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Swiss Re International SE Australia Branch (Swiss Re) 
 
Swiss Re International SE, Australia Branch (referred to in this Financial Hardship Policy as "Swiss Re", 
"We", "Our" or "Us") has agreed to abide by the General Insurance Code of Practice 2020, effective 
1 July 2021 ("the Code"). The objective of the Code is to establish high standards of service, 
promoting confidence in the general insurance industry and better relationships between insurers 
and their customers. Further information about the Code is available at www.codeofpractice.com.au 
and upon request. 
 
As a subscriber to the Code, Swiss Re is committed to supporting you in the event that you are 
facing financial hardship. If you are facing financial hardship, and are an eligible customer, you are 
entitled to support from Us as set out in this Financial Hardship Policy.  

 
What is financial hardship? 

Financial hardship is where you have difficulty meeting your financial obligations to Us. Financial 
hardship must have the following characteristics: 

 
• Significant – Financial hardship represents a significant impact on your ability to meet your 

financial obligations. This can be either caused by your ability to generate income or by 
additional unavoidable expenses 

• Urgent – Financial hardship requires immediate action to assist you to alleviate your 
financial situation 

• Unforeseen – Financial hardship is an unforeseen change to your situation and is outside 
your control 

• Temporary – Financial hardship must be temporary (not permanent), and you must expect 
the financial emergency will pass 

 
All of the above characteristics must be present for there to be Financial Hardship. 
 
Common causes of financial hardship include: 
 

• Involuntary unemployment or a significant reduction in income 
• Disability, including a disability caused by mental illness 
• Death or serious injury or illness of a spouse or financial dependent, or serious injury or 

illness of the policy owner 
• Divorce or breakdown of a spousal relationship 
• Property loss or other financial impact due to a natural disaster  
• Being forced out of a home due to eviction or other non-voluntary action 
• An unexpected and non-discretionary significant cost 
 

http://www.codeofpractice.com.au/
http://www.codeofpractice.com.au/
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Financial hardship applications 

If you are experiencing financial hardship, please complete the Financial Hardship Application Form 
annexed to this Financial Hardship Policy and send the completed Form to Us by email or by post.   

The following customers are entitled to financial hardship support: 

 
• an individual insured or third party beneficiary who owes Swiss Re money – including an 

excess – under an insurance policy issued by Swiss Re 
• an individual that Swiss Re is seeking to recover money from because Swiss Re believes 

such individual caused damage or loss to either an individual insured or a third party 
beneficiary it covers under an insurance policy 

• a customer making a claim under their policy due to an event that has caused them to also 
be in financial hardship and urgent financial need of the benefits they are entitled to under 
their policy 

In the Financial Hardship Application Form, you will be required to set out the circumstances of your 
financial hardship and the nature of assistance you would like from Swiss Re. The financial hardship 
you are facing must have the characteristics set out above – that is, it must be significant, urgent, 
unforeseen and temporary.  

In assessing your request for financial hardship support, We may ask for documents which are 
reasonably necessary for Us to assess your application, which may include: 

 
• Bank statements 
• Centrelink statements 
• Payslips 
• Letter from a doctor confirming inability to earn income due to disability, injury, illness or 

caring for a sick family member 
• Overdue medical bills/medical expenses 
• Bank notice regarding unpaid overdraft or repossession of mortgaged property  
• Eviction notice 
• Copies of unexpected bills/payments 
• Pending disconnection of essential services 
• Letter from former employer confirming loss of employment 
• Letter from charitable organisation re loss of employment or inability to provide for basic 

necessities 
• Repossession notice of essential items (e.g. car, motorcycle) 
• Funeral expenses 

Contact Our Financial Hardship Team: 
Phone:                           +61 2 8295 9500 
Email:                             complaints_ANZ@swissre.com 
Post:                               Level 36, Tower Two, International Towers Sydney 200 Barangaroo Avenue 

Sydney NSW 2000 
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• Notice of impending legal action 

If you don’t provide all of the information We’ve requested to assess your application, We may be 
unable to process your application or provide you with the financial hardship support you are seeking. 

If We require further information from you before We can make a decision, We will communicate 
this to you as early as possible, and We will be specific about the information required.  

