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Oaths Act 1867

Statutory Declaration

QUEENSLAND

TOWIT

|, Shaun Standfield, of 86 Harrington Street, Sydney in the State of New South Wales, do
solemnly and singerely declare that:

1

{ am employed by QBE Insurance (Australia) Limited {QBE) as General Manager,
Australian intermediaries. | am authorised to provide this Statutory Declaration on
behalf of QBE.

| provide this declaration in response to the requast by Commissloner Justice C E
Holmes to me dated 9§ September 2011, that referred to a letter from Jane Moynihan
to QBE dated 8 September 2011 (Commissionet's request), The Commissioner's
request was to provide information and documents to the Queensland Floods
Commission of fnquiry concerning a QBE policy holder, Thomas Paul Fischer.
Aftached to this Statutory Declaration and marked "Annexure A" is a copy of the
letter from Jane Moynihan to QBE dated 8 September 2011.

My response fo the Commissioner's request Is aftached to this Statutory Declaration
and marked "Annexure B*, The documents sought in the Commissioner's Request
are attached to my response {namely in Annexure "B").

and | malke this solemn declaration conscientiously belleving the same to be true and by virtue
of the provisions of the Qaths Acf 1867 ((Md).

Signature of declarant

ed before me at Brisbane this 14" day of September 2011,







Our 16 Doc 1699604

8 September 2011

Hea! ol !egal

QBE thsurance {Australia) Limited

ey ool |

© Deoar Ms Willlams

QBE isurance {Austratia) Limited — Reguirament to Provide information

The Commission is seeking Information from QBE Insurance (Australia) Limited (QBE)

in resporise to Information racsivad from an individual policy holder, Mir Thomas Paul Fischer.

Mr Fischer holds a home and contents Insuraince poliey with QBE for a property at
Middle Park Queenslarid 4074.

Please note that Mr Fischer may he called to give evidence In the Commission’s public
hearings in Brisbane In the weck commencing 19 September 2011. If Mr Fischer is to be
callet as a witness, his statement will be provided to you as sooh as the Commission is able

to do s0.

My Fischer has provided the Gormission with the following Information which s relevantto

the Gommission's inquiry pursuant to term of reference (b):

1. Mr Flscher has a housé and contents policy with @BE. On 13 January 2011, Mr Fischer
lodget a clalm with QBE by telephons. -

2, On 19 January 2011, an assossoer from QBE attended the property and inspected the
damage at the property.

3. On-8 Fabruary 2011, Mr Flscher received a lstter frorh QBE, from an undisclosed author,
attaching a copy of tha asseasar’s report. The assassor's report stated that the damage
was probably caused by flood and they ware waiting for.a general Hydrology report,

4. Botween 8 February 2011 and 16 Apill 2011, Mr Peter Andrew, National Business
Improvernent Manager for QBE, called Mr Fischer and stated that QBE had a heavy
worlkload. Elements of Mr Fischer's claim were then dlscussed.

5. ‘On 18 April 2011,-Mr David Cox from Water Technology attended the properly for an
inspaction. Desplte requests to acourstely astablish the haight of the habitable floor level
of the properly, no ineasurements were taken by Mr Cox,

400 George Street Brishane
GFO Box 1738 Brishane
Queensland 4001 Australia
Telephone 1300 309 634
Facsimile +61 7 3405 9750

Page 1 of 5 wrw.floodcommlsston.qid.gov.au
go 1 of ' ABN 82 696762 534




10.

11,

12,

13.

14,

15.

16.

17.

18.

On 27 April 2011, Mr Fischer recelved a letter from QBE, from an undiaclosed author,
advising that they had appointed a hydrolagist for a slte spacific report on Mr Fischer’s
property and that the results would be available eatly to mid May 2011.

On 6 June 2011, Mr Fischer received a fetter from QPE, from an undisclosed author,
which encloged the hydralogy report which stated the clafm had been denied. The letter
stated that reason the claim was denled was on the grounds that the damage was
caused by flood as defined by QBE. The hydrology report conhsistat mainly of figures,
maps ahd graphs that were not specific to the property.

On 14 June 2014, Mr Flacher telaphoned Peter Andrew of QBE to find out who to
contact at QBE to discuss the siluation. Mr Andrew informed him to contact

Ms Christina Eller in the Dispute Resolution Depariment. Mr Fisoher emailed Ms Eller -
on 15 June 2011 with the reasons for disputing the finding along with materlal in support
of his clalms, '

On 45 July 2011, Mr Fischer emailed Christina Eller to Inform her that as the 15 business
day perlod for a reply to his email had lapsed without receiving a reply, he would send
the correspondence fo the Financial Ombudsman Service.

On 18 July 2011, Mr Fischer recaived an email from Ms Eller stating that

Ms Julietts Eden had been aliocated his flle but had not completed the review of it, was
absent fram work and would contact him. Mr Fischer later received an email from

Ms Eden requesting further information.

On 19 July 2011, Mr Fischer sent an emall fo Me Eden respondinig to thie request for
further information.

On 25 July 2011, Mr Fischer received an emall from Ms Eden advising that a further site
specific hydralogy report had been commissioned and he would be contacted by the
hydrologtst. ’ ‘

On 18 August 2011, Mr Fischer emalled Ms Eden advising her that he would be
contacting the Financial Ombudsman Service as again no cohtact had been made for
another period of over 15 business days. )

On 22 August 2011, Mr Fischer recelved an email from Mr Richard Feld of QBE saying
tiat the olaim dispute had been transfetred to him and that he had asked the hydrologist
to contact him to make an appointment. Mr Fischer later recelved a phone call from

Mr Cox and he arranged an appointment for Wednesday the 24 August 2011.

On 23 August 2011, Mr Fischer lodgod a complaint with the Financlal Ombudsman
Service. L o

'On 24 Auguist 2011 Mr Cox and his team leader ‘Chiis’ attended Mr Fischer's properly.
During this time they spoke with Mr Flscher, stated they did not_‘agree with the hydrology
raport Mr Figcher had provided for a rieighbouring properly at Fairway Views Townhouse
Complax. They did not take any maasurements at his property or make any further
inspection, but did, on Mr Fischer's reguest, view a stormwater otitlet 100 metres to the
east of the property.

On 25 August 2011, Mr Fischer recsived an email stating It would take another

15 business days to make a decision. ' .

There has been ne further contact from QBE o their representatives at the date of

writing this letter,
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The Comimission proposes to requiire the following information from QBE in responsa to the
ahove infarmation: ‘ '

1.

In reapect of point 1 above;

1.1. Does this account accord with QBE's records?

1.2, Whal is the claim number?

1.3. What is the poltcy number?

In respact of point 2 ahove:

2.1. Does this account accord with QBE's records?

in raspact of point 3 ahove:

3.1, Please provide a copy of the Jetter and the assessors report.

in respect of point 4 above:

4.1, Please advise the extent to which QBE kept Mr Fischer informed of the progress of
his clalm from 13 January onwards, including: the dates on which QBE contacted
Mr Fischer; the mode af communication each time QBE contacted him; the detalils
of the infarmation given to Mr Flscher on sach occasion QBE contacted him.

In respect of point 5 ahove:

5.1. Did Mr Cox attend the property as autlined? If so, what was the purpose of his
attendance at the property?

5.9. \Were measuretments taken to accurately establish the height of the habltable floor

level? if yas, please provide a copy of these measurements. if not, why not?

In reapeot of point 6 above:

6.1. Was a site specific hydrology Inspection eonducted? If 50 when was it conducted?

6.2. Was a site spacific hydrolagy report written?

6.3. Who conducted the Inspection?

6.4. What were the findings in the hydrologists raport?

6.5. Pleasa provide a copy of the hydrology report.

6.6, If a site specific hydrology report was not ohtained, why not?

In respect of point 7 above:

7.4, When was Mr Flscher's' claim determined?

7.2. \What was the reason that the claim was denled?

7.3. Please provide detalls of the steps taken, including any investigations made, In
determining Mr Fischer's olaim; and details of when sach step was laken.

. 7 4. What inforration did QBE rely upon in making the decision about Mr Fischer's

claim? Was all this information provided to Mr Fischer's? If not, why was it not

. provided? _ ‘
7.5, Did any factors Inpede the timeliness of the determination of Mr Fischer's claim?

; 7.8 Was the hydrology report provided to Mr Flscher with his lalter of denlal specific to

Mr Fischer' property? if not, why not?
7.7, Ploase provide a copy of this hydroiogist's Taport,

In respect of point 8 above: .
8.1. Did Mr Flscher submit his request for a review of the decision to refuse his claim to

QBE, initiating the complaints/internal Dispute Resolution process? [f so, when?
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9. Inrespect of paint 9 above:
9.1. Is it the case that QBE did not respond to Mr Fischer’s emall of 15 June 2011 by
15 July 20117
9.2. If s0, what was the teason for the delay In contacting My Fischer between
15 June 2011 and 15 July 20117
10. In respect of point 10 above:
- 10.1. Is it cosract that the review was not complefed?
10.2. If g0, what was the reason for the review not being compleind at this time?
10.3. What further information was Mr Fischer required to provide?
10.4. What was the relevance of this Information?
10,5, Why was he asked to provide this further Information?
11. In respact of paint 11 above: ' - :
11.1. Do QRE's records accotd with this? If not, specify the raspects In which they do
not.
12. In respect of point 12 above:
" 42.1. What was the reason for commissioning a further site specific hydrology report?
13, In respect of point 13 above:
. 13.1. Did QBE contact Mr Fischer betwaen his emall of 19 July 2011 and
25 August 20117 If not, why not? .
13.2. What was the reason for the furiher delay in not contacting Mr Fischer within
15 husiness days?
14. In respect of point 14 above:
14.1. Why was Mr Fischer's matter transferred fo anothet paison?
14,2, What was the reason for the delay in arranging for the hydrologist to attend
Mr Fischer's property betwsen the correspondence received on 26 July 2011 and
22 August 20117
14.3, Did Mr Feld arrange an appointment on 24 August 2011 for the hydralogist? If so,
what was the reason for not arranging an appointment with the hydrologist at an
earller point in time?
15, In respect of point 15 above: '
15.4. Please provide copies of all documentation aubmitted by Mr Fischer to the
Financlal Ombudsman Service which is in the possession of QBE.
16.2. Please provide copies of all documentation QBE submitted to the Financial
Ombudsman Seivice in respect of Mr-Fischer's complaint.
15,3. Plaase provide coples of all correspondence from Financlal Ombudsman Service
to QBE about Mr Fischer. -
16, In respect of point 16 above:
16.1. Please provide information about what further investlgations were made on
24 August 2011 and how these differ from any previous investigations at the
propatiy carried out by QBE or person's engaged by QBE. .
~ 16.2. Did QBE carry out measurements andfor make inspections on this day? If not, why
hot?
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17, In respect of point 17:

17.1. What is the reason QBE stated that it would take another 16 business days to
make a decision?

17.2. Has Mr Fischer been sent or communicated ahy further information regarding the
roview of his claim at.the date of writing this lsettet? If o, what? Ant please provide
copias. IF hot, why not?

17.3. When do you expect ta have made a decislon on his claim?

18, Please provide:

18.1. A-copy of Mr Fischer’s contract of insurance which applied in January 2011,

18.2. Coples of all writtan cerrespondence between QBE and Mr Fischer about his clain,

18.3. Coples of all records/notes of communication between Mr Fischer and QBE,
including audio racordings.

19. 1s it QBE's practice not to mdluds author names on letters It sends to insured persons? If
s0, in whal circumstances and why?

The Commission will require the information requested above in the form of a statemant/s,
undei oath and affirmation, by a representative/s of CGU Insurance who lias direct
knowledge of this matter. To that end, please identify the person/paaple who wil provide the
statement/s, by 3 pm, Friday, 9 September 2011. On recelving that information, the
Commisstoner wiil fssue a Réquirement/s to the hominated person/people fo provide a
statement/s, in the terms desetibed in this correspondence, by 12 nooh, Wadnesday,

14 September 2011,

Please note that the person/people who provides the statementfs may be raquired to give
evidence In the Commission’s public haarlngs during slittings in Brisbane, which are
scheduled for the weeks commencing 19 September 2011, 3 October 2011 and

24 Qctober 20-11.

The Comimission would be pleased to feceive any other information which QBE may wish to
provids in response to the information recsived from Mr Flscher outlined above, or which it
may wish to bring to the Gommission’s.attention.

Please contact Mr Lachlan Zangari on telephone_or Ms Elspeth Meredith on
tetephone [ shovid you have any querles. '

Yours sincerely

Jane pMoynlhan
Exeoctitive Diractor
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QUEENSLAND FLOODS CONMMISSION OF INQUIRY

Statement of Shaun StandField

I, Shaun Standfield, of 85 Harrington Street, Sydney in the State of New South Wales,
General Manager, Australian Intermediaries, solemnly and sincerely affirm and declare:

Requirement from the Queensland Floods Commission of Inquiry

In answer to the questions raised In the Commission’s ietter dated 8 September 2011 In

respect of Mr Thomas Paul Fischer:
1. In respect of point 1 above: -

1.1 Does this account accord with QBE’s records?

Yes

1.2 What is the ciaim number?

1.3 What is the policy number?

2. In respect of point 2 above:

2.1 Does this account accord with' QBE's records?

Yes

3. in respect of point 3 above:

3.1 Please provide a copy of the letter and assessor's report

Please see Attachment 1.

4. In respect of point 4 above:

4.1 Please advise the extent to which QBE kept Mr Fischer informed of the progress

of his claim from._13 January onwards, including the dates on which QBE contacted

Mr Fischer: mode of communication each fime QBE contacted him; the details of the

information given to Mr Flscher on each ocgasion QBE contacted him

Please see Attachment 2 for a chronology of this matter.

5. In regpect of point 5 above:

5.1 Did Mr Cox attend the property as outlined? If so, what was the purpose of his

attendance at the property?
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Yes, Mr Cox of Water Technology attended Mr & Mrs Fischers’ property on 18 April
2011 to conduct a site inspection of the property and to speak with Mr & Mrs Fischer
for the purposes of producing a site specific hydrology report.

5.2 Were measdrements taken {o accurately establish the height of the habitable
fioor level? If yes please provide a copy of these measurements. }f not, why not?

Aftachment 3 is a copy of the hydrologist's site notes taken during the site visit on 18
April 2011,

As per the drawing in the site notes, Mr Cox did take relevant measurements on 18 -

April 2011, Other relsvant data Is available from appropriate sources (e.g. Brisbane
City Council}.

6. In respect of point 6 above:

6.1 Was a site specific hydrology inspection conducted? If so when was it'conducted?

Yes, a site inspection was conducted on 18 April 2011, A further inspection, for the
purpose of preparing a supplementary site specific hydrology report, took place on 24
August 2011.

8.2 Was a site specific hydrology report written?

Yes, dated 3 June 2011,

6.3 Who conducted the site inspection?

Mr Cox of Water Technology conducted the site inspection on‘ 18 Aprit 2011.

Mr Gox and Mr Catalano of Water Technology conducted the second site inspection
on 24 August 2011.

6.4 What were the findings in the hydrologist's report?

The Water Technology report dated 3 June 2011 concluded that the damage to Mr
Fischer's property was the result of flood water, caused by backwater from the
Brisbane River.

. QBE is awalting the hydrologists supplementary report further to the second site
inspection on 24 August 2011.

8.5 Please provide a copy of the hydrology report

Please see Attachment 4 for the hydrology report dated 3 June 2011,

6.6 If a site specific report was not obtained, why not?
N/A

7. In respect of point 7 above:

7.1 When was Mr Fischer's claim detetmined?

QBE declined the claim in writing on 6 June 2011 as per Attachment 1

7.2 \What was the reason that the claim was denied?
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On considering all of the information available including the applicable policy of
insurance held by Mr & Mrs Fischer, the information supplied by Mr Fischer, the ICA
Hydrology Repart Volumes 1 and 2, the loss adjuster's report, the site specific
hydrology reporf, and the Queensland Reconstruction Authority Inferactive Flood
Map, it was determined that the damage claimed to building and contents at

B iddle Park was caused by flood, Flood is excluded from cover under the
applicable policy of insurance.

7.3 Please provide details of the steps taken, including any investigations made, in
determining Mr Fischer's claim; and details of when each step was taken

The chronology at Attachment 2 dstails the steps and dates in determining the claim.

7.4 What information did QBE rely upon in making the decision about Mr Fischer's
claim? Was all this information provided to Mr Fischer? If not why was it not

provided?

QBE relied upon the information provided by Mr & Mrs Fischer, the loss adjuster's
reports, the |ICA Hydrology Report Volumes 1 and 2, the site specific hydrology report
dated 3 June 2011, the Queenstand Reconstruction Autherity Interactive Flood Map,
and the applicable policy wording.

Yes, with the exception of the ICA Hydrology Report all information was provided in
hard copy. The ICA Hydrology Report was referenced via internet link in our letter
dated 6 June 2011 as it too large o provide in hard copy.

7.5 Did anv factors impede the timelingss of the determination of Mr Fischer claim?

QBE had to await the provision of the ICA Hydrology Report Volumes 1 & 2 in respect
of floeding In the Brisbane area. This extensive report was received on 10 March
2011 and then reviewed.

A site specific hydrology report was requested on 18 March 2011 and received on 6
June 2011 and reviewed.

At the time of determining Mr & Mrs Fischer's claim, QBE had received and was
actioning an abnormally high number of claims due to the Glld Floods and Cyclone
events. There was also a limited number of loss adjusters and hydrologists available
to service the increased volume of work.

In the circumstances QBE believes it generally handied Mr & Mrs Fischer's claim in
an appropriate and timely manner,

7.6 Was the hvdrology report provided to Mr Fischer with his letter of denial specific
to Mr Fischer's property? tf hot, why not?

Yes. The site specific hydrology report (Attachment 4) included a description of the
enquiries conducted and information relied upon. It included 8 photographs and 2
mapping images of Mr & Mrs Fischer's property and surrounds. The report also
discussed the antecedents of the Brisbane flood.

7.7 Please provide a copy of the hydrologist’s report

Piease see Aftachment 4,

8. In respect of point § above:

8.1 Did Mr Flscher submit his request for a review of the degcision to refuse his claim
to QBE, initiating the complaints/internal dispute resolution process?
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Yes, Mr Fischer sent an email o QBE on 15 June 2011 requesting Internal Dispute
Resolufion (IDR) review of his claim.
9. In respect of point 9 above:

9.1 Is it the case that QBE did not respond to Mr Fischer's email of 15 June 2011 by
15 July 20117

Yes.

9.2 If so what was the reason for the delay in contacting Mr Fischer between 15 June
2011 and 15 July 20117

The IDR request was allocated to an IDR officer on 22 June 2011 and an initial
review was undertaken. Mr Fischer was not contacted and advised of the additional
enquiries required and the need for an extension of fime to complete these enquiries.
This was an oversight and a General Manager from QBE provided an apology to Mr
Fischer by telephone and by email on 18 July 2011,

40. In respect of 10 above:

10.1 Is it correct that the review was not complefed?

Yes. It should be noted that the email from Ms Eller was dated 15 July 2011, not 18
July 2011.

10.2 If so, what was the reason for the review not being completed at this time ?

inconsistencies in the chronology of events that had bheen described in the
documents before QBE required further investigation.

The IDR officer requested further information from Mr & Mrs Fischer regarding this
and then determined that a supplementary hydrology report was required. This report
is expected to be provided this week and upon its receipt will be forwarded to Mr &
Mrs Fischer and the Commisison.

10.3 What further information was Mr Fischer required to provide?

Mr & Mrs Fischer were emailed on 18 July 2011 to provide further information to
assist in determining the cause of inundation. The IDR officer summarised the
contents of Mr Fischer's emait of 15 June 2011 and requested that Mr Fischer review
this, answer additional questions and add any further information as follows:

Tuesday 11 January:

s n the morning, Jan retumns to the house rather than proceed fo the airport as
planned. Roughly what time did she return to the house? Was It raining
when she got home?

e Jan then spends all day and night moving belongings to the upper level of the
house. Did she see any storm water or river flood waters during this time?
If so, where? Also, did it continue fo rain during this time? When did It
stop raining?

Wednesday 12 January:

e In the moming, neighbours and friends help Jan to move other belongings (e.g.
car and golf buggy) to higher ground. Was it raining? Did she see any storm
water or river flood waters during this time? if so, where?
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s Laferthat day, Jan leaves the house, Af the time when she leff, the inundation of
© the properfy was just beginning. The waler had come from the east of the
property, not from the rear. Roughly what time did she leave the house?
Where had the water got to? e.g. had it entered the yard only, or had it
started to enter the house? '

Thursday 13 Januaty:

« Tom and Jan retumn to the house af about 7am. The water had receded te way
below floor fevel, Where was the water at this time? e.g. out of the house but
stlil in the yard.

10.4 What was the relevance of this information?

The information was relevant in determining:
(a) whether there was more than one inundation event;

{b) the cause(s) of the inundation event(s);
(c) whether a supplementary site specific report was required; and
{d) the specific instructions to put to the hydrologist.

10.6 Why was he asked to provide this further information?

Please see 10.4 above.

11. In respect of point of point 11 above:

11.1 Do QBE records accord with this? If not, specify the respect in which they do
not

Yes, Mr Fischer sent an emall to QBE on 18 July 2011 in response to the email of 18
July 2011 as described in 10.3. :

12. In respect of 12 above;

121 What was the reason for commissioning a further site specific hydrology report?

Mr Fischer stated his opinion that elther:

(a) the site was not inundated by river flood but by flash flood and for storm water
runoff; or

(b) the site was Inltially inundated by flash flood and/or storm waler runoff and then
subsequently by river fiood.

Mr Fischer had also clarified his chronology of events. Mr Fischer stated that
previous information supplied by Mrs Fischer to the Joss adjuster {and subsequently
relied upon by the hydrologist) may have had anomalies.

Mr Fischer raised several issues in respect of the hydrology report which required
further investigation and clarification. Mr Fischer made reference to an engineer’s
report in respect of neighbouring properties which conciuded that the inundation at
that site was caused by flash flood and / or rainwater runoff. - He therefore disputed
the conclusions in the site specific hydrology report for his property.

Mr Fischer also made reference to a Brisbane City Council Flood Map of Middle Park,
which he alleged showed the extent of the January 2011 inundation event and
indicated that his property had not been inundated by river flood.

