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About Our Contribution 2019/20

Our Contribution 2019/20 covers the 
period from April 2019 to March 2020 
(TAL’s 2019 financial year). It outlines 
the work we are doing to meet the 
needs of our customers, partners 
and stakeholders, and contribute as  
a life insurer, an employer, and part  
of the Australian community.
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Every day at TAL, we work to help 
Australians live a life filled with 
choices, options and freedoms  
– no matter what happens.  
This purpose is at the heart of  
our business and it’s why we  
come to work each day.

Supporting 
Australians in their 
time of need

This Australian Life
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Confidence  
in claims

$2.5b
$2.5 billion paid in 
claims to over  
35,000 Australians  
and their families*

* Total number of claims paid by TAL Life Limited and Asteron Life & Superannuation Limited  

between 1 April 2019 and 31 March 2020.
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Enduring 
partnerships  
that protect 
Australians

4.5m
We protect more  
than 4.5 million 
Australians and  
their families *

* Total number of Australians protected by TAL Life Limited and Asteron Life & Superannuation Limited as at 31 March 2020.
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A focus on health

2,800
Through TAL Health Sense 
Plus, we’ve encouraged 
2,800 more Australians to 
actively think about their 
health and engage with 
their life insurance
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6,500+
Financial advisers and their 
support staff trained through 
our industry-leading TAL 
Risk Academy

Contributing to  
a better industry

Go to contents      |       

      |       Previous page Next page      |       



06 06

F
o

c
u

s A
re

a
s

A
b

o
u

t U
s

C
o

m
m

u
n

ity
 C

o
n

trib
u

tio
n

Message from  
our CEO

Our people at TAL are committed to our 

Purpose of helping Australians live a life 

filled with choices, options and freedoms, no 

matter what happens. Throughout this year, 

our people have been proud and determined 

in their support of our customers, partners 

and the wider community, enabling our 

business to continue carrying out the most 

important thing we do: paying $2.5 billion in 

claims to more than 35,000 Australians  

and their families in the 2019 financial year*.

Enabling our partners 

During 2019, the life insurance industry 

continued to undergo significant 

transformation. An important role for 

TAL as an industry leader continues to 

be contributing to the industry and the 

regulatory change required to ensure we 

meet the expectations of our stakeholders 

and improve outcomes for our customers.

In the superannuation sector, TAL has 

actively worked with our superannuation 

fund partners to implement the substantial 

changes required as a result of the Protecting 

Your Super (PYS) and Putting Members 

Interests First (PMIF) legislation, to ensure 

their members were engaged and supported 

through those changes. 

The TAL Risk Academy continues to contribute 

to the financial advice sector to ensure that it 

is accessible for consumers and delivers high 

quality advice. In 2019, the TAL Risk Academy 

A
b

o
u
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s

2019/20 was a challenging time for many 
Australians, with the devastating bushfires  
and the COVID-19 global pandemic. It is in 
these times of challenge and uncertainty 
that the role of life insurers to not just 
support our customers, but step forward 
for the community, has never been more 
important. I am proud of the support 
we have provided to our customers and 
partners during this time; however, it is 
also clear that the impacts of the COVID-19 
pandemic will be long lasting and the job 
will remain with us for some time. As we 
look ahead, there is more that TAL and the 
broader life insurance industry can, and 
will need to do, to continue to support 
our customers and the community, and 
we look forward to playing our role.

A fair and accountable life insurance 
sector, which puts customers first, 
plays an important role in supporting 
the social and economic wellbeing 
of the Australian community

supported financial advisers to meet the 

enhanced educational requirements set out 

by the Financial Adviser Standards and Ethics 

Authority (FASEA), as well as to continue 

adapting to a changing world of regulation, 

and the rapid progress of technology 

supporting the delivery of financial advice. 

TAL also remains committed to supporting 

the development and implementation 

of recommendations from the Royal 

Commission into Financial Services, working 
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Looking forward, we continue to carefully 

consider these unique claims situations, 

and review each customer’s circumstances 

individually to determine what additional 

support we can provide during these 

challenging times. 

We anticipate the health and social impacts of 

COVID-19 will be with us for some time, and 

TAL stands ready to continue supporting our 

customers now and into the future with the 

utmost diligence and care, ensuring we are 

there when our customers need us most.

Looking ahead, there may well be more 

challenges to navigate in the coming year.  

I am confident that everyone at TAL will 

approach those challenges with optimism 

and resolve to find solutions for all our 

stakeholders, and to continue to support 

those who matter most to us: our customers 

and their families, our partners, our people 

and the wider Australian community.

 

 
actively with our stakeholders and continuing 

to adapt our business to raise standards 

and meet the evolving expectations of our 

customers and the community.

Adapting our business to continue 
delivering on our Ambition

A fair and accountable life insurance 

sector, which puts customers first, plays 

an important role in supporting the social 

and economic wellbeing of the Australian 

community. It is equally important that, as an 

industry and as individual insurers, we bring 

long-term thinking to ensure our industry is 

sustainable for the customers we serve today 

and the customers we will serve tomorrow.

Sustainability requires an ongoing critical 

examination of products, and product design, 

to ensure that the industry gets these 

products right for customers.  Over the last 

year, TAL has remodelled its Disability Income 

Insurance (DII) products as a pathway to 

ensure they are sustainable for customers. 

This is essential industry work to ensure we 

meet our long-term obligations to customers, 

and that our products remain good value.

