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STATEMENT OF JAMES JOSEPH HIGGINS IN RESPONSE TO REQUIREMENT

TO PROVIDE INFORMATION ISSUED TO SUNCORP INSURANCE DATED

22 SEPTEMBER 2011

" JAMES JOSEPH HIGGINS, o/- Suncorp, Level 31, 266 George Street, Brisbane, states on oath:

1.

| am the Executive Manager, Queensiand Event Recovery for Suncaorp Personal
Insurance, a division of the Suncorp Group.

J have authorlty on behalf of Suncorp Metway tnsurance Limited (Suncorp) to respond to
tha Requirement to Provide Information issued by the Commission of Inquiry dated 22
Sepfember 2011 and addressed to the Suncorp Group.

This response relates fo information receivad by the Queansiand Flood Commission of
Inquiry from Cresta Lee Richardson in relation to a Suncorp Home and Contents
insurance policy. :

Suncorp’s records show that Suncorp issued a Classlc Home and Contents Insurance
Paiicy (the palicy) to Mr Jeffery Karl Mann and Ms Cresta |.es Richardson (the
customer) for the peried 16 June 2010 to 16 June 2011 under policy number
ion their property afjjjKidd St, Emerald (the property).

The properly was insured as follows:

a. $628,700.00 for Building;

b.  $178,100.00 for Contents; and

c. $4,000.00 for Portable cover/Contents away from homs.
The following excesses applied to the policy:

a.  $200.00 Home excess;

b,  $200.00 Contants excess;

c.  $50.00 Portable cover excess; and

d.  $300.00 Farthquake and Tsunami axcess.

Ms Richardson has given information to the Commisslon which is set out in points 1 to
17 of the Commission’s letter directed fo me dated 22 Sept@mber 2011.

Question 1: In respect of the above information, please set out anything with which
Suncorp disagrees, and the reasons why

8.

The following table summarises the communications between Suncorp and Ms
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Richardson in relation to the progress of her claim.

Date

Mode of
communication

Communication details

3111210

Telephone

A call was received fram Ms Rmhardson iodging a cEalm

1 forflood daimage.

01/01411

Telephone

A call was recelved from Ms Richardson requesting
information on damaged items and clean up.

04/01/11

Telephane

A call was made ta Ms Richardson, no answer on home
or mobile. Message left to contact Case Manager.

06/01/11

Telephone

The custamer called for update on claim.

07/01/11

Telephone

The custorer calted regarding no contact from Case
Manager, seeking update on claim and questlonlng when
assessor would attend.

10/01/111

Telephone

Suncorp contacts Ms Richardson to advise the assessor
would he there today.

19/01111

Telsphone

Suncorp contacts Ms Richardson to advise of new Case
Manager detalis, Also advised that Suncorp was waiting
far the assessor's report.

21/0111

Email

Received email from Ms Richardson regarding rental
accommodation,

21101111

Telephone

Suncorp contacts Ms Richardson to advise the claim was
to be assigned to another Case Manager

in the major loss team and to advise of other claim
issues (e.g. require tenancy agreement for rentat
accommodation, to complete make-safe and send us
invoice).

28101111

Email

Suncorp contacts Ms Richardson 1o advige of new Case
Manager defalls ( Also advised the
customer about the temporary accommodation process
and Issues. The customer responds to Suncorp the
same day confirming contact,

31/01/11

Email

Suncorp contacts Ms Richardson to advise on a time-
frame on contents list and that Cunningham's were
gppointed on 28101711,

(302111

Ematl

Ms Richardson contacts Suncorp to query replacement
af vacuum cleaner.

08/02/11

Telephope

The customer called regarding no contact from buiider,
atvised CGunningham’s would contact the cusfomer
today.
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11/02/11

Emaill

Received emall from builder (Sergon) to adviss they
contacted on 10/02/11 to make arrangemeant to have
repair scope prepared.

2210211

Email

Suncarp contact Ms Richardson regarding emai of 3
February 2011 and advised of approval to purchase

| urgent items while'in temporary accornmodation.

25102111

Telephone

Customer called to advise that termites have heen
discovered in the house and wanted to know what to do.
Advice provided to obtain detailed termite report.

1510311

Email

Suncorp advise Ms Richardson that a rental agreement
Is required for accomrmodation payments to be made.

17/03/11

fFax

Ms Richardson faxes rental agreement g Suncorp.

21/03/11

Telephons

Suncorp attempts to ¢all Ms Richardson regarding
settlement of temporary accommodation. Message left
on both customers mobile numbers.

21103/M

Telephone

Ms Richardson callsd Suncorp ({returning earlier call) and
was advised of cash settlemnent of temporary
accommodation,

25/03111

Email

Suncoerp contacts Ms Richardson regarding settlement of
contants for $98,136.00.

04/04/11

Email

Ms Richardson contacts Suncorp to advise payment had
not been recelved.,

06/04/11

Email

Suncorp contacts Ms Richardson advising payment
issued again (srror in our systam) and should receive it

-[ in next 3-5 working days. Ms Richardson confirms

receipt of emall.

0&/05/11

Email

Suncorp contacts Ms Richardson regarding status of
past report (nof received), also cash settiement of
temporary accommodation costs.

26/05/11

Emait

Suncorp contacts Ms Richardson to follow up if the
sustomer was happy with repairs and if they had any
concerns,

26/05/M11

Email

Ms Richardson contacts Suncorp (responds to abova

| contact) and provides feedback on repair progress.

Raises concerns over communications with buifder.

2710511

Emaii

Suncorp contacts Ms Richardson and lets her know to
contact Case Mangger if she has "any concerns
regarding the repairs’. Ms Richardson responds same
day conflrming contact.

21/06/11

Email

Suncorp contacts Ms Richardson to ‘see how the repairs
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are progressing at your property’.

21708111

Email

Ms Richardson contacts Suncorp (responds to above
conigei) and provides feedback on repair progress -
mentions slow progress. :

1 OB/O7M1 - -

Email - -

-‘Suncorp contacts - Ms Richardson to-follow if insured was -

happy with repairs and if they had any concerns. Still
waiting on detailed pest report.

06/07111

Emait

Ms Richardson contacts Suncorp (responds to above
contact) and provides feedback on repair progress — still
mentions slow progress and that termtte report will he
sent through.

19/07/11

Email

Suncorp contacts Ms Richardson to follow up if insured
was happy with repairs, if they had any concerns and to
send through the termite report when available.

19/07711

Email

Ms Richardson contacts Suncorp (responds to ahove
contact} and provides feedback on repair progress.
Details provided on progress that that contract end date
will not be met.

2110711

Fax

Termite pest report received.

2810711

Telephone

Suncorp atiempts to contact Ms Richardson to advise on
pattial rejection of claims for damage by termites. Both
mobile numbers called and message fsft.

29/07M1

Telephone

Ms Richardson contacis Suncaorp (responds to above
cantact} and was advised of partial rejaction lstter.

18/08/11

Email

Suncorp contacts Ms Richardson to follow on progress of
repairs and if happy with repairs. '

19/08/11

Emait

Ms Richardson contacts Suncorp {responds to above
contact) and advises repair progress but frustrated with
builder. Sought advice on replacement of carpet.

10/08/11

Email

Suncorp contacts Ms Richardson (responds to above
contact) and provided advice on reptacement/seitlement
of carpst.

19/08/1%

Email

Ms Richardson contacts Suncorp (responds to above
contact) and advises on previous carpet guota.

22/08/11

Email

Buncorp contacts Ms Richardson (responds to above
contact) and requested to send through earlier quote for
settlemant.

22108111

Email

Ms Richardson contacts Suncorp (respands to above
contact) and advizes she will try to find quote and send it
through. Another smail sent with guote attached.
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24/08/11

Email

Suncorp contacts Ms Richardson to advise that cash

seftlement of quote were being progessed.

04/09/11

Emait

arrange moving back to property.

Ms Richardson contacts Suncorp to advise that repairs
should be compileted on 12 Septemnber and wanted to

05/09/11

Email

Ms Richardson contacts Suncorp attaching removalists
quote.

05/09/11

Emall

Suncorp contacts Ms Richardson to advise of cash
settlement of removalist quote and to query issues raised
in email on 4 September.

05/08111

Emall

Ms Richardson contacts Suncorp (responds to above
contact) and clarified issues in pravious smail.

06/09/11

Email

Suncorp contacts Ms Richardson (responds to ahove
contact} to advise to contact Case Manager if she has
any problems with repalrs.

14/09/11

Telephanse

Ms Richardson contacts Suncorp to raise issues around
handing keys back fo her. Suncorp offered to arrange for
a Suncorp Customer Liaison Officer (CLO) to aftend to
discuss concerns ralsed about builder. A CLO Is an
experienced Suncorp internal Assessor who mediates
disputes or concerns raisad by customers, predominantly
ground repalrs. The GLO's role Is to resolve repair
issues to the satisfaction of the customer and builder.

15/09/11

Telephone

Suncorp attampts to contact Ms Richardzon regarding
concerns raised.

9. Suncorp would like fo highlight the following in relation to the issues numbered 110 17 in
the Requirement fo Provide Information.

10. Point 2; It is correct that an assessor attended ths properfy on 10 January 2011,
however this was not done in response to pressure from Ms Richardson. |n that regard;

a.

An assessor was appointed becauss that is Suncorp's usual process for g

Major Loss claim,

The assessor was appointed by Suncorp on 3 January 2014.

Suncorp telephoned.Ms Richardson the following day to advise her of the
appointiment, however there was no answer on either mobile or landiine
numbers., A message wasg laft requesting Ms Richardson to contact the Cass

Manager.

When Ms Richardson returned that call on 6 January 2011, she was advised
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1.

12.

13.

14.

16.

that an assessor had been appointed,

e.  Ms Richardson telephoned on 7 January 2011. The notes of two
conversations with Ms Richardson on that date indicate that her primary
concerns were that she had not been contacted by a Casse Manager.

f. The assessor attended on 10 January 2011,
g. Suncorp was unable to deploy assessors to Emerald unfll 5 January 2011 due
to lack of access as a result of the floods, Suncorp deployed 5 assessors on 8

January 2011 and a further 11 assessors on 9 January 2011. Ms Richardson’s
propeity was assassad in this franch of assessmants,

Point 3: A review of Suncorp’s records Indicate that Suncorp contacted {or attempted to
contact and left messages) with Ms Richartdson on 27 oceaslons. Contact was mads by
the customer {Ms Richardson or on her behaif) on 28 occaslons, a percentage of which
were in response to messages left by Suncorp.

Points 4 & 5. The ciaim was lodged on 31 December 2011. information regarding clean
up, disposal of damaged items etc was provided on 1 January 2011, A Clalms Manager
was assignad and Suncorp attempted to initiate first contact to discuss the ¢laim on 4
January 2011, however there was no answer on either mobile or landiine numbers and a
message was leff, When s Richardson returned that call on 6 January 2011, she was
advised of the appointment of the Case Manager and other aspects of the claim ware
discussed. The assigned Case Manager was on [eave until 10 January 2011, however
under Suncotp’'s system, other members of the Claims Team are abie to assist when a
Case Manager is absent or is dealing with another clalm. It is not uncommon during
busy times for other Case Managars o assist on Cass Managed claims, particularly
where the Case Manager responsible for the claim is busy or otherwise unavallabie.
This ocourred with Ms Richardson’s claim. For example, advice was given regarding
dealing with damaged items and clean up, and an assessor was appointed.

Point 6; Atfached as Annexure 1 are copias of all claim file notes from Suncorp's
gystem, and emails between Ms Richardson and Suncorp’s Case Managers. Thase
reflect responsive and appropriate communications.

Point 7: | refer to the tabla above, which summarises the flow of communications.

Points 9 to 13: A Claims Manager was appointad on 4 January 2011. A megsage was
left on Ms Richardson's phone requesting she contact the Claims Manager. Any
voicemails recelved by customars were responded to in the arder in which they were
receivad.

Point 14: | believe the call referred to was a cail by Ms Richardson on 7 January 2011,
as it was a call on this date when Ms Richardson asked to spaak to a supervisor,
Suncorp acknowledges thal Ms Richardson was angry that she had not been contacted
by the Claims Manager, but Suncerp has no gvidence suggesting that Ms Richardson

had mads over 100 unanswered czalls, and the fila notes of her discussion with Suncorp
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17.

on that date do not record her saying this.

Polnt 16 & 17: These Issuas are dealt with In my response to Question 10 below.

Question 2: Please provide a copy of Ms Richardson’s contract of insurance which
applied to this claim,

18. A copy of the contract of Insurance is attached as Anhexure 2.

Question 3: Please advise the extent to which Suncorp kept Ms Richardson infermed of
the progress of her clalm from the date the claim was made, including the dates on
which Suncofp contacted Ms Richardson; the mode of communleation for each contact
and the destails of that communication,

19.

20.

Over the course of Ms Richardson’s claim and as at the date of this statement,
Suncorp’s records show that 52 communications either oceurrad or were attempted
betweesn Suncorp and the gustomer;

a.  Suncorp confacted or attemptad to contact the customer on 27 occasions, and
b.  The customer contacted or éﬁempted to contact Suncorp on 25 accasions.

Fuil detalls of the dates en which Suncorp contacted Ms Richardson, the mode of
communication for each contact and the details of that communication are contained In

the table above.

Question 4: Please advise when the conteiits claim for Ms Richardson’s claim was
decided? Please advise the reason for delay, if any, in making a decision on this claim
or communicating the decision to Ms Righardson,

21,

22,

23.

24.

On 1 January 2011, Suncorp advised Ms Richardson to keep a list of damaged
contents, noting quantity, make, model and age, but eould then dispose of the items.

On 6 January 2011, Suncorp again advised Ms Richardson that she could dispose of
items damaged heyond rapair but to keep a detailed fist of itetns so that her claim for
them could he processed and settied.

Ms Richardson provided a list of damaged contents to Suncorp on 24 March 2011.
Suncorp reviewed the list the following day and sent an email to Ms Richardson
confirming settiernent of the contents claim and advising that a payment wouid be
processed. The Claims Manager inltlated ths payment process the same day.

A systern error prevented the seftlement payment being processed inifially. Suncorp
was not aware of this uniil Ms Richardson sent an emaif on 5 April 2011 advising
payment had not been received. The error was remedied and payment was
successfully processed on 6 Aprit 2011 and a confirming emall sent to Ms Richardson

the same day.

Qusstion §: Please provide copies of all records, Including audio recordings {if any), in
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respect of the ciaim, including buf not limited to, all communications between Ms
Richardson gnd Suncorp, and all comtmnunications with assessors and bullders.

25, Claim communieations are aitached as Annaxure 1 referred fo abova.
28, In agdifion, attached as Annexure 3 are cobies of quotes, house inspection repor,
- “bullding contract for repiait of tha irsuied propsity and dociiments Tegarding rental. ™
Question 6; In respect of Point 2 above:
6.1 When was the decision to send an assessor to Ms Richardson’ property

made?

27. A decision was made on 31 December 2010 to appoint an assessor to attend Ms
Richardson’s property.

6.2 When was this communicated to Ms Richardson, and by what means?

28. Ms Richardson was advised by telephone on 31 December 2010 during her initial cali to
Suhcaorp lodging the claim, that an assessar would attend hér property.

6.3 When did an assessor attend at Ms Richardson’s property?
29.  An assessor attended Ms Richardson's property on 10 January 2011.

6.4 Was there any reason why an assessor dld not attend the property at an
earlier date?

30. After Emerald flooded on 31 December 2010, Suncorp was unable to deploy assessors
to Emerald untit 5 January 2011, piimarlly due to a lack of access to Emerald as a result

of the floods.

31, Suncorp sent six internal Assessors to Emerald on Wednesday, § January 2011 and a
further 11 Agsessors on 9 January 211, These assessors worked 14 hours per day, 7
days per week to complets the assessments.

32; This resuited in 35 assessmants being complated by 6 January and 134 assessments
by 9 January 2011. 411 propsriies in the Emerald area were assessed over a 1( day

period.

Question 7:1n respect of Points 4 and 6 above;

7.1 if the claims manager appointed to Ms Richardson’s claim was on annual
leave, why was that claims ianager appainted?

33. Ms Richardson's cleim was lodged on Friday, 31 December 2011 and under the normnal
business rules huilt into our claim system, the claim was categorised as A Major Loss
because the home had been inundaled with fiood waters and was therefore uniiveable.

34. Afthe time of the lodgemsnt of the claim, Suncorp had not yet established the
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Queensland Event Recovery Team (which was set up after fhe south east Queensland
floods). Ms Richardson's claim was therefore allogated to Sunicorp’s Naturat Hazard
Team which exists within our normal claims operations. At this stage of the event,
Suncorp made the deglsion to manage the clalm at a team managed level {rather than
case managed), which meant that claims were evenly spread across teams to initiate

. customer contaci. . e e

35.

38.

37.

38.

38,

40,

41,

Although some staff were sfili on annuat leave, including Emma Ging who was on four
days annual leave, this strategy was temporary until we could set up dedicated Case
Managed teams and phone queues, which subseguently occurred whan the
Queensland Event Recovery Team formed on or about 18 January 2011.

From my examination of Suncorp's Claims System a Suncorp staff member, _
assighed the claim to a Case Manager (Emma Ging) on Tuesday, 4 January 2011. The
file notes also show that on the same day _at‘tempted to cali the customar on
both the home and mobile number but was unsuccessful and leff a message to call. The
file notes show that Ms Richardson contacted Suncorp on Thursday, 8 January 2011
and was provided with information regarding how to deal with damaged content items as
well as details of the appointment of an assessor.

On Friday, 7 January 2011, Ms Richardson contacted Suncorp to complain that the
Case Manager had not her returned calis. This call was initially received at our Calt

Centre and was refsrred to a senior Case Manager ({J ] ho informed Ms
Richardson of the aclions taken to appoint an assessor, as well as how she could claim

for contents and temporaty accommodation.

From my examination of notes on Suncorp’s Claim System, the Case Manager's Jast
day of annual leave was Friday, 7 January 2011 and she returned the customer's call
when she returned to work on Monday, 10 January 2011. Qver the four day period from
being notlfled of a Case Manager to the Case Manager calling Ms Richardson, Suncorp
was able to inform Ms Richardson on the claim process and the appointment of an
asseSS0r,

Most impartantly, the absence of the Case Manager did not delay the appointment of an
23Sessor. '

7.2 If there wera three claims managera for the fiie in three weeks, why ware
there three claims managers rather than one who could maintain
continuity of the claim?

Over the days following the Central Queenstand floods thers was a significant amount of
work bsing undertaken to respomd to customers impacted by the floods as set out in my
statemeant to the Commission dated 14 Saptember 2011.

From my examingtion of Suncorp's Claim System, on or about 21 January 2011, -
was appointad the Case Maniager for this claim and the cusiomer was notified
accordingly. This Case Manager remained the main contact point with the customer for
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42.

43,

the duration of the claim, and remains so.

in the initial three weeks foliowing the lodgement of the claim two other Case Managers

were briefiy appointed ta manage the cfalm, one for 15 days (Emima Ging) and one for
approximately 2 days *

The mé'ilﬁ. reasonforthe iﬁiiial éﬁﬁéintﬁieﬁf o'fvéase Managers was due to the volume of

claims being recsived by Suncorp. Suncorp was attempting to manage ihe allocation of
Major Loss claims across our normai claims operations while at the same time bullding
the Queensiand Event Racovery Team. | was appointed Exacutive Manager,
Queenstand Event Recovery Team on or about 18 January 2011 after which t set up a
series of teams to manage the various categories of claims, as outlined in paragraph 44
of my Statement dated 14 September 2011 in response to Requiremsnt to Provide
Information dated 5 September 2011.

Question 8:In respect of Polnt 14 above:

44,

435,

48.

47.

48.

8.1 Were any calls made by Ms Richardson not returned? If so, why, in respect
of each such call, was the call not returned?

Over the period in question Suncorp received a large vofume of calls. At this time
customers were calling our normal claims line as we had not yet set up the dedicated
phone lines for flood and Yasi affected customers. The dedicated phone ling system is
described in paragraph 189 of my Statement dated 14 September 2011 in response to
the Requirement to Produce Information dated 5 September 2011. Calls that were
received by Suncorp were forwarded to Major Loss teams as evidenced by the cali the
customer made on Friday, 7 January 2011, :

In cases whers the allocated Case Manager was on another call, the customer wouid bs
able to isave a message on the Case Manager's message bank. These customers were
called back in the order of the messages left. If multiple massages for the one ¢laim
wars received, then one phone call response was made.

| have examined the claims system for this ¢lalm and | have not identified any calls that
were not returned or requests for information that were not provided.

8.2 Is Suncorp aware of calls being made by customers in the period of the
December/January 2011 floods, which were not beling answered‘? If o,
why were those cali not being answered?

The Suncorp Call Centre measures call performance using a number of metrics, one of
which is abandonment rate, This metric is a function of calls offered to calls answered
and is driven by customers hanging up before a call centre operator can accept the call.
Itis Suncorp’s experlence that abandonment rates tend to deteriorate during significant
disasters as eustomers choose not to stay on call queues for long periods of time and
prefer to call back during quister times.

Ta manage the volume of calls Suncorp receives during events, we bring on additional
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resources to assist with capacity as well employing other telephony strategies to
minlmise the impact of call volumes, e.¢. voice and IVR strategies. The additional
resources we engaged to meet capacily demands is outiined In paragraphs 99 to 106 of
my Statement dated 14 September 2011 in response to Requirement to Provide
Infarmation dated & September 2011.

49.  In the week commencing the 10 January, 2011, thres Suncorp Call Centres were forced
to temporarily close due to flooding. This {s outlined in detail in paragraphs 56 and
following of my Statement dated 14 September 2011 in response to Reguirement to

Provide information dated 5 September 2011. Notwithstanding the impact of flcoding on
Suncorp infrastructurs, inbound calls were re-routed to call centres interstate.

50.  Qurrecords Indicate in January 2011 aimost 250,000 calls were made to our Call
Gentres, which represented a 9% increase on the previous month and a 36% increase
compared fo January 2010. [n terms of calls that related to Home claims, call volumes
increased in January 2011 by 26% when compared to December 2010 and 42% higher
comparad to January 2010,

51.  When the Queensland Event Recovery Team became established, we set up dedicated
tefephone lines to enable flood and cyclone affected customers to call the Event
‘Recovery Teams more directly, Specific email addresses were also established
allowing customers to contact us by email as well. Suncorp’s contact detaits were
advertised In local media and on the website as set out in paragraph 183 and followlng
Statement dated 14 September 2011 in response to Requirement to Provide [pformation
dated 5 September 2011,

Question §: What is the status of Ms Richardson’s ¢laim on her home policy? What
decision has been made?

52. Ms Richardson's claim has been accepted for fload related damage. The property is
currently in the final stages of repair by Insurance Repair Speciatists (RS} and repairs
arg near to completion. ‘

53. Ms Richardson has been paid $106,356 in settiement of her contents claim (comprising
contents, carpets and removalist costs), $18,720 to cover temporary accommodation
costs, $168 to cover the termite pest report; and $180,470 has been paid o the builder
to date to effect repairs 1o the properly.

Guestion 10:Were IRS builders appointed by Suncorp to repalr the home? i so, when
werea they appointed?

B4. IRS was appointed fo quote on 8 February 2011, Authorisation 1o start repairs was
provided on 17 May 2011.

10.1 What were they instructad to do?

85.  IRS was appointed to quote on flood damage repairs to Ms Richardson's property.
Once IRS's quote was approved thay ware insfructed to complete repairs as per thelr
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56,

quote.
10.2 What reporis as to progress has Suncorp received from IR3?

The repairs refating o the central Queensland floods were managed separately by

__ external Project Managers, This is outlined In paragraphs 74-76 of my Statement to the

o7,

58,

59,

80.

Commission dated 14 Sebtember 2011,

Monthly progress reports were provided by the Project Managers to Suncorp that
outlined the curren{ status of repairs by al builders under their management (s.9. quote
issued, quote received), contract start and end dates, and compietion the rates of these
repairs. '

10.3 Does Suncorp agree that IRS were to compiete the repairs by 25 July
20117

| have examined the claim files and sought feedback and Information fram the bullders
{IRS) In relation to the repairs and progress of Ms Richardson's claim. The coniract
signed between IRS and Ms Richardson, which is contained within Annexure 3, stated
that repairs were to commence 11 April 2011 and practical completion was expscted to
be 25 July 2011. The contract expressly states that “this date may be affected hy
extensions of time allowed under the Contract for unforeseen circumstances (eg
abnormal weather) or approved variations®.

However, IRS has advised me that Ms Richardson did not want repairs to commence
until the results from the engineer's report were resolved in relation to the Hebel block
work. | am also advisad that kitchen alterations have caused deiays to the progress of
repairs. The repairs to tha property commenced on 17 May 2011 with a completion
anticipatad to be the end of September 2011.

I am advised that delays were expetienced for the following reasons:

a. The customer was not happy with the recommendation outiined in thé engineer's
report ragarding the structure of the building. | am advisad that discussions
continued between the customer and IRS until mid August, which delayed repairs
and axternal paint work.

h. The customer requested joinery work to be ardered through a loeal cabinet maker,
which had an 8 week lead time. | am advisad that abtalning a quote from a focat
joinsr took longer than expecied, which in turn delayed the ordering of the service, |
arm advisad that the cabinet maker used by {RS has 2 maxitnum lead time of 3
waeks.

