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WE’RE HERE 

TO HELP

Claim time is when the value of having insurance comes to life and 
we want to make this difficult time as easy and stress free as possible. 

Here we explain how the claims process works, outline the additional 
support available and answer questions you may have. 

Keep this guide handy so you can refer to it if required or give us a call on 
1300 555 250, weekdays 9.00am to 6.00pm AEST – we’re here to help.

To contact our Claims team, call 1300 555 250
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HOW TO MAKE A CLAIM

You can make a claim by following the 3 steps below, including some tips on how you 
can make the process faster and easier.

You contact your adviser or call our Claims team on 1300 555 250

• When you call us, we’ll ask a few questions about the claim, including the 
date of the event that caused it.

• We’ll send you the claim form within 24 hours and details of any 
additional documents you need to provide.

You complete the claim form and send it to us with the  
additional documents we asked you to provide

• Make sure you complete every section of the claim form and provide any 
additional documents we’ve requested; this will help us assess your claim 
quicker as we won’t need to follow-up missing information. 

• If you have trouble providing any of the required information contact  
us – we’re here to help you.

• Once we’ve received all the information, you’ll be assigned a Claims 
Assessor who’ll be your key contact during the claims process.

We assess the claim and keep you updated 

• Your Claims Assessor will review your claim and any additional documents 
you provided; they’ll give you an update on the progress of the claim 
within 5 business days.

• In some cases, we may require additional financial information which we 
may be able to get from your accountant.

• Once we have all the information we need, we’ll make a decision on  
your claim and ensure fast payment for successful claims. 

STEP 1

STEP 2

STEP 3



4

We offer a range of benefits and support services to help you and your family, including:   

OTHER SUPPORT AVAILABLE

Helping you rebuild your life

There’s growing evidence to suggest that returning to work can play an important 
role in your recovery. That’s why we offer vocational rehabilitation that could help you 
return to your previous employer, or help you find a job at an alternative workplace. 
Talk to your Claims Assessor to find out more.

To find out if you’re eligible for additional support, please see your 
OneCare Product Disclosure Statement and policy terms or call our 
Claims team on 1300 555 250

^ This benefit is available on non-super policies only

Rehabilitation services

Our Rehabilitation team takes a holistic and collaborative approach to support you with your 
recovery and return to work. A Rehabilitation Consultant will work with you, your medical 
practitioners and your employer to make your return to work as smooth as possible. 

Immediate Family Member Benefit (applies to some types of covers only)

If an immediate family member ceases to earn any income because you’re confined to bed 
due to illness or injury and require care, we will pay an additional 50% of the monthly amount 
insured payable, up to $3,000 per month. We pay up to three months.

Specific Injury Benefit^

We’ll pay up to 12 times the monthly amount insured payable (either as a lump sum or 
in instalments during the waiting period) if you suffer a specific injury; see the Product 
Disclosure Statement for a list of specific injuries. If you suffer more than one specific injury at 
the same time, we’ll pay for the one with the longest payment period. We’ll pay this benefit 
more than once over the life of the policy including for the same injury. 



Q Do you need to keep completing forms if you continue to be on claim? 

A  The progress claim forms help keep us updated on your medical condition.  
These forms may not be required on a monthly basis. The Claims Assessor will advise 
when the progress claim forms are required to be completed.

Q How regularly do you need to see a doctor?

A  You must be under the regular care of a medical practitioner and be following  
 their advice. From time to time, we may require your medical practitioner to complete  
 a progress claim form, however we’ll let you know when this is required.

Q  What happens when you return to work either full-time or part-time?

A  When you return to work in either a partial or full-time capacity, you must  
 inform us in writing.

 We’ll let you know of any necessary requirements which may include:

• partial disability claim form

• proof of income

• other financial and/or medical information.

FREQUENTLY ASKED QUESTIONS
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Contact us

Claims team
1300 555 250 
Weekdays, 9.00am to 6.00pm AEST
generalretailclaims@onepath.com.au

Postal address for sending claims documents
OnePath Life
Retail Claims
GPO Box 4148
Sydney NSW 2001

Information on OneCare 
Talk to your financial adviser or call 133 667, weekdays 8.30am to 6.00pm AEST

OneCare is issued by OnePath Life Limited ABN 33 009 657 176 AFSL 238341.

You should read the OneCare Product Disclosure Statement and policy terms or call our Claims team on 
1300 555 250. This information is of a general nature and has been prepared without taking account of your 
objectives, financial situation or needs. You should consider the appropriateness of the information, having 
regard to your objectives, financial situation and needs. 

http://onepath.com.au
http://generalretailclaims@onepath.com.au

