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AIG Lifeline Plus is all-embracing Personal 
Accident and Travel cover. It offers the broad 
coverage you’d expect, plus additional 
services that are accessed online through our 
new App which also features a ‘Help’ button 
for instant assistance. It’s the complete support 
network for travelling employees.

SUMMARY: APPEALING LIFELINE PLUS OPPORTUNITIES

The world is getting smaller and companies increasingly need their employees, who are a company’s most valuable assets, to travel more widely. So Lifeline Plus 
continues to offer an enhanced product which reduces the pressure on HR managers. With Security Awareness Training to demonstrate Duty of Care, an App to 
provide instant aid and online information at the employees’ fingertips, plus an embedded assistance company delivering a seamless solution to any problems, 
Lifeline Plus is a superior product that offers everything your clients need. 
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TERRORISM 

Terrorist attacks happen and not 
always in the places you’d expect. 
Algeria was thought to be one of the 
more stable North African countries 
until the oil installation hostage crisis. 
The Kenya shopping mall terrorist 
attack shows how terrorists target 
locations which are frequented by 
international travellers. Due to the 
complex nature of these incidents, 
clients require a policy that offers help 
and advice from security experts, 
emergency medical assistance as well 
as travel support services.

CORPORATE  
REPUTATION

In a world of instant messaging 
through social media, a poor 
or delayed corporate response 
to a crisis can escalate quickly 
and damage a brand’s image 
irreparably. Crisis consultants can be 
critical in containing and rebutting 
negative and poor media reports, 
thus protecting a company’s hard-
won reputation.

ESCALATING  
EXPECTATIONS OF CARE

These days, when the worst 
happens, an employee’s family 
expects to have every detail taken 
care of. They often need to be flown 
out to be with the sick or injured 
employee, have their transportation 
and accommodation arranged and 
be kept apprised of all plans for 
medical care, repatriation and on-
going rehabilitation.

ROAD  
ACCIDENTS

The UK has an enviable road safety 
record, but this is not always the case 
in other countries. In particular, there 
have been many serious accidents 
involving taxis, coaches and mini-
buses.

GETTING BACK  
TO WORK

After a major accident, newly disabled 
employees can need varying levels of 
support: including remodelling of their 
homes to make life easier, modification 
of cars to keep them mobile and even 
adaptation of the workplace so they 
can remain productive. Rehabilitation 
to restore them to good health as 
quickly as possible can also include 
re-training, should their injuries 
preclude a return to their former role. 
Our rehabilitation case managers 
support both the employee and 
employer through this process. 

Opportunities for 
brokers to offer 
Lifeline Plus to their 
clients have never 
been better: 

BACK NEXT
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In a world where more and more companies 
are looking abroad to grow their businesses, 
we have a global reach and can provide 
cover for anyone, anywhere – from small 
businesses with a handful of employees up  
to multinational companies with thousands  
of employees travelling the globe. 

HYPOTHETICAL CLIENT:  MID-SIZED MANUFACTURER

Beta has been Midlands-based for 130 years and leads the world 
in speciality optical equipment. They have a sales force and service 
team of 85 people out on the road across Europe and increasingly 
the Americas, Asia and parts of Africa. Their employees need help 
when they are planning trips to minimise risk, as well as ensuring 
that they receive first-world medical care if they are injured whilst 
travelling abroad.

HYPOTHETICAL CLIENT: LOCAL AUTHORITY

Gamma is a local authority with offices on six sites and a diverse 
workforce of 2,300 maintenance, engineering and service staff 
who are often out on the road meeting the needs of the local 
population. They often have issues with road traffic accidents, 
accidents caused by tools and hazards on unfamiliar sites; so 
rehabilitation and support to ease the path back to work after 
injuries are important to them.

