
COVER-MORE 
CASE STUDY

Our mission
To oversee our customer’s medical 
treatment in Turkey and to ensure he 
travelled home comfortably once he was 
determined ‘fit to fly’.

Who did we help?
John, and his wife, Susan, who were 
on a seven-week holiday to Turkey and 
Scandinavia. They were travelling with 
their daughter Christine and several close 
friends.

What was their situation?
John and Susan were one week into their 
seven-week holiday, when John started 
to experience abdominal pain one day in 
Gallipolli. The pain increased throughout 
the day, so friends took John to the local 
medical clinic where he was diagnosed 
with wind. John was told to go back to his 
hotel room and rest until it passed. 

What happened?
The pain continued to worsen, so John’s 
wife and friends took him to the local 

hospital. The hospital immediately ran 
an x-ray, CAT scan and several tests. They 
soon advised that John needed surgery, 
as his bowel was twisted. When they 
heard the diagnosis, John’s wife and 
friends were adamant that John should 
travel to Istanbul so that he could have 
the surgery in a bigger, international 
hospital. 

With that in mind, the group immediately 
departed for Istanbul. When they arrived 
the hospital required an AUD$20,000 
upfront payment to admit John. John 
and Susan made the payment on their 
credit card and John was operated on 
via keyhole surgery two hours later. 
While John was in recovery he was still 
in terrible pain. His medical team ran 

another scan and immediately rushed 
John into surgery where they performed 
a major operation to repair his perforated 
bowel. Because John’s bowel had been 
perforated for some time, his lungs and 
kidneys had started to shut down due 
to sepsis. John spent eight days in the 
Intensive Care Unit and a month in the 
general ward recovering.

How did we help?
When John and Susan arrived in Istanbul 
their daughter Christine called our 
medical assistance team to inform us 
of John’s situation. We immediately 
started liaising with John’s medical team 
so we could monitor his treatment. We 
also liaised with the hospital to take 
responsibility for paying for John’s stay 
and the hospital reversed the $20,000 
charge on John and Susan’s credit card. 
We booked a hotel room close to the 
hospital for Susan where she stayed for 
the next five weeks. 

John spent eight days in 
the Intensive Care Unit and 

a month in the general 
ward recovering.

Our customer was diagnosed with a perforated bowel when he was in Gallipoli, Turkey.



“We always travel with  
Cover-More. The assistance 
we got from Cover-More – you 
couldn’t want for anything 
more. My wife spent five 
weeks in a hotel room near the 
hospital where I was receiving 
treatment and she was on the 
phone to Cover-More all the 
time. The support your team 
provided to her was  
also excellent.”  
John Waller,  
Cover-More customer

THE CLAIM COST
• $105,000

THE CASE
• Our customer John experienced severe abdominal pain in Gallipoli, Turkey
• The local medical clinic diagnosed John with a twisted bowel and he travelled to 

Istanbul for surgery
• Keyhole surgery was performed to fix the twist
• Following surgery John remained in intense pain. Scans showed that John’s 

bowel was also perforated and he was rushed into surgery
• The perforation had caused sepsis and John’s lungs and kidneys had started to 

shut down
• John spent five weeks in hospital before he was ‘fit to fly’ home to Melbourne
• Our registered nurse escorted John home from Istanbul 

THE CHALLENGES
• Our customer’s first surgery to fix a twisted bowel did not ease the intense pain 

he was experiencing 
• Further scans found a perforated bowel, which was causing sepsis, and major 

surgery was required to repair it. The sepsis had caused our customer’s lungs 
and kidneys to start shutting down
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What happened next?
Due to the severity of John’s sepsis, and the major 
surgery that was required to locate and repair his 
perforation, he required a five-week stay in hospital 
before he was ‘fit to fly’ home. When our medical 
assistance team and John’s Turkish doctors were 
happy that he was ready to make the long journey 
home to Australia, one of our registered nurses flew 
to Istanbul from London to meet John and Susan 
and escort John home to Melbourne. 

What was the outcome?
John made the long journey comfortably and safely. 
Our nurse was responsible for monitoring John 
while they were travelling and administering his 
medication as required.

John has made a full recovery. He and Susan are 
making their planned trip to Scandinavia this year.


