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            Intelligent life insurance claims solutions

Our life insurance claims management business unit was established with a simple vision: to contribute towards a sustainable Life Insurance industry that delivers an improved experience for customers.

We are experts in managing challenging claims: complex cases, long duration claims & those with significant mental health hurdles to overcome. Our difference is simple; personal injury claims management is all we do.

Formed in response to the challenges affecting the life insurance industry, we are paving the way towards a sustainable industry that puts people at its centre. As a natural extension to your workforce, we uplift capacity and provide ‘ready now’ specialist claims capability. This allows you to reinvest in your front-end strategy.

We have an award-winning case management model, delivering five times the industry average return to work outcomes for long duration and complex claims. 

Click on the links below to find out more about us:


		
			Our unique strategy
		

	
    
		Research confirms that unemployment, long-term work absence and a lack of ‘good’ work can negatively impact mental health.

Our strategy is to approach every claim holistically on a deeply human level, partnering with the customer to recover and re-engage with the workforce, the local community and their families so they can live their best possible life.

We achieve outstanding results from the most difficult claim types by leveraging the insights and resources we glean from multiple national personal injury schemes.

Our evidence-based, customer centric claims management model can help you economise Life Insurance portfolios including:

	Retail and Group Salary Continuance Insurance
	TPD
	Mental Health
	Long Duration
	Complex Conditions


    


		
			Expertise in complex and long duration claims management
		

	
    
		We deliver best-fit solutions even for difficult and complex life insurance and disability income claims. Free up resources to invest where you need it most and leave our experts to manage your complex cases, long duration claims and those with significant mental health hurdles to overcome.

    


		
			Managing claims under white labelled arrangements
		

	
    
		We understand the importance of embodying your culture and protecting your brand. Our proven on-boarding method integrates our experienced claims managers with your business seamlessly.

    


		
			Positive customer outcomes
		

	
    
		We look at the whole person, not just the disability. Our biopsychosocial approach focuses on engagement and customer experience, enabling customers to recover function and independence while re-engaging with the workforce, their families and the community.

    


		
			Specialist workforce
		

	
    
		All our case managers are motivational interviewing practitioners. They use their skills and regular verbal communication to develop trust with customers, understand their individual circumstances then help them evoke change, increase activity and reach goals. Our call coaches ensure these skills continually develop and are applied across all claims we manage.

    


		
			Outstanding results
		

	
    
			Award-winning claims approach:
	Recipient of the Best Service Provider Award at the 2020 Insurance Business Australia Awards
	Recipient of PIEF Excellence in Accident, Illness and Death Management (Life Insurance) Award 2018
	Recipient of Aluca Swiss RE 'Excellence & Innovation in Return to Work' Award, 2016





    

 

THE LIFE INSURANCE CODE OF PRACTICE

We are proud to be a signatory to the Council of Australian Life Insurers (CALI), responsible for governing the Life Insurance Code of Practice. We are not an insurer and do not issue insurance products. We manage life insurance claims on behalf of our Life Insurer and Reinsurer clients.

The Code is the Life Insurance industry’s commitment to mandatory customer service standards and is designed to protect consumers. 

 


		
			Key principles of the Code
		

	
    
		Under the Code, the following are the key principles that apply to products and services covered by the Code:

	Clarity and transparency
	Fairness and respect
	Honesty
	Timeliness
	Communications in plain language


    


		
			Our key promises
		

	
    
		Consistent with the principles underlying the Code, in managing claims for our Life Insurer clients at all times we will endeavour to follow these principles -

	We will be honest, fair, respectful, transparent, timely, and where possible we will use plain language in our communications with customers.
	We will provide additional support if customers have difficulty with the process of making a claim.
	When customers make a claim, if within the scope of our work for our Life Insurer client, we will explain the claim process and keep them informed about progress in making a decision.
	Where we are involved in making claims decisions, we will make a decision within the timeframes defined in the code, and if we cannot meet these timeframes we will explain why and tell customers how to make a Complaint.
	If we are involved in making claims decisions and we deny a claim, we will explain the reasons in writing so that we or the Life Insurer can let customers know the next steps if they disagree with our decision.
	We will restrict the use of investigators and surveillance, to ensure customers’ legitimate right to privacy.
	The independent Life Code Compliance Committee will monitor our compliance with the Code.
	If we do not correct Code breaches, sanctions may be imposed.
	We will be accountable for Life Code requirements


    

 

OBTAINING A COPY OF LIFE INSURANCE CODE OF PRACTICE

You can read or download a copy of the Code here.

If you have any questions, please do not hesitate to contact us.

 

OBTAINING A COPY OF OUR FAMILY VIOLENCE POLICY

You can read or download a copy of the policy here.

If you have any questions, please do not hesitate to contact us.

 

COMMUNICATION ASSISTANCE


		
			Interpreting and/or Teletypewriter services
		

	
    
		The Translating and Interpreting Service (TIS National) is an interpreting service provided by the Department of Home Affairs for people who do not speak English and for agencies and businesses that need to communicate with their non-English speaking clients.

You can access Information on here.

    


		
			National Relay Service
		

	
    
		If you are deaf and/or find it hard hearing or speaking with people who use a phone, the National Relay Service (NRS) can help you.


 You can access Information on here.

    

  

View our Complaints Information Brochure
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The EML Group is made up of a group of companies owned and operated by a partnership between Employers Mutual Limited ABN 67 000 006 486 and ASWIG Management Pty Limited ABN 52 002 617 012, providing personal injury claims management and administrative services to government and non-government entities across the workers compensation, life insurance and sickness and accident industries.

Employers Mutual Limited is a mutual, is owned by its members and is the APRA regulated general insurer providing the Mutual Benefits Program within the EML Group.

EML Solutions Pty Limited ABN 93 606 104 910 and any subsidiaries under that company are a part of the EML Group that provides claims management and administrative services across the following personal injury claims areas including federal and state based workers compensation self-insurance, life insurance, general insurance – CTP and sickness & accident.

EML Management Pty Limited ABN 45 667 001 710 and any subsidiaries under that company are a part of the EML Group that provides claims management and administrative services under government workers compensation schemes. This includes:

EML NSW Limited ABN 52 003 201 885 for the Nominal Insurer (icare) and for certain NSW government agencies (Insurance for NSW);

EML VIC Pty Limited ABN 93 606 104 910 for Worksafe Victoria;

Employers Mutual SA Pty Limited ABN 48 145 330 543 for the ReturntoWorkSA scheme; and

EML National Pty Ltd ABN 23 923 166 503 for the Comcare scheme, as the reserve workers compensation claims management service provider.

The EML Group consists of other companies and brands such as Hospitality Industry Insurance Limited ABN 34 124 091 470 (HII), a specialised workers compensation insurer for the hospitality industry in New South Wales and Trinity Insurance, a specialised workers compensation insurance provider for the Roman Catholic Church and in its religious institutions in New South Wales.
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