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Oaths Act 1867 

Statutory Declaration 

. QUEENSLAND 
TO WIT . 

I James Bruce Merchant, care ofCGU, William Street Melbourne in the State of Victoria d6 solemnly 
and .sincerely declare that: 

1 I am employed by IIlsurance Australia Group Limited (lAG) as National Claims Manager for COU 
Insurance. 

2 I provide this declaration in relation to the request by Commissioner Justice C; E Holmes to 
. Insurance Austmlia Group I jrnifed dated 2 September 2011 in relation to the Queensland Floods 
Commission of!nquiJy (Commissioner's request). Exhibited to this statement and marked 
"Annexure I n is a copy of the letter from Commissioner Justice C E Holmes to Insmance Australia 
Group Limited dated 2 September 2011. 

3 My response to the Commissioner's request is also made having regard to the further 
correspondence from Jayne Moynihan, executive director of QUeensland Floods Commission of 
Inquir}oto DLA Piper AustmIiadated 5 September2011 and 12 September 2011 (further 
correspondence). Attached to this Statutory Declaration and marked n Annexure 2" are copies of 
the further correspondence from Ms Moynihan to DLA Piper Australia dated 5 September 20 II. 

Background 

4 I have been employed by Insmance Austmlia Group Limited for approximately 16 months since 
May 2010. .. 

5 Prior to commencing employment for Insurance Australia Group Limited I have been employed in 
the following: 

5.1 July 2010 - current: National Manager, Claims (CGU); 

5.2 

5.3 

5.4 
5.5 
5.6 
5.7 

5.8 
5.9 

May 2010 - June 2010: Claims Manager, Personal Lines (COU); 

September 2009 - March 2010: Executive Manager, Personal Insurance Home Claims 
Project (Suncorp); 

January 2008 - Angust 2009: Executive Manager, .Operational Services (AAMI); 

AUgust 2004 - December 2007: Home Product Manager, Victoria (AAMI); 

!aouary 2004 - July 2004: Genera1 Manager, Queensland (AAMI); . 

December'ZOO2 - January 2004: Motor Claims Services Manager, Victoria (AAMI); 

January 2000 - November 2ll02: General Manager, All States Auto (AAMI); and 

June 1995 :- December 2000: State Manager, Tainnania (AAMI). 

6 CGU, through lAG, has made submissions in relation to the following inquiries concerning the 
Q;,eensl.md Floods which we seek for this Commission to have regard to: 

6.1 Stihroission dated 31 March 2011 to the Commission of-Inquiry into the Queensland 
Floods; 
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, 6.2 Supplemen!aty submission dated 10 June 2011 to the Commisslon, ofInquiIy into the • 
Queensland Floods; 

6.3 Submission to the Natura! Disaster Jnsurance Review dated 14 July 2011'; 

6.4 Submission to the 2011 House of Representatives , JnquiIy into the Operation of the 
Jnsurance Jndus1Iy during Disaster Events'. 

Response to Commissioners Requests 

7 ExIn'biteci to this statement and marked· Annexure 3" is my response to the specific questions raised 
in the Commissioners requests. 

8 Exhibited to this statement and marked "Annexure 4" to "Annexure 14ft l!re the documents relevant 
to my response to the Commissioner's requests . 

and I meke this solemn declatation Conscientiously believing the same to be true and byvirttte of the 
provisions of the Oaths Act 1867 (Qld). 

Taken and decll!red before me at Melboume this 

  
 

, 

1 This submission can he viewed at , 
http .. /www.ndir.gov.aul~onsIlssues.JlSPCf_snbmissionslJnsurance_AustraIia_ Group_(IAG).pdf 

7 This submission can he viewed at http:/twww.aph.gov.mUhouselcemmitteelspla/insuraneelsuhmissions.htm(see 
submission 38) 
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2 ~pt,ember2011 

Managing Dft'eotcir and CEO of Instifance AUstraUa Group Ul'riited 

I, JuSifoo Clltftei'lha'lS Holmes. COfuff.ilSS/ofler of lriqUlrjr;pllliitiaittfo, S8.r;Jli>n' 5(1)(cl) ol''the, 
Cotnm/sstorJ.spf !n,qll,ryAc;t1900(Qld}, reqlJ~!YIr I)IIIchJilj:)1 '#,llkl):II, ~Q pro1ildi:! a written 
sta!em~l:1~ unqe.r ~ Qr,afflrl11al!op. to the Qa_~~landFl9~ D<1mmlsslon Qf Inqulnt, 
wlilQh at{dr~B th~tppits.atici exolbllS'thliaowmtmtSli$t«I PB/(jW: 

Insurance pt.lIICieS 

the fQlI!>WIng qlJeallPi1s; re1$ to c.w.s b;J1;!Sebj)Jcllnti~nq;:l PQl!l'lr~ W/iIPh applla4 at~he 
time pf tiieQ~en$klnci fj~s ,(Detflmbe!' 4010 liItlii Jariaary,lio-H): 

1. Please name the're\ev.ant home a!1d!or' oomelitS p6Ilri9 Orpollcleli. 

2. bid more than !IDe l(ers.lol1' of the )')QIlcy or!lGllti\Elselifst'r~so; 
2.1. P~se lderttllY!I!:lch dlftilrenf V"erSlol\' of the, pal loy ~r.: policies by ",tere.nr» to 

fh5 dates forWnlbh they sO!5sTs:ted aii the re1avam policy. .' 
2.2. How did Staff pf tfilaC~U Identify tha rlGlrrect verslenrif .a ~olkiyholdet's .pollcy 

and t;l~ure t,hld tna <:QI'$~ ~,r.$lfl :gftM P\ll)cy W£il:; u~!i )n ti(J ~jllg$ wlilJ 
'a poli'cyhQ(t:Ier I;!nQlil$ or flijr'cJaim? 

3.: Fo~ each verill6ri 6ftlie fj!ificybt ,po1ic1ea: 
8.1. Whal were the terms 0f oover-.;elevam to damage eauseclBYWeather'of'the 

kln,d ~rl$)!l(ld at thl'l ~ 'Pft!Je. QJ1een$lan~'fIooq&? How were th!llle 
te\1Jis ~~!:'(I1 

a.1t ,(If hIlt.oovlW4 by 1 ,S.i1iliDve) W~ l'Icdd oovetlrteludeQ'? How was tb~ term 
~·deflnea? . 

g,3. Wh8t-exci/uS/ons -or oondlllonS a¢plied tb:a clafri'i1 
$.4. Wha}were.CGU'.s otillgaUol\$.1n propesslng andiaSl;esSlngClalrpS'1 

4'. P~e. pl'o\lidEl tI ilf6fottna Ci:i.RY <if f$:h oftfjij p-tllfciea retetrEid to 1h ~iiWEii' to the 
qUElstions fit j:)t:iiclgIiiPh& 1-'3 ~b6ve. 

4.00 !i~otge S4'eet BilSbale 
GPliJ3cx l7$8, B'rJ!ibaite; 
Ql)eell$land4OCil:~ 
T!1i!!!ih'JM~1l !!W~ 
Fa£Sltnlle'%11.:3It1J59750 
www.lkiodcom~on:qld;gGV.au 
iMlN$2.'69'67$2534 



rh~ f9llo't'llng qU~I11; rof$,~ b.El!Js~hold lifl!\lr:\ln99 !llaIl'\1SmaqE1 as -g' !'oo.1!!t of too~Ytm!s 
~ompr.lslng 1M Qt,!eetlJll<mdfWOl:f$(in J::l@emqar 2010 ~~anu~1Y 2Q11}; 

6. Did. CGUe$blish any sPeolillp~ Of j'lrocl'ltiUl'fls: In ordat to manage Claims 
h;;mdnng? 

6. What !)ha~elr,.If.lllny, were made:to. staff!09 lf1liels II) ord.~r to AAaJ. with the. volum.e ~ 
clailn!!! eGO JeteNed?- Weta $f!jiig ieyefs\'QUtJl:j to: b&~Y;!lfl9 to. dell! wlttiiitlll 
voLume of ¢Ialirls1 Wh!rt traiiJing .• if any, ,was .Q!v~n·to sta.ff of 'CGlIlnvolve.d In 
proceSslIlQ) EiSSe$Sing aiid deeldihg Claims relating to 1he Queensland flOOds? 

7. H<)W CQVld ~nd did pqnOYbP[pers Iqdge qtolms? !f claIms ~e lodgad bytalepn!mEl. did 
po.lioynolders dQ.!lQ by cafling a i'r!ltu;all num!lar .a~!ble by Il!n~ntJei. and. rno\>i1(l 
phone? 

, fl. We~ thfm;J ao.y cp~ In wAlch eGU .Il'la!;l'ilcont<l~ wit\1:a P'>lif;yhQldef ~f()~ ~e 
pol!cyho{der contaotet{C(3U (whetI:J.erto mlP<6 a ~1;1i1\ll!Jr o\tlerwi~)? ,If eo, forwl:!at 
pU!'j:lOSe? 

'9. What Infc.irmation w'as.glveri to policyholders In their first communlcation-vVith a 
representative pH~GU? fn parti!S!1far. whatlnformatif'ln WP. g1)len to; PQDcynofd~ 
{whethervolun~iy odn ~.pon!!l!l m (ll,l~ from pPl!.cYhQfd~) $I\Jt: 
9.1. The tettns m the coller pmilid.ed bY'thfXr poiior,. 
9.2. Maklilg a claim {both aa to how a .polieyh6ldar oould maI<e a.c!afmaild 

whether a.poJlcyhalder.shoufd make.acll!fm~> and ' 
~~, Wha.ttq. lip wilh. c!a~EI!l prpp€!rty? 

Jf tne jnfotmliltion ~Wliin to,.potrcyhlillilefS' varied <)ctlording too the Ipca!lon of th~ inliured 
r;.mpertY:, pfaat>6 (jtJllinethe varlatkms. P!6ase provllle:a co~y of ah}'ahd ll,lllnsfruotions 
Dr ~ctlPts giVenwlelephooe .opetators. 

(. 

10. HpWql<:flJ ~ap~$rtIve WCGU g/vinglqforma'f!po tQ aPQn~olgarab.Qutma~~f!!·l!f ( • 
th,e kind r~rred fa at sf.!ll"Para\1J<iphs 9.1~ (Wh~ervolllntMI¥ or in ~!leto 
t!1,lel"ie\l from a p'qnCYholqelj erisui'6U thElinf6ri:iiatj~n P.!'QyldE14 to thl'l' p1;IlicYhQili(;lr 
·was.a~rate '.and b~ti5do.l1. the correct versl<lA. Of his or herpoficy? 

11·What!!1f.orm¢.)~ \O@.s.f! P.9f1\1Yhpl~ar ~q1,llrat;f ~rali~tQ gjv~ G® fertile pl,ll'PGl'!~.C'!f 
aS$q$il1(j thepoIiCYlJo.ldai'ilct!,\ltp'Z.IHh,e iiifgrfiliitipn wI:llch a p()liWf.'lo/li!'lr W;ils ~!ik()i{ 
. Of reqUired tagtlle,lIariadac;cordlil!rtotna UX(ai:Ion,of the Insured properly, pfease 
outline the v.ariatiGl'is. 

1,2. . Ple~ Q\.!tIlne: ~ch s\e.p, ,aiId by Whpmaacn,I*~p'waS~, in ~f1epr~ by wh!<;1t 
i;f1;Ilml1Wi'l~ P!'O!l£lss6l:tas~d aild Q!'lWrmlnfJd.. ?Jaa$eal~ o~tIli:l~~~ !¢~"1P 
re.f!ed J:iP6bind$termfJilng clj~Jifi'S..in parti¢J.dar: 
12.1. Weresite.asses$ln6J)tsllrispsctiQrts c:atriEid Q.ut? If so: 
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12.1.1. Were 'they carrie(j out for eVllry claim or stlma >claims? If the hilier, in 
howmaf.1Y caSllS Wi'!fe slte s$.sf3Ss.mentsrmspaclJo!1s canted out? 

12.1.2. At what stege ()fth~ claims handlitlg pro.das!,;W&resltl'l 
assessmeri~sJll1llpectiOriS carrledoOt? 

12.1.S.Who conducted the $iteassessmetitsJIilspecllOl1ll? What instrU6tioRS 
were they given? 

12::2. Werfj lilly cll!i(OS t'!ac!in6l;! WltlWuts\teasElsSSmElntsfmspeGtiQns. haVing pean 
cartiedout? Woo; 
12.2.1. In.howJnany cB$es? 
12.2;2; TGi'Whicnereas did the oJallns reiale? 
1~l,3:VIlhY weTE~ sHe ljISflElsstner$.ftnspeGtiO[1S not carried out in those 

casJ'ls? 
12.2,4; ·W.tilit:irqoJrtiat!on was relie<iup<ln to determine Wl)etfler. those claJms 

wouid ~. acreptetl or aeClined? 
12.3. Please,biitllne all IWdrolo9y Infuhria1!on bbtalnil.d alii:! Iised/r'aJ!edlipon In 

qatertn11Jl11!J cI~lms and. explain; 
12.!M .• WI10 proVlt:i¢.d thehydr~Qgy. ii1form;rtl(m? Iftha·G.$li 6n*eg 

hydi-oiogy experts; what did CElO brief 1he. hyclro.lbgy el(petis to dQ!J 
What Instrutitlofu!, written p(oral,· wete providiid toihl'l h~drold$Y 
experts? Please proVIde C0t\lesof any 'Wrltten InstrUc!fbns. 

12.3.2. Hqw did CGlI .snl!\l~e that tI1!l hydro!l/gy infoWlElllonaddresSedThe 
rElJevsnt terrnlJ of the~pO()able poIJeie!l? lnp/lroCi\!Ii:lr; bow dlq 
byr;lr!1l¢SY r~"ortS. rell~dIWOIi. tlefiJ'lJi! the tet.mll 'flood' I>od'flal'lhfJOod'? 

12.3.3.1!vhen the:hYdmlogy ii1€ortiiatldri W!i;;l r_fv~. . 
11.3.4. When investigations' UpOh WhICh tlie infbtrriauon Was bilsllQ were 

pomii,/!;I!;ld, 
12.!!.5. ~jher the hy'drol9gy.loi'9nn~n relatetl ~9'gll)'Jel<ll j1$il!l orreglans 

or rwecrflc'sltes ot I'iQfh. if ~ firSt. pll:l.illiW lcie'ritHytha afE;la& pr 
tegiOmi ~i'ld prolildti,oopies of theteports.if,the ~ilOtid and third; 
12,$.5.1 Atwhatmage of the claims hi;li'idUI'I9 prQceSs,Wss 

flYJ:1r9losylfjfortnatkm for SJl$l1~!'l'slte!HEX!U~!ld and 
obf<ljned? . 

'12.3.5.2 What deteltl'ili.le<l WI:i!>thai hy.drologY'lnform;U!ol1 for a 
sjJeClficsltewaif.!'Eiquested? . 

12.3.6. If the nature,of the hydroloQ.y Inforlnalioriilailed aClilirdfng to tt'ie 
Ic:reatfpn ofln$ured property, ])Jeil!le~t aut fmt\larl~ons. 

13. Iftmyt)f.tfle proce!\ooa.Mih:ed [I'II:\Ii$WfirtotJ!:IesUdl'ts In ~]Jit'ih 12abov.~varter;l 
aooof~t(,.the J6CatfaiHff.the insured property. PleaSe satGUl the lIartatlPl1~ 

'14;, Wal!lli\r!~ 1ild.1Il~ 9fhllf fr)an hyr;lfQToey. t<WOr!,s and r~ of !~ ·adJlJs:torst?l1~ors 
q!jt~1fI!!d ;;INC! re~ UJ;il>i1 iii determll'liilg ci.a'lms? (fac, pie<lse iQt;m.t!lY. the natureo.Hn!Ol 
advtoa. 

1 a, Were pf;)Il(:jIholders advised of all inforrniilloh GGlJ relied iJpOn itt detel'tniniti~rtl:\eif 
f1Ialms,/ Ir~lN~s tl)1$ a~ca gfve.n·vdlllnta.tily qnm\y If raq!.!~tEld? If any piece 9~ 
Infotmatfol1 was Iltl.i pmliided or Wit!'helt( for j,Jt1y period of time: 



15.1. Wh~ w.~s. the natu(~of·the Informailon7 
1.5.2, Why. was· it \1ot provided? 

1.&.1Ml~policyhplqers gJ~n ,cQplE!1l pf allgOl:illJ'(1ents ren~ 'uppn in ~Wi1llnlng their 
cI(:l/)'ns?lf.sm> ~qllI.Jf;'emwas hot pr(ll1ldEld.:ot ~ fl,li'any ~rtQijd time: 
il:\' .. 1. Willit was! the nattita :of'tbe dOCUiOOnt? 
16,2. WhY'was It not pr'OVlded? 

17.Werf3 any QlffI<;\Jltle&en~unftl!'l,)d In PfOCl'Ss.i!1g,aSSWlSirrg anJ:! cl.ecidingcl;ilmsJ In 
particular, did afll'fiietbrs cause &Iayelh ttilSpl'tlCa$$? 

1a. HiJIN does the volUme at slalins CGU received. and the timeliness wtthWhichthey have 
been t:lel>lded, compare with (a) 'pusiness ajI. usl!<ll' Iilnd {ill other rel)6l1f;naf\,l~1 
:di~rs.? 

19. WerapoHcyholderskeP,t Infonned, or have they. bean kept Informed, of the progress of 
theft claIms lrtE1coordahceililth fhe.$tahdards.stlpulated In the Geheral Insurance Code ( e 
Qf Pl:'I,lqti"t;l?HqW did Drda&;J C<?!J jT)ooltor w~those "ndil~s ~e ~~rl'-d ~o? 

2.0. Was the position adopted by arelnsurar communicated to pOllcyholciars at any sta.ge? 
Ihio, Why? . . . . 

·21. By whatl!1earrs I;fldor@ reIXS!lE!n!atives of CC?lJ cpnta?t flQ!i9ytlpld,ers ,(for examplt>, 
by mall. email, ~Iltte, mobl.le Phonel? ,By what mean!! were POIIi<Yh~lderswhO$e 
pli;!lms haVe been determlhed, Iirl'Qrni~ of theotitcome. of thew cli!'i1$? Were:an 
poilcyhPid.erswhbSe olaims. Maliil be.en tletertnii1etl, Infori'riea Of the O1Itcdl'l1e. Of tJielr 
clams inWr!tln~? 

22. B.y.wh~tl!1l~tm& C9).Jld or CliIIi pGIi!l),hol®r¢ flhdout abcut1he progrG$. of their claims .or 
otherwise dIscuss their Plall'l1iiwlth arepteSetifative of CGU? If by telElpllotte. CQUid or 
llIir.ipGllt:yhOldellS C>lntact OGU by otdllnga free call number aCCessible by liillld.Une and 
mOl.iila phone? Gourd aroon a policyholder con\act.tI1e p6f.SOn res.ponS/blefof l)etntlllng 
hIll or her claim-.dkiilClly1 

M. .Arf!i; Illi telephPnGCliills b$tll)$en poneyltolpats !lrtdrepresentallvas. of CGU teclird6!l? 
Wefa aU-telilphOne calIS between polieyJ1bldets dill'Jdrepresentatrves Of ceu wfiiCh'took 
tlface iii December 2Q1 0 and January.20~1 recorded? 

24. HoWh~s;(:i.~U respondlld to~q\!e.S1!l fw. ~pilj$ Of ~~ing& (lrttaJ1!'iOdpt$of 
tefep.hotl6' oallil ~h. poli~holders and T.aprElWl'1tatlVe$btcGU? 
24~1. Hava Q'EipJeSof.any r.ee6tdlngslmin'Sdrtpta.Men provided to policyhoJder..s .. {or 

thelr legal tepresi:ll'ltatlves) In response tosci~ r~~?If.sc, In how m~I1Y 
.~'1 

24.2. Halle iilny$uchJequ~.been I1lfPsed ornotr.asppn(led t9'.71fiSQ: 
24;2.1. 111 how manY,l:ases9 
24.2.2. In thecase.,of rEii;tlieststhat i:lavebeen refusEid ~ Why hava such 

'requests'~ refus'!l9? 

I 

eel 
I 
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25. In What cIrcumstances were p~JiCYhold!>rs adv(sfICI anhalr entiijement to inake a 
oPmplahjt. or requt:lSt a Illview of:a$C1sion.throu!:lh the Internal dispute reSolution 
p!\)cElSs? 

26. Piease outline each Step, and by whomeacjl st,ep ~s orll'bi!~el1, In thS process; 
wliloh C.GU emp!PYE1d I)r Ii!)s 6mpl"-!}'«l jo res.p91'1dirJ9.1o AAmplalnta.anQl9t i:lisptit~ in 
th(:}lntern!1/ dlsP.Uie 'resQlytjllj1 Pl'QCii;lSl;. Pfeaiie also OUtline the imoimatlon cdhiifdefed 
and refilld upon .In d.etlmniriing Complaints/or dlsPlites. 

27_ Were pOlIcyholders .adVisei.l ef alf inf9.rmi'ltfPIJ UPCIO wh1ch Ci;3IJJ'I\lIed 11) determining 
their' eoihplwntsfdisputes? Iho, was toil! .!!dvlce gNEiI1llolvntar!iy ot onry if'requested? 

26. Were. J?OUcyhOll:lers giyiln coplt:lS .ofaU bifolma!lon t'illied upon in .deletmlning their 
dO.tnpJalliWdlsputes?lf al1Y lflfor'fnationitas not provided, orwJth!).eld for-any perl(ld.of 
lime: 
.28 •. 1. 
28:2. 

What.~s the naturj?) of.ltm Information? 
Why was'll' not pl'Qvidec(? 

~. P(eilsl'l pJ:dYide copfeB of all wnttBri res.potlMs bY CGU f() all oomplalnj{! a.nd/J;lf 
disputes'(flhalc:lec1SJoh lettets)~ For.ea.qhwriffen respp~e{jihal qeQision leiter), P.I~~ 
attach a popy oft)1!l ~PQnQer.fce 1f1 Whj~ tli!'! SiJbsti'!noo' of tlie Pdl'rililalnt l!!!nWOi' 
cjJ$.P4le fo.- Whic:;h~ reswnS6.' reI~'is :$€It.out. . 

SO. H<11!: CGU :feceh/et:l any Complaint refatirig to inappropriate,; insensitivE! ~r offenSfv~ 
bdnductbya representative qr ~ep~ ()f,CGI..! towAA:l,·or a!:J!juf, . .,. poIlcyhoW~r? Ifs!>! 
SO.1. HQ\!! many s!JCtn:.of)JpiaiJ'lt$ have· baen re!lfif\ted'l .. 
aO;2. mIl:l~f dW on:lo?s·e,lt;h cQrnpJalrlf relate fa? 
~O.a Wiwtsteps'were arhav8' ~h taken in tespaclOfMcli complaint? 

31. HaS CGU received any comP.laint, or dealt with any dispute:,. in the (ntarnal dispQie 
rooalutiDrt~. r.(;)\atl!19 to; 
31.1. Mi~eptej;~ntatlOh maQ;Jf>ya reprosebfatlve- of OOU to a poJltlyholdef at the 

I'OIlit Or ~Ie litEl16 thE! exlStenee or ext&'rit Offload wvsr under ~ policy ooullht 
by the pOHGyhofder; or 

31.2. F~nlir6 oli the pail.of a repreS;l;lnt~!'! of eGU to a~equate/y: litforrn ,8 
poljcyhQlder that a polIcy bot,!glit py thepOl!9yl1oldet ~erUl:/si1 flc:iOcl cover? 

a2; If c(l\U haa reteiVet:I (lPl'tlpialntl!, ot dealt With anYdispute" Qfthe klnds refWE)Q t(l in 
Silb-pl:lragraphl!.31.1 and '31.2: . 
32.1. HOw l'tlany of each kl,nd has it received? 
32.2. Please outline jhe steps Iaken in ~atlng and rellPon.ding to su.ch 

CQmpJalntS'. 

iIa. 1$ the &aU involved, Of has CGU beeh fnvolved, in any matter'WJth the. Rnanclaf 
Oinbudsman service? if SO! 
'33.1. How 'manY? 
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)3'~:~. P.le<!l;e id!)I'lWy.tl1e caL!~~) 9f th~ Ql~P$s· 

M. pji'laSf;{)utlfne th$ ptOOassirivOlil.ed: afteI<a cialril;was cOr UtllQGi;lptEX\ ill \lr~ W .BEIt 
ihsiJl'Eid properf)ii'epairedor rEl$r~ or QtIt~rwi~e' ~e tOO"qlllir;rJ.W!T~ ~nfol'iP$tion or 
S"tf;lps Q{~ 9r4q~ ,Q~U ~q\ifre. ofpoOc;yboldfm>. in \h~ pr.o~ 

ell5. Ii~ CGiJ anteI.'$(i krtP'lItW CciI1ficlerniaiity agreement With anY, poltcyliOldef OF otherwise 
;mqliited, advised pf suQgestea t~ arijj>eIlCiyhOlder to'l,(eeP !ll@?I'$(:QQcamfrig Iils Qr 
her claim CoriMentlaI,WllEith!1l'bl'!fM.:l or.#E;lr set!lement of'the claim? J.f~.pi§ase 
Identify~ch ~1,j!b,;lr'Which tit!'! pql[cyhQ1!:Ier ~ .rl'lQulrEld to'keep t»h~dlinilal. 

l{efol1l1!l 

In ~~ng thes.e,ma.tiarB, ~ to: 
.. provldEI.!i\ttinformatldr'lln hla possession and Identify the,source or ~ources oUhat ( • 

irlftmnntlpn; 
~ makecol'IirilentBryand provid?'cOpiniQns h.e Is qua~ed to91.V&a!ll9~he apPf9ptil1leness 

Of parllGul!lf act\ol)S 9rdElGi$IQns.1Wf the ba$~ Qffhat commef1iary or cipihkm .. 

Mr srTI~ ~iso addtetisahy Qthar fopiC'reie\lal1ha Term of Refererice. (b) (!he 
~erfOfi'(lil'!i!3EiCif private ihsOrei'$,in meeting thelt clafine responllil?g!~es) in tltestBtemerrt. If 
hit WiShes. 

Th.e stBtetnem Is to l)9 proll\ded ~o the QlIeensialld t=JoDds ComlTtisslorl pf fnqliiry by. closa bf 
b.\i!i[rl~, frlday,9$l'lPtem6er20i ( 

The statement can be provided J?y. post,t:)m!lU 9rby arranglng'dellveryto th~C(lmtn\$lonby 
-emalling·info@fJoodcommlsslon.qid.gov..au .. 

qD\nJri!SSiQ~r 
JUStice a E Holmes 

p.age lj.oHi ' 
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Me- AiJ$O/l ,H.aiy 
Partner 
IJLA Piller Austraila 
GPO BQx 7804, 
WATERFRONT PLACE QLD4001 

NRMA'liiid MU - Reqtilremel)t.to !VIr l ss\I!ld :z S~bI!r 2011 

lrElrer IQ paragraphs:S.2, 12.3,5,; 1.3 13M 290fth~ ~ufremEif1t !$:$lted by ¢~i f~ 
N!rMl~i9lwn~ on 2 $~pte!JI1;Jer 2'Ot1 tclOCument~iiri1bei: 1G9i1579 aIld. document 
number 1694681t. 

P.aragmph 3.2 il:ieoi'reblly refers lda ~b-paragtaP~ t;3.1.. It tihoUld refer to ~~taQ.r~ph 
3,1. 

Patagl'!lph 12.$.5.~qultes ~ 6l.<hlpit tQ hiE! $~t 9f!lpTes Of f'i}idl'rilogy reports 
for<genemi areasottegitiri8~.The O<lmml8$.ioh~!Ja,r q~lltJe.d thiE! p;:nt oftfie ~qulremeo~ 
ali foilOWS! If iilfI1 stich r~pottls ):ii.ibllGIy. available" h~' not EIl{hlb.!t a C9PY',offttP-
hIll: statement: howe\iet. his ,ma~ri1Eint ShQli!d idElfltlfy tfiit'report (ali p,auigtaph f2:3.5 
requlresl-am! ,wl1ere the ~I'! can'pa ~tea. slIliltittly, need, nOt produce ahY. 
teport whlQli hal! alr~ybE\en prevl\\eq to, u,!1 CQrnmlssl9n, in any such case. 
starement'shOuld Identify the t~and priWIde,sufflclantd~tWls,t9'en~ ,fhe;Co.mml~Jon· 
to IOOate,the repb/'t. . " ' 

10 paragr:aph 13, thEl'ferm 'jlI'OG<JS~ It'! the phrase 'Ptooessesoufllhed Ih.tilisWer. to 
ql)~Qrts in PPl'i1~Ph 12 ~y.e' $bQulQ b~. re~d as·alSO Inc)tJ(jjhg 'lnf!)l'!l1atlon reUEld UPdi!'· 
Thaf 1&, plifagtaph13lihOUld I'l~ ti1al'las-

