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MLC On Track 
Adviser Frequently Asked Questions 
 

A wellness program for insurance customers – available from 23 November 2015 

 

1  What is MLC On Track? MLC On Track is an exciting new wellness program that will be 
available to eligible customers purchasing a new MLC Insurance 
and MLC Insurance (Super) policy from 23 November 2015. 
 
Eligible customers have the opportunity to receive up to a 10% 
premium discount by achieving a target wellness score. The 
wellness score is based on factors such as step count, active hours, 
sleep duration and resting heart rate. This information is obtained 
from a smartwatch, called the Basis Peak, which is worn by 
participants. The Basis Peak smartwatch is not currently sold in 
Australia.  

2  Who is eligible to participate in MLC On Track? To be eligible your client must: 
 have been accepted for an new MLC Insurance or MLC 

Insurance (Super) policy 
 be the life insured who has been fully underwritten to 

participate, and either be 
- the policy owner, or  
- the member of an MLC super fund or trustee for an 

SMSF, and 
 confirm they have a compatible device (phone or tablet) to 

pair with the smartwatch.  

3 -
  

How does it work? If one of your clients is eligible they’ll be sent an email with an offer 
to participate in the MLC On Track program. This happens about 7-
14 days after the new policy is issued. Access to the Basis Peak 
smartwatch forms part of this offer. Depending on underwriting 
eligibility criteria, clients will receive the watch either free of charge, 

or at cost price.  

Your participating clients will then be provided with the two 
opportunities to achieve their target wellness score in the first 12 
months of their policy. All clients have the same target score of 
900. This score is based on how many steps they do, how active 
they are, how long they sleep for, how long they wear their watch 
for and what their resting heart rate is. Each time a client reaches 
their target score within 160 days, they are eligible for a 5% 
premium discount. If they reach their target score twice, they are 
eligible for a 10% premium discount. 

These discounts are applied from your client’s next policy 
anniversary and apply for the life of the insurance policy. 

As well as offering the opportunity to achieve policy discounts, the 
program also provides your clients with general health and wellness 
information.  

On the policy anniversary, any discounts achieved will then be 
processed on any eligible policies.  

4  Are my existing MLC Insurance and MLC Insurance 
(Super) clients eligible to participate? 

Not at this stage. Once we see how customers respond to this 
program, we’ll then look at how it might benefit other customers. 

5  With the re-opening of LCS and Protectionfirst 
(Super), are these clients eligible to participate in 
MLC On Track? 

Not at this stage. Once we see how customers respond to this 
program we’ll then look at how it might benefit other customers.  
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6  Who decides which customers are eligible to 
participate in MLC On Track?  

MLC Underwriting will determine which eligible customers receive a 
free smartwatch, based on the information already provided during 
Underwriting. Clients not eligible for a free smartwatch can of 
course access one at cost provided they are eligible in the first 
place.  

All customers eligible for the free smartwatch, and to purchase the 
smartwatch will be able to participate in MLC On Track.  

7  Will there be any exceptions to the eligibility rules?  Generally speaking, no. If you have a situation where a client wants 
their eligibility status escalated, you can direct the query to your 
Underwriter.  

8  How does the smartwatch work? Your client will need to set their smartwatch up with a compatible 
device, such as their mobile phone. An online support centre is 
available to help them through this process.  

Once the smartwatch has been activated, it is then as easy as 
wearing it. Every few days your clients will need to ensure the 
smartwatch is charged and continues to be synchronised with their 
phone, so the smartwatch doesn’t run out of memory. 
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9  What are the criteria for receiving a discount? Your client’s wellness score is made up of points that are allocated 
each day based on their step count (step it), their activity (move it), 
how long they sleep for (sleep it), how long they wear their 
smartwatch for (wear it) and what their resting heart rate is (live 
it). Each day, your clients can earn a maximum of 10 points.  

Each day the wellness score is calculated as: 

Step it or move points (whichever is higher) + sleep it points + 
wear it points. These points are then divided by the live it points.  

Each client’s target wellness score is 900, and each client has 
between 90 and 160 days to achieve this score. This discount 
opportunity will be provided twice in 12 months. Each time a 
customer’s hits their target they are entitled to receive a 5% 
discount from their next policy anniversary. 

 

The amount of points each customer can achieve each day is 
shown in this table: 

Criteria Threshold per day Points allocated per 
day 

Steps (step it) Less than 5,000 

5,000 - <7,000 

7,000 - <10,000 

10,000 - <15,000 

15,000 or more 

0 

1 

2 

5 

10 

Active hours (move 
it) 

< 20 minutes 

20 - <40 minutes 

40 - < 60 minutes 

60 - <90 minutes 

90 minutes or more 

0 

1 

2 

5 

10 

Sleep duration 

(sleep it) 

< 6 hours 

6 - <7 hours 

7 - <9 hours 

9 - <10 hours 

10 hours or more 

0 

2 

3 

2 

0 

Time wearing the 
smartwatch (wear 
it) 

< 18 hours 

18 hours or more 

0 

2 

Resting heart rate  

(live it) 

< 85  

85 or more 

Divide points by 1 

Divide points by 2 
 

10  Will my clients be penalised if they don’t meet their 
target score? 

No. Your client’s insurance will never be detrimentally impacted 
through participating in MLC On Track. MLC On Track is about 
helping your clients become healthier, not about using their 
information to their detriment.   
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11  How will MLC On Track benefit my clients? We know that lifestyle factors, such as physical activity, play an 
important role in general health and wellness. We also know that 
when we describe our lifestyle habits, we often describe our 
aspirations and not necessarily our reality.  

