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Family Violence & Supporting Vulnerable
Customers Policy

Customer Family Violence Policy

1. Purpose

Our business is committed to supporting customers experiencing family violence by ensuring
safe, respectful, and accessible services. We recognize that family violence can create barriers
to financial independence, security, and well-being, and we aim to provide appropriate
assistance.

2. Definition of Family Violence

Family violence refers to any behaviour by a partner, family member, or close associate that
causes harm, fear, or control over another person. This includes:

e Physical abuse — Harming or threatening to harm a person.

o Emotional or psychological abuse - Intimidation, threats, or coercion.

¢ Financial abuse — Controlling access to money or financial resources.

e Verbal abuse — Manipulation, insults, or threats.

o Technology-facilitated abuse — Monitoring or harassing through digital means.
3. Our Commitment to Supporting Customers

We recognize that customers experiencing family violence may need additional support. We are
committed to:

e Providing a safe and confidential environment to discuss concerns.

e Ensuring security measures for accounts and personal information.

o Offering flexible service options, including alternative contact methods.

¢ Referring customers to specialist family violence support services where needed.
4. Customer Support Measures
If a customer discloses family violence, we may offer:

e Account security protections, such as additional verification steps or restricting account
access.
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e Alternative communication options, such as a safe mailing address or nominated
contact person.

¢ Flexible payment arrangements to help manage financial hardship caused by family
violence.

e Confidential discussions with a trained staff member.
5. Confidentiality and Privacy

We treat all disclosures of family violence with strict confidentiality. Any information shared will
only be used to provide appropriate support and will not be disclosed without consent unless
required by law.

6. Employee Training
Our employees receive training to:
¢ Recognize signs of family violence.
¢ Respond with empathy and discretion.

e Provide appropriate support and referrals.

Financial Hardship Policy
1. Purpose

This policy ensures that customers facing financial hardship receive fair and reasonable
assistance in accordance with the General Insurance Code of Practice and relevant Australian
laws. It applies to customers who are unable to meet their financial obligations due to
unexpected life circumstances.

2. Scope
This policy applies to financial difficulties related to:

e Payinginsurance premiums

e Paying claim excesses

¢ Repaying overpayments of claims

e Otherfinancial obligations with Quay Marine Insurance
3. Definition of Financial Hardship

Financial hardship occurs when a customer is willing but unable to meet their financial
commitments due to reasons such as:

e Loss ofincome or employment
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Illness or medical expenses

Family violence

Natural disasters (e.g., bushfires, floods)
Death of a family member

Unexpected financial burdens

4. Assistance Available

We will assess each case individually and may offer the following support options:

Premium Assistance: Flexible payment plans, temporary suspension, or alternative
policy options.

Excess Assistance: Instalment plans or full/partial waiver of claim excess in cases of
extreme hardship.

Debt Recovery Support: Suspension of debt collection and legal action while hardship
assistance is being assessed.

Fast-tracked Claims: Prioritised claims processing for vulnerable customers

5. Application Process

Step 1: Customer Request

Customers can request hardship assistance via:

Phone: 07 3370 2522

Email: info@quaymarineinsurance.com.au

Step 2: Assessment & Supporting Documents

Customers may need to provide supporting evidence (e.g., Centrelink statements,
medical certificates, bank statements).

We will assess applications within 21 calendar days and notify the customer of the
outcome.

Step 3: Outcome & Assistance Agreement

If approved, a hardship assistance plan will be outlined in writing.

If denied, we will provide a written explanation and details on how to appeal the
decision.

6. Confidentiality & Customer Protection

We handle all hardship requests with sensitivity and confidentiality.

Page | 3
1July 2026



Level 3, Suite 6, 182 Bay Terrace
Wynnum Q. 4178
07 3370 2522

Corporate Authorised Representative of Quay Marine
\ MARINE INSURANCE / Holdings Pty Ltd ABN: 82010671 851
. ) AFS Licence No: 238271 AR: 001265363

e Customers will not be charged for requesting hardship support.
¢ We have specialised support for customers experiencing family violence.
7. Complaints & Disputes
If a customer is unhappy with the hardship assessment outcome, they may:
1. Request aninternal review through our Internal Dispute Resolution (IDR) process.