The Life Insurance Code of Practice (The Code) 

is now an important part of the architecture 

for the life insurance industry.  The Code 

sets out the life insurance industry’s key 

commitments and obligations to customers, 

and the minimum standards for the 

experience customers should expect to 

receive from their life insurer.  In 2019, TAL 

invested in a program of work to further 

strengthen our efforts to meet and exceed 

the Code standards, and this focus and 

investment will continue into 2020 and 

beyond. This work also extends to supporting 

our superannuation fund partners with 

the implementation and compliance with 

the Insurance in Superannuation Voluntary 

Code of Practice.

Supporting our customers now  
and into the future

The current global pandemic is a health crisis, 

which has profound economic and social 

consequences that will impact Australians 

in many ways, and has also confirmed the 

essential role that life insurers have in our 

community. Our business responded swiftly 

to the emerging threat of the pandemic, 

taking important steps to ensure we remained 

responsive and empathetic to our customers’ 

needs during this difficult period. 

TAL has provided further support for our 

customers experiencing financial difficulty, 

and for our customers already on claim 

during this time.  We actively supported 

the COVID-19 industry initiatives led by the 

Financial Services Council (FSC), including 

keeping cover available for frontline 

healthcare workers and total permanent 

disability cover for those customers who have 

had their employment impacted by COVID-19.  

Brett Clark  

TAL Group CEO and 

Managing Director

*   Claims statistics based on total number of claims paid  

by TAL Life Limited and Asteron Life & Superannuation  

Limited between 1 April 2019 and 31 March 2020.
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Our Purpose

We have an important job to do in the 

Australian community. Our core Purpose is:

Our Purpose,  
Ambition and Priorities

To ensure our customers understand 
and value the protection they  
have and are confident we will be 
there when they need us most

Customer and 

industry leadership

Leading the industry 

by getting it right 

for our customers 

and partners

People

Building a culture that 

is high performing, 

confident, and creates 

exciting opportunities 

for our people

Growth

Building on our existing 

business and finding 

new ways to help 

our customers and 

partners for the future

Strengthening 

the business

Strengthening and 

simplifying what 

we do to be a more 

resilient business

Integration

Bringing Asteron 

and TAL together 

to build a stronger 

and better business 

for the future

Financial performance

Delivering long-term 

sustainable financial 

performance so that 

we will be here to 

deliver on our Purpose 

and Ambition

Our Priorities

Our Priorities help ensure our long-term 

performance and sustainability to meet 

the needs of all our stakeholders. This is an  

integral part of our strategic process, led 

by TAL’s Executive Team and Board. 

To deliver this, we are acutely aware of the 

need to continually evolve our products and 
practices, keeping pace with ever-changing 

community expectations.

Our Ambition

Our Ambition signals what we want to  

achieve in five years from now:

Helping Australians live a life filled 
with choices, options and freedoms, 
no matter what happens

Go to contents      |       
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TAL is a leading Australian life insurer.

For 150 years, we have been 
protecting people, not things.  
Today, we protect more than 
4.5 million* Australians and 
their families.

Life insurance has a special role in our 

community. It provides financial security 

for Australians when they need it most, 

providing control and confidence when they 

might otherwise need Government support. 

Everyone at TAL takes this responsibility very 

seriously and we consider our role to be a 

privilege that is earned, not given.

Our business model embodies a fundamental 

principle: that Australians should have choice 

in how they access life insurance. That means 

ensuring our customers can access cover in the 

way they choose, on their terms:

Who we are By your side, for life

TAL is owned by the Dai-ichi Life Insurance 

Company in Japan. Dai-ichi Life’s mission 

is “by your side for life”, which has deep 

cultural meaning and is a strong operating 

principle for Dai-ichi Life businesses around 

the world. Companies in the Dai-ichi Life 

Group aim to contribute to better lives 

and communities, standing beside our 

customers and their loved ones, for life. 

Since Dai-ichi Life first invested in TAL back 

in August 2008, we have grown to become 

a leading Australian life insurer. 

From a 
financial adviser

From us, over the 
phone or online

From their  
superannuation fund

From one of our 
alliance partners

*  Total number of Australians protected by TAL Life Limited  

and Asteron Life & Superannuation Limited as at 31 March 2020.
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Our people  
and culture

Our leadership team

The diversity and depth of experience of our Executive Team helps us 

protect the lifestyles of more than 4.5 million people as a leading Australian 

life insurer. 

David Lees 
Chief Financial Officer

Brett Clark
Group CEO & 
Managing Director

Fiona Macgregor
Chief Information & 
Innovation Officer

Alex Homer 
Chief Customer  
& Brand Officer

Andrew Howard 
Chief Commercial 
Officer – Group Life  
& Investments

Jenny Oliver 
Chief Claims Officer

Anne Clarke 
Chief General  
Counsel

Koichi Matsumoto
Chief Dai-Ichi 
Corporate Officer

Ceri Ittensohn
Chief People & 
Culture Officer

Tim Thorne 
Chief Commercial 
Officer – Individual Life

Cameron Pelling 
Chief Risk Officer

10
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Building a culture that is high 

performing, confident, and creates 

exciting opportunities, is one of 

our key Priorities. 

Our Spirit

It’s the people of TAL who bring 

our Purpose, Ambition and Priorities 

to life and they do this through 

living our Spirit qualities: 

• Aiming higher

• Doing the right thing

• Being straightforward 

• Getting it done.

Go to contents      |       
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An inclusive 
workplace

Gender equality

TAL has a long-standing commitment to gender equality in 

the workplace.

