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Family Violence Customer Support Policy

Underwriting Agencies of Australia Pty Ltd (ABN: 86 003 565 302; AFSL: 238517) (UAA) is committed to
supporting people affected by family violence and treating them with the utmost dignity and respect. Family
violence is a complex issue that is present throughout our communities.

We recognise that family violence means much more than physical violence. It includes emotional abuse,
psychological abuse, sexual abuse, financial or economic abuse and damage to property. Our priority is to
ensure that whenever family violence is identified or suspected, the safety of the customer affected by family
violence and their family is protected and we are committed to supporting you.

UAA Family Violence Support

Family violence is a complex issue that UAA takes seriously. Family violence refers to violent, threatening, or
abusive behaviour where an abuser seeks to dominate, coerce or control the other person, often an intimate
family member or partner. Family violence is not limited to physical harm, it can include emotional, sexual,
financial, psychological abuse and social isolation as well.

At UAA we recognise family violence impacts the communities in which we operate. We acknowledge it is
complex, challenging and personal. If you are affected by it, we are committed to supporting you through
this difficult time.

Your safety and wellbeing

There are services available if you or someone you know is experiencing family violence. We've listed some
these for you on the next page. However, in an emergency, or if you're not feeling safe, always telephone 000.

How can we help?

If you notify us of vulnerability or financial hardship, we will provide you with our insurer's contact details
(listed below) and the National Debt Helpline's telephone number. We will also:

e ensure safe and confidential communication considering individual circumstances;

e help toset up new insurance policies;

e refer you to our insurer to access financial hardship assistance (contact details below); and

e provide you with contact details of free and confidential support services (some services below).

QOBE Insurance (Australia) Limited
Financial Hardship Support Team

Email: hardshipsupport@gbe.com
Telephone: 1300902 417
Post: Financial Hardship Support Team, PO Box 84, Lismore, NSW 2480

Website: OBE Supporting Our Customers

QBE Complaints Team

Email: complaints@gbe.com
Telephone: 1300 650 503
Post: Customer Relations, GPO Box 219, Parramatta, NSW 2124

Website: QOBE Complaints and Feedback

UAA's complaints contact details:

Email: complaints@uaa.com.au
Telephone: +612 4925 6600
Post: Complaints, Suite C202, 19A Honeysuckle Drive, Newcastle NSW 2300

Website: UAA Customer Care

National Debt Helpline: 1800 007 007

For information on the General Insurance Code of Practice, visit General Insurance Code.

Training

Our employees and third-party providers are trained to be aware of family violence, so that they can deal
appropriately and sensitively with customers affected by family violence. We are committed to training our




employees to help them:

1. understand if a customer may be vulnerable;

2. offer various support services to a vulnerable customer;

3. take account of a customer's particular needs or vulnerability; and

4. engage with a vulnerable customer with sensitivity, dignity, respect and compassion.
This may include providing contact details of specialised services.

UAA will ensure that our Service Suppliers who deal directly with customers, such as loss assessors, are also
trained to deal appropriately with customers affected by family violence.

Your Privacy

We recognise that privacy and confidentiality can be critical to safety in any family violence situation, and we
will treat any information you give us about your situation and your personal circumstances accordingly.

For further information please refer to our Privacy Policy, which is available on our website.

Financial Hardship

If you've been impacted by family violence you may be eligible for financial hardship support such as
deferred, reduced or waived payments for claims excesses or outstanding debts owed to us.

For information on financial hardship please visit our website or telephone us on (02) 4925 6666.

Sometimes you may need extra help to get your finances back on track during a difficult time. For free,
confidential and independent financial advice you can telephone the National Debt Helpline on 1800 007
007.

Employee Support

We also recognise that our own employees may be impacted by family violence and need support. We have
a range of measures in place to support our people which include, access to paid leave, access to free and
confidential support through our Employee Assistance Program, training for our people and referrals to
external support services.

Community Support Services

Agency Phone Website ‘ Services available

1800 RESPECT 1800 737 732 1800respect.org.au 24 hour hotline for any Australian who
has experienced, or is at risk of, family
and domestic violence and/or sexual
assault.

Beyond Blue 1300 224 636 beyondblue.org.au 24/7 support to people experiencing
anxiety or depression or experiencing a
personal crisis or thinking about suicide.

Relationships 1300 364 277 https://www.relationships.org. | Relationship support services for
Australia au/ individuals, families and communities.

We aim to support all people in Australia
to achieve positive and respectful
relationships.

Lifeline 131114 https://www lifeline.org.au/ 24/7 counselling & referral service for
people in a crisis situation.

Mensline 1300 789 978 https://mensline.org.au/ 24/7 support, information and referral
service for men with family and
relationship issues.

Kids Help Line 1800 551 800 https://kidshelpline.com.au/ Free, private and confidential telephone
and online counselling service
specifically for young people between 5
and 25 in Australia.




13YARN 139276 https://www.3yarn.org.au/ 24/7 national crisis support line for mob
who are feeling overwhelmed or having
difficulty coping.

Ageing and 1800 628 221 https://ageingdisabilitycommi | Promote the rights of older people and

Disability Abuse ssion.nsw.gov.au/ adults with disability to live free from

Helpline abuse in their family, home and
community.

Q Life 1800 184 527 https://qlife.org.au/ A dedicated contact line for LGBTIQ+
relationship support.

National Association | 02 9160 9500 http://www.naclc.org.au/ Legal services to the public, focusing on

of Community Legal
Centres

disadvantaged and people with special
needs.

National Debt
Hotline

1800 007 007

https://ndh.org.au/

Financial counselling is a free,
confidential service to assist people in
financial difficulty.




