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Important information

Last review date/ reviewer WRITP{0VI

Applies to This policy applies to Carriers Insurance Broker’s customers
affected by vulnerability

Document version control

Version Date Comments
04/10/23 First Edition
23/06/26 Update per AMS release
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1. INTRODUCTION

At Carriers Insurance Brokers we recognise that customer vulnerability is a serious issue that it
affects diverse sectors of our community. Our policy outlines the support available to all
customers who may be experiencing vulnerability. In the case of our customers experiencing
vulnerability, the nature of their circumstances mean they are particularly at risk of harm or loss.
Vulnerability can be temporary or permanent and people experience vulnerability differently.

What is a vulnerable customer?

A vulnerable customer is defined as “someone who, due to their personal circumstances, is
especially susceptible to detriment, particularly when a firm is not acting with appropriate levels
of care.”
A person’s vulnerability may be due to a range of factors such as:

e age;

o disability;

¢ financial distress;

¢ mental health conditions;

e physical health conditions;

o family violence;

e language barriers;

e literacy barriers;

e cultural background;

e Aboriginal or Torres Strait Islander status; or

e remote location
Family and domestic violence can include, but is not limited to:

e physical violence

e sexual assault

e emotional or verbal abuse

e psychological abuse or controlling behaviour

e stalking

¢ financial abuse, and

e abuse of older Australians.
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Support for our customers

We acknowledge that if you have previously experienced vulnerability, such as family violence
or are currently experiencing family violence that this may make your ability to communicate with
us more challenging, and/or make payments to us more difficult. We also acknowledge that we
have a responsibility to ensure that we have in place measures to support you in these times of
need.

We are committed to taking extra care with customers who experience vulnerability and
recognise that a person’s vulnerabilities can give rise to unique needs, and that their needs can
change over time and in response to particular situations.

Our commitment to you

e We recognise violence is unacceptable in any relationship and customers experiencing
family violence will be treated with dignity and respect;

e The support we provide customers experiencing family violence or other vulnerabilities is of
the highest priority;

e Customers who indicate or disclose family violence are able to access support from us that
is appropriate to their circumstances;

e Disclosures made to any relevant third parties will be made with great care, keeping in mind
the sensitivity and confidentiality of the customer’s situation; and

e We may need to be flexible and vary our approach to our customers based on individual
circumstances, including providing more personalised support to help customers navigate
through our processes.

We are here to support you

Where you disclose vulnerability, or where we have reason to believe family violence is
occurring, we will handle this information sensitively and will, on a case-by-case basis, consider
various measures to support you, such as:

e prioritising the sensitivity of your situation;

e maintaining confidentiality of information;

e minimising the number of times you need to disclose your situation by having dedicated
employees specifically trained to assist customers experiencing family violence;

e manage the way we communicate with you so we do not add further risk;

e providing you with referral assistance to appropriate support agencies where needed.

Training our employees to assist you

All our customer-facing employees have received awareness training to support customers
experiencing vulnerability. Additionally, Carriers Insurance Brokers Pty Ltd has dedicated
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employees within our company who have received additional specialist training to support
customers experiencing vulnerability with extra care and flexibility.

Confidentiality undertaking

We understand the risks of disclosing information in relation to customers experiencing
vulnerability. Protecting your personal and other confidential information — such as your physical
address and telephone number — is critical to your safety in these situations.

In addition to our Privacy Policy, we will discuss safe ways to communicate with you and how
we record your confidential information. We will protect your sensitive information and, where
possible, give you control over how your personal information is shared with third parties. We
will inform you about what information you need to share with other policyholders, such as
information about a claim, so you can make appropriate arrangements.

2. PROCESS

If you tell us, or we identify, that due to a vulnerability you need additional support or
assistance, we will work with you and try to find a suitable, sensitive and compassionate way
for us to proceed. We will do this as early as practicable, and we will protect your right to
privacy.

Dealing with vulnerable customers

We will take additional care when dealing with customers who are identified as being
vulnerable and provide additional support and assistance in connection with the provision of
our services. If you self-identify as being affected, you will be treated in accordance with this
policy without further evidence being required.

We will treat all information as sensitive and will take measures to ensure the information is
kept confidential.

Safe communication

Any engagement that we have with impacted customers will be dealt with in a confidential
manner. We ensure that we record these communication methods, including details of any
third party engagement, such as a financial counsellor, lawyer, community services or social
work, legal aid officer or family violence specialist.

We ensure that we minimise the information that a customer is required to provide and the
number of times they are required to disclose the same information, noting that they may not
have access to their personal information, records and documents.