'1f.:a{lY' 01' tile processes. or infoJ'ltiat/oP relied upon, OIifBnet1ln .alli:iw:!o .qrJ&llllorts In 
~~~ph 12abow, ViI,ned aC9QrQli1g 19 the 16catl6l1 cfthe- insui'~ '~GftYi piease 
s'el nut ihit lIaria!fQns.' 



.; 

In paragraph ~9. the references to 'all complaInts andf~ liilspli!Bs' ahd'cortiplilil\land!or 
'9illPuta' $/'lwld t.>ElJ~a.s '~I cOl11plaII)Wg!~t~' anI;! 1(l(>.rop~IIlVdll!pute." F'~I* ~ Is 
(li~~ l:\tfliuil if~ci~lotlsmmie. iI:t ~h~i~i qf,$pll!a~otuflol1 prQ.~, il1 rElSP9rn!ei9 
\1litoP(!;llotS' or diilplJles(hOWeVfll' CfltegQrls~d). . . 

PleaSe OOhtacl Mf LathIah.ZSngarfon tel!lphona.' :or Ms: Kids Hayden .on 
1elapOo.l) s:hQl,ilcfyp\'! tlllye !i1!1Yq~erfel?, 

Yours.~{m;eraly 

 
.ExacUthl& Olr:+mtor 

Enol. 

(. 
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t28epretnber201 i 

Ms.Ailson HWy 
P$rIner 
otA Pfpi,r Al'Iliitr<tDa 
GPO B!:!x7.B04 
WATERFRONT PLACE QLD 4001 

~MSHaly 

NRMA Iind"CGU - Requlrementshlsued 2 SeptelTiber:2011 (Dpc.1694679& 
D9~'1~tl11 

i r.~ferto~ 
1. the Requlte\tiel'1lSlss,Uiid to on2 Sej'J\ei'nl:let 2e.1,1 {O!>c1694!fti'J :and 

,Doc '16~~1)<COi1cerfilfi9. NRMAaiid CGU; 
2. ~1,Jf oorreswnrlen~dj;it\ld, S. Se.p!~~'Z0"l1 faqlfesfing an 6nsi6n Ofth& tl'ltUin 

$!'as fi\t!hfJ ~(loiiil ReqWemsnfs; 
3.,Mi' Lachlan ZanQ,arI!$ emali (0)101.l; flilnt on A:l!:Iay. ~ Se,Pte.mb.ar 2Q11, ~t~;2a pm; al'Id 
4. Ms KYJa HiilYder\1$ email toyo.u; sent oft Friday,:i'! $~limber 2011, 1ill1:66 pm. 

I CQnfJrrn Mr ZliI\1qan'$ :advlce ihfit ti:l~ ~omr.ol~jon ~'wlnlng to t'BCiIIVe'tne statemerits:to. be 
Proilid~ tn ~!$ to thll'abQ.V'e R~ul~l)Wnts 1:\1' 1zn~ Frlim1.,16 S!lp~l(Imbar ~011. 

~ndly. as foreshadowed In Ms HaY-deW,s email, please fihd eIi¢ldsild a'dden.durn 
R~li'e~, !:ift\'lC\'edtQ MrAgcly:Ooi'iliiih aiidMr Peter Harmer re.speeiively. cp.ntaltiill~' an 
a:manrIfJd PIli'$Sr.ap,n 27 andfiYe ad,dllional paragf'!lPhll (parngtaphi!i-37 to 41). 

By way €if Elliplanatfon: 
1, Pamgraph37 ahQuld oetead hi conlunclkm W1th PiltaQraphs Sand to oftheorlQll')al 

RequlmflleJjls; 
2. Parag~ as IilnQ 39'liho1Jld ,be rEiaJi in'l:QriJunQjion wllh p!!)ragra)iitis' 26-29Qf, the 

,()j:Jg!nru Requirements; anti 
3; p$ra,gl'lip!'\s 40 and 41 are self-explanatOry tW~iOi'1$. 

i,OQ ~ S(t~I!t$il$~ 
li!'Q Bb~}f~8'Br/sb{lrlll 
Queensland 1j0000Australia 
t.l1!phbne~ao~ 30~ 6l1/i 
~lrnl)8 ~~ 1940S',9.750 
'I1WWJI¢d'lQITlllIISslon.<lla.gtW:8u 
AilNsa696762'531! 
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I , 

p'~!lBe conla¢ Mr Lachlan Zang!iO QIT ~l'lPhp.nl'l  Qr Ml! ~Ia Hayden ·pn 
\Eillepftqne  sh.9ujcf YCU hall\'! !illY que~. 

Thanlt ;YQU fur· yourassfstance. 

c. 



:. 

1.2 September 2011 

MtAndy. Cai'nish 
ChIef ExeOutlVeOfflcEir 
N.RlAA In\lf,lr!jl1Q!!: 
plo Ms ~ I::Illly 

. P-ifttner, ptA Piper. Australia 
GPOBf;x iaM 
WATERFRONT PLACE 'QLD 4001 

I, JustiCe caiherlne E HOlmes, commlsiilOner OllnqUiry. putSiJafitto section P(1j{dj ot the 
aOf!1mi~./QfI$oflnquliY Ac{UrJ5.D (Qtcl)" ~ MrAl').dy Garnish, ChIef eJteCtitiVeofftcei", 
!\IRMA InSUllIllGe. tp. provide", wtitkln s.(~~eot. !,IoQl3l'9.a.th oraflirm~oJ!,t\l'fh$"' 
QUeensJEItld f'itloda GommlsS10h of InquirY. Whicl1 aqiI~&S th.e 10000CS ~nd eXi'iiblls,ihe 
dotlunilmts fisted below. . 

Ir,m.urance ~Ialms 

TI1e. fullowlog questionlfrelabl tQ hOU$ti!'lOI~ Insur<lnc.e ¢IQlllis made as a ~t'ofihij llYanlll 
ootnprislng thi')' QY&8iilJland flOods 110 Decalriber 2010 -and jahuai)r:2011): • 

').;1. ware. 1;>01Icyi\ol4.ef\ladvI\WdQf,,1I In.forrnatlon.t,lpon Whl(;h. NRMA fns'urancei'elled In 
~oninlng"thalrq()mPla[nts/d!sputell? If. sp, was: this ac!vlP;!l 9£\161'1 VQ!U$IrilY or.flfIIY If 
raquested? IT any plaoo of ltifcim'iati<inwalllli)t provl!i.eil, ol'·wlih@ls:I:fo.t~perkld Gf 
l:Ime; 
21.1 
21.2 

W/latwas the. nature of the InformatIOn?' 
•• ". -0 • 

W/ly Wall it nof provldw? 

~1.ls NRMA l.nsurance aware of any II1StaiJGe$. of staff otNRMA Insurance halllng"iVen 
il1c.Qrre:ctadvice In.Jr;l$~to queries fr.qm p~llcyholQi!lrs <li:>9l.l1th$·tetms oftht!lt COYef, 
or a}:nM1I'ielr claim'? 

.38. Were written rellpoliSG$ given III respctnseto aD complaints/disputes?' 

P'ajJo161'2 



i 

f , 

~Q. Were pollpY!19Jciers kept Inforrnetfof th_ep~\lQf-fllelr qQl!:lpl~r!~!l\l in-
~tqan1:e wtth th&lSenetai In$~Cod~-Qf~r l'Iow'tiididdEl.s NRMA 
Insurance n'lonltor whether the standai'dsiOr proViding Informatlon 01'1: progress. of 
dispute$" was/ls adhered to? 

40. HiiI;s N~MA In!!\Jrance mad,.e,;lny plJlllicr !lfatlmlef1!. or qammeritE)d In any publlp foWl'll .• 
abQI:.i.t any individual policyholder {or ao aclVOQllte fora pQ)icy/:!(!Idt)t)? Irso; P1~$1) 
proVKIe copies of Ih&ilta!ementil or 'lomments. .. 

41. Is NRMA Insurpnce or t-Jas NRMA IIJ!<UTSI'Kle basn the subIem,of any Ir!Yesti.sation bytne 
Flnanf:!aJOmburlsm;;m Serllice (olhe( Ih.an fllspute!? re~rred to In Pf,lrta9f;lph:3$ Qf the 
orl{jlnal: ReqlJirement. Q~ ?: Sept$'llb.er ~1tJ :o.r any olh&negl$.to!ypl;)dy ~.thE! 
manner In which NRMA fnsutt(noo hasdeaJtwlth t:ia!milll'll~tln9tothll Qu.eens/mid 
floods? . 

f)l ~ddtessir!Q ~ matbml, Mr.Cornfsh Is tQ: 
~ provlda.taUrlifonna!ionfrt his posselIsion .and ldimfify the SO\Jroeor !!our\lEts of6'tilt C. 

Informatlon~ 

• make aciilimantiiry arid provide opinions he isq-tialrtledto gflie as (0 the.apprapriatGn!l$"S 
of pa.rt!cular actions or ejecl,sions f]nd the basl& ofthatc)'lmmentary'nr op,JIJJOf.l. 

Mr CPtnlsh may also. addl'ej;s any :other tdPl.c relmiami\! Term of R¢erence !b} ·(the 
p.etf6rrnart~ ofptNaf!illruiuters 1n meeting the'lrlli!allh$ mspOnslfiilifle"$)intitEi l>tfrtC;lI1enf, if 
:MWfsnes. 

The,$.tel11entlll ~o Pe·provld~ to the'Q\WMsl/ilt1!l f!09~s~mmfss1lmQf.r~w!'YQy 12 
napT.l, Ftiday,16SeptE!rribcdo11. . . 

T~ st¢.emen~ ca.n~proliitillOd hy post, amEli/or bY; ~ dEllJVea:y to·the Comm1SslOn by 
tilmail!ng Info@l!oodcGmmlsslon,gld.gov.au. 

C.ommlsSioner 
Justl~ C E J:loIWJI 

Pasl>2ol)! 

, '. 



.1 

, ", .., 

Mr Pet$' f!anT1$' 
Cf.l!\'IfExecutlve OffIcer 
OOu [f!sll~ca 
el6Ms Alisoo Haiy 
Paitiier •. DLA P[~rAustrana 
GPO Bo~ 11104 
WAfERFRONTpLACE QLD4001 

REQUIREMENT TO PROVIP1a ~A'FEl\llENr to CQ1IIlllllfSSlON UF INQUI~V 

~ .J.Ust!!lI:ICatI)erlne E Ho[m~; Comi'rilss/(;mer of Inqulrj. PUJ'$Uant!!J.;t;~n,${t~(!;i1of tpe 
Qamm1s$li:/ns of JncpiiiyAct :11150 (Qld), ~lIlre.'Mr Patel' Harmer".enliif. exec.lliiYJ;!, officer, 
eeu liTS'ui"lihte •. tGl pfiNlde.a wrIlten statement, under ~ or Elffirmallilil. to me' Qlieenslahd 
F.lQocl~ CommissIOn ilfINqu1ty. 'whi~ $dd~'Il:le l\lp~l¥.Id exhll~1is'~, doeumeiitS lisled 
belilw: 

lniiumnceClalms 

The foll.owlng questfons talala to hmlseht)ldlllS!Jl'an~ clafmlnnaQilas a rfI~ult oftheevel1t& 
Cl;imprlslng ~ Queensland flOOds (hi Det:elJlber-.2010 lind JanqalY 20~ 1): 

27. Wfite policyhOlders advllletl 0.1 aU !llforfr1s!iqtJupen WImih (lSU r.elielil In l:I6ti!!itnfnihg tl1eir' 
(il'lmpl(l\titliMfsputas1Ihbc, was:thlfHldviqe.gIven yaluntwlly;·or, only If r.equ~eil? .If.any 
I>Jf3~ ofinforml!-ti9n was not jil'Ovitlad,. orwlU,tiEild fot any pilrkJd' of ilJllEr. 
2'1.1 What.was. the'nalt!re,Qftha' fnforriia!lon? 
27.2 Why was It not. provided? 

'S1. Is Cell·aware IJf any'fnslsnqe.s.of steff of eeu having given Inootr.ellt.adlli~·fn mpoflSli! 
to 1:!u~i1!is frOm.pallcyh,<iltlera about thaierms Gfthalr ooliei', o~:at:iout lh$it tila)m? 

as. Were wrltteil r6spahSllS glven in response-to. all GOroplalotsldl&pl!1~?: 

. sfi. Wero polleyholdert:i k~ Inform~ flf the prGgreas of thefrGotnpiaintsid'tti):NtEllJ.lrI. 
acoOtdafip8 WIth thli eentlr.allnstlranceCoda of Practi6e1 HaW cijdRloeaRACQ lnQnito.r 
Whether tt.le standards fat providiiii Inf()~!lon:on progress ef. diSputes wilSlis atlHered 
to?' '40tijJoorJl'Sb:eeUltlsba~ 

GPQaQl<V3S ~rlSbliiJl! 
QijQ'en5I!Ui~·~.IWWI!J!a 
T~I~pljM~ ~300 30t 634 
fa<SlmlIe +i;17~:V;OJi9750 
'_flOoiL:\>in~1i~\iI.8W.ljU. 
AJltI8~ 06.162.5)4 

I 
1 



4.(j, H~s GGU .m.a~ artY public .¢atermm~. or·CIlmJ'l'!~lJted inl¥lY pubHe'fQrum. ·Iibout ahy' 
In~lMt;il.lal ROli<:y,f!oli:/er (or at) $1l1OCa~'fq.r[iPO!rCYhQlc;leQ?lts\),· please. prQlllde WPles 
arthe. ata~~nts.pr comments. . 

41. Is CGU or has CGU beeri the,subJ6let of any Investigation bytt-ie Financial OmbtK'isll'illl1 
SllNI~ (oj:!'!j3r thl:lnqlsp~ r!;lferred to In paragraph 33M the Oiiglnal Recltlfremetlt 
deled'~ Sep!E1mi;)er 2Qi1) o.r any ~ther regulert.QIY bqdy ablWtt~.mlll'!.1'!?f ih-whlchCGU 
h/illSldeaft With cllllti1s telatln~ tome Qu~nIi~nd fioo.lis1 

III addressIng these matters, Mr'Peter Harmer Is tb: 
• provld.e an Jlifprw.atI~ In his possession:imd Identify. the souroe.Qf soumes of· that 

informa'tfonl 
• rollk!lcOT(lmenb;IIY<Bnd provlde opllilClP$ ne 1l!~!#.Illfie<l {Q glv.e ll1I toUle l;lp'p{op.r!atem;lss 

of partlculat actlons. P.rde.()fslons.·andtlie basIl! offuat commentary' c)r, oplnkm. 

Mr PE)!fiI' Harmer may ~lsoaPdrflllS arty other t9pW relallan~ ~o Terin of Reference (b) (the ('. 
performance of private inslJrers In lmletlng their .cteilJls rl:i$.Ponslblll!le.s) in lhe slatem~mt. If 
he Wishlll!., . 

The!itatem$nl Is to be prolJided to tlia Queensland Floode COmmission of Inquiry by 12-
·n~. f'rl$y, 16SeJj!em~~11. . 

Thilstatemellt can be provldad by post,(!tnaH or by alTlll191O};! deh\la~to fr\e COl'llml.&s1Q1l ily 
emaUlt'lQ infc@f1oodoommlsaion.i:jld.gov.au. . . 

Commlsstoner' 
Justice e E Hnltnes 
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Preparation date: 3013/2004 

Insurer: 
CGU Insurance Umited 
ABN 27 004478 371 

AFS Ucence No. 238291 



Supplementary Product 
Disclosure Statement 

This Supplementary Product Disclosure Statement 
(Supplementary POS) is dated 30 April 2008 and 
will apply to policies taken out, or with a renewal 
effective date, on or after 30 April 2008. 
The information in this Supplementary POS updates 
and should be read with the last Product Disclosure 
Statement you received for the policy specified in 
your policy schedule (POS) and any other applicable 
Supplementary POS. 

Changes to your PDS 

The Corporations Act 200 1 now requires the terms 
and conditions of an insurance policy (that are not 
part of the policy schedule) to be in the POS for that 
policy. This Supplementary POS amends your POS 
to meet this requirement. 
Your POS booklet contains your policy terms and 
conditions or policy wording in a separate section 
or part or under a separate heading. The POS is 
amended, and should now be read so that the policy 
terms and conditions or policy wording, that is 
included in your POS booklet, is part of the POS. 
Any statement in your POS to the effect that the 
policy terms or conditions, or policy wording, is not 
part of the POS, is deleted. 
If you have any questions, or would like another 
copy of the POS, please contact your business 
advisor or call us on the contact telephone number 
on your schedule. 

• 
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Welcome To The Security 
Of CGU Insurance 

THIS BOOKLET IS 
IMPORTANT 

Important information 
Cover for Section 1 Buildings and Contents and Section 2 Valuable Items, 
insurance is provided by CGU Insurance Limited Australian Business 
Number 2J 004 478 371 Australian Financial Services Licence No. 238291. 
Cover for Section 3 Workers' Compensation, insurance is provided by: 
Ll Insurance Australia Limited trading as ceu Workers Compensation 

ABN 11 000 016 722 if your situation is in Western Australia, Tasmania, 
Northern Territory or Australian Capital Territory . 

Product Disclosure Statement 
This Product Disclosure Statement (PDS) contains important information 
required under the Financial Services Reform Act 2001 and only applies to 
Section 1 Buildings and Contents commencing on page 12 of the policy and 
Section 2 Valuable Items commencing on page 24 of the policy. To assist you 
to locate specific items in the policy wording, a table of contents is provided 
on page 6 and an index is provided at the back of this booklet. 

Introduction 
Who is the insurer 
CGU Insurance Limited is the insurer of the insurance policy. Our Australian 
Business Number is 27 004 478 371. Our Australian Financial Services 
Licence Number is 238291. In this booklet the insurer is called 'we', 'us' 
or 'our' . 

How to contact us 
You may contact us by any of the following ways: 
II!I In person at any \=GU Insurance office. 
Cl By telephone on 13 15 32. 
Dl By writing to us at CGU Insurance, GPO Box 9902 in your capital city. 
fi! By email on our website www.cgu.com.au. 

1 



The purpose of this PDS 
This PDS has been prepared to assist you in understanding the insurance 
policy and making an informed choice about your insurance requirements. 
This PDS sets out the significantfeatures of the insurance policy including 
its benefits, risks and information about how the insurance premium is 
calculated. You still need to read the policy wording which commences on 
page S for a full description of the terms, conditions and limitations of the 
insurance policy. 

General Insurance Code of Practice 

CGU Insurance proudly supports the General Insurance Code of Practice. 
The purpose of the Code is to raise the standards of practice and service 
in the general insurance industry. Details about the Code are shown in 
the policy wording under 'General Insurance Code of Practice' on page 
9. Brochures on the Code are available from your nearest CGU Insurance 
office. 

Your cooling-off period 
We will refund all premium paid for cover under the insurance policy 
if you request cancellation of the insurance policy within 21 days of its 
commencement. To do this, you must advise us in writing and return 
the schedule to your nearest CGU Insurance office. You will not receive a 
refund if you have made a claim under the insurance policy. Details about 
the cooling-off period are shown in the policy wording under 'Money Back 
Guarantee' on page 9. 

What to do if you have a dispute 
If you have a concern about the insurance policy, our decision on your claim, 
our service or the service of our authorised representatives, loss adjusters 
or investigators, you may access our internal dispute resolution process. 
To do so, please contact your nearest CGU Insurance office. 
In the event we are unable to resolve your concern through our internal 
dispute resolution process, you may then request the matter be reviewed 
by the Financial Ombudsman Service. This is a free service available to 
you by calling 1300 7S OS OS. The scheme is administered by the Financial 
Ombudsman Service (FOS). Details about the dispute resolution system 
are shown in the policy wording under 'Our service commitment' on 
page 32. 

Your privacy 
We treat your personal information with care. We will not release your 
personal information to anyone else other than another insurer, an insurance 
reference service or as permitted or required by law. In the event of a claim, 
we may disclose information to and/ or collect additional information 
about you from investigators or legal advisers. Details about your privacy 
are shown in the policy wording under 'The way we handle your personal 
information' on page 30. 

2 
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Your duty of disclosure 
We rely upon the information you provide to us when you apply for 
insurance, and when you renew, change or reinstate your policy. You must 
tell us anything that you know, or should know, that could affect our decision 
to insure you and/ or the terms on which we insure you. 
Details about disclosure information are shown in the policy wording under 
'What you need to tell us' on page 10 and 'What you do NOT need to tell 
us' on page 10. 

How to apply for insurance 
Complete our application form. If we accept your application for insurance, 
you will receive a schedule that sets out details of the insurance you have 
taken out . 

How to make a claim 
To make a claim, please contact your nearest CGU Insurance office, or call 13 
15 32 when something happens that you believe you can claim for. Details 
about making a claim are shown in the policy wording under 'What you 
must do when you make a claim' on page 31, 'What you must NOT do 
when you make a claim' on page 31 and 'You give us your rights to claim 
from anyone else' on page 31. 

Taxation information 
CGU Insurance shows all taxes and charges as separate items on all 
schedules (e.g. stamp duty and the Goods and Services Tax). Details about 
the Goods and Services Tax are shown in the policy wording under 'How 
the Goods and Services Tax affects your claim' on page 30. 

Significant features and benefits 
III 24-hour emergency 'Home Support' hotline. 
III Accidental Damage cover. 
III New for old cover for contents. 
III New for old cover for buildings . 
.. $20 million liability insurance Australia-wide (worldwide for 90 

consecutive days). 
III Valuable items are covered under contents. 
III No loss sharing penalty for under insurance. 
III Pay-by-the-month instalment option. 
With each cover selected, a range of additional benefits is included. These 
benefits are shown in the policy wording under' Additional things we will 
pay for when you have insured your buildings' on pages 13 and 14, and 
'Additional things we will pay for when you have insured your contents' 
on pages 14, 15 and 16, and page 21. 
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Exclusions 
Our insurance is designed to provide protection for you in the event of 
something happening which has been insured against. 
Under some circumstances, this policy will not provide any insurance cover 
to you. For example, we do not pay for loss or damage caused by: 
Iil Erosion. 
I!I Flood. 
IJl Rust, corrosion, gradual deterioration, depreciation, wear or tear. 
III A defect in an item, faulty workmanship, structural defects or faulty 

design. 
Dl Malicious damage or vandalism by tenants. 
This lists some of the events that are not covered by this insurance, and 
for full details of all relevant policy exclusions, you should read the policy 
wording and make yourself aware of all the exclusions that apply. 
In the policy wording we state 'What are buildings' on page 16, 'What are 
contents' on pages 17 and 18, and 'What are valuable items' on page 24, we 
also state 'What are NOT buildings' on page 17, 'What are NOT contents' 
on page 18, and 'What are NOT valuable items' on page 24. In the policy 
wording we show when cover is not provided under 'When we will NOT 
pay' on pages 22 and 25, and 'What Section 1 and Section 2 of the policy do 
NOT cover' on page 27. It is important that you are aware of these exclusions 
and so you should read them. 
There are things that you must do in order for your insurance cover to 
apply. For example, you must pay the premium. In the policy wording we 
show what you need to do under 'What you are required to do for us' on 
page 29. 

Significant risks 
Adequate sum insured 
In the event of a major loss, your sum insured should be sufficient to allow 
for replacement of your property. 
Policy limits 

Limits do apply to some items. For example, we will pay additional costs 
required to comply with government or local authority bylaws as shown on 
page 19. These costs do not extend the sum insured and will not be paid if 
the sum insured is insufficient to meet the total costs involved in rebuilding 
or repairing your buildings. You should read the policy wording so that 
you are aware of limits that may be applicable to you. 
Disclosure 

You have certain disclosure obligations that you need to comply with. 
Failure to comply with these obligations may have consequences in terms 
of both your insurance cover or in the event that you make a claim. Your 
disclosure obligations and the consequences of not complying with these 
obligations are outlined in the policy wording under 'What you need to tell 
us' on page 10 and 'What will happen if you do not tell us' on page 10. 
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Excesses 
If you make a claim under the policy, you may be required to pay one or 
more excesses. The descriptions of these excesses and the circumstances 
in which they are applied are shown in the policy wording under 'Policy 
excess' on page 19. The amount of each excess will be shown on your 
schedule other than the earthquake excess which is shown on page 19 of 
the policy wording. 
In most instances you can select at the time of your enquiry or application 
for insurance the amount of policy excess you wish to pay should you 
have a claim provided it is equal to or higher than the minimum excess we 
apply to this policy. When you select a higher policy excess amount we will 
normally reduce the amount of premium we charge you. 
In some instances we will impose the amount of policy excess you will need 
to pay should you have a claim. In deciding to impose a policy excess we 
take into consideration a number of factors in setting the amount of the 
policy excess. These include factors relating to the type of property being 
insured, where the property is located, and the type of construction of the 
property and your previous insurance and claims history. At the time of 
your enquiry or application for insurance, the amount of the policy excess 
will be advised to you. 

Costs 

The premium payable by you will be shown on your schedule. 
The key factors that influence the premium calculation are reflected in 
the questions asked, and information sought, at the time of your enquiry 
or application for home insurance. These include factors relating to the 
type of property being insured, where the property is located, the type 
of construction of the property and your previous insurance and claims 
history. 
Premiums are subject to Commonwealth and state taxes and/ or charges. 
These include the Goods and Services Tax and stamp duty. The amount of 
these taxes and/ or charges will be shown on your schedule . 
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CLASSIC HOME INSURANCE 
POLICY 

Please read this policy before you apply for insurance. 
This policy sets out the terms, conditions and limits that apply for the 
insurance we offer to you. If we accept your application for insurance, 
you will receive a schedule that sets out details of the insurance you have 
taken out. 
Our agreement with you is made up of your application, this insurance 
policy, the schedules and endorsements we send to you. Endorsements are 
notices we send to confirm any change to your insurance. 
Keep this insurance policy in a safe place. You may want to refer to it from 
time to time. 
We recommend that you keep receipts for major items you purchase. 
If you need more information about this insurance policy, please contact 
your insurance adviser. We are happy to give you personal attention and 
service in relation to this or any other insurance enquiry. 

8 

• 

• 



• 

• 

CGU Insurance Triple Guarantee 

Our guarantee assures you of quality insurance and 
service at all times. 
Service Guarantee 
We will provide you with the highest standards of 
service. 
Fair Dealing Guarantee 
We will meet any claims covered by your policy fairly 
and promptly. 
Money Back Guarantee 
You have 21 days after you receive your numbered 
policy schedule to be sure you have the cover you 
require. If it is not the cover you require, you can 
cancel the policy. To do this, you must advise us in 
writing and return the schedule to your nearest CGU 
Insurance office. You will receive a full refund of the 
premium paid, providing nothing has occurred for 
which a claim is payable under the policy. 

Genera/Insurance Code 
Of Practice 
CGU Insurance proudly supports the General 
Insurance Code of Practice. 
The purpose of the Code is to raise the standards of 
practice and service in th~~~~'~~} insurance 

~~u~:'e aims to impro~~i;;~H~~l~;j[:{~~3'l~:i 
• The quality, comprehensWl:l'¢'t4ilf~bf policy 

documents and other irif'Or.m.<l:J;iJ';:titp'j(!t~~ded to 
consumers. :<-:'~~-~'i~':':/:~,:::J3~~ ;:-;-~(~::-t{:z'i-h. 

• Employee and represent~ti~~;ti~'hthg and 
supe~';sl'on ;;-i> ... . -';., 

• Gaims handling and dispute r~solution. 
Brochures on the Code are available from your nearest 
CGU Insurance office. 
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YOUR POLICY 

What you need to tell us 
You must ten us anything that you know, or should know, could affect our 
decision to insure you and I or the terms on which we insure you. You must 
do this when you apply for a policy, renew your policy or when you change 
or reinstate your policy. When we ask you specific questions, you must 
answer these questions truthfully and in a way that a reasonable person in the 
circumstances would answer them. It is important that every person who will 
be insured by the policy answers all questions in this way. These requirements 
are part of the Insurance Contracts Act 1984. 

What you do NOT need to tell us 
You do not need to teIl us anything that: 
[ill Reduces our risk. 
rnI Is of common knowledge. 
[J We know, or as an insurer should know. 
IT! We indicate that we do not want to know. 

What will happen if you do not tell us 
If you withhold relevant information or you do not answer our questions in 
the way we have described, we can reduce the amount we pay you for your 
claim, or we can cancel your policy. If your failure to tell us is fraudulent, or 
your answers are untruthful, we can treat your policy as if it never existed. 

When you are insured 
Your insurance begins when we accept your application. The commencement 
date of your insurance will be shown on the schedule we wiIl send you. 
We will not cover your buildings and your contents for a period of 48 hours 
from the time of the commencement of your insurance for damage or loss 
caused by: 
[j bushfire or grassfire; or 
[J a named cyclone. 
We will provide cover however if: 
III This insurance commences directly after another insurance policy 

covertng the same property expired without a break in cover. 
[] You have entered into a contract of sale to purchase the property. 
DI You have entered into a contract to lease the property. 
The insurance applies for the period for which you have paid us (or agreed to 
pay us) the premium. You may pay your premium by cash, cheque or credit 
card. If your cheque or credit card is dishonoured by your financial institution, 
you are not insured. 
You can also pay your premium by instalments direct from a financial institution 
account or from your credit card. You cannot make a claim under this policy 
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if you owed us more than one month's premium when the event you want to 
claim for happened. 
If you pay your premium by instalments and you are more than one month 
behind, we can cancel your policy without notice. 
If you have a total loss, we shall deduct the instalments for the remaining period 
of insurance from the amount we pay you. 

Who is insured under this policy 
The person whose name is set out in the schedule is insured. The following 
people are aiso insured, as long as they normally live with that person named 
in the schedule. 
III That person's partner. 
.. Unmarried children of that person. 
.. Unmarried children of that person's partner. 
III That person's parents. 
.. That person's partner's parents . 
In this policy all these people are called "you" or "your". 

Who is the insurer 
CGU Insurance Limited is the insurer under Section 1 Buildings and 
Contents and Section 2 Valuable Items. Our Australian Business Number is 
27 004 478 371. Our Australian Financial Services Licence Number is 238291. 
Insurance Australia Umited trading as CGU Workers Compensation is the 
insurer under Section 3 Workers' Compensation if your situation is in Western 
Australia, Tasmania, Northern Territory or Australian Capital Territory. Our 
Australian Business Number is 11 000 016 722. 
In this policy the insurer is called "we", "us" or "our". 

Words that have a special meaning 
In this policy there are words that have a special meaning. These words are listed 
below. If the meaning of a word is not shown below, we tell you on what page 
the meaning is printed. Wherever a word with a special meaning is printed in 
this policy, it will be shown in bold print. 
Buildings This is on page 16 under "What are buildings". 
Contents This is on pages 17 and 18 under "What are contents". 
Excess This is the amount of money you will pay if you have 

a claim. We will reduce the amount we pay you by the 
excess. The amount of your excess is shown on your 
schedule and the earthquake excess is shown on page 19. 

Schedule This is the document we give you which sets out the 
details of your insurance cover. You receive a schedule 
when you first take out your insurance and again when 
the policy is renewed or changed. 

Situation This is the place where the building and! or contents are 
located. We will show this place on all schedules we give 
you. 

Valuable items This is on page 24 under "What are valuable items". 

" 



Section 1 

What is insured 

BUILDINGS 
AND 

CONTENTS 

Your buildings and I or contents as set out in the schedule is insured if they 
are destroyed, lost or damaged. They are insured only if you own them, or 
are liable for them. 
If you only insure buildings, the cover provided for destruction, loss or 
damage does not apply to contents. 
If you only insure contents, the cover provided for destruction, loss or 
damage does not apply to buildings. 
Your buildings and contents are insured while at your situation. Cover 
for your contents while away from your situation is not provided unless 
we say so. 
We will cover your buildings and contents for any accidental damage or 
accidental loss including that caused by: 
I'l!i landslide or subsidence but only if it occurs within 72 hours after one 

of the following: 
• storm, rainwater or wind. 
• earthquake. 
• explosion. 
• liquid that escapes from a fixed pipe or something attached to a pipe, 

fixed gutter, fixed tank or a drain. 
This cover also applies to gates, fences or retaining walls that are attached 
to, and are part of, the structure of the buildings. 
[lJ storm, rainwater or wind. This includes storm, rainwater or wind 

damage to: 
• gates, fences or walls that are attached to, and are part of, the structure 

of the buildings. 
• gates, fences or walls that are not attached to, and are not part of, the 

structure of the buildings but only for any section of a gate, fence 
or wall made of brick, stone, metal or frame-supported corrugated 
fibrous material. The frame supporting the corrugated fibrous 
material must be made of brick, stone or metal. 

• gates, fences or walls that are not attached to, and are not part of the 
structure of, the buildings which are made of timber. We will only 
pay for gates, fences or waIls 15 years old or less. 

• free-standing fences that do not have a supporting frame but only 
if these fences are made from corrugated fibrous material. These 
fences must have been installed and constructed according to the 
manufacturer's specifications. 
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We will not pay for storm, rainwater or wind damage to shadecloth, 
swimming pool covers including solar covers, plastic liners for swimming 
pools. 
.. electric motor burning out If an electric motor bums out, we will repair, 

reinstate or replace it. We decide which one we will do. 
We will not cover your buildings and contents for any accidental damage 
or accidental loss caused by: 
.. landslide or subsidence except as described on page 12. 
.. settling, shrinkage or any movement of earth . 
.. erosion. 
III water entering the buildings through an opening made for any building, 

renovation or repair work. 
.. water entering the buildings because of a structural defect, faulty design 

or faulty workmanship when the buildings were constructed . 
.. flood . 

Flood is when water from a river, creek, lake, reservoir, dam or 
navigable canal overflows onto normally dry land. Water that 
escapes from an irrigation canal is not flood. 

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

.. rats, mice or insects. 
III roots from trees, plants, shrubs or grass. 
.. any process of cleaning involving the use of chemicals other than 

domestic household chemicals. 
.. a defect in an item, faulty workmanship, structural defects or faulty 

design. 
III breakage of mirrors, glassware, crystal, crockery or china while they are 

being used, cleaned or carried by hand. 
.. malicious damage or vandalism that is done by a tenant . 
III theft from any part of the buildings which you share with another 

person who is not insured under this policy. 
.. theft by a tenant. 
.. deliberate or intentional acts that are done by a tenant 
.. mechanical or electrical breakdown other than an electric motor burning 

out. We will pay for any resultant damage following mechanical or 
electrical breakdown. 

Additional things we will pay for 
when you have insured your buildings 

The following will be paid in addition to the sum insured. These will be paid 
when they relate to damage or loss from accidental damage or accidental 
loss. 
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IJ We will pay the amount that your buildings could be rented outfor each 
week if you had not had a loss. We will pay this amount for up to 24 
months. The most we will pay is 10% of your buildings sum insured. 
We will only pay for this when your buildings are unable to be lived 
in after damage or loss has occurred. 

III We will pay your legal costs to discharge your mortgage if your claim 
is for a total loss. 
We will pay the reasonable costs of demolishing and removing any 
buildings debris when damage or loss occurs. We will pay up to 10% 
of your buildings sum insured. 

GI We will pay the reasonable costs of architects, surveyors and legal fees 
when damage or loss occurs. We will pay up to 10% of your buildings 
sum insured. 

Ell We will pay to make modifications to your buildings if you are injured 
as a result of accidental damage or accidental loss to your buildings. We 
will only pay for modifications if the injury causes permanent paraplegia 
or permanent quadriplegia. The most we will pay is $10,000. 

[]If If a key to an external door lock of your buildings, or a key to an 
external window lock of your buildings, is stolen or lost, we will pay 
the reasonable and necessary costs of replacing the external lock, key 
or cylinder with a similar item. We decide which one we will do. 

D If any trees, plants, shrubs or lawns are: 
• stolen, or 
• burnt, or 
• maliciously damaged, or 
• damaged by a vehicle, 
we will pay to replace the trees, plants, shrubs or lawns. The most we 
will pay is $10,000 in anyone period of insurance. 

o If you have a loss, we will increase your sum insured by the amount 
the Consumer Price Index (all groups) has increased since you took out 
your policy or last renewed it. 

o You are fully insured agaln for your buildings for the amount shown in 
your schedule following a claim. This does not apply when your claim 
is for a total loss as your cover for buildings will end then. 

Additional things we will pay for 
when you have insured your contents 

The following will be paid in addition to the sum insured. These will be paid 
when they relate to damage or loss from accidental damage or accidental 
loss. 
I! If any of your credit cards are misused after they are stolen, we will pay 

up to $5,000 in total to the financial institutions that issued them. We 
will only pay if you complied with the terms on which the credit cards 
were issued. 

Ell We will pay the reasonable costs of alternate accommodation that you 
may incur after you have had a loss. We will also pay the reasonable 
costs you may incur to board your pets after you have had a loss. 
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We will pay this amount for up to 24 months. The most we will pay is 
10% of your contents sum insured. We will only pay for this when your 
buildings are unable to be lived in after damage or loss has occurred. 
We will reduce this payment, or stop paying you if: 
• we pay you for rent following damage to the buildings, or 
• you receive any payment for rent or accommodation from another 

source, or 
• you do not need to pay for alternate accommodation. 

II If guests or visitors to your home bring their own possessions with 
them, we will regard those possessions as belonging to you. The most 
we will pay is $5,000 if these possessions are lost or damaged. We will 
not pay if these possessions are already insured. 

• If employees working at your home bring their own possessions with 
them, we will regard those possessions as belonging to you. We will 
only pay if the employees are doing domestic work for you. The most 
we will pay is $5,000 if these possessions are lost or damaged. We will 
not pay if these possessions are already insured. 

• If a key to an external door lock of your buildings, or a key to an 
external window lock of your buildings, is stolen or lost, we will pay 
the reasonable and necessary costs of replacing the extemallock, key 
or cylinder with a similar item. We decide which one we will do. 

II We will pay the reasonable costs of removing any contents debris when 
damage or loss occurs. We will pay up to 10% of your contents sum 
insured. 

II We will pay the reasonable costs you have to pay a security firm to attend 
your home in response to your monitored burglar alarm system. 
We will only pay these costs when there is: 
• a burglary, or 
• an attempted burglary. 
We will not pay these costs when there is: 
• a false alarm, or 
• no evidence of an attempted burglary. 
The most we will pay is $1,000. 

• If you have a loss, we will increase your sum insured by the amount 
the Consumer Price Index (all groups) has increased since you took 
out your policy or last renewed it. This increase does not apply to any 
special contents you have insured. 

II You are fully insured again for your contents for the amount shown in 
your schedule following a claim. This does not apply when your claim 
is for a total loss as your cover for contents will end then. 

The following will be paid in addition to the sum insured. 
II We will pay to reinstate, reproduce or restore your documents if they 

are damaged while contained in the buildings or in a bank vault. This 
includes the information contained on the documents. The most we will 
pay is $10,000. 

III We will pay for the fees that you must pay to an accountant. We will 
pay these fees when your personal financial affairs are audited by the 
Federal Commissioner of Taxation. You must advise us of any such audit. 

15 



We will only pay claims notified to us during the period of insurance 
shown on your most recent schedule. The most we will pay during any 
one period of insurance is $5,000. 
We will not pay claims for: 
• any audit that relates to a criminal prosecution. 
• fees where the final assessment of your taxable income for the 

period being audited is 20% higher that your original declaration. 
• fees for work performed outside the time limits allowed by the 

Federal Commissioner of Taxation. 
• any fines, penalties or adjustments of taxation. 

.. We will pay for veterinary expenses if your pet is injured as a result of 
a road accident. The most we will pay is $500. 

II We will pay legal costs and expenses you are liable to pay following 
legal proceedings brought by you, or against you, in Australia. You 
must advise us of any legal proceedings brought by you, or against you. 
We will only pay claims notified to us during the period of insurance 
shown on your most recent schedule. We will only pay the legal costs 
and expenses incurred with our consent. The most we will pay during 
anyone period of insurance is $5,000. 
We will not pay legal costs and expenses relating to: 
• spouse or partner disputes including, but not limited to, divorce, 

child maintenance, or custody and property disputes. 
• claims for death, bodily injury to, or disease of, any person. 
• claims where cover is available by a standard form of motor 

vehicle, houseowners or householders, motor cycle, caravan or boat 
insurance. 

• any criminal charge or prosecution brought against you. 
• any road traffic offence or boating offence committed by you. 
• any matter arising out of your business or profession. 
• any matter arising out of any insurance cover required by 

legislation. 
• any award of damages made against you. 
• any penalties, fines or awards of aggravated, exemplary or punitive 

damages made against you. 

What are buildings 
II Residential buildings you live in including any professional offices or 

surgeries in those building. 
II Domestic outbuildings. 
.. Fixed coverings to walls, floors and ceilings. These do not include fixed 

carpets, curtains or internal blinds. 
II Services, which include the supply of electricity, water, etc. 
• Items built in, or fixed to, or on, the buildings. 
II Blinds or awnings on the outside of the buildings. 
lIII Anything permanently built, permanently constructed or permanently 

installed on your property for domestic purposes. 
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What are NOT buildings 
III Property that a tenant is liable for under the terms of a rental 

agreement. 
III Plants, shrubs, trees or grass. 

What are contents 
III Household goods that are not used for earning income. 
III Goods that you use for earning your income while they are at your 

situation. You would normally receive a taxation deduction for these. 
We will pay up to $5,000 in total for these items. This does not include 
office and surgery equipment. 

III Office and surgery equipment that you use for earning your income 
while it is at your situation. You would normally receive a taxation 
deduction for these. We will pay up to $20,000 in total for these items . 
This includes valuable items able to be powered by battery as listed on 
page 24. We will pay up to $10,000 per item for any valuable item able 
to be powered by battery unless it is listed as a special valuable item. 

III Carpets, curtains and internal blinds. 
III Furniture and furnishings that are not built in. 
III Portable domestic appliances that are not built in. 
I!III Swimming pools, saunas and spas that are not permanently installed. 
III Accessories for any swimming pools, saunas or spas. 
III Oothing and personal effects. 
II Valuable items - see page 24 for "What are valuable items". We will 

pay up to $10,000 for anyone item, pair, set, collection or system. 
The most we will pay for valuable items is 20% of your contents 
sum insured. 

III Items thinly covered with gold or silver that are not jewellery or 
watches. 

III Paintings and prints, tapestries, Persian or similar rugs, antiques and 
any other works of art. We will pay up to $25,000 for anyone item. 

II Projectors and screens. 
III Equipment for developing and enlarging photographs. 
III Processed film, slides and prints. We will only pay the value of these 

items as unprocessed material, and the cost of processing them. However, 
if they were processed when you purchased them, we will pay the cost 
of replacement. We will not pay the costs of recreating any event. 

II Tapes, cassettes, cartridges and discs, including computer software. 
We will only pay the value of these items when blank unless they were 
pre-recorded when you purchased them. 

III Money and negotiable documents. We will pay up to $5,000 in total for 
these. 

III Accessories and spare parts for motor vehicles, motor cycles, mini bikes, 
caravans, trailers and watercraft. We will not pay if the accessories 
and spare parts are in, or on, motor vehicles, motor cycles, mini bikes, 
caravans, trailers or watercraft. We will pay up to $5,000 in total for 
these items. 
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.. Landlords' fixtures and fittings that you are liable for under the terms 
of a rental agreement. We will not cover these fixtures and fittings if the 
Body Corporate has them insured. 

.. Fixtures and fittings that you have installed for your own use if you 
are a tenant, or the owner of a strata title unit. We will not cover these 
fixtures and fittings if the Body Corporate has them insured. 

II Watercraft less than 4 metres long which are not powered by a motor, 
or are powered by a motor less than 10hp. The most we will pay is 
$5,000 . 

.. Unregistered motorised golf buggies, ride-on mowers and 
wheelchairs. 

.. Surfboards, sailboards or surf skis. 

.. Special contents which are listed on your schedule. 

What are NOT contents 
III Unset precious and semi-precious stones. 
II Plants and trees growing outdoors. This does not include plants and 

trees growing in pots or tubs. 
II Animals, including birds and fish. 
.. Pedal cycles while they are used for racing or pacemaking. 
.. Motor vehicles, motor cycles, mini bikes, caravans, trailers or aircraft 

other than model or toy aircraft. 
.. Watercraft more than 4 metres long. 
• Watercraft less than 4 metres long that are powered by a motor of more 

than 10hp . 
.. Jet skis. 

Cover for contents away from your situation 
Your contents are insured while they are away from your situation, 
anywhere in the world. 
Your contents are not insured if they: 
II are on the way to, or from, or in, commercial storage. 
.. have been away from your situation for more than a continuous 

period of 90 days, other than sporting equipment that is stored within 
a clubroom. 

.. are in transit during a permanent removal. 
• have been removed permanently from your situation, without our 

permission. 
The following items of contents are not covered while away from your 
situation: 
II accessories and spare parts for motor vehicles, motor cycles, mini bikes, 

caravans, trailers and watercraft. 
II goods that you use for earning your income. 
II office and surgery equipment that you use for earning your income. 
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Policy excess 

PAYING 
CLAIMS 

For each buildings or contents claim, we will reduce the amount we pay 
you for your claim by the excess. The amount of your excess is shown on 
your schedule. 
Your excess will be increased by $250 for any claim for damage or loss 
arising from an earthquake. This damage or loss must occur within 72 
hours of the earthquake. 
When a claim is paid for damage to, or loss of, buildings and contents, 
the excess amount will only be taken off once. 
When a claim is paid under only" Additional things we will pay for when 
you have insured your buildings" or "Additional things we will pay for 
when you have insured your contents", your excess will not apply. 

The most we will pay for 
your buildings or contents 

The most we will pay for any claim for buildings or contents is the sum 
insured shown on your schedule. This does not apply to amounts payable 
under" Additional things we will pay for when you have insured your 
buildings" or "Additional things we will pay for when you have insured 
your contents". 

How we pay a claim for your buildings 
When damage or loss occurs to your buildings, we will pay the cost of 
rebuilding your buildings or repairing the damaged portions to the same 
condition as when they were new. 
We will also pay any additional costs required for your buildings to comply 
with government or local authority bylaws. We will not pay these additional 
costs if you were required to comply with these bylaws, and had not done 
so, before the damage or loss occurred. 
Rebuilding or repairing your buildings must commence within six months 
of the damage or loss occurring. If it does not commence within six months, 
we will do one of the following: 
• reinstate or repair the buildings to the condition they were in just before 

the damage or loss occurred, or 
II pay you the cost of reinstating or repairing the buildings to the condition 

they were in just before the damage or loss occurred, or 
• pay you the value of the land and buildings just before the damage or 

loss occurred. We will reduce this payment by the value of your land 
and buildings after the damage or loss occurred. 
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We decide which one we will do. 
We wiIl pay for the damaged portions of fixed coverings to walls, floors and 
ceilings only in the room, hall or passage where the damage occurred. 
We will try to match any material used to repair the buildings with the 
original materials. If we cannot, we wiIl use the nearest equivalent available 
to the original materials. We will not pay any costs forreplacing undamaged 
property. 
If the damage was caused by liquid that escaped from a bath, basin, 
sauna, spa, shower base or shower wall we will pay the costs to repair the 
buildings. We will not pay the costs to repair or replace the bath, basin, 
sauna, spa, shower base or shower wall. 

How we pay a claim for your contents 
When damage or loss occurs to any contents item we will do one of the 
following: 
• replace the property with the nearest equivalent new property, or 
• repair the property to the condition it was in when new, or 
• pay you the cost of replacement or repair. 
We decide which one we will do. 
We will pay for carpets; wall, floor and ceiling coverings; internal blinds 
and curtains; only in the room, hall or passage where the damage or loss 
occurred. 
When an item is part of a pair, set, system or collection, we will only pay for 
the value of the item itself. The most we will pay is the value that the item 
has as a proportion of the combined pair, set, system or collection. We will 
only pay the cost of replacing the item even though the pair, set, system or 
collection to which it belongs is less valuable because it is incomplete. 
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Section 1 

LIABILITY 

We will pay the amount you are liable to pay following an accident if your 
liability arises from any of the circumstances shown below. The accident 
that results in the claim must occur during the period of insurance. We also 
pay any legal costs you have to pay in relation to the accident. This includes 
costs awarded against you. The most we will pay, including costs, for any 
single accident, or series of accidents arising out of the same event, is the 
amount shown in your schedule. 

When we will pay 
II If you have insured your buildings, we will pay the amount you have 

to pay as owner or occupier of your buildings. 
• If you have insured your contents and live in a rented building, we will 

pay the amount you have to pay as owner of your contents, or occupier 
of the building. 

• If you have insured your contents and you own part of a building that 
has been subdivided, we will pay the amount you have to pay as owner 
of your contents or occupier of your part of the building. We will not pay 
for an accident that happens in any common areas of the building. 

• If you have insured your contents, we will pay the amount you have 
to pay for any accident that happens: 
• anywhere in Australia, 
• anywhere inAustra1ia in connection with your position as a committee 

member of a sporting or social club. We will not pay if you receive 
more than $1,000 per year for holding the position, 

• anywhere in the world. Cover away from Australia is limited to 90 
consecutive days and starts from the time you leave Australia . 

This does not include the amount you have to pay because you are the 
owner or occupier of your buildings. 

l1li If you have insured your contents, we will pay for any accident that 
happens anywhere in Australia arising out of the use of watercraft. 
We will only pay if the watercraft is less than 4 metres long and is not 
powered by a motor, or is powered by a motor less than lOhp. This does 
not include jet skis. 

Additional things we will pay for 
when you have insured your contents 

We will pay the amount you are liable to pay following an alleged or actual 
act or omission. We will only pay for your liability in connection with your 
position as a committee member of a sporting or social club. We will not 
pay if you receive more than $1,000 per year for holding this position. 
Any claim made against you must occur within the period of insurance 
stated in the schedule. The most we will pay, including costs, during any 
one period of insurance is $10,000. 
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When we will NOT pay 
We will not pay claims arising from: 
IJl penalties, fines or awards of aggravated, exemplary or punitive damages 

made against you. 
III use of a motor vehicle, motor cycle, mini bike, aircraft or watercraft, 

other than: 
• unregistered motorised golf buggies, ride-on mowers and 

wheelchairs. 
• model or toy aircraft. 
• a surfboard, sailboard or surf skis, 
• watercraft that are described on page 21. 

01 use of a caravan or trailer when the caravan or trailer is attached to a 
motor vehicle or motor cycle. 

[j personal injury to you, or any member of your family who normally 
lives with you, or any other person who normally lives with you. 

111 personal injury to any person you employ and that injury arises from 
their employment with you. 

o damage to or loss of property that belongs to you, or any member of 
your family who normally lives with you, or any other person who 
normally lives with you. 

o damage to or loss of property that belongs to any person you employ 
and that damage or loss arises from their employment with you. 

[j damage to or loss of property that is in the control of you, or any member 
of your family who normally lives with you, or any other person who 
normally lives with you. 

1:1 any disease that is transmitted by you, or any member of your family 
who normally lives with you. 

mI any business, profession, trade or occupation carried on by you. This 
does not include being a committee member of a sporting or social club 
provided that you do not receive more than $1,000 per year for holding 
this position. 

S! alterations, repairs, renovations or additions to your buildings that cost 
more than $50,000. 

J]j any agreement or contract you enter into. We will pay for your liability 
if you would have been liable without the agreement or contract. 

[;;j the use, removal of or exposure to any asbestos product or products 
containing asbestos. 

iii gaining a personal profit or advantage that is illegal. 
II a conflict of duty or interest. 
111 any act or omission that is dishonest, fraudulent, criminal, wilful or 

malicious. 
IiIl any loss that can be reimbursed by your sporting or social club. 
Ii!! any alleged or actual act or omission committed, or alleged to have been 

committed, prior to the commencement of the policy. 
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Section 1 

STRATA TITLE 
MORTGAGEE 
PROTECTION 

This section of the policy only applies when your schedule shows that you 
have requested cover for mortgagee protection. It is applies when you own 
part of a building that has been subdivided, usually into strata title units, 
and you have a mortgage on that part of the building. 
We will cover the part of the building that you own for damage or loss on 
the same basis as set out in Section 1 - Buildings and Contents. 
We will pay up to the amount you owe on your mortgage but no more 
than the sum insured shown on your schedule. We will pay this to your 
mortgagee when you are required to pay your mortgage in full following 
a loss. We will only pay this when the body corporate has not insured the 
buildings, or it has not insured the buildings for damage that you can claim 
for under this policy . 
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Section 2 

VALUABLE 
ITEMS 

This section of the policy only applies when your schedule shows that you 
have requested cover for valuable items. 

What are valuable items 
[J Jewellery and watches. 
EI Items that contain gold or silver. 
lJ Furs. 
G! Collections of stamps, money or medals. 
I:!I Items able to be powered by battery as listed: 

• cassette players • compact disc players 
o electronic diaries • mobile or portable phones 
• portable computers • radios 
• record players o tape recorders 
• televisions • video recorders or cameras. 

['! Equipment for taking photographs, including accessories and 
unprocessed film. These are not covered while they are being used: 
• underwater, or 
• to earn your income. 

G! Sporting equipment designed to be used in a leisure activity that 
involves some element of physical activity or competition. This does 
not include pedal cycles. Sporting equipment is not covered while it is 
being used. 

[) Special valuable items which are listed on your schedule. 

What are NOT valuable items 
EI Unset precious and semi-precious stones. 
a Items thinly covered with gold or silver. 
[J Motor vehicles, motor cycles, mini bikes, caravans, trailers, aircraft or 

accessories or spare parts of any of these items. 
EI Watercraft more than 4 metres long. 
['! Watercraft less than 4 metres long that are powered by a motor of more 

than lOhp. 
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When we will pay 
Your valuable items are insured for any accidental damage or accidental 
loss anywhere in the world. 

When we will NOT pay 
We will not pay if the accidental damage or accidental loss is caused by 
the following: 
II rust, corrosion, gradual deterioration, depreciation, wear or tear. 
II a defect in the item. 
II rats, mice or insects. 
II processes of cleaning involving the use of chemicals other than domestic 

household chemicals. 
II mechanical or electrical breakdown other than an electric motor burning 

out. We will pay for any resultant damage following mechanical or 
electrical breakdown . 
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PAYING 
CLAIMS 

How we pay a claim for a valuable item 
When damage or loss occurs to a valuable item we will do one of the 
following: 
Jill replace the item with the nearest equivalent new item, or 
/I repair the item to the condition it was in when new, or 
DlI pay you the cost of replacement or repair. 
We decide which one we will do, unless the valuable item is to be replaced, 
then we will allow you to select to be paid the value of the valuable item. 
When a valuable item is part of a pair, set, system or collection, we will only 
pay the value of the item itself. The most we will pay is the value that the 
item has as a proportion of the combined pair, set, system or collection. We 
will only pay the cost of replacing the item even though the pair, set, system 
or collection to which it belongs is less valuable because it is incomplete. 
We will reduce any payment for damage to, or loss of, an item under this 
section by the amount we pay you for the same item under your contents 
insurance. 

Limit for valuable items 
The most we will pay for anyone item, pair, set, collection or system is 
$10,000. 
You can insure items, pairs, sets, collections or systems that are worth more 
than the above limit for their actual value as "special valuable" items. To 
do this you must advise us and the items will be listed on your schedule. 
The most we will pay in total for all valuable items is the amount shown 
in your schedule. 
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What Section 1 And Section 2 Of The 
Policy Do NOT Cover 

We will not pay for claims for loss, damage or liability arising from: 
• war or warlike activity. War does not have to be declared. We do not 

provide cover for theft following this. 
• hostilities, rebellion, insurrection or revolution. We do not provide cover 

for theft following these events. 
• contamination by chemical and! or biological agents, which results 

from an act of terrorism. Terrorism is any act which may, or may not, 
involve the use of, or threat of, force or violence where the purpose of 
the act is to further a political, religious, ideological aim or to intimidate 
or influence a government (whether lawfully constituted or not) or any 
section of the public. 

• lawful destruction or confiscation of your property. 
• anything nuclear or radioactive. 
III damage to a heating element. We will pay for any resultant damage 

following damage to a heating element. 
!III mildew, atmospheric or climatic conditions. 
III damage, loss or injury that you or anyone acting for you deliberately 

caused. 
• flood, storm surge, the action of the sea, tidal wave, high water, tsunami 

or erosion. 
• landslide or subsidence except as detailed on page 12. 
II any event that does not occur within the period of insurance. 
III failure or inability of any item, equipment or computer software to 

recognise correctly, to interpret correctly or to process correctly any date, 
or to function correctly beyond any time when that item, equipment or 
computer software has not recognised, interpreted or processed correctly 
any date. We will pay for any resultant loss or damage that is covered 
by this policy, other than resultant loss or damage to any frozen food, 
computer equipment or computer software. 
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Section 3 

WORKERS' 
COMPENSATION 

This section of the policy only applies when your schedule shows that you 
have requested cover for Workers' Compensation. 
If you have employees, in some circumstances Workers' Compensation 
cover is compulsory. If you are unsure, check with your local Workers' 
Compensation Authority. 
We will pay the amount you are liable to pay if a person you employ is 
injured while working for you. We will only pay if the person is doing 
domestic work for you. We will not pay if the person is working for you in 
your business, profession, trade or occupation. 
The amount we will pay is subject to the relevant workers' compensation 
legislation in your state or territory. 
Please refer to page 11 under 'Who is the insurer'. 
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IMPORTANT 
INFORMATION 

When your insurance cover does NOT apply 
Your insurance for your buildings, contents and valuable items will not 
apply if, for a continuous period of 90 days or more, no one has lived at 
your situation. 
You can ask us to provide cover if no one is going to be living at your 
situation for more than 90 days. If we agree to provide cover we will advise 
you in writing . 

You cannot give your rights away 
You cannot give anyone else an interest in this policy without our written 
consent. 

What you are required to do for us 
.. You must pay us the premium for this insurance. 
II You must tell us as soon as possible of anything that changes the facts 

or circumstances relating to your insurance. 
.. You must take reasonable precautions to prevent anything which could 

result in a claim under this policy. 
.. You must make sure that anyone doing anything on your behalf obeys 

all laws. 
.. You must comply with the conditions of this policy . 

Cancelling your policy before the due date 
You can cancel this policy at any time. To do this you must ask us in writing. 
The policy will end when we receive your request. 
We can cancel this policy if you do any of the following: 
II make a misleading statement to us when you apply for your 

insurance. 
.. fail to tell us anything you should tell us when you apply for this policy, 

renew this policy and when you change or reinstate this policy. 
.. fail to comply with the conditions of this policy. 
.. fail to pay the premium for this insurance. 
.. are not fair and open in your deaiings with us. 
II make a claim during the period of this policy that is not true. The claim 

does not have to be under this policy and can be with us or another 
insurance company. 
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We may cancel this policy if there is a change in the circumstances of the 
risk during the period of insurance. 
If we cancel this policy we will advise you in writing. To do this, a notice 
will be delivered to you or posted to you. 

Return of premium if your policy 
is cancelled before the due date 

If your policy is cancelled before the due date: 
1'1 we will keep the premium for the period that the policy was in force. 
['!!J we will return to you the premium for the period from the date the 

policy ended to the due date of the policy. 

How the Goods and Services Tax affects your claim 
Where we make a payment under this policy for the acquisition of goods, 
services or other supply; we will reduce the amount of the payment by the 
amount of any input tax credit that you are, or will be, or would have been 
entitled to under A New Tax System (Goods and Services Tax) Act 1999 
in relation to that acquisition, whether or not that acquisition is actually 
made. 
Where we make a payment under this policy as compensation instead of 
payment for the acquisition of goods, services or other supply, we will 
reduce the amount of the payment by the amount of any input tax credit 
that you would have been entitled to under A New Tax System (Goods 
and Services Tax) Act 1999 had the payment been applied to acquire such 
goods, services or other supply. 

The law that applies to this policy 
Any disputes arising from this policy will be determined by the courts, and 
in accordance with the laws, of the state or territory of Australia where this 
policy is issued. 
Please contact your nearest eGU Insurance office when something happens 
that you believe you can claim for. 

The way we handle your 
personal information 

We collect personal information from you for the purpose of providing you 
with insurance products, services, and processing and assessing claims. 
You can choose not to provide this information, however, we may not be 
able to process your requests. 
We may disclose information we hold about you to other insurers, an 
insurance reference service or as required by law. In the event of a claim, 
we may disclose information to and! or collect additional information about 
you from investigators or legal advisors. 
If you wish to update or access the information we hold about you, 
contact us. 
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HOW TO MAKE A 
CLAIM 

What you must do when you make a claim 
You must make your claim as soon as possible after you suffer a loss. If 
you do not make it within 30 days, we may reduce what we pay you by an 
amount to take account of any disadvantage we suffer by the delay. 
You must also: 
II take all reasonable steps to stop any further loss from occurring. 
!iii advise the nearest police station if your property is lost or stolen, 

vandalised or maliciously damaged. We may ask you to give us a written 
report from the police. 

!iii keep the property that has been damaged so we can inspect it 
II tell us about any prosecution or inquest that may be held. 
II send us any document relating to your claim within 72 hours of you 

receiving the document 

What you must NOT do when you make a claim 
You must not do any of the following: 
II repair or replace any damaged property without our consent 
II pay, promise to pay, or offer payment, or admit responsibility for a 

claim. 

You give us your rights to claim from anyone else 
If you have a right to claim against someone else for a claim you made 
under this policy, you give us your rights to make that claim. You also 
give us your rights to conduct, defend or settle any legal action and to act 
in your name. 
You must not do anything which prevents us from doing this and you must 
give us all the information and co-operation that we require. 
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OUR SERVICE 
COMMITMENT 

CGU Insurance is proud of its service standards and supports the General 
Insurance Code of Practice. In an unlikely event that you are not satisfied 
with the way in which we have dealt with you, as part of our commibnent 
to customer service, we have an internal dispute resolution process in place 
to deal with any complaint you may have. 
If you are not satisfied with any of the following, please contact your nearest 
CGU Insurance office. 
J]! One of our products. 
[] Our service. 
[] The service of our authorised representatives, loss adjusters or 

investigators. 
[] Our decision on your claim. 
Our staff will help you in any way they can. If they are unable to satisfy you, 
they will refer the matter to the appropriate manager who will immediately 
deal with the matter. If the manager cannot resolve the matter, the manager 
will escalate the matter to our internal dispute resolution staff. 
Our internal dispute resolution staff will review the matter and will try to 
reach a satisfactory outcome. Once their review has been completed, they 
will advise you of our final decision within 15 working days. If they need 
longer, they will contact you and explain the reasons why. Our internal 
dispute resolution process is a free service to you. 
If you do not agree with our final decision, the matter may be reviewed 
through the Financial Ombudsman Service. The scheme is administered by 
the Financial Services Ombudsman (FOS). 
The scheme is an external body that is independent of this Company. It will 
investigate the matter and make its decision at no cost to you. 
Brochures outlining our internal dispute resolution process are available 
from your nearest CGU Insurance office. 
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This Product Disclosure Statement (POS) has 
been designed to help you get the most out 
of your policy. 

Use the contents pages and topic index to 
help find what you are looking for. Important 
tasks such as taking outinsurance or making 
a claim are explained in easy to follow steps. 
And we have included a glossary of words 
with a special meaning. 

When you take out an insurance policy with 
us, the cover we agree to provide you is set 
out in your current schedule, and described in 
this PDS, as well as any Supplementary PDS we 

. may issue, Together, they make up the terms 
and conditions of your insurance contract 
with us. Read them carefully and store them 
together in a safe place. 

If you need moreinformationaboutthis PDS, 

please contact us or your insurance adviser. 

contents 
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Exclusions to your cover 

Your responsibilities to us 

Our commitment to you 
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Accidental Damage 
Home Insurance 
Accidental Damage Home Insurance 
covers your buildings or contents for 
any accidental loss or damage. 
We also provide cover under specific 
conditions for a range of incidents 
and additional covers, and your 
legal liability. 
You can choose to take out a buildings 
policy, a contents policy, or a combined 
buildings and contents policy. 
You can also add options to your policy 
for domestic workers' compensation, 
strata title mortgagee protection, or 
to extend your valuables cover. 
Your buildings or contents will be 
covered up to the sum insured, as 
listed on your current schedule. 

To find out what this policy 
covers, see next page .. 

For exclusions to this 
cover, see page 31 .. 
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Buildings we will cover 
We will cover residential buildings, 
their fixtures arid fittings and any 
structural improvements at your home. 

Your buildings include 

• residential buildings that you live in, including any 
professional offices or surgeries in those buildings 

• domestic outbuildings 
• fixed coverings to walls, floors and ceilings 

- these do NOT include fixed carpets, curtains or 
internal blinds 

• infrastructure for services, including infrastructure for the 
supply of electricity, gas, water, intemet and telephone 

• items built in, fixed to, or on the buildings 
• blinds or awnings on the outside of the buildings 
• anything permanently built, constructed or installed 

on your property for domestic purposes. 

Your buildings do NOT include 

• buildings that a tenant is liable for under the terms 
of a rental agreement 

• plants, shrubs, trees or grass, unless 
- we are covering these under 'Trees, plants and 

shrubs replacement'. 
For Trees, plants and shrubs 
replacement. see page 23 ~ 

• What we will pay 
for buildings 

6 

We will cover your buildings up to the 
sum insured, as listed on your schedule. 

Contents we will cover 
We will cover household goods or 
personal effects not fixed or fitted to 
buildings that you own or are legally 
responsible for. 

Your contents include 

• accessories and spare perts for motor vehicles, 
motorcycles, mini bikes, caravans, trailers and 
watercraft, that are not in, or on them 

• items thinly covered with gold or silver that are not 
jewellery or watches 

• carpets, curtains or internal blinds 
• film, slides and prints, however 

- we will only pay the value of these items as unprocessed 
material, and the cost of processing them 

- if you purchased them already processed we will only 
pay their replacement value 

- we will not pay the costs of recreating any event 
• tapes, cassettes, cartridges and discs, however 

- we will only pay the value of these items when 
blank unless they were pre-recorded when you 
purchased them 

• computer software 
• media purchased online, e.g. music, software, and videos 
• landlords' fixtures and fittings that you are liable for 

under the terms of a rental agreement, unless 
- the body corporate or similar body has insured them 

• fixtures and fittings that you have installed for your own use 
if you are a tenant, or the owner of a strata title unit, unless 
- the body corporate or similar body has insured them 

• goods you use to earn an income at your home, however 
- goods do NOT include office and surgery equipment 

• office and surgery equipment that you use to earn an 
income at your home 

• unregistered motorised golf buggies, ride-on mowers 
and wheelchairs 

• unregistered motorcycles or mini-bikes up to 125 cc that 
do not require registration by law, unless 
- they are being used for racing or pacemaking 

Continued next page ~ 
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continued ... Contents we will cover 

Your contents Include 

• money and negotiable documents 
• watercraft less than 4 metres long that is 

not powered by a motor, or is powered by a 
motor less than lOhp 

• valuable items as listed below 
- jewellery and watches 
- items that contain gold or silver (this does not include 

items thinly covered with gold or silver) 
-furs 
- collections of stamps, money or medals 
- battery-powered items as listed below 

- audio visual equipment 
- camera equipment, including accessories 

and unprocessed fI[m, unless 
they are being used underwater, or to eam 
your income 

- electronic diaries 
- GPS 
- mobile or portable phones 
- portable computers 

- sporting equipment, unless it is being used. 

You can increase the level of cover for valuable items by 
choosing the Other Valuables or Special Valuables option. 

Your contents do NOT Include 

For a description of the Other 
Valuables and SpecIal Valuables 
options, see pages 28-29 .. 

• unset precious/semi-precious stones 
• plants and trees growing outdoors, unless 

- they are growing in pots or tubs 
• animals, including birds and fish 
• pedal cycles while they are used for racing or pacemaking 
• motor vehicles, caravans, trailers or aircraft other than 

model or toy aircraft 
• registered motorcycles or mini-bikes 
• unregistered motorcycles or mini-bikes over 125CC 

• watercraft more than 4 metres long 
• watercraft less than 4 metres long that is powered by a 

motor of more than lOhp 
• jet skis. 

What we will pay 
for contents 
There are set maximum amounts that 
we will pay when you make a claim. 
These amounts are listed below and are 
included in your contents sum insured, 

CONTENTS 

THE MOST WE WILL PAY 

up to the contents sum 
insured as listed on 
your schedule (inclusive • 
of GST) in total 

any content item, pair. set, collection 
or system of contents items 

office and surgery equipment 
- includes all battery-powered 
items, see below '" 
goods you use for earning your 
income in your buildings 

money and negotiable documents 

watercraft less than 4 metres 
long that is not powered by 
a motor, or is powered by a 
motor less than 10HP 

accessories and spare parts for 
motor vehicles, motorcycles. 
mlniwblkes, caravans, trailers 
and watercraft 
VALUABLE ITEMS INCLUDED 
IN CONTENTS 

any one item. pair, set, collectIon 
or system of valuables other than 
sporting equipment 

battery-powered Items 

anyone item, pair, set, collection 
or system of sporting equipment 

$20,000 (inclusive of GST) 
per item, pair, set, 
collection or system 
$10,000 (inclusive of GST) 
in total 

$5,000 (inclusive of GST) 
in total 
$1,250 (inclusive of GST) 
in total 
$5,000 (inclusive of GST) 
in total 

$750 (inclusive of GST) 
in total 

up to 20% of the contents 
sum insured as listed on • 
your schedule, or 
up to $7,500 (inclusive 
of GST), whichever is 
higher - this amount is 
included in your 
contents sum insured 
$2,500 (inclusive of GST) 
per item, pair, set, 
collection or system 
$2,500 (inclusive of GST) 
per item 
$3,000 (inclusive of GST) 
per item, pair, set, 
collection or system 

Continued next page .. 9 
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continued ... Contents we will cover 

Nominating the amount we will pay for contents 

When you take out a contents policy, you must 
nominate the replacement value of your contents at 
today's prices. This is called your 'sum insured' and 
is listed on your schedule. 

Increasing the amount we will pay for contents 
excludlng valu.bl.ltems 
You can increase the maximum amount we will pay 
for any content item, pair, set, collection or system 
by nominating an amount that is higher than $20,000. 
Your contents will be listed on your schedule as 
'special contents'. 

Increasing the amount we will pay for valuables 
You can increase the total amount we will pay 
for your valuables by adding the Other Valuables 
option to your policy. This amount is in addition to 
your contents sum insured. 
You can increase the maximum amount we will 
pay for an individual valuable item by adding the Special 
Valuables option to your policy. This amount is in 
addition to your contents sum insured. 

For a descrfptlon of the Other 
Valuables and SpedaI Valuables 
options, see pages 28-29 .... 

Where your contents 
are covered 
Your contents are covered at your home. 
Your contents are also covered away from 
your home, anywhere in Australia and 
New Zealand, up to 90 consecutive days, 

Contents 
- at your 
home 

Contents 
- away 
from your 
home 

We will cover your contents at your 
home for loss or damage as a result of 
an incident we have agreed to cover. 

We will cover your contents away 
from your home, anywhere in 
Australia and New Zealand, for loss 
or damage as a result of an incident 
we have agreed to cover. 
We will NOT cover 
• accessories and spare parts for motor 

vehicles, motorcycles, mini-bikes, 
caravans, trailers and watercraft 

• goods you use for earning an income 
• office and surgery equipment you use 

for earning your income 
while they are away from your home. 
We will NOT cover your contents if they 
• have been away from your home for 

more than 90 consecutive days, unless 
- the contents are sporting equipment 

stored within a club room 
• have been removed permanently from 

I your home by you, unless I -we have agreed to cover them 
I • are on the way to, or from, or are in a 

commercial storage facility, or in transit 
during a permanent removal, unless 
- we have agreed to cover them under 

'Contents in transit' or 'Contents in a 
commercial storage facility'. 

For eontenlslntransft,and 
Contents In Q commerdol storage 
(ad11ty, see page T7 .. 

11 
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Accidental Damage cover 
We will cover your buildings or contents 
for any accidental loss or damage. 

There are also a number of incidents we will cover under 
specific conditions - these are listed on the following pages. 
[f you make a claim, you will need to pay any excesses 
that apply - you will only need to pay this amount once. 
Any cover we provide is subject to exclusions. 

For exclusions to this cover, 
seepaga31 ... 

Incident cover provided 
under specific conditions 
Burning 
out of an 
electric 
motor 
BUilDINGS 

CONTENTS 

Fire or 
explosion 
BUILDINGS 

CONTENTS 

We will cover the cost to repair or 
replace your electric motor if it 
burns out or fuses. 
We will ONLY do this if your electric 
motor is 15 years old or less. 

il We will cover your buildings or 
, contents for loss or damage as a 

result of a fire or an explosion. 
We wil[ NOT cover loss or damage 
caused by a bushfire or grassfire within 
48 hours of the start date of your 
policy, unless 
• you took out your insurance with us 

immediately after another insurance 
policy covering the same buildings 
or contents expired, without a break 
in cover 

• you took out your insurance with us 
immediately after the risk passed to I you as purchaser of your buildings 

! • you took out your insurance with us 
i immediately after you signed a [ease 
I contract for your buildings. 

Landslide I We will cover your buildings or 
or I contents for loss or damage as a 
subsidence result of a landslide or subsidence. 

I, We will ONLY do this if the loss or 
BUILDINGS 

CONTENTS 
I damage occurs within 72 hours of 

• an earthquake or explosion 
• a storm, including rainwater or wind, or 
• liquid escaping from a fixed pipe, or 

an object attached to a pipe, fixed 
gutter, fixed tank or a drain. 

Storm, 
rainwater 
or wind 
BUILDINGS 

We will cover your buildings or 
contents for loss or damage as a 
result of storm, rainwater or wind. • 
We will NOT cover loss or damage caused 

CONTENTS 
by a named cyclone within 48 hours of 

I 
the start date of your policy, unless 
• you took out your insurance with us 

, immediately after another insurance I policy covering the same buildings 
i or contents expired, without a break 
1 in cover I • you took out your insurance with us 
, immediately after the risk passed to 
, you as purchaser of your buildings 

• you took out your insurance with us 
immediately after you signed a [ease 
contract for your buildings. 

We will NOT cover 
• swimming pool covers, including 

- solar covers and plastic liners 
• water entering your buildings 

- through an opening made for any 
building, renovation or repair work 

- because of a structural defect, faulty 
design or faulty workmanship when 

, your buildings were constructed 
I . free-standing fences made of 
i corrugated fibrous material that do 
, not have a supporting frame, unless 

- they have been installed and 
constructed accordi ng to the 
manufacturer's specifications 

• free-standing gates, fences or walls 
that are made of timber and are more 
than 15 years old. 

• 

13 
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continued ... Incident cover provided under specific conditions 

Theft or 
attempted 
theft 
BUILDINGS 

CONTENTS 

Water 
or liquid 
damage 
BUILDINGS 

CONTENTS 

We wil[ cover your buildings or 
contents for loss or damage as a 
result of theft or attempted theft. 
We will NOT cover your buildings or 
contents for loss or damage as a result of 
• theft from any part of the buildings 

which you share with another person 
who is not insured under this policy 

• theft by a tenant. 
The theft or attempted theft must 
be reported to the Police. 

See also Repladng keys and 
repairs to, and nl'<OdIng of locks 
and borreIs, page 21 .. 

We will cover your buildings or 
contents for [ass or damage caused 
by water or liquid. We will also 
cover the cost of finding where 
the water or liquid escaped from, 
including the cost of repairing any 
damage that occurs while looking 

, for the cause. I We will NOT cover your buildings or 
contents for loss or damage caused by 
• flood 
• landslide or subsidence, unless 
- we agree to cover the incident 

as described under 'Landslide 
or subsidence' 

• water entering your buildings 
- through an opening made for any 

building, renovation or repair work 
- because of a structural defect, faulty 

design or faulty workmanship when 
your buildings were constructed. 

We will NOT cover the cost of repairing 
the item that caused the escape of water 
or liquid. 

For l.andsIide or subs1dence. 
seepage13 ... 

Additional cover included 
in this insurance 
Your insurance includes a range of covers 
we refer to as 'additional cover'. These 
covers are listed on the following pages. 
The additional cover we provide depends 
on whether you have a buildings policy, 
contents policy or a combined buildings 
and contents policy . 
The amount we will pay for these covers 
is in addition to the sum insured, as listed 
on your schedule. 
If you make a claim for an additional 
cover, you will not need to pay an excess. 

Any cover we provide is subject to exclusions. 

Accounting 
fees for a 
tax audit 
CONTENTS 

For exclusions to this cover. 
seepage31 ... 

If your personal financial affairs 
are audited by the Federa[ 
Commissioner of Taxation, we will 
cover any accountant's fees that 
you must pay as a result, up to 
$5,000 (inclusive of GST) during 
your period of insurance. 
You must advise us of any such audit. 
We will NOT cover claims for 
• any audit that relates to a criminal 

prosecution 
• fees where the final assessment of 

your taxable income for the period 
being audited is 20 per cent higher 
than your original declaration 

• fees for work performed outside the 
time limits allowed by the Federal 
Commissioner of Taxation 

• any fines, penalties or adjustments 
of taxation. 

15 



continued ... Additional cover included in this insurance 

Alternative : If your buildings or contents suffer 
I accommo- loss or damage and you are unable 

dation to live in your home as a result, we 

BUILDINGS 

CONTENTS 

will cover the costs of alternative 
accommodation for up to 12 months. 

i The loss or damage must occur as a 
i result of an incident we have agreed 
! to cover. 

If you have buildings insurance we will 
• pay an amount that is equal to the 

weekly rental value of your buildings 
before the incident occurred 

• pay the reasonable costs of alternative 

I accommodation for your pets 
, up to 10 per cent of the buildings sum I insured, as listed on your schedule. 

We will NOT cover this, or we will 
reduce the amount we pay if 
• you receive any payment for rent 

from another source 
• you do not need to pay for alternative 

accommodation. 
If you have contents insurance, we will 
pay the reasonable costs of alternative 
accommodation, up to 10 per cent of 
the contents sum insured, as listed on 
your schedule. 
We will NOT cover this, or we will 
reduce the amount we pay if 
• we have paid you for rent following 

loss or damage to your buildings 
• you receive any payment for rent or 

accommodation from another source 
• you do not need to pay for alternative 

accommodation. 

Contents i We will cover your contents for 
in a 1 loss or damage whilst they are 
commercial in a commercial storage facility 
storage in Australia up to the total 
facility contents sum insured, as listed 
CONTENTS I on your schedule. 

Contents 
in transit 
CONTENTS 

i You must tell us that your contents are 
I in a commercial storage facility before 

I 
they are put into storage and we must 
have agreed to cover them. 
If we agree to cover your contents in 
a commercial storage facility, it will 
be listed on your schedule. 
We will ONLY cover your contents if 

I 
the loss or damage occurs as a result 
of an incident we have agreed to cover. 

I We will NOT cover jewellery, money 
I or negotiable documents. 

We will cover your contents for 
loss or damage whilst they are 
being transported by a vehicle 
to your home, or to a commercial 
storage facility within Australia, 
up to $10,000 (inclusive of Gsr) 
during your period of insurance. 
We will ONLY cover your contents 
if there is a theft following violent 
or forcible entry, or loss or damage 
occurs as a result of fire, collision 
or overturning of the vehicle that 
is transporting your contents. 
We will NOT cover loss or damage 
• to glassware, crystal, crockery, 

mirrors or china, or 
• caused by denting. scratching, 

chipping or bruising. 

• 

• 
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continued ... Additional coyer included in this insurance Employees' Ilf your employees' belongings 
belongings suffer loss or damage, we will cover 

Credit card If your credit cards or financial CONTENTS the cost to repair or replace them, 
and transaction cards are up to $5,000 (inclusive of Gsn. 
transaction • misused after they are lost We will ONLY coyer your employees' 
card or stolen, or belongings if the loss or damage occurs 
misuse • fraudulently used on the internet • as a result of an incident we haye 
CONTENTS we will pay the financial institutions 

agreed to cover 
• while your employees are working 

that issued them, up to $5,000 at your home, and 
(inclusive of Gsn. • while your employees are doing • We will ONLY cover this if you have domestic work for you . 
complied with the terms on which the We will NOT cover contents that are 
credit cards or financial transaction already insured under another policy cards were issued. by someone other than you. 

Debris 
For Guests' or vIsItors' 

We will cover the reasonable costs beIonglngs, see below T 

removal to demolish and remove any debris 
and that results from loss or damage to Funeral If you, or any member of your 
demolishing your buildings or contents, up to expenses family dies, we will cover the 
BUILDINGS 10 per cent of your buildings or CONTENTS funeral costs, up to $10,000 

CONTENTS contents sum insured. cinclusive of Gsn. 
The debris must occur as a result of an The death must occur 
incident we have agreed to cover. • as a result of an incident we have 

agreed to cover 
Document If documents kept in your horne I . within 12 months of the incident, and 
damage or in a bank vault suffer loss or • as a result of an incident that 
CONTENTS damage, we will cover the costs i occurred at your home. 

to reproduce or restore them, • up to $1,000 (inclusive of GST) . Guests' If contents belonging to your 
This includes the costs to reproduce or visitors' guests or visitors suffer loss or 
or restore the information contained belongings damage, we will cover the cost 
on the documents. CONTENTS to repair or replace them, up to 

$5,000 (inclusive of Gsn. 

"' The loss or damage must occur as a '" ~ w result of an incident we have agreed % 
> :; 0 u to cover. ~ 

>- % 
U We will NOT cover contents that are ;; ::; 

~ 0 already insured under another policy ~ ~ 

"' n ;; by someone other than you. .. ... n 
:t 0 < 
% m ,. ~ 

"' 
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continued ... Additional cover included in this insurance 

Legal 
costs in 
Australia 
CONTENTS 

I We will cover any legal costs you 
are liable to pay following legal 
proceedings brought by you or 
against you, up to $5,000 
(inclusive of GST). 

We will ONLY cover legal costs and 
expenses that 
• occur during your current period 

of insurance 
• you tell us about during your current 

period of insurance, and 
• we have agreed to cover. 

I We will ONLY pay this once during your I period of insurance. 
i We will NOT cover legal costs and I expenses relating to 
I . spouse or partner disputes including, I but not limited to, divorce, custody, 

child maintenance, or property disputes 
• claims for death, bodily injury to, 

or disease of, any person 
• claims where cover is available by a 

standard form of motor vehicle, home 
owners or householders, motorcycle, 
caravan or boat insurance 

• any criminal charge or prosecution 
brought against you 

• any road traffic offence or boating 
offence committed by you 

• any matter arising out of your 
business or profession 

• any matter arising out of any 
insurance cover required by legislation 

• any award of damages against you 
• any penalties, fines or awards of 

aggravated, exemplary or punitive 
damages made against you. 

Modifi-
cations 
to your 
buildings 
BUILDINGS 

Ilf you are injured as a result of loss 
1 or damage to your buildings, and , 
i the injuries lead to permanent 
l paraplegia or quadriplegia, we will 

cover the cost of modifications to 
your buildings so you can live in 
them, up to $10,000 (inclusive 
of GST). 

The injury must occur as a result of 
an incident we have agreed to cover. 

Mortgagee 
discharge 
costs 
BUILDINGS 

If you make a claim for the total 
loss of your buildings, we will cover. 
any legal costs associated with the 
discharge of any mortgage you 

Rebuilding 
fees 
BUILDINGS 

have left owing. 
The total loss must occur as a result 
of an incident we have agreed to cover. 

I If your buildings suffer loss or I damage and need to be rebuilt as 
I a result, we will cover the costs of 
i employing an architect or surveyor, 

and also pay any legal fees that arise 
from the rebuilding, up to 10 per 
cent of your buildings sum insured. 
The rebuilding must occur as a result 
of an incident we have agreed to cover. 

Replacing I If a key to an external door or 
keys and window lock of your buildings is 
repairs I stolen or lost, we will cover the 
to, and ! reasonable costs to replace your 
re-coding i keys and repair and re-code your 
of locks ilocks and barrels. 
and barrels I The theft or loss olthe keys must occur 
BU'LO'NGS I as a result of an incident we have 
CONTENTS 

agreed to cover. 

I The theft must be reported to 
the Police. 

• 

21 



continued ... Additional cover included in this insurance 

• 

Sale of 
your home 
BUILDINGS 

Security 
firm to 
monitor 
your home 
CONTENTS 

• Storage 
costs 
CONTENTS 

22 

[f you have entered into a contract 
to sell your home, we wil[ extend 
your buildings cover to the 
purchaser until 

I . the contract settlement date 
I . the purchaser insures the home, or 

• the purchaser becomes liab[e for 
damage to the home 

whichever happens first. 
This cover will stop immediately if 
• the sale contract is terminated, or 
• your buildings insurance comes to 

an end. 

[f your monitored burglar alarm 
system is set off as a result of a 
theft or an attempted theft, we will 
cover the costs of a security firm 
to attend your home, up to $1,000 
(inclusive of GST). 

I 
We must agree to cover the theft or 
attempted theft. 

/ We will NOT cover this when there is 

I· a false alarm, or 
• no evidence of an attempted burglary. 

[f the buildings you live in suffer 
loss or damage and you are unable 
to live in them as a result, we will 
cover the reasonable costs to 
remove and store your contents 
for up to 12 months. 
The loss or damage must occur as a 
result of an inCident we have agreed 
to cover. 

I We will also cover your contents 
while they are in storage. 

Sum 
insured 
BUILDINGS 

CONTENTS 

Trees, 
plants and 
shrubs 
replace-
ment 
BUILDINGS 

Veterinary 
expenses 
CONTENTS 

[f we agree to pay you for a loss to 
your buildings or contents we wil[ 
increase your sum insured for 
buildings or contents by the 
amount the Consumer Price Index 
(all groups) has increased since 
you took out your policy. 
However, we will NOT increase your 
sum insured for special contents. 
You will be fully insured again for your 
buildings or contents for the amounts 
shown on your schedule, unless 
• your claim is for a total loss and we 

pay you the sum insured, then your 
policy comes to an end, subject to any 
continuing liability cover and no refund 
of your premium is due. 

See also UabJI/fy cover - when 
your buOdings are a tDtaJloss, 
page26 .. 

We will cover the cost to replace 
any trees, plants or shrubs that are 
stolen, burnt, maliciously damaged, 
or damaged by a vehicle, up to 
$1,500 (inclusive of GST) during 
your period of insurance. 
We will NOT cover loss or damage 
toa lawn . 

I [f your pet is injured as a result 
of a road accident, we will cover 
the veterinary expenses, up to 
$500 (inclusive of Gsn. 

23 
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Liability cover included 
in this insurance 
We will cover your legal liability as a result 
of an incident that causes loss or damage 
to someone else's property, or death or 
bodily injury to other people, during your 
period of insurance. 
We will also cover claims in connection 
with your position as a committee member 
during your period of insurance. 
Any cover we provide is subject to exclusions. 

Liability 
cover 
- general 
BUILDINGS 

CONTENTS 

For exclusfons to this cover, 
seepage31 .. 

We will cover liability claims up 
to $20,000,000 (including GST) for 
any incident listed below 
This amount includes any legal 
costs that must be paid to defend 
the claim and any costs awarded 
against you. 
If you have insured your buildings, 
including strata title or a similar 
scheme, we will cover you for the 
amount you have to pay as owner 
or occupier of the buildings. 
If you have insured your contents and 
live in a rental building, we will cover 
you for the amount you have to pay as 
owner of your contents, or occupier 

I of the building. 
i If you have insured your contents and 
I you own part of the building that has 
! been subdivided, we will cover you for 
i the amount you have to pay as owner 
i of your contents, or occupier of your 
j part of the building. 

Continued .. 

continued ... 
Liability cover 
- general 
BUILDINGS 

CONTENTS 

I
lf you have insured your contents, 
other valuables or special valuables, we 

i will cover you for the amount you have 
[ to pay for any incident that happens 
I . anywhere in Australia 
I . anywhere in Australia in connection 
i with your position as a committee 
I member of a sporting or social club, 

I 
however 
- we will NOT pay if you receive more 

than $1,000 per year for holding 
that position 

• anywhere in the world for 90 
consecutive days, starting from 
the time you leave Australia. 

We will NOT cover you for any amount 
you have to pay as owner or occupier 
of your buildings. 
If you have insured your contents, we 
will cover you for any amounts you 

I have to pay for any incident that 
happens anywhere in Australia arising 

lout ofthe use of 
I • a watercraft that is less than 4 metres I long and is not powered by a motor, 
! or is powered by a motor less than 
i 10 hp, unless 
i-the watercraft is a jet ski 
i . unregistered motorcycles or mini-bikes 
! up to 125cc, which do not require 
i registration by law, unless 
i-they are being used for racing or 
! pacemaking. 

Continued next page .. 
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continued ... Liability cover included in this insurance 

Liability 
cover -
when your 
buildings 
are a total 
loss 
BUILDINGS 

Liability 
cover - for 
committee 
members 
CONTENTS 

[f your buildings are a total loss, we 
will continue liability cover for any 
amount you have to pay as owner 
or occupier of the buildings for up 
to six months from the date your 
buildings were destroyed. 

I This cover will stop immediately if 
• construction commences at 

the home 
• you sell the land, or 

II • you take out a new buildings 
insurance policy for the home. 

We will pay for claims made 
against you for an alleged or actual 
act or omission during anyone 
period of insurance. 
We will ONLY pay for your liability in 
connection with your position as a 
committee member of a sporting or 
social club. The most we will pay, 
including legal costs, is $10,000 
(inclusive of GST) during anyone 
period of insurance. 
We will not cover you if you receive 
more than $1,000 per year for holding 
this position. 
This cover does not apply to liability 

I 
claims for loss or damage to someone 
else's property, or death or bodily injury 
to other people. 

Optional cover you can 
add to your policy 
You can broaden the scope of your 
cover by adding any of the following 
options. You will need to apply for this 
cover and pay an additional premium. 
Any options that we agree to add to 
your policy will be listed on your 
current schedule . 
Any cover we provide is subject to exclusions. 

Domestic 
Workers' 
Compen-
sation 

For exclusions to thIs cover. 
seepage31 ~ 

[f you employ a person to do work 
around your home such as cleaning 
or gardening, you can add cover for 
the amount you are Iiab[e for if they 
are injured while working for you, 
subject to the relevant legislation in 
your State or Territory. 
[f you choose this option, it will be 
listed on your schedule as 'Domestic 
Workers' Compensation'. 
You will need to check with your loca[ 
Workers' Compensation Authority as 
this cover may be compulsory . 
The cover only applies to employees 
doing domestic work for your 
household and will not cover any 
person that is working for you in your 
business, profession, trade or 
occupation or if you are a land[ord. 
An excess may apply to this option. 

To find out who the insurer 
Is fotthls option. see instde 
backcover ~ 
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Other 
Valuables 

With this option you can 
nominate an overall amount we 
wil[ pay for accidental loss or 
damage to your valuables 
• anywhere in Austra[ia and 

New Zealand, and 
• anywhere in the world for up 

I to 90 consecutive days from the 
I time you [eave Australia I without listing them individually. 

Valuable Items we cover are listed below 
• jewellery and watches 
• items that contain gold or silver 

(this does not include items thinly 
covered with gold or silver) 

[ • furs 
• collections of stamps, money or medals 
• battery-powered items as listed below 

- audio visual equipment 
- camera equipment including access-

ories and unprocessed film, unless 
they are being used underwater, 
or to earn your income 

- electronic diaries 
-GPS 

- mobile or portable phones 
- portable computers 

• sporting equipment, unless it 
I is being used. 
I Your valuable Items do NOT Include 

1 
. unset precious/semi-precious stones 
• items thinly covered with gold or silver 
• motor vehicles, motorcycles, mini-

bikes, caravans, trailers or aircraft or 
accessories, or spare parts of any of 
these items 

• watercraft more than four metres long 
• watercraft less than four metres 

long that is powered by a motor 
of more than 10 hp. 

The most we will pay for this option is 
the amount you nominate, as listed on 
your schedule under 'Other Valuables'. 

Continued ... 

continued ... 
Other 
valuables 

Special 
Valuables 

There are also set maximum amounts 
that we will pay when you make a claim. 
VALUABLES 

any one Item, pair, 
set collection or 
system of valuables 
other than sporting 
equipment 

battery-powered 
items 

any one item. pair, 
set. collection or 

~ system of sporting ! equipment 

THE MOST WE WILL PAY 

$2,500 (inclusive of 
GST) per item, pair, 
set collection or 
system 

$2,500 (inclusive of 
GST) per item 

$3,000 (inclusive of 
GST) per item, pair, 
set, collection or 
system 

i This option is 
I 

• not available for office and surgery 
equipment 

• only available tor contents policies. 
No excesses apply to this option. 

! 
With this option you can 
nominate an individual amount 

i we will pay for accidental loss or 
I damage to anyone item, pair, set, 
i collection or system of valuables 

• anywhere in Australia and 
New Zealand, and 

• anywhere in the world for up 
to 90 consecutive days from the 
time you [eave Australia . 

The most we will pay for this option 
is the individual amount you 

! nominate, as listed on your schedule i under 'Special Valuables'. 
This option is 
• not available for office and surgery 

equipment 
• only available for contents policies. 
No excesses apply to this option. 

For a list of valuable items we 
cover, and a list of Items we do 
not Indude as valuables, see 
Other Valuables, page 28 .. 

• 
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continued ... Optional cover that can be added to your policy 

Strata Title 
Mortgagee 
Protection 

With this option we will cover the 
amount you must pay to settle 
your mortgage following loss or 
damage to buildings that you own I under a strata title or similar plan. 

I If you choose this option the 
individual amount you nominate and 
any excesses that apply will be listed 
on your schedule under 'Strata ntle 
Mortgagee Protection' . 
We will pay up to the amount you 
owe on your mortgage, but no more 
than the sum insured, as listed on 
your schedule. 
We will pay this amount to your 
mortgagee when you are required 
to pay your mortgagee in full, however 
• the loss or damage must occur as a 

result of an incident we have agreed 

I to cover. 
We will ONLY pay this when the 

i body corporate 
• has not insured the buildings, or 
• has not insured the buildings for loss 

or damage you can claim for under 
this policy. 

This option is available 
• for contents policies, or 
• as a stand alone policy. 
An excess may apply to this option. 

Accidental Damage cover, Additional 
cover and Strata Title Mortgagee 
Protection exclusions 32 

Other Valuables and Special 
Valuables cover exclusions 33 

Liability cover exclusions 33-34 

General exclusions 35-36 
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Exclusions to your cover 
Any cover we provide is subject to the 
following exclusions. 

Accidental 
Damage 
cover, 
Additional 
cover and 
Strata Title 
Mortgagee 
Protection 
exclusions 

We will NOT cover any loss or 
damage as a result of, or caused by 
• settling, shrinkage or any movement 

of earth 
• erosion, rust, corrosion, gradual 

deterioration, depreciation. wear or tear 
• rats, mice or insects 
• roots from trees, plants, shrubs or grass 
• any process of cleaning involving the 

use of chemicals other than domestic 
household chemicals 

• a defect in an item, structural defects, 
or faulty workmanship or design 

• breakage of mirrors, glassware, crystal, 
crockery or china while they are being 
used, cleaned or carried by hand 

i • malicious damage or vandalism by 
I a tenant i . deliberate or intentional acts by 
I a tenant 
I 
[ • theft by a tenant 
I • theft from any part of the buildings 

which you share with another person 
who is not insured under this policy 

• mechanical Or electrical breakdown 
other than an electric motor burning 
out, unless 
- the breakdown results in loss or 

darnage to your buildings or 
contents 

• flood 
• [andslide or subsidence, unless 

- we agree to cover the incident 
as described under 'Landslide 

, or subsidence' I . water entering your buildings 
I - through an opening made for any 

building, renovation or repair work 
- because of a structural defect, faulty 

design or faulty workmanship when 
your buildings were constructed. 

Other 
Valuables 
and 
Special 
Valuables 
cover 
exclusions 

Liability 
cover 
exclusions 

I We will NOT cover any loss or 
i damage as a result of. or caused by 
i . rust corrosion, gradual deterioration, I depreciation, wear or tear 
I • a defect in an item 

• rats, mice or insects 
• any process or cleaning involving the 

use of chemicals other than domestic 
household chemicals 

• mechanical or electrical breakdown 
other than an electric motor burning 
out, unless 
- the breakdown results in loss or 

damage to your buildings or contents .• 

We will NOT cover any 
• personal injury to you, or any 
member of your family who normally 
lives with you, or anyone else who 
normally lives with you 

• personal injury to any person you 
, employ where that injury arises from 
! their employment with you 
I . [ass or damage to property that 
i belongs to you, or is under your 
I control, or any member of your family 

who normally lives with you, or anyone 
else that normally lives with you 

• [ass or damage to property that 
belongs to any person you employ 
where that [ass or damage arises 
from their employment with you 

• penalties, fines or awards of 
aggravated, exemplary or punitive 
damages made against you 

• [ass that can be reimbursed by 
your sporting or social club. 

We will NOT cover any liability as 
a result of, or arising from 

! • any alterations, repairs, renovations or 
! additions to your buildings that cost i more than $75,000 (inclusive of GST) 
I • any personal profit or advantage that 
I is illegal. 

Continued next page ~ 
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continued ... Exclusions to your cover 

continued .•• 
Liability cover 
exclusions 

We will NOT cover any [iability as 
a result of, or arising from 
• any disease that is transmitted by 

you, or any member of your family 
who normally lives with you 

• any business, profession, trade or 
occupation carried out by you, unless 
- the liability is as a result of, or arising 

from, you acting as a committee 
member of a sporting or social club 
and you receive no more than $1,000 
per year for holding this position 

• any agreement or contract you enter into, 
however 
- if you would have been liable 

without the agreement or contract, 
we will pay for that liability 

• the use, removal of, or exposure to 
any asbestos product or products 
containing asbestos 

• a conflict of duty or interest 
• any act or omission that is dishonest, 

fraudulent, criminal, wilful or malicious 
• any alleged or actual act or omission 

committed, or alleged to have been 
committed, prior to the 
commencement of the policy 

• the use of a caravan or trailer when 
the caravan or trailer is attached to 
a motor vehicle or motorcycle 

• the use of a motor vehicle, 
motorcycle, mini-bike, aircraft 
or watercraft, however we will cover 
liability that arises from 
- unregistered motorised golf buggies, 

ride-on mowers and wheelchairs 
- model or toy aircraft 
- surfboard, sail board or surf skis 
- a watercraft that is less than 4 metres 

long and is not powered by a motor, or 
is powered by a motor less than 10 hp 

- unregistered motorcycles or 
mini-bikes up to 125CC that do not 
require registration by law, unless 
they are being used for racing or 
pacemaking. 

General 
exclusions 

. We will NOT cover any [055 or 
damage, or liability as a result 
of, or arising from 
• any incident that does not occur 

within your period of insurance 
• landslide or subsidence, unless 

- we agree to cover the incident as 
described under 'Landslide or 
subsidence' 

• war or warlike activity, however 
- war does not need to be declared 

• hostilities, rebellion, insurrection 
or revolution 

• contamination by chemical and/or 
biological agents, which results from 
an act of terrorism 

• lawful destruction or confiscation 
of your property 

• anything nuclear or radioactive 
• mildew, atmospheric or climatic 

conditions 
• damage to a heating element, 

however 
- we will pay for any loss or 

damage as a result of damage 
to a heating element 

• failure or inability of any item, 
equipment or computer software 
to recognise correctly, to interpret 
correctly or to process correctly any 
date, or to function correctly beyond 
any time when that item, equipment 
or computer software has not 
recognised, interpreted or processed 
correctly any date, unless 
- it results in loss or damage to your 

buildings or contents that is covered 
under this policy. This does not 
include resultant loss or damage 
to any frozen food, computer 
equipment or computer software. 

Continued next page .. 
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continued ... Exclusions to your cover 

continued ... 
General 
exclusions 

! We will NOT cover any [ass or 
i damage, or liability as a result 
I of, or arising from 

I
I • deliberate or intentional acts by you, 

or anyone acting for you, to cause 
loss, damage or injury 

I • flood or storm surge 
I . erosion, the action of the sea, 
f tidal wave or high water, unless 
~ , - the loss or damage is the result 

of a tsunami. 

Your duty of disclosure 

Your responsibilities when you 
are insured with us 

Your responsibilities when you 
are making a claim 

If you do not meet your 
responsibilities 

38 

39-40 

40 

40 



Your duty of disclosure 
When you take out, renew, or change or 
vary a policy, or when you make a claim, 
you have a duty to answer our questions 
truthfully and provide us with any 
information that could affect our decision 
to insure you, or the terms of your policy. 
This is called your 'duty of disclosure'. 
What you must tell us when you apply to take out thIs policy 

• 
When applying to take out insurance we will ask you 

" certain questions. When answering these questions, you 
must be honest, and you have a duty under the Insurance 
Cantracts Act 1984 to tell us anything 
• known to you, and 
• which a reasonable person in the circumstances 

would include in answer to any question. 
We will use your answers to help us decide whether to insure 
you and anyone else under this policy, and on what terms. 

Who you are answering the questions for 
[t is important that you understand you are answering the 
questions in this wayan behalf of yourself and anyone 
else that you want to be covered by the policy. 

If you do not answer our questions In this way 
[f you do not answer our questions in this way, we may 
reduce or refuse to pay a claim, or cancel the policy, or do 
both. [f you answer our questions fraudulently, we may 
refuse to pay a claim and treat the policy as never being 
in place. 

• Renewal, variation, reinstatement or extension of your policy 
When your policy is renewed, varied, reinstated or 
extended you have a duty, under the Insurance Contracts 
Act 1984, to tell us anything that you 

o 
~ 

• know, or 
• could reasonably be expected to know, and 
is relevant to our decision whether to accept the risk 
of insurance and, if so, on what terms. 
Your duty does not require disclosure of anything that 
• diminishes the risk to be undertaken by us 
• is of common knowledge 
• we know or, in the ordinary course of business, 

ought to know, or 
• is a matter that we indicate your duty has been waived by us. 

If you do not comply with your duty of dIsclosure 
[f you fail to comply with your duty of disclosure, we may 
be entitled to reduce our liability under the policy in 
respect of a claim, or we may cancel the policy, or do both. 
[f your non-disclosure is fraudulent, we may also have 
the option of avoiding the contract from its beginning. 

Your responsibilities when 
you are insured with us 
In addition to your duty of disclosure, 
there are other responsibilities that you 
must meet when you are insured with us. 

You must tell us H 
• your buildings will be unoccupied for a continuous 

period of 60 days or more 
• any changes have been made to 

- the address or location where your buildings 
or contents are insured 

- the use of your buildings 
- your buildings due to renovation, extensions 

or demolition 
- the people who are insured under this policy 
- the sums insured to your buildings or contents 

• any people who are insured under the policy have 
- been convicted of any criminal offence 
- made a claim that is not true under this policy 

or another insurance policy 
• there are any changes in circumstances during the 

period of insurance. 
[f you tell uS about any of these things, we may charge 
an additional premium, change the cover of your policy, 
impose special conditions, or cancel your policy. 
[n addition, you must also 
• be truthful and frank in any statement you make in 

connection with your policy 
• pay your premium, including paying instalments regular[y 
• take reasonable precautions to avoid a claim being made 
• obey all laws and make sure anyone acting on your 

behalf obeys all laws 
• follow the conditions of this policy 

Continued next page ,.. 
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continued ... Your responsibilities when you are insured 
• not make a fraudulent claim under this insurance policy 

or any other policy. 

Your responsibilities when 
you are making a claim 
When you make a claim you must 
meet a number of responsibilities. 

You must 
• be truthful and frank in any statement you make in 

connection with a claim 
• take safe and reasonable steps to prevent any further 

loss, damage or liability occurring 
• inform the Police as soon as possible if your buildings 

or contents suffer loss or damage as a result of theft 
or attempted theft, vandalism or a malicious act 

• keep all damaged buildings or contents so we can 
inspect them if required 

• give us any information or assistance we require to 
investigate and process your claim 

• not payor promise to pay for a claim, or admit 
responsibility for a claim 

• not repair or replace any damaged buildings or contents 
without our consent. 

In addition, you also give us your rights to claim from 
anyone else 
• if you have a right to claim from anyone else for an 

incident covered by us, you give us your rights to 
make that claim, to conduct defend or settle any 
legal action and to act in your name - you must not 
do anything which prevents us from doing this and you must 
give us all the information and cooperation that we require. 

If you do not meet 
your responsibilities 
If you do not meet your responsibilities, we may refuse 
or reduce a claim, cancel your policy, or do both. If we 
cancel your policy we will advise you in writing. 

The General Insurance Code 
of Practice 

Our Guarantee 

How we handle your 
personal information 

42 
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The General Insurance 
Code of Practice 
The purpose of the Code is to raise the 
standards of practice and service in the 
general insurance industry. 
The objectives of the Code are 
• to promote better, more informed relations between 

insurers and their customers 
• to improve consumer confidence in the general 

insurance industry 
• to provide better mechanisms for the resolution of 

complaints and disputes between insurers and their 
customers, and 

• to commit insurers and the professionals they rely upon 
to higher standards of customer service. 

Our commitment to you 

We have adopted and support the Code and are 
committed to complying with it. 
Please contact us if you would like more information 
about the Code. 

Our Guarantee 

See back cover for 
contact details ,.. 

•
. Our Guarantee assures you of quality 
insurance and service at all times. 
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Fair Dealing Guarantee 
We will meet any claims covered by your policy fairly 
and promptly. 

Money Back Guarantee 
[f you change your mind, we provide a cooling-off period 
which lets you cancel your policy within 21 days with a full 
refund of your premium. However, your cooling-off period 
no [anger applies if you make a claim within this time. 

Service Guarantee 

g We will provide you with the highest standard of service. 

42 

How we handle your 
personal information 
We are committed to handling your 
personal information in accordance 
with the Privacy Act. 
We need to collect, use and disclose your personal 
information in order to consider your application and 
to provide the cover you have chosen. 
You can choose not to give us some or all of your 
personal information, but this may affect our ability 
to provide you with cover. 

When you provide your personal Information to us 
You acknowledge and consent to us collecting and 
using your information to 
• consider your insurance application and any 

subsequent application for insurance 
• underwrite and price any policy issued by us or 

our related entities 
• calculate and offer discounts 
• issue you with a policy 
• administer the policy, and 
• investigate, assess and pay any claim made by 

or against you. 
For these purposes, you acknowledge and consent to us 
collecting your personal information from, and disclosing 
it on a confidential basis to your intermediary' or the 
third party who you have been dealing with in respect to 
this insurance policy and who referred you to us, other 
insurers, our related entities, insurance reference bureaus, 
law enforcement agencies, investigators and recovery 
agents, lawyers, any credit provider that has security over 
your property, assessors, repairers, suppliers retained by 
us to supply goods and services, advisers, and/or the 
agent of any of these. 

"The intermediary Is a company or individual through which you purchased this 
insurance, or the company named on the inside front cover of this booklet 

Continued next page ,.. 
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continued ... How we handle your personal information 

When you provide personal Information to us about 
another person 
You must be authorised to do so, and you must inform 
that person, unless informing them would pose a serious 
threat to the life or health of any individual 
• who we are 
• how we use and disclose their information, and 
• that they can gain access to that information. 

Privacy of your personallnronnatlon - for marketing purposes 
In order to enhance its relationship with you, your 
intermediary may use your personal information that you 
have provided us to offer you other products and 
services, which may be of benefit to you. 

When you provide your personal Information to us -
for marketing purposes 

You acknowledge and consent to your personal 
information being used on a confidential basis by us or 
your intermediary to contact you by mail, phone, or email 
to provide you information on offers, products and 
services or for planning, market research and product 
development 
In using your personal information for these marketing 
purposes, we and your intermediary may use and 
disclose your personal information to offer you our or 
your intermediary's products and services directly, or to 
any other organisation to carry out the above marketing 
purposes on our or your intermediary's behalf. However 
• CGU Insurance Ltd (CGU Insurance) and your 

intermediary will not use your information in this 
way if you have already told CGU Insurance or your 
intermediary not to 

• you must inform CGU Insurance or your intermediary 
if you do not want your personal information disclosed 
or used for these marketing purposes. 

How to apply for insurance 46 

How to renew your insurance 46 

How to cancel your policy 46 

How to change your policy 47 

If you move to a new home 47 

Your premium 48 
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How to apply for insurance 
CD If you are taking out a policy with us for the first 

time, contact us or your insurance adviser, or apply 
on line at www.cgu.com.au. You can also send 
correspondence to GPO Box 9902, in your capital city 

If we agree to insure you, we will send you a schedule 
setting out the details of your policy. 

® Pay your premium 
See Your premium. page 48 ~ 
See Your responsIbiTilfes when J'llU 
are Insured with us, page 39 ... 

How to renew your insurance 
CD If you already have a policy with us, we may send 

you an offer to renew your insurance before your 
current policy expires 

We will send you an updated schedule and quote 
a premium based on the information contained in 
your current policy. 

If you have any questions. contact 
us or your insurance adviser 

® Review the proposed policy and premium we offer 

If you paid your last premium by instalments, we will 
continue to deduct payments from your nominated 
account. If you paid your last premium in one lump 
sum, we must receive your payment by the due date, 
otherwise your buildings or contents will not be insured. 

® Pay your premium 
See Your premium. page 48 .. 

How to cancel your policy 
CD If you want to cancel your policy, contact us 

or your insurance adviser 

We may need your request in writing. If you cancel 
your policy before it ends, we will refund an amount 
for the unused premium. 

How to change your policy 
CD Contact us or your insurance adviser to change 

or vary your policy 

You will be sent an endorsement schedule that 
includes any changes or variations you have 
requested and we have agreed to, and any special 
conditions we may have applied to that agreement. 

® C heck the changes 

® Pay your premium if it has increased 

We will tell you if your premium has increased. If you 
pay your premium by instalments, we will adjust your 
instalments and continue to deduct the new amount 
from your nominated account. If you pay your 
premium in one lump sum, we must receive your 
additional payment within one month. 

If you move to a new home 
CD If you have buildings insurance and you move 

permanently to a new home within Australia 

The cover for your original home will end and we will 
refund any unused premium to you. We will provide 
you with temporary cover for 14 days at your new home. 
If you would like to continue to insure your buildings 
with us, contact us or your insurance adviser as soon 
as possible. 
We will advise you if there are any changes to your 
premium or the terms of your insurance. 

® If you have contents insurance and you move 
permanently to a new home within Australia 

We will cover your contents at both your original home 
and your new home for 14 days, starting from the 
date you start moving your contents to your new home. 
You must tell us that you are permanently moving 
your contents to a new home within 14 days from 
the day you first start to move. 
We will advise you if there are any changes to your 
premium or the terms of your insurance. 
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Your premium 
CD How we calculate your premium 

We will base your premium on the type of cover 
you have chosen, including any options that you 
have added, your sum insured, the excess, the type, 
location, construction and age of your buildings or 
contents, the level of security you have, your previous 
insurance and claims history, and any special 
conditions that we have applied. 

Premiums are also subject to Commonwealth and 
State taxes and/or charges. These include the 
Goods and Services Tax and stamp duty. 

Your premium, including any taxes and charges, 
will be listed on your schedule. 

@ How to pay your premium 

You Can pay your premium in one lump sum, 
or by instalments. 
If you pay your premium in one lump sum, you can 
pay by cash, cheque or credit card. 

If you pay your premium by instalments, you can 
pay by credit card or by direct debit from a 
financial institution. 
We may cancel your policy if 
• you do not pay your premium 
• your cheque or credit card is dishonoured by your 
financial institution, or 

• you pay your premium by instalments and you 
are more than one month behind. 

We may refuse to pay a claim if 
• you pay by instalments and at least one instalment 

of the premium has remained unpaid for a period 
w of at least 14 days. u z 
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How to make a claim 
CD Make sure you have all the information you 

need to support your claim 

We will need 
• contact details of any other people involved 
in the incident, including their name, current 
residential address and who they are insured with 

• any [etters, notices or court documents about 
the incident within 72 hours of receiving them 

• the incident report number for any claims in relation 
to theft or attempted theft, vandalism or a 
malicious act 
- the Police will provide you with this number when 

you report the incident to them. 

@ Contact us or your insurance adviser to 
make a claim 

You need to make your clai m as soon as possible. 
Any delays may 
• reduce the amount that we pay, or 
• prevent us from paying a claim. 
We will give you immediate advice and assistance 
with your claim, 24 hours a day, 7 days a week. 
We will ask you a range of questions to help us 
assess your claim. We may 
• ask you to provide us with proof of ownership 
• need to inspect your buildings or contents 
• need quotations from a repairer . 

® If you need emergency repairs 

If you need to make emergency repairs, we will 
arrange assistance through our preferred repairers 
and suppliers. 

To find out how we settle a 
claim, see next page .. 

How we settle a 
buildings claim 
CD We will decide how we will settle your claim 

If your buildings suffer loss or damage, we will 
decide whether to 
• repair 
• rebuild, or 
• pay you the cost to repair or rebuild that part 

of your buildings that suffered loss or damage. 

If we do, we will 
• pay you up to the buildings sum insured, as listed 

on your schedule 
• only repair, rebuild or pay you for the part or parts 

of the building that actually sustained loss or 
damage, including damaged portions of fixed 
coverings to walls floors and ceilings only in the 
room, hall or passage where the damage occurred 

• try to match any material used to repair your 
buildings with the original materials or nearest 
equivalent availab[e to the original materials 

• repair or pay you the costs to repair your buildings 
if the loss or damage was caused by water or liquid 
that escaped from a bath, basin, sauna, spa, shower 
base or shower wall, however 
- we will NOT pay the costs to repair or rep [ace the bath, 

basin, sauna, spa, shower base or shower wall. 
When we settle your claim, the law that will apply 
is the law of the State or Territory where the [ass, 
damage or liability occurred. 

@ You must pay any excess that applies 

[f you make a claim, you will need to pay any 
excesses that apply. 
[f you are claiming for any [ass or damage that occurs 
as a result of an earthquake or tsunami, you will need 
to pay an additional excess of $250. 
This [ass or damage must occur within 72 hours 
of the earthquake. 

For the excess that may apply, 
see your current schedule .. 

Continued next page .. 
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continued ... How we settle a buildings claim 

You must pay any excess to us, or to the builder 
- we will teIl you who to pay the excess to. 

If we choose to pay you. we may deduct the amount 
of excess from the amount we settle your claim for. 

® If we decide to repair or rebuild your buildings 
and your current schedule shows 'including 
replacement benefit' 

We will repair or rebuild the part of your buildings 
that suffered the loss or damage to a condition as 
close as possible to when new, but not better. 
If we rebuild your buildings, we will also pay the 
amounts that you need to pay to ensure your 
buildings comply with government legislation and 
local authority bylaws, unless 
• you were required to pay these amounts before the 

loss or damage occurred, and you did not do so. 
You can choose your own repairer or tradesman or 
we can help you find one. 

If we authorise repairs, we will deal directly with the 
repairer or tradesman about payment. 

@ If we decide to repair or rebuild your buildings 
and your current schedule does not show 
'including replacement benefit' 

We will 
• repair your buildings to the condition they were in 
just before the loss or damage occurred 

• pay you the cost of repairing your buildings to the 
condition they were in just before the loss or 
damage occurred, or 

• pay you what the value of the land and your 
buildings was just before the loss or damage 
occurred, after deducting the amount we estimate 
as the value of your land and buildings after the 
loss or damage occurred. 

Contfnued .,. 

® After we agree to settle a claim 

The repair or rebuilding work on your buildings 
must start within six months of the loss or damage 
occurring. otherwise you will have to pay any 
increase in cost caused by the delay. 
If the work does NOT commence in this period, we 
will do one of the foIlowing 
• repair your buildings to the condition they were in 

just before the loss or damage occurred 
• pay you the cost of repairing your buildings to the 

condition they were in just before the loss or 
damage occurred, or 

• pay you what the value of the land and your • 
buildings was just before the loss or damage 
occurred, after deducting the amount we estimate 
as the value of your land and buildings after the 
loss or damage occurred. 

@) If your building is a total loss 

We will pay you the sum insured for your buildings, 
as listed on your schedule, after deducting 
• any excess. 
• any unpaid premium, and 
• any input tax credit you would have been entitled 

to under A New Tax System (Goods and Services Tax) 
Act 7999 if you had paid to repair or rebuild your 
buildings. 

If we pay you the sum insured, then your policy 
comes to an end, subject to any continuing liability 
cover and no refund of your premium is due. 

See also Uabl11ty cover M when 
your buildings are a total loss. • 
page26 .. 
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How we settle a 
contents or valuable 
items claim 
CD We will decide how we will settle your claim 

If your contents or valuable items suffer loss or 
damage, we will decide whether to 
• repair an item 
• replace an item, or 
• pay you the cost to repair or replace the item 
If we do, we will pay up to 
• the contents or valuables sum insured in total, as 

listed on your schedule, and 
• the maximum amount per item, set, pair, collection 

or system. 

If the item is part of a pair, set collection or system, 
we will only cover the value of the item itself, however 
• the most we will pay is the value of the item as 

a proportion of the combined pair, set, collection 
or system. 

To find out what we will pay. 
seepage9 .. 

o You must pay an excess,that applies 

If you make a claim, you will need to pay any 
excesses that apply. 

If you are claiming for any loss or damage that occurs 
as a result of an earthquake or tsunami, you will need 
to pay an additional excess of $250. 

This loss or damage must occur within 72 hours 
of the earthquake. 

You must pay any excess to us, or to the supplier or 
repairer - we will tell you who to pay the excess to. 
If we choose to pay you, we may deduct the amount 
of excess from the amount we settle your claim for. 

For the excess that may apply, 
see your current schedule .... 

Continued .... 

® If we decide to repair your contents 
or valuable items 

We will repair the damaged item to the condition 
it was when new. 
If the item we are repairing is part of a pair, set, 
collection or system, we will only cover the 
part of the pair, set, collection or system that 
was damaged. 

@ If we decide to replace your contents 
or valuable items 

We will replace the item with the nearest equivalent 
new item. 
We will ONLY replace wall, floor and ceiling coverings, 
including carpets, internal blinds and curtains, 
in the room, hall or passage where the loss or 
damage occurred. 
We will NOT pay to re-carpet adjoining rooms, 
or your entire home. 
Any salvage becomes our property. 

® If we decide to pay you the cost to repair 
or replace your contents or valuable items 

We will pay you the fair and reasonable costs to 
repair or replace your contents or valuable items 
as described in Steps 1, 3 and 4, after deducting 
• any excess, and 
• any input tax credit you would have been entitled 

to under A New Tax System (Goods and Services Tax) 
Act 1999 if you had paid to repair or replace your 
contents or valuable items. 

We will ONLY pay the cost of replacing an item that is 
part of a pair, set, collection or system, even though 
the pair, set, collection or system to which it belongs 
is less valuable because it is incomplete. 
Any salvage becomes our property. 

@) If we decide to settle a claim 

We will reduce any payment for damage to, or 
loss of. an Other Valuables or Special Valuables 
item by the amount we pay you for the same item 
under contents cover. 
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How to resolve a 
complaint or dispute 
CD Talk to us first 

If you have a complaint, the first thing you or your 
insurance adviser should do is speak to a staff 
member in the area concerned. If your complaint 
relates specifically to a claim, speak with the claims 
officer managing your claim. 

See bade cover for 
contact details .. 

If the staff member or claims officer are unable to 
resolve the matter for you, you or your insurance 
adViser may speak to a manager. If you are not 
satisfied with the decision, you can go to step 2. 

o Seek a review 

If the matter is still not resolved, the manager will 
refer you or your insurance adviser to the relevant 
internal dispute resolution area who will conduct 
a review of your dispute. 
If you are still not satisfied with the decision, you 
can go to step 3. 

® Seek an external review 

You are entitled to seek an external review of the 
decision. The dispute resolution area will provide you 
or your insurance adviser with information about the 
options available to you, such as referring you to the 
external dispute resolution scheme administered by 
the Financial Ombudsman Service (FOS). 
Further information about the complaint or dispute 
resolution procedures is available by contacting us. 

See back cover for 
contact details ". 



accidental loss or damage malicIous act strata title you and your 
damage to, loss or destruction an act done with intent and title under a strata title or the person or people named 
of the buildings that make up without your consent. similar community title as the insured on your current 
your home, or your contents scheme where separate parts schedule. 
and valuable items, when it is office and surgery equipment of the scheme building(s) If more than one person is 
caused by an unintentional items that are normally needed have a separate legal title. named as the insured, we 
act. or an unforeseen and in an office or surgery that you Strata title usually applies will treat a statement, act, 
uncontrollable incident. use for earning your income to high rise apartments, omission or claim by any 
endorsement schedule 

in your own business. You townhouses, villas or one o!these people as a 
a document that includes any 

would normally receive a tax duplexes. statement, act, omission 
information from the existing 

deduction for these items. or claim by them all. 
They do not include tools sum insured 

schedule that has not oftrade. your nominated replacement If you are making a claim, 'you' 
changed or varied, and value at todays prices for your also includes your domestic 
confirms any alteration to period of Insurance buildings or contents. This will partner, you or your partners 
the coverage, terms and the length of time between unmarried children, and you or • "onditions of your policy. the start date and end date 

be listed on your schedule. your partners parents who 

excess of your policy, as listed on Supplementary Product normally live with you. 

the amount you pay when you your current schedule. Disclosure Statement (SPDS) your buildings 
make a claim on your policy. pet a separate document that buildings that you own or 
The amount and type of a domestic animal that you updates, corrects or adds to are legally responsible for. 
excess that may apply to keep in your home or at the information contained in 
your policy is shown on your home. this PDS. your contents 
your current schedule and contents that you own or 
in this PDS. premium terrorism are legally responsible for. 
flxtures and fittings the total amount you pay for any act which may involve 
any household items or your insurance that includes the use of, or threat of, force, your home 

household equipment that applicable government taxes violence or biological or where your buildings or 

are permanently attached such as GST, and any duties chemical warfare. or nuclear contents are located. This 

to your bUildings. or charges payable by you. pollution or contamination or includes any land or other 
It is shown on your current explosion where the purpose area that touches your home 

flood schedule. You can pay your of the act is to further a and for which any statutory 
the covering of normally dry premium annually in one lump political, religious, ideological authority has made you 
land by water escaping or sum, or by instalments. aim, or to intimidate or responsible, but it does not 
released from the normal influence a government or include the nature strip outside 
confines of a watercourse or ""hadule any section of the public. your home. Your home is 
lake, whether or not it is your current schedule is a located at the sttuation shown 
altered or modified. Flood also document outlining the details tot.lloss on your current schedule. 
includes water escaping from of your insurance cover . when we decide that it is • the confines of any reservoir, Your schedule may be uneconomical to repair or your policy " ~ 
channel, canal or dam. called a policy, renewal or rebuild you buildings or the contract between you and 0 
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w endorsement schedule. contents. us which provides you with ~ 

~ 
,. 

goods you use for earning insurance cover in exchange ~ 

~ 
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" yourtncome special conditions unoccupied home for a premium. Your policy is 0 
U ~ 

w stock and tools of trade. You exclusions, restrictions or a home that no-one has made up of two documents .. 
~ 
~ would normally receive a tax 0 

" extensions to cover that are lived in for 60 consecutive • this Product Disclosure ~ 

deduction for these items. days or more. Statement and policy " " imposed on specific matters ~ 
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0 Domestic Workers' ., settling a claim 
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duty of disclosure, 38-39 

[andslide or subsidence, 13, '4 contents, 54-55 
accommodation, alternative, 16 legal costs in Australia, 20 special contents, la, 23 
accounting fees for tax audit, 15 G liability cover Special Valuables, 10, 29, 33 
additional cover, '5-23, 32 electric motors, 12 

committee members of clubs, 26 
storage costs for contents, 22 exclusions, 33-36 

answering questions, 38 employees' belongings, 19 general,24-25 storm, 13 
applying for insurance, 46 excess when building total loss, 26 Strata litre Mortgagee 

e add;t;onal cover; 15 Iiqu[d damage, '4 Protection, 30, 32 
buildings, 51 locks and barrels, 21 sum insured, 3, 6, 9-10, 15. 23, 59 

building claims settlement, 51-53 contents, 54 
G • building modifications, 21 defined, 58 • buildings cover, 6, 39, 47 when payable, 51, 53, 54, 55 malicious damage by tenant, 32 tenants, 6, 7, 140 32 

bushfire, 12 exclusions to cover, 32-36 modifications to buildings, 21 terrorism, 35, 59 
explosion, 12 mortgagee discharge costs, 21 theft or attempted theft, '4, e G 
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cancelling your policy, 40, 46, 48 • total loss of building, 21, 23, 26, 
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contents cover flood, '4, 32, 36, sa Other Valuables option, 10, C!) 
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maximum amounts payable, 9-10 General Insurance Code personal information, 43-44 valuables options 
claims settlement, 54-55 of Practice, 42 pets, injury from road Other Valuables, 10, 28-29, 33 
storage costs, 22 

Glossary, 58-59 accident, 23, 58 Special Valuables, 10, 29, 33 
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cooling-off period, 42 grassfire, 12 variation of your policy, 47 14, 21, 40, 50 
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credit card misuse, 18 0 • • cyclone, 13 incident cover, 12-14. 32 rainwater, 13 water damage, 14, 32 
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This Product Disclosure Statement (POS) has 
been designed to help you get the most out 
of your policy. 

Use the contents pages and topic index to 
help find what you are looking for. Important 
tasks such as taking out insurance or making 
a claim are explained in easy to follow steps. 
And we have included a glossary of words 
with a special meaning. 

When you take out an insurance policy with 
us, the cover we agree to provide you is set 
out in your current schedule, and described in 
this pos, aswell as any Supplementary PDS we 
may issue. Together, they make up the terms 
and conditions of your insurance contract 
with us. Read them carefully and store them 
together in a safe place. 

If you need more information aboutthis pos, 
please contact usor your insurance adviser. 

contents 
About this insurance 3 

What this policy covers 4-5 

Exclusions to your cover 35 

Your responsibilities to us 41 

Our commitment to you 45 

How to take out insurance 49 

How to make a claim 53 

How to resolve a 
complaint or dispute 60 

Glossary of words with 
61 a special meaning 

Index 65 

Contact us BACK COVER 
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Listed Events 
Home Insurance 
Listed Events Home Insurance covers 
your buildings or contents for loss or 
damage as a result of any incident 
listed in this pos. 

We also provide cover for a range of 
additional covers and your legal liability . 

You can choose to take out a buildings 
policy, a contents policy, or a combined 
buildings and contents policy. 

You can also add options to your policy 
for domestic workers' compensation, 
strata title mortgagee protection, or 
to extend your valuables cover. 

Your buildings or contents will be 
covered up to the sum insured, as 
listed on your current schedule. 

To flnd out what tills polJoy 
covetS. see next page ... 

For exclusions to this 
cover, see page 35 ... 



Buildings 
Buildings we will cover 6 

What we will pay for buildings 6 

Listed Events cover 12 
Accidental breakage 12 
Burglary or break-in 13 
Burning out of an electric motor 13 
Deliberate or intentional acts 13 
Earthquake or tsunami 13 
Rre or explosion 14 
Impact damage 14 
Landslide or subsidence ---- 15 
Lightning or thunderbolt -.~ 
Riots or civil commotion 15 
Storm, rainwater or wind 16 
Theft or attempted theft _11 
Vandalism or a malicious act 17 
Water or liquid damage 17 

Additional cover included in this insurance 18 
Alternative accommodation 
Debris removal and demolishing 
Modifications to your buildings 
Mortgagee discharge costs 
Rebuilding fees 
Replacing keys and repairs to, and 
re-coding of locks and barrels 
Sale of your home 
Sum insured 
Trees, plarlts and shrubs replacement 

Liability cover included In this insurance 
Liability cover - general -
Liability cover - when your buildings 

19 
21 
25 
25 
25 

25 

27 

28-30 
28-29 

are a total 1055: ____________ .2" 
Optional cover you can add to your policy 31 
Domestic Workers' Compensation 31 

Contents 
Contents we will cover 

What we will _!)aY for contents 

Where your contents are covered 

7-8 

9-10 

10 

continued ... Contents 

Listed Events cover 12 
Accidental breakage __ 12 
Burglary or break-in 13 
Burning out of an electric motor 13 
Deliberate or intentional acts 13 
Earthquake or tsunami 13 
Rre or explosion 14 
Impact damage 14 
Landslide or subsidence 15 
Lightning or thunderbolt 15 
Riots or civil commotion 15 
Storm, rainwater or wind 16 
Theft or attempted theft 17 
Vandalism or a malicious act 17 
Water. or_~quid damage 17 

Additional cover included in this insurance 18 
Accounting fees for a tax audit 18 
Alternative accommodation 19 
Contents in a commercial storage facility 20 
Contents in transit 20 
Credit card and transaction card misuse 21 
Debris removal and demolishing 21 
Document damage 21 
Employees' belongings----------- ---"22 
Frozen food 22 
Funeral expenses 23 
Guests' and visitors' belongings 23 
Legal costs in Australia 24 
Replacing keys and repairs to, and 
re-coding of locks and barrels 25 
Security firm to monitor your home 26 
Storage costs 26 
Sum insured 27 
Veterinary expenses 27 

Liability cover included in this insurance 28-30 
Liability cover - general 28-29 
Liability cover-':-for:"c:-:o"'m'---m-i~tt-e-e-m-e-m-bc-e-r-s----""-=-30 

Optional cover you can add to your policy 31 
Domestic Workers' Compensation 31 
Other Valuables 32-33 
Special Va,::luO"aO'-b:::le:--s_~~_~ ____ -,3",3 
Strata ntle Mortgagee Protection 34 
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Buildings we will cover 
We will cover residential buildings, 
their fixtures and fittings and any 
structural improvements at your home. 

Your buildings Include 
• residential buildings that you live in, including any 

professional offices or surgeries in those buildings 
• domestic outbuildings 
• fixed coverings to walls, floors and ceilings 

- these do NOT include fixed carpets, curtains or 
internal blinds 

• infrastructure for services, including infrastructure for the 
supply of electricity, gas, water, internet and telephone 

• items built in, fixed to, or on the buildings 
• blinds or awnings on the outside of the buildings 
• anything permanently built, constructed or installed 

on your property for domestic purposes. 

Your buildings do NOT Include 
• buildings that a tenant is liab[e for under the terms 

of a rental agreement 
• plants, shrubs, trees or grass, unless 

- we are covering these under 'Trees, plants and 
shrubs replacement'. 

For Trees,pkmtsandshrubs 
replacement, see page 27 .. 

What we will pay 
for buildings 
We will cover your buildings up to the 
sum insured, as listed on your schedule. 

Contents we will cover 
We will cover household goods or 
personal effects not fixed or fitted to 
buildings that you own or are legally 
responsible for. 

Your contents Include 
• accessories and spare parts for motor vehicles, 

motorcycles, mini-bikes, caravans, trailers and 
watercraft, that are not in, or on them 

• items thinly covered with gold or silver that are not 
jewellery or watches 

• carpets, curtains or internal blinds 
• film, slides and prints, however 

- we will only pay the value of these items as unprocessed 
material, and the cost of processing them 

- if you purchased them already processed we will only 
pay their replacement value 

- we will not pay the costs of recreating any event 
• tapes, cassettes, cartridges and discs, however 

- we will only pay the value of these items when 
blank unless they were pre-recorded when you 
purchased them 

• computer software 
• media purchased online, e.g. music, software, and videos 
• landlords' fixtures and fittings that you are liab[e for 

under the terms of a rental agreement, unless 
- the body corporate or similar body has insured them 

• fixtures and fittings that you have installed for your own 
use if you are a tenant, or the owner of a strata title unit, 
unless 
- the body corporate or similar body has insured them 

• goods you use to earn an income at your home, however 
- goods do NOT include office and surgery equipment 

• office and surgery equipment that you use to earn an 
income at your home 

• unregistered motorised golf buggies, ride-on mowers 
and wheelchairs 

• unregistered motorcycles or mini-bikes up to 125 cc that 
do not require registration by law, unless 
- they are being used for racing or pacemaking 

Continued next page ... 
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continued ... Contents we will cover What we will pay 
Your contents Include for contents 
• money and negotiable documents 
• watercraft less than four metres long that is There are set maximum amounts that not powered by a motor, or is powered by a 

motor less than lOhp we will pay when you make a claim. 
• valuable items as listed below These amounts are listed below and are 

- jewellery and watches included in your contents sum insured. 
- items that contain gold or silver (this does not include 

items thinly covered with gold or silver) THE MOST WE WILL PAY 

-furs CONTENTS up to the contents sum 
- collections of stamps, money or medals insured as listed on • your schedule (inclusive - battery-powered items as listed below of GST) in total 

- audio visual equipment 
any content item, pair, set, collection $20,000 (inclusive of GST) - camera equipment, including accessories or system of contents items per item, pair, set, and unprocessed film, unless collection or system 

they are being used underwater, or to earn 
office and surgery equipment $10,000 (inclusive of GST) your income - includes all battery'powered in total - electronic diaries Items, see below 1" 

- GPS goods you use for earning your $5,000 (inclusive of GST) - mobile or portable phones income in your buildings in total 
- portable computers 

money and negotiable documents $750 (inclusive of GST) - sporting equipment, unless it is being used. in total 
You can increase the level of cover for valuable items by watercraft less than 4 metres $5,000 (inclusive of GST) 
choosing the Other Valuables or Special Valuables option. long that Is not powered by in total 

a motor, or Is powered by a 
For a description of the Other motor less than 10HP 
Valuables and Special Valuables 

accessories and spare parts for $750 (inclusive of GST) options.. see pages 32-33" 
motor vehicles, motorcycles, in total 

Your contents do NOT Include mini-bikes, caravans, trailers 
and watercraft 

• unset precious/semi-precious stones VALUABLE ITEMS INCLUDED up to 20% of the contents 
• plants and trees growing outdoors, unless IN CONTENTS sum insured as listed on • - they are growing in pots or tubs your schedule, or 

up to $5,000 (inclusive 
• animals, including birds and fish of GST), whichever is 
• pedal cycles while they are used for racing or pacemaking higher - this amount 

is included in your 
• motor vehicles, caravans, trailers or aircraft other than contents sum insured 

~ model or toy aircraft 
$2,500 (inclusive of GST) 

:0; ~ any one item, pair, set, coIlection '" w 
• registered motorcycles or mini-bikes ". > or system of valuables other than per item, pair, set, ~ 0 v 
• unregistered motorcycles or mini-bikes over l25cC sporting equipment collection or system ~ 

> '" v ;;; 
3 • watercraft more than four metres long battery-powered items $2,500 (inclusive of GST) ~ 0 g ~ 

• watercraft less than four metres long that is powered by per item ;; " < '" a motor of more than lohp anyone item, pair. set, collection $3,000 (inclusive of GST) n ~ 

~ or system of sporting equipment per item, pair, set, 0 

" • jet skis. < x collection or system m 
~ 3: ~ 

8 Continued next page .. 9 
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continued ... What we will pay for contents 

Nominating the amount we will pay for contents 
When you take out a contents policy, you must 
nominate the replacement value of your contents at 
today's prices. This is called your 'sum insured' and 
is listed on your schedule. 

Increasing the amount we will pay for contents 
excluding valuable Items 
You can increase the maximum amount we will pay 
for any content item, pair, set, collection or system 
by nominating an amount that is higher than $20,000. 
Your contents will be listed on your schedule as 
'special contents'. 

Increasing the amount we will pay for valuables 
You can increase the total amount we will pay 
for your valuables by adding the Other Valuables 
option to your policy. This amount is in addition to 
your contents sum insured. 
You can increase the maximum amount we will 
pay for an individual valuable item by adding the 
Special Valuables option to your policy. This amount 
is in addition to your contents sum insured. 

Where your contents 
are covered 
Your contents are covered at your home. 
Your contents are also covered away from 
your home, anywhere in Australia. 

Contents 
- at your 
home 
- at your 
home in 
the open air 

We will cover your contents at your 
home for loss or damage as a result of 
an incident we have agreed to cover. 
If your contents are at your home in the 
open air (not in a building that is fully 
enclosed) and they suffer loss or 
damage as a result of 
• storm, rainwater or wind, or 
• theft or attempted theft 
the most we will pay is up to $2,000 
(inclusive of GST) in total. This limit 
does not apply to swimming pools, 
saunas or spas, or their accessories. 

Contents 
-away 
from your 
home 

We will cover your contents away 
from your home, anywhere in 
Australia up to 90 consecutive days, 
for loss or damage as a result of an 
incident we have agreed to cover. 
We will ONLY cover your contents for 
loss or damage as a result of storm, 
rainwater, wind or impact by a vehicle 
if they are 
• in a residential building, boarding 

house, motel, hotel, club, nursing 
I home, or hospital where you are 
1 staying, or 

I, . sporting equipment stored within 
a club room. I We will NOT cover 

, • accessories and spare parts for motor 

1
1 vehicles, motorcycles, mini-bikes, 

caravans, trailers and watercraft 

I . goods you use for earning an income 
• office and surgery equipment you use 

for earning your income 
while they are away from your home. 
We will NOT cover your contents 
• for theft while they are away from 

your home, unless 
- they are sporting equipment locked 

in a clubroom 
• for loss or damage as a result of 

storm, rainwater, wind, or impact by 
a vehicle if they are in a tent, vehicle, 
caravan, trailer, aircraft, or watercraft 

• if they have been away from your 
home for more than 90 consecutive 
days, unless 
- the contents are sporting equipment 

stored within a club room 
• if they have been removed permanently 

from your home by you, unless 
.. we have agreed to cover them 

• if they are on the way to, or from, or 
are in a commercial storage facility, or 
in transit during a permanent removal, 
unless 
.. we have agreed to cover them under 

'Contents in transit' or 'Contents in a 
commercial storage facility'. 

11 
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Listed Events cover 
We will cover your buildings or contents 
for loss or damage as a result of the 
incidents listed on the following pages. 
If you make a claim, you will need to pay 
any excesses that apply - you will only 
need to pay this amount once. 
Any cover we provide is subject to exclusions. 

Accidental 
breakage 
BUILDINGS 

CONTENTS 

For exclusions to this cover, 
seepage35 .. 

We will cover your buildings or 
contents for loss or damage when 
an item is chipped or fractured 
through its entire thickness. 
[f you have insured your buildings we 
will cover any 
• fixed glass in your buildings. Including 
- any window tinting or shatter proofing 

material attached to the glass 
• fixed shower bases, basins, sinks, 

spas, baths and toilets. 
[f you have insured your contents we 
will cover any 
• mirrors, glassware, crystal, crockery, 

unless 
- they are damaged while being used, 

cleaned or carried by hand 
• glass in furniture, however 

'I - we will not cover glass that is part 
of a television, or a computer screen 

I or monitor. 
I [f you have insured your contents and 
'I live in a rental building, we will cover 

accidental breakage of fixed shower 
I bases, basins, sinks, spas, baths and 

toilets, however 
• this only applies when your rental 

i agreement makes you responsible 
! for these items. 

Burglary or i We will cover your buildings or 
break-in Ii contents for loss or damage as a 
BUILDINGS result of a burglary or break-in, or 
CONTENTS 

Burning 
out of an 
electric 
motor 
BUILDINGS 

CONTENTS 

Deliberate 
or 
intentional 
acts 
BUILDINGS 

CONTENTS 

. an attempted burglary or break-in. 
We will NOT cover loss or damage as 
a result of a burglary or break-in by 

I
· a tenant. 

The burglary or break-in, or attempted 
I burglary or break-in, must be reported 
I to the Police. 

i We will cover the cost to repair or I replace your electric motor if it 
I burns out orfuses. 

I' We will ONLY do this if your electric 
motor is 15 years old or less. 

I 
I We will cover your buildings 
i or contents for loss or damage 
I as a result of a deliberate and 
I intentional act. 
i We will NOT cover loss or damage as I result of a deliberate or intentional act 
! by a tenant. 

Earthquake ! We will cover your buildings or 
or tsunami i contents for loss or damage as a 

i result of an earthquake or tsunami. 
i You must pay an additional excess 

BUILDINGS 

CONTENTS I of $250. I We will only cover loss or damage as 
I a result of an earthquake if the [055 or 
I damage occurs within 72 hours of the 
I earthquake. 

• 

• 
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cantinued ... lncident caver 

Fire or 
explosion 
BUILDINGS 

CONTENTS 

Impact 
damage 
BUILDINGS 

CONTENTS 

We will cover your buildings or 
contents for loss or damage as a 
result of a fire or an explosion. 
We will NOT cover loss ar damage 
caused by a bushfire ar grassfire within 
4B hours of the start date of your 
policy, unless 
• you took out your insurance with us 

immediately after another insurance 
policy covering the same buildings 
or contents expired, without a break 
in cover 

• you took out your insurance with us 
immediately after the risk passed to 
you as purchaser of your buildings 

• you took out your insurance with us 
immediately after you signed a lease 
contract for your buildings. 

We will cover your buildings 
or contents for loss or damage 
as a result of an impact. 
We will ONLY cover loss or damage 
caused by the impact of 
• an aincraft, spacecraft or satellite, or 
- anything dropped from them 

• a falling television or radio antenna 
mast or dish 

• vehicles or watercraft 
• an animal or bird that is not kept 

at your home, unless 
- the loss or damage is caused by 

any animal or bird eating, chewing 
clawing or pecking 

• a falling tree or part of a tree, unless 
- the damage is caused when you, 

or someone else acting on your 
behalf, cuts down or removes 
branches from a tree. 

We also pay the cost of removing and 
disposing of the fallen tree or parts. 

Landslide 
or 
subsidence 
BUILDINGS 

CONTENTS 

Lightning 
or 
thunderbolt 
BUILDINGS 

CONTENTS 

Riots 
or civil 
commotion 
BUILDINGS 

CONTENTS 

We will cover your buildings or 
contents for loss or damage as a 
result of a landslide or subsidence. 
We will ONLY do this if the loss or 

I 
damage oocurs within 72 hours of 
• an earthquake or explosion 

, • a storm, including rainwater or wind, or 
I . liquid escaping from a fixed pipe, or 
'I' an object attached to a pipe, fixed 

gutter, fixed tank or a drain. 

We will cover your buildings 
or contents for loss or damage 
as a result of a lightning or 
thunderbolt. 

We will cover your buildings or 
contents for loss or damage as 
a result of riots, civil commotion, 
or industrial or political 
disturbances. 

15 



continued ... Incident cover 

Storm, 
rainwater 
or wind 
BUILDINGS 

CONTENTS 

We will cover your buildings or 
contents for 1055 or damage as a 
result of storm, rainwater or wind. 
We will NOT cover loss or damage caused 
by a named cyclone within 48 hours of 
the start date of your policy, unless 
" you took out your insurance with us 

immediately after another insurance 
policy covering the same buildings 
or contents expired, without a break 
in cover 

" you took out your insurance with us 
immediately after the risk passed to 
you as purchaser of your buildings 

" you took out your insurance with us 
immediately after you signed a lease 
contract for your buildings. 

We will NOT cover 
" swimming pool covers, including 

- solar covers and plastic liners 
" water entering your buildings 

- through an opening made for any 
building, renovation or repair work 

- because of a structural defect, faulty 
design or faulty workmanship when 
your buildings were constructed 

" free-standing fences made of 
corrugated fibrous material that do 
not have a supporting frame, unless 
- they have been installed and 

constructed according to the 
manufacturer's specifications 

" free-standing gates, fences or walls 
that are made of timber and are more 
than 15 years old. 

Theft or 
attempted 
theft 
BUILDINGS 

CONTENTS 

Vandalism 
or a 
malicious 
act 
BUILDINGS 

CONTENTS 

Water 
or liqUid 
damage 
BUILDINGS 

CONTENTS 

We will cover your buildings or 
contents for 1055 or damage as a 
result of theft or attempted theft. 
We will ONLY cover theft of money or 
negotiable documents when force is 
used by someone to enter your buildings. 
We will NOT cover your buildings or 
contents for loss or damage as a result of 
" theft from any part of the buildings 

which you share with another person 
who is not insured under this policy 

I" theft by a tenant. 
The theft or attempted theft must • be reported to the Police. 

We will cover your buildings 
or contents for 1055 or damage 
as a result of vandalism or a 
malicious act. 
We will NOT cover loss or damage as 
a result of vandalism or a malicious act 

I by a tenant. 

We will cover your buildings or 
contents for 1055 or damage caused 

I by water or liquid. We will also cover I the cost of finding where the water 
or liquid escaped from, including the I cost of repairing any damage that 

I occurs while looking I for the cause. • ! We will ONLY cover loss or damage as 
I a result of water or liquid escaping from 
! "a fixed pipe or an object attached to a 
I pipe, fixed gutter, fixed tank or a drain 
I 
j "a bath, basin, sauna, spa, shower 

I base or shower wall, sink, toilet or " '" tiled floor that has drainage holes 
,. ... ... ! "a washing machine or dishwasher '" ;;; I "an aquarium ~ 

0 
~ 

i "a waterbed. ;; 
< I We will NOT cover the cost of repairing n 
0 
< 

the item that caused the escape of m 
~ I water or liquid escaped from. 
~ 
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Additional cover included 
in this insurance 
Your insurance includes a range of covers 
we refer to as 'additional cover'. These 
covers are listed on the following pages. 
The additional cover we provide depends 
on whether you have a buildings policy, 
contents policy or a combined buildings 
and contents policy . 

The amount we will pay for these covers 
is in addition to the sum insured, as listed 
on your schedule. 

If you make a claim for an additional 
cover, you will not need to pay an excess. 

Any cover we provide is subject to exclusions. 
For exclusions to this cover, 
see page 35 .. 

Accounting , 
fees for a 
tax audit 

If your personal financial affairs 
are audited by the Federal 
Commissioner of Taxation, we will 
cover any accountant's fees that 
you must pay as a result, up to 
$5,000 (inclusive of GST) during 
your period of insurance . 

CONTENTS 

You must advise us of any such audit. 
We will NOT cover claims for 
• any audit that relates to a criminal 

prosecution 
• fees where the final assessment of 

your taxable income for the period 
being audited is 20 per cent higher 
than your original declaration 

• fees for work performed outside the 
time limits allowed by the Federal 

i Commissioner of Taxation I . any fines, penalties or adjustments 
i of taxation. 

Alternative 
accommo-
dation 
BUILDINGS 

CONTENTS 

If your buildings or contents suffer 
loss or damage and you are unable 
to live in your home as a result, we 

I will cover the costs of alternative 
accommodation for up to 12 months. 
The loss or damage must occur as a 
result of an incident we have agreed 
to cover. 
If you have buildings insurance we will 
• pay an amount that is equal to the 

weekly rental value of your buildings 
before the incident occurred 

• pay the reasonable costs of alternative 
accommodation for your pets 

I up to 10 per cent of the buildings sum I insured, as listed on your schedule. 
, We will NOT cover this. or we will 

reduce the amount we pay if 
• you receive any payment for rent 

from another source 
• you do not need to pay for alternative 

accommodation. 
If you have contents insurance, we will 
pay the reasonable costs of alternative 
accommodation, up to 10 per cent of 
the contents sum insured, as listed on 
your schedule. 
We will NOT cover this, or we will 
reduce the amount we pay if 
• we have paid you for rent following 

loss or damage to your buildings 
• you receive any payment for rent or 
accommodation from another source 

• you do not need to pay for alternative 
I accommodation. 
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continued ... Additional cover included in this insurance 

Contents 
in a 
commercial 
storage 
facility 
CONTENTS 

Contents 
in transit 
CONTENTS 

I We wil[ cover your contents for 
[ass or damage whilst they are 
in a commercial storage facility 
in Australia up to the total 
contents sum insured, as listed 
on your schedule. 
You must tell us that your contents are 
in a commercial storage facility before 
they are put into storage and we must 
have agreed to cover them. 
If we agree to cover your contents in a 
commercial storage facility, it will be 
listed on your schedule. 
We will ONLY cover your contents if 
the loss or damage occurs as a result 
of an incident we have agreed to cover. 
We will NOT cover jewellery, money 
or negotiable documents. 

I We will cover your contents for 
[ass or damage whilst they are 
being transported by a vehicle to 
your home, or to a commercial 
storage facility within Australia, 

I 
up to $10,000 (inclusive of GST) 
during your period of insurance. 

I We will ONLY cover your contents if 
• there is a theft following violent or 
[ forceable entry, or loss or damage I occurs as a result of fire, collision or 
I overturning of the vehicle that is 
II transporting your contents . 
• We will NOT cover loss or damage 
I • to glassware. crystal, crockery. i mirrors or china, or 
[ • caused by denting. scratching. 
! chipping or bruising. 

Credit card I If your credit cards or financial 
and I transaction cards are 
transaction : • misused after they are stolen, or 
card I . fraudulently used on the internet 
misuse i we will pay the financial institutions 
CONTENTS I that issued them, up to $5,000 

(inclusive of GS1). 

I We will ONLY cover this if you have 
complied with the terms on which the 

I credit cards or fi nancial transaction 
cards were issued. 

Debris I We will cover the reasonable costs • removal to demolish and remove any debris 
and that results from loss or damage to 
demolishing your buildings or contents, up to 
BUILDINGS 10 per cent of your buildings or 
CONTENTS I contents sum insured. 

The debris must occur as a result of an 
! incident we have agreed to cover. 

Document i If documents kept in your home 
damage ! or in a bank vault suffer loss or 
CONTENTS i damage, we will cover the costs to 

I reproduce or restore them, up to 
i $1,000 (inc[usive of GST). 
I i This includes the costs to reproduce 
i or restore the information contained 
! on the documents . • 

21 
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continued ... Additional cover included in this insurance 

Employees' 
belongings 
CONTENTS 

Frozen 
food 
CONTENTS 

If your employees' belongings 
suffer [ass or damage, we will cover 
the cost to repair or replace them, 
up to $5,000 (inclusive of GST). 
We will ONLY cover your employees' 
belongings if the loss or damage occurs 
• as a result of an incident we have 

agreed to cover 
• while your employees are working 

at your home, and 
• while your employees are doing 

, domestic work for you. I We will NOT cover contents that are 

I already insured under another policy 
by someone other than you. 

For Guests' or visitors' 
belongings. see next page" 

We will cover the cost to replace 
the [ass of any frozen food, up to 
$500 (inclusive of GST), if your 
freezer breaks down. 
We will ONLY do this if your freezer 
breaks down as a result of an incident 
we have agreed to cover . 

Funeral 
expenses 
CONTENTS 

Guests' 
or visitors' 
belongings 
CONTENTS 

[f you, or any member of your 
family dies, we will cover the 
funeral costs, up to $10,000 
(inclusive of Gsn. 
The death must occur 
• as a result of an incident we have 

agreed to cover 
• within 12 months of the incident, and 