•  Commonwealth Workplace Gender Equality Agency (WGEA) 

Employer of Choice for eight years

•  Commitment to maintaining gender pay equity within 1% variance 

•  Generous and equal parental leave benefits for all our people 

regardless of gender, including continuity of paid superannuation  

and group insurance coverage for 12 months

•  Target of 50% women in senior leadership roles.

LGBTI+ inclusion

We are proud to have a visibly inclusive environment that encourages 

our people to bring their whole selves to work.

•  Out For Australia partnership – supporting the next generation 

of LGBTI+ leaders

•  TAL Pride network to increase workplace inclusion for people 

of diverse gender identity and sexuality.

We embrace and encourage diversity to create a 
workplace which reflects the communities that we 
serve. Our Diversity and Inclusion Council is chaired 
by our CEO and ensures we continue to be an inclusive 
place to work.

The Council focuses on four key areas:

Aboriginal and  
Torres Strait Islanders

TAL is committed to building cultural 

awareness of Aboriginal and Torres Strait 

Islanders and supporting their employment 

opportunities. 

•  Partnership with CareerTrackers to sponsor 

interns and prepare them for the workforce

•  Collaboration with RMIT on the Bundyi Girri  

for Business program, to support 

Reconciliation understanding

•  Partnership with Supply Nation to support 

First Nations businesses and communities 

via our procurement strategy.

Inclusive culture and flexibility

TAL fosters a culture that is inclusive of all 

people, enabling our people to work in ways 

that allow them to reach their full potential. 

•  2019 Champion of Flexible Work as 

measured by Flexagility, recognising TAL’s 

flexible working options, giving our people 

the choices they need to effectively balance 

their commitments and do their best work.
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Our business
We protect more than 4.5 million Australians

Enduring partnerships  
to protect more Australians

84/100 “Excellent/Top Tier”  

reputation with our partners, based 

on the independently-verified 

RepTrak® survey

6,500+ advisers and their support staff 

trained through our industry-leading  

TAL Risk Academy

 20-year 

strategic alliance  

with Suncorp’s 

distribution 

network, 

extending 

TAL’s specialist 

experience 

to Suncorp’s  

customers

Partnership 

with Rest,  

one of the largest 

superannuation 

funds in Australia

Plan for Life/AFA 

Overall Platinum 

Life Company  

of the Year 

award (2019) 

Roy Morgan 

Customer 

Satisfaction Awards: 

2019 Risk & Life 

Insurer of the Year 

(Insuranceline)

$4.6 billion 

premiums in force 

as at 31 March 2020

$144 million  

tax paid in Australia 

for year ended 

31 March 2019

*  Based on total number of claims paid by TAL Life Limited and Asteron  

Life & Superannuation Limited between 1 April 2019 and 31 March 2020.

$1.4m 

donated to the 

community and 2,659 

hours volunteered 

by our people

+45 

Net Promoter 

Score (NPS) for 

claims (Annual 

Post Claim Email 

Survey, 2019)

64%  

of all claims paid 

were for living 

benefits, helping our 

customers continue 

living their lives 

while recovering  

from an illness  

or injury*

$2.5 billion  

paid in claims 

to 35,000+ 

Australians and 

their families*
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Employer of Choice 

for Gender Equality 

for eight years: 

Commonwealth 

Workplace Gender 

Equality Agency

Bronze employer: 

Australian Workplace 

Equality Index Awards  

for LGBTI+ inclusion

Champion of  

Flexible Work  

as measured  

by Flexagility

Commitment  

to maintaining  

gender pay equity 

within 1% variance 

Our business

Employer of the year for the second 

year in a row: Money Management 

and Super Review Women in Financial 

Services Awards
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Our superannuation fund,  
adviser and alliance partners

•  321 key stakeholders across our partners 

provided feedback on our business and 

reputation through the independent 

RepTrak® survey 

•  6,385 advisers gave real-time 

feedback on the way we support them 

and their customers

•  92/100 reputation score with 

our superannuation fund partners

•  81/100 reputation score with 

our alliance partners

•  79/100 reputation score with 

our adviser partners.

92/100
reputation score  
with our superannuation 
fund partners

Our customers

•  Over 6,000 customers and advisers 

on average give us feedback on their 

experience each month, for more than 

30 touchpoints in the customer and 

partner experience

•  3,461 customers gave us feedback 

about their claims experience 

•  A daily customer listening program 

that provides our senior leaders with 

direct customer feedback through 

customer NPS surveys.

6,000+
customers and advisers 
on average provide 
feedback each month

Our people

•  80% of our people are proud of the  

work that they do at TAL

•  A Health and Wellbeing Committee 

focuses on physical, mental and 

financial health

•  Quarterly ‘TAL Together’ town hall 

sessions encourage open discussions  

between our people and the CEO  

and Executive Team

•  We regularly ask for our peoples’ 

feedback on what we are doing well 

and what we can do better through our 

Employee Insights survey.

“ I always feel motivated by  
TAL Together. I love to hear about 
the bigger picture - how we are 
doing and what we have planned”

TAL employee

Understanding our customers,  
partners and people

Go to contents      |       
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Supporting and engaging 
our stakeholders

Collaborative partner forums

We host regular forums that bring together 

our advisers and superannuation fund 

partners to exchange ideas and insights on 

important industry topics. In the last year, we 

hosted a partner event to discuss innovative 

ways to support better customer health.

