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Putting your client’s world at the centre of ours
When a claim is submitted, your client has experienced loss and their world has been turned upside down. With this in mind, we 
make sure that every step of the claims process is guided by our client-centric approach. Our definition of ‘client-centricity’ is not 
based on a vague concept or just an idea, but on the passionate belief that your clients should be at the centre of our world.

We acknowledge that your clients are unique and cannot simply be viewed as numbers. This is why, as your and your clients’ 
preferred risk partner, we make every effort to ensure that your clients’ unique claim experiences match their unique expectations.

By making sure that your clients have access to optimal financial wellness contributes a great deal towards their positive claim 
experience. Together, we have a shared responsibility to make sure that your clients are comprehensively covered against death, 
critical illness, disability, loss of income and the risk that longevity presents.

Making financial wellness real for your clients
Momentum has partnered with the University of South Africa (Unisa) to produce the annual Momentum Unisa Household Financial 
Wellness Index, which details the state of the nation’s financial wellness. Over time, this index has provided us with unique insights 
into people’s perceptions and behaviours when it comes to managing their financial worlds. These insights enabled Momentum to 
develop an exceptional framework that helps people to have enough money to support their lifelong financial journeys which we refer 
to as ‘financial wellness’.

Being financially well does not only consist of being able to pay your monthly bills; it is about so much more. It is about having enough 
money to provide for planned and unplanned expenses for today and in the future and to support retirement dreams. However, the 
key to unlock optimal financial wellness consists of a detailed financial plan which includes comprehensive risk cover. This must be 
supported by a monthly budget that is reviewed on a regular basis. But this can only be put in place when people have access to good 
financial advice.
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Claims paid over the last five years have 

exceeded R15 billion.

We value the same things that you and your clients value

Even though technology contributes a great deal towards positive client experiences, it can never be a substitute for empathy and 
compassion. Where claim statistics might contextualise experiences in one’s and zero’s, for the purpose of business intelligence, we 
interpret client experiences through human connections because we value authenticity.

Delivering on our financial wellness promise
The contribution that life insurance payouts make to the financial wellness of clients cannot be underestimated. Over the last five 
years, Momentum paid out life insurance claims in excess of R15 billion, protecting clients and their loved ones against the financial 
consequences of suffering an adverse life changing event.

Fast facts
• Over the past five years the claim amount pay-outs have increased by an average of 11.2% per year.

• Momentum paid a total of 11 461 claims in 2017. On average, this amounts to more than R15 million  
 linked to 46 claims, 

2013
R2.6 billion

2014
R2.7 billion

2015
R3.1 billion

2016
R3.6 billion

2017
R3.7 billion



For the period spanning January to December 2017, Momentum paid more than R3.7 billion in individual risk claims.

Table 1: Momentum individual risk claims paid from January to December 2017

Risk claims 2017

Claim type Amount paid
Mortality R2 768 196 272 
Critical illness    R491 339 593
Disability    R394 410 413

Income protection    R99 574 306
Total R3 753 520 585

R3.8 
billion

We also paid R3.8 billion in group life insurance 
which means that Momentum paid a total of 
R7.5 billion in risk claims.

Some of our 
largest claims 
during 2017 

include

A death claim of 
R36.7 million

A critical illness claim of 
R5.4 million

A disability claim of  
R9.9 million

An income disability claim of    
R321 000 per month

The total pay-out is 44% higher than the pay-out in 2013, a mere five years ago.

RIP

RIP
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40%

No matter how much we plan for this, no one is ever fully prepared for death. We know that, in the event of the unthinkable, your 
clients will need ample support. Therefore, putting your client at the centre of our world requires a different way of thinking where 
we can imagine ourselves in your client’s situation. 

Major causes of death claims from Momentum

Table 2: Major causes of Momentum death claims 

Death claims 

Table 3: Causes of unnatural death claims

Motor vehicle accident 
Suicide
Murder

Other accidents
Aviation 

Drowning 

Cause of unnatural death Percentage

15%

30%

12%

   
Fast facts
• The oldest person, for whom Momentum paid a death claim during 2017, was a 104-year-old male  
 (Momentum claims statistics, 2017).

• On average, 18 men take their own lives each day in SA (TimesLive.co.za, 2017).