It was therefore necessary to obtain a supplementary site specific hydrology report to
on the issues raised by Mr Fischer. :
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13, In respect of point 13 ahove:

13.1 Did QBE centact Mr Fischer between his email of 19 July 2011 and 25 August
20117

Yes. An email was sent {o Mr Fischer on 19 July 2011 requesting clarification of the
source of the Brisbane City Flood Map which he had made reference to in his letter of
15 June 2011. Mr Fischer repited the same day. An email was sent to Mr Fischer on
25 July 2011 confirming that a hydrologist had been instructed to prepare a
supplementary site specific hydrology report, and that once the report was available
the IDR officer would endeavour o conclude investigations and provide a full
response within a further 15 business days.

Mr Fischer and Ms Eden agreed in a telephone conversation on 18 July 2011 that
until the supplementary report was received, QBE would not make further contact
unless something of significance occurred. Mr Fischer was therefore not contacted
further,

However, in response to an email from Mr Fischer, an email was sent to Mr Fischer
on 22 August 2011 to advise that his matter had been transferred to another IDR
officer, Mr Feld, and that QBE had reminded the hydrologist to arrange the further a
site inspection. Mr Feld confirmed by emaif that on receipt of the supplementary
report he would endeavour to complete the investigation and provide a full response
within a further 15 business days ,

13.2 What was the reason for the further delay in not contacting Mr Fischer within 15
business days?

As described in 13.1, it was agreed by Ms Eden and Mr Fischer on 18 July 2011 that
further contact would not be required unless there were substantive developments.
Mr Fischer was aware that the supplementary report would take approximately 6
weeks. See attachment 8.

14. In respect of 14 above:
14.1 Why was Mr Fischer's matter {ransferred to another person?
The matter was transferred as Ms Eden took up another position within QBE.
14.2 What was the reason for the delay in arranging for the hydrologist to attend Mr

Fischer's property between the correspondence received between 25 July 2011 and
22 August 20117

QBE does not belleve any undua delay occurred.

Following email correspondence with Mr Fischer on 18 and 19 July 2011 (see

paragraphs 10.3 and 13.1) the hydrologist was instructed by telephone on 22 July

and byletter on 25 July 2011. The instructions requested the hydrologist contact Mr
_Fischer to arrange an appointment for further a site inspection.

14.3 Did Mr Feld arrange an appointment on 24 August 2011 for the hydrologist? if

so, what was the reason for not arranging an appointment with the hydrologist at an
earlier point in time?

The date and time of the further site inspection was left fo Mr Fischer and the
hydrologist to arrange. However following contact from Mr Fischer on 22 August
2011, Mr Feld contacted the hydrologist and requested Mr Cox make direct contact
with Mr Fischer as soon as possible. An email was also forwarded to Mr Cox
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requesling that he confirm the date and time set for the second site visit. Confirmation
was received later that day confirming a site Inspection had heen arranged for 24
August 2011. An email was then sent to Mr Fischer confirming this arrangement.

15. In respect of 15 above:

15.1 Please provide copies of all documentation submitted by Mr Fischer $o the
Financiat Ombudsman Service which is in the possession of QBE.

No copies of any such documents have been received by QBE.

15.2 Please provide copigs of all documentation QBE submitied o the Financial

Ombudsman Service in respect of Mr Fischer's complaint,

No submission has been made as yet, as this has not been requested by the
Financial Ombudsman Service.

15.3 Please provide copies_of all correspondence from the Financial Ombudsman
Service to QBE and Mr Fischer ’

Copies of correspondence from the Financial Ombudsman Service in QBE's
possession are Attachmant 5,

16. In respect of point 16 ahove:

16.1 Please provide information about what further investigations were made on the
24 August 2011 and how these differ from any previous investigations at the

property carried out by QBE or persons engaged by QBE

Mr Cox and Mr Catalano of Water Technology met with Mr and Mrs Fischer for about
two hours at the site discussing the issues they had raised and explaining the
reasoning for the conclusion in Water Technology's first report.  The hydrologists
directed Mr Fischer to Brisbane City Council's Temporaty Local Planning Instrument,
Brisbane Interim Fload Response mapping and the ICA Hydrology Report for
Brisbane. The hydrologists invited Mr & Mrs Flscher to contact them if further
clarification was required regarding the engineer's report on the neighbouring
properties {(which Mr Fischer had referenced in his lefter of 15 June 2011).

16.2 Did QBE cariy_out measurements andfor make inspections on this day? If not,
why not?

QBE did not atiend the site inspection.

17. In respect of point 17 above;

17.1 What Is the reason QBE stated that it would take ancther 15 business days o
malke a decision?

In an email dated 22 August 2011, Mr Feld advised Mr Fischer that once the
supplementary hydrology report was received, he would endeavour to conclude the
investigations and provide a full IDR response within a further 15 business days, in
accordance with The Code of Practice and FOS reguirements.

17.2 Has Mr Fischer been sent or communicated any further information regarding
the review of hig claim at the date of writing?
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QBE is awaiting the supplementary hydrology report and no further contact has been
made. : .

17.3 When do you expect to have made a decision on his claim?
Water Technology advise that the supplementary hydrology rebort is imminent and a

decision will be made as soon as possible on receipt of this but certainly within 15
days of receipt of the report.

18. Please provide:

18.1 A copy of Mr Fischer's contract of ingurance which applied in January 2011.

Please see Attachment 6

18.2 Copies of alf written correspondence between QBE and Mr Fischer about his
claim.

Please see Attachment 7.

18.3 Copies of all records/ notes of cdmmunication beiween Mr Fischer and QBE,

including audio recordings

Please see Attachmenis 7 and 8.

19 Is it QBE’'s practice not to include author names on letters it sends to insured
persons? If so, in what circumstances and why?

It is not QBE praciice for unsigned letters to be issued to insured persons in business
as usual circumstances, )

fn this Catastrophe event due to the high volume of claims being managed by many
claims feam members and giving consideration to matters of staff safety and security,
it was decided to direct contact to both an email address and toll free phone number
rather than individual staff. This enabled QBE to manage incoming matters and follow
through with each customer more efficiently, The unsigned letters also contained an
07 area phone number which directed callers to claims managers oniy. Policyholders
had access to speai with a claims manager or could leave a voice message which
was responded fo in 24 to 48 hours.

Attac hments

B wN

oo

Letter and assessor's repott (question 3.1)

Chronology (questions 4.1 & 7.3)

Hydrologist's site notes (question 5.2)

Hydrologist's site specific report dated 3 June 2011 {question 6.5 and 7.7)

Copy correspondence from the Financial Ombudsman Service to QBE {question
15.3)

Copy of Mr Fischer's contract of insurance {(question 18.1)

Copies of all written correspondence between QBE and Mr Fischer (question 18.2)
Copies a file note {guestion 18.3)

{RXF\20116362100045932}
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About this booklet

This booklet contains 2 separate sections:
Part A and Part B,

Part A - Product Disclosure Statement (PDS)

Part A of this boaklet contalns a Product Disclosure Statement (PDS).
Tha PDS is designed 1o assist you to make infosmed choices about
your insurance needs. it gives a sumrmary of the significant benetits
and risks associated with this product {you should refer to Parl B
~ Tarms and Conditions for fufl details).

The PDS also contains information about costs, our dispute resolution
system, your coaoling off rights and other relevant information,
including other rights, terms, conditions and obligations attaching
1o this product. Please read Parts A end B of this booklel carefully.

Part B — Policy Terms and Conditions

Part B of this booklet contains the Policy Terms and Conditions, which
detaii all the terms, conditions and exclusions relating to the Policy.
it is Part B which forms part of your lagal contract with us.

It we issue you wilh an insurance policy, you will be given a Policy
Schedule. The Policy Schedule sets out the specifie lerms applicable
to your cover and should be read together with the Policy Terms
and Cenditions.

The Policy Terms and Conditions and the Folicy Schedule we send
to you form your legal contract with us 0 please keep them in a
safe place lor future refarenco.

1 you require furthor information aboul thls produet, please contact
your Financial Services Provider.




Introduction & Welcome

Thank you for choosing QBE and welcome to the peace of mind
and customer service of QBE Insuranca. In additicn to offaring
quality products and sefvice, We provida the security of one of
tha largest Australian owned international insurance companias.

Our insurance contains a number of options that can allow you
1a choose the cover you need. We aim to provide friendly and
helpful customer service from your first call to us to our 24 hour
emeargency claims service.

The information in this booklet is important and we have aimed ic
make it as easy to understand as possible, Please take the time to
read through it and call us if you need further information.
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Insurer 4
Significant benefits and features 4
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PARTA ~-

PRODUCT DISCLOSURE STATEMENT {PDS)

FOR HOME AND CONTENTS ACCIDENTAL DAMAGE
POLICY

Insurer

The Policy is undorwrltten by QBE Insurance {Australia) Limited,
ABN 78 003 191 035, AFS Licence No. 239545 of B2 Pitt Streel,
Sydnay,

Other documents may form part of the PDS. Any such documents
wiil be dated and will Include a statement identifying them as part of
ihe PDS. If any major omissions, updates or corrections need o be
made to the PDS a Supplemenlary PDS may be provided. In either
caso the relevant document will be provided to you with the FDS.

Significant henefits and features
We believe the most significant benefits of this insurance Pclicy are
that it protects:

(&) wour financial inwestmant in your horve and contents on a New for
Old basis if Lthey are lost or damaged due to malicious damage,
accidental foss or damage. You ¢an choose to cover your home,
your contenls, or both under this Policy.

(b} you for your tegal liability to third parties if they ctaim against
you for compensation or expenses which you become legally
liable {e pay for:

+ the death of, or bocily injury to, any parson
+ the loss of, or damage to, proporty.
Optional extensions are available for:
(&) Joss or damage of your valuables:
+ anywhere in Australia or New Zoaland, and
» for up lo 90 days, anywiiere in the world,

[} Workers compensation for your domestic workers (not applicable
in Queensiand, Victoria or South Ausiralia)

The Policy provides:

{a) cover for your home and contents up to their sums insured at the
sile, during the period of insurance, against:

+  malicious damage

+ accidenlal loss or damage (including events such as storm, fire,
aarthquake, and theft) but not Joss or damage caused by tenants
{their famifies) or their visitors.




{b)

We also cover you against:
«  fusion of an efecttic malor

*  spoilage of food in domaestic refrigerators or freszers if your
coentonts are insured.

legal liability cover up to the fimit shown an your policy schedule
which includes:-

¢ Habiity for you or any meinber of your famiy in respect of
ownership or accupancy of your home {where your home is
insured under this Policy or where your home is a strala tille
residence and yaur conlenis are insured under this Palicy}

« personal ledat liabiiity anywhere in the world for you or any
member of your family, where your contents are insured under
this Policy.

This Policy alse pravides the following additionat benefits:

{2

D)

{©)
(d}

U

temporary removal of contents

If this Policy insures your contents in your primary residence
then your contenls are also insured

+ anywhere in Australia or New Zealand
+ anywhere in the world for up to 90 days

Some iterns are not coversed. See Parl B Terms and Condilions
for full details, The maximum we pay under this additional benefit
for items of:

{it jewelfery, gald ar silver articles, furs, watches
(i} collacticns of any kind
{iii} rnobile phones, poriable olectronic equipment

while they are temporarily removed is $1,750 per item and $7,500
in total, unless you have specified them under the valuables
seclion and pald any additional premium.

fees incurrad directly in relation 1o repair or replacemeant of yaur
heme

removal of debris

exlra costs of reinstatement nocessary to meet the requiremerls
of any siatutory autherity in coanection with rebuilding or
repairing your home

ilegal use of a credit card or financial transaction card up to a
maximum af $5,000




(@) temporary accommodation up to the highest of
510,000, or 10% of the sum insured for your home or 10% of the
surm insured for contenis where the home is so damaged by the
insured event thal it cannot be lived in

() contents being conveyed to your new residence, where your
contents are insured, We insure your contanis damaged direcily
by theft from the conveying vehicle involving the use cf violent
force, fire on the conveying vehicle, collision and/or everturning
of the conveying vehicle while your contents are in transil by
road ta your new, principal place of residence in Australia up to
a lotal of $5,000

) monitored alarm allendance afler theft, where your conlents
are insured, We will pay up 1o $1,250 for the reasonable costs
actually incurred by you for the security firm that monitors yowr
burgtar atarm to attend your home during or immediately afler
an actual or attempted theft from your home

(k) we Insure you against any ctaims for compensation or expenses
which you or any member of your family become (egaliy liable
to pay arising out of the use of a vehicle which is not paid for
by any statutory compuisory third party scheme.

The Policy does not cover certain things

Claims may ba refusad in cerlain circumstances. Please refer to the
Home and Contents Accidental Damage Policy Terms and Conditions
which follows this PDS for full delaits of the terms and conditions
of gcover and exciusions.

The Policy will not cover loss or damage:!

ta) imentionally caused by you or a member of your family or a
person acling with your consent or the consent of a member of
your {emily

(b) resulting from or caused by:

+ inherent defects, structural defects, faully workmanship, faully
dasign or any graduat process

«  wear, tear, rust, corrosion, depreciation or gradual deteraration,
mildew, mould or algae

»  any consequential loss ather than that specifically provided by
this Policy

+ storm or wind damage fo fences gales or retaining
walls i they nol made of steel, brick, concrete,
masonry or stone  (except  in Queensiand  and
Western Australia)




* waler entering the home through an opening made for the
purpose of alierations, additions, rencvations or repair

+ erosion, subsidence, landslide or earth movement other than
as a direct result of some specified events :

+ food
‘flood' means the inundaiion of normally dry land by water
from any watercourse, lake, canal, dam or reservoir

+ theaclion o he sea, high water,

The caver under this Policy will he iimited to lightning, thunderbolt
and earthquake for any period in excess of 80 consecutive days
auring which the home has bean left unoccupled and you have not
obtained our written agreement.

The Policy will not insure you or your family against Habilities arising
from:

{a)

{t

{c)

e

(g}

{h)

any agreemant, uniess liahility would have attached to you or
your family if that agreemeni did not exist

death or bodily injury o you or lo any person whao normally lives
with you

damage e properiy holonging to you or any parsen who nermally
lives with you or te your or their empioyees

the ownership, custody, or use of any 1ifL, aerial device or aircrall
(except model aircraft or loy kites), aircraft landing area, boat
exceeding 4 meters in langth {except canoes, suriboards, suf
skis or sailboards} or molorlsed waler craft in excaess of 10
horsepower

the cenduct of any activity carried on by you or your family
for reward except letting tha home for domestic purposes or
babysitting on a casual basis

diractly or indirectly, out of or in cennection with the actual or
alleged use ar presance of Ashesios

building wark, conslruction or demalition aof a building, including
the home i the value of the work exceeds $50,000

the ownership or use of any moltor vehicle other than the cover
given by the additional benelit « Molor Vehicle Liabilily.

The Policy wiil not insure you or your family againsi fines, penatties,
or punilive, aggravated, muiliple or exempiary damages.




These are only some of the events that are not covered by this
insurance. Please rpad the Home and Conlents Accidental Damage
Policy Terms and Conditions which follows this PDS for full details
of all relavant Policy exclusions.

The amount of any cfaim made against the Policy
may be reduced

(a)

(b}

{c}

)

where an excess applies (any applicable excesses will be shown
in your Policy Schedule). A $200 excess applles to sarlhquake
claims {uniess a greater excess is shown on your schedule).

where you have not requestad the insured value of any item to
be specilically specified in the Pelicy and where the value of
that item exceeds any applicable sum insured sub limit

if you do not comply with any Policy condition and this contributes
to any loss or damage

whera the claim |s for fusion and we apply depreciation because
of tha age of the motor,

You should refer {o the General Conditions in Part B of this document
for full details of all the General Conditions,

Some General Conditions include:

you must tell us about changes that increase lhe risk
of this insurance

you must tell s as soon as possible if circumstances oceur, or
if changes or alterations are intended or made which incroase
the risk of loss, damage or Injury.

This Policy is issued on the basis that you live in the home and
It is NOT let to tenants or used as a holiday home. We do not
provide Accldenlal Damage Insurance for tenanted homes or
holiday homes or their contents,

Il you lot the home to tenants or use the home as a holiday
home, you must teil us beforehand, Sheuld this occur during
the period of insurance, we will cancel this Policy and offer
you an alternative, lesser cover under our Home and Contents
Insured Evenis Policy.

H you et the home to tenants or use it as a holiday home and
you do NOT tell us, we wilt notinsure you for n:alicious damage,
accidental damage, or cerlain other evenis.




*  we may agree Lo insure your home and contents onty il certain
specified burgtary protection devices are instalied. The required
devices, if any will be noted on your Policy Schedule.

«  you must take reasonable care to:
- protect and maintain the property insured under this Policy
- pravent darnage or injury to others or thair property
- minimise the cosl of any claim under this Palicy, or

- comply with all statutory obligations and by-laws or regulations
relating Lo the safety of paerson or property.

i you do not, wo will not pay for loss, damage, liability or injury
to which this failure to take reasonable care contributes,

Significant risks

This produet may not match your expectations

This product may not match your expectations (for example, because
an exclusion appilies}. You should read the PDS (Part A of this
document} and the Policy Terms and Condifions (Parl B of this
document} carefully. Please ask your Financlal Services Provider If
you are unsure about any aspect of this product.

This Policy is not suitable for Insuring tandlord’s homes or contents
or for holiday homes. An Insured Events Policy must be taken. Thare
are liritations on the coverage provided by this Policy if you do not
tell us that you !et the home to lenanla or you use tho homa as a
holiday home,

Your sum insured may not be adequate

The Palicy provides replacement or roinstatement conditions for
home and contents which means that claims are settled without
contribution for age, depraciation or wear and tear. li is important
that the sums insured you select cover the cost of replacing your
home and contenls on a new for old basis. The sums insured that
you select must make atlowance for structurat improvements (such
as sheds, pergolas, and {fencing), GST and any additional benefils
that are ineluded in the sum insured (for example: costs of removal
of dabris, archilact's fees).

Itis important thal you read the sub-fimits in the Terms and Condilions
for items such as works of arl, antigues, tems of jewellary, collections,
office equipment and cash, If you have an item or a group of items
that will cest more than the sub-fimit 1o replace, then you will need
to nominale thal item to ensure that it is covered for mare than the
sub-limit.




For exampie, there is a sub limit on jewollery of $1,750 per item, and
in total, 20% of the unspecified contents sum insured. If it would
cost more than this to reptace your jewellery as new, then you must
specify your jewellery items to ensure thal you are covered for its
full value.

This Policy covers your contents al the sile and they are alse covered
undler Temporary Removal additional benefit 1. Howevar, (here are
sorne additionad limits on itoms while thoy are temporarily removed
from the sie. If you wish your portable valuable items including
jewellery, and poriable electronic equipment valued over $1,750 per
item or $7,500 in total to be covered while they are away from your
home, you musi select and pay for optlonal Valuables cover.

Ovar-insurance

if your home or contents are darmaged beyond economic repair, we
will pay no more than the reascnable cost of replacemant when new
even If you have insured for an amount graater than the reasonabie
cost of replacement when new. Therefore, there is no banefit {o you
in over-insuring your property.

Overdue premium

You must pay your premium on lime otherwise your Policy may not
operate.

if you pay an annua! premium and you have not paid by the due
date or your payment is dishenoured, or, if you pay your premium by
instalments and yous first instatment payment is dishonoured, this
Policy will not operate and there will be no cover,

if you pay your premivm by inslafments and any instalment remains
unpaid for two or more consecutive instalments:

+ wa may refuse to pay any claim;
= we may cancel this Policy,

For mora detailed information regarding payment options refer to the
section headed 'How you can pay yowr premium' in Part B (Terms
and Conditions},

A claim may be refused

Wa may refuse (o pay or reduce the amount we pay under a claim i
you do not comply with the Policy conditions, if you do not comply
with your Duty of Disclosure, or H you rmake a fraudulent claim,




The cest of this insurance Palicy

The total pramium is the amount we charge you for this Insurance
Palicy. it includes the amount which we have calculated will cover
lhe risk, and any taxes and government! charges. The premium and
any taxes and government charges will be shown on your Policy
Schedule,

When calculating your premium we taka a range of rating faclors into
account. These (actors, and the degree to which they affect your
premium, wil depend upon the information you provide to us.

The following factors have a significant Impact on the calculation
of your premium:

Home and
Contaents

Home only

Conlents only




Duty of Disclosure ~ What you must tell us

Under the Insurance Contracts Acl 1984 {the Act}, you have a Duty
of Disclosure. The Act requires that bafore a Policy is entered into,
you must give us certain information we need to decide whether
to insure you and anyone else to be insured under the Policy, and
on what terms. Your Buty of Disclosure is differenl, depending on
whether this is a new Policy or not.

New husiness

Where you are entering into this Policy for the first time (that is,
it is new business and is not being renowed, varied, extended
or reinstated) you must tell us everything you know and that a
reasonable person in the clrcumstances could be expected to tell
ua, in answer lo lhe specific gquastions we ask.

When answering our questions you must be honesl.

+  Whonoods to telfus

ft is lmportant that you undersland you aré answering our
questions in this way for yourself and anyons selse whom you
wanl lo be covered by the Policy.

* [f you do not tell us

If you do not answer our questions in this way, we may reduce
or refuse Lo pay a claim, or cancel the Policy. If you answar our
questions iraudutently, we may refuse to pay a claim and treat
the Policy as never having worked.

Renewals, variations, extensions and reinstatements

Once your Policy is entered inte and is no longer new husinass then
your duty to us changes. You are required baefore you renaw, vary,
axtend or reinstate your Poticy, to tell us everything you know and
that a reasonable person in the circumstances could be expected to
know, is a matter thal is relevanl 1o our decision whether to insure
you, and anyonea else 10 be Insured under the Policy, and if s¢, on
what terms.

* You da not have to tell us about any matter
- bhal diminishes the risk

- ihat is of common knowiedge

- that we know or sheuld know in the crdinary cousse of our
business as an insurer, or

~  which we indicate we do not want o know.




+ If you do not telf us

If you do not comply with your Duty of Disclosure we may
reduce or refuse to pay a claim or cance! your Poiicy. If your
non-disclosure Is fraudulent we may ireat this Policy as never
having warked.

Privacy

The Privacy Act 1988 (Cth) regulates the way private sector
organisations, such as QBE, collect, use, protect and disclose
parsonal information. We are committed to safeguarding your
privacy and the confidentiality of your personal information.

We will only collect personal information from or about you for
the purpose of assessing your application for insurance and
administering your insurance policy, including any claims made
by you.

Without this personal information we may not be able to issue
insurance cover, administer your insurance or process your
ciaim.

