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The best support comes in many forms
In 2024 we paid over $2.6 billion to over 33,000 customers 
in Retail, Group and Direct insurance claims – that averages 
out to over $51 million per week.

Trust is everything when it comes to insurance. Whether it’s 
paying claims, providing access to world class health and 
wellbeing programs and partnerships through AIA Embrace 
and AIA Vitality – we’re here to provide support at every step  
of the journey and help our 3.1 million customers live 
Healthier, Longer, Better Lives. 
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$2.6b
TOTAL AIA CLAIMS PAID

$850M

2023

Graham shares his claims story

Graham never believed that he would need to use his  
Life Insurance cover. In fact, he once considered 
cancelling the policy altogether. Luckily, his Adviser 
talked him out of that decision. 

From the moment Heidi 
(AIA Claims Case Manager) 
spoke to me... she told me it was 
going to be okay and told me 
that (AIA) were there to help 
me.... just those words made 
a big difference and then the 
process since has been amazing.

Graham 
AIA Australia customer

Watch Graham’s testimonial now on YouTube.

https://youtu.be/mURznUdGQps?si=KRfR7Is-_N3UsJXB
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Financially advised customer claims summary
Top 3 claim causes, as a percentage of overall payment amounts ($) by benefit type and gender in 2024

61 YEARS OLD 51 YEARS OLD54 YEARS OLD

AVERAGE CLAIMANT AGE

TOP 3 CLAIM CAUSES^

CLAIMANTS SUPPORTED IN 2024

FEMALE FEMALEFEMALEMALE MALEMALE

19% 11%25%

3% 5% 2% 

4% 1% 1% 

31% 19%37%

9% 11% 17% 

9% 8% 5% 

DEATH CRISIS 
RECOVERY

48 YEARS OLD

FEMALE MALE

8%

4% 

2% 

24%

12% 

11% 

INCOME 
PROTECTION

TOTAL & 
PERMANENT 
DISABILITY

^	Shown as a percentage of AIA Australia’s total financially advised customer claims by overall payment amounts 
($) by benefit type and gender in 2024.

* Other factors influencing health

MENTAL HEALTH1 MENTAL HEALTH1

MUSCULOSKELETAL2 MUSCULOSKELETAL2

CANCER1 CANCER1

OTHER FACTORS*2 CARDIOVASCULAR2

ACCIDENTS & INJURY3 CARDIOVASCULAR3 OTHER FACTORS  
INFLUENCING HEALTH3 NERVOUS SYSTEM  

E.G. MND, MS, ALZHEIMER’S3

3,691 209547 838



MENTAL HEALTH

1 in 5 22% or 4.3 million Australians 
experienced a mental disorder  
in the previous 12 months.

59% Report having difficulties 
with employment due to their 
condition1.

In 2024, mental health conditions were highest claim 
cause ($) for AIAA Income Protection2.

CANCER

~165,000
new cases of cancer  
were diagnosed in 
Australia in 20231.

Cancer continued to account for the majority of 
AIA Australia (AIAA) Death and Crisis Recovery Financial  

Adviser customer claims in 20242. 

Cancer survival rates 

Five-year cancer survival rates 
are increasing (meaning that, on 
average, people are more likely to 
survive for at least 5 years after a 
cancer diagnosis than they were in  
the past).

Potential reasons for the increased survival rates include 
improvements in cancer detection, treatments and care, 
and a greater understanding of the risk factors associated 
with cancer. Cancer screening programs also increase  
the likelihood of detecting cancer early, which leads to 
better outcomes1.

Leading causes of claims
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1.	 https://www.aihw.gov.au/getmedia/ac10875a-dab5-4552-942b-f9e120c7fac3/ah24-topic-summaries.pdf

2.	 Claims through financially advised customer claims, as a percentage of payment amounts ($) in 2024 

25,50020,500

1990–1994 2015–2019

71%

53%

MUSCULOSKELETAL CONDITIONS

3 in 10 
29% or 7.3m people suffered  
arthritis or musculoskeletal conditions1  
in 2020-21.