• as a result of an incident that i occurred at your home. 

, If contents belonging to your 
guests or visitors suffer loss or 
damage, we will cover the cost 
to repair or replace them, up to 
$5,000 (inclusive of GSn. 
The loss or damage must occur as a 
result of an incident we have agreed 
to cover. 
We will NOT cover contents that are 
already insured under another policy 
by someone other than you. 

~ 
~ 
>-
~ 

~ 
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~ 
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0 
~ ;; .. 
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Legal We will cover any legal costs you continued ... Additional cover included in this insurance 
costs in are liable to pay following legal 
Australia proceedings brought by you or Modifi- I If you are injured as a result of loss 
CONTENTS against you, up to $5,000 cations I or damage to your buildings, and 

(inclusive of GST). to your , the injuries lead to permanent 
We will ONLY cover legal costs and buildings I paraplegia or quadriplegia, we will 
expenses that BUILDINGS I cover the cost of modifications to 
• occur during your current period I your buildings so you can live in 

of insurance 1 them, up to $10,000 (inclusive 
• you teli us about during your current i of Gsn. 

period of insurance, and I The injury must occur as a result of 
, • we have agreed to cover. 
I I an incident we have agreed to cover. • ! We will ONLY pay this once during your 
i period of insurance. Mortgagee Ilf you make a claim for the total I We will NOT cover legal costs and 
, expenses relating to discharge loss of your buildings, we will cover 

I • spouse or partner disputes includin& costs any legal costs associated with the 

I but not limited to, divorce, custody, BUILDINGS discharge of any mortgage you 
child maintenance, or property disputes have left owing. 

I . claims for death, bodily injury to, The total loss must occur as a result of 
i or disease of, any person an incident we have agreed to cover. 
t • claims where cover is available by a I standard form of motor vehicle, home Rebuilding i If your buildings sulfer loss or 
, owners or householders, motorcycle, 
, caravan or boat insurance 

fees I damage, and need to be rebuilt as I· any criminal charge or prosecution BUILDINGS I a result, we will cover the costs of 

brought against you i employing an architect or surveyor, 

• any road traffic offence or boating I and also pay any legal fees that 
offence committed by you arise from the rebuilding, up to 10 per 

• any matter arising out of your I cent of your buildings sum insured. 
business or profession i The rebuilding must occur as a result • • any matter arising out of any i of an incident we have agreed to cover. 
insurance cover required by legislation 

• any award of damages against you Replacing If a key to an external door or 
• any penalties, fines or awards of keys and window lock of your buildings is 

~ 
aggravated, exemplary or punitive repairs stolen, we will cover the reasonable ~ « damages made against you. w to, and costs to replace your keys and repair 

~ 

> ,. 
0 ~ 

u re-coding and re-code your locks and barrels ~ 

> ~ 

u ;;; 
~ of locks up to $1,000 (inclusive of GST). 
0 

~ 

~ and barrels ~ 
~ The theft or loss of the keys must occur n 
i ~ 

~ as a result of an incident we have " ~ 
BUILDINGS 0 

< agreed to cover. < 
~ CONTENTS 

m 
~ 

~ 

The theft must be reported to the Police. ~ 

24 25 



Sale of If you have entered into a contract Sum If we agree to pay you for a loss to 
your home to sell your home, we will extend insured your buildings or contents we will 
BUILDINGS your buildings cover to the BUILDINGS increase your sum insured for 

purchaser until CONTENTS buildings or contents by the 
• the contract settlement date amount the Consumer Price Index 
• the purchaser insures the home, or Call groups) has increased since 

• the purchaser becomes liable for you took out your policy. 

damage to the home However, we will NOT increase your 

whichever happens first. 
sum insured for special contents. 
You will be fully insured again for your 

This cover will stop immediately if buildings or contents for the amounts • • the sale contract is terminated, or shown on your schedule, unless 
• your buildings insurance comes to • your claim is for a total loss and we 

an end. pay you the sum insured, then your 
policy comes to an end, subject to any 

Security If your monitored burglar alarm continuing liability cover and no refund 
firm to system is set off as a result of a of your premium is due. 

monitor theft or an attempted theft, we will See also UabilJty cover - when 
your buildings are a total toss. 

your home cover the costs of a security firm page30 ... 

CONTENTS to attend your home, up to $1,000 
(inclusive of GST). Trees, We will cover the cost to replace 
We must agree to cover the theft or plants and any trees, plants or shrubs that are 
attempted theft. shrubs stolen, burnt, maliCiously damaged, 
We will NOT cover this when there is replace- or damaged by a vehicle, up to 
• a false alarm, or ment $750 (inclusive of GST) during your 
• no evidence of an attempted burglary. BUILDINGS period of insurance. 

We will NOT cover loss or damage 
Storage If the buildings you live in suffer toa lawn. • costs loss or damage and you are unable 
CONTENTS to live in them as a result, we will Veterinary I If your pet is injured as a result 

cover the reasonable costs to expenses of a road accident, we will cover 
remove and store your contents CONTENTS the veterinary expenses, up to 
for up to 12 months. $500 dnclusive of GSD. 

~ 
The loss or damage must occur as a 

" ~ result of an incident we have agreed w % 
> ,. 
0 to cover. ~ 
u ~ ,. 

We will also cover your contents while % u in :; 
they are in storage. ~ 0 0 

~ ~ 

~ ;; ;r -< ... n ... 0 

" < 
% m 
;: " ~ 
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Liability cover included 
in this insurance 
We will cover your legal liability as a result 
of an incident that causes loss or damage 
to someone else's property, or death or 
bodily injury to other people, during your 
period of insurance. 
We will also cover claims in connection 
with your position as a committee member 
during your period of insurance. 
Any cover we provide is subject to exclusions. 

Liability 
cover 
- general 
BUILDINGS 

CONTENTS 

For exclusions to this cover, 
seepage35 .. 

We will cover liability claims up to 
$20,000,000 (including GST) for 
any incident listed below, 
This amount includes any legal 
costs that must be paid to defend 
the claim and any costs awarded 
against you. 
If you have insured your buildings, 
including strata title or a similar 
scheme, we will cover you for the 
amount you have to pay as owner or 
occupier of the buildings. 
If you have insured your contents and 
live in a rental building, we will cover 
you for the amount you have to pay as 
owner of your contents, or occupier of 
the building. 
If you have insured your contents and 
you own part of the building that has 
been subdivided, we will cover you for 

I 
the amount you have to pay as owner 
of your contents, or occupier of your 
part of the building. 

Continued next page ... 

continued ... 
Liability cover 
- general 
BUILDINGS 

CONTENTS 

I If you have insured your contents, 

I other valuables or special valuables, we 
will cover you for the amount you have 

I, to pay for any incident that happens 
• anywhere in Australia 
• anywhere in Australia in connection 

with your position as a committee 
member of a sporting or social club, 
however 
- we will NOT pay if you receive more 

than $1,000 per year for holding 
that position 

• anywhere in the world for 90 
consecutive days, starting from 
the time you leave Australia. 

We will NOT cover you for any amount 
you have to pay as owner or occupier 
of your buildings. 
If you have insured your contents, we 
will cover you for any amounts you 
have to pay for any incident that 
happens anywhere in Australia arising 
out of the use of 
• a watercraft that is less than 4 metres 

long and is not powered by a motor, or 
is powered by a motor less than 10 hp, 
unless 
- the watercraft is a jet ski 

• unregistered motorcycles or mini-bikes 
up to 125cc, which do not require 
registration by law, unless 
- they are being used for racing 

or pacemaking. 
Continued next page ... 

• 

• 
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continued ... Liability cover included in this insurance 

Liability 
cover -
when your 
buildings 
are a total 
loss 
BUILDINGS 

Liability 
cover - for 
committee 
members 
CONTENTS 

If your buildings are a total loss, we 
will continue liability cover for any 
amount you have to pay as owner 
or occupier of the buildings for up 
to six months from the date your 
buildings were destroyed. 
This cover will stop immediately if 
• construction commences at 

the home 
• you sell the land, or 
• you take out a new buildings 

insurance policy for the home. 

We will pay for claims made 
against you for an alleged or actual 
act or omission during anyone 
period of insurance. 
We will ONLY pay for your liability in 
connection with your position as a 
committee member of a sporting or 
social club. The most we will pay, 
including legal costs, is $10,000 
(inclusive of GST) during anyone 
period of insurance. 
We will not cover you if you receive 
more than $1,000 per year for holding 
this position. 
This cover does not apply to liability 
claims for loss or damage to someone 
else's property, or death or bodily injury 
to other people. 

Optional cover you can 
add to your policy 
You can broaden the scope of your 
cover by adding any of the following 
options. You will need to apply for this 
cover and pay an additional premium. 
Any options that we agree to add to 
your policy will be listed on your 
current schedule. 
Any cover we provide is subject to exclusions. 

Domestic 
Workers' 
Compen-
sation 

For exclusions to this cover, 
seepage35 ... 

If you employ a person to do work 
around your home such as cleaning 
or gardening, you can add cover for 
the amount you are liable for if they 
are injured while working for you, 
subject to the relevant legislation in 
your State or Territory. 
If you choose this option, it will be 
listed on your schedule as 'Domestic 
Workers' Compensation'. 
You will need to check with your local 
Workers' Compensation Authority as 
this cover may be compulsory. 
The cover only applies to employees 
doing domestic work for your 
household and will not cover any 
person that is working for you in your 
business, profession, trade or 
occupation or if you are a landlord. 
An excess may apply to this option. 

To find out who the insurer 
is forthis option, see insIde 
backcover .. 

31 



32 

Other 
Valuables 

With this option you can 
nominate an overall amount we 
wi[[ pay for accidental loss or 
damage to your valuables 
• anywhere in Austra[ia and 

New Zealand, and 
• anywhere in the world for up 

to 90 consecutive days from the 
time you [eave Austra[ia 

without listing them individually. 
Valuable items we cover are I!sted below 
• jewellery and watches 
• items that contain gold or silver 

(this does not include items thinly 

I
, covere.d with gold or silver) 

• furs 
I . collecltons of stamps, money or medals 
! • battery-powered items as listed below 
I _ audio visual equipment 

- camera equipment, including access-
ories and unprocessed film, unless 
they are being used underwater, 
or to earn your income 

- electronic diaries 
-GPS 
- mobile or portable phones 
- portable computers 

• sporting equipment, unless it is 
being used. 

Your valuable items do NOT Include 
• unset precious/semi-precious stones 
• items thinly covered with gold or silver 
• motor vehicles, motorcycles, mini-

bikes, caravans, trailers or aircraft or 
accessories, or spare parts of any of 
these items 

• watercraft more than four metres long 
• watercraft less than four metres 

long that is powered by a motor 
of more than 10 hp. 

The most we wil[ pay for this option is 
the amount you nominate, as listed on 
your schedule under 'Other Valuables'. 

Continued .. 

continued ... 
Other 
valuab[es 

Special 
Valuables 

I There are also set maximum amounts 
I that we will pay when you make a claim. 
I 
1 VALUABLES THE MOST WE WILL PAY 
i ~~==~----~~~~~~~~ 
i any one item, pair, $2,500 (inclusive 
! set. collection or of GST) per item, 

system oIYaluables pair, set, collection other than sporting 
equipment or system 

battery-powered 
~ems 

$2,500 (inclusive 
of GST) per item 

, anyone item, pair, 

I set. collection or 
system of sporting 

! equipment 

$3,000 (inclusive 
of GST) per item, 
pair, set, collection 
or system , 

I Th' .. ! IS option IS 

I 

• not available for office and surgery 
equipment 

• only available for contents policies. 
\ No excesses apply to this option. 

I 
With this option you can 
nominate an individual amount 

'I' we will pay for accidental [ass or 
damage to anyone item, pair, set, 

I collection or system of valuables 
! • anywhere in Austra[ia and i New Zealand, and 
! • anywhere in the world for up I to 90 consecutive days from the 
I time you [eave Australia. 
i The most we will pay for this option 

is the individual amount you 
nominate, as listed on your schedule 
under 'Special Valuables'. 
This option is 
• not availab[e for office and surgery 

equipment 
• only availab[e for contents policies. 
No excesses apply to this option. 

Fora list of valuable ftems we 
cover, and a list of items we do 
not Include as valuables, see 
Other Valuablet page 32 .... 

• 
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continued ... Optional cover that can be added to your policy 

Strata Title 
Mortgagee 
Protection 

With this option we will cover the 
amount you must pay to settle 
your mortgage following loss or 
damage to buildings that you own 
under a strata title or similar plan. 
If you choose this option the 
individual amount you nominate and 
any excesses that apply will be listed 
on your schedule under 'Strata Title 
Mortgagee Protection'. 
We will pay up to the amount you 
owe on your mortgage, but no more 
than the sum insured, as listed on 
your schedule, 
We will pay this amount to your 
mortgagee when you are required 
to pay your mortgagee in full, however 
- the loss or damage must occur as a 

result of an incident we have agreed 
to cover, 

We will ONLY pay this when the 
body corporate 
- has not insured the buildings, or 
- has not insured the buildings for loss 

or damage you can claim for under 
this policy. 

I This option is available 
- for contents policies, or 

I-as a stand alone policy, 
An excess may apply to this option, 

Listed Events cover, Additional cover 
and Strata ntle Mortgagee 
Protection exclusions 36 

Other Valuables and Special 
Valuables cover exclusions 37 

Liability cover exclusions 37-39 

General exclusions 39-40 



Exclusions to your cover 
Any cover we provide is subject to the 
following exclusions. 

Listed 
Events cover, 
Additional 
cover and 
Strata Title 
Mortgagee 
Protection 
exclusions 

We will NOT cover any loss or 
damage as a result of, or caused by 
• settling, shrinkage or any movement 

of earth 
• erosion, rust, corrosion, gradual 

deterioration, depreciation, wear or tear 
• rats, mice or insects 
• roots from trees, plants, shrubs or grass 
• any process of cleaning involving the 

use of chemicals other than domestic 
household chemicals 

• a defect in an item, structural defects, 
or faulty workmanship or design 

• breakage of mirrors, glassware, crystal, 
crockery or china while they are being 
used, cleaned or carried by hand 

• malicious damage or vandalism by 
a tenant 

• deliberate or intentional acts by a tenant 
• theft by a tenant 
• theft from any part of the buildings 

which you share with another person 
who is not insured under this policy 

• mechanical or electrica[ breakdown 
other than an electric motor burning 
out, unless 
- the breakdown results in loss or 

damage to your buildings or contents 
• flood 
• [andslide or subsidence, unless 

- we agree to cover the incident 
as described under 'Lands[ide 
or subsidence' 

• water entering your buildings 
-through an opening made for any 

building, renovation or repair work 
- because of a structural defect, faulty 

design or faulty workmanship when 
your buildings were constructed. 

Other 
Valuables 
and 
Special 
Valuables 
cover 
exclusions 

Liability 
cover 
exclusions 

I We will NOT cover any [055 or 
I damage as a result of, or caused by 
I • rust, corrosion, gradual deterioration, ! depreciation, wear or tear 
i • a defect in an item 
! • rats, mice or insects 

1

1 • any process or cleaning involving the 
use of chemicals other than domestic 

'I, . ~::~:~i!~~~:[i~~:~iCa[ breakdown 
other than an electric motor burning 

l out, unless 
, - the breakdown results in loss or 
i damage to your buildings or contents. 

i We will NOT cover any 
i . personal injury to you, or any 
i member of your family who normally 
: lives with you, or anyone else who 
i normally lives with you I . personal injury to any person you I employ where that injury arises from 
i their employment with you 

I· . loss or damage to property that 
belongs to you or is under your control, 

, or any member of your family who 
normally lives with you, or anyone 
else that normally lives with you 

• loss or damage to property that 
belongs to any person you employ 
where that loss or damage arises 
from their employment with you 

• penalties, fines or awards of 
aggravated, exemplary or punitive 
damages made against you 

• loss that can be reimbursed by 
your sporting or social club. 

We will NOT cover any liability as 
a result of, or arising from 
• any alterations, repairs, renovations or 

additions to your buildings that cost 
more than $75,000 (inclusive of GST) 

• any personal profit or advantage that 
is illegal. 

Continued next page ,. 
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continued ... Exclusions to your cover 

continued ... 
Liability cover 
exclusions 

We will NOT cover any liability 
as a result of, or arising from 
• any disease that is transmitted by 

you, or any member of your family 
who normally lives with you 

• any business, profession, trade or 
occupation carried out by you, unless 
- the liability is as a result of, or arising 

from, you acting as a committee 
member of a sporting or social club 
and you receive no more than $1,000 
per year for holding this position 

• any agreement or contract you enter into, 
however 
- if you would have been liable 

without the agreement or contract, 
we will pay for that liability 

• the use, removal of, or exposure to 
any asbestos product or products 
containing asbestos 

• any act or omission that is dishonest, 
fraudulent, criminal, wilful or malicious 

• any alleged or actual act or omission 
committed, or alleged to have been 
committed, prior to the 
commencement of the policy 

• the use of a caravan or trailer when 
the caravan or trailer is attached to 
a motor vehicle or motorcycle 

• the use of a motor vehicle, motorcycle, 
mini-bike, aircraft or watercraft, 
however we will cover liability that 
arises from 
- unregistered motorised golf buggies, 

ride-on mowers and wheelchairs. 
- model or toy aircraft 
- surfboard, sail board or surf skis 
- a watercraft that is less than 

4 metres long and is not powered by 
a motor, or is powered by a motor 
less than 10 hp 

Continued ,. 

continued ... 
Liability cover 
exclusions 

General 
exclusions 

- unregistered motorcycles or mini-
bikes up to 125 cc that do not require 
registration by law, unless 
they are being used for racing or 
pacemaking. 

We will NOT cover any loss or 
damage, or liability as a result 
of, or arising from 
• any incident that does not occur 

within your period of insurance 
• landslide or subsidence, unless 

- we agree to cover the incident as 
described under 'Landslide or 
subsidence' 

• war or warlike activity, however 
- war does not need to be declared 

• hostilities, rebellion, insurrection 
or revolution 

• contamination by chemical and/or 
biological agents, which results from 
an act of terrorism 

• lawful destruction or confiscation of 
your property 

• anything nuclear or radioactive 
• mildew, atmospheric or climatic 

conditions 
• damage to a heating element, 

however 
- we will pay for any loss or 

damage as a result of damage 
to a heating element. 

Continued next page ... 
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continued ... Exclusions to your cover 

continued ... 
General 
exclusions 

We wi[ [ NOT cover any loss or 
damage, or liability as a result 
of, or arising from 
• failure or inability of any item, 

equipment or computer software 
to recognise correctly, to interpret 
correctly or to process correctly any 
date, or to function correctly beyond 
any time when that item, equipment 
or computer software has not 
recognised, interpreted or processed 
correctly any date, unless 
- it results in loss or damage to your 

buildings or contents that is covered 
under this policy. This does not 
include resultant loss or damage 
to any frozen food, computer 
equipment or computer software 

, • deliberate or intentional acts by you, 
i or anyone acting for you, to cause 

i . :~:~d d:r:;:r~o:;~~ry 
• erosion, the action of the sea, 

tidal wave or high water, unless 
- the loss or damage is the result 

of a tsunami. 

Your duty of disclosure 

Your responsibilities when you 
are insured with us 

Your responsibilities when you 
are making a claim 

If you do not meet your 
responsibilities 

42 

43-44 

44 

44 
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Your duty of disclosure 
When you take out, renew, or change or 
vary a policy, or when you make a claim, 
you have a duty to answer our questions 
truthfully and provide us with any 
information that could affect our decision 
to insure you, or the terms of your policy. 
This is called your 'duty of disclosure'. 
What you must tell us when you apply to take out thIs policy 
When applying to take out insurance we will ask you 
certain questions. When answering these questions. you 
must be honest. and you have a duty under the Insurance 
Contracts Act 1984 to tell us anything 
• known to you. and 
• which a reasonable person in the circumstances 

would include in answer to any question. 
We will use your answers to help us decide whether to insure 
you and anyone else under this policy, and on whatterms. 

Who you are answering the questions for 
[t is important that you understand you are answering the 
questions in this way on behalf of yourself and anyone 
else that you want to be covered by the policy. 

If you do not answer our questions In this way 
[f you do not answer our questions in this way, we may reduce 
or refuse to pay a claim, or cancel the policy, or do both. 
[f you answer our questions fraudulently, we may refuse 
to pay a claim and treat the policy as never being in place. 

Renewal, variation, reinstatement or extension of your policy 
When your policy is renewed, varied, reinstated or 
extended you have a duty, under the Insurance Contracts 
Act 1984, to tell us anything that you 
• know, or 
• could reasonably be expected to know, and 
is relevant to our decision whether to accept the risk 
of insurance and, if so, on what terms. 
Your duty does not require disclosure of anything that 
• diminishes the risk to be undertaken by us 
• is of common knowledge 
• we know or, in the ordinary course of business, 

ought to know, or 
• is a matter that we indicate your duty has been waived by us. 

Continued next page .. 

If you do not comply wfth your duty of dIsclosure 
[f you fan to comply with your duty of disclosure, we may be 
entitled to reduce our liability under the policy in respect 
of a claim, or we may cancel the policy, or do both. 
[f your non-disclosure is fraudulent, we may also have 
the option of avoiding the contract from its beginning. 

Your responsibilities when 
you are insured with us 
In addition to your duty of disclosure, 
there are other responsibilities that you 
must meet when you are insured with us. 

Vou must tell us If 
• your buildings wil[ be unoccupied for a continuous 

period of 60 days or more 
• any changes have been made to 

- the address or location where your buildings 
or contents are insured 

- the use of your buildings 
- your buildings due to renovation, extensions 

or demolition 
- the people who are insured under this policy 
- the sums insured to your buildings or contents 

• any people who are insured under the policy have 
- been convicted of any criminal offence 
- made a claim that is not true under this policy 

or another insurance policy 
• there are any changes in circumstances during the 

period of insurance. 
[f you tell us about any of these things, we may charge 
an additional premium, change the cover of your policy, 
impose special conditions, or cancel your policy. 
[n addition, you must also 
• be truthful and frank in any statement you make in 

connection with your policy 
• pay your premium, including paying instalments regu[arly 
• take reasonable precautions to avoid a claim being made 
• obey all laws and make sure anyone acting on your 

behalf obeys a[[ laws 
• follow the conditions of this policy 

Continued next page .. 
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continued ... Your responsibilities when you are insured 
• not make a fraudulent claim under this insurance policy 

or any other policy. 

Your responsibilities when 
you are making a claim 
When you make a claim you must 
meet a number of responsibilities. 

You must 

• be truthful and frank in any statement you make in 
connection with a claim 

• take safe and reasonable steps to prevent any further 
loss, damage or liability occurring 

• inform the Police as soon as possible if your buildings or 
contents suffer loss or damage as a result of theft or 
attempted theft, vandalism or a malicious act 

• keep all damaged buildings or contents so we can 
inspect them if required 

• give us any information or assistance we require to 
investigate and process your claim 

• not payor promise to pay for a claim, or admit 
responsibility for a claim 

• not repair or replace any damaged buildings or contents 
without our consen!. 

In addition, you also give us your rights to claim from 
anyone else 
• if you have a right to claim from anyone else for an 

incident covered by us, you give us your rights to 
make that claim, to conduct, defend or settle any 
legal action and to act in your name - you must not 
do anything which prevents us from doing this and you must 
give us all the information and cooperation that we require. 

If you do not meet 
your responsibilities 
If you do not meet your responsibilities, we may refuse 
or reduce a claim, cancel your policy, or do both. If we 
cancel your policy we will advise you in writing. 

The General Insurance Code 
of Practice 

Our Guarantee 

How we handle your 
personal information 

46 
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The General Insurance 
Code of Practice 
The purpose of the Code is to raise the 
standards of practice and service in the 
general insurance industry. 
The objectives of the Code are 

• to promote better, more informed relations between 
insurers and their customers 

• to improve consumer confidence in the general 
insurance industry 

• to provide better mechanisms for the resolution of 
complaints and disputes between insurers and their 
customers, and 

• to commit insurers and the professionals they rely upon 
to higher standards of customer service. 

Our commitment to you 

We have adopted and support the Code and are 
committed to complying with it. 
Please contact us if you would like more information 
about the Code. 

Our Guarantee 

See back cover for 
contact details ... 

Our Guarantee assures you of quality 
insurance and service at all times. 
Fair Dealing Guarantee 

We will meet any claims covered by your policy fairly 
and promptly. 

Money Back Guarantee 

If you change your mind, we provide a cooling-off period 
which lets you cancel your policy within 21 days with a full 
refund of your premium. However, your cooling-off period 
no longer applies if you make a claim within this time. 

Service Guarantee 

g We will provide you with the highest standard of service. 

How we handle your 
personal information 
We are committed to handling your 
personal information in accordance 
with the Privacy Act. 
We need to collect, use and disclose your personal 
information in order to consider your application and 
to provide the cover you have chosen. 
You can choose not to give us some or all of your 
personal information, but this may affect our ability 
to provide you with cover. 

When you provide your personal Information to us 
You acknowledge and consent to us collecting and 
using your information to 
• consider your insurance application and any 

subsequent application for insurance 
• underwrite and price any policy issued by us or 

our related entities 
• calculate and offer discounts 
• issue you with a policy 
• administer the policy, and 
• investigate, assess and pay any claim made by 

or against you. 
For these purposes, you acknowledge and consent to us 
collecting your personal information from, and disclosing 
it on a confidential basis to your intermediary* or the 
third party who you have been dealing with in respect to 
this insurance policy and who referred you to us, other 
insurers, our related entities, insurance reference bureaus, 
law enforcement agencies, investigators and recovery 
agents, lawyers, any credit provider that has security over 
your property, assessors, repairers, suppliers retained by 
us to supply goods and services, advisers, and/or the 
agent of any of these. 

'The intermediary is a company or individual through which you purchased this 
insurance. or the company named on the Inside front cover of this booklet 

Contfnued next page .. 
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continued ... How we handle your personal information 

When you provide personal information to us about 
another person 

You must be authorised to do so, and you must inform 
that person, unless informing them would pose a serious 
threat to the life or health of any individual 
• who we are 
• how we use and disclose their information, and 
• that they can gain access to that information. 

Privacy of your personal information - for marketing purposes 

In order to enhance its relationship with you, your 
intermediary may use your personal information that you 
have provided us to offer you other products and 
services, which may be of benefit to you. 

When you provide your personal Information to us -
for marketing purposes 

You acknowledge and consent to your personal 
information being used on a confidential basis by us or 
your intermediary to contact you by mail, phone, or email 
to provide you information on offers, products and 
services or for planning, market research and product 
development. 
In using your personal information for these marketing 
purposes, we and your intermediary may use and 
disclose your personal information to offer you our or 
your intermediary's products and services directly, or to 
any other organisation to carry out the above marketing 
purposes on our or your intermediary's behalf. However 
• CGU Insurance Ltd (CGU Insurance) and your 

intermediary will not use your information in this 
way if you have already told CGU Insurance or your 
intermediary not to 

• you must inform CGU Insurance or your intermediary 
if you do not want your personal information disclosed 
or used for these marketing purposes. 

How to apply for insurance 50 

How to renew your insurance 50 

How to cancel your policy 50 

How to change your policy 51 

If you move to a new home 51 

Your premium 52 
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How to apply for insurance 
CD If you are taking out a policy with us for the first 

time, contact us or your insurance adviser, or apply 
online at www.cgu.com.au. You can also send 
correspondence to GPO Box 9902, in your capital city 

If we agree to insure you, we will send you a schedule 
setting out the details of your policy. 

@ Pay your premium 
See Your premium, page 52 .. 

See Your responsibilities when you 
are fnsured with us, page 43 "'ill 

How to renew your insurance 
CD If you already have a policy with us, we may send 

you an offer to renew your insurance before your 
current policy expires. 

We will send you an updated schedule and quote 
a premium based on the information contained in 
your current policy. 

If you have any questions, contact 
us or your Insurance adviser 

@ Review the proposed policy and premium we offer 

If you paid your last premium by instalments, we will 
continue to deduct payments from your nominated 
account. If you paid your last premium in one lump 
sum, we must receive your payment by the due date, 
otherwise your buildings or contents will not be insured. 

® Pay your premium 
See Your premium. page 52 .. 

How to cancel your policy 
CD If you want to cancel your policy, contact us 

or your insurance adviser 

We may need your request in writing. If you cancel 
your policy before it ends, we will refund an amount 
for the unused premium. 

How to change your policy 
CD Contact us or your insurance adviser to change 

or vary your policy 

You will be sent an endorsement schedule that 
includes any changes or variations you have 
requested and we have agreed to, and any special 
conditions we may have applied to that agreement. 

@ Check the changes 

® Pay your premium if it has increased 

We will tell you if your premium has increased. If you 
pay your premium by instalments, we will adjust your 
instalments and continue to deduct the new amount 
from your nominated account. If you pay your 
premium in one lump sum, we must receive your 
additional payment within one month. 

If you move to a new home 
CD If you have buildings insurance and you move 

permanently to a new home within Australia 

The cover for your original home will end and we will 
refund any unused premium to you. We will provide 
you with temporary cover for 14 days at your new home. 
If you would like to continue to insure your buildings 
with us, contact us or your insurance adviser as soon 
as possible . 
We will advise you if there are any changes to your 
premium or the terms of your insurance. 

@ If you have contents insurance and you move 
permanently to a new home within Australia 

We will cover your contents at both your original home 
and your new home for 14 days, starting from the 
date you start moving your contents to your new home. 
You must tell us that you are permanently moving 
your contents to a new home within 14 days from 
the day you first start to move. 
We will advise you if there are any changes to your 
premium or the terms of your insurance. 
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Your premium 
CD How we calculate your premium 

We will base your premium on the type of cover 
you have chosen, including any options that you 
have added, your sum insured, the excess, the type, 
location, construction and age of your buildings or 
contents, the level of security you have, your previous 
insurance and claims history, and any special 
conditions that we have applied. 
Premiums are also subject to Commonwealth and 
State taxes andlor charges. These include the 
Goods and Services Tax and stamp duty. 
Your premium, including any taxes and charges, 
will be listed on your schedule. 

@) How to pay your premium 

You can pay your premium in one lump sum, 
or by instalments. 

If you pay your premium in one lump sum, you can 
pay by cash, cheque or credit card. 

If you pay your premium by instalments, you can 
pay by credit card or by direct debit from a financial 
institution. 
We may cancel your policy if 
• you do not pay your premium 
• your cheque or credit card is dishonoured by your 
financial institution, or 

• you pay your premium by instalments and you 
are more than one month behind. 

We may refuse to pay a claim if 
• you pay by instalments and at least one instalment 

of the premium has remained unpaid for a period of 
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How to make a claim 

How we settle a buildings claim 

How we settle a contents 
or valuable items claim 

How to resolve a complaint 
or dispute 
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How to make a claim 
0) Make sure you have all the information you 

need to support your claim 

We will need 
• contact details of any other people involved 

in the incident, including their name, current 
residential address and who they are insured with 

• any letters. notices or court documents about 
the incident within 72 hours of receiving them 

• the incident report number for any claims in 
relation to theft or attempted theft. vandalism or 
a malicious act 
- the Police will provide you with this number when 

you report the incident to them. 

@ Contact us or your insurance adviser to 
make a claim 

You need to make your claim as soon as possible. 
Any delays may 
• reduce the amount that we pay, or 
• prevent us from paying a claim. 
We will give you immediate advice and assistance 
with your claim. 24 hours a day. 7 days a week. 
We will ask you a range of questions to help us 
assess you r claim. We may 
• ask you to provide us with proof of ownership 
• need to inspect your buildings or contents 
• need quotations from a repairer . 

® If you need emergency repairs 

If you need to make emergency repairs. we will 
arrange assistance through our preferred repairers 
and suppliers. 

To find out how we settle a 
claim, see next page .. 

How we settle a 
buildings claim 
0) We will decide how we will settle your claim 

If your buildings suffer loss or damage. we will 
decide whether to 
• repair 
• rebuild. or 
• pay you the cost to repair or rebuild that part 

of your buildings that suffered loss or damage. 

If we do, we will 
• pay you up to the buildings sum insured. as listed 

on your schedule 
• only repair. rebuild or pay you for the part or parts 

of the building that actually sustained loss or damage. 
including damaged portions of fixed coverings to walls. 
floors and ceilings only in the room. hall or passage 
where the damage occurred. 

• try to match any material used to repair your 
buildings with the original materials or nearest 
equivalent available to the original materials 

• repair or pay you the costs to repair your buildings 
if the loss or damage was caused by water or liquid 
that escaped from a bath. basin, sauna. spa, shower 
base or shower wall. however 
- we will NOT pay the costs to repair or replace the bath. 

basin. sauna. spa. shower base or shower wall. 
When we settle your claim. the law that will apply 
is the law of the State or Territory where the loss. 
damage or liability occurred. 

@) You must pay any excess that applies 

If you make a claim, you will need to pay any excesses 
that apply. 
If you are claiming for any loss or damage that occurs 
as a result of an earthquake or tsunami. you will need 
to pay an additional excess of $250. This loss or 
damage must occur within 72 hours of the earthquake. 

For the excess that may apply, 
sea your current st:hedule ~ 

Continued next page ... 
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continued ... How we settle a buildings claim 

You must pay any excess to us, or to the builder 
- we will tell you who to pay the excess to. 
If we choose to pay you, we may deduct the amount 
of excess from the amount we settle your claim for. 

® If we decide to repair or rebuild your buildings 
and your current schedule shows 'including 
replacement benefit' 

We will repair or rebuild the part of your buildings 
that suffered the loss or damage to a condition as 
close as possible to when new, but not better. 

If we rebuild your buildings, we will also pay the 
amounts that you need to pay to ensure your 
buildings comply with government legislation and 
local authority bylaws, unless 
• you were required to pay these amounts before the 

loss or damage occurred, and you did not do so. 
You can choose your own repairer or tradesman or 
we can help you find one. 

If we authorise repairs, we will deal directly with the 
repairer or tradesman about payment. 

@ If we decide to repair or rebuild your buildings 
and your current schedule does not show 
'including replacement benefit' 

We will 
• repair your buildings to the condition they were in 
just before the loss or damage occurred 

• pay you the cost of repairing your buildings to the 
condition they were in just before the loss or 
damage occurred, or 

• pay you what the value of the land and your 
buildings was just before the loss or damage 
occurred, after deducting the amount we estimate 
as the value of your land and buildings after the 
loss or damage occurred. 

Continued next page ... 

® After we agree to settle a claim 

The repair or rebuilding work on your buildings 
must start within six months of the loss or damage 
occurring. otherwise you will have to pay any 
increase in cost caused by the delay. 
If the work does NOT commence in this period, 
we will do one of the following 
• repair your buildings to the condition they were 

in just before the loss or damage occurred 
• pay you the cost of repairing your buildings to 

the condition they were in just before the loss 
or damage occurred, or 

• pay you what the value of the land and your • 
buildings was just before the loss or damage 
occurred, after deducting the amount we estimate 
as the value of your land and buildings after the 
loss or damage occurred. 

® If your building is a total loss 

We will pay you the sum insured for your buildings, 
as listed on your schedule, after deducting 
• any excess, 
• any unpaid premium, and 
• any input tax credit you would have been entitled 

to under A New Tax System (Goods and Services Tax) 
Act 1999 if you had paid to repair or rebuild your 
buildings. 

If we pay you the sum insured, then your policy 
comes to an end, subject to any continuing liability 
cover and no refund of your premium is due. 

SeealsoLiabl1itycover~when • 
your buildings are Q total loss, 
page30 .. 
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How we settle a 
contents or valuable 
items claim 
CD We will decide how we will settle your claim 

If your contents or valuable items suffer loss or 
damage, we will decide whether to 
• repair an item 
• replace an item, or 
• pay you the cost to repair or replace the item. 
[f we do, we will pay up to 
• the contents or va[uables sum insured in total, as 
listed on your schedule, and 

• the maximum amount per item, set, pair, collection 
or system. 

If the item is part of a pair, set, collection or system, 
we will only cover the value of the item itself, however 
• the most we wil[ pay is the value of the item as 

a proportion of the combined pair, set, collection 
or system. 

To find out what we will pay. 
see page 9 .. 

o You must pay an excess that applies 

[f you make a claim, you will need to pay any 
excesses that apply. 

If you are claiming for any loss or damage that occurs 
as a result of an earthquake or tsunami, you wil[ need 
to pay an additional excess of $250. 

This loss or damage must occur within 72 hours of the 
earthquake. 

You must pay any excess to us, or to the supplier or 
repairer - we will tell you who to pay the excess to. 
If we choose to pay you, we may deduct the amount 
of excess from the amount we settle your claim for. 

For the excess that may apply, 
see your current schedule .. 

Continued next page .. 

® If we decide to repair your contents 
or valuable items 

We will repair the damaged item to the condition it 
was when new. 
If the item we are repairing is part of a pair, set, 
collection or system, we will only cover the 
part of the pair, set, collection or system that 
was damaged. 

@) If we decide to replace your contents 
or valuable items 

We will replace the item with the nearest equivalent 
new item. 
We will ONLY replace wa[I, floor and ceiling coverings, 
including carpets, internal blinds and curtains, 
in the room, hall or passage where the loss or 
damage occurred. 

We will NOT pay to re-carpet adjoining rooms, 
or your entire home. 
Any salvage becomes our property. 

® If we decide to pay you the cost to repair 
or replace your contents or valuable items 

We will pay you the fair and reasonable costs to 
repair or replace your contents or valuable items 
as described in Steps 1, 3 and 4, after deducting 
• any excess, and 
• any input tax credit you would have been entitled 

to under A New Tax System (Goods and Services Tax) 
Act 1999 if you had paid to repair or replace your 
contents or valuable items. 

We will ONLY pay the cost of replacing an item that is 
part of a pair, set, collection or system, even though 
the pair, set, collection or system to which it belongs 
is less valuab[e because it is incomplete. 
Any salvage becomes our property. 

@) If we decide to settle a claim 

We will reduce any payment for damage to, or 
loss of, an Other Valuables or Special Valuables 
item by the amount we pay you for the same item 
under contents cover. 
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How to resolve a 
complaint or dispute 
CD Talk to us first 

If you have a complaint, the first thing you or your 
insurance adviser should do is speak to a staff 
member in the area concerned. If your complaint 
relates specifically to a claim, speak with the claims 
officer managing your claim. 

See back cover for 
contact details ,. 

If the staff member or claims officer are unable to 
resolve the matter for you, you or your insurance 
adviser may speak to a manager. If you are not 
satisfied with the decision, you can go to step 2. 

o Seek a review 

If the matter is still not resolved, the manager will 
refer you or your insurance adviser to the relevant 
internal dispute resolution area who will conduct a 
review of your dispute. 

If you are still not satisfied with the decision, you 
can go to step 3. 

® Seek an external review 

You are entitled to seek an external review of the 
decision. The dispute resolution area will provide you 
or your insurance adviser with information about the 
options available to you, such as referring you to the 
external dispute resolution scheme administered by 
the Financial Ombudsman Service (FOS). 

Further information about the complaint or dispute 
resolution procedures is available by contacting us. 

See back cover for 
contact details ,. 
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This Product Disclosure Statement (PDS) has 
been designed to help you get the most out 
of your policy. 

Use the contents pages and topic index to 
help find what you are looking for. Important 
tasks such as taking out insurance or making 
a claim are explained in easy to follow steps; 
And we have included a glossary of words 
with a special meaning. 

When you take out an insurance policy with 
us,the cover we agree to provide you is set 
outin your current schedule, and described in 
this PDS, as well as any Supplementary PDS we 
may issue. Together, they make up the terms 
and conditions of your insurance contract 
with us. Read them carefully and store them 

.. together in a safe place. 

If you needmore information about this PDS, 

please contact us or your insurance adviser. 

contents 
About this insurance 3 

What this policy covers 4-5 

Exclusions to your cover 25 

Your responsibilities to us 31 

Our commitment to you 35 

How to take out insurance 39 

How to make a claim 43 

How to resolve a 
complaint or dispute 51 

Glossary of words with 
a special meaning 53 

Index 57 

Contact us BACK COVER 
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Fundamentals 
Home Insurance 
Fundamentals Home Insurance covers 
your buildings or contents for loss or 
damage as a result of any incident 
listed in this PDS. 

We also provide protection for a range 
of additional covers and your 
legal liability. 
You can choose to take out a buildings 
policy, a contents policy, or a combined 
buildings and contents policy. 
You can also add options to your policy 
for domestic workers' compensation 
and strata title mortgagee protection. 

Your buildings or contents will be 
covered up to the sum insured, as 
listed on your current schedule. 

To flnd out what this polk:y 
covers. see next page .-

For exclusions to this 
cover, see page 25 .. 



Buildings 
Buildings we will cover 6 

What we will pay for buildings 6 

Fundamentals cover 11 
Accidental breakage 11 
Burglary or break-in - 12 
Deliberate or intentional acts 12 
Earthquake or tsunami 12 
Fire or explosion .. 13 
Impact damage 13 
Landslide or subsidence 14 
Lightning or thunderbolt 14 
Riots or civil commotion 14 
Storm, rainwater or wind 15 
Vandalism or a malicious act 16 
Water or liquid damage 16 

Additional cover included in this insurance 17 
Alternative accommodation 17 
Debris removal and demolishing 19 
Mortgagee discharge costs 19 
Rebuilding fees 19 
Replacing keys and repairs to;·and 
re-coding of locks and barrels 20 
Sum insured 20 

Liability cover included In this insurance 21-22 
iJability cover - general- 21-22 
Liability cover - when your buildings 
are a total loss 22 

Optional cover you can ad~ to your policy 23 
Domestic Workers' Compensation 23 

Contents 
Contents we w::.iII"c=:o:..:v.::e:..r ______ . ........z:!! 
What we will pay for contents 9-10 

Where your contents are covered 10 

continued ... Contents 

Fundamentals cover 11 
Accidental breakage 11 
Burglary or break-in 12 
Deliberate or intentional acts 12 
Earthquake or tsunami 12 
Fire or explosion 13 
Impact damage 13 
landslide or subsidence 14 
Lightning or thunderbolt 14 
Riots or civil commotion 14 
Storm, rainwater or wind 15 
Vandalism or a malicious act 16 
Water or liquid damage 16 

Additional cover included in this insurance 17 
Alternative accommodation 17 
Credit card and transaction card misuse 19 
Debris removal and demolishing 19 
Replacing keys and repairs to, and 
re-coding of locks and barrels 20 
Sum insured 20 

liability cover Included In this insurance 21-22 
Liability cover - general 21-22 

Optional cover you can add to your policy 23 
Domestic Workers' Compensation 23 
Strata TItle Mortgagee Protection 24 
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Buildings we will cover 
We will cover residential buildings, 
their fixtures and fittings and any 
structural improvements at your home. 

Your buildings Include 
o residential buildings that you live in. including any 

professional offices or surgeries in those buildings 
o domestic outbuildings 
o fixed coverings to walls, floors and ceilings 

- these do NOT include fixed carpets, curtains or 
internal blinds 

o infrastructure for services, including infrastructure for the 
supply of electricity, gas, water, internet and telephone 

o items built in, fixed to, or on the buildings 
o blinds or awnings on the outside of the buildings 
o anything permanently built, constructed or installed 

on your Droperty for domestic purposes. 

Your buildings do NOT Include 
o buildings that a tenant is liable for under the terms 

of a rental agreement 
o plants, shrubs, trees or grass 

What we will pay 
for buildings 

• We will cover your buildings up to the 
sum insured, as listed on your schedule. 

6 

Contents we will cover 
We will cover household goods or 
personal effects not fixed or fitted to 
buildings that you own or are legally 
responsible for. 

Your contents Include 
o accessories and spare parts for motor vehicles, 

motorcycles, mini-bikes, caravans, trailers and 
watercraft, that are not in, or on them 

o items thinly covered with gold or silver that are not 
jewellery or watches 

o carpets, curtains or internal blinds 
o film, slides and prints, however 

- we will only pay the value of these items as unprocessed 
material, and the cost of processing them 

- if you purchased them already processed we will only 
pay their replacement value 

- we will not pay the costs of recreating any event 
o tapes, cassettes, cartridges and discs, however 

- we will only pay the value of these items when 
blank unless they were pre-recorded when you 
purchased them 

o computer software 
o media purchased online, e.g. music, software, and videos 
o landlords' fixtures and fittings that you are liable for 

under the terms of a rental agreement, unless 
- the body corporate or similar body has insured them 

o fixtures and fittings that you have installed for your own 
use if you are a tenant, or the owner of a strata title unit, 
unless 
- the body corporate or similar body has insured them 

o office and surgery equipment that you use to earn an 
income at your home 

o unregistered motorised golf buggies, ride-on mowers 
and wheelchairs 

o unregistered motorcycles or mini-bikes up to 125 cc that 
do not require registration by law, unless 
- they are being used for racing or pacemaking 

Continued next page .. 
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continued ... Contents we will cover 

Your contents Include 
• money and negotiable documents 
• watercraft less than three metres long that are 

not powered by a motor 
• valuable items as listed below 

- jewellery and watches 
- items that contain gold or silver (this does not include 

ITems thinly covered with gold or silver) 
-furs 
- collections of stamps, money or medals 
- battery-powered items as listed below 

- audio visual equipment 
- camera equipment. including accessories 

and unprocessed film, unless 
they are being used underwater, or to earn 
your income 

- electronic diaries 
- GPS 
- mobile or portable phones 
- portable computers 

- sporting equipment, unless it is being used. 

Your contents do NOT include 
• unset precious/semi-precious stones 
• plants and trees growing outdoors, unless 

- they are growing in pots or tubs 
• animals, induding birds and fish 
• pedal cycles while they are used for racing or pacemaking 
• motor vehicles, caravans, trailers or aircraft other than 

model or toy aircraft 
• registered motorcycles or mini-bikes 
• unregistered motorcycles or mini-bikes over 125CC 
• watercraft more than three metres long 
• watercraft that are powered by a motor 
• jet skis 
• goods you use to earn an income at your home, unless 

- the goods are office and surgery equipment. 

What we will pay 
for contents 
There are set maximum amounts that 
we will pay when you make a claim. 
These amounts are listed below and are 
included in your contents sum insured, 

CONTENTS 

THE MOST WE WilL PAY 

up to the contents sum 
insured as listed on 
your schedule (inclusive • 
of GST) in total 

any content item, pair, set, collection 
or system of contents items 

office and surgery equipment 
-Includes all battery-powered 
items, see be/ow " 
money and negotiable documents 

watercraft less than 3 metres 
long that are not powered by 
a motor 
accessories and spare parts for 
motor vehicles,. motorcycles, 
miniMblkes, caravans, trailers 
and watercraft 

VALUABLE ITEMS INCLUDED 
IN CONTENTS 

anyone item, pair, set, collection 
or system of valuables other than 
sporting equipment 

battery-powered items 

anyone item, pair, set, collection 
or system of sporting "'lulpment 

$20,000 (inclusive of GST) 
per item, pair, set, 
collection or system 
$2,500 (inclusive of GST) 
in total 

$500 (inclusive of GST) 
in total 
$5,000 (inclusive of GST) 
in total 

$500 (inclusive of GST) 
in total 

up to $2,000 (inclusive 
of GST), in total - this 
amount is included in 
your contents sum 
insured • 
$1,000 (inclusive of GST) 
per item, pair, set, 
collection or system 
$1,000 (inclusive of GST) 
per item 
$1,000 (inclusive of GST) 
per item, pair, set, 
collection or system 

Continued next page ~ 
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continued ... What we will pay for contents 

Nominating the amount we will pay for contents 
When you take out a contents policy, you must 
nominate the replacement value of your contents at 
today's prices. This is called your 'sum insured' and 
is listed on your schedule. 

Increasing the amount we will pay for content Items 
You can increase the maximum amount we will pay 
for any content item, pair, set, collection or system, 
excluding items with maximum limits (see page 9), 
by nominating an amount that is higher than $20,000. 
Your contents will be listed on your schedule as 
'special contents'. 

Where your contents 
are covered 
Your contents are only covered at your 
home. 

Contents 
- at your 
home 
- at your 
home in 
the open air 

We will cover your contents at your 
home for loss or damage as a result of 
an incident we have agreed to cover. 
If your contents are at your home in the 
open air (not in a building that is fully 
enclosed) and they suffer loss or 
damage as a result of 
• storm, rainwater or wind, or 
• burglary or break-in 
the most we will pay is up to $1,000 
(inclusive of GST) in total. This limit 
does not apply to swimming pools, 
saunas or spas, or their accessories. 

Fundamentals cover 
We will cover your buildings or contents 
for loss or damage as a result of the 
incidents listed on the following pages. 

If you make a claim, you will need to pay 
any excesses that apply - you will only 
need to pay this amount once per incident. 

Any cover we provide is subject to exclusions. 

Accidental 
breakage 
BUILDINGS 

CONTENTS 

For exclusions to this cover, 
seepage26 ... 

We will cover your buildings or 
contents for loss or damage when 
an item is chipped or fractured 
through its entire th ickness. 
If you have insured your buildings we 
will cover any 
• fixed glass in your buildings, Including 

- any window tinting or shatter proofing 
material attached to the glass 

• fixed shower bases, basins, sinks, 
spas, baths and toilets. 

If you have insured your contents we 
will cover any 

i • mirrors, glassware, crystal. crockery, 
. unless 

- they are damaged while being used, 
cleaned or carried by hand 

• glass in furniture, however 
- we will not cover glass that is part 

of a television, or a computer screen 
or monitor. 

If you have insured your contents and 
live in a rental building. we will cover 
accidental breakage of fixed shower 
bases, basins, sinks, spas, baths and 

I toilets, however 
• this only applies when your rental 

agreement makes you responsible 
for these items. 

11 
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Burglary or 
break-in 
BUILDINGS 

CONTENTS 

Deliberate 
or 
intentional 
acts 
BUILDINGS 

CONTENTS 

Earthquake 
or tsunami 
BUILDINGS 

CONTENTS 

We wil[ cover your buildings or 
contents for [ass or damage as a 
result of a burglary or break-in, or 
an attempted burglary or break-in. 
We will only cover [055 or damage as a 
result of a burglary or break-in 
following forcible and violent entry into 
your home. There must be evidence of 
the burglary or break-in. 
We will NOT cover loss or damage as a 

I result of a burglary or break-in by a 
II tenant. 

I 
The burglary or break-in, or attempted 
burglary or break-in, must be reported 
to the Police. 

We will cover your buildings 
or contents for [ass or damage 
as a result of a deliberate and 
intentional act. 
We will NOT cover loss or damage as 
result of a deliberate or intentional act 
by a tenant. 

We wi[[ cover your buildings or 
contents for [ass or damage as a 
result of an earthquake or tsunami. 
You must pay an additional excess 
of $250. 
We will only cover loss or damage as 
a result of an earthquake if the loss or 
damage occurs within 72 hours of the 
earthquake. 

continued ... Incident cover 

Fire or We will cover your buildings or 
explosion contents for [ass or damage as a 
BUILDINGS result of a fire or an explosion. 
CONTENTS I We will NOT cover loss or damage 

caused by a bushfire or grassfire within 
48 hours of the start date of your 
policy, unless 
• you took out your insurance with us 

immediately after another insurance 
policy covering the same buildings 
or contents expired, without a break • in cover 

• you took out your insurance with us 
immediately after the risk passed to 
you as purchaser of your buildings 

• you took out your insurance with us 
immediately after you signed a lease 
contract for your buildings. 

Impact I We will cover your buildings 
damage or contents for [ass or damage 
BUILDINGS I as a result of an impact. , 
CONTENTS I We will ONLY cover loss or damage 

, caused by the impact of 
• an aircraft, spacecraft or satellite, or 

- anything dropped from them 
• a falling television or radio antenna 

mast or dish 
• vehicles or watercraft • • an animal or bird that is not kept 

at your home, unless 
- the loss or damage is caused by 

any animal or bird eating, chewing 
clawing or pecking 

:;; 
• a falling tree or part of a tree, unless " " - the damage is caused when you, ... ... 

or someone else acting on your " ;;; 
behalf, cuts down or removes ~ 

I 0 
branches from a tree. ~ n 

< I We also pay the cost of removing and n 
0 

disposing of the fallen tree or parts. < m 
~ 
~ 
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Landslide We will cover your buildings or 
or contents for loss or damage as a 
subsidence result of a landslide or subsidence. 

BUILDINGS We will ONLY do this if the loss or 

CONTENTS 
damage occurs within 72 hours of 
• an earthquake or explosion 
• a storm, including rainwater or wind, or 
• liquid escaping from a fixed pipe, or 

an object attached to a pipe, fixed 
gutter, fixed tank or a drain. 

• Lightning We will cover your buildings 
or or contents for loss or damage 
thunderbolt as a result of a lightning or 

BUILDINGS 
thunderbolt. 

CONTENTS 

Riots We will cover your buildings or 
or civil contents for loss or damage as 
commotion a result of riots, civil commotion, 
BUILDINGS or industrial or political 
CONTENTS disturbances. 

• 
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continued ... Incident cover 

Storm, 
rainwater 
or wind 
BUILDINGS 

CONTENTS 

We will cover your buildings or 
contents for loss or damage as a 
result of storm, rainwater or wind. 
We will NOT cover loss or damage caused 
by a named cyclone within 4B hours of 
the start date of your pelicy, unless 
• you took out your insurance with us 

immediately after another insurance 
policy covering the same buildings 
or contents expired, without a break 
in cover 

• you took out your insurance with us 
immediately after the risk passed to 
you as purchaser of your buildings 

• you took out your insurance with us 
immediately after you signed a lease 
contract for your buildings. 

We will NOT cover 
• swimming pool covers, including 

.. solar covers and plastic liners 
• water entering your buildings 

.. through an opening made for any 
building, renovation or repair work 

.. because of a structural defect, faulty 
design or faulty workmanship when 
your buildings were constructed 

• free-standing fences made of 
corrugated fibrous material that do 
not have a supporting frame, unless 
.. they have been installed and 

constructed according to the 
manufacturer's specifications 

• free-standing gates, fences or walls 
that are made of timber. 

15 



Vandalism 
ora 
malicious 
act 
BUILDINGS 

CONTENTS 

Water 
or liquid 
damage 
BUILDINGS 

CONTENTS 

We will cover your buildings 
or contents for loss or damage 
as a result of vandalism or a 
malicious act. 
We will NOT cover loss or damage as 
a result of vandalism or a malicious act 
by a tenant. 

We will cover your buildings or 
contents for loss or damage caused 
by water or liquid, We will also cover 
the cost of finding where the water 
or liquid escaped from, including the 
cost of repairing any damage that 
occurs while looking 
for the cause, 
We will ONLY cover loss or damage as 
a result of water or liquid escaping from I . a fixed pipe or an object attached to a 

i pipe, fixed gutter, fixed tank or a drain 

I . a bath, basin, sauna, spa, shower 
, base or shower wall, sink, toilet or 

II tiled floor that has drainage holes 
• a washing machine or dishwasher 

I . an aquarium 
• a waterbed, 
We will NOT cover the cost of repairing 
the item that caused the escape of 
water or liquid, 

Additional cover included 
in this insurance 
Your insurance includes a range of covers 
we refer to as 'additional cover'. These 
covers are listed on the following pages. 
The additional cover we provide depends 
on whether you have a buildings policy, 
contents policy or a combined buildings 
and contents policy. 
The amount we will pay for these covers 
is in addition to the sum insured, as listed 
on your schedule. 
If you make a claim for an additional 
cover, you will not need to pay an excess. 
Any cover we provide is subject to exclusions. 

For exclusions to this cover, 
see page 26 .. 

Alternative I' If your buildings or contents suffer 
accommo- ,loss or damage and you are unable 

I 
dation I to live in your home as a result, we 
BUILDINGS 

CONTENTS 

will cover the costs of alternative 
accommodation for up to 12 months, 
The loss or damage must occur as a 

• 

result of an incident we have agreed 
to cover, • 
If you have buildings insurance we will 
• pay an amount that is equal to the 

weekly rental value of your buildings 
before the incident occurred 

• pay the reasonable costs of alternative 
accommodation for your pets 

up to 10 per cent of the buildings sum 
insured, as listed on your schedule. 

Continued next page .. 
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continued ... Additional cover included in this insurance 

continued ... 
Alternative 
accommo-
dation 
BUILDINGS 

CONTENTS 

We will NOT cover this, or we will 
reduce the amount we pay if 
• you receive any payment for rent 

from another source 
• you do not need to pay for alternative 

accommodation. 
If you have contents insurance, we will 
pay the reasonable costs of alternative 
accommodation, up to 10 per cent of 
the contents sum insured, as listed on 
your schedule. 
We will NOT cover this, or we will 
reduce the amount we pay if 
• we have paid you for rent following 

loss or damage to your buildings 
• you receive any payment for rent or 

accommodation from another source 
• you do not need to pay for alternative 

accommodation. 

Credit card 
and 
transaction 
card 
misuse 
CONTENTS 

Debris 
removal 
and 
demolishing 
BUILDINGS 

CONTENTS 

Mortgagee 
discharge 
costs 
BUILDINGS 

Rebuilding 
fees 
BUILDINGS 

If your credit cards or financial 
transaction cards are 
• misused after they are stolen, or 
• fraudulently used on the internet 
we will pay the financial institutions 
that issued them, up to $1,000 
(inclusive of GSD. 
We will ONLY cover this if you have 
complied with the terms on which the 
credit cards or financial transaction 
cards were issued. 

We will cover the reasonable costs 
to demolish and remove any debris 
that results from loss or damage to 
your buildings or contents, up to 
10 per cent of your buildings or 
contents sum insured. 
The debris must occur as a result of an 
incident we have agreed to cover. 

If you make a claim for the total 
loss of your buildings, we will cover 
any legal costs associated with the 
discharge of any mortgage you 
have left owing. 
The total loss must occur as a result of 

. an incident we have agreed to cover . 

Ilf your buildings suffer loss or 
damage, and need to be rebuilt as I a result, we will cover the costs of 
employing an architect or surveyor, I and also pay any legal fees that ~ 

~ 

arise from the rebuilding, up to 10 per > 
~ 

cent of your buildings sum insured. ~ 
~ 

~ 

The rebuilding must occur as a result ~ 

0 
of an incident we have agreed to cover. ~ 

n < 
n 
0 < m 
~ 
~ 
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Replacing 
keys and 
repairs 
to, and 
re-coding 
of locks 
and barrels 
BUilDINGS 

CONTENTS 

Sum 
insured 
BUILDINGS 

CONTENTS 

I If a key to an external door or 
window lock of your buildings is 
stolen, we will cover the reasonable 
costs to replace your keys and repair 
and re-code your locks and barrels 
up to $1,000 (inclusive of Gsr). 
The theft of the keys must occur as a 
result of an incident we have agreed to 
cover. 
The theft must be reported to the Police. 

If we agree to pay you for a loss to 
your buildings or contents we will 
increase your sum insured for 
buildings or contents by the 
amount the Consumer Price Index 
(all groups) has increased since 
you took out your policy. 
However, we will NOT increase your 
sum insured for special contents. 
You will be fully insured again for your 
buildings or contents for the amounts 
shown on your schedule, unless 
• your claim is for a total loss and we 

pay you the sum insured, then your 
policy comes to an end, subject to any 
continuing liability cover and no refund 
of your premium is due. 

See also Uab1Dty cover - when 
your buIldings are a totallO:$$, 
page22 ~ 

Liability cover included 
in this insurance 
We will cover your legal liability as a result 
of an incident that causes loss or damage 
to someone else's property, or death or 
bodily injury to other people, during your 
period of insurance. 
Any cover we provide is subject to exclusions. 

For exclusions to this cover. • 
seepage21 .... 

Liability 
cover 
- general 
BUILDINGS 

CONTENTS 

We will cover liability claims up to 
$20,000,000 (including Gsr) for 
any incident listed below. 
This amount includes any legal 
costs that must be paid to defend 

I
i the claim and any costs awarded 

against you. 
'Ilf you have insured your buildings, 

including strata title or a similar 
II scheme, we will cover you for the 

amount you have to pay as owner or 
i occupier of the buildings. 
I If you have insured your contents and 
!live in a rental building, we will cover 

you for the amount you have to pay as 
owner of your contents, or occupier of • 
the building. 
If you have insured your contents and I you own part of the building that has 

I 
been subdivided, we will cover you for 
the amount you have to pay as owner 

, of your contents, or occupier of your 
I part of the building. 
, Continued next page .. 
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continued ... If you have insured your contents we 
Liability cover will cover you for the amount you have 
- general to pay for any incident that happens 
BUILDINGS anywhere in Australia. 
CONTENTS We will NOT cover you for any amount 

you have to pay as owner or occupier 
of your buildings. 
If you have insured your contents, we 
will cover you for any amounts you 
have to pay for any incident that 
happens anywhere in Australia arising 
out of the use of • • a watercraft that is less than 3 metres 

long and is not powered by a motor 
• unregistered motorcycles or mini-bikes 

up to 125cc, which do not require 
registration by law, unless 
- they are being used for racing 

or pacemaking. 

Liability If your buildings are a total loss, we 
cover - will continue liability cover for any 
when your amount you have to pay as owner 
buildings or occupier of the buildings for up 
are a total to six months from the date your 
loss buildings were destroyed. 
BUILDINGS This cover will stop immediately if 

• construction commences at 
the home 

• you sell the land, or • • you take out a new buildings 
J insurance policy for the home. 

22 

Optional cover you can 
add to your policy 
You can broaden the scope of your 
cover by adding any of the following 
options. You will need to apply for this 
cover and pay an additional premium. 
Any options that we agree to add to 
your policy will be listed on your 
current schedule. 
Any cover we provide is subject to exclusions. 

Domestic 
Workers' 
Compen-
sation 

For exclusions to this cover, 
seepage26 ... 

If you employ a person to do work 
around your home such as cleaning 
or gardening, you can add cover for 
the amount you are liable for if they 
are injured while working for you, 
subject to the relevant legislation in 
your State or Territory. 
If you choose this option, it will be 
listed on your schedule as 'Domestic 
Workers' Compensation'. 
You will need to check with your local 
Workers' Compensation Authority as 
this cover may be compulsory. 
The cover only applies to employees 
doing domestic work for your 
household and will not cover any 
person that is working for you in your 
business, profession, trade or 
occupation or if you are a landlord . 

. An excess may apply to this option. 
To find out who the insurer 
is for this option. see Inside 
backcover ... 

23 
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Strata Title 
Mortgagee 
Protection 

This option provides cover for 
your mortgagee following [055 or 
damage to buildings that you own 

I under a strata title or similar plan. 
, If you choose this option the 

individual amount you nominate and 
any excesses that apply will be listed 
on your schedule under 'Strata TItle 
Mortgagee Protection'. 
We will pay up to the amount you 
owe on your mortgage, but no more 
than the sum insured, as listed on 
your schedule. 
We will pay this amount to your 
mortgagee, however 

I 
[ • the loss or damage must occur as a 
i result of an incident we have agreed 

to cover. 
We will ONLY pay this when the body 
corporate 
• has not insured the buildings, or 
• has not insured the buildings for the 

I loss or damage you can claim for 
! under this policy. I This option is available 

• as an addition to a contents policy, 
or 

• as a stand alone policy. 

Fundamentals cover, Additional cover 
and Strata Title Mortgagee 
Protection exclusions 26 

Liability cover exclusions 

General exclusions 



• 
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Exclusions to your cover 
Any cover we provide is subject to the 
following exclusions. 

Fundamentals 
cover, 
Additional 
cover and 
Strata Title 
Mortgagee 
Protection 
exclusions 

We will NOT cover any loss or 
damage as a result of, or caused by 
• settling, shrinkage or any movement 

of earth 
• erosion, rust, corrosion, gradual 

deterioration, depreciation, wear or tear 
• rats, mice or insects 
• roots from trees, plants, shrubs or grass 
• any process of cleaning involving the 

use of chemicals other than domestic 
I household chemicals 
I . a defect in an item, structural defects, I or faulty workmanship or design 

I . breakage of mirrors, glassware, crystal, 
crockery or china while they are being 

I used, cleaned or carried by hand 
• malicious damage or vandalism by 

a tenant 
• deliberate or intentional acts by a tenant 
• theft by a tenant 

I • theft from any part of the buildings ! which you share with another person 
I who is not insured under this policy 

• mechanical or electrical breakdown 
• flood 
• landslide or subsidence, unless 

- we agree to cover the inCident 
as described under 'Landslide 
or subsidence' 

• water entering your buildings 
- through an opening made for any 

building, renovation or repair work 
- because of a structural defect, faulty 

design or faulty workmanship when 
your buildings were constructed. 

Liability 
cover 
exclusions 

We will NOT cover any 
• personal injury to you, or any 

member of your family who normally 
lives with you, or anyone else who 
normally lives with you 

• personal injury to any person you 
employ where that injury arises from 
their employment with you 

• loss or damage to property that 
belongs to you or is under your control, 
or any member of your family who 
normally lives with you, or anyone 
else that normally lives with you 

• loss or damage to property that 
belongs to any person you employ 
where that loss or damage arises 
from their employment with you 

• penalties, fines or awards of 
aggravated, exemplary or punitive 
damages made against you 

We will NOT coyer any liability as 
a result of, or arising from 
• any alterations, repairs, renovations or 

additions to your buildings that cost 
more than $75,000 (inclusive of GST) 

• any personal profit or advantage that 
is illegal. 

We will NOT coyer any liability 
as a result of, or arising from 
• any disease that is transmitted by 

you, or any member of your family 
who normally lives with you 

• any business, profession, trade or 
occupation carried out by you. 

• any agreement or contract you enter into, 
however 
- if you would have been liable 

without the agreement or contract, 
we will pay for that liability 

• the use, removal of, or exposure to 
any asbestos product or products 
containing asbestos 

I . any act or omission that is dishonest, 
fraudulent, criminal, wilful or malicious 

Continued next page ... 
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continued ... Exclusions to your cover 

continued ... 
liability cover 
exclusions 

General 
exclusions 

• any alleged or actual act or omission 
committed, or alleged to have been 
committed, prior to the 
commencement of the policy 

• the use of a caravan or trailer when 
the caravan or trailer is attached to 
a motor vehicle or motorcycle 

• the use of a motor vehicle, motorcycle, 
mini-bike, aircraft or watercraft, 
however we will cover liability that 
arises from 
- unregistered motorised golf buggies, 

ride-on mowers and wheelchairs. 
- model or toy aircraft 
- surfboard, sail board or surf skis 
- a watercraft that is less than 
3 metres long and is not powered by 
a motor 

- unregistered motorcycles or 
mini-bikes up to 125 cc that do not 
require registration by law, unless 
they are being used for racing or 
pacemaking. 

I We will NOT cover any [055 or 
I damage, or liability as a result 
I of, or arising from 
[I . any incident that does not occur 

within your period of insurance 
• [andslide or subsidence, unless 

- we agree to cover the incident as 
described under 'Landslide or 
subsidence' 

• war or warlike activity, however 
- war does not need to be declared 

• hostilities, rebellion, insurrection 
or revolution 

• contamination by chemical and/or 
biological agents, which results from 
an act of terrorism 

• lawful destruction or confiscation of 
your property 

Continued next page .. 

continued ... Exclusions to your cover 

continued ... 
General 
exclusions 

• anything nuclear or radioactive 
• mildew, atmospheric or climatic 

conditions 
• damage to a heating element, 

however 
- we will pay for any loss or 

damage as a result of damage 
to a heating element. 

We will NOT cover any [055 or 
damage, or liability as a result 
of, or arising from • 
• deliberate or intentional acts by you, 

or anyone acting for you, to cause 
loss, damage or injury 

• flood or storm surge 
• erosion, the action of the sea, 

tidal wave or high water, unless 
- the loss or damage is the result 

of a tsunami. 
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Your duty of disclosure 

Your responsibilities when you 
are insured with us 

Your responsibilities when you 
are making a claim 

If you do not meet your 
responsibilities 

32-33 
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Your duty of disclosure 
When you take out, renew, change or vary 
a policy, or when you make a claim, you 
have a duty to answer our questions 
truthfully and provide us with any 
information that could affect our decision 
to insure you, or the terms of your policy. 
This is called your 'duty of disclosure'. 
What you must tell us when you apply to take out this polley 
When applying to take out insurance we will ask you 
certain questions. When answering these questions. you 
must be honest. and you have a duty under the Insurance 
Contracts Act 1984 to tell us anything 
• known to you, and 
• which a reasonable person in the circumstances 

would include in answer to any question. 
We will use your answers to help us decide whether to insure 
you and anyone else under this policy. and on what tenms. 

Who you are answering the questions for 
It is important that you understand you are answering the 
questions in this way on behalf of yourself and anyone 
else that you want to be covered by the policy. 

If you do not answer our questions In this way 
If you do not answer our questions in this way. we may reduce 
or refuse to pay a claim, or cancel the policy, or do both. 
If you answer our questions fraudulently, we may refuse 
to pay a claim and treat the policy as never being in place. 

Renewal, variation, reinstatement or extension of your policy 
When your policy is renewed, varied, reinstated or 
extended you have a duty, under the Insurance Contracts 
Act 1984, to tell us anything that you 
• know, or 
• could reasonably be expected to know, and 
is relevant to our decision whether to acceot the risk 
of insurance and, if so, on what terms. 
Vour duty does not require disclosure of anything that 
• diminishes the risk to be undertaken by us 
• is of common knowledge 
• we know or, in the ordinary course of business, 

ought to know, or 

• is a matter that we indicate your duty has been waived by us. 
Continued next page .. 

If you do not comply with your duty of disclosure 
If you fail to comply with your duty of disclosure, we may be 
entitled to reduce our liability under the policy in respect 
of a claim, or we may cancel the policy, or do both. 
If your non-disclosure is fraudulent, we may also have 
the option of avoiding the contract from its beginning. 

Your responsibilities when 
you are insured with us 
In addition to your duty of disclosure, 
there are other responsibilities that you • 
must meet when you are insured with us. 

Vou must tell us If 
• your buildings will be unoccupied for a continuous 
period of 60 days or more 

• any changes have been made to 
- the address or location where your buildings 

or contents are insured 
- the use of your buildings 
- your buildings due to renovation, extensions 

or demolition 
- the people who are insured under this policy 
- the sums insured to your buildings or contents 

• any people who are insured under the policy have 
- been convicted of any criminal offence 
- made a claim that is not true under this policy 

or another insurance policy 
• there are any changes in circumstances during the 

period of insurance. 
If you tell us about any of these things, we may charge 
an additional premium, change the cover of your policy, 
impose special conditions, or cancel your policy. 
In addition, you must also 
• be truthful and frank in any statement you make in 

connection with your policy 
• pay your premium, including paying instalments regularly 
• take reasonable precautions to avoid a claim being made 
• obey all laws and make sure anyone acting on your 

behalf obeys all laws 
• follow the conditions of this policy 

Continued next page .. 
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continued ... Your responsibilities when you are insured 
o not make a fraudulent claim under this insurance policy 

or any other policy. 

Your responsibilities when 
you are making a claim 
When you make a claim you must 
meet a number of responsibilities . 

• Youmust 
o be truthful and frank in any statement you make in 
connectian with a claim 

• 

34 

o take safe and reasonable steps ta prevent any further 
[ass, damage or liability occurring 

o inform the Police as soan as possible if your buildings or 
contents suffer [ass ar damage as a result of burglary, 
theft ar attempted theft, vandalism or a malicious act 

o keep all damaged buildings or contents so we can 
inspect them if required 

o give us any information or assistance we require ta 
investigate and process your claim 

o not payor promise to pay for a claim, ar admit 
responsibility for a claim 

o not repair or replace any damaged buildings or contents 
without our cansent. 

[n addition, you also give us your rights to claim from 
anyone else 
o if you have a right to claim from anyone else for an 

incident covered by us, you give us your rights to 
make that claim, to conduct, defend or settle any 
legal action and to act in your name - you must not 
do anything which prevents us from doing this and you must 
give us all the information and cooperation that we require. 

If you do not meet 
your responsibilities 
[f you do not meet your responsibilities, we may refuse 
or reduce a claim, cancel your policy, or do both. [f we 
cancel your palicy we will advise you in writing. 

The General Insurance Code 
of Practice 

Our Guarantee 

How we handle your 
personal information 



The General Insurance 
Code of Practice 
The purpose of the Code is to raise the 
standards of practice and service in the 
general insurance industry. 
The objectives of the Code are 

• to promote better, more informed relations between 
insurers and their customers 

• to improve consumer confidence in the general 
insurance industry 

• to provide better mechanisms for the resolution of 
complaints and disputes between insurers and their 
customers, and 

• to commit insurers and the professionals they rely upon 
to higher standards of customer service. 

Our commftment to you 

We have adopted and support the Code and are 
committed to complying with it. 
Please contact us if you would like more information 
about the Code. 

Our Guarantee 

See back cover for 
contact details .. 

Our Guarantee assures you of quality 
insurance and service at all times. 
Fair Dealing Guarantee 
We will meet any claims covered by your policy fairly 
and promptly. 

Money Back Guarantee 

[f you change your mind, we provide a cooling-off period 
which lets you cancel your policy within 21 days with a full 
refund of your premium. However, your cooling-off period 
no longer applies if you make a claim within this time. 

Service Guarantee 

We will provide you with the highest standard of service. 

How we handle your 
personal information 
We are committed to handling your 
personal information in accordance 
with the Privacy Act. 
We need to collect, use and disclose your personal 
information in order to consider your application and 
to provide the cover you have chosen. 
You can choose not to give us some or all of your 
personal information, but this may affect our ability • 
to provide you with cover. 

When you provide your personal information to us 
You acknowledge and consent to us collecting and 
using your information to 
• consider your insurance application and any 

subsequent application for insurance 
• underwrite and price any policy issued by us or 

our related entities 
• calculate and offer discounts 
• issue you with a policy 
• administer the policy, and 
• investigate, assess and pay any claim made by 

or against you. 
For these purposes, you acknowledge and consent to us 
collecting your personal information from, and disclosing 
it on a confidential basis to your intermediary' or the 
third party who you have been dealing with in respect to 
this insurance policy and who referred you to us, other • 
insurers, our related entities, insurance reference bureaus, 
law enforcement agencies, investigators and recovery 
agents, lawyers, any credit provider that has security over 
your property, assessors, repairers, suppliers retained by 
us to supply goods and services, advisers, and/or the 
agent of any of these. 

'The intermediary is a company or individual through which you purchased this 
insurance, or the company named on the inside front cover of this booklet 

Continued next page .. 
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continued ... How we handle your personal information 

When you provide personal Infonnatlon to us about 
another person 

You must be authorised to do so, and you must inform 
that person, unless informing them would pose a serious 
threat to the life or health of any individual 
• who we are 
• how we use and disclose their information, and 
• that they can gain access to that information. 

Privacy of your personallnronnation - for marketing purposes 

In order to enhance its relationship with you, your 
intermediary may use your personal information that you 
have provided us to offer you other products and 
services, which may be of benefit to you. 

When you provide your personal Information to us -
for marketing purposes 

You acknowledge and consent to your personal 
information being used on a confidential basis by us or 
your intermediary to contact you by mail, phone, or email 
to provide you information on offers, products and 
services or for planning. market research and product 
development. 
In using your personal information for these marketing 
purposes, we and your intermediary may use and 
disclose your personal information to offer you our or 
your intermediary's products and services directly, or to 
any other organisation to carry out the above marketing 
purposes on our or your intermediary's behalf. However 
• CGU Insurance Ltd (CGU Insurance) and your 

• 
intenmediary will not use your information in this 
way if you have already told CGU Insurance or your 
intermediary not to 

• you must inform CGU Insurance or your intermediary 
if you do not want your personal information disclosed 
or used for these marketing purposes. 

How to apply for insurance 

How to renew your insurance 

How to cancel your policy 

How to change your policy 

If you move to a new home 

Your premium 
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How to apply for insurance 
CD If you are taking out a policy with us for the first 

time, contact us or your insurance adviser, or apply 
online at www.cgu.com.au. You can also send 
correspondence to GPO Box 9902, in your capital city 

If we agree to insure you, we will send you a schedule 
setting out the details of your policy. 

@ Pay your premium 
See Your premium. page 42 .. 
See YourresponsJbfl1tIes when jR)U 
are insured wfth .... page 33 .. 

How to renew your insurance 
CD If you already have a policy with us, we may send 

you an offer to renew your insurance before your 
current policy expires. 

We will send you an updated schedule and quote 
a premium based on the information contained in 
your current policy. 

If you have any questions. contact 
us or your Insurance adviser 

@ Review the proposed policy and premium we offer 

If you paid your last premium by instalments, we will 
continue to deduct payments from your nominated 
account. If you paid your last premium in one lump 
sum, we must receive your payment by the due date, 
otherwise your buildings or contents will not be insured. 

® Pay your premium 
See Your premium. page 42 .. 

How to cancel your policy 
CD If you want to cancel your policy, contact us 

or your insurance adviser 

We may need your request in writing. If you cancel 
your policy before it ends, we will refund an amount 
for the unused premium. 

How to change your policy 
CD Contact us or your insurance adviser to change 

or vary your policy 

You will be sent an endorsement schedule that 
includes any changes or variations you have 
requested and we have agreed to, and any special 
conditions we may have applied to that agreement. 

@ Check the changes 

® Pay your premium if it has increased 

We will tell you if your premium has increased. If you • 
pay your premium by instalments, we will adjust your 
instalments and continue to deduct the new amount 
from your nominated account. If you pay your 
premium in one lump sum, we must receive your 
additional payment within one month. 

If you move to a new home 
CD If you have buildings insurance and you move 

permanently to a new home within Australia 

You must contact us or your insurance adviser if you 
would like to insure your buildings at your new home. 

@ If you have contents insurance and you move 
permanently to a new home within Australia 

We will cover your contents at both your original home 
and your new home for 14 days, starting from the • 
date you start moving your contents to your new home. 
You must tell us that you are permanently moving 
your contents to a new home within 14 days from 
the day you first start to move. 
We will advise you if there are any changes to your 
premium or the terms of your insurance. 
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Your premium 
CD How we calculate your premium 

We will base your premium on the type of cover 
you have chosen, including any options that you 
have added, your sum insured, the excess, the type, 
location, construction and age of your buildings or 
contents, the level of security you have, your previous 
insurance and claims history, and any special 
conditions that we have applied. 

Premiums are also subject to Commonwealth and 
State taxes and/or charges. These include the 
Goods and Services Tax and stamp duty. 
Your premium, including any taxes and charges, 
will be listed on your schedule. 

o How to pay your premium 

You can pay your premium in one lump sum, 
or by instalments. 
If you pay your premium in one lump sum, you 
can pay by cash, cheque or credit card. 
If you pay your premium by instalments, you 
can pay by credit card or by direct debit from 
a nominated account. 

We may cancel your policy if 
• you do not pay your premium 
• your cheque or credit card is dishonoured by your 

financial institution, or 
• you pay your premium by instalments and you 

are more than one month behind. 

We may refuse to pay a claim if 
• you pay by instalments and at least one instalment 

of the premium has remained unpaid for a period of 
~ at least 14 days. 
z 
~ 
~ 
~ z 
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How to make a claim 

How we settle a buildings claim 

How we settle a contents 
or valuable items claim 

How we settle a strata title 
Mortgagee claim 

How to resolve a complaint 
or dispute 
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How to make a claim 
CD Make sure you have all the information you 

need to support your claim 

We will need 
• contact details of any other people involved 
in the incident, including their name, current 
residential address and who they are insured with 

• any letters, notices or court documents about 
the incident within 72 hours of receiving them 

• the incident report number for any claims in 
relation to theft or attempted theft, vandalism or 
a malicious act 
- the Police will provide you with this number when 

you report the incident to them. 

(3) Contact us or your insurance adviser to 
make a claim 

You need to make your claim as soon as possible. 
Any delays may 
• reduce the amount that we pay, or 
• prevent us from paying a claim. 
We will give you immediate advice and assistance 
with your claim, 24 hours a day, 7 days a week. 
We will ask you a range of questions to help us 
assess your claim. We may 
• ask you to provide us with proof of ownership 
• need to inspect your buildings or contents 
• need quotations from a repairer. 

® If you need emergency repairs 

If you need to make emergency repairs, we will 
arrange assistance through our preferred repairers 
and suppliers. 

To find out how we settle a 
claim. see next page ~ 

How we settle a 
buildings claim 
CD We will decide how we will settle your claim 

If your buildings suffer loss or damage, we will 
decide whether to 
• repair 
• rebuild, or 
• pay you the cost to repair or rebuild that part 

of your buildings that suffered loss or damage. 

If we do, we will 
• pay you up to the buildings sum insured, as listed 

on your schedule 
• only repair, rebuild or pay you for the part or parts 

of the building that actually sustained loss or damage, 
including damaged portions of fixed coverings to walls, 
floors and ceilings only in the room, hall or passage 
where the damage occurred. 

• try to match any material used to repair your 
buildings with the original materials or nearest 
equivalent available to the original materials 

• repair or pay you the costs to repair your buildings 
if the loss or damage was caused by water or liquid 
that escaped from a bath, basin, sauna, spa, shower 
base or shower wall, however 
- we will NOT pay the costs to repair or replace the bath, 

basin, sauna, spa, shower base or shower wall. 

• 

When we settle your claim, the law that will apply 
is the law of the State or Territory where the loss, 
damage or liability occurred. 

(3) You must pay any excess that applies • If you make a claim, you will need to pay any excesses 
that apply. 
If you are claiming for any loss or damage that occurs 
as a result of an earthquake or tsunami, you will need 
to pay an additional excess of $250. This loss or 
damage must occur within 72 hours of the earthquake. 

For the excess that may apply. 
see your current schedule ,.. 

Continued next page ,.. 
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continued ... How we settle a buildings claim 

You must pay any excess to us, or to the builder 
- we will tell you who to pay the excess to. 

If we choose to pay you, we may deduct the amount 
of excess from the amount we settle your claim for. 

® If we decide to repair or rebuild your buildings 
and your current schedule shows 'including 
replacement benefil' 

We will repair or rebuild the part of your buildings 
that suffered the loss or damage to a condition as 
close as possible to when new, but not better . 
If we rebuild your buildings, we will also pay the 
amounts that you need to pay to ensure your 
buildings comply with government legislation and 
local authority bylaws, unless 
• you were required to pay these amounts before the 

loss or damage occurred, and you did not do so. 
You can choose your own repairer or tradesman or 
we can help you find one. 

If we authorise repairs, we will deal directly with the 
repairer or tradesman about payment. 

@) If we decide to repair or rebuild your buildings 
and your current schedule does not show 
'including replacement benefit' 

We will 
• repair your buildings to the condition they were in 
just before the loss or damage occurred 

• pay you the cost of repairing your buildings to the 
condition they were in just before the loss or 
damage occurred, or 

• pay you what the value of the land and your 
buildings was just before the loss or damage 
occurred, after deducting the amount we estimate 
as the value of your land and buildings after the 
loss or damage occurred. 

Continued next page ,. 

® After we agree to settle a claim 

The repair or rebuilding work on your buildings 
must start within six months of the loss or damage 
occurring, otherwise you will have to pay any 
increase in cost caused by the delay. 
If the work does NOT commence in this period, 
we will do one of the following 
• repair your buildings to the condition they were 

in just before the loss or damage occurred 
• pay you the cost of repairing your buildings to 
the condition they were in just before the loss 
or damage occurred, or 

• pay you what the value of the land and your 
buildings was just before the loss or damage 
occurred, after deducting the amount we estimate 
as the value of your land and buildings after the 
loss or damage occurred. 

® If your building is a total loss 

We will pay you the sum insured for your buildings, 
as listed on your schedule, after deducting 
• any excess, 
• any unpaid premium, and 
• any input tax credit you would have been entitled 

to under A New Tax System (Goods and Services Tax) 
Act 1999 if you had paid to repair or rebuild your 
buildings. 

If we pay you the sum insured, then your policy 
comes to an end, subject to any continuing liability 
cover and no refund of your premium is due. 

See also LJabN/tycover - when 
your buNdings are 0 total lass, 
page22 ~ 
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How we settle a 
contents or valuable 
items claim 
0) We will decide how we will settle your claim 

If your contents or valuable items suffer loss or 
damage, we will decide whether to 
• repair an item 
• replace an item, or 
• pay you the cost to repair or replace the item. 
If we do, we will pay up to 
• the contents sum insured, as listed on your 

schedule, and 
• the maximum amount per item, set, pair, collection 

or system. 

If the item is part of a pair, set, collection or system, 
we will only cover the value of the item itself, however 
• the most we will pay is the value of the item as 

a proportion of the combined pair, set, collection 
or system. 

To find out what we wfll pay, 
seepage9 ... 

o You must pay any excess that applies 

If you make a claim, you will need to pay any 
excesses that apply. 

If you are claiming for any loss or damage that occurs 
as a result of an earthquake or tsunami, you will need 
to pay an additional excess of $250. 
This loss or damage must occur within 72 hours of the 
earthquake or tsunami. 
You must pay any excess to us, or to the supplier or 
repairer - we will tell you who to pay the excess to. 
If we choose to pay you, we may deduct the amount 
of excess from the amount we settle your claim for. 

For the excess that may apply. 
see your current schedule .. 

Continued next page .... 

® If we decide to repair your contents 
or valuable items 

We will repair the damaged item to the condition it 
was when new. 
If the item we are repairing is part of a pair, set, 
collection or system, we will only cover the 
part of the pair, set, collection or system that 
was damaged. 

@) If we decide to replace your contents 
or valuable items 

We will replace the item with the nearest equivalent 
new item. • 
We will ONLY replace wall, floor and ceiling coverings, 
including carpets, internal blinds and curtains, 
in the room, hall or passage where the loss or 
damage occurred. 
We will NOT pay to re-carpet adjoining rooms, 
or your entire home. 
Any salvage becomes our property. 

® If we decide to pay you the cost to repair 
or replace your contents or valuable items 

We will pay you the fair and reasonable costs to 
repair or replace your contents or valuable items 
as described in Steps 1, 3 and 4, after deducting 
• any excess, and 
• any input tax credit you would have been entitled 

to under A New Tax System (Goods and Services Tax) 
Act 1999 if you had paid to repair or replace your 
contents or valuable items. • 

We will ONLY pay the cost of replacing an item that is 
part of a pair, set, collection or system, even though 
the pair, set, collection or system to which it belongs 
is less valuable because it is incomplete. 
Any salvage becomes our property. 
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How we settle a strata 
title mortgagee claim 
CD What happens if your buildings are damaged? 

If your buildings suffer damage we will pay the 
mortgagee the cost to repair that part of your 
buildings that suffered damage. 
The most we will pay is the amount you owe on 
your mortgage, but no more than the amount listed 
on your schedule as the sum insured for strata title 

• mortgagee protection. 

• 

50 

@ If your building is a total loss 

If your building is a total loss we will pay the 
mortgagee up to the amount you owe on your 
mortgage, but no more than the amount listed on 
your policy schedule as the sum insured for strata 
title mortgagee protection. 

® You must pay any excess that applies 

If you make a claim, you will need to pay any 
excesses that apply. 

For the excess that may apply, 
see your current schedule ... 

How to resolve a 
complaint or dispute 
CD Talk to us first 

If you have a complaint. the first thing you or your 
insurance adviser should do is speak to a staff 
member in the area concerned. If your complaint 
relates specifically to a claim, speak with the claims 
officer managing your claim. 

See back covet for 
contact details ... 

If the staff member or claims officer are unable to 
resolve the matter for you, you or your insurance 
adviser may speak to a manager. If you are not 
satisfied with the decision, you can go to step 2. 

@ Seek a review 

If the matter is still not resolved, the manager will 
refer you or your insurance adviser to the relevant 
internal dispute resolution area who will conduct a 
review of your dispute. 
If you are still not satisfied with the decision, you 
can go to step 3. 

® Seek an external review 

You are entitled to seek an external review of the 
decision. The dispute resolution area will provide you 
or your insurance adviser with inforrnation about the 
options available to you, such as referring you to the 
external dispute resolution scheme administered by 
the Financial Ombudsman Service (FeS). 

Further information about the complaint or dispute 
resolution procedures is available by contacting us. 

See back cover for 
contact details .. 
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burglary Incident sporting equipment us, we and our 
• theft or any attempt at theft a single occurrence or a series equipment designed to be refers to: 

following actual forcible and of occurrences, including an used in a leisure activity CGU Insurance limited 
violent entry to your accident or series of accidents, that involves some element ABN 27 004 478 371. 
buildings, or arising out of one event of physical activity or 

• theft following the threat of competition, excluding you and your 
immediate violence or malicious act pedal cycles. the person or people named 
violent intimidation an act done with intent and as the insured on your current 
(including anmed hold-up). without your consent. strata title schedule. 

title under a strata title or If more than one person is 
endorsement schedule office and surgery equipment similar community title named as the insured, we 
a document that includes any items that are nomnally needed scheme where separate parts will treat a statement, act, 
information from the existing in an office or surgery that you of the scheme building(s) omission or claim by any 
schedule that has not use for earning your income in have a separate legal title. one of these people as a • changed or varied, and your own business. You would Strata title usually applies statement, act, omission 
confirms any alteration to nonmally receive a tax deduction to high rise apartments, or claim by them all. 
the coverage, terms and for these items. They do not townhouses, villas or If you are making a claim, 'you' 
conditions of your policy. include tools of trade. duplexes. also includes your domestic 

period of Insurance sum Insured partner, you or your pertner's 
excess unmarried children, and you 
the amount you pay when you the length of time between your nominated replacement or your partner's parents who 
make a daim on your policy. the start date and end date of value at today's prices for your normally live wfth you. 
The amount and type of your policy, as listed on your buildings or contents. This will 
excess that may apply to current schedule. be listed on your schedule. your buildings 
your policy is shown on your buildings that you own or are 
current schedule and in pet Supplementary Product legally responsible for. 
this PD5. a domestic animal that you Disclosure Statement (SPDS) 

keep in your home or at a separate document that your contents 
flxtures and fittings your home. updates, corrects or adds to contents that you own or are 
any household items or the information contained in legally responsible for. 
household equipment that premium this pos. 
are permanently attached the total amount you pay for your contents at your home 

to your buildings. your insurance that includes terrorism In the open air 
applicable government taxes any act which may involve contents at your home that are 

flood such as GST. and any duties the use of, or threat of, force, not in a fully enclosed building 
the covering of normally dry or charges payable by you. violence or biological or (e.g. carport). 
land by water escaping or It is shown on your current chemical warfare. or nuclear 

your home • released from the nonmal schedule. You can pay your pollution or contamination or 
where your buildings or " confines of a watercourse or premium annually in one Jump explosion where the purpose ~ 

contents are located. This 0 

~ lake, whether or not it is sum, or by instalments. of the act is to further a ~ 

includes any land or other ~ 

" altered or modified. Flood also political, religious, ideological > 
~ 

~ includes water escaping from schedule aim, or to intimidate or area that toucheS your home < 
« and for which any statutory 0 
U the confines of any reservoir, your current schedule is a influence a government or ~ 

w authority has made you " ~ document outlining the details any section of the public. ~ channel. canal or dam. 
0 

responsible, but it does not » 
« of your insurance cover. a 
~ include the nature strip outside ~ 

~ goods you use for earning Your schedule may be total loss ., 
i your Income called a policy, renewal or when we decide that it is your home. Your home is ::; 
~ located at the SITuation shown ~ 

Q stock and tools of trade. You endorsement schedule. uneconomical to repair or on your current schedule. > 
~ 
0 would normally receive a tax rebuild you buildings or ~ 

;0 
~ 

special conditions contents. m 
~ deduction for these items. n 
0 They do not include office exclusions, restrictions or 

;; ,. ~ 

~ 

and surgery equipment. extensions to cover that are unoccupied home ~ 
« m 
~ a home that nO-one has 
~ imposed on specific matters > 
0 lived in for 60 consecutive 

z 
~ or people. Z 
" days or more. " 

54 55 



56 

your policy 
the contract between you and 
us which provides you with 
insurance cover in exchange 
for a premium. Your policy is 
made up of two documents 
• this Product Disclosure 

Statement and policy 
booklet (PDS) and any 
supplementary POS, plus 

• your current schedule. 
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accidental breakage, 11 

accommodation, alternative. 
17-18 
additional cover, 17-20, 26 
answering questions, 32 
applying for insurance, 40 

building claims settlement, 45 
buildings cover, 6, 11-16, 41 
burgulary and break-in, 12, 54 
bushfire, 13 

cancelling your policy, 34. 40, 42 
changing your policy, 41 
claim 

how to make, 44 
settling them, 45, 48, 50 

contents cover 
at your home, 10 
at your home in the open air, 10 
describeeL 7-8 
maximum amounts payable, 9-10 
claims settlement, 48-49 

cooling-off period, 36 
complaints procedure, 51 
credit card misuse, 19 
cyclone, 15 .G) 
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debris removal, 19 
deliberate and 
intentional acts, 12 

demolition costs, 19 
dispute resolution, 51 
Domestic Workers' 
Compensation option, 23 
duty of disclosure, 32-33 

earthquake, 12, 45, 48 
excess 

additional cover, 17 
buildings, 45 
contents, 48 
strata title, 50 
defineeL 
when payable, 45, 48, SO 

exclusions to cover, 26-29 
explOSion, 13 

o 
fees for rebuildin& 19 
financial ombudsman 
service, 51 
fire or explosion, 13 
flood, 26, 29, 54 

general exclusions, 28-29 
General Insurance Code 
of Practice, 36 
Glossary, 54-55 
grassfire, 13 
Guarantee, 36 

o 
impact damage, 13 
incident cover, 11-16, 26 
instalment premium, 42 
Insurance Contracts Act 1984, 32 

key replacement. 20 

landslide or subsidence, '4, 28 
liability cover 

exclusions, 27-28 
general, 21-22 
when building total loss, 22 

lightning or thunderbolt, '4 
liquid damage, 16, 26 
locks and barrels, 20 

malicious damage by tenant 
16,26 
mortgagee discharge costs, 19 

new home cover, 41 

e 
optional cover, 23-24 
our commttment to you, 36 

personal information, 37-38 
police, reporting of incidents, 
12, 20, 34, 44, 
premiums, 42, 54 
privacy of infonmalion, 37-38 

rainwater, 15 
rebuilding fees, 19 
renewing insurance. 40 
responsibilities to US, 31-34 
riots or civil commotion, 14 

settling a claim 
buildings, 44-47 
contents, 48-49 
strata title, 50 

special contents, 10 

storm. 15 
Strata Title Mortgegee 
Protection, 24, 26, 50 
sum insured, 3. 6, 9, 10, 17, 20, 55 

o 
tenants, 6, 7, 16, 26 
terrorism, 28, 55 
total loss of buildin& '9, 20, 22, 

47,55 
transaction card misuse. 19 
tsunami, 12, 29, 45, 48 

unoccupied buildings, 33, 55 

• vandalism by tenant, 16, 26 
vandalism or a malicious aet, 16, 
26 
variation of your policy, 41 

water damage, 16, 26, 45 
wind loss or damage, 15 
workers' compensation, 23 

o 
your responsibilities to us, 31~34 
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This is an important document. If you cannot read 
and understand English, please use an interpreter to 
explain it to you before entering into this contract of 
insurance. 

Questo e un documento importante. Se non avete 
una buona conoscenza deWInglese, per favore 
fatevelo spiegare da un interprete prima di 
concludere on contratto di assicurazione. 

A'I)1;O eivat 11:0],:0 O1toulIa£o eyypa.po. Av exe't£ 
lIuO"lwA-ia fle ~a AnA-tlea, 1tapaKaA.eicr~e va 
f.18~axetptcreet't£ lItepflTjvea va cra~ to e~Tjritcret 
1tpO~oU <rIlVli1jIe't£ flta acr$aA.tcrnrit crufllllrovia. 

, 
tr.-.>.! ,~tl ~ "l ~ J.i! .<l.lA ~J .:....:,1 

.~ Jk .". Ii ..... J.,;..J:i .:,1 J..i dI ~A .f r-'!";:'" JL..:i...1 

Dies ist ein wichtiges Dokument. Falls Sie die 
englische Sprache nicht beherrschen, lassen Sie es 
sich von einem Dolmetscher erklliren, bevor Sie 
einen Versicherungsvertrag eingehen. 

Day Ia mgt vlin ki~ quan trQng. Ne"u quyvi khong 
thong tillJo tie"ng Anh, xin vui long nhCi thong djch 
vi&l giai thkh d~ quy vi hi~u fa thudc khi kY ten 
wo h<;lp dtlng bito hi~. 

Este es un documento importante. Si Vd. No tiene 
conocimientos s6lidos de ingles, pida a on interprete 
que Ie explique el documento antes de contratar el 
segura. 

Is:iimuftl'tl1lJjlIlfuID1l1SII11I:ru31B ~ llIM8liiljntjlV1m:nll'tl1 
Iilil~I\\GJ'I llinn IlilR 1IJ01'li Ail!fiUn(llInlftl1 ttJIll!Jnijpli1§1!1f8Inru 
lIfimniJfm~:ii~tpulJl1lnu181liiI1QrunlilIl ~ 

Welcome to the security 
of CGU Insurance 

This booklet is important 

Important information 
Cover for Section 1 Buildings and contents and 
Section 2 Valuable items, insurance is provided by 
CGU Insurance Limited Australian Business Number 
27004478 371 Australian Financial Services Licence 
No. 238291. 
Cover for Section 3 Workers' compensation, • 
insurance is provided by: 
~ CGU Insurance Limited ABN 27 004 478 371 if 

your situation is in New South Wales. 
• Insurance Australia Limited trading as CGU 

Workers Compensation ABN 11 000 016 722 if 
your situation is in Western Australia, Tasmania, 
Northern Territory or Australian Capital Territory. 

Product Disclosure Statement 
This Product Disclosure Statement (PDS) contains 
important information required under the Financial 
Services Refonm Act 2001 and only applies to Section 1 
Buildings and contents commencing on page 16 of 
the policy and Section 2 Valuable items, commencing 
on page 34 of the policy. • 
To assist you to locate specific items in the policy 
wording, a table of contents is provided on page 8 
and an index is provided at the back of this booklet. 

Introduction 

Who is the insurer 

CGU Insurance Limited is the insurer of the 
insurance policy. Our Australian Business 
Number is 27 004 478 371. Our Australian Financial 
Services Licence Number is 238291. In this booklet 
the insurer is called 'we', 'us' or 'our'. 



How to contact us 

You may contact us by any of the following ways: 
• In person at any CGU Insurance office. 
• By telephone on 13 15 32. 
• By writing to us at CGU Insurance, 

GPO Box 9902 in your capital city. 

• By email on our website www.cgu.com.au 

The purpose of this PDS 

This PDS has been prepared to assist you in 
Amderstanding the insurance policy and making an 
.nformed choice about your insurance requirements. 

This PDS sets out the significant features of the 
insurance policy including its benefits, risks and 
information about how the insurance premium is 
calculated. You still need to read the policy wording 
which commences on page 11 for a full description 
of the terms, conditions and limitations of the 
insurance policy. 

General Insurance Code of Practice 

CGU Insurance proudly supports the General 
Insurance Code of Practice. The purpose of the Code 
is to raise the standards of practice and service in 
the general insurance industry. Details about the 
Code are shown in the policy wording under 
'General Insurance Code of Practice' on page 12. 

Aochures on the Code are available from your 
"IIIII':'earest CGU Insurance office. 

Your cooling-off period 

We will refund all premium paid for cover under the 
insurance policy if you request cancellation of the 
insurance policy within 21 days of its 
commencement. To do this, you must advise us in 
writing and return the schedule to your nearest 
CGU Insurance office. You will not receive a refund 
if you have made a claim under the insurance policy. 
Details about the cooling-off period are shown in 

the policy wording under 'Money Back Guarantee' 
on page 12. 

What to do if you have a dispute 

If you have a concern about the insurance policy, 
our decision on your claim, our service or the service 
of our authorised representatives, loss adjusters or 
investigators, you may access our internal dispute 
resolution process. To do so, please contact your 
nearest CGU Insurance office. In the event we are 
unable to resolve your concern through our internal 
dispute resolution process, you may then request 
the matter be reviewed by the General Insurance 
Enquiries and Complaints Scheme. This is a free 
service available to you by calling 130078 08 08. 
The scheme is administered by the Insurance 
Enquiries and Complaints Ltd (lEe) ABN 23 062 284 
888. Details about the dispute resolution system are 
shown in the policy wording under 'Our service 
commitment' on page 45. 

Your privacy 

We treat your personal information with care. 
We will not release your personal information to 
anyone else other than another insurer, an 
insurance reference service or as permitted or 
required by law. In the event of a claim, we may 
disclose information to and/or collect additional 
information about you from investigators or legal 
advisers. Details about your privacy are shown in the 
policy wording under 'The way we handle your 
personal information' on page 42. 

Your duty of disclosure 

We rely upon the information you provide to us 
when you apply for insurance, and when you renew, 
change or reinstate your policy. You must tell us 
anything that you know, or should know, that could 
affect our decision to insure you and/or the terms 
on which we insure you. 



Details about disclosure information are shown in 
the policy wording under What you need to tell us' 
on page 13 and 'What you do not need to tell us' 
on page 13. 

How to apply for insurance 

Complete our application form. If we accept your 
application for insurance, you will receive a 
schedule that sets out details of the insurance you 
have taken out. 

How to make a claim 

To make a claim, please contact your nearest CGU 
Insurance office, or call 13 15 32 when something 
happens that you believe you can claim for. Details 
about making a claim are shown in the policy 
wording under What you must do when you make 
a claim' on page 43, 'What you must not do when 
you make a claim' on page 43 and 'You give us your 
rights to claim from anyone else' on page 44. 

Taxation information 

CGU Insurance shows all taxes and charges as 
separate items on all schedules (e.g. stamp duty and 
the Goods and Services Tax). Details about the 
Goods and Services Tax are shown in the policy 
wording under 'How the Goods and Services Tax 
affects your claim' on pages 41 and 42. 

Significant features and benefits 

• 24-hour emergency 'Home Support' hotline. 
• New for old cover for most contents items up to 

15 years old. 
• Optional new for old cover for buildings. 
• $20 million liability insurance Australia-wide. 
• Valuable items are covered under contents at 

the situation. 

• No loss sharing penalty for under insurance. 
• Pay-by-the-month instalment option. 

With each cover selected, a range of additional 
benefits is included. These benefits are shown in 
the policy wording under 'Additional things we will 
pay for when you have insured your buildings' on 
page 20, and 'Additional things we will pay for 
when you have insured your contents' on pages 21 
and 22. 

Exclusions 

Our insurance is designed to provide protection for 
you in the event of something happening which has 
been insured against. 
Under some circumstances, this policy will not .. 
provide any insurance cover to you. For example, wT!l' 
do not pay for loss or damage caused by: 

• Erosion. 

• Flood. 
• Electric motors burning out. 
• Rust, corrosion, gradual deterioration, 

depreciation, wear or tear. 

• A defect in an item, faulty workmanship, 
structural defects or faulty design. 

• Malicious damage or vandalism by tenants. 
This lists some of the events that are not covered by 
this insurance, and for full details of all relevant 
policy exclusions you should read the policy wording 
and make yourself aware of all the exclusions that 
apply. • 
In the policy wording we state What are your 
buildings' on page 22, 'What are your contents' on 
pages 23 and 24 and 'What are valuable items' on 
page 34, we also state 'What are not your buildings' 
on page 22, 'What are not your contents' on page 
25 and 'What are not valuable items' on page 35. 
In the policy wording we show when cover is not 
provided on pages 19, 31, 32 and 35, and 'What 
Section 1 and Section 2 of the policy do not cover' 
on pages 37 and 38. It is important that you are 
aware of these exclusions and so you should read 
them. 



There are things that you must do in order for your 
insurance cover to apply. For example, you must pay 
the premium. In the policy wording we show what 
you need to do under 'What you are required to do 
for us' on page 40. 

Significant risks 

Cover for buildings 

With building insurance you may select to insure for 
replacement value or market value. Replacement 

_alue provides new for old replacement cover, and 
~arket value provides as is cover. 

Adequate sum insured 

In the event of a major loss, your sum insured 
should be sufficient to allow for replacement of 
you r property. 

Policy limits 

Limits do apply to some items. For example, we will 
pay additional costs required to comply with 
government or local authority bylaws as shown on 
page 28. These costs do not extend the sum insured 
and will not be paid if the sum insured is insufficient 
to meet the total costs involved in rebuilding or 
repairing your buildings. You should read the policy 
wording so that you are aware of limits that may be 

• Plicable to you. 

Disclosure 

You have certain disclosure obligations that you 
need to comply with. Failure to comply with these 
obligations may have consequences in terms of both 
your insurance cover or in the event that you make 
a claim. Your disclosure obligations and the 
consequences of not complying with these 
obligations are outlined in the policy wording under 
'What you need to tell us' on page 13 and 'What 
will happen if you do not tell us' on page 13. 

Excesses 

If you make a claim under the policy, you may be 
required to pay one or more excesses. The 
descriptions of these excesses and the circumstances 
in which they are applied are shown in the policy 
wording under 'Policy excess' on page 27. The 
amount of each excess will be shown on your 
schedule other than the earthquake excess which is 
shown on page 27 of the policy wording. 
In most instances you can select at the time of your 
enquiry or application for insurance the amount of 
policy excess you wish to pay should you have a 
claim. When you select a higher policy excess 
amount we will normally reduce the amount of 
premium we charge you. 
In some instances we will impose the amount of 
policy excess you will need to pay should you have a 
claim. In deciding to impose a policy excess we take 
into consideration a number of factors in setting the 
amount of the policy excess. These include factors 
relating to the type of property being insured, 
where the property is located, the type of 
construction of the property and your previous 
insurance and claims history. At the time of your 
enquiry or application for insurance, the amount of 
policy excess will be advised to you. 

Costs 
The premium payable by you will be shown on your 
schedule . 
The key factors that influence the premium 
calculation are reflected in the questions asked, and 
information sought, at the time of your enquiry or 
application for home insurance. These include 
factors relating to the type of property being 
insured, where the property is located, the type of 
construction of the property and your previous 
insurance and claims history. 
Premiums are subject to Commonwealth and state 
taxes and/or charges. These include the Goods and 
Services Tax and stamp duty. The amount of these 
taxes and/or charges will be shown on your 
schedule. 
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Essentials Plus 
Home Insurance Policy 

Please read this policy before you apply for 
insurance. 
This policy sets out the terms, conditions and limits 
that apply for the insurance we offer to you. If we 
accept your application for insurance, you will 
receive a schedule that sets out details of the 
insurance you have taken out. 
Our agreement with you is made up of your 
application, this insurance policy, the schedules and 
endorsements we send to you. Endorsements are 
notices we send to confirm any change to your 
insurance. 

Keep this insurance policy in a safe place. You may 
want to refer to it from time to time. 
We recommend that you keep receipts for major 
items you purchase. 

If you need more information about this insurance 
policy, please contact your insurance adviser. We are 
happy to give you personal attention and service in 
relation to this or any other insurance enquiry . 



CGU Insurance Triple Guarantee 
Our guarantee assures you of quality 
insurance and service at all times. 
Service Guarantee 
We will provide you with the highest standards of 
service. 
Fair Dealing Guarantee 
We will meet any claims covered by your policy 
fairly and promptly. 
Money Back Guarantee 
You have 21 days after you receive your 
numbered policy schedule to be sure you have 
the cover you require. If it is not the cover you 
require, you can cancel the pOlicy. To do this, you 
must advise us in writing and return the schedule 
and policy booklet to your nearest CGU Insurance 
office. You will receive a full refund of the 
premium paid, providing nothing has occurred for 
which a claim is payable under the policy. 

General Insurance Code of Practice 
CGU Insurance proudly supports the 
General Insurance Code of Practice. 
The purpose of the Code is to raise 
the standards of practice and service 
in the general insurance industry. 

The Code aims to improve: 

• The qua lity, comprehension and accuracy of 
policy documents and other information 
provided to consumers. 

• Employee and representative training and 
supervision. 

• Claims handling and dispute resolution. 
Brochures on the Code are available from your 
nearest CGU Insurance office. 

Your policy 

What you need to tell us 

You must tell us anything that you know, or should 
know, could affect our decision to insure you and/or 
the terms on which we insure you. You must do this 
when you apply for a policy, renew your policy or 
when you change or reinstate your policy. When we 
ask you specific questions, you must answer these 
questions truthfully and in a way that a reasonable 
person in the circumstances would answer them. • 
It is important that every person who will be 
insured by the policy answers all questions in this 
way. These requirements are part of the Insurance 
Contracts Act 1984. 

What you do not need to tell us 

You do not need to tell us anything that: 

• Reduces our risk. 
• Is of common knowledge. 
• We know, or as an insurer should know. 

• We indicate that we do not want to know. 

What will happen if you do not tell us 

If you withhold relevant information or you do not 
answer our questions in the way we have describee 
we can reduce the amount we pay you for your 
claim, or we can cancel your policy. If your failure to 
tell us is fraudulent, or your answers are untruthful, 
we can treat your policy as if it never existed. 

When you are insured 

Your insurance begins when we accept your 
application. The commencement date of your 
insurance will be shown on the schedule we will 
send you. 



We will not cover your building and contents for a 
period of 48 hours from the time of the 
commencement of your insurance for damage or 
loss caused by: 
• bushfire or grassfire; or 
• a named cyclone. 
We will provide cover however if: 
• This insurance commences directly after another 

insurance policy covering the same property 
expired without a break in cover. 

• You have entered into a contract of sale to 
purchase the property. 

• 
You have entered into a contract to lease the 
property. 

The insurance applies for the period for which you 
have paid us (or agreed to pay us) the premium. 
You may pay your premium by cash, cheque or 
credit card. If your cheque or credit card is 
dishonoured by your financial institution, you are 
not insured. 
You can also pay your premium by instalments 
direct from a financial institution account or from 
your credit card. You cannot make a claim under 
this policy if you owed us more than one month's 
premium when the event you want to claim for 
happened. 
If you pay your premium by instalments and you are 
more than one month behind, we can cancel your 
policy without notice. 
If you have a total loss, we shall deduct the 
instalments for the remaining period of insurance .om the amount we pay you. 

Who is insured under this policy 
The person whose name is set out in the schedule is 
insured. The following people are also insured, as 
long as they normally live with that person named 
in the schedule: 
• That person's partner. 
• Unmarried children of that person. 
• Unmarried children of that person's partner. 
• That person's parents. 
• That person's partner's parents. 
In this policy, all these people are called 'you' or 'your'. 

Who is the insurer 
CGU Insurance Limited is the insurer under Section 1 
Building and contents and Section 2 Valuable items. 
Our Australian Business Number is 27 004 478 371. 
Our Australian Financial Services Licence Number is 
238291. 
CGU Insurance Limited is the insurer under Section 3 
Workers' compensation if your situation is in New 
South Wales. Our Australian Business Number is 27 
004478371. 
Insurance Australia Limited trading as CGU Workers 
Compensation is the insurer under Section 3 
Workers' compensation if your situation is in 
Western Australia, Tasmania, Northern Territory or 
Australian Capital Territory. Our Australian Business 
Number is 11 000016722. 
In this policy the insurer is called'we', 'us' or 'our'. 

Words that have a spedal meaning 

In this policy there are words that have a special 
meaning. These words are listed below. If the 
meaning of a word is not shown below, we tell you 
on what page the meaning is printed. 
Your buildings This is on page 22 under 

'What are your buildings'. 
Your contents This is on pages 23 and 24 under 

'What are your contents'. 
Excess This is the amount of money you 

will pay if you have a claim. We 
will reduce the amount we pay 
you by the excess. The amount of 
your excess is shown on your 
schedule. See page 27. 

Schedule This is the document we give you 
which sets out the details of your 
insurance cover. You receive a 
schedule when you first take out 
your insurance and again when 
the policy is renewed or changed. 

Situation This is the place where your 
building and/or your contents are 
located. We will show this place 
on all schedules we give you. 

Valuable items This is on page 34 under 
'What are valuable items'. 



Section 1 

Buildings and contents 

What is insuroo 

Your buildings and/or your contents as set out in 
your schedule are insured if they are destroyed, lost 
or damaged. They are insured only if you own them, 
or are liable for them. 
If you only insure your buildings, the cover provided 
for destruction, loss or damage does not apply to 
your contents. 
If you only insure your contents, the cover provided 
for destruction, loss or damage does not apply to 
your buildings. 
Your buildings and your contents are insured while 
at your situation. Cover for your contents while away 
from your situation is not provided unless we say so. 
We will cover your buildings and your contents for 
the events listed below. There must be damage or 
loss from one of these events, to your buildings or 
your contents, for you to make a claim. 
• Fire or explosion. 
• Lightning or thunderbolt. 

• Earthquake. 
• Burglary or housebreaking or an attempt at 

either. This cover does not include burglary or 
housebreaking by a tenant. 

• Theft. This cover does not apply if the theft is 
from any part of your buildings which you share 
with another person who is not insured under 
this policy. This cover does not include theft by a 
tenant. 

• Theft of money or negotiable documents is 
covered only when force is used by someone to 
enter your buildings. This cover does not include 
theft by a tenant. 

• Malicious damage, including vandalism. This 
cover does not apply if the malicious damage or 
vandalism is done by a tenant. 

• Deliberate or intentional acts. This cover does 
not apply if the deliberate or intentional act is 
done by a tenant. 

• Liquid that escapes from: 
• A fixed pipe or something attached to a 

pipe, fixed gutter, fixed tank or a drain. 
• A bath, basin, sauna, spa, shower base or 

shower wall, sink, toilet or tiled floor that 
has drainage holes. 

• A washing machine or dishwasher. • • An aquarium. 
• A water bed. 
We will pay the cost of finding from where 
theliquid escaped. We will also pay the cost of 
repairing any damage that has been done in 
finding from where the liquid escaped. We will 
not pay for repairing the defective item that 
caused the escape of liquid. 

• Accidental breakage. This cover applies when 
the item is fractured or chipped through its 
entire thickness. 
Items covered for accidental breakage are: 
• If you have insured your buildings, any fixed 

glass in your buildings, including any Wind. 
tinting or shatter-proofing material attache 
to the glass. It also includes fixed shower 
bases, basins, sinks, baths and toilets. 

• If you have insured your contents, any 
mirrors, glassware, crystal, crockery or any 
glass in furniture. It does not include glass 
that is part of a television, or a computer 
screen or computer monitor. Mirrors, 
glassware, crystal, crockery or china are not 
covered while they are being used, cleaned 
or carried by hand. 



o If you have insured contents and you are 
living in a rented property, you are covered 
for accidental breakage of fixed shower 
bases, basins, spas, sinks, baths, and toilets. 
This cover only applies when your rental 
agreement makes you responsible for these 
items. 

• Riots, civil commotions, industrial or political 
disturbances. 

• Impact by an aircraft, spacecraft or satellite, or 
anything dropped from them. • Impact by a falling tree or part of a tree. We 
also pay the cost of removing and disposing of 
the fallen tree or parts. We will not pay if the 
damage is caused when you cut down or 
remove branches from a tree or you have 
someone do it for you. 

• Impact by a falling television or radio antenna, 
mast or dish. 

• Impact by any animal or bird that is not kept at 
your situation. This does not include any animal 
or bird eating, chewing, clawing or pecking your 
buildings or contents. 

• Impact by vehicles or watercraft. 
• Storm, rainwater or wind. 

This includes storm, rainwater or wind damage 
to: eo Gates, fences or walls that are attached to, 

and are part of, the structure of your 
buildings. 

o Gates, fences or walls that are not attached 
to, and are not part of, the structure of your 
buildings but only for any section of a gate, 
fence or wall made of brick, stone, metal or 
frame-supported corrugated fibrous 
material. The frame supporting the 
corrugated fibrous material must be made 
of brick, stone or metal. 

o Free-standing fences that do not have a 
supporting frame but only if these fences are 
made from corrugated fibrous material. 
These fences must have been installed and 
constructed according to the manufacturer's 
specifications. 

We will not pay for storm, rainwater or wind 
damage: 

o To shadecloth, swimming pool covers 
including solar covers, and plastic liners for 
swimming pools . 

o Where water enters your buildings because 
of a structural defect, faulty design or faulty 
workmanship when your buildings were 
constructed. 

o Where water enters your buildings through 
an opening made for any building, 
renovation or repair work. 

• Landslide or subsidence. Cover only applies 
when the landslide or subsidence occurs within 
72 hours after one of the following listed 
events: 
o Storm, rainwater or wind. 
o Earthquake. 
o Explosion. 
o Liquid that escapes from a fixed pipe or 

something attached to a pipe, fixed gutter, 
fixed tank or a drain. 

This cover applies to any gates, fences or 
retaining walls that are attached to, and are 
part of, the structure of your buildings. 



Additional things we will pay for 
when you have insured your buildings 

The following will be paid in addition to the sum 
insured. These will be paid when they relate to 
damage or loss from a listed event. 

• We will pay the amount that your buildings 
could be rented out for each week if you had 
not had a loss. We will pay this amount for up 
to 12 months. The most we will pay is 10 per 
cent of your buildings sum insured. 

We will only pay for this when your buildings 
are unable to be lived in after damage or loss 
has occurred. 

• We will pay your legal costs to discharge your 
mortgage if your claim is for a total loss. 

• We will pay the reasonable costs of demolishing 
and removing any buildings debris when 
damage or loss occurs. We will pay up to 10 per 
cent of your buildings sum insured. 

• We will pay the reasonable costs of architects, 
surveyors and legal fees when damage or loss 
occurs. We will pay up to 10 per cent of your 
buildings sum insured. 

• If a key to an external door lock of your 
buildings, or a key to an external window lock 
of your buildings, is stolen, we will pay the 
reasonable and necessary costs of replacing the 
external lock, key or cylinder with a similar item. 
We decide which one we will do. The most we 
will pay is $500. 

• If you have a loss, we will increase your sum 
insured by the amount the Consumer Price Index 
(all groups) has increased since you took out 
your policy or last renewed it. 

• You are fully insured again for your buildings 
for the amount shown in your schedule 
following a claim. This does not apply when 
your claim is for a total loss as your cover for 
your buildings will end then. 
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Additional things we will pay for when you 
have insured your contents 

The following will be paid in addition to the sum 
insured. These will be paid when they relate to 
damage or loss from a listed event. 
• If any of your credit cards are misused after they 

are stolen, we will pay up to $500 in total to the 
financial institutions that issued them. We will 
only pay if you complied with the terms on 
which the credit cards were issued. 

• We will pay the reasonable costs of alternate 
accommodation that you may incur after you • 
have had a loss. We will pay this amount for u 
to 12 months. The most we will pay is 10 per 
cent of your contents sum insured. We will only 
pay for this when your buildings are unable to 
be lived in after damage or loss has occurred. 

We will reduce this payment, or stop paying 
you, either if: 
• We pay you for rent following damage 

to your buildings. 
• You receive any payment for rent or 

accommodation from another source. 
• You do not need to pay for alternate 

accommodation. 
• If guests or visitors to your situation bring their 

own contents with them, we will regard those 
contents as belonging to you. This cover is 
subject to the items and limits shown on page. 
23 and 24, under 'What are your contents'. The 
most we will pay is $500 if these contents are 
stolen or damaged. We will not pay if these 
contents are already insured. 

• If a key to an external door lock of your 
buildings, or a key to an external window lock 
of your buildings, is stolen, we will pay the 
reasonable and necessary costs of replacing the 
external lock, key or cylinder with a similar item. 
We decide which one we will do. The most we 
will pay is $500. 



• We will pay the reasonable costs of removing 
any contents debris when damage or loss occurs. 
We will pay up to 10 per cent of your contents 
sum insured. 

• If you have a loss, we will increase your sum 
insured by the amount the Consumer Price Index 
(all groups) has increased since you took out 
your policy or last renewed it. This increase does 
not apply to any special contents you have 
insured. 

• You are fully insured again for your contents for 
• the amount shown in your schedule following a 

claim. This does not apply when your claim is for 
a total loss as your cover for your contents will 
end then. 

What are your buildings 

• Residential buildings you live in including any 
professional offices or surgeries in those 
buildings. 

• Domestic outbuildings. 
• Fixed coverings to walls, floors and ceilings. 

These do not include fixed carpets, curtains or 
internal blinds. 

• Services, which include the supply of electricity, 
water, etc. 

Items built in, or fixed to, or on, the buildings. 
Blinds or awnings on the outside of the 
buildings. 

• Anything permanently built, permanently 
constructed or permanently installed on your 
property for domestic purposes. 

What are not your buildings 

• Property that a tenant is liable for under the 
terms of a rental agreement. 

• Plants, shrubs, trees or grass. 

What are your contents 

• Household goods that are not used for earning 
income. 

• Goods that you use for earning your income 
while they are at your situation. You would 
normally receive a taxation deduction for these. 
We will pay up to $500 in total for these items. 
This does not include office and surgery 
equipment. 

• Office and surgery equipment that you use for 
earning your income while it is at your situation. 
You would normally receive a taxation 
deduction for these. We will pay up to $5,000 in 
total for these items. This includes valuable 
items able to be powered by battery as listed on 
page 34. We will pay up to $1,250 per item for 
any valuable item able to be powered by 
battery unless it is listed as a 'special valuable' 
item. We will pay up to $2,000 in total for 
valuable items. 

• Carpets, curtains and internal blinds. 
• Furniture and furnishings that are not built in. 

• Portable domestic appliances that are not built in. 
• Swimming pools, saunas and spas that are not 

permanently installed. 

• Accessories for any swimming pools, saunas or 
spas. 

• Clothing and personal effects. 
• Valuable items while they are at your situation -

see page 34 for 'What are valuable items'. We 
will pay up to $1,250 for anyone item, pair, set, 
collection or system. We will pay up to $2,000 in 
total for valuable items. 

• Items thinly covered with gold or silver that are 
not jewellery or watches. 

• Paintings and prints, tapestries, Persian or similar 
rugs, antiques and any other works of art. 



• Projectors and screens. 
• Equipment for developing and enlarging 

photographs. 

• Processed film, slides and prints. We will only pay 
the value of these items as unprocessed material 
and the cost of processing them. However, if 
they were processed when you purchased them, 
we will pay the cost of replacement. We will not 
pay the costs of re-creating any event. 

• Tapes, cassettes, cartridges and discs, including 
computer software. We will only pay the value 
of these items when blank unless they were pre-
recorded when you purchased them. 

• Money and negotiable documents. We will pay 
up to $500 in total for these. 

• Accessories and spare parts for motor vehicles, 
motor cycles, mini-bikes, caravans, trailers and 
watercraft. We will not pay if the accessories and 
spare parts are in, or on, motor vehicles, motor 
cycles, mini-bikes, caravans, trailers or watercraft. 
We will pay up to $500 in total for these items. 

• Landlords' fixtures and fittings that you are 
liable for under the terms of a rental 
agreement. We will not cover these fixtures and 
fittings if the body corporate has them insured. 

• Fixtures and fittings that you have installed for 
your own use if you are a tenant, or the owner 
of a strata title unit. We will not cover these 
fixtures and fittings if the body corporate has 
them insured. 

• Watercraft less than three metres long which 
are not powered by a motor. The most we will 
pay is $5,000. 

• Unregistered motorised golf buggies, ride-on 
mowers and wheelchairs. 

• Surfboards, sail boards or surf skis. 
• Special contents which are listed on your 

schedule. 

Umit for the value of your contents 

The most we will pay for anyone item, pair, set, 
collection or system is $20,000. Some of your 
contents items do have a lower limit which are 
shown in 'What are your contents' on pages 23 
and 24. You can insure items, pairs, sets, collections 
or systems that are worth more than $20,000 each 
as a 'special contents' item. To do this you must 
advise us and the items will be listed on your 
schedule. 

What are not your contents 

• Unset precious and semi-precious stones. • 
• Plants and trees growing outdoors. This does 

not include plants and trees growing in pots or 
tubs. 

• Animals, including birds and fish. 
• Pedal cycles while they are used for racing 

or pacemaking. 
~ Motor vehicles, motor cycles, mini-bikes, 

caravans, trailers or aircraft other than model 
or toy aircraft. 

• Watercraft more than three metres long. 
• Watercraft that are powered by a motor. 

Cover for your contents in the open air 
at your situation 

We will insure your contents while they are in the. 
open air at your situation. Your contents are in the 
open air when they are not in a building that is fully 
enclosed. If they are damaged by storm, rainwater, 
wind or are stolen, we will pay up to $1,000 in total. 
This limit does not apply to any swimming pools, 
saunas or spas. It also does not apply to any 
accessories which are used with swimming pools, 
saunas or spas. 
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Cover for your contents away from your 
situation 

Your contents are insured while they are away from 
your situation, but still in Australia. 
Your contents are not insured if they: 

• Are on the way to, or from, or in, commercial 
storage. 

• Have been away from your situation for more 
than a continuous period of 90 days, other than 
sporting equipment that is stored within a 
clubroom . .. Are in transit during a permanent removal. 

• Have been removed permanently from your 
situation, without our permission. 

Cover for storm, rainwater, wind or impact by 
vehicle: 

• Only applies when your contents are in a 
residential building, boarding house, motel, 
hotel, club, nursing home or hospital where 
you are staying, or for sporting equipment 
stored within a clubroom. 

• Does not apply while your contents are in a 
tent, vehicle, caravan, trailer, aircraft or 
watercraft. 

Cover for theft does not apply while your contents 
are away from your situation. .e following items of your contents are not 
covered while away from your situation: 

• Valuable items. 
• Accessories and spare parts for motor vehicles, 

motor cycles, mini-bikes, caravans, trailers and 
watercraft. 

• Goods that you use for earning your income. 
• Office and surgery equipment that you use for 

earning your income. 

Paying claims 

Policy excess 

For each claim for your buildings or your contents, 
we will reduce the amount we pay you for your 
claim by the excess. The amount of your excess is 
shown on your schedule. 

Your excess will be increased by $250 for any claim 
for damage or loss arising from an earthquake. This 
damage or loss must occur within 72 hours of the 
earthquake. 
When a claim is paid for damage to, or loss of, your 
buildings and your contents, the excess amount will 
only be taken off once. 
When a claim is paid under only 'Additional things 
we will pay for when you have insured your 
buildings', or 'Additional things we will pay for 
when you have insured your contents', your excess 
will not apply. 

The most we will pay for your buildings 
or contents 

The most we will pay for any claim for your 
buildings or your contents is the sum insured shown 
on your schedule. This does not apply to amounts 
payable under 'Additional things we will pay for 
when you have insured your buildings', or 
'Additional things we will pay for when you have 
insured your contents'. 

How we pay a claim for your buildings 

When damage or loss occurs to your buildings. we will 
pay the cost of rebuilding your buildings or repairing 
the damaged portions to the same condition as when 
they were new. We will only do this when your 
schedule shows "including replacement benefit". If 
your schedule does not show "including replacement 
benefit" and there is damage or loss to your 
buildings, your claim will be settled as shown on the 
inside of the back cover of this policy booklet. 



We will also pay any additional costs required for 
your buildings to comply with government or local 
authority bylaws. We will not pay these additional 
costs if you were required to comply with these 
bylaws, and had not done so, before the damage or 
loss occurred. 
Rebuilding or repairing your buildings must 
commence within six months of the damage or loss 
occurring. If it does not commence within six 
months, we will do one of the following: 

• Reinstate or repair your buildings to the 
condition they were in just before the damage 
or loss occurred. 

• Pay you the cost of reinstating or repairing your 
buildings to the condition they were in just 
before the damage or loss occurred. 

• Pay you the value of the land and your buildings 
just before the damage or loss occurred. We will 
reduce this payment by the value of your land 
and your buildings after the damage or loss 
occurred. 

We decide which one we will do. 
We will pay for the damaged portion of fixed 
coverings to walls, floors and ceilings only in the 
room, hall or passage where the damage occurred. 
We will try to match any material used to repair 
your buildings with the original materials. If we 
cannot, we will use the nearest equivalent available 
to the original materials. We will not pay any costs 
for replacing undamaged property. 
If the damage was caused by liquid that escaped 
from a bath, basin, sauna, spa, shower base or 
shower wall, we will pay the costs to repair your 
buildings. We will not pay the costs to repair or 
replace the bath, basin, sauna, spa, shower base or 
shower wall. 

How we pay a claim for your contents 

When damage or loss occurs to either: 

• any item that consists solely of fabric, 
• carpet which is 10 years old or more, 
• any other item of your contents that is 15 years 

old or more, 
we will do one of the following: 
• Replace the property with property of the same 

condition. The replacement property will be no 
better than the property replaced. 

• Repair the property to the same condition it w. 
in before the damage. 

• Pay you the cost of replacement or repair. Our 
payment will be reduced to allow for wear, tear 
and depreciation. 

We decide which one we will do. 
When damage or loss occurs to any item of your 
other contents, we will do one of the following: 

• Replace the property with the nearest 
equivalent new property. 

• Repair the property to the condition it was in 
when new. 

• Pay you the cost of replacement or repair. 
We decide which one we will do. 
We will pay for carpets; wall, floor and ceiling • 
coverings; internal blinds and curtains; only in the 
room, hall or passage where the damage or loss 
occurred. 
When an item is part of a pair, set, system or 
collection, we will only pay for the value of the item 
itself. The most we will pay is the value that the 
item has as a proportion of the combined pair, set, 
system or collection. We will only pay the cost of 
replacing the item even though the pair, set, system 
or collection to which it belongs is less valuable 
because it is incomplete. 



Section 1 

Liability 

We will pay the amount you are liable to pay 
following an accident if your liability arises from any 
of the circumstances shown below. The accident 
that results in the claim must occur during the 
period of insurance. We also pay any legal costs you 
have to pay in relation to the accident. This includes 

• sts awarded against you. The most we will pay, 
including costs, for any single accident, or series of 
accidents arising out of the same event, is the 
amount shown in your schedule. 

When we will pay 

• If you have insured your buildings, we will pay 
the amount you have to pay as owner or 
occupier of your buildings. 

• If you have insured your contents and live in a 
rented building, we will pay the amount you 
have to pay as owner of your contents or 
occupier of your building. 

• If you have insured your contents and you own 
part of a building that has been subdivided, we 
will pay the amount you have to pay as owner 

• of your contents or occupier of your part of your 
building. We will not pay for an accident that 
happens in any common areas of the bUilding. 

• If you have insured your contents, we will pay 
the amount you have to pay for any accident 
that happens anywhere in Australia. This does 
not include the amount you have to pay 
because you are the owner or occupier of your 
buildings. 

When we will not pay 

We will not pay claims arising from: 

• Penalties, fines or awards of aggravated, 
exemplary or punitive damages made against 
you. 

• Use of a motor vehicle, motor cycle, mini-bike, 
aircraft or watercraft, other than: 
• Unregistered motorised golf buggies, 

ride-on mowers and wheelchairs. 

• Model or toy aircraft . 
• A surfboard, sail board or surf ski. 
• Watercraft less than three metres long which 

are not powered by a motor. 

• Use of a caravan or trailer when the caravan or 
trailer is attached to a motor vehicle or motor 
cycle. 

• Personal injury to you, or any member of your 
family who normally lives with you, or any other 
person who normally lives with you. 

• Personal injury to any person you employ and 
that injury arises from their employment with 
you. 

• Damage to or loss of property that belongs to 
you, or any member of your family who 
normally lives with you, or any other person 
who normally lives with you. 

• Damage to or loss of property that belongs to 
any person you employ and that damage or loss 
arises from their employment with you. 

• Damage to or loss of property that is in the 
control of you, or any member of your family 
who normally lives with you, or any other 
person who normally lives with you. 

• Any disease that is transmitted by you, or any 
member of your family who normally lives with 
you. 



• Any business, profession, trade or occupation 
carried on by you. 

• Alterations. repairs, renovations or additions to 
your buildings that cost more than $50,000. 

• Any agreement or contract you enter into. 
We will pay for your liability if you would have 
been liable without the agreement or contract. 

• The use, removal of or exposure to any asbestos 
product or products containing asbestos. 

Section 1 

Strata title mortgagee protection 

This section of the policy only applies when your 
schedule shows that you have requested cover for 
mortgagee protection. It applies when you own part 
of a building that has been subdivided, usually into 
strata title units, and you have a mortgage on that 
part of the building. 
We will cover the part of the building that you ow. 
for damage or loss on the same basis as set out in 
'Section 1 - Buildings and contents'. 
We will pay up to the amount you owe on your 
mortgage but no more than the sum insured shown 
on your schedule. We will pay this to your 
mortgagee when you are required to pay your 
mortgage in full following a loss. We will only pay 
this when the body corporate has not insured the 
buildings, or it has not insured the buildings for 
damage that you can claim for under this policy . 

• 



Section 2 

Valuable items 

This section of the policy only applies when your 
schedule shows that you have requested cover for 
valuable items. 
What are valuable items 

• Jewellery and watches. e Items that contain gold or silver. 

• Furs. 
• Collections of stamps, money or medals. 
• Items able to be powered by battery as listed: 

• Cassette players. • Compact disc players. 
• Electronic diaries. • Mobile or portable 

phones. 
• Portable computers. • Radios. 
• Record player. 
• Televisions. 

• Tape recorders. 
• Video recorders or 

cameras. 

• Equipment for taking photographs, including 
accessories and unprocessed film. These are not 
covered while they are being used: 

• Underwater. e. To earn your income. 

• Sporting equipment designed to be used in a 
leisure activity that involves some element of 
physical activity or competition. This does not 
include pedal cycles. Sporting equipment is not 
covered while it is being used. 

• Special valuable items which are listed on your 
schedule. 
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What are not valuable items 

• Unset precious and semi-precious stones. 

• Items thinly covered with gold or silver. 
• Motor vehicles, motor cycles, mini-bikes, 

caravans, trailers, aircraft or accessories or spare 
parts of any of these items. 

• Watercraft more than three metres long. 

• Watercraft powered by a motor. 

When we will pay 

Your valuable items are insured for any accidental 
damage or accidental loss. The accidental damage 
or accidental loss must happen within Australia or 
New Zealand. 

When we will not pay 

We will not pay if the accidental damage or 
accidental loss is caused by the following: 

• Rust, corrosion, gradual deterioration, 
depreciation, wear or tear. 

• A defect in the item. 
• Rats, mice or insects. 
• Processes of cleaning involving the use of 

chemicals other than domestic household 
chemicals. 

• Mechanical or electrical breakdown other than 
an electric motor burning out. We will pay for 
any resultant damage following mechanical or 
electrical breakdown. 



Paying claims 

How we pay a claim for a valuable item 

When damage or loss occurs to a valuable item, we 
will do one of the following: 

• Replace the item with the nearest equivalent 
new item. 

• Repair the item to the condition it was in 
when new. 

• Pay you the cost of replacement or repair. 
We decide which one we will do. 
When a valuable item is part of a pair, set, system or 
collection, we will only pay the value of the item 
itself. The most we will pay is the value that the 
item has as a proportion of the combined pair, set, 
system or collection. We will only pay the cost of 
replacing the item even though the pair, set, system 
or collection to which it belongs is less valuable 
because it is incomplete. 
We will reduce any payment for damage to, or loss 
of, an item under this section by the amount we pay 
you for the same item under your contents 
insurance. 

Limit for valuable items 

The most we will pay for anyone item, pair, set, 
collection or system is $1,250. You can insure items, 
pairs, sets, collections or systems that are worth 
more than $1,250 each for their actual value as 
'special valuable' items. To do this you must advise 
us and the items will be listed on your schedule. The 
most we will pay in total for all valuable items is the 
amount shown on your schedule. 

What Section 1 and Section 2 
of the policy do not cover 

We will not pay claims for loss, damage or liability 
arising from: 

• War or warlike activity. War does not have to be 
declared. We do not provide cover for theft 
following this. 

~ Hostilities, rebellion, insurrection or revolution. 
We do not provide cover for theft following 
these events. • • Contamination by chemical and/or biological 
agents, which results from an act of terrorism. 
Terrorism is any act which may, or may not, 
involve the use of, or threat of, force or violence 
where the purpose of the act is to further a 
political, religious, ideological aim or to 
intimidate or influence a government (whether 
lawfully constituted or not) or any section of the 
public. 

• Lawful destruction or confiscation of your 
property. 

• Anything nuclear or radioactive. 
• Damage to a heating element. We will pay for 

any resultant damage following damage to a 
heating element. 

• Mildew, atmospheric or climatic conditions. • 
• Damage, loss or injury that you or anyone acting 

for you deliberately caused. 

• Flood, storm surge, the action of the sea, tidal 
wave, high water, tsunami or erosion. 

• Landslide or subsidence except as detailed on 
page 19. 

• Any event that does not occur within the period 
of insurance. 



• Failure or inability of any item, equipment or 
computer software to recognise correctly, to 
interpret correctly or to process correctly any 
date or to function correctly beyond any time 
when that item, equipment or computer 
software has not recognised, interpreted or 
processed correctly any date. We will pay for any 
resultant loss or damage that is covered by this 
policy, other than resultant loss or damage to 
any frozen food, computer equipment or 
computer software. 

• 

• 

[38 

Section 3 

Workers' compensation 

This section of the policy only applies when your 
schedule shows that you have requested cover for 
workers' compensation. 
If you have employees, in some circumstances 
workers' compensation cover is compulsorY . 
If you are unsure, check with your local Workers' 
Compensation Authority. 
We will pay the amount you are liable to pay if a 
person you employ is injured while working for you. 
We will only pay if the person is doing domestic 
work for you. We will not pay if the person is 
working for you in your business, profession, trade 
or occupation. 

The amount we will pay is subject to the relevant 
workers' compensation legislation in your state or 
territorY. 
Please refer to page 15 under 'Who is the insurer' . 



Important information 

When your insurance cover does not apply 

Your insurance for your buildings, your contents and 
valuable items will not apply if, for a continuous 
period of 60 days or more, no one has lived at your 
situation. 

You can ask us to provide cover if no one is going to 
be living at your situation for more than 60 days. If we 
agree to provide cover, we will advise you in writing. 

You cannot give your rights away 

You cannot give anyone else an interest in this 
policy without our written consent. 

What you are required to do for us 

• You must pay us the premium for this insurance. 
• You must tell us as soon as possible of anything 

that changes the facts or circumstances relating 
to your insurance. 

• You must take reasonable precautions to 
prevent anything which could result in a claim 
under this policy. 

• You must make sure that anyone doing 
anything on your behalf obeys all laws. 

• You must comply with the conditions of this 
policy. 

Cancelling your policy before the due date 

You can cancel this policy at any time. To do this, 
you must ask us in writing. The policy will end when 
we receive your request. 

We can cancel this policy if you do any of the 
following: 

• Make a misleading statement to us when you 
apply for your insurance. 
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• Fail to tell us anything you should tell us when 
you apply for this policy, renew this policy and 
when you change or reinstate this policy. 

• Fail to comply with the conditions of this policy. 
• Fail to pay the premium for this insurance. 
• Are not fair and open in your dealings with us. 
• Make a claim during the period of this policy 

that is not true. The claim does not have to be 
under this policy and can be with us or another 
insurance company. 

We may cancel this policy if there is a change in th.e 
circumstances of the risk during the period of 
insurance. 
If we cancel this policy, we will advise you in 
writing. To do this, a notice will be delivered or 
posted to you. 

Return of premium if your policy is cancelled 
before the due date 

If your policy is cancelled before the due date: 

• We will keep the premium for the period that 
the policy was in force. 

• We will return to you the premium for the 
period from the date the policy ended to the 
due date of the policy. 

How the Goods and Services Tax affects 
your claim • 

Where we make a payment under this policy for the 
acquisition of goods, services or other supply, we 
will reduce the amount of the payment by the 
amount of any input tax credit that you are, or will 
be, or would have been entitled to under A New 
Tax System (Goods and Services Tax) Act 1999 in 
relation to that acquisition, whether or not that 
acquisition is actually made. 



Where we make a payment under this policy as 
compensation instead of payment for the 
acquisition of goods, services or other supply, we 
will reduce the amount of the payment by the 
amount of any input tax credit that you would have 
been entitled to under A New Tax System (Goods 
and Services Tax) Act 1999 had the payment been 
applied to acquire such goods, services or other 
supply. 

The law that applies to this policy 

~ny disputes arising from this policy will be 
Wetermined by the courts, and in accordance with 

the laws, of the state or territory of Australia where 
this policy is issued. 

The way we handle your personal information 

We collect personal information from you for the 
purpose of providing you with insurance products, 
services, and processing and assessing claims. 
You can choose not to provide this information, 
however, we may not be able to process your 
requests. 
We may disclose information we hold about you to 
other insurers, an insurance reference service or as 
required by law. In the event of a claim, we may 
disclose information to and/or collect additional 

~f~rmation about you from investigators or legal 
.vlsers. 

If you wish to update or access the information we 
hold about you, contact us. 
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How to make a claim 

Please contact your nearest CGU Insurance office 
when something happens that you believe you can 
claim for. 

What you must do when you make a claim 

You must make your claim as soon as possible after 
you suffer a loss. If you do not make it within 
30 days, we may reduce what we pay you by an 
amount to take account of any disadvantage we 
suffer by the delay. 
You must also: 
• Take all reasonable steps to stop any further loss 

from occurring. 
• Advise the nearest police station if your 

property is lost or stolen, vandalised or 
maliCiously damaged. We may ask you to give us 
a written report from the police. 

• Keep the property that has been damaged so 
we can inspect it. 

• Tell us about any prosecution or inquest that 
may be held. 

• Send us any document relating to your claim 
within 72 hours of you receiving the document. 

What you must not do when you make a claim 

You must not do any of the following: 

• Repair or replace any damaged property 
without our consent. 

• Pay, promise to pay, or offer payment, or admit 
responsibility for a claim. 
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You give us your rights to claim 
from anyone else 

If you have a right to claim against someone else for 
a claim you made under this policy, you give us your 
rights to make that claim. You also give us your 
rights to conduct, defend or settle any legal action 
and to act in your name. 

You must not do anything which prevents us from 
doing this and you must give us all the information 
and cooperation that we require. 

Our service commitment 

CGU Insurance is proud of its service standards and 
supports the General Insurance Code of Practice. In 
an unlikely event that you are not satisfied with the 
way in which we have dealt with you, as part of our 
commitment to customer service, we have an 
internal dispute resolution process in place to deal 
with any complaint you may have. 
If you are not satisfied with any of the following, 
please contact your nearest CGU Insurance office. 
• One of our products. • 
• Our service. 
• The service of our authorised representatives, 

loss adjusters or investigators. 
• Our decision on your claim. 
Our staff will help you in any way they can. If they 
are unable to satisfy you, they will refer the matter 
to the appropriate manager who will immediately 
deal with the matter. If the manager cannot resolve 
the matter, the manager will escalate the matter to 
our internal dispute resolution staff. 
Our internal dispute resolution staff will review the 
matter and will try to reach a satisfactory outcome. 
Once their review has been completed, they will 
advise you of our final decision within 15 working 
days. If they need longer, they will contact you and 
explain the reasons why. Our internal dispute • 
resolution process is a free service to you. 
If you do not agree with our final decision, the 
matter may be reviewed through the General 
Insurance Enquiries and Complaints Scheme. The 
scheme is administered by Insurance Enquiries and 
Complaints Ltd (lEC) ABN 23 062 284 888. 
The scheme is an external body that is independent 
of this Company. It will investigate the matter and 
make its decision at no cost to you. 
Brochures outlining our internal dispute resolution 
process are available from your nearest CGU 
Insurance office. 
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Notes How we pay a claim for your buildings when 
your schedule does not show uincluding 
replacement benefi~ 

When damage or loss occurs to your buildings, we 
will do one of the following: 

• Reinstate or repair your buildings to the 
condition they were in just before the damage 
or loss occurred. 

• Pay you the cost of reinstating or repairing your 
buildings to the condition they were in just 
before the damage or loss occurred. 

• Pay you the value of the land and your • 
buildings just before the damage or loss 
occurred. We will reduce this payment by the 
value of your land and your buildings after the 
damage or loss occurred. 

We decide which one we will do. 
We will pay for the damaged portions of fixed 
coverings to walls, floors and ceilings only in the 
room, hall or passage where the damage occurred. 
We will try to match any material used to repair 
your buildings with the original materials. If we 
cannot, we will use the nearest equivalent available 
to the original materials. We will not pay any costs 
for replacing undamaged property. 
If the damage was caused by liquid that escaped 
from a bath, basin, sauna, spa, shower base or • 
shower wall, we will pay the costs to repair your 
