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Precision Underwriting subscribes to the Insurance Council of Australia’s General Insurance Code of 
Practice (Code) with the exception of any claims adjusted outside of Australia. Precision Underwriting 
and Certain Underwriters at Lloyd’s support the Code and its objectives of raising standards of service 
and promoting fair treatment of customers.  
 
We are committed to treating people fairly, particularly when they are experiencing financial hardship. 
This policy explains how we will support you in those circumstances.  

 

 

Who this applies to 

For the purposes of this section, “you” means:  

(a) an individual Insured or Third Party Beneficiary who owes us money – including an excess- under 
an insurance policy we have issued; or  

(b) an individual we are seeking recovery from, for damage or loss caused by them to an Insured or 
Third Party Beneficiary we cover under an insurance policy.  

This section does not apply to the payment of premiums under an insurance policy we have issued.  

 

Requesting Financial Hardship Assistance 
If you owe us money and are experiencing Financial Hardship, you may ask us to assess whether you 
are entitled to assistance.  

You can contact us directly or through a representative. We will: 

 Provide you with information about our Financial Hardship process; 
 Offer to send you a Financial Hardship application form (where required); and 
 Provide contact details for the National Debt Helpline 1800 007 007 (Monday-Friday, 9.30am-

4.30pm).  

We will take reasonable steps to ensure our process is accessible and easy to understand.  

 

Our approach to Financial Hardship 
IF you tell us you are experiencing Financial Hardship, we will: 

 Treat you with dignity, respect and sensitivity; 
 Work with you in a fair, timely and transparent manner; 
 Take into account your individual circumstances, including vulnerability; and 
 Only ask for information that is reasonably necessary to assess your request. 

In assessing your request for Financial Hardship assistance, reasonable evidence of your Financial 
Hardship may assist us, such as:  

a. Centrelink statements;  
b. medical evidence of illness or disability including mental illness; 
c. evidence of unemployment or reduced income. 

If, after we receive your application for Financial Hardship assistance, we need more information from 
you before we can make our decision, then we will tell you the information we need as early as 
possible and be specific about the information we need. You have 21 calendar days from the date of 
our request to provide us with that information, unless we agree to an alternative timeframe with you. 

 

Timeframes for our Decisions 
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We will notify you about our assessment of whether you are entitled to assistance for your Financial 
Hardship within 21 Calendar days (or an alternative timeframe agreed with you) after we receive your 
application and all reasonably required information.  

If we cannot meet this timeframe, we will: 

a. tell you the reasons for the delay; and 
b. agree a new timeframe with you. 

 

Recovery action while assessing Financial Hardship 
If you make a request for Financial Hardship assistance in relation to an amount we seek from you, 
we will contact any relevant Collection Agent and put on hold any recovery action in relation to that 
amount until we have assessed your request and notified you of our decision.  

If we determine that you are entitled to Financial Hardship assistance:  

(a) we will work with you to consider an arrangement that could include:  

(i) extending the due date for payment;  

(ii) allowing paying in instalments;  

(iii) accepting a reduced lump sum amount;  

(iv) postponing one or more instalment payments for an agreed period;  

(v) deducting the excess from the claim amount we pay you; 

(vi) waiving fees or charges; or 

(vii) a combination of the above options. 

We will confirm any agreed arrangement in writing. 

You may also: 

 Request a release, discharge or waiver of a debt (but you are not automatically entitled to a 
release, discharge or waiver); and 

 Ask us to notify any financial institution with an interest in your policy. 

If we agree to release, discharge or waive a debt, we will confirm this in writing. 

 

If your request is declined 
If we determine that your are not entitled to Financial Hardship assistance, we will explain the reasons 
for our decision and provide details of our Complaints Process, including your right to escalate your 
complaint to the Australian Financial Complaints Authority (AFCA) if you are not satisfied with our 
response. 

If your circumstances change, you may make a further request. While assessing your further request, 
it will be at our discretion whether we again put any recovery action on hold. 

 

If we cannot reach agreement: 
If we cannot agree on an arrangement, we will: 

a. Clearly explain why; and 
b. Provide details of our Complaints Process, including your right to escalate your complaint to 

the Australian Financial Complaints Authority (AFCA) if you are not satisfied with our 
response. 

Collection of monies owed 
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 If we authorise an agent to send you any communication about money you owe us, that 
communication will identify us as the insurer on whose behalf the agent is acting, and it will specify 
the nature of the debt.   

We will require our agents to notify us, or to tell you to notify us, if you inform them that you are 
experiencing Financial Hardship, and require them to provide you with details of our Financial 
Hardship process. We and our agents will comply with the ACCC and ASIC debt collection guideline 
when taking any recovery action. If you inform us that you intend to declare bankruptcy, we will work 
with you or your representative to provide a written confirmation of the debt you owe us for the 
purposes of bankruptcy. If we cannot reach an agreement, we will provide details of our Complaints 
process.   