Industry and regulatory engagement

We have ongoing engagement with industry 

bodies, regulators, Government and 

consumer groups to ensure we are delivering 

what our customers and the community 

expect of us and our industry. In the last year, 

we engaged with groups such as the Financial 

Services Council (FSC), the Association of 

Superannuation Funds of Australia (ASFA), 

the Australian Securities and Investments 

Commission (ASIC) and the Australian 

Prudential Regulation Authority (APRA)  

on important industry developments.

Ongoing and transparent dialogue 
with our stakeholders is an important 
part of how we operate. It ensures 
we have a clear view of the most 
important issues affecting our 
customers, our partners, our people 
and the wider community we serve.

Our Consumer 
Consultation Board

In 2020, TAL formed a Consumer 

Consultation Board. Chaired by our 

CEO, the Consumer Consultation 

Board is a regular forum with external 

bodies representing the interests and 

voices of Australian consumers. 

The Board facilitates strong ongoing 

engagement between TAL’s  

senior leaders, consumers and 

industry stakeholders.

15
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Supporting our customers with their claim

Additional financial hardship support

Committed to 

frontline workers

A dedicated team  of 

experts providing  

additional support

Ensuring frontline 

healthcare workers 

can access all types 

of cover (aligned with 

the Financial Services 

Council – FSC)

Options to  

reduce or  change 

level of cover

Flexibility when 

collecting claim 

information 

Options to  

pause  cover

Long-term  benefit 

payment scheduling 

for eligible claims

Increased flexibility 

 around premium  

payments

Additional  

grief  

support 

Support for small and  medium 

sized businesses (SME)

Actively working 

with and 

engaging SME 

enterprises

Reducing 

payment  times 

for SME suppliers 

 and businesses

Total and Permanent 

Disability (TPD) 

Claims Initiative

Ensuring TPD cover 

availability for those 

whose employment 

has been impacted 

by COVID-19 

(aligned with the 

Financial Services 

Council - FSC)

16
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COVID-19: Supporting our 
customers and community
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Financial hardship support

TAL introduced additional support 

measures for our customers and 

small-to-medium business partners 

who may be experiencing financial 

difficulty as a result of COVID-19, 

as well as tailored service offerings 

for customers whose wellbeing and 

employment have been impacted 

by COVID-19. 

We have enabled our customers 

to maintain a certain level of life 

insurance cover for COVID-19 

and retain their overall cover if 

they are having difficulty making 

premium payments.

We have options for existing 

customers to:

• reduce or change their level of cover 

• pause their cover

• waive their premiums or have 

increased flexibility around  

their premium payments.

COVID-19: Supporting our 
customers and community

COVID-19

The COVID-19 pandemic has presented  

unique and challenging times. TAL moved 

swiftly, early on, to ensure our people 

are supported, we are empathetic to 

our customers’ needs, and our partner 

commitments are met.

Partner support

To assist financial advisers, TAL ran a series 

of webinars through TAL Risk Academy and 

provided online resources and support for 

them to service their customers remotely.

With our superannuation fund partners, 

TAL developed a partner forum to exchange 

insights on how we are responding to 

COVID-19 and its impact on members.

Industry initiatives

TAL supported the development of key 

COVID-19 industry initiatives led by the 

Financial Services Council (FSC) with regards 

to cover for frontline healthcare workers 

and total permanent disability (TPD) cover 

for those whose employment has been 

impacted by COVID-19.

160
TAL people volunteered to 
step out of their normal role 
and provide extra help for 
our Claims, Customer Care 
and Operations teams
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Improving the  
claims experience

We continue to make significant 

investments in our claims processes, 

procedures and training to ensure 

we are continually improving the 

claims experience for our customers.

In 2019, we appointed a Chief Claims 

Officer to the TAL Executive Team to 

ensure the claims function continues 

to have focus and accountability at 

the highest level.

Confidence  
in claims

We want to provide an outstanding claims 
experience for our customers, which is 
where we make the biggest contribution 
to the people we protect.

Growing our skills

To support the professional 

development of our claims managers, 

TAL has a technical training framework 

in place: TAL Claims Academy. 

We also provide specialised coaching 

for our claims managers in areas such 

as mental health and empathy training, 

to ensure they have the skills needed  

to understand each customer’s 

situation and goals, and tailor the 

claims experience to suit.

TAL Claims Hub

The online Claims Hub was developed 

to complement the services and 

expertise of TAL’s claims team, helping 

customers understand what to expect 

during claim time and how TAL can 

help every step of the way.

18
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Our claims 
commitment

The most common reasons for making a claim2

14% 

Mental Health  
Conditions
Including  
Post-Traumatic  
Stress Disorder 
and Depression

71%  Income Protection

26%  TPD Insurance

3%  Life Insurance

19%
Cancer
Including Breast and 
Pancreatic Cancers

54%  Life Insurance

34%  Income Protection

6%  TPD Insurance

6%  Recovery Insurance

13%
Musculoskeletal 
and Connective 
Tissue Conditions
Including Back Pain 
and Sciatica

66%  Income Protection

34%  TPD Insurance

10%
Conditions of  
the Circulatory  
System
Including Heart 
Attack and Stroke

54%  Life Insurance

30%  Income Protection

11%  TPD Insurance

5%  Recovery Insurance

 This page contains a summary of the combined volume and value of claims paid by TAL Life Limited and Asteron Life & Superannuation Limited under a range 

of insurance products between 1 April 2019 and 31 March 2020, and the circumstances in which those claims were paid. The assessment and payment of each 

claim is subject to the individual policy terms, conditions, limits and exclusions, which are set out in the applicable Product Disclosure Statement and Policy 

Document. This information is general in nature only and does not take into account your personal financial situation, needs or objectives. You should consider 

the relevant Product Disclosure Statement, available at tal.com.au when deciding whether to acquire, continue to hold, or dispose of a financial product. 

