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RACV Privacy
Charter
Protecting your privacy
is important toRACV.
The following statement
will help youunderstand
howRACVcollects, uses,
discloses, holds and
safeguards your personal
information.

RACVprides itself onoffering
thehighest standards
incustomerservicedelivery
and inbeinganorganisation
witha reputationbasedon
providinghelpandassistance
toourmembers.RACVwill
continue to treat yourprivacy
asbeingofutmost importance
as it is recognisedasan
integralpart of ourbusiness
processesandprocedures.

TheNationalPrivacy
Principles contained
in thePrivacyAct set the
standard forhowprivate
sectororganisations
shouldhandlepersonal
information.RACV is
committed to complying
with this standard.

ThisRACVPrivacyCharter
defines our commitment
to protecting the privacy of
ourmembers. ThisPrivacy
Charter applies to all RACV
businesses. SomeRACV
businessesmay also have
their ownadditional rules
andpractices for particular
products and services.

About RACV
RACVcomprises anumber
of legal entities including
Royal AutomobileClub of
Victoria (RACV) Limited,
RACVSales&Marketing
Pty Limited, RACVFinance
Limited andRACVFinancial
Services Limited.

Through its legal entities,
RACVprovides or arranges
a range of products and
services suchas road
service,membership,
social club, insurance,
loans, investment products,
driving instruction, vehicle
inspections, travel and
tourismproducts and
homesecurity.
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Collection of personal information
Whydowecollect
personal information?
If youwant to apply for
or take advantage of our
products or services,
wewill generally need
to collect somepersonal
information fromyou.

Weonly collect information
thatweneed:

–to establish your
membership or process
your application;

–to service andadminister
your products, accounts
andother needs;

–to offer younewproducts and
serviceswhichwebelieve
may interest you; and

–to satisfy any legal
requirements.

Howdowecollect
personal information?
We try to collect information
about you only fromyou.

However, there are limited
circumstanceswherewe
mayhave to collect personal
information about you from
someoneelse. For example,
someoneelsemay take out
amembership or insurance
policy on your behalf as a gift
or to cover both themselves
and you.

Whatsort of personal
informationdowecollect?
Wegenerally collect names,
addresses, telephone
numbers, dates of birth,
vehicle details (e.g. for road
service andmotor vehicle
insurance), property details
(e.g. for homeand/or
contents insurance andhome
security), details of previous
insurance (e.g. formotor or
home insurance), criminal
record (e.g. formotor or
home insurance), salary
andpersonal finances
(e.g. for loans or investment
products).
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Howwe use your
personal information
Toprovideyouwith
theproductsandservices
youwant
We tell ourmembers
about the general uses of
their informationwhenwe
collect it andwewill provide
additional explanation if
members request it.

Primarily, wewill use your
information to process your
application andprovide the
products and services you
have requested.

Wemay share your
informationwithinRACV
to performadministrative
functions suchas receipting,
billing andhandling
complaints. All RACV
businesses complywith
theRACVPrivacyCharter.

Your feedback is
important tous
RACVmayuse your
information to contact you
from time to time in order
to seek your opinion on
matters such as current
service provision, road
safety andmotoring related
issues anddevelopment of
newproducts and services.
These contacts assist RACV
to remain relevant to the
needs of ourmembers.
You can choosenot to take
part in this activity if we
contact you.

Productoffers
Wemayalsouse your
information tooffer you
otherproducts thatwe think
youmight be interested in.
Theseoffersmaybebased
on information youprovided
in your initial transaction
withus, information you
providedwhenyouusedour
services (e.g. roadservice,
lodgement of an insurance
claim) or in surveys, from
information thatmay indicate
purchasingpreferences
and lifestyle, aswell as
information lawfully
available fromother
organisations.
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WhereRACVsends you
offers relating to the
products and services of
other organisations,wekeep
control over your information.
Wedonot disclose your
information to them.
Wedonot give, rent or sell
your information to other
organisations so that they
candirectmarket to you.

Please keep inmind,
however, that if you take
advantage of an offer from
oneof our business partners
andbecome their customer,
theymay independentlywish
to sendoffers to you. In this
case, youwill need to inform
themseparately if you donot
wish to receive further offers
from them.

