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About Medibank Private 
Medibank Private is the largest Australian-
owned private health insurer. With significant 
membership in every state and territory, 
Medibank Private insures over three million 
members, comprising almost 30% of the 
private health insurance market. We provide 
health cover for hospital and ancillary services, 
as well as travel and life insurance. Our 
Members’ Choice network of health care 
providers extends across Australia. 

Medibank Private offers health insurance  
to all Australians, as well as catering for 
overseas students and visitors. Our services  
are provided through an Australia-wide 
distribution network, which consists of  
over 110 retail stores, agents, a national 
network of customer care call centres and  
an award-winning online member services 
website at www.medibank.com.au.

Medibank Private was established in 1976, 
operating as the commercial arm of the then 
Health Insurance Commission (HIC). In 1998, 
Medibank Private separated from the HIC 
and became an independent Australian 
Government-owned Government Business 
Enterprise (GBE). Medibank Private’s 
Shareholder Minister is the Minister  
for Finance and Deregulation.

Medibank Private’s principal activity  
is to operate as a private health insurer 
in accordance with the Private Health 
Insurance Act 2007.

Our ‘Purpose’ is to ensure our members are 
clearly better off with Medibank Private. 
Better off from a health and wellbeing 
perspective, and better off financially  
through receiving superior value for the 
cost of their cover.

Our Vision is to be Australia’s leading private 
health insurer. At Medibank Private, we strive 
to achieve much more as a market leader  
than just financial success.



Pravin is making use of the free health 
check up offered at the Glen Waverley 
retail centre.



Rocco is going overseas and is 
organising his travel insurance 
with Medibank.



57,000
people are served by Medibank 
staff every week through our  
retail and call centre networks.

Jeannine heads up the Glen Waverley 
retail centre and has been a Medibank 
staff member for 20 years.

...better now
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Hospital benefits by type Ancillary benefits by type

 Orthopaedics 22.2% 

 Circulatory 15.1% 

 Digestive 9.9% 

 Pregnancy, childbirth 6.2% 

 Geriatric and rehabilitation 5.2% 

 Ophthalmology 4.0% 

 Female reproductive 3.9% 

 Other 33.5%  

Dental 47.9%

Optical 18.3%

Package Bonus 11.3%

Physiotherapy 6.6%

Chiropractic 5.3%

Alternative therapies 2.3%

Other extras 8.3%

Australians value their mixed health  
care system and they value their  
private health insurance. Of the nearly 
$90 billion spent on Australian health 
care, almost one-third is funded 
privately. Private health insurance covers 
about half of the population, offering 
important access to their choice of 
hospital and choice of provider when 
they need it. The high cost of health 
care means private health insurance 
continues to be a valued product  
and service to more than 10 million 
Australians. The amounts paid by our 
members together with the Australian 
Government rebate create a $15 billion 
private health insurance contribution 
to our mixed health system. 

This year, Medibank began releasing  
six-monthly Health Benefits Reports 
outlining the hospital, medical and 
prosthetic benefits paid out on behalf 
of members in the previous year.

The latest report, issued in May, showed  
that health costs continue to increase, 
driven by rising specialist, hospital  
and prostheses costs, and increasing 
utilisation. The most common overnight 
procedure was childbirth (18,374 
admissions at an average cost of $6,325) 
while the most common same-day 
procedures were colonoscopies (89,982 
admissions, an increase of 6%) and 
chemotherapy (50,937 admissions – 
an increase of 4.5%).

Over the past year, Medibank Private 
paid out over $300,000 each for two 
claims; one for a brain aneurysm and 
one for acute respiratory failure. In fact, 
in 2007/08 we paid 71 single claims 
over $100,000, totalling $10.4 million.

Service 
Highlights

Private Health Insurance 
and more

Hospital Cover
Medibank Private health insurance means 
greater control over who administers 
treatment, greater control over where 
the treatment occurs and greater control 
over when it occurs. Nowhere is this 
more evident than with Medibank 
Private hospital products, which cover 
2.6 million resident members.

