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Introduction

The health insurance industry in Australia has undergone significant transformation in the past

decade and is not set to slow down any time in the new future.

In fact, Health Insurance has been identified as one of the key global sectors to undergo radical

transformation in the next 2 to 5 years.

Globally, new players have been aggressively moving into the health insurance market-

introducing significant competition to the legacy vendors in the market with new players having a

more agile approach, leaner technology model and existing hyper-personalised customer base to

tailor their products to.

Large consumer giants including Apple, Google and Amazon are rumoured to be extending to the

APAC region with health insurance options soon.

The industry needs to evolve the way in which they engage members, provide the right type of

cover at the right time and have this complimented by the type of medical care that is expected

by the customer in return for their premiums.

And we need to act quickly before global players enter our market and take the lions share.

This paper identifies the key reasons why our industry needs to evolve and consider a Holistic

Approach that bundles health insurance and health care; providing a suite of solutions for their

customers that supports them at every milestone of life.

We look at some of the biggest challenges our market will face and propose the approach that

vendors may wish take in their transition to unlock the needs and desires of our customers and

remain competitive in this domain- and how the team at Infosys Consulting can support this

journey.



Changing mindset for Customers

How have our customers needs changed?

Health Insurance historically has been placed

using a “Pre-Purchase” Method delivery-

collecting premiums from a member in the

future promise that the customer, in the future

event of a medical scenario, will be able to

receive financial support to cover their costs,

choose their doctor, hospital and date of

treatment.

The responsibility to elect the most

appropriate type of cover was on the member

to make at the time before they placed the

cover, and often arranged as a ‘set and forget’

arrangement. Health insurance was the

‘future promise’ to policyholders that should

an illness or injury occur- they would

(hypothetically) be much better off than a

person who did not have private coverage.

However, many customers have learnt in the

past few years that the peace of mind and

choice election they’ve been paying for has

been less than what they thought, or not what

they thought at all.

Many members had to access their private

health care for the first time and were left

disappointed at the outcome. This is not

necessarily the fault of the private health

insurance sector nor the medical care sector-

but the surge of patients needing to access

their care at the same time- and the resultant

shortage of providers and hospitals to provide

that care.

However when these factors are impacted as

has been experienced in the last few years- it

has left customers feeling dissatisfied with the

gap between what they expected, and what

was actually delivered.

Infact, since the COVID pandemic, Opt Out

rates of Private health coverage are at an 8

year high. With global key players set to

increase competition in the PHI space in

Australia by 2025, it’s important that we

evolve now as an industry to take a closer

look at what we’re offering our customers.

Below are a few key reasons why the legacy

‘Pre-Purchase’ style of PHI coverage needs

to evolve;

Restrictive Product Suites

Often medical scenarios are exempt,

excluded or have a qualifying or waiting

period that the customer was not aware of

when purchasing the product (for instance, in

the market often a trigger to purchase private

health insurance is when a young family

becomes pregnant for the first time- however

pregnancy and birth related cover has a 12

month waiting period).

Medical Specialist Availability

A persons’ preferred Doctor or hospital is not

always available regardless of how much

money they have paid in private premiums.

Members pay premiums on the promise that

they will be able to ‘choose’ their doctor and

hospital of choice and have the treatment at a

time when they wished and avoid waiting.

However shortages in medical specialists

across all sectors and beds available in

hospitals has meant that many PHI patients

are waiting just as long as public patients, and

not being able to choose their medical

treatment at all.

Private Hospital Availability

During COVID-19 when social distancing was

required and hospitals were inundated with

patients, the majority of private health

procedures were conducted in public

hospitals because the private health system

simply could not handle the patient load.

Waiting Periods for Surgery

The waiting period is not always going to be

waived- one of the top reasons for people

choosing private health cover is the thought

that they would not have to ‘wait’ for elective

surgery.
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The Future for the Health Insurance

industry

The Health insurance domain is undergoing

an exciting transformation- where vendors are

offering a more holistic approach to a

customer’s wellness journey that continually

tailors the type and level of insurance cover

based on the customers personal scenario. It’s

not just a ‘future promise’, but a tailored

agreement to nurture the persons health

journey and provide the right support,

insurance and treatment and every step of the

way.

It’s no longer a “Set and Forget” arrangement

that risks leaving members dissatisfied and

inappropriately covered. It’s a lifetime

coverage that supports the member at each

life milestone and continually evolves with the

member.

The Relationship of Health Insurance to

Health Care

Historically health insurance and medical

health care itself were two entirely different

industries.

Health Insurers are starting to collaborate with

healthcare providers as part of their program-

which provides further member retention, and

the knowledge from the Health Insurer that

they won’t lose members who can’t get access

to their preferred doctor, hospital or date of

treatment because of their partnership

agreement with the providers of the care itself.

Facebook for instance, offers members health

insurance plus access to their own specialised

medical team of GP’s and specialists so that

they have more control over items such as

waiting periods / doctor availability to keep

their customers happy.

The Wellness Factor in Health Insurance

The PHI market globally are beginning to

focus on additional preventative measures to

enhance a person’s wellbeing journey and

reduce the risk of suffering a medical episode

in the first instance.

Insurers have introduced AI-based wearables

that measure heart activity, sleep patterns,

calory intake and exercise- providing

discounted premiums back to the member and

tailored health programs; but also meaning

that they have access to the most hyper-

personalised type of data that is available.

Hyper-personalisation through medical

data

Using live medical data is the next level of

hyper-personalisation when it comes to

customer service.

Imagine having an AI wearable device for your

members that tells them when their blood

pressure is going up or notifies them when

they’re about to have a stroke or a heart

attack. Medical wearables are set to be a

game changer both for the health insurance

and the health care market.
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Bridging gap between Health insurance and 
Health care



The new Face of Holistic Health Care

To remain competitive in the industry, Health Insurance

vendors need to embrace all the important components

of a person’s Health Journey by having a Tri-factored or

bundled approach in their programs.

The Tri-Factored approach incorporates preventative

wellness measures to ensure that the person is living

their healthiest lifestyle and reduces the risk of

becoming unwell, appropriate health insurance

strategies that provide appropriate coverage tailored to

the persons’ life circumstances; all complimented with

the best medical care team to provide the best of

market services at the required point in time.
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Key Reasons identified as to why the PHI Market may need to consider evolving.

The Tri-Factored Health Solution Model

Tri-Factored Holistic 

Health Care model
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CONCLUSION

With digital giants like Amazon, Google and Apple on the horizon looking to 

enter this space- the largest challenge PHI providers face in Australia is 

retaining and growing their customer base to avoid losing market share.  

It’s no wonder that international players are looking at disrupting this industry 

when there is a large number of prospective customers whom are dissatisfied 

with their current coverage and / or have decided to not have private cover at 

all.

The team at Infosys Consulting are already working diligently with our PHI 

clients to ensure that they are digitally ready for this future disruption. 

To hear more about Reimagining the PHI product suite and Customer journey 

by adopting the global best of market digital platforms- Please contact the 

Infosys Consulting team to arrange a discussion.
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