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1. Introduction 

 Background 

 NESS Super Pty Ltd (the Trustee) is the Trustee for NESS Super (the Fund). 

 The Trustee is the Registrable Superannuation Entity licensee (RSE licensee) for the Fund. 

 This Policy has been approved by the Board of Directors. 

 Purpose 

 This Policy will assist in identifying vulnerable members and providing the necessary tools to best 
assist such vulnerable members when engaging with the Trustee while promoting the best interest of 
members.   

 This Policy aims to: 

(a) Provide a well-defined, systematic approach to vulnerable members. 

(b) Proactively identify vulnerable members and minimise the reliance on self-identification by 
the members themselves. 

(c) Provide a culture of support, protection, and accountability. 

(d) Ensure appropriate support is provided to vulnerable members when it is required. 

(e) Empower members to be confident in the decisions they make because they can access and 
understand the information they need. 

 Scope 

 This policy applies to the Trustee, the Trustee’s Office, and any relevant service provider, such as the 
Fund Administrator. 
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2. Definition, Assistance and Support 

2.1 Vulnerability  

2.1.1 We recognise that members who have unique needs or experience vulnerability may require 
additional support when dealing with NESS Super about or applying for insurance, making an 
enquiry, claiming on their insurance cover, making a complaint and/or communicating with the 
Trustee.  

2.1.2 NESS Super understand that vulnerability can be temporary or ongoing and can affect anyone at any 
time. 

2.1.3 A member’s vulnerability may be due to a single factor or a combination of factors, including but not 
limited to: 

(a) Age 

(b) Disability 

(c) Financial distress 

(d) Family violence 

(e) Aboriginal or Torres Strait Islander identity 

(f) Low level literacy 

(g) Mental health conditions 

(h) Natural disaster 

(i) Non-English-speaking backgrounds 

(j) Isolation 

(k) Incarceration. 

2.1.4 If a vulnerable member is identified, we will ask for the member’s permission to keep a record of the 
support or assistance they require. 

2.2 Communication with vulnerable members  

2.2.1 In working with all our members, we want to ensure that all communications are inclusive and show 
empathy and understanding.  

2.2.2 We encourage staff dealing with all members to be sure to listen to the member and consider the 
member’s needs in all dealings and to be proactive in offering additional support where it may be 
required.  

2.2.3 We understand that it can be difficult to for vulnerable members to openly speak about their 
situation. Ness Super staff have been trained to assist members when they have experienced a 
vulnerability, and ensure to always manage any personal information in accordance with our Privacy 
Policy 

2.2.4 If a member requires additional support from a representative, family member or friend, we will allow 
for support information to be provided in reasonable ways.  



 

Vulnerable Persons Policy 

NESS Super Pty Ltd ABN 28 003 156 812 AFSL 238945, as Trustee of NESS Super ABN 72 229 227 691 Page 6 of 12 

nesssuper.com.au 

2.2.5 We recognise and acknowledge that certain members may require support in meeting identification 
requirements in line with AUSTRAC Guidance. 

2.2.6 Information for members can be obtained: 

(a) online at nesssuper.com.au 

(b) by calling our contact centre on 1800 022 067 who can either email or send any documents 

(c) by emailing us at contact@nesssuper.com.au 

(d) in person at our office – 122 Hume Highway, Chullora NSW 2190 

2.3 Support 

2.3.1 The following table provides several vulnerabilities and the options we will provide. The list below 
highlights some key vulnerabilities but is not exhaustive. 

Vulnerability Procedure 

Elder Abuse Our staff are aware of the risk of elder abuse both emotional and financial. 
We recognise that older members may be more susceptible to financial 
abuse. In supporting these members, we will look for signs that may indicate 
that they are having difficulty with our processes and requirements or that 
they may be being scammed or defrauded so that we can provide additional 
support.  

Red flags may include unusual transactions, a member showing signs of 
stress or dealing with a third party who stops all access to the member.  

This may include but not limited to: 

(a) walking them through forms and requirements 

(b) helping them to complete forms, speaking with them via telephone to 
discuss their needs further 

(c) flagging their record 

(d) delaying a transaction until we are satisfied that the request is not being 
made fraudulently or under duress and the member is not subject to a 
scam. 

Misuse of Third 
Party Authority 

Under a Third-Party Authority letter, a member can give specific people 
access to their account details for a maximum of 12 months. This could 
include any help a member may need with making a claim. 