With 449 Members’ Choice hospitals 
and day surgeries throughout Australia,  
and benefits payable for treatment at 
all other hospitals, Medibank Private 
hospital members can be confident  
that when they need care, they will be 
able to go to the hospital and doctor  
of their choice.

Medibank Private hospital cover  
pays benefits for the cost of members 
receiving treatment in a private or  
public hospital, including costs 
associated with accommodation, 
theatre fees, prosthesis costs and 
medical fees. In 2007/08, Medibank 
Private paid hospital benefits for almost 
800,000 resident hospital admissions, 
at a cost of $2.1 billion.

Ancillary Services
Medibank Private manages the benefit 
outlays for services to members from 
ancillary providers across more than 
70,000 provider locations.

In 2007/08, resident ancillary payments  
reached in excess of $687 million, 
covering over 17.3 million resident 
services, with dental benefits  
accounting for $318 million.

Medibank’s Members’ Choice network, 
which operates across a wide range of 
ancillary services, enables our members 
with ancillary cover to get more from 
their Medibank products. Arrangements 
include capped fees and/or discounts 
and, in most cases, higher benefits. 
This provides value through lower 
out-of-pocket costs and certainty of 
known maximum (or in some cases 
no) out-of-pocket costs.

In 2007/08, the Members’ Choice 
network grew to over 5,000 provider 
locations nationally. It covers a wide 
range of providers, including dentists, 
dental prosthetists, optical retail outlets, 
physiotherapists, chiropractors, 
podiatrists, acupuncturists 
and naturopaths.



18 Medibank Private Annual Report 2008

Overseas Student Health Cover
Whilst Medibank Private is one of five 
private health funds in Australia that 
offer Overseas Student Health Cover 
(OSHC), it has differentiated itself from 
competitors with its eBusiness online 
servicing that provides: Medibank 
Connect – an automatic join process 
for educational institutions; E-claims 
Medical – direct billing from medical 
centres; 24-hour emergency legal  
and medical advice and assistance 
with interpreters (provided through 
International SOS); short-term 
counselling for OSHC members  
through a partnership with OSA  
Group and International SOS; and 
24/7 online Member Service Centres 
located on campus.

Overseas Visitors Cover
Medibank Private offers a range of 
products for visitors to Australia, from 
basic cover through to comprehensive 
package products. The product range 
continues to develop in response to 
market demands and has grown in 
membership for the last three years, 
catering for international visitors who 
are visiting friends and family, and those 
who are in Australia to work. With the 
forecasted increases for skilled migration 
into Australia, Medibank Private will 
continue to invest in innovation and 
resources to capitalise on this  
expanding market. 

Priority – our Corporate Channel
Through our Priority program, the 
Medibank Corporate Channel provides 
an integrated corporate health cover 
program that addresses workplace 
wellbeing and productivity.

Through Medibank, companies  
provide their staff with access to 
health insurance cost savings and  
other benefits. At the same time, 
the program promotes a happier, 
healthier workforce. The Corporate 
Channel seeks to:

• �positively impact on the health and 
wellbeing of Medibank members;

• enhance employer status;

• increase productivity and profitability;

• �provide a significant value-added 
benefit for members;

• improve employee retention; and

• reduce absenteeism.

Medibank’s Corporate Channel strategy 
has been well received by some of 
Australia’s largest employers. As a 
result, Medibank has been able to 
increase the number of its corporate 
members by 22% in 2007/08.

Life Insurance
Medibank Life Insurance cover was 
launched to the Australian market  
in August 2007 via a six-month pilot. 
The results of the pilot were extremely 
encouraging, with both member and 
non-member interest in the product 
being very high. The number of sales 
recorded during the pilot was in keeping 
with expectations and reflected the 
competitive product offering, which 
featured low prices, high available  
sums insured and a simple application 
process. Our Life Insurance product  
will be launched nationally in late 2008, 
with enhancements identified during 
the initial pilot.

