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Life’s an experience. Whether we’re working, playing or travelling, 
none of us knows what is around the corner. In an era defined by 
immediacy, seamlessness and customisation, knowing who to 
contact for help is a powerful value proposition. 

People contact us when they need help. Customer Care is a specialist global provider of 
travel and medical assistance. Our team manages travel-related medical and technical 
cases, as well as employee-related mental and physical health issues.

We excel in delivering 24-hour assistance, 365 days per year, for travellers anywhere in the 
world. Through our network of trusted partners, affiliates and agents we help individuals in 
need across more than 200 countries.

Our team of registered nurses and well-trained case managers operate in a sophisticated 
triage and care model. They quickly identify the best assistance option for the customer—
connecting them with exceptional care, regardless of their situation. 

A unique time in our journey 

This is a unique and exciting time for our business and the customers we serve. In 
April this year, Cover-More Group was acquired by Zurich Insurance Group however, 
we remain a discrete business and retain our own brand and strategic direction. 

As part of Zurich’s acquisition, we have joined forces with WTP Assist to create an 
even stronger global assistance business. Together, our strategy is clearly focused on 
building our global platform and capability, and enhancing our product and service 
offering to meet the growing needs of travellers worldwide. 
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Assistance is part of our DNA

Core assistance resides at the centre of all we do. Our medical heartbeat represents the essence of who 
we are.  More than 340 doctors, registered nurses, psychologists, clinicians, case managers and support 
professionals make up our team. They operate seven days, 24 hours each day, responding to the calls for 
help we receive from people who are sick, injured or traumatised.

More than two million people every year rely on us to provide exceptional care. 

We offer them medical emergency services, medical case management and corporate medical and health 
assistance.

As one of the leading assistance providers in the southern hemisphere, we have an impressive record of 
service excellence and professional care. Our team operates within a best-practice framework, which places 
the health and well-being of the individual at the core of our decision-making.

Emergency Medical and Travel Assistance
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Why you can rely on us

Uncompromising care and clinical standards

Impending death doesn’t stop us. We chartered an entire commercial jet to try and save just one life in Fiji.

Unparalleled commitment to excellence

We were the only assistance provider in the world to send an aircraft and medical team to Kathmandu to 
bring Australians home following the Nepali Earthquakes in 2015.

Undeterred by crisis and challenges

We mobilise on-the-ground care, psychological support and trauma counselling to travellers exposed to the 
growing risk and prevalence of terror attacks throughout the world.

Reaching out in times of terror 

We proactively reach out to our travellers during terror attacks to check on their safety and welfare, 
reminding them that we are here for them at all times. 

A cost-responsible and agile model

Our model is pragmatic yet agile, adapting to the ever-growing needs of our customers and their duty of 
care, convenience and lifestyle. Our model is based on these principles: 

We value relationships
We nurture professional 

relationships with leading 
underwriters and insurers.

We can deploy rapidly
We mobilise aeromedical 

providers and clinical 
personnel to ensure the 

best outcome, fast.

We move fast
On the first contact, 

we liaise directly with 
underwriters to validate 

coverage decisions.

We focus on outcomes
We use diligent cost-

mitigation and responsible 
medical reviews to ensure 

pragmatic outcomes.

We anticipate  
situations

We work behind-the-scenes, 
anticipating and responding 
to situations in a proactive, 

solutions-oriented and 
appropriate way.

We communicate well
We keep all parties apprised 
of outcomes, developments 

and emerging issues.

We are experts  
in our field

We expertly triage and 
escalate cases based on 

clinical needs, health risks, 
time-sensitivities, brand or 

regulatory impacts.

We are proud to be  
an ACHS member

Our membership includes 
access to largest,  
quality-accredited 

healthcare organisations 
(over 1, 450) in the region.

Our model
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We currently have contact centres in Sydney, Brisbane, Kuala Lumpur, Shanghai and Toronto – with the 
ability for call sharing, volume management and follow-the-sun operations.

