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Renewing your insurance
Unless you are otherwise notified by us,  

we will automatically continue your cover 

on the terms contained in the renewal offer 

we send you. At least 14 days before your 

insurance expires, we will send you a 

renewal notice, outlining our renewing 

terms for your insurance. Unless you notify 

us to the contrary, your cover will be 

automatically renewed each year.

Cancelling your insurance
You can cancel your insurance at any  

time by calling us. We will explain the 

cancellation process to you. If you have  

paid an annual premium, we will refund  

any premium you have paid, less an amount 

that covers the period for which you were 

insured. There is no refund if you have been 

paying monthly.

We can cancel your insurance to the extent 

permitted by law, for example, if you do not 

comply with the policy terms and 

conditions, fail to pay your premium, make 

a fraudulent claim or if you did not comply 

with your Duty of Disclosure or 

misrepresented information when you 

entered into this insurance contract. If  

we cancel your policy we will send you  

a cancellation letter.

How we resolve your complaints
If you have concerns about our products or 

service we will do our best to work with you 

to resolve them using the following process:

Step 1: You should tell us about your 

concerns by contacting a trained Customer 

Care Specialist (CCS) on 1300 00 7325.

Step 2: If, after speaking to our CCS team, 

you remain dissatisfied with our products 

or service you can ask to speak to a CCS 

manager to further discuss your concerns. 

They can also be reached on 1300 00 7325.

Step 3: If, after speaking to a CCS manager, 

you are still not happy, you can take the 

matter further by writing to our Internal 

Dispute Resolution Committee at: Real 

Insurance, PO Box R1785, Royal Exchange, 

NSW, 1225. Your concerns will be 

investigated by an officer with full authority 

to deal with the complaint and we will 

inform you of the outcome within fifteen 

working days of receiving your letter.

Step 4: If the Internal Dispute Resolution 

Committee does not resolve your concerns 

to your satisfaction then we will work with 

you to further direct your concerns to the 

appropriate external review scheme to 

which we belong.

How we protect your privacy
We value your privacy. Our Privacy Policy, 

available at realinsurance.com.au or by 

calling us, sets out how we protect your 

personal information. We collect,  

store and use your personal information  

to provide you with, and inform you about, 

insurance and insurance-related services. 

To do this we may communicate your 

personal information to our service 

providers. This will always be done as 

permitted by the relevant privacy legislation.

If you wish to stop receiving information 

about new insurance and insurance-related 

services you can call us or email us at 

privacy@realinsurance.com.au  You also 

have a right to access and correct your 

personal information held by us. If you  

would like to do this please call us.

Contact details
If you need to contact us for any reason 

about your insurance or to obtain 

confirmation of any policy transaction, 

please call us on:

1300 00 REAL (1300 00 7325)

What we need to do for you
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Contact us
Real Insurance 

Locked Bag 9042 

Castle Hill NSW 1765

1300 00 REAL (1300 00 7325)

customer_care@realinsurance.com.au

realinsurance.com.au




