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Claims Experience Score – Score Distribution Across All Insurers 
 
Question: Based on the claims experience, how likely would you be to recommend your insurer to  
your family and friends? 
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RENEW OR SWITCH? 
 

he great majority of those surveyed by 
CANSTAR CANNEX told us they were happy 
with their car insurance company after making a 

claim and were not looking around to switch insurers. 
Generally, women drivers proved the most faithful to 
their insurers compared with their male counterparts 
after their claims experience. Over 16% of men 
indicated they were actively looking to switch insurers, 
whereas 12% of women expressed the same 
sentiment. 
 
GENDER % Continue % Switch 
Female 85.55% 12.20% 
Male 80.56% 16.07% 

 
Some interesting facts on the switch-or-stay issue 
emerged from the state breakdown. The smallest state 
posted the biggest figures. A quarter of Tasmanian 
drivers surveyed said they would not renew with their 
current insurer and were looking around for a new 
insurer. 
 
South Australians also felt strongly about changing car 
insurers, with over 20% looking to switch after their 
claims experience. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
Residents in Canberra and New South Wales were 
happier with their insurance companies and least likely 
to switch to other companies. 
 
State % Continue % Switch 
NSW 84.40% 11.98% 
VIC 82.25% 15.68% 
QLD 85.00% 13.00% 
SA 73.58% 20.75% 
WA 81.71% 14.63% 
TAS 75.00% 25.00% 
ACT 92.86% 7.14% 

 
 
HOW DID THE CAR INSURERS FARE? 
 

he results of our survey tell us that the majority of 
motorists are happy with the service they are 
receiving from their car insurers.  

 
The graph below shows just how positive the results 
were. The most frequent response was the full ten out 
of ten. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
                                   * scale of 0 to 10 where 0 is not at all likely and 10 is very likely to recommend 

T 

T 



 

               
  
YOUR GUIDE TO PRODUCT EXCELLENCE            4  
 

Average Claims Experience Score – By Insurer 
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*Our survey did not capture many of the newer, smaller insurers yet to build enough market share to register on the 
claims survey. We are not able to comment on their claims history. 
 
 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
DRIVER SATISFACTION LEVELS 
 

or most of us, car insurance is a grudge 
purchase. We’d much rather avoid the yearly 
premium expense, yet we want protection from 

loss if our four (or two)-wheeled asset is damaged or 
stolen.  
 
If you’ve been lucky enough not to have made a car 
insurance claim, there’s always that nagging doubt in 
your mind that your insurer will do the right thing when 
called upon.  
 
Our survey has shown overwhelmingly that most 
drivers are satisfied, and indeed full of praise, for their 
insurers when they have had to make a claim.  
 
This sentiment is echoed by our results that show only 
a minority would not recommend their insurer to family 
and friends, and only a minority is actively switching to 
another company after their claims experience. This is 
positive news for an industry much maligned and shows 
how competitive policies are. 
 
We noted a common thread among survey comments. 
Friendly, courteous claims service is rated highly by 
drivers. This is particularly important as, in many cases, 
drivers can be quite stressed after a crash.  
 
Even in cases of customers being, by their own 
admission, abrupt and a little rude because of stress, all 
reported efficient, professional service by insurance 
staff who were sympathetic and helpful. Warm, 
personal treatment that made customers feel valued 
was another feature that attracted favourable comment. 

Car insurance companies in Australia are to be 
congratulated for consistently providing this high level 
of service. It is obvious that thorough call centre staff 
training has resulted in the desired effect. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

F 
BOUQUETS 
 
“The claim was handled quickly. They were very 
understanding and helpful. Very pleased with the 
results” 
 
“Excellent customer service. very good repair 
work” 
 
“Claim was quick and easy .  Very happy with the 
service” 
 
“Easy, simple, straight forward. I paid my excess, 
they paid the claim. One phone call and done. No 
stress” 
 
“Very easy to get through to a person on the 
phone, they listened well and the matter was 
sorted very quickly and efficiently” 
 
“Brilliant to deal with.  They go out of their way to 
make your situation as easy as possible.  Their 
prices are very good also” 
 
“The claim was handled well from beginning to end 
and was completely paperless!” 
 
