mag-
nitude seen between 2012 and 
2014, while individual disability 
providers have seen their expe-
rience yo-yo since 2011.

The unusually high and unex-
pected losses experienced by 
individual income protection 
(disability) insurers in Aus-
tralia stemmed from several 





eration” stress (simultane-
ous demands of child care 
and elder care), financial 
strain prolonging working 
careers (especially stem-
ming from the financial 
crisis), marital breakdowns, 
and reduced resilience (or 
perhaps willingness) to 
work while managing un-
welcome and stressful life 
changes.

• As in most developed mar-
kets, Canada’s population
is ageing rapidly and a
massive exodus of its Baby
Boomer labor force is ex-
pected through the coming
decade. Newer workforce
members pose a high level
of uncertainty in terms of
disability incidence rates
and cultural receptiveness
to the industry’s claims
management techniques.

• The continual and stagger-
ing rise of obesity through-
out the world’s population
is also evident in Canada.
Obesity is linked to im-
pairments such as diabetes
and cardiovascular disease
as well as to mental and
other health conditions.

The resulting impact of these 
trends has been unprecedent-
ed. One example: 25 percent 
of mental health short-term 
disability claims outside of the 
province of Quebec were be-
coming long-term claims, and 
in Quebec, almost one in two 
converted to long-term claims! 
In the United States, by com-
parison, only 8 percent of men-
tal health short-term disability 
cases converted to long-term 
claims.

Focus on prevention and mini-
mization of illness and disability 
impact

“Best practice case manage-
ment” is a model that focuses 
on prevention and minimiza-
tion of the human and econom-
ic impact of illness and disabili-
ty. Moves toward this model in 
Canada have thus far resulted in 
considerable gains for the coun-
try’s employees and employers. 
Active stakeholder engagement 
is central to the approach, in-
volving the employee and em-
ployer, the insurer, treatment 
providers, and union represen-
tatives (where applicable). The 
end result is optimized quality 
of care, improved productivity 
and return-to-work rates, orga-
nizational health, and as a wel-
come by-product in Canada, 
regulatory compliance.

A growing body of medical 
and psychological research lit-
erature provides evidence that 
work is healthy and contributes 
to both quality of life and lon-
gevity. According to Ms. Van-
denhurk, claims decision-mak-
ers need to believe they are 
doing good, seeing themselves 
as promoters of health and pro-
ductivity.

In our view, a similarly holistic 
approach to claims manage-
ment is much needed in Aus-

tralia. Such an approach, with 
a focus on incorporating claims 
assessment, planning, manage-
ment, with medical and voca-
tional aspects, workflow, use 
of resources and quality assur-
ance, can help realize a lasting 
transformation of claim prac-
tices. Process improvements 
are achievable, and change is 
possible, as many of the prac-
tices are reasonably simple to 
understand, perhaps more chal-
lenging to implement, yet fun-
damentally all the same.  

CONCLUSION
Reinsurers and insurers have 
been leading the way in imple-
menting new claims manage-
ment practices in Australia since 
2014. Going forward, contin-
ued investments in claims sys-
tems, processes and profession-
als will be critical for Australia’s 
insurers. The disability claims 
management innovations of the 
past few years are now part of 
Australia’s claims landscape, 
promising stronger and more 
effective financial outcomes for 
insurers. Investment in claims 
transformation and paradigm 
shifts are much welcomed, and 
promise to continue for sever-
al years to come. The resulting 
effect on the Australian market 
could be as exciting and grand 
as the rebirth of the mythical 
phoenix. n

 ... continued investments in 
claims systems, processes and 
professionals will be critical for 
Australia’s insurers.

Claims and Innovations ...

 André Dreyer is 
vice president, 
Alternative 
Business Models, 
RGA Reinsurance 
Company. He was 
with RGA Australia 

from 2010 to the end of 2014, and 
is now based in Cape Town, South 
Africa. 

END NOTES

1 Banyan is based in Toronto, Canada, 
and now also has o�ices in Australia.
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