Declining
productoffers
(‘Opt-Out’)
From time to time,RACVmay
use your information to tell
you about other products and
services, discounts, special
offers, competitions and
invitations to special events.

However,we clearly
recognise the importance
of providing youwith choices
by giving you aneasymeans
to “OptOut” fromreceiving
these offers.

Let us know if youdonot
want to receive these offers
by contacting us on13RACV
(13 7228) or by visiting an
RACVshop.

Product offers that you
receive fromuswill also
advise youhow to “OptOut”
fromreceiving further offers.
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Quality of
information
Weuse technology,
documented employee
procedures and internal
monitoring to help ensure
that your information is
accurate andup-to-date.

In addition,we require
high standards of quality
fromcredit reporting
agencies andotherswho
provide uswith information
about prospectivemembers.

Wealso ask you to contact us
and let us know if youbelieve
that any informationwehold
about you is inaccurate or not
up-to-date, suchaswhen you
changeaddress.

Security of
personal
information
The security of your
information is protected by
only allowing access to those
whoneed it to conduct their
business responsibilities.
RACVemployees and
contractors are only provided
with the information they
need to perform their
activities. Our employees
and contractors are also
boundby contract to keep
your information confidential.

Passwords, firewalls and
virus protection areused
to protectRACVsystems
holding personal information
fromunauthorised access.
Security alarms, patrols,
access cards and internal
procedures areused to
protectRACVpremises that
houseRACVsystemsand
paper records.



RACVhashada long-
standing commitment to
protecting the personal
information of ourmembers.
This section explains the
circumstanceswhere
wemaydisclose your
information to other
organisations.

Contractors
RACVmay contractwith
other parties to provide
services onour behalf;
for example, contractors
to deliver emergency road
service and towing services
to ourmembers, printing
andmail houses to print
anddistributeRACV
correspondence and
material,marketing
companies to conduct
market research and
mercantile agents and
lawyers to recover debts.

In all circumstanceswhere
RACVcontractswith other
parties to provide services
onour behalf, wewill take
reasonable steps to protect
the privacy of any of your
information disclosed
to them.

Businesspartners
In somecases,we contract
with other parties so that
we canbring youquality
products and servicesmore
efficiently. For example,
we contractwith insurance
companies to bring you
a range ofRACV Insurance
products.Wherewedo this,
youwill be informedprior
to the collection of your
information, or as soonas
practicable thereafter, of
howRACVandour business
partnerwill collect, use and
disclose your information.

Otherdisclosures
of information
RACVmay also, as permitted
by thePrivacyAct, disclose
your informationwhere it is
necessary in an emergency,
investigation of suspected
criminal activity orwhere
RACV is authorised
or required by law (e.g.
legislation or a legal order)
to disclose it.

Disclosure of personal information
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How long
dowe keep
information?
Wewill keep information
for as longas it is necessary
to service your account or
to continue to provide
products and services
youhave requested.

Wewill retain information
for a reasonable period if
you cease to be ourmember,
unless the law requires us
to keep it for longer.

Our employees
and training
Weprovide training
and communications
programsdesigned
to educate employees
about themeaning and
requirements of the
RACVPrivacyCharter.

Employeeswho intentionally
or negligently breach the
RACVPrivacyCharter are
subject to disciplinary action.

Employees are expected
to report violations andmay
do so confidentially to their
manager or compliance
officer.

Your rights
of access and
correction
Youmay contactRACVon
13RACV (13 7228) to request
details of any personal
informationwehold about
youor if youwould like us
to correct it.

Depending on thenature
of your request,wemay ask
you to complete a formand
in somecases, as permitted
by law,wemay charge you
a service fee for providing
this information.Wewill
informyouof this at the
timeof your request.
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How to complain
about a possible
breach of privacy
ContactRACVon
13RACV (13 7228) or
visit anRACVshop.

Wemay request that youput
your complaint inwriting.

Wewill investigate
and respond to privacy
complaintswithin
a reasonable time.

Our Online
Privacy
Statement
SeeourOnlinePrivacy
Statement at racv.com.au
for our policies on the
management of personal
information online.
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RoyalAutomobileClub
ofVictoria (RACV)Ltd
ABN44004 060 833
550PrincesHighway
NobleParkNorth
Victoria 3174Australia
RACVMemberLine 13RACV (13 7228)

racv.com.au