HYPOTHETICAL CLIENT: OIL SERVICES CONTRACTOR

Alpha is a global oil services contractor which sends specialist 
engineers to work on oil fields in some of the most challenging 
places on earth: Alaska, the Nigerian Delta, the Black Sea and 
Baltic States. They employ 2,600 people, turn over £3bn and 
operate in every continent. Their employees need protection from 
risks which range from lost medication to surgery, through to 
kidnapping.

BACK NEXT
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Clients need to be 
aware that Lifeline Plus 
provides the broad 
coverage you’d expect, 
but also constantly 
innovates to ensure 
employees always 
have the best cover at 
home and abroad. It’s 
the complete support 
network for mobile 
employees so they don’t 
have to worry about  
a thing. 

Here are some suggested 
discussion points:

Assistance website:  
www.mylifeline.co.uk

THEME RELEVANCE OF LIFELINE PLUS

FORGOTTEN ASSISTANCE CARDS 
In our recent research* we found that 41% of insured travellers don’t 
carry their assistance card and that, in the event of travel cancellation, 
35% call their boss and 26% call someone else in the office.

Today’s business travellers use their smartphones to manage their lives, making bookings and accessing emails on 
the go. As 40% have encountered emergency assistance issues like lost baggage or cancelled flights, Lifeline Plus 
has developed a mobile App which enables employees to gain access to assistance at the touch of a button. No 
wonder that 90% of business travellers are interested in downloading the AIG Business Travel Assistance App. 

EXTREME SITUATIONS
Has your business considered how difficult some situations  
can become and how they can impact adversely on the  
company’s reputation?

In a world of instant messaging through social media, a poor or delayed corporate response to a crisis can 
escalate quickly and damage a brand’s image irreparably. Crisis consultants can be critical in containing 
and rebutting negative and poor media reports, thus protecting a company’s hard-won reputation. 

CONTROL OF ASSISTANCE SUPPORT
Is your business confused by multiple telephone numbers to access 
support and frustrated by dealing with multiple offices rather than a 
single point of contact? 

AIG is the only major corporate Accident & Health insurer to have its own in-house assistance company – Travel 
Guard. They deliver a single point of contact to manage a one-stop assistance shop and provide the control you 
need to support employees in tough situations. 

PAINFUL CLAIMS PROCESS
Is your business irritated by the time and hassle involved in  
the claims process? 

Over 90% of baggage and money claims are dealt with in less than 15 minutes over the phone without the need 
to complete paper claim forms. For larger claims we have over 50 dedicated claims handlers who understand the 
issues and the details of your cover. By offering one point of contact we streamline the settlement of every claim. 

WORRYING MEDICAL CONDITIONS
Where a medical condition is troubling, it’s often distracting  
for the employee and brings uncertainty for the employer.  
So in many cases a second opinion is extremely helpful.

AIG’s Medical Second Opinion service offers a world-class expert alternative diagnosis and recommendation on 
treatment options. This often helps employees to decide on the best treatment path so they can move forward to 
recovery and get back to work sooner. 

SUPPORTING EMPLOYEES BACK TO WORK
Staff will judge a company by how fairly it’s seen to treat injured 
employees and the support they provide to get them back to work.

AIG has developed a series of programmes to help get employees back on their feet – whether through traditional 
rehabilitation services, support with redesigning their home or office to help the employee cope with a return to work. 

EMPLOYER’S DUTY OF CARE
Is your business wary of the potential liabilities of sending  
employees abroad? 

Security Awareness Training – AIG offers an award-winning on-line safety training tool which employees can use 
before they travel. We also offer Country Reports and Security Travel Alerts by SMS and email.

SECURITY ABROAD
Is the business concerned about security cover? It seems that unrest 
can occur anywhere these days, and it can escalate from merely 
worrying to dangerous very quickly.

AIG provides a wide range of security options, from instant security SMS updates to full political evacuation 
support. This includes ‘own country’ war coverage with no exclusions for terrorism. 

