
SERVICE MODEL - CLAIMS PROCESS

Member contacts n2n to
lodge a claim

Incoming call received.
Claims registry completed

Claims pack sent to
member

Claims pack received by
member

Member completes claims
pack and returns to n2n

Claim forms received by
n2n & actioned

Member receives call from
n2n to undertake initial call

within 24 hrs

Initial Assessment
completed within 5 days
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SERVICE MODEL - CLAIMS PROCESS

Initial Assessment
completed within 5 days Decision Made
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Member provides
additional information

If required Procedural
Fairness Letter sent to

member

Request additional
information

Weekly contact made with member
to follow up outstanding info

Notify member of
Declinature

Accept Claim

Member notified via
acceptance

communication

Once all
information is

received to
process a payment

it is processed
within 5 business

days

Ongoing payments
and contact made

with member
fortnightly/monthly

if provided with
supporting medical

information