We, or our authorised agent, may disclose your personal
information;

* 7o a mail house {for the purpose of printing and/or delivery of
your mail or processing mail you have sent us);

* To a financier whose name appears ob your policy (for the
purpose of confirming the currency of your policy or when
you have a claim and the insured property is a tolal loss, to
confirm if the financier has a current interasi);

« To an organisation who provides you with hanking facitities
{for tha purpose of confirming the reasons for payment made
by you te ush

+ To aninsurance agent who is arranging your insurance (for the
purpose of confirming your personal and insurance details);

* To anocther person named as a co-insured on your policy {for
the purpose of confirming if full disclosure has been made to
us};

* To another insurer (to assess insurance ylsks or to assist with
an investigation} or to another insurer or re-insurer who may
be focated overseas {for the purpose of seeking recovery from
them);

+ To a records management company (far the purpose of
recording or storing our records which may contain your
personal infarmation};




+ To an external dispute resolution organisaticn (for the purpose
of resolving a dispute between us or between ourselves and
a third party).

«  To a market research company {for the purposes of conducting
marketing research on our hehalf).

+  Toour related entities so that they can aiso offer you products
and services.

In additicn to the above, in the event of a claim we or our authorised
agent may discless your personal information:

« Te a repairer or supplier {for the purpose af repairing or
replacing your insured iterns);

« To an assessor or investigator {for the purpose of assessing
your claim};

« Toalawyer ora recovery agent {for the purpose of defending an
action by a third party against you or for recovering our costs
including your excess or seeking a legal opinion regarding the
acceptance of a claim};

+ Toaninsurance reference buread (for the purpose of recording
any claims you make on your policy);

= To a witness to a ¢laim {for the purpose of obtaining a witness
statement})

+ To another party in a ctaim (for the purpose of obtaining a
statement from them or seseking recovaery from them or to
defend an action by a third party).

Personal information may also be obtalned about you from the
above people or organisations.

n addition we will:

* @Give you an opportunity to obtain access i{c your personal
information and when necessary, correct any errors to this
information. Generally we wiil do this without restriction or
charge.

*  Provide our dispute resolution procedures to you in respect
of any complaint you may have regarding your personal
information.

For further infarmation about our Privacy Policy o7 to access or
correct your personal information, please contact the Compliance
Manager QBE Insurance (Australiaj Limited, GPO Box 82, Sydney
NSW 2001, Telephone (02) 9375-4656, Fax {02) 8275-9022 or Emait
compiiance.manager@cqbe.com.

LA




The General Insurance Code of Practice

QBE Is a slgnatory to the General Insurance Code of Practics,
developed by the insurance Council of Australia, The Code aims to
ralse standards of praclice and service in the insurance industry.

You can obtain a copy of the Code from any of our branches or by
phoning 1300 133 (24,

How to make a claim

Please contact QBE to make a claim. We have a 24 hour Claims
Hotline that you can contact on 1300 361 516.

You should advise us as scon as possible of an incident which
could lead to a ¢laim,

Having the required documentation and possibly photographs of
the iterns will assist in having your claim assessed and settied.

When you make a claim you must:

¢ return the complatad claim form promptly together with
all letters, documents, valuations, receipts or evidence of
awnarship that you have been asked ta provide;

+ allow us to inspect your home and take possession of any
damaged property,;

+ take all reasonable steps to reduce the loss or damage, and
to prevent any further loss or damage;

+ inform the police immediately following theft or vandalism;
and

+ nol got repairs done, except for essential temporary repairs,
until we give you authority and wa reserve the right to nominate
the rapairer ar supplier.

These are only soma of the things that you must do if making a
claim. Full details of what you nust do for us 1o consider your claim
are provided in the 'Claims’ section in part B of this hooklat.




Dispute resoiution

Whilst we try to provide a quality service to you we realise that
occasionally there may be some aspect of cur service or a decision
we have made that you may wish o draw to our attention or
question,

i you would like to draw our attention to any matier or
to question any decision we make, please contact us on
1300 133 024 and let us know of the issue. You may request a
copy of our Dispute Resolution Process brochure which sats out
the procedure for resolving complaints and disputes including your
options if you sttt remain unhappy with our final decision.

Taxation implications

Goads and Services Tax

The Policy has provisions relaling o GST. In summary, they are as
follows but please read the provisions in full. They can be found in
Pari B Terms and Gonditions, under the heading 'How Goods and
Services Tax aflecls any payments we make'.

¢ The amoun! of premium payable by you lor this Policy includes
an amount on account of the GST on the premium.

* The sum inswred and other limits of insurance cover shown on
your Poticy documentation are GST inctusive.

* When we pay a claim, your GST status will determine the
maxzimum amount we pay.

Other taxation implications

There may be other taxation impiications affecting you, depending
Jupon your own circumstances. We recommend that you seek
professional advice.

Cancefling your Policy

How you may cancet this Policy

*  You may cancel this Policy at any lime by telling us in writing
that you want 1o cancel it. You can do lhis by giving the notice
io your Financial Services Provider.

*  Where 'you’ involves maore than ane person, we will only cancol
the Policy when a writien agreement to cancel the Paolicy is
racelved from all persens namec as the insured.

T




How we may cancel this Policy

* We may cancel this Pelicy In any of the circumstances permitted
by faw by informing you in writing.

*  We will give you this notice in person or send it 10 your address
last known to us.

The premium

We wili refund te you the proportion of the premfum for the remaining
period of insurance,

Cooling-off information

If you want to reiurn your insurance afler your decision to buy i,
you may cancel it and recelvae a full refund. To do this you may notify
your Financiai Services Provider electronically or in writing within 21
days froin the date the Policy commenced.

This cooling-off right does not appiy if you have made or are entitied
1o make a claim. Even after the cooling-off period ends, you stitt have
cancellation rights however your Financial Services Provider may
deduct cerlain amounts from any refung for administration cosis or
any non-refundable taxes.
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PART B - POLICY TERMS AND CONDITIONS
FOR HOME AND CONTENTS ACCIDENTAL DAMAGE
POLICY

Insurer

The Poficy is underwritten by QBE Insurance (Australia) Limited,
ABN 78 003 191 035, AFS Licence No, 239545 of B2 Pitt Strest,
Sydney.

Our agreement with you

Thia Policy is a legaf coniract belween ycu and us. You pay us the
premium, and we provide you with the cover you have chosen as sot
out in the Policy, cccurring during fhe period of insurance shown on
your Policy Schedute or any renewal period.

The excessas sel out in the section headed ‘What yau must pay if you
make a claim — Excess' apply to all claims except where otharwise
stated. The amount of any excess that applies to your Policy will be
shown on your Policy Schedule.

The exclusions in the section{s) headed '‘When yau are not covered’
and conditions in the seclion headad 'General Conditions’ apply to
all typas of cover,

Your Policy

Your Home and Cantents Accidental Damage Peiley consists of Part
B (Terms and Conditions) of this hooklet and the Policy Schedute
we give you,

Please read your Policy carefully, and satisfy yourself that it provides
tha cover you require.

If you need to contact us or yau have any questions or you would like
any further information regarding this insurance, refer ta our contact
details on the schedule or call us on 1300 133 024.

You should keep your Pallcy Booklet and Policy Schedule together
in a safe and conyenienl place for fulure reference.

Providing proof

Se that your claim can be assessed quickly you should keep the
{ollowing:

+ receipts or other conflrmation of purchase, and
*  yalvations.
We may ask you for thase if you make a claim. You must be able

to prove to us that you hava suffered a loss that is covered by this
Policy before we will pay you for it,




Other party’s interests

You must tell us of the interests of all parties (e.g. financiers, owners,
lessors} who will be covered by this insurance, We will protsct their
interests only if you have toid us about thern and we have noted
them an your Policy Schedufe.

How you can pay your prenvium
You can pay your premium:

* inone annual payment by cash, cheque, credit card or EFTPQS,
or

¢ inmonthly instalimants by direct debit from your credit card or
from your account with your financlal institution.

Paying your annual premium

You must pay your annual premium by the due date. If we do not
receive your premium by this date or your payment is dishonoured
this Policy will not operate and there wili be no cover.

Paying your instalment premium

if you are paying your premium for the first time by instalments we
will deduct instalments each month on the day of the month that
you nominate as your payment data.

il you are renawing your Policy and you paid your previous Policy by
Instalments, we will continue to deduct instaiments for your renewed
Poticy on the day of the moenth you previously nominated es your
paymant dale, unless you lell us otherwise.

If your first instalment of premium when you take oul your Palicy or
renew i is dishonoured, this Policy will nol operate and there wiil
be no cover.

We will not pay a claim under this Paolicy if, at the time tha claim
occurred, any two or more consecutive instaiments of premium
remained unpaid,

If two or more consecutive instalments of premium remain unpaid,
we may cancel this Policy, We will send you a notice giving you
datails of the action we lnlend tc lake and when any cancellation
will became effeclive.

We are entitled to deduct from any amoun! we pay you under a claim
any unpaid premium or instalment of premium.

If you are paying your premium in instalments by direct dabi from
your credit card or financial institution account, you must tell us if
those details change. You must do this no later than 7 days before
your next instalment is due,
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Preventing our right of recovery

If you have agreed not lo seek compensation from ancther person
wha is liable to compensate you for any loss, damage or liabilily
which is covered by this Policy, we will not cover you under this
Policy for thatl loss, damage or liability,

How Goods and Services Tax affects any payments
we make

The amount of premium payable by you for this Policy includes an
amount on account of the GST on {he premium.

The sum insured and other limits of inaurance cover shown on your
Policy documentation are GST inclusive.

When wa pay a claim, your GST status will determine the maximum
amount we pay.

When you are:

(a} notragistered for GST, the maximum amount we pay is the sum
insured or the other limits of insuranee cover including GST

(b} registerec! for GST, the maximum amount we pay is the sum
insured or the other limits of Insurance cover less any Inpul
Tax Cradit to which you are entitled or would be entitled if you
made a relevant acquisition, In these circumstancas, the Input
Tax Cradil may be claimable through your Businesa Activily
Silatement (BAS).

You musel advise us of your corract Australian Business Mumber &
Taxahble Parcentage. Any GST liability arising from your incorrect
advice is payable by you.

Where the settiement of your claim is less than the sum insured or
the other limits of insurance cover, we will only pay an amount for
GST (less your entittement for input Tax Credit) applicable to the
setttement, This means thal if these amounts are not sufficient to
cover your loss, we will only pay the GST relating to our settleament
of the claim.

Wa will (where relevant} pay you on your claim by reference to the
GST axclusive amount of any supply made by any business of yours
which Is relevant 1o your claim,

GST, Input Tax Credit, Businass Activity Statement {BAS) and Acquisition
have the same meaning as given to those expressions in A New Tax
Systemn {Gioeds and Services Tax} Act 1999 and related legisiation as
amended from fime o time.

Taxable Percentage is your entiitemnent to an Inpul Tax Credit an your
premium as a percentage of the iotal GST on that premium,
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Words with special meanings

Some key words and terms used in this Policy have 8 special

meaning.

if words and {erms are used in one Seclion of tha Policy, we will
describe their special meaning in thal Section,

Wherever the fallowing words of terms are
mean what is seioul below:

Period of insurance

palicy Schodule

Site

Wa, our, us

Your family

You, your

usad in the Policy, they




Cover for your Home & Contents -
Accidental Damage

This chapter contains the following three sections:

L)

Section 1: What ‘Home' and *Gontents' imean

Seclion 2: Cover for your Home & Gontents - Accidenial
Darnage

Section 3: Gover for your Legal Liability

Section 1: What ‘*Home' and ‘Contents’ mean

Home

Your Policy Scheduie indicates whether your home is insured and
the sum insured.

VWhat 'home’ maans

Your *home’ is the dwelling used entirely or primarily as a place of
residence at the sile shown on the Policy Schedule.

'Home' includes the following:

&Y

(b

-

{c}

i

outhuitdings, fixtures and structural Improvements inciuding
in-ground swimming pools, tennis courls, in-ground spas,
saunas, jetties and pantoons all of which are used for domestic
purposes

fixed light filtings, lixed wall coverings, fixed celling coverings
and fixed fioor coverings

sarvices (whether underground or not) that are your pzoperty or
which you are liable to repair or replace or pay the cost of their
repair or replacement

landscaping, paved pathways and paved drivaways, retaining
walls, fences and gates entirely or parlly on the site.

What ‘home’ does not mean

‘Home' does not include:

(a)
(b}

()

(d}

carpets (whether fixed or not), curtains or internal blinds

earth or gravel pathways or driveways or other unpaved
surfaces

a hotel, mole!, nursing homa, boarding house, buildings of flats,
strata tille unit or caravan (whether fixed to the site or not)

any buitding used for any business or trade, except a dwelling
used principaily as a place of residence that also coniains an
office or surgery

Flapl




{e) a building in the course of consiruction

{f} a huilding in the course of being demolished, or thal is vacani
pending demolition

{G) atempaorary bultding or structure

{h} traes, shrubs and any other plant lifa including grass or lawns,
or soil, sand, gravel, bark or mulch.

Contents

Your Policy Schedule indicates whether your contents are insured
and the sums insured.

The tolal contents sum insured consists of:
+ asuminsured for unspecified contents, and
¢ asum insured for specified contants.

Specified conients are Homs of particular vaiue thal you have
individually listed as specified items and that are listed on the Policy
Schedule under *Contents, specified items'.

What 'contents' means

‘Contents’ moans, items {a) 1o {g} below, while they are al the site,
and which balong to you or your family or for whose joss or damage
you or your family are legaily liable.

Contents are:

{a) all heusehoid goods (inciuding carpets whether fixed or not},
personal effects, cash, coins and negotiables

Negotiables means treasury noles, savings cerlificates, stamps,
money orders, gill cerlilicates and any other negotiable
instruments.

(b} articles of special vatue which you have listed on the Policy
Schedule under ‘contents specified items'

{e) if you live in a strata litle building, the internal paintwork,
wallpaper and any fixture or structurat improvemant within or
atiached to thal residence which the Body Corporate is not
required by iaw lo insure

{d) il you are a tenant, landiord's fixtures and fittings for which you
are legally liable and fixtures and fittings installed by you lor
your own use




{e)

{0

@

any of the following equipmant if it does not require
regisiration:

s golf buggies

*  matorcycles up to 1256 engine capacily
¢« garden equipment, or

+ motorisad wheetchairs,

canoes, surfboards, surfskis or sailhoards, and any other
watercrall up lo:

s 4 mebras in length, and
* 10 horsepowver.

This means that if the watercrall is noi a canos, surfboard,
surf-ski or sailboard and il is eilher longer Lthan 4 metres, or, is
powerad by a motor or engine that is greater than 10 horsapowar,
it Is not covered.

A watercralt moto::

* no more than 10 horsepower, and
+ not atiached to a watercraft, and
s aftho sile

will be treated by us as a walercraft accessory. i it is over 10
horsepower, It is not covered by this Policy.

furniture and equipment of an office or surgery used by you or
your family in your own business in the home and tools and
equipment used {or earning income by you or your family.

What contents does not mean

‘Contents’ dees not include:

{a}
{b}

{c}
{d

{e}

in

{a)

lish, birds or animals of any description

traes, shrubs and any other plant life including grass or lawns,
or soil, bark or mulch (other than pot planis}

any caravan or rader

motorised vahicles other than thase Jistec in paint {e) under the
heading ‘What contonts means’

watercraft other than those listed in point {f) undar the heading
‘“Whal contenis means’

aircraft or their accessories {olher than a non-pHotable model
aircrafi)

accesseries or spare parts, keys or remole focking or alarm

e




devices of molor vehicles {including molorcycles and motor
scooters), caravans, irailers, aircraft or watercrafl while they
are in or on tha motor vehlcle, caravan, lrailer, aircraft or
watercraft

() photographic and video equipment and musical instrumenls or
muslcal equipment used for earning any income

() any property:
+ lltegally in your possession
+  storadin a dangercus and illegal way, or

*  any equipment connected with growing or creating any iflegal
substance,

) commercial or retail trade stock

{k} your home or any parl of your home,

Section 2: Cover far your Hame & Contents —~
Accidental Damage

What you are insured against, and what you are NOT

You are insured against malicious damage, accidental foss or damage
{including the Specified Events fisied below) to your hame, contents
or both at the site during the period of insurance.

There is also some extended cover providad for your contents under
additional benetil 1 - Temporary Remaval, for when your contenls
are away from tho site,

Specified Events

'‘Specified Events' means loss or damage directly caused by the
foliowing events (a) 1o (r):

(a) fire

(b} lightning

{c} thunderbolt
{d)} explosion

(e} implosion
[y earthquake

{g} sublerranean fire

s




{h}
0]
)]

{o}
{p}

o

{n

volcanic eruplion
impact fimpact’ means a collision of two or more objects)

aircraft and/cr other aerial devices and/or articles dropped from
them

sonic boom
theft
breakage of glass

the acts of persens laking part in riots or civil commotion or
of strikes or of locked-oul workers or of persons taking part in
labour disturbances which do nol assume the propertions of or
amount to an uprising

falling objects

waler and/or other liquids and/or subslances discharged and/or
overflowing and/or leaking from any apparatus and/or appliance
and/or pipes

storm, tempest, rainwater, wind, hail, tornado, cyclone ar
hurricane, freeze or welght of snow

power surge.

You are NOT insured agalnst loss or damage caused by tanants or
tanant's visitors or a tenant's family.

Whether you have selected cover for your home, centents or bolh
is shown on your Palicy Schedule.

There are some limils and exclusions described under ‘How much we
will pay’ and *‘When you are not coverad’, which you must read,

In addition, you are insured for foss or damage to your home, contents
or both at the site, caused direclly by any of the evants sat out in the
left column of the following table (except to the extent indicated in
the right column of the table).




(a} Fusion of an alectric
motor;

Fusion i5 the process of
fusing or melting together
of the windings of an
aleciric motor following
damage to their insutating
material as a rasuit of
ovéarheating caused by an
elactric current,

We wilt pay the cost of
rewinding the motor, or
at our option, replacing
it. For refrigerators end
air conditioning units, we
pay for the replacement
of refrigerant gas and
refrigerant driers, only

if replacerment of the
refrigerant gas or drior Is
made necessary because
of the fusion.

You will have to coniribute
lowards the tolal cost

of repair or replacement
inctuding fabour charges
as follows:

-~ molors up to 10
yaars from the date
of purchase when
naw ar rewinding - no
contribution

- for each additional
year - 20% per year,
In no casae will your
contribution exceed
90% after applying the
excess.




{b} Spoilage of food

If this Policy insures yaur
contenis, we aiso pay for
spoliage of food in domestic
refrigerators or freezers at :
the site caused by:

- breakdown of tha
refrigarator or fraezer

- failure of the electricity
suUpply 1o the home.

How we will pay

Home

(@)

At our option we:
* repair the home, or

» replace the home 1o a condition substantially the same as, but
not better than when new, or '

¢« pay the reasonable cost of ils repair or raplacemant to a
condition substantially the same as when new, or

+  pay up to the suim inswred shown on your Policy Schedute,

If your home is damaged beyond economic repair, we will pay ne
maore than the reasonable cost of replacement when new even
if you have insured for an amount greater than the reasonable
cost of replacement when naw. When we pay your ciaim for
your home being damaged beyond economic repair, the Policy
is exhausted and comes to an end.

You may choose o have the home replaced al anather site, but
we do not pay more Lhan the sum insured.

If your homa is damaged bayond econemic repair and you do not
commence rebuilding within 6 months of the damage occurring,
{or any olher period which we agree with you in writing} you may
have to pay any Increase in cost caused by your delay.

Ty




{d)

(e)

If part of your home is damaged and we agrea lo pay your
claim, we pay only for the part or parts of the homo that aclually
sustained damaga. We do nol pay 1o replace any undamaged
materials.

Howavar, if:

+  itisimpossible to acquire new material to replace the damaged
matarial tha! reasonably malches the undamaged portian 1o a
similar extent as immediately prior 1o the damage occurring,
and

« tha amount of damaged material that cannot be malched to
the undamaged material is more than 40% of tha total matarial
that would have to be replacad if ali the matching damaged
and undamaged meterial was replaced

then we will replace both the damaged and undamaged
material.

Example 1

There are 300 matching white, wall tiles in the bathroom. As &
rasult of a burst pipe, 8 bathroom wall tiles are damaged. We
would pay oniy the reasonable cost to repair or replace the 8
damaged tiles to a condilion substantially the same as when
naw,

{In addition, we would pay for damage sustained In Jocating the
leak-Additional benetit 24).

Example 2

Thero are 300 superseded, matching, wall tifes in the bathraom,
As a result of a bursl pipe, 140 wall tiles are damaged. It is
impossibie to jocate tiles that reasonably match tha remaining
160 tles. Over 40% of the matching wall titas have been
damaged. Therefore, we would pay the reasonable cost to repair
or reptace all 300 lites {140 damaged and 160 undamaged) to
a condition substantially the same as when new. We would be
entitled to keap the 160 undamaged wall tiles by way of saivage.
We would not pay to replace any tiles lacated in a room other
than where the loss or damage occurrod.

Whera materials that are required to settle a claim that we agree
to pay are not commerctally available in Australia, at our option,
we;

+  replage the materials with the nearest equivalent cor similar new
materials available in Australia o7 overseas, or

*  pay the coslto replace the materals with the nearest equivalent
or similar new matertals avaifable in Australia or overseas.




Contents

{a)

(&)

)

(d)

Al our option we:
+ repalr the dasnaged llems, or

+ replace the fems with items substantially the same as, but not
betler than when new, or

« pay the reasonable cost of repalr or reinstatement to a
cendition substantially the same as, but not better than when
new, or

+  pay up to the sum insured shown on your Policy Schedule.

If your contents are damaged beyond economic repair, we will
pay no rnore than the reasonable cost of replacement when
new even if you have insured for an amouni greater than the
reasonable cost of replacement when new. When we pay your
ctaim for alt your centents being damaged beyond economic
repair, the Policy Is oxhausted and comes 1o an ond. We will not
pay more than the total contents sum insured for all contents
lost or damaged.

If we agree 1o pay a claim where film, photos, home movies
or home videos or any similar recorded material is destroyed,
wa pay for the replacement with new, blank fitm, videos or
similar (e.g. if a compact disc upen which you had photos
siored is destroyed, we would replace it with a new, blank
compaci disc). We do not pay to reconstruct any circumstances
or conditions.

If we agree to pay a clalm where software Is lost, damaged
or destroyed, we pay the cost lo replace it with the nearest
equivalent new software. We do not pay for any software that
was acquired by you at no cost.

