


How do I lodge a claim?

The quickest way to lodge a claim is to notify us via email at
claims@csnet.com.au. We also encourage you to submit
one of our claims form to ensure that we have all relevant
information and understand the facts relating to your claim.
Claims forms are available here.

What information should
| provide?

We encourage you to submit one of our claims form

to ensure that we have all relevant information and
understand the facts relating to your claim. Claims forms
are available here.

What should | expect
of DUAL?

After receiving notification of a new claim, CSN will:

» Acknowledge receipt and allocate a member of our
Claims team. We'll provide you with their contact details.

« Ifwe have all the necessary information at the time your
claimislodged and no assessment or investigation is
required, we'll decide to accept or deny your claim and
notify you of our decision within 10 business days of
receipt of your claim. If we need further informationin
order to assess your claim, we'll notify you within 10
business days of receiving your claim of the detailed
information we need in order to make a decision on
your claim.

» Ifnecessary, we will appoint a loss assessor/loss adjuster
and/or investigator within 10 business days of receiving
your claim. Further, we'll notify you within 5 business days
of appointing them.

* We'llkeep you informed of the progress of your claim at
least every 20 business days unless otherwise agreed.

« We'llrespond to your routine requests for information
within 10 business days.

+ When we have all the necessary information and have
completed all investigation that was required to assess
your claim, we'll decide to accept or deny your claim and
notify you of our decision within 10 business days.

 Ifany of the above timelines are not practical due, for
example, to the complex nature of your claim, we'llagree
alternative timeframes with you.

Please note that these standards will not apply if you or
another person who may be entitled to benefits under the
policy have commenced any proceedings in any court,
tribunal or under any dispute handling process (other than
through the Australian Financial Complaints Authority) in
respect of your claim.

You can expect that CSN will actin accordance with the
standards outlined General Insurance Code of Practice
(Code), including the timeframes outlined above. DUAL is
a proud supporter of the Code, which can be accessed via
our website.

You can also expect that DUAL and CSN will protect your
personal information in accordance with the Privacy Act
7988 (Cth) and our privacy policy.

What does CSN expect
of you?

CSN requires that allinsureds provide us with the full and
transparent facts about the claim that may be reasonably
required to assess indemnity under the policy, your liability
and the potential value of the claim.

Until CSN has confirmed that your claim is covered under
your Policy, you should continue to act as a prudent
uninsured and take reasonable steps to mitigate any loss.
You should not place any settlement offers without DUAL's
consent or make any admissions of liability.

How do you make
a complaint?

If you'd like to make a complaint at any stage of the
claims process, please contact CSNin the firstinstance
via complaints@csnet.com.au.

CSN will acknowledge your complaint within one business
day and outline the complaints process in further detail.
CSNwill appoint anindependent reviewer to assess the
complaint and provide you with their contact details. Your
complaint will be reviewed in accordance with Lloyd's
Internal Dispute Resolution (IDR) process. CSN's complaints
policy which outlines their IDR process in full is available via
the following link.


mailto:claims@csnet.com.au
https://www.dualaustralia.com.au/claims/accident-and-health-claims
https://www.dualaustralia.com.au/claims/accident-and-health-claims
https://cdn2.hubspot.net/hubfs/2597761/DUAL Australia/AUS Assets/Docs/General_Insurance_Code_of_Practice.pdf?bcs-agent-scanner=8534e66a-31a8-9447-a9b3-331c09f09697
https://f.hubspotusercontent10.net/hubfs/2597761/DUAL Australia/AUS Assets/AUS Documents/AUS General Documents/DUAL-AUS-Privacy-Policy-09-20.pdf?bcs-agent-scanner=4a52d407-f7bb-8145-bb0a-7ec25dddba8f
mailto:complaints@csnet.com.au
chrome-extension://efaidnbmnnnibpcajpcglclefindmkaj/https://www.csnet.com.au/docs/CSN%20PRIVACY%20POLICY%20-%20WEBSITE.pdf

What should you do
if you're experiencing
financial hardship?

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

If you're experiencing financial hardship, you have aright
to fast-track your claim if needed. We encourage you to
notify your allocated claims officer if you're experiencing
Financial Hardship so that we can work with you to discuss
your situation and the options available to support you—
otherwise there is arisk that we may not find out about it.

If you tell us, or we identify, that you are experiencing
financial hardship, CSN will provide you with details about
how to apply for financial hardship support and provide
you with the relevant application form. Upon receipt of
your application and all information that we've requested,
CSN will provide you with an outcome in writing within 21
calendar days. If you do not provide allinformation that
we've requested within 21 calendars days, then within 7
calendar days of that deadline passing we will provide you
with an outcome.

For further assistance, please contact the National Debt
Helpline: 1800 007 007.
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Additional questions

If you have any queries, please don't hesitate to contact
CSNyvia:

Email: claims@csnet.com.au

Telephone: 028256 1770

Questions?

For further details on our A&H protection, please
contactyourlocal DUAL underwriter.

DUAL Australia does not accept any liability arising out of any reliance on the information in this fact sheet. We urge you to consult your
insurance broker, the Insurance Council of Australia or the Australian Financial Complaints Authority (AFCA) for further information. If you are
unable to resolve any issues that you may have, you may need to obtain independent legal advice. Please refer to your policy wording and any

associated endorsement for further information.
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