2. If unresolved, escalate the matter to the Australian Financial Complaints Authority
(AFCA) at www.afca.org.au or call 1800 931 678.

8. Compliance & Review

e This policy aligns with the General Insurance Code of Practice and the National
Consumer Credit Protection Act where applicable.

e |tisreviewed annually to ensure compliance with regulatory updates and best
practices.
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Supporting Customers Experiencing Vulnerability

At Quay Marine Insurance, we understand that people may need extra support at different
times.

Vulnerability can happen to anyone and may be temporary, ongoing or linked to a particular
situation. If you, your client or someone acting on your behalf needs additional support, we
encourage you to let us know so we can work with you in a respectful, practical and confidential
way.

What is vulnerability?
A person may be experiencing vulnerability for many reasons, including:
e disability, illness or injury
e mental health concerns
e family or domestic violence
e financial hardship
¢ language, literacy or communication barriers
e cultural considerations
e age-related factors
e major life events or personal circumstances

You do not need to provide detailed personal information to ask for support. We will only ask for
information that helps us understand how we can assist.

How we can help
Where possible, we can provide additional support by:
¢ allowing extra time to provide information
¢ communicating with you in a way that works best for you
¢ helping explain what information is required
e working with your broker, representative or support person
e considering reasonable adjustments to our usual processes
e providing details of external support services where appropriate

If you are a broker assisting a client who may be experiencing vulnerability, please let us know if
there are any communication preferences or support needs we should be aware of.

Page | 5
1July 2026



Level 3, Suite 6, 182 Bay Terrace
Wynnum Q. 4178

\ 07 3370 2522
“’0"7\/ Corporate Authorised Representative of Quay Marine

\ MARINE INSURANCE / Holdings Pty Ltd ABN: 82010671 851
. AFS Licence No: 238271 AR: 001265363

Your privacy
Your privacy is important to us.

Any personal information shared with Quay Marine Insurance will be handled in line with our
Privacy Policy. We will only use the information for the purpose of providing assistance,
managing the policy, assessing a claim or meeting our legal and regulatory obligations.

Nominating a representative

You may choose to nominate someone to speak with us on your behalf. This may be a broker,
family member, friend, support worker, legal representative or other trusted person.

Before we can discuss your policy or claim with another person, we may need your authority to
do so. This helps us protect your privacy and ensure we are speaking with the right person.

Additional support services

Quay Marine Insurance cannot provide counselling, legal, financial or crisis support. However,
the following external services may be able to help.

Translating and Interpreting Service

TIS National provides interpreting services for people who do not speak English or who prefer to
communicate in another language.

Phone: 131 450
Website: tisnational.gov.au

National Relay Service

The National Relay Service assists people who are deaf, hard of hearing or have speech
communication difficulties.

Voice Relay: 1300 555 727
TTY: 133677
Website: accesshub.gov.au

National Debt Helpline

The National Debt Helpline provides free financial counselling and support for people
experiencing financial difficulty.

Phone: 1800 007 007
Website: ndh.org.au

Beyond Blue

Beyond Blue provides mental health information and support for people experiencing anxiety,
depression or emotional distress.
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Phone: 1300 22 4636
Website: beyondblue.org.au

Lifeline
Lifeline provides 24-hour crisis support and suicide prevention services.

Phone: 1311 14
Website: lifeline.org.au

MensLine Australia
MensLine Australia provides telephone and online counselling support for men.

Phone: 1300 78 99 78
Website: mensline.org.au

QLife

QLife provides peer support and referral services for LGBTIQ+ people, their families and
supporters.

Phone: 1800 184 527
Website: glife.org.au

1800RESPECT

1800RESPECT provides counselling, information and support for people impacted by domestic,
family or sexual violence.

Phone: 1800 737 732
Website: 1800respect.org.au

If you or someone else is in immediate danger, call 000.

Page | 7
1July 2026



