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PHIO Role
 Protect the interests of people who are covered by private 

health insurance by:

 assisting people to resolve complaints; and

• investigating the practices and procedures of private health 
insurers, brokers and health care providers; and

• mediating between private health insurers and health care 
providers; and

• disseminating information about private health insurance 
and the rights and obligations of privately insured people.



Exclusions and Restrictions

 Restrictions: the benefits paid cover treatment as a 
private patient in a public hospital only;

 Benefits are insufficient to cover admission to a private 
hospital as a private patient.

 Exclusions: no benefits are paid for that service or 
treatment.



PHIO Hospital Cover Definitions
 19,781 hospital policies on PrivateHealth.gov.au:

 TOP: 10,701 (must cover all services except ignore list);

 MEDIUM: 2,562 (must fully cover  cardiac, psyche, 
rehab, plastic surgery and palliative care. May have one 
or more other restrictions or exclusions);

 BASIC: 5,395 (Excludes one or more of the above);

 PUBLIC: 1,123 (self explanatory).



Auto classification of Policies



Common Restrictions
 Psychiatric Treatment

 Cardiac Surgery

 Joint Surgery

 Pregnancy Services

 Plastic and Reconstructive Surgery

 Obesity Surgery

 Cataract and lens surgery



Complaints to PHIO

 236 complaints re “Level of Cover” in 2009/10;

 Complaint issues include:

- Policy complexity;

- Misunderstanding what 

the restrictions mean;

- Adding restrictions/

exclusions to existing 

policies.





Broader Solutions
 Clear and simple policy design;

 Full disclosure at point of sale (clear, upfront, 
straightforward);

 Ongoing explanation and reminder of restrictions 
(SIS);

 Proactive approach to cover review;

 Informed Financial Consent; 

 Consumers being diligent on their own behalf and 
using the resources available to them;

 Publicise www.privatehealth.gov.au. 