Travel Insurance
Sales of Medibank Travel Insurance 
in 2007/08 increased 56% on the 
previous year. Almost 90% of sales 
were to existing members of Medibank 
Private, which continues to highlight  
the strength of the Medibank Private 
brand and the loyalty of our existing 
customer base. Travel insurance sales 
to non-members also continued to  
grow as the awareness of Medibank 
Private’s broader insurance product 
range increased.

Service 
Highlights 
continued



Improving our 
Members’ Health
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Brand 
Marketing and 

sponsorship

Prevention  
and Health 

Management

Community and 
Corporate Social 

Responsibility

Advocacy and 
Health Research 

Initiatives➔

➔➔

➔

our
‘Purpose’ 
informs

our ‘Purpose’ shapes Medibank’s strategic direction 

Our ‘Purpose’ is to ensure our members 
are clearly better off with Medibank 
Private – better off in terms of their 
health and wellbeing, and better 
off for making the choice to receive 
superior value for the cost of their cover. 
Our ‘Purpose’ reflects our values, and 
underpins our corporate strategy  
and goals. Our employees are the 
ambassadors of our ‘Purpose’, our 
members are the intended beneficiaries.

Over the past year, our ‘Purpose’ has 
been embedded in our:

Service excellence – ensuring 
our health, travel and life insurance 
businesses offer superior products 
and service.

Health management – our increasing 
role in chronic disease management  
and our move from being a health  
payer to an active health partner.

Advocacy – our role in leading  
the industry and driving better health 
outcomes through quality and safety, 
physical activity and workplace health.

People leadership – our values and 
behaviours, our leadership programs 
and career planning.

End-to-end systems – our efforts  
to simplify our systems and processes 
to ensure our staff have the tools to 
better support our members.

The following projects, inspired by our 
’Purpose’ journey, were implemented in 
the past 12 months.

‘You don’t have to be sick to benefit. 
We’re here for you’
We aim to deliver information in a way 
that enables members to understand 
how they can get the most out of their 
cover, whether they are sick or not. 

Members can find the complexity  
of purchasing private health insurance 
daunting. Typically, an extensive amount 
of product information is given to them 
at the time of joining, making it difficult 
for members to digest and understand 
what they are entitled to. In response, 
Medibank Private is continually seeking 
out opportunities to improve the new 
member experience.

At Medibank Private, we are focused on ensuring  
our members are clearly better off. Good health and  
better health outcomes are central to everything we do.  
We want to contribute to a healthier Australia.

Medibank communicates to members 
via several different channels, including 
SMS, email, mail and phone. These 
communications deliver tips on helping 
members to get to know their specific 
product, helping them to claim, as well 
as notifying them when their waiting 
periods have ended.

‘Medibank is here for you when  
you need us most…we don’t just 
pay the bills’
Many people can find the experience 
of going into hospital for the first time 
overwhelming. They may not be entirely 
sure of what to expect nor aware of 
their rights as a patient. This program 
gives support and guidance to members 
to help them navigate through the 

hospital system, so they have the 
knowledge and confidence to deal with 
the experience. Our program helps to 
guide members towards low cost/high 
value post-hospital interventions to 
support their surgery.

Key program initiatives include:

• �contacting members before, during 
and after hospital or day surgery;

• �providing procedure information, 
claims assistance and increasing our 
members’ awareness of GapCover 
and out-of-pocket information;

• �ensuring members are on the 
appropriate cover for their needs;

• �assisting members with controlling 
and managing their health outcomes.
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‘Prevention is better than cure’
In order to better service or provide 
relevant information to match the needs 
of our members, we need to better 
understand their current and future 
health requirements. This program 
utilises a model that allows us to match 
our members with our health programs. 
We want to encourage our members 
to see Medibank as a partner who helps 
them to take an active role in managing 
their own health via Medibank’s 
betterhealth online programs.