Where an item required to settle a claim that we agree to pay is
net commercially available in Australia, at our opfian, we:

+ roplace the itern with tho neares! equivalent or simitar new jtemn
available in Australia or overseas, or

*  pay the cost to replace the item wilh the nearest equivalent or
similar new item available in Austrelia or averseas.




{(e) The maximum we pay on the following contents items is shown
in the table below. You may obtain higher limits for (a), (b}, {c),
i} or (g) by having any ol these items specified on your Policy
Schedule. We will pay up to the amount specified for each
item,

{a) Works of art, piclures,
tapestries, rugs, antiques

(b} items of jewellery, gold
or silver articles, furs,
waiches

(¢} Coltactions of any kind

{d) Office or surgical
equipment used by you or
your family in your or thaeir
own business in the homes

{8) Olher equipment used
by you or your famity for
earning fncome

{H Accessories, or spare parts
of motor vehicles {inciuding
mator cycles and motor
scootors), caravans,
trailers and watercrait,
NOT in or on the motor
vehicle, caravan, fratler
or walercrafi, We include
motor vehicie keys, remote
lacking or alarm davices
as accessorles while they
arg not in or on the motor
vehicle, but we do not pay
for any recoding of devices
or changing of vehicle locks

{g) Bicycles

{h) Cash, coins, negotiables
or hullion




{1

Naie:

Where an ilem could be classified under more than one of the
above maximum fimits, {a) through to (h}, the lower or lowest limit
applies. For example, if an item of unspecified, antique jewellery
waorth $3,000 was stolen from the home and we agreed to pay
tha claim, the maximum timit of $1,750 for jewellery would apply
raiher than $10,000 for antiquas. If the ilem has heen specifisd
for $3,000, then we would pay up to $3,000 o replace the
item. The sum we pay you would be subject to any applicable
eXCess.

if we choose to pay io replace a specified item, we will pay no
meore than the amount thal it would cost us to replace the item
with an ilem substantially the sama as, but not better than when
new, even if you have specified the ilem far a higher amount,
whether or not you have supplied a vatuation. We have nagotiated
special arrangements with various suppliers to purchase ilems
for iess than retail cosl. Premiums are therefore based upon us
replacing items at less than retail cost.

Antiques

Where we pay a claim ior an antique item, and the market value
of the item exceads the cost of Its raplacement with a new item
because of its antiquity and rarity, we will treat the market value
as though it is the cost to repiace the lost or damaged antique
with a new item,

For exampie:

An antique sterling silver claret jug created in 18B0 is stolen and
we agree Lo pay the cialm, The antique Jug has been specified for
avalue of $11,000 and a valuation far $11,000 has been supplied
to us. To replace the item with the closesi, similar new Item
would cost $2,100. At the lime of the loss, our inquirles indicate
ihat to replace that antique item al market vaive would be
approximately $11,000 but lhere is no equivalent item currenily
tor sale In Australia or oversoas. The market value of the ilem is
higher than the new replacerment cost due to the item's antiquity
and rarity, In this instance, we would pay you 511,000 for the
jug rather than $2,100. The sum we pay you would be subject
1o any applicable axcess.

Floor and Wall Goverings, Blinds and Curtains

For wall coverings, and carpets and other Hoor coverings,
curtaing and inteenal blinds, we pay only for items in the room,
halt or passage, whare the damage occurred,




ig) Pairs and Sets

A 'pair or set’ means 2 or more arlicles the collective value of
which exceeds the sum of their individual values.

if any item lost or damaged is parl of a pair or set, we pay no
more than the actual value of the itemn. We do noi give any
atlowance for any special value it may have as forming part of
a pair or sel, ar for any reduction in valua of the remaining part
ar paris.

Section 3: Caver for your Legaj Liahility
What you are covered against

if this Policy covers your home

If this Policy covers your home or, if the home is a strata
titled residence and your contants are Insured under this Policy,
we insure you and any member of your family ngainst any claim for
compensation or expenses which you or the member of your family
become legally Hiable to pay for:

{a) the death of, or bodily injury to, any parson
{b) the loss of, or damage to, praperty

resuliing from an occurrence during the period of insurance, afising
oul of the ownership of the hame or occupancy of the hame.

In this section we inciude land, lrees, shrubs and other plant life on
the site as parl ol your home,

if this Policy covers your contenis

If this Policy covers your contents and, the hcme is your primary
residence, we Insure you and any member of you: family against
any cfaim fer compensation o7 expenses which you or the mrember
of yaur family become legally liable to pay for:

{(a} the death of, or bodily injury to, any persan
(b} 1he loss of, or damage to, properly

rasulling from an oceurrence during the period of insurance, anywhore
in the worid that is not related to the ownership of your home.

An ‘occurrence’ includes continuous or repeated exposure io
substantially the same general conditions. We raegard all death,
badily injury or loss or damage to property arising from one ariginal
Source Or Gause as One accurfence.
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{a}

b}

(a)

(o)

Additional benefits — Liability

These additional benefits epply only when you occupy the home
insured by this Palicy as your primary residence or this Policy insuses
your contents in your primary residence.

Mator Vehicle Liability

What we insure you against:

We Insure you and any member of your family against any claim
for compensation or expenses which you or the member of your
family become tegally liable to pay for:

+  ihe death of, or bodily injury to, any persoh
+ the loss of, or damags to, property
asising from the ownership, custody, or uss of:

*  any vehicle which is a typs that is not required to ba registered
by law

*  any molorised wheelchair
s« any domestic trailer not allached tc any vehicle
resulting from an occurronce during the period of insurance.

We aiso insure you or any member of youwr family against claims
for:

+ death or bodily injury caused by you or your family solely as
a resull of you or your family being passengers In a registered
vehicla

» death or hodily injury caused by any registered vehicle if the
occurrence causing the death or bodily injury takes place al
the site

during the period of insurance.

When wa do not insute you or your family

We do nol insura you or your family:

if you or your family are entitled to be wholly or parily insured by
any compulsory statutory insurance or accident compensation
scheme, or would have been, but for failure to register the vehicle
or to apply for cover under the scheme or to comply with a term
or condition of the schame

it you or your family are entilled to be whally or partly protected
by any other policy of insurance which spacifically cavers the
vohicle {except where this exciusion would contravene 5,45 ol
the Insurance Contracis Act, 1385).




Committea Member of a Social or Sporling Club

What we insure you against:

Wa insure you and any member of your family against any claim for
compansation or expenses which you or the member of your family
bacome fegally liable in Austratia to pay for an alleged or actual act
or omission arising out of your pesition as a committee member of
a sporting club or sociat ciub.

We will not pay if you recelve any payment or remunaration of any
kind for holding the position.

The most that we will pay under this additional benelit in any one
peried of insurance is $10,000.

We do not insura you or your family against liabilities arising
from:

(a) any act or omission for which you or your family roceive
reimbursement from the sporting or social club, or

(b} any act or omission which is commitied or alleged to have been
committed prior te the period of insurance commencing or after
it has ended.

What you are NOT covered against

{applies to 'Legal liability’ anpd ‘Additional benefits -
liability")

When we do not insure you ar your family
We do not insure you or your family:
{a) against any liabitity caused by or arising directly or indirecily, out

of ar in connaction with the actual or alleged use or prasence of
asbeslos

(b} against fines, penalties, or punitive, aggravated, multiple os
exemplary damages.

We do not insure you or your family against liahilities arising
from:

{a) any agreement, unless liability would have atiached to you or
your family if that agreement did not axist

{b} death of or bodily injury to you or to apy person who normally
livas with you,




(s)

()

(e)

M

(o

{n)

@

In this exclusion we consider that a person normaily lives with
you, if thai person:

+ has used your home, or
+ s living wilth you and iniends or intended to use your home

as their primary residence for 60 days or more out of any 90
consecuive day poriod {irrespective of the commencement date
of the Poticy) during which thera is an occurrence.

death of or bodily injury te anyons empioyed by you or by
someone who lives wilth you if the death or injury arises out of
their employment

damage to property belonging to you ar any person who normally
jives wilh you or to your or their employees

any workers compensation legislation, industrial award or
agreement, or statutory accident compensation scheme

the ownership, custody, or use of any l1#t, aerial device or aircrafi
lexcept model aircraft or 1oy kiles), alrcraft landing area, boal
exceeding 4 metres in length {sxcept canoes, surfboards, surf
skis or sailboards) or motosised watercraft in excess of 10
horsepowsr

the conduct of any activity carrled on by you or your family for
reward excepl for lelting the home for domestic purposes or
babysitting on a casuat basis

Babysitting cannotl be considered to be on a casual basis
where:

+ the babysitting is not of a casual nature

« anyficence or other permissicn is required by any government
body or public authorily in order to legaily conduct the
babysitting

+ the income derived from babysitting is the primary or only
source of the household's income

+  there Is a registered business associated with the babysitling.

vibration or the weakening of, removal of ar interference with
support to land, buildings or other property

building work, consiruction or demolition of a building, including
the home If the value of the work exceeds $50,000




0

(k)

{i

¢m)

(n}

{0)

{p)

death or bodily injury to any parson arising oul cf pragnancy of
the transrmission of any communicable disease by you or your
family

the ownership of land, buildings of structures other than the
wome insured by this Folicy. if you have insurad your conients
only, then you are not covered for any legal liability arising from
the ownership of any tand, puildings ar structuras

loss, damage or injury intentionatly caused by you ora memosr
of your family or a persan acting with your consent or the consant
of any member of your family

the lawlul seizure, confiscation, nalionalisation or requisition ol
the properly insured

destruction of or damage 10 property by any governrmeni of
public or local authority

the ownarship or use of any motor vehicle other than under the
caver givon by the Additional benefit - Motor Vehicle Liability’

any act or omission ihal is knowingly iilegai, dishonest,
fraudulent, witius, maliclous or done with reckless disregard for
their consequences by you, your family ar 2 person acting with
the consent of you or your family,

What we will pay

(@)

{o}

{c)

We pay up to the limil shown in the schedule for any one
QCCUITeNce.

We do not pay more than this amount in 1otal under alt policies
we have issued 1o you which cover the same lianility.

In addition to this amount, we pay tegal costs for which we have
provided prior written approval.




Additional benefits

We give you the following additional benefits, For any additional
benefits to be payable, you mus! suffer or Incur the relevant foss,
llabllity or damage during the period cf insurance.

Wo pay additional benefits 1 to 17 as parl of the sums insured
for home or contents, depending on the type of cover you have
chosen:

1. Temporary removal of your contents

This additional banefit applies if this Policy insures your contents in
your primary tesidence.

We insure your contents anywhere:

+ in Australia or New Zealand while you have temporarily removad
them [rom the site, and

s inthe rast of tha world while you have temporarily removed them
fram the site, for a period of up to 90 days, in any one poriod of
insurance,

But, under this additional benefit 1, we do not insure:
fa} the folfowing items:

« contenls it transit durlng a permanent removat from the sile
[other than as desciibed in Additionat benefil 10 — Contents
being conveyed to your new residence}

+ conlents permarently removed from the home (other than as
provided in Additional benefit 8 - Change of Site)

s+ aircraft, acrial devices or equipment normalily associated with
them

+ property used In connection with a profession, trade or
business

+  motor vehicles including molor cycles and scooters), caravans
and trailers and {heir spare parls and accessories.

or

{b) the following items and thelr accessories or spare paris while they
are contained In of on or attached to a tent, vehicte, watarcrafl,
aircraft or in the open air:

*  canoss, surfboards, surf skis & sailboards or other watercraft
* ride on golf buggies and ride on mawers,

‘Open alr' includes non Jockable structures and non lockabie
parts of structures not at the site.




The maximum wa pay for items of;

{i) jewellery, gold or silver arlicles, furs, watches
{ii} collections of any kind, or

{iiiy mobite phones, poriable electranic equipment

while lhey are temporarify removed from your site, is $1,750 per
item, and 57,500 in total, unless you have spesified them and they
appaar on your Policy Schedule under the Valuables option and you
have paid any additional premium.

For items other than (i), {ii} and (i} above, the maximum ameunt we
pay for items while they are temporarily removed from your site is
subjact te the limits described under *How we wilf pay'.

2. Fees

If this Policy insures your home, and

+ it is damaged as a resull of an event insured under this Policy,
and

*  wo agioe to pay a claim
we pay any roasonable fees which we have approved and which are

incurred directly in relation 1o repair or roplacement of your home.

3. Removal of dobris
It this Policy insuses your home, and

* itis damaged as a result of an event insured under this Policy,
and

* we agree lo pay a claim

we pay the reascnable costs of demoiition and removal of debris
{rom the site to the nearesi autherised facility,

If the damage for which we agrea lo pay a claim is caused by a fallen
tree, which as a resuit becomes dehris, we will remove the lree from
the sile. We will remove a standing tree or branch that farmed part
of the tree that caused he insured damage only if;

* we agree that the ramaining tree or branch is unsafe

* the remaining tree or branch only became unsala as a direct
result of the event covered under this Policy causing damage
lo the tree, and




+  all necessary approvals have beern oblained and removal of the
tree or branch would noi result in a breach of any laws, by-laws,
regulations or contractual obligations.

We will remove a stump that formed parl of the tree that caused the
insured damage only if:

» all neceszary approvals have been obtained ancd removal of
the stump woutd not resull in a breach of any laws, by-laws,
regulations or coniractual obligations, and

+  not removing the stump woutd interfere with repairing or replacing
the damaged part of the heme required to seitle your claim.

If this Policy insures your contents, and

+ they are damaged as a resuit of an event insured under this
Policy, and

* we agree lo pay a claim

wa pay the reasonable costs of remaval of contents debris from the
site to the nearest authorised facility.

4, Extra costs of reinstatement

If this Policy insures your home, and it is damaged as a result of
an event insured under this Policy, and we agree o pay a claim,
we pay the exlra costs necessary lo mee! the requirements of any
stattory authority in connection with rebullding or repairing yous
home at the slte.

If only part of your home is damaged, we pay only the extra costs
you Iincur in fepairing that part,

We do not pay any extra cosis which resulted from any
notice which a statutory authority served an you bafore yaur home
suffered loss or damage.

5. lllegal use of credit card or financial transaction card

If this Policy insures your contents in your primary residence and a
credit card or financial transaction card is lost or stolen, we pay up
to $5,000 towards any Jegal liability you incur from its unauthorised
use.

We do not pay ift
» the carc does not belong to you or your family
*+  you have not complied wish the card issuer's requirements

+ {he unauthorised user of the card is semeone living al the site.




6. Visitors’ contents

If this Policy insures your conients in your primary rasidence we
also insure contents up to $5,000 in tolal befonging to any visitors
tamporarily living with you at the site for up te 30 consecutive
days.

We do nol pay:

« forvisitors' contents that are insured under another policy 1aken
out by someona other than you or your famity

« for any cash or negoliable instrurnents.

7. Replacement of tocks and keys
We pay up to $2,500 to replace or alter locks and/or keys, If:

* locks to your home are damaged, or

*+  keys to your home are lost, damaged or stolen from anywhero
in Australia.

8. Change of site

If this Policy insures your contents and you are moving inte a new
hame within Ausiralia, we insure your contenis at both sites for a
maximum of 30 days. The maximum we pay at each site will be the
propertion of the sum insured that the value of the contents al that
site bears {0 the 1otal value of lhe contents at both sites.

You must tell us of your new addrass within 30 days of first moving
to it. if you wish to insure your contents at your new addrass after
that 30 days we must agree to insure them at that address.

You must pay us any additional premium we ask for and comply wilh
any conditiocns we impose,

9. Contracting purchaser

if this Policy insuraes your home, and you bave entered a contract to
sell the horme, this Policy insures the purchaser from:

* when they become liable for any damage 1o the home until the
contract is settled ar terminatod, or

+ until the purchaser insures the homo

whichever happens first.




10. Contents being conveyed {o your new residence

This additional benefit applies if this Policy insures your contents in
your primary residence.

We insure your contenis damaged while they are in a vehicle
being used to convey your confenls. The damage musi
occur direclly as a resuli of:

+« thaft from tho convaying vehicle involving tha use of violent
force

+ fire on tha conveying vahicle

s collision and/or averturning of the canveyiag vehicle
while your contents are in transit by road to;

*  your new, principal place of residence, or

+«  aslorage facility at which your contents or some of your contents
will be temporarily located pending conveyance {0 your new
principal place of residence

within Australia.
We do not insure your contenls:

« for removal o any residence other than one intended to be
occupied by you as your principal residence

« for damage lo china, glass, earthenware or any cther item of a
brittle nature

= for damage caused by scratching, denting, bruising or
chipping

* any more than $5,000 in any one period of Insurance

«  outside Australia.

11. Tress, shrubs and plants

If you occupy the home insured by this Policy as your primary
residence, we pay up to 3500 for loss or damage to any one tree,
shrub or plani and up to $3,000 in total In any one period of insurance
caused directly by malicious damage or any Specified Evenl! {a}
through 1o {p}, listed under Section 2 ‘What you ara insured against,
and what you are NOT'. We do not insure grass or lawn, We do not
insure you for damage caused by storm or any weather event inciuded
in Specified Event {g), or any avant that is noi suddan, accidental
and unfareseen. We only repair or raplace trees, plants aor shrubs,
thai are so damaged that they dle, are permanently disfigured or not
rocovered alter baing stolen.




12. Veterinary expenses for domestic cals and dogs

If you occupy the home insured by this Policy as your primary
residence or this Policy insures your contents in your primary
residence, we pay the reasonable veterinary expenses incurred
by you H your demestic cat or dog, normally kept at the site, is
accidentally injured as a result of a road accident, fira, lightning or
earthquake.

We will not pay:
« maere than $500 in total in any one period of insurance

* costs or expenses resulting from ke physical loss, theft or death
af an animal Including bul not imited 10 post mortem, disposal,
burial or crematian

*  routine elective or praventalive veterinary treatment such as
vaccinations, spaying or hearlworm testing

+  for reatment of any pra-existing condition

*+  for treatrnent of injury or finess arising from or connectod with
a sporting event, ¢at or dog show, business, occupation or
commercial activity, including but not limited lo guard dog
setvices, commercial braeding, hire or renting oul of the animal,
or

« if theinjured cal or dog was not registered and/or micre-chippad
as requirad by any law or regulation made by any government
or public authority.

13. Taxation audit

i you occupy the home insurad by this Policy as your primary
residence or this Policy Insures your conlents In your primary
residence, we will pay or reimburse you for accountant’s fees which
you reasonabiy incur as a result of your personal laxation affairs
being audited by the Austratian Taxation Office.

The maximum we pay is $5,000 for any one audit.

We do not pay or reimburse you for:

¢ any lines, penalties or shortlzll in the amount of tax payable
* any audi conducted in relation to criminal activity

* any audit not commencad during the perlod of insurance

+ any fees Incurred cutside any statutory time limit




s any [ees incurred as a resull of any fraudulent act or fraudulent
admission or any statement made by you or on your behalf to a
taxation officer which:

~ is false or misieading in a material parlicular, and

- can be aftributed fo dsfiberate evasion or recklessness as
stipulated in income tax ruling IT2517.

« any audit conducted in relation to any facis or circomstances
of which you wara aware, or ought to have been aware, prior to
the commencemant of this Policy which were likely to lead to
your making a claim under this Policy, or

+  anyfees incurred in relation to any enquirles fromt the Australian
Taxation Oifice which are not related to an identified intention
1o conduct an audit.

14, Legal defence costs

If you occupy the heme insured by this Policy as your primary
residence or this Policy insures your conlenis in your primary
residence, we will pay or reimburse you for your legal fees, cosls,
and expenses which you reasonably Incur in legal proceedings
initiated against you by a third party {and defendad by you) but
only where the proceedings are commenced in Australia dusing the
period of insuranga,

The maximum we pay is $5,000 for any one claim or series of claims
arising from the same cause or event.

We do nel pay or reimburse for proceedings or claims:
+ for or relaling to fines, penallies, punitive damages

e by family members including spouse, ex-spouse, pariner, or
Bx-partnar

+ for or relating to divorce, separation, child visiting, maintenance,
property disputes

+ for or relaling to dishonesty, intentional violence, or
misconduct

+ for or relating to defamation or slander

+ relaling to facls or occurrences, occurring prior to the
commencement of the Policy which you knew or ought o have
known at the Eme of commencement of this Palicy, would, or
might, give rise to a claim

s initiated, threatened or commenced prior to the commencement
of this Policy




¢ under or relating to any workers compensailon jegislation,
industrial award or agreement, or statulory accident compensation
schome or compulsory third party insurance

* which could have been made under Seclion 3 'Your
legal Hability’ If you had chosen to insure your home
(if you own ity or your contents.

16. Walver of excess if your property is a total loss

You are not required to pay an excess il we agree lo pay
a claint as a resull of damage thal renders your home, contanis or
both beyond econemic repair.

16. Monitored alarm attendance after theft

I ihis Policy insures your contants in your primary residence, wo
will pay up to $1,250 for the reasonable costs actually incurred by
you for the securily {irm that monitors your burglar atarm 1o attend
your home during or immedialely after an actual or atiempted Ihefl
from your home if:

+ thera is ovidence of forcible or violent entry

+ the theft or aitempted thelt is not committed by any person who
is fiving a1 tha site, and

*  you repot the incident to police as soon as possible and in any
svent, no more ihan 24 hours after the theit or atlempted thefl
oceurred.

Wo da nol pay:
+ for any false alarms, or
+ where there is ne evidenca of a thefi or an attempted thelt, ar

* more than $1,250 in any periad of insurance.

17. Replacement of documentation

If this Policy insures your contants in your primary residence we will
pay up to §1,000 for the reasonable costs to roplace the following
documenltation directly damaged by a specified eveni that has
causedl a claim that we agroed Lo pay:

« Tiile Deeds

* Birth Certificaies

+ A Marriage Cerlificale
*  Passporls

+  Drivers Licences

*  Proof of Age Gard

45 T




We pay additional benefits 18 to 24 over and above your sum
insured for home or contents, depending on the type of cover
you have chosen,

18. Temporary accommodation

Il home is s damaped by an event for which we agree to pay a claim
that it cannot be lived in, we pay up to:

«  $10,000, or

+  10% of the sum insured for your hame

s 10% of the sum Insured for your contents

whichever is the highest, for the additional cost of reasonable
tempaorary accommodation where the home is your principal place
of residence.

19. Automatic reinstaternent of sum insured
This benefil applias ta the sums insured for home and unspecified
contents as shown on your Paticy Schedute,

Following payment of a claim othar than a ciaim for total loss the
sums Insused will be reinstated, unless:;

*  you request othaerwise

*«  wo teli you ctherwise.