¢. The customer wished to make changes to thair existing homa that were not covered
by insurance. Theseg inclyded the following changes to the plumbing:

(i} rtemoval of spa and changed pipas to mova cabinst in ensuite; and
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61.

G2,

10.4

lam

a.

b.

d.

a.

fam

(i} changes from copper to plastic drain pipes;

The customer needed to use a specialised plumber whom the customer engaged,
IRS had to wait for these works to be completed to allow other trades to commence
or finish off their works.

' Thefollowmgelectrical workwasundei‘takenbyan éiectrician éngéged by the

customer outside of the controf of IRS:

{fy removal of light switches from main bedroom inio ensuite;
(i) installation of new power points;

(i) installation of additional Bghts in the kitchen; and

{iv) Installation of additionaf lights in the ensuite,

IRS had to wait for these works to ba completed to allow other trades to commence
or finish off their works.

The customer was undecided as to whether to have a glass spiashback or remain
with the original (damaged) tites. The customer eventually informed RS they
wanted the glass splashback and had engaged a local cablnet maker to supply and
install this. The customer signed off on the splashback with a cabinet maker on 2
September 2011.

Does Suncorp agree that they have not completed the repairs? If 8o, what
action has Suncorp taken, if any, with respect to this non-completion of
repairs; and what action does Suncorp intend to take in the future, and

when?
advised by IRS of the following key dates in relation to the repairs:
Strip out and sanifisation completed on 28 Aprll 2011;

Reviged quote submitted on 17 May 2011 for floor preparation as the floor required
grinding ete. (When the original tiles ware removad the floor was found to be
unsuitable for [aying new tiles);

The kitchen was orderad on 8 June 2011. This is also the date iIRS ordered the
insurable amount for joinery; :

Approximatsly 50% of the repalrs were complete by 27 June 2011; and
The kitchen was instalied on 18 August 2011.

advised that repairs are almost complete at the property and that the only

remaining item is the replacement of a glass splashback in the kitchen {mentioned
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63.

64,

85,

66.

above) and finishing works,

I'am further advised that finishing works are normally undertaken when all items such as
kitchen splashbacks are Instalffed, however IRS has proposed to undertake finishing aft
outstanding works prior to the splashback being installed (e.g. paint touch ups, electrical

it off,. cleaning ste)..Under.this.proposal, the. spiashbacks can be-fiited by. a cabinet......

maker when they become available and may raquire a further visit by electrician, painter
and cleaner.,

Ms Richardson contacted Suncorp on 14 September 2011 to advise that she has
concerns over the repairs completed by {RS. During that call, Suncorp raised the opfion
of appointing a Customer Liaison Officer (CLQ) to review her concerns and atiempt to
rasolve any dispute or repair issues with IRS.

Suncorp attemnpted to contact Ms Richardson by phone on 15 September 2011
(voicemail and email messages were left for Ms Richardson 15 September 2011) to
further this option and obiain a list of the concerns over the repairs for Suncorp to action,

To resolve any repair issues it is Suncorp's intention to send a Suncorp Assessor to
Emeratd and attempt to resolve any disputes or repair issues between the customer and

. the builder.

Closing Comments

67.

88.

89,

70,

7.

[ have examined our Claim Systen and have only been able to identify ane main
concern regarding communication by the Suncorp Case Manager, which was on 7
January 2011.

Suncorp contacted Ms Richardson on séveral occasions in the course of the building
work, and although she mentioned progress as being sfow, she expraessad no pariicular
concems ahout the quality of the work until very recently. On 20 Jduly 2011 she advised
that she was happy with the works so far completed but was frustrated by the fime being
taken to complete repairs.

Ms Richardson advised on 19 August 2011 that some painting would need to be redone.
On 14 Septemher 2011, she raised concerns about the building work overall, therefare
Suncorp raised the prospaect of arranging a CLO to attend her property to discuss and
resolve concemns regarding the builder. The notes on the claim also indicate that she did
not want Suncorp to make contact with the Project Manager [ o
discuss the concerns she had. So far as | can asceriain, this was the first time she
mentioned being unhappy with the Project Manager.

QOur last contact was the following day, 15 Septermber 2011, when Suncorp attempted to
contact Ms Richardson regarding her concems.

I note Ms Richardson's statement to the Commisslon was made the sama day. As at
the date of this statement, Suncorp has still not received a summary or any specific
details from Ms Richardson as fo the nature of her concerns about the building work.
Suncorp offer & lifetime guarantee on repairs and we would like to arrange for a CLO to

613664972
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attend the custormer's property to resolve any repair issues g0 that this guarantee can be
met.

Sworn by the Deponent
At Brishane

This 27th day of
September 2011

BHefgre me

oy
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ANNEX(EE |

Christie Murray _ 31/12/2010

Landing Page Details

Claim Summary
Claim Number is_has been successfully saved,
Reporter Name: CRESTA LEE MANN  Insured Name: MANN, JEFFREY KARL &
RICHARDSON, CRESTA LEE
Team Assignment: Natural Hazard (Team 2)
Claim Excess: $200 (Please explain payment method)
Return correspondence: Mailing Address - GPO Box 1145 Brisbane 4001
Fax Number - WFI - 1300 722 582

Fulfilment Decision

Incident Party : MANN, JEFFREY KARL & RICHARDSON, CRESTA LEE (Insured)
Assessment Path: Onsite(Due to the particular citcumstances of your claim, a claims
specialist will be in contact to further discuss and progress your claim)

Contents Item Fulfilment Decision

31/12/2010

MAJOR LOSS
sk PN, ¥k

-advd insd claim
-advd insd $200 xs applies to claim

~advd insd An Assessor will be in contact 3 WD

-advd insd CM appointed to claim contact SLA 2WD

-limits advd up to sim insured

-insd advd’ABN ; no GST no ITC 0% confirmed with insd
-Auth QA

4

Rec call from insd Cresta
- Requesting information on damaged items & clean up




Action:

- Advd insd w/ carpet that is damaged to remove but keep sample to show assessor
- Advd insd to keep list of damaged contents (rote quantity, make, model, age) &
remove

04/01/2011

OBML
Revd Notification of New Claim

ACTIQN

-Assigned claim to CM
-Reviewed Details of claim
-Checked History

-Confirmed Excess $200

-Confirmed Assessor Appointed
-Phoned INS, No answer on either home or mobile, left message on mobile for INS to
contact CM ’

_ 06/01/2011

23 .
Insd - Cresta called for update on claim as she needs to leave tomorrow and would

really appreciate if the assessor could meet her and her husband at the property
tomorrow before she leaves,
Insd also advd they still have a lot of their contents items

they have made detailed lists and taken photos of everything

insd advd they are not game enough to throw things out before the assessor sees
everything. :

ACTION:

advd insd ok to throw the items out that were damaged beyond repair, as we are

asking people to make a detailed list of items.

advd insd there has been an assessor appointed to their claim, but i cannot promise
that he could be there tomorrow.




_ 07/01/2011

62
Caller: Cresta - insd

}
REASON:
- Insd called as she is angry she has not been personally contacted by her CM at all

since lodging the claim
- Insd is anxious at the fact that she has had no direction from the CM and advd all of
her friends who are with Suncorp have all spoken with their CM
- Insd wants to discuss with CM what is going to happen with claim and about the
assr
- Insd advd she has left her CM many messages but her calls have not been returned
ACTION:
- Attempted to contact CM but was unavailable
~ Bxplained to insd that the CMs ate very busy at the moment due to the floods
- Insd advd that she understands that they are busy but that she is unhappy with the
service as it is the CM job to return her messages
- Insd advd that if I cannot contact the CM she would like to speak with a superviser
- Called claims TSO o enquire where I should direct call as only 1 activity
on the claim and I know the home TSOs are very busy
dvd to explain everything in the notes to insd again and if still wants to
. escalate contact a home TSO
~ Went through details with insd and she understood but still requested to speak with
a superviser
- Tfrd call to home TSO| IIGEGIN

0

_ 07/01/2011

IBC

Received call from CCC-w1th Insd Cresta wanting to advise CM has not returned
her calls

ACTION :
S/w Insd Cresta and advd I wilt send and email to assessor coordinator to have an assessor

assigned

emailed insd copy of contents list and email sent to_

Advd Insd to look for Temp accom at this stage and send in quotes

Emma Ging 10/01/2011

OBCC _
Received voicemail from insd



ACTION

~Called insd, spoke to Cresta - insd advised assessor has attended and is there today.
-Insd became upset that has not been called and advised she wants regualr contact with
CM.

-Advised insd have been on annual leave and this is why her voicemail was not returned
by me and that supervisors sent my voicemails to be actioned and due to workloads at the
moment this is why she has not been called back.

~Advised of timeframes for reviewing reports and SLAs for reviewing documents sent in
and advised that I will now be working in another department but when a new case
manager is appointed I can request that they contact her to touch base and discuss claim
and give contact details.

~Insd happy with this.

] 19/01/2011

OBCC
ACTION

~assigned claim to self

-Revd notes

-Contacted insd sw Cresta, Insd extremly happy that we had got intouch with her so
quickly '

-Advd new cm details

-Advd we were waiting on the assr rpt

-Insd advd partners work were paying for their temp accomadation

_ 21/01/2011

OBCC
ACTION

-recd email fiom insd Cresta, Uploaded to claim. Insd now has to take up rental

agreement, contacted Cresta and advd assigning claim to Major Loss on advd from TSO
Assign to A '

-Advd Cresta we will require a rental or tenancy agreement

-Advd assr report recd

-Advd if electrical make safe needed have electrican do work and send in inv to sun

_ ' 28/01/2011




OBCC
Validate proof of ownership / proof of loss / proof of purchase

ACTION

~-Reviewed Claim

-Claim has been assigned to me to CM

-Reviewed report

*Cat A

*Insd contents list to be faxed through to CM shorlty

*PRM required

-Sent email to building co-ordinators for builder to be appointed

-Reviewed Insd email

-Landlord is now going to be chargin the insured $230 per weck and a $980 bond
-Sent email to Insd

-Advd Insd of CM details, rental agreement requires and that bond is not covered Advd if
needs any help paying for bond to contact CM

s 29/01/2011

File reviewed
Actioned

I | 310112011

OBCC

Review correspondence
ACTION

-Reviewed Claim

~-Recieved email from Insd

-Insd wanted to know if there was a time-frame on contents list to be sent-advd Insd no
time limit due to damaged

-Insd also wanted to know when builder will call

-Advd Insd Cunningham were appointed 29.01 and hopefully a builder should contact
this week

-Email sent with replies




I osioazo1s

IBCC
IBCC

ACTION

- received call from insd Cresta to advise she had not yet heard from the builder desplte our
advice we had appointed Cunninghams 10 days ago

- called Cunnigharus, they had not yet receievd our email

- re-sent email with event onsite sheet

- Cunninghams advised they would contact insd today

~ insd happy with this, but frustrated with time taken so far

— 11/02/2011

IBML
Voicemail from CEE——

ACTION

- Voicemail received on CM's old number
" - CHEEN i visc that their subs1dary co. S|illare handling this claim, contact #

1300 735720

- Returned call to Cominp S SN spoke with RN request that someone

please call insd today as she has been waiting contact for over 12 days since we ﬁrst sent
request through and is getting anxious
- advsd they will contact insd today

_ 11/02/2011

Contact from S|}

Email received from S-- r.e contact with insd:

Des -v1szted insured home on 7/2/2011 - left message on phone on 10/2/2011 -
insured partner Cresta Richardson phoned back on the 10th and we arrangd to have
Sﬁwhich has been booked for 17/2 at 8am.,




- 22/02/2011

OBCC
Review correspondence

ACTION

-Reviewed Claim

-Recieved email from insd who queried if they can replace the vaccum cleaner that has
been damaged in the flood

-Advd Insd that if she needs to replace any items urgently to purchase and send through

the reciepts
-CJ v advd in notes attendance to be made 11.02.2011

— 25/02/2011

IBCC

IBCC from insd Cresta Mann, insd has just been to the house and ringing in a panic
stating that there are now termites in the cavity of doors and windows, insd wanting to
know what to do? .

Action

- sW TL Nick [l advd betow

- advd insd that as we have no internal assessors in emerald we will need a detailed report
on what is happening

- insd advd that she is having pest control company out this aﬂemoon if not tomorrow and
she is wanting them to spray

- advd insd that pest control company must have a detailed repott on the extent of the
damage and how long termites have been there for, photos if possible, stressed to the
customer that reportt needs to be as detailed as possible, stating what, when, where, how
etc

- insd advd they were not there before the flood, company that is attending has sprayed
the house before

- advd insd once invoice/report complete send to CM for review

— | 15/03/2011

OBCC
Review correspondence



ACTION

~Reviewed Claim _

-Insd has sent through payslip showing rental deductions $996.67 and $257.21
*No rental agreement has been recieved from the insured to date

-Sent email to Insd advd rental agreement is required for payment to be made

I 17/03/2011

IBCC
Review correspondence

ACTION

-Reviewed Claim

-Recieved email from Insd Cresta

-Creata advd will find the tennancy agreement and email through
-Insd advd will be sending through the contents list shortly

_ - . 21/03/2011

OBML
Review correspondence

ACTION

-Reviewed Claim

-Insured has sent through rental agreement starting on 12,02.2011 at $1170 per
week

-Insd can be settled 12 weeks 12.02.2011-06.05.2011 $14040.00

-Attempted to email insd-all emails were sent back as undeliverable

~-LMTCB insd mobile number (Cresta) ‘

-Did not attempt home number as in temp accommodation

-LMTCB insd Jeff mobile numbex

*CM needs to enquire on EFT details for payment

I 21/03/2011
ibc ‘
caller - cresta - insd
ACTION

- INSD returning ashley's call
- adv insd of info as per previous notes



- obtained bank details for insd
- process ¢/s payment value $14040 12 weeks accommodation
- insd said she has nearly finalised her contents items

_ 25/03/2011

OBCC
Review correspondence

ACTION .

-Reviewed Claim
-Reviewed insd contents list
-Removed the following;

*Cubby House

*Water Pump :

*Eloor tiles and decorative tiles
*Sand for Cubby House
*Carpet

-Sent email to Insd to advd payment of $98136.60 less $200 xs will be processed
for contents list '

-Require reserve activity to be completed

-Set activity to issue payment tomorrow

I 05/042011

IBCC
Review comrespondence

ACTION

-Reviewed Claim

-Recieved email from Insd advd payment has not been recieved
-Reserve activity has been approved but reserve has not changed
-Ammended reserves

-Set issue payment activity as require reserve approval

-Insd to be contacted onice reserve approved to advd of payment




- 06/04/2011

OBCC
Issue Payment

ACTION

-Reviewed Claim

-Reserves has been aaprvoed

-C/s insd $98136.60 less $200 xs for contents
~-Sent email to Insd to advd of payment made

B oo

File Review
Review correspondence

ACTION

-Reviewed Claim
-Email from Insd is thanking CM for payment
-NFAR today

I - 05/05/2011

OBCC
Follow up quote from repairer/supplier

ACTION

~Reviewed Claim

-C/s insd $4680 for 4 weeks Temp Accommodation $1170 per week 07.05.2011-
03.06.2011

-Insd is yet to send through pest report

-Sent email to Insd

~Advd Insd of ¢/s for accommodation

-Queried status of pest report (termites)

_ . 26/05/2011



OBCC
Follow up quote from repairer/supplier

ACTION
-Reviewed Claim

-Sent email to Insd
-Queried if insd is happy with repairs/any concerns

_ | 27/05/2011

IBCC
Review correspondence

ACTION

-Reviewed Claim

-Recieved email from Insd Cresta

-Insd advd that she is unsure if she is happy with repairs at this stage
-Aw PC costs for tiles .

-Advd Insd if she has any issues to contact CM and I will follow up with

30/05/2011

IBCC
Review correspondence

ACTION
-Reviewed Claim

-Recieved email from Insd thanking CM for response
-NFAR today

— 21/06/2011

OBCC
Follow up quote from repairer/supplier

ACTION



-Reviewed Claim _
-Sent email to Insd to touch base on repairs-are there any issues with repairs

_ 22/06/2011

IBCC
- Review correspondence

ACTION

~Reviewed Claim

-Recieved email from Insd Cresta

-Insd advd that repairs are proceeding but very slow

OBCC
Follow up quote froin repairer/supplier

ACTION

-Reviewed Claim - -
-Sent email to Insd to touch base on repairs-are there any issues with repairs

— 07/07/2011

IBCC
Review correspondence

ACTION

-Reviewed Claim

-Recieved email from Insd Cresta

-Insd advd repairs are proceeding slowly and they are now have walls and
tiles

-Insd advd has termite report

~-Sent email to Insd advd any issues to contact CM and to send through
termite report '




_ 08/07/2011

IBCC
Review correspondence

ACTION
-Reviewed Claim

-Recieved email from Insured Cresta :
~Insd advd will send through the termite report via email tomorrow

- 16/07/2011

OBCC
Follow up quote from repairer/supplier

ACTICN
-Reviewed Claim

-Sent email to Insd to touch base on repairs
-Asked insd to send through termite report

I - 200722011

IBCC
Review cotrespondence

ACTION

-Reviewed Claim ‘

-Recieved email from insured Cresta

-Insd advd is happy with the works completed by is frustrated by the
time it taking for repairs

-Kitchen to be installed first 2 weeks of August

_ 25/07/2011



IBCC
Review correspondence

ACTION

-Reviewed Claim
-Recieved pest report from Insd Cresta by fax
-Read through repoxt

*termite nest was not located

*Termite damage was founhd in door frame and the window frame
*Report does not state that the termites have caused the damage due to
the flood

-As per file note 25,02

advd insd that pest control company must have a detailed report on the
extent of the damage and how long termites have been there for, photos

if possible, stressed to the customer that report needs to be as detailed as .

possible, stating what, when, wlere, how etc

-Report does not state that this damage has been caused by the flood.
Report states that there is damage but cannot determine when it
happened

-Reviewed SOW-door and frame to be replaced in SOW. Window
frames will not be replaced

-Drafted partial decline letter for termite damage and decline of the
reinstatement of the termite barrier (chemical)

- 28/07/2011

OBCC

Advise customer of rejection
ACTION

" -Reviewed Claim

-Recieved ammended partial decline letter
-LMTCB insd Cresta mobile number
-LMTCB insd Jeffrey mobile number
-LMTCB insd home number




] 29/07/2011

IBCC
Advise customer of rejection

ACTION

-Reviewed Claim

-Recieved inbound call from Insd Cresta

-Advd Insd from the report that we cannot accept the termite
damage not already being replaced sue to flood damage as well
(door frame)

~Advd insd that the report identifies termite damage but does not
provide further information

~Insd happy to accept decline but will ask for more information
from pest reporter to ahve this overturned in the future

-Advd insd liquid termite barriers (chemical) are not covered
-Advd Insd I will ¢/s $168.18 for the report fee by EFT
-Ammended reserves

~C/sinsd $168.18

~-Sent decline letter with CDR Brochure

— 18/08/2011

OBCC
Follow up invoice from repairer/supplier

ACTION

-Reviewed Claim

~Sent email to Insd

-Enquired on the progress of repairs

-Enquired if the insured has any concerns with repairs

s 19/08/2011

IBCC
Review correspondence

ACTION



-Reviewed Claim

-Recieved email from Insd Cresta

-Insured advised that the kitchen has been installed and the painters
need to complete back as there is dirt in the painted walls, some
spots only have 1 coat etc

-Insd queried about carpets

-Sent reply email to Insd

-Advd Insd they can cither send through a carpet quote or our
suppliers can quote for replacement

-Asked insured to advise which one they choose so CM can
organise if nessicary

_ 22/08/2011

IBCC _
Review correspondence

ACTION

-Reviewed Claim

-Recieved email from INsd Cresta

-Insd advd that they noted $5400 on their contents list for carpet.
This was based on an Andersons quote

-Reviewed documents on claim-quote has not been recieved
-Asked insured via email to submit through the quote then CM is
happy to settle the $5400

-Ammended reserves

_ 23/08/2011
IBCC
Review correspondence

ACTION

~-Reviewed Claim
-Recieved 2 emails from Insd

I. Insd advd will try and find the carpet quote



2. Carpet quote $5319.00

-Ammended reserves to reflect carpet quote
-Set activity to contact insd and issue payment tomorrow

OBCC
Issue Payment

ACTION

-Reviewed Claim

-Reserve change from yesterday has been approved
-C/s insd $5319 for carpet '

-Sent email to Insd to advd of ¢/s

- 05/09/2011

OBCC
Review correspondence

ACTION

-Reviewed Claim

-Recieved emails from Insd

-Insd has sent through a quote for the removalist back home $2101
F&R

-Ammended reserves

-C/s insd $2101

-Insd queried in email if she could have IRS back for jobs

-IRS have misplaced her fittins-what happens with this

-Sent email to Insd
-Advd Insd of ¢/s for removalist
- -Queried what hjobs IRS would be coming back for
-Queried if there any anything else but the fittins misplaced by IRS
-Queried if IRS have replaced fittings with new ones '




— 06/09/2011

IBCC
Review correspondence

ACTION

-Reviewed Claim

-Recieved email from Insd Cresta

-Insd advd that the missing fittins have been found by IRS

-Insd enquired what happens if she has concerns with repairs after
the handover date

~Sent email to Insd Cresta

-Advd insd any concerns over rerpairs to conatet CM and I will
follow up regarding concems

*Reserves do not require ammendment

14/09/2011

IBCC
Inbound call recieved

ACTION

-Reviewed Claim
-Recieved inbound call from Insd Cresta
-Insd advd not happy with IRS or CL

*No communication from IRS to Insd

*IRS ask for insd to attend the property immediatly meaning the
insured needs to leave work

*Home is being unlocked at the end of the day even though it is past

lock up stage
*Both from CI. and IRS seem to be disinterested in her repairs

Or CONCermns Over repairs

*When insured points out major concerns with repairs CL advd that
the repairs are okay

*Insd does not trust CI to be on het side but on the builders
*Repairs were meant to be completed 29.07 but are yet to be
completed

-Insd does not want CM to c0ntact.regarding her concerns



-Stw TSOJ to ask if a CLO still attends Emerald
-Emailed TSO so answer can be gfound if a CLO can attend
-Advd Insd I would conatct her with an answer for CL.O
-Advd Insd if CLO cannot attend I will need to conatct Des to
discuss

- 15/09/2011

REPCO

ACTION
- Bmail from TSO MJto contact IRS for update on repairs &
completion date.
- Called IRS and spoke with NIElll who advised they had a site
meeting yesterday for this claim.

advised repairs outstanding are:
- Splash back which is 2 weeks away from Delivéry/completion
- Air Con which is being installed today.
NI advise no issue raised by Insd at all, and repairs will be
completed in 2-3 weeks

] 15/09/2011

OBCC
File Review

ACTION

-Reviewed Claim

Recieved emails from TSO and Rep Co regarding concerns from

Insd

-s/w TSO TN

-Insd to provide list of all concems with repairs and D.from CL

This will be discussed with Rep Co and Sl from CL may need
to attend to review concerns

-LMTCB insd Cresta mobile number

-Sent email to Insd to list all concerns




Sent: friday, 7 January 2011 4:22 P

Yor ]

Subject:

Attachments: ents list.xisx; RE-tm
Hl Cresta

t have attached the emait | sent to the assessing coordinator to have someone contact you by tomnorrow and the
contents list.

Thanks

Technical !u n! !llICEr Claims Services QLDIMT | Pi Claims | Suncorp

GPO Box 1145 Brishane QLD 4004
R MRS




From: RICHARDSON Cresta

Sent: Friday, 21 January 2011 8:39 AM

To: YOUNG. Chris

Ce: I—

Subject: Accommodation confirmation- policy number-
Dear Chris

Thanks for your phane contact on Wednesday,
| now have further information on our rental situation.

Our accommodation as of Monday 24th Is no longer temporary. The land lords are charging us $230 per week with an
additional $980 bond. 1 am seeking clarification on our policy as | believe that we are covered for 50 weeks rental.

Could | point out that $230 per week is a much better prospect than a possible $500-600 per week.
We are io fill out an RTA agreement for the {and lords.
Look forward to hearing from you,

Kind regards

Cresta Richardson

This message (including attachments} is intended for the addressee named above. it may also be
confidential,privileged andfor subject to copyright. If you wish to forward this message to others, you must first
obtalnthe permission of the author. If you are not the addressee named above, you must not disseminate,
copy,communicate or otherwise use or take any action in reliance on this message. You understand that any
privilegeor confidentiality attached to this message Is not waived, lost or deslroyed because you have received
thismessage in error. If you have received this message in error please notify the sender and delete from
anycomputer. Unless explicitly attributed, the opinions expressed in this message do not necessarily representthe
offictal position or opinions of the State of Queensiand or the Queensiand Department of Education.Whilst all care has
been taken, the Department of Education disclaims all liability for loss or damage topersan or property arising from
this message being infected by computer virus or other contamination.




Sent: Friday, 28 January 2011 1339 PM
To: *RICHARDSON Cresta*
Subject: Accommodation confirmation

Good Afternoon Cresta,

Pleass be advised due to the extent of damages 1o your properiy [ have taken over as Case Manager on your claim. Plzase find my
contact details in my slignature below.

R

Regarding the temporary accommadation please forward through the rental agreement so that ! can start making your temporary
eccormodation payments. Please be advised your insurance does not cover the bond a5 you do retelve this back at the end of the
lease. If you do have any problems with this payment please contact me.