As part of this initiative, members are 
given the opportunity to participate 
in free health checks, which provide 
results for blood pressure, blood 
glucose, blood cholesterol, Body Mass 
Index and healthy waist circumference. 
This data is then combined and entered 
into the online database, which 
produces a Wellness Score. These  
health checks are conducted at selected 
Medibank Private retail outlets and help 
to highlight to members any current or 
possible future health risks.

‘Medibank is a clear and consistent 
voice of quality and safety’
Medibank Private has been at the 
forefront of promoting better, safer 
health care in the private system, and 
our commitment to ensuring our 
members experience the best health 
care possible remains a focus. The 
quality and safety campaign supports 
this by equipping staff with the 
knowledge and skills to address 
member queries and concerns regarding 
hospitals and health care providers.  
An important initiative has been the 
introduction of training programs 
for Medibank customer service staff, 
focusing on medical technology, the 
health system and safer health care in 
the hospital environment.

Outside of this campaign, our quality 
and safety focus recognises that optimal 
health outcomes can only be achieved 
when all participants in health care – 
patients, health care professionals and 
health funds – work together.

Through the engagement of members 
and health care providers, Medibank 
has the opportunity to foster 
collaborative relationships with our 
health provider partners and lift overall 
quality and safety standards. 

A quality and safety framework  
has featured in our contracting 
arrangements with partner hospitals 
for some time. The intention of this 
framework is to ensure our Members’ 
Choice hospital network offers our 
members services that deliver safe 
practice in the health care sector, 
through the adoption of accepted 
industry quality and safety guidelines.

We’re supporting our health care 
partners as they continue to improve 
their quality and safety standards to 
secure better care and a better patient 
experience for our members. The 
Medibank Private Clinical and Safety 
Improvement Incentive Pool (MPCSIIP) 
has been a key initiative in this 
partnership approach, and has allocated 
funding to 73 quality and safety 
projects across Australia.

This year, Medibank Private has actively 
encouraged our hospital partners to 
share the learning gained from their 
projects with staff, providers and 
communities. In addition, Medibank 
Private has produced a MPCSIIP project 
summary publication for distribution 
across our Members’ Choice hospital 
network. The publication includes 
project objectives, achievements and 
contact details of the project managers 
to facilitate a greater sharing of 
knowledge and project outcomes.

Fostering quality and safety networks 
across the private health sector is the 
key objective of a series of national 
forums during 2008, where 
representatives from our partner 
hospitals have the opportunity to  
meet and discuss project outcomes  
and consider how the best performance 
can be replicated across hospital sites.

Supporting our members’ health 
at all life stages
In 2004, Medibank Private initiated  
a range of programs to assist our 
members to manage their health,  
by helping them to maintain existing 
good health and supporting them in 
managing ongoing health conditions.

This year, the emphasis on supporting 
our members’ health has expanded 
through new pilot approaches. These 
include our care co-ordination program 
with general practitioners, and our from 
dot-to-tot pregnancy and infant support 
initiative, which has expanded our 
program range to cater for members 
at all life stages.

In addition, we continue to focus on 
the health and wellbeing of our own 
employees and that of our corporate 
clients. With plans to extend the 
existing ‘My Wellbeing’ program for our 
own employees and planned upgrades 
to the Medibank Priority Heartbeat 
program for our corporate clients, we 
are assisting employees to live healthy  
and productive lives in the workplace 
and beyond.

betterhealth programs
This year, our betterhealth programs 
– Online, On Call and On Track – 
continued to support our members’ 
health and wellbeing.

Launched in 2006, betterhealth Online 
provides health and active support 
directly to members via the Medibank 
Private website. The program offers 
health, fitness and wellbeing resources, 
including exercise planners, email 
support to maintain motivation in 
achieving health goals, as well as  
health-related articles and tools.