20, Inflation adjustmant

This benefit only applies to your home and contenis sums insured
as shown on the Policy Schedule,

During sach period of insurance wo increase the home and contenis
sums insured by 0.25 of 1% of the relevant sum insured shown
on your current Policy Schedule per month until the next renewal
date.

21, Compensation for death
If this Palicy Insures your contents in your primary residence:

+ we pay to the legal representalive of the deceased person up to
$10,000 in the event of death of you or a member of your family
normatly living with you

+ as a direct resutt of physical injury caused by an event al the
site

if the event thal caused ihe death aiso caused damage for which

we agrea to pay a ciaim.

We do not pay in any one period of insurance more than $10,000 in
toial under this additional banefil.




Dptions you can choose

22. Modifications to the home

Il you occupy the home insured by this Policy as your primary
residence, or this Policy insures your contents In your primary
residence, and as a direct result of an event aceurring at the site for
which we agree lo pay a claint:

s you, or
+ ameamber of your family normally living with you

psrmanently become a paraplegic or quadriplegic, we pay up lo
$10,000 for the cost incurred by you in modifying your home or in
refocaiing you lo a suitable home.

By the terms ‘paraplagic’ and 'quadriplegic’, we mean paraplegia
and quadriplegla that continues for a period of iwelve months and
for which there is a prognosis made by a qualified and registered
medical practitioner that il will continue far an indefinite pesiod.

23, Legal cosis

If this Pollcy insures your home, we pay the reasenable iegal costs
incurred in discharging your mortgage following sottlement of a
claim for lotal loss,

24. Locatlon costs - escaping liquid

If this Palicy insures your homa and we pay for damage caused by
liquid escaping from any fixed basin, shower base, or other fixed
apparatus, fixed tanks, or fixed plpes used to hotd or carry liquid,
wo will also pay the reasonable costs of locating the cavse of the
damage, and of reinstating the properly damaged or disturbed in
the course ol work.

We do not pay for rapair or replacement of the apparatus, tank or
pipo itsell.

Options you can choose for additional premium

The folfowing Options may be obtained on application, and for an
additional premium:

1. Valuablss

2. Domestic Workers Compensation

1. Valuables

If you have selected and paid for this valuables option, we insure
yau and yaur family:

* anywhere in Australia or New Zealand, and

+ forup to 90 days in any one period of insurance, anywhere in
the worid




against loss, theft or damage to specified valuables items
including:

{i} jewellary, gold or silver articles, furs, walches
{ii) collections of any kind

(ili) mabite cellular telephones, portable electronic equipment
(including portable computers}).

This Policy automatically covars these iterns (i), {ii} and (i) while
they are temporarily removed from the site under additional benefit
1., up to $1,750 per ifem and a total of $7,500. Howaver, if you wish
to insure items while they are temporarily removed from the site for
amounts groaler than this, then you need to selact and pay far this
specified Valuables aption,

You can also select valuables covor for other poriable items thal have
sub-limits in the table in the sectlon ‘How we will pay' (for example,
bicycles valued over $2,000).

Your Policy Schedule indicales whether you have chosen this
Valuables option. i you select specified valuables, then you must
spacify each itern you wish 1o insure as a specifiod valuable and
provide valuations and/or receipts, unless we tell vou that a valuation
is not required.

There are some limitations below and under 'Whon you are not
covered’, which you rmust read.

What we do not insure

The following items are nof covered under this Valuables option:
* gash, negotiables or financial fransaction cards

» unset precicus or semi-precious slones

+ items being cleansd, repaired, restared, or on exhibiiion away
from the site.

How much we will pay for loss or damage
(a} At our option we:
+  repair the damaged item
+ replace the lost or damaged item with an item substantially the
samea as, but nat better than when new
+« pay the reasonable cost of repair or reinstatement to a
candition substantially the same as, but not better than when
new, or
« pay up to the sum insured shown on your Policy Schedule
againsl the item,



(b}

{e)

{d)

(e}

If we choose to pay tc replace a specified valuable
item, we will pay no more than the amount that it would cost us
to replace the item with an itam substantially the same as, but nat
better than when new, even if you have specified the vatuahle far
a higher amount, whether or not you have supplied a valuation.
We have negotiated special arrangements with various suppliers
to purchase ifams for less than retail cost. Pramiums are therefore
based upon us replacing items at less than retail cost.

Whan we pay your claim for all your valuables on the Policy being
damaged beyond economic repair {or not being recovered, the
valuables section of the Policy is exhausled and comes to an
end,

If we agree to pay a claim where fiilm, photos, honme movies
or home videos or any stmitar recorded material is destroyed,
wa pay for lhe replacement with new, blank fitm, videos or
similar (e.g. If a compact disc upon which you had photos
stored is destroyed, we would replace it with a new, blank
compact disc). We do not pay to reconstruct any circumstances
or eonditions,

If we agree to pay a clalm where software is lost, damaged
or destroyed, we pay lhe cosl 1o replace it with the nearest
equivalent new soflware. We do not pay for any software that
was acquired by you el no cost.

Where an item required to seltle a ciaim that we agree to pay is
not coramercially available in Australia, al our option, we:

+ replace theitem with the nearest equivalent or similar new item
available in Australia or averseas, or

* pay lhe cost o replace the item with the nearest equivalent or
similar new itern available in Austzalia or overseas,

Pairs and Sets

i any item lost or damaged is part of a pair or sel, we pay no
more than the actual value of the item. We do not give any
allowanca far any special value it may have as forming part of
a pair or set, or for any reduction in value of the remaining part
or parts.

A ‘pair or set' means 2 or more articles, lhe collective value of
which exceeds the sum of thelr indlvidual values.




2. Domestic Workers Compensation

{Not applicable in Queensland, Vicloria or South Australia)

Your Policy Schedule indicales whether you have chosen this
option.

If you amploy a domestic worker, on a casual basis or otherwise,
you may be reguired by law to provide thal person with workers
compensation Insurance.

If you feil to do so, and your employee is injured in the course of thoir
employment by you, you may be liable to compensate them.

Whera shown on tha Policy Schedula, this Policy includes statutory
domestic workers compensation cover according to the legislatian
in your state or tesrilory, up to the amount required by your state or
torritory’s legislation. On request, we will provide you a copy of the
statutory Policy, When this cover is provided, the underwriter is:

QBE Insurance {Ausiralia) Limited ABN 78 003 181 038§,

What you must pay i you make a claim - Excess

‘Excess’ means the first amount you must contribute to any claim
you make under this Policy,

Wa deduct {he excess shown in the Policy document or an the current
Policy Schedule from the amecunt of your claim.

Where a sub-limit is applicable, lhe excess will be applied to the
claim prior to applying the sub-limil. For exampls, if a ring worth
$3,000 was stolen from the heme and it has no! been specified, the
$1,750 per item jewetlery sub-limil would apply.

if a $100 excess was applicable, this would be applied to the $3,000
claim, rather than the $1,750 sub-timit, Therefore, $1,750 would bhe
payable, I the ring bad been spacified for $3,000, we would pay
$2,900 — tha $3,000 claim less the $100 excess. If the stolen ring
was worlh only $1,000, we would pay $900 - $1,000 lass the $100
excass.

For parthquake claims the excess Is $200, or the amount shown on
your Policy Schedule, whichever is greater.

All toss, deslruction or damage occurring within a period of 48 hours
of the sarthquake is regerded as the one evont,

When you will NOT have 1o pay an excess

You will not have to pay an excess if we agree to pay a claim as a
result of damage thal renders your home, contents or both beyond
aconomic repair.




When you are not covered

General exclusions applying to this Policy

This Policy excludes loss, damage, deslruction, death, injury, illness,
liabifity, cos! or expense of any nature directly or indirectly ceused
by, conlributed to by, resulting from, arising oLt of or in connection
with any of the foliowing, regardless of any other cause or event
contribuling concurrently or in any other sequence to the foss:

1. Way, invasion, acts of foreign enemies, hostilities or war-like
operations (whether war be declared or nol), civil war, rebalion,
rovolution, insurrection, civil cormotion assuming the proportions
of or amounting to an uprising, military or usurped power, or !

2. Any act(s) of Terrorism that is directly or indirectly causad
by, contribuied fo by, or in any way invalvas or is connected
with biological, chemical, radioactive, or nuclear pollution or
contamination or explosion.

For the purpose of this exciusion, an act of terrorism inciudes
any act, or preparation in respect of actlon, or threat of action
designed to influtence the government de jure or de facto of
any nation or any political division thereof, or In pursuit of
political, religious, ideological or similar purposes to intimidale
the public or a section of the public of any nation by any parson
or group(s) of persans whethor acting alone or on behall of or
in connection with any organisation(s} or government{s) de jure
or de lacte, and which:

* involvas violence against ana or more persons, or
* involves damage to properly, or

* endangers life other than that of the person committing the
action, or

* creates a risk to health or safety of the public or a section of
the public, or H

+ Is designed to interfere with or to disrupi an electonic
sysiem.

3. Radioaclivily or the use, existence or escapo of any nuclear fuat,
nuclear material, or nuclear waste or action of nuctear fission or
fusion.

This Policy also excludes any loss, destruction, damage, death,
injury, illness, liability, cost or expense of any nature directly or
indirectly caused by, contributed to by, resulting from or arising out
of or in connection with any aclion taken in conirolling, pravanting,
suppressing, relaliating againsi, or rasponding to or in any way
relating to 1, 2 or 3 above.




Additional exciusions applying to this Palicy

These additionat exclusions apply to cover for your home, contents,
additional benefits and valuablas (if you have chosen that option).

This Policy does not cover:

(a} loss or damage intentionally caused by you or 2a member of your
family or a person acting with your consent or the consent of
any mermber of your family

(b) loss or damage resulting from or caused by:

thea lawiul seizure, confiscation, nationalisation or requisition of
the properly insured

destruction of or damage to properly by any government ot
public or local authority

storm, ratnwater or wind, to;
- retaining walls,

- free standing walls,

- fencesor

- gates

not constructed of steel, brick, concrete, masonry or stone.
(This exclusion does not apply in Queensland or Western
Australia)

flood

‘flood’ means the inundation of normally dry land by water
from any waiercourse, lake, canal, dam or reservair

erasion, subsidence, landsfide or earth movement athar than
as a direct result of:

- storm

|

earthgquake

~ axplosicn

- ascaping liquid

and occursing no more than 72 hours afier the avent

the action of the sea, high water, tidal wave, tsunami

‘tsunami’ means a sea wave caused by a disturbance of the
ocean floor or by seismic movement

water seeping through a wall or floor

water entering the home through ar opening made for the
purpose of alterations, additions, renovations ar repair




()

inharent defects, structural defects, faully workmanship, fauity
design or any gradual process

wear, tear, rust, corrosion, depreciation or gradual
deterioration

mifdew, mould, algas, atmospheric or climatic conditicns
{other than storm)

saltling, shrinkage or expansion in buildings, foundaticns,
walls or pavemonts

the removal ar weakening cof supporls or foundations for the
purpase of alterations additions, renovations or repair

damage to swimming pooks or similar structures caused by
hydrostatic pressure

mechanical, electrical or electronic breakdown with the
exception of fusion to electric motors as described under
avent {a), What you are insured against, and what you ara NMOT,
ar if a glaim s payable as the result of a lightning strike

any consequential loss other than that specifically provided by
this Palicy

any pracess of cleanirg involving the use of chemicals

rodents, varmin, birds, wildlife or insects gnawing, biting,
chewing, pecking, clawing, scratching or in any way poiluting
or contaminating your homa cr contents.

For example: # a4 mouse was to chew though an electrical
wire, which led to a fire, the damage caused directly by the fire
would be covered by this Policy, however any damage caused
by the mouse’s chewing would not be covered by this Policy,

an animal kept by you or your family

the delibarate application of heat {lor example, this wouk
include where an elament under or forming parl of a ceramic
cooktop causes damage o the cooktop)

{ree roaqts,

loss ar damage to:

sporfing equiproent while in use or play
bicyclas while they are being rickden
iterns for sale on consignment

alectronic data unless the Joss or damago is caused by a
Specified Event (a) throtigh to {) listed under "Whal you are
insured againsi, and what you are NOT'.




For the purposes of this exclusion, elecironic data means any
facts, concepts or information canverted to a form usable for
communication, display, distribution, processing by eleclronic,
or electromechanical data processing, or sleclronicatly
conbrolled equipment which includes but Is not limited to
programs, software or olher ceded inslruclions for such
equipment.

For example; You are not covered for any damage to any
information on your computer including any computer pragram
caused by a virus, trojan horse, worm or computer hacking.

Genera! conditions

Changing your Policy
If you want to make a change to this Policy, the change becomes
sffeclive whon:

* weagreetoit, and

+ we give you a new Paficy Schedule dstailing the change,

Other interests
You must not {ransier any interests in this Policy without our written
consent.

Any parscn whose interests you have told us about and we have noted
on your Policy Schadute is bound by the terms of this Policy.

Cancelling your Policy

How you may cancel this Policy

+  You may cancel this Palicy at any time by telling us in wriling
that you want 1o cancel i,

«  Where 'you' involves more than one person, wa will only cancel
the Policy when a wrilten agreement to cancel the Policy is
roceived fram alf persons named as the insured.

How we may cancel this Policy

+  Wae may cancel this Palicy in any of the circumstances permitied
by law by informing you in writing.

«  We will give you this notice in person or send it to your address
last known 1o us,
The premium

We will refund Lo you the proporticn of the premium for the remaining
pertod of insurance.




Notices
Any notice we give you will be in writing, and it will be effective;

+ if H is delivered fo you personally, or

* i it is delivered or posled to your address last known lo us,

It is important for you to tell us of any change of address as soon
as possible.

Changes

You must tell us as soon as possible if clscumstances occur, or if
changes or alterations are intended or made which increasa the risk
of loss, damage ar injury.

Examples of circumstances where the risk of loss, damage or injury
may increase include whero:

* you no longer are the owner occupier of the home, because
you now let the home to tenants or use the home as a holiday
homa

* you are having renovations undertaken

* the home is left vacant or unoccupted for a period exceeding
90 days

* the homae falls {nto a state of disrepair

* your home is opened up to the public for an exhibition or similar
evant (inciuding if it is not for raward), or

*  You are participating in a public exhibition {including il it is not
for reward),

If you ever let the home to tenants or use it
as a Holiday Home

This Policy is issued on the basis that you live in the home and it is
NOT et to {enants or used as a holiday home. We da not provide
Accidental Damagse Insurance on tenanled homes or holiday homes
or thelr contents,

1f you lst the homa to tenants or use the home as a holiday home,
you must tell us beforehand. Should this occur, we will cancel this
Policy and affer you an alternative, lesser cover under our Home anc
GContenis Insured Events Policy.

if you let the home o tenants or use it as a holiday home and you do
NOT tell us, we wilt not insure you for malicious damage, accidental
damage, or any of the following Specifiec Events:

B6




{aj implosion

{b) subterranean fire

{c} voicanic eruplion

{d) impact limpast means a collision of two or morg objecis)
{8} socnic boom

(f} faliing objects.

Unoccupancy

il your home is unoccuploed for more than 90 consecutive days,
you must tell us and obiain our writien agresmant for cover to
cantinue.

If you do not do so, the cover for home and contenls is limited
to lightning, thunderbolt and earthquake for the pericd in excess
of 80 consecutive days during which the home has been left
unoccupied.

The pericd of 80 consecutive days is calcutated from the date when
the home was last occupied regardless of the commencement or
renewal date of the Policy.

‘Occupied’ means that the home is furnished such that it is
comfortably habitable and you, your family or someone with your
consent has resided in the home overnight.

To be occupied the home must;
+ coniain at least one usable bed/matiress

+ contain at least ona dining table or bench, a chair and some
other turniture

»  contain a functioning reirigerator
*+  he connecied to the electricity, and
+ be connecied to hot and cold running water.

Salvage

We ars enlitlad to ohtain and retain any items or materials
that are salvaged or rocovered after you make, and we
agree, to pay a claim by replacing or paying to replace any items or
materials. We may sell the items or materiats and keop the proceeds.
Wa may choose to self the items or matarials {o you, H you agree to
pay lhe market price for the ltems or materials.

Burglary protection

i any of 1he following codes is dispiayed on your Policy Schedule, we
have agreed to insure your home and contents only if the following
burglary protection davices are installed:

TDOL Key operated deadlocks on all external docrs,

Libg T




TH1  Key oparatod deadlocks on all external doors, and

Key operated locking devices, or bars, or securily screens on
all accessible windows.

TH2 Key operated deadiocks on all external doors, and

Key operated locking devices, or bars, or security screens on
ali accessible windows

or
Key operated deadlocks on all external doors, plus

A professicnally installed alarm covering ail external doors
and windows.

TH3 Key operated deadlocks on all external doors, and

Koy operated iocking devices, or bars, or securily screens on
all accessibie windows, and

A professionally Installed alarm covering all external doors
and windows

or
Key Operated deadlocks on all external doors, and

A professionally instatled and monitored alarm covering all
exlernat doors and windows.

TH4  Key Operated deadiocks on all external doors, and

Key aperated locking devices on ali accessible windows,
and

A professionally installed and monitored alarm covering all
external doors and windaws.

THS Key Operated deadlocks on all external doors, and

A professionally instatied alarm covering all exiernal doors
and windows,

TH6 Kay Operated deadlocks on all oxternal doors, and

A professionally Installed and monitored alarm covering all
external doors and windows.

If any of these devices is removed, allered, or left inoperative while
you are absent from the site, without our prior consent, we may
have the right to:

* dacline, or
*  reduco

a claim to which this action contributes.
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Care and maintehance

It you do not 1ake reasonable care to:

* protect and maintain the property insured
* prevent damage or injury to others or their property
+  minimise the cost of any claim under this Paolicy, or

+ comply with all statutory obligations and by-laws or regulations
retating to the safety of person or property

wa will not pay for loss, damage, liabilily or injury to which this taifure
to take reasonable care coniributes.

Adjustment of premium on renewal

If a ¢claim oceurs in the pravious period of insurance and your do not
notify us unlit after the premium for the current period of insurance
was calculated, then you must pay any additionat premium that
would have been calcuiated had you told us about the claim on
the day that the claim accurred. This condition does not afiect any
olher rights tha! we have, including the rights that we have under
‘Yaur Duty af Disciosure’,

Strata title mortgagee's interest

This cover applies only if you have arranged this Policy to insure
only the interest of a mortgagee in a sirata litle unit.

This cover only applies when you own part of a building that has
been subdivided inte strata, community ar similag litle units and you
have a moertgage on that pari of the building.

Wo will pay the mortgages the lowest of:
{a) the sum insured shown on the Policy Schedute

{b} the amounl to repair the damage fo a condilion similar o but
no betler than when new

{c) if the body corporate {or similar) partially covers the loss, then
the difference beiween what the body corporale’s insurance
pays and the cost of the damage, or

(d] the amount sufficiont to discharge the mortgage held by you
over the unit at the date of damage.

‘We pay only that part of the claim that applies to the interest of the
mortgagee.

We only pay a claim if:

{a} a claim would ba payabie under this Policy (and not subject to
any exclusion or other limitation in the Policy)

{E) the Policy of the body corporate or similar does not apply or
onty partially covers the loss, and




{c) the mortgages raquiras you to discharge your morigage.

f you have arranged this Policy to insuse only the interest of a
morigagee in a strata titte upit:

{a) no addilional benefits are payable under lhis Policy
(b} no legal #ability cover Is provided, and

{c) no optional covers such as Domestic Warkers Compensation,
or Vaiuables Cover are proyided.

Claims

What you must do

If an event happens which may give rise to a claim you must:

+ take ali reasonable precautions to prevent further Joss, damage
or liability

* niofify the police immediately i any of your property is lost, stolen,
ar maliciousty or intentionally damaged

+ tell us or your Financial Services Provider as soen as possible.
You will be provided with a claim form and advice on the
procedure to follow

* supply us with alt information we require to setlle or defend the
clalm

* notily us of any other insurance covering the same loss, damage
or liabiily

* co-operate with us {ully in any action we take if we have a right
ta recover any money payable under this Policy lrom any other
person.

In an emergency outside normal business hours you may ring our
emergency service on 180G 023387 for assistance.

If in doubt at any time, ring us or your Financial Services Provider
for advice.

Y¥hat you must not do

You must not;

* authorise repairs to or arrange replacement of any of the property
ingured in connection with any claim without ous consent, other
than emergency repairs necessary to prevent further loss. If we
agree to pay your claim, we will pay for these repairs, but you
must retain all receipts

* admit Habilily il an accident acours which is likely to result in
someone claiming against you.




What we do

Wa may take over and conduci the defence or seitlement of any
claim or Issue legal procesdings for damages. #f wo do this we will
do it in your name. We have full discretion in the conduc! of any legal
proceedings and in the settlement of any claim, You must cc-operate
by giving us any statements, documents or assistance we require,
This may include giving evidence in any legal proceedings.

What can affect a claim
We will reduce the amount of a claim by the excess shown in the
Palicy Terms and Gonditions or on the Policy Schedule.

We may rafuse lo pay a claim if you are in breach of your Duly of
Disclosure or any ol lhe conditions of this Policy, including any
andersements notad on or attached Lo the Policy Schadule.

We pay only once for loss or damage from the same eveni covered
by this Policy even if it is covered under more than one section of
the Palicy.

Wa may ba entitled te refuse to pay or to reducs the amouni of a
claim i

+ ilisin any way fraudulent, or

* any fraudulent means or devices are used by you or anyone
acting on your behaif to obtain any benelits under this Policy.

L0




Agent for Insurer:
Queensland Police Credit Union Limited
231 North Quay, Brisbane QId 4000
ABN 79087 651 036 AFS Licence 241413

Insurance underwritten by:
QBE Insurance (Australia) Ltd.
ABN 78 003 191 035 of 82 Pitt Street, Sydney NSW 2000
AFS Licence 239545
Preparation Date 28.03.07
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%ﬂ%j QBE Insurance {Australla) Limited
ABN 78 003 191 035

GPO Box 105
Brisbane QLD 4001
Telephone; Q7 3027 8560

Facsimile: Q7 3031 8490
Emat; gld.claims@aqbe.com

08 February 2011

Mr T & Mrs J Fischer

Middle Park, QLD, 4074

Dear Mr & Mrs Fischer

Re: claim No JTTNGGNGEEE

Date of Loss — 12/01/2011
Nature of Incident - Damage to your residence

This letter is o provide you with an update on your recent claim.

As you know, an assessor from Crawford & Co has attended your premises and has
provided us with a report of the information gathered. It seams probable from this
prefiminary information that the damage at your premises was due o flood.