1. Claims statistics based on total number of claims paid by TAL Life Limited and Asteron Life & Superannuation Limited between 1 April 2019 and 31 March 2020. 

2. Claims statistics based on total claims paid under TAL Life Limited and Asteron Life & Superannuation Limited insurance products (excluding funeral 

insurance) between 1 April 2019 and 31 March 2020.

14% 

Injuries and  
Fractures
Including Joint  
Dislocation and 
Bone Fractures

77%  Income Protection

20%  TPD Insurance

3%  Life Insurance

5%  Conditions of the Nervous System

3%  Conditions of the Digestive System

2%  Conditions of the Respiratory System

16%  Other reasons

We are committed to supporting our 

customers to get to their best possible 

state of health. Every claim is different, 

and we have a tailored recovery approach, 

which means each customer receives 

the support that’s right for them.

Some of the ways we support our 

customers include:

• Career coaching services to  

help customers prepare for their 

return to work

• A dedicated, phone-based grief support 

service for family members of a 

customer who has become terminally  

ill or passed away.

$2.5b
Total claims  

paid in 20191

64%
of the total volume of 
claims we paid helped our 
customers continue living 
their lives while recovering 
from an illness or injury1
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Our Health  
Services team 

TAL’s Health Services 

team supports our 

three pillars of physical, 

mental and financial 

health. Since 2016, the 

team has partnered 

with the external health 

community, as well as 

provide health practice, 

recovery and prevention 

expertise to the 

whole business.

Continuing our 
investment in health 

Our Purpose is to help Australians live a life filled with 
choices, options and freedoms, no matter what happens. 
That’s why health is our top priority. 

TAL offers customers a range of proactive and inclusive health initiatives 

aligned to global clinical protocols, to help detect, prevent, or manage the risk 

of disease and health conditions. 

TAL Health Sense Plus

As a specialist life insurer with an in-house Health Services team, we are 

uniquely placed to help Australians learn about the value of preventative 

health and preventative screening tests, which can detect and prevent health 

conditions, such as cancer and diabetes.

Launched in 2019, TAL Health Sense Plus encourages Australians to have 

preventative screening tests by rewarding their commitment to their health 

with a 5% discount off their lump sum policy premiums every two years. So far, 

TAL Health Sense Plus has resulted in 2,800 more Australians actively thinking 

about their health and engaging with their life insurance.

TAL Health Sense Plus is available to TAL customers who hold Accelerated 

Protection policies directly with TAL or through a financial adviser. We are also 

working to extend the initiative to our superannuation fund partners’ members.

We view health holistically, through three key pillars:

Physical health Mental health Financial health

Aligned  
to the  

medical  
community

Embedded  
across the  

whole  
business

Personalised,  
with a  

tailored  
approach

Our approach to health

20
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Our commitment  
to mental health

TAL is committed to helping Australians 
lead their healthiest lives, both physically 
and mentally. We recognise mental illness 
is a complex area, which is why we partner 
with trusted voices like the University of 
Sydney Brain and Mind Centre to stimulate 
and challenge our thinking. In addition, 
our work with SuperFriend ensures we 
are using evidence-informed solutions to 
manage the wellbeing of our customers 
and our people.

Our mental health capability 

TAL was the first insurer to introduce a dedicated 

Head of Mental Health to deliver and embed our 

mental health strategy across our people, our 

partners and customers. 

Our Head of Mental Health delivers training for TAL’s 

claims managers to reinforce the importance of 

empathy in customer communications, in addition 

to providing mental health training and support 

for TAL employees and TAL partners.

Mental Health Action Group

To help TAL drive positive change across our product, 

underwriting and claims processes, we established 

a Mental Health Action Group that brings together 

leading external mental health experts, including 

those with lived mental health conditions. 

In the last year, we have improved our underwriting 

process to ensure that customers better understand 

the information we require from them to accurately 

assess their personal mental health condition. This 

initiative was co-developed with mental health 

advocates, clinicians and those with lived experiences 

of mental health conditions.

Supporting mentally healthy 
superannuation fund members

We regularly engage with our superannuation fund 

partners to support the mental health of their 

members. In 2019, we launched Headlight – an online 

preventative health program that helps people 

navigate their mental wellbeing. Developed by TAL’s 

Innovation and Health Services teams, alongside our 

research partner, the University of Sydney Brain and 

Mind Centre, Headlight helps people identify their 

risk factors and provides specific recommendations 

to address these and support overall health. With 

practical, evidence-based resources, Headlight adds 

new levels of engagement to the insurance process.

Supporting mentally healthy 
advisers and clients

In 2019 we developed a series of 

workshops and resources to help 

financial advisers to reflect on and 

improve their mental wellbeing. 

Facilitated by TAL’s Head of Mental 

Health, the support focuses on 

providing advisers with evidence-based 

tips to improve their personal wellbeing 

and support clients suffering from 

depression or anxiety.