Over 17,000 members have now 
registered for betterhealth Online, with 
nearly three quarters of these going on 
to complete a health risk assessment. 
This assessment helps members 
understand any health risks they have 
so they can make sound health and 
lifestyle choices. The range of Active 
Health Programs available through 

Improving our 
Members’ Health 
continued
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betterhealth Online includes Weight 
Loss, Healthy Ageing and Stress 
Management. Heart Health and Back 
Care programs are imminent. To date, 
6,740 members have participated in at 
least one of these programs.

In the corporate segment, we have 
approximately 15 corporate clients  
and 4,000 employees utilising the 
online health and wellbeing services. 
Medibank Private will continue to 
ensure all members and clients have 
access to the best online and face-to-face 
health and wellbeing services.

Meanwhile, our betterhealth On Call 
telephone-based support service for 
members with heart and respiratory 
conditions, diabetes and mental health 
issues continues to add greater value 
to the services we offer our members 
facing long-term health challenges.

The service is provided by registered 
nurses and equips members to better 
self-manage their conditions and health 
risks. The programs are designed to 
complement the care members already 
receive from GPs, specialists and other 
health care providers. To date, 5,750 
members are participating in the 
program, with the majority receiving 
assistance to manage Coronary 
Artery Disease.

Evaluation of this intervention has  
so far demonstrated an increased 
self-awareness of health and wellbeing 
for participants, including increased 
compliance with health guidelines, such 
as influenza vaccinations. Following 
12 months on the program, participants 
were more likely to have adopted and 
sustained a low-salt diet and were 
significantly more likely to know their 
blood pressure results. Members rated 
their participation in the program as 
very useful in helping them to improve 
their ability to manage their condition 
themselves, as well as increasing their 
confidence in speaking to their GP 
about their health.

betterhealth On Track is designed for 
members with Type II diabetes. Run 
in partnership with the International 

Diabetes Institute, the program is 
staffed by experienced diabetes 
educators and offers participants 
assessments, individualised feedback 
and regular reminders of diabetes 
health checks and tests. Pilot results 
indicate the program will achieve 
statistically significant improvements 
in diabetes control and risk factor 
management in, for example, 
cholesterol and weight reduction.

Over 640 members are participating 
in this program, and with a number 
of these now benefiting from over 
12 months’ participation, a detailed 
evaluation of the program’s impact on 
the health outcomes for these members 
will be undertaken.

Helping members negotiate 
a complex health care system
Last year, Medibank Private commenced 
collaboration with GPpartners,  
a progressive Division of General 
Practice covering Brisbane’s northern 
and western suburbs, to pilot a care 
co-ordination program. The pilot is 
designed to better support members 
with complex health needs who have 
been identified by their GP as needing 
care co-ordination. Typically, this 
involves the service co-ordinator, who 
is a registered nurse, providing face-to-
face and telephone support to members 
on self-care, supporting compliance 
with members’ GP care plans and 
linking members to a range of 
community services.

GPpartners case study

The Medibank Private GPpartners co-ordinated care program  
has the potential to dramatically enhance our members’ health and 
quality of life.

‘Mary’, an 82-year-old member from Queensland, had been suffering 
from multiple chronic conditions, was immobile, and required 
intensive daily care prior to registering for the co-ordinated care 
program. Mary’s health had been in slow decline and it was looking 
increasingly likely that Mary would be forced to leave the home 
she shared with her husband and take up permanent residence in 
a nursing home. Understandably, she was anxious and distressed 
as control over her own life started to slip away.

On the advice of her GP, Mary undertook a Team Care Co-ordination 
assessment, which recommended changes to her health management 

plan and new equipment to lessen 
the burden on Mary’s family.  
The GP’s practice nurse was also 
able to assist Mary with referrals 
to government funded nursing 
and physiotherapy services.

Thanks to the co-ordinated care 
approach, Mary has regained  
her mobility and independence, 
and hospital care has not been 
required. Her improved health has 
brought about improved mental 
health, and her quality of life, 
along with that of her loved  
ones, is dramatically better.




