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Declaration in response to a Requirement to Provide a Statement to the Commission

I, PAUL ANDREW FAHEY, ofl Dawn Fraser Avenue, Sydney Olympic Park, in the State of
New South Wales, General Manager — General Insurance, Comminsure do solemnly sincerely
and truly affirm and declare that the taking of any oath is objectionable to me and | do also
solemnly sincerely and truly affirm and declare that:

(a} the information in the Statement to Commission of Inquiry annexed hereto as Appendix A
and dated 23 September 2011 provided by me on behalf of Comminsure to the Queensland
Floods Commission of Inquiry pursuant to its Requirement dated 5 September 2011 (as
amended on 12 September 2011) has been prepared on the basis of searches of
Comminsure's business records and databases and enquiries of staff between 5 September
2011 and 23 September 2011; and

{b) that information is true to the best of my knowledge, information and belief,

I make this solemn declaration conscientiously believing it to be true and by virue of the
provisions of the Oaths Act 1867.

Declared at Sydney, in the_' State of New South Wales on 23 September 2011 before me:

PAUL ANDREW F Y
Solicitor of the Supreme Court

of New South Wales
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Response 12:

Comminsure refers to its response to Question 11 which provides an outline of the steps taken in
the process by which claims arising from the Queensland floods between December 2010 and
January 2011 were processed, assessed and determined.

in this response the term ‘site inspections’ refers to the attendance at an insured property by a
provider referred to in Response 12.1.3 {below) for the purpose of conducting or contributing to the
conduct of the claim assessment process.

Response 12.1:

Site inspections were undertaken for the purpose of assisting Comminsure to determine issues
relating to liability and, where liable, the quantum of liability for claims arising from the Queensland
floods.

Response 12.1.1:

At least one site inspection was undertaken for the majority (79%) of claims which include a home
building risk arising from the Queensland floods. In the remaining 21% of cases, site inspections
were not undertaken because sufficient information was obtained from other sources (including
information provided by policyholders, or obtained from hydrology information) to enable
Comminsure to determine liability under the terms of the Comminsure Home Insurance policy —
refer to Response 12.2.1 for information relating to these cases.

Response 12.1.2 and 12.1.3:

The timing of site inspections varied during the course of the response to the Queensland floods. In
accordance with standard claims management process, the majority of site inspections were
arranged at the time of the initial notification and registration of the claim. However, a number of
site inspections occurred later in the claims management process as part of subsequent claim
reviews where liability had initially been determined on the basis of overarching or area-specific
hydrology information (refer to Response 12.3).

Site inspections were undertaken by the providers indicated below:

* Internal assessors;

e External assessors;

e Builders or Building consultants;
¢ Hydrologists.

Response of PAUL ANDREW FAHEY.......
Witnessed by PENELOPE JANE PALMER
Date of Statement: 23" September 2011...............
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Responses 12.2.3 and 12.2.4:

The claims referred to in Response 12.2.1 were declined without or prior to a site inspection being
undertaken where hydrology information contained in overarching hydrology reports provided
sufficient evidence in respect of the timing and cause of the relevant losses to determine liability as
defined in the Comminsure Home Insurance Product Disclosure Statement (PDS} — for example,
determining that a ‘flood’ had caused the loss.

Equally, site inspections were not undertaken in respect of 525 claims where liability for flash
flooding was accepted on the basis of overarching hydrology evidence and quantum of loss could be
determined by reference to invoices or quotes to substantiate the losses claimed, or in certain
circumstances where losses were readily established without a site inspection — for example, losses
of fencing, ocutdoor water pumps or food spoilage.

In both cases, where liability was accepted or declined, the reason for not performing a site
inspection was that sufficient evidence in respect of the particular claim had been obtained to
adequately determine the cause of loss and any other issues relating to liability.

In respect of the claims referred to in Response 12.2.1 and as appropriate to the circumstances of
each relevant claim Comminsure relied upon the following sources of information:

e Reports and descriptions of loss provided by the policyholder;

e Photographs;

* Hydrology evidence;

e Proof of purchase documentation, including invoices or receipts;
e Repair / reinstatement quotations.

Response 12.3.1:

Comminsure engaged WorleyParsons Services Pty Limited to provide hydrology information prior to,
during and subsequent to the Queensland floods which occurred between December 2010 and
January 2011. In respect of flooding occurring in Queensland, WorleyParsons were engaged
continuously from early-October 2010 throughout the period of the Queensland floods for the
purpose of providing hydrology information to assist Comminsure to determine liability under the
terms of the Comminsure Home Insurance policy.