BACK NEXT

CLICK HERE TO VIEW THE 
LIFELINE PLUS INTRO VIDEO

*the research was held in Sept 2013 with 500 UK business travellers who travel at least once a year and carry a smart phone for business.
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FOR INTERNATIONAL 
BUSINESSES

When employees travel abroad 
they are in safe and experienced 
hands with AIG’s assistance network. 
Unlike others, we don’t necessarily 
send out a response team that’s 
been mobilised in the UK. With 
Travel Guard, we have assistance 
hubs located around the world, with 
1,300 professionals on call, all of 
whom understand local issues as 
well as how best to get employees 
home quickly and safely.

CONSTANT  
INNOVATION

AIG constantly innovates to deliver 
market-leading products which offer 
better care and protection. With our 
mobile App and dedicated website 
mylifeline.co.uk, the assistance and 
information that employees need is at 
their fingertips: anytime, anywhere.

COVER FOR  
TOMORROW

AIG works hard to anticipate the 
cover employees will need in the 
future. Lifeline Plus offers broad 
protection, few restrictions and 
clear, simple wording. We regularly 
upgrade our cover to ensure that 
clients’ protection keeps up with 
their exposure. We include seamless 
war and terrorism cover within the 
UK and abroad and we were one  
of very few insurers to pay out  
for the Icelandic volcanic ash  
cloud delays. 

FOR MAJOR  
CRISES

AIG really comes into its own when 
there is a major crisis and you 
need medical treatment and urgent 
evacuation for employees. Because 
we’re the only major corporate 
insurer with our own assistance 
company, Travel Guard, we have 
complete control and are able to 
deliver whatever is required in terms 
of security advice and help, medical 
treatment and employee extraction. 

FOR MAJOR  
CORPORATIONS

If you are a major corporation, you 
are in safe, experienced hands. AIG 
provides Accident & Health insurance 
to a host of FT 500 companies.

COMMITMENT AND 
SUSTAINABILITY

We are a world-leading Accident 
& Health insurer with 60 years of 
experience. You can be confident 
in our long-term commitment to 
protecting your clients’ employees 
and our long-term ability to deliver 
claims expertise and prompt 
settlements.

CLAIMS  
EXPERTISE

Whatever kind of issue you face, you 
can be sure that in our 60 years of 
experience, AIG has already dealt 
with something similar. Over 90% 
of baggage and money claims are 
dealt with in less than 15 minutes 
over the phone. For larger claims 
we have over 50 dedicated claims 
handlers who understand the details 
of your cover, providing one point of 
contact to streamline the settlement of 
your claim. 

BACK NEXT

AIG is the only major provider of corporate 
Accident & Health insurance to have its own 
assistance company, Travel Guard, instead 
of outsourcing assistance. This ensures that 
employees always have a single point of 
contact to coordinate assistance, security help, 
medical issues and claims. Fast. 



WHAT’S THE SALES  
OPPORTUNITY?

WHAT DO TARGET  
CUSTOMERS LOOK LIKE? 

SELLING  
LIFELINE PLUS 

SELLING AIG  
TO THE CLIENT

LIFELINE PLUS  
BROKER SERVICE

MANAGING  
OBJECTIONS

CLAIMS  
SCENARIOS

At AIG, our goal is to make 
the purchase and servicing of 
Lifeline Plus as easy, painless 
and successful as possible for our 
brokers and their clients.

ALWAYS LOOKING TO THE FUTURE

AIG is constantly improving its cover and services. We’ve introduced our mobile App to instantly 
summon assistance and our services can be accessed through our website. We include seamless 
war and terrorism cover both within the UK and while employees are travelling abroad, and we 
were one of a very few insurers to pay out for the Icelandic volcanic ash cloud delays. 
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EXPLAINING SERVICES  
TO CLIENTS

We are always happy to help 
brokers explain the Lifeline Plus 
package of services to clients. 
We can bring our underwriters, 
rehabilitation nurses, claims 
experts or Travel Guard assistance 
professionals to client meetings to 
explain how we take care of their 
employees in every scenario, and 
we can also put our regional support 
team at your disposal.