Musculoskeletal conditions for females and males were  
the second highest claim cause ($) for AIAA Income 
Protection and TPD claims in 20242.

CARDIOVASCULAR DISEASE

57,300
people aged 25 and over had an acute 
coronary event in the form of a heart attack or 
unstable angina in 2020 – around 157 events 
every day. Of these, 6,900 (12%) were fatal1.

AIA Australia claims reflect cardiovascular conditions 
as the second highest claim cause ($) within our Crisis 
Recovery claims2.
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AIA Vitality creates a meaningful impact to our 
customer’s health and lives
As a leading insurer, we see the devastating impact that chronic health conditions have on Australians and their families.  
A greater focus on prevention and early intervention is required to prevent conditions from developing and becoming chronic 
and long term. 

AIA Vitality is a personalised, science-backed 
health and wellbeing program that supports you 
every day to make healthier lifestyle choices. The 
program incentivises you to know your health, 
improve your health and get rewarded. 

Enjoy the rewards

Improve your health

Kn
ow

 yo
ur

 health

* Jan–Dec 2024

In 2023*

 

AIA Vitality members in Australia...

   
 

 

 

 
 

 
 

Had 22,866  
AIA Vitality  
Health Checks

Completed 257,074 
Health & Wellbeing 
Assessments

Took more than 
81 billion steps

Received Active 
Benefits worth  

$4.2 million

Had 797,154 visits  
to our partner gyms

Claimed $1.6 million  
in cashbacks for flights

Enjoyed discounted 
movie vouchers worth 
$813,224

Received Shopping 
Rewards Vouchers 
worth $6.9 million

In 2024, AIA Vitality members...
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AIA Embrace is our holistic wellbeing ecosystem – designed to support your clients in living healthier, longer, better lives.

Whether it’s everyday health tools, expert advice, or personalised support, AIA Embrace connects your clients to programs and 
partnerships that make wellbeing simpler and more accessible.

Support at each stage of your clients’ health and wellbeing journey. 

WHETHER THEY’RE WELL... FIND THEMSELVES UNWELL... OR THEY’RE RECOVERING.
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AIA EMBRACE
Whether your clients are well, 
unwell or recovering, we’re 
helping them embrace better 
health and wellbeing every day.

•	 Health and wellbeing articles 

•	 Wellbeing webinars delivered 
by health experts and 
AIA Ambassadors 

•	 Access to AIA research and 
education partners 

•	 Pain Coach: Understand and 
manage persistent pain 

•	 Mind Coach: Strengthen 
mental wellbeing and build 
emotional resilience

•	 Cancer Coach: Expert coaching 
to navigate a cancer diagnosis 

•	 My Psychologist: Timely, 
affordable access at a 
discounted rate 

•	 Women’s Health Program: 
managing conditions 
impacting work participation. 

•	 RESTORE: Programs to build 
routine, function, and work 
capacity 

•	  Exercise rehabilitation: to 
improve function and strength 

•	 Reskilling and retraining: 
development of new work 
skills

•	 Business coaching: Assisting 
self employed people

•	 Executive coaching: Helping 
executive leaders to stay in or 
return to work



Lead to That cause

AIA Australia’s actions
AIA Australia is focused on the critically important work of improving the nation’s health outcomes and helping Australians 
live healthier, longer better lives. 

Our purpose is to Make a Difference in People’s Lives and we’re focused on driving awareness of the importance of healthy 
behaviours. 

This is underpinned by 5590+. That is, preventing the five major non-communicable diseases – cancer, diabetes, respiratory 
disease, heart disease and mental health conditions –by improving the five modifiable factors that underpin these – physical 
inactivity, poor nutrition, smoking, excess alcohol and our interaction with the environment.

