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Family Violence & Supporting Vulnerable Customers Policy

MECON Insurance Limited (Financial Service Provider Number: 431406; NZBN: 9429041620298; Financial
Services Complaints Ltd Member Number: 6483) (MECON NZ) is committed to supporting people affected by
family violence and treating them with the utmost dignity and respect. Family violence is a complex issue
that is present throughout our communities.

We recognise that family violence means much more than physical violence. It includes emotional abuse,
psychological abuse, sexual abuse, financial or economic abuse and damage to property. Our priority is to
ensure that whenever family violence is identified or suspected, the safety of the customer affected by family
violence and their family is protected and we are committed to supporting you.

Helping Customers

Vulnerability and Financial Hardship can arise from various situations and can be limited or long term. Please
contact the insurer's Customer Care team on its contact details (listed below) and see the Moneytalks
telephone number. The insurer may be able to assist you by:

e ensuring safe and confidential communication considering individual circumstances;
e helping to set up new insurance policies; and

e providing you contact details of free and confidential support services.

AIG Insurance (New Zealand) Limited

(NZBN: 9429031310048; FSP:189804)

Customer Care Team New Zealand

Email: customerfeedbacknz@aig.com

Website: AIG New Zealand Customer Care

Moneytalks Helpline: 0800 345 123

Our Employees

Our employees are trained so that they can deal appropriately and sensitively with customers affected by
family violence. We are committed to training our employees to help them:

e understand if a customer may be vulnerable;
e determine how best to support a vulnerable customer;
e take account of a customer’s particular needs or vulnerability; and

e engage with a vulnerable customer with sensitivity, dignity, respect and compassion.

Privacy

We recognise that ensuring customers’ personal information is kept private and secure is essential in family
violence situations. At all times, we will ensure customers’ personal and sensitive information is treated with
confidentiality. For further information please refer to our Privacy Policy, which is available on our website.
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