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THE PURPOSE OF THIS GUIDE 

This Financial Services Guide (FSG) is provided by Australia 
Underwriting Pty Ltd is designed to assist you in deciding whether 
to use any of our services and contains important information 
about:  

- The services we offer you 

- How we and our associates are paid 

- Any potential conflicts of interest we may have 

- What to do in the event of a complaint 

-  

RESPONSIBILITY FOR SERVICES PROVIDED 

We hold an Australian Financial Services Licence and are 
authorised to advise and deal in the full spectrum of general 
insurance products. 

We are responsible for the financial services provided to you, or 
through you to your family members, including the distribution of 
this FSG. 

We are required to meet high standards for staff training, 
organisational competence, management expertise, financial 
control and compliance disciplines. 

WHO DO WE ACT FOR 

We, in most cases, act on behalf of the insurer who is issuing the 
relevant Product. 

OUR SERVICES AND PRODUCTS 

We hold an Australian Financial Services Licence No 539612 
(AFSL) issued by the Australian Securities and Investments 
Commission (ASIC) under the Corporations Act 2001 (Cth). The 
Licence allows us to provide advice on and deal in General 
Insurance products and provide claims handling and settling 
services. We offer a range of General Insurance products, which 
we issue as agent of the insurer. 

PERSONAL INFORMATION 

The Privacy Act 1988 sets out standards for the collection and 
management of personal information. With your consent, we will 
only use your personal information for general insurance services.  
Our Privacy Policy Statement is available free of charge upon 
request. 

PRIVACY 

We take the security of your personal information seriously. We will 
collect personal information directly from you when you deal with 
us, or sometimes through our agents, other companies connected 
to us or suppliers acting on our behalf. We will only ever collect the 
personal information we need in order to provide our services to 
you, such as issuing and administering our products and services 
and processing claims. We will obtain consent before collecting 
sensitive information, such as health information, unless we are 

required or permitted by law to collect it without consent. 
Sometimes we may store and disclose your personal information 
overseas. When we do this, we ensure your information is retained 
in accordance with the Australian Privacy Act 1988 and local 
privacy laws. 

Our Privacy Policy describes in more detail from whom we collect 
personal information, as well as where we store it and the ways we 
could use it. You can find it at Australiaunderwriting.au 

If you would like to access or correct your personal information, 
please contact us at Compaints@australiaunderwriting.au or on 
1300 287 475. 

WELCOME TO THE LLOYD’S MARKET 

Lloyd’s is the world’s specialist insurance and reinsurance market, 
bringing together an outstanding concentration of underwriting 
expertise and talent. It is often the first to insure emerging, unusual 
and complex risks. 

Around 80 syndicates are underwriting insurance at Lloyd’s 
covering all classes of business. Together they interact with 
thousands of brokers daily to create insurance solutions for 
businesses in over 200 countries and territories around the world. 
Lloyd’s insures the majority of FTSE 100 and Dow Jones industrial 
average companies. 

Lloyd’s enjoys strong financial security supported by excellent 
ratings. 

Visit www.lloyds.com for more information. 

YOUR PRIVACY AND THE LAW 

National Privacy Principles (NPPs) 

Australia Underwriting Pty Ltd abides by the Privacy Act 1988 and 
use is subject to the Australian Privacy Principles as set out in the 
Privacy Amendment (Enhancing Privacy Protections) Act 2012 
(Cth).. These principles set out standards to be met in the 
collection, use, disclosure and handling of personal information. or 
a full version of Our privacy statement, please click the below link 
https://www.australiaunderwriting.au/ 

COMPLAINTS AND CONTACTS 

Clients who are not satisfied with our services should contact our 
Complaints Officer.  

Australia Underwriting Pty Ltd 
Email: complaints@australiaunderwriting.au  
Toll Free: 1300 287 475 (AU RISK) 
Level 14, 333 Collins Street Melbourne 3000 
 

We are members of the Australian Financial Complaints Authority 
(AFCA), a free consumer service. Further information is available 
from our office or contact AFCA directly on 1800 931 678 or visit 
www.afca.org.au.   

AFCA can be contacted as follows: 

Telephone: 1800 931 678  
Email: info@afca.org.au 
Post: GPO Box 3 Melbourne VIC 3001  

 Website: www.afca.org.au 

We also follow The Insurance Brokers Code of Practice. You are 
able to contact us by phone, in writing, email or in person. 

COMPLAINTS RELATING TO A LLOYD’S POLICY 

Complaints that involve a policy bound by Lloyd’s market are 
subject to the requirements of the General Insurance Code of 
Practice. 

Please refer your complaint to the Australia Underwriting’s 
Complaint Officer using the contact details above. 

We will acknowledge receipt of your complaint and do our utmost 
to resolve the complaint to your satisfaction within 10 business 
days. 

If we cannot resolve your complaint to your satisfaction, we will 
escalate your matter to Lloyd’s Australia who will determine 
whether it will be reviewed by their office or the Lloyd’s UK 
Complaints team. Lloyd’s contact details are: 

Lloyd’s Australia Limited 
Email: idraustralia@lloyds.com 
Telephone: (02) 8298 0783 
Post: Suite 1603 Level 16, 1 Macquarie Place, 

 Sydney NSW 2000 

A final decision will be provided to you within 30 calendar days of 
the date on which you first made the complaint unless certain 
exceptions apply. 