Comminsure provided written instructions to WorleyParsons — examples are provided below (refer
overleaf):

Response of PAUL ANDREW FAHEY......!
Witnessed by PENELOPE JANE PALMER|
Date of Statement: 23™ September 2011...............
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Response 12.3.2:

A copy of Comminsure’s Home Insurance Product Disclosure Statement was provided to
WorleyParsons to enable assessment of hydrology information to be conducted having regard to
Comminsure’s policy wording. WorleyParsons were requested to provide specific timings, reasons
for and cause of inundation or damage by water to ensure alignment of outcomes to the
Comminsure policy wording.

Response 12.3.3:

CommiInsure received reports from WorleyParsons at varying dates during the Queensland floods
and subseguent recovery phases. Comminsure refers to the response to Question 12.3.5 in respect
of the dates of ‘overarching’ and ‘area-specific’ reports.

Response 12.3.4:

Other than as reported within the WorleyParsons reports in Comminsure’s possession, Comminsure
is not able to provide a complete response to this question as it did not undertake the investigations
performed by WorleyParsons.

Response 12.3.5:

Hydrology information obtained from WorleyParsons was variously provided to Comminsure in
three different types of reports:

¢ Overarching reports;
¢ Area-specific reports;
¢ Site-specific reports.

Overarching reports and area-specific reports are provided as Annexures to this Response as set out
overleaf:

The remainder of this page is intentionally left blank.
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Overarching reports:

_ Document HERDINIDE | I . [Filename] .
Queensland Weather Event Report Dec 2010 | Overarching_070411_301015-01262_41.pdf
Final - 7 April 2011

Queensland Weather Event Report Dec 2010 | Overarching_030211_301015-01262_41.pdf
Second Draft- 3 Feb 2011

Queensland Weather Event Report Dec 2010 | Overarching_240111_301015-01262_41.pdf
First Draft - 24 Jan 2011

South-East Queensland Weather Event Report | Overarching_030311_301015-01262_41_REP02.pdf
Jan 2011 Final -3 Mar 2011

South-East Queensland Weather Event Report | Overarching_140211_301015-01262_41_REPO2.pdf
Jan 2011 Second Draft -14 Feb 2011

South-East Queensland Weather Event Report Overarching_010211_301015-01262_41_REPQ2.pdf
Jan 2011 First Draft - 1 Feb 2011

Area-Specific reports:

[ Dmmmy . Filename

January 2011 South East Queensland Weather | AreaSpecific_07032011_301015-01262-41-
Event — Area Specific Report Postcodes 4303 & REPO4.pdf
4304

January 2011 South East Queensland Weather AreaSpecific_09032011_301015-01262-41-
Event — Area Specific Report Postcodes 4303 & REPOS5.pdf
4304 and Barellan Point

December 2010 Queensland Weather Event — AreaSpecific_09032011_301015-01262-41-
Area Specific Report Postcode 4670 REPO6_01.pdf

December 2010 Queensland Weather Event — AreaSpecific_18042011_301015-01262-41-
Area Specific Report Postcode 4715 REPA715.pdf

It is noted that given the widespread damage caused by the Queensland floods, overarching and
area-specific reports were vital to enable expeditious decision making both in respect of claims to be
accepted and claims to be declined.

Site specific inspections and assessments were undertaken in respect of 102 claims.
Response 12.3.5.1 and 12.3.5.2:

Requests for site-specific hydrology inspections and assessments were made in circumstances where
a policyholder indicated that they did not agree with the determination made in respect of their
claim based upon the overarching or area-specific report.

In these circumstances, every policyholder was provided with the opportunity to have a site specific
report obtained. Comminsure is not aware of any cases in which a site-specific report was refused by

Response of PAUL ANDREW FAHEY.........
Witnessed by PENELOPE JANE PALMER..
Date of Statement: 23" September 2011...............
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Witnessed by PENELOPE JANE PALMER..
Date of Statement: 23" September 2011...............

-16-

woome Ly



PR .

Commonwealth Insurance Limited t/as Comminsure

either Comminsure or the policyholder in these circumstances. Site-specific hydrology information
was then requested from WorleyParsons.,

Response 12.3.6:

Comminsure interprets this question to relate to the purpose for which it sought hydrology
information.

But for the geographic area pertaining to specific reports {(as described in Response 12.3.5) the
nature of the hydrology information sought by Comminsure from WorleyParsons did not vary
according to the location of the property.

The remainder of this page is intentionally left blank.