You may be aware that you Home and Contents Insurance Policy excludes damage
caused by “flood” which the policy defines as being ‘the inundation of normally dry fand
by water ascaping from any watercourse, lake, canal, dam or reservoir”, To assist us
understand what occurred in your area, we have joined with the Insurance Council of
Australia to appoint an independent panel of hydrologists. Hydrologists are specialist
engineers who scientifically determine the source and flow of water. They will provide
detailed reports about the nature of the recent floods and these reports will allow us to
assess whether your claim is covered by your policy.

Unfortunately we do not expect the hydrology report untii the end of February or early
March, Once we receive the reports, your claim will be reviewed and we will advise
whether you are covered by the policy and the next steps to take.

We apologise for the period of uncertainty but undertake to advise you of the restilts of
the review as soon as possible after the hydrology reports are received. In the
meantime we recommend that you take steps to protect your property as if there was
no insurance in place.

if you wish to discuss any aspect of this lefter, please make contact with the Crawford
& Co assessor who visited your property.

Yours faithfully

(QBE Insurance




GBE Insurance {Australia} Limited
ADN /8 003 181 U3h

GPO Box 705

Brisbane QLD 4001

Tetephona: €7 3031 8458
Facsimile; €7 30318490
Emai; qld.claims@gbe.com

27 April 2011

Mr T & Mrs J Fischer

Middle Park, QLD, 4074
Dear Mr & Ms Fischer

Re: Claim No
Date of Loss — 12/01/2011
\ Nature of Incident -- Damage to Your Property

| refer to our letter to you dated 09th February 2011. This letter is to provide you with
an update on your claim.

To assist us understand what occurred at your property, QBE have appointed Water
Technology to provide us with a site specific hydrology report. Unfortunately we do not
expect the site specific hydrology report until early to mid May. Once we receive the
report, your claim will be reviewed and we will advise whether you are covered by the
policy and the next steps to take.

We apologise for the period of uncertainty but undertake to advise you of the results of
the review as soon as possible after the site specific hydrology report is received.
If you wish to discuss any aspect of this letter, please call us on (07) 3031 8488.

\ Yours faithfully

QBE Insurance
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e QBE insurnce {Australla) Limited

e
ABN 76003 191 035

GPOBox 705
BisbaneGLDA00S
Telephone: 07 3038560

Facsimie: 07 30318589
Emai: qld.daims{@qbe.com

6 June 2011

Mr T & Mrs J Fischer

Middle Park Qid 4074

Dear Mr & Mrs Fischer

Re:  Claim No — NN

Date of Loss ~ 12/1/2011
Nature of Incidepnt— to Your Property
Risk Address - Middle Park Qld 4074

We refer {o your above claim and our previous letter to you dated 9 February 2011.

Thank you for your patience whilst we have been gathering all the information about
the cause of this devastating event. Be assured that the delays have been
encountered whilst we have gone to great lengths to satisfy ourselves as fo the cause
of loss.

Your A BE policy

Your policy is a QBE Home Cover Prestige Policy_

The policy provides cover for loss or damage to your Home and Contants for specific
Insured Events as detailed in the policy . Extracts of the relevant sections of your policy
are attached for your reference. This policy does not cover damage caused by flood,

Qur Assessment

Based on all of the information we have been able to gather relating to your claim,

including independent site specific hydrol ogy anal wis and al oss assessor’'s sit e
inspection, we believe that the inundation of your premises was due to flood. As flood

is specifically excluded, we regret that we are unable to pay your claim in this instance.

W encl ose a copyoft he adj ust and thefidipside specific hydrology report
which we have reviewed with specific reference to your property.

To view the full {CA hydrolog y report you can download it from our website at

http://www.gbe.c om.aufAustralia/ News -Communications/N ews/XPRODCT 00612 8
If you are not able to access the internet, please contact us on 07 3031 8560 to arrange

a copy of the report.




Additional Infermation
As part of the overall claims assessment we have alsc refarred to information available

online from the Qld Reconstruction Authority and we attach a map of the peak flooding
extent of your location. This information has supported our decision .

You can view this information by entering your property address at

hitp.//qldreconstruction .org.au/your-community -reconstruction -updates/interact ive -map.

What doesthis mean?

In light of all available facts, we have no alternative other than to decline your claim as your
policy does notinclude cover for flood damage.

However, if you have any other information that you consider we should review then please
call our Claims team on 07 3031 8560 or email tc gid.claims@gbe.com .

QBE stands willing to consider any new information that may assist us in reconsideration of
your claim.

Next Steps

Should you disagree with our decision you can request the matter be reviewed throughour
Internal Disputes Resolution Process. The attached brochure sets out this process.

if you wish to dispute this finding, you should contact our Complainis and Disputes
Resolution team on either email complaints@gbe.com or call 1300650 503.

Yours faithfully

QBE Insurance
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RE: QLD Flood Claim

Tom Fischer -

to:

'Peter Andrew’

14/06/2011 03:27 PM

Ce:

"Colin Ahern', "'Christina Eller™

Please consider the environment before printing this email,
Show Details

Peter,
Thank you for your prompt response,
I have attached a scanned copy of the front page of the letter but please let me know if you would still prefer it to be faxed.

it will take me up to another 24 hours to get together all the facts that | believe are relevant in reply to the assessment of our
claim and | will then forward this information on to Christina as requested.

Regards,

[
A Fischer

Harvey World Travel at QPCL

231 North Quay, Brisbane (Q 4003

PO Box 13003 George Street, Brisbane Q 4003

Phone: 4

Fax: +61 732299828

Email S

Website: www.gpeu.harveyworld.com.au

Find us on Facebook!: hitp:/www.lcebook.com/pages/Brisbane-Australia/Harvey-World-Travel-at-QPCU/ 1065467971 53"

‘ '

7ithout a travel agent, you're on your own

Disclaimer - This message and any attachments are confidential and may contain privileged information intended only for the use of the
addressee named above. If you are not the intended recipient of this message you are hereby notified that any use, dissemination,
distribution or reproduction of this message is prohibited. If you have received this message in error please notify Harvey World Travel
Franchises immediately by return e-mail. Any views expressed in this message are those of the individual sender and may not necessarily
reflect the views of Harvey World Travel at QPCU ABN 47 409 548 224,

From: Peter Andrew [mailto ||| G
Sent: Tuesday, 14 June 2011 3:
Cc: Colin Ahern; Christina Elter

Subject: QLD Flood Claim

Tom
| am sorry to hear that our claims denial letter does not have any details of our DR team. If feasible, can you fax me a copy of
the front page,

Complaints / {DR requests for the Queensland floods are being handled by our Sydney based |DR team. Contact details are:

Christina Eller

file://C:\Documents and Settings\uomche\Local Settings\Temp\notes4 ADCE\~web6004.him 09/092011




Page 2 of 2

Christina is expecting your contact,

Sincere regards

Peler Andrew

Nationat Manager, Business tmprovement
Corporate Pariners & Direcl - Business Pariness
QBE Australia

Visil us on the web al www gbe,com.au -

intended recipient, any use or dissemination of the information and any disclosure or copying of this email is
unauthorised and strictly prohibited. If you have received this email in error, please promptly inform us by reply
email or telephone. You should also delete this email and destroy any hard copies produced.

Disclaimer - This message and any attachments are confidential and may contain privileged information intended
only for the use of the addressee named above. If you are not the intended recipient of this message you are hereby
notified that any use, dissemination, disiribution or reproduction of this message is prohibited. If you have received
this message in error please notify Harvey World Travel Franchises immediately by return e-mail. Any views
expressed in this message are those of the individual sender and may not necessarily reflect the views of Harvey
World Travel Franchises ABN 65 059 507 587.

°

file://C:\Documents and Settings\uomche\Local Settings\Tempinotesd A DCE \~web6004.htm 09/09/2011




h QLD Flood Claim

BN  Peter Andrew L 14/06/2011 03:06 PM
Gc: Colin Ahern, Christina Eller

Tom

| am sorry to hear that our claims denial letter does not have any details of our IDR team. If feasible,
can you fax me a copy of the front page.

Complaints / IDR requests for the Queensland floods are being handled by our Sydney based IDR
team, Contact details are:

Christina Eller
Christina is expecting your contact.
o Sincere regards
| O
Peter Andrew
National Manager, Business improvement
Corporale Partners & Direct - Business Paitners

QBE Australla

!LL us on tlle WE! at W.Q!B.CO!!!,QLI

Tivme with BE Ls time well spent

)




Page 1 of 2
RE: QLD Fiood Claim
Tom Fischer
10!
'Peter Andrew'
14/06/2011 04:02 PM
Ce:
"Colin Ahern", ""Christina Eller™
Please consider the environment before printing this email,
Show Details

Peter,
My apologies!
Copy of letter attached this time,

Regards,

Tom Fischer

Harvey World Travel at QPCU
231 North Quay, Brisbane Q 4003
PO Box 13003 George Streel, Brisbane Q 4003

Website: www.gpeu harveyworld.com.au
Find us on Facebook!: http://www.facebook.com/pages/Brisbane-Australia/Harvey- World-Travel-at-QPCU/106546797 153"

%, AUSTRALIA'S TRAVEL PROFESSIONALS

Qetebrating 60 402

Wﬁthout a travel agent, you're on your own

aimer - This message and any attachments are confidential and may contain privileged information intended only for the use of the
addressee named above. I you are not the intended recipient of this message you are hereby notified that any use, dissemination,
distribution or repreduction ol this message is prohibited. 1f you have received this message in error please notify Harvey World Travel
Franchises immediately by return e-mail. Any views expressed in this message are those of the individual sender and may not necessarily
reflect the views of Harvey World Travel at QPCU ABN 47 409 548 224,

From: Peter Andrem
Sent: Tuesday, 14 June :

To

Cc: Colin Ahern; Christina Eller

Subject: QLD Flood Claim

Tom

I am sorry to hear that our claims denial fetter does not have any details of our IDR team. If feasivle, can you fax me a copy of
the front page.

Complaints / IDR requests for the Queensiand floods are being handied by our Sydney based IDR team. Contact details are:

Christina Eller

file://C:\Documents and Settings\uomche\Local Settings\Tempinotesd ADCE\~web9718 htm 09/09/2011




Page 2 of 2
Christina is expecting your contact.

Sincere regards

Peler Andrew
National Manager, Business Improvement
Corporate Partners & Ditecl - Business Pariners
QBE Auslralia

Visit us on the web al www.gbe com.au

( o

IMPORTANT NOTICE : The information in this email is confidential and may also be privileged. 1f you are not the
intended recipient, any use or dissemination of the information and any disclosure or copying of this email is
unauthorised and strictly prohibited. If you have received this email in error, please promptly inform us by reply
email or telephone. You should also delete this email and destroy any hard copies produced.

Disclaimer - This message and any attachments are confidential and may contain privileged information intended
only for the use of the addressee named above. If you are not the intended recipient of this message you are hereby
notified that any use, dissemination, distribution or reproduction of this message is prohibited. If you have received
this message in error please notify Harvey World Travel Franchises immediately by return e-mail. Any views
expressed in this message are those of the individual sender and may not necessarily reflect the views of Harvey
World Travel Franchises ABN 65 059 507 587.

file://C:\Documents and Settings\uomche\Local Settings\Tempinotesd ADCE1~web9718.htm 09/09/2011




From: "Tom Fischer -
To; "Christina Elle
Date: 15/06/2011 02
Subject: Claim

Dear Chyistina,
Thank you for contacting me yesterday regarding our claim resolution.

| have attached the following:-

1 Copy of letter stating the facts that we currently have at our disposal and
requesting they be assessed as part of your resolution process.

2 Copy of the Brisbane City Council Flood Report obtained when purchasing
our property.

3 Current Brisbane City Council Flood Map of McLeod Area.

4 Extract of report from independent authority on Fairway Views property

200m West of our property on the golf course (Water Technology has full report),

Please let me know if you need any other information or documentation to assist you with
processing this request.

Regards,

Tom [FFischer

Harvey World Travel at QPCU
231 North Quay, Brisbane Q 4003
PO Box 13003 George Street, Brisbane Q 4003

Website: www.gpeu.harveyworld.com.au
Find us on Facebook!: hup://www.lacebook.com/pages/Brisbane-Auslralia/Harvey-World-
Travel-at-QPCU/1 06546797153

Without a travel agent, you're on your own

Disclaimer - This message and any attachments are confidential and may contain privileged information
trtended only for the use of the addressee named above. If you are not the intended recipient of this
message you are hereby notified that any use, dissemination, distribution or reproduction of this message is
prohibited. If you have received this message in error please notify Harvey World Travel Franchises
immediately by return e=mail, Any views expressed in this message are those of the individual sender and
may not necessarily reflect the views of Harvey World Travel at QPCU ABN 47 409 548 224,




Disclaimer - This message and any attachments are confidential and may contain
privileged information intended only for the use of the addressee named above. If you are
not the intended recipient of this message you are hereby notified that any use,
dissemination, distribution or reproduction of this message is prohibited. If you have
received this message in error please notify Harvey World Travel Franchises immediately
by return e-mail. Any views expressed in this message are those of the individual sender
and may not necessarily reflect the views of Harvey World Travel Franchises ABN 65
059 507

McLeod Report.doc CCE15062011_00000 ¢2)jpg CCE15062011, 00001 (2)jpy
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b) The Ralnfall record for the Carole Park Station shows falis of 74mm on 10t
January, 28mm on 11nJanuary and 41mm on 12n January.

¢) The Rainfall record for the Archerfield Airport Station shows falls of 61mm on
10w January, 28.4mm on 11mnJanuary and 30.8mm on 12w January.

3.7 Bureau of Meteorology, Jindalee Alert Station Records

b) The BOM confirmed that the Brisbane River peaked at 12.9m AHD, 1m above
the DFL, around 8pm 12t January 2011,

3.8 Photographic records & anecdotal evidence

a) Unit 13 had approximately 330mm of water through the ground floor at the
highest point at approximately 10pm January 12w, This would place the water
level at approximately 13.1m AHD in this area at that time.

3.8 Photographic records & anecdotal evidence

a) Unit 13 had approximately 330mm of water through the ground floor at the
highest point at approximately 10pm January 12un. This would place the water
level at approximately 13.1m AHD in this area at that time.

¢) Photographs taken at the site on January 13t suggest the water levels receding
from a January 12m peak, though BOM advised that the Brisbane River was yet
to peak. This peak information was confirmed in the image published by the

Courier Mail {13 January 2011) shown below.
FIGURE 3. BRISBANE RIVER LEVEL INFORMATION (SOURCE: COURIER MAIL, 13 JANUARY 2011)
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d) An inspection of the drainage system in the waterway along the western site
boundary conducted by a DEG representative at 1:30pm on 11 January 2011
confirmed flows were continuing to be received down the drainage network from
the upper Middle Park catchment. These flows were occurring in both the
drainage pipes and overland flowpaths. This flow was engulfed by the tailwater
conditions present in the MacLeod Golf Course. A photograph of the waterway
after the water had receded is below, showing the vegetation has been
compressed in the direction of flow downstream.

e) Visual inspection of the affected units, undertaken by a DEC representative, did
not identify significant amounts of silt inside the properties, suggesting flood

waters may have been diluted by flows down the western waterway.
® 2011 Final 11
3.9 Residential Property Insurance, Product Disclosure Statement, Suncorp

a) The PDS definition of “flash flood" is flood or a combination of flood mixed with
rainwater runoff, caused by rain falling within 24 hours immediately before the
Building or Common Contents are damaged by the flash fiood. It does not mean
water from the sea.

b) The PDS definition of “flood” is the covering of normaily dry land by water
escaping, overflowing or being released from the normal confines of a:

* river, creek or any other natural watercourse whether or not it has been

altered or modified




» canal or channel

« lake or

* reservoir or dam,

A flood is not water from:

* the sea

+ tsunami

+ a burst or leaking water main or fire hydrant or

» a burst or leaking pipe or water container at the building

¢) The PDS definition of “rainwater runoff’ is water pooling or flowing across
normally dry land caused by rain falling in your local area without any mixing,
contribution or involvement of water from flood. Rainwater run-off does not mean
water from the sea.

4 Summary

a) On 10n, 11mand 12n January 2011 significant rainfall events occurred in the
Middle Park area and across the Brisbane, Bremer and Lockyer Catchments of
over 200mm in the three days and greater than 70mm in a single 24 hour period.

b) Large areas of the Brisbane, Bremer and Lockyer catchments were inundated as
a result of these waterways breaking their banks.

c) This report focuses on the Fairway Views complex and the immediate surrounds.
d) Detailed Hydrologic modelling has not been undertaken for this report and only
limited information has heen provided by Briskane City Council and Bureau of
Meteorology at the time of preparing this report.

e) The properties at Fairway Views were constructed above the DFL (11.9m AHD)
yet experienced water through Units 1-13 peaking at ~13.2m AHD on 12

January and receding on 13 January 2011,

f) The BOM river height station data for Jindalee Alert indicates the peak occurred
at 12.9m AHD, 0.3m lower than the water level observed in the inundated units.

g) The BOM and BCC confirmed that the event on 13w January 2011 did not
exceed the DFL (1974) at the Brisbane Port Office station.

h) Based on the review of the information available, and the definition of flash
flooding detailed in the Suncorp PDS, it is reasonable to conclude that 300mm of
the damage to the Fairway Views properties was a result of rainwater runoff within 24
hours of the rainfall events, combining with tailwater conditions in the

MaclLeod Golf Course to the north, as a result of the 12.9m AHD river level,
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15" June 2011

Ms. Christina Eiler
Dispute Resolutions
QBE

Re Claim No.

I contacted Peter Andrew because your dispute resclution process states | should contact the person handiing my file
and he was the only one from your organisation who has canlacted me other than signed letters with no name on
them

Dear Chrisiina

The iast letter dated 8™ June sets out your reasons for rejecting my claim and has with it voluminous paperwork
purporting to represent accurate facts and figures. | would like to set out some of the reasons they are incorrect and

not refiable

Starting wilh the independent hydroiogy report. it is true that David Cox from Water Technology Pty. Ltd. attended our
house on 18" April. in his report he quotes many measurad and estimated jeveis but | can assure you that he took no
measurements at our properly despite my repeated request to determine an acourate tevel for the habitable floor
space. These requests were dismissed with “we know the levels at the boltom and top of your property and the slab is
about half way up so we can guess he level’

t have aftached a copy of the Brisbane City Counzil Flood Report on the properly done at the ime of purchase which
states the highest level is 14 1m. In pages 6 and 7 of the hydrologist' s report e states that the slab floor lavelis 0 5m
below the top of the driveway which s 100mm below the highest paint on the property This therefore. by his own
caiculations puts the slab height at 13 5m_ not the 13 1m. estimated on page 21 of the report. [t may not seem a big
difference but 40om is in fact about the level of inundation which was more accurately measured and reported by the
foss adjuster it is also above the reported flootwater level for the area

Another major irregutarity in this report is the overlay of the {CA irundation extent over the Nearmap image in Figure 6-
8 Both the Interactive map provided by your adjuster and the Brisbane City Council Flood Map of Middle Park which is
attached to my emaif with cur property roughly cucled shows that floodwaters at worst anly entered the bottom eorner
and ot the dwelling The attached map also shows with yellow highiighter all the major stormwater outlets that are
channeiled onto the golf course near our property.

David Cox mentions 10 a shost paragraph on page 7 that a provided report by a highly qualified Engineer who
specialises in slormwatar and environment was reviewed but | assume none of his findings were made available to
you | have also attached some of the reievant infermation from this 99 page report to my emall and the maost
important things to note are -

1, Many of the units particularly No. 13 surveyed have lower habitable floor levels than our property
2 The stosmwater rur off waterway described 1s halfway between the property and our property.
3 The insurers of the Fairway Views property in this report have agreed that it was inundated by stormwater

run off and setiled the ¢laim

i toak David Cox on a site inspaction of this part of the golf course including the units, the stormwater outlet between
ug and another one 100m to the Wasl of our property.

Much of the other information provided in the report by your hydrologist is nct site specific and one important
disclamner is "We have not investigated the timing of any fiood o datermine if it would meet flash flood criteria”. This to
me means that the information in the report that t have provided is a far more accurate representation of events and
makes David Cox's estimations irrelevam.

Lrenoe !
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There are also some anomaiiss in the adiusters report and some of these may be due to my wife Jan's stifl distressed
state on the 19" of January after the events of the ficod Perbaps at this stage a background of the events may be
hetotul Jan & | were to fly to Melbourne on Tuesday 11" January to look after my aged mother while my sister took a
well earned break On the way to picking me up from the office 10 go {0 the airport Jan experienced unprecedented
traffic and after listering to reports on the radio jook the decision to stay betund She went back to the house and
spent all day ang without sieap through the night moved whatever she could manage to our upper level On
Wednesday morning neighbours and friends assisted her to move all whitegoods. furniture. cars and our golf buggy to
properties on higher ground thus aveiding major [oss 1o contenls The loss adiuster's report siates that she vacated
the premises on Tuesday 13" January when in fact she did not leave unti late on Wednesday when the fnundation
began but this was probably har best recollection at the time of the interview.

Because of this there is ene thing that Jan is sure of and that is that the water first eniered from the Eastern side of the
property where the abovemeéntioned stormwater run off is and not the direction that the river is in at the rear of the
properly as shown i the adjusier's report. | was present when she cleasly and correctly described this to him.

One of the items we would dispute in the adjuster’s is report is the asserlion that the waler was "Dirty” This is
corroborated in the report on the Fairway Views unis. Only some of the photos provided have been supplied with your
fetter but oiners showed clear water on the concrele slab in the lounge room after the carpet had been removed and
the carpet tself clear of any staining. Others show the brickwork paving after the water had receded and it is also
refatively ciean of sludge Some photos showed leaves and small twigs an inlerier walls up to the level of inundation

ut we contend these were washed form the golf course and surrounding areas by stormwater run off rather than
fsINg river levels

Laslly an the adjuster's report it states that the property was submerged for 12-24 hours which is clearly nol the case
and again may have been caused by misinformation from Jan | returned io Brisbane late on Wednesday night and we
went to the property at about 7.00am at which tima the water ievel had receded way below our floor level.

We have had some of the damages lisled by the adjuster repaired and | have personally rectified others within our
means however there is a concern that we are fiving in a time bomhb as none of the infernal walls have been removed
and there is probably mould which could endanger our health

It has taken you six months lo prepare your final letter and reports whilst [ have anly had a week to compite some
basic facts as to why we find your assessment to be incorrect and based on erroneous information | am sure that
given tme to study what you have provided and what is available elsewhers there will be other factors that come into
consideration.

