
	 How we work with you

We’ll connect you with your Aware Super case manager, who will oversee your assessment and keep 
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any supporting documents you need.

Generally, the easiest way to speed up your claim is to provide all requested documents with your application 
and to respond to requests quickly. If you have questions or concerns, just give us a call or email us – 
we’re here to help.

	 Your questions answered
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which you can use for your tax return. If we don’t 
˛˔˩˘ ˬˢ˨˥ ˇʹˁʟ ˬˢ˨˥ ˕˘ˡ˘Ѓ˧˦ ˠ˔ˬ ˕˘ ˧˔˫˘˗ ˔˧ ˧˛˘ 
highest marginal tax rate.
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advice before you make any decisions about 
your payment.

For more information about tax on 
˗˜˦˔˕˜˟˜˧ˬ ˕˘ˡ˘Ѓ˧˦ ˥˘˔˗ ˧˛˘ Super 
Handbook at aware.com.au/pds

What happens if the insurer declines my claim?

If the insurer has reached an initial view that the 
insurance claim should be declined, they will write 
to you, and us, with a copy of all the evidence 
they will be relying on to reach their decision and 
an explanation, referring to the evidence and the 
insurance policy, as to why they have reached 
this view. 

ʴ ˣ˘˥˜ˢ˗ ˢ˙ ʥʫ ˗˔ˬ˦ ˪˜˟˟ ˕˘ ˣ˥ˢ˩˜˗˘˗ ˙ˢ˥ ˥˘˩˜˘˪ ˢ˙ 
the proposed decision, for you to clarify or provide 
any additional information you wish the insurer to 
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will again assess the claim, including any additional 
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the claim, which will be advised to the Trustee. 

We will review the decision and if we disagree, we’ll 
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your behalf.  In some cases, we may need to ask for 
more information to support the claim. If we agree 
with the insurer’s decision, we’ll write to you with the 
decision, and advise the further steps you can take if 
you disagree.

ˊ˛˘˥˘ ˬˢ˨Ϡ˥˘ ˡˢ˧ ˦˔˧˜˦Ѓ˘˗ ˪˜˧˛ ˧˛˘ Ѓˡ˔˟ ˗˘˖˜˦˜ˢˡʟ 
you can submit a complaint to us or to the insurer. 
If the complaint is not resolved to your satisfaction, 
you can contact the Australian Financial Complaints 
Authority (AFCA). AFCA is an independent body set 
up by the government to help resolve complaints 
relating to superannuation, including the payment of 
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this process and AFCA’s contact details if required.

Do I need legal representation?

We can’t advise you on legal issues that may arise 
out of your claim. It may become necessary for 
you to obtain legal advice. This is entirely up to you. 
However, please be aware that:

•	 your Aware Super case manager will help you 
through each step of the process

•	 we have a legal obligation to act in the best 
interests of our members

•	 all claims are assessed on a fair and 
reasonable basis

•	 you will need to pay for the costs involved in 
having your own legal representative.
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