
We understand this is a difficult time for you and we want to make this 
process as simple as possible. Here is a step-by-step guide to help you 
through the insurance claims process after you’ve contacted us.

Step 1
Gather your 
documents

	� Collect all the documents you need 
to provide using the checklist on the 
next page.1

	� Make sure relevant documents 
are certified (if required). See how 
to certify your documents on the 
next page.

	� Complete the claims forms that 
were sent with your ‘insurance claim 
request’ letter.

We strongly recommend sending us all 
the required documents and forms in one 
go to avoid delays.
If you have any questions about the 
documents you need to provide, or have 
difficulty completing the forms, please call 
us on 13 4074 Monday to Friday, 8:30am 
– 6pm, Sydney time.

1	� Apart from the cost (if any) of the initial medical and other reports that you 
need to submit when you first make the claim, there are no costs to you in 
making a claim.

Step 2
Return the 
required 
documents 
and 
completed 
forms

	� Return them by logging on to 
NetBank and uploading the 
documentation.

OR

	� Return them via email to 
essentialsuperclaims@cfs.com.au

OR

	� Return them by mail to:  
Essential Super  
Reply Paid 86495  
SYDNEY NSW 2001

We recommend taking a copy of your 
claim documents in case they get lost in 
the mail.

Step 3
Your claim will 
be assessed 
and you’ll be 
assigned a 
claims assessor 
by the Insurer

You’ll be assigned a claims assessor by 
the Insurer who will contact you and 
assist you throughout the entire claims 
period so you know exactly who to 
contact regarding your claim.
During the claims assessment, the 
Insurer may need to: 

	• Collect more documents to 
progress the claim

	• Contact your general practitioner 
and/or treating specialist

	• Contact your employer.
Or the Insurer may request:

	• Completion of periodic 
activity statements

	• Attendance at an independent 
medical examination

	• Examination by an occupational 
physician and/or rehabilitation 
specialist

	• Detailed financial and 
taxation information

	• A factual interview.

Step 4
You’ll find out 
the outcome 
of your claim

	• You’ll be notified by your claims 
assessor upon acceptance of your 
claim.

	• If your claim is deferred or declined, 
it's the Trustee’s responsibility 
to make sure that the Insurer’s 
assessment of your claim is 
reasonable and fair.

Please refer to the 'Insurance claims 
fact sheet' for more information on what 
happens next.
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The documents you’ll need to start the claim
Depending on your claim, we need the following documents to start the claims review. During the assessment period, the Insurer may 
need other documents to progress the claim before making their decision.

 
Death claim

 
Terminal Illness claim

 
Total and Permanent 
Disablement (TPD) claim

 
Salary Continuance Insurance 
(SCI) or Income Protection 
(IP) claim

	� Certified copy of 
Death certificate.

	� A medical certificate from 
your treating specialist 
confirming that you have 
been diagnosed with 24 
months or less to live.

	� Medical statement from 
your medical practitioner 
confirming that you’re 
unlikely to return to work 
due to permanent disability.

	� Medical statement from 
your medical practitioner 
confirming that you’ve 
ceased work as a result of 
illness or injury.

	� Certified copy of proof of 
identity of the deceased, 
this can include driver’s 
licence, passport or 
birth certificate.

	� A second medical 
certificate from your 
medical practitioner 
confirming that you have 
been diagnosed with 24 
months or less to live.

	� If you are under 60, for 
tax purposes, please 
supply a second medical 
statement confirming 
that you’re unlikely to 
return to work due to 
permanent disability.

	� Employer statement. This 
is not required if you have 
only been self-employed in 
the 12 months prior to the 
claimed event.

	� Certified copy of proof 
of identity of the person 
making the claim, this can 
include driver’s licence, 
or passport.

	� Certified copy of proof of 
identity, this can include 
a driver’s licence, or 
passport.

	� Employer statement. This 
is not required if you have 
only been self-employed in 
the 12 months before the 
claim event.

	� Certified copy of proof of 
identity, this can include a 
driver’s licence, or passport.

	� Certified copy of probate/
letters of administration 
(if any).

	� Authority to release 
information to our Insurer.

	� Certified copy of proof of 
identity, this can include a 
driver’s licence, or passport.

	� Authority to release 
information to our insurer.

	� Certified copy of will 
(if any).

	� Completed claim form - 
claimant statement.

	� Authority to release 
information to our Insurer.

	� Completed Claim for Income 
Protection Disablement 
Benefit (Claimant's Initial 
Statement) form.

	� Authority to release 
information to our Insurer.

