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EXCLUSIONS AND LIMITATIONS
Benefits are not payable for the following services:

•  Claims which relate to services rendered while a Policy is in arrears or suspended

•  Claims which relate to services rendered outside Australia or for items purchased or hired 
from overseas

•  Out-patient medical services where you are entitled to a benefit from Medicare

•  Claims which relate to treatment rendered by a provider who has not supplied a provider 
number on their receipt

•  Where an application form or a claim form submitted to IMAN contains fraudulent, false, or 
misleading information

•  Services rendered in a nursing home

•  Where monies are payable from another source

•  Luxury room charges

•  Respite care as an Out-patient

•  Take home items

•  Autologous blood collection and storage and egg storage

•  Expenses incurred within Waiting Periods

•  Expenses recoverable from another insurer, including but not limited to claims under 
motor insurance, sport insurance or public liability policies or under a compulsory workers 
compensation policy

•  Expenses relating to over the counter medicines or drugs purchased without a prescription 
issued by a Medical Practitioner and not on the PBS and medicines purchased in bulk lasting 
beyond the period of insurance

•  Expenses for medical examinations, x-rays, inoculations or vaccinations and other treatments 
required for the purpose of: 

• Obtaining, renewing or extending a visa for entry into Australia

• Obtaining permanent residency status in Australia

• Travelling outside Australia

•  Expense or part of any expense, exceeding the Annual Limits on your product

•  Treatment referred by or provided by a spouse or family member of the Insured

• Claim refunds will not be paid for multiple treatments from a provider on the same day. e.g. only 
one visit to a Physiotherapist per day can be claimed

• In-hospital services, drugs or disposable items not recognised by Medicare (for example, some 
items associated with robotic surgery or high cost drugs may not be covered)
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WHAT YOU NEED TO KNOW 
ABOUT GOING TO HOSPITAL
Going to hospital can be a daunting experience. IMAN will support you and provide the information 
you need to make it easy to organise and claim for your expenses. Here is what to do if you need 
to go to hospital:

Step 1: Call IMAN to check your cover.
When you learn that you may have to go to hospital, call IMAN on 1800 22 11 33 and we will talk 
you through what is covered under your policy and the hospitals available in your area.

Step 2: Talk to your doctor about the possible costs.
It is possible that you will have to pay part of the cost of going to hospital. It is usually the 
difference between what IMAN pays and the total cost of your hospital stay. These costs are called 
Out-of-Pocket Expenses. (see the glossary for more information about Out-of-Pocket Expenses).

Find out what is covered and what is not
Ask your doctor or hospital to itemise the costs and explain your treatment in detail then contact 
IMAN so you know what is covered under your policy and if you will incur any out-of-pocket 
expenses. Your doctor must get your full agreement on your treatment and costs before you go to 
hospital (where possible). This is called Informed Financial Consent.

Once you have talked through the treatment with your doctor and have agreed to the treatment 
and its costs, your doctor will help arrange an admission date with the hospital.

Hospital Waiting Periods
Sometimes you have to wait before you can claim money for services covered under your IMAN 
policy – this is called a Waiting Period.

Waiting periods apply from the date your policy commences.

Step 3: Going into hospital
To be covered by your IMAN policy you will need to tell the hospital (or day surgery/facility) that you 
have health cover with IMAN. It helps to have your IMAN Australian Health Plans Customer Card 
with you.

The hospital will give you a National Private Patient Claim Form to fill out before you are admitted. 
This is a legal document and the hospital uses this form to claim your hospital expenses after you 
have been to hospital.

The hospital should then check with IMAN that you have appropriate health insurance and that 
you have served the waiting periods for your treatment, although this may happen shortly after 
you are admitted. The hospital can contact our provider help line on 02 4914 1203 or by emailing 
hospitalinfo@austhealth.com.

Step 4: Coming out of hospital
When you get out of hospital you can expect at least two bills – one from the hospital, and the 
other/s from your doctors and/or specialists.