Regarding temporary accommodation you are covered for up to 2 weeks In a hotel/motel and then up to 3 further 50 weeksina
rental property. We pay you up to either the total of 52 weeks accommodation or up to 103 of your Sum insured. Which ever we
reach first. )

If you have any questions piease don't hesitate to contact me.

Regards,

£] Claimns Seryleas QLMY | Pt Claims | Suncorp




From: ricHARDSON Cresta [HNGTNTNGNGEG

Sent: Friday, 28 January 2011 2:14 PM
To: BAILEY, Ashley

Subject: RE: Accommodation conflrmation
Dear Ashiey

Wonderful to hear from you. Could you possibly provide clarification In relation to the following questions?

How long do we have to submit our contents clalm as we have not yet done so and are awaiting quotes on a
number of items? We have received not advice about this issue.

Is there any word on when we can hope to have a quote done by Suncorp? At this stage, no work has been
done on our house as we are awaiting your people to come and quote.

I look forward 1o your reply.
Thanks in advance.

Cresta

o

H
<
T




From: RICHARDSON Cresta | NN

Sent: Friday, 28 January 2011 2:14 PV
To: BAILEY, Ashley

Subject: RE: Accommodation confirmation
Dear Ashley

Wonderful to hear from you. Could you possibly provide clarification in relation to the
following questions?

How long do we have to submit our contents claim as we have not yet done so and
are awaiting quotes on a number of items? We have received not advice about this

issue.

Is there any word on when we can hope to have a quote done by Suncorp? At this
stage, no work has been done on our house as we are awaiting your people to come
and quote.

| look forward to your reply.

Thanks in advance.

Cresta

rigay, a 2011 1:39 PM
To: 'RICHARDSON Cresta'
Subject: Accommodation confirmation

Good Afternoon Cresta,

Please be advised due to the extent of damages to your property | have taken over as Case Managet
on your claim. Please find my contact details in my signature helow. ’

Regarding the temporary accommodation please forward through the rental agreement so that i can
start making your temporary accommodation payments. Please be advised your insurance does not
cover the bond as you do receive this back at the end of the lease. if you do have any problems with
this payment please contact me,

Regarding temporary accommodation you are covered for up to 2 weeks in a hotel/motel and then
up to a further 50 weeks in a rental property. We pay you up to either the total of 52 weeks

accommodation or up to 10% of your Sum Insured. Which ever we reach first.

If you have any questions please don’t hesitate to contact me,

‘Regards,




Case Management Officer | Claims Services QLD/NT { PI Claims | Suncorp

GPO Box 1145 Biisbane QLD 4001

From: RICHARDSON Cresta |GGG

Sent: Friday, 21 January 2011 8:39 AM

To: YOUNG, Chris

Cc: S

Subject: Accommodation confirmation- policy number_

Dear Chris

Thanks for your phone contact on Wednesday.

- I now have further information on our rental situation.

Our accommodation as of Monday 24th is no longer temporary. The land lords are charging us $230
per week with an additional $980 bond. | am seeking clarification on our policy as I believe that we are
covered for 50 weeks rental.

Could | point out that $230 per week is a much better prospect than a possible $500-600 per week.
We are to fill out an RTA agreement for the land lords.
Look forward fo hearing from you.

Kind regards
Cresta Richardson

This message (including attachments) is intended for the addressee named above. It may also be
confidential,privieged and/or subject to copyright. If you wish to forward this message to others, you
must first obtalhthe permission of the author. If you are not the addressee named above, you must not
disseminate, copy,communicate or otherwise use or take any action in reliance on this message. You
understand that any privitegeor confidentiality attached to this message is not waived, lost or
destroyed because you have received thismessage in error. If you have received this message in
error please nolify the sender and delete from anycomputer. Unless explicitly atiributed, the opinions
expressed in this message do not necessarily representthe official position or opinions of the State of
Queensland or the Queensland Department of Education.Whilst all care has been taken, the
Department of Education disclaims all liability for loss or damage toperson or property arising from
this message being infected by computer virus or other contamination.




This e-mail is sent by Suncorp Group Limited ABN 66 145 290 124 or one of is related entities "Suncorp®.
Suncorp may be contacted at Level 18, 36 Wickham Terrace, Brishane or on 13 11 55 or at suncorp.com.au.

The content of this e-mail is the view of the sender or stated author and does not necessarily reflect the view of Suncarp. Tha content,

including attachments, is a confidenlial communicalion between Suncorp and fhe inlended recipient, If you are not the intended
reciplent, any use, interference with, disclosure or copying of this e-mail, including attachments, is unauthorised and expressly
prohivited. If you have received this e-mail In error please contact the sender immediately and delete the e-mail and any attachments

from your system.
if this e-mail constitutes a commercial message of a type that you no longer wish ta receive please reply to this e-maii by yping
Unsubscribe in the subject line.

-
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Sent: Monday, 31 January 2011 10:49 ARY 2]

To: “RICHRARDSON Cresta’ S
Subjact: RE: Accommodation cenflrmation
Good Morning Crasta,

Thank-you for youe email,

Ho'w tong do we have ta submit our confents claim as we have not yet dana so and are awaiting quotes on a number of items? We have
recelved not advice about fhis issue. i:

At this stage due to tha 2mount of damages these Is no timeframe of when you naed to provida your contents f#st. What we are asking If for the fist 1o thow
the item daméged and 2n spprexvalue of what you bellave it Is worlh, For any eleciricat items we require the make and model number, if this cannot be
pravided we requice {nformation an the size and type of the Hem and aay special funcilons this item has,

15 Ihere any word on when we can hope to have a quote dane by Suncop? At this stage, no work has been done on our house as we efe
awaifing your people {o come and quote.

A campany ealled Cunadngam Lindsey have been appoiated anSaturday, This compairy witl b2 organlsing & builder 1o contact you within 24 hoors af receiving
the order ta quote. A buitder should hopefully be canfzcting you this weak,

tfyou hava zay Foethae quastions plesse don'thesitalz le contaci ma.

Regerds,

Eag s QLAY [ Pt Clsima | Suncorp

CrOBex 1145 Er&afﬂ.ﬂé‘:—ﬂ
. S smmTr e




From:

Sent: Tuesday, 22 February 2011 11:48 AM
To: 'RICHARDSONM Cresta’
Subject: RE Query- Claim numbe

Good Morning Cresta,
| apologise on the delay or my reply.

Any items that you need to buy urgently while in accommodation { am happy for you to buy and send through the
receipts for reimbursement.

Regards,

Case Manaiemen( Qfficer | Major Loss| Claims Services QLDINT | Pl Glaims | Suncorp

e QLD 4001

GPO Box 2988

From: RICHARDSON Cresta
Senty sday, 3 February 2011 9:54 AM
To:

Subject: Query- Claim number_

Good morning. No doubt things are going to get a whole lot busier for you now that the Cyclone has crossed the
Coast.

I have a query.

Jeff is off to the Sunshine Coast this afternoon and we need a new vacuum cleaner. At the moment, | am borrowing
off friends sach week, but our unit needs more than that.

We had an Electrolux that cost $850. Is It okay for Jeff to get an new vacuume cleaner whilst he is away and we place
the cost of the Electrolux in the Contents claim?

We have a photo and details etc, but just would like some clarification from you re this.
Additionally, we have not heard anything from any builders or C_ at this stage.
Thanks for your consideration -

Regards

Cresta Richardson



From:
Sant; Tugsday, 15 March 2011 11:09 AM

Cresta’

To:
Subjact: WTemp Accommodation

Good Morning Cresta,
1 have reviewed your document sent through yesterday,

The documents shows rental deductions of $996.67 and 5257.21, However you havs aduised your rent perweek is $230.00
Can vou please send through your rental agreement so we may start issufng payment to you.

Regards,

Llient !gareagar Pl Home C5 Events Ops A Team §} P Clafms | Suncorp
N - S —
{370 Box 2595 Basbane QL0 2031

EEEr
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- thanks for your email.

| forgot about the change.

We were in a unit in Julie Court which was $230 per week and we are now In a house which is $270 per

week.
This would account for the discrepancy. i
Will find the agreement tonight and fax tomorrow.

Additionally, | will be emailing our contents claim through tomorrow also. Many of the prices we have recelved ek

quotes on, or researched via the web and other catalogues. | wi
Kind regards
Cresta

It detail this on the claim for your reference.




From:

Sent: Thursday, 24 March 2011 11:35 AM

To: ' Suncorp claims - customer contact
Subject: _ FW House Contents Claim.xis_
Attachments: House Contents Claim.xls

From: Cresta Richardson

Sent: Wednesday, 23 March 2011 9:11 PM
Toﬁ

Subject: House Contents Claim.xls

pear I

Please find attached our detailed contents claim.

We have already priced up a variety of items for your perusal.

Hopefully you will be able to see these in the comment box.
Additionally, thanks for sorting out the rental situation.

please don't hesitate to ring for further information.

Hope all is going well. |

We are still awaiting the pest inspection report. | will follow up again.
Kind regards

Cresta Richardson and Jeff Mann



[Ciaim Number:

[Fiood ClaimJJfiad st

Date: Asseassor: Wayne Name; Mann and Richa
ltem # |Room Quantity [Description Model # Age |Vaiue
Bathroom Winnie the Pooh Bath Toy 30
bathroom 2[shower squegee 10
bathroom 3|Colgate Toothpaste 18
bathroom Sunscreen 500mb 22
bathroom BiKids Toothbrushes 24
bathroom 41Adult Toothbrushes 30
bathroom 3|Tissue boxes 8
bathroom Dencorub 5
bathroom Voltaren Emuigel 20
bathroom Epsom salts 7
bathroom 3|Shower Caps 10
bathroom Cotton Buds 4
bathroom 4|Soap- imperial Leather 18
bathroom 4|Nail Brushes 20
Dining Hutch : 2500
Dining Dining Suite- 6 seats, 6 foot * 3 1/2 foot- made to order 4000
Ensuite Toiletries and makeup 450
Ensuite Various Toilefries 100
Ensuite Hair Dryer 60
Ensuite Remington Hair Straightener 20
Ensuite Breville Hair Too| Set 80
Ensuite Hair and Body Lotion 150
Garage Safe and Sound Pegasus Booster Seat 135
(Garage 6|Cane Baskets 150
Garage Fisher and Paykel Fridge Freezer- FNPN393D700520 00
Garage Fisher and Paykel N388 Freezer RHF151874 1558
Garage Timer 25
Garage 3 Wheel Razor Scooter 85
Garage Oliver All Terrain Boots 300
Garage Tool Bag 40
Garage 2|Rain Coats 40
Garage 1|Esky- Ice Coll 104L 1K100 300
Garage bicycle 350
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From:

Sent: Monday, 4 April 2011 1:08 PM
To: ‘ Suncorp c¢lalms - customer contact
Subject: FW Contents Claim-

From: RICHARDSON Cresta

Sent: Monday, 4 Aprit 2011 12:47 PM
To:ﬂ

Cc:

Subject: Contents Ciaim_

pear L

In your emall Friday week ago, you sald the contents deposit would be made in 3-5 days.

As it is currently not in the account as yet, could you check everything is okay account wise etc?
Kind regards

Cresta Richardson

This message {including attachments) is intended for the addressee named ahove. It may also be
confidential,privileged and/or subject to copyright. If you wish to forward this message to others, you must first
obtainthe permission of the author. If you are not the addressee named above, you must not disseminate,
copy,communicate or otherwise use or take any action in reliance on this message. You understand that any
privilegeor confidentialily attached to this message is not waived, lost or destroyed because you have recsived
thismessage in error. If you have received this message in error please notify the sender and delete from
anycomputer. Unless explicitly attributed, the opinions expressed in this message do not necessarily representthe
official position or opinions of the State of Queensland or the Queensland Department of Education.Whilst ait care has
been taken, the Department of Education disclaims all liability for loss or damage toperson or property arlsing from
this message being infected by computer virus or other contamination.



From: Cresta

Sent: Wednesday, 6 April 2011 7:50 AM

To: Suncorp claims - customer contact
Subject: Relll Contents Cash Setilement

U are a gem. Thanks Ashley. ave a good day.

Sent from my iPhone

On 06/04/2011, at 7:41 AM, Suncorp claims - customer contact <tryclaim@suncorp.com.auw> wrote:

Good Morning Cresta,

Thank-you for your email. I have investigated your payment and can see an error has
occurred with our system. If you do not see this payment within the next 3-5 working days
please contact me and I will follow this up once again. I apologise for this delay.

Regards,

Client Manager | Pl Home C8 Events Ops A Team 1| P1 Claims | Suncorp

Ph: - | Fax: 1300 046 914 | Email: myclalm@suncorp.com.ay

GPQ Box 2088 Brishane QLD 4001

<image00l jpg> <image002.png>

This e-mail Is sent by Suncorp Group Limited ABN 66 145 280 124 or one of its related entities *Suncorp™.

Suncorp may be conlacted at Leve! 18, 36 Wickham Terrace, Brisbane or on 13 41 55 of ai suncorp.com.au.

The content of this e-mail is the view of the sender or stated author and does not necessarily reflect the view of Suncorp. The centent,
including attachments, is a canfidential communication betveen Suncorp and the intended reciplent. if you are not the intended
reciplent, any use, interference with, disclosure or copying of this e-mail, incluging attachments, is unauthorised and expressly
prohibited. If you have recelved this e-mail In error please contact lhe sender immediately and deteta the e-mail and any altachments
from yaur system.

If this e-mail canstitules a commerclal message of a lype that you no longer wish o receive pleass reply to Lhis e-malil by lyping
Unsubscribe in the subject line.




From: Suncorp claims - customer contact [myclaimsun@suncorp.com.au)
Sent: Thursday, 5 May 2011 3:53 PM

To: *

Subject: | Flood Claim

Attachments: image001.jpg; image002.png

Good Afternoon Cresta,

{ was wishing to enquire on the progress of the termite report. Has this been received as of yet?

| have processed another 4 weeks’ worth of accommadation 07.05.2011-03.06.2011. This payiment should appear in
your account within the next 3-5 working days.

If you have any concerns please don’t hesitate to contact me.

Regards,

Client Manager | Pt Home CS Events Ops A Team 1} Pl Ciaims | Suncorp
Ph: I == 1300 046 914 [ Emall: myclaim@suncorp.com.au

GPO Box 2988 Brisbane QLD 4001




From: Suncorp claims - customer contact Imyclaimsun@suncorp.com.au]
Sent: :

To:
Subject: ood Claim
Attachments: image001.jpg; image002.png

Good Afternoon Cresta,
| was wanting to touch base on how the repairs are progressing at your property.

Are you happy with the repairs so far?

Regards,

ch Home C3 Events Ops A Team 1| Pl Claims | Suncorp
Ph: | Fax: 1300 046 914 | Email: myclaim@suncorp.com.au
. GPO Box 2088 Bri

o




From: Cresta
Sent: Friday, 27 May 2011 9:456 AM

To: . S ima. customer contact
Suhject: R Flood Claim
Thanks- Have a good day.

Sent from my iPhone

On 27/05/2011, at 9:18 AM, Suncorp claims - customer contact <myclaimsun@suncorp.com.au> wrote:

Good Morning Cresta,

Thank-you for your email. if you do have any concerns regarding the repairs feel free to email me
and | will follow up on the concerns. If you are still having issues with the tiles fet me know and | will
email to find out the issue for you, :

Regards,

Client Manager | PIHome GS Events Ops A Team 1} PI Glaims | Suncorp

Ph:- Fax: 1300 046 914 | Email: myclalm@suncero.com.au

GPO Box 2088 Brishane QLD 4001

<imageQ0l.jpg> <image002.png>

Sent: Thursday, ay 55P

To: Suncorp claims - customer contact
Subject: Re Flood Ciaim

Can I honestly say I an unsure. We have not received PC amounts yet. Communication from
IRS is sketchy to say the least. I know the top two are unwell, but it is hard to get info.



Flectrician excellent but flat out. They started sheeting today. Tiles seem to be a problem, but
nobody can tell me what the problem is. ~

Will let you know? Is it okay to email you for further clarification?
Appfec'iate your contact.

Cresta

Sent from my iPhone

On 26/05/2011, at 1:35 PM, Suncorp claims - customer contact
<myclaimsun@suncorp.comn. au> wrote: :

_ Good Afternoon Cresta,

[ was wanting to touch base on how the repairs are progressing at your
property. '

Are you happy with the repairs so far?

Regards,

Cllent Manager | £t Home CS Events Ops A Team 1| Fl Claims { Suncorp

Ph: -l Fax: 1300 046 914 | Emalt: myclaim@suncorp.com.au

GPO Box 2988 Brisbane QLD 4001

<image001.jpg> <image002.png>

This e-mait is sent by Suncorp Group Limited ABM 66 145 290 124 or one of its related entities "Suncerp™.
Suncorp may be contacted al Level 18, 36 Wickham Terrace, Brisbane or on 13 11 55 or at suncoep.com.au.
The content of this e-mafl is the view of the sender or stated author and does not necessatily reflect the view of
Suncorp. The content, Including atiachments, is a confidential communication belween Suncorp and the intended
recipient. If you are not the Intended recipient, any use, interference with, disclosure or copying of this e-mail,
including attachments, Is unauthorised and expressiy prohibited. If you have received this e-mail in error please
coniac! Ihe sender immediately and delete the e-maif and any altachments from your system.



From: Cresta Richardson

Sent: Tuesday, 21 June 2011 8:15 PM
To: Suncorp claims - customer contact
Subject: RE I ood Claim

It is going slowly.

The boys are very approachable now that-is gone.

Walls are up....

Water proofing done in the bathrooms.

It is just a slow process and | doubt we will be back in by 25 July as expected.
Thanks Ashfey, it is good to touch base,

Regards

Cresta

From: Suncorp claims - customer contact [mailto:myclaimsun@suncorp.com.au]
Sent: Tuesday, 21 June 2011 11:28 AM

To: 'Cresta’

Subject: lood Claim

Good Morning Cresta,

| was wanting to totich base this morning to see how the repairs are progressing at your property.

| understand last time we spoke you advised you were not sure If you were happy with repairs.

Are there any issues with repairs.

Kind Regards,

Client Manager | P1 Home GS Events Ops A Team 1| Pl Claims | Suncorp
Ph: Fax: 1300 046 914 | Email: myclaim @suncorp.com.au

This e-malt Is sent by Suncorp Group Limited ABN 66 145 290 124 or ora of its related entities "Suncorp™.

Suncorp may be contacted at Lavel 18, 36 Wickham Terrace, Brisbane or on 13 11 55 or af suncorp.com.au,

The content of this e-mall Is tha view of the sender or stated author and does not necessarily reflect the view of Suncarp. The content, including altachments,
is a confidential communicalion between Suncorp and the intended recipient, If you are not the intended recipient, any use, interference with, disclosure or
copying of this e-mall, including attachments, is unauthorised and expressly prohlbited. If you have recelved this e-mail in error please contact the sender
immediately and delete the e-mail and any altachments from your system.




From: Cresta Richardson

Sent: Thursday, 7 July 2011 12:48 PM
To: Suncorp claims - customer contact
Subject: RE | Flood Claim
will do

IRS have been pretty good, | just want to keep ahead of things. So, | probably contact them to make sure of where

Funny isn’t it? Kids are saying, we will get back home and then it may rain again and we will have to move again.
Poor little buggers. '

Hope you recover from the lurking cold. Around everywhere this winter.

Wili forward report through tomorrow.

Kind regards

Cresta

From: Suncorp claims - customer contact [mailto:myclaimsun@suncorp.com.au]
Sent: Thursday, 7 July 2011 9:34 AM

To: *Cresta Richardson'

Subject: |G -cod Claim

Good Morning Cresta;
| am still trying to get over a stubborn cold that | have had for the past 2 weeks.

Please send through the termite report so | can review for your claim. If you have any issues with repairs/lack of
communication on any matter please don’t hesitate to contact me.

Kind Regards,

Glient Manaierl P Home CS Events Ops A Team 1} Pl Claims | Suncorp
Ph: Fax: 1300 046 914 | Email: myclaim@suncorp.com.au

From: Cresta Richardson GOTRUSNNTUU
Sent: Wednesday, 6 July 2011 11:33 AM
To: Suncorp claims - customer contact

Subject: RE- Flood Claim

Morning I

How are you?

We have walls and tiles. Very exciting. The tiles in particular look great.

We are now waiting for who knows what, Progress can be glacia! at times with little communication when instigated
by us,

Narelle has been very helpful.

Our original completion date was 25 July, but given that is 2 weeks away, there is no way that will happen!l

1 will follow up with them regarding new move in date. '

As | said, it is progressing, but slowly. Frustrating when our friends and neighbours have started to move back in...

{ have the Termite report and have paid it. Shall | scan and email to you?

1




Good to hear from you.
Kind regards
Cresta

From: Suncorp claims - customer contact [maifto:myclaimsun@suncerp.com.au]
Sent: Tuesday, 5 July 2011 4:30 PM '

To: ‘Cresta’

Subject:-l Flood Claim

Good Afternoon Cresta,

It’s that time again. | was wanting to touch base on how the repairs are progressing at your property. At our last
email you have advised that the repairs are progressing however very slowly. Has there been an improvement with
repairs/any issues with repairs.

Kind Regards,

Client Manager | P Home CS Events Ops A Team 1| PI Claims | Suncorp
Py Fax: 1300 046 914 | Emaii: myglaim@suncorp.com.au

GPO Box 2988 Brisbane QLD 4001

This e-mall is sent by Suncorp Group Limited ABN 66 145 290 124 or one of its related enlities "Suncomp®.

Suncorp may be contacted at Level 18, 35 Wickham Terrace, Brisbane cron 13 11 55 or at suncorp.com.au.

The content of ihis e-mall is the view of the sender or stated author and doss not necessarily reflect the viaw of Suncorp. The content, including altachments,
is a confidential communicalion balwsen Suncorp and the intended reciplent. If you are not the intended reciplent, any use, inferference with, disclosure or
copying of this e-mall, including attachments, Is unauthorised and expressfy prohibited. if you have received this e-mail in error please conlact the sender
immedialely and delale lhe e-mait and any aftachments from your system.
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From: Cresta Richardson
Sent: Tuesday, 19 July 2011 5:10 PM

To: . Su ims - customer contact
Subject: RE { Flood Claim

Dear -

Thanks for your email,

Here is the latest update re work.

Tiling was completed Sunday July 3.

Then, nothing happened in the house the following week up to Friday 8 July.

On the 7 July, | asked when our kitchen was to be installed and was informed by Allen’s Cabinets that it would be
mid August. We finalised the kitchen by the latest- June 8.

t then requested a meeting with Johnno- Foreman IRS on Friday morning.

At that meeting, he said he would try to get the kitchen bumped up a little, but that there were no guarantees.
We met again that afternoon to meet with the painters assigned to our house.

“Johnno informed us that the house was to be patched the week beginning 11 July and finishing 15 July and that the

expansion joints would be done and the house would be painted. He also said the kitchen was likely to be moved up
one week after negotiations with Allens,

All that has happened out of that promise Is that the expansion joints are cut and have been filled with some foam
stuff.

Since the date of july 3, nothing inside the house has been done. The house is still not secure as our roller door has
been taken off and not yet totally replaced as it was damaged In the flood. . The patching was also to be done last
week and has still not occurred. ’

As you can imagine, this is quite frustrating for us as our date on the contract that we have signed to move back in is
25 July. Obviously, this is not going to happen.

Mal has assured me that things are happening, but | do fail to see what they are. The house is pretty much
untouched in 3 weeks.

They are avaifable to talk to and always pleasant, and as mentioned before, | am very happy with the completed
work, but a certain amount of frustration is there has been very little action in 3 weeks, .
My seven year old has said- great mum- we move in in September only to have the house flood again at Christmas.
Obviously, we are hoping that is not the case, but my kids miss our hame! So do we,

Kind regards

Cresta

From: Suncorp claims - customer cantact [mailto:myclaimsun@suncorp.com.au]
Sent: Tuesday, 19 July 2011 2:28 PM
To: 'Crésta Richardsan'

Subject{ I Focd Claim
Good Afternoon Cresta,
| was wanting to touch base on repairs once again, Have repairs sped up at all or still progressing slowly?

Also can you please send through the termite report when you have the chance.

Kind Regards,

Cli ome C8 Events Ops A Team 1| Pl Claims | Suncorp
P Fax: 1300 046 914 | Email: myclaim@suncorp.com.au

GPO Box 2988 Brisbane QLD 4001

$=E4p




This e-mail is sent by Suncarp Graup Limited ABN 66 146 260 124 or one of its related entities *Suncorp™.

Suncorp may ba conlacted at Levet 18, 36 Wickham Terrace, Brisbane oron 13 1% 55 or at suncorp.com.au,

The contant of this e-mail Is the view of the sender or sialed author and does not necessanily reflect the view of Suncarp. The content, including attachments,
is a confidential communication betwean Suncorp and the intendad recipient. If you are not the intended recipient, any use, intererence with, disclosure or
copying of this e-mail, including aitachments, fs unauthorised and expressly prohibited. If you have recelved this e-mail In eiror please contact the sender
immediately and delete the e-mail and any attachments from your system.




