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Role of the Private Health 
Insurance Ombudsman

·To provide participants in private health with a 
reliable system to redress individual and systemic 
failures.

·Specific Functions set out under the Private  
Health Insurance Act 2007.



This section establishes the office and sets out the powers 

and functions of, the Private Health Insurance Ombudsman 
so that he or she may protect the interests of people who 
are covered by private health insurance by:

Åassisting people to resolve complaints; and

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

Åmediating between private health insurers and health 
care providers; and

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



PHIO Responsibilities
·Deal with complaints; 

·Conduct investigations;

·Publish information about complaints (SOHFR);

·www.PrivateHealth.gov.au website;

·Report and make recommendations to the 
Minister or Department about regulatory and/or 
industry practice;

·Publicise Office.



The Private Health Insurance 
Industry

·Complex;

·Dynamic;

·Diverse;

·37 health insurers; 14 restricted insurers;

·6 largest insurers account for 77.7% of the market.



Private Health Insurance 
Complaints

Relatively low levels of complaint due to:

·Consumer focus;

·Good internal complaints handling systems;

·Regulation;

·Utilisation patterns.







Who can complain

·A person insured under a 
health insurance policy;

·A registered health 
insurer;

·A healthcare provider 
(hospital, doctor, 
ancillary provider, broker, 
supplier).