“You talk to a REAL person (who has English as a 
first language!), they are prompt with their help 
and keep you informed along the way” 
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SUNCORP FIRST FOR CLAIMS 
 

ecognising the importance placed on the claims experience by customers, 
CANSTAR CANNEX has named the insurer who stood out in this area as the 
recipient of our first-ever five-star award for Outstanding Claims Service.   

 
In addition to feedback received in our claims survey, we also took into account 
claims features offered by each insurer. The best combination of product features 
and actual responses by real people rating their claims experience dictated the 
winner. 
 
Congratulations go to this year’s winner, Suncorp. Suncorp was just a dash below the 
survey leader and jumped ahead with a strong set of claims’ related features. 
 
 
 
 
INSURANCE HEAVYWEIGHTS DELIVER THE GOODS 
 

igh profile insurers, AAMI and Budget Direct proved their unwavering commitment to Australian motorists by 
taking out back-to-back national awards given by CANSTAR CANNEX.  
 

Budget Direct went one step further and can now lay claim to being named in the top three national car insurers since 
CANSTAR CANNEX began rating this insurance sector in September 2007. Considering the fiercely competitive nature 
of the Australian car insurance market, this is some coup. 
 
Joining AAMI and Budget Direct this time around is the Dutch insurance giant, ING Insurance. All three companies could 
not be separated and are deserving winners of the CANSTAR CANNEX national award for outstanding value car 
insurance. 
 
Budget Direct and AAMI shared top honours in the list of five-star insurers in four out of six states. These were New 
South Wales, Victoria, Queensland and Tasmania. ING Insurance joined AAMI as the best in Western Australia, while 
South Australia saw a tie between ING and Budget Direct. 
 
All three companies – AAMI, Budget Direct and ING Insurance – proved they continue to offer broad and deep value 
across the board and we applaud their continuing efforts of behalf of consumers. 
 
 
 
 
 
 
 
 
 
     
          

R 

H 

BRICKBATS 
 
“Impossible to communicate with” 
 
“Because I had to make a claim that was not my 
fault, when I went to insure my next car they 
were not even going to insure it for the market 
value so I went with another insurer” 
 
 

BACKHANDERS 
 
“Friendly service .. but repair itself is a bit slow” 
 
“Was quite impressed with the help, but their 
preferred car repairer was terrible!” 
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      State Awards 
 
 
 
 
 
 
 
 
 
 
 
 
TESTING 1, 2, 3…. 
 

ew insurers, new products and new retail 
channels are some of the changes we have 
noted in the car insurance industry since our 

last star ratings report in April last year.  
 
Wesfarmers General Insurance is currently testing its 
new car insurance product in Tasmania. This car 
insurance is available through the Wesfarmers-owned 
Coles retail outlets and if it’s a hit on the Apple Isle, it 
will, no doubt, be rolled out on the mainland. 
 
Auto & General Insurers, have also been eyeing off 
different outlets for their car insurance downunder. 
They have now authorized Australia Post and Virgin 
Money to sell their car insurance products. 
 
U.S. insurance giant Progressive Direct has just moved 
in to Australia’s car insurance market with its internet-
only selling. It is believed Progressive will sell standard 
car policies, but it may expand to motorbike and 
specialized auto insurance. 
 
Also competing in the online space, The Buzz has 
launched its car insurance policies which are 
underwritten by Insurance Australia Limited.  
 
We’ve also seen youi specializing in car insurance per 
kilometres driven for east coast vehicle owners and, of 
course, Real Insurance with its pay-as-you-drive 
scheme that is appealing to car owners who do not 
drive much. 
 
With competition increasing, it’s natural for insurers to 
investigate new channels to market their products and 
perhaps identify a niche that may be profitable.  
 
In effect though, many are ‘white-labelling’ or selling the 
same product through different outlets. From the 
consumer’s stand point, the product does not differ or 
offer anything new. 
 
Lower premium prices would be the obvious benefit but 
from what we have noted, this is minimal. 

 
 
 
 
 

 
 
 
DRIVEN TO EXCESS 
 

ne word you hear a lot in relation to car 
insurance is ‘excess’. This is the amount you 
agree to contribute in the event of a claim. 

Sometimes an excess may be compulsory (e.g. for 
young drivers).  
 