From: Cresta
Sent: Monday, 22 August 2011 10:48 AM

To: Suncorp claims - customer contact
Subject: ReﬁFlood Claim Garpet
Will do. If X cab find it!! That was so months ago:). I put it somewhere safel! Cresta

Sent from my iPhone
On 22/08/2011, at 8:43 AM, Suncorp claims - customer contact <myclaimsun@suncorp,com.an> wrote:

Good Morning Cresta,

| have reviewed through the documents on your claim this morning. I can confirm on your contents
list you did provide an amount of $5400.00

Can you please send through the quote you recelved from Andersons for $5400.00. Once received |
am happy to settle on this quote for you.

Kind Regards,

Client Manager { Pl Home CS Events Ops A Team 1| P! Claims | Suncorp

Ph- Fax: 1300 046 914 | Email; myclaim@suncorp.com.ay

GPQ Box 2988 Brisbane QLD 4001

<imageO01.,jpg> <image002.png>

From: Cresta

Sent: Friday, 19 August 2011 1:38 PM
To: Suncorp claims - customer contact
subject: Re || ocd Ciaim



i

Tnitially, in our contents claim we had $5400 as a replacement for the carpet. This was a
quote from Anderrsens as that's where we originally got the carpet.

Cresta

Sent from my iPhone

On 19/08/2011, at 1:20 PM, Suncorp claims - customer contact
<myclaimsun{@suncorp.com.an> wrote:

Good Afternoon Cresta,

Thank-you for your email. { hope that all the repairs are rectified for you. Ifyou have
any further problems with the painters please let me know and { can have this
rectified for you.

Regarding the carpet we have 2 choices;

1. Send through your own quote for carpet replacement

2. Our suppliers (carpet court or carpet one) can provide a quote for carpet
replacement

Feel free to discuss this with Jeff and let me know which option you would like ta
take so | may organise if nessicary.

Kind Regards,

Client Manager | P! Homa GS Events Ops A Team 1f Pl Glaims | Suncorp

_Fax: 1300 046 914 | Email: myclaim@suncorp.com.au

GPO Box 2988 Brisbane QLD 4001

<image00Ll.jpg> <imageQ02.png>




From: Cresta

Sent: Friday, 19 August 2011 7:49 AM
To: Suncorp claims - customer contact

Subject: Rejj - cod Claim

Moming-

The body of the kitchen is now in which is a blessed relief. However, not
because of any speed in work from IRS. Quite frankly, I can't wait for the
whole bloody thing to be over.

After our last email, the painters came in and now basically need to do are
paint. The walls hadn't been tidied as no one had been there in three weeks, so
they were all working over one another. Now, there are spots where only one
layer has gone on and there is a heap of dirt in the applied paint. They also
painted the outside before IRS were ready which has created other problems.

And again, the house has stood still for two weeks before the kitchen
installation.

Extremely frustrating and not worth the conversation with them at times,
because they don't listen anyway. Always have an excuse.

Anyway, just moving on regardless or I would be in a small white room by
now. .

Could you advise on what we do about carpet? Jeff has the day off today and
would like to begin sorting this stage now.,

Good to hear from you.
Kind regards
Cresta

Sent from my iPhone




On 18/08/2011, at 1:38 PM, Suncorp claims ~ customer contact
<myclaimsun@suncorp.com.au> wiote:

Good Afternoon Cresta,

I was wanting to touch base with you once again to check on
how your repairs are progressing.

"From previous emails you have advised that the repairs have
been progressing very slowly. Have repairs picked up pace as
of yet? Also do you have any concerns with the repairs?

If you have any concerns regarding your claim please don’t
hesitate to contact me. '

Kind Regards,

Client Manager | Pl Home CS Events Ops A Team 1| Pl Claims | Suncorp

Ph:- Fax: 1300 046 914 | Emali: myclaim@suncorp,com.au

GPO Box 2988 Brisbane QLD 4001

<image001.jpg> <image002.png>

This e-mail is sant by Suncorp Group Limited ABN 68 145 290 124 or ona of its related
entities "Suncorp”,

Suncorp may be contacted at Level 18, 38 Wicknam Terrace, Brisbane o on 13 1 550rat
SUNCOIE.CoM.au.

The content of this e-mait s the view af the sender or stated author and does not
necessarlly reflect the view of Suncorp, The conlent, Including allachments, is a confidenlial
communication batween Suncorp and the intended recipient. If you are not the intended
recipient, any use, interference with, disclosure of copying of this e-maijl, including
attachments, is unauthorised and expressly prohibited. If you have received this e-mail in
errar please contact the sender immediately and delete the e-mait and any attachments
from your system.




From: RICHARDSON Cresta

Sent: Monday, 22 August 2011 1:04 PM
To! Suncorp claims - customer contact
Subject T

Attachments: scan,pdf

Please find attached our claim for carpet. Told you we had it somewhere safel!
There are no measurements in the quote and it was measured against the plan.
However, we are happy to take the pay out if that is suitable.

Don't hesitate to contact me if you need further info.

Regards

Cresta and Joff

Sent: Monday, 22 August 2011 11:42 AM
To:#
Subject: FW: Andersens Carpet

Sent: Saturda ebruary 2011 2;18 P
To:
Subject: Andersens Carpet

Hi

Please find attached quote Doug has done for you. If you have any questions please don't hesitate to call. Thanks.

Kind Regards,

PO BOX 1447
Emerald QLD 4720

Email ; emerald@andersens.com.au

From: emerald@andersens.com.au [maitte:emerald@andersens.com.au]
Sent: Saturday, 26 February 2011 2:06 PM




To: Emerald
Subject: Scanned Document
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From: RICHARDSON Cresta *
Sent: Wednesday, 24 August 2011 10:02 AM

To: Su ime .. cusfomer contact

Subject: RE Carpet Seftlement
ThankS

Talk soon no doubt.

Cresta

From: Suncorp claims - customer contact [mailto:myclaimsun@suncorp,com.au]
Sent: Wednesday, 24 August 2011 9:56 AM
To: 'RICHARDSON Cresta’

Subject N Corpet Settlement

Good Morning Cresta,
Thank-you for your emails.

I have processed a payment of 55319 this morning for the carpet quote. This payment should appear inyour
account within the next 3-5 working days.

If you have any concerns please don’t hesitate to contact me.

Kind Regards,

!"enl lanaier I Pl Home CS Events Ops A Team 1] PI Claims f Suncorp

Ph: Fax: 1300 046 914 | Email: myclaim@suncorp.com.au

GFPO Box 2988 Brisbane QLD 4001

From: RICHARDSON Cresta
Sent: Monday, 22 August 2011 1:04 PM

To: Suncorp claims - customer contact
subjec: SN

Please find attached our claim for carpet. Told you we had it somewhere safell
There are no measurements in the quote and it was measured against the plan.
However, we are happy fo take the pay out if that is suitable,

Don't hesitate to contact me if you need further info.

Regards

Cresta and Jeff



t 2011 11:42 AM

Subject: FW: Ancersens Carpet

From: Emerald [mailto;emerald@andersens.com.aut]
Sent: Saturday, 26 February 2011 2:18 PM

To

Subject: Andersens Carpet

i

Please find attached quote Doug has done for you. If you have any questions please don't hesitate to call. Thanks.

Kind Regards,

2 Danwiels Street

PO BOX 1447
Emerald QLD 4720

ax: (07)4%87 4166
Email ; emerald@andersens.com.au

THE RESPECTED NAME [N FLOGR COVERINGS

From: emerald@andersens.com.au [mailto:emerald@andersens.com.au]
Sent: Saturday, 26 February 2011 2:06 PM

To: Emerald

Subject: Scanned Documetit

This g-mail is sent by Suncorp Group Limited ABN 66 145 290 124 or one of its related entities "Suncorp™

Suncorp may be contacted at Levet 18, 36 Wickham Terrace, Brisbane cr on 13 11 55 or at suncorp.com.au.

The content of this e-mait [s the view of the sender or stated author and doas not necessarily reflect he view of Suncorp. The content, including atlachments,
is a confidential communication between Suncorp and the intended recipient. i you are not the Intended reciplent, any use, interference with, disclosure or
copying of this e-mail, including atiachments, I$ unauthorised and exprassly prohibited. If you have received this e-mall in error please cantact the sender
immediately and defete the e-mail and any altachments from your system.




From: Suncorp claims - customer contact {myclaimsun@suncorp.com.au]
Sent: Tuesday, 6 September 2011 9:21 AM

To: 'Cresta Richardson’

Subject: _Iood Claim

Good Afternoon Cresta,
Thank-you for your emait.

If there Is any issue with repairs after the handover date please contact me and | wilt have this followed up for you.

Kind Regards,

Client Manager | Pl Home CS Events Ops A Team 1} PI Claims | Suncorp
Ph: (R ->: 1300 046 914 | Emall: myclaim@suncory.com.au

GPO Box 2088 Brlsbana QLD 4001

From: Cresta Richardson
Sent: Monday, 5 September 2011 8:46 PM
To: Suncorp claims - customer contact

Subject: RE_-Flood Claim

You are a legend. Thanks for processing that quote so quickly.

I think !} must have been a bit blurry with what | wrote yesterday. By “getting them back” | was talking about fittings
that we have chosen to replace that IRS told the plumber they had misplaced. Miraculously, they have all been

. found again so | suppose it doesn’t matter.

1 would be happy if | never saw anyone from IRS again post handover day- 7 days away!!
Should there be any repair work required after they go, do we contact Suncorp for any warranty repairs?
Kind regards

Cresta

From: Suncorp claims - customer contact {mailto: myclalmsun@suncorp com, au]
Sent: Monday, 5 September 2011 3:35 PM

Ta: 'Cresta’

Subject: H005420180-Flood Claim

Good Afternoon Cresta,

Thank-you for your email.

f have processed a payment of $2101 for the removalist quote provided this afternoon,

1




Regarding having IRS back to your property can you please elaborate on this. Would IRS be back at the property
regarding flood damage repairs? :

Also is there anything else that has been misplaced by IRS? Have IRS replaced your fittings with new ones?

Kind Regards,

Client Manager ' PE !oma CS Events Ops A Team 1[ Pl Glaims | Suncarp

Ph: {07) 3362 1637 | Fax: 1300 046 914 | Emall: mycdaim@suncorp.com.aul

GPO Box 2988 Brisbane QLD 4001

From: Cresta Richardson [ N
Sent: Sunday, 4 September 2011 8:13 PM
To:*

Subject: Heilo hello- NG

Apparently, IRS should be finished this Friday, with handback being on the 12th. | certainly bloody hope so as it has
been a long road. | have included a quote for removal and am wanting to ask if Suncorp approves this as a part of
our policy in return to the house?

Additionally, it seems as though [RS have misplaced our original fittings. We would like the option to have some of
them back for future jobs. Could you please advise if this is possible and what action we need to take if they have
misplaced our stuff? |

Some of their work Is pretty shabby with not a professional finish, but if we can finish this off as simply as possible, |
will be a very happy woman,

Look forward to hearing from you. Hope ali is well with you down there in BrisVegas.

Kind regards
Cresta Richardson

This e-malt {s sent by Suncorp Group Limited ABN 66 145 200 124 or one of ils relaled entities “Suncorp”,

Suncorp may be contacted at Level 18, 36 Wickham Terrace, Brisbane or on 13 11 55 or al suncorp.com.au.

The content of this e-mai is the view of the sender or stated author and does not necessarily reflect the view of Suncorp. The cantent, including attachments,
is a confidentizl communication between Suncorp and the intended reciplent. If you are not the intended recipient, any use, inlerference wilh, disclosure or
copying of this e-mail, including attachments, is unauthorised and expressly prohibited. If you have received this e-mail in ercor please contacl the sender
immediately and delete the e-mail and any allachments from your system.



From: L

Sent: Thursday, 15 September 2011 9:43 AM
To: Suncorp claims - customer contact
Subject: FW H005420190-CLO

From: IR <o

Sent: Thursday, 15 September 2011 7;59 AM
To: Ashley

susfect: S

Fyi

ome G5 Events Ops A Team 1{ Pl Ciaims | Suncorp

P I | Fx: 1300 046 914 |

GPO Box 2988 Brisbane QLD 4001

Sent: Wednesday, 14 September 2011 4:55 PM
To: I 2

Cc: I cruce; [ sharon

Subject: REpiSRAtSS

H

I could have Steve Fordham from Cl look into this .

We would be more inclined to have a higher manager from CL resolve this one, particularly as the complaint does
seem araund inaction from repair and insured thinks the assessor from CL is d:smterested

I am first looking at having repco advise if they are handiing any Emerald builders. If so we may he ahle o resoive

from repco.
| will have an answer tomorrow morning for you.

Cheers

ARepaiRLINK

LD/NT
| Fax: {07) 3031 2081

Level 33, 266 George Street | Brisbane QLD 4000 | IPC G 187




From:
Sent; Wednesday, 14 September 2011 12:23 PM

To:
Sub 4

Hi Ladies and -

| was wondering what the process is if we have an Emerald customer requesting a Suncorp Rep {CLO). Will our guys
attend Emerald??

If s0, this is a flood claim shall i just place it on the Flood CLO register? And what would be the timeframe for
attendance?

Thanks,
Jenna

Technical Officer | PI Home CS Events Ops A Team 1] Pl Claims | Suncorp
Ph | Fax: 1300 046 914 |

GPO Box 2988 Brisbane QLD 4001

From:
Sent: Wednesday, 14 September 2011 12:20 PM

To: IR
subject: I

I
As discussed previously can we please find out if we can still send CLO's to Emerald.

The insured is having concerns with repairs and is not happy with the service provided from IRS or Des from
Cunningham Lindsay.

The insured advised is unhappy as repairs were meant to be completed 25.07.2011 but are yet to be completed.
Insured advised has major concerns with the repairs completed so far by IRS however has given up on talking to Des
as he believes that IRS have completed a great job.

insured does not want me to discuss concerns with Des from Cunningham Lindsay.

Thanks,

Client Manager | Pl Home CS Events Ops A Team 1| Pl Claims | Suncorp
rh: I - 1300 046 914 | Emait: myclaim@suncorp.com.au




From: I
Sent: Thursday, 15 September 2011 1:11 .
To: Co imCente .

Sent: Thursday, 15 September 2011 10:18 AM

Subject: FW

]

Can you please speak to [ re the customers concerns and we wilt try to get this sorted with Repco and CL..

Thanks,

Technical Ofﬁcer| P| !ome CS Events Qps A Team 1| Pl Ciaims | Suncorp

Ph: (07) 3362 1620 | Fax: 1300 046 014 |

GPQ Box 2988 Brisbane QLD 4001

From;

Sent: Thursday, 15 September 2011 10:14 AM
To:
Cc:
Subje

H

We would prefer not to send an assessor for one CLO job.

Are you able to have the client manager send a ful fist of exact concerns from insured.
What repairs are they unhappy with?

What rooms and trades ?

We will attempt to have Repco and CL deal with this first and send assr as last resort.

Can you please organise someone from Repco to contact IRS and confirm what repairs are outstanding.
When will repairs be completed?
Has customer raised issues so far?

Thanks



Assessing Leader | Home Assessing QLD/NT
P | (ob S | Fax: (07) 3031 2061

Level 33, 266 George Street | Brisbane QLD 4000 | {PC G1 187

tember 2011 7:58 AM

Subject: RE

Thanks-

Thanks,

Technical Officer | Pt Home CS Events Ops A Team 1] Pl Claims | Suncorp
Ph I | F2x: 1300 046 914 |

GPQ Box 2988 Brisbane QLD 4001

s PR g o e vt

From:
Sent: Wednesday, 14 September 2011 4:55 PM
To:
Cc:
. Subject:

Hi : o

We would be more inclined to have a higher manager from CL resolve this one, particufarly as the complaint does
seem around inaction from repair and insured thinks the assessor from CL is disinterested.

 could have i I i-om CLlook into this .

| am first looking at having repco advise if they are handling any Emerald builders. If so we may be able to resolve

from repco.

| will have an answer tomorrow morning for you.

Cheers

Assessing Leader | Home Assessing QLD/NT

I o (07) 3031 2061

Level 33, 266 George Street | Brisbane QLD 4000 | IPC Gl 187




Fromh

Sent: Wednesday, 14 September 2011 12:23 PM
To
Subject:

Hi Ladies-

I was wondering what the process is if we have an Emerald customer requesting a Suncorp Rep {CLO). Will our guys
attend Emerald??

If so, this is a flood claim shall | just place it on the Flood CLO register? And what would be the timeframe for
attendance?

Thanks,

Technical Officer | Pl Hame CS Events Ops A Team 1] Pl Claims | Suncorp

PhR | Fox: 1300 046 914 |

GPO Box 2988 Brisbane QLD 4001

Sent: Wednesday, eptember 2011 12:20 PM
I

Su

I

As discussed previously can we please find out if we can still send CLO's to Emerald.

The insured is having concerns with repairs and is not happy with the service provided from IRS or-from
Cunningham Lindsay.

The insured advised is unhappy as repairs were meant to be completed 25.07.2011 but are yet to he completed.
Insured advised has major concerns with the repairs completed so far by IRS however has given up on talking to
as he believes that IRS have completed a great job.

Insured does not want me to discuss concerns with .from Cunningham Lindsay.

Thanks,

Client Manager | Pl Home C3 Events Ops A Team 1] Pl Claims | Suncorp
Ph: | Fax: 1300 046 914 | Emali: myclaim@suncorp.com.au
GPO Box 2988 Brisbane (_;_!LD 4001

G0 B




From: Suncorp claims - customer contact {myclaimsun@suncorp.com.au}

Sent: Thursday, 15 September 2011 1:17 PM

To: Wrdson‘

Subject: Fiood Claim Concerns with repairs and Des
Aftachments: imageC01.jpg; Imaged02.pny :

Good Afternoon Cresta,

i have left a message on your mobile number this afternoon. | have received a response from my supervisor
regarding having an assessor attend the property.

At this stage we are not golng to be sending an assessor to the property. However we are to be involving our
repairer co-ordinator department and due to the amount of concerns with repairs if it cannot be sorted by IRS
themselves we will be asking another person from Cunningham Lindsay to attend the property and review
themselves and not having Des review them.

For this to be organised can you please write a list of all the concerns you have with repairs. Please write all
concerns even if they are small. We would also require a list of the issues you have wit!.himse!f.

Any concerns please don’t hesitate to contact me.,

Kind Regards,

Wne CS Events Ops A Team 1| Pl Claims | Suncorg

Ph: (N | Fax: 1300 046 914 | Emall: myclaim@suncarp.com.au

GPO 89x 2988

rid

isbane QLD 4001
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ANNExURE 2.

2010 - 2011 Renewal Letter

Suncorp Metway Insurance Limited

. ABN 83 075 695 966
R i
Ms C L Richardson Telephone 13 11 55

EMERALD QLD 4720

Dear Mr Mann & Ms Richardson

Thank you for insuring with Suncorp. Your Insurance Is due for renewal on 18 June 2010. Your current pollcy expires at 4pm on
16 June 2010.

What do you need to do?

Enclosed is your Certificate of Insurance, which shows important policy details for the new period of insurance.

1.  Please raview these details and the Duty of Disclosure information on the last page of your Certificate of Insurance
carefully,

2, Ifany of the details shown are incorrect or If there is other information you are required to telf us, please cali us on
13 11 55.

3.  If your details remain unchanged, please choose a payment method and maka your payment by the due date. You must
pay in full by the due date to get this cover.

4,  On fult payment; this document bacomes your Certificate of Insurance. Please keep your Certificate of Insurance, your
Product Disclosure Statement (PDS) and any Supptemantary PDS we may have given you, together in a safe place.

We have made some changes to the discounts we offer.

To simplify our discounts we have mada it easler to qualify for our Muitiple Policy Biscount but we have removed our Combined
Home and Contents discount. These changes apply to this polley from your renewal date.

With our new Multiple Pollcy Discount if you have thres or more eligible covers with Suncorp, you could quallfy for a 15%
discount off your next premium. Eligible covers are include home, contents, motor vehicle, boat and CTP*.

If you qualify for our 15% multiple pollcy discount, it will be mentioned on your insurance account.

For mors information {Inciuding the Terms & Conditions that apply) visit www.suncorp.com.au/valuecomboconditions
or call us on 13 11 55.

*Pleasa note that CTP counts as an eligile cover but the pramlum cannot be discounted due to Quesnsland Government regulation.

We look forward to hearing from you.

Executive Manager
Suncorp Insurance

General Insurance Products afa Issued by Suncorp Melway Insuranca Limited ABN 83 076 695 968, Please read the relevanl Product Disclosuse
Slatemant bafore you make any declsion regarding these products. Conlact us for a copy.




Frequently Asked Questions

How can | contact Suncorp?

You can talk to one of our experienced consultants 24 hours a day, 7 days a week by phoning 13 11 55, visit one of
our many branches, or visit our websile www,.suncorp.com.au.

What will happen if | don't pay on time?

If you do not pay on time you will not be covered by this insurance, This means you will have no insurance cover
after the expiry time and date shown on your covering letter.

How do | make a Claim?

If you need to make a claim, you can talk to one of our experienced consultants 24 hours a day, 7 days a weak by
phoning 13 25 24, We guarantee the quelity of the materials and workmanship used in all molor vehicle repairs we
authorise for the life of the vehicle, even if you no longer own it. For home insurance, we guarantee the quality of
materfals and workmanship of repairs that we authorise and arrange for the lifstime of your home.

For quick repalrs or reptacement lo molor vehicle glass you can call Windscreens O'Brien Glass direct on

1800 804 077. However, you are free to select a supplier of your cholce for any glass repairs or replacement.
Can [ change my excess?

Excess is the amount you might have to pay If you claim. The amount and types of excess are shown on your
Certificate of Insurance. Depending on the clrcumstances you may have to pay more than one lype of excess when
you clafm. :

You can chooss to have higher basic/flexible excess. Generally the higher this excess is the lower the premium you
will pay (In some instances, however, you may not be able to reduce your excess),

Need to change any policy details?

iIf you need to change any policy detalls, please call us on 13 11 55 any time and we'll be there for you,

Who can Suncorp speak to about my policy?

We will generally only discuss detalls of your insurance with people named on the Cerlificate of insurance. If
you would like us to tell someone else about your policy, you need to give us your parmission.

Does Suncorp have a Privacy Policy?

Yes. Your personal information Is collected, used and disclosed by Suncorp according to our Privacy Policy. You
can get a copy of this by phoning 13 11 55, or by visiting our website www.suncorp.com.au.

How are premiums calculated?

There are a range of factors that are taken into account when calculating the amount you pay for Insurance. Some of

the fectors that are relevant include the cost of clalms we have paid andfor expect to pay and our expensas of doing
business.

Wheh we analyse our costs, we take into account factors such as the price of motor vehicle parts and

household items, labour rates, the value of the Australfan doflar and infiation. Although these factors are outside our
control, thay affect our cost of settling claims. By analysing these factors on an ongolng basls, our cover is designed
to give you the best protection possible for the amount you pay. 1t Is always our aim to offer Insurance at the most
competitive price possible.
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2010 - 2011 Renewal - Insurance Account

Annual amount payable $1147.58
Due Date 4pm on 16 June 2010

& Ms C L Richardson i
Your policy number:
LD 4720 Insured name; MANN, JEFFREY KARL &

RIGHARDSON, CRESTA LEE-

Insurance type ' Description Amount
Classic Home and Contents -(IDD ST EMERALD 4720 $970.47
Plus GST: ‘ $97.05
Plus Stamp Duty: $80.06

TOTAL Annual Amount Payable: $1147.58

This includes your "Multiple Policy” discount.

Pay By The Month

Suncorp offers monthly insurance payments that can be made easily and automatically by direct debit or credit
card. A 15% fee applies. Full detalls appear over the page under "How to Pay". For this policy, the monthly
amount payable is $105.97

You have a Duty of Disclosure to us when renewing this policy, This is fully axplained on the last page of
the Certlficate of Insurance and it is important that you read this.

| SAVE 15% ON OUR INSURANCE

Save 15% on each when you combine 3 or more insurance covers with us. it's the
simplest way to save on our insurance, and as a current Suncorp customer it's even

oasler.

Eligible covers include home, contents, car, boat and CTP. Please note that CTP counts
towards your Value Cotmbo, but can't be discounted due to QLD Govwt. regulations.

Call 13 11 55 to find out more about the Must-Have Value Combo.

Discount applled to existing policles on renewal, provided you qualify. A common name and malling address is
required. Terms & Conditions apply and are available VA, suncorp.com,aufvaiuecomboconditions

General Insurance Products are Issued by Suncorp Metway Insurance Limited ABN 83 (76 695 966. Please read the relevant Product
Disclosure Statement bafore you make any decision regarding these producls. Conlact us for a copy.



More Choice

Home and Contents Insurance

With Home and Contents Insurance we offer cover for a range of Insured Evants and Additional Features. You can add to this caver by
selecting from our Optional Covers, including:

. Covaer for Accldental Damage fo your home or contents
+ Cover for Motor Burmout
v Gover for Injury to Pet Dogs and Cats

Motor Vehicle Insurance

We offer a choice of:

Comprehensive Cover
Our top tevel cover. This pravides all the benefits of our Third Parly Property Damage Cover and Extra Cover, pius it glves you cover for

accldental loss or damage to your vehicle.

Third Party Property Damage Cover

Glvas you basle cover. It covers your legal obligatlon for damage to other people's property as a result of your vehicla being fn an
accident.