You may refer your complaint to AFCA (using the AFCA contact 
details above), if your complaint is not resolved to your satisfaction 
within 30 calendar days of the date on which you first made the 
complaint or at any time. 

Your complaint must be referred to AFCA within two years of the 
final decision, unless AFCA considers special circumstances apply. 
If your complaint is not eligible for consideration by AFCA, you may 
be referred to the Financial Ombudsman Service (UK) or you can 
seek independent legal advice. You can also access any other 
external dispute resolution or other options that may be available 
to you. 

For full details of this process, please refer to the Lloyd’s Complaint 
Handling Guidelines which can be found on Lloyd’s website at 
www.lloyds.com. 

COMPENSATION 

We hold a Professional Indemnity Policy.  This policy is designed 
to pay claims by Third Parties (including our clients) arising out of 
our Professional Negligence.  The policy extends to covers us for 

mailto:complaints@australiaunderwriting.au
mailto:info@afca.org.au
http://www.afca.org.au/


FINANCIAL SERVICES GUIDE 
FSG-Australia Underwriting Pty Ltd 

 

Page | 2  FSG-Australia Underwriting 

work done for us by representatives/employees after they cease to 
work for us and satisfies the requirements for compensation 
arrangements under Section 912B of The Act. 

CONTACT AGREEMENT 

To ensure that we provide you with appropriate products and 
services, you agree to us calling you to discuss any new products 
and services.  If you do not wish to receive such calls please advise 
us and we will place you on our Do Not Call Register. 

ELECTRONIC DELIVERY OF DISCLOSURE NOTICES 

Please note that where possible we prefer to provide all 
correspondence and disclosure notices (including Financial 
Services Guides and Product Disclosure Statements) to you 
electronically, via email attachments or email links to 
documents/websites etc.  If you have provided your email address 
to us we will typically use that email address for all correspondence 
and disclosure notices.  Should you not wish to be sent disclosure 
documents electronically please advise us and we will update our 
records accordingly. 

CONFLICTS OF INTEREST 

As a business we have relationships with and receive income from 
various third parties as detailed in this FSG.  

All material conflicts that impact our advice, that are not mentioned 
in this FSG, will be advised to you on the invoices related to that 
advice. 

DUTY OF DISCLOSURE 

Before you enter into a contract of insurance, you have a duty 
under the Insurance Contracts Act 1984 (Cth) (ICA) to disclose 
anything that you know, or could reasonably be expected to know, 
or in the case of consumer contracts (as defined in Part IV of the 
ICA) (Consumer Contracts) to take all reasonable care to disclose 
anything that you know, or could reasonably be expected to know, 
that may affect the insurer’s decision to insure you and on what 
terms. You have 

that duty after proposal, and up until the time the insurer agrees to 
insure you. You have the same duty before you renew, extend, vary 
or reinstate a contract of insurance. 

You do not need to tell the insurer anything that: 

- reduces the risk that is insured; 

- is common knowledge; 

- your insurer knows or should know as an insurer; or 

- the insurer waives compliance with your duty of disclosure. 

 
If you are uncertain about whether or not a particular matter should 
be disclosed to the insurer, please contact your Australia 
Underwriting Client Manage 

 

Non-disclosure 

If you fail to take reasonable care in disclosing information to us in 
the case of Consumer Contracts, or do not tell your insurer 
anything you are required to, the insurer may cancel your contract 
or reduce the amount that it is required to pay you if you make a 
claim, or both. If your failure to disclose is fraudulent, the insurer 
may refuse to pay a claim and treat the contract as if it never 
existed. 

GENERAL INSURANCE CODE OF PRACTICE 

Australia Underwriting is bound by the General Insurance Code of 
Practice (the Code). The Code sets out the standards that general 
insurers must meet when providing services to their customers, 
such as being open, fair and honest. It also sets out timeframes for 
insurers to respond to claims, complaints and requests for 
information from customers.  

The Code covers many aspects of a customer’s relationship with 
their insurer, from buying insurance to making a claim, to providing 
options to those experiencing financial hardship, to the process for 
those who wish to make a complaint. 

The Code is available from the General Insurance Code of Practice 
website at www.codeofpractice.com.au. 

OUR SOURCES OF INCOME 

When placing your insurance, we usually receive a commission 
from the insurer.  The amount varies between 0% and 22.5% of the 
base premium you pay.  Where a policy is cancelled before the 
period of insurance has ended, we will usually retain the 
commission on any return premium involved. 

We may receive additional remuneration from insurers with whom 
we have profit share or volume bonus arrangements.  This 
remuneration is payable if we meet certain agreed sales and/or 
profitability targets set by the insurer.  If we have profit share 
arrangements with an insurer that apply to a product. 

We retain the interest on premiums paid by you that are held in our 
trust account before paying the insurer. 

HOW OUR REPRESENTATIVES ARE PAID 

Our representatives do not receive any benefit directly from the 
sale of a product to you.  Our representatives may receive bonuses 
payable based on the overall performance of our business.   

LACK OF INDEPENDENCE 

We are not independent, impartial or unbiased because we receive 
commissions from the Insurer that we place your insurance with 
and we retain that commission to operate our business. 
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