buildings. We will not pay the costs to repair or 
replace the bath, basin, sauna, spa, shower base or 
shower wall. 



• 

• 

PID0315 

Insurer 
CGU Insurance Umlted 

ABN 27 004 478 371 
An lAG Company 

REV44104 



• 

• 

first choice 
home insurance product 
disclosure statement and policy 

Preparation date: 01/0812006 

Insurer: CGU Insurance limIted 
ABN 27 004 478 371 
AFS Licence No. 238291 

I 1 -i en 
( I 

0 
J 

0 -0 
CD 

) 
0 
~ 
CD 



contents 
About this insurance 3 

What this policy covers 4-5 

Exclusions to your cover 35 

Your responsibilities to us 41 

Our commitment to you 45 

How to take out insurance 49 

How to make a claim 53 

How to resolve a 
complaint or dispute 60 

Glossary of words with 
a special meaning 61 

Index 65 

Contact us BACK COVER 



• 

• 

First Choice 
Home Insurance 
First Choice Home Insurance allows 
you to choose from two types of 
insurance cover: Listed Events or 
Accidental Damage . 
• Listed Events provides cover for loss or 

damage to your buildings or contents as 
a result of the incidents listed on pages 
12 to 17 . 

• Accidental Damage provides even 
greater cover than Listed Events. It also 
covers accidental loss or damage, plus 
a range of incidents listed on pages 
17 to 20 under specific conditions. 

The type of insurance cover you have chosen 
will be listed on your current schedule. 
First Choice Home Insurance also provides 
a range of additional covers and cover for 
your legal liability. 
You can choose to take out a buildings 
policy, a contents policy, or a combined 
buildings and contents policy. 
You can also add options to your policy 
for domestic workers' compensation, 
strata title mortgagee protection, or 
to extend your valuables cover. 
Your buildings or contents will be covered 
up to the sum insured, as listed on your 
current schedule. 

To flnd out what !his pol1cy 
covers. see next page ~ 

For exclusions to this 
cover, see page 35 ~ 



Listed Events Incident cover provided under 
specific conditions 17 

Buildings we will cover 6 Burning out of an electric motor 17 
Y"hat we will pay for buildings 6 Fire or explosion 18 

Landslide or subsidence 18 
Contents we will cover 6-8 Storm, rainwater or wind 18-19 
What wewill pay for contents 8-10 Theft or attempted theft 19 
Where your contents are covered 10-11 Water or liquid damage 20 

""--
Listed Events cover 12 Liability cover included in this insurance 29-31 
Accidental breakage ".~ 

Liabili!l' cover - general 29-30 
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Buildings we will cover 
We will cover residential buildings, their 
fixtures and fittings and any structural 
improvements at your home. 

Your buildings Include 
• residential buildings that you live in, including any 

professional offices or surgeries in those buildings 
• domestic outbuildings 
• fixed coverings to walls, floors and ceilings 

- these do NOT include fixed carpets, curtains or 
internal blinds 

• infrastructure for services, including infrastructure for the 
supply of electricity, gas, water, intemet and telephone 

• items built in, fixed to, or on the buildings 
• blinds or awnings on the outside of the buildings 
• anything permanently built, constructed or installed 

on your property for domestic purposes. 

Your buildings do NOT Include 
• buildings that a tenant is liable for under the terms 

of a rental agreement 
• plants, shrubs, trees or grass, unless 

- we are covering these under 'Trees, plants and 
shrubs replacement'. 

For Trees, plants arrd shrubs 
replacement. see page 28 .. 

-- What we will pay 
• for buildings 

6 

We will cover your buildings up to the 
sum insured, as listed on your schedule. 

Contents we will cover 
We will cover household goods or 
personal effects not fixed or fitted to 
buildings that you own or are legally 
responsible for. 

Your contents include 
• accessories and spare parts for motor vehicles, 

motorcycles, mini bikes, caravans, trailers and 
watercraft, that are not in, or on them 

• items thinly covered with gold or silver that are not 
jewellery or watches 

• carpets, curtains or internal blinds 
• film, slides and prints, however 

- we will only pay the value of these items as unprocessed 
material, and the cost of processing them 

- if you purchased them already processed we will only 
pay their replacement value 

- we will not pay the costs of recreating any event 
• tapes, cassettes, cartridges and discs, however 

- we will only pay the value of these items when 
blank unless they were pre-recorded when you 
purchased them 

• computer software 
• media purchased online, e.g. music, software, and videos 
• landlords' fixtures and fittings that you are liable for 

under the terms of a rental agreement, unless 
- the body corporate or similar body has insured them 

• fixtures and fittings that you have installed for your own use 
if you are a tenant, or the owner of a strata title unit, unless 
- the body corporate or similar body has insured them 

• goods you use to earn an income at your home, however 
- goods do NOT include office and surgery equipment 

• office and surgery equipment that you use to earn an 
income at your home 

• unregistered motorised golf buggies, ride-on mowers 
and wheelchairs 

• unregistered motorcycles or mini-bikes up to 125 cc that 
do not require registration by law, unless 
- they are being used for racing or pacemaking 

• money and negotiable documents 
• watercraft less than four metres long that is 

not powered by a motor, or is powered by a 
motor less than 10 hp 

• valuable items as listed below 
- jewellery and watches 
- items that contain gold or silver (this does not include 

items thinly covered with gold or silver) 
-furs 
- collections of stamps, money or medals 

Continued next page ... 
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continued ... Contents we will cover 

- battery-powered items as listed below 
- audio visual equipment 
- camera equipment, including accessories 

and unprocessed film, unless 
they are being used underwater, or to earn 
your income 

.. electronic diaries 

.. GPS 

.. mobile or portable phones 

.. portable computers 
- sporting equipment, unless it is being used. 

You can increase the level of cover for valuable items by 
choosing the Other Valuables or Special Valuables option. 

Your contents do NOT Include 

For a description of the Other 
Valuables and SpecIal Valuables 
options. see pages 32-34" 

• unset precious/semi-precious stones 
• plants and trees growing outdoors, unless 

- they are growing in pots or tubs 
• animals, including birds and fish 
• pedal cycles while they are used for racing or pacemaking 
• motor vehicles, caravans, trailers or aircraft other than 

model or toy aircraft 
• registered motorcycles or mini-bikes 
• unregistered motorcycles or mini-bikes over 125CC 
• watercraft more than four metres long 
• watercraft less than four metres long that is powered by 

a motor of more than 10 hp 
• jet skis. 

What we will pay 
for contents 
There are set maximum amounts that 
we will pay when you make a claim. These 
amounts are listed on the following table and 
are included in your contents sum insured. 

Continued next page .. 

CONTENTS 

any content nem, pair, set. collection 
or system of contents items 

office and surgery equipment 
- indudes all battery-powered 
items, see below ... 
goods you use for earning your 
income in your buildings 

money and negotiable documents 

THE MOST WE WILL PAY 

up to the contents sum 
insured as listed on 
your schedule (inclusive 
of GST) in total 

$20,000 (inclusive of GST) 
per item, pair, set, 
collection or system 
$10,000 (inclusive of GST) 
in total 

$5,000 (inclusive of GST) 
in total 

~~d~;·u;rt;;;j·E~·"·"··"""""····"··"·$75~·(i~~i~~i~~·~i·;;;;;)·· ... 
in total ..................................................................................................... 

under Accidental Damage $1,250 (inclusive of GST) 
in total 

watercraft less than 4 metres 
long that is not powered by 
a motor, or is powered by a 
motor less than 10 HP 

accessories and spare parts for 
motor vehicles, motorcycles. 
mini-bikes, caravans, trailers 
and watercraft 
VALUABLE ITEMS INCLUDED 
IN CONTENTS 

$5,000 (inclusive of GST) 
in total 

$750 Onclusive of GST) 
in total 

..................................................................................................... 
under Usted Events up to 20% of the contents 

sum insured as !isled on 
your schedule, or 

• 

up to $5,000 Onclusive 
of GST), whichever is 
higher - this amount is 
included in your 
contents sum insured • ..................................................................................................... 

under Accidental Damage up to 20"k of the contents 
sum insured as listed on 
your schedule, or 

anyone item, pair, set, collection 
or system of valuables other than 
sporting equipment 
battery-powered items 

anyone item. pair, set, collection 
or system of sporting equipment 

up to $7.500 (inclusive 
of GST), whichever is 
higher - this amount is 
included in your 
contents sum insured 
$2,500 Onclusive of GST) 
per item, pair, set, 
collection or system 
$2,500 (inclusive of GST) 
per item 
$3,000 (inclusive of GST) 
per item, pair, set, 
collection or system 

n o 
<: 
m 
~ 
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continued ... What we will pay for contents 

Nominating the amount we will pay for contents 
When you take out a contents policy, you must nominate the 
replacement value of your contents at today's prices. This is 
called your 'sum insured' and is listed on your schedule. 

Increasing the amount we will pay for contents 
excluding valuable items 
You can increase the maximum amount we will pay for any 
content item, pair, set, collection or system by nominating 
an amount that is higher than $20,000. Your contents will 
be listed on your schedule as 'special contents'. 

Increasing the amount we will pay for valuables 
You can increase the total amount we will pay for your 
valuables by adding the Other Valuables option to your 
policy. This amount is in addition to your contents sum 
insured. 
You can increase the maximum amount we will pay for an 
individual valuable item by adding the Special Valuables 
option to your policy. This amount is in addition to your 
contents sum insured. 

For a description of the Other 
Vafuabfes and SpedaJ Vafuabfes 
options, see page '$l. 

Where your contents 
are covered 
Your contents are covered at your home. 
Your contents are also covered away from 
your home, anywhere in Australia . 

Contents 
- at your 
home 
- at your 
home in 
the open 
air 

We will cover your contents at your 
home for loss or damage as a result of 
an incident we have agreed to cover. 
Under Listed Events, if your contents are 
at your home in the open air (not in a 
building that is fully enclosed) and they 
suffer loss or damage as a result of 
• storm, rainwater or wind, or 

I • theft or attempted theft 
I the most we will pay is up to $2,000 

(inclusive of GST) in total. This limit does 
not apply to swimming pools, saunas or 
spas, or their accessories. 

Contents 
-away 
from your 
home 

We will cover your contents away from 
your home, for loss or damage as a 
result of an incident we have agreed 
to cover. Under Listed Events, we will 
cover your contents anywhere in 
Austra[ia. Under Accidenta[ Damage, 
we will cover your contents anywhere 
in Australia and New Zealand. 
We will NOT cover 
• accessories and spare parts for motor 

vehicles, motorcycles, mini-bikes, 
caravans, trailers and watercraft 

• goods you use for earning an income 
• office and surgery equipment you use 

for earning your income 
while they are away from your home. 
We will NOT cover your contents if they 
• have been away from your home for 

more than 90 consecutive days, unless 
- the contents are sporting equipment 

stored within a club room 
• have been removed permanently from 

your home by you, unless 
- we have agreed to cover them 

• are on the way to, or from, or are in a 
commercial storage facility, or in transit 
during a pemnanent removal, unless 
- we have agreed to cover them under 

'Contents in transit' or 'Contents in 
a commercial storage facility'. 

Under Listed Events, we will ONLY cover 
your contents for loss or damage as a 
result of storm, rainwater, wind or 
impact by a vehicle if they are 
• in a residential building, boarding house, 

motel, hotel, club, nursing home, or 
hospital where you are staying, or 

• sporting equipment stored within 
a club room. 

Under Listed Events we will NOT cover 
• your contents for theft while they are 

away from your home, unless 
- they are sporting equipment locked in 

a clubroom . 
• your contents for loss or damage as a 

result of storm, rainwater, wind, or 
impact by a vehicle i!they are in a 
tent, vehicle, caravan, trailer, aircraft, 
or watercraft. 

11 
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Listed Events cover 
If you have chosen Listed Events Home 
Insurance, we will cover your buildings or 
contents for loss or damage as a result of 
the incidents listed on pages 12 to 17. 

[f you make a claim. you will need to pay any excesses 
that apply - you will only need to pay this amount once. 
Any cover we provide is subject to exclusions. 

Accidental 
breakage 
BUILDINGS 

CONTENTS 

For exdusfons to th1s cover, 
seepage3S .. 

I Under Listed Events. we will cover I your buildings or contents for loss or 

I damage when an item is chipped or 
fractured through its entire thickness. 
[f you have insured your buildings, we 
will cover any 
• fixed glass in your buildings, including 

- any window tinting or shatter proofing 
material attached to the glass 

• fixed shower bases, basins, sinks, 
spas, baths and toilets. 

[f you have insured your contents, we 

I will cover any 
I • mirrors, glassware, crystal, crockery, 
I unless 

- they are damaged while being used, 
cleaned or carried by hand 

• glass in furniture, however 
- we will not cover glass that is part 

of a television, or a computer screen 
or monitor. 

[f you have insured your contents and 
live in a rental building, we will cover 
accidental breakage of fixed shower 
bases, basins, sinks, spas, baths and 
toilets, however 
• this only applies when your rental 

agreement makes you responsible 
for these items. 

Burglary or I Under Listed Events, we will cover 
break-in your buildings or contents for loss 

BUILDINGS 
or damage as a result of a burglary 

CONTENTS 
or break-in, or an attempted burglary 
or break-in. 
We will NOT cover loss or damage as 

• a result of a burglary or break-in by 
1 a tenant. I The burglary or break-in, or attempted 
i burglary or break-in, must be reported 
I to the Police. 

Burning Under Listed Events, we will cover 
out of an the cost to repair or replace your 
electric electric motor if it burns out or fuses. 

motor i We will ONLY do this if your electric 

BUILDINGS 
I motor is 15 years old or less. 

CONTENTS 1 

Deliberate i Under Listed Events, we will cover 
or your buildings or contents for loss 
intentional or damage as a result of a deliberate 

acts and intentional act. 

BUILDINGS 
We will NOT cover loss or damage as 
result of a deliberate or intentional act 

CONTENTS by a tenant. 

Earthquake I Under Listed Events, we will cover 
or tsunami I your buildings or contents for loss or 

• 

BUILDINGS I damage as a result of an earthquake 
CONTENTS I or tsunami. • 

! You must pay an additional excess i of $250. 
i We will only cover loss or damage as 
! a result of an earthquake if the loss or 

II damage occurs within 72 hours of the '" 
earthquake. x 

?< 
~ 
x 
ih 
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continued ... incidents covered under Listed Events Landslide ! Under Listed Events, we will cover 
or I your buildings or contents for loss 

Fire or Under Listed Events, we will cover subsidence I or damage as a result of a landslide 
explosion your buildings or contents for loss or subsidence. 

or damage as a result of a fire or BUILDINGS 

BUILDINGS We will ONLY do this if the loss or 
an explosion. CONTENTS 

CONTENTS damage occurs within 72 hours of 
We will NOT cover loss or damage • an earthquake or explosion 
caused by a bushfire or grassfire within • a storm, including rainwater or wind, or 
48 hours of the start date of your • liquid escaping from a fixed pipe, or 
policy, unJess an object attached to a pipe, fixed 
• you took out your insurance with us gutter, fixed tank or a drain. 

immediately after another insurance • policy covering the same buildings Lightning Under Listed Events, we will cover 
or contents expi red, without a break or your buildings or contents for loss 
in cover thunderbolt or damage as a result of a lightning 

• you took out your insurance with us or thunderbolt. 
immediately after the risk passed to BUILDINGS 

you as purchaser of your buildings CONTENTS 

• you took out your insurance with us 
Riots immediately after you signed a lease Under Listed Events, we will cover 

contract for your buildings. or civil your buildings or contents for loss 
commotion or damage as a result of riots, civil 

Impact Under Listed Events, we will cover commotion, or industrial or political 
BUILDINGS disturbances. damage your buildings or contents for loss or CONTENTS 

BUILDINGS damage as a result of an impact. 
CONTENTS We will ONLY cover loss or damage Storm, Under Listed Events, we will cover 

caused by the impact of rainwater your buildings or contents for loss or 
• an aircraft, spacecraft or satellite, or or wind damage as a result of storm, 

- anything dropped from them rainwater or wind. 
BUILDINGS 

• a falling television or radio antenna CONTENTS We will NOT cover loss or damage caused 
mast or dish by a named cyclone within 48 hours of • • vehicles or watercraft the start date of your policy, unJess 

• an animal or bird that is not kept • you took out your insurance with us im-
at your home, unless mediately after another insurance policy 
- the loss or damage is caused by covering the same buildings or contents 

any animal or bird eating, chewing expired, without a break in cover 
clawing or pecking • you took out your insurance with us 

'" 
• a falling tree or part of a tree, unJess immediately after the risk passed to 

~ - the damage is caused when you, you as purchaser of your buildings '" w '" > ". 
0 or someone else acting on your • you took out your insurance with us -< 
u -< ,. behalf, cuts down or removes immediately after you signed a lease '" u ;;; 
~ branches from a tree. contract for your buildings. ~ 

~ ~ 
!'! I We also pay the cost of removing and Continued next page ... ;; 

'" ! disposing of the fallen tree or parts. '" ~ n 
~ 0 

" < 
X m 

~ 
~ 

'" 
14 15 



continued ... incidents covered under Listed Events Water I Under Listed Events, we will cover 
or liquid your buildings or contents for loss or 

continued ... We will NOT cover damage " damage caused by water or liquid. 
Storm, • swimming pool covers, including i We will also cover the cost of finding 
rainwater - solar covers and plastic liners 

BUILDINGS i where the water or liquid escaped 
or wind CONTENTS from, including the cost of repairing • water entering your buildings 

- through an opening made for any 
any damage that occurs while looking 
for the cause. 

building, renovation or repair work We will ONLY CDVer loss or damage - because of a structural defect, faulty 
design or faulty workmanship when 

caused by water or liquid escaping from 

your buildings were constructed I • a fixed pipe or an object attached to a 

• free-standing fences made of : pipe, fixed gutter, fixed tank or a drain 
I • a bath, basin, sauna, spa, shower 

corrugated fibrous material that do i base or shower wall, sink, toilet or 
not have a supporting frame, unless I tiled floor that has drainage holes • - they have been installed and • a washing machine or dishwasher 

constructed according to the I . an aquarium 
manufacturer's specifications • a waterbed. 

• free-standing gates, fences or walls ! We will NOT cover the cost of repairing that are made of timber and are more 
than 15 years old. 

the item that caused the escape of 
I water or liquid. 

Theft or I Under Listed Events, we will cover Accidental Damage cover attempted I your buildings or contents for loss 
theft or damage as a result of theft or If you have chosen Accidental Damage Home 
BUILDINGS 

attempted theft. Insurance, we will cover your buildings or 
CONTENTS We will ONLY cover theft of money or contents for any accidental loss or damage. negotiable documents when force is 

used by someone to enter your There are also a number of incidents we will cover under 
buildings. specific conditions. These are listed on pages 17 to 20. 

We will NOT cover your buildings or If you make a claim, you must pay any excesses that 
contents for loss or damage as a result of apply - you will only need to pay this amount once. 
• theft from any part of the buildings Any cover we provide is subject to exclusions. 

I which you share with another person For exclusfons to this COYer, • who is not insured under this policy see page 35 .-

• theft by a tenant. 
The theft or attempted theft must Incident cover provided 
be reported to the Police. 

~ under specific conditions ~ ~ 
w 

Vandalism 
x 

> Under Listed Events, we will cover ~ 0 u 
your buildings or contents for loss Burning out Under Accidental Damage, we will ~ 

> or a x 
u 

of an electric cover the cost to repair or replace your ~ 
~ malicious or damage as a result of vandalism 0 ~ 

~ or a malicious act. motor electric motor if it bums out or fuses. 0 

'" act 
r n x I We wili NOT cover loss or damage as I We will ONLY do this if your electric -< 

~ BUILDINGS n 
~ BUILDINGS a result of vandalism or a malicious act motor is 15 years old or iess. 0 

'" CONTENTS < x CONTENTS m 
3: by a tenant. ~ 

'" 
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continued ... incidents covered under Accidental Damage continued ... • you took out your insurance with us 
with specific conditions Storm, immediately after the risk passed to 

rainwater you as purchaser of your buildings 
Fire or Under Accidenta[ Damage, we will or wind • you took out your insurance with us 
explosion cover your buildings or contents for immediately after you signed a [ease 

loss or damage as a result of a fire or contract for your buildings. 
BUILDINGS 
CONTENTS an explosion. We will NOT cover 

We will NOT cover loss or damage • swimming pool covers, Including 
caused by a bushfire or grassfire within - solar covers and plastic liners 
48 hours of the start date of your • water entering your buildings 
policy, unless - through an opening made for any 
• you took out your insurance with us building, renovation or repair work • immediately after another insurance - because of a structural defect, faulty 

policy covering the same buildings or design or faulty workmanship when 
contents expired, without a break in cover your buildings were constructed 

• you took out your insurance with us • free-standing fences made of 
immediately after the risk passed to corrugated fibrous material that do 
you as purchaser of your buildings not have a supporting frame, unless 

• you took out your insurance with us - they have been installed and 
immediately after you signed a [ease constructed according to the 
contract for your buildings. manufacturer's specifications 

• free-standing gates, fences or walls 
Landslide Under Accidenta[ Damage, we will that are made of timber and are more 
or cover your buildings or contents for than 15 years old. 
subsidence [055 or damage as a result of a 

BUILDINGS 
[andslide or subsidence. Theft or Under Accidenta[ Damage, we wil[ 

CONTENTS We will ONLY do this if the [ass or attempted cover your buildings or contents for 
damage occurs within 72 hours of theft loss or damage as a result of theft or 
• an earthquake or explosion attempted theft. 
• a storm, including rainwater or wind, or BUILDINGS 

We will NOT cover your buildings or 
• liquid escaping from a fixed pipe, or 

CONTENTS 
contents for [055 or damage as a result of • an object attached to a pipe, fixed • theft from any part of the buildings 

gutter, fixed tank or a drain. which you share with another person 

Storm, Under Accidenta[ Damage, we will 
who is not insured under this policy 

• theft by a tenant. 
rainwater cover your buildings or contents for 

The theft or attempted theft must 
or wind loss or damage as a result of storm, 

rainwater or wind. be reported to the Police. .. BUILDINGS " ~ We will NOT cover [ass or damage caused '" w CONTENTS ,. > 
by a named cyclone within 48 hours of -0 0 -0 U 

'" ,. the start date of your policy, unless ;;; :! 
~ 0 • you took out your insurance with us g 

~ 

immediately after another insurance n l!! < '" policy covering the same buildings or n ~ 0 !< contents expired, without a break in cover. < m 

'" ~ 

~ ~ 

Continued ... 
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continued ... incidents covered under Accidental Damage 
with specific conditions 

Water 
or liquid 
damage 
BUILDINGS 

CONTENTS 

Under Accidental Damage, we will 
cover your buildings or contents for 
loss or damage caused by water or 
liquid. We will also cover the cost of 
finding where the water or liquid 
escaped from, including the cost of 
repairing any damage that occurs 

, while looking for the cause. 
I We will NOT cover your buildings or I contents for loss or damage caused by I . flood 
i . landslide or subsidence, unless 
I -we agree to cover the incident i as described under 'Landslide 

or subsidence' 
• water entering your buildings 

- through an opening made for any 
building, renovation or repair work 

- because of a structural defect, faulty 
design or faulty workmanship when 
your buildings were constructed. 

We will NOT cover the cost of repairing 
the item that caused the escape of 
water or liquid. 

Additional cover included 
under Listed Events and 
Accidental Damage 
Accidental Damage Home Insurance and 
Listed Events Home Insurance include a 
range of covers we refer to as 'additional 
cover'. These covers are listed on the 
following pages. The additional cover we 
provide depends on whether you have a 
buildings policy, contents policy or a 
combined buildings and contents policy. 

Continued .. 

The amount we will pay for these covers is in addition to 
the sum insured, as listed on your schedule. 
If you make a claim for an additional cover, you will not 
need to pay an excess. 
Any cover we provide is subject to exclusions. 

Accounting 
fees for a 
tax audit 
CONTENTS 

Alternative 
accommo-
dation 
BUILDINGS 

CONTENTS 

For exclusions to this cover. 
seepage35 .. 

I If your personal financial affairs 
! are audited by the Federal Commission-I er of Taxation, we will cover any 
! accountant's fees that you must pay I as a result, up to $5,000 (inclusive of 
, GST) during your period of insurance . 
i You must advise us of any such audit. 

We will NOT cover claims for 
• any audit that relates to a criminal 

prosecution 
• fees where the final assessment of 

your taxable income for the period 
being audited is 20 per cent higher 
than your original declaration 

• fees for work performed outside the 
time limits allowed by the Federal 
Commissioner of Taxation 

• any fines, penalties or adjustments 
of taxation. 

[f your buildings or contents suffer 
loss or damage and you are unable to 
live in your home as a result, we will 
cover the costs of alternative 
accommodation for up to 12 months. 

I 
The loss or damage must occur as a 
result of an incident we have agreed 

i to cover. 
! If you have buildings insurance we will 
i • pay an amount that is equal to the 
I weekly rental value of your buildings 
I before the incident occurred 
! • pay the reasonable costs of alternative 
I accommodation for your pets 
1 up to 10 per cent of the buildings sum 
I insured, as listed on your schedule. 

Continued next page to-

• 

• 
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continued ... Additional cover included in this insurance Contents We will cover your contents for loss 
in transit or damage whilst they are being 

continued ... We will NOT cover this, or we will transported by a vehicle to your 
CONTENTS Alternative reduce the amount we pay if home, or to a commercial storage 

accommo~ • you receive any payment for rent facility within Australia, up to $10,000 
dation from another source (inclusive of GST) during your period 

• you do not need to pay for alternative ' of insurance. 
accommodation. I We will ONLY cover you r contents if 

If you have contents insurance, we will there is a theft following violent or 
pay the reasonable costs of alternative forceab[e entry, or [055 or damage 
accommodation, up to 10 per cent of occurs as a result of fire, collision or 
the contents sum insured, as listed on overturning of the vehicle that is • your schedule. transporting your contents . 

We will NOT cover this, or we will We will NOT cover [055 or damage 
reduce the amount we pay if • to glassware, crystal, crockery, 
• we have paid you for rent following mirrors or china, or 

loss or damage to your buildings I . caused by denting, scratching, 
• you receive any payment for rent or I chipping or bruising. 

accommodation from another source 
• you do not need to pay for alternative Credit card [f your credit cards or financial 

accommodation. and transaction cards are 
transaction • misused after they are stolen, or 

Contents We wi[[ cover your contents for loss card • fraudulently used on the internet 
in a or damage whilst they are misuse we will pay the financial institutions 
commercial in a commercial storage faCility 

CONTENTS 
that issued them, up to $5,000 

storage in Australia up to the total (inclusive of Gsn. 

facility contents sum insured, as listed We will ONLY cover this if you have 
on your schedule. complied with the terms on which the 

CONTENTS You must tell us that your contents are credit cards or financial transaction 
in a commercial storage facility before cards were issued. • they are put into storage and we must Under Accidenta[ Damage, we will also 
have agreed to cover them. pay if your credit cards or financial 
[f we agree to cover your contents in transaction cards are lost. 
a commercial storage facility, it will be 
listed on your schedule. Debris We will cover the reasonable costs to 
We will ONLY cover your contents if removal demolish and remove any debris that 

~ the loss or damage occurs as a result results from loss or damage to your :€ ~ and ~ 

of an incident we have agreed to cover. '" > buildings or contents, up to 10 per :; 0 demolishing u 
~ 

> We will NOT cover jewellery, money cent of your buildings or contents '" ~ ;; 
g or negotiable documents. BUILDINGS I sum insured. ~ 

~ CONTENTS g 
~ i The debris must occur as a result of an n i < 
~ I incident we have agreed to cover. n 
~ 0 < < 
'" m ;; ~ 

'" 
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continued ... Additional cover included in this insurance 

Document 
damage 
CONTENTS 

Employees' 
belongings 
CONTENTS 

Frozen 
food 
CONTENTS 

Funeral 
expenses 
CONTENTS 

I
lf documents kept in your home or 
in a bank vault suffer loss or damage, 

I we will cover the costs to reproduce 

I, or restore them, up to $1,000 
, (inclusive of GST). 
I 
I This includes the costs to reproduce 

I or restore the information contained 
on the documents. 

If your employees' belongings suffer 
loss or damage, we will cover the 
cost to repair or replace them, up to 
$5,000 (inclusive of GST). 

We will ONLY cover your employees' 
belongings if the loss or damage occurs 
• as a result of an incident we have 

agreed to cover 
• while your employees are working 

at your home, and 
• while your employees are doing 

domestic work for you. 
We will NOT cover contents that are 
already insured under another policy 
by someone other than you. 

Under Listed Events, we will cover 
the cost to rep [ace the [ass of any 
frozen food, up to $500 (inclusive 
of GST), if your freezer breaks down. 
We will ONLY do this if your freezer 
breaks down as a result of an 
incident we have agreed to cover. 
Under Accidenta[ Damage, we 
will cover the cost to replace the 
[ass of any frozen food. 

I [f you, or any member of your family 
dies, we will cover the funeral costs, 

I up to $10,000 (inclusive of GST). 

Continued ... 

continued .•• 
Funeral 
expenses 

Guests' 
or visitors' 
belongings 
CONTENTS 

Legal 
costs in 
Australia 
CONTENTS 

I The death must occur 
i • as a result of an incident we have 
! agreed to cover 

• within 12 months of the incident, and 
• as a result of an incident that 

occurred at your home. 

I [f contents belonging to your guests 
I or visitors suffer [ass or damage, we 
! will cover the cost to repair or rep [ace 
i them, up to $5,000 (inclusive of GST). 

The [ass or damage must occur as a 
result of an incident we have agreed 
to cover. 
We will NOT cover contents that are 
already insured under another policy 

, by someone other than you. 

J We will cover any [egal costs you 
! are [iable to pay following legal i proceedings brought by you or 

I against you, up to $5,000 

I 
(inclusive of GST). 
We will ONLY cover legal costs and 

! expenses that 
, . d i . occur during your current peno 
I of insurance 

• you tell us about during your current 
period of insurance, and 

• we have agreed to cover. 
We wi[[ ONLY pay this once during your 
period of insurance. 
We will NOT cover legal costs and 
expenses relating to 
• spouse or partner disputes including, 

but not limited to, divorce, custody, 
child maintenance, or property disputes 

• claims for death, bodily injury to, 
or disease of, any person 

• claims where cover is availab[e by a 
standard form of motor vehicle, home 
owners or householders, motorcycle, 
caravan or boat insurance 

Continued next page ... 

• 
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continued ... Additional cover included in this insurance Replacing Under Listed Events, if a key to an 
keys and external door or window lock of your 

continued ... We will NOT cover legal costs and repairs buildings is stolen, we will cover the 
Legal costs expenses relating to to, and reasonable costs to replace your keys 
in Australia • any criminal charge or prosecution and repair and re-code your locks 

brought against you re-coding and barrels, up to $1,000 (inclusive 
• any road traffic offence or boating of locks of GST). 

offence committed by you and barrels Under Accidental Damage, if a key 
• any matter arising out of your BUILDINGS I to an external door or window lock of 

business or profession CONTENTS your buildings is stolen or lost, we will 
• any matter arising out of any cover any reasonable costs to replace 

insurance cover required by legislation your keys and repair and re-code your • • any award of damages against you locks and barrels . 
• any penalties, fines or awards of The theft or loss of the keys must 

aggravated, exemplary or punitive occur as a result of an incident we 
damages made against you. have agreed to cover. 

The theft must be reported to the Police. 
Modifi- If you are injured as a resu It of loss 
cations or damage to your buildings, and the Sale of If you have entered into a contract to 
to your injuries lead to permanent paraplegia your home sell your home, we will extend your 
buildings or quadriplegia, we will cover the buildings cover to the purchaser until 

cost of modifications to your BUILDINGS 
• the contract settlement date BUILDINGS buildings so you can live in them, • the purchaser insures the home, or 

up to $10,000 (inclusive of GST). 
• the purchaser becomes liable for 

The injury must occur as a result of damage to the home 
an incident we have agreed to cover. whichever happens first. , 

This cover will stop immediately if Mortgagee If you make a claim for the total loss 
discharge of your buildings, we will cover any • the sale contract is terminated, or 

costs legal costs associated with the • your buildings insurance comes to 
I discharge of any mortgage you have ! an end. • BUILDINGS left owing. 
I Security If your monitored burglar alarm I The total loss must occur as a result of 

an incident we have agreed to cover. firm to system is set off as a result of a theft 
monitor or an attempted theft, we will cover 

Rebuilding If your buildings suffer loss or your home the costs of a security firm to attend 

~ fees damage, and need to be rebuilt as your home, up to $1,000 (inclusive 
:Ii CONTENTS of GST). ~ 

a result, we will cover the costs of " ~ 

> BUILDINGS > 0 employing an architect or surveyor, We must agree to cover the theft or -< u -< 
~ attempted theft. " u and also pay any legal fees that arise ;; ::; 

~ 0 from the rebuilding, up to 10 per cent We will NOT cover this when there is 0 ~ ~ 

'" of your buildings sum insured. • a false alarm, or n 
" -< ... 

The rebuilding must occur as a result • no evidence of an attempted burglary. n ... 0 « < 
" of an incident we have agreed to cover. m 

~ 3: ~ 
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continued ... Additional cover included in this insurance Veterinary I [f your pet is injured as a result 
expenses of a road accident, we will cover the 

Storage If buildings you live in suffer [ass or , veterinary expenses, up to $500 
costs damage and you are unable to live CONTENTS i (inclusive of Gsn. 
CONTENTS in them as a result, we will cover the 

reasonable costs to remove your 
contents and store them for up to Liability cover included 12 months. 
The [ass or damage must occur as a in this insurance result of an incident we have agreed 
to cover. 

We will cover your legal liability as a result 
We will also cover your contents while 
they are in storage. of an incident that causes loss or damage to 

someone else's property, or death or bodily • Sum [f we agree to pay you for a [ass to injury to other people, during your period 
insured your buildings or contents we will of insurance. We will also cover claims in 
BUILDINGS 

increase your sum insured for connection with your position as a committee 
CONTENTS buildings or contents by the amount member during your period of insurance. the Consumer Price Index (all 

groups) has increased since you Any cover we provide is subject to exclusions. 
took out your policy. For exclusions to this cover, 

However, we will NOT increase your seepage35 .. 

sum insured for special contents. Liability I We will cover liability claims up to 
You will be fully insured again for your cover $20,000,000 (including GST) for 

[ buildings or contents for the amounts - general any incident listed below. 
I shown on your schedule, unless 

BUILDINGS 
This amount includes any legal costs 

I • your claim is for a total [ass and we CONTENTS that must be paid to defend the claim 
i pay you the sum insured, then your and any costs awarded against you. 

I policy comes to an end, subject to any [f you have insured your buildings, 
continuing liability cover and no refund including strata title or a similar I of your premium is due. scheme, we will cover you for the 

amount you have to pay as owner • Trees, I We will cover the cost to rep [ace any or occupier of the buildings. 
plants and trees, plants or shrubs that are If you have insured your contents and 
shrubs stolen, burnt, maliciously damaged, live in a rental building, we will cover 

replace- or damaged by a vehicle. you for the amount you have to pay as 
~ ment We will not cover loss or damage owner of your contents, or occupier of 

:E ~ the building. w to a lawn. " > BUILDINGS ,. 
0 If you have insured your contents and .. 
u Under Listed Events, we will pay up to .. 
> you own part of the building that has " u $750 (inclusive of GST) during your ~ 
~ been subdivided, we will cover you for ~ 0 period of insurance. g ~ 

~ the amount you have to pay as owner n i Under Accidental Damage, we will pay of your contents, or occupier of your -< 
~ " ~ up to $1,500 (inclusive of GST) during I part of the building. 0 < < 
" your period of insurance. m 
~ ~ 

Conthtued next page .. 
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continued ... Additional cover included in this insurance Liability We will pay for claims made against 
cover - for you for an alleged or actual act or 

continued ... If you have insured your contents, committee omission during anyone period of 
Liability cover other valuables or special valuables, we members insurance. 
- general will cover you for the amount you have We will ONLY pay for your liability in 

to pay for any incident that happens CONTENTS connection with your position as a aUILDINGS 

CONTENTS • anywhere in Australia committee member of a sporting or 
• anywhere in Australia in connection social club. The most we will pay, 

with your position as a committee including legal costs, is $10,000 
member of a sporting or social club, (inclusive of GST) during anyone 
however period of insurance. 
- we will NOT pay if you receive more We will not cover you if you receive than $1,000 per year for holding • that position more than $1,000 per year for holding 

• anywhere in the world for 90 this position. 

consecutive days, starting from This cover does not apply to liability 
the time you leave Australia. claims for loss or damage to someone 

We will NOT cover you for any amount else's property, or death or bodily injury 
you have to pay as owner or occupier to other people. 
of your buildings. 
If you have insured your contents, we 

Optional cover you can will cover you for any amounts you 
have to pay for any incident that 

add to your policy happens anywhere in Australia arising 
out of the use of 
• a watercraft that is less than 4 metres You can broaden the scope of your cover 

long and is not powered by a motor, or by adding any of the following options. You 
is powered by a motor less than 10 hp, 

will need to apply for this cover and pay an unless 
- the watercraft is a jet ski additional premium. Any options that we 

• unregistered motorcycles or mini-bikes agree to add to your policy will be listed on 
up to 125cc, which do not require your current schedule. registration by law, unless • - they are being used for racing or Any cover we provide is subject to exclusions. 

pacemaking. 
Forexcluslons to thlscover, 
seepage35 ... 

Liability If your buildings are a total loss, we Domestic If you employ a person to do work cover - will continue liability cover for any 
when your amount you have to pay as owner or Workers' around your home such as cleaning 

~ or gardening, you can add cover for '" ~ occupier of the buildings for up to six Compen-w buildings the amount you are liable for if they '" > months from the date your buildings sation > 0 -< u are a total were destroyed. I are injured while working for you, -< > '" ~ loss This cover will stop immediately if subject to the relevant legislation in iii 
~ ~ 

your State or Territory. 0 ~ I . construction commences at the home ~ 
~ BUILDINGS n i Continued next page .... .. 
~ I . you sell the land, or " ~ 0 < • you take out a new buildings < 
'" rn 
~ i insurance policy for the home. z 

~ 
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continued ... Optional cover that can be added to your policy continued ... i • sporting equipment, unless 
Other ! -it is being used. 

continued ... I If you choose this option, it will be vaJuables 
Your valuable items do Nar Include 

Domestic I listed on your schedule as 'Domestic • unset precious/semi-precious stones Workers' i Workers' Compensation'. • items thinly covered with gold or silver Compensation I You will need to check with your local • motor vehicles, motorcycles, mini-
i Workers' Compensation Authority as bikes, caravans, trailers or aircraft or I this cover may be compulsory. accessories, or spare parts of any of 
i The cover only applies to employees these items i doing domestic work for your • watercraft more than four metres long 
I household and will not cover any • watercraft less than four metres I person that is working for you in your long that is powered by a motor i business, profession, trade or of more than 10 hp. • I occupation, or if you are a landlord The most we will pay for this option is j An excess may apply to this option. the amount you nominate, as listed on 

To find out who the Insurer your schedule under 'Other Valuables'. 
Is for this option, see inside There are also set maximum amounts backcover .. I that we will pay when you make a daim. 

Other With this option you can nominate VALUABLES THE MOST WE WILL PAY 

Valuables an overall amount we will pay for 1 any one item. pair, $2,500 (inclusive 
accidental loss or damage to your ! set, collection or of GST) per item, 
valuables system of valuables pair, set, collection ! other than sporting 
• anywhere in Australia and New equipment or system 

Zealand, and I battery-powered $2,500 (inclusive 
• anywhere in the world for up to go : items of GST) per item , 

consecutive days from the time ! any one item, pair, $3.000 (inclusive 
you leave Australia ; set, collection or of GST) per item, I system of sporting pair, set, collection without listing them individually. ! equipment or system I 

Valuabl.ltems we will cover are listed below i This option is 
• jewellery and watches I • not available for office and surgery 
• items that contain gold or silver (this ! equipment • does not include items thinly covered i . only available for contents policies. 

with gold or silver) i No excesses apply to this option. 
• furs 
• collections of stamps, money or medals Special With this option you can nominate 
• battery-powered items, as listed below Valuables an individual amount we will pay for 

~ - audio visual equipment accidental loss or damage to anyone " « x w 
item, pair, set, called ion or system of 

,. > - camera equipment, including access- ~ 0 
~ u aries and unprocessed film, unless valuables x > v; u they are being used underwater, or to • anywhere in Australia and New ~ ~ :'? ~ earn your income Zealand, and n ~ 

- electronic diaries -< x anywhere in the world for up to go " >-
0 >- -GPS consecutive days from the time < < m X - mobile or portable phones ~ ;0 you leave Australia. ~ 

- portable computers 
Continued next page .- 33 32 Continued .. 



• 

• 

34 

continued ... Optional cover that can be added to your policy 

continued ... 
Special 
valuables 

Strata Title 
Mortgagee 
Protection 

The most we will pay for this option 
is the individual amount you 
nominate, as listed on your schedule 
under 'Special Valuables'. 
This option is 
• not available for office and surgery 

equipment 
• only available for contents policies. 
No excesses apply to this option. 

For a list of valuable items we 
cover, and a list of Items we do 
not include as valuables, see 
Other Valuables; page 32 .. 

With this option we will cover the 
amount you must pay to settle your 
mortgage following [ass or damage 
to buildings that you own under a 
strata title or similar plan. 
If you choose this option the 
individual amount you nominate and 
any excesses that apply will be listed 
on your schedule under 'Strata Tit[e 
Mortgagee Protection'. 
We will pay up to the amount you 
owe on your mortgage, but no more 
than the sum insured, as listed on 
your schedule. 
We will pay this amount to your 
mortgagee when you are required 
to pay your mortgagee in full, however 
• the [055 or damage must occur as a 

result of an incident we have agreed 
to cover. 

We will ONLY pay this when the 
body corporate 
• has not insured the buildings, or 
• has not insured the buildings for loss 

or damage you can claim for under 
this policy. 

This option is available 
• for contents policies, or 
• as a stand alone policy. 
An excess may apply to this option. 

Listed Events, Accidental Damage, 
Additional cover and Strata Title 
Mortgagee Protection exclusions 

Other Valuables and Special 
Valuables cover exclusions 

Liability cover exclusions 

General exclusions 
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Exclusions to your cover 
Any cover we provide is subject to the 
following exclusions. 

Listed 
Events, 
Accidental 
Damage, 
Additional 
cover and 
Strata Title 
Mortgagee 
Protection 
exclusions 

i We will NOT cover any loss or 
I damage as a result of, or caused by 

I
, settling, shrinkage or any movement 

of earth 
, 'erosion, rust, corrosion, gradual 

deterioration, depreciation, wear or tear 
, rats, mice or insects 
, roots from trees, plants, shrubs or grass 
, any process of cleaning involving the 

use of chemicals other than domestic 
household chemicals 

, a defect in an item, structural defects, 
or faulty workmanship or design 

, breakage of mirrors, glassware, crystal, 
crockery or china while they are being 
used, cleaned or carried by hand 

, malicious damage or vandalism by 
a tenant 

, deliberate or intentional acts by a tenant 
, theft by a tenant 
, theft from any part of the buildings 

which you share with another person 
who is not insured under this policy 

, mechanical or electrical breakdown 
other than an electric motor burning 
out, unless 
- the breakdown results in damage 

to your buildings or contents 
• flood 
• landslide or subsidence, unless 

- we agree to cover the incident 
as described under 'Landslide 
or subsidence' 

• water entering your buildings 
- through an opening made for any 

building. renovation or repair work 
- because of a structural defect, faulty 

design or faulty workmanship when 
your buildings were constructed. 

Other 
Valuables 
and 
Special 
Valuables 
cover 
exclusions 

Liability 
cover 
exclusions 

We will NOT cover any loss or damage 
as a result of. or caused by 
• rust, corrosion, gradual deterioration, 

depreciation, wear or tear 
• a defect in an item 
• rats, mice or insects 
• any process or cleaning involving the 

use of chemicals other than domestic 
household chemicals 

• mechanical or electrical breakdown 
other than an electric motor burning 
out, unless 
- the breakdown results in loss or • damage to your buildings or 

contents. 

We will NOT cover any 
' personal injury to you, or any 

member of your family who normally 
lives with you, or anyone else who 
normally lives with you 

, personal injury to any person you 
employ where that injury arises from 
their employment with you 

, loss or damage to property that 
belongs to you, or is under your 
control, or any member of your family 
who normally lives with you, or anyone 
else that normally lives with you 

, loss or damage to property that 
belongs to any person you employ 
where that loss or damage arises • from their employment with you 

, penalties, fines or awards of 
aggravated, exemplary or punitive 
damages made against you 

, loss that can be reimbursed by m 
your sporting or social club. " n 

C 
We will NOT cover any liability as ~ 

0 
a result of, or arising from z 

~ I 'any alterations, repairs, renovations or 
~ 
0 
< 

I additions to your buildings that cost 0 c I more than $75,000 (inclusive of GST) ~ 

n 
0 • • any personal profit or advantage that < m 

is illegal. ~ 

Continued next page ... 
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continued ... Exclusions to your cover 

continued ... 
liability cover 
exclusions 

We will NOT cover any liability as 
a result of, or arising from 
• any disease that is transmitted by 

you, or any member of your family 
who normally lives with you 

• any business, profession, trade or 
occupation carried out by you, unless 
- the liability is as a result of, or arising 

from, you acting as a committee 
member of a sporting or social club 
and you receive no more than $1,000 
per year for holding this position 

• any agreement or contract you enter into, 
however 
- if you would have been liable 

without the agreement or contract, 
we will pay for that liability 

• the use, removal of, or exposure to 
any asbestos product or products 
containing asbestos 

• a conflict of duty or interest 
• any act or omission that is dishonest. 

fraudulent, criminal, wilfu[ or malicious 
• any alleged or actual act or omission 

committed, or alleged to have been 
committed, prior to the 
commencement of the policy 

• the use of a Caravan or trailer when 
the caravan or trailer is attached to 
a motor vehicle or motorcycle 

• the use of a motor vehicle, 
motorcycle, mini-bike, aircraft 
or watercraft, however we will cover 
Iiabi[ity that arises from 
- unregistered motorised golf buggies, 

ride-on mowers and wheelchairs. 
- model or toy aircraft 
- surfboard, sail board or surf skis 
- a watercraft that is less than 

4 metres long and is not powered by 
a motor, or is powered by a motor 
less than 10 hp 

- unregistered motorcycles or mini-
bikes up to 125 cc that do not require 
registration by law, unless 
they are being used for racing or 
pacemaking. 

General 
exclusions 

We will NOT cover any loss or 
damage, or liability as a result 
of, or arising from 
• any incident that does not occur 

within your period of insurance 
• landslide or subsidence, unless 

- we agree to cover the incident as 
described under 'Landslide or 
subsidence' 

• war or warlike activity, however 
- war does not need to be declared 

• hostilities, rebe[lion, insurrection 
or revolution 

• contamination by chemical and/or 
biological agents, which results from 
an act of terrorism 

• [awful destruction or confiscation of 
your property 

• anything nuclear or radioactive 
• mildew, atmospheric or climatic 

conditions 
• damage to a heating element, 

however 
- we will pay for any loss or 

damage as a result of damage 
to a heating element 

• failure or inability of any item, 
equipment or computer software 
to recognise correctly, to interpret 
correctly or to process correctly any 
date, or to function correctly beyond 
any time when that item, equipment 
or computer software has not 
recognised; interpreted or processed 
correctly any date, unless 
- it results in loss or damage to your 

buildings or contents that is covered 
under this policy. This does not 
include resultant loss or damage 
to any frozen food, computer 
equipment or computer software. 

Contfnued next page ~ 
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continued ... Exclusions to your cover 

continued ... 
General 
exclusions 

! We will NOT cover any loss or 
I damage, or liability as a result 
I of, or arising from 
I • deliberate or intentional acts by you, 

or anyone acting for you, to cause 
loss, damage or injury 

• flood or storm surge 
• erosion, the action of the sea, 

tidal wave or high water, unless 
- the loss or damage is the result 

of a tsunami. 

Your duty of disclosure 

Your responsibilities when you 
are insured with us 

Your responsibilities when you 
are making a claim 

If you do not meet your 
responsibilities 

44 

44 
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Your duty of disclosure 
When you take out, renew, or change or vary 
a policy, or when you make a claim, you have 
a duty to answer our questions truthfully and 
provide us with any information that could 
affect our decision to insure you, or the terms 
of your policy. This is called your 'duty of 
disclosure' . 

What you must tell us when you apply to take out this policy 
When applying to take out insurance we will ask you 
certain questions. When answering these questions, you 
must be honest, and you have a duty under the Insurance 
Contracts Act 1984 to teIl us anything 
• known to you, and 
• which a reasonable person in the circumstances 

would include in answer to any question. 
We will use your answers to help us decide whether to insure 
you and anyone else under this policy, and on what terms. 

Who you are answering the questions for 
It is important that you understand you are answering the 
questions in this way on behalf of yourself and anyone 
else that you want to be covered by the policy. 

If you do not answer our questions In this way 
If you do not answer our questions in this way, we may reduce 
or refuse to pay a claim, or cancel the policy, or do both. If you 
answer our questions fraudulently, we may refuse to pay 
a claim and treat the policy as never being in place. 

Renewal, variation, reinstatement or extension of your policy 
When your policy is renewed, varied, reinstated or 
extended you have a duty, under the Insurance Contracts 
Act 1984, to teIl us anything that you 
• know, or 
• could reasonably be expected to know. and 
is relevant to our decision whether to accept the risk 
of insurance and, if so, on what terms. 
Your duty does not require disclosure of anything that 
• diminishes the risk to be undertaken by us 
• is of common knowledge 
• we know or, in the ordinary course of business, 

ought to know, or 
• is a matter that we indicate your duty has been waived by us 

If you do not comply with your duty of disclosure 
If you fail to comply with your duty of disclosure, we may be 
entitled to reduce our liability under the policy in respect 
of a claim, or we may cancel the policy, or do both. 
If your non-disclosure is fraudulent, we may also have 
the option of avoiding the contract from its beginning. 

Your responsibilities when 
you are insured with us 
In addition to your duty of disclosure, there 
are other responsibilities that you must meet 
when you are insured with us. 
Vou must tell us If 
• your buildings will be unoccupied for a continuous 

period of 60 days or more 
• any changes have been made to 

- the address or location where your buildings 
or contents are insured 

- the use of your buildings 
- your buildings due to renovation, extensions 

or demolition 
- the people who are insured under this policy 
-the sums insured to your buildings or contents 

• any people who are insured under the policy have 
- been convicted of any criminal offence 
- made a claim that is not true under this policy 

or another insurance policy 
• there are any changes in circumstances during the 

period of insurance. 
If you teIl us about any of these things, we may charge 
an additional premium, change the cover of your policy, 
impose special conditions, or cancel your policy. 
In addition, you must also 
• be truthful and frank in any statement you make in 

connection with your policy 
• pay your premium, including paying instalments regularly 
• take reasonable precautions to avoid a claim being made 
• obey all laws and make sure anyone acting on your 

behalf obeys all laws 
• follow the conditions of this policy 

Continued next page .. 

43 



44 

continued ... Your responsibilities when you are insured 
• not make a fraudulent claim under this insurance policy 

or any other policy. 

Your responsibilities when 
you are making a claim 
When you make a claim you must meet a 
number of responsibilities. 

You must 
• be truthful and frank in any statement you make in 

connection with a claim 
• take safe and reasonable steps to prevent any further 

loss, damage or liability occurring 
• inform the Police as soon as possible if your buildings or 

contents suffer loss or damage as a result of theft or 
attempted theft, vandalism or a malicious act 

• keep all damaged buildings or contents so we can 
inspect them if required 

• give us any information or assistance we require to 
investigate and process your claim 

• not payor promise to pay for a claim, or admit 
responsibility for a claim 

• not repair or replace any damaged buildings or contents 
without our consent. 

In addition, you also give us your rights to claim from 
anyone else 
• if you have a right to claim from anyone else for an 

incident covered by us, you give us your rights to 
make that claim, to conduct, defend or settle any 
legal action and to act in your name - you must not 
do anything which prevents us from doing this and you must 
give us all the information and cooperation that we require. 

If you do not meet 
your responsibilities 
If you do not meet your responsibilities, we may refuse 
or reduce a claim, cancel your policy, or do both. If we 
cancel your policy we will advise you in writing. 

The General Insurance Code 
of Practice 

Our Guarantee 

How we handle your 
personal information 
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The General Insurance 
Code of Practice 
The purpose of the Code is to raise the 
standards of practice and service in the 
general insurance industry. 
The objectives of the Code are 
• to promote better, more informed relations between 

insurers and their customers 
• to improve consumer confidence in the general 

insurance industry 
• to provide better mechanisms for the resolution of 

complaints and disputes between insurers and their 
customers, and 

• to commit insurers and the professionals they rely upon 
to higher standards of customer service. 

Our commitment to you 

We have adopted and support the Code and are 
committed to complying with it. 
Please contact us if you would like more information 
about the Code. 

Our Guarantee 

See back cover for 
contact details ~ 

Our Guarantee assures you of quality 
• insurance and service at all times. 
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Fair Dealing Guarantea 

We will meet any claims covered by your Dolicy fairly 
and promptly. 

Money Back Guarantee 

If you change your mind, we provide a cooling-off period 
which lets you cancel your policy within 21 days with a full 
refund of your premium. However, your cooling-off period 
no longer applies if you make a claim within this time. 

Service Guarantee 

We will provide you with the highest standard of service. 

How we handle your 
personal information 
We are committed to handling your 
personal information in accordance with 
the Privacy Act. 
We need to collect, use and disclose your personal 
information in order to consider your application and 
to provide the cover you have chosen. 
You can choose not to give us some or all of your 
personal information, but this may affect our ability 
to provide you with cover. 

When you provide your personal Information to us 
You acknowledge and consent to us collecting and 
using your information to 
• consider your insurance application and any 

subsequent application for insurance 
• underwrite and price any policy issued by us or 

our related entities 
• calculate and offer discounts 
• issue you with a policy 
• administer the policy, and 
• investigate, assess and pay any claim made by 

or against you. 
For these purposes, you acknowledge and consent to us 
collecting your personal information from, and disclosing 
it on a confidential basis to your intermediary' or the 
third party who you have been dealing with in respect to 
this insurance policy and who referred you to us, other 
insurers, our related entities, insurance reference bureaus, 
law enforcement agencies, investigators and recovery 
agents, lawyers, any credit provider that has security over 
your property, assessors, repairers, suppliers retained by 
us to supply goods and services, advisers, and/or the 
agent of any of these. 

-The intermediary is a company or individual through which you purchased this 
Insurance. or the company named on the inside front cover of this booklet. 

Continued next page .... 
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continued ... How we handle your personal information 

When you provide personal Information to us about 
another person 

You must be authorised to do so, and you must inform 
that person, unless informing them would pose a serious 
threat to the life or health of any individual 
• who we are 
• how we use and disclose their information, and 
• that they can gain access to that information. 

Privacy of your personal Information - for marketing purposes 

In order to enhance its relationship with you, your 
intermediary may use your personal information that you 
have provided us to offer you other products and 
services, which may be of benefit to you. 

When you provide your personal information to us -
for marketing purposes 

You acknowledge and consent to your personal 
information being used on a confidential basis by us or 
your intermediary to contact you by mail, phone, or email 
to provide you information on offers, products and 
services or for planning, market research and product 
development. 
In using your personal information for these marketing 
purposes, we and your intermediary may use and 
disclose your personal information to offer you our or 
your intermediary's products and services directly, or to 
any other organisation to carry out the above marketing 
purposes on our or your intermediary's behalf. However 
• CGU Insurance Ltd (CGU Insurance) and your 

intermediary will not use your information in this 
way if you have already told CGU Insurance or your 
intermediary not to 

• you must inform CGU Insurance or your intermediary 
if you do not want your personal information disclosed 
or used for these marketing purposes. 

How to apply for insurance 

How to renew your insurance 

How to cancel your policy 

How to change your policy 

If you move to a new home 

Your premium 

50 

50 

50 

51 

51 



• 

• 

50 

How to apply for insurance 
CD If you are taking out a policy with us for the first 

time, contact us or your insurance adviser, or apply 
on line at www.cgu.com.au. You can also send 
correspondence to GPO Box 9902, in your capital city 

If we agree to insure you, we will send you a schedule 
setting out the details of your policy. 

o Pay your premium 
See Your premium, page 52 .. 

See YOIU resp<>nsIbi1JlI when )OU 
are Insured with us, page 43 ... 

How to renew your insurance 
CD If you already have a policy with us, we may send 

you an offer to renew your insurance before your 
current policy expires 

We will send you an updated schedule and quote 
a premium based on the information contained in 
your current policy. 

If you have any ques!lons, contact 
us or yoyr insurance adviser 

o Review the proposed policy and premium we offer 

If you paid your last premium by instalments, we will 
continue to deduct payments from your nominated 
account. If you paid your last premium in one lump 
sum, we must receive your payment by the due date, 
otherwise your buildings or contents will not be insured. 

® Pay your premium 
See Your premium. page 52 .. 

How to cancel your policy 
CD If you want to cancel your policy, contact us 

or your insurance adviser 

We may need your request in writing. If you cancel 
your policy before it ends, we will refund an amount 
for the unused premium. 

How to change your policy 
CD Contact us or your insurance adviser to change 

or vary your policy 

You will be sent an endorsement schedule that 
includes any changes or variations you have 
requested and we have agreed to, and any special 
conditions we may have applied to that agreement. 

o Check the changes 

® Pay your premium if it has increased 

We will tell you if your premium has increased. If you 
pay your premium by instalments, we will adjust your 
instalments and continue to deduct the new amount 
from your nominated account. If you pay your 
premium in one lump sum, we must receive your 
additional payment within one month. 

If you move to a new home 
CD If you have buildings insurance and you move 

permanently to a new home within Australia 

The cover for your original home will end and we will 
refund any unused premium to you. We will provide 
you with temporary cover for 14 days at your new home. 
If you would like to continue to insure your buildings 
with us, contact us or your insurance adviser as soon 
as possible. 
We will advise you if there are any changes to your 
premium or the terms of your insurance. 

o If you have contents insurance and you move 
permanently to a new home within Australia 

We will cover your contents at both your original home 
and your new home for 14 days, starting from the 
date you start moving your contents to your new home. 
You must tell us that you are permanently moving 
your contents to a new home within 14 days from 
the day you first start to move. 
We will advise you if there are any changes to your 
premium or the terms of your insurance. 
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Your premium 
CD How we calculate your premium 

We will base your premium on the type of cover 
you have chosen, including any options that you 
have added, your sum insured, the excess, the type, 
location, construction and age of your buildings or 
contents, the level of security you have, your previous 
insurance and claims history, and any special 
conditions that we have applied. 
Premiums are also subject to Commonwealth and 
State taxes and/or charges. These include the 
Goods and Services Tax and stamp duty. 
Your premium, including any taxes and charges, 
will be listed on your schedule. 

o How to pay your premium 

You can pay your premium in one lump sum, 
or by instalments. 

If you pay your premium in one lump sum, you can 
pay by cash, cheque or credit card. 
If you pay your premium by instalments, you can 
pay by credit card or by direct debit from a financial 
institution. 

We may cancel your policy if 
• you do not pay your premium 
• your cheque or credit card is dishonoured by your 
financial institution, or 

• you pay your premium by instalments and you 
are more than one month behind. 

We may refuse to pay a claim if 
• you pay by instalments and at least one instalment 

of the premium has remained unpaid for a period of 
w at least 14 days. u z 
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How to make a claim 

How we settle a buildings claim 

How we settle a contents 
or valuable items claim 

How to resolve a complaint 
or dispute 

54 
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How to make a claim 
CD Make sure you have all the information you 

need to support your claim 

We will need 
• contact details of any other people involved 

in the incident, including their name, current 
residential address and who they are insured with 

• any [etters, notices or court documents about 
the incident within 72 hours of receiving them 

• the incident report number for any claims in 
relation to theft or attempted theft, vandalism or 
a malicious act 
- the Police will provide you with this number when 

you report the incident to them. 

@ Contact us or your insurance adviser to 
make a claim 

You need to make your claim as soon as possible. 
Any delays may 
• reduce the amount that we pay, or 
• prevent us from paying a claim. 
We will give you immediate advice and assistance 
with your claim, 24 hours a day, 7 days a week. 

We will ask you a range of questions to help us 
assess your claim. We may 
• ask you to provide us with proof of ownership 
• need to inspect your buildings or contents 

'. • need quotations from a repairer. 

® If you need emergency repairs 

54 

If you need to make emergency repairs, we will 
arrange assistance through our preferred repairers 
and suppliers. 

To find out how we settle a 
claim, see next page ... 

How we settle a 
buildings claim 
CD We will decide how we will settle your claim 

If your buildings suffer loss or damage, we will 
decide whether to 
• repair 
• rebuild, or 
• pay you the cost to repair or rebuild that part 

of your buildings that suffered loss or damage. 

If we do, we will 
• pay you up to the buildings sum insured, as listed 

on your schedule 
• only repair, rebuild or pay you for the part or parts 

of the building that actually sustained loss or 
damage, including damaged portions of fixed 
coverings to walls, floors and ceilings only in the 
room, hall or passage where the damage occurred 

• try to match any material used to repair your 
buildings with the original materials or nearest 
equivalent availab[e to the original materials 

• repair or pay you the costs to repair your buildings 
if the loss or damage was caused by water or liquid 
that escaped from a bath, basin, sauna, spa, shower 
base or shower wall, however 
- we will NOT pay the costs to repair or replace the bath, 

basin, sauna, spa, shower base or shower wall. 
When we settle your claim, the law that will apply 
is the law of the State or Territory where the loss, 
damage or liability occurred. 

@ You must pay any excess that applies 

If you make a claim, you will need to pay any excesses 
that apply. 
If you are claiming for any loss or damage that occurs 
as a result of an earthquake or tsunami, you will need 
to pay an additional excess of $250. 

This loss or damage must occur within 72 hours of 
the earthquake. 

For the excess that may apply, 
see your current schedule ~ 

Continued next page ... 
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continued ... How we settle a buildings claim 

You must pay any excess to us, or to the bUilder 
- we will tell you who to pay the excess to. 

If we choose to pay you, we may deduct the amount 
of excess from the amount we settle your claim for. 

® If we decide to repair or rebuild your buildings 
and your current schedule shows 'including 
replacement benefit' 

We will repair or rebuild the part of your buildings 
that suffered the loss or damage to a condition as 
close as possible to when new, but not better. 
If we rebuild your buildings, we will also pay the 
amount that you need to pay to ensure your 
buildings comply with government legislation and 
local authority bylaws, unless 
• you were required to pay there amounts before the 

loss or damage occurred, and you did not do so. 
You can choose your own repairer or tradesman 
or we can help you find one. 

If we authorise repairs, we will deal directly with 
the repairer or tradesman about payment. 

@) If we decide to repair or rebuild your buildings 
and your current schedule does not show 
'including replacement benefit' 

We will 
• repair your buildings to the condition they were 

in just before the loss or damage occurred 
• pay you the cost of repairing your buildings to 
the condition they were in just before the loss 
or damage occurred, or 

• pay you what the value of the land and your 
buildings was just before the loss or damage 
occurred, after deducting the amount we estimate 
as the value of your land and buildings after the 
loss or damage occurred. 

Continued next page .. 

® After we agree to settle a claim 

The repair or rebuilding work on your buildings 
must start within six months of the loss or damage 
occurring, otherwise you will have to pay any 
increase in costs caused by the delay. 
If the work does NOT commence in this period, 
we will do one of the following 
• repair your buildings to the condition they were 

in just before the loss or damage occurred 
• pay you the cost of repairing your buildings to 

the condition they were in just before the loss 
or damage occurred, or 

• pay you what the value of the land and your • 
buildings was just before the loss or damage 
occurred, after deducting the amount we estimate 
as the value of your land and buildings after the 
loss or damage occurred. 

@) If your building is a total loss 

We will pay you the sum insured for your buildings, 
as listed On your schedule, after deducting 
• any excess, 
• any unpaid premium, and 
• any input tax credit you would have been entitled 

to under A New Tax System (Goods and Services Tax) 
Act 1999 if you had paid to repair or rebuild your 
bUildings. 

If we pay you the sum insured, then your policy 
comes to an end, subject to any continuing liability 
cover and nO refund of your premium is due. 

See aiso UobJIltycover - when • 
your buHdIngs are a total loss, 
page32 .. 
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How we settle a 
contents or valuable 
items claim 
@ We will decide how we will settle your claim 

If your contents or valuable items suffer loss or 
damage, we will decide whether to 
• repair an item 
• replace an item, or 
• pay you the cost to repair or replace the item. 
If we do, we will pay up to 
• the contents or valuables sum insured in total, 

as listed on your schedule, and 
• the maximum amount per item, set, pair, collection 

or system. 

If the item is part of a pair, set, collection or system, 
we will only cover the value of the item itself, however 
• the most we will pay is the value of the item as 

a proportion of the combined pair, set, collection 
or system. 

To find out what we will pay. 
see page 9 ~ 

® You must pay an excess that applies 

If you make a claim, you will need to pay any 
excesses that apply. 

If you are claiming for any loss or damage that occurs 
as a result of an earthquake Or tsunami, you will need 
to pay an additional excess of $250. 

This loss or damage must occur within 72 hours of 
the earthquake. 

You must pay any excess to us, or to the supplier or 
repairer - we will tell you who to pay the excess to. 
If we choose to pay you, we may deduct the amount 
of excess from the amount we settle your claim for. 

For the extess that may apply, 
see your current schedule .. 

Continued .. 

® If we decide to repair your contents 
or valuable items 

We will repair the damaged item to the condition it 
was when new. 
If the item we are repairing is part of a pair, set, 
collection or system, we will only cover the 
part of the pair, set, collection or system that 
was damaged. 

@) If we decide to replace your contents 
or valuable items 

We will replace the item with the nearest equivalent 
new item. 
We will ONLY replace wall, floor and ceiling coverings, 
including carpets, internal blinds and curtains, 
in the room, hall or passage where the loss or 
damage occurred. 
We will NOT pay to re-carpet adjoining rooms, 
or your entire home. 
Any salvage becomes our property. 

® If we decide to pay you the cost to repair 
or replace your contents or valuable items 

We will pay you the fair and reasonable costs to 
repair or replace your contents or valuable items 
as described in Steps 1, 3 and 4, after deducting 
• any excess, and 
• any input tax credit you would have been entitled 

to under A New Tax System (Goods and Services Tax) 
Act 1999 if you had paid to repair or replace your 
contents or valuable items. 

We will ONLY pay the cost of replacing an item that is 
part of a pair, set, collection or system, even though 
the pair, set, collection or system to which it belongs 
is less valuable because it is incomplete. 
Any salvage becomes our property. 

@) If we decide to settle a claim 

We will reduce any payment for damage to, or 
1055 of, an Other Valuables or Special Valuables 
item by the amount we pay you for the same item 
under contents cover. 
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How to resolve a 
complaint or dispute 
CD Talk to us first 

[f you have a complaint, the first thing you or your 
insurance adviser should do is speak to a staff 
member in the area concerned. [f your complaint 
relates specifically to a claim, speak with the claims 
officer managing your claim. 

See back cover for 
contact detaUs .. 

If the staff member or claims officer are unable to 
resolve the matter for you, you or your insurance 
adviser may speak to a manager. If you are not 
satisfied with the decision, you can go to step 2. 

® Seek a review 

If the matter is still not resolved, the manager will 
refer you or your insurance adviser to the relevant 
internal dispute resolution area who will conduct 
a review of your dispute. 

If you are still not satisfied with the decision, you 
can go to step 3. 

® Seek an external review 

You are entitled to seek an external review of the 
decision. The dispute resolution area will provide you 
or your insurance adviser with information about the 
options available to you, such as referring you to the 
external dispute resolution scheme administered by 
the Financial Ombudsman Service (FOS). 

Further information about the complaint or dispute 
resolution procedures is available by contacting us. 

See back cover for 
contact details .. 
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This insurance policy is distributed by members of Insight 
Insurance Brokers Association Inc. ABN 19212972 184 
('Insight'). Insight is an organisation that provides it's 
members with access to insurance related products and 
services. Insight distribute this insurance policy pursuant to 
an agreement with CGU Insurance Limited, Australian 
Business Number 27 004478 371 and Australian Financial 
Services Licence Number 238291. In arranging this insurance, 
Insight is acting on your behalf. Insight do not issue, 
guarantee or underwrite this insurance policy. 

Important information about Insight's advice 
Any advice Insight gives about this policy does not take into 
account any of your particular objectives, financial situation 
or needs. For this reason, before you act on Insight's advice, 
you should consider the appropriateness of the advice 
taking into account your own objectives, financial situation 
and needs. Before you make any decisions about whether to 
acquire this policy, we recommend you read this PDS. 

• 
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Welcome to the security of CGU Insurance 

This Product Disclosure Statement (PDS) contains 
two sections: 

• Important Information - contains general 
information about your Listed Events Home 
Insurance Policy, and 

• The Listed Events Home Insurance Policy -
contains the terms and conditions of your Listed 
Events Home Insurance Policy. 

To assist you to locate specific items in this PDS, 
a table of contents is provided on page 2 and an 
index is provided at the back of this booklet. 
Please read this PDS before you apply for insurance. 

If we accept your application for insurance, you 
will receive a schedule that sets out details of the 
insurance you have taken out. 
If you need more information about this PDS or 
your policy, please contact your insurance adviser . 

Updating Product Disclosure Statement 

Information in this PDS may need to be updated 
from time to time where required and permitted 
by law. You can obtain a paper copy of any 
updated information without charge by calling 
us on the contact details provided in this 
document. If the update is to correct a misleading 
or deceptive statement or an omission that is 
materially adverse from the point of view of a 
reasonable person deciding whether to acquire 
the Policy, we will provide you with a new PDS 
or a Supplementary PDS. 
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Important information 

The purpose of this PDS 

The PDS has been prepared to assist you in 
understanding your Listed Events Home Insurance 
policy and making an informed choice about your 
insurance needs. 
This PDS sets out important information about 
the insurance and the terms and conditions and 
limitations of the policy. 

The policy terms and conditions are set out in this 
PDS under the heading 'The Listed Events Home 
Insurance Policy' commencing on page 15. 

Who is the insurer 

CGU Insurance Limited is the insurer providing the 
cover under 'Section 1 - Buildings and contents' and 
'Section 2 - Valuable items'. Our Australian Business 
Number is 27 004478 371. Our Australian Financial 
Services Licence Number is 238291. 
Insurance Australia Limited ABN 11 000 016 722 
trading as CGU Workers' Compensation is the 
insurer providing the cover under 'Section 3 -
Workers' compensation' if your situation is in 
Western Australia, Tasmania or Northern Territory. 
In this policy, the insurer is called 'we', 'us' or 'our'. 

How to contact us 

You may contact us by any of the following ways: 

• In person at any CGU Insurance office. 

• By telephone on 13 15 32. 
• By writing to us at CGU Insurance, 

GPO Box 9902 in your capital city. 

• By email on our website www.cgu.com.au 
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Your cooling-off period 

We will refund all premium paid for cover 
under your policy if you request cancellation 
of the insurance policy within 21 days of its 
commencement. 
To do this, you must advise us in writing and return 
the schedule to your nearest CGU Insurance office. 

You will not receive a refund if you have made a 
claim under your policy. 

How to apply for insurance 

Complete our application form. If we accept your • 
application for insurance, you will receive a schedule 
that sets out details of the insurance you have taken 
out. 

How to make a claim 

When something happens that you believe you can 
claim for, please contact your nearest CGU Insurance 
office, or call 13 15 32. Details about making a 
claim are shown in the insurance policy terms and 
conditions under 'How to make a claim'. 

calculating your premium 

The premium payable by you for this insurance will 
be shown on your schedule. The key factors that 
influence the premium calculation are reflected in 
the questions asked, and information sought. at • 
the time of your enquiry or application for home 
insurance. These include factors relating to the type 
of property being insured, where the property is 
located, the type of construction of the property 
and your previous insurance and claims history. 
Premiums are subject to Commonwealth and state 
taxes, charges and levies. These include the Goods 
and Services Tax. stamp duty and fire service levy. 
The amount of these taxes, charges and levies will 
be shown on your schedule. 
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PayIng your premium 

The insurance applies for the period for which you 
have paid us (or agreed to pay us) the premium. 
You may pay your premium by cash, cheque or credit 
card. If your cheque or credit card is dishonoured by 
your financial institution, you are not insured. 

You can also pay your premium by instalments 
direct from a financial institution account or from 
your credit card. You cannot make a claim under 
this policy if you owed us more than one month's 

.. remium when the event you want to claim for 

.appened. 

If you pay your premium by instalments and you are 
more than one month behind, we can cancel your 
policy without notice. 

If you have a total loss, we shall deduct the 
instalments for the remaining period of insurance 
from the amount we pay you. 

How we handle your personal Information 

We are committed to handling your personal 
information in accordance with the Privacy Act. 

We need to collect, use and disclose your personal 
information in order to consider your application 
and to provide the cover you have chosen. 

You can choose not to give us some or all of your 
.rsonal information, but this may affect our ability 
~ provide you with cover. 

When you provide your personal information to us 

You acknowledge and consent to us collecting and 
using your information to: 

• consider your insurance application and any 
subsequent application for insurance, 

• underwrite and price any policy issued by us or 
our related entities, 

• calculate and offer discounts, 

• issue you with a policy, 
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• administer the policy, and 

• investigate, assess and pay any claim made by or 
against you. 

For these purposes, you acknowledge and consent 
to us collecting your personal information from, 
and disclosing it on a confidential basis to, your 
intermediary* or the third party who you have 
been dealing with in respect to this insurance policy 
and who referred you to us, other insurers, our 
related entities, insurance reference bureaus, law 
enforcement agencies, investigators and recovery 
agents, lawyers, any credit provider that has security 
over your property, assessors, repairers, suppliers 
retained by us to supply goods and services, advisers 
and/or the agent of any of these. 

When you provide your personal Information to us about 
another person 

You must be authorised to do so, and you must 
inform that person, unless informing them would 
pose a serious threat to the life or health of any 
individual: 

• who we are, 
• how we use and disclose their information, and 

• that they can gain access to that information. 

Privacy of your personal Information - for marketing 
purposes 

In order to enhance its relationship with you, 
your intermediary may use your personal 
information that you have provided to us to offer 
you other products and services, which may be of 
benefit to you. 

When you provide your personal Information to us -
for marketing purposes 

You acknowledge and consent to your personal 
information being used on a confidential basis by 
us or your intermediary to contact you by mail, 
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phone or email to provide you information on 
offers, products and services or for planning, market 
research and product development. 
In using your personal information for these 
marketing purposes, we and your intermediary may 
use and disclose your personal information to offer 
you our or your intermediary's product and services 
directly, or to any other organisation to carry out 
the above marketing purposes on our or your 
intermediary's behalf. However: 
• CGU Insurance Ltd (CGU Insurance) and your 

intermediary will not use your information in 
this way if you have already told CGU Insurance 
or your intermediary not to. 

• You must inform CGU Insurance or your 
intermediary if you do not want your personal 
information disclosed or used for these 
marketing purposes. 

*The intermediary is a company or individual 
through which you purchased this insurance, or the 
company named on the inside front cover of this 
booklet. 

CGU Insurance Triple Guarantee 

Our guarantee assures you of quality insurance and 
service at all times. 

Fair DeaOng Guarantee 

We will meet any claims covered by your policy 
fairly and promptly. 

Money Back Guarantee 

If you change your mind, we provide a cooling-off 
period which lets you cancel your policy within 
21 days with a full refund of the premium paid. 
However, your cooling-off period no longer applies 
if you make a claim within this time. 
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Service Guarantee 

We will provide you with the highest standards of 
service. 

General Insurance Code of Practice 
The purpose of the Code is to raise standards 
of practice and service in the general insurance 
industry. 

The objectives of the Code are: 

• to promote better, more-informed relations • 
between insurers and their customers, 

• to improve consumer confidence in the general 
insurance industry, 

• to provide better mechanisms for the resolution 
of complaints and disputes between insurers 
and their customers, and 

• to commit insurers and the professionals they 
rely upon to higher standards of customer 
service. 

Our commitment to you 

We have adopted and support the Code and are 
committed to complying with it. 
Please contact us if you would like more 
information about the Code. 

How to resolve a complaint or dispute 

1. Talk to us first 
• 

If you have a complaint, the first thing you or your 
insurance adviser should do is speak to one of our 
staff. If your complaint relates specifically to a claim, 
speak with the claims officer managing your claim. 

If the staff member or claims officer are unable to 
resolve the matter for you, you or your insurance 
adviser may speak to a manager. The manager 
will usually provide you with a response to your 
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complaint within 15 days. If the timeframe is 
impractical for any reason such as the need for 
more information or further investigation, they will 
discuss with you alternative timeframes. If you are 
not satisfied with our response or we cannot agree 
with you on alternative timeframes, you can go to 
step 2. 
2. Seek a review 

If the matter is still not resolved the manager will 
refer you or your insurance adviser to the relevant 
dispute handling department or area who will 

.nduct a review of your dispute and will usually 
provide you with a response to your dispute within 
15 business days. If the timeframe is impractical, 
we will discuss with you alternative timeframes. 

If you are still not satisfied with our response to 
your dispute or we cannot agree on alternative 
timeframes, you can go to step 3. 
3. Seek an external review 

You are entitled to seek an external review of our 
decision. We will provide you with information 
about options available to you, including, if 
appropriate, referring you to the external dispute 
resolution scheme administered by the Financial 
Ombudsman Service Limited (FOS). 

You will not be able to have your dispute resolved 
.}J.y the FOS if you are not eligible under the FOS's 
.rms of Reference. 

Further information about our complaint and 
dispute resolution procedures is available by 
contacting us. 

Your duty of disclosure 

When you take out, renew, or change or vary a 
policy, you have a duty to answer our questions 
truthfully and provide us with any information that 
could affect our decision to insure you, or the terms 
of your policy. This is called your 'duty of disclosure'. 
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What you must do when you apply to take out this policy 

When applying to take out insurance we will ask 
you certain questions. When answering these 
questions, you must be honest, and you have a duty 
under the Insurance Contracts Act 1984 to tell us 
anything: 

• known to you, and 
• which a reasonable person in the circumstances 

would include in answer to any question. 
We will use your answers to help us decide whether 
to insure you and anyone else under this policy, and 
on what terms. 

Who you are answering the questions for 
It is important that you understand you are 
answering the questions in this way on behalf 
of yourself and anyone else that you want to be 
covered by the policy. 

If you do not answer our questions In this way 

If you do not answer our questions in the way, 
we may reduce or refuse to pay a claim, or cancel 
the policy. If you answer our questions fraudulently, 
we may refuse to pay a claim and treat the policy as 
never being in place. 

Renewal, variation, reinstatement or extension of your 
policy 
When your policy is renewed, varied, reinstated 
or extended you have a duty, under the Insurance 
Contracts Act 1984, to tell us anything that you: 

• know, or 
• could reasonably be expected to know is 

relevant to our decision whether to accept the 
risk of insurance and on what terms. 

Your duty does not require the disclosure of 
anything that: 

• diminishes the risk to be undertaken by us, 
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• is of common knowledge, 
• we know, or in the ordinary course of business, 

ought to know, or 

• is a matter that we indicate your duty has been 
waived by us. 

If you do not comply with your duty of disclosure 

If you fail to comply with your duty of disclosure, 
we may be entitled to reduce our liability under 
the policy in respect of a claim, or we may cancel 
the policy. 

If your non-disclosure is fraudulent, we may also 
have the option of avoiding the contract from its 
beginning. 

Intermediary Remuneration 
CGU Insurance Limited pays remuneration to 
insurance intermediaries when we issue, renew 
or vary a policy the intermediary has arranged 
or referred to us. The type and amount of 
remuneration varies and may include commission 
and other payments. If you require more 
information about remuneration we may pay your 
intermediary you should ask your intermediary. 

Financial Claims Scheme 

You may be entitled to payment under the financial 
claims scheme in the event that CGU Insurance 
Limited becomes insolvent. Access to the scheme 
is subject to eligibility criteria. Information about 
the scheme can be obtained from the Australian 
Prudential Regulation Authority (APRA) website 
at www.apra.gov.au and the APRA hotline on 
1300 13 10 60. 

The Listed Events Home Insurance Policy 

Your policy 

Your policy is a contract of insurance between 
you and us. 
Your policy includes information on the following: 

• When you are covered. 
• Who is insured under this policy. 

• What you are covered for. 
• What your policy does not cover. 

• Excesses that may apply. 

• How we pay claims. 
If we accept your application for insurance, 
you will receive a schedule that sets out details 
of the insurance you have taken out as described 
in this policy. 

• 
Our agreement with you is made up of your 
current schedule and this policy, as well as any 
endorsements we send to you. Together, they make 
up your insurance contract with us. Read them 
carefully and store them together in a safe place. 
We recommend that you keep receipts for major 
items you purchase. 

When you are covered 

Your insurance begins when we accept your 
application. The commencement date of your 
insurance will be shown on the schedule we will 
send you. 

• 
We will not cover your buildings and your contents 
for a period of 48 hours from the time of the 
commencement of your insurance for loss or 
damage caused by: 

• bushfire or grassfire, or 

• a named cyclone. 
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We will provide cover however if: 

• This insurance commences directly after another 
insurance policy covering the same property 
expired without a break in cover. 

• You have entered into a contract of sale to 
purchase the property. 

• You have entered into a contract to lease the 
property. 

Who is insured under this polley _e person whose name is set out in the schedule 
"IIIIr insured. The following people are also insured, as 

long as they normally live with that person named 
in the schedule: 

• That person's partner. 
• Unmarried children of that person. 
• Unmarried children of that person's partner. 
• That person's parents. 
• That person's partner's parents. 
In this policy all these people are called 'you' or 
'your'. 

Words that have a special meaning 

In this policy there are words that have a special 
meaning. These words are listed below. If the 

eeaning of a word is not shown below, we tell you 
on what page the meaning is printed. 
Buildings 

Contents 

Excess 
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This is on page 29 under 'What 
are buildings'. 
This is on pages 30, 31 and 32 
under 'What are contents'. 
This is the amount of money you 
will pay if you have a claim. We 
will reduce the amount we pay 
you for your claim by the excess. 
The amount of your excess is 
shown on your schedule and the 

Schedule 

Situation 

earthquake excess is shown on 
page 35. 
This is the document we give 
you which sets out the details of 
your insurance cover. You receive 
a schedule when you first take 
out your insurance and again 
when the policy is renewed or 
changed. 
This is the place where the 
building and/or contents are 
located. We will show this place 
on all schedules we give you. 
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Section 1 

Buildings and contents 

What is insured 

Your buildings and/or contents as set out on your 
schedule are insured if they are destroyed, lost or 
damaged. They are insured only if you own them, or 
are liable for them. 
If you only insure bUildings, the cover provided 
for destruction, loss or damage does not apply to 
contents. 
If you only insure contents, the cover provided 
for destruction, loss or damage does not apply to 
buildings. 
Your buildings and contents are insured while at 
your situation. Cover for your contents while away 
from your situation is not provided unless we say so. 

COYer - Usted Events 

We will cover your buildings and contents for the 
events listed as follows. There must be damage or 
loss from one of these events, to the buildings or 
contents, for you to make a claim. 

• Fire or explosion. 
• Lightning or thunderbolt. 
• Earthquake or Tsunami. 
• Burglary or housebreaking or an attempt 

at either. This does not include burglary or 
housebreaking by a tenant. 

• Theft. This cover does not apply if the theft is 
from any part of the buildings which you share 
with another person who is not insured under 
this policy. This cover does not include theft by 
a tenant. 

• Theft of money or negotiable documents is 
covered only when force is used by someone to 
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enter the bUildings. This cover does not include 
theft by a tenant. 

• Malicious damage, including vandalism. 
Thiscover does not apply if the malicious 
damage or vandalism is done by a tenant. 

• Deliberate or intentional acts. This cover does 
not apply if the deliberate or intentional act is 
done by a tenant. 

• Liquid that escapes from: 
• A fixed pipe or something attached to a pipe, 

fixed gutter, fixed tank or a drain. 
• A bath, basin, sauna, spa, shower base or • 

shower wall, sink, toilet or tiled floor that 
has drainage holes. 

• A washing machine or dishwasher. 

• An aquarium. 
• A waterbed. 
We will pay the cost of finding from where 
the liquid escaped. We will also pay the cost of 
repairing any damage that has been done in 
finding from where the liquid escaped. We will 
not pay for repairing the defective item that 
caused the escape of liquid. 

• An electric motor burning out. If an electric 
motor burns out, we will repair, reinstate or 
replace it. We decide which one we will do. 
We will do this if the electric motor is 15 year. 
old or less. 

• Accidental breakage. This cover applies when 
the item is fractured or chipped through its 
entire thickness. 
Items covered for accidental breakage are: 
• If you have insured buildings, any fixed 

glass in the buildings, including any window 
tinting or shatter proofing material attached 
to the glass. It also includes fixed shower 
bases, basins, sinks, spas, baths and toilets. 
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• 
• 
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• If you have insured contents, any mirrors, 
glassware, crystal, crockery or any glass in 
furniture. It does not include glass that is 
part of a television, or a computer screen or 
computer monitor. Mirrors, glassware, crystal, 
crockery or china are not covered while they 
are being used, cleaned or carried by hand. 

• If you have insured contents and you are 
living in a rented property, you are covered 
for accidental breakage of fixed shower 
bases, basins, sinks, spas, baths and toilets. 
This cover only applies when your rental 
agreement makes you responsible for these 
items. 

Riots, civil commotions, industrial or political 
disturbances. 

Impact by an aircraft, spacecraft or satellite, 
or anything dropped from them. 

Impact by a falling tree or part of a tree. We 
also pay the cost of removing and disposing 
of the fallen tree or parts. We will not pay 
if the damage is caused when you cut down 
or remove branches from a tree or you have 
someone do it for you. 

Impact by a falling television or radio antenna, 
mast or dish. 

Impact by any animal or bird that is not kept at 
your situation. This does not include any animal 
or bird eating, chewing, clawing or pecking 
your buildings or contents. 

Impact by vehicles or watercraft. 
Storm, rainwater or wind. 

This includes storm, rainwater or wind damage 
to: 

• Gates, fences or walls that are attached 
to, and are part of, the structure of the 
buildings. 

• Gates, fences or walls that are not attached 
to, and are not part of, the structure of the 
buildings but only for any section of a gate, 
fence or wall made of brick, stone, metal or 
frame-supported corrugated fibrous material. 
The frame supporting the corrugated fibrous 
material must be made of brick, stone or metal. 

• Gates, fences or walls made of timber that 
are not attached to, and are not part of, the 
structure of the buildings. We will only pay 
for gates, fences or walls 15 years old or less . 

• Free-standing fences that do not have a 
supporting frame but only if these fences 
are made from corrugated fibrous material. 
These fences must have been installed and 
constructed according to the manufacturer's 
specifications. 

We will not pay for storm, rainwater or wind 
damage: 

• To shadecloth, swimming pool covers 
including solar covers, plastiC liners for 
swimming pools. 

• Where water enters the buildings because 
of a structural defect, faulty design or faulty 
workmanship when the buildings were 
constructed. 

• Where water enters the buildings through an 
opening made for any building, renovation 
or repair work .. 

We do not provide cover for damage. by "flood. 
Flood isWhenwatetfrom a river, creek, lake, 
watercourse, reservoir,damornavigabl" c~mll 
overfloW$ontonormallydry land. Water that 
escapes from an. irrigationcanafisnotflood. 

• Landslide or subsidence. Cover only applies 
when the landslide or subsidence occurs within 
72 hours after one of the following listed 
events: 
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• Storm, rainwater or wind. 
• Earthquake. 
• Explosion. 
• Liquid that escapes from a fixed pipe or 

something attached to a pipe, fixed gutter, 
fixed tank or a drain. 

This cover also applies to any gates, fences or 
retaining walls that are attached to, and are 
part of, the structure of the buildings. 

Additional things we will pay for when you have Insured 
your buildings 

The following will be paid in addition to the sum 
insured: 
• If you are unable to live in your buildings after 

damage or loss has occurred, we will pay for 
you to rent another property. We will pay 
an amount equal to the amount that your 
buildings could have been rented out each 
week if you had not had a loss. We will also 
pay the costs of alternate accommodation for 
your pets. We will pay this for up to 12 months. 
The most we will pay under this section is 
10 per cent of your buildings sum insured. 
We will reduce this payment, or stop paying 
you, if: 

• you receive any payment for rent from 
another source, or 

• you do not need to rent another property. 
• We will pay to make modifications to your 

buildings if you are injured as a result of 
damage or loss to your buildings. We will 
only pay for modifications if the injury results 
in permanent paraplegia or permanent 
quadriplegia. The most we will pay is $10,000. 

• We will pay your legal costs to discharge your 
mortgage if your claim is for a total loss. 
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• If you have entered into a contract to sell your 
home, we will extend your buildings cover to 
the purchaser until: 
• the contract settlement date, 
• the purchaser insures the home, or 
• the purchaser becomes liable for 
damage to the home whichever happens first. 

This cover will stop immediately if: 
• the sale contract is terminated, or 
• your buildings insurance comes to an end ... 

• We will pay the reasonable cost of demolishin~ 
and removing any buildings or contents debris 
when damage or loss occurs. We will pay up to 
10 per cent of your buildings sum insured. 

• We will pay the reasonable costs of architects', 
surveyors' and legal fees when damage or loss 
occurs. We will pay up to 10 per cent of your 
buildings sum insured. 

• If a key to an external door lock of your 
buildings, or a key to an external window lock 
of your buildings, is stolen, we will pay the 
reasonable and necessary costs of replacing 
the external lock, key or cylinder with a similar 
item. We decide which one we will do. 
The most we will pay is $1,000. 

• If any trees, plants or shrubs are: 

• stolen, or • • burnt, or 
• maliciously damaged, or 
• damaged by a vehicle, 
we will pay to replace the trees, plants or 
shrubs. The most we will pay is $750 in anyone 
period of insurance. We will not pay for any loss 
or damage to a lawn. 

• If you have a loss, we will increase your sum 
insured by the amount the Consumer Price 
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Index (all groups) has increased since you took 
out your policy or last renewed it. 

• You are fully insured again for your buildings 
for the amount shown on your schedule 
following a claim. This does not apply when 
your claim is for a total loss as your cover for 
buildings will end then. 

• We will also provide cover for buildings when 
you purchase a new home. Cover will be 
provided for 14 days from the date you sign a 
contract of purchase. 

• The amount of cover provided is limited to the 
sum insured on buildings shown in the schedule. 

AddlUonal things we will pay for when you have Insured 
your contents 

The following will be paid in addition to the sum 
insured: 

• 

• 

• 

If your freezer breaks down, we will pay for the 
loss of any frozen food. The most we will pay is 
$500. 

If any of your credit cards or financial 
transaction cards are misused after they are 
stolen, or fraudulently used on the internet, 
we will pay up to $5,000 to the financial 
institutions that issued them. We will only pay 
if you complied with the terms on which the 
credit cards or transaction cards were issued. 

• We will pay the reasonable costs of alternative 
accommodation that you may incur after you 
have had a loss. We will pay this amount for up 
to 12 months. The most we will pay is 10 per 
cent of your contents sum insured. We will only 
pay for this when your buildings are unable to 
be lived in after damage or loss has occurred. 
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We will reduce this payment, or stop paying 
you, if: 

• we pay you for rent following damage to the 
buildings, or 

• you receive any payment for rent or 
accommodation from another source, or 

• you do not need to pay for alternative 
accommodation. 

• If guests or visitors to your home bring their 
own possessions with them, we will regard 
those possessions as belonging to you. The most 
we will pay is $5,000 if these possessions are 
lost or damaged. We will not pay if these 
possessions are already insured. 

• If employees working at your home bring their 
own possessions with them, we will regard 
those possessions as belonging to you. We will 
only pay if the employees are doing domestic 
work for you. The most we will pay is $5,000 if 
these possessions are lost or damaged. We will 
not pay if these possessions are already insured. 

• If a key to an external door lock of your 
buildings, or a key to an external window lock 
of your buildings, is stolen, we will pay the 
reasonable and necessary costs of replacing 
the external lock, key or cylinder with a similar 
item. We decide which one we will do. The most 
we will pay is $1,000. 

• If you are moving permanently to a new 
situation within Australia, we will cover your 
contents at the situation shown on your schedule 
and at your new situation. The most we will 
pay in total is the sum insured shown on your 
schedule. We will only cover your contents at 
your new situation for 14 days. This cover will 
commence from when you first start to move 
your contents to your new situation. You must 
tell us if you are permanently moving your 
contents to a new situation within 14 days from 
when you first start to move. 
This does not apply if your contents have been 
permanently moved to a new situation in the 
14 days prior to the commencement of this 
insurance. 
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• We will cover your contents for loss or damage 
whilst they are in a commercial storage facility 
in Australia up to the total contents sum 
insured, as listed on your schedule. You must 
tell us that your contents are in a commercial 
storage facility before they are put into storage 
and we must have agreed to cover them. If we 
agree to cover your contents in a commercial 
storage facility, it will be listed on your 
schedule. We will only cover your contents if the 
loss or damage occurs as a result of an incident 
we have agreed to cover. We will not cover 
jewellery, money or negotiable documents. 

• We will cover your contents for loss or damage 
whilst they are being transported by a vehicle to 
your home, or to a commercial storage facility 
within Australia, up to $10,000 (inclusive of GST) 
during your period of insurance. We will only 
cover your contents if there is a theft folloWing 
violent or forcible entry, or loss or damage 
occurs as a result of fire, collision or overturning 
of the vehicle that is transporting your contents. 
We will not cover loss or damage: 
• to glassware, crystal, crockery, mirrors or 

china, or 
• caused by denting, scratching, chipping or 

bruising. 

• We will pay the reasonable costs of removing 
any contents debris when damage or loss 
occurs. We will pay up to 10 per cent of your 
contents sum insured. 

• If you, or any member of your family dies, 
we will cover the funeral costs, up to $10,000 
(inclusive of GST). 
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The death must occur: 
• as a result of an incident we have agreed 

to cover, 

• within 12 months of the incident, and 
• as a result of an incident that occurred at 

your home. 

• We will pay the reasonable costs you have to pay 
a security firm to attend your home in response 
to your monitored burglar alarm system. 
We will only pay these costs when there is: 

• a burglary, or 
• an attempted burglary. 
We will not pay these costs when there is: 

• a false alarm, or 
• no evidence of an attempted burglary. 
The most we will pay is $1,000. 

• If you have a loss, we will increase your sum • 
insured by the amount the Consumer Price 
Index (all groups) has increased since you took 
out your policy or last renewed it. This increase 
does not apply to any special contents you have 
insured. 

• You are fully insured again for your contents for 
the amount shown in your schedule following 
a claim. This does not apply when your claim is 
for a total loss as your cover for contents will 
end then. 

The following will be paid in addition to the sum 
insured: 

• We will pay to reinstate, reproduce or restore 
your documents if they are damaged while 
contained in the buildings or in a bank vault .• 
This includes the information contained on th 
documents. The most we will pay is $1000. 

• We will pay for the fees that you must pay to 
an accountant. We will pay these fees when 
your personal financial affairs are audited by 
the Federal Commissioner of Taxation. You 
must advise us of any such audit. We will only 
pay claims notified to us during the period of 
insurance shown on your most recent schedule. 
The most we will pay during anyone period of 
insurance is $5,000. 
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• 

We will not pay claims for: 

• Any audit that relates to a criminal 
prosecution. 

• Fees where the final assessment of your 
taxable income for the period being audited 
is 20 per cent higher than your original 
declaration. 

• Fees for work performed outside the time 
limits allowed by the Federal Commissioner 
of Taxation. 

• Any fines, penalties or adjustments of 
taxation. 

• If you are unable to live at your situation after 
damage or loss has occurred, we will pay the 
reasonable costs to remove and store your 
contents while your situation is being repaired. 
We will pay this for up to 12 months. 
We will also cover your contents while they are 
in storage. We will only pay for this when you 
are unable to live at your situation. 

• We will pay for veterinary expenses if your pet 
is injured as a result of a road accident. The 
most we will pay is $750. 

• We will pay legal costs and expenses you 
are liable to pay following legal proceedings 
brought by you, or against you, in Australia. 

• You must advise us of any legal proceedings 
brought by you, or against you. We will only 
pay claims notified to us during the period of 
insurance shown on your most recent schedule. 
We will only pay the legal costs and expenses 
incurred with our consent. The most we will pay 
during anyone period of insurance is $5,000. 
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We will not pay legal costs and expenses 
relating to: 

• Spouse or partner disputes including, but 
not limited to, divorce, child maintenance, 
or custody and property disputes. 

• Claims for death, bodily injury to, or disease 
of, any person. 

• Claims where cover is available by a standard 
form of motor vehicle, houseowners or 
householders, motorcycle, caravan or boat 
insurance. 

• Any criminal charge or prosecution brought 
against you. 

• Any road traffic offence or boating offence 
committed by you . 

• Any matter arising out of your business or 
profession. 

• Any matter arising out of any insurance cover 
required by legislation. 

• Any award of damages made against you. 

• Any penalties, fines or awards of aggravated, 
exemplary or punitive damages made against 
you. 

What are buildings 

• Residential buildings you live in including 
any professional offices or surgeries in those 
buildings. 

• Domestic outbuildings. 
• Fixed coverings to walls, floors and ceilings. 

These do not include fixed carpets, curtains or 
internal blinds. 

• Services, which include the supply of electricity, 
water, etc. 

• Items built in, or fixed to, or on, the buildings. 

• Blinds or awnings on the outside of the 
buildings. 

• Anything permanently built, permanently 
constructed or permanently installed on your 
property for domestic purposes. 

29 



What are not buildings 

• Property that a tenant is liable for under the 
terms of a rental agreement. 

• Plants, shrubs, trees or grass. 

What are contents 
• Household goods that are not used for earning 

income. 
• Goods that you use for earning your income 

while they are at your situation. You would 
normally receive a taxation deduction for these. 
We will pay up to $7,500 in total for these 
items. This does not include office and surgery 
equipment. 

• Office and surgery equipment that you use 
for earning your income while it is at your 
situation. You would normally receive a taxation 
deduction for these. This includes valuable 
items able to be powered by battery. We will 
pay up to $5,000 per item for any valuable item 
unless it is listed as a special valuable item. 

• Carpets, curtains and internal blinds. 
• Furniture and furnishings that are not built in. 
• Portable domestic appliances that are not built 

in. 
• Swimming pools, saunas and spas that are not 

permanently installed. 
• Accessories for any swimming pools, saunas or 

spas. 
• Clothing and personal effects. 
• Valuables as listed below: 
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• Jewellery and watches. 
• Items that contain gold or silver. 

• Furs. 
o Collections of stamps, money or medals. 
• Items able to be powered by battery. 

• Equipment for taking photographs, including 
accessories and unprocessed film. These 
are not covered while they are being used 
underwater or to earn your income. 

o Sporting equipment designed to be used in a 
leisure activity that involves some element of 
physical activity or competition. This does not 
include pedal cycles. Sporting equipment is 
not covered while it is being used. 

For valuables we will pay up to $5,000 for 
anyone item, pair, set, collection or system of 
valuable items. We will pay up to $20,000 or • 
25% of the contents sum insured whichever is 
the higher in total for valuables. 

• Items thinly covered with gold or silver that are 
not jewellery or watches. 

• Paintings and prints, tapestries, Persian or 
similar rugs, antiques and any other works 
of art. 

• Projectors and screens. 
• Equipment for developing and enlarging 

photographs. 
• Processed film, slides and prints. We will only 

pay the value of these items as unprocessed 
material, and the cost of processing them. 
However, if they were processed when you 
purchased them, we will pay the cost of 
replacement. We will not pay the costs of • 
recreating any event. 

• Tapes, cassettes, cartridges and discs, including 
computer software. We will only pay the value 
of these items when blank, unless they were 
pre-recorded when you purchased them. 

• Money and negotiable documents. We will pay 
up to $750 in total for these items. 

• Unregistered motorcycles and mini-bikes with 
an engine capacity up to 125cc that do not 
require registration by law, or being used for 
racing or pacemaking. 
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• Accessories and spare parts for motor vehicles, 
motorcycles, mini-bikes, caravans, trailers and 
watercraft. We will not pay if the accessories 
and spare parts are in, or on, motor vehicles, 
motorcycles, mini-bikes, caravans, trailers or 
watercraft. We will pay up to $750 in total for 
these items. 

• Landlords' fixtures and fittings that you 

• 
are liable for under the terms of a rental 
agreement. We will not cover these fixtures and 
fittings if the Body Corporate has them insured. 
Fixtures and fittings that you have installed for 
your own use if you are a tenant, or the owner 
of a strata title unit. We will not cover these 
fixtures and fittings if the Body Corporate has 
them insured. 

• Watercraft less than four metres long which are 
not powered by a motor, or are powered by a 
motor less than 10hp. The most we will pay is 
$5,000. 

• Unregistered motorised golf buggies, ride-on 
mowers and wheelchairs. 

• Surfboards, sailboards or surf skis. 

• Special contents which are listed on 
your schedule. 

• Pedal cycles. 

• 
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Umlt for the value of contents 
The most we will pay for anyone item, pair, set, 
collection or system is $20,000. Some contents items 
do have a lower limit which are shown in 'What 
are contents' on pages 30,31, and 32. You can 
insure items, pairs, sets, collections or systems that 
are worth more than $20,000 each as a 'special 
contents' Item. To do this you must advise us and 
the items will be listed on your schedule. 

What are not contents 

• Unset precious and semi-precious stones. 
• Plants and trees growing outdoors. This does 

not include plants and trees growing in pots 
or tubs. 

• Animals, including birds and fish. 
• Pedal cycles while they are used for racing or 

pacemaking. 

• Motor vehicles, caravans, trailers or aircraft 
other than model or toy aircraft. 

• Registered motorcycles and mini-bikes. 

• Unregistered motorcycles and mini-bikes with 
an engine capacity over 125cc. 

• Watercraft more than four metres long. 
• Watercraft less than four metres long that are 

powered by a motor of more than 10hp. 

• Jet skis. 

Cover for contents in the open air at your situation 
We will insure your contents while they are in the 
open air at your situation. Your contents are in the 
open air when they are not in a building that is fully 
enclosed. 
If your contents are damaged by storm, rainwater, 
wind or are stolen, we will pay up to $2,000 in 
total. This limit does not apply to any swimming 
pools, saunas or spas. It also does not apply to any 
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accessories which are used with swimming pools, 
saunas or spas. 

Cover for contents away from your situation 

Your contents are insured while they are away from 
your situation, but still in Australia. 
Your contents are not insured if they: 

• Are on the way to, or from, or in, commercial 
storage. 

• Have been away from your situation for more 
than a continuous period of 90 days, other 
than sporting equipment that is stored within a 
clubroom. 

• Are in transit during a permanent removal. 
• Have been removed permanently from your 

situation, without our permission. 
The following items of contents are not covered 
while away from your situation: 
• Accessories and spare parts for motor vehicles, 

motorcycles, mini-bikes, caravans, trailers and 
watercraft. 

• Goods that you use for earning your income. 
• Office and surgery equipment that you use for 

earning your income. 

Cover for storm, rainwater, wind or impact by 
vehicle: 

• Only applies when the contents are in a 
residential building, boarding house, motel, 
hotel, club, nursing home or hospital where 
you are staying, or for sporting equipment 
stored within a clubroom. 

• Does not apply while the contents are in 
a tent, vehicle, caravan, trailer, aircraft or 
watercraft. 

Cover for theft does not apply while the contents 
are away from your situation. Sporting equipment is 
covered when it is in a locked clubroom. 
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Paying claims 

Policy excess 

For each buildings or contents claim, we will reduce 
the amount we pay you for your claim by the 
excess. The amount of your excess is shown on your 
schedule. 
In most instances you can select, at the time of your 
enquiry or application for insurance, the amount of 
the excess you wish to pay should you make a claim. 
When you select a higher excess amount we will 
normally reduce the amount of the premium you. 
will have to pay. 
We take into consideration a number of factors 
in setting the amount of the excess. These include 
factors relating to the type of property being 
insured, where the property is located, the type of 
construction and your previous insurance and claims 
history. 
At the time of your enquiry or application for 
insurance, the amount of the excess will be advised 
to you. 
Your excess will be increased by $250 for any claim 
for damage or loss arising from an earthquake. 
This damage or loss must occur within 72 hours of 
the earthquake. 
When a claim is paid for damage to, or loss of, 
buildings and contents, the excess amount will on I. 
be taken off once. 
When a claim is paid under only 'Additional things 
we will pay for when you have insured your 
buildings', or 'Additional things we will pay for 
when you have insured your contents', your excess 
will not apply. 

The most we will pay for your buildings or contents 

The most we will pay for any claim for buildings or 
contents is the sum insured shown on your schedule. 
This does not apply to amounts payable under 
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'Additional things we will pay for when you have 
insured your buildings' or 'Additional things we will 
pay fur when you have insured your contents'. 

How we pay a claim for your buildings If reinstatement 
benefit Is selected 

When damage or loss occurs to your buildings, 
we will pay the cost of rebuilding your buildings 
or repairing the damaged portions to the same 
condition as when they were new. We will only 
do this when your schedule shows "including 

.Placement benefit". 
We will also pay any additional costs required for 
your buildings to comply with government or local 
authority bylaws. We will not pay these additional 
costs if you were required to comply with these 
bylaws, and had not done so, before the damage or 
loss occurred. 
Rebuilding or repairing your buildings must 
commence within six months of the damage or 
loss occurring. If it does not commence within six 
months, we will do one of the following: 

• 

• 

• • 
reinstate or repair the buildings to the condition 
they were in just before the damage or loss 
occurred, or 
pay you the cost of reinstating or repairing the 
buildings to the condition they were in just 
before the damage or loss occurred, or 
pay you the value of the land and buildings 
just before the damage or loss occurred. We 
will reduce this payment by the value of your 
land and buildings after the damage or loss 
occurred. 

We decide which one we will do. 
We will pay for the damaged portions of fixed 
coverings to walls, floors and ceilings only in the 
room, hall or passage where the damage occurred. 
We will try to match any material used to repair the 
buildings with the original materials. If we cannot, 
we will use the nearest equivalent available to the 
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original materials. We will not pay any costs for 
replacing undamaged property. 
However, if: 

• it is impossible to acquire new material to 
replace the damaged material that reasonably 
matches the undamaged portion to a similar 
extent as immediately prior to the damage 
occurring, and 

• the amount of damaged material that cannot 
be matched to the undamaged material is more 
than 60% of the total material that would have 
to be replaced if all the matching damaged and 
undamaged material was replaced, then we 
will replace both the damaged and undamaged 
material. 

If the damage was caused by liquid that escaped 
from a bath, basin, sauna, spa, shower base or 
shower wall, we will pay the costs to repair the 
buildings. We will not pay the costs to repair or 
replace the bath, basin, sauna, spa, shower base or 
shower wall. 

How we pay a claim for your buildings when your 
schedule does not show "Including replacement benefit" 

When damage or loss occurs to your buildings, we 
will do one of the following: 
• Reinstate or repair your buildings to the 

condition they were in just before the damage 
or loss occurred. 

• Pay you the cost of reinstating or repairing your 
buildings to the condition they were in just 
before the damage or loss occurred. 

• Pay you the value of the land and your buildings 
just before the damage or loss occurred. We will 
reduce this payment by the value of your land 
and your buildings after the damage or loss 
occurred. 

We decide which one we will do. 
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We will pay for the damaged portions of fixed 
coverings to walls, floors and ceilings only in the 
room, hall or passage where the damage occurred. 
We will try to match any material used to repair 
your buildings with the original materials. If we 
cannot, we will use the nearest equivalent available 
to the original materials. We will not pay any costs 
for replacing undamaged property. 
If the damage was caused by liquid that escaped 
from a bath, basin, sauna, spa, shower base or 
shower wall, we will pay the costs to repair your 
buildings. We will not pay the costs to repair or 
replace the bath, basin, sauna, spa, shower base or 
shower wall. 

How we pay a claim for your contents 

When damage or loss occurs to any contents item, 
we will do one of the following: 

• replace the property with the nearest 
equivalent new property, or 

• repair the property to the condition it was in 
when new, or 

• pay you the cost of replacement or repair. 
We decide which one we will do. 
We will pay for carpets; wall, floor and ceiling 
coverings; internal blinds and curtains; only in the 
room, hall or passage where the damage or loss 
occurred. 
When an item is part of a pair, set, system or 
collection, we will only pay for the value of the item 
itself. The most we will pay is the value that the 
item has as a proportion of the combined pair, set, 
system or collection. We will only pay the cost of 
replacing the item even though the pair, set, system 
or collection to which it belongs is less valuable 
because it is incomplete. 
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Section 1 

Uability 
We will pay the amount you are liable to pay 
following an accident if your liability arises from 
any of the circumstances shown below. The accident 
that results in the claim must happen during the 
period of insurance. We also pay any legal costs you 
have to pay in relation to the accident. This includes 
costs awarded against you. The most we will pay, 
including costs, for any single accident, or series 
of accidents arising out of the same event, is the • 
amount shown in your schedule. 

When we will pay 

• 

• 

• 

• 

If you have insured your buildings, we will 
pay the amount you have to pay as owner or 
occupier of your buildings. 
If your buildings are a total loss, we will 
continue liability cover for any amount you have 
to pay as owner or occupier of the buildings for 
up to six months from the date your buildings 
were destroyed. This cover will stop immediately 
if: 
• construction commences at the home, 
• you sell the land, or 
• you take out a new buildings insurance 

policy for the home. 
If you have insured your contents and live in 
a rented building, we will pay the amount 
you have to pay as owner of your contents, or 
occupier of the building. 

• 
If you have insured your contents and you own 
part of a building that has been subdivided, 
we will pay the amount you have to pay as 
owner of your contents or occupier of your 
part of the building. We will not pay for an 
accident that happens in any common areas of 
the bUilding. 
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• 

• 

If you have insured your contents, we will pay 
the amount you have to pay for any accident 
that happens: 

• Anywhere in Australia. 

• Anywhere in Australia in connection with 
your position as a committee member of a 
sporting or social club. We will not pay if 
you receive more than $1,000 per year for 
holding the position. 

• Anywhere in the world. Cover away from 
Australia is limited to 90 consecutive days 
and starts from the time you leave Australia. 

This does not include the amount you have to pay 
because you are the owner or occupier of your 
bUildings. 

• If you have insured your contents, we will pay 
for any accident that happens anywhere in 
Australia arising out of the use of watercraft. 
We will only pay if the watercraft is less than 
four metres long and is not powered by a 
motor, or is powered by a motor less than 10hp. 
This does not include jet skis. 

AddiUonal things we will pay for when you have Insured 
your conten1s 

We will pay the amount you are liable to pay 
following an alleged or actual act or omission . 

• e will only pay for your liability in connection with 
your position as a committee member of a sporting 
or social club. We will not pay if you receive more 
than $1,000 per year for holding this position. 
Any claim made against you must occur within 
the period of insurance stated on the schedule. 
The most we will pay, including costs, during any 
one period of insurance is $10,000. 
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When we will not pay 

We will not pay claims arising from: 

• Penalties, fines or awards of aggravated, 
exemplary or punitive damages made against 
you. 

• Use of a motor vehicle, motorcycle, mini-bike, 
aircraft or watercraft, other than: 
• Unregistered motorised golf buggies, ride-on 

mowers and wheelchairs. 

• Model or toy aircraft. 
• A surfboard, sailboard or surf skis. 
• Watercraft that are described on page 33. 
• Unregistered motorcycles or mini-bikes up 

to USee that do not require registration by 
law, unless they are being used for racing or 
pacemaking. 

• Use of a caravan or trailer when the caravan 
or trailer is attached to a motor vehicle or 
motorcycle. 

• Personal injury to you, or any member of your 
family who normally lives with you, or any other 
person who normally lives with you. 

• Personal injury to any person you employ and 
that injury arises from their employment with 
you. 

• Damage to or loss of property that belongs 
to you, or any member of your family who 
normally lives with you, or any other person 
who normally lives with you. 

• Damage to or loss of property that belongs to 
any person you employ and that damage or loss 
arises from their employment with you. 

• Damage to or loss of property that is in your 
control, or the control of any member of your 
family who normally lives with you, or any other 
person who normally lives with you. 
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• Any disease that is transmitted by you, or any 
member of your family who normally lives with 
you. 

• Any business, profession, trade or occupation 
carried on by you. This does not include being a 
committee member of a sporting or social club 
provided that you do not receive more than 
$1,000 per year for holding this position. 

• Alterations, repairs, renovations or additions to 
your buildings that cost more than $75,000. 

• Any agreement or contract you enter into. 
We will pay for your liability if you would have 
been liable without the agreement or contract. 

• The use, removal of or exposure to any asbestos 
product or products containing asbestos. 

• Gaining a personal profit or advantage that is 
illegal. 

• A conflict of duty or interest. 
• Any act or omission that is dishonest, 

fraudulent, criminal, wilful or malicious. 

• Any loss that can be reimbursed by your 
sporting or social club. 

• Any alleged or actual act or omission 
committed, or alleged to have been committed, 
prior to the commencement of the policy. 
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Section 1 

Strata title mortgagee protection 
This section of the policy only applies when your 
schedule shows that you have requested cover for 
mortgagee protection. It applies when you own part 
of a building that has been subdivided, usually into 
strata title units, and you have a mortgage on that 
part of the building. 
We will cover the part of the building that you 
own for accidental damage or accidental loss 
on the same basis as set out in Section 1 Cover-
Listed Events. • 
We will pay up to the amount you owe on your 
mortgage but no more than the sum insured 
shown on your schedule. We will pay this to your 
mortgagee when you are required to pay your 
mortgage in full following a loss. We will only pay 
this when the Body Corporate has not insured the 
buildings, or it has not insured the buildings for 
damage that you can claim for under this policy. 

• 
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Section 2 

Valuable items 
This section of the policy only applies when your 
schedule shows that you have requested cover for 
valuable items. 

What are valuable items 

• Jewellery and watches. 

• • Items that contain gold or silver. 
Furs. 

• Collections of stamps, money or medals. 
• Items able to be powered by battery. 
• Equipment for taking photographs, including 

accessories and unprocessed film. These are not 
covered while they are being used: 
• underwater, or 

• to earn your income. 

• Sporting equipment designed to be used in a 
leisure activity that involves some element of 
physical activity or competition. This does not 
include pedal cycles. Sporting equipment is not 
covered while it is being used. 

• • Clothing and personal effects which means 
items of personal attire or adornment which are 
usually worn or carried. 

• . Pedal cycles. Pedal cycles are not covered whilst 
they are being used for racing or pacemaking. 

• Special valuable items which are listed on your 
schedule. 

What are not valuable items 

• Unset precious and semi-precious stones. 
• Items thinly covered with gold or silver. 

• Motor vehicles, motorcycles, mini-bikes, 
caravans, trailers, aircraft or accessories or spare 
parts of any of these items. 

• Watercraft more than four metres long. 
• Watercraft less than four metres long that are 

powered by a motor of more than 10hp. 

When we will pay 

Your valuable items are insured for any accidental 
damage or accidental loss. The accidental damage 
or accidental loss must happen within Australia 
or New Zealand. We will also pay if the accidental 
damage or accidental loss happens anywhere else 
in the world. Cover away from Australia or New 
Zealand is limited to 90 consecutive days and starts 
from the time you leave Australia. 

When we wiD not pay 

We will not pay if the accidental damage or 
accidental loss is caused by the following: 

• Rust, corrosion, gradual deterioration, 
depreciation, wear or tear. 

• A defect in the item. 
• Rats, mice or insects. 
• Processes of cleaning involving the use of 

chemicals other than domestic household 
chemicals. 

• Mechanical or electrical breakdown other than 
an electric motor burning out. We will pay for 
any resultant damage following mechanical or 
electrical breakdown. 



Paying claims 

How we pay a claim for a valuable item 

When damage or loss occurs to a valuable item, 
we will do one of the following: 

• replace the item with the nearest equivalent 
new item, or 

• repair the item to the condition it was in when 
new, or 

• pay you the cost of replacement or repair. 
We decide which one we will do. 
When a valuable item is part of a pair, set, system 
or collection, we will only pay the value of the item 
itself. The most we will pay is the value that the 
item has as a proportion of the combined pair, set, 
system or collection. We will only pay the cost of 
replacing the item even though the pair, set, system 
or collection to which it belongs is less valuable 
because it is incomplete. 
We will reduce any payment for damage to, or 
loss of, an item under this section by the amount 
we pay you for the same item under your contents 
insurance. 

Umit for valuable Items 

The most we will pay for anyone item, pair, set, 
collection or system is $5,000 for valuable items. 
You can insure items, pairs, sets, collections or 
systems that are worth more than the above limits 
for their actual value as 'special valuable' items. 
To do this you must advise us and the items will be 
listed on your schedule. The most we will pay in 
total for all valuable items is the amount shown 
on your schedule. 

What Section 1 and Section 2 of the 
policy do not cover 

We will not pay claims for loss, damage or liability 
arising from: 
• War or warlike activity. War does not have to 

be declared. We do not provide cover for theft 
following this. 

• Hostilities, rebellion, insurrection or revolution. 
We do not provide cover for theft following 
these events. • 

• Contamination by chemical and/or biological 
agents, which results from an act of terrorism. 
Terrorism is any act which may, or may not, 
involve the use of, or threat of, force or violence 
where the purpose of the act is to further 
a political, religious, ideological aim or to 
intimidate or influence a government (whether 
lawfully constituted or not) or any section of 
the public. 

• Lawful destruction or confiscation of your 
property. 

• Anything nuclear or radioactive. 

• 

• 
• 
• 
• 

Damage to a heating element. We will pay for 
any resultant damage covered by this policy 
following damage to a heating element. 
Mildew, atmospheric or climatic conditions. 
Damage, loss or injury that you or anyone 
acting for you deliberately caused. 
Flood, storm surge, the action of the sea, tidal 
wave, high water or erosion. 
Landslide or subsidence except as detailed on 
pages 21 and 22. 

• 
• Any event that does not occur within the period 

• 
of insurance. 
Failure or inability of any item, equipment 
or computer software to recognise correctly, 
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to interpret correctly, or to process correctly 
any date or to function correctly beyond any 
time when that item, equipment or computer 
software has not recognised, interpreted or 
processed correctly any date. We will pay for 
any resultant loss or damage that is covered by 
this policy, other than resultant loss or damage 
to any frozen food, computer equipment or 
computer software. 

Section 3 

Workers' compensation 
This section of the policy only applies when your 
schedule shows that you have requested cover for 
workers' compensation. 
If you have employees, in some circumstances 
workers' compensation cover is compUlsory. If 
you are unsure, check with your local Workers' 
Compensation Authority . 
We will pay the amount you are liable to pay if a 
person you employ is injured while working for you. 
We will only pay if the person is doing domestic 
work for you. We will not pay if the person is 
working for you in your business, profession, trade 
or occupation. 
The amount we will pay is subject to the relevant 
workers' compensation legislation in your state or 
territory. 
Please refer to page 6 under 'Who is the insurer' . 
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Policy information 

When your insurance cover does not apply 

Your insurance for your buildings, contents and 
valuable items will not apply if, for a continuous 
period of 90 days or more, no one has lived at your 
situation. 

You can ask us to provide cover if no one is going 
to be living at your situation for more than 90 days. 
If we agree to provide cover, we will advise you in 
writing. 

You cannot give your rights away 

You cannot give anyone else an interest in this 
policy without our written consent. 

What you are required to do for us 

• You must pay us the premium for this insurance. 

• You must tell us as soon as possible of anything 
that changes the facts or circumstances relating 
to your insurance. 

• You must take reasonable precautions to 
prevent anything which could result in a claim 
under this policy. 

• You must make sure that anyone doing 
anything on your behalf obeys all laws. 

• You must comply with the conditions of this 
policy. 

cancelling your policy before the due date 

You can cancel this policy at any time. To do this you 
must ask us in writing. The policy will end when we 
receive your request. 

We can cancel this policy if you do any of the 
following: 

• Make a misleading statement to us when you 
apply for your insurance. 

• Fail to tell us anything you should tell us when 
you apply for this policy, renew this policy and 
when you change or reinstate this policy. 

• Fail to comply with the conditions of this poliCy. 

• Fail to pay the premium for this insurance. 

• Are not fair and open in your dealings with us. 

• Make a claim during the period of this policy 
that is not true. The claim does not have to be 
under this policy and can be with us, or another 
insurance company. 

We may cancel this policy if you fail to notify us ~ 
a change in the circumstances of the risk during thtll' 
period of insurance. 

If we cancel this policy, we will advise you in 
writing. To do this, a notice will be delivered or 
posted to you. 

Return of premium if your policy is cancelled before the 
due date 

If your policy is cancelled before the due date: 

• We will keep the premium for the period that 
the policy was in force. 

• We will return to you the premium for the 
period from the date the policy ended to the 
due date of the policy, however, if this amount 
is $30 or less, we may not return the premium 
to you. • 

How the Goods and Services Tax affects your claim 

Where we make a payment under this policy for 
the acquisition of goods, services or other supply, 
we will reduce the amount of the payment by the 
amount of any input tax credit that you are, or will 
be, or would have been entitled to under A New 
Tax System (Goods and Services Tax) Act 1999 in 
relation to that acquisition, whether or not that 
acquisition is actually made. 
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Where we make a payment under this policy 
as compensation instead of payment for the 
acquisition of goods, services or other supply, 
we will reduce the amount of the payment by the 
amount of any input tax credit that you would have 
been entitled to under A New Tax System (Goods 
and Services Tax) Act 1999 had the payment been 
applied to acquire such goods, services or other 
supply. 

The law that applies to this policy 

Any disputes arising from this policy will be 
"IIII!!J'etermined by the courts, and in accordance with 

the laws, of the state or territory of Australia where 
this policy is issued. 

• 

How to make a claim 

Please contact your nearest CGU Insurance office 
when something happens that you believe you can 
claim for. 

What you must do wilen you make a claim 

You must make your claim as soon as possible 
after you suffer a loss. If you do not make it within 
30 days, we may reduce what we pay you by an 
amount to take account of any disadvantage we 
suffer by the delay. 

You must also: 

• Take all reasonable steps to stop any further 
loss from occurring. 

• Advise the nearest police station if your 
property is lost or stolen, vandalised or 
maliciously damaged. We may ask you to give 
us a written report from the police. 

• Keep the property that has been damaged so 
we can inspect it. 

• Tell us about any prosecution or inquest that 
may be held. 

• Send us any document relating to your claim 
within 72 hours of you receiving the document . 

What you must not do when you make a claim 

You must not do any of the following: 

• Repair or replace any damaged property 
without our consent. 

• Pay, promise to pay, or offer payment, or admit 
responsibility for a claim. 
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You give us your rights to claim from anyone else 

If you have a right to claim against someone else 
for a claim you made under this policy, you give us 
your rights to make that claim. You also give us your 
rights to conduct, defend or settle any legal action 
and to act in your name. 

You must not do anything which prevents us from 
doing this and you must give us all the information 
and co-operation that we require. 

Claim payment examples 
These Claim payment examples show you how a 
claim settlement may be calculated based on some 
practical scenarios. Any actual claim settlement 
amount will depend upon the facts of each case. 
For the purpose of the scenarios you are not 
registered for GST. 
• Claim Example 1 
Policy type: Building Insurance 
Buildings sum insured: $250,000 
Excess: $100 
Loss or damage: Storm damage to your roof. 
How we settle your claim: 

• We arrange for a builder to repair your roof 
for $4,000 

• We pay the builder $3,900 

• We ask you to pay the builder the $100 excess. 
• Claim Example 2 
Policy type: Contents Insurance 
Contents sum insured: $100,000 
Excess: $100 
Loss or damage: Theft of your television 
How we settle your claim: 

• Replacement cost of television is $2,700 

• We pay the supplier $2,600 

• We ask you to pay the supplier the $100 excess. 
54 

• Claim Example 3 
Policy type: Building and Contents Insurance 
Buildings sum insured: $300,000 
Contents sum insured: $80,000 
Excess: $100 
Loss or damage: Your buildings and contents are 
partially destroyed by fire. 
We agree that you are unable to live in 
your buildings and you require alternative 
accommodation. 
How we settle your claim: 

• We choose to pay you directly for the 
damage 

• We pay you $37,900 as follows: 

- 8uilding repairs $20,000 

- Content replacement $8,000 

- Costs for alternative accommodation 
$10,000 

- Less excess $100 

- Total $37,900 

• Claim Example 4 
Policy type: Special Valuables option 
Item sum insured: Diamond ring $8,000 

• 

Loss or damage: Your diamond ring is stolen. 
How we settle your claim: • 

• We pay the jeweller $8,000 to replace your 
diamond ring. No excess is applicable 

• Claim Example 5 
Policy type: Contents Insurance (Liability cover) 
Loss or damage: Liability to pay for damages 
for personal injury to a third party. 
How we settle your claim: 

• We pay the legal costs of $2,000 

• We pay the medical expenses incurred 
by the third party of $12,000 
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This insurance policy is distributed by members of Insight 
Insurance Brokers Association Inc. ABN 19212972 184 
('Insight'). Insight is an organisation that provides it's 
members with access to insurance related products and 
services. Insight distribute this insurance policy pursuant to 
an agreement with CGU Insurance Limited, Australian 
Business Number 27 004478 371 and Australian Financial 
Services Licence Number 238291. In arranging this 
insurance, Insight is acting on your behalf. Insight do not 
issue, guarantee or underwrite this insurance policy. 

Important information about Insight's advice 

Any advice Insight gives about this policy does not take into 
account any of your particular objectives, financial situation 
or needs. For this reason, before you act on Insight's advice, 
you should consider the appropriateness of the advice 
taking into account your own objectives, financial situation 
and needs. Before you make any decisions about whether 
to acquire this policy, we recommend you read this PDS. 

• 

• 



• 

• 

Welcome to the security 
of CGU Insurance 

This Product Disclosure Statement (PDS) contains 
two sections: 
• Important Information - contains general 

information about your Accidental Damage 
Home Insurance Policy; and 

• The Accidental Damage Home Insurance Policy 
- contains the terms and conditions of your 
Accidental Damage Home Insurance Policy. 

To assist you to locate specific items in this PDS, 
a table of contents is provided on page 2 and an 
index is provided at the back of this booklet. 
Please read this PDS before you apply for insurance. 
If we accept your application for insurance, you 
will receive a schedule that sets out details of the 
insurance you have taken out. 
If you need more information about this PDS or 
your policy, please contact your insurance adviser. 

Updating Product Disclosure Statement 

Information in this PDS may need to be updated 
from time to time where required and permitted 
by law. You can obtain a paper copy of any 
updated information without charge by calling 
us on the contact details provided in this 
document. If the update is to correct a misleading 
or deceptive statement or an omission that is 
materially adverse from the point of view of a 
reasonable person deciding whether to acquire 
the Policy, we will provide you with a new PDS 
or a Supplementary PDS. 
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Important Information 

The purpose of this PDS 

The PDS has been prepared to assist you in 
understanding your Accidental Damage Home 
Insurance policy and making an informed choice 
about your insurance needs. 

This PDS sets out important information about 
the insurance and the terms and conditions and 
limitations of the policy. 

The policy terms and conditions are set out in this 
PDS under the heading 'The Accidental Damage 
Home Insurance Policy' commencing on page 15. 

Who Is the Insurer 

CGU Insurance Limited is the insurer providing the 
cover under 'Section 1 - Buildings and contents' and 
'Section 2 - Valuable items'. Our Australian Business 
Number is 27 004 478 371. Our Australian Financial 
Services Licence Number is 238291. 

Insurance Australia Limited ABN 11 000 016 722 
trading as CGU Workers' Compensation is the 
insurer providing the cover under 'Section 3 -
Workers' compensation' if your situation is in 
Western Australia, Tasmania or Northern Territory. 

In this policy, the insurer is called 'we', 'us' or 'our'. 

How to contact us 

You may contact us by any of the following ways: 

• In person at any CGU Insurance office. 

• By telephone on 13 15 32. 
• By writing to us at CGU Insurance, GPO Box 

9902 in your capital city. 

• By email on our website www.cgu.com.au 
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Your cooling-off period 

We will refund all premium paid for cover 
under your policy if you request cancellation 
of the insurance policy within 21 days of its 
commencement. To do this, you must advise us in 
writing and return the schedule to your nearest 
CGU Insurance office. You will not receive a refund 
if you have made a claim under your policy. 

How to apply for Insurance 

Complete our application form. If we accept 
your application for insurance, you will receive a • 
schedule that sets out details of the insurance you 
have taken out. 

How to make a claim 

When something happens that you believe you 
can claim for, please contact your nearest CGU 
Insurance office, or call 13 1532. Details about 
making a claim are shown in the insurance policy 
terms and conditions under 'How to make a claim'. 

calculating your premium 

The premium payable by you for this insurance will 
be shown on your schedule. The key factors that 
influence the premium calculation are reflected in 
the questions asked, and information sought, at 
the time of your enquiry or application for home • 
insurance. These include factors relating to the typ 
of property being insured, where the property is 
located, the type of construction of the property 
and your previous insurance and claims history. 

Premiums are subject to Commonwealth and state 
taxes, charges and levies. These include the Goods 
and Services Tax, stamp duty and fire service levy. 

The amount of these taxes, charges and levies will 
be shown on your schedule. 
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Paying your promlum 

The insurance applies for the period for which you 
have paid us (or agreed to pay us) the premium. 
You may pay your premium by cash, cheque 
or credit card. If your cheque or credit card is 
dishonoured by your financial institution, you are 
not insured. 
You can also pay your premium by instalments 
direct from a financial institution account or from 
your credit card. You cannot make a claim under 

Mis policy if you owed us more than one month's 
~remium when the event you want to claim for 

happened. 
If you pay your premium by instalments and you are 
more than one month behind, we can cancel your 
policy without notice. 
If you have a total loss, we shall deduct the 
instalments for the remaining period of insurance 
from the amount we pay you. 

How we handle your personal information 

We are committed to handling your personal 
information in accordance with the Privacy Act. 
We need to collect, use and disclose your personal 
information in order to consider your application 
and to provide the cover you have chosen. You can 

a:hoose not to give us some or all of your personal 
"formation, but this may affect our ability to 

provide you with cover. 

When you provide your personal Information to us 

You acknowledge and consent to us collecting and 
using your information to: 

• consider your insurance application and any 
subsequent application for insurance, 

• underwrite and price any policy issued by us or 
our related entities, 

• calculate and offer discounts, 
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• issue you with a policy, 
• administer the policy, and 
• investigate, assess and pay any claim made by or 

against you. 
For these purposes, you acknowledge and consent 
to us collecting your personal information from, 
and disclosing it on a confidential basis to, your 
intermediary* or the third party who you have 
been dealing with in respect to this insurance policy 
and who referred you to us, other insurers, our 
related entities, insurance reference bureaus, law 
enforcement agencies, investigators and recovery 
agents, lawyers, any credit provider that has 
security over your property, assessors, repairers, 
suppliers retained by us to supply goods and 
services, advisers and/or the agent of any of these. 

When you provide your personal information to us about 
another person 

You must be authorised to do so, and you must 
inform that person, unless informing them would 
pose a serious threat to the life or health of any 
individual: 

• who we are, 
• how we use and disclose their information, and 
• that they can gain access to that information. 

Privacy of your personal information -
for marketing purposes 

In order to enhance its relationship with you, 
your intermediary may use your personal 
information that you have provided to us to offer 
you other products and services, which may be of 
benefit to you. 

When you provide your personal Information to us -
for marketing purposes 

You acknowledge and consent to your personal 
information being used on a confidential basis 
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by us or your intermediary to contact you by 
mail, phone or email to provide you information 
on offers, products and services or for planning, 
market research and product development. In using 
your personal information for these marketing 
purposes, we and your intermediary may use and 
disclose your personal information to offer you our 
or your intermediary's product and services directly, 
or to any other organisation to carry out the above 
marketing purposes on our or your intermediary's 
behalf. However: 
• CGU Insurance Ltd (CGU Insurance) and your 

intermediary will not use your information in 
this way if you have already told CGU Insurance 
or your intermediary not to. 

• You must inform CGU Insurance or your 
intermediary if you do not want your personal 
information disclosed or used for these 
marketing purposes. 

*The intermediary is a company or individual 
through which you purchased this insurance, 
or the company named on the inside front cover of 
this booklet. 

CGU Insurance Triple Guarantee 

Our guarantee assures you of quality insurance and 
service at all times. 

Fair Dealing Guarantee 

We will meet any claims covered by your policy 
fairly and promptly. 

Money Back Guarantee 

If you change your mind, we provide a cooling-off 
period which lets you cancel your policy within 
21 days with a full refund of the premium paid. 
However, your cooling-off period no longer applies 
if you make a claim within this time. 
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Service Guarantee 

We will provide you with the highest standards 
of service. 

General Insurance Code of Practice 
The purpose of the Code is to raise standards 
of practice and service in the general insurance 
industry. 

The objectives of the Code are: 

• to promote better, more-informed relations • 
between insurers and their customers, 

• to improve consumer confidence in the general 
insurance industry, 

• to provide better mechanisms for the resolution 
of complaints and disputes between insurers 
and their customers, and 

• to commit insurers and the professionals they 
rely upon to higher standards of customer 
service. 

Our commitment to you 

We have adopted and support the Code and are 
committed to complying with it. Please contact us if 
you would like more information about the Code. 

How to resolve a complaInt or dispute 

1. Talk to us first • 
If you have a complaint, the first thing you or your 
insurance adviser should do is speak to one of our 
staff. If your complaint relates specifically to a 
claim, speak with the claims officer managing 
your claim. 
If the staff member or claims officer are unable to 
resolve the matter for you, you or your insurance 
adviser may speak to a manager. The manager 
will usually provide you with a response to your 
complaint within 15 days. If the timeframe is 
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impractical for any reason such as the need for 
more information or further investigation, they will 
discuss with you alternative timeframes. If you are 
not satisfied with our response or we cannot agree 
with you on alternative timeframes, you can go to 
step 2. 
2. Seek a review 

If the matter is still not resolved the manager will 
refer you or your insurance adviser to the relevant 
dispute handling department or area who will 
conduct a review of your dispute and will usually 

.rovide you with a response to your dispute within 
15 business days. If the timeframe is impractical, 
we will discuss with you alternative timeframes. 
If you are still not satisfied with our response to 
your dispute or we cannot agree on alternative 
timeframes, you can go to step 3. 
3. Seek an external review 
You are entitled to seek an external review of our 
decision. We will provide you with information 
about options available to you, including, if 
appropriate, referring you to the external dispute 
resolution scheme administered by the Financial 
Ombudsman Service Limited (FOS). You will not 
be able to have your dispute resolved by the FOS 
if you are not eligible under the FOS's Terms of 
Reference. Further information about our complaint 

.md dispute resolution procedures is available by 

.ontacting us. 

Your duty of disclosure 

When you take out, renew, or change or vary a 
policy, you have a duty to answer our questions 
truthfully and provide us with any information that 
could affect our decision to insure you, or the terms 
of your policy. This is called your 'duty of disclosure'. 
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What you must do when you apply to take out this policy 

When applying to take out insurance we will ask 
you certain questions. When answering these 
questions, you must be honest, and you have a duty 
under the Insurance Contracts Act 1984 to tell us 
anything: 

• known to you, and 
• which a reasonable person in the circumstances 

would include in answer to any question. 
We will use your answers to help us decide whether 
to insure you and anyone else under this policy, and 
on what terms. 

Who you are answering the questions for 

It is important that you understand you are 
answering the questions in this way on behalf 
of yourself and anyone else that you want to be 
covered by the policy. 

If you do not answer our questions In thIs way 

If you do not answer our questions in the way, we 
may reduce or refuse to pay a claim, or cancel the 
policy. If you answer our questions fraudulently, we 
may refuse to pay a claim and treat the policy as 
never being in place. 

Renewal, variation, reInstatement or extension of 
your policy 

When your policy is renewed, varied, reinstated 
or extended you have a duty, under the Insurance 
Contracts Act 1984, to tell us anything that you: 

• know, or 
• could reasonably be expected to know is 

relevant to our decision whether to accept the 
risk of insurance and on what terms. 

Your duty does not require the disclosure of 
anything that: 
• diminishes the risk to be undertaken by us, 
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• is of common knowledge, 
• we know, or in the ordinary course of business, 

ought to know, or 

• is a matter that we indicate your duty has been 
waived by us. 

If you do not comply with your duty of disclosure 

If you fail to comply with your duty of disclosure, 
we may be entitled to reduce our liability under the 
policy in respect of a claim, or we may cancel the 
policy. If your non-disclosure is fraudulent, we may 
also have the option of avoiding the contract from 
its beginning. 

Intermediary Remuneration 
CGU Insurance Limited pays remuneration to 
insurance intermediaries when we issue, renew 
or vary a policy the intermediary has arranged 
or referred to us. The type and amount of 
remuneration varies and may include commission 
and other payments. If you require more 
information about remuneration we may pay your 
intermediary you should ask your intermediary. 

RnanciaI Claims Scheme 
You may be entitled to payment under the financial 
claims scheme in the event that CGU Insurance 
Limited becomes insolvent. Access to the scheme 
is subject to eligibility criteria. Information about 
the scheme can be obtained from the Australian 
Prudential Regulation Authority (APRA) website 
at www.apra.gov.au and the APRA hotline on 
130013 1060. 
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The Accidental Damage 
Home Insurance Policy 

Your policy 

Your policy is a contract of insurance between you 
and us. 
Your policy includes information on the following: 

• When you are covered. 
• Who is insured under this policy. • 
• What you are covered for. 
• What your policy does not cover. 
• Excesses that may apply. 

• How we pay claims. 
If we accept your application for insurance, you 
will receive a schedule that sets out details of the 
insurance you have taken out as described in this 
policy. 
Our agreement with you is made up of your 
current schedule and this policy, as well as any 
endorsements we send to you. Together, they make 
up your insurance contract with us. Read them 
carefully and store them together in a safe place. 
We recommend that you keep receipts for major • 
items you purchase. 

When you are covered 

Your insurance begins when we accept your 
application. The commencement date of your 
insurance will be shown on the schedule we will 
send you. 
We will not cover your buildings and your contents 
for a period of 48 hours from the time of the 
commencement of your insurance for loss or 
damage caused by: 
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• bushfire or grassfire, or 

• a named cyclone. 
We will provide cover however if: 

• This insurance commences directly after another 
insurance policy covering the same property 
expired without a break in cover. 

• You have entered into a contract of sale to 
purchase the property. 

• You have entered into a contract to lease the 
property. '0 Is Insured under this policy 

The person whose name is set out in the schedule 
is insured. The following people are also insured, as 
long as they normally live with that person named 
in the schedule: 

• That person's partner. 
• Unmarried children of that person. 
• Unmarried children of that person's partner. 
• That person's parents. 
• That person's partner's parents. 
in this policy all these people are called 'you' or 
'your'. 

Words that have a special meaning 

en this policy there are words that have a special 
meaning. These words are listed below. if the 
meaning of a word is not shown below, we tell you· 
on what page the meaning is printed. 
Buildings This is on page 29 under 'What 

are buildings'. 
Contents This is on pages 29, 30, 31 and 32 

under 'What are contents'. 
Excess 
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This is the amount of money you 
will pay if you have a claim. We 
will reduce the amount we pay 
you for your claim by the excess. 

Schedule 

Situation 

The amount of your excess is 
shown on your schedule and the 
earthquake excess is shown on 
page 34. 
This is the document we give 
you which sets out the details of 
your insurance cover. You receive 
a schedule when you first take 
out your insurance and again 
when the policy is renewed or 
changed. 
This is the place where the 
building and/or contents are 
located. We will show this place 
on all schedules we give you. 
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Section 1 

Buildings and contents 

What is insured 

Your buildings and/or contents as set out on your 
schedule are insured if they are destroyed, lost or 
damaged. They are insured only if you own them. 
or are liable for them. 

If you only insure buildings, the cover provided 
for destruction, loss or damage does not apply to 
contents. 

If you only insure contents, the cover provided 
for destruction, loss or damage does not apply to 
buildings. 

Your buildings and contents are insured while at 
your situation. Cover for your contents while away 
from your situation is not provided unless we say so. 

Cover - Accidental Damage 

We will cover your buildings and contents for any 
accidental damage or accidental loss including that 
caused by: 

• Landslide or subsidence but only if it occurs 
within 72 hours after one of the following: 

• Storm, rainwater or wind. 

• Earthquake. 

• Explosion. 

• Liquid that escapes from a fixed pipe or 
something attached to a pipe, fixed gutter, 
fixed tank or a drain. 

This cover also applies to gates, fences or 
retaining walls that are attached to, and are 
part of, the structure of the buildings. 

• Storm, rainwater or wind. This includes storm, 
rainwater or wind damage to: 

• Gates, fences or walls that are attached 
to, and are part of, the structure of the 
buildings. 

• Gates, fences or walls that are not attached 
to, and are not part of, the structure of 
the buildings but only for any section of a 
gate, fence or wall made of brick, stone, 
metal or frame-supported corrugated 
