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Financial Hardship Assistance

Canopius is committed to adopting the
essential elements of the Financial Hardship
provisions as described in Section 10 of the
General Insurance Code of Practice (“the
Code").

We understand that there are times when
circumstances beyond your control can
make it difficult to meet all your financial
commitments.

If you tell us, or our business partners, that you
are experiencing Financial Hardship, we will
work with you, through our relevant business
partners, to discuss your financial situation
and the options available to support you.

We will ensure that we, as well as our relevant
business partners, have internal policies and
trainings for our Employees to help them
identify individuals experiencing Financial
Hardship.

2 Definition of Financial Hardship
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For the purposes of the Code, “Financial
Hardship” means that a customer may have
difficulty meeting their financial obligations
being:

a) An individual insured or a Third Party
Beneficiary who owes us money, including an
excess, for an insurance policy issued by us; or

b) An individual we are seeking to recover
money from because we believe that the
individual has caused damage or loss to
either our Insured, or a Third Party Beneficiary
covered by us under an insurance policy.

This Policy and the related support does not
apply to providing support for the payment of
insurance premiums for an insurance policy
issued by us.

If you are an individual insured with an urgent
financial need of the benefits that you are
entitled to under your insurance policy as

a result of the event causing the claim (for
example, a natural disaster), you may ask our
relevant business partners to fast-track your
claim.

3 Assessing your Request for Financial
Assistance
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To submit a request for Financial Hardship
support, please contact our relevant business
partner shown in your policy document.

Our business partner will provide you with an
application form and gather your supporting
documents for reasonable evidence — for
example:

a) evidence of serious illness that prevents
you from earning income;

b) evidence of your unemployment;

c) evidence of a disability, including a
disability caused by mental iliness; and

d) evidence of your financial records (e.g. if
you are a Centrelink client, your Centrelink
statements).

Canopius as well as our business partners
will only request information from you if it
is reasonably necessary for assessing your
application for Financial Hardship support.
We will use your preferred method of
communication.

4 Putting Recovery on Hold
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Note: Unless otherwise defined in this Policy, capitalised terms have the

same meaning as those terms as defined within the Code.

If an Individual has applied to one of our
business partners for Financial Hardship
support, we will work with the relevant
business partner, or any relevant Collection
Agent, to put a hold on any of our recovery
action in relation to an amount owed by that
individual until the application is assessed,
and the individual is notified of our decision.
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5 Making a Decision
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b) be specific about the information we need.
5.3 You have 21 Calendar Days from the date
of request for information to provide that
information to our relevant business partner,
unless we have agreed to a different
timeframe with you.
5.4 If you do not provide all information we

requested within 21 Calendar Days, then within
7 Calendar Days of that deadline passing,

we will tell you in writing, through our relevant
business partner, our decision about whether
to give you Financial Hardship support.

6 Financial Hardship Support

6.1

If we decide that you are entitled to Financial
Hardship support, then our relevant business
partner will work with you to implement an
arrangement that could include any one or
more of the following:

a) delaying the date on which the payment
must be made;

b) paying us or our relevant business
partner in instalments — we will not refuse
a reasonable request from you to pay the
amount you owe in instalments;

c) paying a reduced lump sum amount;

d) delaying one or more instalment payments
for an agreed period;

e) deducting the excess from the claim
amount we pay you.

6.2 If we decide that you are not entitled to

Financial Hardship support, our relevant

Note: Unless otherwise defined in this Policy, capitalised terms have the @) canopius

same meaning as those terms as defined within the Code.



Offices

Sydney

Level 35

60 Margaret Street
Sydney

NSW 2000

+61(02) 8537 3502

Melbourne (Trading Office)
Spaces Rialto, Level M2
West Podium

525 Collins Street
Melbourne

VIC 3000

+61(02) 8537 3502

Floor 29

22 Bishopsgate
London

EC2N 4BQ

+44 (0)20 7337 3700

200 South Wacker Drive
Suite 950

Chicago

lllinois 60606

+1 630 994 5600

140 Broadway
Suite 2210

New York

NY 10005

+1 630 994 5600

|deation House
Ground Floor
The Waterfront
94 Pitts Bay Road
Pembroke HM08
+1441292 9905

®) canopius

Last updated: 28 February 2025

138 Market Street
CapitaGreen, #04-01
Singapore 048946
+65 6593 0150

Brighton Place

Ground Floor No. U0213-U0215
Jalan Bahasa 87014

Labuan F.T. Malaysia

+60 87 442 899

Canopius Underwriting Division
at Lloyd's China

30th Floor

Shanghai Tower

501 Middle Yincheng Road
Pudong

Shanghai 200120

+86 216162 8260

canopius.com



