
Financial Services Guide
For Authorised Representatives of CHU Underwriting Agencies

CHU Underwriting Agencies Pty Ltd (CHU) has appointed your Strata Manager, Residential Manager, Owners
Corporation Manager or Body Corporate Manager as its Authorised Representative (AR) to act on CHU’s behalf. The
AR’s details are set out on the last page of this FSG.

provide this Financial Services Guide (FSG) on its behalf. This FSG is an important document. Please read it carefully
and keep it in a safe place for your reference and for any future dealings with CHU and its AR.

This FSG applies to all new and renewed insurance policies from 22 May 2017 and remains valid unless CHU issues a
further FSG to replace it.

by CHU.

The purpose of this FSG

services offered by the AR of CHU. It contains information about:

• The services that CHU and its ARs offer you
• How CHU, CHU’s ARs and others are paid
•
• Arrangements CHU has in place to compensate clients for losses and
• How you can make a complaint and how CHU will deal with it

About CHU
CHU is an underwriting agency, dealing in specialist strata and community title insurance. CHU is a wholly owned
entity of Steadfast Group Limited, ABN 98 073 659 677 (SGL). CHU holds an Australian Financial Services License
No 243261 (AFSL) issued by the Australian Securities and Investments Commission (ASIC) under the Corporations Act
2001 (Cth). The License allows CHU to provide advice on and deal in General Insurance products.

CHU offers a range of strata, community and other insurance products, which CHU issues as agent for QBE.

CHU Binder
CHU acts under a Binder on behalf of the Insurer, QBE Insurance (Australia) Limited ABN 78 003 191 035 (AFSL No

allows CHU (and its AR) to accept your application for insurance as if CHU is the Insurer.

About CHU’s AR

and/or arranging insurance for you.

for retail and wholesale clients and arrange your Body Corporate, Strata, Community Title or other related insurance
policies that meet the insurance requirements under the Strata and Community Title laws in your State or Territory.
To assist in your decision-making, the AR will give you information about the insurance product by providing you with
a Product Disclosure Statement (PDS) (see below).

CHU’s AR will only make a general recommendation or give an opinion about the CHU insurance policy (“General
Advice”). The AR will do this without
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Product Disclosure Statement
If the AR offers to arrange an insurance policy for you, they will also provide you with a Product Disclosure Statement
(PDS). The PDS will contain important information about the particular policy, which will assist you in making an
informed decision about whether to purchase the policy.

The PDS is an important document. You should read it carefully to decide if the product features suit your

a safe place for your reference and for any future dealings with CHU.

Remuneration

Premium
When CHU issues you with an insurance policy, you will pay a “premium” based on CHU’s assessment of the risk

levies such as GST, stamp duty and an administration fee if applicable.

When you pay your premium to CHU, CHU will retain its commission (see below) from the premium you pay and
remit the balance to QBE. CHU will earn interest on the premium whilst it is in its account and earn a return. CHU
will retain any interest earned on the premium.

You can choose to pay the premium by any of the payment methods set out in your invoice. You are required to
pay CHU within the timeframe set out in the invoice. If CHU’s AR is a Strata Manager, the usual practice is that you
pay the AR for the services provided and they will deposit the payment into their trust account and then pay the
premium to CHU.

Commissions
QBE pays a commission to CHU for each policy issued or renewed. The commission amount is 12.5% to 30% of the

in the total amount you pay for your policy and not in addition to the policy.

The commission amount will be set out in your invoice.

amount, if any, to which CHU may be entitled until the end of the qualifying period.

As CHU is a wholly owned subsidiary of SGL, it has access to shared services from SGL, including compliance tools,
manuals and training as well as legal, banking and group purchasing arrangements. These services are funded by
SGL, subsidised by SGL or SGL receives a fee for them (see below).

If CHU’s AR is a member of Prudential Investment Company of Australia ACN 004266817 (PICA), then the following
applies:

PICA has entered into an arrangement with QBE and Willis Towers Watson ABN 90 321 237 (Willis) in relation to the
provision of insurance policies, including the CommunitySure brand and QBE policies to parties including Owners
Corporations. Under this arrangement, PICA may receive payments/commissions from QBE (which may include

premiums payable for CHU insurance policies. PICA may share part of any payments and/or commissions with the
AR.
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and PICA’s other revenue) depends upon future events, which are uncertain.

CHU’s Platinum Partner Program
CHU’s AR may qualify for additional remuneration by way of a volume based bonus arrangement of between 0%
and 1%. Due to the way that any such arrangement is set up, it is not possible to know the amount paid to the AR

disclosed on the last page of this FSG under ‘Authorised Representative Details”.

Administration fees
CHU will charge you an Administration Fee for each policy issued or renewed through the AR. The reason for the

them (via the AR). The Administration Fee is not refundable in the event of cancellation unless the insurance policy
is cancelled either within the cooling-off period or is a full term cancellation.