fibrous material. The frame supporting the 
corrugated fibrous material must be made of 
brick, stone or metal. 

• Gates, fences or walls that are not attached. 
to, and are not part of, the structure of the 
buildings which are made of timber. We will 
only pay for gates, fences or walls 15 years 
old or less. 

• Free-standing fences that do not have a 
supporting frame but only if these fences 
are made from corrugated fibrous material. 
These fences must have been installed and 
constructed according to the manufacturer's 
specifications. 

We will not pay for storm, rainwater or wind 
damage to shade cloth, swimming pool 
covers including solar covers, plastic liners for 
swimming pools. 

• An electric motor burning out. If an electric 
motor burns out, we will repair, reinstate or • 
replace it. We decide which one we will do. W 
will do this if the electric motor is 15 years old 
or less. 

We will not cover your buildings and contents for 
any accidental damage or accidental 1055 caused by: 

• Landslide or subsidence except as described on 
page 18. 

• Settling, shrinkage or any movement of earth. 

• Erosion. 
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• Water entering the buildings through an 
opening made for any building, renovation or 
repair work. 

• Water entering the buildings because of 
a structural defect, faulty design or faulty 
workmanship when the buildings were 
constructed. 

• 

• 
Flood. 

We do not provide cover for damage by 
flood .. Flood .is when water from a river, 
creek,lake, watercourse, reservoir, dam or 
navigable canal .. overflows onto normally 
dry land. Water that escapes from an 
irrigation canal is not flood. 

• Rust, corrosion, gradual deterioration, 
depreciation, wear or tear. 

• Rats, mice or insects. 
• Roots from trees, plants, shrubs or grass. 
• Any process of cleaning involving the use of 

chemicals other than domestic household 
chemicals. 

• A defect in an item, faulty workmanship, 
structural defects or faulty design. 

• • • 
• 

• 
• 
• 
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Breakage of mirrors, glassware, crystal, crockery 
or china while they are being used, cleaned or 
carried by hand. 

Malicious damage or vandalism by a tenant. 
Theft from any part of the buildings which you 
share with another person who is not insured 
under this policy. 
Theft by a tenant. 
Deliberate or intentional acts by a tenant. 
Mechanical or electrical breakdown other than 
an electric motor burning out. We will pay for 
any resultant damage following mechanical or 
electrical breakdown. 

Additional things we wiD pay for when you have insured 
your buildings 

The following will be paid in addition to the sum 
insured. 
• If you are unable to live in your buildings after 

damage or loss has occurred, we will pay for 
you to rent another property. We will pay 
an amount equal to the amount that your 
buildings could have been rented out each 
week if you had not had a loss. We will also 
pay the costs of alternate accommodation for 
your pets. We will pay this for up to 12 months. 
The most we will pay under this section is 
10 per cent of your buildings sum insured. 
We will reduce this payment, or stop paying 
you, if: 
• you receive any payment for rent from 

another source, or 
• you do not need to rent another property. 

• We will pay to make modifications to your 
buildings if you are injured as a result of 
damage or loss to your buildings. We will 
only pay for modifications if the injury results 
in permanent paraplegia or permanent 
quadriplegia. The most we will pay is $10,000. 

• We will pay your legal costs to discharge your 
mortgage if your claim is for a total loss. 

• If you have entered into a contract to sell your 
home, we will extend your buildings cover to 
the purchaser until: 
• the contract settlement date, 
• the purchaser insures the home, or 
• the purchaser becomes liable for damage 

to the home whichever happens first. 
This cover will stop immediately if: 

• the sale contract is terminated, or 
• your buildings insurance comes to an end. 
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• We will pay the reasonable cost of demolishing 
and removing any buildings or contents debris 
when damage or loss occurs. We will pay up to 
10 per cent of your buildings sum insured. 

• We will pay the reasonable costs of architects', 
surveyors' and legal fees when damage or loss 
occurs. We will pay up to 10 per cent of your 
buildings sum insured. 

• If a key to an external door lock of your 
buildings, or a key to an external window lock 
of your buildings, is stolen or lost, we will pay 
the reasonable and necessary costs of replacing 
the external lock, key or cylinder with a similar 
item. We decide which one we will do. 

• If any trees, plants or shrubs are: 

• stolen, or 

• burnt, or 
• maliciously damaged, or 

• damaged by a vehicle, 
we will pay to replace the trees, plants or 
shrubs. The most we will pay is $1,500 in any 
one period of insurance. We will not pay for 
any loss or damage to a lawn. 

• If you have a loss, we will increase your sum 
insured by the amount the Consumer Price 
Index (all groups) has increased since you took 
out your policy or last renewed it. 

• You are fully insured again for your buildings 
for the amount shown on your schedule 
following a claim. This does not apply when 
your claim is for a total loss as your cover for 
buildings will end then. 

• We will also provide cover for buildings when 
you purchase a new home. Cover will be 
provided for 14 days from the date you sign 
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a contract of purchase. 
The amount of cover provided is limited to the 
sum insured on buildings shown in the schedule. 

• We will pay up to an additional 30 per cent 
of the buildings sum insured if your buildings 
are damaged as a result of an event that 
the government declares a catastrophe or 
emergency. 

We will only do this it. 

• your buildings are considered by us to be a 
total loss, 

• the increased cost to rebuild or repair your 
buildings was caused solely by the event that 
the government declares a catastrophe or 
emergency, • 

• the cost to rebuild or repair your buildings is 
greater than your buildings sum insured, and 

• you rebuild or repair your buildings at the 
situation. 

We will not pay the cost necessary to meet 
the requirements of any statutory authority in 
connection with rebuilding or repairing your 
buildings at the situation. 
This benefit is only payable for additional 
building costs that have been caused as a result 
of increased demand on building material and 
labour costs by the catastrophe or emergency. 

This benefit will not provide any shortfall 
caused in your rebuilding costs if you have 
under insured your building. 

Example (does not Include costsnecessaiyto meet 
the I1lqulrements of any statutory authority) 

Your Building Sum Insured $200,000 

Cost to rebuild your building 
immediately prior to event $250,000 

Cost to rebuild your building 
immediately after the event $2']'0,000 

Benefit Payable $20,OO() 

• 
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Additional things we will pay for when you have Insured 
your contents 

The following will be paid in addition to the sum 
insured: 

• We will pay for the loss of any frozen food. 

• 

• 
If any of your credit cards or financial 
transaction cards are misused after they are 
stolen, or fraudulently used on the internet, 
we will pay up to $5,000 to the financial 
institutions that issued them. We will only pay 
if you complied with the terms on which the 
credit cards or transaction cards were issued. 

• We will pay the reasonable costs of alternative 
accommodation that you may incur after you 
have had a loss. We will pay this amount for up 
to 12 months. The most we will pay is 10 per 
cent of your contents sum insured. We will only 
pay for this when your buildings are unable to 
be lived in after damage or loss has occurred. 

• • 
• 
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We will reduce this payment, or stop paying 
you, if: 

• we pay you for rent following damage to the 
buildings, or 

• you receive any payment for rent or 
accommodation from another source, or 

• you do not need to pay for alternative 
accommodation. 

If guests or visitors to your home bring their 
own possessions with them, we will regard 
those possessions as belonging to you. The 
most we will pay is $5,000 if these possessions 
are lost or damaged. We will not pay if these 
possessions are already insured. 

If employees working at your home bring their 
own possessions with them, we will regard 
those possessions as belonging to you. We will 
only pay if the employees are doing domestic 
work for you. The most we will pay is $5,000 if 

these possessions are lost or damaged. We will 
not pay if these possessions are already insured. 

• If a key to an external door lock of your 
buildings, or a key to an external window lock 
of your buildings, is stolen or lost, we will pay 
the reasonable and necessary costs of replacing 
the external lock, key or cylinder with a similar 
item. We decide which one we will do. 

• If you are moving permanently to a new 
situation within Australia, we will cover your 
contents at the situation shown on your schedule 
and at your new situation. The most we will 
pay in total is the sum insured shown on your 
schedule. We will only cover your contents at 
your new situation for 14 days. This cover will 
commence from when you first start to move 
your contents to your new situation. You must 
tell us if you are permanently moving your 
contents to a new situation within 14 days from 
when you first start to move. 
This does not apply if your contents have been 
permanently moved to a new situation in the 
14 days prior to the commencement of this 
insurance. 

• We will cover your contents for loss or damage 
whilst they are in a commercial storage facility in 
Australia up to the total contents sum insured, 
as listed on your schedule. You must tell us 
that your contents are in a commercial storage 
facility before they are put into storage and we 
must have agreed to cover them. If we agree 
to cover your contents in a commercial storage 
facility, it will be listed on your schedule. We will 
only cover your contents if the loss or damage 
occurs as a result of an incident we have agreed 
to cover. We will not cover jewellery, money or 
negotiable documents. 

• We will cover your contents for loss or damage 
whilst they are being transported by a vehide to 
your home, or to a commercial storage facility 
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within Australia, up to $10,000 (inclusive of GSn 
during your period of insurance. We will only 
cover your contents if there is a theft following 
violent or forcible entry, or loss or damage occurs 
as a result of fire, collision or overturning of the 
vehicle that is transporting your contents. We 
will not cover loss or damage: 

• to glassware, crystal, crockery, mirrors or 
china, or 

• caused by denting, scratching, chipping or 
bruising. 

• We will pay the reasonable costs of removing 
any contents debris when damage or loss 
occurs. We will pay up to 10 per cent of your 
contents sum insured. 

• If you, or any member of your family dies, 
we will cover the funeral costs, up to $10,000 
(inclusive of GST). 
The death must occur: 

• as a result of an incident we have agreed to 
cover, 

• within 12 months of the incident, and 
• as a result of an incident that occurred at 

your home. 

• We will pay the reasonable costs you have to pay 
a security firm to attend your home in response 
to your monitored burglar alarm system. 
We will only pay these costs when there is: 

• a burglary, or 
• an attempted burglary. 
We will not pay these costs when there is: 
• a false alarm, or 

• no evidence of an attempted burglary. 
The most we will pay is $1,000. 

• If you have a loss, we will increase your sum 
insured by the amount the Consumer Price 

26 

Index (all groups) has increased since you took 
out your policy or last renewed it. This increase 
does not apply to any special contents you have 
insured. 

• You are fully insured again for your contents for 
the amount shown in your schedule following 
a claim. This does not apply when your claim is 
for a total loss as your cover for contents will 
end then. 

The following will be paid in addition to the sum 
insured: 

• We will pay to reinstate, reproduce or restore • 
your documents if they are damaged while 
contained in the buildings or in a bank vault. 
This includes the information contained on the 
documents. The most we will pay is $1000. 

• We will pay for the fees that you must pay to 
an accountant. We will pay these fees when 
your personal financial affairs are audited by 
the Federal Commissioner of Taxation. You 
must advise us of any such audit. We will only 
pay claims notified to us during the period of 
insurance shown on your most recent schedule. 
The most we will pay during anyone period of 
insurance is $5,000. 
We will not pay claims for: 
• Any audit that relates to a criminal 

prosecution. • 
• Fees where the final assessment of your 

taxable income for the period being audited 
is 20 per cent higher than your original 
declaration. 

• Fees for work performed outside the time 
limits allowed by the Federal Commissioner 
of Taxation. 

• Any fines, penalties or adjustments of 
taxation. 

• If you are unable to live at your situation after 
damage or loss has occurred, we will pay the 
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reasonable costs to remove and store your 
contents while your situation is being repaired. 
We will pay this for up to 12 months. 
We will also cover your contents while they are 
in storage. We will only pay for this when you 
are unable to live at your situation. 

• We will pay for veterinary expenses if your pet 
is injured as a result of a road accident. The 
most we will pay is $750. 

• We will pay legal costs and expenses you 
are liable to pay following legal proceedings 

• brought by you, or against you, in Australia. 

• 
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You must advise us of any legal proceedings 
brought by you, or against you. We will only 
pay claims notified to us during the period of 
insurance shown on your most recent schedule. 
We will only pay the legal costs and expenses 
incurred with our consent. The most we will pay 
during anyone period of insurance is $5,000. 
We will not pay legal costs and expenses 
relating to: 
• Spouse or partner disputes including, but 

not limited to, divorce, child maintenance, or 
custody and property disputes. 

• Claims for death, bodily injury to, or disease 
of, any person. 

• Claims where cover is available by a standard 
form of motor vehicle, houseowners or 
householders, motorcycle, caravan or boat 
insurance. 

• Any criminal charge or prosecution brought 
against you. 

• Any road traffic offence or boating offence 
committed by you. 

• Any matter arising out of your business or 
profession. 

• Any matter arising out of any insurance 
cover required by legislation. 

• Any award of damages made against you. 
• Any penalties, fines or awards of aggravated, 

exemplary or punitive damages made 
against you. 

What are buildings 

• Residential buildings you live in including 
any professional offices or surgeries in those 
buildings. 

• Domestic outbuildings. 
• Fixed coverings to walls, floors and ceilings. 

These do not include fixed carpets, curtains or 
internal blinds. 

• Services, which include the supply of electricity, 
water, etc. 

• Items built in, or fixed to, or on, the buildings. 
• Blinds or awnings on the outside of the 

buildings. 
• Anything permanently built, permanently 

constructed or permanently installed on your 
property for domestic purposes. 

What are not buildings 

• Property that a tenant is liable for under the 
terms of a rental agreement. 

• Plants, shrubs, trees or grass . 

What are contents 

• Household goods that are not used for earning 
income. 

• Goods that you use for earning your income 
while they are at your situation. You would 
normally receive a taxation deduction for these. 
We will pay up to $7,500 in total for these 
items. This does not include office and surgery 
equipment. 

• Office and surgery equipment that you use 
for earning your income while it is at your 
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situation. You would normally receive a taxation 
deduction for these. This includes valuable items 
able to be powered by battery. We will pay up 
to $10,000 per item for any valuable item unless 
it is listed as a special valuable item. 

• Carpets, curtains and internal blinds. 
• Furniture and furnishings that are not built in. 
• Portable domestic appliances that are not built in. 
• Swimming pools, saunas and spas that are not 

permanently installed. 

• Accessories for any swimming pools, saunas 
or spas. 

• Clothing and personal effects. 
• Valuables as listed below: 

• Jewellery and watches. 
• Items that contain gold or silver. 

• Furs. 
o Collections of stamps, money or medals. 
o Items able to be powered by battery. 
o Equipment for taking photographs, including 

accessories and unprocessed film. These 
are not covered while they are being used 
underwater or to earn your income. 

o Sporting equipment designed to be used in 
a leisure activity that involves some element 
of physical activity or competition. This does 
not include pedal cycles. Sporting equipment 
is not covered while it is being used 

For valuables we will pay up to $10,000 for 
anyone item, pair, set, collection or system of 
valuable items. We will pay up to $20,000 or 
25% of the contents sum insured whichever is 
the higher in total for valuables. 

• Items thinly covered with gold or silver that are 
not jewellery or watches. 
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• Paintings and prints, tapestries, Persian or 
similar rugs, antiques and any other works 
of art. 

• Projectors and screens. 
• Equipment for developing and enlarging 

photographs. 
• Processed film, slides and prints. We will only 

pay the value of these items as unprocessed 
material, and the cost of processing them. 
However, if they were processed when you 
purchased them, we will pay the cost of 
replacement. We will not pay the costs of • 
recreating any event. 

• Tapes, cassettes, cartridges and discs, including 
computer software. We will only pay the value 
of these items when blank, unless they were 
pre-recorded when you purchased them. 

• Money and negotiable documents. We will pay 
up to $1,250 in total for these items. 

• Unregistered motorcycles and mini-bikes with 
an engine capacity up to 125cc that do not 
require registration by law, or being used for 
racing or pacemaking. 

• Accessories and spare parts for motor vehicles, 
motorcycles, mini-bikes, caravans, trailers and 
watercraft. We will not pay if the accessories 
and spare parts are in, or on, motor vehicles, 
motorcycles, mini-bikes, caravans, trailers or • 
watercraft. We will pay up to $750 in total for 
these items. 

• Landlords' fixtures and fittings that you 
are liable for under the terms of a rental 
agreement. We will not cover these fixtures and 
fittings if the Body Corporate has them insured. 

• Fixtures and fittings that you have installed for 
your own use if you are a tenant, or the owner 
of a strata title unit. We will not cover these 
fixtures and fittings if the Body Corporate has 
them insured. 
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• Watercraft less than four metres long which are 
not powered by a motor, or are powered by a 
motor less than 10hp. The most we will pay is 
$5,000. 

• Unregistered motorised golf buggies, ride-on 
mowers and wheelchairs. 

• Surfboards, sailboards or surf skis. 
• Special contents which are listed on your schedule. 

• Pedal cycles. 

Limit for the value of contents 

_he most we will pay for anyone item, pair, set, 
collection or system is $20,000. Some contents items 
do have a lower limit which are shown in 'What 
are contents' on pages 29, 30, 31 and 32. You can 
insure items, pairs, sets, collections or systems that 
are worth more than $20,000 each as a 'special 
contents' item. To do this you must advise us and 
the items will be listed on your schedule. 

Wbat are not contents 

• Unset precious and semi-precious stones. 
• Plants and trees growing outdoors. This does 

not include plants and trees growing in pots 
or tubs. 

• Animals, including birds and fish. • • 
• 
• 

Pedal cycles while they are used for racing or 
pacemaking. 
Motor vehicles, caravans, trailers or aircraft 
other than model or toy aircraft. 
Registered motorcycles and mini-bikes. 
Unregistered motorcycles and mini-bikes with 
an engine capacity over 125cc. 

• Watercraft more than four metres long. 
• Watercraft less than four metres long that are 

powered by a motor of more than 10hp. 

• Jet skis. 
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Cover for contents away from your situation 

Your contents are insured while they are away from 
your situation, but still in Australia. 
Your contents are not insured if they: 
• Are on the way to, or from, or in, commercial 

storage. 
• Have been away from your situation for more 

than a continuous period of 90 days, other 
than sporting equipment that is stored within a 
clubroom. 

• Are in transit during a permanent removal. 
• Have been removed permanently from your 

situation, without our permission. 
The following items of contents are not covered 
while away from your situation: 
• Accessories and spare parts for motor vehicles, 

motorcycles, mini-bikes, caravans, trailers and 
watercraft. 

• Goods that you use for earning your income. 
• Office and surgery equipment that you use for 

earning your income. 
Your contents will also be insured worldwide for up 
to 90 consecutive days, after you leave Australia. 

Paying claims 

Policy excess 

For each buildings or contents claim, we will reduce 
the amount we pay you for your claim by the 
excess. The amount of your excess is shown on your 
schedule. 
In most instances you can select, at the time of your 
enquiry or application for insurance, the amount of 
the excess you wish to pay should you make a claim. 
When you select a higher excess amount we will 
normally reduce the amount of the premium you 
will have to pay. 
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We take into consideration a number of factors in 
setting the amount of the excess. These include 
factors relating to the type of property being 
insured, where the property is located, the type of 
construction and your previous insurance and claims 
history. 
At the time of your enquiry or application for 
insurance, the amount of the excess will be advised 
to you. 
Your excess will be increased by $250 for any claim 
for damage or loss arising from an earthquake. This 
damage or loss must occur within 72 hours of the 
earthquake. 
When a claim is paid for damage to, or loss of, 
buildings and contents, the excess amount will only 
be taken off once. 
When a claim is paid under only 'Additional things 
we will pay for when you have insured your 
buildings', or 'Additional things we will pay for 
when you have insured your contents', your excess 
will not apply. 

The most we will pay for your buildings or contents 

The most we will pay for any claim for buildings 
or contents is the sum insured shown on your 
schedule. This does not apply to amounts payable 
under 'Additional things we will pay for when 
you have insured your buildings' or 'Additional 
things we will pay for when you have insured your 
contents'. 

How we pay a claim for your buildings H reinstatement 
benefit Is selected 

When damage or loss occurs to your buildings, 
we will pay the cost of rebuilding your buildings 
or repairing the damaged portions to the same 
condition as when they were new. We will only 
do this when your schedule shows "including 
replacement benefit". 
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We will also pay any additional costs required for 
your buildings to comply with government or local 
authority bylaws. We will not pay these additional 
costs if you were required to comply with these 
bylaws, and had not done so, before the damage or 
loss occurred. 
Rebuilding or repairing your buildings must 
commence within six months of the damage or 
loss occurring. If it does not commence within six 
months, we will do one of the following: 
• reinstate or repair the buildings to the condition 

they were in just before the damage or loss • 
occurred, or 

• pay you the cost of reinstating or repairing the 
buildings to the condition they were in just 
before the damage or loss occurred, or 

• pay you the value of the land and buildings 
just before the damage or loss occurred. We 
will reduce this payment by the value of your 
land and buildings after the damage or loss 
occurred. 

We decide which one we will do. 
We will pay for the damaged portions of fixed 
coverings to walls, floors and ceilings only in the 
room, hall or passage where the damage occurred. 
We will try to match any material used to repair the 
buildings with the original materials. If we cannot, 
we will use the nearest equivalent available to the. 
original materials. We will not pay any costs for 
replacing undamaged property. 
However, if: 
• it is impossible to acquire new material to 

replace the damaged material that reasonably 
matches the undamaged portion to a similar 
extent as immediately prior to the damage 
occurring, and 

• the amount of damaged material that cannot 
be matched to the undamaged material is more 
than 60% of the total material that would have 
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to be replaced if all the matching damaged 
and undamaged material was replaced, then 
we will replace both the damaged and 
undamaged material. 

If the damage was caused by liquid that escaped 
from a bath, basin, sauna, spa, shower base or 
shower wall, we will pay the costs to repair the 
buildings. We will not pay the costs to repair or 
replace the bath, basin, sauna, spa, shower base or 
shower wall. 

How we pay a claim for your buildings when your 
eChedule does not show "including replacement benefit" 

When damage or loss occurs to your buildings, we 
will do one of the following: 

• Reinstate or repair your buildings to the 
condition they were in just before the damage 
or loss occurred. 

• Pay you the cost of reinstating or repairing your 
buildings to the condition they were in just 
before the damage or loss occurred. 

• Pay you the value of the land and your buildings 
just before the damage or loss occurred. We will 
reduce this payment by the value of your land 
and your buildings after the damage or loss 
occurred. 

We decide which one we will do. 
tr'e will pay for the damaged portions of fixed 

coverings to walls, floors and ceilings only in the 
room, hall or passage where the damage occurred. 
We will try to match any material used to repair 
your buildings with the original materials. If we 
cannot, we will use the nearest equivalent available 
to the original materials. We will not pay any costs 
for replacing undamaged property. 
If the damage was caused by liquid that escaped 
from a bath, basin, sauna, spa, shower base or 
shower wall, we will pay the costs to repair your 
buildings. We will not pay the costs to repair or 
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replace the bath, basin, sauna, spa, shower base or 
shower wall. 

How we pay a claim for your contents 

When damage or loss occurs to any contents item, 
we will do one of the following: 
• replace the property with the nearest 

equivalent new property, or 
• repair the property to the condition it was in 

when new, or 
• pay you the cost of replacement or repair. 
We decide which one we will do. 
We will pay for carpets; wall, floor and ceiling 
coverings; internal blinds and curtains; only in the 
room, hall or passage where the damage or loss 
occurred. 
When an item is part of a pair, set, system or 
collection, we will only pay for the value of the item 
itself. The most we will pay is the value that the 
item has as a proportion of the combined pair, set, 
system or collection. We will only pay the cost of 
replacing the item even though the pair, set, system 
or collection to which it belongs is less valuable 
because it is incomplete. 
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Section 1 

Uability 
We will pay the amount you are liable to pay 
following an accident if your liability arises from 
any of the circumstances shown below. The accident 
that results in the claim must happen during the 
period of insurance. We also pay any legal costs you 
have to pay in relation to the accident. This includes 
costs awarded against you. The most we will pay, 
including costs, for any single accident, or series 
of accidents arising out of the same event, is the 
amount shown in your schedule. 

When we will pay 

• If you have insured your buildings, we will 
pay the amount you have to pay as owner or 
occupier of your buildings. 

• If your buildings are a total loss, we will 
continue liability cover for any amount you have 
to pay as owner or occupier of the buildings for 
up to six months from the date your buildings 
were destroyed. This cover will stop immediately 
if: 
• construction commences at the home, 
• you sell the land, or 
• you take out a new buildings insurance 

policy for the home. 
• If you have insured your contents and live in 

a rented building, we will pay the amount 
you have to pay as owner of your contents, or 
occupier of the building. 

• If you have insured your contents and you own 
part of a building that has been subdivided, we 
will pay the amount you have to pay as owner 
of your contents or occupier of your part of the 
building. We will not pay for an accident that 
happens in any common areas of the building. 

• If you have insured your contents, we will pay 
the amount you have to pay for any accident 
that happens: 
• Anywhere in Australia. 
• Anywhere in Australia in connection with 

your position as a committee member of a 
sporting or social club. We will not pay if 
you receive more than $1,000 per year for 
holding the position. 

• Anywhere in the world. Cover away from 
Australia is limited to 90 consecutive days 
and starts from the time you leave Australi. 

This does not include the amount you have to pay 
because you are the owner or occupier of your 
buildings. 
• If you have insured your contents, we will pay 

for any accident that happens anywhere in 
Australia arising out of the use of watercraft. 
We will only pay if the watercraft is less than 
four metres long and is not powered by a 
motor, or is powered by a motor less than 10hp. 
This does not include jet skis. 

Additional things we will pay for when you have Insured 
your contents 

We will pay the amount you are liable to pay 
following an alleged or actual act or omission. We 
will only pay for your liability in connection with • 
your position as a committee member of a sportin 
or social club. We will not pay if you receive more 
than $1,000 per year for holding this position. 
Any claim made against you must occur within the 
period of insurance stated on the schedule. The 
most we will pay, including costs, during anyone 
period of insurance is $10,000. 
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When we will not pay 

We will not pay claims arising from: 
• Penalties, fines or awards of aggravated, 

exemplary or punitive damages made against 
you. 

• Use of a motor vehicle, motorcycle, mini-bike, 
aircraft or watercraft, other than: 
• Unregistered motorised golf buggies, 

ride-on mowers and wheelchairs. 
• Model or toy aircraft. 

• • A surfboard, sailboard or surf skis. 
• Watercraft that are described on page 32. 
• Unregistered motorcycles or mini-bikes up 

to 125cc that do not require registration by 
law, unless they are being used for racing or 
pacemaking. 

• Use of a caravan or trailer when the caravan 
or trailer is attached to a motor vehicle or 
motorcycle. 

• Personal injury to you, or any member of your 
family who normally lives with you, or any other 
person who normally lives with you. 

• Personal injury to any person you employ 
and that injury arises from their employment 
with you . • 

• 

• 
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Damage to or loss of property that belongs 
to you, or any member of your family who 
normally lives with you, or any other person 
who normally lives with you. 
Damage to or loss of property that belongs to 
any person you employ and that damage or loss 
arises from their employment with you. 
Damage to or loss of property that is in your 
control, or the control of any member of your 
family who normally lives with you, or any other 
person who normally lives with you. 

• Any disease that is transmitted by you, 
or any member of your family who normally 
lives with you. 

• Any business, profession, trade or occupation 
carried on by you. This does not include being 
a committee member of a sporting or social 
club provided that you do not receive more 
than $1,000 per year for holding this position. 

• Alterations, repairs, renovations or additions 
to your buildings that cost more than $75,000. 

• Any agreement or contract you enter into. 
We will pay for your liability if you would have 
been liable without the agreement or contract. 

• The use, removal of or exposure to any asbestos 
product or products containing asbestos. 

• Gaining a personal profit or advantage that 
is illegal. 

• A conflict of duty or interest. 
• Any act or omission that is dishonest, 

fraudulent, criminal, wilful or malicious. 

• Any loss that can be reimbursed by your 
sporting or social club. 

• Any alleged or actual act or omission 
committed, or alleged to have been committed, 
prior to the commencement of the policy. 
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Section 1 

Strata title mortgagee protection 

This section of the policy only applies when your 
schedule shows that you have requested cover for 
mortgagee protection. It applies when you own 
part of a building that has been subdivided, usually 
into strata title units, and you have a mortgage on 
that part of the building. 
We will cover the part of the building that you own 
for accidental damage or accidental loss on the 
same basis as set out in Section 1 Cover - Accidental 
Damage. 
We will pay up to the amount you owe on your 
mortgage but no more than the sum insured 
shown on your schedule. We will pay this to your 
mortgagee when you are required to pay your 
mortgage in full following a loss. We will only pay 
this when the Body Corporate has not insured the 
buildings, or it has not insured the buildings for 
damage that you can claim for under this policy. 

Section 2 

Valuable Items 
This section of the policy only applies when 
your schedule shows that you have requested 
cover for valuable items. 

What are valuable Hems 

• Jewellery and watches. 
• Items that contain gold or silver. 

• Furs. 
• Collections of stamps, money or medals. 
• Items able to be powered by battery. 
• Equipment for taking photographs, including 

accessories and unprocessed film. These are 
not covered while they are being used: 
• underwater, or 
• to earn your income. 

• 
• Sporting equipment designed to be used in a 

leisure activity that involves some element of 
physical activity or competition. This does not 
include pedal cycles. Sporting equipment is not 
covered while it is being used. 

• Clothing and personal effects which means 
items of personal attire or adornment which 
are usually worn or carried. • 

• Pedal cycles. Pedal cycles are not covered whilst 
they are being used for racing or pacemaking. 

• Special valuable items which are listed on your 
schedule. 

What are not valuable Hems 

• Unset precious and semi-precious stones. 
• Items thinly covered with gold or silver. 
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• Motor vehicles, motorcycles, mini-bikes, 
caravans, trailers, aircraft or accessories 
or spare parts of any of these items. 

• Watercraft more than four metres long. 
• Watercraft less than four metres long that are 

powered by a motor of more than 10hp. 

When we will pay 

Your valuable items are insured for any accidental 
damage or accidental loss. The accidental damage 

• 
or accidental loss must happen within Australia 

r New Zealand. We will also pay if the accidental 
damage or accidental loss happens anywhere else 
in the world. Cover away from Australia or New 
Zealand is limited to 90 consecutive days and starts 
from the time you leave Australia. 

When we will not pay 

We will not pay if the accidental damage or 
accidental loss is caused by the following: 
• Rust, corrosion, gradual deterioration, 

depreciation, wear or tear. 

• A defect in the item. 

• 
• 

• • 
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Rats, mice or insects. 
Processes of cleaning involving the use of 
chemicals other than domestic household 
chemicals . 

Mechanical or electrical breakdown other than 
an electric motor burning out. We will pay for 
any resultant damage following mechanical or 
electrical breakdown. 

Paying claims 

Hew we pay a claim for a valuable Item 

When damage or loss occurs to a valuable item, 
we will do one of the following: 

• replace the item with the nearest equivalent 
new item, or 

• repair the item to the condition it was 
in when new, or 

• pay you the cost of replacement or repair . 
We decide which one we will do. 
When a valuable item is part of a pair, set, system 
or collection, we will only pay the value of the item 
itself. The most we will pay is the value that the 
item has as a proportion of the combined pair, set, 
system or collection. We will only pay the cost of 
replacing the item even though the pair, set, system 
or collection to which it belongs is less valuable 
because it is incomplete. 
We will reduce any payment for damage to, or 
loss of, an item under this section by the amount 
we pay you for the same item under your contents 
insurance. 

LlmH for valuable Items 

The most we will pay for anyone item, pair, set, 
collection or system is $10,000 for valuable items. 
You can insure items, pairs, sets, collections or 
systems that are worth more than the above limits 
for their actual value as 'special valuable' items. 
To do this you must advise us and the items will be 
listed on your schedule. The most we will pay in 
total for all valuable items is the amount shown 
on your schedule. 
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What Section 1 and Section 2 of the 
policy do not cover 

We will not pay claims for loss, damage or liability 
arising from: 

• War or warlike activity. War does not have to 
be declared. We do not provide cover for theft 
following this. 

• Hostilities, rebellion, insurrection or revolution. 
We do not provide cover for theft following 
these events. 

• Contamination by chemical and/or biological 
agents, which results from an act of terrorism. 
Terrorism is any act which may, or may not, 
involve the use of, or threat of, force or 
violence where the purpose of the act is to 
further a political, religious, ideological aim 
or to intimidate or influence a government 
(whether lawfully constituted or not) or any 
section of the public. 

• Lawful destruction or confiscation of your 
property. 

• Anything nuclear or radioactive. 
• Damage to a heating element. We will pay 

for any resultant damage covered by this policy 
following damage to a heating element. 

• Mildew, atmospheric or climatic conditions. 
• Damage, loss or injury that you or anyone 

acting for you deliberately caused. 

• Flood, storm surge, the action of the sea, 
tidal wave, high water or erosion. 

• Landslide or subsidence except as detailed 
on page 18. 

• Any event that does not occur within the 
period of insurance. 
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• Failure or inability of any item, equipment 
or computer software to recognise correctly, 
to interpret correctly, or to process correctly 
any date or to function correctly beyond any 
time when that item, equipment or computer 
software has not recognised, interpreted or 
processed correctly any date. We will pay for 
any resultant loss or damage that is covered by 
this policy, other than resultant loss or damage 
to any frozen food, computer equipment or 
computer software. 

• 

• 
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Section 3 

Workers' compensation 

This section of the policy only applies when your 
schedule shows that you have requested cover 
for workers' compensation. 
If you have employees, in some circumstances 
workers' compensation cover is compulsory. 
If you are unsure, check with your local Workers' 
Compensation Authority. eve will pay the amount you are liable to pay 
if a person you employ is injured while working 
for you. We will only pay if the person is doing 
domestic work for you. We will not pay if the 
person is working for you in your business, 
profession, trade or occupation. 

The amount we will pay is subject to the relevant 
workers' compensation legislation in your state 
or territory. 

Please refer to page 6 under 'Who is the insurer'. 

• 

Policy information 

When your Insurance cowr does not apply 

Your insurance for your buildings, contents and 
valuable items will not apply if, for a continuous 
period of 90 days or more, no one has lived at your 
situation. 
You can ask us to provide cover if no one is going 
to be living at your situation for more than 90 days. 
If we agree to provide cover, we will advise you in 
writing. 

You cannot give your rights away 

You cannot give anyone else an interest in this 
policy without our written consent. 

What you are required to do for us 

• You must pay us the premium for this insurance. 
• You must tell us as soon as possible of anything 

that changes the facts or circumstances relating 
to your insurance. 

• You must take reasonable precautions to 
prevent anything which could result in a claim 
under this policy. 

• You must make sure that anyone doing 
anything on your behalf obeys all laws. 

• You must comply with the conditions of this 
policy. 

cancelling your policy before the due date 

You can cancel this policy at any time. To do this 
you must ask us in writing. The policy will end 
when we receive your request. 
We can cancel this policy if you do any of the 
following: 

• Make a misleading statement to us when 
you apply for your insurance. 
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• Fail to tell us anything you should tell us when 
you apply for this policy, renew this policy and 
when you change or reinstate this policy. 

• Fail to comply with the conditions of this policy. 
• Fail to pay the premium for this insurance. 
• Are not fair and open in your dealings with us. 
• Make a claim during the period of this policy 

that is not true. The claim does not have to be 
under this policy and can be with us, or another 
insurance company. 

We may cancel this policy if you fail to notify us of 
a change in the circumstances of the risk during the 
period of insurance. 
If we cancel this policy, we will advise you in 
writing. To do this, a notice will be delivered or 
posted to you. 

Return of premium If your policy is cancelled before the 
due date 

If your policy is cancelled before the due date: 
• We will keep the premium for the period that 

the policy was in force. 

• We will return to you the premium for the 
period from the date the policy ended to the 
due date of the policy, however, if this amount 
is $30 or less, we may not return the premium 
to you. 

How the Goods and Services Tax affects your claim 

Where we make a payment under this policy for 
the acquisition of goods, services or other supply, 
we will reduce the amount of the payment by the 
amount of any input tax credit that you are, or will 
be, or would have been entitled to under A New 
Tax System (Goods and Services Tax) Act 1999 in 
relation to that acquisition, whether or not that 
acquisition is actually made. 
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Where we make a payment under this policy 
as compensation instead of payment for the 
acquisition of goods, services or other supply, 
we will reduce the amount of the payment by 
the amount of any input tax credit that you would 
have been entitled to under A New Tax System 
(Goods and Services Tax) Act 1999 had the payment 
been applied to acquire such goods, services or 
other supply. 

The law that appDes to this policy 

Any disputes arising from this policy will be • 
determined by the courts, and in accordance 
with the laws, of the state or territory of Australia 
where this policy is issued. 

• 
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How to make a claim 

Please contact your nearest CGU Insurance office 
when something happens that you believe you can 
claim for. 

What you must do when you make a claim 

You must make your claim as soon as possible 
after you suffer a loss. If you do not make it within 
30 days, we may reduce what we pay you by an 

•
mount to take account of any disadvantage we 
uffer by the delay. 

You must also: 

• Take all reasonable steps to stop any further 
loss from occurring. 

• Advise the nearest police station if your 
property is lost or stolen, vandalised or 
maliciously damaged. We may ask you to give 
us a written report from the police. 

• Keep the property that has been damaged so 
we can inspect it. 

• Tell us about any prosecution or inquest that 
maybe held. 

• Send us any document relating to your claim 
within 72 hours of you receiving the document. 

~ you must not do when you make a claim 

You must not do any of the following: 

• Repair or replace any damaged property 
without our consent. 

• Pay, promise to pay, or offer payment, or admit 
responsibility for a claim. 
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You give us your rights to claim from anyone else 

If you have a right to claim against someone else 
for a claim you made under this policy, you give 
us your rights to make that claim. You also give us 
your rights to conduct, defend or settle any legal 
action and to act in your name. 
You must not do anything which prevents us from 
doing this and you must give us all the information 
and co-operation that we require. 

Claim payment examples 
These Claim payment examples show you how a 
claim settlement may be calculated based on some 
practical scenarios. Any actual claim settlement 
amount will depend upon the facts of each case. 
For the purpose of the scenarios you are not 
registered for GST. 
• Claim Example 1 
Policy type: Building Insurance 
Buildings sum insured: $250,000 
Excess: $100 
Loss or damage: Storm damage to your roof. 
How we settle your claim: 

• We arrange for a builder to repair your roof 
for $4,000 

• We pay the builder $3,900 
• We ask you to pay the builder the $100 

excess. 
• Claim Example 2 
Policy type: Contents Insurance 
Contents sum insured: $100,000 
Excess: $100 
Loss or damage: Theft of your television 
How we settle your claim: 

• Replacement cost of television is $2,700 

• We pay the supplier $2,600 
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• We ask you to pay the supplier the $100 
excess. 

• Claim Example 3 
Policy type: Building and Contents Insurance 
Buildings sum insured: $300,000 
Contents sum insured: $80,000 
Excess: $100 
Loss or damage: Your buildings and contents 
are partially destroyed by fire. 
We agree that you are unable to live in 
your buildings and you require alternative 
accommodation. 
How we settle your claim: 

• We choose to pay you directly for the 
damage 

• We pay you $37,900 as follows: 
- Building repairs $20,000 
- Content replacement $8,000 

- Costs for alternative accommodation 
$10,000 

- Less excess $100 
- Total $37,900 

• Claim Example 4 
Policy type: Special Valuables option 
Item sum insured: Diamond ring - $12,000 
Loss or damage: Your diamond ring is stolen. 
How we settle your claim: 
• We pay the jeweller $12,000 to replace your 

diamond ring. No excess is applicable 

• Claim Example 5 
Policy type: Contents Insurance (Liability cover) 

Loss or damage: Liability to pay for damages 
for personal injury to a third party. 
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How we settle your claim: 
• We pay the legal costs of $2,000 
• We pay the medical expenses incurred by the 

third party of $12,000. 

• 

• 

55 



Policy index Earth 
Settling 19 
Shrinkage 19 

Accidental damage Movement of 19 
Cover 18 Earthquake 17, 18, 34 
Not covered 19,20 Electlic motors 

Accommodation Burning out 20 
Alternative (Contents) 24 Electlical breakdown 20,44 

Bicycles 30,32,43 Erosion 18,46 
Boats 31-33, 39, 40, 44 Excess 14,33,34 
Buildings Explosion 18 

Definition 29 Faulty workmanship 20 
Extent of cover 18-23 Fees 

• Not covered 29,46,47 Legal 21 
Burglary 26 Survey 22 
Burglar alarm Architect 22 

In response to 26 Fences 
Canceliatlon 49,50 Free-standing 19 
Carpets 29,30,37 Landslide 18 

Chemical cleaning 20,44 Storm damage 18 

Claims Fire 26 

Making a claim 52 Fixtures & fittings 
Paying a claim 80dy Corporate 31 

Buildings 33,36 Tenant 31 
Contents 33,34,37 Landlord 34 
Valuables 44 Flood 20,47 

Clothing 30 Frozen foods 24 
Contents Glass 

Away from the situation 33 Mirrors 20 
Definition 29-32 Being carlied, used 20 
Extent of cover 15-20, 24-29 Being cleaned 20 
Not covered 32,40,41 Goods and Services Tax SO,51 • Pairs, sets, collections 32,45 Goods for earning Income 29 
Special contents 32 Housebreaking 26 

Corrosion 20,44 Insects 20,44 
Credit cards 24 Instalment premiums 8 
Deblis, Removal of 22,26 Insured person/s 16 
Defects 20,44 Intentional acts 20 
Deliberate acts Tenants 20 

Tenants 20 Jewellery 25,30,43 
Demolition 22 Keys 
Directors and officers 39 Stolen 22. 25 
Dispute resolution 11,12 Lost 22,25 
Documents 27 Landslide 18, 19,46 
Domestic appliances 30 Legal costs and expenses 21,28,38 

Duty of disclosure 12-14 
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Liability Taxation audit 27 
Covered 38,39 Tenants 
Not covered 46 Deliberate acts 20 

liquid escaping lB,36 Intentional acts 20 
Locks replacement 22,25 Fixtures & fittings 31 

Loss of rent Malicious acts 20 

Building 24 Theft 20 

Contents 24 Vandalism 20 

Malicious damage 20,52 Theft 

Tenants 20 After war 46 

Mechanical breakdown 20,44 By tenants 20 

Mice 20,44 
Money 24,31 
Shared areas 20 

Money 25, 30, 31, 43 Tree roots 20. Mortgage discharge 21 Unoccupancy 33 
OffIce equipment 29,33 Valuables 
Personal Information 9,10 Accidental damage 44 
Pets 21 Extent of cover 43,44 
Plants Inside Australia 44 

Outdoor 32 Not covered 44,46 

Policy Outside Australia 44 
Conditions 15, 16, 51 Pairs, sets. collections 45 

Possessions Vandalism 20 
Guests & visitors 24 Tenant 20 

Employees 24 Water damage 18,19 

Premium Renovations 20,22 

Payment 8 Faulty designs 20 

Refund of 50 Wind lB, 19 

Rainwater lB-20 Workers' compensation 48 

Rats 20,44 
Rust 20,44 
Saunas 30 
Schedule 15 • Situation 17 
Spas 30 
Sporting equipment 30,33,43 
Storm lB, 19,46 
Strata title 

(mortgagee protection cover) 42 
Subsidence lB, 19,46 
Sum Insured 

CPI Increase 22,26 
Reinstatement 13,34 

Swimming pools 30 
Accessories 30 
Covers 19,30 
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Notes 

• 
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About this booklet 

Preparation date: 05/0512010 

This booklet contains a Product Disclosure 
Statement (PDS). The PDS is designed to assist you 
to make informed choices about your insurance 
needs. The PDS contains information about costs, 
our dispute resolution system, your cooling-off 
rights and other relevant information, including 
other rights, terms, conditions, exclusions and 
obligations attaching to this product. Please read 
this booklet carefully. 

Other documents may form part of the PDS. 

• 
Any such documents will be dated and will include 
a statement identifying them as part of the PDS. 
If any major omissions, updates or corrections need 
to be made to the PDS, a Supplementary PDS may 
be provided. In either case, the relevant document 
will be provided to you with the PDS. 

You should keep your policy booklet and policy 
schedule together in a safe and convenient place 
for future reference. 

Our agreement with you 

This PDS and the policy schedule form the legal • 
contract between you and us. You pay us the 
premium, and we provide you with the cover you 
have chosen as set out in the policy, during the 
period of insurance shown on your policy schedule 
or any renewal period. Please keep them in a safe 
place for future reference. 

The exclusions in the section(s) headed 'When you 
are not covered' and conditions in the section headed 
'General conditions' apply to all types of cover. 



The excesses set out in the section headed What 
you must pay if you make a claim - Excess' apply 
to all claims except where otherwise stated. 
The amount of any excess that applies to your policy 
will be shown on your policy schedule. 
If you require further information about this product, 
please contact your Financial Services Provider. 

About eGu Insumnce Umlted 

CGU is one of Australia's largest intermediary-based 
general insurers, offering a comprehensive range of 

Ammercial, rural and personal insurance products. 
~oday, CGU is proud to be part of Australasia's leading 

general insurance group, Insurance Australia Group. 

Insurer 

The policy is underwritten by CGU Insurance 
Limited. Our Australian Business Number is 27 004 
47B 371. Our Australian Financial Services Licence 
Number is 238291. 

How to contact us 

You may contact us by any of the following ways: 

• 
• 
• .. 

In person at any CGU Insurance office. 
By telephone on 13 15 32. 

By writing to us at CGU Insurance, 
GPO Box 9902 in your capital city . 

By email on our website www.cgu.com.au 

The cost of this Insumnce poDcy 

The total premium is the amount we charge you for 
this insurance policy. It includes the amount which 
we have calculated will cover the 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 take a range 
of rating factors into account. These factors, 
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and the degree to which they affect your premium, 
will depend upon the information you provide 
to us. 
Some factors that impact the calculation of your 
premium include: where the buildings or contents 
are located, the sum insured and your previous 
insurance and claims history. 

Duty of Disclosure - What you must tell us 
Under the Insurance Contracts Act 1984 (the Act), 
you have a Duty of Disclosure. The Act requires that 
before 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 Duty of Disclosure is 
different, depending on whether this is a new policy 
or not. 

New business 

Where you are entering into this policy for the first 
time (that is, it is new business and is not being 
renewed, varied, extended or reinstated), you must 
tell us everything you know and that a reasonable 
person in the circumstances could be expected to 
tell us, in answer to the specific questions we ask. 
When answering our questions you must be honest. 
• Who needs to tell us 

It is important that you understand you are 
answering our questions in this way for yourself and 
anyone else whom you want to be covered by the 
policy. 
• If you do not tell us 
If you do not answer our questions in this way, 
we may reduce or refuse to pay a claim, or cancel 
the policy. If you answer our questions fraudulently, 
we may refuse to pay a claim and treat the policy as 
never having worked. 
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Renewals, variations, extensions and reinstatements 

Once your policy is entered into and is no longer 
new business then your duty to us changes. You are 
required before you renew, vary, extend or reinstate 
your policy, to tell us everything you know and that 
a reasonable person in the circumstances could be 
expected to know, is a matter that is relevant to our 
decision whether to insure you, and anyone else to 
be insured under the policy, and if so, on what terms. 
• You do not have to tell us about any matter 

• that diminishes the risk 
• that is of common knowledge 

• that we know or should know in the ordinary 
course of our business as an insurer, or 

• which we indicate we do not want to know. 
• If you do not tell us 

If you do not comply with your Duty of 
Disclosure we may reduce or refuse to pay a 
claim or cancel your policy. If your non-disclosure 
is fraudulent we may treat this policy as never 
having worked. 

How we handle your personal infonnation 
We are committed to handling your personal 
information in accordance with the Privacy Act. 
We need to collect, use and disclose your personal 
information in order to consider your application 
and to provide the cover you have chosen. 
You can choose not to give us some or all of your 
personal information, but this may affect our ability 
to provide you with cover. 
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When you provide your personallnfonnatlon to us 

You acknowledge and consent to us collecting and 
using your information to: 

• consider your insurance application and any 
subsequent application for insurance 

• underwrite and price any policy issued by us or 
our related entities 

• calculate and offer discounts 

• issue you with a policy 
• administer the policy, and • • investigate, assess and pay any claim made 

by or against you. 
For these purposes, you acknowledge and consent 
to us collecting your personal information from, 
and disclosing it on a confidential basis to your 
intermediary* or the third party who you have 
been dealing with in respect to this insurance policy 
and who referred you to us, other insurers, our 
related entities, insurance reference bureaus, law 
enforcement agencies, investigators and recovery 
agents, lawyers, any credit provider that has security 
over your property, assessors, repairers, suppliers 
retained by us to supply goods and services, advisers 
and/or the agent of any of these. 

When you pmvlde personal infonnatlon 
to us about another person 

You must be authorised to do so, and you must 
inform that person, unless informing them would 
pose a serious threat to the life or health of any 
individual: 

• who we are 

• 
• how we use and disclose their information, and 

• that they can gain access to that information. 
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Privacy of your personal Information -
for marketing purposes 

In order to enhance its relationship with you, your 
intermediary may use your personal information that 
you have provided to us to offer you other products 
and services, which may be of benefit to you. 

Wben you provide your personal Information to IIS-
for marketing purposes 

You acknowledge and consent to your personal 
information being used on a confidential basis by 

• or your intermediary to contact you by mail, 
phone or email to provide you information on 
offers, products and services or for planning, market 
research and product development. 
In using your personal information for these 
marketing purposes, we and your intermediary may 
use and disclose your personal information to offer 
you our or your intermediary's product and services 
directly, or to any other organisation to carry out 
the above marketing purposes on our or your 
intermediary's behalf. However: 

• CGU Insurance Ltd (CGU Insurance) and your 
intermediary will not use your information in 
this way if you have already told CGU Insurance 
or your intermediary not to. 

• You must inform CGU Insurance or your 

• 
intermediary if you do not want your personal 
information disclosed or used for these 
marketing purposes. 

* The intermediary is a company or individual 
through which you purchased this insurance, or the 
company named on the inside front cover of this 
booklet. 

General Insurance Code of Practice 
The purpose of the Code is to raise standards 
of practice and service in the general insurance 
industry. 

6 

The objectives of the Code are: 

• to promote better, more informed relations 
between insurers and their customers 

• to improve consumer confidence in the general 
insurance industry 

• to provide better mechanisms for the resolution 
of complaints and disputes between insurers 
and their customers, and 

• to commit insurers and the professionals they 
rely upon to higher standards of customer 
service. 

Our commitment to you 
We have adopted and support the Code and are 
committed to complying with it. 

Please contact us if you would like more 
information about the Code. 

How to resolve a complaint or dispute 
1. Thlk to us first 
If you have a complaint. the first thing you or your 
insurance adviser should do is speak to one of our 
staff. If your complaint relates specifically to a claim, 
speak with the claims officer managing your claim. 

If the staff member or claims officer are unable to 
resolve the matter for you, you or your insurance 
adviser may speak to a manager. The manager 
will usually provide you with a response to your 
complaint within 15 days. If the timeframe is 
impractical for any reason such as the need for more 
information or further investigation, they will discuss 
with you alternative timeframes. If you are not 
satisfied with our response or we cannot agree with 
you on alternative timeframes, you can go to step 2. 

2. Seek a review 
If the matter is still not resolved, the manager will 
refer you or your insurance adviser to the relevant 
dispute handling department or area who will 
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conduct a review of your dispute and will usually 
provide you with a response to your dispute within 
15 business days. If the timeframe is impractical, 
we will discuss with you alternative timeframes. 
3. Seek an external review 
You are entitled to seek an external review of our 
decision. We will provide you with information 
about options available to you, including, if 
appropriate, referring you to the external dispute 
resolution scheme administered by the Financial 
Ombudsman Service Limited (FOS). 
You will not be able to have your dispute resolved 
by the FOS if you are not eligible under the FOS's 
Terms of Reference. 
Further information about our complaint and 
dispute resolution procedures is available by 
contacting us. 

Financial Claims Scheme 

You may be entitled to payment under the 
financial claims scheme in the event that CGU 
Insurance Limited becomes insolvent. Access to the 
scheme is subject to eligibility criteria. Information 
about the scheme can be obtained from the 
Australian Prudential Regulation Authority (APRA) 
website at www.apra.gov.au and the APRA hotline 
on 1300 13 1060. 

How to make a claim 
Please contact us to make a claim. We will only 
accept responsibility for repairs or payments to third 
parties under a claim where you have told us about 
them beforehand and we have accepted your claim. 
Full details of what you must do for us to consider 
your claim are provided in the 'Claims' section at the 
end of this booklet. 
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Cooling-off information 
If you want to return your insurance after your 
decision to buy it, you may cancel it and receive a 
full refund. To do this you must notify us in writing 
within 21 days from the date the policy commenced. 
This cooling-off right does not apply if you have 
made or are entitled to make a claim. 

Intermediary remuneration 
CGU Insurance Limited pays remuneration to 
insurance intermediaries when we issue, renew 
or vary a policy the intermediary has arranged • 
or referred to us. The type and amount of 
remuneration varies and may include commission 
and other payments. If you require more 
information about remuneration we may pay your 
intermediary, you should ask your intermediary. 

When you are covered 
Your insurance begins when we accept your 
application. The commencement date of your 
insurance will be shown on the schedule we will 
send you. 
We will not cover your buildings and your contents 
for a period of 48 hours from the time of the 
commencement of your insurance for loss or 
damage caused by: 

• bushfire or grassfire, or • • a named cyclone. 
We will provide cover however if: 
• This insurance commences directly after another 

insurance policy covering the same property 
expired without a break in cover. 

• You have entered into a contract of sale to 
purchase the property. 

• You have entered into a contract to lease the 
property. 
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The insurance applies for the period for which you 
have paid us (or agreed to pay us) the premium. 

You may pay your premium by cash, cheque 
or credit card. If your cheque or credit card is 
dishonoured by your financial institution, you are 
not insured. 
You can also pay your premium by instalments 
direct from a financial institution account or from 
your credit card. You cannot make a claim under 
this policy if you owed us more than one month's 
premium when the event you want to claim for 

.ppened. 
If you pay your premium by instalments and you are 
more than one month behind, we can cancel your 
policy without notice. 

If you have a total loss, we shall deduct the 
instalments for the remaining period of insurance 
from the amount we pay you. 

• 
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Words with special meanings 

Some key words and terms used in this policy have 
a special meaning. 
If words and terms are only used in one section 
of the policy, we will describe their special meaning 
in that section. 
Wherever the following words or terms are used in 
the policy, they mean what is set out below: 
damage any form of physical harm to the 

insured property but does not 
include wear and tear. 

excess 

flood 

negotiables 

the first amount of any claim, 
which is your responsibility to 
contribute. We deduct the excess 
shown in this PDS or policy 
schedule from the amount of 
your claim. When a sub-limit is 
applicable, the excess will be 
applied to the claim prior to 
applying the sub-limit. 
the inundation of normally dry 
land by water escaping from any 
watercourse, lake, canal, dam or 
reservoir. Flood does not include 
inundation from rainwater that 
cannot flow into a stormwater 
drain because the drain is 
blocked or backed up 
treasury notes, savings 
certificates, stamps, money 
orders, gift certificates and any 
other negotiable instruments. 
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occupied 

open air 

period of 
insurance 

the buildings are furnished such 
that it is comfortably habitable 
and you, your family or someone 
with your consent has resided in 
the buildings overnight. 
To be occupied the buildings 
must: 

• contain at least one usable 
bed/mattress 

• contain at least one dining 
table or bench, a chair and 
some other furniture 

• contain a functioning 
refrigerator 

• be connected to the 
electricity, and 

• be connected to hot and cold 
running water. 

is restricted to the situation and 
includes any area that is not 
fully enclosed and in relation to 
theft, any non lockable structures 
and non lockable parts of the 
buildings 
the period shown on the policy 
schedule. 

policy schedule the document we give you 
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which sets out the details of 
your cover which are personal 
to you. It forms parts of the 
policy. It shows the cover and any 
options that you have selected. 
When your policy is changed or 
renewed, we will give you a new 
policy schedule. 

situation 

we .. our or us 

you or your 

your family 

The address shown on your 
policy schedule where your 
buildings are located or your 
contents are kept. 
CGU Insurance Limited, 
ABN 27004 478 371. 

The person(s), companies or 
firms named on the current 
policy schedule as the 'Insured'. 
Any member of your family who 
lives permanently with you, 
including your partner: • 
Student children of yours or of 
your partner, boarding at school 
or university. 

• 
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Cover for your Buildings and Contents 

This part of the policy contains the following three 
sections: 

• Section 1: What 'Buildings' and 'Contents' mean 
• Section 2: Cover for your Buildings and Contents 

- Insured events 

• Section 3: Cover for your Legal Liability • 
Section 1: What 'Buildings' 
and 'Contents' mean 

Buildings 

Your policy schedule indicates whether your 
buildings are insured and the sum insured. 

What 'buildings' means 

Your 'buildings' are the dwellings used entirely or 
primarily as a place of residence at the situation 
shown on your policy schedule. 

.uildings' includes the following: 
(a) Outbuildings, fixtures and structural 

improvements including in-ground swimming 
pools, tennis courts, in-ground spas, saunas, 
jetties and pontoons all of which are used for 
domestic purposes. 

(b) Fixed light fittings, fixed wall coverings, fixed 
ceiling coverings and fixed floor coverings. 

(c) Services (whether underground or not) that are 
your property or which you are liable to repair 
or replace or pay the cost of their repair or 
replacement. 
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(d) Landscaping, paved pathways and paved 
driveways, retaining walls, free-standing walls, 
fences and gates entirely or partly on the 
situation. 

What 'buildings' does not mean 

'Buildings' does not include: 
(a) Carpets (whether fixed or not), curtains or 

internal blinds. 
(b) Earth or gravel pathways or driveways or other 

unpaved surfaces . 
(c) A hotel, motel, nursing home, boarding house 

or buildings of flats. 
(d) Any building used for any business or trade, 

except a dwelling used principally as a place of 
residence that also contains an office or surgery. 

(e) A building in the course of construction. 
(f) A temporary building or structure. 
(g) Trees, shrubs and any other plant life including 

grass or lawns, soil, sand, gravel, bark or mulch. 

Contents 
Your policy schedule indicates whether your 
contents are insured and the sums insured. 

The total contents sum insured consists of: 
(a) a sum insured for contents, and 
(b) a sum insured for special contents. 
Special contents are items of particular value that 
you have individually listed as specified items and 
that are listed on the policy schedule under 'Special 
Contents'. 
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What 'contents' means 
'Contents' means, items (a) to (g) below, while they 
are at the situation, and which belong to you or 
your family or for whose loss or damage you or your 
family are legally liable. 
Contents are: 

(a) All household goods (including carpets whether 
fixed or not), curtains and internal blinds, 
personal effects, cash, coins and negotiables. 

(b) Articles of special value which you have listed on 
the policy schedule under 'Special Contents'. 

(c) If you live in a strata title bUilding, the internal 
paintwork, wallpaper and any fixture or 
structural improvement within or attached to 
that residence which the Body Corporate is not 
required by law to insure. 

(d) If you are a tenant, landlord's fixtures and fittings 
for which you are legally liable and fixtures and 
fittings installed by you for your own use. 

(e) Any of the following equipment if it does not 
require registration: 

• golf buggies 
• motorcycles up to 250cc engine capacity 
• garden equipment 
• motorised wheelchairs. 

(f) Canoes, surfboards, surf-skis or sail boards, and 
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• any other watercraft up to four (4) metres in 
length. 

This means that if the watercraft is not a canoe, 
surfboard, surf-ski or sailboard and it is longer 
than four (4) metres, it is not covered. 
A watercraft motor: 

• not attached to a watercraft, and 
• at the situation 
will be treated by us as a watercraft accessory. 

(g) Furniture and equipment of an office or surgery 
used by you or your family in your own business 
in the buildings and tools and equipment used 
for earning income by you or your family. 

What 'contents' does not mean 

'Contents' does not include: 
(a) Fish, birds or animals of any description. 
(b) Trees, shrubs and any other plant life (other 

than pot plants). 

(c) Any caravan or trailer. 
(d) Motorised vehicles other than those listed in 

point (e) under the heading 'What contents 
means'. 

(e) Watercraft other than those listed in point (f) 
under the heading 'What contents means'. 

(f) Aircraft or their accessories (other than a 
non-pilotable model aircraft). 

(g) Accessories or spare parts, keys or remote 
locking or alarm devices of motor vehicles 
(including motorcycles and motor scooters), 
caravans, trailers or watercraft while they are 
in or on the motor vehicle, caravan, trailer, 
aircraft or watercraft. 

• 

(h) Photographic and video equipment and musical 
instruments or musical equipment used for 
earning any income. 

(i) Any property: 

• illegally in your possession 
• stored in a dangerous and illegal way, or 
• any equipment connected with growing or 

creating any illegal substance. 
(j) Your buildings or any part of your buildings. 
(k) Pedal cycles while they are used for racing or 

pacemaking. 

• 
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Section 2: Cover for your Buildings 
and Contents - Insured events 

What you are insured against - and what 
you are not 

You are insured for loss or damage to your buildings, 
contents belonging to you, your family or for which 
you or they are legally responsible or both, caused 
directly by any of the 'insured events' set out in the 

Aft column of the following table (except to the 
"IIIIIIfxtent indicated in the right column of the table) 

occurring during the period of insurance. Whether 
you have selected cover for your buildings, contents 
or both is shown on your policy schedule. 

There are also some limits and exclusions described 
under 'How we will pay' and 'When you are not 
covered', which you must read. 

(a) Fire or explosion. 

(b) Storm (including 
cyclone or hurricane) 
and/or rain, which 
may be accompanied 
by snow, sleet or hail. 
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Loss or damage 
caused by flood. 
'Flood' means 
the inundation of 
normally dry land by 
water escaping from 
any watercourse, 
lake, canal, dam 
or reservoir. Flood 
does not include 
inundation from 
rainwater that 
cannot flow into a 
stormwater drain 
because the drain is 
blocked or backed up. 

(b) Storm (including 
cyclone or hurricane) 
and/or rain, which 
may be accompanied 
by snow, sleet or hail 
(continued). 

(c) Lightning or 
thunderbolt. 

Earthquake or 
tsunami. 
All destruction or 
damage occurring 
within a period 
of 72 hours of the 
earthquake or 
tsunami is regarded 
as the one insured 
event. 

(e) Theft or attempted 
theft. 

More than $5,000 for 
damage to contents in 
the open air. 
This limit does not 
apply to a swimming 
pool, sauna or spa. 

Loss or damage 
caused by fluctuations 
in the power supply, 
unless there is 
evidence that the 
damage was caused 
by a lightning strike. 

The first $250 for 
earthquake or 
tsunami damage, or 
the excess amount 
shown on your policy 
schedule, whichever is 
greater. 

More than $1,000 for 
cash and negotiables. 
Theft of cash or 
negotiables in the 
open air. 
More than $5,000 for 
theft of contents in 
the open air. 

continued next page 
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(e) Theft or attempted 
theft (continued). 

(f) Deliberate or 
malicious acts. 
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Loss or damage 
caused by theft by any 
person who is living 
at the situation unless 
there is evidence that 
your buildings has 
been entered forcibly 
and violently. 

• 'forcible and 
violent entry' does 
not include: 
• entry through a 

door or window 
that has been 
left open or 
unlocked 

• where the 
buildings has 
been entered 
with the 
consent of the 
owner or 
occupier of the 
buildings other 
than through 
deception. 

Theft from any part 
of the buildings which 
you share with 
another person who is 
not insured under this 
policy. 
Theft by a tenant. 

Loss or damage 
intentionally caused 
by a tenant, or 
a tenant's family 
including malicious 
damage or vandalism. 

(g) Riot or civil 
commotion, 
industrial or political 
disturbances which 
do not assume 
the proportions of 
or amount to an 
uprising. 

(h) Bursting, leaking, 
discharging or 
overflowing of 
fixed basins, shower 
bases, or other fixed 
apparatus, fixed 
tanks or fixed pipes 
used to hold or carry 
liquid of any kind . 
Water suddenly 
escaping from a 
waterbed, washing 
machine, dishwasher, 
refrigerator, freezer 
or aquarium. 
If we accept a claim 
because damage has 
occurred as a direct 
result of the liquid 
escaping, we will also 
pay the reasonable 
costs of locating the 
cause of the damage, 
and the costs of 
reinstating the 
property damaged 
or disturbed in the 
course of work. 

Loss or damage 
caused by gradual 
deterioration or lack 
of maintenance. 
We will not pay for 
repair or replacement 
of the apparatus, tank 
or pipe itself. 

continued next page 
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(i) Impact by: Loss or damage (k) Breakage of: Any item that is 
• A vehicle, an caused by felling or (continued) chipped or scratched 

aircraft or a lopping trees at the • Glass forming part prior to the breakage. 
waterborne craft. situation. of an item of Mirrors, glassware, 

• Space debris or furniture, or, crystal, crockery or 
debris from an domestic china while being 
aircraft, rocket or telephones, if this used, cleaned or 
satellite. policy insures the carried by hand. 
A falling tree or contents. • 
part of a tree. • Window tinting or 

shatter-proofing • An animal. attached to the • A mast ora broken glass. 
television or 
radio aerial that (I) Fusion of an electric Motors more than 
has broken or motor. 15 years from the 
collapsed. Fusion is the date of purchase 

• Falling power or process of fusing or when new or more 
communication melting together than 15 years from 
poles, towers or of the windings of the date of rewinding. 
lines. an electric motor The cost of repair 

'Impact' means a collision following damage or replacement of 
of two or more objects. to their insulating additional parts 

material as a result of or service items, 
(j) Sonic boom or overheating caused including worn or thunderclap. by an electric current. broken bearings or 
(k) Breakage of: Damage to any We will pay the cost switches. Leakage 

of rewinding the of refrigerant gas • Any fixed glass, property other than motor, or, at our and maintenance of 
fixed ceramic the broken glass option, replacing refrigerant driers. 
material, shower (except for window it. For refrigerators Lighting elements (for 
base, basin, sink, tinting or shatter- and air conditioning example, light bulbs 
bath, lavatory proofing) or shower units, we pay for or fluorescent tubes) 
pan, cistern, base, basin, sink, the replacement of or heating elements, 
solar panel or lavatory pan, cistern refrigerant gas and solenoids, fuses or or telephone. refrigerant driers, protective devices (for skylight if this only if replacement example, a fuse or policy insures the of the refrigerant circuit breaker). buildings. gas or drier is made 

necessary because of 
the fusion. 

continued next page 
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(I) Fusion of an electric 
motor (continued). 

(m) Power surge to 
domestic appliances or 
domestic equipment 
directly caused by an 
identifiable source 
outside your buildings 
- for example, a 
lightning strike, an 
object contacting 
power lines, the 
resumption of power 
following a blackout 
caused by a storm 
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or unexpected 
interference with 
a power company 
transformer by an 
animal. 

Electrical contact 
points where sparking 
or arcing occurs during 
ordinary use. 
The cost of retrieving, 
removing or replacing 
the pump section 
of pool or pressure 
pumps or the cost of 
retrieving submersible 
pumps or their driving 
motors. 
Electronic controllers 
or other electronics. 

Domestic appliances 
or domestic 
equipment more 
than 15 years from 
the date of purchase 
when new. 
Power surges caused 
at the situation. 

(n) Spoilage of food. 
If this policy insures 
your contents, we 
also pay for spoilage 
of food in domestic 
refrigerators or 
freezers at the 
situation caused by: 
• Breakdown of the 

refrigerator or 
freezer. 

• Failure of the 
electricity supply. 

• Contamination 
by lubricant oil or 
refrigerant. 

(0) Erosion, subsidence, 
landslide or earth 
movement but only 
if it is directly as a 
result of one of the 
following insured 
events: 
(i) explosion 
(ii) storm 
(iii) earthquake 
(iv) escaping liquid, 
and it occurs no 
more than 72 hours 
after the insured 
event. 

Spoilage as a result of: 
• Strikes. 
• Intentionally 

switching off or 
disconnecting the 
electricity supply. 

Any other erosion, 
subsidence, landslide 
or earth movement 
event. 

continued next page 
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How we will pay 

Buildings 

(a) At our option we: 

• repair the buildings, or 
• replace the buildings to a condition 

substantially the same as, but not better than 
when new, or 

• pay the reasonable cost of its repair or 
replacement to a condition substantially the 

• same as when new, or 
• pay up to the sum insured shown on your 

policy schedule. 
If your buildings are damaged beyond economic 
repair, we will pay no more than the reasonable 
cost of replacement when new even if you 
have insured for an amount greater than the 
reasonable cost of replacement when new. 
When we pay your claim for your buildings 
being damaged beyond economic repair, the 
policy is exhausted and comes to an end. 

(b) You may choose to have the buildings replaced 
at another situation, but we do not pay more 
than for the insured situation. 

(c) If your buildings are damaged beyond economic 
repair and you do not commence rebuilding 

• within six (6) months of the damage occurring, 
(or any other period which we agree with you 
in writing) you may have to pay any increase in 
cost caused by your delay. 

(d) If part of the building is damaged by an insured 
event and we agree to pay your claim, we pay 
only for the part or parts of the building that 
actually sustained damage. We do not pay to 
replace any undamaged materials. 
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However, if: 
• it is impossible to acquire new material 

to replace the damaged material that 

reasonably matches the undamaged portion 
to a similar extent as immediately prior to 
the damage occurring, and 

• the amount of damaged material that cannot 
be matched to the undamaged material is 
more than 40% of the total material that 
would have to be replaced if all the matching 
damaged and undamaged material 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 a result of a burst pipe, eight (8) 
bathroom wall tiles are damaged. We would 
pay only the reasonable cost to repair or replace 
the eight (8) damaged tiles to a condition 
substantially the same as when new. 
(In addition, we would pay for damage 
sustained in locating the leak under insured 
event (h) in the table under the heading 
'What you are insured against - and what you 
are not'.) 
Example 2 
There are 300 superseded, matching, wall tiles 
in the bathroom. As a result of a burst pipe, 
140 wall tiles are damaged. It is impossible to 
locate tiles that reasonably match the remaining 
160 tiles. Over 40% of the matching wall tiles 
have been damaged. Therefore, we would 
pay the reasonable cost to repair or replace all 
300 tiles (140 damaged and 160 undamaged) 
to a condition substantially the same as 
when new. We would be entitled to keep the 
160 undamaged wall tiles by way of salvage. 
We would not pay to replace any tiles located 
in a room other than where the loss or damage 
occurred. 
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(el Where materials that are required to settle a 
claim that we agree to pay are not commercially 
available in Australia, at our option, we will: 
• replace the material with the nearest 

equivalent or similar new materials available 
in Australia or overseas, or 

• pay the cost to replace the material with the 
nearest equivalent or similar new materials 
available in Australia or overseas. 

(f) Fences, gates and retaining walls. 
We will pay for loss or damage to your fences, 
gates or retaining walls caused by storm, 
rainwater or wind, if they are constructed of: 
• Brick, stone or metal. 
• Timber, but are 20 years old or less. 
• Other material provided the construction 

was in accordance with manufacturer's 
specifications. 

Contents 

(a) At our option we will: 
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• repair the damaged items, or 
• replace the items with items substantially the 

same as, but not better than when new, or 
• pay the reasonable cost of repair or 

reinstatement to a condition 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 more than the reasonable 
cost of replacement when new even if you 
have insured for an amount greater than the 
reasonable cost of replacement when new. 
When we pay your claim for all your contents 
being damaged beyond economic repair, the 
policy is exhausted and comes to an end. We will 
not pay more than the total contents sum 
insured for all contents lost or damaged. 

(b) If we agree to pay a claim where film, photos, 
home movies or home videos or any similar 
recorded material is destroyed, we pay for the 
replacement with new, blank film, 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 conditions. 

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

(d) Where an item required to settle a claim that 
we agree to pay is not commercially available in 
Australia, at our option, we will: 
• replace the item with the nearest equivalent 

or similar new item available in Australia or 
overseas, or 

• pay the cost to replace the item with the 
nearest equivalent or similar new item 
available in Australia or overseas. 

(e) The maximum we pay on the following contents 
items is shown in the table below. You may 
obtain higher limits for (a) by having any of these 
items specified on your policy schedule. We will 
pay up to the amount specified for each item. 

(a) Works of art, pictures, 
tapestries or rugs. 

(b) Items of jewellery, 
gold or silver articles, 
furs, watches, 
collections of coins, 
stamps or medals. 

$20,000 per item 

$5,000 per item 
and in total 25% 
of the sum insured 
for unspecified 
contents 

continued next page 
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Note: 
Where an item could be classified under 

(c) Data storage on any $1,000 in total more than one of the above maximum limits, 
computer disk or tape (a) through to (g), the lower or lowest limit 
(including cost of data applies. For example, if an item of unspecified, 
restoration). antique jewellery worth $6,000 was stolen from 

(d) Equipment used by $10,000 in total 
the buildings and we agreed to pay the claim, 
the maximum limit of $5,000 for jewellery 

you or your family for Including a would apply even though there is no sub-limit earning income. maximum of $5,000 for antiques. If the item has been specified for 
for business stock $6,000, then we would pay up to $6,000 to 
kept temporarily in replace the item. The sum we pay you would be 
the buildings subject to any applicable excess. 

(e) Accessories, or spare $1,500 in total If we choose to pay to replace a specified item, 
parts of motor vehicles we will pay no more than the amount that 
(including motorcycles it would cost us to replace the item with an 
and motor scooters), item substantially the same as, but not better 
caravans, trailers and than, when new, even if you have specified the 
watercraft not in or item for a higher amount, whether or not you 
on the motor vehicle, have supplied a valuation. We have negotiated 
caravan, trailer, special arrangements with various suppliers or watercraft. We 
include motor vehicle to purchase items for less than retail cost. 
keys, remote locking Premiums are therefore based upon us replacing 
or alarm devices as items at less than retail cost. 
accessories while they Antiques 
are not in or on the 

Where we pay a claim for an antique item, motor vehicle but we 
do not pay for any and the market value of the item exceeds the 
re-coding of devices cost of its replacement with a new item because 
or changing of vehicle of its antiquity and rarity, we will treat the 
locks. market value as though it is the cost to replace 

(f) Cash, coins, $1,000 in total 
the lost or damaged antique with a new item. 

negotiables or bullion. For example: 

(g) Storm damage to or $5,000. This limit 
An antique sterling silver claret jug created in 
1880 is stolen and we agree to pay the claim. 

theft of contents in does not apply to A valuation for $11,000 has been supplied the open air. a swimming pool, to us. To replace the item with the closest, 
sauna or spa. similar new item would cost $2,100. At the 

time of the loss, our inquiries indicate that 
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to replace that antique item at market value 
would be approximately $11,000 but there is no 
equivalent item currently for sale in Australia or 
overseas. The market value of the item is higher 
than the new replacement cost due to the item's 
antiquity and rarity. In this instance, we would 
pay you $11,000 for the jug rather than $2,100. 
The sum we pay you would be subject to any 
applicable excess. 

(f) Floor and wall coverings, blinds and curtains. 
For wall coverings, and carpets and other floor 
coverings, curtains and internal blinds, we pay 
only for items in the room, hall or passage 
where the damage occurred. 

(g) Pairs and sets 
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A 'pair or set' means two (2) or more articles, 
the collective value of which exceeds the sum of 
their individual values. 
In the event of a total loss of any article or 
articles which are part of a pair or set, we agree 
to pay you - at your option, exercisable after 
the loss - the full amount of the value of such 
pair or set, and you agree to surrender the 
remaining article or articles of the pair or set 
to us. 
If you elect not to surrender the remaining 
article(s) of the pair or set to us, then we pay no 
more than the actual value of the item. We do not 
give any allowance for 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. 
We will only pay the cost of replacing the item 
even though the pair or set to which it belongs 
is less valuable because it is incomplete. 

Section 3: Cover for your Legal Liability 

What you are covered against 

If this policy covers your bundlngs 

If this policy covers your buildings or, if the buildings 
are a strata titled residence and your contents 
are insured under this policy, 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 legally liable to pay for: • 
(a) personal injury to, any person, 

(b) the loss of, or damage to, property, 
resulting from an occurrence during the period 
of insurance, arising out of the ownership of the 
buildings or occupancy of the buildings. 

In this section we include the bordering footpath, 
land, trees, shrubs and other plant life on the 
situation as part of your buildings. 

If Utls policy covers your contents 

If this policy covers your contents and, the buildings 
is your primary residence, 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 legally liable to pay for: • 
(a) personal injury to, any person, 
(b) the loss of, or damage to, property, 
resulting from an occurrence during the period of 
insurance, anywhere in the world that is not related 
to the ownership of your buildings. 
An 'occurrence' includes continuous or repeated 
exposure to substantially the same general 
conditions. We regard all death, bodily injury or loss 
or damage to property arising from one original 
source or cause as one occurrence. 
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Personal injury means: 

(al Bodily injury, death, sickness, disease, 
shock, fright, mental anguish, psychiatric or 
psychological disorder or mental injury. 

(b) The publication or utterance of libellous or 
slanderous comments. 

Personal injury does not include the publication or 
utterance of a libel or slander: 
(a) made prior to the commencement of the period 

of insurance, or 

.) made by or at the direction of you with 
knowledge of its falsity, or 

(cl relating to advertising, broadcasting or 
telecasting activities by or on behalf of you. 

Property damage means: 

(al Physical damage to, or loss or destruction of, 
tangible property including any resulting loss of 
use from the damage or destruction. 

(bl Loss of use of tangible property, which has 
not been physically damaged or destroyed, 
provided the loss of use is as a direct result of an 
occurrence. 

Additional benefits - Uability 

These additional benefits apply only when you 
.cupy the buildings insured by this policy as 

your primary residence or this policy insures your 
contents in your primary residence. 

Motor Vehicle UabDity 

What we insure you against: 
(a) 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 legally liable to pay for: 
• personal injury to, any person 
• the loss of, or damage to, property, 
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arising from the ownership, custody, or use of: 

• any vehicle which is a type that is not 
required to be registered by law 

• any motorised wheelchair 
• any domestic trailer not attached to any 

vehicle, 
resulting from an occurrence during the period 
of insurance. 

(b) We also insure you or any member of your 
family against claims for: 
• personal injury caused by you or your family 

solely as a result of you or your family being 
passengers in a registered vehicle 

• personal injury caused by any registered 
vehicle if the occurrence causing the death or 
bodily injury takes place at the situation, 

during the period of insurance. 

When we do not Insure you or your family 

We do not insure you or your family: 
(al If you or your family are entitled to be wholly 

or partly 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 
scheme. 

(b) If you or your family are entitled to be wholly or 
partly protected by any other policy of insurance 
which specifically covers the vehicle (except 
where this exclusion would contravene s.45 of 
the Insurance Contracts Act. 19B5). 

(cl While any vehicle is used for competitive racing 
or pacemaking. 
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Committee member of a social or sporting club 

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 
legally liable in Australia to pay for an alleged or 
actual act or omission ariSing out of your position 
as a committee member of a sporting club or 
social club. 

We will not pay if you receive more than $1,000 
per year for holding the position. We only pay for a 
claim made as a result of an occurrence during the 
period of insurance. 

The most that we will pay under this additional 
benefit in anyone period of insurance is $10,000. 
We do not insure you or your family against 
liabilities arising from: 
(a) any act or omission for which you or your family 

receive reimbursement from the sporting or 
social club, or 

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

What you are not covered against 

(applies to 'Legal liability' and 'Additional benefits-
Liability') 

When we do not Insure you or your family 

We do not insure you or your family: 

(a) Against any liability caused by or arising directly 
or indirectly, out of or in connection with the 
actual or alleged use or presence of asbestos. 

(b) Against fines, penalties, or punitive, aggravated, 
multiple or exemplary damages. 
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We do not insure you or your family against 
liabilities arising from: 
(a) Any agreement, unless liability would have 

attached to you or your family if that agreement 
did not exist, or, unless the agreement is a lease 
agreement for your residential tenancy. 

(b) JIIness or death of or bodily injury to you or to 
any person who normally lives with you. 

(c) JIIness or death of or bodily injury to anyone 
employed by you or by someone who lives with 
you if the death or injury arises out of their 
employment. • 

(d) Damage to property belonging to you or any 
person who normally lives with you or to your 
or their employees. 

(e) Any workers compensation legislation, industrial 
award or agreement, or statutory accident 
compensation scheme. 

(f) The ownership, custody, or use of any lift 
(other than a lift that exclusively services your 
home provided that your home is freestanding 
and solely occupied by you and your family), 
aerial device or aircraft (except model aircraft or 
toy kites), aircraft landing area, boat exceeding 
four (4) metres in length (except canoes, 
surfboards, surf skis or sail boards) or motorised 
watercraft in excess of 10 horsepower. 

(g) The conduct of any activity carried on by you • 
or your family for reward except for a club 
committee member, provided you do not receive 
more than $1,000 per year for holding that 
position, or babysitting on a casual basis. 
Babysitting cannot be considered to be on a 
casual basis where: 
• The babysitting is not of a casual nature. 
• Any licence or other permission is required by 

any government body or public authority in 
order to legally conduct the babysitting. 
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o The income derived from babysitting is the 
primary or only source of the household's 
income. 

o There is a registered business associated with 
the babysitting. 

This exclusion does not apply to a domestic garage 
sale provided; 

o The garage sale is held at the site, 

o the goods sold belong to you or your family 
or immediate family members that do not 

• live with you, 
o the goods sold are second hand domestic 

goods only sold in domestic quantities, 
o the sale does not form part of a business, 

trade or profession, 

o the goods sold have not been purchased for 
the sole purpose of re-sale, and 

o you do not hold more than one garage sale 
per period of insurance. 

(h) Vibration or the weakening of, removal of or 
interference with support to land, buildings or 
other property. 

(i) Building work, construction or demolition of a 
building, including the buildings if the value of 
the work exceeds $100,000. 

• Personal injury to any person arising out of the 
transmission of any communicable disease by 
you or your family. 

(k) The ownership of land, buildings or structures 
other than the buildings insured by this policy. 

(I) Loss, damage, illness or injury intentionally 
caused by you or a member of your family or a 
person acting with your consent or the consent 
of any member of your family unless it was 
reasonably to reduce loss, damage or injury that 
otherwise would have occurred. 
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(m) The lawful seizure, confiscation, nationalisation 
or requisition of the property insured. 

(n) Destruction of or damage to property by any 
government or public or local authority. 

(0) The ownership or use of any motor vehicle other 
than under the cover given by the 'Additional 
benefit - Motor Vehicle Liability'. 

(p) Any act or omission that is knowingly illegal, 
dishonest, fraudulent, wilful, malicious or done 
with reckless disregard for their consequences 
by you, your family or a person acting with the 
consent of you or your family. 

(q) Flood. 

What we will pay 
(a) We pay up to $20,000,000 for anyone 

occurrence. 
(b) We do not pay more than this amount in total 

under all policies we have issued to you which 
cover the same liability. 

(c) In addition to this amount, we pay legal costs 
for which we have provided prior written 
approval. 

(d) In addition to this amount we pay court 
appearance expenses which we approve. 
Court appearance expenses shall include up to 
$250 per day but excluding the first day, to a 
total of $5,000 in anyone period of insurance 
for proven income loss by you or a member of 
your family at our request. Provided that we will 
only reimburse income loss for days on which 
you are not able to conduct any income-earning 
activity whatsoever. 
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Additional benefits 

We give you the following additional benefits. 
For any additional benefits to be payable, you must 
suffer or incur the relevant loss, liability or damage 
during the period of insurance. 
We pay additional benefits 1 to 31 in addition 
to your sum insured for buildings or contents, 
depending on the type of cover you have chosen. 
1. Contents away from the situation 
If this policy insures your contents in your primary 
residence, we also insure them: 

• while away from the situation for up to 180 
days in any dwelling or residential flat, boarding 
house, boarding school, hotel, motel, residential 
club, nursing home or hospital anywhere in 
Australia or New Zealand where you or your 
family are residing, or 

• in a bank or safe deposit, or in a secured 
storeroom on the premises of a sporting club, 
where you or your family are a member, or 

• whilst contained in your student children's 
locked residence while they are temporarily 
residing and studying away from the situation. 

We do not pay for any loss or damage to: 

• Contents in the open (including non-lockable 
structures) away from the situation or in a 
vehicle, caravan, tent, watercraft or aircraft. 

• Property used in connection with a profession, 
trade or business. 

We pay up to 25% of the sum insured under 
unspecified contents on the policy schedule, 
however the sub-limits will also apply as set out 
in the table under 'How we will pay - Contents' 
point (el. 
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Contents are not covered for loss or damage if you 
have permanently removed them from the situation, 
other than as provided under 'Additional benefit 9-
Change of situation'. 
2. Contents in storage 
If this policy insures your contents, we pay for loss 
or damage to them caused by an insured event 
when they are in storage provided you obtain our 
written agreement before they are put in storage. 
We do not pay for: 

• your contents stored in open plan storage 
premises, including furniture repositories, • 
warehouses, factories or other industrial 
premises 

• your contents stored in shipping containers, or 
• any jewellery or negotiable instruments whilst 

they are in storage. 
3. Fees 
If this policy insures your buildings, and: 
• it is damaged as a result of an insured event, 

and 

• we agree to pay a claim, 
we pay any reasonable fees which we have 
approved and which are incurred directly in relation 
to repair or replacement of your buildings. 
4. Removal of debris • If this policy insures your buildings, and: 
• it is damaged as a result of an insured event, and 

• we agree to pay a claim, 
we pay the reasonable costs of demolition and 
removal of debris from the situation. 
If the damage is caused directly by a fallen tree or 
branch that has, as a result of the insured event, 
become debris, we will remove the tree or branch 
from the situation. We will remove a standing tree 
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or branch that formed part of the tree that caused 
the insured damage only if: 

• we agree that the remaining tree or branch is 
unsafe 

• the remaining tree or branch only became 
unsafe as a direct result of the insured event 
causing damage to the tree, and 

• all necessary approvals have been obtained and 
removal of the tree or branch would not result 
in a breach of any laws, bylaws, regulations or 

,. contractual obligations. 
~e will remove a stump that formed part of the 

tree that caused the insured damage only if: 
• all necessary approvals have been obtained 

and removal of the stump would not result in 
a breach of any laws, by-laws, regulations or 
contractual obligations, and 

• not removing the stump would interfere with 
repairing or replacing the damaged part of the 
buildings required to settle your claim. 

If it is not necessary to remove the stump to repair 
or replace your buildings, then we will pay the cost 
of treating the stump to prevent re-growth. 
If this policy insures your contents, and: 

• they are damaged by an insured event, and 
• we agree to pay a claim, 

we pay the reasonable costs of removal of contents 
debris from the situation. 
s. Extra costs of reinstatement 
If this policy insures your buildings, and it is 
damaged as a result of an insured event and we 
agree to pay a claim, we pay up to $25,000 for the 
extra costs necessary to meet the requirements 
of any statutory authority in connection with 
rebuilding or repairing your buildings at the 
situation. 
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If only part of your buildings is damaged, we pay 
only the extra costs you incur in repairing that part. 
We do not pay any extra costs which resulted from 
any notice which a statutory authority served on 
you before your buildings suffered loss or damage. 
6. Illegal use of credit card or financial transaction 
card 
If this policy insures your contents and a credit 
card, financial transaction card, mobile phone SIM 
card or cheques are lost or stolen, we pay up to 
$5,000 towards any legal liability you incur from its 
unauthorised use. 
We do not pay if: 
• the card does not belong to you or your family 
• you have not complied with the card issuer's 

requirements, or 
• the unauthorised user of the card is someone 

living at the situation. 
7. Visitors' or employees' contents 
If this policy insures your contents in your primary 
residence we also insure contents up to $5,000 
in total belonging to any visitors or domestic 
employees temporarily living with you at the 
situation. 
We do not pay for visitors' or employees' contents 
that are insured under another policy taken out by 
someone other than you or your family. 
8. Replacement of locks and keys 
We pay up to $1,000 to replace/alter locks or keys or 
remote control devices to your buildings, if: 

• they are damaged by someone breaking into 
your buildings, or 

• stolen. 
9. Change of situation 
If this policy insures your contents and you are 
moving into a new building within Australia, 
we insure your contents at both situations for a 
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maximum of 45 days. The maximum we pay at each 
situation will be the proportion of the sum insured 
that the value of the contents at that situation 
bears to the total value of the contents at both 
situations. 
You must tell us of your new address within 45 days 
of first moving to it. If you wish to insure your 
contents at your new address after that 45 days, 
we must agree to insure them at that address. 
You must pay us any additional premium we ask for 
and comply with any conditions we impose. 
10. Contents being conveyed to new residence 
This additional benefit applies if this policy insures 
your contents in your primary residence. 

We insure your contents damaged while they are 
in a vehicle being used to convey your contents. 
The damage must occur directly as a result of: 

• theft from the conveying vehicle, 
• fire on the conveying vehicle, 
• flood damage to the contents in the conveying 

vehicle, 

• collision and/or overturning of the conveying 
vehicle, 

whilst your contents are in transit by road or rail to: 

• your new principal place of residence, or 

• a storage facility at which your contents or 
some of your contents will be temporarily 
located pending conveyance to your new 
principal place of residence, within Australia. 

We do not insure your contents: 

• For removal to any residence other than one 
intended to be occupied by you as your principal 
residence. 
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11. Contracting purchaser 
If this policy insures your buildings, and you have 
entered a contract to sell the buildings, this policy 
insures the purchaser(s) for their respective rights 
and interests until: 

• the sale is completed, or 
• the purchaser takes possession of your 

buildings, or 

• the sale is terminated, or 

• this policy expires, 
whichever happens first. 

12. Trees, shrubs and plants • 
If you occupy the buildings insured by this policy as 
your primary residence, we pay for loss or damage 
to trees, shrubs, hedges, lawns or plants up to 
$5,000 in total in anyone period of insurance 
caused directly by an insured event described in 
What you are insured against - and what you are 
not', except for insured event (b) storm. In relation 
to storm, we pay no more than $2,000 per event. 
We only repair or replace trees, plants or shrubs 
that as a direct result of the insured event, are so 
damaged that they die, are permanently disfigured 
or not recovered after being stolen. 
13. Monitored alarm attendance after theft 

If this policy insures your contents in your primary. 
residence, we will pay up to $1,000 for the 
reasonable costs actually incurred by you for the 
security firm that monitors your burglar alarm to 
attend your buildings during or immediately after 
an actual or attempted theft from your buildings. 

We do not pay: 

• for any false alarms, or 
• where there is no evidence of a theft or an 

attempted theft, or 

• more than $1,000 in any period of insurance. 
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14. Loss of doruments 

If this policy insures your contents in your primary 
residence we will pay up to $1,000 for the costs 
to reinstate, reproduce or restore your documents 
directly damaged by an event that has caused a 
claim that we agree to pay, whilst contained in 
the buildings or security vault. This includes the 
information contained on the documents. 

15. Robbery away from the buildings 
This additional benefIt applies if this policy insures 

.ur contents in your primary residence. 
~e will insure your handbag and/or wallet and 

personal effects contained in them if you are 
assaulted and robbed of your handbag and/or 
wallet while you are away from your buildings, if: 

• you (or if you are hospitalised, you or someone 
on your behalf) report the incident to police as 
soon as possible, or in any event within 24 hours 
of the assault, and 

• you can demonstrate evidence of an assault. 
The maximum we will pay under this additional 
benefit is: 

• 
• 

• 
For the handbag or wallet, up to $250 each. 
For personal effects contained in the handbag 
or wallet, excluding cash and negotiables, up to 
$250 . 

For cash or negotiables contained in the 
handbag or wallet, up to a maximum of $300. 

• A total of $800 in any period of insurance. 
16. Taxation audit 

If you occupy the buildings insured by this policy 
as your primary residence or this policy insures 
your contents in your primary residence, we will 
payor reimburse you for accountants fees which 
you reasonably incur as a result of your personal 
taxation affairs being audited by the Australian 
Taxation Office. 

The maximum we pay is $5,000 for anyone audit. 
We do not payor reimburse you for: 

• any fines, penalties or shortfall in the amount 
of tax payable 

• any audit conducted in relation to criminal 
activity 

• any audit not commenced during the period of 
insurance 

• any fees incurred outside any statutory time 
limit 

• any fees incurred as a result 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 misleading in a material particular, 

and 
• can be attributed to deliberate evasion or 

recklessness as stipulated in income tax ruling 
112517. 

• any audit conducted in relation to any facts or 
circumstances of which you were aware, or ought 
to have been aware, prior to the commencement 
of this policy which were likely to lead to your 
making a claim under this policy, or 

• any fees incurred in relation to any enquiries 
from the Australian Taxation Office which 
are not related to an identified intention to 
conduct an audit. 

17. Legal defence costs 
If you occupy the buildings insured by this policy 
as your primary residence or this policy insures 
your contents in your primary residence, we will 
payor reimburse you for your legal fees, costs, 
and expenses which you reasonably incur in 
legal proceedings initiated against you by a third 
party (and defended by you) but only where the 
proceedings are commenced in Australia during the 
period of insurance. 
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You must advise us of any such legal proceedings 
in writing. We only pay legal costs and expenses 
incurred with our consent. 
The maximum we pay is $5,000 for anyone claim or 
series of claims arising from the same cause or event. 
We do not payor reimburse for proceedings or claims: 

• For death, bodily injury to, or disease of, any 
person. 

• For any road traffic or boating offence 
committed by you. 

• For any matter arising out of your business, 
occupation or profession. 

• For any awards of damages made against you. 
• for or relating to fines, penalties, punitive 

damages 

• by family members including spouse, ex-spouse, 
partner, or ex-partner 

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

• for or relating to dishonesty, intentional 
violence, misconduct 

• for or relating to defamation or slander 
• relating to facts or occurrences, occurring prior 

to the commencement of the policy which you 
knew or ought to have known at the time of 
commencement of this policy, would, or might, 
give rise to a claim 

• initiated, threatened or commenced prior to 
the commencement of this policy 

• under or relating to any workers compensation 
legislation, industrial award or agreement, or 
statutory accident compensation scheme or 
compulsory third party insurance, or 

• which could have been made under Section 3 
'Cover for your legal liability' if you had chosen 
to insure your the buildings (if you own it) or 
your contents. 
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18. Waiver of excess if your property is a total loss 
You are not required to pay an excess if we agree to 
pay a claim as a result of damage that renders your 
buildings, contents or both beyond economic repair. 
19. Temporary accommodation 
We pay the following benefit if your buildings are 
damaged by an insured event and cannot be lived in: 
• If this policy insures your buildings 

• 

We pay up to $20,000 or 20% of the sum 
insured for your buildings, whichever is the 
higher, for additional cost of reasonable • 
temporary accommodation where the building 
is your principal place of residence. 
Included in the above, we pay for the cost of 
temporary accommodation of your pets in a 
commercial boarding establishment when we 
have agreed to pay a claim for your temporary 
accommodation. 
If this policy insures your contents 
We pay up to $20,000 or 20% of the sum 
insured for your contents, whichever is the 
higher, for additional cost of reasonable 
temporary accommodation where you are 
a tenant or strata title owner permanently 
residing in the buildings. We will also pay for 
the removal and storage of your contents for up 
to a 12 month maximum period. • 
If you are a tenant, 'additional costs' means 
costs over and above the amount you were 
renting the buildings when it was fit to live in. 

20. Automatic reinstatement of sum insured 
This benefit applies to the sums insured for 
buildings and unspecified contents as shown on 
your policy schedule. 
Following payment of a claim other than a claim for 
total loss the sums insured will be reinstated, unless: 

• you request otherwise, or 
• we tell you otherwise. 



21. Inflation adjustment 

This benefit only applies to the buildings and contents 
sums insured as shown on your policy schedule. 

During each period of insurance we increase 
the buildings and contents sums insured by a 
percentage of the relevant sum insured shown on 
your current policy schedule per month until the 
next renewal date according to the movement in 
the Consumer Price Index or other selected index for 
that relevant period. 

There will be no additional premium payable during ee period of insurance. However, at the end of 
each period of insurance, the renewal premium for 
the next period of insurance will be calculated on 
the amount of the amended sum(s) insured. 
22. Compensation for death, quadriplegia or 
paraplegia 

If this policy insures your contents in your primary 
residence: 

• we pay to the legal representative of the 
deceased person up to $15,000 in the event 
of death of you or a member of your family 
normally living with you 

• as a direct result of physical injury caused by an 
event at the situation, 

if the event that caused the death also caused 
_mage for which we agree to pay a claim. 
~e do not pay in anyone period of insurance more 

than $15,000 in total under this additional benefit. 
If you or a member of your family normally living 
with you is permanently and totally disabled as a 
direct result of an insured event occurring at the 
situation, we pay you up to $15,000. 
'Permanent total disablement' means: 

Total paralysis of both legs and a part of or the 
whole of the lower half of the body; or total 
paralysis of both legs and both arms; which 
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continues for a period of 12 months, and after that 
time is considered to be of indefinite duration. 

23. Modifications to the buildings 
If you or a member of your family normally living 
with you are permanently and totally disabled as 
a direct result of an insured event occurring at the 
situation, we pay up to $25,000 for the cost incurred 
by you in modifying your buildings, or in relocating 
you to a suitable building if you are a tenant. 
24. Buildings impact 
If your buildings are insured by this policy we will 
pay up to $500 to repair or replace an external 
aerial or satellite dish which is broken or has 
collapsed. 
25. Professional fees 
We pay professional fees, which you incur with our 
consent, in the preparation of any claim you make 
under this policy. 
The maximum we pay in one period of insurance is: 
• 20% of your total claims cost, or 
• $5,000, 

whichever is the lesser. 
26. legal costs 
If this policy insures your buildings we pay the 
reasonable legal costs incurred in discharging your 
mortgage following settlement of a claim for 
total loss. 
27. Veterinary expenses for domestic cats and dogs 
If this policy insures your contents in your primary 
residence, we pay the reasonable veterinary 
expenses incurred by you, if your pet is injured 
during the period of insurance as a result of fire, 
lightning, earthquake or a road accident. 
We will not pay under this Additional benefit more 
than $750 in total in anyone period of insurance. 

51 



2B. Temporary protection 
If this policy insures your buildings and we agree to 
pay a claim under this policy, we will also pay the 
reasonable costs of temporary protection of your 
buildings. If this policy insures your contents, we also 
pay for storage charges necessarily and reasonably 
incurred to protect them from further loss or damage 
following a claim by fire, storm or rainwater. 
29. Building materials 
We will pay up to $2,000 in anyone period of 
insurance for loss incurred by you if building 
materials are lost or damaged at the situation 
during the period of insurance due to an insured 
event. Cover only applies to building materials 
intended to be used for repairs, alterations or 
additions to your buildings at the situation. 

30. New replacement residence - temporary cover 
We will provide cover for an additional residential 
building when you purchase it for a maximum 
of 30 days from the date you sign a contract of 
purchase. The amount of cover provided is limited 
to the sum insured on your buildings shown on your 
policy schedule. We only provide this cover when 
the residential building is replacing the buildings on 
your policy schedule as your primary residence. 
31. Environmental Benefit 

Applicable only when you have Contents cover. 
If the claim relates to replacement of lost or 
damaged - refrigerators, freezers, washing 
machines, clothes dryers and dishwashers, with less 
than a 3 star energy rating, we will replace these 
items with items that have a minimum 3 star 
energy rating. 
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Options you can choose for additional 
premium 

The following options may be obtained on 
application, and for an additional premium: 

• Valuables 
• Domestic Workers Compensation 
• Strata Title Mortgagee's Interest 

Valuables • 
If you have selected and paid for this valuables 
option, we insure you and your family: 
(a) anywhere in Australia or New Zealand, and 
(b) for up to 90 days in anyone period of insurance, 

anywhere in the world, 
against loss, theft or damage to other valuables or 
special valuables belonging to you, your family or 
which you or they are legally responsible. 
You can choose to insure your valuables as either: 

(a) other valuables, or 
(b) special valuables. 
Your policy schedule indicates whether you have 
chosen this option and whether you have selected 
other valuables or special valuables. You can sele. 
other valuables without having to specify individuP' 
items. If you select other valuables, you are required 
to nominate a total other valuables sum insured. 
The maximum amount we will then pay for a claim 
under the other valuables option is limited to: 
(a) up to $5,000 for each individual item, pair, set or 

collection, and 
(b) up to the total sum insured for the total claim. 
If you select special valuables, then you must specify 
each item you wish to insure as a special valuable 
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and provide valuations and/or receipts, unless we 
tell you that a valuation is not required. 

What we Insure 

Other valuables 

Other valuables are items of personal property 
specifically designed to be worn or carried, which 
includes: 
(a) jewellery 

(b) gold or silver objects 

• watches 
~) sporting equipment, except while in use or play 

(e) camping equipment, back packs and sleeping 
bags 

(f) photographic equipment including video 
equipment 

(g) musical equipment 

(h) battery-operated sound equipment 
(i) binoculars 

Gl clothing 

(k) wheelchairs, crutches and walking sticks 
(I) prams or strollers 
(m) luggage 

..1J2) personal mobile cellular phones, portable 
• computers and other electronic equipment 

(0) hearing aids, contact lenses, eye-glasses 
(p) leisure equipment 

Special valuables 

Special valuables including bicycles, if you have 
chosen to insure them, are those items shown as 
'Special valuables' on the policy schedule. 
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What we do not Insure 

The following items are not covered under this 
valuables option: 
(a) Vehicles (including motorcycles and motor 

scooters), aircraft, aerial devices, watercraft or 
anything associated with these items. 

(b) Musical instruments and photographic 
equipment used in connection with a profession, 
trade or business, or otherwise for reward. 

(c) Cash, negotiables, or financial transaction cards . 
(d) Unset precious or semi-precious stones. 

(e) Items being cleaned, repaired, restored, or on 
exhibition away from the situation. 

The exclusions set out under the heading 'When you 
are not covered' also apply to this option. 

How much we will pay for loss or damage 

(a) At our option we will: 

• repair the damaged item, or 
• replace the lost or damaged item with an 

item substantially the same as, but not better 
than when new,or 

• pay the reasonable cost of repair or 
reinstatement to a condition substantially the 
same as, but not better than when new, or 

• pay up to the sum insured shown on your 
policy schedule. 
This means: 
- If the loss or damage is to other valuables, 

we will pay up to the total sum insured 
for other valuables, but we will not pay 
more than the limit per item insured. 

- For specified items, we will pay up to 
the sum insured shown against the item 
insured. 
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If we choose to pay to replace a special valuable 
item, we will pay no more than the amount 
that it would cost us to replace the item with 
an item substantially the same as, but not better 
than when new, even if you have specified 
the valuable for a higher amount, whether or 
not you have supplied a valuation. We have 
negotiated special arrangements with various 
suppliers to purchase items for less than retail 
cost. Premiums are therefore based upon us 
replacing items at less than retail cost. 

When 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 exhausted and comes to an end. 

(b) If we agree to pay a claim where film, photos, 
home movies or home videos or any similar 
recorded material is destroyed, we pay for the 
replacement with new, blank film, 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 conditions. 

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

(d) Where an item required to settle a claim that 
we agree to pay is not commercially available in 
Australia, at our option, we will: 
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• replace the item with the nearest equivalent 
or similar new item available in Australia or 
overseas, or 

• pay the cost to replace the item with the 
nearest equivalent or similar new item 
available in Australia or overseas. 

(e) Pairs and sets 
In the event of a total loss of any article or 
articles which are part of a pair or set, we agree 
to pay you - at your option, exercisable after the 
loss - the full amount of the value of such pair 
or set, and you agree to surrender the remaining 
article or articles of the pair or set to us 
If you elect not to surrender the remaining 
article(s) of the pair or set to us, then, we pay 
no more than the actual value of the item. We 
do not give any allowance for any special value 
it may have as forming part of a pair or set, or_ 
for any reduction in value of the remaining P'W 
or parts. 
A 'pair or set' means two (2) or more articles, 
the collective value of which exceeds the sum of 
their individual values. 

Domestic Workers Compensation 
(Not applicable in Queensland, Victoria, or South 
Australia) 
Your policy schedule indicates whether you have 
chosen this option. 
If you employ a domestic worker, on a casual 
basis or otherwise, you may be required by law to 
provide that person with workers compensation 
insurance. 
If you fail to do so, and your employee is injUred. 
the course of their employment by you, you may be 
liable to compensate them. 
Where shown on the policy schedule, this policy 
includes statutory domestic workers compensation 
cover according to the legislation in your state or 
territory, up to the amount required by your state 
or territory's legislation. On request, we will provide 
you a copy of the statutory policy. 
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Cover for workers compensation insurance is 
provided by Insurance Australia Limited trading as 
CGU Workers Compensation ABN 11 000 016 722 if 
your situation is in Western Australia, Tasmania, or 
Northern Territory. 

Strata Trtle Mortgagee's Interest 
This optional cover applies only if you have 
arranged this policy to insure only the interest of a 
mortgagee in a strata title unit . 

.....,lhis cover only applies when you own part of a 
.i1ding that has been subdivided into strata, 

community or similar title units and you have a 
mortgage on that part of the building. 
We will pay the mortgagee the lowest of: 
(a) the sum insured shown on the Policy schedule 
(b) the amount to repair the damage to a condition 

similar to but no better than when new 
(c) if the body corporate (or similar) partially covers 

the loss, then the difference between what the 
body corporate's insurance pays and the cost of 
the damage, or 

(d) the amount sufficient 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 .e interest of the mortgagee. 
We only pay a claim if: 

(a) a claim would be payable under insured events 
(a) to m of this Policy (and not subject to any 
exclusion or other limitation in the Policy) 

(b) the policy of the body corporate or similar does 
not apply or only partially covers the loss, and 

(c) the mortgagee requires you to discharge your 
mortgage. 

sa 

If you have arranged this policy to insure only the 
interest of a mortgagee in a strata title unit: 
(a) no additional benefits are payable under this 

policy 
(b) no legal liability cover is provided, and 
(c) no optional covers such as Domestic Workers 

Compensation or Valuables cover are provided. 
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What you must pay if you make 
a claim - Excess 

'Excess' means the first amount you must contribute 
to any claim you make under this policy. 

We deduct the excess shown in the policy or on the 
current policy schedule from the amount of your 
claim. 

Where a sub-limit is applicable, the excess will be 
applied to the claim prior to applying the sub-limit. 
For example, if a ring worth $6,000 was stolen from 
the buildings and it has not been specified, the 
$5,000 per item jewellery sub-limit would apply. 

If a $100 excess was applicable, this would be 
applied to the $6,000 claim, rather than the $5,000 
sub-limit. Therefore, $5,000 would be payable. If the 
ring had been specified for $6,000, we would pay 
$5,900 - the $6,000 claim less the $100 excess. If the 
stolen ring was worth only $1,000, we would pay 
$900 - $1,000 less the $100 excess. 

For earthquake or tsunami claims the excess is $250, 
or the amount shown on your policy schedule, 
whichever is greater. 

All loss, destruction or damage occurring within 
a period of 72 hours of the earthquake or tsunami is 
regarded as the one event. 

When you will not have to pay an excess 

You will not have to pay an excess if we agree to 
pay a claim as a result of damage that renders your 
buildings, contents or both beyond economic repair. 
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When you are not covered 

General exclusions applying to this policy 

The following General exclusions apply to all 
sections of this policy 

This policy excludes loss, damage, destruction, 
death, injury, illness, liability, cost or expense of any 
nature directly or indirectly caused by, contributed 
to by, resulting from, arising out of or in connection 
with any of the following, regardless of any other 
cause or event contributing concurrently or in any. 
other sequence to the loss: 

(a) war, invasion, acts of foreign enemies, hostilities 
or war-like operations (whether war be 
declared or not), civil war, rebellion, revolution, 
insurrection, civil commotion assuming the 
proportions of or amounting to an uprising, 
military or usurped power, or 

(b) any act(s) of terrorism that is directly or 
indirectly caused by, contributed to by, or in any 
way involves or is connected with biological, 
chemical, radioactive, or nuclear pollution or 
contamination or explosion. 

For the purpose of this exclusion, an act of 
terrorism includes any act. or preparation in 
respect of action, or threat of action designed to 
influence the government de jure or de facto of 
any nation or any political division thereof, or ire 
pursuit of political, religious, ideological or similar 
purposes to intimidate the public or a section of 
the public of any nation by any person or group(s) 
of persons whether acting alone or on behalf 
of or in connection with any organisation(s) or 
government(s) de jure or de facto, and which: 

• involves violence against one or more 
persons, or 

• involves damage to property, or 
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• 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 

• is designed to interfere with or to disrupt an 
electronic system. 

(c) Radioactivity or the use. existence or escape of 
any nuclear fuel. nuclear material. or nuclear 
waste or action of nuclear fission or fusion. 

This policy also excludes any loss. destruction. 
....a.amage. death. injury. illness. liability. cost or 
• pense of any nature directly or indirectly caused 

by. contributed to by. resulting from or arising 
out of or in connection with any action taken in 
controlling. preventing. suppressing. retaliating 
against. or responding to or in any way relating to 
(a). (b) or (c) above. 

AddWonal exclusions applying to this policy 
These additional exclusions apply to cover for 
your buildings. contents. additional benefits and 
valuables (if you have chosen that option). 
This policy does not cover: 
(a) loss or damage intentionally caused by you or a 

member of your family or a person acting with 
your consent or the consent of any member of 
your family. 

• loss or damage resulting from or caused by: 
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• The lawful seizure. confiscation. nationalisation 
or requisition of the property insured. 

• Destruction of or damage to property by any 
government or public or local authority other 
than a fire brigade responding to an event 
insured under this policy. 

• The deliberate application of heat (for 
example. this would include where an 
element under or forming part of a ceramic 
cooktop causes damage to the cooktop). 

• Inherent defects. structural defects. faulty 
workmanship. faulty design or any gradual 
process. 

• Wear. tear, rust. corrosion. depreciation or 
gradual deterioration. 

• Mildew. mould. algae. atmospheric or 
climatic conditions (other than as described 
under insured event. (b) storm). 

• Settling. shrinkage or expansion in buildings. 
foundations. walls or pavements. 

• The removal or weakening of supports or 
foundations for the purpose of alterations • 
additions. renovations or repair. 

• Mechanical. electrical or electronic breakdown 
with the exception of fusion to electric motors 
as described under insured event (I) or power 
surge to domestic appliances as described 
under insured event (m) (under 'Section 2: 
Cover for your Buildings and Contents -
Insured events') or if a claim is payable as the 
result of a lightning strike under insured event 
(c) (under 'Section 2: Cover for your Buildings 
and Contents - Insured events'). 

• loss of or damage to electronic data caused 
by electronic or mechanical derangement or 
malfunction or by a virus. or processing error. 

• Any consequential loss other than that 
specifically provided by this policy. 

• Tree roots. 
• Any process of cleaning involving the use of 

chemicals other than domestic household 
chemicals. 

• Vermin or insects gnawing. biting. chewing. 
pecking. clawing. scratching or in any way 
polluting or contaminating your buildings or 
contents. 
For example. if a mouse was to chew though 
an electrical wire. which led to a fire. 
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the damage caused directly by the fire would 
be covered by this policy under insured event 
(a), however any damage caused by the 
mouse's chewing would not be covered by 
this policy. 

• Liquid seeping through a wall or floor other 
than when the liquid escapes as described in 
insured event (h). 

• Water entering the buildings through an 
opening made for the purpose of alterations, 
additions, renovations or repair. 

• Water entering your buildings because of 
a structural defect, faulty design or faulty 
workmanship when your buildings were 
constructed. 

• Erosion, subsidence, landslide or earth 
movement other than as a direct result of 
one of the following insured events (refer to 
items (a), (b), (d) and (h), under 'What you 
are insured against - and what you are not'): 
- storm 
- earthquake 
- explosion 
- escaping liquid, 
and occurring no more than 72 hours after 
the event. 

• The action of the sea, high water, tidal wave. 

• Flood. 
'Flood' means the inundation of normally 
dry land by water escaping from any 
watercourse, lake, canal, dam or reservoir. 
Flood does not include inundation from 
rainwater that cannot flow into a 
stormwater drain because the drain is 
blocked or backed up. 

(c) Loss or damage to sporting equipment (other 
than bicycles) while in use or play. 
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General conditions 

The following General conditions apply to all 
sections of this policy. 

Changing your policy 

If you want to make a change to this policy, the 
change becomes effective when: 
(a) we agree to it, and 
(b) we give you a new policy schedule detailing the" 

change. 

other Interests 

You must not transfer any interests in this policy 
without our written consent. 
Any person whose interests you have told us about 
and we have noted on your policy schedule is bound 
by the terms of this policy. 

cancelling your policy 

How you may cancel this policy 
(a) You may cancel this policy at any time by telling 

us in writing that you want to cancel it. 
(b) Where 'you' involves more than one person, 

we will only cancel the policy when a written 
agreement to cancel the policy is received frorr.... 
all persons named as the insured. • 

How we may cancel this policy 
(a) We may cancel this policy in any of the 

circumstances permitted by law by informing 
you in writing. 

(b) We will give you this notice in person or send it 
to your address last known to us. 

The premium 
We will refund to you the proportion of the 
premium for the remaining period of insurance. 
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Notices 

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

(a) if it is delivered to you personally, or 
(b) if it is delivered or posted to your address last 

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

Changes 

Au must tell us as soon as possible if circumstances 
~cur, or if changes or alterations are intended or 

made which increase the risk of loss, damage or injury. 
Examples of circumstances where the risk of loss, 
damage or injury may increase include where: 
(a) You no longer are the owner occupier of the 

buildings, because you now let the buildings to 
tenants or use the buildings as a holiday home. 

(b) you are having renovations undertaken 
(c) your buildings are left vacant or unoccupied for 

a period exceeding 100 days 

(d) your buildings fall into a state of disrepair 

(e) your buildings are opened up to the public for 
an exhibition or similar event (including if it is 
not for reward), or • you are participating in a public exhibition 
(including if it is not for reward). 

Unoccupancy 

If your buildings are unoccupied for more than 100 
consecutive days, you must tell us and obtain our 
written agreement for cover to continue. 
If you do not do so, the cover for buildings and 
contents is limited to lightning, thunderbolt 
and earthquake for the period in excess of 100 
consecutive days during which the buildings have 
been left unoccupied. 

The period of 100 consecutive days is calculated 
from the date when the buildings were 
last occupied (as defined) regardless of the 
commencement or renewal date of the policy. 

Salvage 
We are entitled to obtain and retain any items or 
materials that are salvaged or recovered 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 materials and keep the proceeds. 
We may choose to sell the items or materials to you, 
if you agree to pay the market price for the items or 
materials. 

Burglary protecUon 

If any required burglary protection is noted on 
your policy schedule, we have agreed to insure 
your buildings and contents only if those burglary 
protection devices are installed. 
If any of these devices is removed, altered, or left 
inoperative while you are absent from the situation 
for more than 24 hours, without our prior consent, 
we may have the right to: 
(a) decline, or 
(b) reduce, 
a claim to which this action contributes . 

care and maintenance 
If you do not take reasonable care to: 
(a) protect and maintain the property insured 

(b) prevent damage or injury to others or their 
property 

(c) minimise the cost of any claim under this policy, or 
(d) comply with all statutory obligations and bylaws 

or regulations relating to the safety of person or 
property, 

we will not pay for loss, damage, liability or injury to 
which this failure to take reasonable care contributes. 
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Adjustment of premium on renewal 

If a claim occurs in the previous period of insurance 
and you do not notify us until after the premium 
for the current period of insurance was calculated, 
then you must pay any additional premium that 
would have been calculated had you told us about 
the claim on the day that the claim occurred. 
This condition does not affect any other rights that 
we have, including the rights that we have under 
'Your Duty of Disclosure'. 

Providing proof 

So that your claim can be assessed quickly, you 
should keep the following: 

• receipts or other confirmation of purchase, and 
• valuations. 
We may ask you for these if you make a claim. 
You must be able to prove to us that you have 
suffered a loss that is covered by this policy before 
we will pay you for it. 

OUter 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 protect their interests only 
if you have told us about them and we have noted 
them on your policy schedule. 

Preventing our right of recovery 

If you have agreed not to seek compensation from 
another person who is liable to compensate you for 
any loss, damage or liability which is covered by this 
policy, we will not cover you under this policy for 
that loss, damage or liability. 
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Claims 

What you must do 

If an event happens which may give rise to a claim 
you must: 
(a) Take all reasonable precautions to prevent 

further loss, damage or liability. 
(bl Notify the police immediately if any of your 

property is lost, stolen, or maliciously or 
intentionally damaged. 

(cl Tell us as soon as possible. You will be provide<.i!.. 
with a claim form and advice on the procedur. 
to follow. 

(d) Supply us with all information we require to 
settle or defend the claim. 

(e) Notify us of any other insurance covering the 
same loss, damage or liability. 

(f) Co-operate with us fully in any action we take 
if we have a right to recover any money payable 
under this policy from any other person. 

(g) Advise us of your correct Australian Business 
Number and Taxable Percentage, if applicable. 
Any GST liability arising from your incorrect 
advice is payable by you. When we pay a claim, 
your GST status will determine the maximum 
amount we pay. We will (where relevant) pay 
you on your claim by reference to the GST • 
exclusive amount of any supply made by any 
business of yours which is relevant to your claim. 

As part of CGU's service initiative, you can contact 
us on 1300 306 497 (24hrs/7 days) to lodge a claim. 
We can also provide assistance in emergency 
situations. If needed, we can organise emergency 
repairs, temporary accommodation and arrange for 
trades people to attend your home. 
If in doubt at any time, contact us or your insurance 
broker for assistance. 
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What you must not do 

You must not: 
(a) Authorise repairs to or arrange replacement 

of any of the property insured in connection 
with any claim without our 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. 

(b) Admit liability if an accident occurs which is 
• likely to result in someone claiming against you. 

What we do 

We may take over and conduct the defence or 
settlement of any claim or issue legal proceedings 
for damages. If we do this we will do it in your name. 
We have full discretion in the conduct of any legal 
proceedings and in the settlement of any claim. 
You must co-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 policy terms and conditions or on the 
policy schedule. 

6JJie may refuse to pay a claim if you are in breach 
• your Duty of Disclosure or any of the conditions 

of this policy, including any endorsements noted 
on or attached to the policy schedule. 
We pay only once for loss or damage from the same 
event covered by this Policy even if it is covered 
under more than one section of the policy. 
We may be entitled to refuse to payor to reduce 
the amount of a claim if: 
(a) it is in any way fraudulent, or 
(b) any fraudulent means or devices are used by you 

or anyone acting on your behalf to obtain any 
benefits under this policy. 
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Claim payment examples 
These Claim payment examples show you how a 
claim settlement may be calculated based on some 
practical scenarios. Any actual claim settlement 
amount will depend upon the facts of each case. For 
the purpose of the scenarios you are not registered 
for GST. 
Claim Example 1 
Policy type: Building Insurance 
Buildings sum insured: $200,000 

Excess: $100 
loss or damage: Storm damage to your roof. 

How we settle your claim: 
• We arrange for a builder to repair your roof 

for $5,000 

• We pay the builder $4,900 
• We ask you to pay the builder the $100 excess. 
Claim Example 2 
Policy type: Contents Insurance 

Contents sum insured: $100,000 
Excess: $100 
loss or damage: Theft of your television. 

How we settle your claim: 

• Replacement cost of television is $2,700 

• We pay the supplier $2,600 
• We ask you to pay the supplier the $100 excess. 
Claim Example 3 
Policy type: Building and Contents Insurance 

Buildings sum insured: $400,000 
Contents sum insured: $100,000 

Excess: $100 
loss or damage: Your buildings and contents are 
partially destroyed by fire. 
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We agree that you are unable to live in your buildings 
and you require alternative accommodation. 
How we settle your claim: 

• We choose to pay you directly for the damage 

• We pay you $7,900 as follows. 
• Building repairs $5,000 
• Contents replacement $2,000 
• Costs for alternative accommodation $1,000 

• Less excess $100 
• Total $7,900 

Claim Example 4 

Policy type: Special Valuables option 
Item sum insured: Diamond ring - $8,000 
Loss or damage: Your diamond ring is stolen. 

How we settle your claim: 

• We pay the jeweller $8,000 to replace your 
diamond ring. No excess is applicable 

Notes 

• 

• 



• 

• 
UPDATING PRODUCT DISCLOSURE STATEMENT 

Information in this PDS may need to be updated from time 
to time where required and permitted by law. You can obtain 
a paper copy of any updated information without charge by 
calling us on the contact details provided in this document. 
If the update is to correct a misleading or deceptive 
statement or an omission that is materially adverse from the 
point of view of a reasonable person deciding whether to 
acquire the Policy, we will provide you with a new PDS or a 
Supplementary PDS. 
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About this booklet 

Preparation date: 05/0512010 

This booklet contains a Product Disclosure 
Statement (PDS). The PDS is designed to assist you 
to make informed choices about your insurance 
needs. The PDS contains information about costs, 
our dispute resolution system, your cooling-off 
rights and other relevant information, including 
other rights, terms, conditions, exclusions and 
obligations attaching to this product. Please read 
this booklet carefully. 

Other documents may form part of the PDS. 
• 

Any such documents will be dated and will include 
a statement identifying them as part of the PDS. 
if any major omissions, updates or corrections need 
to be made to the PDS, a Supplementary PDS may 
be provided. in either case, the relevant document 
will be provided to you with the PDS. 

You should keep your policy booklet and policy 
schedule together in a safe and convenient place for 
future reference. 

Our agreement wHh you 

This PDS and the policy schedule form the legal 
contract between you and us. You pay us the • 
premium, and we provide you with the cover you 
have chosen as set out in the policy, during the 
period of insurance shown on your policy schedule 
or any renewal period. Please keep them in a safe 
place for future reference. 
The exclusions in the section(s) headed 'When you 
are not covered' and conditions in the section headed 
'General conditions' apply to all types of cover. 
The excesses set out in the section headed What 
you must pay if you make a claim - Excess' apply 
to all claims except where otherwise stated. 



The amount of any excess that applies to your policy 
will be shown on your policy schedule. 
If you require further information about this product, 
please contact your Financial Services Provider. 

About eGu Insurance Umlted 

CGU is one of Australia's largest intermediary-based 
general insurers, offering a comprehensive range of 
commercial, rural and personal insurance products. 
Today, CGU is proud to be part of Australasia's leading 
general insurance group, Insurance Australia Group. 

.hsurar 
The policy is underwritten by CGU Insurance 
Limited. Our Australian Business Number is 
27 004 478 371. Our Australian Financial Services 
Licence Number is 238291. 

How to contact us 

You may contact us by any of the following ways: 

• In person at any CGU Insurance office. 

• By telephone on 13 15 32. 
• By writing to us at CGU Insurance, GPO Box 

9902 in your capital city. 

• By email on our website www.cgu.com.au 

fie cost of this Insurance policy 

The total premium is the amount we charge you for 
this insurance policy. It includes the amount which 
we have calculated will cover the 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 take a range 
of rating factors into account. These factors, and 
the degree to which they affect your premium, 
will depend upon the information you provide 
to us. 
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Some factors that impact the calculation of your 
premium include; where the buildings or contents 
are located, the sum insured and your previous 
insurance and claims history. 

Duty of Disclosure - What you must tell us 
Under the Insurance Contracts Act 1984 (the Act), 
you have a Duty of Disclosure. The Act requires that 
before 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 Duty of Disclosure is 
different, depending on whether this is a new policy 
or not. 

New business 

Where you are entering into this policy for the first 
time (that is, it is new business and is not being 
renewed, varied, extended or reinstated), you must 
tell us everything you know and that a reasonable 
person in the circumstances could be expected to 
tell us in answer to the specific questions we ask. 
When answering our questions you must be honest. 

• Who needs to tell us 
It is important that you understand you are 
answering our questions in this way for yourself and 
anyone else whom you want to be covered by the 
policy. 
• If you do not tell us 
If you do not answer our questions in this way, we 
may reduce or refuse to pay a claim, or cancel the 
policy. If you answer our questions fraudulently, 
we may refuse to pay a claim and treat the policy 
as never having worked. 
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Renewals, variations, extensions and reinstatements 

Once your policy is entered into and is no longer 
new business, then your duty to us changes. You are 
required before you renew, vary, extend or reinstate 
your policy, to tell us everything you know and that 
a reasonable person in the circumstances could be 
expected to know, is a matter that is relevant to 
our decision whether to insure you, and anyone 
else to be insured under the policy, and, if so, 
on what terms. 
• You do not have to tell us about any matter: 

• that diminishes the risk 
• that is of common knowledge 
• that we know or should know in the ordinary 

course of our business as an insurer, or 

• which we indicate we do not want to know. 
• If you do not tell us 

If you do not comply with your Duty of 
Disclosure, we may reduce or refuse to pay a 
claim or cancel your policy. If your non-disclosure 
is fraudulent, we may treat this policy as never 
having worked. 

How we handle your personal information 
We are committed to handling your personal 
information in accordance with the Privacy Act. 
We need to collect, use and disclose your personal 
information in order to consider your application 
and to provide the cover you have chosen. 
You can choose not to give us some or all of your 
personal information, but this may affect our ability 
to provide you with cover. 

When you provide your persunallnformation to us 

You acknowledge and consent to us collecting and 
using your information to: 
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• consider your insurance application and any 
subsequent application for insurance 

• underwrite and price any policy issued by 
us or our related entities 

• calculate and offer discounts 

• issue you with a policy 
• administer the policy, and 
• investigate, assess and pay any claim made 

by or against you. 

• For these purposes, you acknowledge and consent 
to us collecting your personal Information from, 
and disclosing it on a confidential basis to, your 
intermediary* or the third party who you have 
been dealing with in respect to this insurance 
policy and who referred you to us, other insurers, 
our related entities, insurance reference bureaus, 
law enforcement agencies, investigators and 
recovery agents, lawyers, any credit provider that 
has security over your property, assessors, repairers, 
suppliers retained by us to supply goods and 
services, advisers and/or the agent of any of these. 

When you provide personal Information to us about 
another person 

You must be authorised to do so, and you must inform 
that person, unless informing them would pose a 
serious threat to the life or health of any individual: 

• whoweare • 
• how we use and disclose their information, and 
• that they can gain access to that information. 

Privacy of your personal Information - for marketing 
purposes 

In order to enhance their relationship with 
you, your intermediary may use your personal 
information that you have provided to us to offer 
you other products and services, which may be of 
benefit to you. 
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When you provide your personallnfonnation to us - for 
marketing purposes 

You acknowledge and consent to your personal 
information being used on a confidential basis by 
us or your intermediary to contact you by mail, 
phone or email to provide you information on 
offers, products and services or for planning, market 
research and product development. 

In using your personal information for these 
marketing purposes, we and your intermediary may 
use and disclose your personal information to offer 

.ou our or your intermediary's product and services 
directly, or to any other organisation to carry out 
the above marketing purposes on our or your 
intermediary's behalf. However: 

• CGU Insurance Ltd (CGU Insurance) and your 
intermediary will not use your information in 
this way if you have already told CGU Insurance 
or your intermediary not to. 

• You must inform CGU Insurance or your 
intermediary if you do not want your personal 
information disclosed or used for these 
marketing purposes. 

* The intermediary is a company or individual 
through which you purchased this insurance, or the 
company named on the inside front cover of this 
booklet. 

~enerallnsurance Code of Practice 
The purpose of the Code is to raise standards 
of practice and service in the general insurance 
industry. 

The objectives of the Code are: 

• to promote better, more informed relations 
between insurers and their customers 

• to improve consumer confidence in the general 
insurance industry 
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• to provide better mechanisms for the resolution 
of complaints and disputes between insurers 
and their customers, and 

• to commit insurers and the professionals they 
rely upon to higher standards of customer 
service. 

Our commitment to you 
We have adopted and support the Code and are 
committed to complying with it. 

Please contact us if you would like more 
information about the Code. 

How to resolve a complaint or dispute 
1. Talk to us first 
If you have a complaint, the first thing you or your 
insurance adviser should do is speak to one of our 
staff. If your complaint relates specifically to a claim, 
speak with the claims officer managing your claim. 

If the staff member or claims officer are unable to 
resolve the matter for you, you or your insurance 
adviser may speak to a manager. The manager 
will usually provide you with a response to your 
complaint within 15 days. If the timeframe is 
impractical for any reason such as the need for more 
information or further investigation, they will discuss 
with you alternative timeframes. If you are not 
satisfied with our response or we cannot agree with 
you on alternative timeframes, you can go to step 2. 

2. Seek a review 
If the matter is still not resolved, the manager will 
refer you or your insurance adviser to the relevant 
dispute handling department or area who will 
conduct a review of your dispute and will usually 
provide you with a response to your dispute within 
15 business days. If the timeframe is impractical, 
we will discuss with you alternative timeframes. 
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If you are still not satisfied with our response to 
your dispute or we cannot agree on alternative 
timeframes, you can go to step 3. 
3. Seek an external review 

You are entitled to seek an external review of our 
decision. We will provide you with information 
about options available to you, including, 
if appropriate, referring you to the external dispute 
resolution scheme administered by the Financial 
Ombudsman Service Limited (FOS). 

You will not be able to have your dispute resolved 
by the FOS if you are not eligible under the FOS's 
Terms of Reference. 

Further information about our complaint and 
dispute resolution procedures is available by 
contacting us. 

Financial Claims Scheme 
You may be entitled to payment under the 
financial claims scheme in the event that CGU 
Insurance Limited becomes insolvent. Access to the 
scheme is subject to eligibility criteria. Information 
about the scheme can be obtained from the 
Australian Prudential Regulation Authority (APRA) 
website at www.apra.gov.au and the APRA hotline 
on 1300 13 1060. 

How to make a claim 

Please contact us to make a claim. We will only 
accept responsibility for repairs or payments to third 
parties under a claim where you have told us about 
them beforehand and we have accepted your claim. 
Full details of what you must do for us to consider 
your claim are provided at the end of this booklet. 
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Cooling-off information 
If you want to return your insurance after your 
decision to buy it, you may cancel it and receive a 
full refund. To do this you must notify us in writing 
within 21 days from the date the policy commenced. 
This cooling-off right does not apply if you have 
made or are entitled to make a claim. 

Intermediary remuneration 
CGU Insurance Limited pays remuneration to 
insurance intermediaries when we issue, renew or 
vary a policy the intermediary has arranged • 
or referred to us. The type and amount of 
remuneration varies and may include commission 
and other payments. If you require more 
information about remuneration we may pay your 
intermediary, you should ask your intermediary. 

When you are covered 
Your insurance begins when we accept your 
application. The commencement date of your 
insurance will be shown on the schedule we will 
send you. 
We will not cover your buildings and your contents 
for a period of 48 hours from the time of the 
commencement of your insurance for loss or 
damage caused by: 

• bushfire or grassfire, or • • a named cyclone. 
We will provide cover however if: 

• This insurance commences directly after another 
insurance policy covering the same property 
expired without a break in cover. 

• You have entered into a contract of sale to 
purchase the property. 

• You have entered into a contract to lease the 
property. 
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The insurance applies for the period for which you 
have paid us (or agreed to pay us) the premium. 

You may pay your premium by cash, cheque 
or credit card. If your cheque or credit card is 
dishonoured by your financial institution, you are 
not insured. 

You can also pay your premium by instalments 
direct from a financial institution account or from 
your credit card. You cannot make a claim under 
this policy if you owed us more than one month's 
premium when the event you want to claim for 

eappened. 
If you pay your premium by instalments and you are 
more than one month behind, we can cancel your 
policy without notice. 

If you have a total loss, we shall deduct the 
instalments for the remaining period of insurance 
from the amount we pay you. 

• 

10 

Words with special meanings 

Some key words and terms used in this policy have 
a special meaning. 
If words and terms are used in one section of the 
policy, we will describe their special meaning in that 
section. 
Wherever the following words or terms are used in 
the policy, they mean what is set out below: 

Catastrophic a suddenly occurring, major, 
Event natural disaster that is insured by 
or Emergency this policy, where the resultant 

damage to property in the 
vicinity of your buildings and 
generally is so extensive and 
widespread that the resultant 
surge in demand for the 
materials and labour required to 
repair buildings, causes a surge in 
the prices of building repairs. 

damage any form of physical harm to the 
insured property but does not 
include wear and tear. 

excess 

flood 

the first amount of any claim, 
which is your responsibility to 
contribute. We deduct the excess 
shown in this PDS or policy 
schedule from the amount of 
your claim. When a sub-limit is 
applicable, the excess will be 
applied to the claim prior to 
applying the sub-limit. 

The inundation of normally dry 
land by water escaping from any 
watercourse, lake, canal, dam or 
reservoir. Flood does not include 
inundation from rainwater that 
cannot flow into a stormwater 
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negotiables 

occupied 

period of 
insurance 

drain because the drain is 
blocked or backed up 

treasury notes, savings 
certificates, stamps, money 
orders, gift certificates and any 
other negotiable instruments. 

the buildings is furnished such 
that it is comfortably habitable 
and you, your family or someone 
with your consent has resided in 
the buildings overnight. 

To be occupied the buildings must: 

• contain at least one usable 
bed/mattress 

• contain at least one dining 
table or bench, a chair and 
some other furniture 

• contain a functioning 
refrigerator 

• be connected to the 
electricity, and 

• be connected to hot and cold 
running water. 

the period shown on the policy 
schedule. 

policy schedule the document we give you 

situation 
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which sets out the details of 
your cover wh ich are personal to 
you. It forms parts of the policy. 
It shows the cover and any 
options that you have selected. 
When your policy is changed or 
renewed, we will give you a new 
policy schedule. 

The address shown on your 
policy schedule where your 
buildings are located or your 
contents are kept. 

we, our or us 

you or your 

your family 

CGU Insurance Limited, 
ABN 27 004 478 371. 

The person(s), companies or firms 
named on the current policy 
schedule as the 'Insured'. 

Any member of your family who 
lives permanently with you, 
including your partner. 

Student children of yours or of 
your partner, boarding at school 
or university. • 

• 

13 



Cover for your Buildings 
and Contents 

This part of the policy contains the following three 
sections: 

• Section 1: What 'Buildings' and 'Contents' mean 

• Section 2: Cover for your Buildings and Contents 
- Accidental Damage • Section 3: Cover for your Legal Liability 

Section 1: What 'Buildings' 
and 'Contents' mean 

Buildings 
Your policy schedule indicates whether your 
buildings is insured and the sum insured. 

Wbat 'buildings' means 

Your 'buildings' are the dwelling used entirely or 
primarily as a place of residence at the situation 

.own on the policy schedule. 
~uildings' includes the following: 

(a) Outbuildings, fixtures and structural 
improvements including in-ground swimming 
pools, tennis courts, in-ground spas, saunas, 
jetties and pontoons, all of which are used for 
domestic purposes. 

(b) Fixed light fittings, fixed wall coverings, fixed 
ceiling coverings and fixed floor coverings. 
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(c) Services (whether underground or not) that are 
your property or which you are liable to repair 
or replace or pay the cost of their repair or 
replacement. 

(d) Landscaping, paved pathways and paved 
driveways, free standing walls, retaining walls, 
fences and gates entirely or partly on the 
situation. 

Wbat 'buildings' does not mean 

'Buildings' does not include: 
(a) Carpets (whether fixed or not), curtains or 

internal blinds. 
(b) Earth or gravel pathways or driveways or other 

unpaved surfaces. 
(c) A hotel, motel, nursing home, boarding house 

or buildings of flats. 
(d) Any building used for any business or trade, 

except a dwelling used principally as a place of 
residence that also contains an office or surgery. 

(e) A building in the course of construction. 

(f) A temporary building or structure. 
(g) Trees, shrubs and any other piant life including 

grass or lawns. soil, sand, gravel, bark or mulch. 

Contents 
Your policy scheduie indicates whether your 
contents are insured and the sums insured. 
The total contents sum insured consists of: 
(a) a sum insured for contents, and 
(b) a sum insured for special contents. 
Special contents are items of particular value that 
you have individually listed as specified Items 
and that are listed on the policy schedule under 
'Special Contents'. 

15 



What 'contents' means 
'Contents' means, items (a) to (g) below, while they 
are at the situation, and which belong to you or 
your family or for whose loss or damage you or your 
family are legally liable. 
Contents are: 
(a) All household goods (including carpets whether 

fixed or not), curtains and internal blinds, 
personal effects, cash, coins and negotiables. 

(b) Articles of special value which you have listed on 
the policy schedule under 'Special Contents'. 

(c) If you live in a strata title building, the internal 
paintwork, wallpaper and any fixture or 
structural improvement within or attached to 
that residence which the Body Corporate is not 
required by law to insure. 

(d) If you are a tenant, landlord's fixtures and fIttings 
for which you are legally liable and fixtures and 
fittings installed by you for your own use. 

(e) Any of the following equipment if it does not 
require registration: 

• golf buggies 
• motorcycles up to 250cc engine capacity 
• garden equipment, or 
• motorised wheelchairs. 

(f) Canoes, surfboards, surfskis or sailboards, and 
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• any other watercraft up to four (4) metres in 
length. 

This means that if the watercraft is not a canoe, 
surfboard, surf-ski or sail board and it is longer 
than four metres, it is not covered. 
A watercraft motor: 

• not attached to a watercraft, and 
• at the situation, 
will be treated by us as a watercraft accessory. 

(g) Furniture and equipment of an office or surgery 
used by you or your family in your own business 
in the buildings and tools and equipment used 
for earning income by you or your family. 

What contents does not mean 

'Contents' does not include: 
(a) Fish, birds or animals of any description. 
(b) Trees, shrubs and any other plant life (other 

than pot plants). 
(c) Any caravan or trailer. 
(d) Motorised vehicles other than those listed in 

point (e) under the heading 'What contents 
means'. 

(e) Watercraft other than those listed in point (f) 
under the heading 'What contents means'. 

(f) Aircraft or their accessories (other than a 
non-pilotable model aircraft). 

• 
(g) Accessories or spare parts, keys or remote 

locking or alarm devices of motor vehicles 
(including motorcycles and motor scooters), 
caravans, trailers or watercraft while they are in 
or on the motor vehicle, caravan, trailer, aircraft 
or watercraft. 

(h) Photographic and video equipment and musical 
instruments or musical equipment used for 
earning any income. 

(i) Any property: 
• illegally in your possession 
• stored in a dangerous and illegal way, or 
• any equipment connected with growing or 

creating any illegal substance. 
Gl Your buildings or any part of your buildings. 
(k) Pedal cycles while they are used for racing or 

pacemaking. 

• 
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Section 2: Cover for your 
Buildings and Contents -
Accidental Damage 

What you are insured against, and what you are not 

You are insured against, accidental loss or damage 
(including the Specified Events listed below) to your 
buildings, contents belonging to you, your family or 
for which you or they are legally responsible or both et the situation during the period of insurance. 
There is also some extended cover provided for your 
contents under Additional benefit 1 - Temporary 
Removal, for when your contents are away from the 
situation. 

Specified Events 

'Specified Events' means loss or damage directly 
caused by the following events (a) to (s): 
(a) fire 
(b) lightning 
(c) thunderbolt 
(d) explosion 
(e) implosion 

IIii earthquake or tsunami 
"IIfg) subterranean fire 

(h) volcanic eruption 

(i) impact ('impact' means a collision of two or 
more objects) 

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

(k) sonic boom 
(I) theft 
(m) 
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(n) the acts of persons taking part in riots or 
civil commotion or of strikes or of locked-out 
workers or of persons taking part in labour 
disturbances which do not assume the 
proportions of or amount to an uprising 

(0) falling objects 
(p) water and/or other liquids and/or substances 

discharged and/or overflowing and/or leaking 
from any apparatus and/or appliance and/or 
pipes 

(q) storm, tempest, rainwater, wind, hail, tornado, 