We will also accept a Power of Attorney appointing an individual or an 
organisation to manage or assist a member with their personal or financial 
affairs. It can be for a fixed or enduring period and stops when the member 
dies or when the authority is revoked. The power of attorney should be in 
relation to a member’s financial affairs.  

mailto:contact@nesssuper.com.au
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Vulnerability Procedure 

The same applies if a member is under the care of an appointed guardian or 
administrator. We will seek evidence of the arrangement in writing.  

If we have concerns when dealing with a member’s representative, for 
example, that they may not be acting in the member’s best interests or they 
are not cooperative, we may decide to contact the member to discuss. 

Financial distress: 
Support for 
members in 
financial distress 

Superannuation law allows the release up to a maximum of $10,000 (less tax) 
from a super account prior to retirement in cases of severe financial 
hardship. 

For a member to access their super in these circumstances, the member 
must meet the eligibility conditions set out in superannuation legislation. To 
qualify, members must be on government support payments for 26 
consecutive weeks. Members can contact us directly to obtain the relevant 
documents.  

Members may also be able to obtain early access to part of their 
superannuation on compassionate grounds. We recommend members visit 
the Australian Taxation Office (ATO) website or contact us for further 
information on eligibility criteria.  

Other free resources and helplines can be provided to members to seek 
further help and support. A financial counsellor can help members 
understand their options and help navigate the best solutions based on their 
personal circumstances. See section 3.2 below for more information.  

Non-English-
speaking 
backgrounds: 
Interpreting 
services 

If a member requires assistance because English is not their first language, 
we will arrange a call with someone who speaks their language or arrange an 
interpreter service so that they can effectively communicate to understand 
their superannuation.  

Translating and Interpreting Service (TIS) 

The Translating and Interpreting Service (TIS) is an interpreting service 
provided by the Department of Home Affairs for people who do not speak 
English. 

Call:  131 450 

Disability: Deaf 
or Hard of 
hearing services 

If a member is deaf and/or find it hard hearing or speaking with people who 
use a phone, we use the National Relay Service (NRS) to make it easier for 
you. 

SMS Relay: Text 0423 677 767 

Voice Relay: Call 1300 555 727 

Additionally, we provide a live web chat service available Monday to Friday 
from 8:30am-5:30pm, which can be accessed at nesssuper.com.au.  
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Vulnerability Procedure 

Family Violence: 
Support for 
members who 
are the victim of 
family violence 

It is critical that members who are the victim of family violence are always 
protected.  

Their information should not be provided to any third party without first 
calling them. You can recommend the placement of an additional password 
on the account to provide a second layer of protection.  

The account should not be discussed with any person who cannot provide 
the password. These members may also need extra time to provide 
information. These members may also benefit from financial hardship 
options for accessing their superannuation subject to eligibility criteria.  

Support for 
Aboriginal and 
Torres Strait 
Islanders 

Flexibility may be needed in relation to communication and the requirements 
for documents when documents are not accessible or members are living in 
remote communities; extra time may be needed. Our Member Services Team 
will take a flexible approach and take reasonable measures to verify and 
identify members in line with the member identification and verification 
guidance outlined by Australian Transaction Reports and Analysis Centre 
(AUSTRAC).  

Mental health  Consideration needs to be given to the member’s mental capacity to make 
informed decisions or to understand claim requirements etc.  

Staff who deal directly with members may also be faced with potential 
threats of suicide or self-harm. Threats of suicide or self-harm should be 
escalated immediately, and the police called to complete a welfare check if 
there are concerns for the member’s welfare. Debriefing and extra support 
for staff will also be made available.  

Natural disasters 
and catastrophic 
events assistance 

Natural disasters in Australia can include bushfires, droughts, floods, storms 
and tropical cyclones.  

Where a natural disaster occurs, we will implement procedures to assist 
members and prioritise enquiries and transactions, particularly those that will 
provide financial support to those impacted. 

LGBTQI support, 
biological sex 
and gender 
identity 

Staff interacting directly with members should ensure awareness of LGBTQI 
issues and not make assumptions as to gender or gender identity when 
dealing with a member or their partner or spouse.  

Members of the Fund will have the ability to have their gender identity 
recorded accurately and be communicated with accordingly.  