• In SA, it is estimated that about one completed suicide takes place every hour. This is on a par  
 with developed countries like the US and UK. Statistics also show that people who attempt suicide  
 are at high risk of repeating the action. They are also 20 to 30 times more likely than the general  
 population to die by suicide (IOL, 2017).

• For every female Momentum client that died in a motor vehicle accident in 2017, five male   
 Momentum clients died in a motor vehicle accident (Momentum claims statistics, 2017).

9%

1%

1%

Cardiovascular
Cancer
Respiratory

Nervous system
Unnatural (accident, murder, suicide) 

Endocrine or metabolic system
Urogenital system 
Haematological
Gastrointestinal
Other 

Major cause Percentage

11%
18%

40%

RIP

3%

1%

7%
9%



Death claims by age

Table 4: Death claims by age

Percentage

0,4%

3,5%

9,4%

15,1%

71,6%

Age

<30

30-39

40-49

50-59

≥60

0% 100%

Youngest Oldest

Male Female Male Female

21 22 104 101

Table 5: Youngest and oldest ages for who death claims were paid in 2017

Diagram 1: Death claims by gender

64%
Male

36%
Female

Fast facts
In current trends, the share of cancers attributable to diabetes – either on its own or combined with 
being overweight – will increase by 30% for women and 20% for men in less than 20 years 
(Health24, 2017).
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Terminal illness claims
‘Terminal illness’ refers to an advanced stage of a disease with an unfavourable prognosis and no known cure. For the period under 
review, we paid 66 terminal illness claims to the amount of R105.7 million and cancer was the primary cause for most of these 
claims.

Critical illness claims 
With the rapid developments in the medical fraternity, it has become vital for insurers to structure their risk products in such a way 
that it can support these advances, but affordability and comprehensive cover remain major considerations for clients. We share 
these views and concerns and as experts in critical illness benefit design, clients can rest assured that our Complete and Complete 
Enhanced Critical Illness Benefits will provide them with the broadest possible cover in an affordable way. Having comprehensive 
critical illness cover in place may be the lifeline needed to access specialised treatments without this becoming a financial burden 
for clients or their families.

Table 6: Major causes of Momentum critical illness claims  

Cancer
Cardiovascular
Nervous system

Musculoskeletal
Urogenital

Respiratory
Visual
Trauma
Gastrointestinal
Endocrine or metabolic system

Skin

Ear, nose and throat
Other

Major cause Percentage

12%

21%

38%

2%

Critical illness claims by age

Table 7: Critical illness claims by age 

Percentage

2%

14%

27%

33%

24%

0% 100%

3%

2%

7%

Age

<30

30-39

40-49

50-59

≥60



Youngest Oldest

Male Female Male Female

21 22 78 75

Table 8: Youngest and oldest ages for which critical illness claims were paid in 2017 

• Ten strokes take place in SA every hour (Health 24, 2017).

• Globally, a new case of dementia occurs every three seconds. More than 44 million people worldwide  
 have Alzheimer’s disease (Health 24, 2017).

• About 82 000 South Africans die per year from heart diseases and strokes (Health 24, 2017).

• A 2014 study showed that 78% of South Africans older than 50 years had hypertension, with less than  
 half of them being diagnosed and less than 7% having it under control (Health 24, 2014).

• Around the world, one in 10 people die prematurely from cardiovascular disease (Heart and Stroke   
 Foundation South Africa [HSF], 2017).

• Cancer is the second leading cause of death globally, and was responsible for 8.8 million deaths in 2015.  
 Globally, nearly one in six deaths is due to cancer (World Health Organisation [WHO], 2017).

• Since 2010, the majority of the yearly cancer claims submitted to Momentum 
 related to prostate cancer for men and breast cancer for women (Momentum claims statistics, 2017).
• The latest figures show that more than eight million people die from cancer each year across the   
      world. More people die from cancer than Aids, malaria and tuberculosis put together (BBC News, 2017).
• In the UK, cases of ovarian, cervical and oral cancers are predicted to rise the most. Rates will rise by  
 around 0.5% for men and 3% for women, meaning an estimated 4.5 million women and 4.8 million   
 men will be diagnosed with cancer by 2035 (BBC News, 2017).