cyclone or hurricane, freeze or weight of snow 

(r) power surge 
(s) deliberate or malicious acts 
You are NOT insured against theft and deliberate or 
malicious acts caused by tenants or tenant's visitors 
or a tenant's family. 
Whether you have selected cover for your buildings, 
contents or both is shown on your policy schedule. 
There are some limits and exclusions described 
under 'How much we will pay' and When you are 
not covered', which you must read. 
In addition, you are insured for loss or damage to 
your buildings, contents or both at the situation, 
caused directly by any of the events set out in the 
left column of the following table (except to the 
extent indicated in the right column of the table). 
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(a) Mechanical and The mechanical 
electrical breakdown or electrical 
Mechanical breakdown breakdown of: 
means: • radios, stereos, 
Any sudden and CD players or 
unforeseen physical amplifying 
loss or damage which equipment, 
may include (but not televisions, 
limited to) the actual video players fUSing, breakdown, 
seizing, deformation • recorders 
or explosion of any or cameras, 
part of the insured microwave 
item of machinery ovens 
wh ich is sufficient to • equipment or 
prevent the machinery motors under undertaking its normal manufacturer's operation. 
If your buildings are 

guarantee or 

insured by this policy, warranty 

we pay for loss or • or any item 
damage caused by which is more 
mechanical or electrical than 15 years 

breakdown to built in: old or fusion 
of electric 

• air conditioners and motors more 
coolers, fans than 20 years 

• dishwashers, spas old from date 
and pool filter of purchase 
motors or motor 

• vacuum cleaners, rewinding. 

security gates or A20% p.a. 
Depreciation garage doors. applies to the 

If your contents are total repairs 
insured by this policy, cost for each 
we pay for loss or year over 15 
damage caused by years old but 
mechanical or electrical not exceeding 
breakdown to: 90% of the 

• refrigerators, total cost 
freezers, washing after applying 
machines, clothes your excess 

dryers applicable. 
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• portable air 
conditioners and 
coolers, portable 
fans 

• portable vacuum 
cleaners, spa and 
pool filter motors, 
if the spa or pool 
motor is not built-
in or portable 
dishwashers 

• water pumps 
used for domestic 
purposes. 

(b) Spoilage of food 
If this policy insures 
your contents, we 
also pay for spoilage 
of food in domestic 
refrigerators or freezers 
at the situation caused 
by: 
• breakdown of the 

refrigerator or 
freezer 

• failure of the 
electricity supply 

• contamination by 
lubricant oil or 
refrigerant 

• accidental damage 
to the refrigerator 
or freezer. 

Spoilage as a result 
of: 
• strikes 
• intentionally 

switching off or 
disconnecting 
the electricity 
supply. 
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How we will pay 

Buildings 

(a) At our option we: 

• 

• repair the buildings, or 
• replace the buildings to a condition substantially 

the same as, but not better than when new, or 

• pay the reasonable cost of its repair or 
replacement to a condition substantially the 
same as when new, or 

• pay up to the sum insured shown on your 
policy schedule. 

If your buildings are damaged beyond economic 
repair, we will pay no more than the reasonable 
cost of replacement when new even if you 
have insured for an amount greater than the 
reasonable cost of replacement when new. 
When we pay your claim for your buildings 
being damaged beyond economic repair, 
the policy is exhausted and comes to an end. 

(b) You may choose to have the buildings replaced 
at another situation, but we do not pay more 
than for the insured situation. 

(c) If your buildings are damaged beyond economic 
repair and you do not commence rebuilding 
within six (6) months of the damage occurring 

• (or any other period which we agree with you 
in writing), you may have to pay any increase in 
cost caused by your delay. 

(d) If part of your buildings are damaged and we 
agree to pay your claim, we pay only for the 
part or parts of the buildings that actually 
sustained damage. We do not pay to replace any 
undamaged materials. 
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However, if: 

• it is impossible to acquire new material 
to replace the damaged material that 
reasonably matches the undamaged portion 

to a similar extent as immediately prior to 
the damage occurring, and 

• the amount of damaged material that cannot 
be matched to the undamaged material is more 
than 40% of the total material that would have 
to be replaced if all the matching damaged and 
undamaged material 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 a result of a burst pipe, eight (8) 
bathroom wall tiles are damaged. We would 
pay only the reasonable cost to repair or replace 
the eight (8) damaged tiles to a condition 
substantially the same as when new. 
(In addition, we would pay for damage sustained 
in locating the leak (Additional benefit 25). 

Example 2 
There are 300 superseded, matching, wall tiles 
in the bathroom. As a result of a burst pipe, 
140 wall tiles are damaged. It is impossible to 
locate tiles that reasonably match the remaining 
160 tiles. Over 40% of the matching wall tiles 
have been damaged. Therefore, we would 
pay the reasonable cost to repair or replace all 
300 tiles (140 damaged and 160 undamaged) 
to a condition substantially the same as 
when new. We would be entitled to keep the 
160 undamaged wall tiles by way of salvage. 
We would not pay to replace any tiles located 
in a room other than where the loss or damage 
occurred. 

(e) Where materials that are required to settle a 
claim that we agree to pay are not commercially 
available in Australia, at our option, we will: 
• replace the materials with the nearest 

equivalent or similar new materials available 
in Australia or overseas, or 
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• pay the cost to replace the materials with the 
nearest equivalent or similar new materials 
available in Australia or overseas. 

(f) If we agree that the cost to repair or replace 
your buildings is greater than your buildings 
sum insured, then we will pay up to 30% more 
than your buildings sum insured but only if: 

• this policy insures your home, and 

• your home is so damaged by an event that is 
insured by this policy that it is considered by 
us to be a total loss, and 

• the cost to repair or replace your home 
is greater than your home sum insured 
because the increased cost of repairing 
damage to your home is caused directly by a 
Catastrophic Event or Emergency 

Example (does not indude costs necessary 
to meet the requirements of any statutory 
authority) 

Your Building Sum Insured 
Cost to rebuild your building 
immediately prior to event 
Cost to rebuild your building 
immediately after the event 
Benefit Payable 

$200,000 

$250,000 

$270,000 

$20,000 

Contents 

(a) At our option, we will: 
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• repair the damaged items, or 
• replace the items with items substantially the 

same as, but not better than when new, or 

• pay the reasonable cost of repair or 
reinstatement to a condition 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 more than the reasonable 
cost of replacement when new even if you 
have insured for an amount greater than the 
reasonable cost of replacement when new. 
When we pay your claim for all your contents 
being damaged beyond economic repair, the 
policy is exhausted and comes to an end. We will 
not pay more than the total contents sum 
insured for all contents lost or damaged. 

(b) If we agree to pay a claim where film, photos, 
home movies or home videos or any similar 
recorded material is destroyed, we pay for the • 
replacement with new, blank film, 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 conditions. 

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

(d) Where an item required to settle a claim that 
we agree to pay is not commercially available 
in Australia, at our option, we will: 
• replace the item with the nearest equivalent 

or similar new item available in Australia or 
overseas, or • 

• pay the cost to replace the item with the 
nearest equivalent or similar new item 
available in Australia or overseas. 

(e) The maximum we pay on the following contents 
items is shown in the table below. You may 
obtain higher limits for (a) by having any of these 
items specified on your policy schedule. We will 
pay up to the amount specified for each item. 
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Note: 
Where an item could be classified under more than 

Works of art, pictures, $20,000 per item one of the above maximum limits, (a) through to 
tapestries or rugs. (f), the lower or lowest limit applies. For example, 

(b) Items of jewellery, gold $10,000 per 
if an item of unspecified, antique jewellery worth 

or silver articles, furs, item and in 
$11,000 was stolen from the buildings and we 

watches, collections of total 25% of 
agreed to pay the claim, the maximum limit of 

coins, stamps or medals. the sum insured 
$10,000 for jewellery would apply even though 

for unspecified 
there is no sub-limit for antiques. If the item has 
been specified for $11,000, then we would pay up 

contents to $11,000 to replace the item. The sum we pay 
(c) Equipment used by $10,000 in you would be subject to any applicable excess. 

you or your family for total Including If we choose to pay to replace a specified item, earning income. a maximum we will pay no more than the amount that 
of $5,000 for it would cost us to replace the item with an 
business stock item substantially the same as, but not better 
kept temporarily than, when new, even if you have specified the 
in the buildings item for a higher amount, whether or not you 

(d) Accessories, or spare $2,000 in total have supplied a valuation. We have negotiated 
parts of motor vehicles special arrangements with various suppliers 
(including motorcycles to purchase items for less than retail cost. 
and motor scooters), Premiums are therefore based upon us replacing 
caravans, trailers and items at less than retail cost. 
watercraft, not in or 
on the motor vehicle, Antiques 
caravan, trailer or Where we pay a claim for an antique item, and 
watercraft. We include the market value of the item exceeds the cost 
motor vehicle keys, of its replacement with a new item because of 
remote locking or alarm its antiquity and rarity, we will treat the market 
devices as accessories 
while they are not in or value as though it is the cost to replace the lost 

on the motor vehicle, but or damaged antique with a new item. 

we do not pay for any For example: 
re-coding of devices or An antique sterling silver claret jug created in 
changing of vehicle locks. 1880 is stolen and we agree to pay the claim. 

(e) Cash, coins, negotiables $1,500 in total A valuation for $11,000 has been supplied 
or bullion. to us. To replace the item with the closest, 

similar new item would cost $2,100. At the 
(f) Data stored on any $1,000 in total time of the loss, our inquiries indicate that 

computer disk or tape to replace that antique item at market value 
(including cost of data would be approximately $11,000 but there is no restoration). equivalent item currently for sale in Australia or 
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overseas. The market value of the item is higher 
than the new replacement cost due to the item's 
antiquity and rarity. In this instance, we would 
pay you $11,000 for the jug rather than $2,100. 
The sum we pay you would be subject to any 
applicable excess. 

(f) Floor and wall coverings, blinds and curtains 

For wall coverings, and carpets and other floor 
coverings, curtains and internal blinds, we pay 
only for items in the room, hall or passage, 
where the damage occurred. 

(g) Pairs and sets 
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A 'pair or set' means two (2) or more articles 
the collective value of which exceeds the sum of 
their individual values. 

In the event of a total loss of any article or 
articles which are part of a pair or set, we agree 
to pay you - at your option, exercisable after 
the loss - the full amount of the value of such 
pair or set, and you agree to surrender the 
remaining article or articles of the pair or set 
to us. 

If you elect not to surrender the remaining 
article(s) of the pair or set to us, then we pay no 
more than the actual value of the item. We do 
not give any allowance for 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. 

We will only pay the cost of replacing the item 
even though the pair or set to which it belongs 
is less valuable because it is incomplete. 

Section 3: Cover for your 
Legal Liability 

What you are covered against 

If this pOlicy covers your buildings 

If this policy covers your buildings or, if the buildings 
are a strata titled residence and your contents 
are insured under this policy, we insure you and 
any member of your family against any claim for 
compensation or expenses which you or the membe 
of your family become legally liable to pay for: 

(a) personal injury to, any person, 

(b) the loss of, or damage to, property, 

resulting from an occurrence during the period 
of insurance, arising out of the ownership of the 
buildings or occupancy of the buildings. 

In this section, we include the bordering footpath, 
land, trees, shrubs and other plant life on the 
situation as part of your buildings. 

If this policy covers your contents 

If this policy covers your contents and, the buildings 
are your primary residence, we insure you and 
any member of your family against any claim for 
compensation or expenses which you or the mem .. 
of your family become legally liable to pay for: 

(a) personal injury to, any person, 

(b) the loss of, or damage to, property, 

resulting from an occurrence during the period of 
insurance, anywhere in the world that is not related 
to the ownership of your buildings. 

An 'occurrence' includes continuous or repeated 
exposure to substantially the same general 
conditions. We regard all death, bodily injury or loss 
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or damage to property arising from one original 
source or cause as one occurrence. 
Personal injury means: 
(a) Bodily injury, death, sickness, disease, 

shock, fright, mental anguish, psychiatric 
or psychological disorder or mental injury, 

(b) The publication or utterance of libellous or 
slanderous comments. 

'Personal injury' does not include the publication 
or utterance of a libel or slander: 

_a) made prior to the commencement of the period 
• of insurance, or 

(b) made by or at the direction of you with 
knowledge of its falsity, or 

(c) relating to advertising, broadcasting or 
telecasting activities by or on behalf of you. 

Property damage means: 
(a) Physical damage to, or loss or destruction of, 

tangible property including any resulting loss 
of use from the damage or destruction. 

(b) Loss of use of tangible property, which has 
not been physically damaged or destroyed, 
provided the loss of use is as a direct result 
of an occurrence. 

Additional benefits - Uability 
.ese additional benefits apply only when you 

occupy the buildings insured by this policy as 
your primary residence or this policy insures your 
contents in your primary residence. 

Motor Vehicle Uabllity 

What we insure you against 

(a) 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 legally liable to pay for: 
• personal injury to, any person 
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• the loss of, or damage to, property, 
arising from the ownership, custody, or use of: 

• any vehicle which is a type that is not 
required to be registered by law 

• any motorised wheelchair 
• any domestic trailer not attached to any 

vehicle, 
resulting from an occurrence during the period 
of insurance. 

(b) We also insure you or any member of your 
family against claims for: 
• personal injury caused by you or your family 

solely as a result of you or your family being 
passengers in a registered vehicle 

• personal injury caused by any registered 
vehicle if the occurrence causing the death 
or bodily injury takes place at the situation, 

during the period of insurance. 

When we do not insure you or your ramUy 

We do not insure you or your family: 
(a) If you or your family are entitled to be wholly 

or partly 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 
scheme. 

(b) If you or your family are entitled to be wholly or 
partly protected by any other policy of insurance 
which specifically covers the vehicle (except 
where this exclusion would contravene s.45 of 
the Insurance Contracts Act, 1985). 

(c) While any vehicle is used for competitive racing 
or pacemaking. 
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Committee member of a social or sporUng club 

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 
legally liable in Australia to pay for an alleged or 
actual act or omission arising out of your position 
as a committee member of a sporting club or 
social club. 

We will not pay if you receive more than $1,000 
per year for holding the position. We only pay for 
a claim made as a result of an occurrence during 
the period of insurance. 

The most that we will pay under this additional 
benefit in anyone period of insurance is $10,000. 

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

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

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

What you are not covered against 
(applies to 'Legal liability' and 'Additional benefits-
Liability') 

When we do not insure you or your family 

We do not insure you or your family: 

(a) Against any liability caused by or arising directly 
or indirectly, out of or in connection with the 
actual or alleged use or presence of asbestos. 

(b) Against fines, penalties, or punitive, aggravated, 
multiple or exemplary damages. 
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We do not insure you or your family against 
liabilities arising from: 
(a) Any agreement, unless liability would have 

attached to you or your family if that agreement 
did not exist, or, unless the agreement is a lease 
agreement for your residential tenancy. 

(b) Illness or death of or bodily injury to you 
or to any person who normally lives with you. 

(c) Illness or death of or bodily injury to anyone 
employed by you or by someone who lives with 
you if the death or injury arises out of their 
employment. • 

(d) Damage to property belonging to you or any 
person who normally lives with you or to your 
or their employees. 

(el Any workers compensation legislation, industrial 
award or agreement, or statutory accident 
compensation scheme. 

(f) The ownership, custody, or use of any lift 
(other than a lift that exclusively services your 
home provided that your home is freestanding 
and solely occupied by you and your family), 
aerial device or aircraft (except model aircraft or 
toy kites), aircraft landing area, boat exceeding 
four (4) metres in length (except canoes, 
surfboards, surf skis or sailboardsl or motorised 
watercraft in excess of 10 horsepower. 

(g) The conduct of any activity carried on by you • 
or your family for reward except for as a club 
committee member, provided you do not receive 
more than $1,000 per year for holding the 
position, or babysitting on a casual basis. 
Babysitting cannot be considered to be on a 
casual basis where: 
• The babysitting is not of a casual nature. 
• Any licence or other permission is required by 

any government body or public authority in 
order to legally conduct the babysitting. 
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• The income derived from babysitting is the 
primary or only source of the household's 
income. 

• There is a registered business associated with 
the babysitting. 

This exclusion does not apply to a domestic garage 
sale provided; 

• 
• The garage sale is held at the site, 

• the goods sold belong to you or your family 
or immediate family members that do not 
live with you, 

• the goods sold are second hand domestic 
goods only sold in domestic quantities, 

• the sale does not form part of a business, 
trade or profession, 

• the goods sold have not been purchased for 
the sole purpose of re-sale, and 

• you do not hold more than one garage sale 
per period of insurance. 

(h) Vibration or the weakening of, removal of 
or interference with support to land, buildings 
or other property. 

(i) Building work, construction or demolition 
of a building, including the buildings if the 
value of the work exceeds $100,000. 

.) Personal injury to any person arising out of the 
transmission of any communicable disease by 
you or your family. 

(k) The ownership of land, buildings or structures 
other than the buildings insured by this policy. 

(I) Loss, damage, illness or injury intentionally 
caused by you or a member of your family 
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or a person acting with your consent or the 
consent of any member of your family unless it 
was reasonably to reduce loss, damage or injury 
that otherwise would have occurred. 

(m) The lawful seizure, confiscation, nationalisation 
or requisition of the property insured. 

(n) Destruction of or damage to property by any 
government or public or local authority. 

(0) The ownership or use of any motor vehicle other 
than under the cover given by the 'Additional 
benefit - Motor Vehicle Liability'. 

(p) Any act or omission that is knowingly illegal, 
dishonest, fraudulent, wilful, malicious or done 
with reckless disregard for their consequences 
by you, your family or a person acting with the 
consent of you or your family. 

(q) Flood. 

What we will pay 
(a) We pay up to $20,000,000 for anyone 

occurrence. 
(b) We do not pay more than this amount in total 

under all policies we have issued to you which 
cover the same liability. 

(c) In addition to this amount, we pay legal costs 
for which we have provided prior written 
approval. 

(d) In addition to this amount, we pay court 
appearance expenses which we approve. 
Court appearance expenses shall include up to 
$250 per day but excluding the first day, to a 
total of $5;000 in anyone period of insurance 
for proven income loss by you or a member of 
your family at our request. Provided that we will 
only reimburse income loss for days on which 
you are not able to conduct any income-earning 
activity whatsoever. 
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Additional benefits 

We give you the following additional benefits. 
For any additional benefits to be payable, you must 
suffer or incur the relevant loss, liability or damage 
during the period of insurance. 
We pay additional benefits 1 to 33 in addition 
to your sum insured for buildings or contents, 
depending on the type of cover you have chosen: 
1. Contents away from the situation 
This additional benefit applies if this policy insures 
your contents in your primary residence. 
We insure your contents anywhere: 

• in Australia or New Zealand whilst they are 
temporarily away from the situation, or your 
student children's contents while your child is 
temporarily residing and studying away from 
the situation, and 

• worldwide whilst they are temporarily away from 
the situation, for a period of up to 180 days, in 
anyone period of insurance and also while: 
(a) in a bank or safe deposit facility, or 
(bl in a secured storeroom on the premises of a 

sporting club, where you or your family are a 
member, or 

(cl while contained in your student child's 
locked residence while they are residing and 
studying away from your situation. 

We insure under this additional benefit items 
that you have purchased in Australia or overseas, 
provided that: 

• you intend to return the item to the situation 
for an indefinite period, 

• the item would be contents as defined in this 
policy once they are returned to the situation. 
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But, under this additional benefit 1, we do not insure: 
(a) The following items: 

• Contents in transit during a permanent 
removal from the situation (other than 
as described in 'Additional benefit 11 -
Contents being conveyed to your new 
residence', and covered under 'Additional 
benefit 2 - Contents in storage'. 

• Property used in connection with a profession, 
trade or business. 

• Contents in storage, other than as described 
in 'Additional benefit 2, - Contents in storage 

or 
(b) The following items' accessories or spare parts 

while they are contained in a tent, vehicle, 
watercraft, aircraft or in the open air: 
• Canoes, surfboards, surf skis and sail boards 

or other watercraft. 
• Ride-on golf buggies and ride-on mowers. 
• Motor vehicle (including motorcycle and 

motorscooters), caravans and trailers. 
'Open air' includes non-lockable structures 
and non-lockable parts of structures not at the 
situation. 

The maximum we pay for items of: 
(i) jewellery, gold or silver articles, furs, watches, • 
(ii) collections of any kind, 
while they are temporarily removed from your 
situation, is $10,000 per item, up to 25% of your 
unspecified contents sum insured in total, unless you 
have specified them and they appear on your policy 
schedule under the Valuables option and you have 
paid any additional premium. 
The maximum we pay for items while they are 
temporarily removed from your site is subject to the 
limits described under 'What we will pay' unless you 
have specified them and they appear on your Policy 
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Schedule under the Valuables option and you have 
paid any additional premium 
2. Contents in storage 

If this policy insures your contents, we pay for loss 
or damage to them caused by an event insured 
when they are in storage provided you obtain our 
written agreement before they are put into storage. 
We do not pay for: 

• your contents stored in open plan storage 
premises, including furniture repositories, 

• warehouses, factories, or other industrial premises 
• your contents stored in shipping containers, or 

• any jewellery, or negotiable instruments whilst 
they are in storage. 

3. Fees 
If this policy insures your buildings, and: 

• it is damaged as a result of an event insured 
under this policy, and 

• we agree to pay a claim, 
we pay any reasonable fees which we have 
approved and which are incurred directly in relation 
to repair or replacement of your buildings. 
4. Removal of debris 

If this policy insures your buildings, and: • it is damaged as a result of an event insured 
under this policy, and 

• we agree to pay a claim, 
we pay the reasonable costs of demolition and 
removal of debris from the situation. 

If the damage for which we agree to pay a claim is 
caused by a fallen tree or branch, which as a result 
becomes debris, we will remove the tree from the 
situation. We will remove a standing tree or branch 
that formed part of the tree that caused the insured 
damage only if: 
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• we agree that the remaining tree or branch is 
unsafe 

• the remaining tree or branch only became 
unsafe as a direct result of the event covered 
under this policy causing damage to the tree, 
and 

• all necessary approvals have been obtained and 
removal of the tree or branch would not result 
in a breach of any laws, bylaws, regulations or 
contractual obligations. 

We will remove a stump that formed part of the 
tree that caused the insured damage only it 

• all necessary approvals have been obtained 
and removal of the stump would not result in 
a breach of any laws, bylaws, regulations or 
contractual obligations, and 

• not removing the stump would interfere with 
repairing or replacing the damaged part of the 
buildings required to settle your claim. 

If it is not necessary to remove the stump to repair 
or replace your buildings, then we will pay the cost 
of treating the stump to prevent re-growth. 
If this policy insures your contents, and 

• they are damaged as a result of an event 
insured under this policy, and 

• we agree to pay a claim, 
we pay the reasonable costs of removal of contents 
debris from the situation. 
S. Extra costs of reinstatement 
If this policy insures your buildings, and it is 
damaged as a result of an event insured under 
this policy, and we agree to pay a claim, we pay 
up to $25,000 for the extra costs necessary to 
meet the requirements of any statutory authoritY 
in connection with rebuilding or repairing your 
buildings at the situation. 
If only part of your buildings is damaged, we pay 
only the extra costs you incur in repairing that part. 
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We do not pay any extra costs which resulted from 
any notice which a statutory authority served on 
you before your buildings suffered loss or damage. 
This benefit shall not be payable in addition 
to Clause (f) under section: How we will pay -
Buildings 
6. Illegal 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, mobile phone SIM card or cheque is lost or 
stolen, we pay up to $5,000 towards any legal 
liability you incur from its unauthorised use. 
We do not pay if: 

• the card does not belong to you or your family 
• you have not complied with the card issuer's 

requirements, or 

• the unauthorised user of the card is someone 
living at the situation. 

7. Visitors' or employees' contents 
If this policy insures your contents in your primary 
residence, we also insure contents up to $5,000 
in total belonging to any visitors or employee 
temporarily living with you at the situation. 
We do not pay for visitors' or employees' contents 
that are insured under another policy taken out by 
someone other than you or your family. 
8. Replacement of locks and keys 
We pay to replace or alter locks and/or keys, or 
remote control devices if: 

• locks to your buildings or vehicle are damaged, or 
• keys to your buildings or vehicle are lost, 

damaged or stolen from anywhere in Australia. 
9. Change of situation 
If this policy insures your contents and you are 
moving into a new buildings within Australia, 
we insure your contents at both situations for a 
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maximum of 45 days. The maximum we pay at each 
situation will be the proportion of the sum insured 
that the value of the contents at that situation bears 
to the total value of the contents at both situations. 
You must tell us of your new address within 45 days 
of first moving to it. If you wish to insure your 
contents at your new address after that 45 days, 
we must agree to insure them at that address. 
You must pay us any additional premium we ask for 
and comply with any conditions we impose. 
10. Contracting purchaser 
If this policy insures your buildings, and you have • 
entered a contract to sell the buildings, this policy 
insures the purchaser(s) for their respective rights 
and interests until: 

• the sale is completed, or 
• the purchaser takes possession of your 

buildings, or 

• the sale is terminated, or 
• this policy expires, 
whichever happens first. 
11. Contents being conveyed to your new residence 
This additional benefit applies if this policy insures 
your contents in your primary residence. 
We insure your contents damaged while they are 
in a vehicle being used to convey your contents. • 
The damage must occur directly as a result of: 

• theft from the conveying vehicle 
• fire on the conveying vehicle 
• flood damage to the contents in the conveying 

vehicle 
• collision and/or overturning of the conveying 

vehicle, 

41 



while your contents are in transit by road or rail to: 

• your new principal place of residence, or 

• a storage facility at which your contents or 
some of your contents will be temporarily 
located pending conveyance to your new 
principal place of residence, 

within Australia. 

We do not insure your contents: 

• 

• 
For removal to any residence other than 
one intended to be occupied by you as your 
principal residence. 

12. Trees, shrubs and plants 

If you occupy the buildings insured by this policy as 
your primary residence, we pay for damage caused 
directly by accidental or malicious damage to trees, 
shrubs, hedges, lawns or plants except for specified 
event (q). In relation to specified event (q), we pay 
no more than $5,000 per event. We only repair or 
replace trees, plants or shrubs, that are so damaged 
that they die, are permanently disfigured or not 
recovered after being stolen. 
13. Veterinary expenses for domestic cats and dogs 

If this policy insures your contents in your primary 
residence, we pay the reasonable veterinary 
expenses incurred by you, if your pet is injured 
during the period of insurance as a result of fire, 

eghtning, earthquake or a road accident. 
We will not pay under this additional benefit more 
than $1,000 in total in anyone period of insurance. 
14. Taxation audit 

If you occupy the buildings insured by this policy 
as your primary residence or this policy insures 
your contents in your primary residence, we will 
payor reimburse you for accountant's fees which 
you reasonably incur as a result of your personal 
taxation affairs being audited by the Australian 
Taxation Office. 

The maximum we pay is $5,000 for anyone audit. 
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We do not payor reimburse you for: 

• Any fines, penalties or shortfall in the amount 
oftax payable. 

• Any audit conducted in relation to criminal 
activity. 

• Any audit not commenced during the period of 
insurance. 

• Any fees incurred outside any statutory time 
limit. 

• Any fees incurred as a result 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 misleading in a material particular, 

and 
• can be attributed to deliberate evasion or 

recklessness as stipulated in income tax ruling 
1T2517. 

• Any audit conducted in relation to any facts 
or circumstances of which you were aware, 
or ought to have been aware, prior to the 
commencement of this policy which were likely 
to lead to your making a claim under this policy, 
or 

• any fees incurred in relation to any enquiries 
from the Australian Taxation Office which 
are not related to an identified intention to 
conduct an audit. 

15. Legal defence costs 
If you occupy the buildings insured by this policy 
as your primary residence or this policy insures 
your contents in your primary residence, we will 
payor reimburse you for your legal fees, costs, 
and expenses which you reasonably incur in legal 
proceedings initiated by you or against you by a 
third party (and defended by you) but only where 
the proceedings are commenced in Australia during 
the period of insurance. 
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You must advise us of any such legal proceedings 
in writing. We only pay legal costs and expenses 
incurred with our consent. 
The maximum we pay is $5,000 for anyone claim 
or series of claims arising from the same cause or 
event. 
We do not payor reimburse for proceedings or 
claims: 

• For death, bodily injury to, or disease of, any 
person. 

• For any road traffic or boating offence 
committed by you. 

• For any matter arising out of your business, 
occupation or profession. 

• For any awards of damages made against you. 
• For or relating to fines, penalties, punitive 

damages. 

• By family members including spouse, ex-spouse, 
partner, or ex-partner. 

• For or relating to divorce, separation, child 
visiting, maintenance, property disputes. 

• For or relating to dishonesty, intentional 
violence, or misconduct. 

• For or relating to defamation or slander. 
• Relating to facts or occurrences, occurring prior 

to the commencement of the policy which you 
knew or ought to have known at the time of 
commencement of this policy, would, or might, 
give rise to a claim. 

• Initiated, threatened or commenced prior to the 
commencement of this policy. 

• Under or relating to any workers compensation 
legislation, industrial award or agreement, or 
statutory accident compensation scheme or 
compulsory third party insurance, or 
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• which could have been made under Section 3 
'(over for your legal liability' if you had chosen 
to insure your buildings (if you own it) or your 
contents. 

16. Monitored alann attendance after burglary 
If this policy insures your contents in your primary 
residence, we will pay up to $2,500 for the 
reasonable costs actually incurred by you for the 
security firm that monitors your burglar alarm 
to attend your buildings during or immediately 
after an actual or attempted burglary from your 
buildings. 
We do not pay: 

• for any false alarms, or 
• where there is no evidence of a burglary or an 

attempted burglary. 
17. Loss of documents 
If this policy insures your contents in your primary 
residence we will pay up to $1,000 for the costs 
to reinstate, reproduce or restore your documents 
directly damaged by an event that has caused a 
claim that we agree to pay, whilst contained in 
the buildings or security vault. This includes the 
information contained on the documents. 

• 

18. Waiver of excess if your property is a total loss 
You are not required to pay an excess if we agree to 
pay a claim as a result of damage that renders you. 
buildings, contents or both beyond economic repal 
19. Temporary accommodation 
We pay the following benefit if your buildings 
are damaged by an insured event and cannot be 
lived in: 
• If this policy insures your buildings 

We pay up to $20,000 or 20% of the sum 
insured for your buildings, whichever is the 
higher, for additional cost of reasonable 
temporary accommodation where the buildings 
is your principal place of residence. 
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• 

• 
• 

Included in the above, we pay for the cost of 
temporary accommodation of your pets in a 
commercial boarding establishment when we 
have agreed to pay a claim for your temporary 
accommodation. 
If this policy insures your contents 
We pay up to $20,000 or 20% of the sum 
insured for your contents, whichever is the 
higher, for additional cost of reasonable 
temporary accommodation where you are 
a tenant or strata title owner permanently 
residing in the buildings. We will also pay for 
the removal and storage of your contents for up 
to a 12 month maximum period. 
If you are a tenant, 'additional costs' means 
costs over and above the amount you were 
renting the buildings when it was fit to live in. 
Forced evacuation by Government Authority 
If you cannot live at the situation because a 
government authority denies you access, we 
will pay any increase in your living expenses 
that is necessary and reasonable to maintain 
your normal standard of living for up to 60 
days. The denial must be as a direct result of 
damage to neighbouring premises that would 
be classed as insured damage under this pOlicy. 
We will not cover loss due to cancellation of a 

• lease or agreement. 
20. Automatic reinstatement of sum insured 
This benefit applies to the sums insured for 
buildings and unspecified contents as shown on 
your policy schedule. 
Following payment of a claim other than a claim for 
total loss the sums insured will be reinstated, unless: 

• you request otherwise, or 
• we tell you otherwise. 
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21. Inflation adjustment 
This benefit only applies to your buildings and 
contents sums insured as shown on the policy 
schedule. 
During each period of insurance we increase 
the buildings and contents sums insured by a 
percentage of the relevant sum insured shown on 
your current policy schedule per month until the 
next renewal date according to the movement in 
the Consumer Price Index or other selected index for 
that relevant period . 
There will be no additional premium payable during 
the period of insurance. However, at the end of 
each period of insurance the renewal premium for 
the next period of insurance will be calculated on 
the amount of the amended sum(s) insured. 
22. Compensation for death, quadriplegia or 
paraplegia 
If this policy insures your contents in your primary 
residence: 
• we pay to the legal representative of the 

deceased person up to $15,000 in the event 
of death of you or a member of your family 
normally living with you 

• as a direct result of physical injury caused by an 
event at the situation, 

if the event that caused the death also caused 
damage for which we agree to pay a claim. 
We do not pay in anyone period of insurance more 
than $15,000 in total under this additional benefit. 
If you or a member of your family normally living 
with you are permanently and totally disabled as 
a direct result of an insured event occurring atthe 
situation, we pay you up to $15.000. 
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'Permanent total disablement' means: 
Total paralysis of both legs and a part of or the 
whole of the lower half of the body; or total 
paralysis of both legs and both arms; which 
continues for a period of 12 months, and after that 
time is considered to be of indefinite duration. 
23. Modifications to the buildings 

If you or a member of your family living with you 
are permanently and totally disabled as a direct 
result of an insured event occurring at the situation, 
we pay up to $25,000 for the cost incurred by you 
in modifying your buildings, or in relocating you to 
a suitable buildings if you are a tenant. 
24. Legal costs 
If this policy insures your buildings, we pay the 
reasonable legal costs incurred in discharging your 
mortgage following settlement of a claim for total 
loss. 
25. Location costs - escaping liquid 
If this policy insures your buildings and we pay for 
damage caused by liquid escaping from any fixed 
basin, shower base, or other fixed apparatus, fixed 
tanks, or fixed pipes used to hold or carry liquid, we 
will also pay the reasonable costs of locating the 
cause of the damage, and of reinstating the property 
damaged or disturbed in the course of work. 
We do not pay for repair or replacement of the 
apparatus, tank or pipe itself. 
26. Professional fees 

We pay professional fees which you incur, with our 
consent, in the preparation of your claim. 

The maximum we pay in one period of insurance is: 
• 20% of your total claims cost, or 
• $5,000, 
whichever is the lesser. 
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27. Counselling 
If your buildings is insured by this policy as your 
primary residence or this policy insures your 
contents in your primary residence, and you or a 
member of your family require counselling as a 
direct result of an insured event at the situation, 
we will pay up to $1,000 per event for this 
professional service. 
We do not insure you or your family for any 
payment that would contravene any legislation, 
including but not limited to, the National Health 
Act (1953). 
28. Temporary protection 
If this policy insures your buildings and we agree 
to pay a claim under this policy, we will also pay 
the reasonable costs of temporary protection of 
your buildings. If this policy insures your contents, 
we also pay for storage charges necessarily and 
reasonably incurred to protect them from further 
loss or damage following a claim by fire, storm or 
rainwater. 
29. Building materials 
We will pay up to $2,000 in anyone period of 
insurance for loss incurred by you if building 
materials are lost or damaged at the situation 
during the period of insurance due to an insured 
event. Cover only applies to building materials 
intended to be used for repairs, alterations or 

• 

additions to your buildings at the situation. • 
30. New replacement residence - temporary cover 
We will provide cover for an additional residential 
building when you purchase it for a maximum 
of 30 days from the date you sign a contract of 
purchase. The amount of cover provided is limited 
to the sum insured on your buildings shown on your 
policy schedule. We only provide this cover when 
the residential building is replacing the buildings on 
your policy schedule as your primary residence. 
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31. Fire Brigade attendance fees 

If a fire brigade is called to protect your buildings or 
its grounds against fire or another emergency, we 
will pay up to $500 for any charges imposed by law. 
32. Identity fraud 

If this policy insures your contents in your primary 
residence and your identity is lost and/or stolen by 
someone knowingly using your personal details 
without lawful authority for fraudulent use 
and/or financial gain, we will pay up to $5,000 in 
anyone period of insurance for your costs and 

.xpenses incurred to restore your identity from its 
unauthorized use. Our liability under this 'additional 
benefit 32' is limited as follows: 

• Legal expenses for defence against a business 
or its collection agency from which goods or 
services have been purchased fraudulently. 

• 

• 

• • 
• 

• 
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Legal expenses for removal of any wrongfully 
recorded civil or criminal prosecutions or to 
challenge consequent incorrect information 
available on your consumer credit report. 

Loss of wages that would have been earned but 
were not, solely because it was necessary for 
you to rectify records in relation to your true 
name or identity. 

Loan application fees incurred as a result of 
re-applying for loans because you have been 
allotted incorrect credit information due to 
fraud. 

Costs for notarizing affidavits, telephone calls 
and certified mail expenses to law enforcement 
and/or financial institutions. 

Reasonable legal fees and court costs, if 
incurred with our approval. 

We will not pay any claim where the identity theft: 
• Is caused by: 

• You or your collusion. 
• Your family or their collusion. 

• An ex-partner. 
• Someone who normally lives with you. 

• Arises out of: 

• You or your family committing an illegal or 
dishonest act. 

• You breaching any security requirements 
or conditions imposed by any financial 
institution, such as in relation to you your 
password or personal identification number 
of personal access number. 

• If you are not an Australian resident. 
• Business interruption in relation to any 

business. 
We do not re-pay any loans or other amounts 
fraudulently procured in your name. We do not 
pay any fines or for any infringements or penalties 
imposed. We do not pay any costs that are or could 
be reimbursed from another party, for example, 
a financial institution. 
33. Environmental Benefit 
Applicable only when you have Contents cover . 
If the claim relates to replacement of lost or 
damaged - refrigerators, freezers, washing 
machines, clothes dryers and dishwashers, with 
less than a 3 star energy rating, we will replace 
these items with items that have a minimum 3 star 
energy rating. 
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Options you can choose for additional 
premium 

The following options may be obtained on 
application, and for an additional premium: 

• Valuables 
• Domestic Workers Compensation 
• Strata Title Mortgagee's Interest 

Valuables 

This policy automatically covers these items (i) and 
(iI) while they are temporarily removed from the 
situation under Additional benefit 1, for $10,000 
per item up to 25% of your contents sum insured. 
However, if you wish to insure items while they are 
temporarily removed from the situation for amounts 
greater than this, then you need to select and pay 
for either other valuables and lor special valuables. 
If you have selected and paid for this valuables 
option, we insure you and your family: 
(a) anywhere in Australia or New Zealand, and 
(b) for up to 180 days in anyone period of 

insurance, anywhere in the world, 

against loss, theft or damage to other valuables or 
special valuables belonging to you, your family or 
which you or they are legally responsible including: 
(i) Jewellery, gold or silver articles, furs, watches. 
(iI) Collections of any kind. 

You can choose to insure your valuables as either: 

• other valuables, or 
• special valuables. 
Your policy schedule indicates whether you have 
chosen this option and whether you have selected 
other valuables or special valuables. You can select 
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other valuables without having to specify individual 
items. If you select other valuables, you are required 
to nominate a total other valuables sum insured. 
The maximum amount we will then pay for a claim 
under the other valuables option is limited to: 
(a) up to $10,000 for each individual item, pair, 

set or collection, and 
(b) up to the total sum insured for the total claim. 
If you select special valuables, then you must specify 
each item you wish to insure as a special valuable 
and provide valuations and/or receipts, unless we 
tell you that a valuation is not required. • There are some limitations below and under 
When you are not covered', which you must read. 
Your policy schedule indicates whether you have 
chosen this Valuables option. 

Special valuables 

Special valuables including bicycles, if you have 
chosen to insure them, are those items shown as 
'Special valuables' on the policy schedule. 

What we do not Insure 

The following items are not covered under this 
Valuables option: 
(a) Vehicles (including motorcycles and motor 

scooters), aircraft. aerial devices, watercraft or • 
anything associated with these items. 

(b) Musical instruments and photographic 
equipment used in connection with a profession, 
trade or business, or otherwise for reward. 

(c) Cash, negotiables, or financial transaction cards. 
(d) Unset precious or semi-precious stones. 
(e) Items being cleaned, repaired, restored, or on 

exhibition away from the situation. 
The exclusions set out under the heading 'When you 
are not covered' also apply to this option. 
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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 same as , but not 
better than when new 

• pay the reasonable cost of repair or 
reinstatement to a condition substantially the 
same as, but not better than when new, or 

• pay up to the sum insured shown on your 
policy schedule against the item. 

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

• an end. 
(b) If we agree to pay a claim where film, photos, 

home movies or home videos or any similar 
recorded material is destroyed, we pay for the 
replacement with new, blank film, 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 conditions. 

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

(d) Where an item required to settle a claim that 
we agree to pay is not commercially available in 
Australia, at our option, we: 
• replace the item with the nearest equivalent 

or similar new item available in Australia or 
overseas, or 

• pay the cost to replace the item with the 
nearest equivalent or similar new item 
available in Australia or overseas. 

(e) Pairs and sets 
In the event of a total loss of any article or 
articles which are part of a pair or set, we agree 
to pay you - at your option, exercisable after 
the loss - the full amount of the value of such 
pair or set, and you agree to surrender the 
remaining article or articles of the pair or set 
to us. 
If you elect not to surrender the remaining 
article(s) of the pair or set to us, then we pay no 
more than the actual value of the item. We do 
not give any allowance for 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 two (2) or more articles, 
the collective value of which exceeds the sum of 
their individual values. 

Domestic Workers Compensation 
(Not applicable in Queensland, Victoria, or South 
Australia) 
Your policy schedule indicates whether you have 
chosen this option. 
If you employ a domestic worker, on a casual 
basis or otherwise, you may be required by law to 
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provide that person with workers compensation 
insurance. 
If you fail to do so, and your employee is injured in 
the course of their employment by you, you may be 
liable to compensate them. 
Where shown on the policy schedule, this policy 
includes statutory domestic workers compensation 
cover according to the legislation in your state or 
territory, up to the amount required by your state 
or territory's legislation. On request, we will provide 
you a copy of the statutory policy. 
Cover for workers' compensation insurance is 
provided by Insurance Australia Limited trading as 
CGU Workers Compensation ABN 11 000 016 Tn. 
if your situation is in Western Australia, Tasmania, 
or Northern Territory. 

Strata title Mortgagee's Interest 

This optional cover applies only if you have 
arranged this policy to insure only the interest of 
a mortgagee in a strata title unit. 
This cover only applies when you own part of 
a building that has been subdivided into strata, 
community or similar title units and you have 
a mortgage on that part of the building. 
We will pay the mortgagee the lowest of: 
(a) the sum insured shown on the policy schedule 
(b) the amount to repair the damage to a condition 

similar to but no better than when new 
(c) if the body corporate (or similar) partially covers 

the loss, then the difference between what the 
body corporate's insurance pays and the cost of 
the damage, or 

(d) the amount sufficient 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. 
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We only pay a claim if: 
(a) a claim would be payable under this policy 

(and not subject to any exclusion or other 
limitation in the policy) 

(bl the policy of the body corporate or similar does 
not apply or only partially covers the loss, and 

(cl the mortgagee requires you to discharge your 
mortgage. 

If you have arranged this policy to insure only the 
interest of a mortgagee in a strata title unit: 
(a) no additional benefits are payable under this 

policy 
(bl no legal liability cover is provided, and • 
(cl no optional covers such as Domestic Workers 

Compensation, or Valuables Cover are provided. 

• 
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What you must pay if you make 
a claim - Excess 

'Excess' means the first amount you must 
contribute to any claim you make under this policy. 

We deduct the excess shown in the policy or on the 
current policy schedule from the amount of your 
claim. 
Where a sub-limit is applicable, the excess will be 

.PPlied to the claim prior to applying the sub-limit. 
For example, if a ring worth $11,500 was stolen 
from the buildings and it has not been specified, 
the $10,000 per item jewellery sub-limit would apply. 
If a $100 excess was applicable, this would be 
applied to the $11,500 claim, rather than the 
$10,000 sub-limit. Therefore, $10,000 would be 
payable. If the ring had been specified for $11,500, 
we would pay $11,400 - the $11,500 claim less 
the $100 excess. If the stolen ring was worth only 
$1,000, we would pay $900 - $1,000 less the $100 
excess. 

For earthquake or tsunami claims the excess 
is $250, or the amount shown on your policy 
schedule, whichever is greater. 

All loss, destruction or damage occurring within 
• period of 72 hours of the earthquake or tsunami 

is regarded as the one event. 

When you will not have to pay an excess 

You will not have to pay an excess if we agree to 
pay a claim as a result of damage that renders your 
buildings, contents or both beyond economic repair. 
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When you are not covered 

General exclusions applying to this poDcy 

The following General exclusions apply to all 
sections of this policy 
This policy excludes loss, damage, destruction, 
death, injury, illness, liability, cost or expense of any 
nature directly or indirectly caused by, contributed 
to by, resulting from, arising out of or in connection 
with any of the following, regardless of any other 
cause or event contributing concurrently or in any 
other sequence to the loss: 
(a) war, invasion, acts of foreign enemies, hostilities 

or war-like operations (whether war be 
declared or not), civil war, rebellion, revolution, 
insurrection, civil commotion assuming the 
proportions of or amounting to an uprising, 
military or usurped power, or 

(b) any act{s) of terrorism that is directly or 
indirectly caused by, contributed to by, or in any 
way involves or is connected with biological, 
chemical, radioactive, or nuclear pollution or 
contamination or explosion. 
For the purpose of this exclusion, an act of 
terrorism includes any act, or preparation in 
respect of action, or threat of action designed 
to influence 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 intimidate the public or 
a section of the public of any nation by any 
person or group(s) of persons whether acting 
alone or on behalf of or in connection with any 
organisation(s) or government(s) de jure or de 
facto, and which: 
• involves violence against one or more 

persons, or 
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• involves damage to property, 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 

• is designed to interfere with or to disrupt an 
electronic system. 

(cl Radioactivity or the use, existence or escape of 
any nuclear fuel, nuclear material, or nuclear 
waste or action of nuclear 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 action taken in 
controlling, preventing, suppressing, retaliating 
against, or responding to or in any way relating 
to (a), (b) or (c) above. 

Additional eXclusions applying to this policy 

These additional exclusions apply to cover for 
your buildings, contents, additional benefits and 
valuables (if you have chosen that option). 
This policy does not cover: 
(a) Loss or damage intentionally caused by you 

or a member of your family or a person acting 
with your consent or the consent of any member 
of your family. 

(b) Loss or damage resulting from or caused by: 
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• The lawful seizure, confiscation, 
nationalisation or requisition of the property 
insured. 

• Destruction of or damage to property by any 
government or public or local authority other 
than a fire brigade responding to an event 
insured under this policy. 

• Flood. 
'Flood' means the inundation of normally 
dry land by water escaping from any 
watercourse, lake, canal, dam or reservoir. 
Flood does not include inundation from 
rainwater that cannot flow into a stormwater 
drain because the drain is blocked or backed up 

• Erosion, subsidence, landslide or earth 
movement other than as a direct result of: 
- storm 
- earthquake 
- explosion 
- escaping liquid, 
and occurring no more than 72 hours after 
the event. 

• 
• The action of the sea, high water, tidal wave. 
• Water seeping through a wall or floor, other 

than escaping from a gutter, drain, tank, 
pipe, waterbed or other apparatus designed 
to store or carry any liquid located on or 
outside the buildings situation. 

• Water entering the buildings through an 
opening made for the purpose of alterations, 
additions, renovations or repair. 

• Water entering your buildings because of 
a structural defect, faulty design or faulty 
workmanship when your buildings were • 
constructed. 

• Inherent defects, structural defects, faulty 
workmanship or faulty design. 

• Wear, tear, rust, corrosion, depreciation or 
gradual deterioration. 

• Mildew, mould, algae, atmospheric or 
climatic conditions (other than storm). 

• Settling, shrinkage or expansion in buildings, 
foundations, walls or pavements. 
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• 

• 

• The removal or weakening of supports or 
foundations for the purpose of alterations 
additions, renovations or repair. 

• Any consequential loss other than that 
specifically provided by this policy. 

• Vermin or insects gnawing, biting, chewing, 
pecking, clawing, scratching or in any way 
polluting or contaminating your buildings or 
contents. 

For example: If a 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. 

• The deliberate application of heat (for 
example, this would include where an 
element under or forming part of a ceramic 
cooktop causes damage to the cooktop). 

• Any process of cleaning involving the use of 
chemicals, other than domestic household 
chemicals. 

• Tree roots. 
• Malicious damage or vandalism by a tenant. 
• Theft from any part of the buildings which 

you share with another person who is not 
insured under this policy . 

• Theft by a tenant. 
• Deliberate or intentional acts by a tenant. 

(c) Loss or damage to: 

62 

• Sporting equipment (other than bicycles) 
while in use or play. 

• Electronic data unless the loss or damage is 
caused by a Specified Event (a) through to (r) 
listed under 'What you are insured against, 
and what you are not'. 

For the purposes of this exclusion, electronic 
data means any facts, concepts or information 
converted to a form usable for communication, 
display, distribution, processing by electronic, 
or electromechanical data processing, 
or electronically controlled equipment which 
includes but is not limited to programs, software 
or other coded instructions for such equipment. 
For example: You are not covered for any 
damage to any information on your computer 
including any computer program caused by a 
virus, trojan horse, worm or computer hacking . 
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General conditions 

The following General conditions apply to all 
sections of this policy. 

Changing your policy 

If you want to make a change to this policy, the 
change becomes effective when: 
(a) We agree to it, and 

(b) We give you a new policy schedule detailing the 
change. 

Other Interests 

You must not transfer any interests in this policy 
without our written consent. 

Any person whose interests you have told us about 
and we have noted on your policy schedule is bound 
by the terms of this policy. 

C8nceDing your policy 

How you may cancel this policy 

(a) You may cancel this policy at any time by telling 
us in writing that you want to cancel it. 

(b) Where 'you' involves more than one person, 
we will only cancel the policy when a written 
agreement to cancel the policy is received from 
all persons named as the insured. 

How we may cancel this policy 
(a) We may cancel this policy in any of the 

circumstances permitted by law by informing 
you in writing. 

(b) We will give you this notice in person or send it 
to your address last known to us. 

The premium 

We will refund to you the proportion of the 
premium for the remaining period of insurance. 
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Notices 

Any notice we give you will be in writing, and it will 
be effective: 
(a) If it is delivered to you personally, or 
(b) If it is delivered or posted to your address last 

known to 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 circumstances. 
occur, or if changes or alterations are intended or 
made which increase the risk of loss, damage or 
injury. 
Examples of circumstances where the risk of loss, 
damage or injury may increase include where: 
(a) You no longer are the owner occupier of the 

buildings, because you now let the buildings 
to tenants or use the buildings as a holiday 
buildings. 

(b) You are having renovations undertaken. 

(c) Your buildings are left vacant or unoccupied for 
a period exceeding 100 days. 

(d) Your buildings fall into a state of disrepair 
(e) Your buildings are opened up to the public for 

an exhibition or similar event (including if it is • 
not for reward), or 

(f) You are participating in a public exhibition 
(inclUding if it is not for reward). 

Unoccupancy 

If your buildings are unoccupied for more than 
100 consecutive days, you must tell us and obtain 
our written agreement for cover to continue. 
If you do not do so, the cover for buildings and 
contents is limited to lightning, thunderbolt and 
earthquake, and impact by a vehicle, aircraft or 
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waterborne craft, space debris, aircraft, rocket, 
or satellite for the period in excess of 100 
consecutive days during which the buildings has 
been left unoccupied. 

The period of 100 consecutive days is calculated 
from the date when the buildings were 
last occupied Cas defined) regardless of the 
commencement or renewal date of the policy. 

Salvage 

We are entitled to obtain and retain any items or 
Amaterials that are salvaged or recovered 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 materials and keep the proceeds. We may 
choose to sell the items or materials to you, if you agree 
to pay the market price for the items or materials. 

Burglary protection 

If any required burglary protection is noted on 
your policy schedule, we have agreed to insure 
your buildings and contents only if those burglary 
protection devices are installed. 

If any of these devices is removed, altered, or left 
inoperative while you are absent from the situation 
for more than 24 hours, without our prior consent, 
we may have the right to: 

• a) Decline, or 
(b) Reduce, 

a claim to which this action contributes. 

care and maintenance 

If you do not take reasonable care to: 
Ca) Protect and maintain the property insured. 
(b) Prevent damage or injury to others or their 

property. 

(c) Minimise the cost of any claim under this policy, 
or 

66 

(d) Comply with all statutory obligations and bylaws 
or regulations relating to the safety of person or 
property, 

we will not pay for loss, damage, liability or injury 
to which this failure to take reasonable care 
contributes. 

Adjustment of premium on renewal 

If a claim occurs in the previous period of insurance 
and you do not notify us until after the premium 
for the current period of insurance was calculated, 
then you must pay any additional premium that 
would have been calculated had you told us about 
the claim on the day that the claim occurred. This 
condition does not affect any other rights that we 
have, including the rights that we have under 'Your 
Duty of Disclosure'. 

Providing proof 

So that your claim can be assessed quickly you 
should keep the following: 
• receipts or other confirmation of purchase, and 

• valuations. 
We may ask you for these if you make a claim. 
You must be able to prove to us that you have 
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 protect their interests only 
if you have told us about them and we have noted 
them on your policy schedule. 

Preventing our right of recovery 

If you have agreed not to seek compensation from 
another person who is liable to compensate you for 
any loss, damage or liability which is covered by this 
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policy, we will not cover you under this policy for 
that loss, damage or liability. 

Claims 

What you must do 

If an event happens which may give rise to a claim 
you must: 
(a) Take all reasonable precautions to prevent 

further loss, damage or liability. 
(b) Notify the police immediately if: 

• any of your property is lost, stolen, or 
maliciously or intentionally damaged, or 

• you become aware that you have become a 
victim of identity fraud. 

(c) Tell us as soon as possible. You will be provided 
with a claim form and advice on the procedure 
to follow. 

(d) Supply us with all information we require to 
settle or defend the claim. 

(e) Notify us of any other insurance covering the 
same loss, damage or liability. 

(f) Co-operate with us fully in any action we take 
if we have a right to recover any money payable 
under this policy from any other person. 

(g) Advise us of your correct Australian Business 
Number and Taxable Percentage, if applicable. 
Any GST liability arising from your incorrect 
advice is payable by you. When we pay a claim, 
your GST status will determine the maximum 
amount we pay. We will (where relevant) pay 
you on your claim by reference to the GST 
exclusive amount of any supply made by any 
business of yours which is relevant to your claim. 

As part of CGU's service initiative, you can contact 
us on 1300 306 497 (24hrsl7 days) to lodge a claim. 
We can also provide assistance in emergency 
situations. If needed, we can organise emergency 
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repairs, temporary accommodation and arrange for 
trades people to attend your home. 
If in doubt at any time, contact us or your insurance 
broker for assistance. 

What you must not do 

You must not: 
(a) Authorise repairs to or arrange replacement 

of any of the property insured in connection 
with any claim without our 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 aile 
receipts. 

(b) Admit liability if an accident occurs which is 
likely to result in someone claiming against you. 

What we do 
We may take over and conduct the defence or 
settlement of any claim or issue legal proceedings 
for damages. If we do this we will do it in your 
name. We have full discretion in the conduct of 
any legal proceedings and in the settlement of 
any claim. You must co-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 exces. 
shown in the policy terms and conditions or on the 
policy schedule. 
We may refuse to pay a claim if you are in breach 
of your Duty of Disclosure or any of the conditions 
of this policy, including any endorsements noted on 
or attached to the policy schedule. 
We pay only once for loss or damage from the same 
event covered by this policy even if it is covered 
under more than one section of the policy. 
We may be entitled to refuse to payor to reduce 
the amount of a clai m if: 
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(al It is in any way fraudulent, or 

(b) Any fraudulent means or devices are used by 
you or anyone acting on your behalf to obtain 
any benefits under this policy. 

Claim payment examples 

These Claim payment examples show you how a 
claim settlement may be calculated based on some 
practical scenarios. Any actual claim settlement 
amount will depend upon the facts of each case. For 
the purpose of the scenarios you are not registered 

.0rGST. 
Claim Example 1 
Policy type: Building Insurance 

Buildings sum insured: $200,000 

Excess: $100 

Loss or damage: Storm damage to your roof. 
How we settle your claim: 

• We arrange for a builder to repair your roof for 
$15,000 

• We pay the builder $14,900 

• We ask you to pay the builder the $100 excess. 
daim Example 2 

Policy type: Contents Insurance 

.ontents sum insured: $100,000 

Excess: $100 

Loss or damage: Theft of your television. 

How we settle your claim: 

• Replacement cost of television is $4,700 

• We pay the supplier $4,600 

• We ask you to pay the supplier the $100 excess. 
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Claim Example 3 
Policy type: Building and Contents Insurance 

Buildings sum insured: $400,000 

Contents sum insured: $100,000 

Excess: $100 

Loss or damage: Your buildings and contents are 
partially destroyed by fire. We agree that you are 
unable to live in your buildings and you require 
alternative accommodation. 

How we settle your claim: 
• We choose to pay you directly for the damage 

• We pay you $17,900 as follows. 
• Building repairs $9,000 

• Contents replacement $4,000 

• Costs for alternative accommodation $5,000 

• Less excess $100 

• Total $17,900 
Claim Example 4 
Policy type: Special Valuables option 
Item sum insured: Diamond ring - $12,000 

Loss or damage: Your diamond ring is stolen. 

How we settle your claim: 

• We pay the jeweller $12,000 to replace your 
diamond ring. No excess is applicable 
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Notes 

• 

• 
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• 

• 
UPDATING PRODUcr DISCLOSURE STATEMENT 

Information in this PDS may need to be updated from time 
to time where required and permitted by law. You can obtain 
a paper copy of any updated information without charge by 
calling us on the contact details provided in this document. 
If the update is to correct a misleading or deceptive 
statement or an omission that is materially adverse from the 
point of view of a reasonable person deciding whether to 
acquire the Policy. we will provide you with a new PDS or a 
Supplementary PDS. 
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Updating product disclosure statement 
Information in this PDS may need to be updated 
from time to time where required and permitted 
by law. You can obtain a paper copy of any updated 
information without charge by calling us on the 
contact details provided in this document. If the 
update is to correct a misleading or deceptive 
statement or an omission that is materially adverse 
from the point of view of a reasonable person 
deciding whether to acquire the Policy, we will 
provide you with a new PDS or a Supplementary PDS. 
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Welcome to the Steadfast 
Accidental Damage Home 
Insurance Policy 

About Steadfast 

Steadfast is an unlisted public company comprising 
over 260 shareholders. Each shareholder is an 
independent insurance brokerage. This policy is 
available exclusively to you through shareholders 
of Steadfast Group Limited. Steadfast Group Limited 
does not issue, guarantee or underwrite this policy . 

Important information about 
Steadfast's advice 

Any advice Steadfast gives about this policy does 
not take into account any of your particular 
objectives, financial situation or needs. For this 
reason, before you act on Steadfast's advice, 
you should consider the appropriateness of the 
advice taking into account your own objectives, 
financial situation and needs. Before you make 
any decisions about whether to acquire this policy, 
we recommend you read this PDS . 
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Steadfast Accidental Damage 
Home Insurance Product 
Disclosure Statement 

This Product Disclosure Statement (PDS) contains 
two sections: 
• Important Information - contains general 

information about your Accidental Damage 
Home Insurance policy; and 

• The Steadfast Accidental Damage Home 
Insurance Policy - contains the terms and 
conditions of your Accidental Damage Home 
Insurance Policy. 

To assist you to locate specific items in this PDS, 
a table of contents is provided on page 3 and an 
index is provided at the back of this booklet. 
Please read this PDS before you apply for insurance. 
If we accept your application for insurance, you 
will receive a schedule that sets out details of the 
insurance you have taken out. 
If you need more information about this PDS or 
your policy, please contact your insurance adviser. 

Table of contents 

An index is provided at the back of this booklet to 
assist you to locate specific items. 
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Important information 

The purpose of this PDS 

The PDS has been prepared to assist you in 
understanding your Accidental Damage Home 
Insurance policy and making an informed choice 
about your insurance needs. 

This PDS sets out important information about 
the insurance and the terms and conditions and • limitations of the policy. The policy terms and 
conditions are set out in this PDS under the heading 
'The Steadfast Accidental Damage Home Insurance 
Policy' commencing on page 16. 

Who is the insurer 

CGU Insurance Limited is the insurer providing the 
cover under 'Section 1 - Buildings and contents' and 
'Section 2 - Valuable items'. 

Our Australian Business Number is 27 004 478 371. 

Our Australian Financial Services Licence Number 
is 238291. 

Insurance Australia Limited ABN 11 000 016 722 
trading as CGU Workers' Compensation is the 
insurer providing the cover under 'Section 3 -
Workers' compensation' if your situation is in • 
Western Australia, Tasmania or Northern Territory. 

In this policy, the insurer is called 'we', 'us' qr 'our'. 

How to contact us 

You may contact us by any of the following ways: 

• In person at any CGU Insurance office. 

• By telephone on 13 15 32. 

• By writing to us at CGU Insurance, 
GPO Box 9902 in your capital city. 

• By email on our website www.cgu.com.au 



Your cooling-off period 

We will refund all premium paid for cover under 
your policy if you request cancellation within 
30 days of its commencement. 
To do this, you must advise us in writing and return 
the schedule to your nearest CGU Insurance office. 
You will not receive a refund if you have made a 
claim under your policy. 

How to apply for insurance 

*mplete our application form. If we accept your 
~plication for insurance, you will receive a schedule 

that sets out details of the insurance you have 
taken out. 

How to make a daim 

When something happens that you believe you can 
claim for, please contact your nearest CGU Insurance 
office, or call 13 15 32. Details about making a 
claim are shown in the insurance policy terms and 
conditions under 'How to make a claim'. 

Calculating your premium 

The premium payable by you for this insurance will 
be shown on your schedule. The key factors that 
influence the premium calculation are reflected in 
the questions asked, and information sought, at ee time of your enquiry or application for home 
insurance. These include factors relating to the type 
of property being insured, where the property is 
located, the type of construction of the property 
and your previous insurance and claims history. 
Premiums are subject to Commonwealth and state 
taxes, charges and levies. These include the Goods 
and Services Tax, stamp duty and fire service levy. 
The amount of these taxes, charges and levies will 
be shown on your schedule. 

Paying your premium 

The insurance applies for the period for which you 
have paid us (or agreed to pay us) the premium. 
You may pay your premium by cash, cheque 
or credit card. If your cheque or credit card is 
dishonoured by your financial institution, you are 
not insured. 
You can also pay your premium by instalments 
direct from a financial institution account or from 
your credit card. You cannot make a claim under 
this policy if you owed us more than one month's 
premium when the event you want to claim for 
happened. 
If you pay your premium by instalments and you are 
more than one month behind, we can cancel your 
policy without notice. 
If you have a total loss, we shall deduct the 
instalments for the remaining period of insurance 
from the amount we pay you. 

How we handle your personal information 

We are committed to handling your personal 
information in accordance with the Privacy Act. 
We need to collect, use and disclose your personal 
information in order to consider your application 
and to provide the cover you have chosen. 
You can choose not to give us some or all of your 
personal information, but this may affect our ability 
to provide you with cover. 

When you provide your personal information 
to us 

You acknowledge and consent to us collecting and 
using your information to: 
• consider your insurance application and any 

subsequent application for insurance, 
• underwrite and price any policy issued by us or 

our related entities, 



• calculate and offer discounts, 
• issue you with a policy, 
• administer the policy, and 
• investigate, assess and pay any claim made by or 

against you. 
For these purposes, you acknowledge and consent 
to us collecting your personal information from, 
and disclosing it on a confidential basis to your 
intermediary* or the third party who you have 
been dealing with in respect to this insurance policy 
and who referred you to us, other insurers, our 
related entities, insurance reference bureaus, law 
enforcement agencies, investigators and recovery 
agents, lawyers, any credit provider that has security 
over your property, assessors, repairers, suppliers 
retained by us to supply goods and services, advisers 
and/or the agent of any of these. 

When you provide your personal information to 
us about another person 

You must be authorised to do so, and you must 
inform that person, unless informing them would 
pose a serious threat to the life or health of any 
individual: 

• who we are, 
• how we use and disclose their information, and 
• that they can gain access to that information. 

Privacy of your personal information-
for marketing purposes 

In order to enhance its relationship with you, your 
intermediary may use your personal information 
that you have provided to us to offer you other 
products and services, which may be of benefit 
to you. 

When you provide your personal information to 
us - for marketing purposes 

You acknowledge and consent to your personal 
information being used on a confidential basis by 
us or your intermediary to contact you by mail, 
phone or email to provide you information on 
offers, products and services or for planning, market 
research and product development. 
In using your personal information for these 
marketing purposes, we and your intermediary may 
use and disclose your personal information to offe .. 
you our or your intermediary's product and servic. 
directly, or to any other organisation to carry out 
the above marketing purposes on our or your 
intermediary's behalf. However: 
• CGU Insurance Ltd (CGU Insurance) and your 

intermediary will not use your information in 
this way if you have already told CGU Insurance 
or your intermediary not to. 

• You must inform CGU Insurance or your 
intermediary if you do not want your personal 
information disclosed or used for these 
marketing purposes. 

*The intermediary is a company or individual 
through which you purchased this insurance, or the 
company named on the inside front cover of this 
booklet. • CGU Insurance Triple Guarantee 

Our guarantee assures you of quality insurance and 
service at all times. 

Fair Dealing Guarantee 

We will meet any claims covered by your policy 
fairly and promptly. 



Money Back Guarantee 

If you change your mind, we provide a cooling-off 
period which lets you cancel your policy within 
30 days with a full refund of your premium. 
However, your cooling-off period no longer applies 
if you make a claim within this time. 

Service Guarantee 

We will provide you with the highest standards of 
service. 

• nerallnsurance Code of Practice 
The purpose of the Code is to raise standards 
of practice and service in the general insurance 
industry. 
The objectives of the Code are: 
• to promote better, more informed relations 

between insurers and their customers, 
• to improve consumer confidence in the general 

insurance industry, 
• to provide better mechanisms for the resolution 

of complaints and disputes between insurers 
and their customers, and 

• to commit insurers and the professionals they 
rely upon to higher standards of customer 
service. _ur commitment to you 

We have adopted and support the Code and are 
committed to complying with it. 
Please contact us if you would like more 
information about the Code. 

How to resolve a complaint or dispute 

1. Talk to us first 
If you have a complaint. the first thing you or your 
insurance adviser should do is speak to one of our 

staff. If your complaint relates specifically to a claim, 
speak with the claims officer managing your claim. 
If the staff member or claims officer are unable to 
resolve the matter for you, or your insurance adviser 
may speak to a manager. The manager will usually 
provide you with a response to your complaint 
within 15 days. If the timeframe is impractical for 
any reason such as the need for more information 
or further investigation, they will discuss with you 
alternative timeframes. If you are not satisfied 
with our response or we cannot agree with you on 
alternative timeframes, you can go to step 2 . 
2. Seek a review 
If the matter is still not resolved, the manager will 
refer you or your insurance adviser to the relevant 
dispute handling department or area who will 
conduct a review of your dispute and will usually 
provide you with a response to your dispute within 
15 business days. If the timeframe is impractical, we 
will discuss with you alternative timeframes. 
If you are still not satisfied with our response to 
your dispute or we cannot agree on alternative 
timeframes, you can go to step 3. 
3. Seek an external review 
You are entitled to seek an external review of our 
decision. We will provide you with information 
about options available to you, including, if 
appropriate, referring you to the external dispute 
resolution scheme administered by the Financial 
Ombudsman Service Limited (FOS). 
You will not be able to have your dispute resolved 
by the FOS if you are not eligible under the FOS's 
Terms of Reference. 
Further information about our complaint and 
dispute resolution procedures is available by 
contacting us. 



Your duty of disclosure 
When you take out, renew, or change or vary a 
policy, or when you make a claim, you have a duty 
to answer our questions truthfully and provide us 
with any information that could affect our decision 
to insure you, or the terms of your policy. This is 
called your 'duty of disclosure'. 

What you must do when you apply to take out 
this policy 

When applying to take out insurance we will ask 
you certain questions. When answering these 
questions, you must be honest, and you have a duty 
under the Insurance Contracts Act 1984 to tell us 
anything: 
• known to you, and 
• which a reasonable person in the circumstances, 

would include in answer to any question. 
We will use your answers to help us decide whether 
to insure you and anyone else under this policy, and 
on what terms. 

Who you are answering the questions for 

It is important that you understand you are 
answering the questions in this way on behalf 
of yourself and anyone else that you want to be 
covered by the policy. 

If you do not answer our questions in this way 

If you do not answer our questions in the way, we 
may reduce or refuse to pay a claim, or cancel the 
policy. If you answer our questions fraudulently, we 
may refuse to pay a claim and treat the policy as 
never being in place. 

Renewal, variation, reinstatement or extension 
of your policy 

When your policy is renewed, varied, reinstated 
or extended you have a duty, under the Insurance 
Contracts Act 1984, to tell us anything that you: 

• know, or 
• could reasonably be expected to know is 

relevant to our decision whether to accept the 
risk of insurance and on what terms. 

Your duty does not require the disclosure of 
anything that: • 

• diminishes the risk to be undertaken by us, 
• is of common knowledge, 
• we know, or in the ordinary course of business, 

ought to know, or 

• is a matter that we indicate your duty has been 
waived by us. 

If you do not comply with your duty of disclosure 

If you fail to comply with your duty of disclosure, 
we may be entitled to reduce our liability under the 
policy in respect of a claim, or we may cancel the 
policy. 

If your non-disclosure is fraudulent, we may also 
have the option of avoiding the contract from its 
beginning. • 

Intermediary Remuneration 
CGU Insurance Limited pays remuneration to 
insurance intermediaries when we issue, renew 
or vary a policy the intermediary has arranged 
or referred to us. The type and amount of 
remuneration varies and may include commission 
and other payments. If you require more 
information about remuneration we may pay your 
intermediary, you should ask your intermediary. 



The Steadfast Accidental Damage 
Home Insurance Policy 

Your policy 
Your policy is a contract of insurance between you 
and us. 
Your policy includes information on the following: 

• When you are covered. 
Who is covered under your policy. 
What you are covered for. 

• What your policy does not cover. 
• Excesses that may apply. 
• How we pay claims. 
If we accept your application for insurance, you 
will receive a schedule that sets out details of the 
insurance you have taken out as described in this 
policy. 
Our agreement with you is made up of your 
application, your current schedule and this policy, as 
well as any endorsements we send to you. 
Together, they make up your insurance contract 
with us. 
Read them carefully and store them together in a 

efeplace. 
We recommend that you keep receipts for major 
items you purchase. 

When you are covered 

Your insurance begins when we accept your 
application. The commencement date of your 
insurance will be shown on the schedule we will 
send you. 
We will not cover your buildings and your contents 
for a period of 48 hours from the time of the 

commencement of your insurance for loss or 
damage caused by: 

• bushfire or grassfire, or 

• a named cyclone. 
We will provide cover however if: 

• This insurance commences directly after another 
insurance policy covering the same property 
expired without a break in cover. 

• You have entered into a contract of sale to 
purchase the property. 

• You have entered into a contract to lease the 
property. 

Who is covered under your policy 

The person whose name is set out in the schedule 
is insured. The following people are also insured, as 
long as they normally live with that person named 
in the schedule: 

• That person's partner. 
• Children of that person. 
• Children of that person's partner. 
• That person's parents. 
• That person's partner's parents. 
In this policy all these people are called 'you' or 
'your'. 

Words that have a special meaning 

In this policy there are words that have a special 
meaning. These words are listed below. If the 
meaning of a word is not shown below, we tell you 
on what page the meaning is printed. 
Your buildings This is on page 33 under 'What 

are your buildings'. 
Your contents This is on pages 34-36 under 

'What are your contents'. 



Excess 

Flood 

Occupied 

Schedule 

Situation 

Valuable items 

This is the amount of money you 
will pay if you have a claim. We 
will reduce the amount we pay 
you for your claim by the amount 
of your excess. The amount of your 
excess is shown on your schedule 
and the earthquake excess and 
application of the excess is 
shown on pages 39 and 40. 
The covering of normally dry land 
by water escaping or released 
from the normal confines of a 
watercourse or lake, whether or 
not it is altered or modified. 
Flood also includes water 
escaping from the confines of any 
reservoir, channel, canal or dam. 
Your buildings are occupied if they 
are furnished so that they are 
comfortably habitable and you or 
someone with your consent has 
resided in the buildings overnight. 
This is the most current 
document we give you which sets 
out the details of your insurance 
cover. You receive a schedule 
when you first take out your 
insurance and again when the 
policy is renewed or changed. 
Your schedule may be called a 
policy, renewal or endorsement 
schedule. 
This is the place where the 
buildings and/or contents are 
located and is shown on your 
current schedule. We will show 
this place on all schedules we 
give you. 
This is on page 35 under 
'Valuable items' and on page 52 
under 'What are valuable items'. 

Section 1 - Buildings and contents 

Accidental Damage cover 

What is covered 

Your buildings and/or your contents as set out in 
your schedule are covered if they are destroyed, 
lost or damaged. They are covered only if you own 
them, or are liable for them. 

If you only cover your buildings, the cover providee 
under the policy for destruction, loss or damage 
does not apply to your contents. 

If you only cover your contents, the cover provided 
under the policy for destruction, loss or damage 
does not apply to your buildings. 

Your buildings and your contents are covered while 
at your situation. Cover for your contents while 
away from your situation is provided subject to the 
conditions and limitations set out on page 38. 
We will cover your buildings and your contents for 
accidental loss or accidental damage. There is some 
loss or damage we will only cover under specific 
conditions. This is accidental loss or accidental 
damage caused by: 

• Landslide or subsidence. Cover only applies 
when the landslide or subsidence occurs withi. 
72 hours after a direct result of one of the 
following: 

• Storm, tsunami, rainwater, hail, snow or 
wind. 

• Explosion. 

• Earthquake 
• Liquid that escapes from a fixed pipe or 

something attached to a pipe, fixed gutter. 
fixed tank apparatus or a drain. 



This cover also applies to gates, fences or 
retaining walls that are entirely or partly at the 
situation. 

• Burning out of an electric motor. If an electric 
motor burns out, we will repair, reinstate or 
replace it. We decide which one we will do. We 
will only do this if the electric motor is 15 years 
old or less. 

What we will not pay for 

We will not cover your buildings and your contents « any accidental loss or accidental damage caused 

• Landslide or subsidence except as described on 
page 19. 

• Settling, shrinkage or any movement of earth. 

• Erosion. 
• Water entering your buildings: 

• Through an opening made for any building, 
renovation or repair work. 

• Because of a structural defect, faulty design 
or faulty workmanship when your buildings 
were constructed. 

• Flood 

• 
Flood is the covering of normally dry land by 
water escaping or released from the normal 
confines of a watercourse or lake, whether or 
not it is altered or modified. Flood also includes 
water escaping from the confines of any 
reservoir, channel, canal or dam. 

• Rust, corrosion, gradual deterioration, 
depreciation, wear or tear. 

• Rats, mice or insects. 
• Roots from trees, plants, shrubs or grass. 

However, this exclusion applies only for loss or 
damage caused directly by roots. 

• Any process of cleaning involving the use of 
chemicals other than domestic household 
chemicals. 

• A defect in an item, faulty workmanship, 
structural defects or faulty design. 

• Malicious damage or vandalism by a tenant. 
• Theft from any part of the buildings which you 

share with another person who is not insured 
under this policy. 

• Theft by a tenant. 
• Deliberate or intentional acts by a tenant. 
• Mechanical or electrical breakdown other 

than an electric motor burning out, unless the 
breakdown results in loss or damage to your 
buildings or contents. 

Additional things we will pay for when you have 
insured your buildings 

If you have cover for your buildings, the following 
will be paid in addition to the sum insured as listed 
on your schedule. 

We will pay these costs when they relate to loss or 
damage caused by or arising from accidental loss or 
accidental damage that is covered by this policy: 

• If you are unable to live in your buildings after 
loss or damage has occurred; we will pay for 
you to rent another property. We will pay an 
amount equal to the amount that your buildings 
could have been rented out for each week if the 
loss or damage had not occurred. 
We will also pay the costs of alternative 
accommodation for your pets. 

We will pay these costs for up to 12 months. The 
most we will pay for these costs is 20 per cent 
of your buildings sum insured, as listed on your 
schedule. 



We will only pay these costs if your buildings are • We will cover your trees, plants, shrubs or lawns 
unable to be lived in after loss or damage has for loss or damage by an insured event other 
occurred. than storm. We will pay to replace your trees, 
We will reduce the amount we pay you, or stop plants, shrubs or lawns. We will not pay for loss 
paying you, if: or damage caused by a weather-related event. 

• you receive any payment for rent from • If we agree to pay you for loss or damage 
another source, or to your buildings, we will increase your sum 

you do not need to rent another property . 
insured for your buildings by the amount the 

• Consumer Price Index (all groups) has increased 

• If you are unable to live in your buildings after since you took out your policy or last renewed it. 
loss or damage has occurred, we will pay for • You are fully insured again for your buildings f. 
additional living expenses up to $1000. the amount shown in your schedule following 

• We will pay to make modifications to your a claim unless your claim is for a total loss. If 
buildings if you are injured as a result of loss or your claim is for a total loss and we pay you the 
damage to your buildings. We will only pay for sum insured, then the cover for your buildings 
modifications if the injury results in permanent will end, however liability cover will remain in 
paraplegia or permanent quadriplegia and the force until the expiry date of the policy. 
modifications are required for you to continue Liability cover in relation to your buildings 
to live at the situation. The most we will pay formerly occupied by you will continue beyond 
is $25,000. the expiry date of your policy until the earliest of; 

• We will pay your legal costs to discharge your • any construction commencing at the situation, 
mortgage if your claim Is for a total loss. 

• the sale of the situation or any part of it, • We will pay to replace the Certificate of Title to 
your situation if it is destroyed or damaged. • another Policy that includes liability cover 

being taken out in relation to the situation, • We will pay the reasonable costs of demolishing 
and removing and disposing of any buildings • the commencement of construction of 
debris when damage or loss occurs. a building to replace the insured building 

We will pay the reasonable costs of architects, 
at another situation, or • • 

surveyors and engineers and also pay any legal • six months from the date of the damage 
fees that arise from reinstating your buildings that caused the total loss 
when loss or damage occurs. • We will pay up to an additional 30 per cent 

• If a key to an external door lock of your of the buildings sum insured if your buildings 
buildings or a key to an external window lock of are damaged as a result of an event that the 
your buildings, is stolen, lost or you have reason government declares a catastrophe or emergency. 
to believe that they have been duplicated, we We will only do this if: 
will pay the reasonable and necessary costs of • Your buildings are considered by us to be 
replacing the external lock, key or cylinder with a total loss, 
a similar item. We decide which one we will do. 
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• The increased cost to rebuild or repair your 
buildings was caused solely by the event that 
the government declares a catastrophe or 
emergency, 

• The cost to rebuild or repair your buildings is 
greater than your buildings sum insured, and 

• You rebuild or repair your buildings at the 
situation. 

We will not pay the cost necessary to meet 
the requirements of any statutory authority in 
connection with rebuilding or repairing your 

• buildings at the situation. 

• 

This benefit is only payable for additional 
building costs that have been caused as a result 
of increased demand on building material and 
labour costs by the catastrophe or emergency. 
This benefit will not provide any shortfall caused 
in your rebuilding costs if you have under insured 
your building. 

Example (does not indude costs necessary 
to meet the requirements of any statutory 
authority) 

Your Building Sum Insured 

Cost to rebUild your building 
immediately prior to event 

Cost to rebuild your building 
immediatilly after the event 

Benefit Payable 

$200,000 

$250,000 

$270,000 

$20,000 

• We will pay the costs necessary to meet the 
requirements of any statutory authority in 
connection with rebuilding or repairing the 
buildings at the situation. We will not pay any 
costs which resulted from any notice which a 
statutory authority served on you before loss 
or damage to your buildings occurred. The most 
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we will pay in anyone period of insurance is 
$25,000. 

This benefit does not apply to the increased cost 
to rebuild or repair your buildings caused solely 
by an event that the government declares a 
catastrophe or emergency. 

• If this policy insures your building, which is your 
primary residence, we will pay up to $2,000 
in anyone period of insurance if your unfixed 
building materials are lost or damaged at 
the situation due to an event covered by this 
policy. Cover only applies to building materials 
intended to be used for repairs, alterations 
or additions to your building at the situation. 
0Ne do not insure soil, sand, gravel, bark or 
mulch or any similar materials.) We do not cover 
any gas or electrical appliances unless they 
are in a locked and fully enclosed part of the 
building where those items are not visible from 
the outside of the building. 

If you have cover for your buildings and you have 
entered a contract to sell your home, we will 
extend your buildings cover under the policy to the 
purchaser from when the purchaser becomes liable 
for any damage to the home until the contract is 
settled or terminated, or until the purchaser insures 
the home, whichever happens first. 

Additional things we will pay for when you have 
insured your contents 

If you have cover for your contents, the following 
will be paid in addition to the sum insured as listed 
on your schedule. We will pay these costs when they 
relate to loss or damage caused by or arising from 
accidental loss or accidental damage that is covered 
by this policy. 

• We will pay to reinstate, reproduce or restore your 
documents if they are damaged while contained 
at the situation or in a bank vault. This includes 
the information contained on the documents. 



• If any of your credit, debit or stored value cards 
are fraudulently used after they are lost or 
stolen or are fraudulently used on the internet, 
we will pay up to $7,500 in total to the financial 
institutions that issued them. We will only pay if 
you complied with the terms on which the credit 
cards were issued. 

• We will pay the reasonable costs of alternative 
accommodation. We will pay these costs for 
up to 12 months. The most we will pay for 
these costs is 20 per cent of your contents sum 
insured, as listed on your schedule. We will 
only pay for these costs when, and only for the 
period for which, you are unable to live at your 
situation after loss or damage has occurred. 
We will reduce the amount we pay you, or stop 
paying you, if: 
• We pay you for rent following damage to 

your buildings. 

• You receive any payment for rent or 
accommodation from another source. 

• You do not need to pay for alternative 
accommodation. 

• We will pay additional living expenses up to 
$1,000, only for the period for which, you are 
unable to live at your situation after loss or 
damage has occurred. 

• If you are unable to live at your situation after 
loss or damage has occurred, we will pay the 
reasonable costs to remove and store your 
contents while your situation is being repaired. 
We will pay this for up to 12 months. We will 
also cover your contents while they are in 
storage. We will only pay for this when you are 
unable to live at your situation. 

• If guests, employees, exchange students or 
visitors to your situation bring their own 
contents with them, we will regard those 
contents as belonging to you. The most we 
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will pay is $5,000 if these contents are lost or 
damaged. This cover is subject to the list of 
contents items and limits shown on pages 34 
to 36, under 'What are your contents'. 
We will not pay if these contents are already 
insured under another policy by someone other 
than you. 

• If money or negotiable instruments belonging 
to guests, employees, exchange students or 
visitors are lost or damaged, we will regard that 
money or negotiable instruments as belonging 
to you. ~he most we will pay is $1,500. We wil. 
not pay If the money or negotiable instruments 
are already insured under another policy by 
someone other than you. 

• We will cover your contents for loss or damage 
while they are in a commercial storage facility 
in Australia up to the total contents sum 
insured, as listed on your schedule. However, 
we will not cover jewellery, money or 
negotiable instruments. 
You must tell us that your contents are in a 
commercial storage facility before they are 
put into storage and we must have agreed to 
cover them. 

If we agree to cover your contents in a 
commercial storage facility, it will be listed on 
your schedule. • 

• We will cover your contents for loss or damage 
while they are being transported by a vehicle 
to your situation, a new situation or to a 
commercial storage facility within Australia, up 
to the contents sum insured as shown on your 
schedule, during your period of insurance. 
We will only cover your contents if there is a 
theft following violent or forcible entry, or loss 
or damage occurs as a result of fire, collision or 
overturning of the vehicle that is transporting 
your contents. 



We will not cover loss or damage: 

• to glassware, crystal, crockery mirrors or 
china, or 

• caused by denting, scratching, chipping or 
bruising. 

• If a key to an external door lock of your 
buildings, or a key to an external window 
lock of your buildings, is stolen or lost, or you 
have reason to believe that they have been 
duplicated, we will pay the reasonable and 
necessary costs of replacing the external lock, 

• key or cylinder with a similar item. We decide 
which one we will do. 

• We will pay the reasonable costs of removing 
any contents debris when damage or loss occurs. 

• We will pay the reasonable costs you have to pay 
a security firm to attend your situation in response 
to your monitored burglar alarm system. We will 
only pay these costs when there is: 

• A burglary. 

• An attempted burglary. 

We will not pay these costs when there is: 

• A false alarm. 

o No evidence of an attempted burglary. 

The most we will pay is $2,500. 

• If we agree to pay you for loss or damage 
to your contents, we will increase your sum 
insured for your contents by the amount the 
Consumer Price Index (all groups) has increased 
since you took out your policy or last renewed 
it. This increase does not apply to any special 
contents you have insured. 

• You are fully insured again for your contents for 
the amount shown in your schedule following 
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a claim unless your claim is for a total loss. If 
your claim is for a total loss and we pay you the 
sum insured then the cover for your contents 
will be reinstated to $5,000 to provide cover for 

replacement contents. However, cover for your 
contents will end after 3 months from the date 
of the damage that caused the total loss. 

• If this policy insures your contents in your primary 
residence and your identity is stolen by someone 
knowingly using your personal details without 
lawful authority for fraudulent use ancllor financial 
gain, we will pay up to $5,000 per period of 
insurance for your costs and expenses incurred to 
restore your identity from its unauthorised use. Our 
liability under this additional benefit is limited to: 

• Legal expenses for defence against a business 
or its collection agency from which goods or 
services have been purchased fraudulently. 

• Legal expenses for removal of any wrongfully 
recorded civil or criminal prosecutions or to 
challenge consequent incorrect information 
available on your consumer credit report. 

• Loss of wages up to $2,000 per week up to 
$5,000 in total; that would have been earned 
but were not, solely because it was necessary 
for you to rectify records in relation to your 
true name or identity. 

• Loan application fees incurred as a result of 
re-applying for loans because you have been 
allotted incorrect credit information due to 
fraud. 

• Costs for nota rising affidavits, telephone 
calls and certified mail expenses to law 
enforcement ancllor financial institutions. 

• Reasonable legal fees and court costs, if . 
incurred with our approval. 

We will not pay any claim where the identity 
theft is caused by; 

• you or your collusion, 

• your family or their collusion, 

• an ex-partner, 

• someone who normally lives with you, 
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arises out of; 
• you or your family committing an illegal or 

dishonest act, 

• you breaching any security requirements 
or conditions imposed by any financial 
institution, such as in relation to your 
password or personal identification number 
or personal access number, 

• business interruption in relation to any 
business. 

Claims are only payable under this Additional 
benefit if; 
• you are an Australian resident, 
• the identity fraud occurs within Australia, 

and 
• all losses and expenses are incurred within 

Australia. 
We do not repay any loans or other amounts 
fraudulently procured in your name. We do 
not pay any fines or for any infringements or 
penalties imposed. We do not pay any costs that 
are or could be reimbursed from another party, 
for example, a financial institution. 

Additional things we will pay for when you have 
insured your buildings and/or contents 

If you have cover for your buildings and/or contents, 
or both, the following will be paid in addition to 
the sum insured. If you have insured your buildings 
and contents, we will only pay once for an event. 

• We will pay the professional costs for the 
removal of tree stumps, fallen trees and 
branches and the associated disposal costs 
necessarily incurred in order to repair or replace 
insured damage caused to your buildings and 
contents by storm damage that we have agreed 
to cover. We will also pay for the removal of 
trees and branches from the situation if they 
have caused damage to landscaped gardens. We 
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will also pay up to $5,000 for each claim for the 
costs for removal and disposal of fallen trees 
and tree stumps incurred as a result of storm but 
we will not pay unless the costs exceed $500. 

• We will pay for the fees that you must pay to an 
accountant when your personal financial affairs 
are audited by the Federal Commissioner of 
Taxation. You must advise us of any such audit 
prior to the fees being incurred. The most we 
will pay during anyone period of insurance is 
$5,000. We will not pay claims for: 

• Any audit that relates to a criminal 
prosecution. • 

• Fees where the final assessment of your 
taxable income for the period being audited 
is 20 per cent, or more, higher than your 
original declaration. 

• Fees for work performed outside the time 
limits allowed by the Federal Commissioner 
of Taxation. 

• Any fines, penalties or adjustments of 
taxation. 

• We will pay up to $1,000 for veterinary expenses 
if your pet is injured or killed as a result of a 
road accident, fire, lightening, earthquake, 
burglary or attempted burglary. 

• We will pay reasonable expenses to protect • 
your buildings or contents from further damag 
following insured damage we have agreed 
to cover. 

• We will pay up to $500 for the reasonable costs 
you have to pay the fire brigade or a similar 
authorised organisation to attend and protect 
your buildings or contents against an actual fire 
or other emergency. 

• If you cannot live at the situation because a 
government authority denies you access, we will 
pay any increase in your living expenses that 
is necessary and reasonable to maintain your 
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normal standard of living for up to 60 days. 
We will not cover loss due to cancellation of 
a lease or agreement. 

• If you or a member of your family normally 
living with you: 

• 
o dies, or 
• suffers paraplegia, quadriplegia or 

permanent total disablement as a direct 
result of a physical injury caused by an a 
accident within the buildings at the situation, 
we will pay $15,000 to either: 
- the estate of the deceased person, or 
- the person who suffered paraplegia, 

quadriplegia or permanent total 
disablement. 

The most we will pay for all claims in anyone 
period of insurance is $15,000 in total. 

• If you or a member of your family require 
counselling as a direct result of fire or theft at 
the situation, we will pay you up to $1,000 for 
each claim for counselling. The most we will pay 
is $2,000. 

• We will pay legal costs and expenses you are 
liable to pay following legal proceedings 
brought by you, or against you, in Australia. 

• You must advise us of any legal proceedings 
brought by you, or against you. We will only 
pay in relation to legal proceedings notified 
to us during the period of insurance shown on 
your current schedule. We will only pay the 
legal costs and expenses incurred with our prior 
written consent. The most we will pay during 
anyone period of insurance is $5,000. 

We will not pay legal costs and expenses 
relating to: 
o Spouse or partner disputes including, but 

not limited to, divorce, child maintenance, or 
custody and property disputes. 

o Claims for death, bodily injury to, or disease 
of, any person. 

o Claims where cover is available under a 
standard form of motor vehicle, house 
owners or householders, motorcycle, caravan 
or boat insurance. 

o Any criminal charge or prosecution brought 
against you. 

o Any alleged or actual road traffic offence or 
boating offence committed by you. 

o Any matter arising out of your business or 
profession. 

o Any matter arising out of an incident where 
there is insurance required by law that 
provides cover for your liability, or it was 
available to you, and you did not take it out. 

o Any award of damages made against you. 

• Any penalties, fines or awards of aggravated, 
exemplary or punitive damages made 
against you. 

What are your buildings 

• Residential buildings you live in including 
any professional offices or surgeries in those 
buildings. 

• Domestic outbuildings . 
• Fixed coverings to walls, floors and ceilings. 

These do not include fixed carpets, curtains or 
internal blinds unless you are the contracting 
seller or purchaser in which case these items will 
be deemed buildings until settlement. 

• Infrastructure for services, including 
infrastructure for the supply of electricity, gas, 
water, the internet and telephone. 

• Items built in, or fixed to, or on, the buildings. 

• Blinds or awnings on the outside of the buildings. 
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• Landscaping, paved terraces, paved pathways 
and paved driveways, retaining walls, fences and 
gates entirely or partly on the site. 

• Jetties, wharfs, pontoons and moorings used for 
domestic purposes. 

• Anything permanently built, permanently 
constructed or permanently installed on your 
property for domestic purposes, including 
inground swimming pools. 

What are not your buildings 

• Property that a tenant is liable for under the 
terms of a rental agreement. 

• Plants, shrubs, trees or grass except as provided 
for under 'Additional things we will pay for 
when you have insured your buildings'. 

What are your contents 

• Household goods that are not used for 
earning income. 

• Goods that you use for earning your income 
while they are at your situation. You would 
normally receive a taxation deduction for these. 
We will pay up to $7,500 in total for these 
items. This does not include office and surgery 
equipment. 

• Office and surgery equipment that you use 
for earning your income while it is at your 
situation. You would normally receive a taxation 
deduction for these. 

• Carpets, curtains and internal blinds. 
• Furniture and furnishings that are not built in. 
• Portable domestic appliances that are not 

built in. 

• Swimming pools, saunas and spas that are not 
permanently installed. 

• Accessories for any swimming pools, saunas 
or spas. 

• Clothing and personal effects. 

• Valuable items 
• Jewellery and watches. 
• Items that contain gold or silver (this does 

not include items thinly covered with gold 
or silver). 

• Collections of stamps, money or medals. 
We will pay up to 25 per cent in total of the 
contents sum insured listed on your schedule 
for valuable items. The most we will pay for a,., 
one item, pair, set or collection of valuable ite. 
is $10,000. 

You can increase the level of cover for valuable 
items and add items as special valuable items 
by choosing additional cover for valuable items 
under Section 2. 

• Items thinly covered with gold or silver that are 
not jewellery or watches. 

• Paintings and prints, tapestries, Persian or similar 
rugs, antiques and any other works of art. 

• Projectors and screens. 

• Equipment for developing and enlarging 
photographs. 

• Processed film, slides and prints. We will only 
pay the value of these items as unprocessed 
material, and the cost of processing them. • 
However, if they were processed when you 
purchased them, we will pay the cost of 
replacement. We will not pay the costs of 
recreating any event. 

• Tapes, cassettes, cartridges and discs, including 
computer software. We will only pay the value 
of these items when blank, unless they were 
pre-recorded when you purchased them. 

• Data stored on any computer, computer disk or 
computer tape (including the cost of restoring 
the data). We will pay up to $2,000 in total 
for this. 



• Money and negotiable instruments. We will pay 
up to $1,500 in total for these. 

• Accessories and spare parts for the following: 
motor vehicles, motorcycles, caravans, trailers, 
watercraft, golf buggies, ride-on mowers, 
mobility scooters, wheelchairs, surfboards, 
sailboards, surf skis and canoes. 

o 

We will pay up to $2,000 per item and $4,000 
in total for these items. We will not pay if 
the accessories and spare parts are in, or on, 
motor vehicles, motorcycles, caravans, trailers, 
watercraft, golf buggies, ride-on mowers, 
mobility scooters, wheelchairs, surfboards, 
sail boards. surf skis and canoes. 

• landlords' fixtures and fittings that you 
are liable for under the terms of a rental 
agreement. We will not cover these fixtures and 
fittings if the body corporate has insured them. 

• Fixtures and fittings that you have installed for 
your own use if you are a tenant, or the owner 
of a strata title unit. We will not cover these 
fixtures and fittings if the body corporate has 
insured them. 

• Watercraft no more than four metres long and 
which do not require registration under state or 
territory legislation. 

• Motorised golf buggies, mobility scooters, ride-
• on mowers, wheelchairs and motorcycles up to 

125cc engine capacity and which do not require 
registration. 

• Surfboards, sailboards, surf skis, kayaks and 
canoes. 

• Special contents which are listed on your schedule. 

What are not your contents 

• Unset precio)Js and semi-precious stones 

• Plants and trees growing outdoors. This does 
not include plants and trees growing in pots 
or tubs. 
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• Animals, including birds and fish. 
• Pedal cycles while they are in use for 

competitive racing or pacemaking. 

• Equipment for taking photographs, including 
accessories and unprocessed film while they are 
being used to earn an income. 

• Sporting equipment while it is being used 
• Motorcycles requiring registration. 

• Motor vehicles, motorcycles exceeding 12Sec 
engine capacity, motorised go-karts, caravans, 
trailers or aircraft other than model or toy aircraft. 

• Motorcycles while they are used for competitive 
racing or pacemaking. 

• Watercraft more than four metres long. 
• Watercraft less than four metres long that 

require registration under state or territory 
legislation. 

• Jet skis. 

Moving your contents to a new situation 

If you are moving permanently to a new situation 
within Australia, we will cover your contents at the 
situation shown on your schedule and at your new 
situation. The most we will pay in total is the sum 
insured shown on your schedule. We will only cover 
your contents at your new situation for 45 days. 
This cover will commence from when you first start 
to move your contents to your new situation. We do 
not provide cover for your contents while they are 
being moved unless we have agreed to cover them 
under 'Additional things we will pay for when you 
have insured your contents'. You must tell us that 
you are permanently moving your contents to a new 
situation within 45 days from the day you first start 
to move. 



Cover for your contents away from your 
situation 

Your contents are covered while they are away 
from your situation anywhere in Australia or New 
Zealand whilst temporarily removed or in the rest 
of the world for up to 100 consecutive days. 

Your contents are not covered if they: 

• Are on the way to, or from, or in, commercial 
storage, unless we have agreed to cover them 
under 'Additional things we will pay for when 
you have insured your contents'. 

• Are in transit during a permanent removal, 
unless we have agreed to cover them under 
'Additional things we will pay for when you 
have insured your contents'. 

• Have been removed permanently from your 
situation other than: 
o Sporting equipment that is stored within a 

club room. 
o Contents stored in a bank safe deposit box. 

o Personal belongings including sporting 
equipment whilst you are away from home 
attending school, college or University. 

The following contents items are not covered while 
away from your situation: 

• Accessories and spare parts for the following: 
motor vehicles, motorcycles, mini-bikes, 
caravans, trailers, watercraft, golf buggies, 
mobility scooters, ride-on mowers, wheelchairs, 
surfboards, sailboards, surf skis and canoes if 
they are in a tent, vehicle, watercraft, aircraft or 
in the open air. Open air includes non-lockable 
structures and non-lockable parts of structures 
not at the situation. 

• Goods that you use for earning your income. 

• Office and surgery equipment that you use for 
earning your income. 
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Paying claims 

Excesses that apply when you make a claim 

An 'excess' is your contribution towards the cost of 
a claim. We will tell you if you need to pay an excess 
when you make a claim. 

In most instances you can select, at the time of your 
enquiry or application for insurance, the amount of 
the excess you wish to pay should you make a claim. 
When you select a higher excess amount we will 
normally reduce the amount of the premium you • 
will have to pay. 

We take into consideration a number of factors 
in setting the amount of the excess. These include 
factors relating to the type of property being 
insured, where the property is located, the type 
of construction and your previous insurance and 
claims history. 

At the time of your enquiry or application for 
insurance, the amount of the excess will be advised 
to you. 
For each claim for your buildings or your contents, 
we will reduce the amount we pay you for your 
claim by the amount of the excess. The amount of 
your excess is shown on your schedule. 

Your excess will be increased by $250 for any claim 
for damage or loss arising from an earthquake or • 
tsunami. This loss or damage must occur within 72 
hours of the earthquake. 
When a claim is paid for loss or damage to your 
buildings and your contents, the excess amount will 
only be applied once. You will not be required to 
pay any excess in the event that your building or 
contents are a total loss. 
When a claim is paid under 'Additional things we 
will pay for when you have insured your buildings' 
only, 'Additional things we will pay for when you 
have insured your contents' only, or 'Additional 
things we will pay for when you have insured your 



buildings and/or contents' only, your excess will not 
apply. Sums insured, limits and sub-limits of liability 
shall apply in addition to, and shall not be reduced 
by, the amount of any applicable excess. 

The most we will pay for your buildings or 
your contents 

The most we will pay for any claim for your buildings 
or your contents is the sum insured shown on your 
schedule. This does not apply to amounts payable 
under 'Additional things we will pay for when you 
~ve insured your buildings', or 'Additional things we 
Viii pay for when you have insured your contents', 

or 'Additional things we will pay for when you have 
insured your buildings and/or contents'. 
There are some contents items that we will only 
cover up to a certain amount. See 'What are your 
contents' on pages 34-36 for details of these 
contents items and the amounts we will pay. 

How we pay a claim for your buildings 

When your schedule shows 'including 
replacement benefit' 

When loss or damage occurs to your buildings, 
we will pay the cost of rebuilding your buildings 
or repairing the damaged portions to the same 
condition as when they were new. We will only 

Ao this when your schedule shows 'including 
"""eplacement benefit'. 

We will also pay any additional costs required for 
your buildings to comply with government or local 
authority bylaws. We will not pay these additional 
costs if you were required to comply with these 
bylaws, and had not done so, before the loss or 
damage occurred. 
Rebuilding or repairing your buildings must 
commence within six months of the loss or damage 
occurring. If it does not commence within six 
months, we will do one of the following: 

• Reinstate or repair your buildings to the 
condition they were in just before the loss or 
damage occurred. 

• Pay you the cost of reinstating or repairing your 
buildings to the condition they were in just 
before the loss or damage occurred. 

• Pay you the value of the land and your buildings 
just before the loss or damage occurred. 
We will reduce this payment by the value of 
your land and your buildings after the loss or 
damage occurred. 

We decide which one we will do. 
We will pay for the damaged portions of fixed 
coverings to walls, floors and ceilings only in the 
room, hall or passage where the damage occurred. 
We will try to match any material used to repair 
your buildings with the original materials. If we 
cannot, we will use the nearest equivalent available 
to the original materials. We will not pay any costs 
for replacing undamaged property. 
If the damage was caused by liquid that escaped 
from a bath, basin, sauna, spa, shower base or 
shower wall, we will pay the costs to repair your 
buildings. We will not pay the costs to repair or 
replace the bath, basin, sauna, spa, shower base or 
shower wall. 



When your schedule does not show 'induding 
replacement benefit' 

When loss or damage occurs to your buildings and 
your schedule does not show 'including replacement 
benefit', we will do one of the following: 

• Reinstate or repair your buildings to the 
condition they were in just before the loss or 
damage occurred. 

• Pay you the cost of reinstating or repairing your 
buildings to the condition they were in just 
before the loss or damage occurred. 

• Pay you the value of the land and your buildings 
just before the loss or damage occurred. 
We will reduce this payment by the value of 
your land and your buildings after the loss or 
damage occurred. 

We decide which one we will do. 
We will pay for the damaged portions of fixed 
coverings to walls, floors and ceilings only in the 
room, hall or passage where the damage occurred. 

We will try to match any material used to repair 
your buildings with the original materials. If we 
cannot, we will use the nearest equivalent available 
to the original materials. We will not pay any costs 
for replacing undamaged property. 
If the damage was caused by liquid that escaped 
from a bath, basin, sauna, spa, shower base or 
shower wall, we will pay the costs to repair your 
buildings. We will not pay the costs to repair or 
replace the bath, basin, sauna, spa, shower base or 
shower wall. 

How we pay a daim for your contents 

When loss or damage occurs to any of your contents 
items, we will do one of the following: 

• Replace the item with the nearest equivalent 
new item. 

• Repair the item to the condition it was in 
when new. 

• Pay you the cost of replacement or repair. 
We decide which one we will do. 

We will pay the cost of replacement for: 

• Carpets, 
• Wall, floor and ceiling coverings, and 
• Internal blinds and curtains, 
only in the room, hall or passage where the loss or 
damage occurred. • 
When an item is part of a pair, set, system or 
collection, we will only pay for the value of the item 
itself. The most we will pay is the value that the 
item has as a proportion of the combined pair, set, 
system or collection. We will only pay the cost of 
replacing the item even though the pair, set, system 
or collection to which it belongs is less valuable 
because it is incomplete. 

If a claim relates to replacement of lost or damaged 
refrigerators, freezers, washing machines, clothes 
dryers and dishwashers, with less than a 3 Star 
Energy Rating, we will replace these items with 
items that have a minimum 3 Star Energy Rating. 

Your Liability cover 

What you are covered for • • If your policy covers your buildings, we will 
cover you against any claim for compensation 
or expenses which you become legally liable to 
pay for: 

• the death of, or personal injury to, any 
person, 

• the loss of, or damage to, property, 

resulting from an occurrence during the period 
of insurance ariSing out of the ownership of 
your buildings or occupancy of your buildings. 
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For this liability cover only, your buildings 
include land, trees, shrubs and other plant life. 

• If your policy covers your contents and you live 
in a rented building, we will cover you against 
any claim for compensation or expenses which 
you become legally liable to pay for: 

• 
• the death of, or personal injury to, any 

person, 
o the loss of, or damage to, property, 

resulting from an occurrence during the period 
of insurance arising out of the ownership of 
your contents or occupancy of the building. This 
does not include any amount you have to pay 
because you are the owner of your buildings. 

• If your policy covers your contents and you 
own part of a building that is a strata titled 
residence, we will cover you against any claim 
for compensation or expenses which you 
become legally liable to pay for: 

• 

• the death of, or personal injury to, any 
person, 

• the loss of, or damage to, property, 
resulting from an occurrence during the period 
of insurance arising out of the ownership of 
your contents or occupancy of the part of the 
building you own. 

If your policy covers your contents, we will 
cover you against any claim for compensation 
or expenses which you become legally liable to 
pay for: 

• the death of, or personal injury to, any 
person, 

• the loss of, or damage to, property, 
resulting from an occurrence during the period 
of insurance anywhere in the world. This does 
not include any amount you have to pay because 
you are the owner or occupier of your buildings. 

Definitions for your liability cover 

'Personal injury' means bodily injury, shock, 
mental anguish or mental injury, libel, slander or 
defamation of character, including death. 

'Personal injury' does not include the publication or 
utterance of a libel or slander: 

• made prior to the commencement of the period 
of insurance, or 

• made by or at the direction of you with 
knowledge of its falsity, or 

• relating to advertising, broadcasting or 
telecasting activities by or on behalf of you. 

'Bodily injury' means physical bodily harm including 
sickness or disease that results from it and required 
care, loss of services ancllor resultant death. 
'Damage to property' means physical injury to or 
destruction of tangible property, and resulting 
loss of its use. Tangible property includes the cost 
of recreating or replacing stocks, bonds, deeds, 
mortgages, bank deposits and similar instruments 
but does not include the value represented by such 
instruments. 

'Occurrence' means: 

• A single incident that is not intended or 
expected. 

~ A series of incidents or continuous or repeated 
exposure to substantially the same general 
conditions, which: 

• are not intended or expected, and 
o have the same cause, or 

• are attributable to the same source. 

An 'occurrence' includes continuous or repeated 
exposure to substantially the same general 
conditions. We regard all death, personal injury or 
loss or damage to property arising from one original 
source or cause as one occurrence. 
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Umit of your liability cover 

The most we will cover for any liability claim is 
$20,000,000 for anyone occurrence. 

We do not pay more than this amount in total 
under all policies we have issued to you which cover 
the same liability. 

Additional benefits 
If your policy covers your buildings or contents, or 
both, your liability cover includes the following 
additional benefits: 
• Defence costs 

In addition to the limit of your liability cover, 
if we agree you are entitled to liability cover 
under this policy in respect of an occurrence, 
we will also pay legal costs incurred with our 
consent to defend the claim. 

• Expenses incurred in attending court 
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In addition to the limit of your liability cover, 
we will reimburse you for reasonable expenses 
incurred in attending court in relation to a 
liability claim covered by this policy at our 
request up to $250 per day but excluding the 
first day, and up to a total of $5,000 in anyone 
period of insurance for proven income loss. 
We will only reimburse income loss for days on 
which you are not able to conduct any income-
earning activity whatsoever. 
If you are: 
• self-employed or a working director, then 

'income' means the gross daily income from 
such personal exertion after allowing for the 
costs and expenses incurred in deriving that 
income, 

• an employee, then 'income' means the 
gross daily income from personal exertion, 
excluding overtime payments, bonuses, 
commissions or allowances. 

In each case, the amount of your income will 
be averaged over the 12 months immediately 
preceding our request or such shorter period 
during which you have been so engaged. You 
must provide any documentation, records, 
correspondence or other information that we 
request in support of any claim for lost income. 

If your policy covers your contents, your liability 
cover also includes the following additional 
benefits: 

• Motor vehicle liability 

We will cover you against any claim for 
compensation or expenses which you become 
legally liable to pay resulting from an 
occurrence that occurs during your period of 
insurance for: 

• the death of, or personal injury to, any 
person, 

• the loss of or damage to property, 

• 
arising from the ownership, custody, or use of 
any vehicle not required to be registered by law 
including: 

• Motorcycles up to 125cc capacity. 

• Mobility scooters. 
• Golf buggies. 
• Ride-on mowers. 
• Any motorised wheelchair. 

• Any domestic trailer not attached to any 
vehicle. 

We also insure you against any claim for 
compensation or expenses you become legally 
liable to pay for: 

• 
• The death of, or personal injury to, any 

person caused by you solely as a result of you 
being a passenger in a registered vehicle if 
the occurrence causing the death or personal 
injury occurs during your period of insurance. 



• 

• The death of, or personal injury to, any 
person arising from the ownership, custody, 
or use of any registered vehicle if the 
occurrence causing the death or personal 
injury takes place at the situation and occurs 
during your period of insurance. 

The most we will pay for all claims arising out of 
anyone occurrence under this additional benefit 
is $20,000,000. 
In addition to the limit of your liability cover, 
if we agree you are entitled to liability cover 
under this additional benefit in respect of an 
occurrence, we will also pay legal costs incurred 
with our consent to defend the claim. 
We do not cover you 
• If you are entitled to be wholly or partly 

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 insurance or scheme or to comply 
with a term or condition of the insurance or 
scheme. 

• If you are entitled to be wholly or partly 
protected by any other policy of insurance 
which specifically covers compulsory third 
party motor vehicle liability. 

• • While any vehicle are used for competitive 
racing or pacemaking 

• Committee members/Sporting or social dubs/ 
community organisations 
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We cover you for any claim made against 
you for compensation or expenses which 
you become legally liable in Australia to pay 
following an alleged or actual act or omission. 
We will only pay for your liability in connection 
with your position as a committee member 
of a sporting or social club or community 
organisation. We will not cover you if you 

receive more than $1,000 per year for holding 
this position. 
The claim must be made against you within 
the period of insurance stated in the schedule. 
The most we will pay under this additional 
benefit, including legal costs, during anyone 
period of insurance, is $10,000. 

What you are not covered for 

These exclusions apply to your liability cover and 
additional benefits. 
We will not cover any liability arising from: 

• Use of a motor vehicle, motorcycle, mini-bike, 
aircraft or watercraft, however we will cover 
liability that: 

• arises from the ownership, custody or use 
of any: 

Model or toy aircraft. 
- Surfboard, sailboard or surf ski. 

- Watercraft no more than four metres long 
and that do not require registration under 
state or territory legislation. This does not 
include jet skis. 

• we cover under' Additional benefits -
Motor vehicle liability'. 

• Use of a caravan or trailer when the caravan 
or trailer is attached to a motor vehicle or 
motorcycle. 

• Any agreement or contract you enter into. We 
will pay for your liability if you would have been 
liable without the agreement or contract. 

• The use, removal of or exposure to any asbestos 
product or products containing asbestos. 

• Gaining a personal profit or advantage that is 
illegal. 

• A conflict of duty or interest. 



• Any act or omission that is dishonest, 
fraudulent, criminal, wilful or malicious. 

• Any loss that can be reimbursed by your 
sporting or social club or community 
organisation. 

• Any alleged or actual act or omission 
committed, or alleged to have been committed, 
prior to the commencement of the policy. 

• Any disease that is transmitted by you, or any 
member of your family who normally lives 
with you. 

• Any business, profession, trade or occupation 
carried on by you. This does not include being 
a committee member of a sporting or social club 
or community organisation provided that you 
do not receive more than $1,000 per year for 
holding this position. 

• Alterations, repairs, renovations or additions to 
your buildings that cost more than $100,000. 

We will not cover any: 

• Penalties, fines or awards of aggravated, 
exemplary or punitive damages made against you. 

• Personal injury to you, or any member of your 
family who normally lives with you, or any other 
person who normally lives with you. 

• Personal injury to any person you employ 
and that injury arises from their employment 
with you. 

• Damage to or loss of property that belongs 
to you, or any member of your family who 
normally lives with you, or any other person 
who normally lives with you. 

• Damage to or loss of property that belongs to 
any person you employ and that damage or loss 
arises from their employment with you. 

The general exclusions that apply to Section 1 and 
Section 2 on pages 55 and 56 also apply to your 
liability cover and additional benefits. 
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Strata title mortgagee protection 

This section of the policy only applies when your 
schedule shows that you have requested cover for 
mortgagee protection. It applies when you own part 
of a building that has been subdivided, usually into 
strata title units, and you have a mortgage on that 
part of the building. 

We will cover the part of the building that you own 
for loss or damage on the same basis as set out in 
'Section 1 - Buildings and contents'. 

We will pay up to the amount you owe on your • 
mortgage but no more than the buildings sum 
insured shown on your schedule. We will pay this 
to your mortgagee when you are required to pay 
your mortgage in full following a loss. We will only 
pay this when the body corporate has not insured 
the buildings or it has not insured the buildings for 
damage that you can claim for under this policy. 

• 
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Section 2 - Valuable Items 

This section of the policy only applies when your 
schedule shows that you have requested cover for 
valuable items. 
Contents are automatically covered whilst 
temporarily removed in accordance with 'Cover for 
your contents away from your situation' on page 38 
however limits apply. If cover for higher amounts is 

• qUired, please select this cover. 

What are valuable items 

• Jewellery and watches. 
• Items that contain gold or silver. (this does not 

include items thinly covered with gold or silver). 

• Collections of stamps, money or medals. 
• Special valuable and personal items which are 

listed on your schedule. 

What are not valuable items 

• Unset precious and semi-precious stones. 

• Items thinly covered with gold or silver. 
• Motor vehicles, motorcycles, caravans, trailers, 

aircraft. or accessories or spare parts of any of 
these items . .. Watercraft more than four metres long. 

• Watercraft less than four metres long that 
require registration under state or territory 
legislation. 

• Personal water craft (for example, jet skis). 

When we will pay 

Your valuable items are covered for accidental loss 
or damage, provided that the accidental loss or 
accidental damage happens within Australia or 

New Zealand. You only have cover for accidental 
loss or accidental damage that happens outside of 
Australia and New Zealand if the loss or damage 
occurs within 90 consecutive days after you 
leave Australia. 

When we will not pay 

We will not pay if the accidental loss or accidental 
damage is caused by the following: 

• Rust, corrosion, gradual deterioration, 
depreciation, wear or tear . 

• A defect in the item. 
• Rats, mice or insects. 
• Processes of cleaning involving the use of 

chemicals other than domestic household 
chemicals. 

• Mechanical or electrical breakdown other than 
an electric motor burning out. We will pay for 
any resultant damage following mechanical or 
electrical breakdown. 

Paying claims 

How we pay a claim for a valuable item 

When accidental loss or accidental damage occurs to 
a valuable item, we will do one of the following: 

• Replace the item with the nearest equivalent 
new item. 

• Repair the item to the condition it was in when 
new. 

• Pay you the cost of replacement or repair. 
We decide which one we will do. 

When a valuable item is part of a pair, set, system 
or collection, we will only pay the value of the item 
itself. The most we will pay is the value that the 
item has as a proportion of the combined pair, set, 
system or collection. We will only pay the cost of 
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replacing the item even though the pair, set, system 
or collection to which it belongs is less valuable 
because it is incomplete. 
We will reduce any payment for loss of, or damage 
to, an item under this section by the amount we pay 
you for the same item under your contents cover. 

Umit for valuable items 

The most we will pay for anyone item, pair, set, 
collection or system is $10,000 for valuable items. 
You can insure items, pairs, sets, collections or 
systems that are worth more than the above limit 
for their actual value as 'special valuable' items. 
To do this you must advise us and the items will be 
listed on your schedule. The most we will pay in 
total for all valuable items is the amount shown on 
your schedule. 
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What Section 1 and Section 2 of the policy do 
not cover 

We will not pay claims for loss, damage or liability 
arising from: 

• War or warlike activity. War does not have to 
be declared. We do not provide cover for theft 
following this. 

• Hostilities, rebellion, insurrection or revolution. 
We do not provide cover for theft following 
these events. 

• Contamination by chemical and/or biological • 
agents, which results from an act of terrorism. 
Terrorism is any act which may, or may not, 
involve the use of, or threat of, force or violence 
where the purpose of the act is to further 
a political, religious, ideological aim or to 
intimidate or influence a government (whether 
lawfullY constituted or not) or any section of 
the public. 

• Lawful destruction or confiscation of your 
property. 

• Anything nuclear or radioactive. 
• Damage to a heating element. We will pay for 

any resultant damage following damage to a 
heating element. 

• Mildew, atmospheric or climatic conditions . 

• Mould or fungi. • • Damage, loss or injury that you or anyone acting 
for you deliberately caused. 

• Flood, storm surge, the action of the sea, tidal 
wave, high water, or erosion. 

• Landslide or subsidence except as detailed on 
page 19. 

• Any event that does not occur within the period 
of insurance. 

• Failure or inability of any item, equipment 
or computer software to recognise correctly, 



• 

• 

to interpret correctly or to process correctly 
any date or to function correctly beyond any 
time when that item, equipment or computer 
software has not recognised, interpreted or 
processed correctly any date. We will pay for 
any resultant loss or damage that is covered by 
this policy, however we will not cover resultant 
loss or damage to any frozen food, computer 
equipment or computer software. 

Section 3 - Workers' compensation 

This section of the policy only applies when your 
schedule shows that you have cover for workers' 
compensation. 

If you have employees, in some circumstances 
workers' compensation cover is compulsory. 
If you are unsure, check with your local Workers' 
Compensation Authority. 

We will pay the amount you are liable to pay if a 
person you employ is injured while working for you. 
We will only pay if the person is doing domestic 
work for you. We will not pay if the person is 
working for you in your business, profession, trade 
or occupation. 

The amount we will pay is subject to the relevant 
workers' compensation legislation in your state or 
territory. 

Please refer to page 7 under Who is the insurer' . 
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Policy information 

When your cover does not apply 

Your cover for your buildings, contents and valuable 
items will not apply if, for a continuous period 
of 100 days or more, no one has occupied your 
buildings, unless the loss or damage results from 
lightning, thunderbolt, riot and civil commotion, 
damage directly caused by impact by a vehicle, 
waterborne craft, space debris, aircraft, rocket, 
satellite, a branch, tsunami or earthquake. However, 
we do not insure you against any subsequent 
resultant damage such as rainwater entering any 
opening made by impact, or looting subsequent to 
a riot. 
You can ask us to provide cover if your buildings are 
not going to be occupied for more than 100 days. 
If we agree to provide cover, we will advise you in 
writing. 

You cannot give your rights away 

You cannot give anyone else an interest in this 
policy without our written consent. 

What you are required to do for us 

• You must pay us the premium for this insurance. 
• You must tell us as soon as possible of anything 

that changes the facts or circumstances relating 
to your insurance. 

• You must take reasonable precautions to 
prevent anything which could result in a claim 
under this policy. 

• You must make sure that anyone doing anything 
on your behalf obeys all laws. 

• You must comply with the conditions of this 
policy. 
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Cancelling your policy before the due date 

You can cancel this policy at any time. To do this you 
must tell us in writing. The policy will end when we 
receive your notification. 
We can cancel this policy if you do any of the 
following: 

• Make a misleading statement to us when you 
apply for your insurance. 

• Fail to tell us anything you should tell us when 
you apply for this policy, renew this policy and 
when you change or reinstate this policy. • 

• Fail to comply with the conditions of this policy. 
• Fail to pay the premium for this insurance. 
• Are not fair and open in your dealings with us. 
• Make a claim during the period of this policy 

that is not true. The claim does not have to be 
under this policy and can be with us or another 
insurance company. 

We may cancel this policy if there is a change in 
the circumstances of the risk during the period of 
insurance. 
If we cancel this policy, we will advise you in 
writing. To do this, a notice will be delivered or 
posted to you. 

Return of premium if your policy is cancelled • 
before the due date 

If your policy is cancelled before the due date: 
• We will keep the premium for the period that 

the policy was in force. 

• We will return to you the premium for the 
period from the date the policy ended to the 
due date of the policy. 



How the Goods and Services Tax affects 
your claim 

Where we make a payment under this policy for 
the acquisition of goods, services or other supply, 
we will reduce the amount of the payment by the 
amount of any input tax credit that you are, or will 
be, or would have been entitled to under A New 
Tax System (Goods and Services Tax) Act 1999 in 
relation to that acquisition, whether or not that 
acquisition is actually made. 
Where we make a payment under this policy 

• compensation instead of payment for the 
acquisition of goods, services or other supply, we 
will reduce the amount of the payment by the 
amount of any input tax credit that you would 
have been entitled to under A New Tax System 
(Goods and Services Tax) Act 1999 had the payment 
been applied to acquire such goods, services or 
other supply. 

The law that applies to this policy 

Any disputes arising from this policy will be 
determined by the courts, and in accordance with 
the laws, of the state or territory of Australia where 
this policy is issued. 

How to make a claim 

.. ease contact your nearest CGU Insurance office 
-..hen something happens that you believe you can 

claim for. 

What you must do when you make a claim 

You must make your claim as soon as possible after 
you suffer a loss. If you do not make your claim 
within 30 days, we may reduce what we pay you by 
an amount to take account of any disadvantage we 
suffer by the delay. 

You must also: 
• Take all reasonable steps to stop any further loss 

from occurring. 

• Advise the nearest police station if your 
property is lost or stolen, vandalised or 
maliciously damaged. We may ask you to give us 
a written report from the police. 

• Keep the property that has been damaged so 
we can inspect it. 

• Tell us about any prosecution or inquest that 
maybe held . 

• Send us any document relating to your claim 
within 72 hours of you receiving the document. 

What you must not do when you make a claim 

You must not do any of the following: 

• Repair or replace any damaged property 
without our consent. 

• Pay, promise to pay, or offer payment, or admit 
responsibility for a claim. 

You give us your rights to claim from anyone else 

If you have a right to claim against someone else 
for a claim you made under this policy, you give us 
your rights to make that claim. You also give us your 
rights to conduct. defend or settle any legal action 
and to act in your name. You must not do anything 
which prevents us from doing this and you must 
give us all the information and cooperation that 
we require. 

Claim payment examples 

These Claim payment examples show you how a 
claim settlement may be calculated based on some 
practical scenarios. Any actual claim settlement 
amount will depend upon the facts of each case. For 
the purpose of the scenarios you are not registered 
for GST. 
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• Claim Example 1 
Policy type: Building Insurance 
Buildings sum insured: $250,000 
Excess: $100 
Loss or damage: Storm damage to your roof. 

How we settle your claim: 
• We arrange for a builder to repair your roof 

for $5,000 
• We pay the builder $4,900 
• We ask you to pay the builder the $100 excess. 

• Claim Example 2 
Policy type: Contents Insurance 
Contents sum insured: $100,000 
Excess: $100 
Loss or damage: Theft of your television. 

How we settle your claim: 
• Replacement cost of television is $2,700 
• We pay the supplier $2,600 
• We ask you to pay the supplier the 

$100 excess. 

• Claim Example 3 

1
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Policy type: Building and Contents Insurance 
Buildings sum insured: $300,000 
Contents sum insured: $80,000 

Excess: $100 
Loss or damage: Your buildings and contents are 
partially destroyed by fire. 
We agree that you are unable to live in 
your buildings and you require alternative 
accommodation. 

How we settle your claim: 
• We choose to pay you directly for the 

damage 
• We pay you $47,900 as follows. 

Building repairs $30,000 
Contents replacement $8,000 

- Costs for alternative 
accommodation $10,000 

- Less excess $100 
- Total $47,900 

• Claim Example 4 
Policy type: Special Valuables option 
Item sum insured: Diamond ring - $12,000 
Loss or damage: Your diamond ring is stolen. 

How we settle your claim: 

• 
• We pay the jeweller $12,000 to replace your 

diamond ring. No excess is applicable 

• 



Policy index Earth 
Settling 20 
Shrinkage 20 
Movement of 20 

Accidental Damage 19-20 Earthquake 19,39 
Not Covered 20-21 Electric Motors 

Accommodation Burning Out 20 
Alternative (Contents) 26 Electrical Breakdown 53 

Buildings Erosion 20 
Definition 33 Excess 18,39 
Extent of Cover 19-20 Explosion 19 
Not Covered 20-21,55 Faulty Workmanship 21 

.rglar Alarms Fees 
n Response to 28 Legal 32 

cancellation 59 Surveyor 22 
Carpats 34 Architect 22 
Chemical Cleaning 21,53 Fences 
Claims Landslide 19 

Making a dalm 60 Fixtures & Fittings 
Paying a Claim 39,53 Body Corporate 36 
Buildings 40-41 Tenant 36 
Contents 42-43 Landlord 36 
Valuables 53 Flood 18,20,55 

Clothing 35 Fungi 55 
Contents Goods and Services Tax 60 

Away from the Situation 38 Goods for Earning Income 34 
Definition 34-36 Insects 53 
Employees 26 Instalment Premiums 9 
Extent of Cover 34-37 Insured Person/s 17 
Guests and Visitors 26 Intentional Acts 

_ew Situation 37 Tenants 21 
at Covered 36-37,55 Jewellery 35,52 

Pairs, Sets, Collections 43 Keys 
Corrosion 20,53 Stolen 22,28 
Credit Cards 26 Lost 22,28 
Debris, Removal of 22, 28 Landslide 19,20,55 
Defects 21 Legal Costs and Expenses 32 
Deliberate Acts liabilitY 

Tenants 21 Covered 43-48 
Demolition 22 Not Covered 49-50,55 
Dispute Resolution 12-13 liquid Escaping 41 
Documents 2S Locks Replacement 22,28 
Domestic Appliances 34 Loss of Rent 
Duty of Disclosure 14-15 Building 21 
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Contents 26 Theft 
Malicious Damage After War 55 

Tenants 21 By Tenants 21 
Mechanical Breakdown 21,53 Shared Areas 21 
Mice 20,53 Tree Roots 20 
Money 36 Unoccupancy 58 
Mortgage Discharge 22 Valuables 
Mould 55 Accidental Damage 19,52-53 
Office Equipment 34 Extent of Cover 19-20,52-54 
Personal Information 9,10,11 Inside AustralIa 38,52-53 
Pets 21,31 Not Covered 20-21, 53, 55 
Plants Outside AustralIa 38,52-53 

Pots & Tubs 36 Pairs, Sets, Collections 35,. 
Outdoor 23,34 VandalIsm 

Premium Tenants 21 
Payment 9 Watercraft 36, 38, 49 
Refund of 59 Water Damage 

Rainwater 19 Renovations 20 
Rats 20,53 Faulty Designs 20 
Rust 20,53 Wind 19 
Saunas 34,42 Workers' Compensation >J 
Schedule 18 
Situation 18 
Spas 34,42 
Sporting Equipment 37,38 
Storm 19 
Strata TItle 

(Mortgagee Protection Cover) 51 
Subsidence 19,20,55 
Sum Insured 

CPI Increase 23,28 • Reinstatement 41,42 
Swimming Pools 34 

Accessories 34 
Taxation Audit 31 
Tenants 

DelIberate Acts 21 
Intentional Acts 21 
Fixtures & Fittings 36 
MalIcious Acts 21 
Theft 21 
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Updating Product Disclosure Statement 

Information in this PDS may need to be updated 
from time to time where required and permitted by 
law. You can obtain a paper copy of any updated 
information without charge by calling us on the 
contact details provided in this document. If the 
update is to correct a misleading or deceptive 
statement or an omission that is materially adverse 
from the point of view of a reasonable person 
deciding whether to acquire the Policy, we will 
provide you with a new PDS or a Supplementary PDS. 

• 

• 
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Welcome to the Steadfast 
Listed Events 
Home Insurance Policy 

About Steadfast 

Steadfast is an unlisted public company comprising 
over 260 shareholders. Each shareholder is an 
independent insurance brokerage. This policy is 
available exclusively to you through shareholders of 
Steadfast Group Limited. Steadfast Group Limited 
does not issue, guarantee or underwrite this policy. 

Important information about 
Steadfast's advice 

Any advice Steadfast gives about this policy does 
not take into account any of your particular 
objectives, financial situation or needs. For this 
reason, before you act on Steadfast's advice, 
you should consider the appropriateness of the 
advice taking into account your own objectives, 
financial situation and needs. Before you make 
any decisions about whether to acquire this policy, 
we recommend you read this PDS. 

• 

• 



Steadfast Listed Events 
Home Insurance 
Product Disclosure Statement 

This product Disclosure Statement (PDS) contains 
two sections: 
• Important Information - contains general 

information about your Listed Events Home 
Insurance Policy, and .. The Steadfast Listed Events Home Insurance 
Policy - contains the terms and conditions of 
your Listed Events Home Insurance Policy. 

To assist you to locate specific items in this PDS, 
a table of contents is provided on page 3 and an 
index is provided at the back of this booklet. 

Please read this PDS before you apply for insurance. 
If we accept your application for insurance, you 
will receive a schedule that sets out details of the 
insurance you have taken out. 
If you need more information about this PDS or 
your policy, please contact your insurance adviser. 

• 
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Important information 

The purpose of this PDS 

The PDS has been prepared to assist you in 
understanding your Listed Events Home Insurance 
policy and making an informed choice about your 
insurance needs. 
This PDS sets out important information about 
the insurance and the terms and conditions and 
limitations of the policy. 
The policy terms and conditions are set out in this 
PDS under the heading 'The Steadfast Listed Events 
Home Insurance Policy' commencing on page 17. 

Who is the insurer 

CGU Insurance Limited is the insurer providing the 
cover under 'Section 1 - Buildings and contents' and 
'Section 2 - Valuable items'. 
Our Australian Business Number is 27 004478 371. 
Our Australian Financial Services Licence Number 
is 238291. 
Insurance Australia Limited ABN 11 000 016 722 
trading as CGU Workers' Compensation is the 
insurer providing the cover under 'Section 3 -
Workers' compensation' if your situation is in 
Western Australia, Tasmania or Northern Territory. 
In this policy, the insurer is called 'we', 'us' or 'our'. 



How to contact us 

You may contact us by any of the following ways: 

• In person at any CGU Insurance office. 

• By telephone on 13 15 32. 
• By writing to us at CGU Insurance, 

GPO Box 9902 in your capital city. 

• By email on our website www.cgu.com.au 

Your cooling-off period 

We will refund all premium paid for cover 
under your policy if you request cancellation 
of the insurance policy within 30 days of its 
commencement. 

To do this, you must advise us in writing and return 
the schedule to your nearest CGU Insurance office. 
You will not receive a refund if you have made a 
claim under your policy. 

How to apply for insurance 

Complete our application form. If we accept your 
application for insurance, you will receive a schedule 
that sets out details of the insurance you have 
taken out. 

How to make a claim 

When something happens that you believe you can 
claim for, please contact your nearest CGU Insurance 
office, or call 13 15 32. Details about making a 
claim are shown in the insurance policy terms and 
conditions under 'How to make a claim'. 

Calculating your premium 

The premium payable by you for this insurance will 
be shown on your schedule. The key factors that 
influence the premium calculation are reflected in 
the questions asked, and information sought, at 
the time of your enquiry or application for home 
insurance. These include factors relating to the type 

of property being insured, where the property is 
located, the type of construction of the property 
and your previous insurance and claims history. 
Premiums are subject to Commonwealth and state 
taxes, charges and levies. These include the Goods 
and Services Tax. stamp duty and fire service levy. 
The amount of these taxes, charges and levies will 
be shown on your schedule. 

Paying your premium 

The insurance applies for the period for which you 
have paid us (or agreed to pay us) the premium . 
You may pay your premium by cash, cheque 
or credit card. If your cheque or credit card is 
dishonoured by your financial institution, you are 
not insured. 
You can also pay your premium by instalments 
direct from a financial institution account or from 
your credit card. You cannot make a claim under 
this policy if you owed us more than one month's 
premium when the event you want to claim 
for happened. 

• 

If you pay your premium by instalments and you are 
more than one month behind, we can cancel your 
policy without notice. 
If you have a total loss, we shall deduct the 
instalments for the remaining period of insurance 
from the amount we pay you. • 

How we handle your personal information 

We are committed to handling your personal 
information in accordance with the Privacy Act. 
We need to collect, use and disclose your personal 
information in order to consider your application 
and to provide the cover you have chosen. 

You can choose not to give us some or all of your 
personal information, but this may affect our ability 
to provide you with cover. 



When you provide your personal information 
to us 

You acknowledge and consent to us collecting and 
using your information to: 

• consider your insurance application and any 
subsequent application for insurance, 

• underwrite and price any policy issued by us or 
our related entities, 

• calculate and offer discounts, 

.: issue you with a policy, 
administer the policy, and 

• investigate, assess and pay any claim made by 
or against you. 

For these purposes, you acknowledge and consent 
to us collecting your personal information from, 
and disclosing it on a confidential basis to, your 
intermediary* or the third party who you have 
been dealing with in respect to this insurance policy 
and who referred you to us, other insurers, our 
related entities, insurance reference bureaus, law 
enforcement agencies, investigators and recovery 
agents, lawyers, any credit provider that has security 
over your property, assessors, repairers, suppliers 
retained by us to supply goods and services, advisers 
anellor the agent of any of these. 

• When you provide your personal information to 
us about another person 

You must be authorised to do so, and you must 
inform that person, unless informing them would 
pose a serious threat to the life or health of 
any individual: 

• who we are, 
• how we use and disclose their information, and 
• that they can gain access to that information. 

Privacy of your personal information -
for marketing purposes 

In order to enhance its relationship with you, 
your intermediary may use your personal 
information that you have provided to us to offer 
you other products and services, which may be of 
benefit to you. 

When you provide your personal information 
to us - for marketing purposes 

You acknowledge and consent to your personal 
information being used on a confidential basis by 
us or your intermediary to contact you by mail, 
phone or email to provide you information on 
offers, products and services or for planning, market 
research and product development. 
In using your personal information for these 
marketing purposes, we and your intermediary may 
use and disclose your personal information to offer 
you our or your intermediary's product and services 
directly, or to any other organisation to carry out 
the above marketing purposes on our or your 
intermediary's behalf. However: 
• CGU Insurance Ltd (CGU Insurance) and your 

intermediary will not use your information in 
this way if you have already told CGU Insurance 
or your intermediary not to . 

• You must inform CGU Insurance or your 
intermediary if you do not want your personal 
information disclosed or used for these 
marketing purposes. 

*The intermediary is a company or individual 
through which you purchased this insurance, 
or the company named on the inside front cover 
of this booklet. 



CGU Insurance Triple Guarantee 

Our guarantee assures you of quality insurance and 
service at all times. 

Fair Dealing Guarantee 

We will meet any claims covered by your policy 
fairly and promptly. 

Money Back Guarantee 

If you change your mind, we provide a cooling-off 
period which lets you cancel your policy within 
30 days with a full refund of the premium paid. 
However, your cooling-off period no longer applies 
if you make a claim within this time. 

Service Guarantee 

We will provide you with the highest standards 
of service. 

General Insurance Code of Practice 

The purpose of the Code is to raise standards 
of practice and service in the general insurance 
industry. 
The objectives of the Code are: 

• to promote better, more-informed relations 
between insurers and their customers, 

• to improve consumer confidence in the general 
insurance industry, 

• to provide better mechanisms for the resolution 
of complaints and disputes between insurers 
and their customers, and 

• to commit insurers and the professionals 
they rely upon to higher standards of 
customer service. 

Our commitment to you 

We have adopted and support the Code and are 
committed to complying with it. 
Please contact us if you would like more 
information about the Code. 

How to resolve a complaint or dispute 

1. Talk to us first 
If you have a complaint, the first thing you or your 
insurance adviser should do is speak to one of our 
staff. If your complaint relates specifically to a claim. 
speak with the claims officer managing your claim. 
If the staff member or claims officer are unable to 
resolve the matter for you, or your insurance adviser 
may speak to a manager. The manager will usually 
provide you with a response to your complaint 
within 15 days. If the timeframe is impractical for 
any reason such as the need for more information 
or further investigation, they will discuss with you 
alternative timeframes. If you are not satisfied 
with our response or we cannot agree with you on 
alternative timeframes, you can go to step 2. 
2. Seek a review 
If the matter is still not resolved the manager will 
refer you or your insurance adviser to the relevant 
dispute handling department or area who will 
conduct a review of your dispute and will usually • 
provide you with a response to your dispute within 
15 business days. If the timeframe is impractical, we 
will discuss with you alternative ti meframes. 
If you are still not satisfied with our response to 
your dispute or we cannot agree on alternative 
timeframes, you can go to step 3. 
3. Seek an external review 
You are entitled to seek an external review of our 
decision. We will provide you with information 
about options available to you, including, if 
appropriate, referring you to the external dispute 



resolution scheme administered by the Financial 
Ombudsman Service Limited (FOS). 
You will not be able to have your dispute resolved 
by the FOS if you are not eligible under the FOS's 
Terms of Reference. 
Further information about our complaint and 
dispute resolution procedures is available by 
contacting us. 

Your duty of disclosure 

.When you take out, renew, or change or vary a 
policy, or when you make a claim, you have a duty 
to answer our questions truthfully and provide us 
with any information that could affect our decision 
to insure you, or the terms of your policy. This is 
called your 'duty of disclosure'. 

What you must do when you apply to take out 
this policy 

When applying to take out insurance we will ask 
you certain questions. When answering these 
questions, you must be honest, and you have a 
duty under the Insurance Contracts Act 1984 to tell 
us anything: 
• known to you, and 
• which a reasonable person in the circumstances, 

• would include in answer to any question. 
We will use your answers to help us decide whether 
to insure you and anyone else under this policy, and 
on what terms. 

Who you are answering the questions for 

It is important that you understand you are 
answering the questions in this way on behalf 
of yourself and anyone else that you want to be 
covered by the policy. 

If you do not answer our questions in this way 

If you do not answer our questions in the way, we 
may reduce or refuse to pay a claim, or cancel the 
policy. If you answer our questions fraudulently, we 
may refuse to pay a claim and treat the policy as 
never being in place. 

Renewal, variation, reinstatement or extension 
of your policy 

When your policy is renewed, varied, reinstated 
or extended you have a duty, under the Insurance 
Contracts Act 1984, to tell us anything that you 

• know, or 
• could reasonably be expected to know is 

relevant to our decision whether to accept the 
risk of insurance and on what terms. 

Your duty does not require the disclosure of 
anything that: 
• diminishes the risk to be undertaken by us, 
• is of common knowledge, 
• we know, or in the ordinary course of business, 

ought to know, or 
• is a matter that we indicate your duty has been 

waived by us. 

If you do not comply with your duty of disclosure 

If you fail to comply with your duty of disclosure, 
we may be entitled to reduce our liability under 
