White Island Volcano, New Zealand
Issued: 11 December 2019

A volcano erupted on Whitelsland, New Zealand on 9 December 2019. Tragically, this hasresultedin loss of life.

If you aretravelling near the affected area, we recommend that you contactfamily and friendsto confirmyou’re
safe.

Ifyou areconcerned for a family member or friend, we recommend you attempt to contactthe traveller by
phone, email and/or social media to confirmthey’re safe.If atfirstyou can’t make contact, stay calm, be patient
and keep trying. Services may be affected. For further information on the situation, pleasesee
https://www.civildefence.govt.nz/.

If you are currently travelling

Itis alwaysour priority to assist our customers where possibleand within our ability to do so.

e Pleaseconsideryour safetyfirstand followadvicefromlocal authorities.

e Makeyourselfawareofthe adviceissued by Department of Foreign Affairs and Trade (DFAT) via its website
smartraveller.gov.au. Always monitor the media and other sources about possible new security risks.

e Ifyou have been affected as a resultof this event and require medical assistance, please contactour
Emergency Assistanceteamon +61 7 3305 7005 (we acceptreverse charges through the international
operator).

e Ifyour travel arrangements have been affected by this event, we firstly recommend contactingyour travel
agent or travel provider regardingthe best optioninalteringyour trip. Some travel providers may provide
penalty-free options to amend travel arrangements.

o Ifyour pre-booked travel arrangements have been affected and you havea travel insurance policy that
provides coverage for delays or cancellation of travel arrangements, you may be ableto claim for additional
travel,accommodation and meal expenses.Pleaseensureyou keep all receipts and proof of purchases to
submitwith your claim.

e Pleasereferto your Policy Disclosure Statement for the terms, conditions, limitsand exclusionsthatapply.

e Ifyou have anyqueries aboutyour policy benefits please contactour Information Hotlineon +61 7 3305 7005

e Keep up to date on advicefromtravel providers by visiting their websites directly.

If you have not yet departed

e Ifyour pre-booked travel arrangements arecancelled, delayed or rescheduled as a result of this event and
you havea travel insurance policy that provides coverage for delays or cancellation of travel arrangements
you may be ableto make a claimfor cancellationor rearrangementofyour journey (whichever is the lesser).
Pleasereferto your Policy Disclosure Statement for the terms, conditions, limits and exclusionsthatapply.

e Werecommend you contactyour travel agent or travel provider regardingthe best optioninalteringyour
trip.Some travel providers may provide penalty free options to amend travel arrangements and we
recommend you contactthem for further details.

e Ifyou have anyqueries aboutyour policy benefits please contactour Information Hotlineon +61 7 3305 7005

Policy coverage: If you enteredinto a policy after 12pm (AEST) 11 December 2019

If you entered into a policy after 12pm (AEST) 11 December 2019 we would expect that this was done with an
awareness of this event and that it could affecttravel. For these policies, claimsthatarisedueto this event (for
example, flightdelays or cancellations) may not be covered or have reduced cover.

Policy coverageand benefits vary based onindividual circumstances. We encouragetravellers to read their travel
insurance ProductDisclosureto understand whatthey arecovered for and anylimits and exclusions thatapply.

We will assessallclaims in accordance with your Product Disclosure Statement (PDS) and Certificate of Insurance.

Contact us

e Ifyou have anygeneral queries, pleasecontactour Information Hotlineand Emergency Assistanceteamon
+61 7 3305 7005 (we accept reversecharges through the international operator).



