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A note from your  
AXA Account Manager

At AXA, we know that there are a lot of choices and 
decisions to make when it comes to choosing the 
right company to provide your international medical 
insurance. Therefore on behalf of AXA, I would like to 
thank you for your business over the last year.

Working closely with both Zilveren Kruis and Eurocross 
Assistance, we believe that we have created a truly 
bespoke proposition which supports and reassures your 
employees at a time when they need us most.

Our relationship with Zilveren Kruis continues to grow 
and the contents of this document will demonstrate our 
commitment to you and our capabilities to change
and adapt, in a continually evolving medical landscape.

We look forward to continuing our relationship with you 
into 2018 and providing the support and healthcare  
cover your expatriate employees depend on, during their 
time abroad.

Chris Martin
Senior International Account Manager
AXA – Global Healthcare



Account Management

The Zilveren Kruis Expat Team will continue to act as the 
point of contact for employers and as your intermediary 
they liaise with your dedicated Account Management team 
at AXA. 

The team here at AXA have more than 28 years combined 
experience in international private medical insurance and 
demonstrate this in the delivery of Account Management 
support to a host of well-known multinational companies 
with many expatriate employees. 

The team are also extremely knowledgeable about trends 
in global healthcare. They understand the ever changing 
country regulations and work closely with all of our teams, 
from Claims Risk to Marketing, to ensure you and your 
employees receive the very best service possible.

Looking ahead to 2018

Matt
Senior Relationship and Team Manager

Your employees dedicated AXA Customer Service team

Emma
Partners Co-ordinator

Ana
Partners Co-ordinator

Toby
Partners Co-ordinator

Younhy
Senior Partners Co-ordinator

Karita 
Senior Partners Co-ordinator
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Bespoke Customer Service for your employees

It is important to us that our members receive the best 
possible care and support each time they contact us. Your 
employees have access to their own small AXA Customer 
Service contact team to answer all of their queries. 
The team have expert knowledge of the Zilveren Kruis 
International Health Plan and your employees can contact 
them on a dedicated helpline number. 

They also work holistically with both our out of hours 
contact team based in the USA and the Zilveren Kruis 
Expat Team to ensure that the service provided is 
consistent for all your employees.consistent for all your 
employees.

The Expat Team can be reached  
daily from 08:00 to 17:00

 Call: +31 (0) 713 670 850  
email: expatteam@zilverenkruis.nl



Dedicated online portal

Your employees will still have access to their dedicated 
online portal which enables members to manage their 
healthcare membership quickly and easily at the touch 
of a button. From here your employees can access the 
following services that are part of their healthcare plan:

Customer Online  - your employees will 
continue to have access to this secure 
portal where they can easily manage 
their plan, make claims and stay in touch 
with us.

With Customer Online your employees can:

•   View copies of their membership documentation

•   Check that the treatment and medical conditions they 
wish to claim for are covered.

•   Make claims and view their current benefit statements.

•   Register their details so claims can be paid electronically.

•   Ask dedicated Personal Advisers a question, via the 
secure inbox.

24/7 medical information helpline 
- as an AXA member your expatriate 
employees have telephone access to 
health information and support from a 
team of medical professionals.

The Health at Hand helpline includes a team of qualified 
nurses that areavailable night and day, to give members 
the benefit of their expertise.

Looking ahead to 2018 (continued)

Proactive account administration

Zilveren Kruis’ specialist Expat team will continue to help 
you administer membership changes to your corporate 
healthcare plan; whether that’s adding new members, 
removing current members or running basic membership 
reports, the Expat team are on hand answer any questions 
you may have (see contact information below).

Working with Eurocross Assistance

We are pleased to continue to work with Eurocross 
Assistance, who will be providing your employees  
with claims assistance for in-patient treatment and 
medical emergency claims alongside their case 
management service.

For any expatriate employees you have working in the 
USA, Eurocross will also continue to arrange their  
access to treatment through the United Healthcare  
Global network.

The Expat Team can be reached  
daily from 08:00 to 17:00

 Call: +31 (0) 713 670 850  
email: expatteam@zilverenkruis.nl

If appropriate, they can also send members written 
information and give them a follow-up call, should they 
have any further questions. 

Whilst the Health at Hand service does not diagnose 
medical conditions or prescribe prescriptions, it can 
provide your employees with valuable information to help 
them put their minds at rest.
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At AXA we are always 
looking at ways we can 
develop and improve our 
healthcare plans, to meet 
the evolving needs of our 
global members.

Ambulance transport

By removing the €635 per 
year limit for ambulance 
transportation, we will now 
be able to cover the  
full cost of medically 
essential ambulance 
transport for your 
employees. Based on our 
market analysis, we felt 
this was an area we could
improve for our customers.

Annual health checks 
and cancer screening

When you have employees 
on international 
assignment its vital that 
they are fit and healthy. 
For the 2018 plan year, 
your employees will still be 
able claim up to €380 for 
one annual health check. 
However should they 
choose to have a screening 

for breast, bowel, cervical 
or colon cancer, instead of 
an annual health check, 
this benefit limit will be 
increased to €750.  
 