the policy in respect of a claim, or we may cancel 
the policy. 
If your non-disclosure is fraudulent, we may also 
have the option of avoiding the contract from 
its beginning. 



Intermediary Remuneration 

CGU Insurance Limited pays remuneration to 
insurance intermediaries when we issue, renew 
or vary a policy the intermediary has arranged 
or referred to us. The type and amount of 
remuneration varies and may include commission 
and other payments. If you require more 
information about remuneration we may pay your 
intermediary you should ask your intermediary. 

The Steadfast Listed Events 
Home Insurance Policy 

Your policy 
Your policy is a contract of insurance between you 
and us. 
Your policy includes information on the following: 

• When you are covered. 
• Who is covered under your policy. 
• What you are covered for. 
• What your policy does not cover. 

• Excesses that may apply. 

• How we pay claims. 
If we accept your application for insurance, you 
will receive a schedule that sets out details of 
the insurance you have taken out as described in 
this policy. 
Our agreement with you is made up of your 
application, your current schedule and this policy, 
as well as any endorsements we send to you. 
Together, they make up your insurance contract 
with us. 
Read them carefully and store them together in 

• 

a safe place. • 
We recommend that you keep receipts for major 
items you purchase. 

When you are covered 

Your insurance begins when we accept your 
application. The commencement date of your 
insurance will be shown on the schedule we will 
send you. 



We will not cover your buildings and your contents 
for a period of 48 hours from the time of the 
commencement of your insurance for loss or 
damage caused by: 

• bushfire or grassfire, or 

• a named cyclone. 
We will provide cover however if: 

• This insurance commences directly after another 
insurance policy covering the same property 
expired without a break in cover. 

• You have entered into a contract of sale to 
purchase the property. 

• You have entered into a contract to lease the 
property. 

Who is covered under your policy 

The person whose name is set out in the schedule 
is insured. The following people are also insured, as 
long as they normally live with that person named 
in the schedule. 

• That person's partner. 
• Children of that person. 

• Children of that person's partner. 

• That person's parents. 

• That person's partner's parents. e ln this policy all these people are called 'you' 
or 'your'. 

Words that have a special meaning 

In this policy there are words that have a special 
meaning. These words are listed below. If the 
meaning of a word is not shown below, we tell you 
on what page the meaning is printed. 
Your buildings 

Your contents 

Excess 

Flood 

Occupied 

Schedule 

This is on pages 33 and 34 under 
'What are your buildings'. 

This is on pages 34 to 36 under 
'What are your contents'. 

This is the amount of money you 
will pay if you have a claim. We 
will reduce the amount we pay 
you for your claim by the amount 
of your excess. The amount of your 
excess is shown on your schedule 
and the earthquake excess and 
application of the excess is shown 
on pages 39 and 40. 

The covering of normally dry land 
by water escaping or released 
from the normal confines of a 
watercourse or lake, whether 
or not it is altered or modified. 
Flood also includes water 
escaping from the confines of any 
reservoir, channel, canal or dam. 

Your buildings are occupied 
if they are furnished so that 
they are comfortably habitable 
and you or someone with your 
consent has resided in the 
buildings overnight. 

This is the most current 
document we give you which sets 
out the details of your insurance 
cover. You receive a schedule 
when you first take out your 
insurance and again when the 
policy is renewed or changed. 



Situation 

Valuable items 

Your schedule may be called a 
policy, renewal or endorsement 
schedule. 

This is the place where the 
buildings and/or contents are 
located and is shown on your 
current schedule. We will show 
this place on all schedules we 
give you. 

This is on pages 34-35 under 
'Valuable items' and on page 52 
under 'What are valuable items'. 

Section 1 - Buildings and contents 

Listed Events cover 

What is covered 

Your buildings and/or your contents as set out in 
your schedule are covered if they are destroyed, 
lost or damaged. They are covered only if you own 
them, or are liable for them. 

If you only cover your buildings, the cover provided. 
under the policy for destruction, loss or damage 
does not apply to your contents. 
If you only cover your contents, the cover provided 
under the policy for destruction, loss or damage 
does not apply to your buildings. 

Your buildings and your contents are covered while 
at your situation. Cover for your contents while 
away from your situation is provided subject to the 
conditions and limitations set out in pages 37-39. 
We will cover your buildings and your contents for 
loss or damage from the events listed below. 

• Fire or explosion. 
• Smoke - excluding damage that occurs gradually 

and or out of repeated exposure to smoke 
or fire. 

• Lightning or thunderbolt. 
• Earthquake or tsunami. We will only cover loss 

or damage as a result of an earthquake if the 
loss or damage occurs within 72 hours of the 
earthquake. 

• Burglary or housebreaking or an attempt at 
either. However, we will not cover burglary or 
housebreaking by a tenant. 

• Theft. We will only cover theft of money or 
negotiable documents when force is used by 
someone to enter your buildings. We will not 

• 



cover your buildings or contents for loss or 
damage as a result of: 

• Theft from any part of your buildings which 
you share with another person who is not 
insured under this policy. 

• Theft by a tenant. 
• Vandalism or a malicious act. However, we 

will not cover loss or damage as a result of 
vandalism or a malicious act by a tenant 

• • Deliberate or intentional acts. However, we 
will not cover loss or damage as a result of a 
deliberate or intentional act by a tenant. 

• Liquid that escapes from: 
• A fixed pipe or something attached to a pipe, 

fixed gutter, fixed tank or a drain. 
• A bath, basin, sauna, spa, shower base or 

shower wall, sink, toilet or tiled floor that 
has drainage holes. 

• A washing machine or dishwasher. 

• An aquarium. 

• A waterbed. 
We will also cover the cost of finding where 
the liquid escaped from, Including the cost of 
repairing any damage that occurs while looking 

• for the cause. We will not cover the cost of 
repairing the defective item that caused the 
escape of liquid or liquid escaped from. 

• An electric motor burning out. If an electric 
motor burns out, we will repair, reinstate or 
replace it. We decide which one we will do. 
We will only do this if the electric motor is 
15 years old or less. 

• Accidental breakage. This cover applies when 
the item is fractured or chipped. Items covered 
for accidental breakage are: 

• If you have insured your buildings, any fixed 
glass in your buildings, including glass houses 

and any window tinting or shatter proofing 
material attached to the glass. We also cover 
fixed shower bases, basins, sinks, spas, baths, 
toilets, chandeliers and pendant lights. 

• If you have insured your contents, any 
mirrors, glassware, crystal, crockery or any 
glass in furniture. However, we will not 
cover glass that is part of a television, or a 
computer screen, or a computer monitor. 
Mirrors, glassware, crystal, crockery or china 
are not covered while they are being used, 
cleaned or carried by hand. 

• If you have insured your contents and you 
are living in a rented property, you are 
covered for accidental breakage of fixed 
shower bases, basins, sinks, spas, baths and 
toilets. This cover only applies when your 
rental agreement makes you responsible for 
these items. 

• Riots, civil commotions, industrial or political 
disturbances. 

• Impact by an aircraft, spacecraft or satellite, or 
anything dropped from them. 

• Impact by a falling tree or part of a tree, unless 
the damage is caused when you cut down 
or remove branches from a tree or you have 
someone do it for you. We will also pay the cost 
of removing and disposing of the fallen tree or 
parts and treatment of the stump to prevent 
regrowth. 

• Impact by a falling television or radiO antenna, 
mast or dish. 

• Impact by any animal or bird that is not kept 
at your situation, unless the damage is caused 
by any animal or bird eating, chewing, clawing 
or pecking. 

• Impact by vehicles or watercraft. 
• If you have insured your contents, we will pay 

for storage charges necessarily and reasonably 



incurred to protect them from further loss or 
damage following a claim by fire, storm or 
rainwater. 

• Storm, rainwater, hail, or wind. This includes 
storm, rainwater, hail or wind damage to gates, 
fences or walls that are entirely or partly at the 
situation. We will not cover storm, rainwater, 
hail or wind damage: 

• Where water enters your buildings because 
of a structural defect, faulty design or faulty 
workmanship when your buildings were 
constructed. 

• Where water enters your buildings 
through an opening made for any building 
renovation or repair work. 

We will not cover loss or damage by flood. 
Flood is the covering of normally dry land by 
water escaping or released from the normal 
confines of a watercourse or lake, whether or 
not it is altered or modified. Flood also Includes 
water escaping from the confines of any 
reservoir, channel, canal or dam. 

• Landslide or subsidence. This includes loss or 
damage to any gates, fences or retaining walls 
that are entirely or partly at the situation. 
However, the cover only applies if the loss or 
damage occurs within 72 hours of, and as a 
direct result of, one of the following listed 
events: 
• Storm, tsunami, rainwater, hail, snow or 

wind. 

• Earthquake. 
• Explosion. 
• Liquid escaping from a fixed pipe or 

something attached to a pipe, fixed gutter, 
fixed tank apparatus or a drain. 

Additional things we will pay for when you have 
insured your buildings 

If you have cover for your buildings, the following 
will be paid in addition to the sum insured as listed 
on your schedule. 
We will only pay these costs when they relate to loss 
or damage from a listed event: 
• If you are unable to live in your buildings after 

loss or damage has occurred, we will pay you to 
rent another property. We will pay an amount 
equal to the amount that your buildings could • 
have been rented out for each week if the loss 
or damage had not occurred. 
We will also pay the costs of alternative 
accommodation for your pets. 
We will pay these costs for up to 12 months. 
The most we will pay for these costs is 20 per 
cent of your buildings sum insured, as listed on 
your schedule. 
We will only pay these costs if your buildings are 
unable to be lived in after loss or damage has 
occurred. 
We will reduce the amount we pay you, or stop 
paying you, if: 
• you receive any payment for rent from 

another source, or 
• you do not need to rent another property. • 

• If you are unable to live in your buildings after 
loss or damage has occurred, we will pay for 
additional living expenses up to $1000. 

• We will pay your legal costs to discharge your 
mortgage if your claim is for a total loss. 

• We will pay the reasonable costs of demolishing, 
removing and disposing of any buildings debris 
when loss or damage occurs. 

• We will pay the reasonable costs of architects, 
surveyors and engineers and also pay any legal 
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fees that arise from reinstating your buildings 
when loss or damage occurs. 

• We will pay to make modifications to your 
buildings if you are injured as a result of loss or 
damage to your buildings. We will only pay for 
modifications if the injury results in permanent 
paraplegia or permanent quadriplegia and the 
modifications are required for you to continue 
to live at the situation. The most we will pay 

•• is $25,000. 

If a key to an external door lock of your 
buildings, or a key to an external window lock 
of your buildings, is stolen, or you have reason 
to believe that they have been duplicated, we 
will pay the reasonable and necessary costs of 
replacing the external lock, key or cylinder with 
a similar item. We decide which one we will do. 
The most we will pay is $1,250. 

• We will cover your trees, plants, shrubs or lawns 
for loss or damage by an insured event other 
than storm. We will pay up to $1,000 for any 
one tree, plant or shrub. We will pay to replace 
your trees, plants, shrubs or lawns, up to $5,000 
in anyone period of insurance. We will not 
pay for loss or damage caused by a weather 
related event. 

• If we agree to pay you for loss or damage 

• 
to your buildings, we will increase your sum 
insured for your buildings by the amount 
the Consumer Price Index (all groups) has 
increased since you took out your policy or last 
renewed it. 

• You are fully insured again for your buildings for 
the amount shown in your schedule following a 
claim unless your claim is for a total loss. If your 
claim is for a total loss and we pay you the sum 
insured, then the cover for your buildings will 
end, however liability cover will remain in force 
until the expiry date of the policy. 
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• We will pay the costs necessary to meet the 
requirements of any statutory authority in 
connection with rebuilding or repairing the 
buildings at the situation. We will not pay any 
costs which resulted from any notice which a 
statutory authority served on you before loss or 
damage to your buildings occurred. The most 
we will pay in anyone period of insurance 
is $25,000. 

• We will pay the cost of any damage caused to 
a television/radio antenna or mast. The most we 
will pay is $1,000. 

• We will pay to replace the Certificate of TItle to 
your situation if it is destroyed or damaged. The 
most we will pay is $2,000. 

If you have cover for your buildings and you have 
entered a contract to sell your home, we will extend 
cover under the policy to the purchaser from when 
the purchaser becomes liable for any damage to 
the home until the contract is settled or terminated, 
or until the purchaser insures the home, whichever 
happens first. 

Additional things we will pay for when you have 
insured your contents 

If you have cover for your contents, the following 
will be paid in addition to the sum insured as listed 
on your schedule. We will pay these costs when they 
relate to loss or damage from a listed event. 

• If your freezer or refrigerator breaks down, 
we will pay for the loss of any frozen or 
refrigerated food. We will also pay for loss 
of any frozen or refrigerated food caused by 
accidental damage to the freezer or refrigerator 
or by the failure of the electricity supply. 

• We will pay to reinstate, reproduce or restore 
your documents if they are damaged while 
contained at the situation or in a bank vault. 
This includes the information contained on 
the documents. 



• If any of your credit, debit or stored value cards 
are misused after they are stolen, or are used 
fraudulently on the internet, we will pay up to 
$5,000 in total to the financial institutions that 
issued them. We will only pay if you complied with 
the terms on which the credit cards were issued. 

• We will pay the reasonable costs of alternative 
accommodation. We will pay this amount for up 
to 12 months. The most we will pay for these 
costs is 20 per cent of your contents sum insured 
as listed on your schedule. We will only pay for 
these costs when, and only for the period for 
which, you are unable to live at your situation 
after loss or damage has occurred. 

We will reduce this payment, or stop paying you, if: 

• We pay you for rent following damage to 
your buildings. 

• You receive any payment for rent or 
accommodation from another source. 

• You do not need to pay for alternative 
accommodation. 

• We will pay additional living expenses up to 
$1,000, only for the period for which, you are 
unable to live at your situation after loss or 
damage has occurred. 

• If you are unable to live at your situation after 
loss or damage has occurred, we will pay the 
reasonable costs to remove and store your 
contents while your situation is being repaired. 
We will pay this for up to 12 months. We will 
also cover your contents while they are in 
storage. We will only pay for this when you are 
unable to live at your situation. 

• If guests, employees, exchange students or 
visitors to your situation bring their own 
contents with them, we will regard those 
contents as belonging to you. The most we 
will pay is $5,000 if these contents are lost or 
damaged. This cover is subject to the list of 

contents items and limits shown on pages 34 to 
37 under 'What are your contents'. We will not 
pay if these contents are already insured under 
another policy by someone other than you. 

• If money or negotiable instruments belonging 
to guests, employees, exchange students or 
visitors are lost or damaged, we will regard that 
money or negotiable instruments as belonging 
to you. The most we will pay is $1,000. We will 
not pay if the money or negotiable instruments 
are already insured under another policy by 
someone other than you. • 

• We will cover your contents for loss or damage 
while they are in a commercial storage facility in 
Australia up to the total contents sum insured, 
as listed on your schedule. 

You must tell us that your contents are in a 
commercial storage facility before they are 
put Into storage and we must have agreed to 
cover them. 

If we agree to cover your contents in a 
commercial storage facility, it will be listed on 
your schedule. 

We will not cover jewellery, money or 
negotiable instruments. 

• We will cover your contents for loss or damage 
while they are being transported by a vehicle 
to your situation, or to a commercial storage • 
facility within Australia, up to the contents sum 
insured as shown on your schedule, during your 
period of insurance. 
We will only cover your contents if there is a 
theft following violent or forcible entry, or loss 
or damage occurs as a result of fire, collision or 
overturning of the vehicle that is transporting 
your contents. 

We will not cover loss or damage: 

• to glassware, crystal, crockery mirrors or 
china, or 



• caused by denting, scratching, chipping or 
bruising. 

• If a key to an external door lock of your 
buildings, or a key to an external window lock 
of your buildings is stolen, or you have reason 
to believe that they have been duplicated, we 
will pay the reasonable and necessary costs of 
replacing the external lock, key or cylinder with 
a similar item. We decide which one we will do. 
The most we will pay is $1,250. •• We will pay the reasonable costs of removing 
any contents debris when loss or damage occurs. 

• We will pay the reasonable costs you have to 
pay a security firm to attend your situation 
in response to your monitored burglar alarm 
system. We will only pay these costs when 
there is: 

• A burglary. 
• An attempted burglary. 
We will not pay these costs when there is: 

• A false alarm. 
• No evidence of an attempted burglary. 
The most we will pay is $1,250. 

• If we agree to pay you for loss or damage 
to your contents, we will increase your sum 

• insured for your contents by the amount the 
Consumer Price Index (all groups) has increased 
since you took out your policy or last renewed 
it. This increase does not apply to any special 
contents you have insured. 

• You are fully insured again for your contents for 
the amount shown in your schedule following a 
claim unless your claim is for a total loss. If your 
claim is for a total loss and we pay you the 
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sum insured then the cover for your contents 
will end. 

Additional things we will pay for when you have 
insured your buildings and/or contents 

If you have cover for your buildings and/or contents, 
or both, the following will be paid in addition to 
the sum insured. If you have insured your buildings 
and contents, we will only pay once for an event. 

• We will pay for the fees that you must pay to 
an accountant when your personal financial 
affairs are audited by the Federal Commissioner 
of Taxation. You must advise us of any such 
audit prior to the fees being incurred. The most 
we will pay during anyone period of insurance 
is $5,000. 
We will not pay claims for: 

• Any audit that relates to a criminal 
prosecution. 

• Fees where the final assessment of your 
taxable income for the period being audited 
is 20 per cent, or more, higher than your 
original declaration. 

• Fees for work performed outside the time 
limits allowed by the Federal Commissioner 
of Taxation. 

• Any fines, penalties or adjustments of 
taxation. 

• We will pay up to $500 for the reasonable costs 
you have to pay the fire brigade or a similar 
authorised organisation to attend and protect 
your buildings or contents against an actual fire 
or other emergency. 

• If you cannot live at the situation because a 
government authority denies you access, we will 
pay any increase in your living expenses that 
is necessary and reasonable to maintain your 
normal standard of living for up to 60 days. 
We will not cover loss due to cancellation of a 
lease or agreement. 



• We will pay reasonable expenses to protect 
your buildings or contents from further damage 
following damage we have agreed to cover. 

• We will pay up to $750 for veterinary expenses 
if your pet is injured or killed as a result of a 
road accident, lightening, earthquake, burglary 
or attempted burglary. 

• We will pay legal costs and expenses you are 
liable to pay following legal proceedings 
brought by you, or against you, in Australia. 
You must advise us of any legal proceedings 
brought by you, or against you. We will only 
pay in relation to legal proceedings notified 
to us during the period of insurance shown on 
your current schedule. We will only pay the 
legal costs and expenses incurred with our prior 
written consent. The most we will pay during 
anyone period of insurance is $5,000. 

We will not pay legal costs and expenses 
relating to: 

• Spouse or partner disputes including, but 
not limited to, divorce, child maintenance, or 
custody and property disputes. 

• Claims for death, bodily injury to, or disease 
of, any person. 

• Claims where cover is available under a 
standard form of motor vehicle, houseowners 
or householders, motorcycle, caravan or boat 
insurance. 

• Any criminal charge or prosecution brought 
against you. 

• Any alleged or actual road traffic offence or 
boating offence committed by you. 

• Any matter arising out of your business or 
profession. 

• Any matter arising out of an incident where 
there is insurance required by law that 

provides for your liability, or it was available 
to you, and you did not take it out. 

• Any award of damages made against you. 
• Any penalties, fines or awards of aggravated, 

exemplary or punitive damages made 
against you. 

• If you or a member of your family normally 
living with you dies as a direct result of a 
physical injury caused by an accident within the 
buildings at the situation, we will pay $15,000 to 
the estate of the deceased person. 
The most we will pay in anyone period of 
insurance is $15,000 in total. 

What are your buildings 

• Residential buildings you live in including 
any professional offices or surgeries in those 
buildings. 

• Domestic outbuildings. 
• Fixed coverings to walls, floors and ceilings. 

• 

These do not include fixed carpets, curtains or 
internal blinds unless you are the contracting 
seller or purchaser in which case these items will 
be deemed buildings until settlement. 

• Infrastructure for services, including 
infrastructure for the supply of electricity, gas, 
water, the internet and telephone. 

• Items built in, or fixed to, or on, the buildings. 
• Blinds or awnings on the outside of the 

buildings. 

• 
• Landscaping, paved terraces, paved pathways 

and paved driveways, retaining walls, fences and 
gates entirely or partly on the site. 

• Jetties, wharfs, pontoons and moorings used for 
domestic purposes. 

• Anything permanently built, permanently 
constructed or permanently installed on your 



property for domestic purposes, including in 
ground swimming pools. 

What are not your buildings 

• Property that a tenant is liable for under the 
terms of a rental agreement. 

• Plants, shrubs, trees or grass except as provided 
for under 'Additional things we will pay for 
when you have insured your buildings'. 

What are your contents 

.. Household goods that are not used for earning 
income. 

• Goods that you use for earning your income 
while they are at your situation. You would 
normally receive a taxation deduction for these. 
We will pay up to $5,000 in total for these 
items. This does not include office and surgery 
equipment. 

• Office and surgery equipment that you use 
for earning your income while it is at your 
situation. You would normally receive a taxation 
deduction for these. 

• Carpets, curtains and internal blinds. 
• Furniture and furnishings that are not built in. 

• Portable domestic appliances that are not 
• built in. 

• Swimming pools, saunas and spas that are not 
permanently installed. 

• Accessories for any swimming pools, saunas 
or spas. 

• Clothing and personal effects. 

• Valuable items 
• Jewellery and watches. 
• Items that contain gold or silver (this does 

not include items thinly covered with gold 
or silver). 

• Collections of stamps, money or medals. 
We will pay up to 25 per cent in total of the 
contents sum insured listed on your schedule 
for valuable items. 
The most we will pay for anyone item, pair, 
set, or collection of valuable items is $5,000. 
You can increase the level of cover for valuable 
items and add items as special valuable items 
by choosing additional cover for valuable items 
under Section 2. 

• Items thinly covered with gold or silver that are 
not jewellery or watches. 

• Paintings and prints, tapestries, Persian or similar 
rugs, antiques and any other works of art. 

• Projectors and screens. 
• Equipment for developing and enlarging 

photographs. 

• Processed film, slides and prints. We will only 
pay the value of these items as unprocessed 
material, and the cost of processing them. 
However, if they were processed when you 
purchased them, we will pay the cost of 
replacement. We will not pay the costs of 
recreating any event. 

• Tapes, cassettes, cartridges and discs, including 
computer software. We will only pay the value 
of these items when blank unless they were pre-
recorded when you 'purchased them. 

• Data stored on any computer, computer disk or 
computer tape (including the cost of restoring 
the data). We will pay up to $1,000 in total 
for this. 

• Money and negotiable instruments. We will pay 
up to $1,000 in total for these. 

• Accessories and spare parts for the following: 
motor vehicles, motorcycles, caravans, trailers, 
watercraft, golf buggies, ride-on mowers, 



mobility scooters, wheelchairs, surfboards, 
sail boards, surf skis and canoes. 
We will not pay if the accessories and spare 
parts are in, or on, motor vehicles, motorcycles, 
caravans, trailers, watercraft, golf buggies, 
ride-on mowers, mobility scooters, wheelchairs, 
surfboards, sail boards, surf skis and canoes. 
We will pay up to $1,500 in total for these items. 

• Landlords' fixtures and fittings that you 
are liable for under the terms of a rental 
agreement. We will not cover these fixtures and 
fittings if the body corporate has insured them. 

• Fixtures and fittings that you have installed for 
your own use if you are a tenant, or the owner 
of a strata title unit. We will not cover these 
fixtures and fittings if the body corporate has 
insured them. 

• Watercraft no more than four metres long and 
which do not require registration under state or 
territory legislation. 

• Motorised golf buggies, mobility scooters, ride-on 
mowers, wheelchairs and motorcycles up to 125cc 
capacity and which do not require registration. 

• Surfboards, sailboards, surf skis and canoes. 
• Special contents which are listed on your 

schedule. 

What are not your contents 

• Unset precious and semi-precious stones. 
• Plants and trees growing outdoors. This does 

not include plants and trees growing in pots 
or tubs. 

• Animals, including birds and fish. 
• Pedal cycles while they are in use for 

competitive racing or pacemaking. 

• Equipment for taking photographs, including 
accessories and unprocessed film while they are 
being used to earn an income. 

~ Sporting equipment while it is being used. 

• Motorcycles requiring registration. 
• Motor vehicles, motorcycles exceeding 125cc 

capacity, motorised go-karts, caravans, trailers or 
aircraft other than model or toy aircraft. 

• Motorcycles while they are used for competitive 
racing or pacemaking. 

• Watercraft more than four metres long. 
• Watercraft less than four metres long that 

require registration under state or territory 
legislation. 

• Jet skis. 

Cover for your contents in the open air at your 
situation 

• 
We will cover your contents while they are in the 
open air at your situation. Your contents are in the 
open air when they are not in a building that is fully 
enclosed. If they are damaged by storm, rainwater, 
wind or are stolen, we will pay up to $5,000 in total. 
This limit does not apply to any swimming pools, 
saunas or spas. 

Cover for your contents away from your 
situation 

Your contents are covered while they are away 
from your situation, anywhere in Australia up to • 
180 consecutive days. Your contents are not insured 
if they: 
• Are on the way to, or from, or in commercial 

storage, unless we have agreed to cover them 
under 'Additional things we will pay for when 
you have insured your contents'. 

• Are in transit during a permanent removal, 
unless we have agreed to cover them under 
'Additional things we will pay for when you 
have insured your contents'. 
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• Have been removed permanently from your 
situation other than: 

• Sporting equipment that is stored within a 
club room. 

• Contents stored in a bank safe deposit box. 

• Students personal belongings including 
sporting equipment whilst you are away 
from home attending school, college 
or University. 

We will only cover your contents for loss or damage .s a result of storm, rainwater, wind or impact by a 
vehicle if they are: 

• in a residential building, boarding house, motel, 
hotel, club, nursing home or hospital where you 
are staying, or 

• sporting equipment stored within a clubroom. 
We will not cover your contents for loss or damage 
as a result of storm, rainwater, wind or impact by a 
vehicle if they are in a tent, vehicle, caravan, trailer, 
aircraft or watercraft. 

We will not cover your contents for theft while they 
are away from your situation, unless: 

• The contents: 

• 
• are in a residential building, boarding house, 

motel, hotel, club, nursing home or hospital 
where you are staying, or 

• are sporting equipment stored within a 
clubroom. 

We will pay up to 25 per cent in total of the 
contents sum insured shown on your schedule, 
subject to the limits set out in pages 34-36. 

• The contents are your wallet, handbag or other 
personal items and you are robbed of these 
items anywhere in Australia by virtue of violent 
physical assault and when supported by a police 
report. The most we will pay for money is $300, 
and up to $800 in total. 
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The following contents items are not covered while 
away from your situation: 

• Accessories and spare parts for the following: 
motor vehicles, motorcycles, mini-bikes, 
caravans, trailers, watercraft, golf buggies, 
mobility scooters, ride-on mowers, wheelchairs, 
surfboards, sail boards, surf skis and canoes. 

• Goods that you use for earning your income. 

• Office and surgery equipment that you use for 
earning your income. 

Moving your contents to a new situation 

If you are moving permanently to a new situation 
within Australia, we will cover your contents at the 
situation shown on your schedule and at your new 
situation. The most we will pay in total is the sum 
insured shown on your schedule. We will only cover 
your contents at your new situation for 45 days. 
This cover will commence from when you first start 
to move your contents to your new situation. We do 
not provide cover for your contents while they are 
being moved unless we have agreed to cover them 
under 'Additional things we will pay for when you 
have insured your contents'. 

You must tell us that you are permanently moving 
your contents to a new situation within 45 days 
from the day you first start to move. 

Paying claims 

Excesses that apply when you make a claim 

An 'excess' is your contribution towards the cost of 
a claim. We will tell you if you need to pay an excess 
when you make a claim. 

In most instances you can select. at the time of your 
enquiry or application for insurance, the amount of 
the excess you wish to pay should you make a claim. 
When you select a higher excess amount we will 
normally reduce the amount of the premium you 
will have to pay. 



We take into consideration a number of factors 
in setting the amount of the excess. These include 
factors relating to the type of property being 
insured, where the property is located, the type 
of construction and your previous insurance and 
claims history. 
At the time of your enquiry or application for 
insurance, the amount of the excess will be advised 
to you. 
For each claim for your buildings and your contents, 
we will reduce the amount we pay you for your 
claim by the amount of the excess. The amount of 
your excess is shown on your schedule. 
Your excess will be increased by $250 for any claim 
for loss or damage arising from an earthquake or 
tsunami. This loss or damage must occur within 
72 hours of the earthquake. 
When a claim is paid for loss or damage to your 
buildings and your contents, the excess amount will 
only be applied once. You will not be required to 
pay any excess in the event that your buildings or 
contents are a total loss. 
When a claim is paid under 'Additional things we 
will pay for when you have insured your buildings' 
only, 'Additional things we will pay for when you 
have insured your contents' only, or 'Additional 
things we will pay for when you have insured your 
buildings andlor contents' only, your excess will 
not apply. 

The most we will pay for your buildings or your 
contents 

The most we will pay for any claim for your buildings 
or your contents is the sum insured shown on your 
schedule. This does not apply to amounts payable 
under 'Additional things we will pay for when 
you have insured your buildings', or 'Additional 
things we will pay for when you have insured your 
contents', or 'Additional things we will pay for when 
you have insured your buildings andlor contents'. 
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There are some contents items that we will only 
cover up to a certain amount. See 'What are your 
contents' on pages 34 to 36 for details of these 
contents items and the amounts we will pay. 

How we pay a claim for your buildings 

When your schedule shows 'including 
replacement benefit' 

When loss or damage occurs to your buildings, 
we will pay the cost of rebuilding your buildings 
or repairing the damaged portions to the same • 
condition as when they were new. We will only 
do this when your schedule shows 'including 
replacement benefit'. 
We will also pay any additional costs required for 
your buildings to comply with government or local 
authority bylaws. We will not pay these additional 
costs if you were required to comply with these 
bylaws, and had not done so, before the loss or 
damage occurred. 
Rebuilding or repairing your buildings must 
commence within six months of the loss or damage 
occurring. If it does not commence within six 
months, we will do one of the following: 

• Reinstate or repair your buildings to the 
condition they were in just before the loss or 
damage occurred. 

• Pay you the cost of reinstating or repairing you. 
buildings to the condition they were in just 
before the loss or damage occurred. 

• Pay you the value of the land and your buildings 
just before the loss or damage occurred. 
We will reduce this payment by the value of 
your land and your buildings after the loss or 
damage occurred. 

We decide which one we will do. 



We will pay for the damaged portion of fixed 
coverings to walls, floors and ceilings only in the 
room, hall or passage where the damage occurred. 
We will try to match any material used to repair 
your buildings with the original materials. If we 
cannot, we will use the nearest equivalent available 
to the original materials. We will not pay any costs 
for replacing undamaged property. 
If the damage was caused by liquid that escaped 
from a bath, basin, sauna, spa, shower base or 
shower wall, we will pay the costs to repair your 

.uildings. We will not pay the costs to repair or 
replace the bath, basin, sauna, spa, shower base or 
shower wall. 

When your schedule does not show 'including 
replacement benefit' 

When loss or damage occurs to your buildings and 
your schedule does not show 'including replacement 
benefit', we will do one of the following: 
• Reinstate or repair your buildings to the 

condition they were in just before the loss or 
damage occurred. 

• Pay you the cost of reinstating or repairing your 
buildings to the condition they were in just 
before the loss or damage occurred. 

•
• Pay you the value of the land and your buildings 

just before the loss or damage occurred. We will 
reduce this payment by the value of your land and 
your buildings after the loss or damage occurred. 

We decide which one we will do. 
We will pay for the damaged portions of fixed 
coverings to walls, floors and ceilings only in the 
room, hall or passage where the damage occurred. 
We will try to match any material used to repair 
your buildings with the original materials. If we 
cannot, we will use the nearest equivalent available 
to the original materials. We will not pay any costs 
for replacing undamaged property. 
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If the damage was caused by liquid that escaped 
from a bath, basin, sauna, spa, shower base or 
shower wall. we will pay the costs to repair your 
buildings. We will not pay the costs to repair or 
replace the bath. basin, sauna, spa, shower base or 
shower wall. 

How we pay a claim for your contents 

When loss or damage occurs to any contents item, 
we will do one of the following: 

• Replace the item with the nearest equivalent 
new item. 

• Repair the item to the condition it was in when 
new. 

• Pay you the cost of replacement or repair. 
We decide which one we will do. 
We will pay for the cost of replacement for: 

• carpets, 
• wall, floor and ceiling coverings, and 

• internal blinds and curtains, 
only in the room, hall or passage where the loss or 
damage occurred. 
When an item is part of a pair, set, system or 
collection, we will only pay for the value of the item 
itself. The most we will pay is the value that the 
item has as a proportion of the combined pair, set, 
system or collection. We will only pay the cost of 
replacing the item even though the pair. set, system 
or collection to which it belongs is less valuable 
because it is incomplete. 



Your Liability cover 

What you are covered for 

• If your policy covers your buildings, we will 
cover you against any claim for compensation 
or expenses which you become legally liable to 
pay for: 

• the death of, or personal injury to, any person, 
• the loss of, or damage to, property, 
resulting from an occurrence during the period 
of insurance arising out of the ownership of 
your buildings or occupancy of your buildings. 
For this liability cover only, your buildings 
include land, trees, shrubs and other plant life. 

• If your policy covers your contents and you live 
in a rented building, we will cover you against 
any claim for compensation or expenses which 
you become legally liable to pay for: 

• the death of, or personal injury to, any 
person, 

• the loss of, or damage to, property, 
resulting from an occurrence during the period 
of insurance arising out of the ownership of 
your contents or occupancy of the building. 
This does not include any amount you have 
to pay because you are the owner of your 
buildings. 

• If your policy covers your contents and you 
own part of a building that is a strata titled 
residence, we will cover you against any claim 
for compensation or expenses which you 
become legally liable to pay for: 

• the death of, or personal injury to, any 
person, 

• the loss of, or damage to, property, 
resulting from an occurrence during the period 
of insurance arising out of the ownership of 

your contents or occupancy of the part of the 
building you own. 

• If your policy covers your contents, we will 
cover you against any claim for compensation 
or expenses which you become legally liable to 
pay for: 
• the death of, or personal injury to, any person, 
• the loss of, or damage to, property, 

resulting from an occurrence during the 
period of insurance anywhere in the world. 
This does not include any amount you have to • 
pay because you are the owner or occupier of 
your buildings. 

Definitions for your liability cover 

'Personal injury' means bodily injury, shock, 
mental anguish or mental injury, libel, slander or 
defamation of character, including death. 

'Personal injury' does not include the publication or 
utterance of a libel or slander: 

• made prior to the commencement of the period 
of insurance, or 

• made by or at the direction of you with 
knowledge of its falsity, or 

• relating to advertising, broadcasting or 
telecasting activities by or on behalf of you. 

'Bodily injury' means physical bodily harm including. 
sickness or disease that results from it and required 
care, loss of services and/or resultant death. 

'Damage to property' means physical injury to or 
destruction of tangible property, and resulting 
loss of its use. Tangible property includes the cost 
of recreating or replacing stocks, bonds, deeds, 
mortgages, bank deposits and similar instruments 
but does not include the value represented by 
such instruments. 
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'Occurrence' means: 

• A single incident that is not intended or 
expected. 

• A series of incidents or continuous or repeated 
exposure to substantially the same general 
conditions, which: 

• are not intended or expected, and 

• have the same cause, or 
• are attributable to the same source. 

taf.n 'occurrence' includes continuous or repeated 
Wbxposure to substantially the same general 

conditions. We regard all death, personal injury or 
loss or damage to property arising from one original 
source or cause as one occurrence. 

Umit of your liability cover 

The most we will cover for any liability claim is 
$20,000,000 for anyone occurrence. 

We do not pay more than this amount in total 
under all policies we have issued to you which cover 
the same liability. 

Additional benefits 
If your policy covers your buildings or contents, or 
both, your liability cover includes the following 

.dditional benefits: 

• Defence costs 
In addition to the limit of your liability cover, 
if we agree you are entitled to liability cover 
under this policy in respect of an occurrence, 
we will also pay legal costs incurred with our 
consent to defend the claim. 

• Expenses incurred in attending court 
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In addition to the limit of your liability cover, 
we will reimburse you for reasonable expenses 
incurred in attending court in relation to a 
liability claim covered by this policy at our 

request up to $250 per day but excluding the 
first day, and up to a total of $5,000 in anyone 
period of insurance for proven income loss. 
We will only reimburse income loss for days on 
which you are not able to conduct any income-
earning activity whatsoever. 

If you are: 
• self employed or a working director, then 

'income' means the gross daily income from 
such personal exertion after allowing for the 
costs and expenses incurred in deriving that 
income, 

• an employee, then 'income' means the 
gross daily income from personal exertion, 
excluding overtime payments, bonuses, 
commissions or allowances. 

In each case the amount of your income will 
be averaged over the 12 months immediately 
preceding our request or such shorter period 
during which you have been so engaged. You 
must provide any documentation, records, 
correspondence or other information that we 
request in support of any claim for lost income. 

If your policy covers your contents, your liability 
cover includes the following additional benefits: 

• Motor vehicle liability 
We will cover you against any claim for 
compensation or expenses which you become 
legally liable to pay resulting from an 
occurrence that occurs during your period of 
insurance for: 
• the death of, or personal injury to, any 

person, 
• the loss of or damage to property, 
arising from the ownership, custody, or use of 
any vehicle not required to be registered by law 
including: 

• Motorcycles up to 125cc capacity. 
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• Mobility scooters. 
• Golf buggies. 

• Ride-on mowers. 
• Any motorised wheelchair. 
• Any domestic trailer not attached to any 

vehicle. 
We also insure you against any claims for 
compensation or expenses you become legally 
liable to pay for: 

• The death of, or personal injury to, any 
person caused by you solely as a result of you 
being a passenger in a registered vehicle if 
the occurrence causing the death or personal 
injury occurs during your period of insurance. 

• The death of, or personal injury to, any 
person arising from the ownership, custody, 
or use of any registered vehicle if the 
occurrence causing the death or personal 
injury takes place at the situation and occurs 
during your period of insurance. 

The most we will pay for all claims arising out of 
anyone occurrence under this additional benefit 
is $20,000,000. 
In addition to the limit of your liability cover, 
if we agree you are entitled to liability cover 
under this additional benefit in respect of an 
occurrence, we will also pay legal costs incurred 
with our consent to defend the claim. 

We do not cover you: 

• If you are entitled to be wholly or partly 
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 insurance or scheme or to comply 
with a term or condition of the insurance 
or scheme, 

• If you are entitled to be wholly or partly 
protected by any other policy of insurance 
which specifically covers compulsory third 
party motor vehicle liability, 

• While any vehicle are used for competitive 
racing or pacemaking. 

• Committee members/sporting or social clubs/ 
community organisations 
We cover you for any claim made against 
you for compensation or expenses which 
you become legally liable in Australia to pay 
following an alleged or actual act or omission .• 
We will only pay for your liability in connection 
with your position as a committee member 
of a sporting or social club or community 
organisation. We will not cover you if you 
receive more than $1,000 per year for holding 
this pOSition. 
The claim must be made against you within the 
period of insurance stated in the schedule. The 
most we will pay under this additional benefit, 
including legal costs, during anyone period of 
insurance, is $10,000. 

What you are not covered for 

These exclusions apply to your liability cover and 
additional benefits. 
We will not cover any liabiiity arising from: • 
• Use of a motor vehicle, motorcycle, mini-bike, 

aircraft or watercraft, however we will cover 
liability that: 
• arises from the ownership, custody or use 

of any: 
- Model or toy aircraft. 
- Surfboard, sailboard or surf ski. 
- Watercraft no more than four metres long 

and that do not require registration under 



state or territory legislation. This does not 
include jet skis. 

• we cover under 'Additional benefits-
Motor vehicle liability'. 

• Use of a caravan or trailer when the caravan 
or trailer is attached to a motor vehicle or 
motorcycle. 

• Any agreement or contract you enter into. 

.. We will pay for your liability if you would have 
been liable without the agreement or contract. 
The use, removal of or exposure to any asbestos 
product or products containing asbestos. 

• Gaining a personal profit or advantage that 
is illegal. 

• A conflict of duty or interest. 
• Any act or omission that is dishonest, 

fraudulent, criminal. wilful or malicious. 

• Any loss that can be reimbursed by your sporting 
or social club or community organisation. 

• Any alleged or actual act or omission 
committed, or alleged to have been committed, 
prior to the commencement of the policy. 

• Any disease that is transmitted by you, or any 
member of your family who normally lives 
with you. • Any business, profession, trade or occupation 
carried on by you. This does not include being a 
committee member of a sporting or social c1ubl 
community organisations provided that you 
do not receive more than $1,000 per year for 
holding this position. 

• Alterations, repairs, renovations or additions to 
your buildings that cost more than $100,000. 

We will not cover any: 

• Penalties, fines or awards of aggravated, 
exemplary or punitive damages made 
against you. 

Iso 

• Personal injury to you, or any member of your 
family who normally lives with you, or any other 
person who normally lives with you. 

• Personal injury to any person you employ 
and that injury arises from their employment 
with you. 

• Damage to or loss of property that belongs 
to you, or any member of your family who 
normally lives with you, or any other person 
who normally lives with you. 

• Damage to or loss of property that belongs to 
any person you employ and that damage or loss 
arises from their employment with you. 

The general exclusions that apply to Section 1 and 
Section 2 on pages 55 and 56 also apply to your 
liability cover and additional benefits. 

Strata title mortgagee protection 
This section of the policy only applies when your 
schedule shows that you have requested cover for 
mortgagee protection. It applies when you own part 
of a building that has been subdivided, usually into 
strata title units, and you have a mortgage on that 
part of the building. 
We will cover the part of the building that you own 
for loss or damage on the same basis as set out in 
'Section 1 - Buildings and contents'. 
We will pay up to the amount you owe on your 
mortgage but no more than the buildings sum 
insured shown on your schedule. We will pay this 
to your mortgagee when you are required to pay 
your mortgage in full following a loss. We will only 
pay this when the body corporate has not insured 
the buildings, or it has not insured the buildings for 
damage that you can claim for under this policy. 



Section 2 - Valuable items 

This section of the policy only applies when your 
schedule shows that you have requested cover for 
valuable items. 

Contents are automatically covered whilst 
temporarily removed in accordance with 'Cover for 
your contents away from your situation' on pages 
37-39 however limits apply. If cover for higher 
amounts is required please select this cover. 

What are valuable items 

• Jewellery and watches. 
• Items that contain gold or silver (this does not 

include items thinly covered with gold or silver). 

• Collections of stamps, money or medals. 

• Special valuable and personal items which are 
listed on your schedule. 

• Clothing. 

• Pedal cycles. 
• Personal effects specifically designed to be worn 

or carried on the person. 

What are not valuable items 

• Unset precious and semi-precious stones. 
• Items thinly covered with gold or silver. 
• Motor vehicles, motorcycles, caravans, trailers, 

aircraft or accessories or spare parts of any of 
these items. 

• Watercraft more than four metres long. 
• Watercraft less than four metres long that require 

registration under state or territory legislation. 

• Personal water craft (for example, jet skis). 

• Pedal cycles while they are being used. 
• Money or negotiable documents. 
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When we will pay 

Your valuable items are covered for accidental loss 
or accidental damage, provided that the accidental 
loss or accidental damage happens within Australia 
or New Zealand. You only have cover for accidental 
loss or accidental damage that happens outside of 
Australia and New Zealand if the loss or damage 
occurs within 90 consecutive days after you leave 
Australia. 

When we will not pay 

We will not pay if the accidental loss or accidental • 
damage is caused by the following: 

• Rust, corrosion, gradual deterioration, 
depreciation, wear or tear. 

• A defect in the item. 
• Rats, mice or insects. 
• Processes of cleaning involving the use of 

chemicals other than domestic household 
chemicals. 

• Mechanical or electrical breakdown other than 
an electric motor burning out. We will pay for 
any resultant damage following mechanical or 
electrical breakdown. 

Paying claims 

How we pay a claim for a valuable item • 
When accidental loss or accidental damage occurs to 
a valuable item, we will do one of the following: 

• Replace the item with the nearest equivalent 
new item. 

• Repair the item to the condition it was in 
when new. 

• Pay you the cost of replacement or repair. 
We decide which one we will do. 
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When a valuable item is part of a pair, set, system 
or collection, we will only pay the value of the item 
itself. The most we will pay is the value that the 
item has as a proportion of the combined pair, set, 
system or collection. We will only pay the cost of 
replacing the item even though the pair, set, system 
or collection to which it belongs is less valuable 
because it is incomplete. 

We will reduce any payment for loss of, or damage 
to, an item under this section by the amount we pay 
you for the same item under your contents cover. 

_mit for valuable items 

The most we will pay for anyone item, pair, set, 
collection or system is $5,000 for valuable items. 
You can insure items, pairs, sets, collections or 
systems that are worth more than the above limits 
for their actual value as 'special valuable' items. 
To do this you must advise us and the items will be 
listed on your schedule. The most we will pay in 
total for all valuable items is the amount shown on 
your schedule. 

• 

What Section 1 and Section 2 of the policy 
do not cover 
We will not pay claims for loss, damage or liability 
arising from: 

• War or warlike activity. War does not have to 
be declared. We do not provide cover for theft 
following this. 

• Hostilities, rebellion, insurrection or revolution. 
We do not provide cover for theft following 
these events. 

• Contamination by chemical and/or biological 
agents, which results from an act of terrorism. 
Terrorism is any act which may, or may not, 
involve the use of, or threat of, force or violence 
where the purpose of the act is to further 
a political, religious, ideological aim or to 
intimidate or influence a government (whether 
lawfully constituted or not) or any section of 
the public. 

• Lawful destruction or confiscation of your 
property. 

• Anything nuclear or radioactive. 
• Damage to a heating element. We will pay for 

any resultant damage following damage to a 
heating element. 

• Mildew, atmospheric or climatic conditions . 

• Mould or fungi. 
• Damage, loss or injury that you or anyone acting 

for you deliberately caused. 
• Flood, storm surge, the action of the sea, tidal 

wave, high water, or erosion. 

• Landslide or subsidence except as detailed on 
page 24. 

• Any event that does not occur within the period 
of insurance. 

• Failure or inability of any item, equipment 
or computer software to recognise correctly, 
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to interpret correctly or to process correctly 
any date or to function correctly beyond any 
time when that item, equipment or computer 
software has not recognised, interpreted or 
processed correctly any date. We will pay for 
any resultant loss or damage that is covered by 
this policy, however we will not cover resultant 
loss or damage to any frozen food, computer 
equipment or computer software. 

Section 3 - Workers' 
compensation 

This section of the policy only applies when your 
schedule shows that you have cover for workers' 
compensation. If you have employees, in some 
circumstances workers' compensation cover is 
compulsory. 
If you are unsure, check with your local Workers' 
Compensation Authority. 

We will pay the amount you are liable to pay if a • 
person you employ is injured while working for you. 
We will only pay if the person is doing domestic 
work for you. We will not pay if the person is 
working for you in your business, profession, trade 
or occupation. 
The amount we will pay is subject to the relevant 
workers' compensation legislation in your state 
or territory. 
Please refer to page 7 under 'Who is the insurer' . 

• 
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Policy information 

When your cover does not apply 

Your cover for your buildings, contents and valuable 
items will not apply if, for a continuous period 
of 90 days or more, no one has occupied your 
buildings, unless the loss or damage results from 
lightning, thunderbolt or earthquake. 

You can ask us to provide cover if your buildings are 
not going to be occupied for more than 90 days. 

• f we agree to provide cover, we will advise you 
in writing. 

You cannot give your rights away 

You cannot give anyone else an interest in this 
policy without our written consent. 

What you are required to do for us 

• You must pay us the premium for this insurance. 

• You must tell us as soon as possible of anything 
that changes the facts or circumstances relating 
to your insurance. 

• You must take reasonable precautions to 
prevent anything which could result in a claim 
under this policy. •• You must make sure that anyone doing anything 
on your behalf obeys all laws. 

• You must comply with the conditions of this 
policy. 

Cancelling your policy before the due date 

You can cancel this policy at any time. To do this you 
must tell us in writing. The policy will end when we 
receive your notification. 

We can cancel this policy if you do any of the 
following: 

• Make a misleading statement to us when you 
apply for your insurance. 

Iss 

• Fail to tell us anything you should tell us when 
you apply for this policy, renew this policy and 
when you change or reinstate this policy. 

• Fail to comply with the conditions of this policy. 

• Fail to pay the premium for this insurance. 
• Are not fair and open in your dealings with us. 
• Make a claim during the period of this policy 

that is not true. The claim does not have to be 
under this policy and can be with us or another 
insurance company . 

We may cancel this policy if you fail to notify us of 
a change in the circumstances of the risk during the 
period of insurance. 
If we cancel this policy, we will advise you in 
writing. To do this, a notice will be delivered or 
posted to you. 

Return of premium if your policy is cancelled 
before the due date 

If your policy is cancelled before the due date: 

• We will keep the premium for the period that 
the policy was in force. 

• We will return to you the premium for the 
period from the date the policy ended to the 
due date of the policy. 

How the Goods and Services Tax affects 
your claim 

Where we make a payment under this policy for 
the acquisition of goods, services or other supply, 
we will reduce the amount of the payment by the 
amount of any input tax credit that you are, or will 
be, or would have been entitled to under A New 
Tax System (Goods and Services Tax) Act 1999 in 
relation to that acquisition, whether or not that 
acquisition is actually made. 

Where we make a payment under this policy as 
compensation instead of payment for the acquisition 
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of goods, services or other supply, we will reduce 
the amount of the payment by the amount of any 
input tax credit that you would have been entitled to 
under A New Tax System (Goods and Services Tax) Act 
1999 had the payment been applied to acquire such 
goods, services or other supply. 

The law that applies to this policy 

Any disputes arising from this policy will be 
determined by the courts, and in accordance with 
the laws, of the state or territory of Australia where 
this policy is issued. 

How to make a claim 

Please contact your nearest CGU Insurance office when 
something happens that you believe you can claim for. 

What you must do when you make a claim 

You must make your claim as soon as possible after 
you suffer a loss. If you do not make your claim 
within 30 days, we may reduce what we pay you by 
an amount to take account of any disadvantage we 
suffer by the delay. 
You must also: 

• Take all reasonable steps to stop any further loss 
from occurring. 

• Advise the nearest police station if your 
property is lost or stolen, vandalised or 
maliciously damaged. We may ask you to give us 
a written report from the police. 

• Keep the property that has been damaged so 
we can inspect it. 

• Tell us about any prosecution or inquest that 
maybe held. 

• Send us any document relating to your claim 
within 72 hours of you receiving the document. 

What you must not do when you make a claim 

You must not do any of the following: 

• Repair or replace any damaged property 
without our consent. 

• Pay, promise to pay, or offer payment, or admit 
responsibility for a claim. 

You give us your rights to claim from anyone else 

If you have a right to claim against someone else 
for a claim you made under this policy, you give us 
your rights to make that claim. You also give us you. 
rights to conduct, defend or settle any legal action 
and to act in your name. 
You must not do anything which prevents us from 
doing this and you must give us all the information 
and cooperation that we require. 

Claim payment examples 

These Claim payment examples show you how a claim 
settlement may be calculated based on some practical 
scenarios. Any actual claim settlement amount will 
depend upon the facts of each case. For the purpose 
of the scenarios you are not registered for GST. 

• Claim Example 1 
Policy type: Building Insurance 
Buildings sum insured: $250,000 
Excess: $100 • 
Loss or damage: Storm damage to your roof. 
How we settle your claim: 
• We arrange for a builder to repair your roof 

for $4,000 
• We pay the builder $3,900 
• We ask you to pay the builder the $100 excess. 

• Claim Example 2 
Policy type: Contents Insurance 
Contents sum insured: $100,000 
Excess: $100 
Loss or damage: Theft of your television 



How we settle your claim: 

• Replacement cost of television is $2,700 
• We pay the supplier $2,600 
• We ask you to pay the supplier the $100 excess. 

• Claim Example 3 

• 
Policy type: Building and Contents Insurance 
Buildings sum insured: $300,000 
Contents sum insured: $80,000 
Excess: $100 
Loss or damage: Your buildings and contents are 
partially destroyed by fire. 
We agree that you are unable to live in your 
buildings and you require alternative 
accommodation. 

How we settle your claim: 

• We choose to pay you directly for the damage 
• We pay you $37,900 as follows. 

- Building repairs $20,000 
- Content replacement $8,000 
- Costs for alternative accommodation $10,000 
- Less excess $100 
- Total $37,900 

• Claim Example 4 

• 
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Policy type: Special Valuables option 
Item sum insured: Diamond ring - $8,000 
Loss or damage: Your diamond ring is stolen. 
How we settle your claim: 

• We pay the jeweller $8,000 to replace your 
diamond> ring. No excess is applicable > 

Policy index 

Accidental breakage 22 
Accommodation 

Alternative (Contents) 28 

Buildings 
DeflnH:lon 33-34 
Extent of cover 21-24 
Not covered 34,55-56 

Burglar alarm 
In response to 30 

Burglary 21 
cancellation 58-59 
carpets 34 
Chemical cleaning 53 
CIvil commotion 23 

Claims 
Making a claim 60--61 
Paying a claim 39-42,53 
Buildings 41-42 
Contents 43 
Valuables 53 

Clothing 34 
Contents 

Away from the sH:uatlon 37-39 
Definition 34-37 
Employee'S 28 
Extent of cover 18-22, 24-29 
Guests and visH:ors 28 
In open air 37 
New situation 39 
Not covered 36, 37, 38, 39, 55, 56 

Corrosion 53 
Credit cards 27 
Debris, removal of 25,30 
Defects 24 
Deliberate acts 22 
DemolH:lon 25 
Dispute resolution 13-14 
Documents 27 
Domestic appliances 34 
Duty of disclosure 14,15 
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Earthquake 19,21,40 Jewellery 34,52 
Electric motors Keys 

Burning out 22 Stolen 26,30 
Electrical breakdown 53 Landslide 24,55 
Excess 19,39,40 Legal costs and expenses 32 
explosion 21,24 Liability 
Faulty workmanship 24 Covered 44,45 
Fees Not covered 49-51, 55-56 

Architect 25 Lightning 21 
Legal 25 liquid escaping 22 
Surveyor 25 Listed events cover 21-24 

Fences Locks replacement 26-30 
landslide 24 Loss of rent 25. Storm damage 24 Building 

Fire 21 Malicious damage 22 
Fixtures & fittings Mechanical breakdown S3 

Landlord 36 Mice 53 
Body corporate 36 Money 35 
Tenant 36 Theft 21-22 

Flood 19,24,55 Mortgage discharge 25 
Frozen foods 27 Mould 55 
Fungi 55 Office equipment 34,39 
Glass Personal information !H1 

Accidental breakage 22 Pets 25,32 
Fixed 22 Plants 
Furniture 23 Pots & tubs 36 
Mirrors 23 Outdoor 26. 34, 36 
Being carried, used 23 Premium 
Being deaned 23 Payment 9 

Goods and Services Tax 59-60 Refund of 59 
Goods for earning Income 34,39 Rainwater 24. 
Housebreaking 21 Rats 53 
Impact Riots 23 

Aircraft 23 Rust 53 
Animal 23 Saunas 22, 34, 42, 43 
Antenna 23 Schedule 19 
Bird 23 Situation 20 
Failing tree 23 Spas 22, 34, 42, 43 
Vehldes 23 Sporting equipment 37,3B 
Watercraft 23 Storm 24 

Insects 53 Strata title mortgagee protection 51 
Instalment premiums 9 Subsidence 55 
Insured personls 18 Sum insured 
Intentional acts 22 (PI increase 26,30 
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Reinstatement 41,42 Notes 
Swlmmlng pools 34 

Accessories 34 
Taxation audit 31 
Tenants 

Deliberate acts 22 
Intentional acts 22 
Fixtures & fittings 36 
Malicious acts 22 
Theft 21,22 
Vandalism 22 

Theft • After war 55 
By tenants 21,22 
Money 21 
Open air 37 
Shared areas 22 

Unoccupancy 58 
Valuables 

Accidental damage 52-53 
Extent of cover 34, 35, 52-53 
Inside Australia 37,52-53 
Not covered 37, 38, 53, 55--56 
Outside Australia 52-53 
Pairs, sets, collections 35,53 

Vandalism 22 
Watercraft 23,36,37,49,50,52 
Water damage 

Faulty designs 24 
Renovations 24 

~nd 24 
Workers' compensation 57 
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Home Insurance -
distributed by CGU Authorised 
Representatives 

This home insurance allows you to choose 
from two types of insurance cover: Listed 
Events or Accidental Damage. 
• Listed Events provides cover for loss or 

damage to your buildings or contents as 
a result of the incidents listed on pages 
12 to 17 . 

• Accidental Damage provides even 
greater cover than Listed Events. It also 
covers accidental loss or damage, plus 
a range of incidents listed on pages 
18 to 20 under specific conditions. 

The type of insurance cover you have chosen 
will be listed on your current schedule. 
This home insurance also provides a range 
of additional covers and cover for your 
legal liability. 
You can choose to take out a buildings 
policy, a contents policy, or a combined 
buildings and contents policy. 
You can also add options to your policy 
for domestic workers' compensation, 
strata title mortgagee protection, or 
to extend your valuables cover. 
Your buildings or contents will be covered 
up to the sum insured, as listed on your 
current schedule. 

To find out what this policy 
covers, see next page ~ 

For exclusions to this 
cover, see page 39 ~ 

• 

• 
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Listed Events 

Buildings we will cover 6 

What we will pay for buildings 6 
Contents we will cover 6-8 

What we will pay for contents 8-10 

Where your contents are covered 10-12 
Listed Events cover 12-17 
Additional cover included under 
Listed Events 21-32 

Liability cover included in this insurance 33-35 

Optional cover you can add to your policy 35 

Domestic Workers' Compensation 35-36 • Other Valuables 36-37 

Special Valuables 37-38 

Strata Title Mortgagee Protection 38 

Accidental Damage 

Buildings we will cover 6 

What we will pay for buildings 6 

Contents we will cover 6-8 

What we will pay for contents 8-10 

Where your contents are covered 10-12 

Accidental Damage cover 18-20 • 
Incident cover provided under 
specific conditions 18-20 

Additional cover included under 
Accidental Damage 21-32 

Liability cover included in this insurance 33-35 

Optional cover you can add to your policy 35 

Domestic Workers' Compensation 35-36 

Other Valuables 36-37 

Special Valuables 37-38 

Strata Title Mortgagee Protection 38 
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Buildings we will cover 
We will cover residential buildings, their 
fixtures and fittings and any structural 
improvements at your home. 

Your buildings include 
• residential buildings that you live in, including any 

professional offices or surgeries in those buildings 
• domestic outbuildings 
• fixed coverings to walls, floors and ceilings 

- these do NOT include fixed carpets, curtains or 
internal blinds 

• infrastructure for services, including infrastructure for the 
supply of electricity, gas, water, internet and telephone 

• items built in, fixed to, or on the buildings 
• blinds or awnings on the outside of the buildings 
• anything permanently built, constructed or installed 

on your property for domestic purposes. 

Your buildings do NOT include 
• buildings that a tenant is liable for under the terms 

of a rental agreement 
• plants, shrubs, trees or grass, unless. 

- we are covering these under 'Trees, plants and 
shrubs replacement'. 

For Trees, plants and shrubs 
replacement, see page 32 ~ 

What we will pay 
for buildings 
We will cover your buildings up to the 
sum insured, as listed on your schedule. 

Contents we will cover 
We will cover household goods or 
personal effects not fixed or fitted to 
buildings that you own or are legally 
responsible for. 



Your contents include 
• accessories and spare parts for motor vehicles, 

motorcycles, mini-bikes, caravans, trailers and 
watercraft, that are not in, or on them 

• items thinly covered with gold or silver that are not 
jewellery or watches 

• carpets, curtains or internal blinds 
• film, slides and prints, however 

- we will only pay the value of these items as unprocessed 
material, and the cost of processing them 

- if you purchased them already processed we will only 
pay their replacement value 

- we will not pay the costs of recreating any event 
• tapes, cassettes, cartridges and discs, however 

- we will only pay the value of these items when 
blank unless they were pre-recorded when you 
purchased them 

• computer software 
• media purchased online, e.g. music, software, and videos 
• landlords' fixtures and fittings that you are liable for 

under the terms of a rental agreement, unless 
- the body corporate or similar body has insured them 

• fixtures and fittings that you have installed for your own use 
if you are a tenant, or the owner of a strata title unit, unless 
- the body corporate or similar body has insured them 

• goods you use to earn an income at your home, however 
- goods do NOT include office and surgery equipment 

• office and surgery equipment that you use to earn an 
income at your home 

• unregistered motorised golf buggies, ride-on mowers 
and wheelchairs 

• unregistered motorcycles or mini-bikes up to 250 cc that 
do not require registration by law, unless 
- they are being used for racing or pacemaking 

• money and negotiable documents 
• watercraft less than four metres long that is 

not powered by a motor, or is powered by a 
motor less than 10 hp 

• sporting equipment 
• valuable items as listed below 

- jewellery and watches 
- items that contain gold or silver (this does not include 

items thinly covered with gold or silver) 
- collections of stamps, money or medals 

Continued next page .. 
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continued ... Contents we will cover 

- battery-powered items as listed below 
- audio visual equipment 
- camera equipment, including accessories 

and unprocessed film, unless 
they are being used underwater, or to earn 
your income 

- electronic diaries 
- GPS 
- mobile or portable phones 
- portable computers 

You can increase the level of cover for valuable items by 
choosing the Other Valuables or Special Valuables option. 

Your contents do NOT include 

For a description of the Other 
Valuables and Special Valuables 
options, see pages 36-38 ~ 

• unset precious/semi-precious stones 
• plants and trees growing outdoors, unless 

- they are growing in pots or tubs 
• animals, including birds and fish 
• pedal cycles while they are used for racing or pacemaking 
• motor vehicles, caravans, trailers or aircraft other than 

model or toy aircraft 
• registered motorcycles or mini-bikes 
• unregistered motorcycles or mini-bikes over 250CC 

• watercraft more than four metres long 
• watercraft less than four metres long that is powered by 

a motor of more than 10 hp 
• jet skis. 
• sporting equipment whilst in use. 

What we will pay 
for contents 
There are set maximum amounts that 
we will pay when you make a claim. These 
amounts are listed on the following table and 
are included in your contents sum insured. 

Continued next page ~ 



CONTENTS 

any content item, pair, set, collection 
or system of contents items 

office and surgery equipment 
- includes all battery-powered items 
under Valuable items 

goods you use for earning your 
income in your buildings 

money and negotiable documents 

under Listed Events 

under Accidental Damage 

watercraft less than 4 metres 
long that is not powered by 
a motor, or is powered by a 
motor less than 10 HP 

accessories and spare parts for 
motor vehicles, motorcycles, 
mini-bikes, caravans, trailers 
and watercraft 

VALUABLE ITEMS INCLUDED 
IN CONTENTS 

under Listed Events 

under Accidental Damage 

anyone item, pair, set, collection 
or system of valuables 

THE MOST WE WILL PAY 

up to the contents sum 
insured as listed on 
your schedule (inclusive 
of GST) in total 

$20,000 (inclusive of GST) 
per item, pair, set, 
collection or system 

$10,000 (inclusive of GST) 
in total 

$7.500 (inclusive of GST) 
in total 

$1,000 (inclusive of GST) 
in total 

$1.500 (inclusive of GST) 
in total 

$5,000 (inclusive of GST) 
in total 

$2,000 (inclusive of GST) 
in total 

up to 20 per cent of the 
contents sum insured as 
listed on your schedule, 
or up to $5,000 (inclusive 
of GST), whichever is 
higher - this amount is 
included in your 
contents sum insured 

up to 20 per cent of the 
contents sum insured as 
listed on your schedule, 
or up to $7.500 (inclusive 
of GST), whichever is 
higher - this amount is 
included in your 
contents sum insured 
$5,000 (inclusive of GST) 
per item, pair, set, 
collection or system 
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continued ... What we will pay for contents 

Nominating the amount we will pay for contents 
When you take out a contents policy, you must nominate the 
replacement value of your contents at today's prices. This is 
called your 'sum insured' and is listed on your schedule. 

Increasing the amount we will pay for contents 
excluding valuable items 
You can increase the maximum amount we will pay for any 
content item, pair, set, collection or system by nominating 
an amount that is higher than $20,000. Your contents will 
be listed on your schedule as 'special contents'. 

Increasing the amount we will pay for valuables 
You can increase the total amount we will pay for your 
valuables by adding the Other Valuables option to your 
policy. This amount is in addition to your contents sum 
insured. 
You can increase the maximum amount we will pay for an 
individual valuable item by adding the Special Valuables 
option to your policy. This amount is in addition to your 
contents sum insured. 

For a description of the Other 
Valuables and Special Valuables 
options, see page 36-38 .. 

Where your contents 
are covered 
Your contents are covered at your home . 
Your contents are also covered away from 
your home, anywhere in Australia. 

Contents 
- at your 
home 
- at your 
home in 
the open 
air 

I We will cover your contents at your I home for loss or damage as a result of 

I an incident we have agreed to cover. 
~ Under Listed Events, if your contents are 
: at your home in the open air (not in a ! building that is fully enclosed) and they 
II suffer loss or damage as a result of 
, • storm, rainwater or wind, or 
~ 

I • theft or attempted theft 
! the most we will pay is up to $5,000 

(inclusive of GST) in total. This limit does 
not apply to swimming pools, saunas or 

I spas, or their accessories. 



Contents 
- away 
from your 
home 

I We will cover your contents away from 
I your home, for loss or damage as a I result of an incident we have agreed I to cover. Under Listed Events, we will 
I cover your contents anywhere in 

I Australia. Under Accidenta[ Damage, 
" we will cover your contents anywhere 

in Australia and New Zealand, and in 
the world for up to 100 consecutive 
days from the time you leave Australia. 
We will NOT cover 
• accessories and spare parts for motor 

vehicles, motorcycles, mini-bikes, 
caravans, trailers and watercraft 

" • goods you use for earning an income 

I~ . office and surgery equipment you use 
for earning your income 

II while they are away from your home . 
. We will NOT cover your contents if they I . have been away from your home for 
! more than 100 consecutive days, 

I unless 
- the contents are sporting 

I equipment stored within a club 

I 
I 

room, or 
- you are away from home attending, 

school, college or university, 
provided you are in Australia 

• have been removed permanently from 
your home by you, unless 
- we have agreed to cover them 

• are on the way to, or from, or are in a 
commercial storage facility, or in transit 
during a permanent removal, unless 
- we have agreed to cover them under 

'Contents in transit' or 'Contents in 
. a commercial storage facility'. 
I Under Listed Events, we will ONLY cover 

your contents for loss or damage as a 
result of storm, rainwater, wind or 
impact by a vehicle if they are 
• in a residential building, boarding house, 

motel, hotel, club, nursing home, or 
hospital where you are staying, or 

• sporting equipment stored within 
a club room. 

Continued next page ~ 
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continued ... Where your contents are covered 

continued ... 
Contents -
away from 
your home 

Under Listed Events we will NOT cover 
• your contents for theft while they are 

away from your home, unless 
- they are sporting equipment locked in 

a clubroom 
• your contents for loss or damage as a 

result of storm, rainwater, wind, or 
impact by a vehicle if they are in a 
tent, vehicle, caravan, trailer, aircraft, 
or watercraft. 

Listed Events cover 
If you have chosen Listed Events Home 
Insurance, we will cover your buildings or 
contents for loss or damage as a result of 
the incidents listed on pages 12 to 17. 

If you make a claim, you will need to pay any excess that 
apply - you will only need to pay this amount once. 
Any cover we provide is subject to exclusions. 

Accidental 
breakage 
BUILDINGS 

CONTENTS 

For exclusions to this cover, 
seepage39 .. 

Under Listed Events, we will cover 
your buildings or contents for loss or 
damage when an item is chipped or 
fractured through its entire thickness. 
If you have insured your buildings, we 
will cover any 
• fixed glass in your buildings, including 

- any window tinting or shatter proofing 
material attached to the glass 

• fixed shower bases, basins, sinks, 
spas, baths and toilets. 

Continued next page .. 



continued ... 
Accidental 
breakage 

Burglary or 
break-in 
BUILDINGS 

CONTENTS 

Burning 
out of an 
electric 
motor 
BUILDINGS 

CONTENTS 

I If you have insured your contents, we I will cover any 
'I • mirrors, glassware, crystal, crockery, 

unless 
- they are damaged while being used, 

cleaned or carried by hand 
• glass in furniture, however 

- we will not cover glass that is part 
of a television, or a computer screen 
or monitor. 

If you have insured your contents and 
live in a rental building, we will cover 
accidental breakage of fixed shower 
bases, basins, sinks, spas, baths and 
toilets, however 
• this only applies when your rental 

agreement makes you responsible 
for these items. 

I Under Listed Events, we will cover 
your buildings or contents for loss 
or damage as a result of a burglary 
or break-in, or an attempted burglary 
or break-in. 
We will NOT cover loss or damage as 
a result of a burglary or break-in by 
a tenant. 
The burglary or break-in, or attempted 
burglary or break-in, must be reported 

. to the Police. 

I Under Listed Events, we will cover ! the cost to repair or replace your 

I electric motor if it burns out or fuses. 
We will ONLY do this if your electric 

i motor is 15 years old or less. 
I , ::!:: 
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continued ... incidents covered under Listed Events 

Deliberate 
or 
intentional 
acts 
BUILDINGS 

CONTENTS 

Earthquake 
or tsunami 
BUILDINGS 

CONTENTS 

Fire or 
explosion 
BUILDINGS 

CONTENTS 

I Under Listed Events, we will cover 
! your buildings or contents for loss I or damage as a result of a deliberate 
I and intentional act. 

We will NOT cover loss or damage as 
result of a deliberate or intentional act 
by a tenant. 

I Under Listed Events, we will cover 
I your buildings or contents for loss or 

damage as a result of an earthquake 
or tsunami. 

I You must pay an additional excess 
! of $250. I We will only cover loss or damage as 

a result of an earthquake if the loss or 
damage occurs within 72 hours of the 
earthquake. 

Under Listed Events, we will cover 
your buildings or contents for loss 
or damage as a result of a fire or 
an explosion. 
We will NOT cover loss or damage 

i caused by a bushfire or grassfire within I 48 hours of the start date of your 
I policy, unless 
I • you took out your insurance with us 

immediately after another insurance 
policy covering the same buildings 
or contents expired, without a break 
in cover 

• you took out your insurance with us 
immediately after the risk passed to 
you as purchaser of your buildings 

• you took out your insurance with us 
immediately after you signed a lease 
contract for your buildings. 



Impact 
damage 
BUILDINGS 

CONTENTS 

Landslide 
or 
subsidence 
BUILDINGS 

CONTENTS 

I Under Listed Events, we will cover I your buildings or contents for loss or 
'I damage as a result of an impact. 

We will ONLY cover loss or damage I caused by the impact of 
i • an aircraft, spacecraft or satellite, or I -anything dropped from them 

• a falling television or radio antenna 
mast or dish 

• vehicles or watercraft 
• an animal or bird that is not kept 

at your home, unless 
- the loss or damage is caused by 

any animal or bird eating, chewing, 
clawing or pecking 

• a falling tree or part of a tree, unless 
- the damage is caused when you, 

or someone else acting on your 
behalf, cuts down or removes 
branches from a tree. 

We also pay the cost of removing and 
disposing of the fallen tree or parts. 

Under Listed Events, we will cover 
your buildings or contents for loss 
or damage as a result of a landslide 
or subsidence. 
We will ONLY do this if the loss or 

I damage occurs within 72 hours of 
, • an earthquake or explosion 

• a storm, including rainwater or wind, or 
• liquid escaping from a fixed pipe, or 

an object attached to a pipe, fixed 
gutter, fixed tank or a drain. 

Lightning I Under Listed Events, we will cover 
or your buildings or contents for loss 
thunderbolt I or damage as a result of a lightning 

or thunderbolt. 
BUILDINGS 

CONTENTS 
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continued ... incidents covered under Listed Events 

Riots 
or civil 
commotion 
BUILDINGS 

CONTENTS 

Storm, 
rainwater 
or wind 
BUILDINGS 

CONTENTS 

Under Listed Events, we will cover 
your buildings or contents for loss 

I or damage as a result of riots, civil 
, commotion, or industrial or political 

disturbances. 

Under Listed Events, we will cover 
your buildings or contents for loss or 
damage as a result of storm, 
rainwater or wind. 
We will NOT cover loss or damage caused 
by a named cyclone within 48 hours of 

, the start date of your policy, unless 
! . you took out your insurance with us 

immediately after another insurance 
policy covering the same buildings or 
contents expired, without a break in 
cover 

• you took out your insurance with us 
immediately after the risk passed to 
you as purchaser of your buildings 

• you took out your insurance with us 
immediately after you signed a lease 
contract for your buildings. 

We will NOT cover 
• swimming pool covers, including 

solar covers 
• plastic liners for swimming pools 
• water entering your buildings 

- through an opening made for any 
building, renovation or repair work 

- because of a structural defect, faulty 
design or faulty workmanship when 
your buildings were constructed 

• free-standing fences made of 
corrugated fibrous material that do 
not have a supporting frame, unless 
- they have been installed and 

constructed according to the 
manufacturer's specifications 

• free-standing gates, fences or walls 
that are made of timber and are more 
than 20 years old. 



Theft or ! Under Listed Events, we will cover 
attempted I your buildings or contents for loss 
theft I or damage as a result of theft or 

BUILDINGS 
I attempted theft. 

CONTENTS We will ONLY cover theft of money or I negotiable documents when force is 
used by someone to enter your 
buildings. 
We will NOT cover your buildings or 
contents for loss or damage as a result of 
• theft from any part of the buildings 

which you share with another person 
who is not insured under this policy 

• theft by a tenant. I The theft or attempted theft must 
. be reported to the Police. • Vandalism Under Listed Events, we will cover 

ora your buildings or contents for loss 
malicious or damage as a result of vandalism 

act or a malicious act. 
We will NOT cover loss or damage as 

BUILDINGS a result of vandalism or a malicious act 
CONTENTS ! by a tenant. 

Water Under Listed Events, we will cover 
or liquid your buildings or contents for loss or 
damage damage caused by water or liquid. 

If we pay a claim for loss or damage 
BUILDINGS caused by water or liquid, we will 
CONTENTS also cover the cost of finding where • . the water or liquid escaped from, 

including the cost of repairing any 
damage that occurs while looking for 
the cause. 
We will ONLY cover loss or damage 
caused by water or liquid escaping from 
• a fixed pipe or an object attached to a 

pipe, fixed gutter, fixed tank or a drain ~ 
J: 

• a bath, basin, sauna, spa, shower > ... 
base or shower wall, sink, toilet or ... 

J: 

tiled floor that has drainage holes '" " • a washing machine or dishwasher 0 ,... 
• an aquarium " 0( 

• a waterbed. " 0 
< 

We will NOT cover the cost of repairing '" 'iO 

'" the item that caused the escape of 
water or liquid. 17 
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Accidental Damage cover 
If you have chosen Accidental Damage Home 
Insurance, we will cover your buildings or 
contents for accidental loss or damage. 
There are also a number of incidents we will cover under 
specific conditions. These are listed on pages 18 to 20. 

If you make a claim, you must pay any excess that applies 
- you will only need to pay this amount once. 
Any cover we provide is subject to exclusions. 

For exclusions to this cover, 
seepage39 ~ 

Incident cover provided 
under specific conditions 
Burning out I Under Accidental Damage, we will 
of an electric cover the cost to repair or replace your 
motor electric motor if it bums out or fuses. 

BUILDINGS 

CONTENTS 

Fire or 
explosion 
BUILDINGS 

CONTENTS 

I We will ONLY do this if your electric 
I motor is 15 years old or less. 

Under Accidental Damage, we will 
, cover your buildings or contents for 
! loss or damage as a result of a fire or 

an explosion. 
. We will NOT cover loss or damage I caused by a bushfire or grassfire within 

48 hours of the start date of your 
policy, unless 
• you took out your insurance with us 

immediately after another insurance 
policy covering the same buildings or 
contents expired, without a break in cover 

• you took out your insurance with us 
immediately after the risk passed to 
you as purchaser of your buildings 

• you took out your insurance with us 
immediately after you signed a lease 
contract for your buildings. 



Landslide 
or 
subsidence 
BUILDINGS 

CONTENTS 

Storm, 
rainwater 
or wind 
BUILDINGS 

CONTENTS 

Under Accidental Damage, we will 
cover your buildings or contents for 
loss or damage as a result of a 
landslide or subsidence. 
We will ONLY do this if the loss or 
damage occurs within 72 hours of 
• an earthquake or explosion 
• a storm, including rainwater or wind, or 
• liquid escaping from a fixed pipe, or 

an object attached to a pipe, fixed 
gutter, fixed tank or a drain. 

Under Accidental Damage, we will 
cover your buildings or contents for 
loss or damage as a result of storm, 
rainwater or wind. 
We will NOT cover loss or damage caused 
by a named cyclone within 48 hours of 

I the start date of your policy, unless 
I • you took out your insurance with us 

immediately after another insurance 
policy covering the same buildings or 
contents expired, without a break in cover 

• you took out your insurance with us 
immediately after the risk passed to 
you as purchaser of your buildings 

• you took out your insurance with us 
immediately after you signed a lease 
contract for your buildings. 

We will NOT cover 
• swimming pool covers, including 

so la r covers 
• plastic liners for swimming pools 
• water entering your buildings 

- through an opening made for any 
building, renovation or repair work 

- because of a structural defect, faulty 
design or faulty workmanship when 
your buildings were constructed 

• free-standing fences made of 
corrugated fibrous material that do 
not have a supporting frame, unless 
- they have been installed and 

constructed according to the 
manufacturer's specifications 

• free-standing gates, fences or walls 
that are made of timber and are more 
than 20 years old. 
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continued ... incidents covered under Accidental Damage 
with specific conditions 

Theft or 
attempted 
theft 
BUILDINGS 

CONTENTS 

Water 
or liquid 
damage 
BUILDINGS 

CONTENTS 

, 
! Under Accidental Damage, we will 
I cover your buildings or contents for 
I loss or damage as a result of theft or 

attempted theft. 
, We will NOT cover your buildings or 

Ii contents for loss or damage as a result of 
• theft from any part of the buildings 

which you share with another person 
who is not insured under this policy 

• theft by a tenant. 
i The theft or attempted theft must 
I be reported to the Police . 

Under Accidental Damage, we will 
cover your buildings or contents for 
loss or damage caused by water or 

I liquid. If we pay a claim for loss or 
! damage caused by water or liquid, we 
I 

will also cover the cost of finding 
where the water or liquid escaped 

! from, including the cost of repairing 

" 

any damage that occurs while looking 
, for the cause. 

We will NOT cover your buildings or 
contents for loss or damage caused by 
• flood 
• landslide or subsidence, unless 

- we agree to cover the incident 
as described under 'Landslide 
or subsidence' on page 19 

• water entering your buildings 
- through an opening made for any 

building, renovation or repair work 
- because of a structural defect, faulty 

design or faulty workmanship when 
your buildings were constructed. 

We will NOT cover the cost of repairing 
II' the item that caused the escape of 
, water or liquid. 



Additional cover included 
under Listed Events and 
Accidental Damage 
Accidental Damage Home Insurance and 
Listed Events Home Insurance include a 
range of covers we refer to as 'additional 
cover'. These covers are listed on the 
following pages. The additional cover we 
provide depends on whether you have a 
buildings policy, contents policy or a 
combined buildings and contents policy. 
The amount we will pay for these covers is in addition to 
the sum insured, as listed on your schedule. 
If you make a claim for an additional cover, you will not 
need to pay an excess. 
Any cover we provide is subject to exclusions. 

Accounting 
fees for a 
tax audit 
CONTENTS 

For exclusions to this cover, 
seepage39 ~ 

I If your personal financial affairs ! are audited by the Federal Commission-
er of Taxation, we will cover any 
accountant's fees that you must pay 
as a result, up to $5,000 (inclusive of 

i GST) during your period of insurance. 
! You must advise us of any such audit. I We will NOT cover claims for 
I • any audit that relates to a criminal 
i prosecution 

• fees where the final assessment of 
your taxable income for the period 
being audited is 20 per cent higher 
than your original declaration 

• fees for work performed outside the 
time limits allowed by the Federal 
Commissioner of Taxation 

• any fines, penalties or adjustments 
of taxation. 

n 
< 
n o 
< 
'" '" '" 

21 

• 

• 



• 

• 
'" '" w 
> o 
u ,.. 
u .... 
o 
'" '" x ... 
!;( 
x :: 

22 

continued ... Additional cover included in this insurance 

Alternative 
accommo-
dation 
BUILDINGS 

CONTENTS 

If your buildings or contents suffer 
loss or damage and you are unable to 
live in your home as a result, we will 
cover the costs of alternative 
accommodation for up to 12 months. 

The loss or damage must occur as a 
result of an incident we have agreed 
to cover. 

If you have buildings insurance, we will 
• pay an amount that is equal to the 

weekly rental value of your buildings 
before the incident occurred 

• pay the reasonable costs of alternative 
accommodation for your pets 

up to 20 per cent of the buildings sum 
insured, as listed on your schedule. 
We wil[ NOT cover this, or we wil[ 
reduce the amount we pay, if 
• you receive any payment for rent 

from another source 
• you do not need to pay for alternative 

accommodation. 
If you have contents insurance, we wil[ 

I pay the reasonable costs of alternative 
! accommodation, up to 20 per cent of 
i the contents sum insured, as listed on 
I your schedule . , 
i We will NOT cover this, or we will 
! reduce the amount we pay, if 
I . we have paid you for rent following I loss or damage to your buildings 

• you receive any payment for rent or 
accommodation from another source 

• you do not need to pay for alternative 
accommodation. 



Arson 
reward 
BUILDINGS 

Contents 

We will pay a reward up to $500 
(inclusive of GST) for information 

, which leads to an arson conviction in 
I connection with damage to your ! buildings as a result of an incident we 
I have agreed to cover. The reward will 

I be paid to the person or persons 
providing the information. 

We will cover your contents for loss 
or damage whilst they are 
in a commercial storage facility 
in Australia up to the total 

in a 
commercial: 
storage 
facility , contents sum insured, as listed ! on your schedule. 
CONTENTS 

Contents 
in transit 
CONTENTS 

I You must tell us that your contents are 
i in a commercial storage facility before 
i they are put into storage and we must 
, have agreed to cover them. 

If we agree to cover your contents in 
a commercial storage facility, it will be 
listed on your schedule. 
We will ONLY cover your contents if 
the loss or damage occurs as a result 
of an incident we have agreed to cover. 
We will NOT cover jewellery, money 
or negotiable documents. 

We will cover your contents for loss 
or damage whilst they are being 
transported by a vehicle to your 
home, or to a commercial storage 
facility within Australia, up to $15,000 
(inclusive of Gsr) during your period 
of insurance. 
We will ONLY cover your contents if 

I there is a theft following violent or 
forceable entry, or loss or damage 
occurs as a result of fire, collision or 
overturning of the vehicle that is 
transporting your contents. 
We will NOT cover loss or damage 
• to glassware, crystal, crockery, 

mirrors or china, or 
• caused by denting, scratching, 

chipping or bruising. 
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continued ... Additional cover included in this insurance 

Credit card 
and 
transaction 
card 
misuse 
CONTENTS 

If your credit cards or financial 
transaction cards are I . misused after they are stolen, or 

I • fraudulently used on the internet 
we will pay the financial institutions 
that issued them, up to $5,000 

i <inclusive of GST). 

We will ONLY cover this if you have 
complied with the terms on which the 
credit cards or financial transaction 

; cards were issued. 
I Under Accidental Damage, we will also 

pay if your credit cards or financial 
transaction cards are lost. 

Debris ! We will cover the reasonable costs to 
removal r demolish and remove any debris that 
and I results from loss or damage to your 
demolishing! buildings or contents, up to 20 per 

i cent of your buildings or contents 
BUILDINGS I sum insured. 
CONTENTS 

Document 
damage 
CONTENTS 

The debris must occur as a result of an 
incident we have agreed to cover. 

, 
I If documents kept in your home or I in a bank vault suffer loss or damage, 

! we will cover the costs to reproduce 

I or restore them, up to $1,000 
, (inclusive of GST). 

This includes the costs to reproduce 
or restore the information contained 

, on the documents. 



Employees' 
belongings 
CONTENTS 

Extra costs 
of rein-
statement 
BUILDINGS 

If your employees' belongings suffer 
loss or damage, we will cover the 

i cost to repair or replace them, up to 
I $5,000 <inclusive of GSn. 

I 

We will ONLY cover your employees' 
belongings if the loss or damage occurs 
• as a result of an incident we have 

agreed to cover 
• while your employees are working 

at your home, and 
• while your employees are doing 

domestic work for you. 
i We will NOT cover contents that are 

I already insured under another policy 
. by someone other than you. 

! We will pay the costs necessary to 
I meet the requirements of any 

statutory authority in connection 
with rebuilding or repairing the 
buildings at your home. We will not 

i pay any costs which resulted from 

I any notice which a statutory 
. authority served on you before loss I or damage to your buildings 
I occurred. The most we will pay in 
'I' anyone period of insurance is 

$25,000 (inclusive of GST). 

Fire I 
Brigade , If a fire ?ri~ade is ~alled to protect 
attendance !' your ?UlldIngs against an. emer~ency, 

we will pay up to $500 (inclUSive of 
fees I GST) for any charges imposed by law 
BUILDINGS ! 
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continued ... Additional cover included in this insurance 

Forced 
evacuation 
by Gov-
ernment 
Authority 
BUILDINGS 

Frozen 
food 
CONTENTS 

Funeral 
expenses 
CONTENTS 

If you cannot live at your home 
because a government authority 
denies you access, we will pay any 

I increase in your living expenses up to 
$5,000 (inclusive of GST) that is 
necessary and reasonable to 
maintain your normal standard of 
living for up to 30 days. 

I The denial of access must be as a I direct result of damage to neighbouring 
premises that would be classed as an 
incident that we would agree to cover 
under this policy. We will not cover 
loss due to cancellation of a lease or 

i agreement. 
, 
I Under Listed Events, we will cover 

the cost to replace the loss of any 
frozen food, up to $1000 (inclusive 

, of GST), if your freezer breaks down. ! We will ONLY do this if your freezer 
! breaks down as a result of an 
. incident we have agreed to cover. 

Under Accidental Damage, we 
. will cover the cost to replace the 
I loss of any frozen food. 

If you, or any member of your family 
dies, we will cover the funeral costs, 

, up to $10,000 <inclusive of GST). 
I 

I' The death must occur 
• as a result of an incident we have 

agreed to cover 
• within 12 months of the incident, and 
• as a result of an incident that 

occurred at your home. 



Govern-
ment 
declared 
catastro-
phe 
BUILDINGS 

llf you have Accidental Damage , 
I cover, we will pay up to an additional 

20 per cent of the buildings sum 
insured if your buildings are damaged I as a result of an event that the 

I' government declares a catastrophe 
or emergency. 

I 

We will only do this if: 
• your buildings are considered by us to 

be a total loss 
• the increased cost to rebuild or repair 

your buildings was caused solely by 
the event that the government 
declares a catastrophe or emergency 

• the cost to rebuild or repair your 
buildings is greater than your 
buildings sum insured, and 

• you rebuild or repair your buildings at 
your home. 

· We will not pay the cost necessary to 
! meet the requirements of any statutory 

I, authority in connection with rebuilding 
· or repairing your buildings at your home. 

This benefit is only payable for 
· additional building costs that have been 
: caused as a result of increased demand 

I, on building material and labour costs 
by the catastrophe or emergency. 
This benefit will not provide any 
shortfall caused in your rebuilding 
costs if you have underinsured your 
building. 
If you have Listed Events cover, this 
Additional cover does NOT apply. 

Example (does not include costs 
necessary to meet the requirements 
of any statutory authority) 
Your Building Surn Insured $200,000 
Cost to rebuild your building 
immediately prior to event $250,000 

Cost to rebuild your building 
immediately after the event $270,000 
Benefit Payable $20,000 
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continued ... Additional cover included in this insurance 

Guests' 
or visitors' 
belongings 
CONTENTS 

Legal 
costs in 
Australia 
CONTENTS 

I If contents belonging to your guests 
I or visitors suffer loss or damage, we I will cover the cost to repair or replace 

them, up to $5,000 (inclusive of GST). 

The loss or damage must occur as a 
result of an incident we have agreed 

. to cover. I We will NOT cover contents that are 
I already insured under another policy 
" I by someone other than you. 

We will cover any legal costs you 
are liable to pay following legal 

: proceedings brought by you or I against you, up to $5,000 i (inclusive of GST). 

I We will ONLY cover legal costs and 
expenses that 
• occur during your current period 

of insurance 
• you tell us about during your current 

period of insurance, and 
• we have agreed to cover. 
We will ONLY pay this once during your 
period of insurance. 
We will NOT cover legal costs and 

'It expenses relating to 
• spouse or partner disputes including, 

but not limited to, divorce, custody, 
child maintenance, or property disputes 

• claims for death, bodily injury to, 
or disease of, any person 

• claims where cover is available by a 
standard form of motor vehicle, home 
owners or householders, motorcycle, , 

I caravan or boat insurance 
Continued next page ~ 



continued ... I We will NOT cover legal costs and 
Legal costs , expenses relating to 
in Australia 

I • any criminal charge or prosecution 
brought against you 

I 
• any road traffic offence or boating 

offence committed by you 
• any matter arising out of your 

business, occupation or profession 
• any matter arising out of any 

insurance cover required by legislation 
• any award of damages against you 
• any penalties, fines or awards of 

aggravated, exemplary or punitive 
damages made against you. 

Modifi- If you are injured as a result of loss • cations or damage to your buildings, and the 

to your injuries lead to permanent paraplegia 

buildings or quadriplegia, we will cover the 
cost of modifications to your 

BUILDINGS buildings so you can live in them, 
up to $15,000 (inclusive of GST). I The injury must occur as a result of 
an incident we have agreed to cover. 

Mortgagee If you make a claim for the total loss 
discharge of your buildings, we will cover any 

costs legal costs associated with the 

BUILDINGS 
discharge of any mortgage you have 
left owing. • The total loss must occur as a result of 
an incident we have agreed to cover. 

Rebuilding If your buildings suffer loss or 
fees damage, and need to be rebuilt as 

BUILDINGS 
a result, we will cover the costs of 
employing an architect or surveyor, :;; 
and also pay any legal fees that arise :I: » 
from the rebuilding, up to 20 per cent 

.., .., 
:I: 

of your buildings sum insured. '" 
I The rebuilding must occur as a result "" 0 

r I of an incident we have agreed to cover. 
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continued ... Additional cover included in this insurance 

Replacing I Under Listed Events, if a key to an 
keys and I external door or window lock of your 
repairs I buildings is stolen, we will cover the 
to, and I reasonable costs to replace your keys 
re-codin I and repair and re-code your locks 

f I k g I and barrels, up to $1,000 (inclusive 
o oc s I of GST). 
and barrels . . 
BUILDINGS 

CONTENTS 

Sale of 
your home 
BUILDINGS 

Security 
firm to 
monitor 
your home 
CONTENTS 

Under ACCIdental Damage, If a key 
to an external door or window lock of 
your buildings is stolen or lost, we will 
cover any reasonable costs to replace 
your keys and repair and re-code your ,. 

[ locks and barrels . 
The theft or loss of the keys must 
occur as a result of an incident we 
have agreed to cover. 

i The theft must be reported to the Police. 

If you have entered into a contract to 
sell your home, we will extend your 
buildings cover to the purchaser until 
• the contract settlement date 
• the purchaser insures the home, or 

t • the purchaser becomes liable for 
! damage to the home I whichever happens first. 
i This cover will stop immediately if , 
.• the sale contract is terminated, or 

• your buildings insurance comes to 
an end. 

I If your monitored burglar alarm system 
I is set off as a result of a theft or an 
I attempted theft, we will cover the I costs of a security firm to attend your 
I home, up to $2,000 (inclusive of GST). 

i We must have agreed to cover the 
I theft or attempted theft . 
I This Additional cover will not apply 

when there is 
• a false alarm, or 

! • no evidence of an attempted burglary. 



Service 
charges 
BUILDINGS 

Storage 
costs 
CONTENTS 

Sum 
insured 
BUILDINGS 

CONTENTS 

We will pay for any additional 
electricity, gas, water, sewerage and 
similar charges you incur following 
damage to your buildings as a result 
of an incident we have agreed to 
cover. 
The most we will pay is $500 
(inclusive of GST) for anyone incident. 

! If buildings you live in suffer loss or 
I damage and you are unable to live 

in them as a result, we will cover the 
reasonable costs to remove your 
contents and store them for up to 

! 12 months. , 
i The loss or damage must occur as a 
. result of an incident we have agreed 

to cover. 
We will also cover your contents while 

I they are in storage. 

I If we agree to pay you for a loss to 
your buildings or contents, we will 
increase your sum insured for 
buildings or contents by the amount 
the Consumer Price Index (all 
groups) has increased since you 

, took out your policy. 
; However, we will NOT increase your 

sum insured for special contents. 
You will be fully insured again for your 
buildings or contents for the amounts 
shown on your schedule, unless 
• your claim is for a total loss and we 

pay you the sum insured, then your 
policy comes to an end, subject to any 
continuing liability cover and no refund 
of your premium is due. 
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Tank water 
replace-
ment 
BUILDINGS 

CONTENTS 

Trees, 
plants and 
shrubs 
replace-
ment 
BUILDINGS 

Veterinary 
expenses 
CONTENTS 

Waiver of 
excess if 
your 
property is 
a total loss 
BUILDINGS 

CONTENTS 

If you use water from your water 
tank to protect your buildings or its 
grounds against fire, we will replace 
your tank water. 
The most we will pay is $500 

i (inclusive of GST). 

We will cover the cost to replace any 
trees, plants or shrubs that are 

I stolen, burnt, maliciously damaged, 
I or damaged by a vehicle. I We will not cover loss or damage 
! to a lawn. 
! Under Listed Events, we will pay up to I $2,500 (inclusive of GST) during your 

period of insurance. 
Under Accidental Damage, we will pay 
up to $10,000 (inclusive of GST) during 

! your period of insurance. 

Ilf your pet is injured as a result 
t of a road accident, we will cover the 
I veterinary expenses, up to $1,000 
I <inclusive of GST). 

I You are not required to pay an excess 
! if we agree to pay a claim as a result 
! of damage that renders your I buildings, contents or both beyond I economic repair. 

I 



Liability cover included 
in this insurance 
We will cover your legal liability as a result 
of an incident that causes loss or damage to 
someone else's property, or death or bodily 
injury to other people, during your period 
of insurance. We will also cover claims in 
connection with your position as a committee 
member during your period of insurance. 
Any cover we provide is subject to exclusions. 

Liability 
cover 
- general 
BUILDINGS 

CONTENTS 

For exclusions to this cover, 
seepage39 ~ 

We will cover liability claims up to 
$20,000,000 (including GST) for 
any incident listed below. 

. This amount includes any legal costs 
i 
i that must be paid to defend the claim 
. and any costs awarded against you. 

If you have insured your buildings, 
including strata title or a similar 
scheme, we will cover you for the 

, amount you have to pay as owner 
or occupier of the buildings. 
If you have insured your contents and 

I live in a rental building, we will cover 
, you for the amount you have to pay as 
I' owner of your contents, or occupier of 

the building. 
If you have insured your contents and 
you own part of the building that has 
been subdivided, we will cover you for 
the amount you have to pay as owner 
of your contents, or occupier of your 
part of the building. 

Continued next page ~ 
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continued ... Liability cover included in this insurance 

continued ... 
Liability cover 
- general 

BUILDINGS 

CONTENTS 

Liability 
cover -
when your 
buildings 
are a total 
loss 
BUILDINGS 

I If you have insured your contents, 
I other valuables or special valuables, we 
! will cover you for the amount you have 
! to pay for any incident that happens 
! • anywhere in Australia 
I . anywhere in Australia in connection 
! with your position as a committee 
! member of a sporting or social club, 
! however 
! - we will NOT pay if you receive more ! than $1,000 per year for holding 
! that position 

• anywhere in the world for 90 
consecutive days, starting from 
the time you leave Australia. I We will NOT cover you for any amount 

I you have to pay as owner or occupier 
of your buildings. 

i If you have insured your contents, we 
will cover you for any amounts you 
have to pay for any incident that 

I happens anywhere in Australia arising 
out of the use of 

I • a watercraft that is less than 4 metres 
I long and is not powered by a motor, or I is powered by a motor less than 10 hp, 
j unless 
I -the watercraft is a jet ski 
i . unregistered motorcycles or mini-bikes I up to 250cc, which do not require 
\ registration by law, unless 

I', -they are being used for racing or 
pacemaking. 

If your buildings are a total loss, we 
will continue liability cover for any 
amount you have to pay as owner or 
occupier of the buildings for up to six 
months from the date your buildings 
were destroyed. 
This cover will stop immediately if 
• construction commences at the home 
• you sell the land, or 
• you take out a new buildings 

insurance policy for the home. 
Continued ... 



Liability 
cover - for 
committee 
members 
CONTENTS 

II· We will pay for claims made against 
• you for an alleged or actual act or 
i omission during anyone period of 
I insurance. I We will ONLY pay for your liability in I connection with your position as a 
I committee member of a sporting or 
: social club. The most we will pay, 
. including legal costs, is $10,000 

(inclusive of GST) during anyone 
i period of insurance. 
I We will not cover you if you receive I more than $1,000 per year for holding 
1 this position. 
i This cover does not apply to liability 
I claims for loss or damage to someone 
I else's property, or death or bodily injury 
i to other people. 

Optional cover you can 
add to your policy 
You can broaden the scope of your cover 
by adding any of the following options. You 
will need to apply for this cover and pay an 
additional premium. Any options that we 
agree to add to your policy will be listed on 
your current schedule. 
Any cover we provide is subject to exclusions. 

Domestic 
Workers' 
Compen-
sation 

For exclusions to this cover, 
see page 39 ~ 

If you employ a person to do work 
around your home such as cleaning 
or gardening, you can add cover for 
the amount you are liable for if they 
are injured while working for you, 
subject to the relevant legislation in 
your State or Territory. 

Continued next page ~ 
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continued ... Optional cover that can be added to your policy 

continued ... 
Domestic 
Workers' 
Compensation 

Other 
Valuables 

Ilf you choose this option, it will be 
, listed on your schedule as 'Domestic 
i Workers' Compensation'. 

I You will need to check with your local 
I Workers' Compensation Authority as 

this cover may be compulsory. 
The cover only applies to employees 
doing domestic work for your 
household and will not cover any 
person that is working for you in your 
business, profession, trade or 
occupation, or if you are a landlord. 

An excess may apply to this option . 

To find out who the insurer 
is for this option, see inside 
backcover ~ 

I With this option you can nominate 
I an overall amount we will pay for 
t accidental loss or damage to your I valuables 
I . anywhere in Australia and New 

I Zealand, and 
• anywhere in the world for up to 100 

I consecutive days from the time I you leave Australia 
;1 without listing them individually . 

Valuable items we will cover are listed below 
• jewellery and watches 
• items that contain gold or silver (this 

does not include items thinly covered 
with gold or silver) 

• collections of stamps, money or medals 
• battery-powered items, as listed below 

- audio visual equipment 
- camera equipment, including access-

ories and unprocessed film, unless 
they are being used underwater, or to 
earn your income 

- electronic diaries 
- GPS 

- mobile or portable phones 
- portable computers 

Continued ~ 



continued ... 
Other 
valuables 

Special 
Valuables 

I . sporting equipment, unless I -it is being used. 

, Your valuable items do NOT include 
• unset precious/semi-precious stones 
• items thinly covered with gold or silver 
• motor vehicles, motorcycles, mini-

bikes, caravans, trailers or aircraft or 
accessories, or spare parts of any of 
these items 

• watercraft more than four metres long 
• watercraft less than four metres 

'I long that is powered by a motor 
of more than 10 hp. I The most we will pay for this option is 

I the amount you nominate, as listed on 
t your schedule under 'Other Valuables'. 

There are also set maximum amounts 
that we will pay when you make a claim. 

I VALUABLES 

anyone item, pair, 
, set, collection or i system of valuables 

This option is 

THE MOST WE WILL PAY 

$5,000 (inclusive 
of GST) per item, 
pair, set, collection 
or system 

• not available for office and surgery 
equipment 

• only available for contents policies. 
No excesses apply to this option. 

With this option you can nominate 
an individual amount we will pay for 

,: accidental loss or damage to anyone 
i item, pair, set, collection or system of ! valuables 

• anywhere in Australia and New 
Zealand, and 

• anywhere in the world for up to 100 
consecutive days from the time 
you leave Australia. 

Continued next page ... 
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continued ... Optional cover that can be added to your policy 

continued ... 
Special 
valuables 

Strata Title 
Mortgagee 
Protection 

The most we will pay for this option 
is the individual amount you 
nominate, as listed on your schedule 

I under 'Special Valuables'. 
! This option is 
I . not available for office and surgery 
1 equipment 
I, ! • only available for contents policies. 
I No excesses apply to this option. 

For a list of valuable items we 
cover, and a list of items we do 
not include as valuables, see 
Other Valuables, page 36 <II 

I With this option we will cover the 
amount you must pay to settle your I mortgage following loss or damage I to buildings that you own under a I strata title or similar plan. 
If you choose this option, the 
individual amount you nominate and 
any excesses that apply will be listed 
on your schedule under 'Strata Title 
Mortgagee Protection'. 

I 
~ 
I 

We will pay up to the amount you 
owe on your mortgage, but no more 
than the sum insured as listed on 
your schedule . 
We will pay this amount to your 
mortgagee when you are required 
to pay your mortgagee in full, however 
• the loss or damage must occur as a 

result of an incident we have agreed 
to cover. 

We will ONLY pay this when the 
body corporate I 

i • has not insured the buildings, or I . has not insured the buildings for loss 

I or damage you can claim for under 
I this policy . 
I This option is available , 
I, . for contents policies, or 

• as a stand alone policy. ! An excess may apply to this option. 



Listed Events, Accidental Damage, 
Additional cover and Strata Title 
Mortgagee Protection exclusions 40 

Other Valuables and Special 
Valuables cover exclusions 41 

Liability cover exclusions 41-42 

General exclusions 43-44 
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Exclusions to your cover 
Any cover we provide is subject to the 
following exclusions. 

Listed 
Events, 
Accidental 
Damage, 
Additional 
cover and 
Strata Title 
Mortgagee 
Protection I 
exclusions I 

I 
! 
~ 
I 
I 

We will NOT cover any loss or 
damage as a result of, or caused by 
• settling, shrinkage or any movement 

of earth 
• erosion, rust, corrosion, gradual 

deterioration, depreciation, wear or tear 
• rats, mice or insects 
• roots from trees, plants, shrubs or grass 
• any process of cleaning involving the 

use of chemicals other than domestic 
household chemicals 

• a defect in an item, structural defects, 
or faulty workmanship or design 

• breakage of mirrors, glassware, crystal, 
crockery or china while they are being 
used, cleaned or carried by hand 

• malicious damage or vandalism by 
a tenant 

• deliberate or intentional acts by a tenant 
• theft by a tenant 
• theft from any part of the buildings 

which you share with another person 
who is not insured under this policy 

• mechanical or electrical breakdown 
other than an electric motor burning 
out, unless 
- the breakdown results in damage 

to your buildings or contents 
• flood 
• landslide or subsidence, unless 

- we agree to cover the incident 
as described under 'Lands[ide 
or subsidence' 

• water entering your buildings 
- through an opening made for any 

building, renovation or repair work 
- because of a structural defect, faulty 

design or faulty workmanship when 
your buildings were constructed 

• any consequential loss other than that 
specifically provided by this policy. 



Other 
Valuables 
and 
Special 
Valuables 
cover 
exclusions 

Liability 
cover 
exclusions 

! We will NOT cover any loss or damage 
i as a result of, or caused by 

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

• a defect in an item 
• rats, mice or insects 
• any process or cleaning involving the 

use of chemicals other than domestic 
household chemicals 

• mechanical or electrical breakdown 
other than an electric motor burning 
out, unless 
- the breakdown results in loss or 

damage to your buildings or contents 
• any consequential loss other than that 

specifically provided by this policy. 

We will NOT cover any 
• personal injury to you, or any 

member of your family who normally 
lives with you, or anyone else who 
normally lives with you 

• personal injury to any person you 
employ where that injury arises from 
their employment with you 

• loss or damage to property that 
belongs to you, or is under your 
control, or any member of your family 
who normally lives with you, or anyone 
else that normally lives with you 

• loss or damage to property that 
belongs to any person you employ 
where that loss or damage arises 
from their employment with you 

• penalties, fines or awards of 
aggravated, exemplary or punitive 
damages made against you 

• loss that can be reimbursed by 
your sporting or social club. 

We will NOT cover any liability as 
a result of, or arising from 
• any alterations, repairs, renovations or 

additions to your buildings that cost 
more than $100,000 (inclusive of GST) 

Continued next page ~ 
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continued ... Exclusions to your cover 

continued ... 
Liability cover 
exclusions 

I We will NOT cover any liability as 
a result of, or arising from 
• any personal profit or advantage that 

is illegal 
• any disease that is transmitted by 

you, or any member of your family 
who normally lives with you 

• any business, profession, trade or 
occupation carried out by you, unless 
- the liability is as a result of, or arising 

from, you acting as a committee 
member of a sporting or social club 
and you receive no more than $1,000 
per year for holding this position 

• any agreement or contract you enter into, 
however 
- if you would have been liable 

without the agreement or contract, 
we will pay for that liability 

• the use, removal of, or exposure to 
any asbestos product or products 
containing asbestos 

• a conflict of duty or interest 
• any act or omission that is dishonest, 

fraudulent, criminal, wilful or malicious 
• any alleged or actual act or omission 

committed, or alleged to have been 
committed, prior to the 
commencement of the policy 

• the use of a caravan or trailer when 
the caravan or trailer is attached to 
a motor vehicle or motorcycle 

• the use of a motor vehicle, 
motorcycle, mini-bike, aircraft 
or watercraft, however, we will cover 
liability that arises from 
- unregistered motorised golf buggies, 

ride-on mowers and wheelchairs. 
- model or toy aircraft 
- surfboard, sail board or surf skis 
- a watercraft that is less than 

4 metres long and is not powered by 
a motor, or is powered by a motor 
less than 10 hp 



continued ... 
Liability cover 
exclusions 

General 
exclusions 

I We will NOT cover any liability as 
I a result of, or arising from I -unregistered motorcycles or 
. mini-bikes up to 250CC that do not I require registration by law, unless 
I they are being used for racing or 
I pacemaking. 

We will NOT cover any loss or 
damage, or liability as a result 
of, or arising from 
• any incident that does not occur 

within your period of insurance 
• landslide or subsidence, unless 

- we agree to cover the incident as 
described under 'Landslide or 
subsidence' 

• war or warlike activity, however 
- war does not need to be declared 

• hostilities, rebellion, insurrection 
or revolution 

• contamination by chemical and/or 
biological agents, which results from 
an act of terrorism 

• lawful destruction or confiscation of 
your property 

• anything nuclear or radioactive 
• mildew, atmospheric or climatic 

conditions 
• damage to a heating element, 

however 
- we will pay for any loss or 

damage as a result of damage 
to a heating element 

Continued next page .. 
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continued ... Exclusions to your cover 

continued ... 
General 
exclusions 

! We will NOT cover any loss or 
I damage, or liability as a result 

of, or arising from 
• failure or inability of any item, 

equipment or computer software 
to recognise correctly, to interpret 
correctly or to process correctly any 
date, or to function correctly beyond 
any time when that item, equipment 
or computer software has not 
recognised, interpreted or processed 
correctly any date, unless 
- it results in loss or damage to your 

buildings or contents that is covered 
under this policy. This does not 
include resultant loss or damage 
to any frozen food, computer 
equipment or computer software. 

• deliberate or intentional acts by you, 
or anyone acting for you, to cause 
loss, damage or injury 

• flood or storm surge 
• erosion, the action of the sea, 

tidal wave or high water, unless 
- the loss or damage is the result 

of a tsunami. 
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Your duty of disclosure 
When you take out, renew, or change or vary 
a policy, you have a duty to answer our 
questions truthfully and provide us with any 
information that could affect our decision to 
insure you, or the terms of your policy. This is 
called your 'duty of disclosure'. 

What you must tell us when you apply to take out this policy 
When applying to take out insurance we will ask you 
certain questions. When answering these questions, you 
must be honest, and you have a duty under the Insurance 
Contracts Act 1984 to tell us anything 
• known to you, and 
• which a reasonable person in the circumstances 

would include in answer to any question. 
We will use your answers to help us decide whether to insure 
you and anyone else under this policy, and on what terms. 

Who you are answering the questions for 
It is important that you understand you are answering the 
questions in this way on behalf of yourself and anyone 
else that you want to be covered by the policy. 

If you do not answer our questions in this way 
If you do not answer our questions in this way, we may reduce 
or refuse to pay a claim, or cancel the policy, or do both. If you 
answer our questions fraudulently, we may refuse to pay 
a claim and treat the policy as never being in place . 

Renewal, variation, reinstatement or extension of your policy 
When your policy is renewed, varied, reinstated or 
extended, you have a duty, under the Insurance Contracts 
Act 1984, to tell us anything that you 
• know, or 
• could reasonably be expected to know, and 
is relevant to our decision whether to accept the risk 
of insurance and, if so, on what terms. 
Your duty does not require disclosure of anything that 
• diminishes the risk to be undertaken by us 
• is of common knowledge 
• we know or, in the ordinary course of business, 

ought to know, or 
• is a matter that we indicate your duty has been waived by us. 



If you do not comply with your duty of disclosure 
If you fail to comply with your duty of disclosure, we may be 
entitled to reduce our liability under the policy in respect 
of a claim, or we may cancel the policy, or do both. 

If your non-disclosure is fraudulent, we may also have 
the option of avoiding the contract from its beginning. 

Your responsibilities when 
you are insured with us 
In addition to your duty of disclosure, there 
are other responsibilities that you must meet 
when you are insured with us. 

You must tell us if 
• your buildings will be unoccupied for a continuous 

period of 60 days or more 
• any changes have been made to 

- the address or location where your buildings 
or contents are insured 

- the use of your buildings 
- your buildings due to renovation, extensions 

or demolition 
- the people who are insured under this policy 
- the sums insured to your buildings or contents 

• any people who are insured under the policy have 
- been convicted of any criminal offence 
- made a claim that is not true under this policy 

or another insurance policy 
• there are any changes in circumstances during the 

period of insurance. 
If you tell us about any of these things, we may charge 
an additional premium, change the cover of your policy, 
impose special conditions, or cancel your policy. 

In addition, you must also 
• be truthful and frank in any statement you make in 

connection with your policy 
• pay your premium, including paying instalments regularly 
• take reasonable precautions to avoid a claim being made 
• obey all laws and make sure anyone acting on your 

behalf obeys all laws 
• follow the conditions of this policy 

Continued next page ... 
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continued ... Your responsibilities when you are insured with us 

• not make a fraudulent claim under this insurance policy 
or any other policy. 

Your responsibilities when 
you are making a claim 
When you make a claim, you must meet a 
number of responsibilities. 

You must 
• be truthful and frank in any statement you make in 

connection with a claim 
• take safe and reasonable steps to prevent any further 

loss, damage or liability occurring 
• inform the Police as soon as possible if your buildings or 

contents suffer loss or damage as a result of theft or 
attempted theft, vandalism or a malicious act 

• keep all damaged buildings or contents so we can 
inspect them if required 

• give us any information or assistance we require to 
investigate and process your claim 

• not payor promise to pay for a claim, or admit 
responsibility for a claim 

• not repair or replace any damaged buildings or contents 
without our consent. 

In addition, you also give us your rights to claim from 
anyone else 
• if you have a right to claim from anyone else for an 

incident covered by us, you give us your rights to 
make that claim, to conduct, defend or settle any 
legal action and to act in your name - you must not 
do anything which prevents us from doing this and you must 
give us a/l the information and cooperation that we require. 

If you do not meet 
your responsibilities 
If you do not meet your responsibilities, we may refuse 
or reduce a claim, cancel your policy, or do both. If we 
cancel your policy, we will advise you in writing. 
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The General Insurance 
Code of Practice 
The purpose of the Code is to raise the 
standards of practice and service in the 
general insurance industry. 

The objectives of the Code are 

• to promote better, more informed relations between 
insurers and their customers 

• to improve consumer confidence in the general 
insurance industry 

• to provide better mechanisms for the resolution of 
complaints and disputes between insurers and their 
customers, and 

• to commit insurers and the professionals they rely upon 
to higher standards of customer service. 

Our commitment to you 

We have adopted and support the Code and are 
committed to complying with it. 
Please contact us if you would like more information 
about the Code. 

Our Guarantee 

See back cover for 
contact details ~ 

Our Guarantee assures you of quality 
insurance and service at all times. 

Fair Dealing Guarantee 

We will meet any claims covered by your policy fairly 
and promptly. 

Money Back Guarantee 

If you change your mind, we provide a cooling-off period 
which lets you cancel your policy within 30 days with a full 
refund of your premium. However, your cooling-off period 
no longer applies if you make a claim within this time. 

Service Guarantee 

We will provide you with the highest standard of service. 



How we handle your 
personal information 
We are committed to handling your 
personal information in accordance with 
the Privacy Act. 
We need to collect, use and disclose your personal 
information in order to consider your application and 
to provide the cover you have chosen. 

You can choose not to give us some or all of your 
personal information, but this may affect our ability 
to provide you with cover. 

When you provide your personal Information to us 
You acknowledge and consent to us collecting and 
using your information to 
• consider your insurance application and any 

subsequent application for insurance 
• underwrite and price any policy issued by us or 

our related entities 
• calculate and offer discounts 
• issue you with a policy 
• administer the policy, and 
• investigate, assess and pay any claim made by 

or against you. 

For these purposes, you acknowledge and consent to us 
collecting your personal information from, and disclosing 
it on a confidential basis to your intermediary* or the 
third party who you have been dealing with in respect to 
this insurance policy and who referred you to us, other 
insurers, our related entities, insurance reference bureaus, 
law enforcement agencies, investigators and recovery 
agents, lawyers, any credit provider that has security over 
your property, assessors, repairers, suppliers retained by 
us to supply goods and services, advisers, and/or the 
agent of any of these. 

'The intermediary is a company or individual through which you purchased this 
insurance. or the company named on the inside front cover of this booklet. 

Continued next page II> 
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continued ... How we handle your personal information 

When you provide personal information to us about 
another person 

You must be authorised to do so, and you must inform 
that person, unless informing them would pose a serious 
threat to the life or health of any individual 
• who we are 
• how we use and disclose their information, and 
• that they can gain access to that information. 

Privacy of your personal information - for marketing purposes 

In order to enhance its relationship with you, your 
intermediary may use your personal information that you 
have provided us to offer you other products and services 
which may be of benefit to you . 

When you provide your personal information to us -
for marketing purposes 

You acknowledge and consent to your personal 
information being used on a confidential basis by us or 
your intermediary to contact you by mail, phone, or email 
to provide you information on offers, products and 
services or for planning, market research and product 
development. 

In using your personal information for these marketing 
purposes, we and your intermediary may use and 
disclose your personal information to offer you our or 
your intermediary's products and services directly, or to 
any other organisation to carry out the above marketing 
purposes on our or your intermediary's behalf. However 
• CGU Insurance Ltd (CGU Insurance) and your 

intermediary will not use your information in this 
way if you have already told CGU Insurance or your 
intermediary not to 

• you must inform CGU Insurance or your intermediary 
if you do not want your personal information disclosed 
or used for these marketing purposes. 
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How to apply for insurance 
CD If you are taking out a policy with us for the first 

time, contact us or your insurance adviser, or apply 
on line at www.cgu.com.au. You can also send 
correspondence to GPO Box 9902, in your capital city 

If we agree to insure you, we will send you a schedule 
setting out the details of your policy. 

o Pay your premium 
See Your premium, page 56 ~ 

See Your responsibilities when you 
are insured with us, page 47 .... 

How to renew your insurance 
CD If you already have a policy with us, we may send 

you an offer to renew your insurance before your 
current policy expires 

We will send you an updated schedule and quote 
a premium based on the information contained in 
your current policy. 

If you have any questions, contact 
us or your insurance adviser 

o Review the proposed policy and premium we offer 

If you paid your last premium by instalments, we will 
continue to deduct payments from your nominated 
account. If you paid your last premium in one lump 
sum, we must receive your payment by the due date, 
otherwise your buildings or contents will not be insured. 

® Pay your premium 
See Your premium, page 56 ~ 

How to cancel your policy 
CD If you want to cancel your policy, contact us 

or your insurance adviser 

We need your request in writing. If you cancel your 
policy before it ends, we will refund an amount for 
the unused premium. However, if this amount is $30 
or less, we may not return the premium to you. 



How to change your policy 
CD Contact us or your insurance adviser to change 

or vary your policy 

You will be sent an endorsement schedule that 
includes any changes or variations you have 
requested and we have agreed to, and any special 
conditions we may have applied to that agreement. 

o Check the changes 

® Pay your premium if it has increased 

We will tell you if your premium has increased. If you 
pay your premium by instalments, we will adjust your 
instalments and continue to deduct the new amount 
from your nominated account. If you pay your 
premium in one lump sum, we must receive your 
additional payment within one month. 

If you move to a new home 
CD If you have buildings insurance and you move 

permanently to a new home within Australia 

The cover for your original home will end and we will 
refund any unused premium to you. We will provide 
you with temporary cover for 30 days at your new home. 

If you would like to continue to insure your buildings 
with us, contact us or your insurance adviser as soon 
as possible. 

We will advise you if there are any changes to your 
premium or the terms of your insurance. 

o If you have contents insurance and you move 
permanently to a new home within Australia 

We will cover your contents at both your original home 
and your new home for 30 days, starting from the 
date you start moving your contents to your new home. 

You must tell us that you are permanently moving 
your contents to a new home within 30 days from 
the day you first start to move. 

We will advise you if there are any changes to your 
premium or the terms of your insurance. 
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Your premium 
CD How we calculate your premium 

We will base your premium on the type of cover 
you have chosen, including any options that you 
have added, your sum insured, the excess, the type, 
location, construction and age of your buildings or 
contents, the level of security you have, your previous 
insurance and claims history, and any special 
conditions that we have applied. 

Premiums are also subject to Commonwealth and 
State taxes and/or charges. These include the 
Goods and Services Tax and stamp duty. 

Your premium, including any taxes and charges, 
will be listed on your schedule. 

@) How to pay your premium 

You can pay your premium in one lump sum, 
or by instalments. 

If you pay your premium in one lump sum, you can 
pay by cash, cheque or credit card. 

If you pay your premium by instalments, you can 
pay by credit card or by direct debit from a financial 
institution. 

We may cancel your policy 
• if you do not pay your premium 
• if your cheque or credit card is dishonoured by your 

financial institution, or 
• without notice, if you pay your premium by 

instalments and you are more than one month 
behind. 

We may refuse to pay a claim if 
• you pay by instalments and at least one instalment 

of the premium has remained unpaid for a period of 
at least 14 days. 

If you are paying your premium to us by instalments, 
all outstanding instalments will be deducted from 
any total loss settlement. 



Your excess 
An excess is the amount you pay when you make a 
claim on your policy. 

The amount and type of excess that may apply to 
your policy is shown on your current schedule 
and in this PDS. 

In most instances you can select, at the time of your 
enquiry or application for insurance, the amount of 
the excess you wish to pay should you make a claim. 
When you select a higher excess amount, we will 
normally reduce the amount of the premium 
you will have to pay. 

We take into consideration a number of factors in 
setting the amount of the excess. These include 
factors relating to the type of property being insured, 
where the property is located, the type of 
construction and your previous insurance 
and claims history. 

At the time of your enquiry or application for 
insurance, the amount of the excess will be 
advised to you. 
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How to make a claim 
CD Make sure you have all the information you 

need to support your claim 

We will need 
• contact details of any other people involved 

in the incident, including their name, current 
residential address and who they are insured with 

• any letters, notices or court documents about 
the incident within 72 hours of receiving them 

• the incident report number for any claims in 
relation to theft or attempted theft, vandalism or 
a malicious act 
- the Police will provide you with this number when 

you report the incident to them. 

@) Contact us or your insurance adviser to 
make a claim 

You need to make your claim as soon as possible. 
Any delays may 
• reduce the amount that we pay, or 
• prevent us from paying a claim. 

We will give you immediate advice and assistance 
with your claim, 24 hours a day, 7 days a week. 

We will ask you a range of questions to help us 
assess your claim. We may 
• ask you to provide us with proof of ownership 
• need to inspect your buildings or contents 
• need quotations from a repairer. 

® If you need emergency repairs 

If you need to make emergency repairs, we will 
arrange assistance through our preferred repairers 
and suppliers. 

To find out how we settle a 
claim, see next page .. 



How we settle a 
buildings claim 
CD We will decide how we will settle your claim 

If your buildings suffer loss or damage, we will 
decide whether to 
• repair 
• rebuild, or 
• pay you the cost to repair or rebuild that part 

of your buildings that suffered loss or damage. 

If we do, we will 
• pay you up to the buildings sum insured, as listed 

on your schedule 
• only repair, rebuild or pay you for the part or parts 

of the building that actually sustained loss or 
damage, including damaged portions of fixed 
coverings to walls, floors and ceilings only in the 
room, hall or passage where the damage occurred 

• try to match any material used to repair your 
buildings with the original materials or nearest 
equivalent available to the original materials 

• repair or pay you the costs to repair your buildings 
if the loss or damage was caused by water or liquid 
that escaped from a bath, basin, sauna, spa, shower 
base or shower wall, however 
- we will NOT pay the costs to repair or replace the bath, 

basin, sauna, spa, shower base or shower wall. 

When we settle your claim, the law that will apply 
is the law of the State or Territory where the loss, 
damage or liability occurred. 

o You must pay any excess that applies 

If you make a claim, you will need to pay any excesses 
that apply. 

If you are claiming for any loss or damage that occurs 
as a result of an earthquake or tsunami, you will need 
to pay an additional excess of $250. 

This loss or damage must occur within 72 hours of 
the earthquake. 

For the excess that may apply, 
see your current schedule .. 

Continued next page .. 
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continued ... How we settle a buildings claim 

You must pay any excess to us, or to the builder 
- we will tell you who to pay the excess to. 

If we choose to pay you, we may deduct the amount 
of excess from the amount we settle your claim for. 

® If we decide to repair or rebuild your buildings 
and your current schedule shows 'including 
replacement benefit' 

We will repair or rebuild the part of your buildings 
that suffered the loss or damage to a condition as 
close as possible to when new, but not better. 

If we rebuild your buildings, we will also pay the 
amount that you need to pay to ensure your 
buildings comply with government legislation and 
local authority bylaws, unless 
• you were required to pay these amounts before the 

loss or damage occurred, and you did not do so. 

You can choose your own repairer or tradesman 
or we can help you find one. 

If we authorise repairs, we will deal directly with 
the repairer or tradesman about payment. 

@ If we decide to repair or rebuild your buildings 
and your current schedule does not show 
'including replacement benefit' 

We will 
• repair your buildings to the condition they were 

in just before the loss or damage occurred 
• pay you the cost of repairing your buildings to 

the condition they were in just before the loss 
or damage occurred, or 

• pay you what the value of the land and your 
buildings was just before the loss or damage 
occurred, after deducting the amount we estimate 
as the value of your land and buildings after the 
loss or damage occurred. 

Continued next page ~ 



® After we agree to settle a claim 

The repair or rebuilding work on your buildings 
must start within six months of the loss or damage 
occurring, otherwise you will have to pay any 
increase in costs caused by the delay. 

If the work does NOT commence in this period, 
we will do one of the following 
• repair your buildings to the condition they were 

in just before the loss or damage occurred 
• pay you the cost of repairing your buildings to 

the condition they were in just before the loss 
or damage occurred, or 

• pay you what the value of the land and your 
buildings was just before the loss or damage 
occurred, after deducting the amount we estimate 
as the value of your land and buildings after the 
loss or damage occurred. 

® If your building is a total loss 

If your buildings are a total loss, we will settle your 
claim after deducting 
• any applicable excess, 
• any unpaid premium, and 
• any input tax credit you would have been entitled 

to under A New Tax System (Goods and Services Tax) 
Act 7999 if you had paid to repair or rebuild your 
buildings. 

If we pay you, then your policy comes to an end, 
subject to any continuing liability cover and no refund 
of your premium is due. 

See also Liability cover - when 
your buildings are a total loss, 
page34 ~ 
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How we settle a 
contents or valuable 
items claim 
CD We will decide how we will settle your claim 

If your contents or valuable items suffer loss or 
damage, we will decide whether to 
• repair an item 
• replace an item, or 
• pay you the cost to repair or replace the item. 

If we do, we will pay up to 
• the contents or valuables sum insured in total, 

as listed on your schedule, and 
• the maximum amount per item, set, pair, collection 

or system. 

If the item is part of a pair, set, collection or system, 
we will only cover the value of the item itself, however 
• the most we will pay is the value of the item as 

a proportion of the combined pair, set, collection 
or system. 

@) You must pay an excess that applies 

If you make a claim, you will need to pay any excesses 
that apply, as shown on your current schedule. 

If you are claiming for any loss or damage that occurs 
as a result of an earthquake or tsunami, you will need 
to pay an additional excess of $250. 

This loss or damage must occur within 72 hours of 
the earthquake. 

You must pay any excess to us, or to the supplier or 
repairer - we will tell you who to pay the excess to. 

If we choose to pay you, we may deduct the amount 
of excess from the amount we settle your claim for. 

® If we decide to repair your contents 
or valuable items 

We will repair the damaged item to the condition it 
was when new. 

If the item we are repairing is part of a pair, set, 
collection or system, we will only cover the 
part of the pair, set, collection or system that 
was damaged. 



@ If we decide to replace your contents 
or valuable items 

We will replace the item with the nearest equivalent 
new item. 

We will ONLY replace wall, floor and ceiling coverings, 
including carpets, internal blinds and curtains, 
in the room, hall or passage where the loss or 
damage occurred. 

We will NOT pay to re-carpet adjoining rooms, 
or your entire home. 

Any salvage becomes our property. 

® If we decide to pay you the cost to repair 
or replace your contents or valuable items 

We will pay you the fair and reasonable costs to 
repair or replace your contents or valuable items 
as described in Steps 1, 3 and 4, after deducting 
• any excess, and 
• any input tax credit you would have been entitled 

to under A New Tax System (Goods and Services Tax) 
Act 7999 if you had paid to repair or replace your 
contents or valuable items. 

We will ONLY pay the cost of replacing an item that is 
part of a pair, set, collection or system, even though 
the pair, set, collection or system to which it belongs 
is less valuable because it is incomplete. 

Any salvage becomes our property. 

@) If we decide to settle a claim 

We will reduce any payment for damage to, or 
loss of, an Other Valuables or Special Valuables 
item by the amount we pay you for the same item 
under contents cover. 

o If your contents or valuable items are a total loss 

If your contents or valuable items are a total loss, we 
will settle your claim after deducting 
• any applicable excess, 
• any unpaid premium, and 
• any input tax credit you would have been entitled to 

under A New Tax System (Goods and Services Tax) 
Act 1999 if you had paid to repair or replace your 
contents or valuable items. 

If we pay you, then your policy comes to an end, 
and no refund of your premium is due. 
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How to resolve a 
complaint or dispute 
CD Talk to us first 

If you have a complaint, the first thing you or your 
insurance adviser should do is speak to one of our 
staff. If your complaint relates specifically to a claim, 
speak with the claims officer managing your claim. 

If the staff member or claims officer are unable to 
resolve the matter for you, you or your insurance 
adviser may speak to a manager. The manager will 
usually provide you with a response to your 
complaint within 15 days. If the timeframe is 
impractical for any reason such as the need for more 
information or further investigation, they will discuss 
with you alternative timeframes. If you are not 
satisfied with our response or we cannot agree with 
you on alternative timeframes, you can go to step 2. 

o Seek a review 

If the matter is still not resolved, the manager will 
refer you or your insurance adviser to the relevant 
dispute handling department or area who will 
conduct a review of your dispute and will usually 
provide you with a response to your dispute within 15 
business days. If the timeframe is impractical, we will 
discuss with you alternative timeframes. If you are 
still not satisfied with our response to your dispute or 
we cannot agree on alternative timeframes, you can 
go to step 3. 

® Seek an external review 

You are entitled to seek an external review of our 
decision. We will provide you with information about 
options available to you, including, if appropriate, 
referring you to the external dispute resolution 
scheme administered by the Financial Ombudsman 
Service Limited (FOS). 

You will not be able to have your dispute resolved by 
the FOS if you are not eligible under the FOS's Terms 
of Reference. 

Further information about our complaint and dispute 
resolution procedures is available by contacting us. 

See back cover for 
contact details ... 



Claim payment 
examples 

These Claim payment examples show you how a claim 
settlement may be calculated based on some practical 
scenarios. Any actual claim settlement amount will 
depend upon the facts of each case. For the purpose of 
the scenarios, you are not registered for GST. 

Claim Example 1 

Policy type: Building Insurance 

Buildings sum insured: $250,000 
Excess: $100 
Loss or damage: Storm damage to your roof. 
How we settle your claim: 
• We arrange for a builder to repair your roof 

for $4,000 

• We pay the builder $3,900 

• We ask you to pay the builder the $100 excess. 

Claim Example 2 

Policy type: Contents Insurance 

Contents sum insured: $100,000 
Excess: $100 
Loss or damage: Theft of your television 
How we settle your claim: 
• Replacement cost of television is $2,700 

• We pay the supplier $2,600 
• We ask you to pay the supplier the $100 excess. 

Claim Example 3 

Policy type: Building and Contents Insurance 
Buildings sum insured: $300,000 

Contents sum insured: $80,000 
Excess: $100 
Loss or damage: Your buildings and contents 
are partially destroyed by fire 
We agree that you are unable to live in your 
buildings and you require alternative accommodation. 
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How we settle your claim: 
• We choose to pay you directly for the damage 

• We pay you $17,900 as follows. 

Building repairs $10,000 

Content replacement $5,000 

Costs for alternative 
accommodation 

Less excess 

- Total 

Claim Example 4 

$3,000 

$100 

$17,900 

Policy type: Special Valuables option 

Item sum insured: Diamond ring - $8,000 

Loss or damage: Your diamond ring is stolen. 
How we settle your claim: 
• We pay the jeweller $8,000 to replace your 

diamond ring. No excess is applicable. 

Claim Example 5 

Policy type: Contents Insurance (Liability cover) 

Loss or damage: Liability to pay for damages 
for personal injury to a third party 
How we settle your claim: 

• We pay the legal costs of $2,000 

• We pay the medical expenses incurred by the 
third party of $12,000 



accidental loss or damage malicious act 
damage to, loss or an act done with intent and 
destruction of the buildings without your consent. 
that make up your home, or office and surgery your contents and valuable 
items, when it is caused by equipment 

an unintentional act, or an items that are normally 
unforeseen and needed in an office or surgery 
uncontrollable incident. that you use for earning your 

incorne in your own business. 
endorsement schedule You would norrnally receive 
a document that includes a tax deduction for these 
any information frorn the items. They do not include 
existing schedule that has tools of trade. 
not changed or varied, and period of insurance confirms any alteration to 
the coverage, terms and the length of tirne between 
conditions of your policy. the start date and end date 

of your policy, as listed on 
excess your current schedule. 
the amount you pay when 
you make a clairn on your pet • policy. The arnount and a dornestic anirnal that you 
type of excess that rnay keep in your home or at 
apply to your policy is your horne. 
shown on your current premium 
schedule and in this PDS. the total arnount you pay for 
fixtures and fittings your insurance that includes 
any household iterns or applicable government 
household equiprnent that taxes such as GST, and any 
are permanently attached duties or charges payable by 
to your buildings. you. It is shown on your 

current schedule. You can 
flood pay your premium annually 
the covering of normally dry in one lurnp sum, or by 
land by water escaping or instalments. 
released from the norrnal schedule confines of a watercourse 
or lake, whether or not it is your current schedule is a • altered or modified. Flood docurnent outlining the 
also includes water details of your insurance 
escaping frorn the confines cover. Your schedule may 
of any reservoir. channel be called a policy, renewal 
canal or dam. ' or endorsernent schedule. 

goods you use for earning special conditions 
your income exclusions, restrictions or 
stock and tools of trade. You extensions to cover that are 
would normally receive a tax imposed on specific 
deduction for these items. matters or people. 
They do not include office sporting equipment 
and surgery equipment. equipment designed to be 
incident used in a leisure activity 
a single occurrence or a that involves some element 
series of occurrences of physical activity or 
including an accident' or corn petition, excluding 
series of accidents, arising pedal cycles. 
out of one event. 



strata title If more than one person is 
title under a strata title or named as the insured, we 
similar community title will treat a statement, act, 
scheme where separate parts omission or claim by any 
of the scheme building(s) have one of these people as a 
a separate legal title. Strata statement, act, omission 
title usually applies or claim by them all. to high rise apartments, 
townhouses, villas or duplexes. If you are making a claim, 'you' 

also includes your domestic 
sum insured partner, you or your partner's 
your nominated replacement unmarried children, and you 
value at today's prices for your or your partner's parents who 
buildings or contents. This will normally live with you. 
be listed on your schedule. 

Supplementary Product 
your buildings 
buildings that you own or are Disclosure Statement (SPDS) legally responsible for. • a separate document that 

updates, corrects or adds to your contents 
the information contained in contents that you own or are this PDS. 

legally responsible for. 
terrorism 

your contents at your home any act which may involve 
the use of, or threat of, force, in the open air 
violence or biological or contents at your home that are 
chemical warfare, or nuclear not in a fully enclosed building 
pollution or contamination or (e.g. carport). 
explosion where the purpose 
of the act is to further a your home 
political, religious, ideological where your buildings or 
aim, or to intimidate or contents are located. This 
influence a government or includes any land or other 
any section of the public. area that touches your horne 

• total loss and for which any statutory 

when we decide that it is authority has made you 

uneconomical to repair or responsible, but it does not 

'" rebuild you buildings or include the nature strip outside 
z your home. Your home is z contents. 
« located at the situation shown w 
:; unoccupied home on your current schedule. .... « a home that no-one has 
u lived in for 60 consecutive your policy w .. 
'" days or more. the contract between you and « 

us which provides you with :t 
!: us, we and our insurance cover in exchange ;;: refers to: for a premium. Your policy is '" 0 CGU Insurance Limited made up of two documents IX 
0 ABN 27 004 478371. ;;: • this Product Disclosure ... 

Statement and policy 0 you and your >- booklet (PDS) and any IX the person or people named « 
'" as the insured on your current supplementary PDS, plus '" 0 schedule . • your current schedule. .... 
'" 

70 



• 

• 



• 

• 

x 
w o z 

72 

accidental breakage, 12 

accidental loss or damage, 3, 18 
accommodation, altemative, 22 
additional cover, 21-32 
answering questions, 46 
applying for insurance, 54 

4) 
building claims settlement, 61-63 
building modifications, 29 
buildings cover, 6,47,55 
burglary and break-in, 13 
bushfire,14 

cancelling your policy, 48, 54 
changing your policy, 55 
claim 

how to make, 60 
settling them, 67 - 65 

contents cover 
at your home, 10 
at your home in the open air, 10 
away from home, 11 
in commercial storage, 23 
described, 6-8 
maximum amounts payable, 8-10 
claims settlement, 64-65 
storage costs, 31 
in transit, 23 

cooling-off period, 50 
complaints procedure, 66 
credit card misuse, 24 
cyclone, 19 

debris removal, 24 
deliberate and intentional 
acts, 14 
demolition costs, 24 
dispute resolution, 66 
document damage, 24 

Domestic Workers' 
Compensation option, 35 
duty of disclosure, 46-48 

G 
earthquake, 14, 61, 64 
electric motors, 13, 18 
employees' belongings, 25 
excess 

additional cover, 21 
buildings, 61 
contents, 64 
defined,69 
when payable, 57, 64-65 

exclusions to cover, 40-44 
explosion, 14, 18 

G 
fees for rebuilding, 29 
Financial Ombudsman 
Service, 66 
fire or explosion, 14, 18 
frozen food, 26 

flood, 44, 69 
funeral expenses, 26 

general exclusions, 43-44 
General Insurance Code 
of Practice, 50 
Glossary, 69-70 
grassfire, 14 
guests' belongings, 28 

o 
impact damage, 15 
incident cover, 18-20 
instalment premium, 56 
Insurance Contracts Act 1984, 46 

key replacement, 30 



landslide or subsidence, 15, 19, 
40 
legal costs in Australia, 28 
liability cover 

committee members of clubs, 35 
exclusions, 41-42 
general, 33-35 
when buildings are a total loss, 
34 

lightning or thunderbolt, 15 
liquid damage, 17, 20 
listed events, 3, 12-17 
locks and barrels, 30 

malicious damage by tenant 
40 
modifications to buildings, 29 
mortgagee discharge costs, 29 

new home cover, 55 

optional cover, 35-38 
Other Valuables option, 36-37, 
41 
our commitment to you, 49-52 

personal information, 51-52 
pets, 32,69 
police, reporting of incidents, 
48,60 
premiums, 56, 69 
privacy of information, 51-52 

rainwater, 16, 19 
rebuilding fees, 29 
renewing insurance, 54 
responsibilities to us, 45-48 
riots or civil commotion, 16 

security firm costs, 30 
settling a claim 

buildings, 61-63 
contents, 64-65 

special contents, 10 
Special Valuables, 10, 37-38 
storage costs for contents, 31 
storm, 16, 19 
Strata Title Mortgagee 
Protection, 38 
sum insured, 3, 6, 9-10, 21, 31, 70 

G 
tenants, 6, 7, 17, 20, 40 
terrorism, 43, 70 
theft or attempted theft, 17, 20, 
40 
total loss of building, 29, 31, 32, 
34, 63 
trees, plants and shrubs, 32 
tsunami, 14, 44, 61, 64 

unoccupied buildings, 47, 70 

valuables options 
Other Valuables, 10, 36-37 
Special Valuables, 10, 37-38 

vandalism by tenant, 40 
vandalism or a malicious act, 17, 
40 
variation of your policy, 55 
veterinary expenses, 32 
visitors' belongings, 28 

water damage. 17. 20, 40 
wind loss or damage, 16. 19 
workers' compensation, 35-36 

o 
your responsibilities to us. 45-48 z 

o 
In 
X 
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, Thelnsurer~ Domestic Workers' Com"em;ation . . 
If your home is in Western Australia, TasmaHiagrthe ,", . 

. NorthernTerritory, the insurer providing thElJ)pif!estlc ...... ", 
Workers'Compensation optionaL cover is fnslJranqe ". "" ... . 
Australia Limited trading as CG U WorkersT:ol11pehs~tlbn; ');. : '. 
ABNii 000016722. . " ... ""'.'!", 

··.·fi~a~cial Claims Scheme''''',,}:''" 

• Youmaybeentittedto payment underthefinaJJdalcl~[fud~·.n :'. 
schemeinthe event that CGU Insurance Limit~dbecGme5'j, 
insolVent. Access to.the·schemeissubjectto.~ligiBjlifyh,.l. ·"i.·.· .•. 

·'criteria.lnformation about the scheme canbeBbtained'"l" 
.' .·frQmtheAustralianPrudential RegulationAutbOr:lfyi..., ..•• ,·, 
. CAPRA) website atwww.apra.gov.au andthe APRA' hotJ!fi¢ . 

on 13QO 1310 60.y:,U ... '. 
"' '" 

- -' c, ;-, ; 

, 0 0 .~ :,~' c ~ 
__ O~"~"'"'_" 

. ","""",.,.,,,' 
C:";~"5'T:::; ,.,," 

l,ntermedi~ryRemuneration .' . ..•• . .. .. . ..:"'>: 
. QGUI nsurance li rrlited .·pays remuneJation.tojfjsui?~qe·'.:!,.;;~~l 
Intermediaries when we issue, renewoJVary~policy",,;":' ... 

'., theint~rrnediarYhasarranged or referredf9Lls;J;he:·;~··.·:'dY 
'. typeq'ndamount. of remuneration variesa~c:lri1ay ,,". :.;'., ........ :: 
.ioc:h.Jdecommission and otherpayments.'lf¥ou;requiiir' .. ,,,,·, .... ; 
more information about remuneration. we may payyoue>: . 
irjtermediary, you should ask your interme~iatY;: c~ i..;,;" 

-.. 
,,- ---- , ""~ :-.,."-' ,,' ';~'" :>~:~>~: 

'. ···Updatingproduct Disdosure Statement ..... . ... '.. ....,'...':: ...... . 
Informationinthis PDSmay need tObeupdatedfiorn 1ii]'1E?".; 

.•. totimewhere required and permitted by laW:youca~~·i·'·c .'" 
.·obtaln apapercopyofany.updatedinfol'hiationyvitnout::';····A • 
. chargebycaHingus on the contactdetailspmvided io .. tn.i$· .• · .•..• 
document. If the updateisto correct a misleading6f.·>, 
deceptive statement or an omission that ismaterlally.·· •. ,''' ..... 
adverse from the point of view ota reasonable ••....•...• 

'.' person aeddingwhetherto acquire the PolicWwE!WiJl"': 
c proviQ~ you with a newPDS or a Supplemeht~rYRD5'., ." . ' . .' - -', ... , .. ,' 



CV509 REVO 12110 

Insurer 
CGUlnsurance UtTilted 

.. ABN 21 004478371 
AFS Ucence No. 238291 

• 



contact details 
GPO Box 9902 
In your capital city 

Enquiries tel: 131 532 

Website: cgu.com.au 

Distributed by Authorised 
Representatives of 
CGU Insurance Umited. 

CID0221 REVO 12/10 

Insurer 
CGU Insurance Limited 
ABN 27 004 478 371 
AFS Ucence No. 238291 
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• Flood is not an event that is covered under your policy. I will lodge a claim for you to capture details of the damage to your property. A Claims Management 
Consultant will be in touch with you to further evaluate the circumstances surrounding your particular situation . 

. 

We are unable to give them a definitive answer at this point except to say that flood is not an insured event under their policy -
What if th", customer Consultant to refer to pg 62 of policy wording and if appropriate read to the customer. 

wants.a.defmitiveanswer 
r!.': if they are covered? Advise the customer that if they would like to lodge a claim the Claims Management Consultant will discuss coverage with them 

further when they call the customer. The CMC will be able to explore the circumstances of the event with the insured to better 
understand the cause ofthe damagelloss. 

The insured has not 
sustained damage, Advise the insured that flood in not an event that is covered under your policy. We are unable to give them a definitive answer at this 

however is wanting to point except to say that flood is not an insured event under their policy - Consultant to refer to pg 62 of policy wording and if 
confl1'1ll coverage: appropriate read to the customer . 

. . 

Not good enough - why do 
I understand that you would be upset that your policy does not cover flood. Flood is a general exclusion within your policy (Page 40). 
Your policy covers you for events such as Storm, Fire, Theft etc. we have Insurance, 1m 

going to switch insUres: .. 
If you feel the need to review your policy to ensure that you are covered for flood in the future, then we would encourage you to do 
so . .. ... , 

.•. Suncorpareofferlng In order to provide correct and accurate information, I am unable to comment on the type of coverage offered by another insurer. I 
•. ,..... coverage for flood ..•... ,., can ouly provide you with information surrounding the coverage offered by CGU . 

undcl' llieir policy: If you would like to enquire further on a policy that is offered by a different insurer, it would be best for you to give them a call. 
.' .. 

CLC Flood Scripting V2 13/01111 
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CGU PROPERTY ASSESSMENT REPORT 

1) Take photographs of the property. buildings. home etc. particularly those that show maximum level of water inundation ~ 
Attach a Google Map showing relative position of property to a watercourse 
Photos that identify any nearby watercourse and that indicate directional flow of floodwater 
Check with insured as to whether there was any and what damage caused by water through the roof or by overflowing gutters 

that date and time of that event. 



a) What type of house is on the property-low set, highset, double storey, split level, etc? 
"Insert comment 

b) Is the house on stumps or slab-on-ground? 

c) Approximately how high is the habitable floor level above surrounding ground level? 

d) Is the ground level at the house higher than the street level? 

2 

• • 



• • e) What date and time was the rain heaviest? 

f) What time did the heavy rain stop? 

g) When did the property get inundated (date)? 

h) What time did the Inundation of the property (yard) commence? 

i) What time did water come into the house, garage, shed, etc? 



j) What date and time did the water level in the property peak? 

k) At its peak, how deep was the water inside the house, garage, shed, etc? 

I) At its peak, how deep was the water in the yard? 

m) Which direction did the water come into the property? 

n) Was the water inundating the property 'clean' or 'dlrty'? 

14 

• • 



• • 0) .. Was there any and if so what damage caused by rainwater through the roof or by overflowing gutters? ". 

CGUlProperty Assessing Doc 2011 
5 
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Annexure 7 
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n) Was the water inundating the property 'clean' or 'dirty'? 

0) II Was there any and if so what damage caused by rainwater through the roof or by overflowing gutters? " . 

• • 



• • 
k) At its peak, how deep was the water inside the house, garage, shed, etc? 

I) At its peak, how deep was the water in the yard? 

m) Which direction did the water come into the property? 



b) What time did the inundation of the property (yard) commence? 

i) What time did water come into the house, garage, shed, etc? 

j) What date and time did the water level in the property peak? 

• • 



• • 
e) What date and time was the rain heaviest? 

t) What time did the heavy rain stop? 

g) When did the property get inundated (date)? 



b) Is the house on stumps or slab-or-ground? 

c) Approximately how high is the habitable floor level above surrounding ground level? 

d) Is the ground level at the hous~ higher than the street level? 

• • 



• • 
The assessor to ask the insured the questions as those below. but In addition MUST do the followin ; Check JistITlck off 

1) Take photographs of the property, buildings, home etc. particularly those that show maximum level of water inundation. § 
2) Photos that identify any nearby watercourse and that indicate directional flow of floodwater 
3) Check with insured as to whether there was any and what damage caused by water through the roof or by overflowing gutters 
and that date and time of that event. 

a) What type of house is on the property -low set, highset, double storey, split level, etc? 
"'Insert comment 



DISCUSSIONS: 
(What was discussed with the Insured In point form. Question set to be noted later In the report. this section for generel discussion) 

OTHER NOTES: 

SCOPE OF WORK: 
(Building damage) 

STATEMENT OF LOSS: 