Given this | ask that you reassess our claims using your dispute resolution process and reply to me within the 15 day
period shown in you POS

Sincerely,

Tom fischer
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Christina Eller’

.5/07/2011 12:57 PM

_c

"Peter Andrew'", "'Colin Ahern™

’lease consider the environment before printing this email.
show Details

Jdear Christina,

he 15 business day period described in your dispute resolution process has passed and | have not received a response to my
:mail and attachments dated 15" June outlining the reasons that we dispute your decision not to honour our ¢laims.

\ccording to the process in your PDS the next step is for us to present our case to the Insurance Ombudsman which is now
r intention.

Nould you please let me know if perhaps your reply has gone missing in the mail or there is anything else | should know before
aking this next step. .

“PRyely, i

[om Fischer

* On most Fridays I work on Marketing and Administrative tasks from home, but if you wish to see me please make
i appointment,

Jarvey World Travel at QPCU
31 North Quay, Brisbane Q 4003
*0 Box 13003 George Street, Brisbane Q 4003

ebsite: www.gpcu.harveyworld.com.au LT
‘ind us on Facebook!: http://www.facebook.com/pages/Brishane-Australia/Harvey-World-Travel-at-QPCU/ 106546797153"

| am travelling to Austria again this year for a

"White Christmas and New Year™ with my whole family.
Whilst we are there | will be putting together plans for a
Small Group tour to experience these delights.

Keep a watch out for the details early in 2012.

AUSTRALIA'S TRAVEL PROFESSIONALS

Cetebnating 60427

Without a travel agent, you're on your own

Disclaimer - This message and any attachments are confidential and may contain privileged information intended only for the use of the
«ddressee named above. If you are not the intended recipient of this message you are hereby notified that any use, dissemination,
flistribution or reproduction of this message is prohibited. 1f you have received this message in crror please notify Harvey World Travel
‘ranchises immediately by return e-mail. Any views expressed in this message are those of the individual sender and may not necessarily
eflect the views of Harvey World Travel at QPCU ABN 47 409 548 224,

ile://C:\Documents and Settings\uomche\Local Settings\Temp\notesd ADCE1\~web4068.htm 15/07/2011°
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>t . This message and any attachments are confidential and may contain privileged information intended

& of the addressee named above. If you are not the intended reotplent of this message you are hereby
] ';_'af‘any use, dissemination, distribution or reproduction of this message is prohibited. If you have received
+his: message in error please notify Harvey World Travel Franchises immediately by return ¢-mail. Any views

_sxpressed in this message are those of the individual sender and may not necessarily reflect the views of Harvey
World Travel Franchises ABN 65 059 507 587.

1le://C:\Documents and Settings\uomche\Local Settings\Temp\notes4 ADCE1\~web4068.htm 15/07/2011




From: Christina Eller/AU/QBE

To: “Tom Fischer - [
Datc: 15/07/2011 Q2

Subject: Re: Claims
Good Afternoon

Your claim was allocated to my colieague, Juliette Eden, to review.

Jultette is absent from work today however she can normally be reached on telephone NGz
.

| understand that she has began your review however it is not complete.
| have left a message for her to contact you on Monday.

If you are not happy with the status of the matter, you are abla to contact the Financial
Ombudsman Service, as set out in our brochure.

Regards

Chrislina Eller

Dispute Resolution Specialist
Actuanat, Risk & Govemance
QBE Ausiralia

8
QBE

Tlaes with BE L thwe well spent

From: "Tom Fischer - HWT @ QPCU"
To: "Christina Eller

Ce: "Peter Andrew™ “Colin Ahern™
Date: 15/07/2 :
Suhject: Claims

Dear Christina,

The 15 business day period described in your dispute resolutiorl\h process has passed and | have
not received a response to my email and attachments dated 15~ June outlining the reasons that
we dispute your decision not to honour our claims.




According to the process in your PDS the next step is for us to present our case to the Insurance
Ombudsman which is now our intention.

Would you please let me know if perhaps your reply has gone missing in the mail or there is
anything else | should know before taking this next step.

Sincerely,

Tom Fischer

* On most Fridays | work on Marketing and Administrative tasks from home, but if you
wish 10 see me please make an appointment.

Harvey World Travel at QPCU

231 North Quay, Brisbane Q 4003
IO Box 13003 George Street, Brisbane Q 4003
Phone:
Fax:

Email:
Website: www.gpeu.harveyworld.com.au

Find us on Facebook!: http://www.facebook.com/pages/Brisbane-Australia/karvey-World-
Travel-at-QPCU/106546797153"

A
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Without a travel agent, you're on your own




Disclaimer - This message and any attachments are confidential and may contain privileged information
intended only for the use of the addressee named above. [f you are not the intended recipient of this
message you are hereby notified that any use, dissemination, distribution or reproduction of this message is
prohibited, If you have received this message in error please notify Harvey World Travel Franchises
immediately by return e-mail. Any views expressed in this message are those of the individual sender and
may not necessarily reflect the views of Harvey World Travel at QPCU ABN 47 409 548 224,

Disclaimer - This message and any attachments are conf{idential and may contain
privileged information intended only for the use of the addressee named above. If you are
not the intended recipient of this message you are hereby notified that any use,
dissemination, distribution or reproduction of this message is prohibited. If you have
received this message in error please notify Harvey World Travel Franchises immediately
by return e-mail. Any views expressed in this message are those of the individual sender
and may not necessarily reflect the views of Harvey World Travel Franchises ABN 65
(59 507 587.



Visit us on the web at www.abe com.au
A QBE Company - NIBA General Insurer of the Year 2002 to 2010

From: Tom Fische: - HWT @ U |G

To: "Colin Ahern™

Cc: "Peter Andrew-"Andfaw Beevors‘"_
Date: 18/07/2011 09:48 AM

Subject: RE: Claims

Goad Moarning Colin,
Thank you for your reply and for overseeing this process.
{ look forward to hearing from Juliette today.

Regards,

Tom Fischer

Harvey World Travel at QPCU

231 North Quay, Brisbane Q 4003

PO Box 13003 George Street, Brisbane (@ 4003
Phone:
Fax:
Email: t

From:; Colin Ahern
Sent: Friday, 15 July 2011 3:23 PM
To: Tom Fischer -
Cc: Peter Andrew;

Tom

Thank you for your email. | would like to apologise that we have not responded within the required
timeframe and to your expectation.

| have contacted claims to enquire as to the current position in regard to your claim, and it is currently
with IDR. An IDR officer will contact you on Monday to discuss your claim with you.

Regards,

Colin Ahern




Generyl Manager, Business Pariners
Corporate Partners & Direct
QBE Australia

Visit us on the web at www.gbe.com.au
A QBE Company - NiBA General insurer of the Year 2002 to 2010

prom: 1o Fischor - [

To: "Christina Eller"’
Ce "Peter Andrew"_ "Colin Ahern'"_
Date: 16/07/2011 12:57 PM

sujoct: G [

Dear Christina,

The 15 business day period described in your dispute resolution process has passed and | have not
received a response to my erail and attachments dated 15" June outlining the reasons that we
dispute your decision not to honour our claims,

According to the process in your PDS the next step is for us to present our case to the Insurance
Ombudsman which is now our intention,

Would you please let me know if perhaps your reply has gone missing in the mail or there is anything
else | should know before taking this next step.

Sincerely,

Tom Fischer

* On most Fridays I work on Marketing and Administrative tasks from home, but if you wish
to see me please make an appointment.

Harvey World Travel at QPCU

231 North Quay, Brlsbane Q 4003
PO Box d ;
Phone:
Fax:
Email:
Website: www.gpcu.harveyworld.com.au
Find us on Facebook!:

hittp:/fwww. facebook.com/pages/Brisbane-Australia/Harvey-World-Travel-at-




i am travelling to Avstria again this year for g

"White Christras and New Year" with my whole family.
Whilst we are there | will be putting together plans for a
Small Group tour to experience these delights.

Keep a watch out for the details eatly in 2012,

AUSTRALIA'S TRAVEL PROFESSIONALS

Pelebnating 60 907

Without a travel agent, you're on your own

Disclaimer - This message and any aitachments are confidential and may contain privileged information intended
only for the use of the addressee nained above. If you are not the intended recipient of this message you are
hereby notified that any use, dissemination, distribution or reproduction of this message is prohibited. If you
have received this message in error please notify Harvey World Travel Franchises immediately by return e-mail.
Any views expressed in this message are those of the individual sender and may not necessarily reflect the views
of Harvey World Travel at QPCU ABN 47 409 548 224,

Disclaimer - This message and any attachments are confidential and may contain privileged
information intended only for the use of the addressee named above. If you are not the
intended recipient of this message you are hereby notified that any use, dissemination,
distribution or reproduction of this message is prohibited. If you have received this message
in error please notify Harvey World Travel Franchises immediately by return e-mail. Any
views expressed in this message are those of the individual sender and may not necessarily
reflect the views of Harvey World Travel Franchises ABN 65 059 507 587,

privileged. If you are not the intended recipient, any use or dissemination of the information
and any disclosure or copying of this email is unauthorised and strictly prohibited. If you have
received this email in error, please promptly inform us by reply email or telephone. You
should also delete this email and destroy any hard copies produced.

Disclaimer - This message and any attachments are confidential and may contain
privileged information intended only for the use of the addressee named above. If
you are not the intended recipient of this message you are hereby notified that any
use, dissemination, distribution or reproduction of this message is prohibited. If you
have received this message in error please notify Harvey World Travel Franchises
immediately by return e-mail. Any views expressed in this message are those of the
individual sender and may not necessarily reflect the views of Harvey World Travel
Franchises ABN 65 059 507 587,
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Fw: Claims I

Christina Eller to: Juliette Eden 77718/07?/2_01? 03:52 PM

—--- Forwarded by Christina Eller/AU/QBE on 18/07/2011 03:52 PM -----

From: "Tom Fischer

To: "Colin Ahern™

Ce "Christina Elter"” L "Pat West" |INNINININNN ' -+
Andrew"

Date: 18/07/2011 03:36 PM

Subject: RE: Claims

Colin,
Thanks again for your contact and overview of our particular claims progress.

t am fully aware of the difficuit position the events of January have put all insurers in and | don't want
to further stretch your resources by sending unending emails.

There are however some communication processes that should be adhered to so that policy holders
are not made more anxious and then have to initiate contact with your staff wasting more time. When |
sent Christina the details of our dispute | confirmed with her that a reply would be received within 15
business days. A one line email last week stating that there had been delays and that | would be
contacted within x days would have stopped this latest raft of emails with you and your officers saving
everyone time.

As for any gaps and inconsistent information, | put this down to the inadequacy of work done by the
assessor and hydrology consultant who both appeared inexperienced in their fisld and who relied on
general information rather than site specific measurements and observations.

Regards,

Tom Fischer

Harvey World Travel at QPCU

231 North Quay, Brisbane Q 4003

PO Box 13003 George Street, Brisbane Q 4003
Phone:

Fax:
Email:

From: Colin AhernW
Sent: Monday, 18 Ju :

To: Tom Fischer -
Cc: 'Christina Eller'; 'Pat West'; 'Peter Andrew'

Subject: RE: Claims [

Tom

Thanks for your email.

i have just returned the office and whilst out, had missed a call from Juliette but have now just spoken
to her. She is going to call you and update you on the progress of your dispute, and agree a strategy
which should take us to a resclution - at least as far as the IDR process is concerned. The problem is




3
i

that none of these matters are straightforward, and we obviously want to ensure that we make fair and
appropriate decisions, based on the policy cover.

Unfortunately there have been some crossed wires as | was given to understand that your claim
primarily related to frozen foods (obviously not the case) which | wanted to resolve fairly quickly.
don't have direct access to your file, but based on our conversation and my discussion with Juliette,

your concerns are obviously much more deeper seated than frozen food. My apologies in that regard.

F have suggested to Juliette that once you have spoken and agreed the steps to bring this matter to
resolution, that she schedule regular checkpoints so you can discuss the progress towards conclusion.
Juliette will explain in detail, but there are a number of inconsistencies and stil some gaps when you

lay out alt of the information which has been collected so far.

I apologise for the lengthy delay, however the sheer volume of claims and disputes has us absolutely
stretched. We have appointed new staff, however the volumes still outweigh the resourcing (our issue

I know).

Regards,
Colin Ahern N
General Manager, Business Partners
Corporate Partners & Direct

QBE Australia

Visit us on the web at www.qbe,.com.au
A QBE Company - NiBA General Insurer of the Year 2002 to 2010

From: "Tom Fischer
To: “Colln Ahern" "Christina Eller”
Ce: "Peter Andrew" [INNEEEEEEN .

Date: 18/07/2011 01:02 PM

subjec;  RE: Cloims

Colin,
Thank you for your phone call and follow up.

As mentioned on the phone we have received some small assistance packages from the various State
and Federal Government grants available and they addressed our immediate needs. They will
however not go anywhere near fixing the structural damage to our house which has been quoted at

between $50,000 and $75,000 or replacing the contents which were jisted in your assessors report.

Regards,

Tom Fischer

H.arvey World Travel at QPCU




Claim numbers
Juliette Eden to: 18/07/2011 04:44 PM

Dear Tom,

Insured: Tom Fischer
Policy numbers
Claim numbers
Risk address: IV iddle Park, Qid 4070
Date of loss: 12 January 2011

1 write further to your email correspondence with my colleagues Christina Eller and Colin Ahern
regarding the above claims.

Firstly, | must apologise for not contacting you sooner to advise you of the longer timescale in
investigating your claim. | acknowledge that | should have kept you aware of the progress of the
investigation, and | will do so in future.

I have looked at your file and the first thing is to set out as detailed a chronology as possible. This is
because the timings of the inundation event(s) will be critical in determining whether the cause was
stormwater runoff, river flood or a combination of the two. To this end, | have summarised the
information in your letter fo Christina and | set this out below. | have deliberately ignored the
information in the loss assessor's report and the hydrology report, as you have indicated that they
contain some inaccuracies {due in part to your wife's understandable distress when recounting the
order of events). | would be grateful if you could review my summary and answer the questions in bold
{where this information is known} and also add any other information you feel is relevant as to what
happened and when,

Tuesday 11 January:

e In the morning, Jan returns to the house rather than proceed to the airport as planned. Roughly
what time did she return to the house? Was it raining when she got home?

s Jan then spends all day and night moving belongings to the upper level of the house. Did she
see any storm water or river flood waters during this time? If so, where? Also, did it
continue to rain during this time? When did It stop raining?

Wednesday 12 January
In the morning, neighbours and friends help Jan to move other belongings (e. g. car and golf
buggy) to higher ground. Was it raining? Did she see any storm water or river flood waters
during this time? if so, where?

s Later that day, Jan leaves the house. At the time when she left, the inundation of the property was
just beginning. The water had come from the east of the property, not from the rear. Roughly
what time did she leave the house? Where had the water got to? e.g. had it entered the
yard only, or had it started to enter the house?

Thursday 13 January;

e Tom and Jan return to the house at about 7am. The water had receded to way below floor level.
Where was the water at this time? e.g. out of the house but still in the yard.

When we have a chronology that you can agree, | can go back to the hydrologist and ask him to

amend the report using this information. 1 can also ask him to answer specific questions and to clarify

the conclusion.

Thank you for your assistance,

Juliette

Juliette Edon




S

Dispute Resolution Specialist
Actuarlal, Risk and Governance

Direct;
Email: j
Visit us on the web at www.gbe.com
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RE: Claim numbers
Tom Fischer -

1o:

Juliette Eden'
19/07/2011 08:46 AM

Please consider the environment before printing this email.
Show Details

History: This message has been replied to.
Good Morning Juliette,

Thank you again for contacting me yesterday and for progressing our dispute resolution,

Following are the answers to the questions you sent-

L™
: Vf Tuesday 11 January:

® [n the morning, Jan returns to the house rather than proceed to the airport as planned.
Roughly what time did she return to the house? 4,00PM

Was it raining when she got home? Yes

® Jan then spends all day and night moving belongings to the upper level of the house.

Did she see any storm water or river flood waters during this time? Yes

Page 1 of 2

If so, where? On parts of the Golf Course particularly the low area to the east of our property

where the stormwater flows to the creek.
Also, did it continue to rain during this time? Yes

When did it stop raining? Late afternoon
g

J Wednesday 12 January;

¢ In the morning, neighbours and friends help Jan to move other belongings (e.g. car and golf buggy) to

higher ground.
Was it raining? No
Did she see any storm water or river flood waters during this time? Yes
if so, where? On parts of the Golf Course particularly the low area to the east of our

property where the stormwater flows to the creek.

¢ Later that day, Jan leaves the house. At the time when she left, the inundation of the property was just

beginning. The water had come from the east of the property, not from the rear.
Roughly what time did she leave the house? 2.30PM

. Where had the water got to? Covering pavers around house

e.g. had it entered the yard only, or had it started to enter the house? Had not entered house
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at 2.30pm. Jan returned to the house at 6.30pm to get her contact lenses and at that time the water
was in the laundry and bathroom up to
about 20cm.

Thursday 13 January:

¢ Tom and Jan return to the house at about 7am. The water had receded to way helow floor level.

Where was the water at this time? e.g. out of the house but stilf in the yard. i
was closer to 6.30am when we returned and the water was well out of the house but still in the yard.
A neighbour who was up at 5.30am said that the

water had receded before then.

Please let me know if you need any other information or documentation to assist you with your deliberations.

Regards,

Tom Fischer

Harvey World Travel at QPCU

231 North Quay, Brisbane Q 4003

PO Box 13003 George Street, Brisbane Q 4003
Phone:
Fax;
Email: t

Disclaimer - This message and any attachments are confidential and may contain
privileged information intended only for the use of the addressee named above. If you
are not the intended recipient of this message you are hereby notified that any use,
dissemination, distribution or reproduction of this message is prohibited. If you have
received this message in error please notify Harvey World Travel Franchises
immediately by return e-mail. Any views expressed in this message are those of the

individual sender and may not necessarily reflect the views of Harvey World Travel
Franchises ABN 65 059 507 587.
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Flood map

Juliette Eden to:_ 19/07/2011 11:03 AM

Tom,

in your letter of 15 June 2011, you refer to and enclose a Brisbane City Council Flood Map showing
Middle Park.

Please would you canfirm that you obtained this map from this website:

http:/fwww.brisbane.qld.gov.au/community-support/emergency-management/flooding/Understand-your
-flood-risk/flood-flag-map/index.htm

by selecting Middle Park from the drop down menu, which gives this map:

http://www,brisbane.qld.gov.au/2010%20L ibrary/2009%20PDF % 20and%20Docs/5. Community%20Su
pport/5.4%20Emergency%20management/Fiood%20mapsfflooding_middle_park_flood_flag_map.pdf

Regards,

Juliette

Juliette Eden
Dispute Resolution Specialist
Actuarial, Risk and Governance

Visit us on the wab at www.qbe.com
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RE: Flood ma

Tom Fischer

to:

Juliette Eden’

19/07/2011 11:17 AM

Please consider the environment before printing this email.

Show Details

Juliette,

The map | attached to the email sent on 15" June was sourced from the hydrology report prepared for the
Fairway Views Units,

| have compared this map and the one on the link you sent me and they appear to be identical.

Regards,

Tom Fischer

Harvey World Travei at QPCU
231 North Quay, Brisbane Q 4003
PO Box 13003 George Street, Brisbane Q 4003

Phone:
Fax:
Email:

From: Juliette Eden [
Sent: Tuesday, 19 July 2011 11:04 AM

To: I

Subject: Flood map

Tom,

In your letter of 15 June 2011, you refer to and enclose a Brisbane City Council Flood Map showing Middie
Park.

Please would you confirm that you obtained this map from this website:

http:/www . brisbane.gld.gov.au/commu nigy—supgorUemergency~managemenb’ﬂoodingg'Understand-your~ﬂood-
risk/flood-flag-map/index.htm

by selecting Middle Park from the drop down menu, which gives this map:

hitp://www. brisbane.gld.gov. au/2010%20Library/2009%20PDF %20and %20D ocs/5. Community %
20Support/5.4%20Emergency%20management/Flood %20maps/flooding middle_park flood_flag_map.pdf

Regards,

Juliette

Julieile Eden
Dispute Resolution Specialist
Actuarial, Risk and Governance

Vislt us on the web at www.gbe.com
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IMPORTANT NOTICE : The information in this email is confidential and may also be privileged. If
you are not the intended recipient, any use or dissemination of the information and any disclosure or

copying of this email is unauthorised and strictly prohibited. If you have received this email in error,

please promptly inform us by reply email or telephone. You should also delete this email and destroy
any hard copies produced.

Disclaimer - This message and any attachments are confidential and may contain
privileged information intended only for the use of the addressee named above. If you

~ are not the intended recipient of this message you are hereby notified that any use,
dissemination, distribution or reproduction of this message is prohibited. If you have
received this message in error please notify Harvey World Travel Franchises
immediately by return e-mail. Any views expressed in this message are those of the
individual sender and may not necessarily reflect the views of Harvey World Travel
Franchises ABN 65 059 507 587.

S
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Fischer -
Juliefte Eden to: 25/07/2011 12:.02 PM

Dear Tom,

I can confirm that | have now instructed the hydrology to prepare a supplementary report regarding the
inundation of your property. | have asked him to comment on a number of specific issues, including
the issues you raised in your letter of 15 June and the report by Drapper Environmental Consultants. |
have asked him to contact you directly to arrange a mutually convenient appointment.

Once the report is available, | will endeavour to conclude my investigations and provide a full response
within a further 15 business days.

| should also remind you that you are entitled to take your dispute to the Financial Ombudsman
Service (FOS). FOS provides a free and independent dispute resolution service for consumers who
have general insurance disputes that are covered by its Terms of Reference. You can contact FOS at:

Financial Ombudsman Service
GPO Box 3

Melbourne, VIC 3001

Tel: 1300 780 808

Fax: (03) 9613 6399

Email: info@fos.org.au
Web: www.fos.org.au

If you have any further queries, please do not hesitate to contact me.
Regards,

Juliette

Juliette Eden

Dispute Resclution Specialist
Actuarial, Risk and Governancs
Direct:

Email:
Visit us on the web at www.qbe.com




Page | of 2

RE: Fischer - Brisbane
Tom Fischer
to:

Juliette Eden'
25/07/2011 12:50 PM

Please consider the environment before printing this email.
Show Details

Dear Juliette,
Thank you for keeping us up to date with the progress of our disputed claim.