In many cases, you can choose to pay a higher 
premium to reduce or remove your excess. If you are 
looking to lower your premium, however, you may elect 
to pay a higher excess which means you are willing to 
shoulder more of the financial burden if you make a 
claim in the future. This, in turn, will usually result in the 
insurance company reducing your premium each year. 
 
The concept of an excess has now morphed into 
different areas of car insurance. The most common are 
standard driver excess, age excess and an excess 
payable if the driver involved in a crash was not 
nominated in your policy. 
 
EXCESS EXPLANATION 
 
Standard Driver Excess – This is the standard amount 
of money you have agreed to pay at the time of making 
a claim. This excess varies according to the state you 
live in and who is driving your car. If the claim is not 
your fault, some insurers will waive the excess. Others 
will insist you pay first, then they will refund the excess 
at the end of the claim and repair process. The 
standard excess varies from $200 to $700. The eastern 
seaboard states with bigger populations and more cars 
attract higher excesses, while Western Australia, South 
Australia and Tasmania are cheaper. 
 
Age Excess – As the name suggests, this excess is 
charged by companies to insure young, inexperienced 
drivers. The excess varies considerably for drivers 
under 24 years old, as well as 25-year-old drivers with 
less than 2 years driving experience. Drivers under 21 
can expect to pay hefty excesses from $750 to $1,650. 
Those in the 21-24 age bracket get off more lightly, with 
excesses ranging from $300 to $700. A 25-year-old 

NSW Budget Direct & AAMI 
VIC Budget Direct & AAMI 
QLD Budget Direct & AAMI 
WA AAMI & ING 
SA Budget Direct & ING 

TAS Budget Direct & AAMI 

N O 
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driver with less than 2 years driving experience under 
the belt would pay $200 to $400. 
 
Non-Nominated Driver – If you make a claim based on 
someone else driving your car and this person is not 
mentioned in your policy, you may have to pay an 
excess in the league of $500 to $1,500. Not all insurers 
charge this excess so read the policy’s fine print 
carefully rather than waiting to find out by accident. 
 
 
BEWARE THE RENEWAL 
 

ommon urban myth dictates that once an 
insurer has you signed up, you will find your 
renewal premiums gradually creep upwards 

each year. There’s an element of truth in this and 
anecdotal evidence also suggests this time around, 
renewal notices seem to include automatic increases in 
the excess amounts the insurers would like you to pay 
in the event of a claim.   
 
Rather that just simply paying your renewal, we suggest 
careful scrutiny of your renewal notice. Compare it 

against last 
year’s. How 
different are 
the premium 
and excess 
amounts? 
Are there any 
other 
changed conditions you should note that may affect you 
if you were to make a claim?   
 
If you are unsure of anything on the renewal notice, 
phone your insurer. Renewal time is also a good trigger 
to look around, as the car insurance market changes 
regularly.  
 
It may be that you are getting the best deal with your 
current insurer but it’s reassuring to confirm that fact.  
 
The CANSTAR CANNEX website is a great place to 
start making a shopping list. Our star ratings compare 
policies according to state and nine common driver 
profiles to help you narrow down the search. 

 
 

 
 
COPYRIGHT
© CANSTAR CANNEX Pty Ltd ABN 21 053 646 165, 2008.  The recipient must not reproduce or transmit to third parties the whole or any part of this work, 
whether attributed to CANSTAR CANNEX or not, unless with prior written permission from CANSTAR CANNEX, which if provided, may be provided on 
conditions. 
 
DISCLAIMER 
To the extent that any CANSTAR CANNEX data, ratings or commentary constitutes general advice, this advice has been prepared by CANSTAR CANNEX 
Pty Ltd ABN 21 053 646 165 AFSL 312804 and does not take into account your individual investment objectives, financial circumstances or needs.   
Information provided does not constitute financial, taxation or other professional advice and should not be relied upon as such.   CANSTAR CANNEX 
recommends that, before you make any financial decision, you seek professional advice from a suitably qualified adviser.  A Product Disclosure Statement 
relating to the product should also be obtained and considered before making any decision about whether to acquire the product. CANSTAR CANNEX 
acknowledges that past performance is not a reliable indicator of future performance. Please refer to CANSTAR CANNEX’s FSG for more information at 
www.canstarcannex.com.au. 
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