17 March 2017

David Salisbury

Acting General Manager

Consumer and Small Business Strategies

Australian Competition and Consumer Commission

Dear Mr Salisbury,

Re: ACCC Report to Senate on Private Health Insurance 2017
Thank you for the opportunity to provide input on the ACCC Report to Senate on Private Health Insurance.

HBF is a not-for-profit member-focussed health fund with a strong membership base in Western Australia and
a growing national presence. HBF is WA's largest health insurer with over a million members.

As per HBF's previous submissions to the ACCC, HBF finds that the complexity of government incentives,
consumers sometimes unwillingness to take out health insurance and their affordability concerns, all
contribute to a lack of understanding about health insurance and ultimately “bill shock”. HBF endeavours to
make it as simple as possible for our consumers to understand. HBF also collaborate with the PHA to improve
customer information and overall satisfaction. As such HBF is supportive of the PHAs submission to the ACCC.
In addition to this, we would like to highlight the following two initiatives specific to HBF.

HBF has recently introduced a new section to our website to explain health insurance in a simple and easy to
understand way. The information starts at a reasonably high level and becomes more detailed as the consumer
clicks through the various parts that interest them. Whilst it is too early to gauge if this information is
increasing consumers level of understanding about private health insurance, HBF is hopeful and will
endeavour to continually improve this offering.

HBF has also recently reviewed our member on boarding process. Usually members will receive a substantial
amount of information when they first take out a health insurance policy. However it seems that this
information is discarded, not understood or simply forgotten over time. With improvements in technology,
HBF is now developing a new on boarding process which will allow us to provide ‘bite size’ pieces of
information to members over a longer period of time in a cost effective manner. This will allow HBF to
reinforce key messages with our members, for example, how to submit claims or find registered providers.
HBF is again hopeful that this will improve our members’ retention of information about their health insurance
praduct.

Once again | would like to thank you for the opportunity to provide input for the ACCC Report to Senate on
Private Health Insurance. If you have any queries, please feel free to contact me on (08) 9265 6179.

Kind regards

U

Brooke Hogan
Regulatory and Compliance Manager



