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How we support customers experiencing vulnerability?

We are committed to taking extra care with persons who experience vulnerability. We 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.

What is Vulnerability?

A person’s vulnerability may be due to a range of factors such as:

e age;
o disability;

e mental health conditions;

e physical health conditions;

e family violence;

e language barriers;

e literacy barriers;

e cultural background;

e Aboriginal or Torres Strait Islander status;
e remote location; or

e financial distress.

Need extra support?

We are committed to ensuring all customers can access and understand our services. If you require
additional assistance due to personal circumstances, such as the ones noted above, we encourage
you to let us or your insurance broker know. We will work with you to arrange the help you need.

Please contact us as below if you require any help:
Mail: Level Underwriting Pty Ltd, Level 3, Building 7, 570-588 Swan St, Richmond, VIC, 3121
Phone Number: 02 9139 9999

Email: support@Ileveluw.com.au

Protecting Your Privacy

We will handle your personal information in accordance with, and subject to, the requirements
under the Privacy Act 1988 (Cth) and any other applicable laws and our Privacy Policy
(www.leveluw.com.au/privacy policy).

We are committed to the security of your personal information and will engage with you to
determine your preferred methods of communication.

We will minimise the need for you to repeat disclosure.
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Internal References

If you need additional support, it is important to know what resources we have that are available to
you. See our website for the policies below:

e Family Violence Support Policy
e Financial Hardship Support Policy
External Referral Services

See below for details of helpful external assistance services:

Interpreting and Hearing Assistance Services
Government Translation and Interpretation Service

Immediate phone interpreting (24 hours, every day of the year).
Call: 131 450 (within Australia)

Call: +613 9268 8332 (outside Australia)

ATIS phone interpreting

Interpreting service 24 hours, every day of the year.

Call: 1800 131 450

Free Interpreting Service (enquiries about free services)

Call: 1300 575 847

Email: tis.freeinterpreting@homeaffairs.gov.au

The National Relay Service (NRS)

An Australia-wide telephone access service available to customers who are deaf or have a hearing or
speech impediment.

Voice Call: 1300 555 727
TTY: 133 677

Text: 0432 677 767

Counselling Services
Wesley LifeForce

Provides a tool for suicide prevention services and crisis support to people most at risk. Connect to a
range of local services in your area.

https://wesleylifeforce.org.au/wesley-lifeforce-help/

1800 RESPECT
A free and confidential service for family and domestic violence support, available 24/7.
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Call: 1800 737 732
Beyond Blue

Provides information and support for depression, anxiety and suicidal thoughts. Call 1300 224 636
for immediate support (available 24/7)

Lifeline

A free and confidential 24/7 crisis support and suicide prevention services.

Call: 1311 14

Text: 0477 1311 14

MENSLINE Phone

An information and referral service for men with family and relationship issues, available 24/7.
Call: 1300 78 99 78

Website: www.mensline.org.au

Qlife
National telephone and web-based counselling, referrals and support groups for LGBTIQ people and
their families.

Phone: 1800 184 527 (Seven days, 3pm to midnight)

Website: www.qglife.org.au

Financial Assistance Service
Provides free financial counselling that helps people in Australia manage debt problems.

Call: 1800 007 007 (Monday to Friday, 9:30am — 4:30 pm)

Other Support Services
Advocare

Provides a range of advocacy and information services specially designed to assist older people, their
families and carers.

Call: 1800 655 566
Services Australia

Delivers government payments and services. Can help with raising kids, living arrangements and
ageing, work, education or health and disability.

Website: https://www.servicesaustralia.gov.au/
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