Medical aids and  
appliances

As well as enhancing  
your plan benefits, we also 
like to add new ones too.  
In 2018 your employees 
can claim up to €1000 per 
year for certain medical 
aids should they medically 
need them. Some of 
these medical appliances 
include orthopedic 
supports, hearing aids 
and wheelchairs. 

These benefits along 
with the others included 
under the Zilveren Kruis 
International Health Plan  
can be seen in the ‘Your 
benefits explained’ section 
of this document.

Enhancing your plan benefits

“Meeting  
the evolving 

 needs of
 our global 

members.”
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If the international 
secondment of your 
employee is based on an 
A1 / certificate of coverage, 
he or she is obliged to 
maintain their compulsory 
Dutch Basic Health 
Insurance. This may apply 
to the family members  
as well.

AXA is able to offer a 
discount of €1,000 per adult 
and €500 per child to only 
those members who have a 
“Basis Exclusief” domestic 
insurance policy with a 
standard compulsory 
excess through  
Zilveren Kruis.
 
In exchange for this 
reduced premium, AXA 
will reserve the right to 
recover eligible claims 
costs from the domestic 
Dutch insurance policy 
with Zilveren Kruis. For 
this to happen, we will 
need consent from each 
member to send their 
medical condition and 
claims information to 
Zilveren Kruis.  

In November 2017, you 
will be provided with a 
consent form to pass on to 
these employees. 

AXA will need to be in 
receipt of all the consent 
forms of those members 
who have retained their 
domestic Dutch insurance 
“Basis Exclusief” by  
1st December 2017, 
following which the final 
renewal premium will  
be calculated. 

Please note that if we don’t 
receive consent from any 
members who have this 
domestic insurance policy 
by this date, will be unable 
to apply their discount to 
the overall premium.

In January 2018 you will 
receive two invoices from 
Zilveren Kruis; one for the 
domestic insurance 

and the other for your 
coverage with AXA, 
including details of any 
discounted premiums.

Keeping domestic insurance can reduce your premium

“Offering discounted 
renewal premiums, for 

members who have retained 
a Basis Exclusief domestic 

insurance policy.”
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To see your new quoted premium for the 2018 plan year, please refer to the separate quote document provided by Zilveren Kruis.

Your premium for 2018

We’re always trying to manage costs

Whilst we have no control over the factors mentioned on 
the left, we’re always trying to target areas where we can 
contain costs. We do this to help both reduce your AXA 
premium and improve your employees overall experience.

As well as a dedicated Claims Risk team who identify high 
risk and fraudulent claims, we have a global network of 
preferred medical providers that we can pay for members 
treatment directly. This means your employees won’t have 
to pay and claim. 

Where possible, we also encourage members to contact us 
before they have any treatment. This helps remind them 
what is covered under their healthcare plan and avoid any 
unnecessary costs that would impact your premium.

Medical inflation 
New drugs, new treatments and new technology: they all help to make healthcare more effective, but 
increase medical costs too.

We have to take these increases into account each year when we review our rates, so we can keep 
offering your employees access to the new drugs and treatment they’d expect from their international 
private medical insurance.

Global health risk factors 
Obesity and physical inactivity continue to become more prevalent around the world. Plus, with people 
living longer they’re likely to rely more on their health insurance to get them the treatment they need.

With our international health plans, your employees can often claim not only for serious conditions but 
also for diagnosis - these costs can vary significantly from country to country.

Currency fluctuations 
Financial uncertainties continue to affect costs in many countries.

There have been a lot of changes happening around the world recently; from the UK’s decision to leave 
the EU, to unexpected election results. This type of uncertainty has led to currency fluctuations which 
affects the price of medical treatment in many countries and is a challenge for a global business like 
ours, because we sell policies and settle claims in a number of different currencies.

Age of your employees 
When pricing a company scheme we take into account the age of each person on the healthcare plan.

As your employees and their dependants will be a year older, this will be reflected in the overall 
premium for 2018.
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Thank you for taking the time to read this renewal proposal, we hope you have found it beneficial. If you have any questions about anything you have read, please 
contact your Zilveren Kruis Account Manager and they will be happy to answer your queries.

What happens next?

Thank you for taking the time to 
read this renewal proposal.

For you, the employer: 1.  Please respond via email 
to your Zilveren Kruis 
Account Manager about 
your renewal decision 
within one month of 
receiving this proposal 
document.

2.  If you choose to renew 
your company scheme, 
please confirm that 
all the details of the 
employees requiring 
international  
healthcare cover for 2018 
are correct – this  
includes their excess and 
dental options.

3.  In November 2017 you 
will receive the consent 
form to pass on to 
your employees. You 
will need to send the 
completed forms back 
to Zilveren Kruis by 
1st December 2017  
so we can recalculate 
your premium.