Where possible, we provide consistency by way of ensuring one point of contact or a single
pathway to a specialist.

Carriers Insurance Brokers Pty Ltd | Customer Vulnerability Policy | V2 June 2026 Page 6 of 9



Joint policy holders

As a customer, if you hold a joint policy — i.e. someone else is named on your policy as well as
you, we will consider the potential risks to your personal safety when communicating with you,
and ensure that our communication is in line with our privacy policy.

How to notify us

We encourage customers experiencing vulnerability to notify us by contacting your usual
account manager, or should you prefer to discuss your circumstances confidentially, you can
contact our Privacy Officer, Kate Giles.

If you tell us that you are affected by vulnerability, we will also determine whether you are also
experiencing financial hardship, and will refer you to the appropriate personnel to speak to.

If you are dissatisfied with the management of your situation, you can lodge a complaint.
Information about our complaint management process can be found on our website
www.carriersinsurancebrokers.com.au or by contacting us at cover@carriers-ins.com.au .

Other services that may help

If you tell us, or we identify, that you need additional support from someone else (for example,
a lawyer, consumer representative, interpreter or friend), then we will recognise this and allow
for it in all reasonable ways.

Always call 000 if you or your family members are in immediate danger

Support Phone Website Services provided
Agency

1800
RESPECT

National 24-hour Domestic &
1800 737 732 1800respect.org.au | Family Violence and Sexual
Assault Line

24/7 support, information and
MENSLINE 1300 78 99 78 mensline.org.au referral service for men with
family and relationship issues

Access to free legal

Women's .
assistance and supports to
Legal http://www.wlsa.org.a
. escape and recover from
Services u/ .
) violence and abuse for
Australia

women
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https://www.1800respect.org.au/
file://///AALFSPPDC001/ILUO$/CEV/mensline.org.au
http://www.wlsa.org.au/
http://www.wlsa.org.au/

Support Phone Website Services provided
Agency
24/7 counselling & referral
Lifeline 1311 14 lifeline.org.au service for people in a crisis
situation
24/7 support to people
Beyond Blue 1300 224 636 beyondblue.org.au | experiencing anxiety or
depression
Financial counselling is a
National | 44,0007 007 | httpssindh.org.ay | e confidential service to
Debt Hotline assist people in financial
difficulty
National An |ndep'endent n.ot-f.or-proflt
e community organisation that
Association .
provides legal and related
of http://www.naclc.org. . .
. services to the public,
Community au/ .
focusing on the
Legal .
disadvantaged and people
Centres . .
with special needs.
Translating 24/07 interpreting service for
people who do not speak
and . . . .
. https://www.tisnation | English and for agencies and
Interpreting 13 14 50 .
. al.gov.au/ businesses that need to
Services . . .
(TIS) communicate with their non-
English speaking clients.
. Voice: 1300 555 NRS is an Australia wide
National 727 .
Rela httos://WWW.SErvices telephone access service
.y TTY: 133 677 ps: . available to clients who are
Service australia.gov.au deaf or have a hearing or
(NRS) SMS: 0432 677 avea 9
speech impediment.
767
Services Government services
. available for both students
Australia

and older Australians.
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http://www.lifeline.org.au/
file://///AALFSPPDC001/ILUO$/CEV/beyondblue.org.au
tel:1800%20007%20007
https://ndh.org.au/
http://www.naclc.org.au/
http://www.naclc.org.au/
https://www.tisnational.gov.au/
https://www.tisnational.gov.au/
https://www.servicesaustralia.gov.au/
https://www.servicesaustralia.gov.au/

Organisation

Support Phone Website Services provided
Agency
National National peak body
Aboriginal representing Aboriginal
Community 02 6246 9300 https://www.naccho.o Community Controlled Health
Controlled rg.au/ Services across the country
Health on Aboriginal health and

wellbeing issues

company a call as they may be able to assist.

Support Your bank may be able to help provide relief for mortgage payments or
from your . .
provide other forms of relief.
bank
Utility bills If you are finding it difficult to pay your bills, you can give your utility

CONTACT DETAILS

Carriers Insurance Brokers Pty Ltd

ABN 66 001 609 936
Australian Financial Services Licence Number 246632

www.carriersinsurancebrokers.com.au

Carriers Insurance Brokers Pty Ltd

Website:
Phone: 02 9913 2002
Email: cover@carriers-ins.com.au
Mail:
PO Box 415
Mona Vale
NSW 1660
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