Hospital bills
The hospital usually sends the bill directly to IMAN, or you may receive the bill when you leave 
hospital. If you get a bill from the hospital it could be for one of many different reasons:

•  The hospital has not confirmed if you’re covered for the treatment

• The hospital does not have an agreement with IMAN

•  The treatment is for a pre-existing condition

•  You are within waiting periods for the procedure

•  The treatment is excluded on your cover.

If you are not sure why you have been billed or how to pay it, please call IMAN on 1800 22 11 33.

Doctors bills
You may also receive doctor or specialist bills. IMAN will give you a cheque made out to your 
doctor, providing you were eligible to receive benefits for the treatment. Whatever remains unpaid 
from the account (i.e. what we do not pay) is what you need to pay to your doctor.SERVICE  WAITING PERIOD

Ambulance Cover No waiting period

In-patient Psychiatric treatment 2 months

In-patient Palliative care treatment
(whether or not for pre-existing condition) 2 months

Pre-existing conditions In-patient 12 months

Pregnancy and birth related services 12 months

Rehabilitation 2 months

IMPORTANT
After 35 days of continuous hospitalisation (readmission within 7 days or less to the 
same or another hospital, is also classed as continuous), a certificate from the doctor 
is required to confirm the need for continued acute hospital care. If this certificate is not 
issued, benefits payable will be reduced to the Nursing Home Type Patient Benefit and 
Out-of-Pocket Expenses will apply.

If you are going 
into hospital, 

give us a call on 
1800 22 11 33
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Emergency Room visit Claims
For customers on Budget Visitor Cover if the treatment does not lead to an In-patient admission, 
the treatment must be certified by the treating doctor as a genuine emergency. Please provide this 
information with your Claim Form.

Goods & Services Tax (GST)
The claim form contains a declaration regarding GST. It includes questions to enable IMAN to 
determine if you or another party is paying for your Health Cover. 

e.g.  A sponsor/employer, has an entitlement to claim part or all of the GST paid as an input 
tax credit.

Paid Accounts
Where you have paid for your treatment at the time of consultation, keep all original receipts and 
send them with your completed Claim Form. IMAN will pay any benefit that you are entitled to and 
will send you either a cheque in the mail or if you have setup a direct credit transfer the refund will 
be transferred into your nominated account.

Obligations if entitled to compensation 
Subject to the following, an Insured Person who has, or may have, a right to receive compensation 
in relation to an injury, must: 

•  inform IMAN as soon as the Insured Person knows or suspects that such a right exists; 

•  inform IMAN of any decision of the Insured Person to claim for compensation; 

•  include in any claim for compensation the full amount of all expenses for which Benefits are, or 
would otherwise be, payable; 

•  take all reasonable steps to pursue the claim for compensation to IMAN’s reasonable satisfaction; 

•  keep IMAN informed of updates or progress of the claim for compensation; 

•  inform IMAN immediately upon the determination or settlement of the claim for 
compensation; and 

•  Pay IMAN any benefits paid in respect of the injury. 

Subject to these Rules, Benefits are not payable for expenses incurred (including after the Insured 
Person has received any compensation) in relation to an injury where the Insured Person has 
received, or may be entitled to receive, compensation from a third party in respect of that injury.

Where IMAN reasonably forms the view that an Insured Person has 
or may have a right to make a claim for compensation in respect of 
an injury, but that right has not been established, IMAN may withhold 
payment of Benefits for expenses incurred in relation to that injury.

Time Limits for submission of claims
Claims must be lodged within 2 years of when you received the service or treatment and they are 
payable up to the annual limit for your membership year for which the treatment was received. 
Claims will not be paid if you are behind in your premiums payments. If you fall behind by 2 months 
your policy will be cancelled.