4.  In January 2018, your 
Zilveren Kruis Account 
Manager will send you a 
contract from AXA and  
your invoices.

For your employees:

When the plan renews 
on 1st January 2018 your 
employees will receive the 
following information  
from AXA:

1.  A renewal email  
that welcomes them 
back for another year. 
It reconfirms their 
membership details  
and reminds them of the 
additional services  
they have access to 
through their dedicated 
online portal.

2.  Employees will not 
be receiving new 
membership cards, 
but they will be able 
to download a new 
membership statement 
for the new plan year  
by logging into  
Customer Online.

3.  Your employees will 
also be able to view a 
new copy of their plan 
handbook on Customer 
Online. Zilveren Kruis 
Account Manager will 
send you a contract from 
AXA and an invoice.
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Summary of Benefits 2018
9 

Your 
 healthcare 

benefits  
explained



Exclusions: The main 
things we don’t cover

   Cosmetic surgery or 
treatment, or any treatment 
relating to previous cosmetic 
or reconstructive treatment.

   Costs incurred for, or related 
to, any kind of bariatric 
surgery, regardless of the 
reason the surgery is needed.

   Treatment relating to learning 
disorders, speech delay, 
educational problems, 
behavioural problems, 
physical development or 
psychological development.

  Claims if you travelled  
outside of your area of cover 
for treatment or against 
medical advice.

  The cost of arranging 
treatment - e.g. cost of phone 
calls and travel expenses.

For a more information  
about what is and isn’t  
covered please refer to the 
membership handbook.

Excess

Members can choose from the 
following 3 levels of excess:

The excess will apply per policy 
year, for each person covered by 
the plan.

These are the enhanced/new benefits for 2018. If you would like any further specific information about these benefits, please contact your Zilveren Kruis Account Manager.

Benefits Amount payable
Areas of cover Worldwide or Worldwide Excluding USA  
Overall plan limit  €2,550,000
In-patient & day-patient cover 
Private hospital and day-patient unit fees including diagnostic tests, physiotherapy, psychiatric treatment Within your overall plan limit
Medical practitioner fees (surgeons, anaesthetists and physicians) Within your overall plan limit
Cash payment when you have not had to pay for eligible in-patient treatment or pay for your stay in hospital €125 per night
Accommodation for one parent while a child (under 18) is in hospital receiving eligible treatment Within your overall plan limit
Out-patient cover 
Surgery Within your overall plan limit
Out-patient treatment. Combined overall limit
i) Medical practitioner consultation fees
ii) Psychiatric treatment
iii) Diagnostic tests and physiotherapy treatment
iv) Vaccinations administered by a medical practitioner or nurse
v) Complementary practitioner charges
vi) Dietetic advice

A combined overall limit of €6,375 per year

 

Limited to 2 consultations per lifetime
Out-patient drugs, dressings and dietary preparations prescribed by a medical practitioner Within your overall plan limit
Emergency cover 
Emergency treatment in the USA (does not apply if you have added USA cover) Within your overall plan limit
Ambulance transport for emergency transport to or between hospitals, and when a medical practitioner says that it is medically essential Within overall plan limit
Emergency evacuation and repatriation Within your overall plan limit
Brain and Body Scans 
Computerised tomography (CT scan), magnetic resonance imaging (MRI scan) and positron emission tomography (PET scan) Within your overall plan limit
Cancer cover 
Active treatment of cancer. Including charges for radiotherapy (the use of radiation to treat cancers) and chemotherapy (the use of drugs to treat cancers) Within your overall plan limit
Nurse to give you chemotherapy or antibiotics by intravenous drip at home Up to 28 days per year
Cash payment if you have free chemotherapy or radiotherapy that would have been covered by your plan €60 a day up to €6,375 a year
Wigs during active cancer treatment  €190 per year
Chronic cover 
Chronic conditions Please refer to your plan handbook for further information
Kidney dialysis for chronic kidney failure. In-patient, day-patient or out-patient treatment  €63,750 per year
Pregnancy cover 
Normal pregnancy and childbirth €12,750 per year
Additional costs incurred for the treatment of medical conditions when they occur during pregnancy or childbirth Covered up to the limits that apply in the rest of this plan
Newborn care Within your overall plan limit
Other cover
Spinal supports, knee braces, or aircasts if they are part of a surgical procedure €3,200 per year
Specific medical aids and appliances €1,000  per year
Health and wellbeing cover 

Health check or cancer screening Either one annual health check up to €380 per year or one health screening for breast, 
bowel, cervical or colon cancer up to €750 per year.

Child benefit €2,000 per year for child health checks for children under 18
Eye test  Paid in full for one eye test per year
Prescription glasses and contact lenses Up to €250 each year
Dental care for dental implants, dentures and orthodontic treatment which is medically necessary 75% up to a maximum of €2,500 per year
Accidental damage to teeth €10,000 per accident, per year
Disability compensation Up  to €63,750 per year
Optional cover 

Routine, preventative and restorative dental treatment Upgrade 1: €500 per year
Upgrade 2: €1,000 per year

Zilveren Kruis International Health Plan
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€0 €125 €320