We will communicate with you about your application, and where possible, use your preferred 
method of communication. If you have nominated a representative, We will keep that person updated 
about your application, unless you have requested otherwise. 

 
Your application will be sent to a member of Our Operations Team for consideration, who will then 
send the application to the Underwriting Head for approval.   
 
We will inform you in writing of the result of your application within 21 calendar days of receipt of 
the application, or where We have asked for more information and this has been provided to Us 
within 21 calendar days (or such longer period as agreed), within 21 days of receipt of that additional 
information. If We have requested further information from you and this has not been provided within 
21 days (or the agreed timeframe) We must inform you within 7 days after such deadline passing of 
the outcome of your application.  
 
When We are informing you of the result of your application, if We have decided you are not eligible 
for financial hardship support, We will provide you reasons for the decision and information about 
Our complaints process. Where We have decided you are eligible for financial hardship support, We 
will set out the details of a particular option if agreed with you. If We are unable to agree on the 
terms of such support, We will provide you with information about Our complaints process.  
 
If you inform Us that you intend to declare bankruptcy, We must work with you to determine the 
amount owed to Swiss Re and will provide written confirmation of such amount. If an amount cannot 
be agreed with you, We will provide you with information about Our complaints process.  

Financial hardship support 

We will take a case-by-case approach in determining what support to provide to you. We are not 
required to provide you with support with paying general insurance premiums under an insured 
policy issued by Swiss Re. However, support may include one or a combination of the following 
options: 

• Granting an extension of due date for payment 

• Allowing payment in instalments, taking into account what you can afford and over what 
timeframe – no reasonable request will be refused by Us 

• Paying a reduced lump sum – We will clearly explain the change in premium and effect on 
the lump sum and that if you wish to increase your lump sum at a later date, you must go 
through underwriting, and where appropriate, amended documentation may be issued 
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• Postponing one or more instalments – We will consider what is a reasonable timeframe in 
which you will be able to make payment 

 
We may also consider a release, discharge or waiver of debt. Where We release, discharge or waive 
a debt, you may ask Us to notify a financial institution with an interest in your insurance policy that 
you are entitled to financial hardship support and that We have released, discharged or waived a 
debt or obligation. If you make this request, We must agree to assist you and provide necessary 
information to the financial institution in writing.  
 

Your Privacy 
 
Swiss Re is committed to ensuring that your personal and/or sensitive information is protected in 
accordance with the Privacy Act 1988 (as amended). We collect, use, store, disclose and destroy 
your personal information in accordance with the Australian Privacy Principles and in accordance 
with our Privacy Policy. 
 
All personal or sensitive information, either provided by or requested from an individual, will be 
collected for the sole purpose of assessing the individual’s request for Financial Hardship or an 
urgent financial need of benefits. 
 
 

If you have provided information about any other person, by submitting this Application Form, you 
confirm that you’ve let them know that you are providing their information, and that you’ve obtained 
their consent to do so.  

 

Complaints 
 

We take the concerns of Our customers, brokers and third party beneficiaries seriously and We have 
a detailed Complaints Handling Policy in place. You can access a copy of Our Complaints Handling 
Policy at (Link to Our Complaints Handling Policy). 
 
If you are dissatisfied with Our decision about your financial hardship support, or with any aspect of 
the application process, you may make a complaint to Us at:  
 

 
  

Phone:                           +61 2 8295 9500 
Email:                             complaints_ANZ@swissre.com 
Post:                               Level 36, Tower Two, International Towers Sydney 200 Barangaroo Avenue 

Sydney NSW 2000 

https://corporatesolutions.swissre.com/dam/jcr:5d62437c-bcd9-464a-9a98-3cd4a4b85c98/privacy-policy-anz.pdf
https://corporatesolutions.swissre.com/dam/jcr:1e7f4537-9315-4b65-9fff-527b9c2521e6/corso_complaints_handling_policy.pdf
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Annex 1 Financial Hardship Application Form 
 
Please find the link to the Financial Hardship Application Form here. 
 
 

 

https://corporatesolutions.swissre.com/australia-newzealand/dam/jcr:232b1788-5db0-4bf6-83fa-b51fc3ccdfeb/financial-hardship-application-form.pdf