These are state-of-the-art, scalable assistance platforms backed up with a robust business continuity plan. 

The strength of our platforms

International Assistance Group (IAG)

We are also an integral part of the International 
Assistance Group. This is the world’s largest assistance 
organisation with a global presence of 36 partners 
and 47 medical call centres providing life-saving, 
emergency assistance—medical, health and other 
personal assistance services. IAG has around 76 million 
beneficiaries worldwide.

Australian Council on Healthcare Standards 
(ACHS) 

This affiliation offers quality improvement, lower risk 
of error and extended costly LOS, a clinical indicator 
program, and less medical incidents. Overall, this means 
lower cost and better quality outcomes, plus a higher 
standard of care.

ACHS Lead Surveyor stated (October 2015):

Risk management: 
“In managing risk, incidents and complaints Customer Care are considered strong leaders in the 
health services market”.

Quality improvement 
 “… teach others on a national and international level how to articulate change and reform and 
(Australian) health services could learn from Customer Care”.
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Each week, we receive over 2,500 calls for help. Each year, we conduct more than 400 acute medical 
interventions and evacuations, including some of the most complex medical retrievals of any assistance 
organisation.

At any one time, we have more than 700 medical assistance cases open.

What we do involves:

• 24-hour, seven-day world-class emergency medical assistance and health support

• A highly professional, dedicated and multilingual team, including emergency medicine specialists, 
general medical practitioners, registered nurses, psychologists, counsellors, experienced case 
managers and assistance coordinators

• Immediate, high-quality service supported by our purpose-built and state-of-the-art contact centre 
housing sophisticated telephony and IT infrastructure. We currently handle close to 300 calls each 
day with an average answer time of fewer than 20 seconds.

• A workforce of highly trained nurses, all of whom have Advanced Cardiac Life Support (ACLS) 
certification

• Multilingual capabilities and access to telephone interpretation and document translation services, 
helping customers overcome language difficulties while seeking assistance in non-English speaking 
locations

• The ability to assist individuals in more than 200 countries through our qualified partners and agents.

We excel at what we do. You can see this in our history and strong track record. We protect and enhance the 
health and well-being of our customers, whether they are in Australia or elsewhere in the world.

Yet, we want to be even better, to be the best in the world. We aspire to be a meaningful force in the 
medical and health assistance market, providing life-transforming medical and health assistance globally.

What the numbers tell us
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A traveller’s journey

Our care extends to

Our service extends beyond the basic duty of care. We can help you provide a stronger level of care, comfort 
and convenience for your employees, customers or students.

Security

Our security services add a priceless level of safety for travellers. We’re agile, resourceful and proactive in 
an increasingly dynamic, turbulent and changing world. We provide briefings, alerts and advisory warnings, 
SOS distress calling and tracking, as well as rapid deployment and personal protection services.

Medical 

Our extended level of medical care enables greater peace of mind. Our services and products support 
your employees’ pre, during and post travel and can include vaccination support, medical assessments, 
counselling and mobile telemedicine. 

Travel information 

Knowledge and awareness are increasingly important for travellers. Our travel education for employees 
includes pre-travel briefings, advisory webinars and fact sheets that equip your workforce with information 
to make informed and safe decisions while travelling, thus reducing the risk of incidents.

Lifestyle 

Our concierge service offers a personal assistant at the end of the phone for busy professionals and staff. 
From arranging restaurant bookings to lifestyle experiences, their aim is to improve your staff’s comfort and 
wellbeing while travelling and support your employee value proposition.

We understand that a journey doesn’t start and end at an airport. Our holistic approach considers pre, during 
and post travel activity to ensure the health and safety of all travellers.  

Pre-Travel During Travel Post-Travel

Resources and 
readiness to assist 
travellers to help 
ensure they are 
physically and 
psychologically 
ready for their next 
adventure.

Monitoring and 
advice to help 
travellers stay on the 
go and support them 
to keep moving.