21
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Engaging customers 
digitally

Supporting our superannuation fund partners 
to engage their members

In 2019, TAL enhanced the way we work with our 

superannuation fund partners by creating a specialist 

Member Engagement and Innovation team. This enables 

us to work more innovatively with our superannuation 

fund partners and deliver more insightful and impactful 

experiences for their members.

TAL has been working with our superannuation fund 

partners to support them to effectively engage and 

communicate with their members about the impact of 

the Protecting Your Super (PYS) legislation and the Putting 

Members’ Interests First (PMIF) legislation, which came 

into effect on 1 July 2019 and 1 April 2020, respectively.

By extending TAL’s digital marketing capabilities to our 

superannuation fund partners, we were able to provide 

integrated communication solutions that encourage 

members to engage with the changes to their cover. 

Enabling effective digital 
adviser interactions

TAL has invested in digital solutions for 

our adviser partners to enable them 

to more effectively engage with their 

customers and create operational 

efficiencies in their businesses.

The TAL Adviser Centre provides 

adviser partners with access to a digital 

platform where they can manage their 

customers’ policies and access  

white-label content designed to 

connect advisers with their  

customers in meaningful ways.

Digital Adviser

We have been exploring digital 

integrated marketing solutions to 

enable advisers to seamlessly manage 

and engage their customers online with 

regular, interactive communication 

from the same platform.

Effective engagement for PMIF enabled 
around 16,000 superannuation fund members 
to actively engage with and retain their life 
insurance in 2019

22

F
o

cu
s A

re
a

s
A

b
o

u
t U

s
C

o
m

m
u

n
ity

 C
o

n
trib

u
tio

n
Go to contents      |       

      |       Previous page Next page      |       

https://adviser.tal.com.au/


23

Reaching more 
Australians

There has been some great collaboration 

to date, with TAL and Rest co-locating our 

insurance teams so we can co-create and 

design the best possible member experience 

using member-centric design principles, 

learnings and knowledge.

Through our partnership with AMP MyNorth®, 

TAL life insurance is now available for 

MyNorth® super and pension clients  

through an adviser.

In 2019, TAL welcomed three new 
superannuation fund partners:  
Rest, LGIAsuper and Prime Super.  
TAL was also added to the AMP 
MyNorth® wrap platform, enabling 
us to work with more advisers to 
help protect the lives of even more 
Australians and their families.

Bringing TAL and Asteron together

Our progress on the integration of Asteron 

Life was a highlight for the year. Since 

completing the acquisition in early 2019, 

we have now finished the largest transition 

phase of the integration, including combining 

our people and platforms, and launching 

our products jointly with Suncorp under 

the Suncorp and AAMI brands.

The joining of our people 
and capabilities enables 
us to further invest in our 
operating model and better 
service our customers

Rest is one of the largest 
superannuation funds  
in Australia, with around  
1.7 million members

LGIAsuper has around 
75,000 members from local 
government and other 
industries across Queensland

Prime Super represents 
a diverse range of 
members from regional 
and metropolitan 
Australia, working in 
multiple industries
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Contributing to  
a better industry

As a leading Australian life insurer, we have a responsibility 
to bring confidence and meaningful outcomes to 
our customers. 

We continue to lead by example when working with our 
partners, industry bodies and regulators, and make active 
contributions to raising industry standards.

Working with industry for better outcomes

TAL is a signatory to the Financial Services Council (FSC) Life Insurance 

Code of Practice. It sets out higher standards for our industry, reduces 

complexity for customers and makes us easier to do business with. 

Getting the experience right for customers and particularly for 

customers making claims is critical. The Code is an important part of 

the architecture of the life insurance industry and TAL continues to 

invest into our obligations, with Code responsibilities embedded in our 

day-to-day business operations and management structures. We also 

have an ongoing enterprise program of work focused on supporting 

the Code with dedicated resources. This program works across our 

entire business to drive continual improvement against our obligations 

of the Code, for the benefit of our customers. TAL is also actively 

involved in all FSC working groups for the development of the next 

iteration of the Code.

In 2019, TAL joined the Australian and New Zealand Institute of Insurance 

& Finance (ANZIIF) and Life Insurance Professional Standards Working 

Group (LIPSWG) to establish a Professional Standards Framework for the 

life insurance industry. 

Helping superannuation fund members  
understand their cover

We continue to work together with our superannuation fund partners 

and groups such as the Association of Superannuation Funds of 

Australia (ASFA) to effectively engage and communicate with members 

about the impact of the Protecting Your Super legislation and the 

Putting Members’ Interests First legislation, which came into effect 

on 1 July 2019 and 1 April 2020. In the last year, we created a suite of 

digital content that connected Australians with the value of insurance 

in superannuation. The content resulted in increased member 

engagement rates of up to 36%.

A sustainable financial advice model

We believe providing access to quality financial advice plays an important 

part in supporting the financial wellbeing of Australian families.  

The sustainability and accessibility of life insurance go hand in hand, 

and TAL’s business model embodies the principle that Australians should 

have choice in how they access life insurance. TAL, together with other 

insurers, the Financial Planning Association (FPA) and the Association 

of Financial Advisers (AFA), has been supporting the Choice and Access 

to Life Insurance (CALI) campaign, which advocates for ensuring that 

all Australians can access the right life insurance for them through 

affordable financial advice, now and into the future.

24
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Investing in professional 
development

We are proud to play a leading role in the ongoing professional 
development and life insurance education of financial advisers 
and our superannuation fund partners.