SATISFYING DIFFERING 
CLIENT AGENDAS

Brokers are best placed to address 
the issues of client Insurance 
Managers. But others in the client’s 
decision-making team will have 
different criteria. AIG can help you to 
work with HR, Risk Managers and the 
Security team to ensure you address 
everyone’s specific issues.

TAKING THE PAIN AWAY 
FROM BROKERS AND CLIENTS

With our new mobile App and 
website-accessible services, much of 
the hassle that used to come the way 
of brokers and clients can now be 
handled directly by AIG.

STREAMLINED CLAIMS  
PROCESS

Over 90% of baggage and money 
claims are dealt with in less than 15 
minutes on the phone without need 
for paper claim forms. For larger 
claims we have over 50 dedicated 
claims handlers who understand 
the details of your cover and give 
you one point of contact, to ensure 
streamlined claims settlements. 

CLEAR, UNAMBIGUOUS  
WORDING

We have simplified our policy 
wording so both brokers and their 
clients have the clarity they need to 
remove uncertainty and avoid any 
disputes over claims.

REMOVING THE BURDEN OF  
ASSISTANCE CARDS

Our recent research* showed that 
41% of business travellers who have 
insurance do not carry an assistance 
card. The Lifeline Plus app means 
they’ll always have the information 
they need at their fingertips, 
everywhere they go.

EASIER TO DEMONSTRATE  
TO CLIENTS

With our new mobile App, and 
website-accessed services, it’s 
now easy to demonstrate to clients 
how Lifeline Plus gives leading-
edge cover, as they bring our 
comprehensive range of support 
services to life.

BACK NEXT

WATCH OUR EXECUTIVE 
TRAVEL VIDEO
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Clients can raise a variety of objections 
to purchasing Personal Accident and 
Travel cover. Lifeline Plus can help you 
address their concerns and give them the 
reassurance that they are buying the most 
appropriate policy for their needs.
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HOW DOES THE BASIC WORDING  
COMPARE TO SIMILAR PRODUCTS?

We’ve just improved our policy to create higher cover limits, fewer and 
simpler exclusions and many added features. AIG are also committed 
to keeping Lifeline Plus at the forefront of this class of insurance. 

REQUESTING ASSISTANCE CARDS  
CAN BE A REAL NUISANCE

We now have our mobile App, which can easily be supplied to 
employees wherever they are in the world via email, and which 
ensures they have all of the information they need in the palms of 
their hands. 

MY CLIENT ISN’T FAMILIAR WITH  
THE DETAILS OF BUSINESS TRAVEL  
AND ACCIDENT COVER

With our new mobile App, and website-accessed services, it’s now easy 
to demonstrate to clients how Lifeline Plus provides all the cover they 
need, and bring our comprehensive range of support services to life.

We are also happy to help brokers explain the Lifeline Plus package 
of services to clients. We can bring our underwriters, rehabilitation 
nurses, claims experts or Travel Guard assistance professionals to 
client meetings to run through how we help employees. And our 
regional support team is also at your disposal.

MY CLIENT MUST HAVE A CLAIMS  
SERVICE THEY CAN DEPEND UPON

Over 90% of our baggage and money claims are dealt with in less 
than 15 minutes over the phone. For larger claims we have over 50 
dedicated Accident and Health claims handlers who understand 
the details of your cover. Our assistance and claims team are all in-
house too, to give the fast, streamlined claims settlement expected 
by your clients. 

WHY WOULD MY CLIENT INVEST IN LIFELINE PLUS?

Clients would naturally insist on insuring their property and assets 
properly. However, companies would generally identify their employees 
as their most valuable assets. Lifeline Plus is a comprehensive proposition 
which gives the client’s employees assistance with all aspects of their 
travel and security needs, and so protects the company’s interests.