Hospital Claims
IMAN has arrangements with hospitals so payments are made directly from IMAN to the hospital 
on your behalf, you should not have to claim back on hospital expenses. Please request the 
receptionist or hospital admissions officer to contact the provider help line on 02 4914 1203 or by 
emailing hospitalinfo@austhealth.com.

Medicare Benefits
If you are from a Reciprocal Health Care Agreement country you may be entitled to Medicare 
benefits. Once you have received your Medicare Card call us on 1800 22 11 33 and we will 
update your customer details. Where the service attracts a Medicare benefit you need to first 
submit it to Medicare and then return the claim to IMAN accompanied by the Medicare receipt 
and IMAN will reimburse you the remaining amount. 

Submitting your claim
To make a claim, simply download a Claim Form from the IMAN website austhealth.com. Make 
sure the provider gives you an itemised receipt so you can claim your benefit.

1. Complete and sign your Claim Form

2. Submit your Claim Form, invoices and receipts via the two options below

Mail (no stamp required)

IMAN Australian Health Plans 
Reply Paid 62208 
Locked Bag 2010 
Newcastle NSW 2300

Email info@austhealth.com

Point of Service Claiming on Extras 
An electronic claiming system that lets you claim on the spot, immediately after your treatment. 
Your provider swipes your IMAN card through a terminal (like an EFTPOS machine). It automatically 
calculates how much IMAN will pay for the service - all you do is pay any difference between the 
cost of the service and what IMAN paid. You will need to sign a receipt that shows the details of 
the transaction, so be sure to check everything is correct before you sign. Please note that not all 
providers will have this service.

MAKING A CLAIM

If you have 
questions about 

claiming expenses 
give us a call on 

1800 22 11 33 and we 
will talk you through 
your cover benefits
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Transferring to IMAN from another Australian health fund
For customers transferring to IMAN from another Australian health fund the 
following rules apply to gain continuity of cover.

• Join IMAN within 30 days and waiting periods already served with your 
previous Australian health insurer will be recognised. All applicants are 
required to complete a pre-existing conditions check. 

• Your previous health cover must meet the Department of Immigration 
and Border Protection minimum working visa requirements.

• Waiting periods may apply for services that weren’t covered by your previous cover.

• Extras benefits paid by your previous health insurer will count towards your annual and    
lifetime maximums.

What does that mean? The relevant IMAN waiting periods will not need to be served, and you 
will be covered from when you join. It is important to know any services you did not serve waiting 
periods for with your old fund will need to be served with IMAN. When changing health funds, 
Extras benefits paid by your old fund will be counted towards your annual maximums in your 
first year of membership with us. Any benefits paid by your old fund also count towards lifetime 
maximums.

You will need to have your payment information handy at the time of submitting your application.

Transferring from an overseas health fund or general insurer
If you had previous cover with an overseas health insurer or general insurer, you will need to join as 
a new customer and re serve all waiting periods. 

IMAN Offers a range of payment methods, its entirely up to you which method you choose.

Direct Debit
Direct debit is a convenient and popular payment method allowing your IMAN Premiums to be 
automatically debited from your nominated credit card, Australian bank, building society or
credit union.

If you wish to change your payment methods please follow the steps below:

1. Credit card authority form
Complete the Credit Card Authority form available online under the Manage my cover section 
of the IMAN austhealth.com website if you wish your premiums to be charged automatically. 
Available for Visa, MasterCard and American Express..

2. Direct debit request form 
This form is also available online under Manage my cover section of the IMAN austhealth.com 
website. Complete this form if you wish your premiums to be deducted from your nominated 
Australian bank, building society or credit union account.

For more information about payment methods, please call 1800 22 11 33 or from overseas 
+61 2 4914 1131.

Other payment methods
BPAY - Contact your participating financial institution to make this payment direct from your 
savings, cheque or credit card account (Visa, MasterCard or American Express). The IMAN 
Biller Code is 364158 and the Reference Number is your customer number (Refer to your IMAN 
Customer Card for your customer number).