Courtesy check-in to 
assess welfare, assist 
with any claims, 
provide porter-style 
assistance and if 
follow-up with GP 
is necessary due 
to exposure while 
travelling.
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They say during a crisis, experience counts. We can see where experience has made a significant difference 
as people deal with sadness and grief during and after horrific events that have killed so many people, 
devastated so many lives and threatened to tear at the fabric of our world. 

During tragic times, when most people pause in disbelief and horror, our medical assistance and customer 
service teams work exceptionally hard to reach out and help affected customers.

It is not just our customers’ physical health that we aim to safeguard. We reach out with trauma counselling 
available from the experienced psychologists who make up the breadth of our medical assistance team.

Count on our experience during a crisis

We prepare our response team 
(separate from the business)

Identify our travellers in the region and if any of  
them were in hospital when the event occurred

Proactively communicate with our travellers  
- e.g. Callings, Texting, Global SIM and APP

Place on standby our security providers,  
air charter companies and medical teams

Review all nearby medical facilities, in relation  
to size, definitive care and capability

Closely monitor the situation through our  
security partner and live new feeds

Identify a team to mobilise e.g. medical, trauma 
counsellors, case managers, security detail

Liaise with DFAT and relevant authorities
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Our Chief Medical Officer 
Professor Steve Rashford MBBS, FACEM 

An extraordinary individual, a saver of lives with an enormous capacity for 
high performance at the most critical of times, Steve Rashford is the medical 
professional you want directing your care and treatment if you are seriously 
injured or ill.

Steve is a specialist emergency physician with more than 20 years’ experience 
in aero-medical retrieval, medical assistance and pre-hospital care. He obtained 
his qualifications from the Australasian College for Emergency Medicine and 
was awarded the Buchanan Prize for the highest academic achievement of any 
candidate during his final specialist examination.

He is also the Medical Director of the Queensland Ambulance Service, the 
fourth largest emergency medical service in the world. Under his clinical 
leadership, this service is recognised as an industry leader in clinical care. 
Prior to this role, he was the inaugural director of the Queensland Emergency 
Medical System Coordination Centre, a centralised single-point tasking agency 
for 11 helicopters and seven fixed bases that undertake in excess of 20,000 
aero-medical evacuations annually.

Steve was recognised in the Queen’s Birthday 2010 Honours List for his 
outstanding service to the Australian community through his innovative 
approach to pre-hospital and emergency care.

Our Chief Executive Officer,  
Medical Assistance
Meredith Staib, MHM

Meredith Staib has led Customer Care for the past four years—she is a tireless, 
compassionate and engaging leader with more than 15 years’ experience in 
designing and managing global medical assistance platforms.

Specialising in the design and management of complex service delivery 
environments, Meredith has extensive experience in emergency healthcare, 
delivering world-class health services while achieving strategic organisational 
outcomes. Having worked as an independent consultant, as well as in key 
clinical and management roles in retrieval and emergency medicine, Meredith 
is an accomplished health business leader. She drives Customer Care and rapid 
growth in key markets throughout the Asia-Pacific region and in the United 
States of America. 

Meredith has vast professional experience within the corporate and clinical 
sectors. She excels in strategic planning, new business development, health 
service delivery, patient-focused customer service, financial management, 
team and HR management and operational excellence. 

An industry leader, Meredith has worked closely in and alongside many of 
the world’s leading domestic and global health care organisations, insurance 
companies, medical assistance teams, air ambulance and retrieval services, 
pharmaceutical and patient support programs, hospitals and other health 
care providers. Meredith’s broad appreciation and understanding of different 
industries, her experience and her passion for assistance make her an 
exceptional leader in this field. 
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The companies we serve
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Contact us
CustomerCare Medical Assistance 
Level 2, 15 Mount Street, North Sydney NSW 2060 Australia  
Private Bag 913, North Sydney NSW 2059 Australia
Phone: +61 2 9202 8222  Fax: +61 2 9202 8220    
assist@medicalassistance.com.au  www.medicalassistance.com.au