Response of PAUL ANDREW FAHEY........
Witnessed by PENELOPE JANE PALMER.
Date of Statement: 23" September 2011...............
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26. Please outline each step, and by whom each step was or is taken, in the process
which Comminsure empfoyed orhas emp‘ioyéd in responding {o complaints andior
disputes in the i,ht',erh_al‘dis_pute rgsolution process. Please also outline the information
considered and relied upon in determining complaints/or disputes.

Response 26:

Comminsure’s standard complaints and disputes handling process is designed in accordance with
the General Insurance Code of Practice’s three-phased approach to complaints management:

¢ Phasel Complaint
e Phase 2 internal Dispute Resolution (IDR})
s Phase 3 External Dispute Resolution (EDR)

In circumstances where a complaint cannot be resolved within the particular business department
to which the complaint relates {for example, the claims department), or where a customer is not
satisfied with the outcome of a complaint decision in Phase 1, the complaint is escalated to the
Group Customer Relations resolution team as a Phase 2 IDR case. The Group Customer Relations
team is a team who are operationally independent of Comminsure.

The steps outlined below describe the Phase 2 IDR process:

: - Who performs | What timeframes apply to
f Step Description this step? this step?
IDR Disputes are received in a
variety of formats: GCR triage
» By phone (1800 team receive All new disputes have a
number) and assess all | service standard to be
1. Receipt of ¢ By escalation from incoming acknowledged and directed to
internal dispute business department disputes and investigating case manager
e Byemail or web-form on | then allocate to | within 2 business days of
CBA Group website correct product- | receipt
By letter specific team.
By fax
2. Initial
acknowledgement | Telephone call to customer. May Investigatin Within one business day of
of receipt of also include email if requested by Case l& an ager receipt of the dispute by the
dispute to the customer. case manager.
customer

Response of PAUL ANDREW FAHEY........
Witnessed by PENELOPE JANE PALMER.
Date of Statement: 23™ September 2011...............
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3. Investigation of
issues raised in
dispute

By review of information relevant
to dispute — commonly this will
include:
¢ Evidence from and
discussions with the
customer
» External building and
engineering reports
Loss Assessor reports
o Product Disclosure
Statements
Internal departments
Existing system
information

Investigating
Case Manager

If ali necessary information is
received, investigation must
be completed within 15
business days of receipt of
dispute in line with the General
Insurance Code of Practice.

4. Clarification of

During the course of investigating
the dispute the Investigations
Manager may require clarification
or additional information from the
customer, or may be required to

Ongoing requirement during
the course of the investigation

) X rovide updates as to the Investigating "

details of dispute p . but at a minimum of every 10

with customer progress of the dispute. Case Manager days for the purposes of
This is requested on an as providing progress updates.
required basis, subject to the
requirement to provide progress
updates every 10 days.

5. Extension

application where . .

required ~ for Phone or email contact with - Prior to 15 bu§|ness day§

Investigating following receipt of the dispute

example, if we are
still awaiting
reports from third
party contractors.

customer requesting approval to
extend resolution time frame.

Case Manager

and as required under General
Insurance Code of Practice.

6. Outcome of
investigation

When the case manager has
sufficient information to form an
outcome assessment on the
dispute, this will be discussed
with the customer by telephone
prior to being communicated in a
written response. The customer
is provided with a continuing
opportunity to provide further

information regarding the dispute.

Investigating
Case Manager

If all necessary information is
received, investigation must
be completed within 15
business days of receipt of
dispute in line with the General
Insurance Code of Practice.

If within an otherwise agreed
timeframe with the customer,
within agreed timeframe.

Response of PAUL ANDREW FAHEY.......

Witnessed by PENELOPE JANE PALMER
Date of Statement: 23" September 2011..............

-23-




Commonwealth Insurance Limited t/as CommInsure

A written notification explaining
the dispute outcome (a ‘final
response’) is provided to the
customer.

This response contains:

¢ Reasoning for the outcome

7 Written of the dispute;
nbtiﬂcation of Investigating On finalisation of investigation
dispute outcome * Copies of any external Case Manager 1 and in conjunction with Step 6.

reports relied upon in
determining the outcome of
the dispute;

o Details relating to escalation
nghts to External Dispute
Resolution in the event the
customer is not satisfied
with the outcome.

All dispute cases are considered on the particular circumstances and merits of the case.

Customers are also given the option at any stages of the IDR process to provide further information
or feedback about the dispute process. In circumstances where an outcome is not determined in
favour of the customer, the customer is provided with:

¢ Information concerning the External Dispute Resolution options available {most commonly
relating to the Financial Omhudsman Service, including contact details); and

¢ The option of making any further representations or providing any additional or new
information for further review.

The remainder of this page is intentionally left blank.
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