Extra Cover (Qid onty)
Third Party Propeily Damaga Gover plus cover for your vehicle for fire and theft,

Boat [nsurance

We offer two levels of cover:

GComprehensive Cover
Provides all the features of Third Party Cover plus you are covered for aceidontal loss or damage to your boet.

For comprehensive policies, you can ask us to add an optional cover 1o your policy for an extra premium lnc[uding water skier's Hlability
cover for a power boal, or cover for sailing boats when racing.

Third Party Gover
- Covers your legal obligation for accidents involving other people and/or their property.

Refer to your Preduct Disclosure Statement (PDS) andlor any Supplementary PD3 (8PDS) wa may have given you for details.

DN SO

Your Policy Number:

HOW tO Pay Reference Number:

Amaount Payable: $1147.58

(- Pay by Phiohe .
p Call 1300 658 212 anylime to amange payment for the cost of a local calf (mobiles excluded). Please have this account and
your cfedit card detalls with you when you call. Accepted cards: VISA, MasterCard and American Express.

n

BPay
I,g If your financlal institution particlpates in BPay, you can make your annuai payment direclly through them.
PAY Plsase talk to them about using this service. Biller Code: 5678 Payment Reference no: 0403 9392 922
Suncorp phone banking customers can phone 13 11 25.

Pay via the Internet . ]
To arrange payment any time over the Intemnet via your credit card {(VISA, MasterCard and American Exprass), simply log on

{0 WWW,SUNCOIP.Ccom. aul.

card details.

Branch Paymeant :
Pay In person at any Suncerp Branch, by cash, credit card or cheque.

Mailing your Payment
Post in the "How to Pay" section with your chequa made payable to Suncorp Melway Insurance Limited, GPO Box 2610,

Paying Monthly
It you would like to pay monthly pleasa phonae 13 11 55 anytime or vislt your focal branch to provide your account or credit
Brisbane 4001.

|
|
|
|
|
|
|
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Understanding your premium - and ways that may help you reduce it.

Your policy number A -

Thank you for choosing Suncorp home insurance, We've included some Important information to help you
understand how your premium is calculated, along with some suggested ways that may help you reduce it.

How your Suncorp home insurance premium s calculated
Your premium is calculated by taking into account a range of faclars, including:
+  The postcods, suburb or location of your home and contents
»  What your home is constructed from and the age of your home
»  How your home is secured against burglary
+  The excess Iavel you have selected
»  The cover and options you have chosen
+  The discounts you may be eligible for,
These factors are regularly reviewed to enable us to offer you an accurate and competitive premium.

68% of households surveyed are underinsured {Source: GIO & Suncorp Home and Contents Insurance

calculators between Apr 2005 and Mar 2008). So to help minimise this risk, your home and contents sum insured
is automatically increased at each renewal. The sums insured are not adjusted for listed contents at the home,
mortgagee interest, fandlord's fixtures and fittings and portable cover. This adjustment is made in accordance with
the ‘Automatic sum insured adjustment’ feafure described in your Product Disclosure Statement.

Woe take Into account any rising costs in household items and any increase in building costs. For adjustments to
the home sum Insuraed we use home building cost guides as a reference.

At least once a year we recommend you review the sum insured on your policy o ensure it is adequate.

External factors that affect your premium
Your premium may also be affected by factors outside our control, such as:
»  Government-refated taxes or charges such as stamp duty and GST
+  Inflation, Auslralian doliar and oil price movements - which can affect our cost of repairs and
replacements.

Here’s how you may be able to reduce your premium

+  We reward customers who hold three or more eligible personal insurance policies with us, such as
Motor Vehicle, Home and Contents, Boat or QLD CTP insurance®. So to find out how you couid be eligible
for a multi policy discount or if you have insurance policies elsewhers, call us for a quote.

+  Opt for a higher excess and you could reduce your premium.

+  if you're over 66 years old, you will automatically receive a 10% discount off your home and
contents premium. And you can save a further 5% on your premium if you have a Queenstand Sentors
Card ~ simply lat us know your Seniors Gard number (Seniors card discount is only available in
Queensfand).

+ Increase your security. Telling us if you have extra security, such as an alarm system, deadlocks on
doors and key-window locks, may lower your premium.

We are always happy to help with any guestions you have about getting the best vaiue from your insurance. So to
find out more, just call us on 1800 883 006, drop into your local branch or fog onto www.suncorp.com.au.

Home and Contents Insurance ks fssued by Suncorp Mehway Insurance Limied ABN B3 D75 695 966. Approved applicants only. Eligibliity criteria and cordlitions
and excluslons apply. Please read the Producl Disctosure Statemnent befors making any deciston regarding this producl. Conlacl us on 13 11 65 foracopy, T A
Suncorp CTP Insurance poficy can be Included as ane of (he multiple covers but the discount does not apply o the CTP pramium.
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2010 - 2011 Renewal Certificate of Insurance

Enquiries 131155
Claims 132624

suncorp.com.aufinsurance

You have a Duty of Disclosure in renewing thls Insurance. Important information about your Duty of
Disclosure and a number of questions in relation to it are outlined on the last page of this Certificate of
Insurance. Please read this information carefully as faliure to meet your Duty of Disclosure obligatlons
could impact on your insurance. .

Insurance Details

Your policy number: _

The insured; MANN, JEFFREY KARL & RICHARDSON, CRESTA LEE

e

-— Cover details

Period of insurance: From 4pm 16 June 2010 until 4pm 18 June 2011
Type of cover: Classic Home and Contents cover
Legal liability cover: $20 miliion

— Optional cover details

Home options:

Accidental damage at the home option:  Selected
Motor bumout option; Selected
Safety net home protection opfion: Not selected

Contents options:
Accidental damage at the home optlon: Selected

Motor bumout option: Selected
Bundled portable cover option: Selected
Listed porlable cover option: Selected
Injury to pet dogs and cats option: Not selected

— [nsured address details
KO0 ST EMERALD 4720

Is owned and occupied by you

Issue Date: 14th May, 2010 Page 1 of4
Insurance is issued by Suncorp Melway Insurance Limited ABN 83 075 695 9686




2010 - 2011 Renewal Certificate of Insurance

Home sum insured:

Contents
General contents:
Portable cover listed items:
Bundled portable cover:

Total contents sum insured:

Details of contents cover

— Home and Contents sum insured detalls

$628,700

$178,100
$2,500
$4,000

$184,600

Where is it covered?
Item At the Away from | Sum insured
home the home #
Portable cover listed items:
PANASONIC DIGITAL VIDEO CAMERA Covered Covered $2,500
Bundled portable cover: Covered Covered $4,000
(Himit of $1,000 per item or set)
ft cover away from home anywhere in Ausiralia and New Zealand
— Excess details
Home excess: $200
Confonts excess: $200
Portable cover excess: $50
Earthquake and tsunami excess: $300
— Finance details
NATIONAL AUSTRALIA BANK LIMITED (1st morigagee)
— Home construction details
Description of your home: Freestanding Home on a Concrete Slab
Year of construction: 2004
Construction type: The walls are constructed primarily of concrete
Roof type: The roof is constructed primarily of iron/stee!
— Home security details
Key-operated locks or patio bolts fitted to all external sliding doors and french doors
issua Date! 14th May, 2010 Page 2 of §

Insurance is issued by Suncorp Metway Insurance Limited ABN 83 075 695 966
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2010 - 2011 Renewal Certificate of Insurance

— Insurance history details

You have told us that:

*  The building is not currently under construction, reconstruction, renovation or being relocated
+  The bullding is in good condition and well maintained

*  The building will not be unoccupied for more than 60 consecutive days

(If any of the above information is incorrect please contact us)

The terms and conditions contained in the relevant Product Disclosure Statement {PDS8} and any
Supplementary PDS {SPDS) that we have given you are subject to the details outlined above. Please refer
to the PDS and/or SPDS for information regarding cover limits.

Issue Date: 14th May, 2010 Page 3 of4
insurance is issued by Suncorp Melway Insurance Limited ABN 83 075 695 966




2010 - 2011 Renewal Certificate of Insurance

Important information

Your Duty of Disclosure

You have a Duty of Disclosure under the Insurance
Contracts Act 1984 that requires you fo tell us certaln
things.

What must you tell us?

You have a Duty of Disciosure to tell us everything you
know or should know s relevant to our decislon {o insure
anyone under the policy, including you, and on what
terms,

it includes matters we specifically ask about elther when
you epply for a policy, or when you renew or alter your
policy, and any other matters that you know or could
reasonably be expected fo know might affect whether we
insure you, and on what terms.

The information you tell us can affect:

«  the amount of your premium

. if we will insurs you

. if special conditions will apply to your polfcy.

What you do not need to tell us?

You do not need to tefl us of anything which:
»  raduces the chances of you making a claim -
+  is of common knowledgs

. we should know about because of the business we
areinor

+  we tell you we do not want to know.

Who does the Duty of Disclosure apply to?

Everyone who is insured under each policy must comply
with the duty. Itis important that you understand that if
you provide information about ancther insured, you do
this on thelr behalif,

What happens if you do not tefl us something?
If you are unsure it is better o tell us. If you do not tell us
something that you know or should know is relevant, we
may:

+  cancel your policy

. reduce a claim

+  refuse to pay a clalm or

+  iffraud is involved, treat the policy as if it had never
existed.

If you do not understand your Duiy of Disclosure,
please contactus on 13 11 55

QUESTIONS YOU MUST ANSWER

For all policies
1. Is any of the information on this Certificate of
Insurance incorrect or Incomplete?

2. Inthe past 12 months:

v has any of the Information on this Certificate of
insurance changed?

. have you or anyone to be insured under this policy,
committed any criminal acts in relation fo fraud,
theft or burglary, drugs, arson, or criminal,
maticlous or wilful damage?

. have you or anyone to be insured, had any
insurance policy or proposal declined, cancel{ed,
volded, renevral refused or special conditions
imposed or had a claim declined?

For motor vehicie and boat insurance policies
in the past 12 months:

. have any drivers to be insured under this policy had
their driving licence suspended, cancelled or
rastricted for any reason?

. have any drivers fo be insured under this policy
driven without the appropriate licence or whitst {heir
ilcence was suspended, cancelled or restricted?

What to do next? o
If you answered 'Yeos' to ANY of the above quastions, you
must give us full details before renewing this policy by

“writing to us or calling us on 13 11 55.

If you have answered "No' to all of the above questions,
and you pay your premium annually, please choose a
payment method and make your payment by the due
date.

if you have answered 'No' to gli of the above questions,
but pay your premium by the month, you don't need to do
anything. We will automaticalty renew your policy by
processing the Monthly amount from your nominated
account.

Insurance Fraud

Insurance fraud is not a victimless crime, It imposes
additional ¢osts on honest policyholders and wastes
the resources of our community. This means it affects
everyone. We're encouraging the community to help
prevent insurance fraud, You can help - report any
suspected insurance fraud to our hotfine on

1300 881 725.

Page 4 of4

Insurance is Issued by Suncorp Melway Insurance Limited ABN 83 675 695 966




© 2011-01-19 09:57 SUNCORP +61 7 31352778 >> 005 P 4/15
ANNEX VEE 3.

‘}‘_nEsgred: MANN, JEFFREY KARL & RICHARDSON, CRESTA

I escnptmn efalls of Loss:

(‘rt\tulf\ &CCM\, oty A TeammD o TueE o7
:'_‘D’\: ol el e
Frome D o Tel?. (o B20pin, Ui TR 2o 6 et
e T2 & Hound
IrooreD Wie TowPo@er/ té(c,c,mvxmbs:\vom
S@e T BARAASGE & ~— Accomo DA Ton Th B
RelAwaE D B S0 C P,
Reowne 18 om0 R0 cwtereord A
ALl ConTemTe To  O00wm DESTRoleaD
7o TERATS LGS Lo tTHIIN  Sow ingovLe D A IT3Lee
S350 STl erl O % P& Doy e ~wl VLD
AROn oy 20w Gogonn t e s ’\%mezba_ + RewsTrree D
ExTerResh e~ -
PG s A A S /PTG, /Fu:-:scc,% ROT dFReECTs O
A (N i P A e -"“‘.:__\,7 e et e Tez SR TR
T e _dacas excep ™ Peploos + Gaan
L Ta S TACU o> Yedtns ol Howhg .
A VdoToe g

C oot S o Trun b T —:k?mg ey O
i ey T wa & TE eL\"TC’:Br@Q\C’\

Policy Coverage

Coverages Sum Insured
Gontents $178100
ContentsAwayFromHome ) $4000
Building ) ' $626700
Optional Coverages

Accidental Damage (Contents) 30
Riverine Flood (Gontents) $0
Motar Burnout option {Gontents} $0
Sum ingured {Contents) $178100
Sum insured (Contents Away From Home) 34000
Accidental Damage (Building) $0
Fence Cover (Building) $0
Motor Burnout option (Building) 30
Sum insured (Building) $625700

Riverine Flood (Bullding) 30

Confidential ' Page 4 of 13 09/01/2011
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QUEENSLAND FLOODS Gontents List )
DECEMBER 2010 Page:
Please Fax to: 1300 722 682
Clienfs Name;
Date: Assessor:
itom Mo, | Quandity Hem Description {Including brand & maks) HModel Hamber Age $ Value
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" Insured: MANN, JEFFREY KARL & RICHARDSON, CRESTA

LEE .

] Type
FANASONIC DIGITAL VIDEO CAMERA Specified

Confidantial Page 6 of 13

P 12/15

Sum Insured
52500

0g/01/2011
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". Insured: MANN, JEFFREY KARL & RICHARDSON, CRESTA

P 13/15

LEE .
Policy N !
Claim }i{ . .

Backgroun vlicy Details

Building Detalls

Buliding Type : Home on Concrete Slab

Wall Type : Goncrete Blocks

Roof Type : lronstesl

Year bulld : 2004

Under construction : Not under construction
Marigages + NATIONAL AUSTRALIA BANK LIMITED
Average weekly rent: ' NIA

Property under Rental Agreement  : No .
Property Professionally Managed  :No

Agont Delails :

GST Registered : Insured 1TC%: 0%
Minimum security

v Windows

Policy / Risk contments
[SAP REFERENGE_NO/TEM_NO

SECURITY - DEADLOCKS, DEADBOLTS, KEY LOGK

SLIDING DOORS, MEETS MIN SEC UNDER NAEW GUIDELINES AS PER GISELLE O"CONNELL -

HE(D] WILLIAMS
ADDED MOTOR BURNQUT A8 ADVISED BY CRESTA. KIM BOWDEN

CRESTA CALLED TO UPDATE HOMSEC/DESCRIPTION. ADD FLOOD GOVER. JONO BRYANT

Other claims areas that have inferest in the claim
+  MajorLoss

Claims History (For last 5 years)

GClaim number Date of loss Loss cause Decision Slatus

Ho02499987 2009-03-09 ElecliicalMotorBur withdrawn closed
nout

H005420190 2010-12-30 NaturatHazard Accept open

Total ¢laim payments (ali il date). § ©

Confidentiat Page 8ol 13 )

Payments
0

50

. 08/0112011
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:[ -‘ .
- Asgessor Instructions .

Insured: MANN, JEFFREY KARL & RICHARDSON, CRESTA
Esﬁcy Nu'
Awaiting Proof:  -Aee=tte ' ]
DDLU TGord & OANTG (ST boRrUTTENS Ihe

THE e seweD T BHe Ta/e® e G se
PMAK 2 Foor, o U AT,

Reject:

Cash Settlement:

Excess:!

Quote / Report Requests:

Excess: gD

Replacement Authorities:

Further / Other information:

Tevcs (& DPRGE 27 Reoted Foe Lol
A PR oS B cf_éeﬁ-@\l‘:f'_i"-

ey .
‘[¢laim Acceptance:  { Accepted._.)  Pardialiy-Accepled. NOTA " Perding—
GST Registered: {TCE%: 0% Reserve Estimate: 3 { /O, & )

EFT Payment offered: Yes [ No/NA Recavery——— - Yes I No/NA

%

Rank Detaila For Electronic Funds Transier
BB Na: Account No Signed:

Account Name:

Confidential ) : Page 12 of 13 08/01/2011
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. Property Assessor's Claim Activity Record
Tégred; MARNN, JEFFREY KARL & RICHARDSON, CRESTA
Policy Nu
Claim No:

Loss Atldress: KIDD 5T EMERALD, QLD 4720

Home Phone: work Phone: [ obile Phone;
Loss Gause: Natural Hazard Dafe Received:

Dlrectory Map Appoiniment detafls
Reference Assessor: Tirme: Day: Date:
t,\sf@r! W RyemD o - 2oll
’ﬁ‘b\w < :
Date Time Action items B/U Enteted
Confidential

Page 13 0f 13 09/01/2011




BUILDER'S QUOTATION - EMERALD FL.OOD EVENT

e UIEDER'S DETAILS
Jeffrey Mann COMPANY NAME: Insurance Repair Speclallsts
apoRESS: icd Street Emerald 4720 ADDRESS:
contactro: (R CONTACT NAME: -
INSURANGE GO Suncarp CONTAGT NO:
CLAIM NO: BUILDER'S REF: E027
DATE REGEIVED: 8/02/2011 DATE QF ISSUE:
STATUS: REVISED Floor preperation DEPTH of WATER: 750mm
Trade &vo- % Thveks ADOTTT 3
REF  TRADEITEM i TRADE DESCRIPTION: Rate [ Amount Total Complsts [Amount {As Required} I
=LZAkD 2
$¥ip wall sheating 1200 high 102 $2.321 0%
| Ful helght s¥ip o 2400 tighy 102 $a57 ot 202t and garege
A2 |Cemmitien SHip ot Archs, s\irts , coves beads 4.4 $2,180 0% £0
A3 [DemokSon Strip ot doors 6125 . $214 0% %0
Remove & dispose of wa'er damaged kitchen cupboarda,
i A4 {Demclton vanty and laundry ooboads 139 kTt 6545 $510 0% $0
A% {Demoton Stip gt BIR 10.3 m 128.5 $1.324 o% $0
AS |Demobion Strip out saritary fickires WC, baths, spa, shoner bases 6.0 item £ 5489 G% $0|sava for reuss
AT |Cemoiion Stip ot Kaichen sink laundry fub and sink 50 item 2] $410 W% $0|sava forreuse
AS [Demolition Stip out HWS 0 item 128 st28 G% $0
A9 [Demelpicn {Stp out AC unds 4.0 item 82 $328
A0 [Dematren [Skip out AppEances Stovelval oven 1.0 ltem 65 $64
A 1T [Demetton [Strip out ficor 2nd weall ties 1590 | m2 20 $3.160
AA2{Derotsen Steig out extemal patic ficor fles 520 fem 2} $1.040
Remove codar shutters end strore on s2e for refit 40 Hem ED $329
Froof prep Fioer grinding end preperalon §99.0 mz 22! $4,378
Bin Hke & T Fees {3 x sbernt sldps 4.0 Rem 740 42,950
SUB-TOTAL $23.435
R e e
Dizconnect and maka galg alf fithngs and hard wired
8.1 [Eleckical |appiiances ncl alrcondifeners. 44.¢ Fem 35 $1.549 o $0
Supgly and £t new GPO's, ight switches and data points. Re-
comamission and certfy, 33.0 item % 32,164 0%
TV owiet - 50 | dem 119 5595 —I
Reooanect al new elachical appfances 1.¢ ftem 675 $675 0%
Supply newoven and cook top Hem £1.014
Testinspect and asdvise of widng Rem 3440
B.2 |Jonery Supply and reinsta‘e new Iitchon cupboards im £16.000 0%} 0
Supgply and M new bathroom vanily 30 Rem 698 $5.094
Supply and fit 2 foor mouted laundry cupboards 24 fm 115 $2,345
0% 30
B3 |Pumblng Reconnec! plumbing fixbures and filtngs 28.0 s 80| $2.240} 0% $Olbu‘lhs. taps, WG broughs ezt
test and chack storm water and sewar di'ns $440
Supply hewspa plnp $650
Supply asd nstall ney eleciriclgas HW servica 1.0 1520 $1,620
B4 iSan® C: fel i of housu 29 per BSA Slandards Rem 0 $1,750 0% 40
I B JAIC Swphr and ft new AKC units 40 Tam 196 37,600 0% $0)
| 66 |FinalClean Final bulders clean fgm 485 §465
| _[Atumintum Professionaty elean the sliding deoss frames and glass 18.0 Rem 125 $2.250
| tsenvico doors as requized |
Habbel daddng Faw cud an expanslon jointin exlema ¢orners 80 Tem 60 $640
Ewhe(e sheets join %! $0
FHl Joint Brie with & fosm fod i and masts seal the item 765 4766
comgplete jotnt kne resdx for paining
Repalr fender eraek Ines under window ¢y ftem €50 3650
Repalnt extemal wal surfaces 133.0 m2 71 53,604
Remove and set asids the tlang’s window for fater 3400
Tt panal door remdive and replace damageds secfons of it door kem £2.450,
Extemnal pato Flas Supply end lay eslemnal; patio Hes 52.0 m2 147 $7,644
SUB-TOTAL $62,856
\NCEZEOYER RECORD SIZE & HEIGHT OF ROOM 4.8x2.2x24
C.1 JArchs and sklifng Supgly, fx .evs»mﬁ')gs architaves doofsbps 116 im 385 5156 [:3 £0
Re-Instate Wal
C.3 |Unings Supply, fix and sal 13mm Plasterboard to Walls 130 m2 I $481 0% 30
High Eghtwindow | rofit bfangle Highfight window Her $450 0% 30
C5 |Fioor Thes Supply and it new flvor Sley 1.0 m2 147 $1.617 0% $0
Remove, supply and ra-hang new front enlry doors incl new
C.7_[Front Entry Doors hinges. 20 fem $1,850|PC 0% $0
C.9 {Paintng Intornal Wa'ls 260 m2 187 34H 0% Ry
Docrs 20 item 180, 1380 0% $0
intama! skirlsfacchs 17E i 7.8 31
SUB-TOTAL §5.482
2713872011 1frd




BUILDER'S QUOTATION ~ EMERALD FLOOD EVENT

B Z CUAIM.DETA| H T iGEEE E ZRUIE
INSURED: Joffrey Mann COMPANY NAME: Insurance Repalr Specialists
ADDRESS: B Kidd Street Emerald 4720 ADDRESS:
contacrno: [ CONTAGT NAME: "
|INSURANGE CO: CONTACT NO:
CLAIM NO: 0 EBUILDER‘S REF: EQ27
DATE RECEIVED: 8/02/2011 DATE OF ISSUE:
STATUS: REVISED Floor preperation DEPTH of WATER: 750mm
T ——
ST R AR T RECORD SIZE & HEIGHT OF ROOM 40x35x%2.4
architraves 1.8 im 8.85 318 0% 30
ReInstate Wall
0.3 [Linings - |Supply. fig and set 13mim Plaslarboard to Wals 93 mz 3r $333 7] ]
D.5 [Flssr Hes Supply sad fit new Boor Bes 140 a2 147 $2.053
D4 | Wa Ties Supply and fit naw splash back Hes 3z w2 147 $463 0% £0)
D.9 [Painting Intemal Wals 18.0 m2 15.7 $30t % £
Internal gklitsfarchs 1.8 m 7.6 $14 '] 10
SUB-TOTAL $3,184
B AN BATHROON 227 s Z RECORD SIZE & HEIGHT OF ROGH 22x25x2.4
E.1 JArchs and sking Supply, fix_new ¢kirfings & architraves 24.0 . 885 $212 '52) $0
Re-tnstata Wall
E£.3 JUnings Supply, fix and set 10mm waterprood Plastertoard to Wels pod] m2 39.5 $H 0% $0
Supply, fix and set Plasterboard Comices 9.4 m 10.6 599 - 0% 39,
Val Bes Supply aad il naw wall {Tas 210 m2 147 $3.097.
Fleor Tdes [Supply and fil new fioor Hes 55 m2 147 $809|
E & {Bordertiles Supply and fit boder tiles 11.8 Im 45 4522 % $0
Membrang Apply wator proof [ 19.0 mZ 47.6 2904 0% 50
£.8 |Intarmal Doors Supply and It new doors cefy axdstng door fulmiture 20 Fom 306 1500 0% S0
Palnfng Internal Walls 28 m2 16.7] 3377 o $0;
] oors 20 | iem 180 §3%0 % 50
CaFrys and comices 5.5 m2 18.85| $102 0% $0
Bath hob rebud bath hob for exlsing bath item $450
Intemal skirtsfarchs 24.0 m2 7.6 $182 o 30
Remavo, and later refit wal mounted mirners whete fixed bo
£.52 |Va8 Mounted Marors (wals onfy, z0 ifem 70 $140. 0% 36
E.13 {Shonear screans Rewnstata anlsfing sereens 1.0 flem 550 $550 6% %0
towal ra's Refit trwed ratts ond lodet eoil hotders 29 flemy 70 5146'
SUB-TOTAL 1 $£9,426
Es: - ENSUITE . B RECORD SIZE & HEIGHT OF ROOM 24x37x24
E.1 {Archs and skifing Supply, fix_new sklifings & erchitraves 270 s 8.89] $239, 0% &0
Reldnstate Yali -
E.3 flinings Supply, fx and set 10mm watsproo! Plasterboard to Wals 23 m2 335 $1,157 0% 30
Supply, fiox #nd sal Plasterboard Comices - 122 1] 195 $128 &% 20
Wal Hes Supply and fil newwad las 150 m2 147 $1,617
Floor Tiles Supply and £t now foor fes 9.0 m2 147 $1,323
£.5 |Border tiles Supply and fit boder tifes 40 in 45{ $180 % )
Membrane Apphy water proof membrane 11.0 m2 478 $524 % $0
E6 flatemal Doors Supply ervd it rew doors refy existing dosr fulmiturs 20 Hem 300 $600 6% $0
fralning kntemal Walts 8.3 m2 16.¢ $459 0% $0;
Eg Doors. 2.0 Eem 180, $360 0% 50
CeEngs and comices 89 m2 18.55 $165 0% )
intemal skidslarchs 278 m2 76 $205 % 30,
[Rémove, and later roft wall mowited misors where fixed ko
*E_IZ Wetl Bounted Mimors jwals ondy, 20 item 70, 5140 iy £0
E. 13 ISkower screans Relnslats existing screens 1.0 et 550) $550 0% 39
el taBs Reflt toae! ra?s ard 1lal redl holders 2.0 Rem 70 5140
SUB-TOTAL $7.816 _J