When you join 
IMAN from another 

Australian health fund, 
you will be given 

continuity of cover

PAYMENT METHODJOIN IMAN TODAY
Whether you are here in Australia or overseas, IMAN has made purchasing your Australian health 
cover simple. Complete the application form including declaring any pre-existing conditions which 
is available online or you can download a print version or call IMAN and do it over the phone.

Visit austhealth.com

Call 1800 22 11 33

From overseas +61 2 4914 1131

Fax +61 2 9929 3818

HOW TO SUBMIT YOUR APPLICATION FORM
IMAN is here to help Monday - Friday, 8:30am - 6:00pm (AEDT)
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Updating your personal information
Please contact IMAN to update your personal details, make changes to your IMAN policy or if you 
are suspending your cover whilst you are out of the country.

Partner Authority
The policyholder is legally responsible for their policy and all customer communications will be 
addressed to them.

However, if you have a Couples or Family cover you can give your partner (as listed on your policy) 
authority to operate the policy – known as ‘Partner Authority’. If you do this they can make claims 
on behalf of anyone listed on the policy including you and your children. They can also make 
changes or make enquiries about:

• Policy details such as address and phone number

•  Adding dependent children to the policy

•  Payment methods.

Without Partner Authority your partner can only make claims for themselves. You can provide your 
authority or remove it at any time. This information is recorded and we will confirm Partner Authority 
before giving any details or making changes requested by your partner.

Replacing your IMAN customer card
If your IMAN Customer Card has been lost or stolen, you can get a replacement by calling IMAN on 
1800 22 11 33 and your new card will be sent to your Australian address.

UNDERSTANDING
YOUR COVER

123 456 789 
Customer number

Mr John Smith  

a subsidiary of nib holdings limited
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Credit for time away 
IMAN will refund you the portion of the policy premium applicable to any Credit for Time Away if all 
persons covered leave Australia for more than four weeks and if IMAN is notified in advance. The 
maximum period that Credit for Time Away will be granted is 24 months. You are only eligible to 
apply for Credit for Time Away after completing 1 month’s membership.

 
Becoming a permanent resident 
If you become a permanent Australian resident, you may choose to move your health cover to nib 
health funds. nib will not require you to re serve any of your waiting periods that you have already 
served, as long as you change over within 59 days of ceasing your visitors cover with IMAN. Do not 
forget that you will need to transfer to a domestic health cover policy within 12 months of becoming 
eligible for full Medicare benefits. You may otherwise be required to pay the Lifetime Health Cover 
(LHC) Loading.

Price change notification 
IMAN may increase the premium payable on each cover from time to time. IMAN will give you 14 
calendar days notice of any changes. 

Ambulance Services 
Coverage is provided for ambulance services within Australia that are;

1.  provided by a State or Territory Ambulance Service (and not already covered by a State 
Ambulance Scheme); and

2.  defined by the relevant service provider as emergency ambulance transport; or

3.  where an ambulance is called to attend an emergency but on arriving is no longer required; or

4.  defined by a treating doctor as medically necessary transport.

Funeral Benefit 
In the unfortunate situation that a person on your health cover policy was to pass away, you 
have the peace of mind knowing that IMAN will pay for the costs associated with returning mortal 
remains or ashes to the country of residence or the reasonable funeral and related costs if the body 
is buried or cremated at the place of death.

Please note you must contact IMAN before funeral expenses can be arranged as waiting periods 
and exclusions apply.

Repatriation Benefit
IMAN will pay the benefit of returning you to your home country when this is deemed medically 
necessary by a medical practitioner appointed by IMAN. Medical repatriation includes the cost of air 
fares, on-board stretcher, accompanying aero-medical specialists and nursing staff, and ambulance 
transport in your home country. IMAN may also cover the costs associated with a spouse or 
dependent children returning home with the repatriated person.  

Please note you must contact IMAN before repatriation can be arranged as waiting periods and 
exclusions apply.