Industry-leading education for 
financial advisers

TAL Risk Academy is our industry-leading 

education program, offering advisers access 

to over 80 risk-focused courses accredited 

by the Association of Financial Advisers (AFA) 

and the Financial Planning Association of 

Australia (FPA).

Our current focus is helping advisers meet 

the education requirements set out by 

the Financial Adviser Standards and Ethics 

Authority (FASEA). In 2019, the FASEA Exam 

Masterclasses attracted nearly 2,500 advisers 

and provided more than 12,000 Continuing 

Professional Development (CPD) hours.

All Masterclass fees are donated to charity. 

In 2019, through the TAL Risk Academy we 

donated a record $209,900 to the Australian 

Business and Community Network (ABCN) 

Scholarship Foundation to help educate  

and mentor students from low socio- 

economic backgrounds.

Supporting our superannuation 
fund partners 

TAL delivers regular partner forums that bring 

together insurance industry leaders to discuss 

key aspects of insurance in super, regulatory 

changes, and the holistic health and wellbeing 

of superannuation fund members. 

Championing excellence in advice 

TAL partners with the AFA to support the 

Female Excellence in Advice Awards and 

the Excellence in Education Awards. These 

awards formally recognise the talent and 

contribution of women in financial advice 

and advisers who continually invest in raising 

professional standards.

27,000
course enrolments 
since 2015

$463k
raised for charity 
via fees charged 
for masterclasses  
since 2015

6,500+
attendees 
since 2015

4.7/5
satisfaction rating 
from advisers 
since 2015 

25
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Designing and  
developing for  
the future
TAL recognises the need to continually 
evolve our products and customer experience 
to meet – and exceed – the needs of the 
community. We are tackling complexity and 
changing expectations through investments 
in digital solutions, data and innovation.

Incubating new capabilities

Our Innovation team is working with our 

partners to research and understand the 

current trends and challenges facing our 

industry and community. Our ongoing 

investigations help us identify the technologies 

and capabilities we’ll need to keep delivering 

exceptional customer outcomes.

The team uses data and emerging technology 

to streamline processes and develop better 

experiences for our customers. 

Annual Innovation Challenge

Our annual Innovation Challenge is a chance 

for our people to step outside their usual 

roles, unleash their creativity and propose 

new and better ways we can serve our 

customers, partners and the community.

In 2019, the Challenge focused on developing 

solutions within the Technology team 

and kick starting their Continuous Delivery 

(agile way of working) approach.

Nearly 300 of our people  
across TAL were involved and  
a number of initiatives are now  
being implemented

TAL’s Design team serves as a customer 

advocate for projects that are being 

implemented across the business. By focusing 

on user needs, the team works across TAL and 

with our partners to test existing websites 

or services, research and test new concepts, 

facilitate design sessions, and provide design 

support beyond research and prototypes. 

26
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Investing in digital

We continue to invest in 

our digital capabilities as 

part of our commitment to 

improving the experience 

of our customers and 

partners, whenever they 

interact with us.

The Claims Assist app 

complements the 

expertise of our Claims 

team. Claims Assist allows 

customers to manage 

and track their claim in real 

time, view their claim 

details, upload documents 

and receive notifications. 

Insurance Online lets members manage their life 

insurance directly from their superannuation fund’s 

website. They can view their cover and premium 

details, and top-up, transfer or cancel their cover 

at any time. 

Similarly, Group HQ gives our superannuation fund 

partners access to real-time updates on their 

members’ underwriting applications and claims.

Designing and developing  
for the future

We believe that a focus on continually improving 
the customer experience is at the heart of driving 
progress and improvements across the industry. 

In 2019, TAL partnered with  
Deloitte to deploy a Regtech quality 
assurance solution using Artificial 
Intelligence (AI) and voice recognition

The AI solution has the potential to improve 

our quality assurance program and help our 

people to better serve our customers.
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Our community 
contribution

TAL is proud to help people live healthier lives through 
our support and funding of community initiatives around 
Australia. As an Australian company – whose purpose 
goes beyond the products and services we provide 
– we have a strong desire to continue to contribute 
to the Australian community. 

TAL Community Foundation

For five years, the TAL Community Foundation has co-ordinated 

and amplified the ways that TAL helps the community through 

monetary donations and skills-based volunteering. 

The Foundation focuses on three key areas:

•  Helping children from disadvantaged backgrounds 

•  Supporting Indigenous communities 

•  Promoting positive mental health.

50
charities  
supported

2,659
hours  
volunteered

453
of our people participated 
in Foundation activities

 In TAL’s 2019 financial year
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Support during  
tough times

TAL deeply understands the essential 

role we have in providing our customers 

and the community with the confidence 

that they will be supported through life’s 

biggest challenges.

To help support the victims of the 

bushfires and drought, TAL offered 

premium waivers to impacted customers. 

In addition, premium waivers were also 

offered to customers participating in 

volunteer fire organisations taking unpaid 

leave from their regular employment.

We also hosted an adviser webinar on 

natural disasters to help advisers support 

impacted clients. 

Through the TAL Community Foundation 

our people raised $315,000 for bushfire 

recovery efforts and we pledged a 

corporate donation of $200,000 to 

the Red Cross Disaster Relief and 

Recovery fund.

$1.4m
contributed to  
the community

with

and

$315k
to bushfire support  
from TAL and our people

$200k 
corporate donation 
pledged to the  
Red Cross Disaster Relief  
and Recovery fund

 In TAL’s 2019 financial year
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 In TAL’s 2019 financial year

Our community 
partnerships

Helping youth overcome disadvantage

The Australian Business and Community Network 

(ABCN) helps students from low socio-economic 

backgrounds understand the options they have, 

so they can make sound personal, educational 

and vocational decisions. 