Insurance claims 
complexity 

Making an insurance claim can be a difficult process. The Trustee has a 
dedicated Insurance Claims Officer to help members in assessing eligibility to 
make a claim and to understand what the process of making a claim 
involves.  
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Vulnerability Procedure 

Members are encouraged to contact the Fund for assistance on insurance 
claim matters. It is important that members:  

• Understand the claims process. 

• Are assisted with the completion of forms. 

• Who require additional support from a representative or family member 
are acknowledged and allowed for in all reasonable ways by the Trustee. 

• Have a dedicated case manager to provide consistency or ensure a 
smooth handover to the person taking ownership.  

• Refer matters to the Trustee where discretion may be required for 
providing, for example, certified identification. 

Scams  Scammers are becoming increasingly sophisticated in their attempts to 
deceive and exploit. 

A scam is a direct or indirect attempt (whether or not successful) to engage 
a member where it would be reasonable to conclude that the attempt:  

(a) involves deception; and  

(b) would, if successful, cause loss or harm including obtaining a member’s 
personal information, or a financial or other benefit from, the member.  

A scam is an illegal trick and the purpose of a scam is to get money illegally 
from people. Scams target people of all backgrounds, ages and income 
levels across Australia.  

A member that has fallen victim to a scam must act quickly by contacting us 
directly to enable us to assist them. 
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3. Training and other Resources 

3.1 Training  

3.1.1 NESS Super aims to ensure that all relevant staff and third-party providers have sufficient and regular 
training so that they provide services competently and deal with vulnerable members proactively and 
provisionally.  

3.1.2 This includes awareness of this vulnerable member policy, how to identify vulnerable members and 
empathy and cultural awareness training. It is important to accommodate the requirements of 
vulnerable members to allow equitable access and strengthen a fund’s relationship with its members. 

3.2 Processes 

3.2.1 NESS Super have implemented processes to support vulnerable members. These processes are 
designed not only to meet legal and regulatory obligations but also to foster trust, promote 
equitable access, and strengthen relationships with all members. 

3.2.2 The processes include steps to: 

(a) identify vulnerability that can arise from various factors; 

(b) member’s consent to record their needs and tailor support accordingly, which may include 
helping with forms, providing information in accessible formats, or allowing a trusted 
representative to assist.  

(c) Communication is kept inclusive and sensitive, with staff encouraged to listen actively and 
respond flexibly to individual circumstances.  

3.3 Other Resources 

3.3.1 NESS Super aims to ensure that all relevant staff have access to up-to-date community resources to 
support our members. See below contact details of various resources that may assist vulnerable 
members:   

Type of 
vulnerability 

Resource Contact Details 

Financial 
Distress 

Centrelink  

Centrelink is part of Services Australia, 
they provide payments and services 
to Australians. 

www.servicesaustralia.gov.au/centrelink  

Financial 
Distress 

National Debt Helpline 

National Debt Helpline is a not-for-
profit service that helps people in 
Australia address their debt problems. 
Their professional financial 
counsellors offer a free, independent 
and confidential service. 

Call: 1800 007 007 

www.ndh.org.au 

http://www.servicesaustralia.gov.au/centrelink
tel:1800%20007%20007
http://www.ndh.org.au/
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Type of 
vulnerability 

Resource Contact Details 

Emotional or 
crisis support 

Beyond Blue  

Beyond Blue provides information 
and support to help everyone in 
Australia achieve their best possible 
mental health, whatever their age and 
wherever they live. 

Call:1300 224 636 

www.beyondblue.org.au 

Emotional or 
crisis support 

Lifeline 

Lifeline is a national charity providing 
all Australians experiencing a 
personal crisis with access to 24-hour 
crisis support and suicide prevention 
services. 

Call: 13 11 14 

www.lifeline.org.au 

Translation 
and 
Interpreting 
support 

Translating and Interpreting 
Service (TIS National)  

The TIS National is a language service 
provided by the Department of Home 
Affairs for people with limited English 
proficiency and for agencies and 
businesses that need to communicate 
with their non-English speaking 
clients. 