Adding a newborn baby to your policy
A newborn must be added within 2 months from date of birth. The policy will also need to be 
backdated and upgraded from Single to a Couple policy or Couple to a Family policy. If the 
newborn is added to the policy from their date of birth they are considered to have served all of the 
same waiting periods as the longest serving member. In the circumstances below a baby will be 
added from the Date of Notification and normal waiting periods will apply;

• If the baby is added after 2 months from date of birth, or

• The birth occurs outside of Australia, or

• You choose not to backdate the policy.

Adding a spouse or dependant to your policy
You may add a spouse or dependant to your cover at any time. They will need to be added as a 
new person and serve all applicable waiting periods. 

Upgrading your health cover
If you would like to upgrade to a higher level of cover you will need to serve the necessary waiting 
period for the higher benefit entitlements.

Dual Policies 
If you hold another product offered by a different insurer other than IMAN, you are not entitled to 
claim a benefit from both products. You must choose to only claim a benefit through one or 
the other. 

Cancelling your cover 
You can contact IMAN to cancel your health cover at any time. 

IMAN may terminate a Policy: 

• If premiums haven’t been paid for 2 months

•  If you make a false declaration on the application or make a false claim

•  If individuals covered on your policy have left or intend to leave Australia for a period of more 
than 24 months 

•  If you have obtained Permanent Residency

•  IMAN may choose to close products. This may result in the termination of your product which 
means you will be offered an alternative or equivalent product

•  If you have engaged in inappropriate behaviour including abuse of staff members at IMAN

•  If you have attempted to obtain an advantage, monetary or otherwise which you are not 
entitled to. 

The Department of Immigration and Border Protection and your Employer/Sponsor may also be 
informed that your cover has been cancelled. An administration fee will be charged for cancelling 
your membership prior to the commencement date of your cover or within 30 days of starting 
your cover. Cancellations are unable to be backdated and will be from date of notification.
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Principle rules
•  You can not have the same type of health insurance with more than one health insurer. But you 

can have hospital cover with one health insurer and Extras only cover with another.

•  Benefits will only be paid for claims which meet IMAN criteria.

•  IMAN reserves the right to recover any money paid in error or obtained fraudulently, or by any 
other means contrary to IMAN’s rules.

•  Your customer number needs to be quoted on all claims. You will find it on the front of your 
IMAN Customer Card.

•  Benefits are only paid if the claim is made within 2 years of when you received the service 
or treatment.

Benefits are not payable for:
•  Policy applications or claims where false or inaccurate information is supplied.

•  Services by providers not registered with IMAN or nib.

•  Services where a customer is eligible to receive benefits from workers’ compensation, or a  
third party.

•  Services given to customers by a provider who is a member of the customer’s family, or to a 
provider’s business partner and family. This also applies to people not independent from the 
provider’s practice (e.g. employees).

IMPORTANT INFORMATION WE ARE HERE TO HELP YOU

For more information about PHIO visit phio.org.au/nib

Call 1800 22 11 33

From overseas +61 2 4914 1131 

Email info@austhealth.com

Visit austhealth.com

COMPLAINTS
We care about what you think. So if you have a complaint or are disappointed with IMAN’s 
performance or service please let us know as soon as possible.

You can contact IMAN in one of the following ways:

NEED TO KNOW MORE
IMAN is here to help Monday - Friday, 8:30am - 6:00pm (AEDT)

We will make every possible effort to resolve your complaint to your satisfaction. In the event 
that you are not satisfied with the outcome of your complaint you can contact the Private Health 
Insurance Ombudsman (PHIO):

Call 1800 640 695

Email info@phio.org.au

Write to Private Health Insurance Ombudsman
Level 7, 362 Kent St
Sydney NSW 2000

Call 1800 22 11 33

Email info@austhealth.com

Write to IMAN Australian Health Plans 
Locked Bag 2010
Newcastle NSW 2300

Fax +61 2 9929 3818


