
COVER-MORE 
CASE STUDY

Our mission
To ensure our customer received the 
medical attention he needed when he 
suffered a serious lung infection in 
Venice. 

Who did we help?
Brian, an experienced traveller aged 
79 and travelling alone, who was on a 
five month holiday to Europe and North 
America.

What was their situation?
Brian was at the end of a two week stay 
in Venice. The day before he was due to 
depart for Paris, Brian felt like he was 
getting a cold. He decided to take a nap 
after lunch and woke up five hours later. 
When he got up to start packing his 
bags Brian collapsed and even though he 
remained conscious he was unable to get 
himself off the floor. Unfortunately, Brian 
spent the entire night on the floor of his 
hotel room unable to get up and his calls 
for help were unheard. When his phone 
rang at 5am for his wake up call, Brian 

managed to muster the energy to knock 
the phone off the table and yell that he 
needed help.

What happened?
The hotel’s night porter came to the room 
straight away and helped Brian up. Once 
he was standing, Brian felt better and he 
said he was happy for the night porter to 
leave so that he could continue packing 
to catch the train to Paris later that day. 

As soon as he started packing Brian 
collapsed again. Even though he had left 
the room the night porter was worried 
about Brian, so he soon returned to check 
that Brian really was OK. When the night 
porter found Brian on the floor unable 

to move again he called the hotel owner 
who immediately called an ambulance.

The Venetian ambulance took Brian to 
hospital by water. The hotel ran several 
tests and scans and found a large lesion 
on one of his lungs. The hospital’s 
specialist was adamant that Brian 
needed to stay in hospital. Brian ended 
up staying in hospital for eight days.

How did we help?
Brian had no mobile phone coverage 
and no access to WIFI. Brian was very 
stressed, as he had no way of telling 
anyone that he was in hospital. As Brian 
is a regular guest at the hotel where 
he was to stay in Paris a clerk on the 
front desk called Brian’s travel agent in 
Sydney to enquire about why he hadn’t 
arrived. Worried, Brian’s travel agent 
called his hotel in Venice and the hotel 
owner advised that he was in hospital. 
The travel agent contacted Brian and 
our medical assistance team so that we 
could oversee his treatment. 

Brian collapsed and even 
though he remained 

conscious he was unable to 
get himself off the floor. 

Our customer spent eight days in hospital when he contracted an infection in Venice, Italy.



“I couldn’t have asked for a 
kinder, more sensible, more 
considerate person than my 
Cover-More case manager, 
Rhys. I was so impressed by 
his kindness, sensitivity and 
simple common sense. Cover-
More oversaw my treatment 
in Venice and covered my new 
train ticket and the cost of 
the nights in Paris I had been 
unable to use due to being in 
hospital. I cannot speak highly 
enough about my medical 
treatment and my care from 
Cover-More”, Brian  
Cover-More customer

THE CLAIM COST
• $4,238

THE CASE
• Our customer Brian contracted a severe infection in Venice and spent eight days 

in hospital

• The Venetian hospital had no accessible mobile phone coverage or WIFI, so Brian 
had no way of telling anyone where he was

• When he didn’t check into his hotel room in Paris, the hotel contacted Brian’s 
travel agent in Sydney and alerted her that he hadn’t arrived

• The travel agent located Brian and advised our medical assistance team about 
his situation

• We oversaw Brian’s medical treatment and rebooked the necessary travel 
arrangements when he was ready to start travelling again

• Brian completed his five month journey without further illness

THE CHALLENGES
• After collapsing in his hotel room our customer spent a long night on the floor 

unable to get himself up 

• When he was admitted into hospital in Venice he had no way of alerting his 
loved ones, travel agent or our medical assistance team about where he was
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What happened next?
We started liaising with Brian’s Italian medical team 
and agreed that Brian would remain in hospital until 
he was ready to be discharged. We advised Brian 
that our agreement with the hospital was that he 
would remain there until they and our own medical 
assessors were happy to discharge Brian and either 
send him home to Australia or allow him to continue 
on his holiday.

What was the outcome?
After eight days in hospital, Brian was discharged and 
advised that he could continue on his holiday. We 
rebooked Brian’s train ticket and Brian continued on 
his trip as planned.

When Brian returned to Australia he immediately 
consulted his own GP. The GP’s opinion was that Brian 
had somehow contracted a viral infection which was 
so virulent that it had caused a pulmonary lesion to 
form at the base of his left lung. He thought that the 
likely cause of Brian having been unable to get up off 
the floor had been a sudden drop in blood pressure.