Fast facts

Diagram 2: Critical illness claims by gender 

64%
Male

36%
Female
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An event that results in a disability could have a major impact on your clients’ and their families’ lives. This, along with our 
deep-seated understanding that there are a number of unplanned expenses during such an unfortunate event, is what served as 
inspiration when we designed our lump sum disability benefits. By including functional impairment in their disability benefit cover, 
clients can increase their claim certainty. In 2017, 47% of the disability claims on our Comprehensive Disability Benefit were paid 
under the functional impairment definitions, highlighting the importance of having functional impairment definitions included in a 
disability benefit.

Table 9: Major causes of Momentum disability claims 

Lump sum disability claims

Nervous system
Musculoskeletal
Cancer

Psychiatric or mental
Cardiovascular

Respiratory
Ear, nose and throat 
Visual
Accident
Urogenital system

Other

Major cause Percentage

Disability claims by age 

Table 10: Disability claims by age 

Percentage

1%  

16%

26%

42%

14%

0% 100%

11%

10%

Age

<30

30-39

40-49

50-59

≥60



Youngest Oldest

Male Female Male Female

30 36 67 70

Table 11: Youngest and oldest ages for which disability claims were paid in 2017

Diagram 3: Disability claims by gender 

68%
Male

32%
Female



Your clients’ biggest asset is their ability to earn an income. This enables them to maintain their lifestyles and plan for future 
dreams. Therefore, it is vital to insure this income in a way that is as unique as their income needs. Putting your clients at the 
centre of everything we do gives us the distinct ability to offer them the most comprehensive range of income protection benefits 
in the market.

Table 12: Major causes of Momentum income disability claims 

  

Income disability claims

Musculoskeletal
Cancer
Fractures and hospitalisation 

Psychiatric or mental
Urogenital system 

Gastrointestinal 
Nervous system
Respiratory
Surgery
Cardiovascular 

Endocrine or metabolic system

Skin

Ear, nose and throat

Visual

Accident

Other

Major cause Percentage

Table 13: Income disability claims by age  

Percentage

2%

28%

38%

23%

9%

0% 100%

2%

2%

2%

3%

3%

3%

3%

3%

6%

6%
6%

6%
6%

9%

8%

32%

Age

<30

30-39

40-49

50-59

≥60



Youngest Oldest

Male Female Male Female

20 26 67 65

Table 14: Youngest and oldest ages for which income disability claims were paid in 2017

Diagram 4: Income disability claims by gender

62%
Male

38%
Female

The notion of a lifespan that exceeds 100 years may have been absurd a century ago, but it has become a reality in the 21st century. 
Experts estimate that there could be a million centenarians across the world by 2030. This is entirely possible, considering that Japan 
already had 153 centenarians in 1963 which increased to more than 58 000 to date. Locally, according to the 2011 Census report, we 
had in excess of 15 000 centenarian residents at the time, a number that is expected to grow significantly.

When it comes to longevity, living longer does not necessarily mean living a long life in good health and this could result in severe 
financial pressure for your clients during retirement. Even clients suffering from so-called modern day diseases like obesity, which can 
lead to severe disability, may still live a long life supported by medical interventions. Once again our client-centric nature served as the 
driving force when we designed our unique longevity benefits that specifically protect your clients against the financial risks that are 
associated with an extended lifetime.

Longevity 

• The number of people aged 65 and older is projected to almost triple to 1.5 billion by 2050 on a global  
 scale (BBC.com, 2017).

• An average of three months is being added to life expectancy every year (Daily Mail, 2016).

• By the end of the century there will be 1.5 million centenarians in the UK, currently there are 14 500                         
 (Daily Mail, 2017).

• Experts estimate there could be a million centenarians across the world by 2030. To date, the world’s  
      longest-living person on record lived to 122 and in Japan alone there were more than                                        
 44 000 centenarians in 2010 (Reuters, 2011).

Fast facts



Diagram 5: Future-projected Longevity Protector pay-outs (Only indicated until clients’ age 80 on qualifying benefits)
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The role of the Ombudsman 
We have a high regard for the office of the Ombudsman for Long-term Insurance in their capacity as independent mediator to resolve 
complaints. According to the Ombudsman, the following can be cited as typical reasons for insurance companies to reject claims:

• Non-disclosure,

• Non-compliance with policy provisions,

• Fraudulent claims,

• Breach of warranties, and

• Pre-existing conditions.