2770912014 Zford




BUILDER'S QUOTATION - EMERALD FLOOD EVENE

il F=GLEAIMDETA

INSURED Jeffrey Mann COMPANY NAME: Insurance Repalr Specialists

ADDRESS: Kidd Street Emerald 47206 ADDRESS:

contactro: (N CONTAGT NAME:

INSURANCE CO: _Suncor CONTACT NO!

ctansno: N BUILDER'S REF: E027

DATE REGEIVED: 8/02/2011 DATE QF ISSUE:

STATUS: REVISED Floor preperation DEPTH of WATER: 750mumi

—
, RECORD SIZE & HEIGHT OF ROOM 51x43x24
Qrd»s and s#drtm S\.pp-‘y foc new skifngs & arc?wutes 5.0 im 885 $575 0% 30
nsiaa
Q3 Junings Supply, fix and set 13mun Plasterboard to Wals 39.0 w2 31 $1,408 0% 39/
Supply and re-hang new heliow core Inlemal doors ined new '
G.6 |Intemnal Doors hirges 28 Rem 300 $690 0% 30
G.7 [Paintng [intemal Wets 380 1 hem 16.7] $838] %, 50
Doors 20 Rem 180 5350 %) $0
G8 irdemal slkrtsfarch 65.0 m2 1.6 5494 0% 30
Buft in Robes. Robes - Supply and it new shetring unlts to enatch as was 148 in 451] 3310 0% $0
shetéding unils $450
SUS-TOTAL ‘i $5330
i
s EGURD S$IZE & HEIGHT OF ROOM 3.Tx33x24
Archs and skrling Supply, ix Gew skirtings & archilraves 424 Fn 8§85 $375] 0% 501
JRe-nsta’e Wall
G2 |Linings Supphy, fix and sot 13mm Plasterboard 1o Walls 120 m2 37 5703 0% $2
Supply and 1ehang nawho!awwah'ema! daors Incd new

G.8 [Intemal Doors hinges | 3.0 #em 300 5506 % 30

(3.7 |Paintig Jintemal Vel 380 fRam 16.7 635 0% 30

| 3.0 ftem 180, $540 0% $0

a8 | fareh 424 w2 7.8 $322 0% 59

Bufll in Rebes Robss - Supply and fit new shelving unils to malch 3 was 1.8 kn 450, 5510 0% 3]
I SUB-TOTAL 54,285
| HEBEDRODM S S i e it S REGQORD SIZE & HEIGHT OF ROOM 3T x33x24
G4 JArchs and skiding__ESupply. fix newaklrf:nga R arciileaves 424 [ Im 245 5375 0% 0]
Ra-Instate Wal
6.3 |Urnings Supply, fox and set 13mm Plastarboard fo Wals 19.0 m2 ar $703)
Supply and re-hang new holow cor intema! doors incl new

(3.8 |internal Doors hingss 3.0 Rem feis) $900 % 30

6.7 |Painkng Iftemat Wals 380 | Rem 167 $535) % $0
Doors 30 | iem 180 s520| 0% sof .

¥} Infernal siirlsfarch 424 mz 7.6 §322 o# 5
Gt In Robes Robes = Supply and it new shelving wits to mekh aswas 1.8 Im 450 £310 0% 3G

SUB-TOTAL $4,285 0% $0
5 ORD S1I2E 8 HEIGHT OF ROOM 36x30x24

‘G2 [Avchs and shirfing_, [Svpriy, fx news'c&ﬁngs & srchitvaves 24| a.85] $384 0% $0
Re-Instale ¥al

G.3 |Linings Supply, fix and set 13mm Plasterboard 1o Wals 18.0 m2 ki $666

Supply and 1e-hang new holow cove lntemat doors incl now
G 8 |Intemal Doots hinges 5.0 #em 300! $1.500 % $0
6.7 [Paining Ilntema! Wals 360 | em 18.7] je01 0% $0
Doors 5.9 fem 180 3500 0% $0

G3 | ) ] 434 w2 76 $330/ 0% $0
Floor Tees [Supsiy and £ nex lcor Bes i TS 147 $1.817
BuiitIn Robes Rohas-Supp&gerdfine«she!vhgunllshma:ehaswas" a0 Im 450 $1,350 0% £0

! SUB-TOTAL $7,348 0%, 50
|FECORRIDEREEADINGTO: BEDROOMA:2: HRD GORD SIZE & HEIGHT OF ROOM BOx.09% 2.4

G.1 Archa and skirting  fix new skitngs & archivaves HO Iy 8.85 $31 G4 30
Re-nstals Wall

G4 [Unings Supply, ot and set 13mm Plastorboard to Wa'ls 240 m2 kY $£88

Supply and re-hang new holiow cora Intarmal doars Incf new
G.6 {Intemnal Doors hinges 40| rem 200, $1,200 6% 30
G.7 [Paming |lniema.l Wals 480 | tem 18.7 1502 o 30
Doors 40 items 180 $720 0% $0
[eX] (nlemal skiris/archy 240 m2 E£] 5258 o% 39
Floct Thes Supply and [t new fioor Klos 1.2 m2 47 $1,058
[ [Bvilln Robes, Robes - Supply and fit new shelving urds b malch as was 4.0 tm 450 31500 0% $9
SUB-TOTAL $7,027 0%, sof
[ECORD SIZE & HEIGHT OF ROOM 3ix21x24
Supphs, fox_nam s¥rtings & erchivaves 0] 885} $301 0% $0,
Reo-Instato VWall
#3 |Linings Supply, foc and got 13mm Plagterboard to Walls 10.0 m2 a7 $370 a% $0
K5 |Floor Tites Supply and it new ficor s 7.5 m2 147 $1,162 0% 30
P \Wal Zas Supply and inslal wa'l tles 1.2 m2 147| $1786;

K& |Border tiles Supply and skir/fit boder tiles 43 tm 45 3194 0% $0
Membrana Apply witet proef memirang 1190 m2 47.6} $524 0% 30
Extatival door Supply &nd it new doors refir oxistng doar fulmibws 1.0 itam £00 $£00!

K7 DCoors Supply and Pt new doors 1efir exlstng doot fubmiture 20 item 300 $600 G% $0

K8 [Pamtng Internal Wa'ls 200 m2 187 $334 O %0

Baors 30 tem 184 $540 0% $Q

34 Internal skirisfarchs 3.0 15 £258 0% %0

SUB-TOTAL 54,998
| L
2710812011 Aford




CONTACT NO: - CONTACT NAME: - . ‘
|
|
|
|
|

2710012011 dford

[ S T
INSURED: COMPANY NAME:
ADDRESS: B Kidd Street Emerald 4720 ADDRESS:
INSURANCE CO: _Suncor CONTACT NO:
CLAIM NO: _ BUILDER'S REF: 027
DATE RECEIVED: 8/02/2011 DATE OF IS5UE:
STATUS: REVISED Flaor preperation DEPTH of WATER: 760mm
E SIS En HECORD SIZE & HEIGHT OF ROOM 4.6%4.2x24
Archs end skirfng  |Sugply, fix new skittings & architraves 325 tm 8.85 1288
Ra-instato ¥al
L3 [Linlngs Supply, fix and set 13mm Plasterboard o Walls 243 2 37 £899
L1 |Paining Inlemsl Walls 48,6 m2 6.7 $51i24
Internal skKitalarchs 325 im 78 §247
SUBTOTAL $2,245 |
S DI SECARD SIZE & HEIGHT OF RGOM 67X 30X24
L1 |Archs and s¥irting 240 | Im 885 $2e21
Re-Instate Wal ;
13 |uinings Supply, Bx and set 13mo Plasterboaed to Wals 196 | m2 37 $722 |
L7 |Panbng |intornat Wate 390 [ mz2 6.7 $651 |
\termel skulfarch 240 i 18 §182 |
Foor Teos Supply and Gt new fioor Bles T 17.0 m2 147 $2.459 i
SUB-TOTAL $4,267 |
L: . JFAMILY ROOM ... ... ... . RECORD SiZE & HEiGHT OF ROOHN 7Hx50x22
L1 Asehs and skiing Supply, fix newskinirgs & anchiraves 47.5 im §.85 £4290 |
Ro-{nstate WaE ) i
L3 |Linings Supply, fix and set 13mm Plastecboard tn Waks 225 m2 ol $1.018 |
L7 |Peinting - {iotemal Weks 550 | m2 16.7 §510 |
Intamal skilsfarchs 475 tm 7.6 $3%61 |
Fioor TEes Supply and it new floor Bes 5] m2 147 55,518 |
SUB.-TOTAL $8,%30 ‘
THCAREG ECORD SI2E & HEIGHT OF ROOM 71x66x%24 |
WA [Archs and skiting  {Supply, fx_new sifitings & axchilraves 47.0 in 8.85 $4t6 0% %0 \
Re-Insla's Va8 |
M3 |Linings Suppdy and fix Brmm pina ridga £C shestny 42.0 m2 45] $1.8%0 fixc) 0 :
Stppdy, ix and sat Plastarboard Comices 210 kn 10.5 §221 0% 30 ‘
Supply and 1e-hang newhatiew eord internal dodrs incl new
|intemal tioors hinges 60 irem a0 $1.500 0% 50,
ME |Painbing irdernal Watls 42.0 m2 15.7, ST % $0
17 Doots 50 | fem 120 $1,080 0% 30 |
148 CeZings and comices 469 { m2 8651 $859 o 50 |
e Infemal skirisfarchs 47.0 im 16 $357 0% $0 w
14,10{Bodt In Robes Robas - Suprty and il new sholving units b match 23 was 40 im 450 $1.800 0% $0 1
SUB-TOTAL $9,134 |
&= 'RECORD SiZE & HEIGHT OF ROOM 20x1.0x24 |
141 [Archs and siifing 15.0 Im 835 $133 0% 40 |
Re-Instale Wall \
M3 JLinings Suppy, fx and zet 13mim Plastorboard fo Walts 62 m2 ar §229 0% 30 |
5 Floor end Wall Tdes | Supply #nd B new Boor Bles . 2.0 m2 122 £345 %) $0 ‘
skirt tas suopply and lay new skor tles . 5.2 Im 45 $24 !
membrana watarproohng 24 m2 478 $116 |
Supgiy and re-hang naw hoow cora internzl doors Jncd new i
intemal Doors hinges 1.0 Bem 30 $300 0% 30 |
M6 [Palnting tntemal Wats 130 | m2 16.7 5267 EI 50 |
Wz Doots 10 | tem 150 . §180 o%] 30 |
Lntemal skorstarchy 15.0 Im 7.8 §$114 i
Mg RefRt Wo holder 1.0 item 70 470 [ 50 |
. SUB-TOTAL $1,8%6 |
|
SUB-TOTAL OF ALL TRADES $470,985 $0 |
Bullders Margin @ 5% $25,048 $0 ‘
|
BSA Insurance 0.0 0 $1,968 0% 30
Supervision 0.0 5% 0 £8,549 0% 30
Accomedation/ mealfiravel 0.0] 8% 0 $13,679 0% 0
Other . 0.0 [} $0 0% %0 |
$220,829 $0 ‘
PLUSGST@ 10 % $22,083 0 ‘
Notes [17/05711 pleass nolea we have missed the bedroon: 1 ailowance and take off In the odginal as |
Floor liles. When Foor Eles have bean removed Lhere has been excessive glue and the Roor areas need to be preped prior to lifing 199m2 ‘
|
|
|
|
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1. INTRODUCTION

Opus was commissioned to inspect the dwelling located al.(idd Streel Emerald on the request
of Sergon Building Consultants {Des Dowdy) who is administering the insurer's response to flood
damage as a result of river level rises in the Nogoa River al Emerald which subsequently flooded
parts of Emerald,

2, OBSERVATIONS AND INSPECTIONS

2.1 LOCATION & SITE TOPQGRAPHY

This dwelling 1s located on the north western side of Emerald and backs onto agricultural Jand with
drainage channels, :

The currant site is virtually leve! with a slight slope from the rear of the allotroent to Kidd Street.

2,2 GCONSTRUCTION & CONDITION

The dwelling has been constructed as a slab on ground with a Hebei panel external wall system and timber
framed external and Internal walls. The roof is frussed with several sections of the dwelling having raked

ceilings.




The visual inspection of the propenrty identified the following issues which have been rated with reference to
AS2870-2011-Resldentiat Slabs and Foolings Appendix C ~ Classification” of Damage due to foundation
movements, refer Appendix B for a copy of lhese tables,

Location Obsarved Distress . Distress | Photo
Category | Reference
No,
Garage Cracking to siab (1-3mm) 1 9-10
Distortion over cracks {2-3mm) 1
Lounge/ Dining | Cracking to slab {1-2mm) 1 1
Minor distortion over cracks 1

Cracking to wall sheeting _ 23 18-20
Bed1,2,3 Cracking to slabs (t-2mrn}) 1 2,357
{incl. Robes) Minor distortion over cracks 1 4688
Exterior Apparent panel movement al base extending approx, 10mm 2 11, 13

up panel

Cracking to render (several locations) 2 12,1415

Patio files at openings drummy (typically 1%, row oulside

Bed 1 door, Family roomn door and Dining room doer) and 2 16

gseveral cracked.

2,3 CONDITION GOMMENTARY

The above mentioned distress is consistent with movement int the foundations. It is our opinfon that the
flooding event irt Emerald has exacerbated normal conditions resulting ln larger than expected movement in
the soll than would normally be anticipated.

The fooling system has notl been able to adequately handle the movement above that which it was initially
designed for which has resufted in  minor movements throughout the residence and the distress as noted
above.

It should be noted that the ¢racking to the slab is considered to be consistent-with expeclations for the
performance of footing systems under normal slte conditions AS2870-2011 clause 1.3.1 states:

“Buildings supported by footing systems designed and constructed in accordanca with this standard on
a norimal site that is:

a) Not subject to abnormal molsture conditions
by Maintained in such a way that the original site classification remains valid

are expected to experience usually no damage. A low incidence of category 1 and the eccaslonal
incidence of category 2.




The flooding event experienced In Emerald which inundated the owners property Is considered to have
caused an abnormal moisiure condition for the site,

The movement and inundation to the external wall system “Hebel Pane!* is not considered to pose a
structural issue. The reason behind the apparenl movement was unable to be acsurately determined at the
time of inspection, To properly ascertain the cause of movement destructive testing Including exposure of
connection to the fooling would be required which was beyond the scope of our Investigation.

internal wall systems. apart from the lounge, appear to have returned to the normat size with the exposed
sections showing no signs of siructural inadequacy at the time of Inspection

3. RECOMMENDATION

The majority of distress observed in relation to the structure, not wall finings, appears to be of a minor
nature with recommended treatment belng as follows:

Calegory 1 - No aclion required

Category 2 -Cracks to be filled and surface restored to orlginal condition.

For those with higher distress calegories the following aclion is recommended;

Calegory 3 -Remove section of affected panel/wall lining and replace

The tiles noled as being drummy should be removed and re-bedded, to reduce the risk of furher tile
damage.

4. CONCLUSION

The residence located at-l(idd Street has been subjected to abnormal molsture conditions as a result of
the 2010-2011 flooding event,

These conditions resulted In distress to the residence which should be actioned in accordance with the
recommendations noted above,




APPENDIX A: PHOTOGRAPHS

Photo 5: Slab cracking Bedroom 2




Photo 7: Slab cracking at Robe Entry Photb 8: Siab distortion at Bathroom




Photo 15 Cracklng In Panel at Window

Pholo 16: Cracked and drummy Tiles




i 4
!
]

s e




APPENDIX B: DAMAGE CLASSIFICATION TABLE
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Accessed by OPUS INTERNATIONAL CONSULTANTS on 07 Mar 2014

AS 28701011 72
APPENDIX C
CLASSIFICATION OF DAMAGE DUE TO FOUNDATION MOVEMENTS
(Normative)

Classification of damage with refercnee to wall is given in Table Cl, Classification of
damage with referefice to concrete floors is given in Table C2.

TABLE Cl1
CLASSIFICATION OF DAMAGE WITH REFERENCE TO WALLS
) Approximate erack Damege
Descriptian of typiesi dnfnngerand re-qulred repair swidth 1imit (see Note 1) category
. fme Q0
Heirline cracks <0.1 mm Negligible
. 1
Fint cracks thet do nm_ﬁfﬁ rcpmr <l mm Very slight
Cracks notlceable but easily filled. <5 2
Doors and windows stick slightly o Slight
Cracks can be repaired and possibly a small amount of 5 mm Lo 15 mm
wal} will need to be replaced. Doors end windows stick. (aram ";m_ of cracks 3 mm 3
Service pipes can fracture. Weather tighiness often " { Maodetate
Impaired oF mare {n one proup) - ,
Exiensive repalr wark involving breaking out and
replacing sections of walls, cspecially uver daors and 15 mm to 25 mm but a
windows. Window fromes and door frames distort. Walls also depends on Severe

lean or bitlge noticeably, some foss of benring in beams.
Service pipes disrupled

number of cracks

NOTE_S:

I Where the cracking vccurs in easily repaired plasterboard or similer slad-framed pariitions, the crack
width Hmits may be increased by 50% for each damage category.

2 Crock widlth is the maln factor by which damage to walls is oafegorized. The widith may be
supplemeonted by other factors, including servicenbility, In assessing category of damage,

3 In assessing the degree of damage, account shall be taken of the locailon in the building gr struciure
where it oceurs, and aiso of the Tunction of the building or struciuse. .

@ Standards Australis

wrww slandacds.org.au
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73

TADLE C2
CLASSIFICATION OF DAMAGE WITH REFERENCE TO CONCRETE FLOORS

A5 28702011

Approx, erack | Change th offsef from a
Description of typical damage width Hmit 3 m straightedge centred Damage
o o in floor over defec (see Note 1) category
Halrline cracks, insignificant movement of slab <0,3 mm <B mm 0
from level Neglifible
Fine bul noticeable cracks, Slab reasonably <1.0 mm <0 mm 1
level Very
) siight
Distinct cracks, Siab noticeably curved or <2.0 mm <1% mm 2
changed in lovel ‘ Slight
Wide cracks, Ob%ious curvature or change in 2mm lod mm 15 mm to 25'mm 3
fevel _ | Moderate
Gaps in slab, Disturbing gurvafure ar change in | 4 mm to 10 mm >25 mm 4
level - - : Severe

NOTES:

I The straighiedge is cenired over the defect, usually, and supported at its ends by equal height spacers,
The change in offsci s then measured relative to this straighicdge, which is not pecessarily horizontal.

2 Locat deviation of slope, from the horizontal or vertical, of more than 1:100 will normally be clearly
visible, Overall deviations in excess of 1:150 is undesirable.

3 Account should be taken of the past history of damaga in order 1o assess whether i {s stable or Hkely to

increase,

wwvw, slandards: otg.ou

@ Stendards Austrahg
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eI

Please find attached the rental agreement for our propetty at [l Bonvtho
Diive, Emerald. property at [ Bonython

I only included the pages that require writing, | assume you don't need every
page of the agreement?

Clalm number is_
Pleas i

BSB

Acco

Mann and Richardson are the names on the account.

Kind regards

Cresta Richardson

PAGE Bl
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e Leval 23, 179 Turbot Straot ullul”" lluHuill F 3
gt GPO Box 390 Brlsbare Q 4001 orm
. : Phona; 1300 386 311
resifnra Fax, (07) 3046 5206 Transfer of Bond
oty Intarmal: v rta.ald.ov.oy Residontid! Tersrcias and Rooming Aoommodation Act 2008
Purpose of this form - To errange for the bond to be fransferred from one {onaney to Rental Bond Numher
anathar {usually a diffarent rantal praparly} where ali parties agree Lo the transfer of monies.
Bond transfars are a client service offared by iha RTA. A new lassor/agent is not abilged to
accapt a bond transfer, y
h
Form completed by - Lessor/Agent of the previous rental property, Albparties mugt gign
{he ferm and it can be posted to RTA by eitier party. Tenants should ahow a copy of this RTA Office Uge Only
form ta thelr new lessor/agant. Approvad
The next atep - Upon receipt of tha form, band monies are transfarced to a new bond
acceunt far the new tapancy. This Is matched with delails provided on the Aond Lodgement
(Fotrm 2} when It 3 recelvad from the new lessorfagent,
Enter only detalls of tenant/s who are bond contributora (Please print)
1  Enter the Rantal Bond Numhar in tha box at tha top of tha form
2 What are fhe names of the Tenant/s?
Tenant/s last name Flrat namals Gontact phong number
1. Mann Joff
2. '
3.
3 Address of previgug rental premisas Bond Transfer Datails
l!ulle Court 7 Bond amount {naw pramises) $1,080.00
Emerald Poslcade 4720 8  Amount currantly hakd by RTA $020.00
4 HName and addrass of ageni.or lassor {if no agent} for the 9 Amoun¥/s to ba tranzfarrad Tonant 1 920.00
pravieus rental premises to new premizes in namefs 'S
Name of tenant/s flatad sbove. Tanant 2 $0.00
!GD Adams & Go Real Estate I 7 Tennnt 3 so_oo
Addross 10 Balange of band remaining (if any) $0.00
104 Egerton Btreet Cnrent homd 1858 amounts transfemred .
Ernerald, QLo Posteado 4720 11 }‘\lﬂounuﬁ to he refunded Tenant 4 $0.00
{if any) Can nol bo more
Fhene Number than bofance of bond Tanant 2 $0.00
k 07 ) 4907 6876 Tenant 3 $0.00
§ Addresa of naw rental premlses
Previous fassorfagant $0.00
[l 2onyinon Drive
12  7epapt | (whois a band esntibistor) - skghature
Emerald Posteoda 4720 Data
6 Name and address of agent of lessor {If no agent) for the W! 2| A |
new rental premises Tt{ - y
nant 2 (who ls o bond conlributer) - algnature
Name Date
{cD Adams & Co Roal Estate | [+ |
Address Tenant 3 {wha iz 2 bond conlributor) - signpture '
104 Egerton Sireet Dato
Emaraid Posicode 4720 l f f ]
Phone Numbar Datn
[(07) av87 5875 ] @ g ni ]
Privacy
‘The eollection of perzonal Informatlon on this form Is authorlsed by bolh the Reside ation Acl 2008 {the RTRA
Act) and the Informalion Brivacy Act 2009 (tha P Act}. The Informatlon Privacy Principles {IPPs) detalled st out fiow tha RTA should

colleet, stora, use and disclose paraonal information nd how individuals can access and apply fo amend documakis conlaining theit parsanal
taformatian. The RTA wiil not disalase your persanal Information to any third parly withoul yaur eongeni unless aulhotiséd of fequirad by law, The RTA
may disclose ynur peraonal information {o other Government Agencing, such a3 the Quaeneland Civll and Adminitiralive Tribunal {QCAT), in order for
tha RTA to padorm ila funclions under tha RTRA Act. The RTA may disciesa non-idenlifying sental industry statlstical Infotmetion to inlareated porties.

Tenant's Copy _ Form 3 PvB Mar 2040

Bedateel by AR Sy e Foefese e 7 0D adpneg 4 0 el g
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o
.

Form 18a

GENERAL TENANCY AGREEMENT

Residantial Tenanclas and Rooming Accommodation Act 2008

Part1 Tenancy Details
14 lessor "

Wesirel Coal Ply Lid

Address for service
G/ CD Adams & Co Real Estal

104 Egetton Street, Emerald QLD | Postcods 720 _
| 1.2 Telephona number Faesimlle nymber
— . | AT l

Email Address
bdmin@icdadams.com.au i

21 Tenant
eff Mann

o

2.2 Address for service gfdiffarant from addrass ofthe premiaes initem 5.1)
onytion Diive,

%mfd Qb . | Pasteode 4720 )

Talephong number Facsinile nuritber

I 7 P ]

F;n';ail Address See cdausd 44 of he standard teams,

a4 Lessor's Agent (ssadlausa43)
.
pD-ADAMS & COREALESTATE

ress for service
Egarton Street Emerald Qd 4720
| Posteoda |

1.2 Telephons number Facsimile number
1 0749824708 ' |

Email Address _
bdmin@cdadarms.com.ai |

Nolices may be given fo:

41 Lessor byemail Yes[ | No[ ] byfacsimile  Yes{ ] No[ |
A2 Tenant by email  Yes No[[]  byfacsimile Yes No[]
42 lessorsagent  byemail Yes Nof | by facsimile  Yes Nef |

m 6.1 Address of the premises _—

Pnython Diiva
merald QLD | Postcode §720
5.2 Inclusions forthe premises

S PER ENTRY CONDITION REFORT

Ineed incligtions, iof exampls, fumiturs orotherhoysehold gendatel withthepremisas. AltachBstifnecesssry.