Remuneration of AR and employees
CHU’s AR who will assist with your insurance needs and the employees of CHU’s AR are paid a market salary
and may earn a cash bonus or other incentives based on achievement of a broad range of CHU’s goals, including

Remuneration

CHU wholly owns CHUiSAVER Underwriting Agency Pty Ltd (ABN 85 613 645 239) (AFSL 491113).

interest through adequate controls, disclosure and avoidance. CHU also provides training to its employees and its

Privacy Promise
CHU and its AR are committed to protecting your privacy in accordance with the Privacy Act 1988 (Cth) and the
Australian Privacy Principles. CHU has a Privacy Promise (located in its PDS) and a Privacy Policy on its website (www.
chu.com.au) which deals with the privacy and security of your personal information. If you apply for one of CHU’s
insurance products, CHU or its AR will collect information from you to decide whether to arrange insurance for you,
on what terms and to handle any claims you make. You can request details of the information CHU holds about you
at any time.

Postal Address:
Email:

CHU and its AR supports and QBE is a signatory to the General Insurance Code of Practice issued by the Insurance
Council of Australia (the Code).

Your Duty of Disclosure
In accordance with the Insurance Contracts Act 1984 (Cth) you have a duty of disclosure. For the full wording of your
duty of disclosure, please refer to the PDS.
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arrangements under Section 912B of the Corporations Act 2001 (Cth).

Compliments, Complaints and Dispute Resolution
CHU has a Compliments, Complaints and Dispute Resolution Policy (a copy of which is on its website) which accords
with the General Insurance Code of Practice. CHU will handle all complaints in a fair, transparent and timely manner.

CHU has a bespoke complaints handling and internal resolution procedure to immediately address your concerns:

1. Claims Decision Complaint –

2. Claims Service Complaint

3. Non-Claims Complaint – any complaint which is neither a Claims Decision Complaint nor a Claims Service
Provider Complaint

Claims Decision Complaints

Step 1 – tell CHU about your Complaint
If your complaint relates to a claims decision, please initially contact the Claims Handler who is handling the Claim.
The claims handler will immediately escalate the Complaint to the Claims Team Leader. The Claims Team Leader will
try to resolve your Complaint within 2 business days in accordance with CHU’s Stage 1 IDR process.

Step 2 –
If the Claims Team Leader cannot resolve your Complaint within 2 business days, your Complaint will immediately be
referred to the IDR Committee (as part of Stage 1 IDR), which will consider your Complaint and provide its response

time it will require in order in order to provide a response.

Step 3 – referral to QBE
If CHU cannot resolve your Complaint within 15 business days, it will refer your Complaint to the QBE dispute
resolution department as part of CHU’s Stage 2 IDR process. QBE will provide its Final Response within 45 business
days of the initial complaint to CHU.

Claims Service Complaints

Step 1 – tell CHU about your Complaint
If your complaint relates to a CHU service provider, please initially contact the Claims Handler who is handling the
Claim. The Claims Handler and the Claims Team Leader will try to resolve your Complaint within 15 business days in
accordance with CHU’s Stage 1 IDR process.

Step 2 – referral to QBE
If CHU cannot resolve your Complaint within 15 business days, it will refer your Complaint to the QBE dispute
resolution department as part of CHU’s Stage 2 IDR process. QBE will provide its Final Response within 45 business
days of the initial complaint to CHU.

Non-Claims Complaints

Step 1 – tell CHU about your Complaint

will immediately refer your Complaint to the relevant State Underwriting Manager, who will try to resolve your
Complaint within 5 business days.



Step 2 – referral to National Underwriting Manager
If the State Underwriting Manager cannot resolve your Complaint within 5 business days, your Complaint will be
escalated to Stage 1 of CHU’s IDR process and referred to the National Underwriting Manager who will consider your
Complaint and provide his/her response within 15 business days from the date of the initial Complaint. If further time

you of the further time required to provide a response.

Step 3 – referral to State Manager
If the National Underwriting Manager cannot resolve your Complaint within 15 business days, he/she will refer your
Complaint to the State Manager as part of CHU’s Stage 2 IDR process. The State Manager will provide his/her Final
Response within 45 business days of the initial complaint to CHU.

Financial Ombudsman Service
If CHU (or QBE) cannot resolve your Complaint to your satisfaction within 45 days of the initial complaint (or an
agreement cannot be reached on a timeframe acceptable to you), you have the right to refer the matter to the Financial
Ombudsman Service Australia (FOS):

Contact number: 1800 367 287 (or 1800 FOS AUS)

Website: www.fos.org.au
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New South Wales / ACT
Email:
Level 5, 1 Northcliff Street
Milsons Point NSW 2061
Phone: 1300 361 263

Queensland / Northern Territory
Email:
Email:
Level 13, King George Central
145 Ann Street, Brisbane QLD 4000
Phone: 07 3135 7900

How you can provide instructions

contact CHU’s AR:

Name of AR:
(company name):

ABN of AR:

(if applicable):

Address:

Phone: Email:

This FSG was prepared on 5 May 2017. 102660_CHU FSG AR/PICA_05.05.2017

South Australia
Email:
208 Greenhill Road
Eastwood SA 5063
Phone: 08 8394 0444

Victoria / Tasmania
Email:
Level 4, 628 Bourke Street
Melbourne 3000
Phone: 03 8695 4000

Western Australia
Email:
Level 15, QBE House
200 St Georges Terrace, Perth WA 6000
Phone: 08 9466 8600
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