MLC On track allows your clients to be more aware of their lifestyle 
habits by using a smartwatch to help them stay on track. The 
smartwatch not only provides your clients with the information they 
need to reach their goals, but it provides an accurate assessment of 
their activity and sleep. We know that if your clients meet their 
wellness targets within the timeframe, they’re well on their way to 
forming healthy habits and we’re happy to reward them for it.  

Currently we only give your clients this opportunity, through the 
application form, to tell us the negative aspects of their health 
history. We want to give your clients the opportunity to also 
demonstrate the good things about their lifestyle, and reward them 
for their healthy habits.  

12  Does the discount have any impact on premium 

discounts or multi-cover discounts?   

MLC On Track discounts are applied to the entire premium for any 

policies eligible to participate in the program. It does not impact 
any other discounts a customer is entitled to.  

13  Will any premium discount achieved through MLC 
On Track affect my commission?  

No. We’ve tried to design the scheme taking into account the future 
changes to commissions under the proposed Life Insurance 
Framework (LIF) that is expected to start on 1 July 2016. IN 
particular, we don’t want to claw back commission from advisers 
when the discounts are applied. This is one reason why the 
discounts will be applied at the first policy anniversary.  

Renewal commission will continue to be paid as a percentage of the 
premium.  

14  Does NAB foresee any potential privacy/security 
issues? 

The NAB has in place emergency response and escalation 
procedures with all of our partners to ensure we are immediately 
aware of any actual and potential security breaches. This means we 
can act quickly and decisively to prevent such breaches or limit the 
extent of the breach, in the unfortunate case it should happen. 

15  What assurance does my client/do I have that their 
personal information is secure?  

MLC On Track aligns with NAB’s Security and Privacy policies and 
has gone through a range of controls and approvals to ensure your 
information is kept secure.  

To protect data that may go outside Australia, the NAB mandates 
that our partners encrypt data in transmission and storage and 
require their total adherence to all Australian Privacy and regulator 
obligations.  

We have a lot of experience in dealing with customers’ sensitive 
information, such as the detailed medical information customers 
provide to us today. We would treat this new information with the 
same comprehensive security controls as we currently do 

16  What happens to the data collected? The information that’s collected from the smartwatch is evaluated 
by our analytics partner, Big Cloud Analytics. They will use the 
information to tell us whether your clients have met their target 
score for a premium discount.  

We will also use the information for statistical purposes. This will 

not detrimentally impact your client’s policy.  

17  Who is Big Cloud Analytics (BCA)? BCA is a US based company, led by a team with 25 years’ 
experience in predictive analytics and behavioural science. We have 
partnered with BCA because they provide us with access to 
technology and predictive analytics that are difficult to access in 
Australia.  

18  What support will Big Cloud Analytics provide me 
with questions relating to MLC On Track? 

We expect support for advisers will be provided via BDMs. 
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19  Will Big Cloud Analytics (BCA) have access to 
information about me and my business? 

No. We will provide BCA a number that identifies you, but this is 
only so we can help with any customer enquiries you might have.  

20  What happens if my client has changed their mind 
after accepting an offer to participate in MLC On 
Track? 

Your clients can opt out of the program at any time by going to 
their Customer Dashboard. Depending on when they terminate 
their participation, their eligibility for discounts may be impacted. 

21  If my client’s circumstances and health change after 
the insurance policy goes into force, will NAB/MLC 
consider allowing my client to participate in MLC On 
Track? 

At this time, the offer to participate in MLC On Track is only 
available when the policy is issued. 

22  How will I know my client has met the criteria to 
participate in MLC On Track? 

We’ll advise you of a client’s eligibility to participate when we call 
you to advise you of their underwriting outcome.  

23  How will I know if my client has earned a discount? We’ll advise you if your client qualifies for a discount, and the 
amount. This will happen when the discount is applied, not at the 
time the discount was earned.  

24  Who can I contact if I’ve got a question for my 

client about MLC On Track? 

You should firstly talk to your Business Development Manager or 

our Adviser Contact Centre on 133 652. 

25  What devise are compatible with the smartwatch? The Basis Peak smartwatch is compatible with the following 
devices: 

 

 iPhone 4s or later 
 Samsung S4 or later 
 Samsung Note 1 or later 
 HTC One M7 or later 
 Sony Xperia Z3 or later 
 Azus Zenfone 1 or later 
 LG One M7 or later 
 LG G3 or later 
 LG Nexus 5 or later 
 Motorola Nexus 6 or Motorola Moto or later 
 iPod touch (5th generation or later) 
  

Clients can download the Basis Peak app from the Apple iTunes 
store (Apple devices) or the Google Play store (Android devices).  

 

 

 