81 Thaterm of the agreementis  |Fixed Term Lease |
Insart fixed tarm agreamant ot ‘pariadic agrasment.

b2 Statingon [ 12 1 02 / 201 | 3 Endingon | 23 / 07 1 2011
. Fivad tarm agrasmants anly. Far conlinualion oftenancy. saa clausa 8 of tha standard ferms.
EBfotd  Ti446 Page 1 of 8 Printed by Realworks Live 12Ha




17/a83/2011 13:21 @749839508

Ttem7: !

{tem 8:

'Itm g;,

e

Rent [ 1170.00
Saaclayse 8(1} of tha standard tammg,

EMERALD STATE SCHOOL

PAGE @4

| aweek["] aforinight[ ] amonthk)

Rent inust be paidonthe [ 128

__| dayofeach | Month

tnzan day, ¢ea clawse 8(2) of tha standard temms,

Method of rent payment

Insertwaal, {ordnight of month.

[EASHCHEQUE OR DIRECT bEPO ST |

nsert the way the fent must ba pefd, Seadaugze 8(3) of the standard tarma,

Place of rant payment

1 (CDADAMS 8 CO REAL ESTATE

naert amaual, Sea elausa 13 of tha stpaderd fams.

nsar where thaTent must be pald. See claiiza A(4) to B(6) of tha standard taimsg,
} Rental Bond |3 1080.00 }

124 The services suppllad to the premises for which the tahant must pay:

a) electriclty {b) gas
YES YES
White Yyes' or ' for each of {a) 10 (), Hom clguse 18, ‘Seo;daussm. —]
{c)ielaphone {d} any other aervice that tenant must pay
| YES NA
Baa spacial tarms, Sea speclatiems,

122 fthe tenant mus{ pay for water supplied to the premises

&EXCESS QNLY
Wil yes' or 'ne’, Seeclause 17.

Ifthe premises are not individually metered for asenica under tem12. 1, the apportionment of the cost of -

the service for which the tenant must pay:

{b) gas

a) electricily
i 100% ' ___] I_Lg

100%

Inger how appoiton for sachTsworkedout (foraxample, the brant must pay a parcentugs ofthatotatcharga), See dause 18(c)of thaslandardtenms,

[((_:Ltelephona . (d) any other service stated Inifer 12.4(d)
1005 NA
Sea spadlal terms. Sen spachaltepms.

[EREEN  How services must ba pait for  finsert for each how the tanant must pay}

ltem 16:)

-
o

a) electricity
DIRECT TQO SUPPLIER

{b) gas
] ]—a— "DIRECT 10 SUPPLIER !

See clauss 16(d) of the shandard terms.

Sea clauzs 18(d) of the standacd terms.

{c} telephone {d) any other service stated in tam 12.1(d)
DIRECT TO SUPPLIER MA

Sas spaclal tetms, Bet 9petinl lerms.

Number of persons allowed to reside at the premises

16.4 Arathere any body comporate by-laws applicable

(agan number, See clausa 23 of tha slandard tamng,

16.2 lndicaie whather ihe tenant has been givena
copy of the relevant by-laws )

to the occupation of the premlses by a tenant?
NO

o ]

{fbody coporats by-laws apply, wiita ‘yas’ or'ng’. oo clause 2

See clause 22 of the slandard tamy,

17.1 Pats approved Wite'yes” or'no’, S0 clause 24(1) of e slandard tarms.

47.2 Thetypes and number of pets that may ba kept:

Numher

Type l

Seaciause 24(2) of the stanlard temag.
Mominatad repairers.

Telephone H9847545

(g) Electrical repalrs  [KESTREL COAL
{b) Plumbing repalrs  (KESTREL COAL

Telaphone W0847645

{c) Other { & L Mining Services

Telephone 48 874 7

{nsart nams and telaphons number for sach.

§ee clatss 31 of the standard tenms.

EFQ14

Paga 20l 9

1210
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21 July 2011.

Claim Number —
Atin:

Information re Pest Control Report

Dear Ashley

The Pest Control report etc are following this cover page.
Hope all is well,

Apologies for the delay.

Kind regards

Cresta Richardson

PAGE 81
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... JWK Pest

EMERALD STATE SCHOOL

Control

a2

- JWK Services Ply. Ltd.

P.0O. Box 818, ABN. 01 484 645 083
(111 Mc Cosker 5t
EMERALD, QLD. 4720 AC.N. 065207 674

Email: jwkpest@hbigpand.natau

Telephone No.:
Fax No.: 07 4882 4085
Mabile No

Bill To:

rasta Richardsah
Kidd Street
EMERALD QLD 4720

Your Order#: .Kidd Sireet

invoice #: 00009594
Date: 6/0472011
Description Amount Code
To pump up the retreatable termite bamer, intemal and external $727.27 GST
Total linaaf metres 160 Im @ $5.00 per metre
To carry out a termite inspection $168.18] OGST
Address: 32 Kidd Streat, Emerald
T Tems Payment within 7 days
[fo Pay by EFT - Banking Dtalls: ol 399,55
Q iray by - Banking Heltails: Tolal inc GAT: $985.00
% glgg. JWK Services Pty. Ltd. Amotnt Applisd: $0.00
< ucovue: $9B5.00
vour order#: [ icd sreet  oR- Cradit Card. [ ] Mastercard [_] Visa
Remittance Advice: gﬂfdb ‘ geguﬁty E —I
Cheques - Address To: am er'_____h;::u_ 0as .
JWK Pest Gontrol Explry I Amount $
P.O. Box B18, Date; . I_- . —_
Emerald, Qid. 4720
Amount Remitted: $
[nvoice #: (0009594 . Signature:

Prinfad fram MYQR wWenw.munhenmonn
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J
W
« ® Services Ply Ltd  ABN: 014 649 450 83 ACN: 085207574 P,0.Box 818 Emerald, QLD 4720
. PHONE:
JWK Pest Control FAX: (07) 4982 4085
MOBILE:

Email:  jwkpest@bigpond.hetau

Cresta Richardson
Il <idd Strest,
Emerald Qid 4720

6th June, 2011

Dear Gresta & Jeff,

I have enclosed as discussed the original certificate of treatment after | noted that live termites
were working in the door & window frames while inspecting the property after the January 2011
floods in Emerald. The termite infestation was noted as the flood waters receded and had diluted
the remaining chemical treatad area to limit termites from entering the house.

Once thaze termites were removed as mentioned above a new chemical Barrier was installed by
re-pumping Biflex into the internal and external of the house slab.

Yours Faithfully

JW! Pest !ontrol
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Ceort. No.: 11080

CERTIFICATE OF TERMITE TREATMENT

In accordance with AS 3660.2 - 2000
Post Construction

Name of ovwmer/builder: Cresta Richardson
Property Address: __[JJcidu Street, Emerald QLD 4720

AS 96602 Termite work:  Nest Eradication or Termita Foaming

Retraatable Barder System In conjunition with Other Barrier Installation D Ghemical intection D

Nest Removal, Eradlcation and Termite Dusting or Foaming: :
A tarmite nest wae / was not localed in / at __-_L.Kidd Streat, Emerald QLD 4720 and therefore |
wag { was not removed but wag treated by injecling Termidor into the workings. All temmile workings an the day wete reated.
A further inspection was cardad out on the 23™ March 2014, this report 1s also inclosed.
We {ake no responsibilily for the cast of the rapairs of such damage and you agreed to maat the fill cost of all such ropalrs,
Termite eniry points ware found In the following area(s) _door end window frames,___. This Termite activity was treated by
the diract application of Termidor into termite wotkinps inthe above area(s).
If tarmite aclivity 5 still preaent 2t the nextinspection then a further treatment and inspactian will be required. Treatments

Lihould continue untlf all termite astivily has ceased.,

Retreatable Barrier Syatem:

An Retraatable Barrier System (s} was installed to the internet and external of house stab. The Barrigr Syatem Js... Allis....
Retreatable. The mathod(s) of Installation wis prior to pourng of conetrete. The system is / le-net integrated with the lquid
Termiticlde barder and4s 7 is not integrated with the building to form the terivite basrler. Please see the saction o initations.

w Barrler:
A lreated Zone of Termile Bamer WaE sta ing area(s) ___Fxternal and intemal Perdmeter of the housa
The Barrier Systern that was usedis -

Ghemicat Injection: B
Using the liquid Temmiticlde(s) ___ Bifiex which contaln the active constituent(s}
GChlorpyrifes / Bifanthrn / imadietepdd / . The concentration of the Nquid Termiticides used was ___ 1 %
and the fotal volume used was __ 800__ Lt Termiticlde bardgrs degrade (hreak down) over Uime and should he
replenished in the future, The Termiticlde manufecturers clair thalr products should last from 2 fo 10 yeérs dapending on tha
type and strength of Termiticlde used and the site conditions. So in the future, aflarone of the reguired ragular inspeetions of

the proparty, the Inspector may adyise yau of the need to re-dnstali the treated zone o barrler.

If the trealment wes carded out as par of a ireatment for active termites then an inspection of the propery and buildings
Should be canfed out one 1o threa months after the completion of this treaiment and agaln three months after that. Trealments
Resulling In partial bartiers will require more frequent inspections. The Termite Barder formed using ell or ahy of the above

_ bariers Is 2 full / partial bariar. Partfal barriers are unlikely to be effective and ongaing inspecilons are required and furlher
ireatments may also be raquired. No warranly can be given where only parllat barders have been Installed.

Limitationa that apply to the sbove installation are: ___ That no disturhance of the treated area happans by ather trades,
persons of animals. ‘

Certificate of Termite Treatment in accordance with
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AS 3660.2-2000

21/@7/2811 13:56 A749833680

Torms and Conditions

DISCLAIMER OF LIABILITY TO THIRD PARTIES:- This Cerificate iz made solaly for the benefit of tha bullderfownar namad on
the face of this Gertificate and no flability or responsibllity whatsosver is accepted to any third party who may raly o this
Cerlilicate either wholly or in part. Any third party acling or relying on this Certifieate in whole or In part does so at their own risk.
This dlisclaimer does not apply 1o parsonhs responsible for Building Approvals.

1. The effeciiveness of this installation is dependent upon the provision of a complete {fulf) barder baing Inataliad in
aecordanca vith AS 3660,1-2000 using approved Termiticide, systems andfor products. If the bariers ere disfurbed,
breached or bridged then concealad entry by sublerranean tennites Is possible.

2. No Jiability iz acrepled for any failure of a fermite barrer and JWK Pest Conlrol warranis only to provide such ramedial
action as may be necessary durlng the first 12 manths from the date of this Cestificate. No such warranly is provided if
there are limltalions fistad on thia Cartificate or If the barrler is a pantial barer.

3. The barrier(s) installed, &4 detailed on this Certificate and in the diagram, provide a barder against subtemanean tamites
only. The barier is not a harrier agalnst any olher pesi(s) and in partieutar does riot provide any barrer against “dry
woods” (KALOTERMITIDAE) or dainp wood termites.

4_No responsibiiity i accepted, orwarranly implied, for any termite damage that may eecur as the reault of tarmite activily,
either gast, curent or in the fulure.

6. The tarmite banier(s) can be rendered Ineffective due to building aiterations, renovations, additlons (pargolas, awnings,
verandahs elg}, Inlroducing infested materials, timbar off cuts, woad chips and formwork lell on site, materials stored
agalngt the building. Extamal barrdsre can be desiroyed completely by the inglallation of lawns, gardens, pathways,
landscaping ete adjacent to the hullding, Whan making such changas you should first contacl, Where such changes are
made a further termite batier instatlation is essantial,

6. Do not use untreated fimbers for gardsh edges of rataining walls. Unireated imbar afiracis termites,

7. When nstalling paths, lswns, gardens eleit s very important nol to cover alr vents or weep holes. [fthe slab edge is
exposad by 76mm to form part of the termite barrier system then it is equally important not to cover the sfaby edgs unless
anothar form of barrler Is Installed. Again contact JWK Pest Gontrol befare carrying cut any such covering, Where such
changes are made furihsr termila barmer inslaliafion |s essentfal, '

B. Goott ventilation and drainage are important, as poor ventilation and drainage greatly increases the risk of {ermite attack.

. 9,JWK Past Cantrol takes NO RESPONSIBILITY for the congealed entry by termites resulting from poor buliding design or
poor huilding practices. .

10, ltis the building ovmer's responsibility to enaura that the ingpections, recemmendet! in AS 3660.2-2000, are parfarmed,

Please contact JWK Pest Controi,

VERY IMPDRTANT

If you hecome awara of the presence of tarmites within the grounds or on or wiihin the bisiding you should contact JWK Pest Control
or another termite management fim immadiately. You should notify JWK Pest Coniro! if you become asware thet the
installed barrier has been breached or hidged in any way.

The Australlan Stantlard AS 3880.2-2000 necommaends that-"Regular, competent inzpeactions should be carriad out at least on
an anhual basis but more frequent inspections are stcongly recommended”. The Standard also recommends, *The bullding
ovner should ensure thal regular inspections — are carried out by a persen compatent in Unit 8 inspact and Report on Timber
Posta of the National Pest Managament Competency Standards, or equivalent” and has *experlance in accordance with that
specifiad in AS 4349.3-1998". Tarmites ¢an build areund barfiers but can be delecied during recommended inspactiona.

Modern Temmiliclts have a limited life sxpectancy. The termite barrerz will need to be rednstallad, The Hminhg can only be
determined by regular. compelent inspeclions as racommended by AS 3660.2-2000 carfied out by a guakfied termite inspsotor.

IMPORTANT INFORMATION: The Australian Standard AS 3860.1-2000 Termite Management Pant {: New Bulidings details the
*methods to deater concealad antry by termites” and goes on te say “a tarmile barrsr system constructed in accordance with this
Standard cannot pravent termitg attack, as barders may be bridged or breachad, Whers tarmites bridgs barders the evidenca
may ba deteciad dusing inapections®, A lrealment In accordance with AS 3060.2-2000 fo eradigate such an infastetion will be

required,
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Diagram {not to scafe) showing the tocallon of the installad bardar(s).The direction of Norlh is indicated by the T symbol.

ite Barrier {a not bridged or breached. This can happen when inetaliing a

garden hed, Tawn or othar landscapling or building works. You should contact us prior to carrying out any such work. DO NOT

distur the trealed areas in any way,

Naw Construction

It 1a very importan! that the Tefm

8in access may

"

mites,

ions should be carred out at lsast annually,

-200N) can then he ecarrded out to eradicate the tes

{f you become aware of any aitivily do not digturb the tenmites In any way. You should nolify us &3 soon as possibla.

Please contact us If you gver have ahy ¢oncems abayt Tarmitas or the effectiveness of the Barrfer.

Post Construction: Terma and Conditions of Page 1 form an finportant parl of ibls Cerli

Integrated with the concrete then the concrete forms an

in this case,

the termites inta tha apen. Thus the mud tubes that they use to g

eriers do rot kill or stop tetmilas. The barders are instalted {o praven] concesled
2

Frequent inapactions are important. Termile ba
clions. For this reasen guch inspach

access only. The barriers are designed to force

be seen during inspa
A Tarmite treatment in accordance with AS 3800

ficate. If the above barrier(s)is / are

integral part of lhe tarmite barriar to this structurs,

the soncrefe should have been poured in accordance with AS3680,1-2000.
JWK Pest Contro! did not instali any concrete or any part of the bullding structure that forms any part of the barrler

and takes no responsibifity for any fallure of the Termite Barrier thal results from the failurs of any conerets or building

construction to parform #s a Termite Barrier,

——

__dim Keeping

Name of Instalier:

JWK Peast Control

Instaliation Eirm

Instaliers License No.: 3045

14 March 2011

Date:

Firm's Address: __ |

Signatur
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JWK Pest Control
P.O Box 818
Emerald, QLD 4720
+ Ph: 07 4982 0510

PRE-PURCHASE INSPECTION
REPORT

~ For Client:
Cresta Richardson

Re: Structure At -
I Kidd street, Emerald

Dated: Thursday, 7' April 2011

@743839688 . EMERALTY STATE SCHOOL PAGE @7
]
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Visual Timber Pest Inspaction & Report in acoord with AS 4348.3
{for use in all States & Northern Territory but not the Australian Capital Teritory)

Account to Crosta Richardson
" Phone:
Fax.
Client; Cresta Richardeon
Involce Ne; 2594
E Vendor; N/A
. Purchaser. N/A
Re: Structure at: B dd Street, Emerald -
Ihspection Date: 23 March 2011
Report Preparad Date: 7 April 2011
b0 Summary Only
IMPORTANT DISCLAIMER

k¢ This Summary is supplied to allow a quick and superficial averview of the inspection results,

. + This Summary is NOT the Report and cannot be relled upgn on its own

.o Thig Sumntary must be read in conjunction with the fult report and not in isolation from the
port.

If there should happan to he any discrepancy betwean anything in the Report and anything in
this Summary, the information in the Report shalt override that In this Summary.

f\: The Report is subject to Terms and Limitationa.
e GESS '

§ible evidonce of subterranean termite wotkings of damage found?
fﬁfgr'ﬂad report in its entirety

BV ‘slbla evidence of borers of seasoned timbers found?  No, read report in its entirety.

ence of datnage cavused hy wood decay (rot) fungi found?  No, read report in its entirety.

For complete and acGurate information You
must refer to the following complets
Visual Timber Pest Report.

% TD Solutions 04/2002 1 Version: 0505
b L
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TERMS & LIMITATIONS:

'grtﬂt farmatlon Any person whao refies upon the contents of (hjs report does sa acknowledging that the following
BT5uses which deflne the Scope and Limilatians of the inspection farm an integral part of the teport, :

THIS IS A VISUAL INSPECTION ONLY in accord With the requiremants of AS 4349.3 inspaction of bulldings Part 3:
Timber pest inspections. Visual inspection was limited to those areas and sections of the properly to which rezsonahble
access (See Definition) was both avallable and permilted on the date of Inspection. The inspaction DID NOT include
*  preaking aperl, dismanliing, removing or moving objeécts including, but not fimited to, foliage, mouldings, roof
Rohw Insulation/sisalalion, floor or wall coverings, sidings, celiings, floors, fumishings, appliances of persenal pOssessions.

it The inepsctor CANNOT $ee inside walls, batween floors, inside skillion roofing, inside the aaves, behind stored goods
In cupboards, In other areas that are contealed or obstructed. The Inspector DID NOT dig, gouge, forca ¢r perform
any other invasive proceduras. An invagive inspection will nét be performed whlass a-separate coptract is entered inte,
In an occupied property it must be understood that furnishings or household items may be contealing svidence of
i Timber Pests which may only be rovealed when the items are moved or removad. In the case of Strata typa properties
© only the Interior of the unitis inspected.

SCOPE OF REPORT: This Report is confined to reporting on ths discovery, or nen discavery, of infestation andfor
damags caused by sublerraneah and dampwood termltes (white ants), borers of seasoned timber and wood decay
2 fungl (hereinafler refermed to as "Timber Pests"), present on the date of the Ingpeciion. The Inspection did not cover
any other pests and this Repart does not comment on them. Dry wood tarmites (Family: KALOTERMITIDAE) and
European House Borer (Hylotrupes bujulus Linnasus) were axeluded from the Inspaction, but have been reported on
If, in the course of the Inspection, any visual evidence of infestalion happened to ba found. if Cryplolermas brovis
(Wast Indian Dry Woad Termite) or Hylotrupes bujulus Linnaeus are discoverad we are required by law to notify
Govemment Authioritles. If reported & special purpose report may be necessary.

* LIMITATIONS: Nothing contained in the Reporl implies that any inaccessible or partly inaccessible areas or sections
of the property being inspectad by the inspector on the date of the Inapaction wera not, or have not been, infasted by
Timber Pests. Accardingly this Report Is pot a quarantes that an infeslation andfor damage doas not exist in any
Inaccessible or partly Inaccessible areas or séactions of the property. Nor i3 it a guarantes that a futurs infestation of
Timber Pests will not occur or be found. i

i#4: DETERMINING EXTENT OF DAMAGE: The Reporl Is NOT a strctural damage Report. We clalm no expertise in
;_—; bullding and any inexper! opinion we give on imber damage CANNCT be refied upon. The Rapart will not state the
Jii  full extent of any imber pest damage, The Report wiil stata imber damage found as ‘slight, “moderate’, *moderate to
'?f axtensiva’ or ‘axtensive’. This informatian Is not the opinion of an expert. If any evidance of Timber Post activity and/or
4 iz damage resulting from Timber Pest activily is reported elther In the structure(s) or the grounds of the properly, then
pitl  You must assume thal there may be conceated structural darnage within the buliding(s). This conceated damage
“- may only be found when wall finings, cladding or instfation are ramovad to reveal previously concealed timbers. An

i Invasive Timbar Past Inspection (for which a separate contract is requirad) Is strongly recommended and You should
; amange for a qualified parson such as a Builder, Engineer, or Architect to carry oyt a struotural inapection and to
it determine the full extent of the damage and tha extent of repairs that may be required, You agrea that neither We nor
the Individual conducting the Inspection is responsible or liablg for the repair of any damage whether disclosed hy the
report or not,

MOULD: Mildew and non wood decay fungl Is commonly knawn as Mould and Is not considersd & Timber Past,
if However, Mould and their spores may cause health problems or sllarglc reactions such as asthma and dermatitis in
2 8orme paople. No inspection for Mould was camied out at the property and no report on the prasence or ahsente of
s Mould te provided. Should any evidenta of Mould happen o be noticed during the ingpectien, it will be nofad in the

Gther Information {6.11) section of this report, If Mould is noted as present within the propaty and you ar¢ concerned
{- 23 fo the possible health rigk resulting from ita présence then you should seek advice from your locsl Gouncil, State or
ommonwealth Government Health Department or a qualified experi such as an industry Hyglenist,

RISGLAIMER OF LIABILITY: No lisbility shall be accepted on account of faiture of the Report to notify any Termite
-activity and/or damage present at or prior to the data of the Report In any areas(s) of section(s) of the subject properly
hysloally Inaccessible for inspaction, or to which access for Ingpection is denled by or to the Licensed Inspector
heiuding but not limited to any area(s) or section(s) so spacified by tha Report),

A ISCLAIMER OF LIABILITY TO THIRD PARTIES: This Report is made solely for the use and benefit of the Cllent
Nemed on the front of this report. No fiability or responsibility whatsoever, in contract or fort, is accepted to any third
AfPAry who may refy on the Raport wholly or in part. Any third party acling or relylng on this Report, in whale or in part,
688 50 at thelr own risk.

GOMPLAINTS PROCEDURE: in the event of any dispute or claim arising out of, or relating to the inspection or the
FQPDR, orany atleged negligent act or omission on Qur part ar on the part of the individual condueling the [napection,
WEF parly may give written Notice of the dispule or claim to the other parly. If the dispute is not resolved within
YBNty one (21) days from the service of the writlen Nolice then elther parly may refer the dispute or clalm to &
edistor nominateq by Us. The gost shall be met equally by both parties or as agreed as part of the mediated

e fﬂf‘l‘;!ﬂéllﬂsmt. Should the dispute or claim not be resolved by madiation then ane or other of the parties may refor the
«}. Spute or claim o the Institute of Arblirators and Mediators of Australla who will appoint an Arbitrator whe will resolve

i n;@dispute by arbltration. The Arbltrator will also determine what costs each of the parties are to pay.
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VISUAL TIMBER PEST REPORT

BRIEF DESCRIPTION OF STRUCTURE(S) INSPECTED:

"'5‘1 Building: Domestic lowset. Conatruction: Floor: Goncrete slab . Walls: Cévity Brick. Roof:
Colourbond. Qutbuilding(s): Shaeds. Fances efc: Colourbond, .

Any building or part of a building that is constructed on a concrete slab is always more susceplible to
termite attack because of possible concealed termite entry.

Areas Inspectad: Only structures, fences &/or fress within 50m of the bullding but within the property
Koundaries ware inspacted, The areas inspected were: - Exterior, Interior, Roof Void, Out Buildings,
. , Other areas also inapected, if any, were: Garage.

eas NOT Inspacted. No inspection wat mads, and no report is suhmitted, of inaccessible areas.
Those include, but may not be limited to, cavity walls, concealed frame timbers, eaves, fiat roofs, fully
hélosed patios subfioors, soil concealed by concrets floors, fireplace hearths, wall linings,

dhllscaping, rubbish, floor govarings, furniture, pictures, appliances, storad lterns, insulation, hollow

[5cke/posts, efc.

byt

Gliter Area(a)* to which REASONABLE AGGESS for Inspaction waa NOT AVAILABLE and the

q

"‘fé_ Tadse note since & complate inspaction of the above areas was not possible, timber past activity

{37

bei-ddbd/or damage may exist in these areas.

ie hoto since a complete inspection of the above areas was not possible, imber pest activity
ir damage may exist in these areas.

teta property is furnished at the time of the inspeciion then you must understand that the
IslTifigs and stored goods may be concealing evidence of Timber Pest Activity. This evidence
£l {[y be revealed when the properiy is vacated. A further inspestion of the vacant property is
diyrecommended in this case. :

.
.