Regards,

Tom Fischer

Harvey World Travel at QPCU
231 North Quay, Brisbane Q 4003
PO Box 13003 George Street, Brisbane Q 4003

From: Juliette Eden
Sent: Monday, 25 3

ul 2011 12:03 PM

, Brisbane

Dear Tom,

t can confirm that | have now instructed the hydrology to prepare a supplementary report regarding the
inundation of your property. | have asked him to comment on a number of specific issues, including the
issues you raised in your letter of 15 June and the report by Drapper Environmental Gonsuitants. | have

asked him to contact you directy to arrange a mutually convenient appointment.

Once the report is available, | will endeavour to conclude my investigations and provide a full response within
a further 15 business days.

I should also remind you that you are entitled to take your dispute to the Financlal Ombudsman Service
(FOS). FOS provides a free and independent dispute resolution service for consumers who have general

insurance disputes that are covered by its Terms of Reference, You can contact FOS at:

Financial Ombudsman Service
GPOBox 3

Meibourne, VIC 3001

Tef 1300 780 808

Fax: (03) 9613 6309

Email; info@fos.org.au

Web: www.fos.org.au

If you have any further queries, please do not hesitate to contact me.
Regards,

Juliette
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RE: Fischer - Brisbane
Tom Fischer
to:

'Juliette Eden’

19/08/2011 04:37 PM

Ce:

"'Colin Ahern", "'Peter Andrew"

Please consider the environment betore printing this email.
Show Details

Dear Juliette,

On the 25" July you emailed me and advised that you have instructed your Hydrologist to review his findings
and contact me to arrange a muiually agreeable appointment.

You offered to contact me every Monday morning with an update but | said that wasn't necessary and to only
let me know when there was any significant news.

As more than 15 business days have passed again without any contact from the Hydrologist or you | will be
taking your advice also contained in the email to put my dispute in the hands of the Financial Ombudsman.

Whilst there was understanding in the initial stages of the claims process as to the enormity of the task your
staff had, there Is now no longer an excuse for not addressing issues in a timely manner. | must say this is
disappointing as nobody in your organisation has kept any of the commitments made and | will be
highlighting this to the ombudsman in my submission.

Regards,

Tom Fischer

Harvey Waorld Travel at QPCU

231 North Quay, Brisbane Q 4003

PO Box 13003 George Street, Brisbane Q 4003
Phone:
Fax:
Email:

From: luliette Eden
Sent: Monday, 25 July 2011 12:03 PM
To:

- ]
Subject: Fischer Frisbane
Importance: Hig

Dear Tom,

I can confirm that | have now instructed the hydrology to prepare a supplementary report regarding the
inundation of your property. | have asked him to comment on a number of specific issues, including the
issues you raised in your letter of 15 June and the report by Drapper Environmental Consultants. | have

asked him to contact you directly to arrange a mutually convenient appointment,

Once the report is available, | will endeavour to conclude my investigations and provide a full response within
a further 15 business days.

| should also remind you that you are entitled to take your dispute to the Financial Ombudsman Service

{FO3). FOS provides a free and independent dispute resolution service for consumers who have general
insurance disputes that are covered by its Terms of Reference. You can contact FOS at:
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Financial Ombudsman Service
GPO Box 3

Melbourne, VIC 3001

Tel: 1300 780 808

Fax: (03) 9613 6399

Emalil: info@fos.org.au

Web: www fos,org.au

If you have any further queries, please do not hesitate to contact me.
Regards,

Juliette

Julielte Bden
Dispute Resolution Specialis
Acluarial, Risk and Governance

151t 45 on [he wWeb at www.ghe.com

If you are not the intended recipient, any use or dissemination of the information and any disclosure
or copying of this email is unauthorised and strictly prohibited. If you have received this email in
error, please promptly inform us by reply email or telephone. You should also delete this email and
destroy any hard copies produced,

Disclaimer - This message and any attachments are confidential and may contain
privileged information intended only for the use of the addressee named above. If you
are not the intended recipient of this message you are hereby notified that any use,
dissemination, distribution or reproduction of this message is prohibited. If you have
received this message in error please notify Harvey World Travel Franchises
immediately by return e-mail. Any views expressed in this message are those of the
individual sender and may not necessarily reflect the views of Harvey World Travel
Franchises ABN 65 059 507 587. |
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Tom Fischer .Eriboll Close, Middte Park -Claim No m

Richard Feld to: 22/08/2011 11:27 AM
Beo: Juiiette Eden,

Dear Tom
| refer to your email 19 August 2011 to our Juliette Eden.

| confirm that this matter has now been transferred from Juliette to myself and that | will be conducting
the internat dispute resolution process for you.

| have had a telephone conversation earlier today with our hydrologist, David Cox from Water
Technology. Mr Cox confirmed with me that he will attempt to make contact with you by telephone,
within the next 48 hours, to arrange a second site visit with you to assist in the preparation of his
supplementary report.

Please feel free to contact me at any time should you have any questions. | will keep you updated as
to the progress of the supplementary report, and once received | will attempt to complete my
investigations and provide a full response to you within 15 business days thereafter.

Regards

Richard Feld
Dispute Resoiution Specialist
Actuarial, Risk & Governance

QBE Australia

Visit us on the web at www.gbe.com.au

Thave with &BE s thae well spent
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Subject: Tom Fischer_Middle Park _

Dear Tom
| refer to your email 19 August 2011 to our Juliette Eden.

| confirm that this matter has now been fransferred from Juliette to myself and that | will be conducting the
internal dispute resolution process for you.

{ have had a telephone conversation earlier today with our hydrologist, David Cox from Water Technology. Mr
Cox confirmed with me that he will attempt to make contact with you by telephone, within the next 48 hours, to

arrange a second site visit with you to assist in the preparation of his supplemsntary report.

Please feel free to contact me at any time should you have any questions. | will keep you updated as to the
progress of the supplementary repert, and once received 1 will attempt to complete my investigations and

provide a full response to you within 15 business days thereafter.

Regards

Dispute Resolulion Specialist
Aciuarial, Risk & Governance
OBE Auslralia

you are not the intended recipient, any use or dissemination of the information and any disclosure or
copying of this email is unauthorised and strictly prohibited. If you have received this email in error,
please promptly inform us by reply email or telephone. You should also delete this email and destroy
any hard copies produced.

Disclaimer - This message and any attachments are confidential and may contain privileged
information intended only for the use of the addressee named above. If you are not the intended
recipient of this message you are hereby notified that any use, dissemination, distribution or
reproduction of this message is prohibited. If you have received this message in error please notify
Harvey World Travel Franchises immediately by return e-mail. Any views expressed in this message
are those of the individual sender and may not necessarily reflect the views of Harvey World Travel
Franchises ABN 65 (59 507 587.
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Subject: Tom Fischer JJEriboll Close, Middle Park -Claim No_

Dear Tom
| refer to your email 19 August 2011 to our Juliette Eden.

I confirm that this matter has now been transferred from Juliette to myself and that | will be conducting the
internal dispute resolution process for you,

t have had a telephone conversation eartier today with our hydrologist, David Cox from Water Technology. Mr
Cox confirmed with me that he will attempt to make contact with you by telephone, within the next 48 hours, to

arrange a second site visit with you to assist in the preparation of his supplementary report.

Please feel free to contact me at any time should you have any questions, | will keep you updated as to the
progress of the supplementary report, and once received | will attempt to complete my investigations and
provide a full response to you within 15 business days thereafter.

Regards

Richard Feld

Dispute Resoiulion Specialist
Acluarial, Risk & Governance
QBE Australia

I1SIL us on the web at www.ghe.com.au

you are not the intended recipient, any use or dissemination of the information and any disclosure or
copying of this email is unauthorised and strictly prohibited, If you have received this email in error,
please promptly inform us by reply email or telephone. You should also delete this email and destroy
any hard copies produced.

Disclaimer - This message and any attachments are confidential and may contain privileged
information intended only for the use of the addressee named above. If you are not the intended
recipient of this message you are hereby notified that any use, dissemination, distribution or
reproduction of this message is prohibited. If you have received this message in error please notify
Harvey World Travel Franchises immediately by return e-mail. Any views expressed in this message
are those of the individual sender and may not necessarily reflect the views of Harvey World Travel
Franchises ABN 65 059 507 587.
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BE: Tom Fischer B Eriboll Close, Middle Park -Claim No _

|
,_ to: Tom Fischer - 22/08/2011 03:38 PM

Dear Tom
| acknowledge receipt of your email below received at 12.39pm earlier today.

| am informed that Water Technology has made contact with you today and will be attending your
premises on Wednesday 24 August 2011 at 2.30pm for the second site inspection.

Regards

Dispute Resclution Specialist
Acluarial, Risk & Governance

QBE Australia

Visit us on the wab at www.gbe.com.au

QBE

Tlhine with @BE (s tlhiawe well spent

"Tom Fischer-_ Dear Richard, 22/08/2011 12:39:51 PM

From: “Tom Fischer -

To:

Cc: “Colin Ahern™ I, " Pater Andrew™
Date: 22/08/2011 12:39 PM

Subject: RE: Tom Fischer | iddle Park -Claim No —

Thank you for your email but why did it again take a contact from us to obtain information on the
current status of our claims. :

You give no reason for the inaction over the past weeks nor why you have taken over the dispute
resolution of our claim. This is your prerogative but wouid indicate to anyone that it is not being dealt
with properly,

it is also within your rights to have the same hydrologist prepare a supplementary report on our
property but based on the initial interview and cursory manner in which the first findings were reported
| don't have any confidence that a second assessment will receive any better attention.

Given all this | will still be sending copies of all the correspondence between us and QBE to the
Financial Ombudsman to review as well as making submissions to the Queensland Flood Commission
of Enquiry and The Commonwealth National Disaster Insurance Review showing a timeline of the
QBE responses to our claim.

Regards,




Tom Fischer

Harvey World Travel at QPCU

231 North Quay, Brisbane Q 4003

PO Box 13003 George Street, Brisbane (@ 4003
Phone:

Fax:
Emaii:

y AUSTRALIA'S TRAVEL PROFESSIONALS

Without a travel agent, you're on your own

Disclaimer - This message and any attachments are confidential and may contain privileged information
intended only for the use of the addresses named above, If you are not the intended recipient of this message you
are hereby notified that any use, dissemination, distribution or reproduction of this message is prohibited. If you
have teceived this message in etror please notify Harvey World Travel Franchises immediately by return e-mail.
Any views expressed in this message are those of the individual sender and imay not necessarily reflect the views
of Harvey World Travel at QPCU ABN 47 409 548 224.

From: Richard Fel

Sent: Monday, 22 August 2011 11;28 AM
To:
Subject: Tom Fischer- Middle Park _

Dear Tom
| refer to your email 19 August 2011 to our Juliette Eden.

| confirm that this matter has now been transferred from Juliette to myself and that | will be conducting
the internal dispute resolution process for you,

I have had a telephone conversation earlier today with our hydrologist, David Cox from Water
Technology. Mr Cox confirmed with me that he will attempt to make contact with you by telephone,
within the next 48 hours, to arrange a second site visit with you to assist in the preparation of his

supplementary report.

Please feel free to contact me at any time should you have any questions. | will keep you updated as
to the progress of the supplementary report, and once received | will attempt to complete my

investigations and provide a full response to you within 15 business days thereafter.

Regards

Richard Feld

Dispute Resolution Specialist
Actuarial, Risk & Governance
QBE Australia




Visit us on the web at www.gbe.com.au

privileged. If you are not the intended recipient, any use or dissemination of the information
and any disclosure or copying of this email is unauthorised and strictly prohibited. If you have
received this email in error, please promptly inform us by reply email or telephone. You
should also delete this email and destroy any hard copies produced.

Disclaimer - This message and any attachments are confidential and may contain
privileged information intended only for the use of the addressee named above. If
you are not the intended recipient of this message you are hereby notified that any
use, dissemination, distribution or reproduction of this message is prohibited. If you
have received this message in error please notify Harvey World Travel Franchises
immediately by return e-mail. Any views expressed in this message are those of the
individual sender and may not necessarily reflect the views of Harvey World Travel
Franchises ABN 65 052 507 587.
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RE: Tom Fischer Middle Park -Claim No _
Tom Fischer

to:

'Richard Feld'

22/08/2011 03:46 PM

Please consider the environment before printing this email,
Show Details

Dear Richard,
Thank you for getting back to me.

| have made an appointment with David Cox and a colleague to attend our house at 2.30pm on Wednesday
this week,

Regards,

Tom Fischer

Harvey World Travel at QPCU
231 North Quay, Brisbane Q 4003
PO Box 13003 George Street, Brisbane Q 4003

Without a travel agent, you're on your own

Disclaimer - This message and any atiachments are confidential and may contain privileged information intended only
for the use of the addressee named above. [f you are not the intended recipient of this message you are hereby notified
that any use, dissemination, distribution or reproduction of this message is prohibited. If you have received this message
in error please notify Harvey World Travel Franchises immediately by return e-mail. Any views expressed in this
message are those of the individual sender and may not necessarily reflect the views of Harvey World Travel at QPCU
ABN 47 409 548 224,

From: Richard Fel _

Sent: Monday, 2
To: Tom Fischer
subject: R Tom Fische [N "< =« -

Dear Tom

i acknowledge receipt of your emall below received at 12.389pm earlier today.

I am informed that Water Technology has made contact with you today and will be attending your premises on
Wednesday 24 August 2011 at 2.30pm for the second site inspection.

Regards

Richard Felo
Lispute Resolution Spacialist
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Actuarial, Risk & Governance
QBE Australia

!ssil us on the we! al www.q! &.com.au

O QBE
Time with QBE bs time well spent

To: "Richard Feld"

Peter Andrew"'_
Date: 22/08/2011 12:39 PM
Subjoct: RE: Tam Fische_ Middle Park -Claim N_

Ce “Golin Ahem™ <

Dear Richard,

Thank you for your email but why did it again take a contact from us to obtain information on the current
status of our claims.

You give no reason for the inaction over the past weeks nor why you have taken over the dispute resolution of
our claim. This is your prerogative but would indicate to anyone that it is not being dealt with properly.

It is also within your rights to have the same hydrologist prepare a supplementary report on our property but
based on the initial interview and cursory manner in which the first findings were reported | don't have any

confidence that a second assessment will receive any better attention.

Given all this | will stil} be sending copies of all the correspondence between us and QBE to the Financial
Ombudsman to review as well as making stbmissions to the Queensland Flood Commission of Enquiry and
The Commonwealth National Disaster Insurance Review showing a timeline of the QBE responses to our

claim.

Regards,

Tom Fischer

Harvey World Travel at QPCU

231 North Quay, Brisbane Q 4003

PO Box 13003 George Streel, Brisbane Q@ 4003
Phone;

Fax:

Email

AUSTRALIA'S TRAVEL PROFESSIONALS
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Without a travel agent, you're on your own

Disclaimer - This message and any attachments are confidential and may contain privileged information intended only
for the use of the addressee named above. If you are not the intended recipient of this message you are hereby notified
that any use, dissemination, distribution or reproduction of this message is prohibited. If you have received this message
in error please notify Harvey World Travel Franchises immediately by return e-miail. Any views expressed in this
message are those of the individual sender and may not necessarily reflect the views of Harvey World Travel at QPCU

ABN 47 409 548 224.

From:

Sent: Monday, 22 August 2011 11:28 AM
To

subject: Tom Fische: I "ode P [

Dear Tom

| refer to your email 19 August 2011 to our Juliette Eden.

| confirm that this matter has now been transferred from Juliette to myself and that | will be conducting the
internal dispute resolution progess for you.

I have had a telephone conversation earlier today with our hydrologist, David Cox from Water Technology. Mr
Cox confirmed with me that he will attempt to make contact with you by telephone, within the next 48 hours, to

arrange a second site visit with you to assist in the preparation of his supplementary report.

Please feel free to contact me at any time shouid you have any guestions, | will keep you updated as to the
progress of the supplementary reporl, and once received | wiil attempt to complete my investigations and
provide a full response to you within 15 business days thereafier.

Regards

Mmpu e resoichion Specialist

Acluarial. Risk & Governance
QBE Australia

Visit us on the web at www.gbe.com.au

A ' ' j.{“""‘ w

you are not the intended recipient, any use or dissemination of the information and any disclosure or
copying of this email is unauthorised and stricily prohibited, If you have received this email in error,
please promptly inform us by reply email or telephone. You should also delete this email and destroy
any hard copies produced.
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Disclaimer - This message and any attachments are confidential and may contain privileged
information intended only for the use of the addressee named above. If you are not the intended
recipient of this message you are hereby notified that any use, dissemination, distribution or
reproduction of this message is prohibited. If you have received this message in error please notify
Harvey World Travel Franchises immediately by return e-mail. Any views expressed in this message
are those of the individual sender and may not necessarily reflect the views of Harvey World Travel
Franchises ABN 65 059 507 587.

IMPORTANT NOTICE : The information in this email is confidential and may also be privileged. 1f
you are not the intended recipient, any use or dissemination of the information and any disclosure or
copying of this email is unauthoriscd and strictly prohibited. 1f you have received this email in error,
please promptly inform us by reply email or telephone. You should also delete this email and destroy
any hard copies produced.

Disclaimer - This message and any attachments are confidential and may contain privileged
information intended only for the use of the addressee named above. If you are not the intended
recipient of this message you are hereby notified that any use, dissemination, distribution or
reproduction of this message is prohibited. If you have received this message in error please notify
Harvey World Travel Franchises immediately by return e-mail. Any views expressed in this message
are those of the individual sender and may not necessarily reflect the views of Harvey World Travel
Franchises ABN 65 059 507 587,
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RE: Tom Fiscl', miadre ot |

Tom Fischer -

to:

'Richard Feld'

25/08/2011 08:56 AM

Ce:

"Colin Ahern', "'Peter Andrew"

Please consider the environment before printing this email.
Show Details

Dear Richard,

Thank you for finally arranging the hydrologists to revisit our property. Unfortunately this was a total waste of
QBE's money and our time.

David Cox attended with his team leader Chris whose sole intention was to justify David's initial report. They
had no intention of doing any further investigation and had a closed mind to the cause of inundation to our
house. One comment was that they had done hundreds of these and they were all caused by flooding. Chris
said that they disagreed with the findings of the report on a neighbouring property which we presented but this
puts them and QBE at odds with the Insurers of that property who have accepted it as correct and settled
claims on that basis.

Chris stated that they had a dumpy level in their car to measure the habitable floor level but there was never
an intention to use it or take any other observations. It took several requests to get them to inspect the
stormwater outlet 100 metres from our house from which we belleve the inundation may have originated. At
the site Chris conceded that in fact that it was a stormwater culvert that channelled the water onto the golf
course.

You will be aware by now that we have made a submission to the Financial Ombudsman to review this case
and QBE's handling of it. It is unfortunate that it has come to this but you would have to agree that up to this
point we have been more than understanding and accepting of your actions although they hardly constitute
timely and diligent processes even considering the exceptional circumstances.

Regards,

Tom Fischer

Harvey World Travel at QPCU
231 North Quay, Brisbane Q 4003
PO Box 13003 CGieorge Street, Brisbane

From: Richard Feid I
Sent: Monday, 22 August 201 ' M
To:

Subject: Tom Fischer
I refer to your email 19 August 2011 to our Juliette Eden.

Dear Tom

| confirm that this matter has now been transferred from Juliette to myself and that | will be conducting the
internal dispute resolution process for you.

| have had a telephone conversation earlier today with our hydrologist, David Cox from Water Technology. Mr

Cox confirmed with me that he will attempt lo make contact with you by telephone, within the next 48 hours, to
arrange a second site visit with you to assist in the preparation of his supplementary report.
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Plaasa fasl free to contact me at any time should you have any questions. | will kesp you updated as to the
progress of the supplementary report, and once received | will attempt to complete my investigations and

provide a full response to you within 15 business days thereafter.

Regards

Richard Feld
Dispute Resolulion Specialis!
Actuarial, Risk & Govarnance

Visit us on lhe web at www.qbe com.au

you are not the intended recipient, any use or dissemination of the information and any disclosure or
copying of this email is unauthorised and strictly prohibited. If you have received this email in error,
please promptly inform us by reply email or telephone. You should also delete this email and destroy
any hard copies produced.

Disclaimer - This message and any attachments are confidential and may contain privileged
information intended only for the use of the addressec named above, If you are not the intended
recipient of this message you are hereby notified that any use, dissemination, distribution or
reproduction of this message is prohibited. If you have received this message in error please notify
Harvey World Travel Franchises immediately by return e-mail. Any views expressed in this message
are those of the individual sender and may not necessarily reflect the views of Harvey World Travel
Franchises ABN 65 059 507 587.
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AM’A&JAM@N'F @

insured: Tom £
Policy no:

Claim no:

Date of note: July 2011

JUE engaged in SPeaking to Colin Ahern on his calling.  JUE expiained that there are a
number of gaps and ingonsistencies in the information on file. Further clarification is required
from the insured. Also it is likely that & supplementary sile specific hydrolegy report wilt be
necessary. Agreed JUE wifl call the insured to update him on progress and agree a strategy

for the IDR process. JUE to call the insured once a week (e.g. every Monday) to update him
on the IDR

JUE engaged in telephoning the insured. JUE apoiogised for not contacting him sooner tg
advise him of the longer timescale in resolving the claim.

JUE explained that, having reviewed the file in detall, there are a number of inconsistencies
the information as to what happened and when, The insured acknowiedged thaf some of the
information provided by his wife was wrong as she was still upset when the foss adjuster
visited. He has tried to address this in his fetter of 15 June. | explained that we need as
detailed a chronology as possible, because there may have been more than one inundation
event and the timings of the inundation eveni{s) will be vital in determining whethar the
cause(s) was stormwater runoff, river floed or a combination of the twa Therefore, | will
summarisa the information in kis fetter, and asked various questions where more information
or clarification is required. 1 wilt ignore the information in the loss asseseors repart and the
hydralogy report, due fo potential inaccuracies. | asked him to review the summary and
answer the questions and also add any other relevant information.

JUEE explained that it is |ikely we will need a supplementary site specific hydrojogy report to
deal with the new information / clarifications, and also to address the issues he raises in his
latter of 18 June. | will instruct the hydrologist once 1 have the above information.

I said that | would call him every week to update him, and would Mondays he acceptable?
The insured said that he understood that our resources were strelched and that there was no
point using up my and his vaiuabie time to call him if nathing has happened. He suggeste,
and | agreed at his insistence, that | only cait kimy when | had something to report. He said
that there is no point i calling only to confirm that the report had not been received |
explained that once | instruct the hydrologist, the next step is to await receipt of the hydrotogy
report which is likely to take about 6 weeks.
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