Treating clients fairly forms an integral part of our client-centric approach. Therefore, we will never discourage your clients from taking 
their cases to the office of the Ombudsman for Long-term Insurance and should this happen we will make every effort to work with 
the process as set out by the Ombudsman. During 2017, the office of the Ombudsman received approximately 5 435 cases relating to 
long-term insurance complaints. Approximately only 262 cases involved Momentum Retail Insurance, a 17% improvement from 2016. 
Once again, none of these cases transpired in a ruling against Momentum.

Table 15: Ombudsman statistics

Cases involving Momentum Retail insurance individual 
risk claims

(Reduced by 17% from 2015 to 2016) 

Rulings against Momentum Retail insurance individual 
risk claims
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Proud claims payment history
We have a solid reputation of always looking for reasons to pay valid claims; during 2017, we paid 94.9% of all claims submitted 
across all benefits.

Diagram 6: Paid versus repudiated claims 

Did not meet benefit definitions 4.7%

Repudiated 0.4%

Total claims paid 
94.9%

Not meeting the benefit definition
This refers to clients who did not fully understand what was covered by their benefits, did not meet the medical definitions or 
submitted claims inappropriately in a bid to receive payment.

Diagram 7: Reasons for repudiated claims 

Suicide within the first two years 3%

  
Fast facts
The Association for Savings and Investment South Africa (ASISA) indicated that the number of 
irregular claims detected in 2016 more than tripled to 13 488 from 4 381 claims in 2015. The value 
of the thwarted fraudulent and dishonest claims jumped from R870.7 million in 2015 to R1.03 billion 
in 2016 (ASISA, 2018).

Non-disclosure 
97%

Repudiated claims
‘Repudiation of a claim’ refers to a breach of contract by one party that justifies cancellation by the innocent party. Repudiation is 
conduct which exhibits the clear and unequivocal intention of the party concerned to no longer be bound to the contract as a result 
of very specific reasons



03
Providing a decision
Once we have assessed the claim against the qualifying claims criteria in the policy, we will let 
clients know whether the claim will be paid, deferred or declined. 

Our three-step claims journey 
With your clients at the centre of our world, the Risk Claims Department continuously strives to meet and exceed your clients’ 
expectations regarding their claim experiences. To ensure that your clients’ claims are processed efficiently, please advise them to 
follow the steps outlined in the three-step claims journey below.

01

02
Assessing the claim
Once we have received all the claim requirements, we will start assessing the claim.
Email us at riskclaims@momentum.co.za or call us on 0860 441 111

Reporting the claim
When they contact us, we will inform them what documentation is required.
Email us at riskclaims@momentum.co.za or call us on 0860 441 111

Please note that if a query requires escalation; it can be directed to the following individuals.

Claims contact centre
Sheila Mushwana (Manager)
Email address:  sheila.mushwana@momentum.co.za 
Telephone number:  012 673 7370
Cell phone number: 073 222 2574

Death claims
Harlene Lottering (Manager)
Email address:  hlottering@momentum.co.za 
Telephone number:  012 673 7222
Cell phone number: 084 525 9327

Sunisha Bhawani  (Team Leader: Death Claims Assessor [RA])
Email address:  Sbhawani@momentum.co.za
Telephone number:  012 675 3385

Marius Fredericks (Executive Assessor)
Email address:  marius.fredericks@momentum.co.za 
Telephone number:  012 684 5052
Cell phone number: 084 549 3889

Benefit claims
Disability, critical illness and Income Protector claims

Dashen Naidoo (Benefit Claims Manager)
Email address:  dashen.naidoo@momentum.co.za 
Telephone number:  012 673 7921
Cell phone number: 073 010 382
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Momentum takes all reasonable precautions to ensure that the information presented in this document is current and accurate, but offers no warranty, 
either expressed or implied, in this regard. The document serves as an information/business tool intended to assist the intermediary technically and 
should not be construed as or represented as professional advice endorsed by Momentum to a prospective client. The information contained in this 
document may be utilised by the intermediary in the advice process on the proviso that any advice flowing from this information shall be endorsed 
as the advice of the intermediary. To this end the intermediary indemnifies Momentum its subsidiaries and associates from all liability of whatsoever 
nature arising from the misuse or misrepresentation of this document. The information is not contractually binding. The terms and conditions of the 
policy contract shall prevail in all instances. In dealing with financial products, professional advice should be sought from an authorised, accredited 
financial adviser.

Momentum, a division of MMI Group Limited, an authorised financial services and credit provider. Reg. No. 1904/002186/06
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