BACK NEXT
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Here are a number of scenarios 
to illustrate how clients’ Lifeline 
Plus policies have delivered when 
employees were in times of need.
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VOLCANIC  
ASH  
CLOUD

When Icelandic volcano 
Eyjafjallaökull erupted in April 
2010, all major airports were 
closed, causing major delays. 
AIG helped support their 
clients’ return journeys home, 
whilst many ostensibly similar 
products did not cover claims 
related to the Ash Cloud. 

ALGERIAN  
HOSTAGE  
CRISIS

AIG & Travel Guard helped to 
extract a number of workers 
and deliver them safely home 
after extremists seized control 
of an Algerian gas plant. 

BAGGAGE  
CLAIM 

AIG & Travel Guard helps 
source missing bags so you or 
your clients don’t have to do 
the legwork. They will deliver 
the bags to wherever they 
are required and if the bag is 
permanently lost, AIG settles 
90% of baggage and money 
claims in under 15 minutes 
over the phone. 

HELPING  
STUDENTS  
IN BELIZE

A group of students were 
volunteering in Belize when 
they were in a car accident. 
Travel Guard immediately 
assessed the situation and 
despatched someone to 
Belize to help assist with 
medical support, provide 
status updates to University 
and family contacts and 
ensure the safe transfer home 
of the students. 

EYE INJURY  
DIAGNOSED IN REMOTE 
SOUTH PACIFIC

An employee was diagnosed 
with a severe eye condition 
whilst stationed on a small 
South Pacific island. With no 
adequate medical facilities 
locally and no regular flights, 
AIG and Travel Guard 
stabilized the patient on the 
island and sent for an air 
ambulance so he could be 
treated in Honolulu, 6 hours 
away. He was then able to 
return to work on the island 
after his successful treatment. 

NAIROBI  
MALL  
INCIDENT

When the Westgate Mall in 
Kenya’s capital city of Nairobi 
was attacked by masked 
gunmen, an AIG crisis team 
was quickly despatched to 
the location and liaised with 
officials, medical teams and 
families. Our security team 
was able to mitigate media 
interest and safeguard the 
privacy of the injured. Having 
a team on the ground allowed 
seamless support for AIG 
insured families caught up in 
this violent terrorist incident. 

BACK NEXT

ALGERIAN HOSTAGE  
CRISIS VIDEO



www.aig.co.uk

AIG EUROPE LIMITED
The AIG Building 
58 Fenchurch Street  
London, EC3M 4AB

Tel:  020 7954 7000 
Fax: 020 7954 7001

American International Group, Inc. (AIG) is a leading international insurance organisation serving customers in more than 130 countries and jurisdictions. 
AIG companies serve commercial, institutional, and individual customers through one of the most extensive worldwide property-casualty networks of any 
insurer. In addition, AIG companies are leading providers of life insurance and retirement services in the United States. AIG common stock is listed on the 
New York Stock Exchange and the Tokyo Stock Exchange.

AIG is the marketing name for the worldwide property-casualty, life and retirement, and general insurance operations of American International Group, Inc.

Products and services are written or provided by subsidiaries or affiliates of American International Group, Inc. In Europe, the principal insurance 
provider is AIG Europe Limited. This material is for information purposes. Not all products and services are available in every jurisdiction, and insurance 
coverage is governed by the actual terms and conditions of insurance set out in the policy or in the insurance contract. Certain products and services may 
be provided by independent third parties. Insurance products may be distributed through affiliated or unaffiliated entities. For additional information, 
please visit our website at www.aig.com. 

AIG Europe Limited is registered in England: company number 1486260. Registered address: The AIG Building, 58 Fenchurch Street, London EC3M 4AB.

AIG is authorised by the Prudential Regulation Authority and regulated by the Financial Conduct Authority and Prudential Regulation Authority  
(FRN number 202628). 
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