	� Completed claim form - 
claimant statement.

The forms you need to start your claim are available on our website at commbank.com.au/essentialsuper-documents.

How to 
certify your 
documents

	� Make a copy of the original document.

	� Take the original document and your copy to an authorised certifier. They will check your copy is the same 
as the original.

	� Make sure every page of the documents is clearly noted “True copy of the original”.

People who can certify your documents include: Accountant (member of ICA, ASA, IPA or CPA, ATMA, NTAA), 
Australian postal employee (5 or more years of continuous service), Chiropractor, Commissioner for Affidavits, 
Dentist, Financial adviser or financial planner, Judge, Justice of the Peace, Legal practitioner, Magistrate, 
Medical practitioner, Minister of religion, Nurse, Notary Public, Occupational therapist, Optometrist, Paramedic, 
Pharmacist, Physiotherapist, Police officer, Psychologist, Veterinary surgeon.

If you have a question or concerns on how the Insurer is handling your claim, you can contact us.

  13 4074 Monday to Friday, 8.30am to 6pm, Sydney time.

  Email us: essentialsuperclaims@cfs.com.au

 � For complaints: We recognise that the claims process can be complex, but we’re here to support you and make this as smooth 
as possible. If you have a complaint please tell us so we can fix the problem. Please contact us on 13 4074 or email us at 
membercare@cfs.com.au. Visit www.commbank.com.au/super for more information on your options to make a complaint.

Things you should know: Avanteos Investments Limited ABN 20 096 259 979, AFSL 245531 (referred to as Colonial First State, CFS, `we', `us' or `our') is the Trustee of Essential Super ABN 56 601 925 435 and the issuer of interests 
in Essential Super. Essential Super is distributed by the Commonwealth Bank of Australia ABN 48 123 123 124, AFSL 234945 (the Bank). The CFS Group consists of Superannuation and Investments HoldCo Pty Limited ABN 64 644 660 
882 (HoldCo) and its subsidiaries, which includes CFS. The Bank holds an interest in the CFS Group through its significant minority interest in HoldCo. 

This information is issued by CFS and may include general financial product advice but does not consider your individual objectives, financial situation, needs or tax circumstances, and so you should consider the appropriateness of the 
advice having regard to your circumstances before acting on it. The Target Market Determination (TMD) for Essential Super can be found at cfs.com.au/tmd and includes a description of who the financial product is appropriate for and any 
conditions on how the product can be distributed to customers. You should read the Product Disclosure Statement (PDS) and the Reference Guides for Essential Super carefully and consider whether the information is appropriate for you 
before making any decision regarding this product. Download the PDS and Reference Guides at commbank.com.au/essentialsuper-documents or call us on 13 4074 for a copy. None of the Bank, HoldCo, CFS, nor any of their respective 
subsidiaries guarantee the performance of Essential Super or the repayment of capital by Essential Super. An investment in this product is subject to risk, loss of income and capital invested. An investment in Essential Super is via a 
superannuation trust and is therefore not an investment in, deposit with or other liability of the Bank or its subsidiaries. 

The insurance provider is AIA Australia Limited ABN 79 004 837 861, AFSL 230043 (AIA Australia). AIA Australia is not part of the Commonwealth Bank Group or CFS. Insurance cover is provided to eligible members of Essential Super 
under policies issued to CFS. 30

61
5/

FS
79

59
/1

22
4

http://commbank.com.au/essentialsuper-documents
mailto:essentialsuperclaims%40cfs.com.au?subject=
mailto:membercare@cfs.com.au
http://www.commbank.com.au/super

	Step 1
	Step 2
	Step 3
	Step 4
	The documents you’ll need to start the claim
	If you have a question or concerns on how the Insurer is handling your claim, you can contact us.


	Check Box1: Off
	Check Box2: Off
	Check Box3: Off
	Check Box4: Off
	Check Box5: Off
	Check Box6: Off
	Check Box8: Off
	Check Box9: Off
	Check Box10: Off
	Check Box11: Off
	Check Box12: Off
	Check Box13: Off
	Check Box14: Off
	Check Box15: Off
	Check Box16: Off
	Check Box17: Off
	Check Box18: Off
	Check Box19: Off
	Check Box20: Off
	Check Box21: Off
	Check Box22: Off
	Check Box23: Off
	Check Box24: Off
	Check Box25: Off
	Check Box26: Off
	Check Box27: Off
	Check Box28: Off
	Check Box29: Off
	Check Box30: Off
	Check Box31: Off
	Check Box32: Off