Call:  131 450 

www.tisnational.gov.au/  

Translation 
and 
Interpreting 
support 

National Relay Service (NRS) 

The NRS can help you if you’re deaf 
or find it hard to hear or speak to 
hearing people on the phone. 

www.accesshub.gov.au/about-the-nrs  

SMS Relay: Text 0423 677 767 

Voice Relay: Call 1300 555 727 

 

tel:1300224636
http://www.beyondblue.org.au/
http://www.tisnational.gov.au/
http://www.accesshub.gov.au/about-the-nrs
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4. Policy Review 

4.1 This Policy will be reviewed every three (3) years or when one of the following events occurs: 

(a) legislative change occurs that effect the content of this Policy; 

(b) the Regulator requires a review of this Policy. 


	1. Introduction
	1.1 Background
	1.1.1 NESS Super Pty Ltd (the Trustee) is the Trustee for NESS Super (the Fund).
	1.1.2 The Trustee is the Registrable Superannuation Entity licensee (RSE licensee) for the Fund.
	1.1.3 This Policy has been approved by the Board of Directors.

	1.2 Purpose
	1.2.1 This Policy will assist in identifying vulnerable members and providing the necessary tools to best assist such vulnerable members when engaging with the Trustee while promoting the best interest of members.
	1.2.2 This Policy aims to:
	(a) Provide a well-defined, systematic approach to vulnerable members.
	(b) Proactively identify vulnerable members and minimise the reliance on self-identification by the members themselves.
	(c) Provide a culture of support, protection, and accountability.
	(d) Ensure appropriate support is provided to vulnerable members when it is required.
	(e) Empower members to be confident in the decisions they make because they can access and understand the information they need.

	1.3 Scope
	1.3.1 This policy applies to the Trustee, the Trustee’s Office, and any relevant service provider, such as the Fund Administrator.


	2. Definition, Assistance and Support
	2.1 Vulnerability
	2.1.1 We recognise that members who have unique needs or experience vulnerability may require additional support when dealing with NESS Super about or applying for insurance, making an enquiry, claiming on their insurance cover, making a complaint and...
	2.1.2 NESS Super understand that vulnerability can be temporary or ongoing and can affect anyone at any time.
	2.1.3 A member’s vulnerability may be due to a single factor or a combination of factors, including but not limited to:
	2.1.4 If a vulnerable member is identified, we will ask for the member’s permission to keep a record of the support or assistance they require.

	2.2 Communication with vulnerable members
	2.2.1 In working with all our members, we want to ensure that all communications are inclusive and show empathy and understanding.
	2.2.2 We encourage staff dealing with all members to be sure to listen to the member and consider the member’s needs in all dealings and to be proactive in offering additional support where it may be required.
	2.2.3 We understand that it can be difficult to for vulnerable members to openly speak about their situation. Ness Super staff have been trained to assist members when they have experienced a vulnerability, and ensure to always manage any personal inf...
	2.2.4 If a member requires additional support from a representative, family member or friend, we will allow for support information to be provided in reasonable ways.
	2.2.5 We recognise and acknowledge that certain members may require support in meeting identification requirements in line with AUSTRAC Guidance.
	2.2.6 Information for members can be obtained:

	2.3 Support

	3. Training and other Resources
	3.1 Training
	3.1.1 NESS Super aims to ensure that all relevant staff and third-party providers have sufficient and regular training so that they provide services competently and deal with vulnerable members proactively and provisionally.
	3.1.2 This includes awareness of this vulnerable member policy, how to identify vulnerable members and empathy and cultural awareness training. It is important to accommodate the requirements of vulnerable members to allow equitable access and strengt...

	3.2 Processes
	3.2.1 NESS Super have implemented processes to support vulnerable members. These processes are designed not only to meet legal and regulatory obligations but also to foster trust, promote equitable access, and strengthen relationships with all members.
	3.2.2 The processes include steps to:
	(a) identify vulnerability that can arise from various factors;
	(b) member’s consent to record their needs and tailor support accordingly, which may include helping with forms, providing information in accessible formats, or allowing a trusted representative to assist.
	(c) Communication is kept inclusive and sensitive, with staff encouraged to listen actively and respond flexibly to individual circumstances.

	3.3 Other Resources
	3.3.1 NESS Super aims to ensure that all relevant staff have access to up-to-date community resources to support our members. See below contact details of various resources that may assist vulnerable members:


	4. Policy Review
	4.1 This Policy will be reviewed every three (3) years or when one of the following events occurs:
	(a) legislative change occurs that effect the content of this Policy;
	(b) the Regulator requires a review of this Policy.