As a life, health and wellbeing insurer, AIA Australia has invested heavily in developing programs that support Australians 
to maintain and improve their health throughout their lives. To help people be healthier for longer and improve their overall 
wellbeing, AIA Australia has built an ecosystem of products, services and partners through five stages:

 

Predict Prevent Diagnose Treat Recover

Our shared-value approach means we put our efforts into projects and interventions that benefit not only our customers and 
business but society more broadly.
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•	 Smoking

•	 Unhealthy diet

•	 Physical inactivity

•	 Excessive alcohol consumption

•	 Interaction with the environment

•	 Respiratory disease

•	 Heart disease 

•	 Diabetes

•	 Cancer

•	 Mental health conditions  
and disorders
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https://www.aia.com.au/content/dam/au/en/docs/reports/5590-summary.pdf?mkt_tok=MjM1LUZYUy05OTkAAAF-hI5fIP5VS6Te6i4jhoq9sbHP3O_N8PC1jDGRdii6xkHFGKTNrQ5rLyz7K0VpJlMtC6Z8ZsVlsaBjdNVmrZtrTftZSvJDP-fiHJWF
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Support through the claims process
AIA Australia are here to support clients and advisers through the unexpected in a variety of ways.

For more information contact your AIA Client Development Manager  on 1800 033 490 or au.adviserservices@aia.com 

Copyright © 2025 AIA Australia Limited (ABN 79 004 837 861 AFSL 230043). All rights reserved. The life insurance policies relating to Priority Protection and Priority Protection for 
Platform Investors are issued by AIA Australia Ltd. This information is current at the date of this publication and subject to change. AIA Australia Ltd takes no responsibility for any 
incorrect information (by omission or otherwise) contained in this document. This provides general information only, without taking into account your objectives, financial situation, 
needs or personal circumstances. You should consider such factors and view the Product Disclosure Statement, available at aia.com.au, in deciding whether to acquire or continue 
to hold a financial product. This document is a summary of the circumstances in which AIA Australia Ltd pays claims under these policies. The payment of claims is subject to the 
terms and conditions of the relevant product as summarised in the relevant PDS. AIA Vitality is available with eligible products issued by AIA Australia. The case studies provided 
are for illustrative purposes only. For full terms and conditions of AIA Vitality partners, benefits and rewards, and to view the AIA Vitality Terms and Conditions and Benefit Guides 
see aiavitality.com.au. Partner terms and conditions may also apply. AIA Australia has adopted the Life Insurance Code of Practice, which contains minimum standards of service 
that customers can expect from insurers. The code can be found at https://www.aia.com.au/en/about-aia/about-us/industry-standards. AIA Australia has prepared a Target Market 
Determination which describes the class of consumers that comprise the target market for this product. The Target Market Determination can be sourced at aia.com.au/tmds

AIA EMBRACE

Support for clients 
whether they’re well, 
unwell or recovering. 
Helping them 
embrace better health 

and wellbeing every 
day.

DEDICATED CLAIMS  
CASE MANAGER 

We understand how  
important it is to have  

one main point of  
contact throughout  

the claims process.

CDM SUPPORT

When advisers need 
additional information for 

themselves or clients, we're 
only a phone call away.

CLAIM FORMS

Easy access to claims 
forms on the adviser 
portal.

HOW WE 
SUPPORT 

CLIENTS AND 
ADVISERS
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Handy tips for lodging a claim

We’re committed to reviewing claims as quickly as possible. Here’s how you can help:

•	 Download claims forms from the Adviser Portal or from the AIA Business Growth Hub and ensure all questions are 
completed.

•	 Lodge claims via paper or electronically via email.

•	 Attach any medical evidence required when lodging the claim form.

•	 Check for any additional information required to be supplied (e.g. medical practitioner’s statement, pathology, imaging, 
medical certificates or financial records for IP Claims).

https://www.aia.com.au/en/about-aia/about-us/industry-standards
http://aia.com.au/tmds
http://www.aia.com.au/en/adviser/business-growth-hub/resource-library/underwriting-and-claims.html
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