{RANEAN TERMITES:

Ly
& tarmites (live ingects) present at the time of the inapection;
1t the time of the inspection,

rwas “none found at the time of the inspaction” then the following termite description fs
Gofo22, )

ver was "yes' then the termites are believed to ba (nof applicable as nong found)

{HRIof the inspaction, The termitas have the putentlal to cause extensive and severe damage

BEIBIrAT and decorative timbers and wera located mainly in, but not necessarly limited to, the
£ 1oN '

Al
»
£2

i1ee.of subterranean termite workings and/or damage was found In but not
mited to: Termite damage was found in door frame and window fratne,

&vidence of termite activity was found in the grounds then the risk to buildings is very
it to eradicate the termites and to protect the buliding(s) should be carded out. Where
.ftﬁrmlte workings was found in the grounds or the bullding(s) then the risk of a further
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% was any evidence of imber damage visible? None found at the time of the inspection.

Ve claim no expertise in puilding. No termite damage was visible.

RY IMPORTANT:

g If live termites or any evidence of termite workings or damage was reported above within the huitding(s)
or in the ground and fences then it must he assumed that there may be concealed termite activity
andfor fimber damage. This concealed activity or damage may only be found when alterations are
earried out such as when wall linings, cladding or insulation are removed or ff you arrange for an
Invasive inspection. We claim no expartise in structural enginesring or building, We sirongly
recommend that you have a qualified person such as a Bullder, Engineer, Architect or other qualified
axpert in the building trade determine the full extent of the damape, if any. This may require an invasive
inspection. We take no respansible for the repalr of any damsage whether disclosed by this repott or not.
(See Terms & Limitations),

Whare visual evidenca of termita workings and/er damage is reported above, but ne liva termites were
present at the time of inspection, you must realise that it is pogsible that termites are still active in the
immectiate vicinity and the termites may continue to cause further damage, It is not possible, without
henefit of furthar invastigation and a number of inspections over a period of time, to ascertain whether
any infastation is active or inactive. Active termites may almply have not been present at the time of
ingpection due to a prior disturbance, climatic conditions, or they may have been utilising an alternative
fending sourca. Continued, regular, ingpections are essential. Unless wrilten evidence of a termite
protection program in accord with “Australlan Standard 3660" with ongoing inspections is provided,
you must arrange for a treatment in accord with "Austraffan Standard 3660" to be carried out
immediately to reduce the rigk of furlhar attack,

2.6 Genaral remarks: A mora tharough INVASIVE INSPECTION is available. Where any cument visible
evidence of Timber Pest aativity is found it is strangly recommended that a more invasive inspection is
performed, Trees on the propérty up to a height of 2m have been visually Inspected, where possible
and practicable, for evidence of termite activity. It is very difficult, and generally impossible to locate
termite nests since they are underground and evidonce In trees Is usually well concealed. Wa
therafore strangly recomimend that you arrange to have trees test drilled for evidence of tarmite nests,

2.7 Signs of a termite trealment were found and s evidence of a possible provious termite treatment. A
Retreatable Termite Barrdar System is in place.

WARNING: If evidence of defll holes in concrete or brickwork or other signs of a possible previous
treatrnent Is reported then the treatment was probably carried out because of an active termite attack.
Extensive structural damage may exist in concealed areas. You should have an invasive inspection
carrded out and have a builder determine the full extent of any damage and the estimated cost of

repairs as the damage may only be found when wall linings etc are removed. ‘

Normally If a termite treatment has been carried out then a durable notice should be located in the
meter box indicating the type of termite shield systeim, treated zona or combination has been installed.

'.2‘8 A durahle notice was found and indicated that a Ratreatable Termite System has been retrgated

This firm can give no assurances with regard to work that may have been previously performed by
other firms. You should obtain copies of all paperwark and make your own inguirles as to the quality of
tha traatment, when it was camied out and warranty information. [n most cases you should arrange for
a treatment in accord with "Australian Standard 3660" be carried out to reduce the nsk of further
attack.

!

% 3. BORERS OF SEASONED TIMBER

A Lyetus brunneus {powder past beetle} is not considered a significant pest of timber. Damage is
confined to the sapwood so treatment or timber replacement is not usually requirad. However, you
shauld have a building expert investigate if any timber replacement is recuired.

3.2 Anoblum punctatum (furniture beetle) and Calymmaderus incisus {(ueensiand pine beatte) rust
always be considerad active, unless proaf of treatment i provided, because, unless the timber is
ground up, one cannet determine conclusively If activity has ceased. Total timber replacement of all
susceptibla timbers ls recommended. A secondary cholce is treatment. Howaver, the evidence and
damage wilt remain and the treatment may need to be carried out each year for up to three years,

+3 Was visible evidonce of borers found? No evidence located.
No damage was found at the time of the inspectign

3
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- We claim no expertise in bullding and if any evidence or damage has been reported then you must
have a huilding expert determine the full exient of damage and the estimated cost of rapairs or lirmber
replacement (See Terms & Limitations).

3.4 Borer activity is usually determined by the presence of exit holes andfor frass. Since a delay exists
between the tima of initial Infastation and the appearance of these slgns, it Is poasible that some baorer
activity may exist that is not discernible at the time of inspection. .

15 Borer recommendations: Replacemsnt of ol suscoptible timbers is always preferred since, in the
event of saliing the property in the future it is probable that an inspector will tgpaort the borers as active
J (see above). A cherical frealmant to control and/or protect agalnst Furnitire beelis andior Queensiand
pine beetis can be considered as a less effective, lower cost option. Hefare considering this option you
shoutd consult with a bulider (See Tarms & Limitations) to determine if the timbers are structurally
sound, Fallowing the initial tceatment a further inspection is essential in twelve months time to determine
if further treatment is needad. Treatments ovar a number of congecutive years may be required.

d .
i

g oy Co

l 4. FUNGAL DECAY CAUSED BY WOOD DECAY FUNGH
% 41 was svidoncs of woosd deway fungl (wood rot) found? Nong found at the time of the inspaction.

4.2 No damage was found at the time of the inapection,

i We claim na ekpertisa in building and if any evidence of fungal decay or damage is reportad you
should consult 2 building expert determine the full exient of damage and the estimated cost of repalrs
; or timber replacement (See Terms & Limitations),

3
i

5.  CONDITIONS THAT ARE CONDUGIVE TO TIMBER PESTS

A4 Weter lenkes; Water laaks, especially in or Into the subfloor or against the external walls, increases
5 53 the likelihood of termite atteck. Loaking shawers ot leaks from other ‘wet areas’ also Increase the
N llkgiihood of concealad termite attack. Hot water overflows should be plumbed away from the
* building.
At the time of the inspection no visible leaks were found:

it
4 Ws clalm no expartise In building and if any leaks ware reported then you must have a plumber or

‘%i ibther building expert determing the full extent of damage and the estimated cost of repalrs.
_.’. k.

{
! 4
:

£ i do: Poor drainage, espeially it the subfloor, greally increases the likelihioad of wood decay and
dattack, Wa clalm no expertise in plumbing and drainage, however it appears that dralnage is
ally not applicable.

f§urv1ces and air conditioning units which release water alongside or near to building
Siuid be plped to & drain (if not possible then soveral meters away from tho building) as the
“Wet area Is highly conducive to termitas.

 Vontilation, particularly to the sub-flaor region is important in mininviging the oppertunity for
I$ to establish themselves within a praparty. )

:“éﬁC) E§peﬁise in building, however, the ventitation appears to be generally not applicable.
Shlilation is consldered inadequate a builder or other expert should be consulted.

c .
i gxgosure: Where extermnal concrete siab edges are not exposed there Is a high risk of

*’?élji* stmite entry. In some bulldings huilt since July 1995 the edge of the alab forms part of the
18:-Systern. In these bulidings an inspection zone of at least 75mm should ba maintainad to

s 0412002 5
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F permit detection of termite entry. The adge should not be concealed by render, tiles, cladding, !
flashings, adjaining structures, paving, soll, turf or landscaping etc. Where this is the case you should

h arrange to have the slab edge exposed for inspection. Concealed tarmite entry may already be taking
place but could not be detected at the time of the Inspaction. This may have resulted in concealed
timber damags.

Daas the slab adge inspection zone fully comply? Not applicable.

Note: A very high propartion of termite atfacks are over the slab adge. Covering the slab edge makes
congealed entry easy. This is particularly true of infill type slab construction. Termite activity and or
damage rhay be present in concealed timbers of the building. We strongly recommend frequent
regular inspections in accordance with AS 3660.2.

§.7 Weep holes in external walls: it is very important that sofl, lawn, concrete paths or pavers do not
cover the wesp holes. Sometimes thay have been covered during the rendering of the brick work,
Thay should he ¢lean and free flowing. Govering the weep holes in part or in whale may allow
undetected tarmite entry,

Were the weep holes clear allowing the free flow of air? Not applicable.

5.8 Termite Shields (Ant Capz) should be in good order and condition $o termite workings are exposed
and visible. Thig helps stop termites galning undetectsd entry. Joins in the shielding should have
been soldered during the installation, Whensvar it is obsarved that the joins in the shielding have not
hean solderad then the shielding must be reported as Inadaquats. It may bé possible for a buitder to
repair the shielding. If not, a chemical treated zone may need to be installed to deter termites from
gaining concealed access to the building. Missing, damagead or poar shields increase the risk of
termite infestation.

We claim no expertige in building. However, in our opinion the termite shields appear to be adequate
if consldered Inadequate a buldldar or other building expert should be consulted,
Other physical shisld systems are not visible to ingpection and no comment iz made on such systems,

5.9 Othar areas andfor situations that appear conducive to (ray attract) subterranean tormite
infestation: Good access

B.10Cammaents an other Conducive Conditions:
5.110ther information: Termite workings were treated and no subsequent live termites were found.

Althougth no mould was noled, this house had not had the walls opened up to dry after the flood
waters. Howaver, as termite workings ware also nated, the flood waters would have reduced the
effectivaness of these barriers, but no live termites were seen in this visual inspection, The
subsaquent refreatment carried out by my Company woild have replaced the full effectiveness of
these barrers for approximately the next two (2) years.

-—

8. QVERALL ASSESMENT OF THE PROPERTY;

8.1 Whefe the evidence of live termites or termite damage or termite workings (mudding) was found in the
building(s) then the risk of a further attack is extremaly high. Whara evidence of live termites ar termite
damage or termite workings was found in the grounds but not in the buildings then the risk to buildings
rust be reported as high to extremely high.

6.2 At the time of the inspection the DEGREE OF RISK OF SUBTERRANEAN TERMITE
INFESTATION to the averat property was considerad to be moderate fo high.

8.3 SUBTERRANEAN TERMITE TREATMENT RECOMMENDATION: A management program in accord
with AS 366_0-2000 {o protect against subterranean terrmites is consldered to be strongly recommended
and a termite treatment proposal is not attachad.

} 6.

! 4 E;-'EURE INSPECTIONS; AS 3660.2-2000 recommends “regular competent inspections should be

: o; ed out atleast on an annual basis but more frequent inspactions are strongly recomimended”. 1t
9085 0n to inform that "regular inspections will not prevent termite attack, but may help In the detection

:)f ltjermlte_aciivity. Early detection will allow remedial freatment to be comimenced soonar and damage
0 be minimized®,

E;L;%;tto \":\é degrae of risk of subterranean termite infestation noted above and alf other findings of this
; 3660 é-zg ggpngly recommend that a full inspection and written report in accord with AS 4346.3 or AS
. ocon : ' canducted at this property every 6 months but nof more than 12 months.
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K IMPORTANT MAINTENANGE _ADVICE REGARDING INTEGRATED PEST_MANAGEMENT
B FOR PROTECTING AGAINST TIMBER PESTS: :

Any structure can be attacked by Timbar Pests. Periodle maintenance should Include measures to minimise

2. pogsibliitles of infestation In and areund a property. Factors which may lead to Infestation from Timber Pests

‘[ include situations where the edge of the conarets slab is-govered by soll or garden debris, filled areas, areas

P ith fess than 400mm clearance, foam insulation at foundations, earih/iwood contact, damp areas, leaking

1 pipes, etc, form-work timbers, scrap timber, tree stumps, muich, tree branches touching the structure, wood

rol, efc. Gardens, pathways or furf abutting or concealing the edge of a concrete slab will allow for

‘concealed entry by imber peata, Any timbar in ¢ontact with sail sugh as form-work, serap timbers or stumps

ust be remayad from under and sround the bulldings and any Jeaks repaired, You should endeavour to
sure such canditions DO NOT oceur around your propeérty.

YWe further advise that you engage a professional pest control fim fo provide a termite managemant
program in accord with AS 2860 o minimise the rigk of termite attack. There is no way of praventing termite
mttack. Even AS 3660 advises that "the provision of a complete termite barrier will impade and discourage
ite entry inta a building. lf cannot prevent lermite aflack. Termites can stilf btidge or breach bamiers
tiey can be detected mare readify during routine inspections.”

ishauld read and underatand the following important Informatian. it will help explain what {s involvad n

i

ifbar past inspection, the difficuities faced by a timber pest ingpector and why it is not possibie to

oas to which reasonable access is available ware inspected, The Australlan Standard 4349.3
Hrsasonable access as “areas where safe, unobstructed access is provided and the minimum
2 .gpecified in the Table below are available or, whers these clearantes arg not avaitable, areas
zonsultant's unobstructed line of sight and within anm's {ength. Reasonable access does not |
ving screws and bolis 10 access covers,” Reasonable access does not include the use of
'or invasive Inspection methods. Nor does reasonable access include cufting or making access
aving heavy furniture or stored goods,

' i} Access hole | Crawl space Height

PA-450 x 400mim | 600 % B00OMm Accassible from 2,1m step ladcier
3 or 3.6m ladder placed against a
walll,

Verlical clearance

Timber floor: 400mm to bearer,
Joist or ather obstrugtion. Concrete
floor : 500mm

Accessible from a 3.6m ladder.

. -~

{here ara many limitationg to this vieyal inspection only. With tha permission of the
885 we WILL parform a more invasive physical inspection that invoives moving or
ired ftems, furniture or faliage during the Inspection. We WILL physically touch, tap,

e and considered praclical and necessary, by way of gutting traps and access

ia avallable by ordering with several days notice. Inspection time for this style of

n for a VISUAL INSPECTION, It involves disruption in the case of an occupied

nent marking is fikely. You must arrange for the written permission of the owner

e the above Information and confirm that our firm will not be hald liable for any
Blobbrty. A prica is avallable on request,

1 Version: 0305
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k. Homes construgted on concrate slabs pose spacial prablems with respect to termite attack. If the edge of
the'slab is concealed by concrete paths, patios, pavers, garden beds, lawns, follage, etc then it s nossible
N for termites to affect concealed entry into the property. They can then cause extensive damage to
R concealed framing timbers. Even the most experignced Inspactor may be unable to detect their presence
- dua to concealment by wall linings. Only when the termites attack timbets In the roof void, which may in
# turn be concealed by insulation, can thelr presence he detected. YWhere terinite darmage is located in the
. roof it should be expected that concealed framing timbers will ba extengively damagad. With a concrete
J: slab home it is Imperative that you expese the edge of the slab and ensure that foliage and garden bads
do not cover the slab edge. Weep holes must be kept free of abstructions, It is strongly racommended
that you have a termite inspection in accordance with AS 3860.2 carrled out as recommendad In this
report.

UBTERRANEAN TERMITES

fiNo properly Is aafe from termites] Tarmites are the cause of the greatest gcanomic losses of fimber in
sfervice in Australia, [ndependent data cornpiled by State Forestry shows 1 In gvery § homes I8 attacked by
Ptanmites at some stage in its life. More racant data would indicate that this Is now as high as 1 in every 3.
g vAustiaiia’s eubterranean termite specles (white ants) are the most dastructive tmber pests In the world, In
it can fake “as tittie as 3 months for a fermite colony to severely damage aimoszt all the timber In a home",

diw Termites Attack your Homa, Tha most destructive apecles live in large underground nests containing
baral miion timber destroying insects. The problem arises when a nest matures near your homa. Your
mé-providea natural shelter and a food source for the termites. The gallery system of a single colony may
Hloit food sources over as much as one hectare, with individual galleries extanding up to 50 melres to enter
urethome, where there Is a smorgasbord of timber to feast upon. Even concrate stabs do hot act as a
gp; they can panettate through cracks in the slab to gain access to your home. They even build mud
1o gain access fo above ground timbers. In rare cases tamites may create their nest in the cavity wall
Jproperty without making ground contach. In these cases It may be impossible to determine thelr
ca=until extensive timber damage ocours.

ditélDamage, Once in contact with the timber they axcavale it often leaving only a thin venasr on the
il 16ft undiscovered the economic species can cause many thousands of dollars damage and cost
e'thousand dollars (or maore) to lreat,

aisan Termite Ecology. These termites are sodial insects usually living in underground nests.
UHYzbe in trees or in rare instances they may be In above ground areas within the properly. They

3 r;gmuncf to enter the bullding and then remain hidden within the timber making it very difficult
m. Where timbers are concealed, as in most modern homes, it makes it sven more difficult to
resence. Especlally if gardens have been built up around the home and termite barriers are
place or poorly maintained. Termites form nests in all sorts of locations and they are usually
shhere may be mare than one nest on a property. The dist of termites in the natural
Kispthe various hardwood and soffwood specias growing throughout Australla, These same
ged in huildings, Worker fermites move out from thelr underground nest into surrounding
obtain food and return to nurture the other ¢asts of termites within the nest, Termilas
heitive to temperature, humidity and Hight and henee cannot mave ever ground like most
vel in mud encrusted tunnels to the source of food. Detection of termitos is usualiy by
d tunnels rising from the ground into the affected structure. This takes an expert eya.

otect a building by foreing fermites to show themselves. Termites can bulld mud

rivite barriers to reach the timber above, The presence of tarmita tracks or leads does

Ban that termites have entered the timber though. A ¢lsar view of walls and plers and

the sub-floor means that detection should be fairly easy. However many styles of

A0t lend themselves to ready detection of tartnites. The design of some properiies is such
2 detection by a pest ingpector difficult, If not impossibie,

ing of wails and Intemal timbers is an adjunct or additional means of detection of
oi: 85 rellable as locating tracks. The use of a moisture meter is a useful aid for
sssence of termitas con¢ealed behind thin wall panels, but it only detects high levels of
be that hae driad out will not be recorded. it may also provide false readings. Termita
Lin the celling space however some roofs of & tow pitch and with the presance of
ot _air conditioning ductwork and hot water services may prevent a ful inspaction of the
a8, Therefore since foolproof and absolute cerlain detection is not possibla the use of
gular inspections is a necessary step In protecting timbers from termite attack.

frasmi s s,

R R g
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# porers are the larvae of vartous species of healles. The adult beatles lay their eggs within the timber. The
3 egye hatch aut into larvae {grubs) which bore through the timber and can cause significant structural
% jamage. Tha larvae may reside totally canceated within the timber for 4 period of sevaral yeara befare
! pasaing into a dormant pupal stage. Within the pupal case they metamorphose (change) into the adult
g haetle which cuts a hole in the outer surface of the fimber to emerge, mate and lay further egygs to
¥ continue the cycle. it is only through the presence of these emergence holes, and the frass formad when
4 tne Dastles cut the exit holes that their presence can ba detected. Where fioors are covered by carpets,
it tiing, or other floor coverings and where no accass to the underfloor area is available it is not posaible to
i determine whether borers are present of not. This I partieularly the case with the upper floors of a

4 dwelling.
: Borers of ‘grean’ unseasoned t

91/67/2011 13146

e,

mbar may also be present. However these species will naturally die out as
the timbers dry out in service. Whilst some emergence holes may oceur in a new property it wouid be
anusual for such a borer to cause etrustural damage, though the exit holes may be unsightly,

};Anoblum borer (furnlture heatia) and Queensland pine borer, These brefles are reapongible for

" instances of flooring collapse, often (riggered by a heavy ohject being placed on the floor {or a person
& atepping on the affacted areal) Pine timbers are favourad by this beetle and, while the sapwood is
18t preferrad, the hoarwood la also sometimes altacked. Attack by this beetle is usually observed In timhers
& trat have bean in service for 10-20 years or more and mostly invalves floaring and fimber wall paneliing.
¥ The frass from the flight holes (faecas and chewed wood) is fine and gritty. Woott attacked by these

“borers Is often honeycombed.
1ffi.yctus ‘horer (powder post beetle), Thase borers only attagk the sapwood of certain susceptible
i specias of hardwooad timber. Since it s a requirement that structueal timbers contain no mare than 28%
lyctus susceptible sapwood these borers are not normally associated with structural damage,
Replacement of affected timbers ls not recommended and treatment is not approvad, Where decorative
imbers ate affactad the emergence holes may be considersd unsightly in which case timber replacement
he only optlan. Powder post beetles mostly attack during the first 6-12 months of service Hifs of timber.
As only the sapwood is destroyed, larger dimensional timberg (such as raflers, bearers and joists) In
. ignificantly to causo collapse. in small timensional timbers (such as filing
and ceiling battens) the sapwood may be extensive, and its destruction may resuit I collapse,

placement of these timbers is the only eption availabla.

HITIMBER DECAY FUNGI

he fruiting bodles of wood decay fungi vary in
E¥est controllers usually regide In poorly venti

1

SV AL

i
3

size, shape and colour. The type of fungl encounterad by
jated subftoors, below wet areas of the home, exterior

&mbers and in areas that retaln water in the soil, The durablity and typs of timbers are factors along with
g temperature and environment. Destruction of offectad timbers varies with the symptams involved,
moval of the moisture source usiially afteviates the problem. Funigel decay is altractiva ta termites and

fthe problem [s not rectified it may well lead to future termite attack,

BRCONTAGT THE INSPECTOR
pector wha carded out this inspection. Often 1t is very difficult to fully

Blease feel frae to contact the ins
plain situations, problems, access dilficutties or timber Pest activity and/or damage in a manner ihat is
sadily understandahle by the reader. Should you have any difficuity in understanding anything contained
id immediately contact the inspector and have the matter explained to you. If

e Within this report then you shou
] }ou have any questions at alf or require any clarification then contact the ingpector prior to acting on this

fEport.
& Ingpaciion was carfed out by:  Jim Keeping
(Name of Inspector)

hepectors contact phone number: [ State Licence No: 3045 Insurance Acoreditation Number:

ted this 7" day of Aprit 20011

GNED FOR AND ON BEHALF OF; JWK Pest Gontrol
{Name of Company}
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Suncorp Metway Insurance Limited
ABN 83 075 695 966
AFSL 229869

Gi187
GPO Box 1145

BRISBANE QLD 4001
Telephone: 07 3362 1637

25 July 2011 Facsimile: 1300 046 914

%n and Ms Cresta Richardson
LD QLD 4720

WWW.SUNCOrp.com.au

Dear Mr Mann and Ms Richardson

Your Claim: NN rlood

Thank you for contacting Suncorp to lodge a claim for fiood damage under your Classic Home
and Contents policy at lllKidd St, Emerald, QLD 4720

We app'reciate you allowing JWK Pest Control to inspect the damage. We have received their
report which does not confirms that there is damage to your property from termites as a resuit of
this flood. They have however confirmied that there is damage due to termites.

After carefully considering your claim, we regret to inform you that we are unable to assist with
this portion of your claim.

We refer you to page 9 of your Product Disclosure Statement (PDS) under the heading “What
we cover” which states:

We cover loss or damage caused by insured events 1 to 12

When we insure them, your home and contents are insured for loss or damage caused by the
insured events 1 to 12 at the Insured address.

Our PDS defines an event on page 159 as a “single occurrence which is not intended or
expected to happen by you”,

Furthermore,

We do not cover
* Lossordamage caused by insects, birds or vermin (eg. Termites, rats, rabbits and mice)
But we will cover:

-fire damage they cause under insured event 3 (fire)
-damage under insured event 9 (breakage of fixed glass).

This is outlined in page 121 of your Product Disclosure Statement.




We also refer you to page 126 of your Product Disclosure Statement;
We do not cover
Consequential losses or exira costs following an insured incident including;

Loss of income or wages

Cost of your time to prove your loss or to help us assess your claim

Cost of hiring appliances after yours are lost, damaged or stolen

Professional, expert, legal, consulting or vatuation costs unless you obtained our prior
written authority to incur these costs

Cost of replacing or reapplying pset control chemicals and baits in or around your home
* Loss of water bursting or leaking pipe or water container

Uniess
This is covered by an additional feature or option under this policy

We recommend appointing a quatified tradesperson to examine your window frame, and rectify
any problems identified.

We will however cover the resultant damage caused by this flood.

We must inform you that if the overali probiem with your window frame Is not rectified, any future
claims relating to this issue will not be accepted. We refer you to page 2 of your Product
Disclosure Statement which specifies you must:

* keep the home, unit and contents well maintained and in goad condifion, this inchides
rectifying faults or defects such as fixing roofs, gulters, drains, water pipes and tifed
areas when they leak or need repairs.

» fake alf reasonable care fo prevent theft, loss, damage or legal liability.

If you would like to discuss your policy or claim further please contact me on L]
Should you remain dissatisfied after this discussion, you can then request that the matter be
referred to our Customer Dispute Resolution Process by calling 1800 689 762. Please find
enclosed a brochure which provides further information on this process.

Yours sincerely

tent vlanager
Claims Services QLD/NT