In 2019, through the ABCN, our people 

contributed more than 1,000 hours of mentoring 

to 26 ABCN programs and 227 students received 

mentoring and encouragement from TAL people. 

Promoting positive mental health

In 2019, TAL people came together to raise 

funds for Orygen. Orygen is dedicated to 

ensuring mental health treatments and care 

are continually improving and focused on 

the needs of young people. 

Orygen operates five headspace centres, 

with research from these centres informing 

practice in 105 other centres across Australia. 

In 2019, TAL raised a total of $70,000 

to support the redevelopment of their 

headspace centre in Sunshine Victoria.

1,000+ 
hours of mentoring  
for 26 ABCN programs

Supporting indigenous communities

In 2019 we commenced our partnership with 

the National Aboriginal Sporting Chance 

Academy (NASCA). 

During the year, nine TAL people volunteered 

to help with young Aboriginal and Torres Strait 

Islander school students through structured 

education, sporting and cultural programs.

The volunteers raised a total of $23,166, which 

was matched by the Community Foundation.

Proud partners of the  
Royal Flying Doctor Service

TAL works with the Royal Flying Doctor 

Service (RFDS) to support the provision of 

better health access for those living in rural 

and remote Australia. We are proud to partner 

with the RFDS to help them deliver life-

improving medical services and expertise 

to Australians when they need it most.
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TAL SpotChecker, our skin-check 
initiative, once again travelled to 
iconic Australian locations over 
the 2019/20 summer, offering free 
skin-checks and critical education 
about skin cancer.

TAL SpotChecker aims to bridge the gap 

between awareness and action, because 

early detection can literally save lives. We 

seek to encourage conversations about early 

detection, the importance of self-checking 

and getting regular, professional skin checks. 

This year, TAL SpotChecker checked a total of 

750 people and for 41% of them it was their 

first ever professional skin check. Additionally, 

16% of them were referred for further 

skin checks.

Extending TAL SpotChecker  
to our partners

TAL works with our superannuation, advice  

and alliance partners to make TAL 

SpotChecker available to their customers.  

In 2019, we enabled our alliance partners  

to provide SpotChecker skin-check clinics 

to their customer base.

TAL SpotChecker

4,000+
people checked  
by TAL SpotChecker 
across Australia  
since 2016

Although it is one of Australia’s most 

common cancers, skin cancer is one of the 

most easily detectable and preventable. 

Our research1 shows that:

56%
of Australians  
consider themselves  
sun smart

87%
of Australians have not 
had a skin check in the 
past 12 months

28%
of Australians have never 
had a skin check at all

2/3 
Australians will be diagnosed 
with a form of skin  
cancer by the age of 702

31

1  Research conducted by PureProfile on behalf 

of TAL in October 2019

2  Cancer Council Australia
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TAL has a responsibility to deliver 
long-term sustainable performance 
in the products and services we 
provide. We want our customers, 
partners and stakeholders to be 
confident that our organisation and 
our industry will be here to deliver 
on our commitments now and into 
the future. 

Supporting  
sustainability

Disability income 
insurance products

Disability income insurance products 

meet a critical consumer need in 

providing income replacement 

for customers unable to work 

due to illness or injury. Long-term 

sustainability of these products 

requires product design which 

continues to evolve with the changing 

world in which they operate. Over 

the last year, TAL has remodelled 

its Disability Income Insurance (DII) 

products as a pathway to ensure they 

are sustainable for customers.  

This is essential industry work to 

ensure we meet our long-term 

obligations to customers, and that  

our products remain good value.

*  APRA Life insurance claims and disputes statistics 

issued June 2019

Sustainable insurance for  
working Australians

Insurance through superannuation is how 

most Australians access affordable life 

and disability insurance. We are proud to 

partner with many of Australia’s leading 

superannuation funds to give consumers 

access to life insurance cover. According 

to a 2019 APRA report*, insurance in 

superannuation returns 84 cents in the 

dollar to members in claims; however, 

the industry is challenged by legislative 

changes and a general increase in claims 

across the industry. TAL continues to work 

with our superannuation fund partners 

to deliver insurance that’s tailored for 

the needs of their member base and 

sustainable for the long-term.
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Sustainability initiatives 

We are taking steps to assess 

our carbon footprint and embed 

environmental, social and 

governance (ESG) considerations 

within our Investment Framework. 

In addition, all of our office buildings 

score highly on the National 

Australian Built Environment Rating 

System (NABERS).

Supporting  
sustainability

33

Principles for 
Sustainable Insurance

TAL is proud to be a signatory to 

the United Nations’ Principles for 

Sustainable Insurance, a framework 

which encourages insurance companies 

worldwide to put environment, social 

and governance (ESG) concerns at the 

heart of their decision making. 
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Important information: Our contribution 2019/20 has been prepared by TAL Life Limited ABN 70 050 109 450 based on 
information current at 31 March 2020. Our contribution 2019/20 does not take into account your objectives, financial 
situation or needs and is not financial, legal, or tax advice. We recommend that you read the relevant Product Disclosure 
Statement and obtain independent advice specific to your circumstances before making a financial decision.

GPO Box 5380  

Sydney NSW 2001
tal.com.au1300 209 088  

Monday to Friday, 

8am – 7pm AEST

Contact
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