(Contents Kerns) 

• • 



• 
CLAIM NUMBER: 
CUSTOMER NAME: 
PROPERTY ADDRESS: 
ASSESSORS NAME: 
DATE: 

CLAIM: 
EXCESS: 
PHOTOS TAKEN: 

MAKE-SAFE REQUIRED: 
(If so give details) 

EXPERT REPORT REQUIRED: 
(Identify report required and reason) 

ANY ADDITIONAL ASSESSMENT REQUIRED: 
(ContentslBulldlng) 

OBSERVATIONS: 

• 

Describe the damag .... (the area affected and whet damage sustained as a result of the listed event and any other damage that exists due to other non Insured factors. Flood observations to be 
noted later In report.) 



• 
I 

• 
I 
I 

• 
I 
I 

• 
I 
• 
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Many Govemment-sponsored and community programs continue to place heavy emphasis on 
emergency response and civilian response-preparedness. While important, this focus often fails to 
emphasise the individual and collective actions that can be taken prior to a disaster and may even 
promote a sense of public helplessness. Risk awareness and education efforts should place 
emphasis on concrete risk reduction tools and strategies that can be adopted; moreover, to be fully 
effective and efficient, these efforts should take place at, and be targeted to, every level of society - at 
the individual, business, community, and governmental levels. As shown by recent events, the social 
and economic impact of large-scale catastrophes leads to human tragedy, and hinders growth and 
development. Building a comprehensive education/awareness program is widely recognised as a key 
plank in developing more resilient societies. 

It is in the insurance industry's interest to educate the community on how to become more resilient to 
increasingly severe weather events such as floods, as well as how to reduce their impact on the 
environment. This includes conducting and sharing research which can feed directly into building and 
zoning codes. 

The DECD has developed a comprehensive guidance paper for the development of a national 
education framework in respect of natural perils. Details of the DECD Paper are outiined in 
Attachment 1. 

• Section 2 

• 

Tenns of Reference 

The perfonnance of private Insurers in meeting their claims responslbilltles 

ClaIms 

Details of lAG (NRMA Insurance and CGU) claims numbers arising from the Queensland floods are 
outiined in confidential attachment 1. 

Policy Coverage 

CGU's standard home and business insurance policies provide cover for storm, hail and wind 
damage, but not for damages caused by flood. This is clearly stated within the 'exclusions' section of 
our policies. 

DefinitIon of Flood 

Under most CGU policies, flood is defined as "the covering of normally dry land by water escaping or 
released from the normal confines of a wetercourse or lake, whether or not it is altered or modified. 
Flood also includes water escaping from the confines of any reservoir, channel, canal or dam." 

Claims Handling 

CGU responded to the Queensland floods in a number of ways: 

• Providing and promoting a 24 hour claims hotline; 
• Forming a dedicated local response team in Brisbane, utilising our most experienced claims 

staff, to deal specifically with claims from the Queensland floods; 
• Dividing claims into three categories according to level of damage and prioritising those 

customers who were most in need; 
• Employing extra claims staff to deal with increased workload; 
• Following a process to accurately assess claims and inform customers of the outcome as 

quickly as possible (see 'Claims Assessment Process'); 
• Forming an internal 'Flood Panel', from across the business, to determine more complex 

claims; 
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Claims Assessment Process 

In any major event, the key priorities from a claims assessment perspective are to accurately 
establish the cause and severity of the damage and to assist customers. 

As CGU's standard policies exclude flood, in the case of a major weather event it is a priority to 
establish whether damage was caused by an insured event (storm damage) or a non-insured event 
(flood damage). 

Customer feedback from previous large weather events was that customers want to reach a 
resolution as soon as possible and be spared excess bureaucracy. 

CGU assesses claims on a case-by-<:ase. Accordingly, each claim may require a different level of 
information to make an assessment. This has an Impact on the time taken to reach a decision in 
each case. 

The process CGU followed to assess claims from the Queensland storms and floods were as follows: 

1. CGU encouraged customers to contact us on our 24-hour Claims Hotline (1800 252 461) or 
to lodge a claim through their insurance broker or adviser, 

2. CGU Claims team reviewed information relating to the claim before calling the customer 
back. This information may have included area assessor reports, aerial photography, 
information from customers, weather data and area hydrology reports; 

3. CGU Claims team then called the customer to either advise the outcome of the claim or to 
arrange for further investigations to be made in order to reach a decision on the claim (see 
'6'); 

4a. If the claim was accepted our staff then discussed next steps with the customer. This 
may have included arranging make-safe repairs, obtaining quotes from builders, appointing 
an assessor or agreeing a cash settlement; 

4b. If the claim was rejected, the customer was informed by phone and sent a letter to confirm 
the decision. The letter included details of the options to pursue if the customer wished to 
dispute the outcome of the claim; 

5. Where further information was required to make an accurate assessment of the claim, 
CGU arranged for an individual site assessment and/or a site specific hydrology report; 

• 

6. The claim was then reviewed and accepted or rejected on the basis of the additional • 
information gathered; and 

7. If a customer wished to dispute the outcome of a claim, they were able to refer their claim 
to our Intamal Dispute Resolution (IDR) taam (see Dispute Resolution Process section). 

Despite the challenges presented by multiple weather events in Queensland and around Australia 
CGU resolved over 80% of claims relating to the floods and storms within six weeks of the event. 

Assessing 

CGU has an intemal assessing team. The function was brought in-house in 2010 to ensure a more 
rapid response to severe weather events and to improve customer service. 

CGU aims to have its assessing team on the ground as soon as possible following major events. For 
instance, in the case of the Queensland floods we had an assessing team on the ground in 
Toowoomba within 48 hours of the storm. The team stayed in the area for two weeks, visiting 
customers, making assessments and completing paperwork so that claims could be concluded as 
soon as possible. 

In many cases our assessing team cash settled claims with customers, if that was their prefenred 
option. 
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CGU approach to claims in relation to the Queensland Floods 

When there was uncertainty over the proportion of damage caused by storm or flood water, CGU was 
pragmatic in its interpretation of policy wording. 

For example, if damage was caused by a mixture of storm and flood watar and the storm element of 
the damage could be identified, CGU accapted the storm proportion of the claim. 

In other cases, CGU accepted claims where the flood proportion of the damage was minimal or hard 
to identify. 

Despite these efforts, there were some properties which were obviously damaged by flood water and 
these claims were rejected, as flood is excluded from CGU's standard home and business policies. 

Dispute Resolution Process 

CGU's Internal Dispute Resolution (IDR) process follows the guidelines established by the General 
Insurance Code of Practice, and is in line wtth the Financial Ombudsmen Services Tenns of 
Reference, and ASIC Regulatory Guidance. 

• The IDR process provides the customer wtth a review of their claim independent of the original 
decision maker and to also present any additional information they feel may add to the validity of their 
claim. 

• 

If the claim denial is maintained, CGU will give the customer a 'final decision letter'. If the customer 
doesn't accapt our final decision, due within 45 calendar days from receipt of the initial complaint, the 
customer may escalate their dispute to the Financial Ombudsman Service. CGU proactively provide 
information and support to help them do this. 

NRMA Insurance 

DefInition of Flood 

NRMA Insurance Queensland provides cover for storm damage including damage caused by a 
sudden, excessive run-off of water ("storm water run-off') as a direct result of storm in the local aree 
refer page 15 of the NRMA Home Insurance Product Disclosure statement (PDS) and Policy Booklet 
available at http://www.nrmagld.com.auldocumentslpolicv-booklets/home-policy.pdf.This is 
sometimes referred to colloquially as flash flooding. 

NRMA Insurance Queensland does not cover damage caused by flood which is defined to meen: 

"the covering of nonnelly dry land by water escaping or released from the nonnal confines of 
a watercourse or lake, whether or not it is altered or modified. Flood also includes water 
escaping from the confines of any reseNoir, channe/, canal or dam .• 

NRMA Insurance Queensland will cover damage by stonn water run-off which happens at the same 
time as a flood. For example, water flow from a river mixes wtth overland run-off caused by local 
torrential rain and causes damage to a customer's property. It does not cover riverine flooding where 
floodwaters have flowed downstream from upper caichments outside the local area. This is advised 
during the telephone sales process and it is stated in our Product Disclosure Statement which Is sent 
to all customers. NRMA Insurance Queensland reinforces this at other customer communication 
points, including claims lodgement, assessment and through claims progress calls we make to our 
customers. 

Policy Coverage 

Within four days of the first flood event, NRMA Insurance Queensland began making contact wtth 
impacted home customers to infonn them of their coverage under our policy. Since then, NRMA 
Insurance Queensland has completed all assessments. NRMA Insurance Queensland is covering the 
vast majority of claims under our policy. 

Page 13 



• 
I 

• 
I 
I 

• 
I 
I 

• 
I 
• 

9 



Annexure 9 

• 

• 



• 

• 

WorleyParsons 
resources & energy 

INSURANCE AUSTRALIA GROUP 

January 2011 South-east 
Queensland Weather Event 
Updated Ipswich Area Specific Report 

8th July 2011 
Issue No 2 
301015-02484_03 

Water Resources 

Level 12, 141 Walker Street 
North Sydney NSW 2060 Australia 
Tel: +61 2 84566934 
Fax: +61 2 84566966 
Web: http11www.worteyparsons.com 
WorteyParsons SeIVioes Ply Ltd 
ABN 61 001 279 812 

© Copyright 2010 WorleyParsons Services Ply Ltd 



WorleyParsons 
resources & energy 

INSURANCE AuSTRALIA GROUP 

JANUARY 2011 SOUTH·EAST QUEENSLAND WEATHER EVENT 
Updated Ipswich Area Specific Report 

Disclaimer 

This report has been prepared on behalf of and for the exclusive usa of Insurance Australia 
Group, and is subject to and Issued In accordance with the agreement betwean Insurance 
Australia Group and WorleyParsons Services Pty Ltd. WorlayParsons Servfces Pty Ltd accepts 
no liability or responsibility whatsoever for it in respect of any usa of or raliance upon this report by 
any third party. 

Copying this raport without the permission of Insurance Australia Group or WorleyParsons 
Servfces Pty Ltd is not permitted. 

PRO.JECT 301015-02484_03 
.JANUARY 2011 SOUTH-EAST QUEENSLAND WEATHER EVENT 
Updated Ipswich Area Specific Report 

REV DESCRIPTION ORIGINAL REVIEW 

Draft Report 

2 Final Report 

02484-03-REP-CRT.ootl1-01 Jan2011 SE QId Event.Upda1ed IpswIch.doc 

WORLEY· 
PARSONS 

APPROVAL 

DATE cum DATE 
APPROVAL 

!1'5111 

1417111 

• 

• 



• 

• 

WorleyParsons 
resources & energy 

INSURANCE AUSTRAUA GROUP 

.JANUARY 2011 SOUTH-EAST QUEENSLAND WEATHER EVENT 
Updated Ipswich Area Specific Report 

OVERVIEW 
On the 7th of January 2011, a low pressure system formed off the south-east coast of 
Queensland. Over the following two days, this low pressure system moved closer to the coast 
and intenSified, forming a trough that extended from Mackay to the NSW border. The presence 
of a high pressure zone near New Zealand led to an influx of warm moist air into the region. This, 
in combination with the low pressure system, led to the formation of substantial volumes of cloud. 

On the 9th of January 2011, the low pressure system rapidly intensified leading to extensive 
rainfall over the coastal areas of South-east Queensland. This rainfall cell progressed in a 
westerly direction with the coast receiving continuous moderate intensity rainfall. By the 10th of 
January 2011, the elevated upper catchment regions of the Great Dividing Range began to 
experience more intense rainfall. This coincided with the southward movement of a monsoonal 
low which joined the low pressure system that led to the rainfall. 

While rainfall was almost continuous along the coastal areas, rainfall in the upper catchment 
showed a distinct increase in intenSity on the 10th of January 2011. This led to the generation of 
large volumes of runoff. 

In the high energy upper catchment, runoff flowed rapidly overland through local depressions and 
gullies, continuing along the many small stream channels in the region that forms the headwaters 
of the Brisbane and Condamine Rivers. Most streams were overtopped and adjoining areas were 
inundated. Floodwaters discharged via the stream channels and as overland flow on both sides 
of the Divide, leading to large scale inundation of overbank areas across the middle and lower 
catchments over the following days. 

Floodwaters discharging to the east ultimately drained to the Brisbane River via the Lockyer 
Creek and the Bremer River. Flooding of the Brisbane and Bremer Rivers occurred over the 
period from the 11th to 12th January, leading to inundation of low lying areas of Ipswich and 
Brisbane. 

This report summarises the meteorological conditions, rainfall and river responses within the 
Brisbane River Catchment due to the January 2011 South-east Queensland Weather Event. It 
focuses on affected areas in the Bremer River catchment, particularly downstream of One Mile 
Bridge Gauge, in the Lockyer Creek catchment and the metropolitan area of Brisbane. It also 
provides an interpretation of areas inundated according to the Storm versus Flood Categorisation 
System and flood data that was available at the time of writing. 
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1. INTRODUCTION 

Worley Parsons was engaged by lAG to assess the intense weather event which occurred across 
South-east Queensland from the 7th to 14th of January 2011. The findings were summarised in a 
report titled 'Impact of January 2011 South-east Queensland Weather Event on Brisbane and 
Ipswich', dated 21 st February 2011. The report contained an overview of the weather event, analysis 
of the recorded rainfall across the region and classification of flooding in the Brisbane River 
catchment and its associated sub-catchments, including the Lockyer Valley and Bremer River. 

• The findings presented in the February report were based on the rainfall and river level gauge data 
available at the time of writing. Subsequent to this, the Bureau of Meteorology (BaM) released an 
expanded set of gauge data for the region. This data prompted a review of the original report and in 
some instances allowed a greater level of confidence to be attained in the findings presented. This 
includes the severity of the rainfall intensity across the Brisbane River catchment and interpretation 
of the resultant inundation, particularly within the Bremer River sub-catchment. 

• 

Accordingly, the February report has been updated to incorporate the new data (where applicable) 
and to provide greater certainty regarding the conclusions made. The findings are presented in this 
current report . 
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2. METEOROLOGICAL SEQUENCE OF EVENTS 

On the 7th January 2011, a low pressure system derived from a monsoonal trough moved 
southwards along the east coast of Queensland in the vicinity of Mackay. Over the next day this 
localised low pressure system gradually moved closer to Fraser Island. However, it did not lead to 
the generation of significant rainfall at this time due to its orientation relative to the monsoonal trough 
located to the north and a series of high pressure systems located to the south-east. 

Throughout the 8th of January 2011, the low pressure system remained relatively stationary. It • 
eventually moved closer to the south-east Queensland coast and intensified on the 9th of January to 
form a trough that spanned from the NSW border to Mackay. Through the early hours of the 
9th January, this trough rotated towards south-east Queensland and generated large volumes of rain 
as warm moist air was forced upwards over the region by a high pressure cell located near New 
Zealand. 

This process continued throughout the 9th of January, with the trough reducing in span and generally 
remaining stationary off the coast. Moderate intensity rainfall was experienced across the region 
with the greatest concentration centred around the coastal sections of the Brisbane and Caboolture 
Rivers Catchments. 

Early on the 10th of January, the upper atmospheric trough dissipated. However, the low pressure 
system intensified further and moved slightly closer to the south-east Queensland coast. This led to 
a brief cessation in rainfall, particularly in the upper catchment areas to the west. At this time, a 
monsoonal trough descended from the north of Queensland to the central coast. The low pressure 
centre located in the south moved in a northerly direction where it merged with the trough. This in 
combination with the orientation of the high pressure system feeding the region with warm moist air, 
led to the further generation of large volumes of rainfall. • 

While not strictly an East Coast Low, the system functioned in a similar way, producing gale force 
winds and widespread rain across the coastal region south of the low pressure system. Orographic 
effects are likely to have exacerbated the effects of the rainfall in the upper catchment areas inland 
from the coast. 

Through the latter part of the 10th of January 2011, the low pressure system and monsoonal trough 
moved to the north and west, resulting in the cessation of intense rainfall across the eastem 
catchments. On the following day intense rainfall occurred on the western side of the Great Divide 
as the system continued to move in a westerly direction. 

Figure 1 shows the progression of meteorological events leading to the generation of rainfall during 
the South-East Queensland Weather Event which extended from the 7th to the 10th of January 2011. 
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Figure 1: Progression of Meteorological Conditions B 

Notes: The dotted lines represent a trough when present 
The circles represent a the low pressure centre 

Legend: 
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Date 
23:00 7fll January 
23:00 afll January 
11 : 00 efll January 
17:00 efll January 
23:00 efll January 
05:00 10fll January 
11 :00 10fll January 
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3. RAINFALL ANALYSIS 

Rainfall during the South-East Queensland Weather Event was generally more continuous and less 
intense on the coast than on inland areas of the upper catchment. 

In coastal regions of south-east Queensland within the lower Caboolture and Brisbane Rivers 
Catchments, the intensification of the coastal low pressure system on the 9th of January led to the 
generation of sustained rainfall. Rainfall generally progressed from the north to the south extending 
across areas of the lower Caboolture Catchment which experienced the start of the storm from about 
04:00 hours (recorded at Beerburrum). In the lower Brisbane River Catchment, the storm began • 
between 09:00 and 10:00 hours (recorded at Brisbane, Redcliffe and Archerfield). 

The accumulation of rainfall generally followed a similar pattem. Areas of the lower Caboolture 
Catchment recorded up to 155 mm until midday on the 10th of January 2011, while areas of the 
lower Brisbane River Catchment recorded between 75 and 130 mm. On the coastal edge, rainfall 
was relatively minor, with a total accumulation of no more than 30 mm (recorded at Cape Moreton). 

Over the next 12 hours the low pressure system moved in a northerly direction and rainfall 
accumulations decreased markedly. However, significant rainfall over the region recommenced 
once the low pressure system merged with the descending monsoonal trough. A further 
accumulation of between 30 and 40 mm over the following 36 hours was recorded in the lower 
Brisbane River Catchment and up to 70 mm in the lower Caboolture River Catchment. This 
indicates that the system was centred over the coastal areas of the Caboolture River Catchment. 

In the central section of the Brisbane River Catchment and across the upper Caboolture Catchment, 
the onset of the storm generally began with moderate intensity rainfall from about 10:00 hours on the 
9th of Janu~ry 2011. However rainfall accumulations were. ge~erally lower than those experienced t. 
the east, with generally no more than 75 mm recorded until midday on tfte ~ orJanuary zot1. 

In the lower Bremer Catchment, the onset of the storm generally began with moderately intense 
rainfall from about 10:00 hours on the 9th of January 2011. However, rainfall accumulations were 
generally lower than those experienced in the east with generally no more than 75 mm recorded until 
midday on 10th January 2011 (as recorded at Amberfey). 

As the low pressure system moved north and merged with the southward moving trough, the region 
experienced a sharp rise in rainfall intensity beginning from 09:00 on the 11th of January 2011 with 
an accumulation of up to 130 mm over the following 24 hours. 

In the upper Bremer Catchment, the onset of the storm generally began with moderately intense 
rainfall from about 10:00 hours on the 9th January. Rainfall accumulations were generally lower than 
those experienced in the east, with generally no more than 74 mm being recorded until 8am on 10th 

January 2011 (as recorded at Grandohester'). From 8am to 1 :OOpm on 10th January 2011, the first 
high intensity rainfall was recorded in the upper Bremer River Catchment, with up to 72 mm 
recorded in this period (as recorded at Mt Cast/e, whioh is adjacent to the Bremer-Lockyer 
boundary). 
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The upper Bremer Catchment experienced a sharp rise in rainfall beginning 6 am on 11th January 
2011. Rainfall accumulations of up to 283 mm were recorded until 3:00pm on 11th January 2011 at 
Grandchester. 

Further west, rainfall showed a continuing trend to be less intense prior to the amalgamation of the 
low pressure system and the monsoonal trough, with rainfall beginning from 13:00 hours on the 9th 

of January 2011. Accumulations of between 60 and 70 mm were recorded until approximately 00:00 
hours on the 10th of January when the northward movement of the low pressure system and the 
alignment of the high pressure cell feeding the region led to the cessation of rainfall in the upper 
catchment. 

As the monsoonal trough moved south, warm moist air from the north ascended into the upper 
atmosphere over these upper catchment regions. Intense rainfall began to occur in the upper 
Brisbane River Catchment (recorded at Toowoomba and Gatton) from between 12:00 hours on the 
10th of January and 02:00 hours on the 11 th of January 2011. 

This and the onset of intense rainfall around Amberley, highlights the west-ta-east progreSSion of 
intense rainfall in the upper Brisbane River Catchment over the 10th and 11th of January 2011. 

Intense rainfall took longer to occur in the upper Condamine River Catchment, beginning from 
13:00 hours on the 11th of January 2011 (recorded at Oakey). OVer the following 36 hours, an 
accumulation of up to 150 mm was recorded. However, the rainfall intensity in this region varied 
significanUy with a large portion of the rainfall accumulated occurring over a period of several hours. 
Orographic effects are likely to have contributed to the sharp increase in rainfall intensity in these 
upper catchment areas. 

Further to the south-west within the upper Condamine Catchment, rainfall only began with the 
movement of the monsoonal low on the 10th of January 2011 (recorded at Warwick). Accumulations 
of up to 60 mm were recorded in these areas over the following 36 hours. 

Over the period from the 9th until the 12th of January 2011, the following total rainfall accumulations 
were recorded: 

• Grandchester - 419 mm 

• Toowoomba - 230 mm 

• Beerburrum - 230 mm 

• Amberley - 220 mm 

• Oakey -185 mm 

• Gatton - 160 mm 

• Brisbane -175 mm 

• Redcliffe -170 mm 
• Archerfield - 120 mm 

• Warwick - 60 mm 

• Cape Moreton - 40 mm 
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Figures 2 to 4 show the daily accumulated rainfall in Queensland from the g1h through to the 111h of 
January 2011. 

Figure 5 shows the accumulated rainfall in Queensland for the week preceding the 131h of January 
2011. 

~ RaInfall Totals (nun) 9th JanuaJy 2011 
_oIlhe _ ClBnalsCenin> 
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Figure 2: Daily Accumulated RaInfall for the !JIb of January 20111 
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Queensland RalnfaU TGtaIs (mm) tOth January 2011 

Figure 3: Dally Accumulated Ratnfall for the 1 QIh of January 20111 
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FIgure 4: Dally Accumulated RaInfall for the 11th of January, 20111 
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Queensland RaInIaIJ Totals (mmt week I:ndIng 131lt January 2.011 _oIthe_ CllmatBCoo1Je 

.. 

-(mm) 

-_ .•. " 
Figure 5: Accumulated Rainfall for the Period from 7fh to 13fh January 20111 (Inclusive) which Corresponds 

to the time when the Storm affected South·east Queensland. 

TIme-varying rainfall data was obtained from primary gauges located in relevant towns in the 
Brisbane, Caboolture and Condamine Rivers Catchments of South-east Queensland (operated by 
the 80M). Data for the period from the 9th until the 12th of January 2011 was compiled and is plotted 
in Figure 6 as cumulative rainfall for each location. Rainfall data specific to the Bremer River and 
Lockyer Creek catchments is provided in Figure 7 and Figure 8 respectively. 

1 © Copyright Commonwealth of Australia 2011, Bureau of Meteorology 
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Figure 9 gives a measure of the rainfall that Queensland had experienced over the months prior to 
the January 2011 weather event. This data essentially compares the recorded rainfall 
accumulations in Queensland over the last few months with all data that the BoM holds for these 
catchments (dating back to the early 2dh Century). It shows that prior to the January 2011 weather 
event, the whole south·east Queensland region had experiencad rainfall accumulations that were 
very much above average with some of the highest accumulations on record . 

Queensland RaIJ1faJl Declles 1 October to 31 0ewmIl&r2010 

--Rongou 
HlJIh8SIon -

10 
v..,_ 
-AwmIge 

1>9 -.. A"""IJO 

H A"""IJO 

2-3 -Aoeroga 

1 
v..,_ 
BeIowA_ 

LomIston -

Figure 9: Rainfall Declles for the period 1st of October until 31 st of December 201 01 
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4. RUNOFF, OVERLAND FLOW AND RIVER LEVELS IN THE 
BRISBANE RIVER CATCHMENT 

Rainfall intensity and its regional recurrence interval are most significantly linked to the generation of 
runoff. In other words, the runoff derived from rainfall is dependent on how 'usual" or 'unusual" the 
rainfall intensity was for a given catchment. Catchments that are located to the east of the Great 
Dividing Range in eastern Australia typically require higher rainfall intensities than those on the 
western side of the Dividing Range to generate a similar response in runoff and stream levels. 

For example, if a region experienced a rainfall intensity of 50 mm per hour and this was equivalent to. 
an Average Recurrence Interval (ARI) of 1 year, then the catchment would not be expected to 
respond with widespread inundation. If this same rainfall intensity occurred across a region where 
this was more unusual and the Average Recurrence Interval was closer to 100 years, the catchment 
would be expected to respond much more rapidly, with likely widespread inundation due to runoff, 
overland flow and stream overtopping. Therefore, while areas of the upper Condamine River 
Catchment received much less rainfall than the Caboolture and Brisbane Rivers Catchments, 
responses were significant because this rainfall was unusual. 

The rainfall intensities at key gauges were calculated and compared with regional data documented 
in 'Australian Rainfall & Runoff (1998). This analysis highlights the areas where rainfall was most 
unusual and where local overland flow and flow from small streams was likely to have occurred. 

A comparison of the peak rainfall ARI for key gauges is shown in Table 1 according to data from 
'Australian Rainfall & Runoff (1998). 

Table 1: Summary of How Usual or Unusual the Peak Rainfall Intensity was at Key locations in the 
Affected Catchments 

Rainfall gauge Regional ARI Data (sub) Catchment Peak Rainfall Intensity ARI Location Location Location 

Brisbane Brisbane lower Brisbane Between 1 and 2 years 

Toowoomba Toowoomba upper Brisbane I upper Between 50 and 100 years Condamine 

Oakey Dalby upper Condamine Between 20 and 50 years 

Warwick Warwick upper Condamine Between 2 and 5 years 

Ambertey Ipswfch middle Brisbane Between 5 to 10 years (lower Bremer) 

Grandchester Ipswfch middle Brisbane (upper Greater than 100 years Bremer) 

Beerburrum Caboolture Pine-Caboolture Between 2 and 5 years 
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This data shows that the two areas where the peak rainfall intensity was most unusual were in the 
upper Bremer catchment, where it had an ARI greater than 100 years and around Toowoomba 
where it had an ARI of between 50 and 100 years. 

Furthermore, the rainfall intensity recorded at Oakey Airport on the western side of the Divide was 
also unusual, with a peak ARI of between 20 and 50 years. This data shows that the upper 
Brisbane, upper Bremer and Condamine Catchments were the focus of unusually intense rainfall 
and indicates that these areas could be expected to have generated large volumes of runoff in 
response to rainfall that was experienced. 

Rainfall intensities were less unusual in the middle reaches of the Brisbane River Catchment, having 
a peak ARI of between 10 and 20 years. However, rainfall of this frequency would have led to some 
significant runoff and overland flow, with the possibility of overflow from small streams. However, 
rainfall of this magnitude across the upper catchment could have been expected to cause medium 
sized streams in this region such as the Bremer River to overflow. 

A comparison between the recorded rainfall in the upper and lower sections of the Bremer River 
Catchment indicates there was Significant variation in the severity of the peak intensity. In general 
the peak intensity of the rainfall recorded reduces in an easterly direction. The total rainfall recorded 
in the western and north-western areas of the catchment was much heavier than in the eastem and 
south-eastem parts of the catchment. 

In the lower Brisbane River Catchment, rainfall was not particularly unusual, with a peak ARI of no 
more than 2 years. Therefore the upper catchment rainfall would have been the primary cause of 
overflows of large sized streams in this region such as the Brisbane River. 

The Pine-Caboolture Rivers Catchment experienced a peak rainfall intensity that had an ARI that did 
not exceed 5 years. This most probably did not lead to significant inundation as a result of overland 
flow, but would have led to the smaller-scale overflow of small and medium sized streams in this 
region. 

This data shows that the upper catchment regions would have contributed directly to the generation 
of flow that progressed downstream and inundated overbank areas in the middle and lower 
catchment. In other words, the rainfall in the upper catchment regions of the Brisbane and 
Condamine Catchments led directly to the high streem levels in middle and lower catchment regions. 

Equally important to rainfall intensity is how saturated a catchment is due to recent rainfall as this 
affects the rainfall infiltration and therefore the volume of runoff generated. A catchment that is well-
saturated with high antecedent soil moisture will lead to a more rapid accumulation of runoff resulting 
in possibly more severe levels of inundation from overland flow and streams. Figure 9 and the 
associated commentary on page 12 indicates that rainfall had been unusually high over the months 
prior to the January 2011 weather event, with many catchments still saturated from flows derived 
from an extreme weather event that occurred near the end of December 201 O. 

Another important factor that significantly contributes to the response of the catchment is the spatial 
size that significant rainfall occurs over. The greater the proportion of the catchment covered by 
intense rainfall, the greater the volume of runoff generated within the catchment meaning that stream 
levels would respond more severely. 
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During the January 2011 Weather Event, the entire Caboolture Catchment and a large majority of 
the Brisbane River Catchment experienced intense rainfall, which combined with the saturated 
catchment condition, led to the rapid rise in stream levels that occurred. Conversely, only the upper 
most portions of the Condamine Catchment were affected by the January 2011 weather event, 
leading to a more gradual stream level response along downstream reaches. 

The following sections summarise the hydrologic, geomorphic and topographic characteristics of the 
Brisbane River Catchment and its sUlH:atchments. 

4.1 The Brisbane River Catchment 

The Brisbane River basin is located in the South-east comer of Queensland where approximately 
80% of Queensland's population resides. Several urban centres including Brisbane and Ipswich are 
located in the south-eastern section of the catchment. 

Figure 10: The Brisbane RIver Catchment 2 

• 

• 

The Brisbane River rises in the Brisbane Range which is located 40 kilometres east of Kingaroy. 
Major tributaries of the upper Brisbane River include Cooyar, Emu and Cressbrook Creeks which all 
enter the river from the east and travel in a south-easterly direction eventually passing into WlVenhoe 
Dam. 

2 © Australian Government (Australian Natural Resource Atlas) 
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The Stanley River is also a major tributary of the upper Brisbane River. It rises in the Conondale 
Ranges southeast of Maleny and travels in a south-westerly direction through one of the heaviest 
rainfall areas in Australia and into Somerset Dam and then eventually into Wivenhoe Dam. 

The catchment above Wivenhoe Dam drains an area of approximately 7,000 square kilometres. The 
total area of the Brisbane River Catchment is about 13,500 km2. The catchment is characterised by 
flat coastal plains and steep ranges. streams in the west of the catchment are fast flowing high 
energy streams that gradually decrease in gradient to form broader moderate energy systems that 
meander across the coastal plain. 

• Land use is diverse in the basin, encompassing major urban areas along the coast, grazing, mining, 
some intensive agriculture and forested areas in the ranges. Due to population pressures, a large 
proportion of the basin has been fully developed. 

• 

Lockyer Creek drains the upper catchment extending west to Toowoomba and joins the Brisbane 
River near Lowood, which is just downstream of WlVenhoe Dam. The Bremer River drains the area 
extending to the south and flows through Ipswich before discharging to the Brisbane River near 
Moggill. It has an upstream catchment of approximately 2,000 km2

• 

Intense rainfall in the upper catchments of the Lockyer and Bremer Valleys can lead to the rapid 
increases in stream water level and inundation of the adjoining floodplain. In contrast, the upstream 
catchment of the Brisbane River is large and requires intense raintall over a substantial area in order 
to generate rapid rises in river water level. 

Flooding in the Brisbane City area can also be caused by flooding of local creeks such as Oxley and 
Bulimba Creeks on the south side, and Kedron Brook, Moggill and Enoggera Creeks in the northern 
and western suburbs. The small size of these creeks means that they would respond to intense 
local catchment raintall well before any significant flooding ofthe Brisbane River . 

4.1.1 Lockyer Creek Sub-Catchment 

The Lockyer Valley is a major sub-catchment of the Brisbane River catchment. Lockyer 
Creek and its tributaries have a total catchment area of about 2,800 square kilometres, which 
is about one-quarter of the total area of the Brisbane River catchment. 

Lockyer Creek flows in an easterly direction for about 100 kilometres from the Great Dividing 
Range to its confluence with the Brisbane River near Lowood. Its major tributaries include 
the Laidley, Tenthill, Ma Ma and Buaraba Creeks, which have sub-catchment areas 
equivalent to about half of the Lockyer Creek catchment. 

4.1.2 Bremer River Sub-Catchment 

The Bremer River Catchment is also a major sub-catchment of the Brisbane River. It rises in 
the Macpherson Range and has a catchment area of about 2,000 km2• The tributaries of the 
Bremer River have their headwaters in the Little Liverpool range to the southwest and drain 
in a north-easterly direction into the Bremer River, which joins the Brisbane River at Moggill. 
The Bremer River Catchment is generally steep and lightly forested, except in the lower 
north-eastem areas, which drain through the City of Ipswich. 
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Warrill Creek is the largest tributary of the Bremer River and drains an area of approximately 
1,150 km2

• Other significant tributaries include Bundamba Creek, Purga Creek, Iron pot 
Creek, Deebing Creek, Mihi Creek, Sandy Creek, Westem Creek and Franklin Vale Creek. 
The upper reaches of all these creeks are predominantly rural, but the lower reaches of 
some tributaries contain significant areas of urban development. Moogerha Dam is located 
in the upper reaches of Warrill Creek. 

Flooding in reaches of the Bremer River can be generated by a range of causes, including: 

• Heavy rainfall in the Macpherson Range can cause major flooding of rural areas as well 
as widespread traffic hazards and disruptions in downstream urbanised areas around • 
Ipswich. 

• Flooding in the Ipswich area can be caused by local creek flooding, which can rise very 
quickly and can cause significant flooding in urban areas. 

• Flooding in the lower reaches of the Bremer River can also occur due to backwater 
flooding from the Brisbane River when it is in major flood. 

• 
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5. INTERPRETATION OF INUNDATED AREAS 

5.1 General 

The following sections rely on the summary of meteorological and flooding conditions provided 
in the previous sections to characterise the impacts of the January 2011 South-east 
Queensland Weather Event on reported inundation at Ipswich and Brisbane. Upstream 
catchment rainfall data was used to characterise stream level response. Local rainfall was 
referenced to determine the potential for runoff and the nature of overland flow. 

• Interpretations were typically based on the recorded or predicted response of the primary 
stream channels downstream of Ipswich; that is, along the Bremer and Brisbane Rivers. In all 
cases there is the possibility of exceptions, especially where smaller tributaries, streams or 
drainage channels exist. 

• 

The interpretation was based on the response of the primary stream channel with reference to 
the Storm versus Flood Categorisation System as defined in Appendix A and by McConnell 
(2010). 

The interpretations given represent the "most likely" outcomes based on available 
meteorological, rainfall and river level data, and will naturally have "grey areas" around the 
borders where interpretations may change as a function of any localised responses to rainfall 
and river levels. 

As discussed in the introduction, an expanded rainfall and river level data set, which was 
recorded during the January 2011 South-east Queensland Weather Event, has been provided 
subsequent to the original Brisbane-Ipswich Area Specific Report (prepared in February 
2011). As a consequence, the original report has been updated to incorporate the additional 
data (where applicable). The expanded data set has also allowed the assessment of rainfall 
intensity and the interpretation of inundation areas to be presented with a greater level of 
certainty. 

The interpretations provided cover the portion of the Brisbane River Catchment extending 
downstream from Lowood to the coast. This includes the lower Bremer sub-catchment which 
extends from Amberley through Ipswich to the Brisbane River confluence near Mogill (refer 
Figure 10). The interpretations should be read with reference to the Figures B1 to B3 which 
are contained in Appendix B. 

5.2 Assessment of Classification 

The January 2011 South-east Queensland Weather Event led to extensive rainfall across the 
western sections of the Brisbane River and Lockyer Valley Catchments. Rainfall recorded 
across the upstream catchment at Toowoomba, Gatton and Grandchester had the greatest 
impact on water levels in the lower Brisbane and Bremer Rivers. As discussed above, rainfall 
intensities at Toowoomba had frequencies of between 50 and 100 year ARI for a range of 
storm durations, while rainfall in the upper Bremer exceeded design rainfall estimates for the 
1 00 year ARI event. 
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Rainfall gauges located in the lower catchment at Amberley, Archerfield and Brisbane indicate 
that rainfall was less intense in the lower catchment and smaller accumulations occurred 
compared with those recorded in the upper catchment areas (particularly in the Lockyer sub-
catchment and upper Bremer Catchment). 

• 

• 
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5.2.1 Lower Brisbane River Catchment 

Rainfall began in the lower catchment at approximately 9:00 hrs on the 9th of January 2011 
with relatively minor intensities and accumulations occurring until 16:00 hrs on the 11th of 
January 2011. A total rainfall accumulation of 120 mm, 170 mm and 165 mm was recorded at 
the Archerfield, Brisbane and Redcliffe, respectively. Within this period, rainfall accumulations 
slowed from 10:00 hrs on the 10th of January 2011 until early on the 11th of January 2011, 
after which time the intensity of rainfall increased again (refer Figure 6). 

Notwithstanding, an assessment of this data indicates that peak rainfall intensities over this • 
period did not exceed an ARI of 2 years. 

This highlights that the storm produced less intense rainfall in the lower compared to that in 
the areas to the west and north. While some local drainage systems may have been 
overwhelmed by the runoff that was generated, it is unlikely that a significant number of 
properties at Ipswich and downstream along the Brisbane River would have been affected 
directly by runoff or overland flow. 

The elevated levels that were observed in the lower Brisbane River were primarily a response 
to the intense rainfall that occurred in the upper catchment areas to the west, including heavy 
rainfall in the headwaters of the Lockyer and Bremer Rivers, combined with releases from 
Wivenhoe Dam. 

A river level gauge on the Brisbane River at Mount Crosby, which is approximately 10 km 
upstream of the confluence of the Bremer River, recorded a steady rise in levels that 
exceeded the BoM's "Moderate" designation at 04:00 hr on the 10th January 2011. This initial 
rise in river water levels was the result of initial catchment-wide rainfall that started as early as. 
the 9th January. 

The hydrograph generated from the Mount Crosby gauge record (refer Appendix B) shows a 
clear change at approximately 09:00 on the 11th of January 2011, at which time levels began 
to increase more rapidly. This was likely a result of the arrival of inflows from the upper 
Lockyer Creek Catchment. Flood levels surpassed the BoM's "Major" designation at 
approximately 16:00 hrs on the 11 th of January before peaking at approximately 26.0 metres 
gauge height at 10:00 hrs on the 12th of January 2011. 

A gauge on the Brisbane River at MoggiIJ shows a similar response to that of the Brisbane 
River at Mount Crosby. This gauge is located about 5 kilometres downstream from the 
Bremer River confluence. 

Gauge records show a steady rise in levels on the 10th of January and then display an 
increasingly rapid rise from approximately 11 :00 hrs on the 11 th of January. 

Levels surpassed the BoM's "Minor", "Moderate" and "Major" designations at approximately 
14:00 and 20:00 on the 11th of January and 04:00 on the 12th of January, respectively. A peak 
flood level of approximately 17.8 metres gauge height was recorded at 14:00 hrs on the 12th of 
January. 
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Further downstream, a gauge located on the Brisbane River at Brisbane City recorded a 
largely tidal hydrograph up to the 10th of January which was progressively dampened on the 
11 th of January, in response to the arrival of flows derived from the upper catchment. Levels 
surpassed the BoM's "Minor" designation of 1.70 metres gauge height at approximately 
12:00 hrs on the 11th of January, continuing and surpassing the BoM's "Moderate" and "Major" 
designations of 2.60 and 3.50 metres gauge height at approximately 02:00 and 08:00 hrs on 
the 12th of January, respectively. A peak level close to 4.5 metres gauge height was recorded 
at approximately 02:00 on the 13th of January. 

5.2.2 Lower Bremer River Catchment 

Levels recorded at a gauge on the lower Bremer River at Ipswich show a distinct similarity with 
those recorded at Mount Crosby and MoggiJI on the Brisbane River, which is only a short 
distance upstream and downstream of the Bremer - Brisbane River junction. The data shows 
levels rising steadily on the 10th of January, surpassing the BoM's "Minor" designation at 16:00 
on the 10th January and the "Moderete" designation at 04:00 on the 11th of January. 

This initial response is most likely a result of direct catchment runoff into the Bremer River and 
backwater flooding from the Brisbane River in response to the steady reinfall that had 
occurred across the wider catchment since 9th January. 

However, at approximately 11 :00 hrs on the 11th of January 2011, levels began to increase 
more rapidly, surpassing the BoM's "Major" deSignation at approximately 14:00 hrs and 
continuing to rise another 8.0 metres to peak at a level of approximately 19.6 metres gauge 
height at 12:00 hrs on the 12th of January 2011. The shape and timing of this peak indicates 
the ultimate influence of backwater flows from the Brisbane River on flooding of the lower 
Bremer River. 

It is recognised that flooding in the Ipswich area was also influenced by local catchment run-off 
and the run-off produced by intense rainfall generated in the upper Bremer River Catchment. 

The frequency of the recorded rainfall in the lower Bremer River Catchment was typically in 
the order of 5 to 10 year ARI. Rainfall of this frequency is unlikely to have made a significant 
contribution to the flooding recorded in the Ipswich area. 

The high intensity rainfall recorded in the westem and northem sections of the Bremer River 
Catchment resulted in flooding along the Bremer River and its associated tributaries. The 
available streamflow gauge data (refer Figures 82 and 83) suggests that the flood peak from 
high intensity rainfall in the Bremer River catchment occurred some time prior to the flood 
peak at Ipswich, which was ultimately defined by backwater flooding from the Brisbane River. 

However, the exact contribution of these different sources to the flood peak at Ipswich is 
beyond the scope of this report and would required detailed modelling of the flood event. 

The following is noted in terms of the extent of the backwater influence from the Brisbane 
River on the flood peak in Bremer River: 
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• A review of the river gauge data suggests that backwater flooding from the Brisbane River 
has ultimately defined the flood peak in the Bremer River at least as far upstream as the 
Brassall gauge (refer Figure 82). 

• 

• 

Conversely, the Walloon gauge record shows the flood peak occurring 18 hours prior to 
the flood peak at Brassall and that the flood levels fell at Walloon, while simultaneously 
rising at Brassall. This indicates that the flood ~ in the stretch of the Bremer River 
upstream of the Walloon gauge is defined solely by the local flood event, rather than 
backwater flooding from the Brisbane River. The nature of flooding at Walloon and 
upstream is discussed further in Section 5.2.3. 

Between these two gauges, it can be inferred that the influenca of backwater flooding 
from the Brisbane River on the peak level in the Bremer River has gradually reduced in an 
upstream direction. For example, the flood peak at the One Mile Bridge gauge (located 
approximately one third of the distance between Walloon and Brassall upstream of 
Brassall) occurred approximately ten hours prior to the peak at Brassall. However, the 
shape of the hydrograph indicates that flood levels including the peak at One Mile Bridge 
were still influenced by backwater flooding from the Brisbane River, which prevented local 
Bremer River flows from escaping downstream. 

5.2.3 Upper Bremer River Catchment 

The available river gauge data for the upper Bremer River indicates that peak flood levels 
upstream of the Walloon Gauge remained largely free of backwater flooding from the Brisbane 
River. 

• 

The Walloon Gauge shows a gradual response to rainfall across the upper catchment until 
approximately 10 am on 11th January 2011. From this time, levels at Walloon rose sharply, • 
reaching a peak of approximately 31.87 mAHD at around 5:00pm on 11 m January 2011. 

It is noted that the gradual recession of the hydrograph's falling limb as shown in Figure 82 
(i.e. in the period following the flood peak) indicates that backwater effects were to some 
extent impeding the discharge of flows downstream. However, this is a separate issue to the 
flood peak itself, at which point backwater effects were considered to exert negligible 
influence. 

Further upstream at the Adams Bridge Gauge, the record shows that there were three local 
flood events down the Bremer River over the period from Sunday 9th January to Tuesday 11th 
January. The maximum of these three peaks occurred at approximately 2pm on 11th January 
2011. The river remained at or near the peak for close to 7 hours, until approximately 9pm 
Tuesday 11th January. The stream response indicates that there would be minimal influence 
due to backwater flooding from the Brisbane River this far upstream at any time during the 
flood. 

02484-03-REp·CRHOO1-01 Jan 2011 SE Old Event.Upda1ed IpswIch.doc Page 24 301015-02484_03: Rev 2 24th June 2011 



• 

• 

Worley Parsons 
resources & energy 

INSURANCE AuSTRALIA GROUP 

.JANUARY 2011 SOUTH-EAST QUEENSLAND WEATHER EVENT 
Updated Ipswich Area Specific Report 

5.3 Conclusions 

Comparison of the response of the Brisbane and lower Bremer Rivers with the intensity, 
temporal and spatial distribution of rainfall in the upstream catchment, indicates that the 
IpSWich and Brisbane Metropolitan Areas are considered to fall within Categories 4 or 5 ofthe 
Storm versus Flood Categorisation Scheme (refer Appendix Bl. 
That is, properties affected by overflow of the Brisbane or Bremer Rivers downstream of the 
confluence of the Bremer River and Warrill Creek, would fall within categories 4 or 5. The 
westerly extent of this area is highlighted in Figure 12 . 

However, properties affected by flows in the upper Bremer River along with the upper portions 
of its associated tributaries, such as Warrill Creek, are likely to fall within categories 2 and 3. 
This refers to most properties on the River reach upstream of the Walloon gauge 
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Appendix A 
Classification Scheme 
This scheme describes aspects of the meteorological event and subsequent flow of water that led to 
inundation at the region of interest It classifies inundation broadly by its origin e.g. a watercourse or 
overland flow and the timing of maximum inundation depth relative to critical rainfall of the meteorological 
event. Where Category 1 describes inundation occurring during or very soon after intense local rain and 
is not related to a watercourse and Categories 2 - 5 describe watercourse-based inundation where the 
timing of inundation varies according to where the rain fall and the nature and size of the upstream • 
catchment. 

Table 1: Storm Classification (to be used in conceit with the accompanying descriptions) 

Category Storm RIver System 
Rain In 
a local 
area 

Local 
overland 

inundation 

Subsequent 
floodplain 
Inundation 

(short tlmeframe) 

Subsequent 
floodplain 
Inundation 

(long tlmeframe) 

Category 1 is essentially heavy localised rainfall leading to overland flow, usually during or very soon 
after the rainfall. The location may ba near a small stream but the stream is not the cause of inundation 
at the region of interest. 

Category 2 relates to small to medium streams at the location being considered (up to 70km in length 
and 3000 km2 in area) under heavy regional rainfall where overland flow occurs in mally, followed a short 
time (up to several hours) later by excessive flows inundating the floodplain of the stream. 
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Category 3 relates to a medium sized stream at the location being considered where the rainfall is 
concentrated in the upper (steepe!,) catchment, there is no local overland flow but the stream exceeds its 
channel capacity and occupies the floodplain within a short timeframe of the critical rain (typically 2 to 8 
hours). 

Category 4 relates to a medium to large river where the majority of rain occurs over the upper and 
possibly middle catchments. The long response time of the river system to Regions within the lower 
catchment results in flooding commencing some time after the critical rainfall (typically more than 8 hours 
for medium streams and a day or more for large streams). 

• Category 5 is the classic 'sunny day' flood where rainfall in the upper catchment of a large river system 
generates flooding in the middle and downstream reaches several days to weeks later. 

• 

Interpretation of the Classification Scheme 
While a procedure for classifying a storm's outcomes has been articulated, it cannot be absolutely 
prescriptive and will require some interpretation to a=mmodate the specific nature of individual storms 
and stream systems. For example, a medium stream at the upper end of the medium scale with a high 
intensity rainfall in the upper catchment would typically generate a Category 3 outcome because of the 
likely rapid response by the stream. If lower intenSity longer duration rainfall occurred, a Category 4 
outcome would be generated due to the delayed catchment I stream response . 
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Appendix B 
Application of Classification System 

This section provides a visual representation of the response of the Lockyer, Bremer and Brisbane 
Rivers to the intense rainfall that occurred during the January 2011 South-east Queensland Weather 
Event. It provides a basis for determining the Storm versus Flood Classification that should apply to 
most areas of Ipswich and Brisbane. 

The ·critical rainfall" refers to the causative rainfall for flooding in a particular location. The time • 
interval specified between the critical rainfall and inundation refers to the time between the end of 
the critical rainfall and the peak of the flood recorded at the relevant gauge. It is noted that the end 
of the critical rainfall does not necessarily correspond to the time when rainfall caased. 

Lockyer Creek and Brisbane River 

The following figures show the relevant rainfall associated with the central and upper Brisbane 
Catchment aligned temporally with the response of Lockyer Creek and Brisbane River from upper to 
lower catchment at selected gauges. These figures highlight where the transition between 
Categories 213 and 4 occurs with reference to the Storm versus Flood Categorisation System. 

From this data, areas upstream along Lockyer Creek of Rifle Range can be interpreted as being 
within Category 2 or 3 while those downstream of Savages Crossing on the Brisbane River are 
within Category 4 or 5. 

The timing of the critical rainfall, along with the flood peak at the Gauges investigated is summarised 
~~eB1. • 
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• 

Table 81 SUMMARY OF TIMING OF CRITICAL RAINFALL AND FLOOD PEAK FOR LOCKYER CREEK 

RAINFALL GAUGE APPROXIMATE END APPROXIMATE TIME TIME DIFFERENCE 
GAUGE CATCHMENT BETWEEN CRITICAL 

LOCATION RIVER GAUGE CLASSIFICATION FOR CRITICAL OF CRITICAL AND DATE OF RAIN & FLOOD PEAK RAINFALL RAINFALL FLOOD PEAK (hours) 

Glenore Grove 5:00pm 2 (540149) 11th Jan 2011 

---------" --, ----- -- -----

LOCKYER Lyons Bridge medium Toowoomba I Gatton 3:00 pm 6:00pm 3 CREEK (540174) 11 lh January2011 11 th Jan2011 

--~---------~---

Rifle Range Road 6:00pm 3 (040017) 11 lh Jan2011 

BRISBANE RIVER Savages CrOSSing 3:00pm 01:30 (middle large Wivenhoe Dam 10.5 
Catchment) (540150) 11th January 2011 12th Jan 2011 
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Bremer River (and Warrill Creek) 

The following figures show the relevant rainfall associated with the central and upper Brisbane 
Catchment aligned temporally with the response of the Bremer River and Warrill Creeks from upper 
to lower catchment at selected gauges. These figures highlight where the transition between 
Categories 213 and 4 occurs with reference to the Storm versus Flood Categorisation System. 

From this data, areas upstream along the Bremer River above Walloon would be classified as 
Category 2 or 3, while those downstream of One. Mile Bridge would be classified as Category 4 or 5. 

The time to the flood peak at the gauges included in Figure 82 and Figure 83, together with the 
time between the critical rainfall and the flood peak is summarised in Table 82 . 
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Table B2 SUMMARY OF TIMING OF CRITICAL RAINFALL AND FLOOD PEAK FOR BREMER RIVER CATCHMENT 

RAINFALL GAUGE APPROXIMATE END APPROXIMATE TIME DIFFERENCE 
GAUGE RIVER GAUGE CATCHMENT FOR CRITICAL OF CRITICAL TIME AND DATE OF BETWEEN CRITICAL 

LOCATION CLASSIFICATION RAINFALL RAINFALL FLOOD PEAK RAIN & FLOOD 
PEAK (hours) 

Adams Bridge me\lium Thomton 1 12:00pm 2:00pm 2 (540157) 11 ~ January 2011 
UPPER BREMER .. " .. _,., ,. - - ----- .---

RIVER 
Walloon me(lium Grandchester 3:00pm 5:00pm 2 (540081) 11th January 2011 

One Mile Bridge 2 meplum 1:30am 10.5 (O40836) 1~ January 2011 
- - ----- - - -- ----- -----------~~---". 

Brassall 2 - 11:00am MIDILOWER (Hancocks Bridge) me~lum 20 Grandchester 3:00pm 12th January 2011 BREMER RIVER (540250) 
-----~~---------------------

Ipswich 2 medium 2:00pm 23 (040831) 12~ January 2011 

1 

02484.03-REP-CRT -0001.(11 Jan 2011 SE Old EvanCUpdated IpswIDh.d. 66 • 301015-02484_03: Rav2 24th June 2011 



• WorleyParsons 
resources & energy 

INSURANCE AuSTRAlIA GROUP 

.JANUARY 2011 SOUTH·EAST QUEENSLAND WEATHER EVENT 
Updated Ipswich Area Specific Report 

RAINFALL GAUGE GAUGE CATCHMENT 
LOCATION RIVER GAUGE CLASSIFICATION FOR CRITICAL 

RAINFALL 

KalbarWeir medium (540058) 

WARRILL CREEK Hanisvilie 
(540154) medium Grandchester 

Amberley· 
(Greens Road) 2 medium 

(540180) 

• 

APPROXIMATE END APPROXIMATE TIME DIFFERENCE 
BETWEEN CRITICAL OF CRITICAL TIME AND DATE OF RAIN & FLOOD RAINFALL FLOOD PEAK PEAK (hours) 

8:00pm 5 11th January 2011 

---------- -- '" ------- ------

3:00pm 9:00 pm 6 11 th January 2011 

11:00 am 
12th January 2011 20 

1. It Is recognised that strictly speaking the Thornton gauge is located in the Lockyer Valley and not the Bremer Catchment. However, tt is approximately 2 kilometres 
from the Bremer - Lockyer catchment boundary, and 14 kIlometres from the Adams Bridge gauge. Accordingly, ij is considered to consmute a representative rainfall 
for assessing the end of critical rainfall at the gauge. 

2. It Is noted that while Grandchester has been taken to be the rainfall gauge for determining the critical rainfall, each of these gauges was also showed evidenca that the 
stte was affected by backwater flooding from the Brisbane River. 
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Schedule of Work No 2: Hydrology Reports 

Commencement Date: December 2010 

Termination Date: Termination of a schedule of W{lrk on the provlslon of 5 days written 
notice as per relevant schedule of W{lrk. 

1. Services 
The Services consist of the preparation of the foIlowlng Hydrology Reports utilising the 
Protocol at paragraph 2 below relating to Inundation mising from storms In Australia: 

1. an overarchlng Hydrology Reports for speolfled regions (Regional Report) 

2. Individual Property Reports. 

Where we require either a Regional Report or anlnclMdual Property Report to be prepared 
(collectlvely "Hydrology Reports"), we wiD provide You with written Instruotions (via an ernan) 
regarding the report and timeframes for dellvery. 

The Hydrology Reports must be produced In accordance with the Report Template delalled In 
paragraph 3 below. 

You agree that any reports that You prepare may be subject to further pear review by another 
quallfled hydrologist. 

In providing the Services you Wlll u1r1ise sullably quaflffed personnel located In the state or 
territory Where the region or the IndMdual property Is located. Where such personnel are not 
available to provide the Services, you will contact us to discuss Whether staff from other 
states or tenitoJies may be avaUable to undertake the W1Jfk. 

Where required, Your personnel will meet with Us to discuss any of the reports prepared by 
them. 

You grant Us a Licence to use the Reports under this SOW for the Specified Purposes In 
clause 1.7 (0) of the LOA. This Uoence extends to the use of the Reports by any of our 
related Australian companies. 

2. Protocol 
This report outlines how to create a assessment of a storm event resulting In some degree of 
Inundation that affects properties of Interest In one or more regions. The obJectlve is to: 

• Describe the meteorologlcal event and subsequent flow of water that led to the 
Inundation on a regional basls. Part of this description will utlllse a classlflcatlon 
scheme outlined below. 

• From that description, Identify Whether the Inundation was ceused by a watercourse, 
overland flow, or a combination of the tW1l. 

This protocol describes the key areas that must be Induded In an overarchlng flood event 
report 

611328 : 121968 
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2.1 Classification Scheme 
this scheme describes aspects of the meteorological event and subsequent flow of water that 
led to inundation at the region of interest. It classlfles Inundation broadly by Its oligin e.g. a 
watercourse or overland flow and the timing of maximum Inundation depth relative to critical 
rainfall of the meteorological event Where category 1 describes Inundation occurring duling 
or very soon after Intense local rain and Is not related to a watercourse and categories 2 - 5 
describe watercourse-based Inundation where the timing of Inundation vanes according to 
where the rain fell and the nature and size of the upstream catchment 

Table 1: Storm Classification (to be used In concert with the accompanying descriptions) 

Local Subsequent Subsequent 

Category Storm RIver System 
Ralnlna overland floodplain floodplain 
local area Inundation {short Inundation (long 

:; 

Inundation 
tJrneframe) t1meframe) 

to 

2 
Widespread 10km length & 

X X X 
heavy rain 5Okm2 area) to 

Medium 

4 Medium to 
temporaUy 
variable rain Large 

x x 

very saon after the rainfall. The location may be near a small stream but the stream is not the 
cause of inundation at the region of Interest. 
Category 2 relates to small to medlum streams at the looatIon being considered (up to 70km 
In length and 3000 ~ In area) under heavy regional rainfaU where overland flow occurs 
Initially. followed a short time (up to several hours) later by excessive flows Inundating the 
floodplain of the stream. 
Category 3 relates to a medlum sized stream at the location being considered where the 
rainfall Is concentrated in the upper (steeper) catchment. there Is no local overland flow but 
the stream exceeds Its channel capacity and occupies the floodplain within a short timeframe 
of the critical rain (typically 2 to 8 hours). 
Category 4 relates to a medium to large river where the maJority of rain occurs over the upper 
and possibly middle catchments. The long response time of the river system to RegIons within 
the lower catchment results In flooding commencing some time after the critical rainfall 
(typ/caUy more than 8 hours for medium streams and a dey or more for large streams). 
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Category 51s the classic 'sunny day' flood where rainfall in the upper catchment of a large 
river system generates flooding in the middle and downstream reaches several days to weeks 
later. 

2.2 Interpretation of the classification scheme 
The time between the crltical ralnfall and Inundation of properties Is a key element in the 
Interpretation of the scheme. 

Short streams with relatively small catchments will invariably have short timeframes of a few 
hours, and for bigger river systems a short tlmeframe would be say the order of half a day or 
the duraUon of the meteorological event 

In all cases when interpreting the Impacts for a region. the scope of the stream should relate 
to the catchment upstream of the area under ccnsideratlon. Thus for a town sItUated In the 
upper catchment of a large river system. It is not the large river system that should form the 
basis of assessment but the upstream pcrtlon which may only be medium or small sized . 

Whnst a procedure for classifying a storm's outccmes has been articulated. It cannot be 
absolutely prescriptive and will require some Interpretation to acccmmodate the speclflc 
nature of Individual storms and stream systems. For example, a medium stream at the upper 
end of the medlum scale with a hlgh IntenSity rainfall In the upper catchment would typically 
generete a category 3 outcome because of a rapid response by the stream, but with a lower 
Intensity longer duretlon rainfall would generate a category 4 outccme characterised by a 
delayed response. 

2.3 Data Collection 
The methodology for preparing tha report necessarily Jrwolves the collection and collation of 
meteorological. hydrological and anecdotal data related to the event. The datasets must 
Include the fonowlng 

• Rainfall summaries for the spatial and temporal extent of the event, 

• Pluvlograph data (whwe available) or dally total ralnfalls for gauges managed bY the 
Bureau of MeteoroJogy (BaM) throughout the affected and upper catchment areas 
over the duration of the event, 

• The sequence of synoptic charts (BaM) leading up to and over the event, 

• The sequence of weather radar images (BaM) for the event, 

• BaM and relevant state agency river Jevel records over the duraUon of the event at all 
avallable sites in the affected area, 

• Google Maps or equivalent images of the affected area and communities, Including 
road maps, terrain maps and satellite images, 

• Media and agency reports on the flooding from ABC and newspaper web sites, SES 
and state agency web sites. 
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Much of this data is available throughout and for a short period after the event on the BaM's 
web site. Other data should be ordered from the BaM and relevant state agencies after the 
event and aftar the data has been quality checked. Some of this data can take up to 2 to 3 
weeks to become available. 

2.4 Data Processing 
Analysis and presentation of the data [s essential [n substantIatIng the narrative of the event 
and the Interpretation of flooding on the affected Regions as presented In the report. 

The sequence of synoptic charts, radar Images and accumulated rainfall charts should be 
used to descrlbe the evolution of the meteorological event and the elements that led to the 
rainfall, such as troughs, low pressure cells, monsoonal troughs, east coast lows, cyclones, 
sequence of fronts, and etc. 

A schematic map showing the progression of the event Is useful and should be included 
where this information is available and It is relevant to the report. 

The temporal sequence of cumulative rainfall at all available gauges should be graphed and 
compared by region or stream system, and the pattern of the storm descrlbed on the basis of 
continuity of rainfall, regional distribution, high Intensity periods, etc. 

Corroborating this data with media reports (Where available) can assist In Identifying the 
crltical rainfall pertod, and rainfall Intensities can be extracted from the graphs and used with 
AR&R and AUSIFD to characterise return Intervals as a reference for the storm's rarity. 
Variation In rainfall ARI along the axis of a stream from upper to middle to the lower 
catchment Is also useful In identifying the scope of the event In terms of local, upper 
catchment or widespread affects. 

Where sufficient data Is available, the temporal rlver level data should be graphed and 
compared within and between stream systems (depending on the number of gaugas and 
extent of the event) to characterise the response of the various sireams to the raInfall and to 
the evolution of the flood as it progresses downstream. As time Is a crillcal factor In the 
classlflcatlon scheme, an analysis of the time of Inundation to the timIng onne volume ofYafTi 
critical to the Inundation of the region of Interest together with rlver level hydrographs Is an 
essential part of the report. 

2.5 Interpretation for Regions Affected 
Eaoh region Identified as being of Interest should be presented with a map showing the 
relevant stream together with a description of the relevant nearest rainfall accumulation and 
the peak intensity ARI, the timing of the raInfall (nearby andlor upper catchment) relevant to 
the region, and detalls of relevant recorded peak levels. 
An interpretation of the regions inundated and likely affects on properties relevant to the 
classlfIoation scheme should be developed based on available Information. 
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3. Report templatelntroduc:tion or Foreword 

• pmsent a broad overview of the event, the temporal & spaHaI pattern of the rainfall, 
the communitles or regions affected, and the general outcomes 

3.2 Metrological Setting 

• provide an overview of the key meteorological components that led to the storm 

3.3 Sequence of Events 

• descrlbe the evoluHon of the meteorological components (troughs, fronts, lows, eta) 
that formed the storm IncludIng their features, path of travel, regions covered, dates 
& times, etc 

• provide a map showing the sequence 

3.4 RalnfaU Analysis 

3.5 

• provide a descriplion of the rainfall Induced by the event referring to the 
meteorology 

• Identify the regions where the rain predominantly feli and Identify possible 
orographic or other effects likely to modify the rainfall pattems 

• summarise the acoumulated ralnfall and present the BaM's dally and weekly rainfall 
total maps to oharaoterisa the evoluHon of the event, Identifying the area of Interest 

. as approprlate 

• usa pluvlograph data to produce comparative cumulative ralnfaD plots on a regional 
or river system basis as appropriate to the extent of the event 

• describe the cumulative rainfall plots with reference to the continuity of rainfall, 
Inltle! rain, rainfall breaks, and most Importantiy orlHoai heavy ralnfall parlods (if 
present) that may have led to the ultimate peak flooding 

• where feasible, extract the Intensities of these orltlcal rainfall parlods and plot them 
on reglonallFD curves (AR&R & AUS/FD) to characterize the ARI and rarlty of the 
rainfall event 

Runoff, OVerland Flow & RIver levels 

• Introduce each catchment descriptively, Including catchment size, affected end 
comment on the relationship between the rarlty of the rainfall and likely runoff for 
the region Including comments on antecedent condltlons 

• Introduce each region with its location, stream or trlbutary, upstream catchment 
area, position wlthln the river system, etc and 

• describe how each of the stream systems wIthin their upper, middle and lower 
catchments are likely to respond giVing some Indication of the expected severlty of 
flooding 
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• present plots of the river level hydrographs and where possible Include a map of 
each river system showing the gauge locations and the area of Interest 

• comment on the shapes of the hydrographs, the progression of the flood through 
each stream system and relating the time back to the critical rainfall period, identify 
when the peak occurred and when overbank flows may lIkely have commenced for 
the different parts of the catchment 

• Include anecdotal evidence if available to support findings. this could Include 
region of observations and evidence of InUndation. 

3.6 Damage 

• General discussion of damage, including fatalities, houses, crops, Infrastructure, 
power, health concerns. 

• Discussion on maximum inundation depth, velocity of water, quality of water, eg 
very muddy, sewage content 

3.7 Summary of Findings 

• Summarise the meteorological and catchment characteristics that lead to 
inundation to the regions of interest with reference to the classification scheme. 

• Identify whether the inundation at the region of Interest was watercourse based. 

4. Timeframes 
You will provide hydrology reports as follows: 

Q OVerarchlng Reporte- wIthln 5 Business Days of the request for the preparation of 
the Report 

• Individual Property Reports- within 10 Business days of the request for the 
preparation of the Report 

The partles may agree In writing to an amended tlmeframe for the preparation of any report 

5. Fees 
5.1 Prior to commencing work on any Hydrology report, You must provide Us with a written 
estimate of the fees for such report based on the following: 

a. Hourly rates-

3.Senlor hydrologist $ 240 per hour 

4. Hydrologist and engineers $170 per hour 

b. Travel expenses- where the provision of a report requires travel within the stale, We 
will reimburse you for travel expenses reasonably Incurred In travelling to the location 
Including; travel time, accommodation, costs of vehicle. Travel expenses must align with 
lAG standards. 
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c. Accommodation costs- these must be eligned with lAG standards for accommodation. 

Once we oonffrm our acceptance of the estimate. You will prepare the report 

 
 

Signature "rio 3/2.-- /I 

Print name Print name 

• For and on behalf of For and on behalf of 

WorleyParsons Services Ply Ltd lAG RE Australia Limited 

ABN 61001279812 ABN 96 001 948 278 

• 
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LIst of documents 

December 2010 
Overview Hydrologist Report Flood Event at Emerald, December 2010 dated 20 
January 2011 by RPS Australia East Pty Ltd 

Preliminary Overview of the December 2010 Flood at Emerald Qld, dated 27 January 
2011 by WRM Water & Environment Pty Ltd 

Overview Hydrology Report Flood Event at Bundaberg December 2010 dated 9 
February 2011 by RPS Australia East Pty Ltd 

Overview Hydrology Report flood event in the lower Burnett River December 2010 
dated 16 February 2011 by RPS Australia East Pty Ltd 

Preliminary Report: Bundaberg Flooding December 2010 dated 20 January 2011 by 
MCS Group Holdings Pty Ltd 

Overview of the December 201 O/January 2011 flooding at Rockhampton dated 10 
February 2011 by WRM Water & Environment Pty Ltd 

Overview of the December 2010 to January 2011 flooding at Theodore dated 18 
February 2011 by WRM Water & Environment Pty Ltd 

Overview Hydrologist Report Flood Event at Dalby December 2010 and January 
2011 dated 8 February 2011 by RPS Australia East Ply Ltd 

Overview Hydrologist Report Flood Events at Chinchilla December 2010 and January 
2011 dated 4 February 2011 by RPS Australia East Pty Ltd 

January 2011 
Preliminary Report January 2011 Flood Event at Oakey dated 27 January 2011 by 
RPS Australia East Pty Ltd 

Overview of the 10 January 2011 Storm Event at Toowoomba dated 20 January 
2011 by WRM Water & Environment Pty Ltd 

Preliminary Report on QLD Weather Event 9-11 January 2011 by Worley Parsons 
Services Pty Ltd dated 13 January 2011. 

Impact of January 2011 South East Queensland Weather Event at Brisbane and 
Ipswich dated 17 February 2011 by Worley Parsons Services Pty Ltd 

South East Queensland Weather Event Report January 2011 dated 18 February 
2011 by Worley Parsons Services Pty Ltd 

SE Queensland Rivers: background Information. River sub catchments affecting river 
flows through south east Queensland Internal lAG Report 

lAG Re Significant Weather Report January 2011; Event Ref No 263: 4-12 January 
2011 Internal lAG Meteorologist Report 

South East Queensland Flood Event of January 2011: Background Weather 
Information Internal lAG Meteorologist Report 
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Handling Your Complaint 

Are you unhappy with a decision made 
by CGU Insurance regarding your insurance 
and/or do you wish to make a complaint? 
At CGU, we value all our customers. 
We understand that occasionally some customers 
are not satisfied with the services or products we 
provide or do not agree with decisions we make in 
relation to their insurance. 
We have a process to help you if you wish to make 
a complaint or have a dispute managed. 

CGU's Complaints Process 

Step 1. Talk to us first 

The first thing you should do is contact us. You can 
contact your nearest CGU Insurance office or talk 
with a relevant staff member in the department 
concerned. If you do not have the relevant contact 
details you can call us on the numbers featured on 
the back cover. If you let a staff member know what 
your complaint concerns, they mal' be able to 
resolve the issue for you. If not, they will rerer you 
to an appropriate manager. 
The Manager or a senior staff member in the 
Manager's area will review and respond to your 
complaint. 
A response to your complaint will usually be provided 
within 15 business days from receipt of your 
complaint. 

o 
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Step 2. Have your complaint reviewed by the 
relevant CGU Insurance dispute resolution area 

If the Manager or senior staff member cannot 
resolve your complaint, they will refer it to the 
relevant CGU Insurance dispute resolution area. 
Alternatively, you can ask the Manager or senior 
staff member to refer you to the relevant dispute 
resolution area. 
The relevant dispute resolution area will treat your 
complaint as a dispute and one of their staff 
members will liaise with you in relation to the 
dispute. They will review your dispute and provide 
you with a decision usua JJy with in 15 business days. 

Step 3. Seek an External Review of the decision 

If you are unhappy with this decision, you may 
wish to seek an external review of the decision. 
The relevant dispute resolution area's letter 
outlining its decision will provide you with 
information on external review option(s), such as, 
if appropriate, referring you to the dispute 
resolution scheme run by the Financial Ombudsman 
Service (FOS). The toll free number for the FOS is 
1300 780 808. Or you can contact them via their 
website: www.fos.org.au . 

'our commitment to 
customer service' 



Your Jnsurarn:e adviser Is 

CGU0038 REV129J08 

Insurer 
CGU Inmuancs limited 
A8N 'Zl 004 478 371 

.1 
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CGU Insurance 
National DecIsion Review Office 
GPO box 390D Melbourne 3001 

 
e ogu.idr@cgu.oom.au 

C/· Legal Aid Queensland 
PO Box 2448 
Brisbane 
QLO 4001 

Dear Mr

Our Reference:  
 

Pollcy#; 

RE: Mr · Newcastle Street, Fairfield QLD 4103 
Claim for Property Inundation on or about 12 January 2011 

We refer to the above matter and your correspondence of 15th August 2011, requesting for this matter to be 
reviewed as part of the Internal Dispute Resolution (IDR) process. 

In consideration of the issues raised wtthin your correspondence, we outline the following responses: 

1. Alleged misrepresentation by Credtt Union Australia, as agent for CGU Insurance at time of policv 
inception. 

We note your correspondence to indicate the following description from our client: 

'At the time we purchased the policy we wera banking with CUA end they told us that they did 
insurance through CGU, so we decided to go through them. CUA told us that they looked at 
the best value Insurance on offer and CGU is who they chose to go with. We trusted CUA as 
they say the chose CGU as the best value insurance on offer". 

The statement provided indicates to CGU that our Client enquired with CUA about Home 
Insurance, and were informed of the CGU product available through CUA. 

CUA acts as an agent for CGU, and thus only presents to our or other potential customers the 
insurance product on offer. It is and remains our customer's and any other prospective customer's 
responsibiJtty to familiarise themselves wtth the insurance products on offer, from CUA or any other 
Insurer/agent, and determine whether that insurance product is suttable to their insurance needs or 
requirements. 

At the time of policy inception, our client was provided wtth a copy of the Policy BookJetlProduct 
Disclosure Statement (PDS). This does not appear to be in dispute. 

Further the policy provides a 21 day money back guarantee so that, if upon review of the 
documentation, the policy terms and condttions were not suitable to our client; the policy could 
have been cancelled at no expense to our client. 

1 



Our client has elected to proceed with the policy and further continued with the selected policy 
upon the numerous renewals offered since policy inception. 

With respect to the assertion raised that 'CGU Insurance prevlded them with Insurance capable of 
pretectlng their major asset from damage', our clients have elected for a 'Listed Events' based 
Contents Only policy, which provides cover for specific insurance events listed within the policy 
documentation, subject to specific exclusions. 

CGU considers that it would be unreasonable for our clients to assume that they had cover for 
everything and that no circumstance would be excluded from cover. Certainly a reasonable person 
in the circumstance of taking out insurance would not have considered that an insurance cover 
being taken out had no conditions or exclusions to the cover. 

The policy bookletIPDS which was provided to our client at inception outlined the terms and 
conditions, including exclusions, which applied to their insurance policy. 

CGU contends that our client was clearty informed on the type of insurance policy they had 
elected, and the assertion of misrepresentation has not been demonstrated and is denied by both 
CUA or CGU Insurance. 

2. Exclusion relied upon by you (definition) 

We confirm the applicable PDS is the CGU First Choice Home Policy (CV417 REV 07/08). 

Per your correspondence, we also agree with your confirmation that 'Flood' is clearly defined in the 
policy on page 62 as: 

"the covering of normally dry land by water escaping or released from the normal confines 
of a watercoume or lake, whether or not It Is a1/ered or modified. Flood also includes water 
escaping from the confines of any reservoir, channel, canal or dam .• 

We also agree with your confirmation that 'Flood' is indexed within our policy as follows: 

Page 36 - Exclusions for Listed Events, Accidental Damage, Additional Cover and Strata 
Title Mortgagee Protection. 

Page 40 - General exclusions 
Page 62 - Glossary (definitions) 

• 

We do however, disagree with your referencing of 'Flood' indexation on pages 26, 30 or 56 of the • 
PDS "without a definition or any reference to the delinitian N

, as 'Flood' is not indexed or 
mentioned on any of these outlined pages. 

With regards to your referencing of 'storm, rainwater or wind' and 'water or liquid damage' from 
page 18 to 20 of the PDS, we advise that these sections of the PDS relate to Accidental Damage 
cover, not Listed Events cover. 

You have raised the judgement in the case Marsh v CGU Insurance limited, however have failed to 
accurately quote the principle in that case, when Their Honours of the Northern Territory Court of 
Appeal in Marsh v CGU Insurance ltd said: 

"Whether the policy wording 'clearly informed' the Insured that there was no cover 
for flood, was a question of fact to be determined by an examination of the 
document. It was not necessary for the relevant exclusion fo be prominently 
displayed in bold letters over the front cover in order for the Insurer to succeed on 
this question. 

"There were a large number of 'prescribed events' such as flood which were 
2 
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required to be excluded by cleerly infonning the Insured that they were not covered 
risks, and it would have been impractical to require them all to be so displayed. 
Furthennore, the language of Sec 35(2) of the Act suggested that the Insured 
could have been clearly infonned by providing a copy of the policy which showed 
the exclusion in clear unambiguous tenns. 

'Even though Section 35 of the Act was plainly beneficial language, a fair reading 
of Sec 35(2) did not warrant the conclusion that the result needed to go further 
than providing for the relevant exclusion in the policy wording in clear 
unambiguous language and in a manner in which a person of average intelligence 
and education was likely to have little difficulty in finding and understanding if that 
person read the policy in question". (77-055). 

"There's no lack of clarity in the wording of the policy. It is quite clear from the 
definition, for example, that when water overflows from a river onto nonnal'y dry 
land that is a flood". (77-054) (per Mildren J. - Bailey J. concurring). 

Further, in the case of Hams and Anorv CGU Insurance ltd (2002) 12 ANZ Ins Cas 61-525, His 
Honour Justice Einfeld stated: 

'I certainly do not accept that as a general rule it would be incumbent upon an 
insurer to provide along with a document containing the provisions, either a text on 
insurance law or an annotated Policy identifying and explaining either the general 
principles of insurance law or the principles dealing with the proper approach to the 
construction of policy provisions. The fact is that the principles which underpin the 
law of insurance are often complex in the extreme and it could not be the case as it 
seems to me, that a condition precedent to an Insurer establishing that it had 
clearly Informed them in writing of the relevant limitation required tha Insurer to 
annotete the Policy by reference to the principles of insurance law". (See page 
76,200). 

In essence, provision of a copy of the policy wording, which shows an exclusion in clear 
unambiguous terms satisfies the requirements of Section 35 of the ICA. 

In addressing whether the 'Flood' exclusion is set out in the policy in clear unambiguous terms, one 
must consider how a person of reasonable intelligence would read through the policy 
documentetion. 

Your correspondence ignores the simple techniques that everyone knows for understanding how a 
document is laid out, i.e., reference to introductory stetements and the 'contents' page as well as 
the 'index". 

The 'contents' page (page 2) directs the reader to, inter alia, 'About this insurance", "What this 
policy covers" (and a further more detailed directory), 'Exclusions to your cover", "Glossary of 
words with a special meaning" and 'Index". 

Page 1 of the booklet spells out: 

'This Product Disclosure Statement (PDS) has been designed to help you gat the most out 
of your policy. 

Use the contents pages and topic Index to help find what you are looking for. Important 
tasks such as taking out insurance or making a claim are explained in easy to follow steps. 
And we have included a glossary of words with a special meaning. 
When you take out an insurance policy with us, the cover we agree to provide you is set out 
in your current schedule, and described in this PDS, as well as any Supplementary PDS we 
may issue. Togather, they make up the terms and conditions of your insurance contract 
with us. Read them cerefully and store them together in a safe place. 
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If you need more information about this PDS, please contact us or your insurance advisor". 

Finding 'What this policy covers', 'Exclusions to your cover" and the special meanings assigned to 
certain words is easy, and is clearly sat out. The exclusion of 'loss or damage as a result of, or 
caused by, flood' from 'Usted Events cover, Additional cover and Strata TItle Mortgagee 
Protection' is clear, concise and effective. 

Page 3 'About this insurance' goes on to explain: 

'First Choice Home Insurance allows you to choose from two types of insurance cover. 
Usted Events or Accidental Damage. 

• 'Usted Events provides cover for loss or damage to your buildings or contents as 
a result of the incidents listed on pages 12 to 17. 

• 'Accidental Damage provides even greater cover than Usted Events. It also 
coven; accidental loss or damage, plus a range of incidents listed on pages 17 to 
20 under specific conditions. 

'The type of insurance cover you have chosen will be listed on your current schedule. 
, 

Page 5 'What this policy covers' clearly sets out that the 'Usted Events cover" is to be found on 
pages 12 to 17, while 'Accidental Damage cover" and 'Incident cover provided under specific 
conditions' under the Accidental Damage 'Choice' are on pages 17 to 20. 

As previously mentioned, our client had elected for a 'Usted Events' Contents Only cover, as 
ouUined within their Certificate of Insurance issued at inception and every renewal. The 'Usted 
Events' are outlined within pages 12 to 17 of the PDS. 

In reading the PDS, prior to any 'Usted Events' being outlined, page 12 of the PDS states: 

"Usted Events Cover 
If you have chosen Usted Events Home Insurance, we will cover your buIldings or contents 
for loss or damage es a result of the incidents listed on pages 12 to 17. 

If you make a claIm, you will need to pay any excesses that apply - you will only need to 
pay this amount once. 

Any cover we provide is subject to exe/usions. {Emphasis I highlight added} 

For exclusions to this cover, see page 35' {Emphasis I highlight added} 

The above clearly informs the reader that any cover provided by the policy is subject to exclusions 
and are subsequently clearly directed/referenced to the 'exclusions' section of the PDS. wherein 
"Flood' is clearly and unambiguously outlined as an 'exclusion'. 

It appears to us that in trying to support your argument that the policy does not make 'clear, 
concise and effective' disclosure of the policy terms and conditions, you are feigning 
misunderstanding, through referring to passages on pages 18 to 20, which clearly have no 
relevance to our client's Usted Events policy, and ignoring the simple techniques that everyone 
knows for understanding how a document is laid out, I.e., reference to introductory statements and 
the 'contents' page as well as the 'index'. 

CGU is of the opinion that this relevant policy documentation is clear, concise and unambiguous in 
outlining the exclusion of 'Flood', as is required per Section 35 of the ICA. 
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3. 'Storm. Rainwater. Escape of Liquid' Assumptions about cause of water damage 

We note your reference to the fact that the policy covers loss or damage as a result of ' storm, rainwater or 
wind' and 'escape of liquid', and that there is no definttion of same. CGU agrees that in the absence of 
specific definitions for these terms that their ordinary meaning should be considered. 

However, CGU believes that whatever the ordinary meaning for these terms is is immaterial, as each of the 
'Listed Events" (ie. 'storm, rainwater or wind' and 'escape of liquid') are subject to the same policy terms 
and conditions, including the exclusion within pages 35 to 40 that addresses loss or damage as a result of 
'flood', and in consideration of relevant principles and law. 

The applicability and compliance of the policy exclusions have already been discussed wtthin 'Point 2' 
above. 

Whilst noting your assertion that the Greeter Brisbane region was subjected to storm activity wtth heavy 
rainfalls, which may have resulted in or contributed to the inundation of our client's property, we refer your 
attention to the following: 

(a) CGU Telephone records 

"[02/02/2011 09:54:07, Boots, Kevin, aalms Consultant, QLD CGU DP/Dlrect CAe] 
spoke with 01 Dale, 01 advised that the his home is a 2 storey property, and advised the water 
reached up the window level of the 2nd level. Oi advised the Brisbane River had broken its banks 
causing flood water to inundate low lying area. 01 advised the water which inundated his home 
was brown, muddy. • ••• " 

(b) Aerial Photography obteined from .www.nearmaps.com.au •• clearly depicts water which inundated our 
clienfs property and the surrounding areas as originating from water overflowing the banks of the 
nearby Brisbane River . 
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(c) Brisbane City Council 'Flood Flag Map' (refer to Appendix A) clearly outlines our Client's property 
susceptibility to inundation by "Creek. River or TIdal Flooding" 

(d) Brisbane City Council 'Flood Wise Property Report' (refer to Appendix B) shows tha topography of our 
Client's property to vary between 4.3m to 5.0m (AHD - Australian Height Datum), with the January 
2011 inundation reaching an approximate height of 7.8m AHD. 

The technical summary section of this report, indicates the primary source of inundation from the 
January 2011 event as 'River'. The report does however indicate that the property is susceptible to 
inundation from 'Overland flow is the excess run-off during high rainfall events: {R9fer to following Point 
(e)} 

(e) In consideration of whether our client's property was inundated by riverine or overland water, our office 
has reviewed records of collective SITe specific Hydrologist reports WIThin our client's local area. 

CGU has identified two hydrologist reports representing inspections to properties SITuated within 300 • 
meters of our client's property on: 

» William Parade, Fairfield (refer to Appendix C) 

The following are extracts taken from the Worley Parsons Hydrologist report for the William 
Parade property: 

"Cause of Inundation 
The local stormwater catchment covers an area of approximately 3.9 km2 (390 hectares) 
(refer Figure 5). The response times for such small catchments would be expected to be 
less than an hour. 

The total volume of rainfall that fell on catchment during the rainfall event that occurred 
between 10:00 and 15:00 on Tuesday 11th January 2011 (known to have been a 1 to 2 
year ARI rainfall event) was calculated as being approximately 135, 720 m3. 

Taking a conservative, worst-case scenario approach and supposing that all of the runoff 
from the catchment flowed directly into the 0.42 km2 (42 hectare) low-lying area adjacent 
to the site (refer Figure 5), the maximum depth of ponding that could have occurred is only 
around 0.3 metres. 

As much of the low-lying area have levels of less than 4 m AHD, local runoff could not have 
made any contributions to the Inundation that occurred In the area between Sunday 9th 
January 2011 and Thursday 13th January 2011. 

As such, the floodwaters that inundated the area around XX WillIams Pde in Fairfield can 
be attributed to flows from the Brisbane River. 

Published aerIal photography of the area taken on Thursday 13th January 2011 (as the 
flood levels were receding) confirms that a continuous body of water existed between the 
river ond the site at XX William Parade during the event. 

According to river level Information at the Oxley ond Brisbane City gauges, the peak river 
level adjacent to the property occurred at around 00:00 on Thursday the 13th January 
2011, reaching a level of approximately 8 m AHD. 

Therefore, the levels of the Inundation observed at XX Wllliom Parade and in the locol 
6 
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coincide with the levels observed ot the nearby stream gauging stotions on the Brisbane 
River. 

Based on the terrain elevotlon contour informatlan for the area, this peak level would hove 
caused flood woters from the Brisbane River to rise via the stormwoter drain to the north 
of the property shown in Figure 4 and Inundote the property (and dwelling)." 

»> Brougham Street, Fairfield (refer to Appendix 0) 

The following are extracts taken from the Worley Parsons Hydrologist report for the 
Brougham Street property: 

"Cause of Inundotion 
Due to the limited size of the local storm water cotchment thot drains to the site and the 
relotlvely low intensity rainfall (2 to 5 year ARI), it is unlikely that there was sufficient local 
storm water runoff for this to be a contributory factor to the Inundation thot occurred on 
the property. Additionally, aerial photogrophy of the site thot was taken on 13'" January 
2011 shows a continuous woter sUrface from the site from the Brisbane to the site. 
Therefore, it is assumed thot the floodwoters thot Inundated the area of Fairfield around 
Brougham Street con almost entirely be attributed to flows from the Brisbane River. 

According to river levellnformotion at the Oxley and Brisbane City gauges, the peak river 
level directly northwest of the property occurred between 00:00 and 03:00 on Thursday 
the 13th January 2011. The interpolated level in the Brisbane River directly northwest of 
the property ot 02:00 on Thursday 12th January 2011 was approximotely 7.8 m AHD. This 
level can be taken as the appro)(imate peak level of the January 2011 flood event ot this 
location. 

Based on the terrain elevotion contour informotion for the area ovailable from Brisbane 
City Council, this peak level would have caused flood waters from the Brisbane River to 
overtop the banks of the River locoted the northwest of the site and inundote the site 
directly to the depths indicated by the flood marks." 

In review of a street directory, we note that Newcastle Street Fairfield (our Clienfs proparty) is located 
in between and in close proximity to the above listed stte specific inspections . 

In both reports, the hydrologist have confirmed that due to the limtted size of the local stormwater 
catchment, as a worst case scenario, the maximum depth of any stormwater runoff would be 0.3 
meters, being significantly less than the 4.3m AHO lowest point on our Clienfs property. 

In particular, Figure 5 within page 6 of the Williams Pde Hydrologisfs report (Appendix C) denotes the 
area of Newcastle St, where our Client's property is scruated, to be wtthin the extent of area with less 
than 5.0mAHO, and further to be within the same stormwater catchment area subject to consideration 
of that report. 

This demonstrates that local stormwater runoff could not and did not affect the client's property, and 
the source of water inundation to be from the Brisbane River overflowing its banks whilst in flood. 

In consideration of all available information, CGU maintains that the Clienfs property was inundated by 
water from the Brisbane River overflowing tts banks and flooding property and sunrounding areas. 

As the claim has resulted from 'flood' which is specifically excluded from the CGU First Choice Home 
Policy, we maintain the decision that the policy will not respond in this instance. 

We Sincerely hope that this further consideration of your claim and further explanation resolves the 
7 
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matter, however if you contend that our decision is incorrect and you have relevant information that 
we have not previously been given, please submit it to this Office within fourteen days of the date 
of this letter so that we can consider it, or at least let us know within that time that further 
information is to be submitted. 

If you do not have further relevant infonnation to submtt for our consideration, you should take this as the 
final decision of CGU Insurance. If you then still contend that our decision is incorrect you may, if you 
wish, approach Financial Ombudsman Service Limtted, at 

GPO Box 3, 
Melbourne VIC 3001 
Telephone: 1300 780 808 

Financial Ombudsman Service Limtted is independent and administers the external segment of the general 
insurance industry's alternative dispute resolution scheme, approved by the Australian Securities and 
Investments Commission. 

Please note that Financial Ombudsman Service Limtted will not consider your dispute unless tt is lodged 
before the earlier expiry of the following time limtts: 

a) wtthin six years of the date when you first became aware (or should reasonably have become 
aware) that you suffered a loss; and 

b) wtthin two years of the date of our final decision, 

Please note that there are other qualifying crneria to utilisation of Financial Ombudsman Service Limtted. 

Yours sincerely 

Senior Case Manager 

CGU Insurance 
National Decision Review Office 

Tel: 1300651 227 

EncJ: 
• Appendix A - Brisbane City Council 'Flood Flag Map' 
• Appendix B - Brisbane City Council 'Flood Wise Property Report' 
• Appendix C - Woriey Parsons Hydrology Report (William Parade, Fairfield) 
• Appendix D - Woriey Parsons Hydrology Report (Brougham Street, Fairfield) 
• Appendix E - .www.whereis.com. map depicting proximity of our clienfs property to William Pde and Brougham Sf. 
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APPENDIX A 

Brisbane City Council - Flood Flag Map 
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APPENDIX B 
Brisbane City Council - Flood Wise 

Property Report 

• 
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APPENDIX C 
Worley Parsons Hydrology Report 

(William Parade, Fairfield) 
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APPENDIX D 
Worley Parsons Hydrology Report 

(Brougham Street, Fairfield) 

• 
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APPENDIX E 
.. www.whereis.com .. map - Depicting 
proximity of our client's property to 

William Pde and Brougham St, Fairfield . 
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CGU Insurance 
Decision Review Office 
GPO box 3900 Melbourne 3001 
T 1300651227 F 1300 760 683 

Ms 
PO Box 2112 
GRACEVILLE QLD 4075 

13 July 2011 

Dear Ms 

Our Reference 
Type First Choice Home - Accidental Damage Policy 

Denial of claim due to flood Re 

We refer to the above matter and acknowledge your request this matter be reviewed as part 
of the CGU Internal Dispute Resolution process. 

We have completed our review of this matter in accordance with our dispute resolution 
process. 
Your dispute in regards to flood has been referred for consideration, we apologise for the 
delay due to each claim having to be reviewed. 

We note from the information available that the claim has been denied as flood is not 
covered under the policy. Flood is referred to in page 32, 36 and 58. CGU Home Claims 
have referred to the flood clause in their letter dated 13 May 201 1 which is correct. 

A hydrologist, Worley Parsons resources and energy was requested to attend your property 
and report their findings. They have advised the following: 

• Oxley Creek, a major metropolitan tributary of the Brisbane River, flows in an 
easterly direction about 100 metres south of the property towards its confluence 
with the Brisbane River 

• A small tributary of the Oxley Creek flows in a southerly direction adjacent to the 
eastern side of the property 

• The Flood Flag Map prepared by Brisbane City Council for Graceville shows that 
the property is within the "Creek, River or Tidal Flooding" extent. 

• Rainfall data for the general vicinity was collected from the rain gauge at 
Archerfield Airport 

• The gauge shows a moderate intensity, continuous rainfall falling from 09 :00 on 
9/1/1 I. 

• Approximately 70mm of rain fell over a 24 hour period 
• After this period a further 30mm fell in the 6 hours between 09:30 and 15:30 on 

1111/11 
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• River level information was obtained from Oxley Creek Mouth gauge, 200 metres 
downstream of the property 

• The river gauge information indicates that levels in Oxley Creek were affected 
from early 9/1111 

• There was a steady rise in levels until approximately 09:00 on 1111111 
• From this time, all gauges show a steep rise in flood levels 
• First inundation of the property (ground floor level) would have occurred at 

approximately 00:30 on 1211/11 
• The water would have remained higher than ground floor elevation until 

approximately 00:30 on 14/1111. 
• The river level gauges indicate a peak at approximately 23:45 on 12111111 
• Your property is approximately 6 m AHD 
• The peak was 9.3m AHD 
• Aerial photos on 1311/11 shows your property inundated 
• Relatively low rainfall intensities at Archerfield, combined with a small local 

catchment would have been insufficient to overwhelm the local stormwater systems 
• WP have concluded that the property was inundated by flows exceeding the normal 

confines of the Brisbane River and backing up nearby watercourses, namely Oxley 
Creek and its tributaries. 

The information from the hydrologist confirms that the Brisbane River, Oxley Creek and 
its tributaries have flooded causing your property to become inundated with water. We 
therefore concur with the decision made by CGU Home Claims to disallow your claim as 
flood is an exclusion in the policy. 

We sincerely hope that this further consideration of your claim and further explanation 
resolves the matter, however if you contend that our decision is incorrect and you have 
relevant information that we have not previously been given, please submit it to this Office 
within fourteen days of the date of this letter so that we can consider it, or at least let us 
know within that time that further information is to be submitted. 

• 

If you do not have further relevant information to submit for our consideration, you should • 
take this as the final decision of CGU Insurance. If you then still contend that our decision 
is incorrect you may, if you wish, approach Financial Ombudsman Service Limited at 
GPO Box 3, Melbourne Vic 3001, telephone: 1300780808, fax: (03) 96136399. web: 
www.fos.org.au. email: info@fos.org.au 
Financial Ombudsman Service Limited is independent and administers the external 
segment of the general insurance industry's alternative dispute resolution scheme, 
approved by the Australian Securities and Investments Commission. 
Please note that Financial Ombudsman Service Limited will not consider your dispute 
unless it is lodged, by documenting the basis on which you contend that our decision is 
incorrect, before the earlier expiry of the following time limits: 
a) within six years of the date when you first became aware (or should reasonably have 

become aware) that you suffered a loss; and 
b) within two years of the date of our final decision 

Yours sincerely 
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Senior Case Manager 
CGU Insurance 
t  
e cgu.idr@cgu.com.au 
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CGU Insurance 

12 April 2011 

 
Michelangelo St 

FIG TREE POCKET QLD 4069 

Dear Mr & Mrs 

CLAIM NUMBER: 
POLICY NUMBER: 
DISPUTE: 
DATE OF LOSS: 

Flood Damage 
12 January 2011 

Internal Dispute Resolution 

OlreclUne: 
FacsImIIs: 

GPO 
ADELAIDE SA 

I refer to your request to have this matter reviewed under CGU Insurances' internal dispute 
resolution process. 
Your policy 3, is CGU Insurances gUsted Events" Home Insurance product 
disclosure statement and policy wording, covering your property at Michelangelo St, Fig 
Tree Pocket QLD, written on a direct basis and incepted on 8 January 1999. During the 
policy period 8 January 2011 - 8 January 2012, we agreed to insure your "Buildings"for a 
sum insured of $332,500.00 and your "Contents" for a sum insured of $149,900.00, subject 
to the terms, conditions and exclusions of the policy wording. All property claims accepted 
under the policy are subject to the basic excess of $1 00.00. Our policy wordingls, new 
business and renewal schedules have been provided to you via your postal address, 
detailing the cover it provides . 

On the 18 January 2011, our Claims Department received notification of damage arising from 
"water has backed up from stonn water drain flooding lower level of property", causing 
damage to your home and contents. You were advised that as it was highly likely the 
damage was for Flood, which was not covered under our policy; your claim would be 
reviewed by our "Flood Team". 

You have sought contact over the status of your claim, as you had not had any contact from 
our "Flood Team", who were at that stage "reviewing all claims". At your insistence you were 
provided with a list of CGU's preferred builders, on the understanding that no decision had 
been made with regards to coverage. You have expressed dissatisfaction with CGU not 
appointing an assessor, as other insurers had arranged for your neighbours. 

On 25 January 2010 our Claims Consultant from the "Flood Team" has contacted you to 
discuss the circumstances and policy coverage. You advised that the property was inundated 
by 2m of water. You also advised that a neighbour had taken footage of storm water drains 
at the end of your street, with water rising up out of the drains. 
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Our Claims Consultant advised "the water rising from the stonn water drains is from the 
Brisbane River, which is flood watet". From aerial photos, our Claims Consultant has 
identified your home being located "approximately 200m from the Brisbane River on one 
side. The Brisbane River continues around and our Insured properly would be approx 450m 
away from it's furtherest point". Mr was advised "that Flood is excluded from your 
policy" and our denial letter would be sent, outlining our dispute process. Mrs 
discussed the position with our Claims Consultant, querying our decision to deny the claim, 
without an assessor inspecting the property and viewing the footage of the overflowing 
drains. 

Our Claims Consultant confirmed that based on the aerial flood mapping, your description 
and its similarity to other cases, your home had been flooded and the loss was excluded by 
your policy. 

Approximately 1,600 domestic claims were reported to our offices as a result of the January • 
flood event Due to the extensive disruption immediate resources were limited, which 
necessitated a review of the process CGU would "nonnally" engage in our disaster response, 
with an attendance on site by our appointed assessors, adjusters, builders and hydrologists. 
If each was to be physically inspected that process would take many months before all could 
be attended, delaying any site clean up and decision on policy entitlement. 

CGU Management decided that in those cases in which it could be clearly identified that the 
cause of the damage arose solely from "Flood", a peril excluded under our Home policies, 
then a physical inspection of the damage would not be required before the claim was denied. 
In cases where some evidence of independent "stonn watet" was a factor, appointment of 
our service providers would occur. 

On 27 January 2011 our Claims ConSUltant confirmed in correspondence that the policy did 
not provide insurance for losses caused by flood, which was clearly defined and as "we 
conc;lude that the loss for which you have claimed was caused by flood. As a result we are 
not in a position to pay your claim". I understand that to date you have not received a copy of 
that letter. 

On 31 January 2011 you have discussed the denial with our Team Manager. As your home's 
location was in an area that was severely affected by the flooding of the Brisbane River and 
that any failure of the drains would be attributable to the water being unable to drain into the 
river system either because it was already in flood, or the river level had risen above the exit 
point of the storm water drain; you were advised by our Team Manager that based on the 
facts as relayed, the cause of the loss was flood and not covered by the policy. 

You did not accept this decision and sought a review by this Department. 

On 3 February 2011 we have discussed your claim and I have outlined the dispute process 
to you. You agreed to provide a letter outlining your concems, which was received on 21 
February 2011. In your letter you have outlined the following issues for my consideration: 

1. "Conservatively CGU will be looking at a claim of $50, 000. 00". 
2. "We have sought advice from a variety of sources and areas of expertise ... attending 

public meetings ... where people devastated by the events ... have an opportunity to 
share their experiences". 

• 
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3. You "have written two letters to the General ManagerofCGU but have yet to raceive 
a response which appears to be typical of CGU personnel"; 

4. Have "followed media reports and am not surprised by the deservedly bad publicity 
and attention the insurance industry is receiving". 

5. You have "been heartened by the support and stance taken by a number of 
politicians ... at different levels of govemment". 

6. "Clearly there is no one definition of flooding; there is no one clear reason as to why 
thousands of people and houses have been inundated with water; insurance 
companies are not consistent in differentiating between storm water, riverine flooding 
and rain damage". 

7. "". what is clear is that insurance companies as a whole are putting profits before 
people - people like us who have invested thousands of dollars over 20 years" . 

a. "that the hydrologists employed by the insurance companies have a vested interest in 
toeing the company line and the sooner the insurance industry is regulated and 
monitored more closely the better". 

9. You will not "give in orgive up. All we want is our legitimate claim to be honoured". 

Arrangements were subsequently made on a March 2011 to appoint our internal Home 
Assessor, to attend your property inspecting the damage and your evidence. 

You have written on 7 March 2011, following the publication of a newspaper article appearing 
in the Courier Mail, headed "WlVenhoe secrecy as to report points to dam". 

10. "My question is why did Insurance Australia Group (who owns NRMA and CGU) 
commission this report whilst adamantly telling policy holders who lodge claims that 
the damage caused to their homes was the result of flooding". 

11. "It seems to me that the 'flooding argument' cannot be supported by independent 
hard evidence so CGU and NRMA are looking for somewhere else to apportion the 
blame! responsibility and the Queensland Govemment seems to be the target in this 
case even though Worley-Parsons - 'a member of the insurance industJy's panel of 
independent experts' based its reports and findings on very limited information -
something that CGU does when it 'assesses' and reviews policy holders claims". 

12. "It appears that CGU is grasping at straws and is looking at more ways to delay 
paying out on legitimate claims thereby ensuring the company and shareholders 
continue to enjoy healthy profits". 

13. "I sincerely hope that policy-holders contributions were not used to finance this report 
- something I imagine CGU would not admit even if it were the case". 

14. "CGU may have difficulty apportioning the blame on the Queensland Government 
because our definition of flood (page 61 of the policy document) reads 'Flood also 
includes water escaping from the confines of any reservoir, dam etc'. This water did 
not 'escape'. It was 'released'". You do not consider these "different terms! meanings" 
are interchangeable. 

15. "" .the Courier Mail article states that the report written for lAG Claims that the 
releases from the WlVenhoe Dam combined with the intense rain flooded hundreds of 
homes".". 
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16. "The question I would like to pose to you ... .is how much of the damage caused to my 
home was the result of the intense rain and how much the release of the water from 
the Wwenhoe Dam. Water that has been released as a result of intense rain. It all 
comes back to rain and we are covered (page 16 of the policy) for damages as a 
result of stann, rainwater and wind". 

17. You would appreciate a copy of your letter being sent to the CEO of CGU. 
18. You "have no problems in forwarding a copy to Anna Bligh, the Premier of 

Queensland, the Courier Mail and other interested parties". 
19. "CGU needs to meet its commitments to its policyholders and not just on making a 

sizeable profit for the company and its shareholders. It is a sad day when companies 
and those who work for them put money before people". 

20. "People are emotionally, physically, psychologically and financially bankrupt and in 
increaSing numbers because people who gain financially from the situation condone • 
the actions of a company who does not place much value on people and the quality 
of their lives". 

21. "As I am insured with CGU I expect CGU to meet my claims. If CGU then seeks 
reimbursement from the Queensland Govemment then that is their prerogative". 

You have written on 8 March 2011, adVising of the following additional issue: 

22. "The data reflects that the flooding was the result of INTENSE HEA W RAIN and a 
massive RELEASE of water from the w/VENHOE DAM". 

You have written on 9 March 2011, advising of the following additional issues: 
23. A newspaper clipping from the Courier Mail, which states Worley Parsons, one of the 

appointed Hydrologist firms, "Produced reports for the Commonwealth Bank and 
Insurance Australia Group used by CGU, NRMA and Comminsure to deny claims". 

24. This "makes a mockery of the process for lodging claims" and "obviously a decision 
has already been made. All claims will be denied, irrespective of the evidence 
produced because the 'experts' employed by CGU ..... have already been given their 
brief ... ". 

Our intemal loss assessor attended your property on 15 March 2011. You advised of your 
personal circumstances and frustration with CGU. With regard to this loss you provided 
photos, building quotations and list of contents damaged and advised that storm water 
released from the dams had risen from the drains, with the flood waters rising to 2.0 metres 
throughout your house. The days of heaviest rain was the 10th and 11th of January. You 
evacuated around 11.00am, 12 January 2011. The property was inundated by flood waters 
later that day. You confirmed that no water entered through the roof or overflowing gutters. 

You have written on 22 March 2011, adVising ofthe following additional issue: 

25. You had received from the writer, instead of a copy of the denial letter sent by our 
Claims Consultant on 27 January 2011, correspondence addressed to another CGU 
client, over an unrelated issue. You retumed that letter, for which I thank you but are 
"understandably concemed where the letter addressad to me has been sent". I have 
since confirmed that I printed your letter from our system and immediately retrieved 
the only piece of correspondence on the printer and sent it to you, without confirming 

• 
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it was your letter. Your letter failed to print. I sincerely apologise for my error and confirm 
that your letter did not print and was not sent inadvertently to another party. I have 
attached a copy of the denial letter sent by our Claims Consultant to you on 27 January 
2011. 

Following the appointment of Worley Parsons hydrologists, Mr Merhebi attended your home 
and provided his site specific report which was received by CGU on 4 April 2011. I have 
provided you with a full copy of this report, but have included sections below, underlining the 
pertinent points: 
"The property at Michelangelo Street, Fig Tree Pocket is located on a peninsula thet is formed 
by a large meander In the Brisbane River. The closest portion of the Brisbane River is located 
approximately 230 metres to the south-east of the property. The peninsula is generally lowest in 
elevation in the centre and increasing in elevation along the crest of the banks of the Brisbane 
River where the majority of the residential development in the area is located. The low area in the 
centre of the peninsula, to the east of the property, forms a wetland area. 
Several saddle points form natural flow paths that intersect the higher bank ereas linking the 
central low area with the Brisbane River. One of these saddle points is located to the north of the 
property (north of BotticeIIi Streat) and is marked as a small, unnamed tributary of the Brisbane 
River. Another of these saddle points intersects Michelangelo Street approximately 5 to 10 metres 
south of the propertv and has been urbanised and integrated into the local stormwater system. 
It should be noted that the local stormwater drainage system on the peninsula of Fig Tree Pocket 
is connected through piping to the Brisbane River. 
The property at 14 Michelangelo Street, Fig Tree Pocket consists of a two story house constructed 
as slab on ground on a slope in elevation down towards the south. 
WorleyParsons met Mr and Mrs Hudson at the property at Michelangelo Street, Fig Tree 
Pocket on the 16th of March, 2011 at approximately 11:30. Mr and Mrs Hudson provided 
information on the property and their recollections wtth respect to the inundation of his property. 
A summary of these recollections is as follows: 

Mrs Hudson recalled that on the Monday (10th Januarv) and Tuesday (11th of Januarv) prior to 
the inundation of her property, there were several intense bursts of rainfall. 

Mrs Hudson reported that they decided to evacuate as a precaution at approximately 10:00 or 
11 :00 on Wednesday (the 12th). 

Mrs Hudson reported that at this time there was some water at the intersection of Ormsby 
Street and Fig Tree Pocket Road preventing access however the owners of the equestrian 
paddock to the west of this intersection opened gates allowing an alternative evacuation route. 

Mrs Hudson reported that she was told by neighbours that on the Wednesday (12th of Januarv) 
water started to come up from the drain located at the low point of Michelangelo Street and 
pictures of this were taken (these pictures were supplied to WorleyParsons by Mrs Hudson). 

Mrs Hudson reported that they were unable to return to the property until Saturday (the 15th of 
January). 

Mrs Hudson reported that when they returned to the house, tt was apparent that it had been 
inundated by approximately 2 metres of water leaving some mud on the floors. 

Mrs Hudson raported that the depth was not sufficient to affect the second storey of the house. 
Mrs Hudson reported that in 20 years of living at the property they had never experienced a 

similar event and at no time during this period had the drains overflowed onto the streets in the 
area preventing vehicular access. 

Mr and Mrs Hudson stated that thev believed the cause of inundation were the failure of the 
stormwater drains (that the water came out of the stormwater drains, particularly those located on the 
low area of Michelangelo Street approximately 5-10 metres south of the property). 
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WORLEYPARSONS' OBSERVATIONS 
WorieyParsons were given access to the property at 14 Michelangelo Street, Fig Tree Pocket by 
Mr and Mrs Hudson. 
Two large stormwater drains were observed at the low point in Michelangelo Strea! approximately 
5 to 10 metres south of the property. If the capacitY of these drains was exceeded. flow would 
naturally pool on the road within the curb and gutter system on Michelangelo Strea! and possibly 
extend onto adjacent properties. 
Observations of the stormwater system in the local area indicate that the drains on the saddle 
point of Michelangelo Street are ultimately linked to the low wetland area in the centre of the 
peninsula. The line of low ground (refer Figure 1) provides a connection to the Brisbane River in 
times of rainlhigh stormwater flows. The wetland area is shown in Figure 2. 
The property at Michelangelo Street, Fig Tree Pocket was at the time of inspection under repair 
due to the damage sustained. Mr and Mrs indicated the approximate peak depth of 
inundation on the property and this was confirmed with a water level mark on the adjacent property 
and indicates a depth of approximately 2 metres on the north side of the property. 
Gauge data that describes the progression and temporal distribution of rainfall in the upstream and 
local catchment during the weather event has been described broadly in the Event Overview and 
data from the Archerfleld Airport gauge is considered to be most representative of rainfall that 
occurred in the local area (located approximately 5 krn to the south-east of the property). 
Records from the ArcherfieJd and other Brisbane gauges show that rainfall with a minor to 
moderate intensitY occurred in the local area through the period of the 9", to the 12", of Januarv, 
2011 with a peak intensitY that had an ARI of less than 2 years. 
CAUSE OF INUNDA T/ON 
Due to the limited size of the local catchment that drains to the lake in Biambi Yumba Park 
(approximately 0.3 krn2), it is highly unlikely that there was sufficient local stormwater runoff for this 
to be a contributing factor to the inundation of the area that occurred at the property. Therefore. it 
is likely that the floodwaters that inundated the area of Fig Tree Pocket around Michelangelo 
Street can largely be attributed to the flows from the Brisbane River. 
River level data was obtained from a number of gauges in the region surrounding the property 
including a gauge on the Brisbane River at Jindalee Bridge (Jindalee #040713 approximately 2.3 
km upstream of the property) and a gauge at the confluence of the Brisbane River and Oxley 
Creek (Oxley Creek Mouth #540274 epproximately 8.2 km downstream of the property). 
Data from both these gauges show a similar response as a result of the inflows derived from the 
intense upper catchment rainfall. Levels begin to slowly rise from the 10", of January increasing 
more rapidly on the 11",and 12", of January, 2011. Levels surpassed the BoM's "Major" 
designations at the Jindalee and Oxley gauges at approximately 02:00 on the 12", of January and 
22:30 on the 11", of January, respectively before peaking at approximately 12.90 m AHD and 9.27 
m AHD respectively were recorded at approximately 18:00 and 23:30 on the 12lhof Januarv. 2011. 
Topographic data shows the elevation of the low point on Michelangelo Street where the insured 
observed water pooling to be in the order of 8.7 m AHD. Stormwater drains at this location would 
have started to overflow onto the road near the propertv when rising levels in the Brisbane River 
exceeded 8.7 mAHD. In other words, overflow from the Brisbane River would have first inundated 
the low area surrounding the properlY by passing through the stormwater system prior to the 
overflow of the river's banks. 
This is consistent with the insured's recollections and the photos obtained from the insured that 
show the area around the drains on Michelangelo Street pooling with water prior to surrounding 
areas. 
Based on a linear interpolation of the hydrographs recorded at the Jindalee and Oxley gauges, 
levels in the Brisbane River on the west side of the Peninsula (where the stormwater system likely 
connects with the Brisbane River) would have first started to overflow through the local drainage 
system on Michelangelo Street from approximately 00:00 to 03:00 on the 121h of Januarv. 2011. 
River level information at Jindalee Bridge and the mouth of Oxley Creek indicates that the peak 
river level at Fig Tree Pocket would have occurred at 22:00 on Wednesday 12lhJanuary 2011 with 

• 

• 
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interpolated levels in the Brisbane River on the westem and eastem sides of Fig Tree Pocket 
approximately 12.1 mAHD and 11.5 mAHD, respectively. These levels can be taken as the 
approximate peak levels of the January 2011 flood event at these locations. At these levels the 
flood waters would have inundated the wetland area and extended into the lower lying areas of the 
surrounding residential areas. 
Topographic data also indicatas that the ground elevation at Michelangelo Street, Fig Tree 
Pocket is in the order of 10m AHD. Therefore, the depth of inundation experienced at the property 
as a result of the overflow of the Brisbane River would have been in the order of 2.1 matres which 
is in good agreement wtth the water level marks observed in the locel area and the recollections of 
the insured. 

CONCLUSION 
The inundation of the property at Michelangelo Street, Fig Tree Pocket was a result of overflow 
of the Brisbane River. Peak flood levels are likely to have occurred late on the 12th January, 2011 
and would have first started to inundate the locel area by beck-flowing through the stormwater 
system into low areas prior to overtopping the banks of the Brisbane River. 
In our opinion. the inundation of the property at Michelangelo Street. Fig Tree Pocket was a 
result of the overflow of a watercourse. namely the Brisbane River. 

Following your receipt of this report you have sent an email to the writer on 6 April 2011: 

26. "How did the hydrologists determine that the overflow through the storm water 
drain as per our photographic evidence was the result of water overflowing from the 
Brisbane River rather than water overflowing as the result of intense rain or the result 
of water released from the Wivenhoe Dam which was rapidly filling up as a result of 
intense storms". 
27. "A report written by Worley Parsons for the Insurance Australia Group that owns 
CGU and reported in the Courier mail 7/3/2011 details how releases from the 
WlVenhoe dam combined with intense rainfall flooded hundreds of homes and 
businesses. How did the hydrologists determine what percentage of water the 
overflowed from the storm water drain was the result of (a) rain (b) release of water 
from the WlV6nhoe Dam (a dam not being a riverJ (c) overflow from the river". 
In the report mentioned above, the finding is that the "elevated levels observed in the 
lower Brisbane River were primarily a response to the intense rainfall et al combined 
with releases from the Wivenhoe Dam." 
28."The overflow from the storm water drain, I would argue, was most likely the result 
of rain or the release of water from the dam rather than riverine flooding. 
As we are covered for rain damage, storm damage and by omission from any 
mention in the policy of release of water from the dam, I would question the validity of 
the hydrologist's report and your decision to dismiss our claim". 
29. "I do expect a response to my queries - otherwise I will seek advice from the 
Ombudsman and the legal fratemity. 
I appreCiate the report commissioned by the Insurance Australia group was to 
apportion blame and responsibility to the Queensland Govemment. I am not 
interested in blame but justice -I want my claim honoured". 

The reference to the newspaper report of 7 March over the "Wivenhoe Secrecy" appears to 
refer to a site specific report commissioned by lAG's NRMA Insurance, who provided it to 
their Insured, who released the details to the media. 

CGU Irouranca UrnItedABN 'lI 004 478 371 



8. 

The Insurance Council of Australia have commissioned an independent panel of hydrologists 
to prepare for publication their opinions on the causes of the flooding which are available in 
full on their website: http:/twww.insurancecouncil.com.au/ 

The issue of the WlVenhoe Dam was addressed in their report: 
FLOODING IN THE BRISBANE RIVER CATCHMENT JANUARY 2011 
VOLUME 1 AN OVERVIEW 

'SEQWater has not released data or information relating to releases from Somerset and 
Wivenhoe Dams. The maximum release from Wivenhoe Dam was reported in the press as being 
7,450 m3/s and this probably occurred sometime during the period from 0600 hours on Tuesday 
11 January until 0300 hours on the morning of Wednesday 12 January. It Is not known for how 
long this peak release was maintained or the variation in releases from the dam over this period. 

This report does not quantify the relative contributions of releases from Wivenhoe Dam and 
floodwaters from Lockyer Creek and the Bremer River to flows in the Brisbane River or along the 
lower reaches of these two tributaries. Notwithstanding this fact, on the basis of recorded water 
level behaviour, It is concluded that releases from Wlvenhoe Dam was the principal immediate 
cause of flooding along the reach of the Brisbane River downstream of the Dam, along the lower 
reaches of Lockyer Creek and the Bremer River, and along tributaries further downstream. 
However, performance of Wivenhoe Dam during the January 2011 flood event is more complex 
than simply assigning flood causation to "dam releases". The dam sits astride the Brisbane River; 
all upstream runoff must flow into the dam and become "dam release". In January 2011, 
Wivenhoe Dam was called upon to accommodate massive inflows made up of surface runofffrom 
the upstream catchment area, releases from Somerset Dam, and direct rainfall. All of this water -
generated by natural meteorological processes - had to pass through the dam. The greater the 
volume and peak discharge of an incoming flood, the less effective are dams at mitigating flood 
flows, and the more constrained "management options" (releases) become for dam operators. 
Pertinent questions in relation to the performance of Wivenhoe Dam during the January 2011 
flood event are: 

• Would the flooding have been worse in the absence of Somerset and Wivenhoe 
Dams? In other words, did the dams mitigate the incoming flood? If the peak inflow discharge 
occurred when water levels in the dam were rising (ie when inflow was greater than outflow), the 
peak flood discharge will have been reduced. If the peak flood inflow occurred when water levels 
In the dam reached their maximum, the dam outflow at this time will have been equal the peak 
inflow (no mitigation). In the former case, downstream communities will have suffered less 
flooding than in the absence of the dams. In the latter case, downstream communities will have 
experienced (more-or-Iess) the same "natural" flood that would have occurred In the absence of 
the dams. 

• Were releases from the dam unnecessarily high? Or did releases reflect prudent 
operations of the dam during the passage of a major flood event. 

• Would a different pattern of releases reduced downstream flooding to a significant 
extent? Or was the volume of water in the flood so great as to eliminate options for effective 
mitigation. 
It is beyond the scope of this Report to address the above questions. However, this information is 
needed to provide a full interpretation of the primary cause of flooding in January 2011. Thus, 
whilst correct, It is simplistic to assign the primary cause of flooding to "releases from Wivenhoe 
Dam" (dam release flooding according to the terminology ofthis Report). As noted above, all 
inflows to the dam ultimately become "releases", and It may be more appropriate to assign flood 

• 

• 
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causation to 'succeeding storm events over the catchment area of the dam, each characterized 
by exceptionally heavy rainfalls and massive surface runoff volumes". 

SA OPERATION OF WIVENHOE DAM 
8.4.1 Operating Procedures 
SEQWater has developed four operating procedures, Wi to W4, to guide the release of 
water from Wivenhoe Dam when inflows occur. These procedures are aimed at protecting 
the structural integrity of the dam, whilst minimizing the negative impacts of floods 
passing through the dam on areas upstream and downstream of the dam. The procedures are 
briefly described in Appendix D. 
8.4.2 Dam Water Level Behaviour 
Figure 8.2 also shows the variation of water levels in Wivenhoe Dam over the period 6-16 
January. A peak water level of 74.97 m AHD was recorded between 1900-2000 hours on Tuesday 
11 January. Water levels in the dam remained above 74.9 m AHD for the six-hour period 1800-
2400 hours on Tuesday 11 January. The following aspects of water level behaviour in Wivenhoe 
Dam are noted: 

• Water levels in the dam increased steadily to a maximum of about 68.7 m AHD on 
Saturday 8 January to cater for the first two smaller flood events; 

• The water level then fell to about 68.5 m AHD at around 1200 hours on Sunday 9 
January, when inflows to the dam from the first major flood event commenced (Flood Event No.3 
at Gregors Creek). Water levels in the dam then rose rapidly to about 73.0 m AHD at 2100 hours 
on Monday 10 January. 

• The rate of water level increase then eased, water levels reaching a maximum of 
about 73.5 m AHD at 0600 hours on Tuesday 11 January, when inflows from the second major 
flood event (Flood Event No.4 at Gregors Creek) commenced. Outflows from Somerset Dam are 
expected to have substantially increased around this time (see Section 8.4.3). Water levels then 
rose rapidly to a peak of 74.97 m AHD around 1900-2000 hours on Tuesday 11 January. 

• Water levels then fell back to around 74.8 m AHD and remained around this level until 
0000 hours on Thursday 13 January, before slowly declining thereafter. 

8.4.3 Peak Daily Releases from Wlvenhoe Dam 
No official data are publically available from SEQWater concerning outflows from Wivenhoe Dam 
over the critical period in January. Figure 8.4 is a plot of peak daily outflows, as reported In The 
Australian newspaper (The Australian, 2011a). The veracitY of these data is unknown, as is the 
within-day variation of the outflows. 
Over the period 7-10 January, the peak outflow discharge was limited to 2,000 I113/s, in 
accordance with Operating Procedure W1 (see Section D5 in Appendix D for details). On Tuesday 
11 January, the peak outflow discharge was increased to 7,450 ms/s to address the rapidly 
increasing flood levels associated with the second major flood event upstream of the dam, 
reducing to 2,500 ms/s or less on the 12 and 13 January. 
It is expected that releases from the dam will have been increased to their maximum value of 
some 7,450 ms/s during the rising limb of the second inflow flood and maintained until dam 
water levels ceased to rise, Ie from sometime around 0600 hours on Tuesday 11 January until 
around 0300 hours on Wednesday 12 January. From Figure 8.2, it is seen that over the period 
from about 2000 hours on Tuesday 11 January to 0600 hours on Wednesday 12 January, water 
levels in Wivenhoe fell slightly, before levelling off at around 74.8 m GH. It Is expected that this 
draw down in peak water levels is associated with the final period of maximum outflow from 
Wivenhoe. 
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• The start time for high releases is confirmed by the stage hydrographs at Lowood and 
Savages Crossing (see Figure 8.2), which display a pronounced increase In the rate of water level 
rise starting around 0700 hours on Tuesday 11 January. 

• The end time of high releases is also confirmed by the stage hydrographs at Lowood 
and Savages Crossing. Water levels at both stations peaked around 0000-0200 hours on 
Wednesday 12 January, before starting to fall. 
Thus, for the purposes of this report, maximum outflow from Wivenhoe Dam is inferred to have 
occurred sometime during the period 0600 hours70n Tuesday 11 January to around 0100 hours 
on Wednesday 12 January. Release hydrographs for the Dam from SEQWater are required to 
make a more defintte statement". 

I have reviewed the policy wording and how it has been applied to your claim. These are 
attached to this letter, for your infonnation. 

Your policy provides cover against "Usted Events" caused by "storm, Rainwater" and "Water 
Damage" escaping from a fixed pipe or drain but specifically excludes damage caused by 
"Flood". The policy defines the term "Flood" as the covering of nonnally dry land by water 
escaping from the nonnal confines of a watercourse, lake, reservoir, channel, canal or dam. 

The suburb of Fig Tree Pocket was flooded by water escaping from the confines of the 
Brisbane River and extensive evidence exists to support that this was a major flood event 
You have advised that the time of inundation was on 12 January 2011, through waters 
arising from the stonn drains. We have referred to the flood mapping provided by the 
Brisbane City Council on the website address: htto:llelbgra-13972B069.ap-southeast-
1.elb.amazonaws.comlgrainteractivel which shows that your property was inundated by 
flood water from the Brisbane River. 

The Bureau of Meteorology records from their Archerfield Station that the peak rainfall fell in 
the local area on 10 January 2011, being 61.0mm, 2B.4mm fell on the 11th and 30.Bmm on 
the 12th. 

• 

From our Hydrologists report "Records from the Archerfield and other Brisbane gauges show • 
that rainfall with a minor to moderate intensity occulT8d in the local area through the period of 
the 9th to the 12th of January, 2011 with a peak intensity that had an ARI of less than 2 
years". The topography and limited size of the local catchment (0.3 km2) which drains to the 
lake, makes it "highly unlikely" that there was sufficient local stormwater runoff for that to 
have been a contributing factor to the inundation at your home. Due to the topography and 
storm water pipe positioning they consider "it is likely that the floodwaters that inundated the 
area of Fig Tree Pocket around Michelangelo street can largely be attributed to the flows 
from the Brisbane River". 

If "storm water" is the source of inundation, the damage occurs around the same time as the 
peak rainfall falls. The water rises quickly and drains away quickly once the rainfall slows or 
stops. However, there was a delay from the time the peak rainfall occurred to the time the 
water inundated your home and the water level in the suburb remained elevated for a long 
period of time; further evidence that the source of the inundation was flood water. 



• 
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With regard to the release of waters by local authorities from the WlVenhoe Dam, CGU 
considers that these waters are still floodwaters. The water was released from the dam into 
the river and subsequently the river flooded, with water escaping through storm drains and 
breaking banks inundating the surrounding properties. The water that inundated the 
properties would be a mixture of storm water and flood water or flood water alone and is 
excluded from our cover. 
Whether any "negligence" attaches to the decisions made by the local authorities before or 
during a catastrophe, is not a factor which alters your policy entitlement with this Company 

With regard to your view cover should be considered because of the "overflow from the 
storm water drain" caused the loss, hydrological evidence confirms that when storm water 
drains into the river system, the storm water drain exit point in the river/creek system is at a 
point above the normal river height (even rivers influenced by tidal variation). However if the 
river level rises above the storm water outlet a backflow occurs in which the river water flows 
back up the storm water drainage system and discharges onto property. 

This water is either river water or a mixture of storm water and river water and is the source 
of inundation of many of the properties affected by these initial flows in Brisbane. It is 
addressed in detail in the combined hydrology report prepared by WRM, Water Matters 
Intemational and Worley Parsons in Volume 1 of the report dated 20 February 2011. It is also 
highlighted in figure 2.1 on page 5 of the report and embraced by the explanatory notes on 
page 5 and 6 of that report. 

Insurance poliCies are legal contracts and previous disputes have been decided before the 
Courts, creating legal precedent. In your circumstance it is clear that this is the "flood" water 
as defined by the policy of insurance and as a result of the application of current Australian 
law, (see in particular, K Sika Plastics v Cornhillinsurance, Peterson v Union Des 
Assurances De Paris lARD and WaYne Tank and Pump Co Limited v Employers Liabilitv 
Assurance Corp Limited. See also Provincial Insurance Australia Ply Ltd v Consolidated 
Wood Products Ply Ltd and Mitor Investments Ply Ltd v General Accident Fire and Life 
Assurance Corporation Ltd.). These cases confirm that the proximate cause of the damage 
claimed to be "stonn watet', is in fact "flood". Applying the law as it currently stands in 
Australia, your loss is excluded from our policy's cover. 

With regard to other issues you have raised, I provide these responses: 

• The Insurance Council of Australia has stated their reasoning to obtain independent 
hydrologist reports as "The purpose of these reports is to present a simple, clear and 
factual deSCription of flooding behaviour that can be used by the general public and 
individual insurers to better understand 'what happened' and why. The foundation of 
these reports is rainfall and water level data recorded by federal and state 
government agencies (the Commonwealth Bureau of Meteorology; the Queensland 
Department of Environment and Resource Management and SEQWater,) and by local 
councils. These reports offer no comment or analysis of the management of 'flood 
risk' during the flood events, ie flood forecasting and warning, together with flood 
preparation, response, relief and recovery activities, or the roles played by various 
agencies in these flood risk management activities. The reports are confined to 
rainfall and water level behaviour leading up to and during the flood events. To foster 
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understanding, various technical terms relevant to floods and flooding are defined in the 
report and a general description is given of the different types of floods and their causes". 

• Insurance Australia Group's subsidiary companies are all signatories to the General 
Insurance Code of Practice and as part of our obligations are to have a formalised 
dispute process. Our domestic policy holders are entitled to have any denial, 
interpretation, settlement and service issue reviewed by the relevant Team Manager 
and if not satisfied with the outcome, this Department. Following the provision of our 
final decision, if our customers are not satisfied they are entitled to escalate their 
dispute to the Financial Ombudsman Service (FOS) Ltd. At that stage, CGU presents 
its legal case and supporting evidence to justify its position. Our policy holders then 
have the right of response to FOS, who will in due course make a decision as to 
whether our position was justified and if not, determining the correct course of action. 
As a Signatory company, CGU has no right of appeal against a FOS Determination. If • 
the customer is not satisfied with their Determination they can, at all stages, refer the 
matter to the Courts. The FOS scheme is free to consumers. 

It is only when storm water, independent of any flood water, inundates a premise that we are 
able to accept the damage as being caused by storm water and not flood. When water 
inundates a premises through back flowing drains which were unable to cope due to the 
flood waters, this is defined as damage by flood. 
Rainfall records show that the peak rainfall intensity in the local area was on 10 January 
2011. However your home was damaged by Flood on 12 January 2011, which is in 
accordance with the water coming from the Brisbane River and its catchment and confirmed 
by the hydrological evidence. 
Accordingly, I must maintain that as your home was proximately damaged by "Flood", which 
is excluded under the "Usted Events" policy wordings you are not entitled to receive 
settlement for the damage which has occurred. 

Whilst we sincerely regret your loss, unfortunately the damage sustained to your home and 
contents are not covered by your policy of insurance. 

This should be taken as the final decision of the Company. 

Should you not accept our decision, you may wish to contact the Financial Ombudsman 
Service (FOS) Ltd, GPO Box 3, MELBOURNE, 3001, for their advice. They will give you full 
details of their service by telephoning 1300 780 808. In order for them to consider this matter, 
they require notification within 2 years of you receiving this letter. 

You may of course, refer the matter to your own solicitor. 

Yours faithfully 

Senior Case Manager 
Internal Dispute Resolution Department 
Phone  

• 
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listed events home insurance product disclosure 
statement and policycv400REV07103 
P3 

Listed Events Home Insurance 
Listed Events Home Insurance covers your buildings or contents for loss or damage 
as a result of any Incident listed In this pds. 
We also provide cover for a range of addItIonal covers and your legal liability. 
You can choose to take out a buildings policy, a contents polley, or a combined 
buildings and contents policy. 
You can also add options to your policy for domestic workers' compensation, strata 
title mortgagee protection, or to extend your valuables cover. 
Your buildings or contents will be covered up to the sum insured, as listed on your 
current schedule • 
To find out what this polley covers, see next page 
For exclusions to this cover. see page 35 
P6 

Buildings we will cover 
We will cover residential buildings. their fixtures and fittings and any 
structural improvements at your home. 
Your buildings Include 

• 
P7 

Contents we will cover 
We will cover household goods or personal effects not fixed or fitted to 
buildings that you own or are legally responsible for. 
Your contents Include 

• 
P12 

Listed Events cover 
We will cover your buildings or contents for loss or damage as a result 
of the incidents listed on the following pages . 
If you make a claim, you will need to pay any excesses that apply - you 
will only need to pay this amount once. 
Any cover we provide is subject to exclusions. 
For exclusions to this cover. see page 3§ 

P16 
Storm, rainwater or wind 
Buildings I contents 
We will cover your buildings or contents for loss or damage as a 
result of storm. rainwater or wind. 
We will not cover loss or damage caused by a named cyclone within 48 hours of the start date of 
your policy, unless 
• you took out your Insurance wHh us immediately after another Insurance policy covering the same 
buIldings or contents expired, wHhout a break In cover 
• you took out your insurance with us immediately after the risk passed to you as purchaser of your 
buildings 
• you took out your insurance with us immediately after you signed a lease contract for your 
buIldings. 
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We will not cover 
• swimming pool covers, Including 
- solar covers and plastic liners 
• water entering your buildings 
- through an opening made for any building, renovation or repair work 
- because of a structural defect, faulty design or faulty workmanship when your buildings were 
constructed 
• free-standlng fences made of corrugated fibrous material that do not have a supporting frame, 
unless 
- they have been Installed and constructed according to the manufacturer's specifications 
• free-standlng gates, fences or walls that are made of timber and are more than 15 years old. 
P17 

Water or liquid damage 
Buildings I contents 
We will cover your buildings or contents for loss or damage caused by water or liquid. We 
will also cover the cost of finding where the water or liquid escaped from, Including the 
cost of repairing any damage that occurs while looking for the cause. 
We will only cover loss or damage as a result of water or liquid escaping from 
• a fixed pipe or an oblect attached to a pipe. fixed gutter. fixed tank or a drain 
• a bath, basin, sauna, spa, shower base or shower wall, sink, toilet or tiled floor that has drainage 
holes 
• a washing machine or dishwasher 
• an aquarium 
• a waterbed. 
We will not cover the cost of repairing the Item that caused the escape of water or liquid escaped 
from. 
P3S 

Exclusions to your cover 
Any cover we provide Is sublect to the following exclusions. 
Listed Events cover, Additional cover and Strata Title Mortgagee 
Protection exclusions 
We will not cover any loss or damage as a result of. or caused by 
• settling, shrinkage or any movement of earth 
• erosion, rust, corroSion, gradual deterioration, depreciation, wear or tear 
• rats, mice or Insects 
• roots from trees, plants, shrubs or grass 
• any process of cleaning Involving the use of chemicals other than domestic household chemicals 
• a defect In an Item, structural defects, or faulty workmanship or design 
• breakage of mirrors, glassware, crystal, crockery or china while they are being used, cleaned or 
carried by hand 
• malicious damage or vandalism by a tenant 
• deliberate or Intentional acts by a tenant 
• theft by a tenant 
• theft from any part of the buildings which you share with another person who is not insured under 
this policy 
• mechanical or electrical breakdown other than an electric motor burning out, unless 
- the breakdown results In loss or damage to your buildings or contents 
• f!l!Q!!. • landslide or subsidence, unless 
- we agree to cover the Incident as described under 'landslide or subsidence' 
• water entering your buildings 
- through an opening made for any building, renovation or repair work 
- because of a structural defect, faulty design or faulty workmanship when your buildings were 
constructed. 

• 

• 
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General exclusions 
We will not cover any loss or damage. or liability as a result of. or arising from 
• any Incident that does not occur within your period of Insurance 
• landslide or subsidence, unless 
- we agree to cover the Incident as described under 'landslide or subsidence' 
• war or warlike activity, however 
- war does not need to be declared 
• hostilities, rebellion, Insurrection or revolution 
• contamination by chemical and/or biological agents, which results from an act of terrorism 
• lawful destruction or confiscation of your property 
• anything nuclear or radioactive 
• mildew, atmospheric or climatic conditions 
• damage to a heating element, however 
- we will pay for any loss or damage as a result of damage to a heating element 
• failure or Inability of any item, equipment or computer software to recognise correctiy, to Interpret 
correctiy or to process correctiy any date, or to function correctiy beyond any time when that item, 
equipment or computer software has not recognised, Interpreted or processed correctiy any date, 
unless 
- it results In loss or damage to your buildings or contents that Is covered under this policy. This 
does not include resultant loss or damage to any frozen food, computer equipment or computer 
software 
• deliberate or Intentional aefs by you, or anyone acting for you, to cause loss, damage or Injury 
• !l!!!!l! or storm surge 
• erosion, the action of the sea, tidal wave or high water, unless 
- the loss or damage Is the result of a tsunami. 

P81 

glossary of words with a special meaning 
flood 
the covering of normally dry land by water escaping or relessed from the normal confines of a 
watercourse or lake, whether or not It Is altered or modified. Flood also Includes water escaping from the 
confines of any reservoir, channel, canal or dam • 
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19 September 2011 

Kilkenny Drive 
BURPENGARY QLD 4505 

Dear Mr and Mrs

CLAIM NO: 
POUCY NUMBER: 
DISPUTE TYPE: 
DATE OF LOSS: 

FLOOD 
11 JANUARY 2011 

Internal Dispute Resolution Department 
GPO Box 9902 

ADELAIDE SA 5001 

DIrect LIne: 
FacsImile: 

I refer to your request that this matter be reviewed as part of CGU Insurance's internal dispute 
resolution process. 

Your policy  is our "First Choice Home Insurance" policy, incepted through our agent 
CUA Loan Qld on 28 July 2008. 

During the policy period 28 July 201 0 to 28 July 2011 we agreed to insure at Kilkenny Drive, 
Burpengary Qld, your "buildingS' for $236,300.00 and "contents" for $147,000.00 against "accidental 
damage" subject to the terms, conditions and exclusions of the policy wording, with a standard policy 
excess of $250.00. Our policy wording, new business and renewal schedules, detailing the cover 
Which applies, have been provided to your home address. 

On 13 January 2011 March 2011 you called CGU's Claims Department advising that "timber and 
mesh fencing and a ride on mower at property have been damaged as the result of flooding 
approximately 55 metres of fence has been damaged"; claim number was assigned 
to the building claim and  was assigned to the contents claim. 

Subsequently CGU arranged for Mr a CGU "In House" Loss Adjuster and Mr  Hydrologist 
of WorleyParsons Ply Ltd to determine the cause of the inundation of water at your property. 

Mr attended your property on 2 June 2011 and provided a report which was received by CGU 
on 20 June 2011. CGU has provided you with a full copy of this report, but I have included relevant 
extracts below: 

1 



HYDROLOGY REPORT RELATING TO THE JANUARY 2011 
WEATHER EVENT 
Prepared by : ENGINEER, WORLEYPARSONS 
Prepared for : CGU 
Claimant: 
Property: KILKENNY DRIVE, BURPENGARY, QLD 
Reference: 

EVENT OVERVIEW 
On the 7th of January 2011, a low pressure cell derived from a monsoonal trough moved 
southwards along the east coast of Queensland in the vicinity of Mackay. Over the next day this 
localised low pressure system gradually moved closer to Fraser Island. However, it did not lead to 
the generation of significant rainfall at this time due to its orientation relative to the monsoonal 
trough located to the north and a series of high pressure systems loceted to the south-east. 
Throughout the 8th of January 2011, the low pressure system remained relatively stationary. !! 
eventually moved closer to the south-east Queensland coast and intensified on the 9th of Januarv 
to form a trough that spanned from the NSW border to Mackay. Through the early hours of the 91h 
of Januarv. this trough rotated towards south"'*lst Queensland and formed laroe volumes of rain 
as warm moist air was forced upwards over the region from a high pressure cell located near New • 
Zealand. 
This process continued throughout the 9Ih of January, with the trough reducing in span and 
generally remaining stationary off the coast. 
The intensification of the coastal low pressure system on the 91h of January led to the generation of 
sustained rainfall across coastal regions of south-east Queensland within the lower Caboolture 
and Brisbane Rivers Catchments. Rainfall generally progressed from the north to the south with 
the start of the storm occurring from 04:00 (recorded at Beerburrum) and leading to rainfall across 
areas of the lower Caboolture River Catchment. In the lower Brisbane River Catchment, the storm 
began between 09:00 and 10:00 (recorded at Brisbane, Redcliffe and Archerfield). The 
accumulation of rainfall generally followed a similar pattern, WITh areas of the lower Caboolture 
River Catchment recording up to 155 mm until midday on the 10th of January 2011, while areas of 
the Brisbane River Catchment recorded between 75 and 130 mm. 
Over the following 12 hours the low pressure system moved north and rainfall accumulations 
decreased markedly. However, as the low pressure centre merged with the descending 
monsoonal trough, significant rainfall was generated over the region. A further accumulation of 
between 30 and 40 mm over the following 36 hours was recorded in the lower Brisbane River 
Catchment and up to 70 mm in the lower Caboolture River Catchment, indicating that the focus of 
the system was on the Caboolture River Catchment in these coastal regions. 
While not strictly an East Coast Low, the system functioned in a similar way, producing gale force 
winds and widespread rain centred on the coastal region south of the centre of the low pressure 
~. • 
In the most upper sections of these catchments, rainfall was less intense prior to the 
amalgamation of the low pressure centre and the monsoonal trough. Rainfall began from 13:00 on 
the SIh of January 2011, with accumUlations of between 60 and 100 mm recorded until midday on 
the 10tn of January. The northward movement of the low pressure cell and the alignment of the 
high pressure cell feeding the region, led to the temporary cessation of rainfall in the upper 
catchment 

To the east. in more central regions of the Brisbane River Catchment and the upper Caboolture 
River Catchment. the onset of the storm generally began with moderate intensitv rainfall from 
10:00 on the 9Ih of January 2011. However, rainfall accumulations were generally lower than 
those in the lower catchment, with generally no more than 75 mm recorded until midday on the 
1 Otn of January 2011 (recorded at Amberley). 
Daily rainfall accumulations as measured at CabooIture reached a peak of 68 mm on January 10tn 
before easing over several days and eventually ceasing on January 13th. 
Site DesCription 
The property at Kilkenny Drive (refer Figure 1) is loceted in the suburb of Buroengery. about 36 
kilometres north of the Brisbane CBD. The property comprises of a single storey residential 
building and a detached garage. The property abuts the Buroengary Creak floodplain on the 
western boundary, with the creek loceted about 170 metres from the house (refer Figure 2.) 
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Rainfall is represented by the Buroengary Alert gauge (Station 540245), some 2 km southeast of 
the property in the upper catchment. 
River level information was obtained from the Burpengary Rowley Streat Alert gauge (Station 
540245) and the Buroengary Dale Street Alert gauge (Station 540242), The Rowley St gauge is 
located 2,1 kilometres upstream of the property, and the Dale St, gauge is located about 1,5 
kilomatres downstream of the site, River levels were estimated through an interpolation of levels 
between the two gauges, 
The Insured RecollectIons 
The Insured was at the property in the lead up to the event, but safely evacuated before the peak 
water level occurred, WorleyParsons conducted a property inspection and interview with Mrs 

on Thursday the 2nd of June 2011,
The Insured noted the following points in the discussion: 
• The previous days to the inundation saw heaw rain, which became light on the day of the 
inundation, 
• The water came up in the moming on either January 11th or 12th (The Insured was not 
sure of the date,) 
• The water rose guickly, 
• The water level had reached the sandbox (in the backyard, between the house and the 
garage) in the lata afternoon, 
• At this point. the Insured evacuated the property to higher ground, 
• The Insured was back at the property on the next daY and noted that the water had 
receded, 
• The Insured has been in the property for 5 years, 
• A previous flood occurred in 2009 and reached the garage, 
• A neighbour has been in the area for 15 years and prior to 2009 had not seen the Creek 
flood before, 

WorIeyParsons' Observations 
The terrain at Kilkenny slopes generally from east-to-west. towards Buroengarv Creek. /1 
railway line is located about 130 metres east of the property and is built up higher than the 
surrounding terrain, forming the eastern catchment boundary. 
The yard slopes noticeably from east-ta-west with the garage at a lower elevation than the house. 
From here, the terrain evens out at the floodplain with only a slight grade towards Burpengary 
Creek. A small pond resides at the lowest point on the property, near the western fence line. 
An inundation mark left in the garage (refer Figure 4) shows a peak water depth of 850 mm at the 
lower end of the property. The Insured noted that several sections of collapsed fence line (refer 
Figure 5) were also a result of inundation damage. The damaged fences were aligned 
perpendicular to the axis of the Creek. indicating high flows along the Creek line. 

Cause of Inundation 
The Burpengary (Dale Street) river gauge downstream of the property shows that levels in the 
Creek first responded to catchment inflows on midday Sunday 9th January with a fast rising water 
syrface over several hours. A peak level of 8.8 mAHD was reached late on 9th January and 
sustained over 24 hours before eventually receding. The level then began to rise again from early 
Tuesday 11thJanuary before peaking at 12.0 mAHD by middaY. The level then receded over the 
following 24 hours. 
The peak level at the property. based upon interpolation of rtyer gauges. is estimatad to have been 
12.1 mAHD and occurred at about 12:00 on Tuesday 11th January 2011. This timing roughly 
coincides with the Insured's recollections that the water levels rose through the moming and 
reached the sandbox (I.e .. between the house and the garage and approximately near peak levels) 
by approximately midday. The Insured then evacuated the premises. 
The Buroengary Alert gauge (Station 540245) represented rainfall in the upper catchment. The 
total daily accumulations in the upper catchment were: 48 mm on Friday (7th January), 11 mm on 
Saturday (8th January). 12 mm on Sunday (9th January). and 68 mm on Monday (10th January.l 
These rainfall accumulations represent an Annual Recurrence Interval (ARIl of less than a 2-year 
/1RI event for Caboolture (8.5 kilometres north'> However, it is likely that periods of intense rainfall 
would have occurred during the 24 hour periods with a higher recurrence interval. 
The relatively low rainfall intensities combined with a limited catchment between the creek and 
railwav line in the vicinity of the property would not have produced sufficient runoff in the local area 
to cause significant inundation by local stormwater runoff. This makes damage due to an initial 
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inundation by local stOlrnwater runoff unlikely at this property. 

CONCLUSIONS 
In our opinion. the inundation at Kilkenny Drive. Buroengarv. was caused by flows exceeding 
the normal confines of the Buroengarv Creek. a defined watercourse based upon available mapping. 

On 21 June 2011 our Claims Consultant confirmed by letter that "Your CGU polioy covers inundation 
by storm but does not proivde insurance ooverage for losses oaused by flood' 

On 12 August 2011 you wrote to our Claims Department asking that your claims be independently 
reviewed by the Disputes Resolution Team based on the following points: 

o A similar event happened on 20/05/2009 and the CGU Insurance had paid us out 100% 
o How can CGU Insurance, payout one claim and not the other, when both claims are as of 

Similar Storm Water Events? 
o Not taken into consideration at the time of the Site Assessment report: Is the fact that aI/ the 

properties on our side of the street, have the storm water run- off, (buildings and properties) 
running down towards the back of aI/ the properties, not onto the street for the street is higher 
than the properties. 

• The build up of storm water happened over a period of approximately 3 weeks time. 
WorsleyParsons Hydrology Report, (Event Overview) started on the date of 7"' January 2011, 
low pressure system. This Event overview does not state, before 7"' January, as to when if 
first started raining. It rained, (down poring), (on and off) for approximately around 3 weeks 
prior to the Burpengary Creek flooding its banks on 11th January 2011 This is clearly, storm 
water build up, on to the back yards of aI/ the properties on our side of the street 

o Storm water buiit up in all the low lying areas, eventually joining together to form larger pools 
of Storm Water, on all properties first, before the Burpengary, creek flooded its banks. 

o Burpengary Creek flooded its banks, because of the creek not coping with amount of Storm 
Water, collected and running into the Creek. 

o WorsleyParsons Hydrology Report clearly that there was a low air pressure system at the 
time whioh clearly signifies a Storm, there producing Storm Water. 

o The inundation of our property was not caused by 100".16 flooding of the Burpengary Creek. 
Storm water build up was also a major contributing factor towards the inundation of our 
property 

o A Hydrology Report was also performed two houses aaway from our house, (company not 
provided), producing the results of both flash flooding and stormwater run-off damage. This 
therefore concluded an insurance claim payout. (a copy can be provided) 

• 

You raise the issue "How can CGU Insurance, payout one claim and not the other, when both claims • 
are as of Similar Storm Water Events". While I can understand your dilemma CGU examines all 
claims on their individual merits and the fact that a claim for a similar event is paid does not set a 
precedent that means all future claims are paid. It would appear that your previous claim was also as 
a result of "flood" and not covered by your policy. 

As far as the Hyrologist report on a nearby property I wrote to you on 2 September 2011 requesting a 
copy. As this has not been received I have based my review on information available on your claim 
file. 

I have reviewed the policy wording and how tt has been applied to your claim. This is attached to this 
letter for your information. Your "First Choice Home" policy covers damage caused by "storm 
rainwaterorwinr! but "floor! is specifically excluded. "Floorf is defined as: 
"the covering of normallv drv land by water escaping or released from the normal confines of a 
watarcourse or lake, whether or not it is altered or modified. Flood also includes water escaping from 
the confines of any reservoir, channel, canal or dam." 

The Hydrologist report concludes that "In our opinion, the inundation at Kilkenny Drive, 
Burpengary, was caused by flows exceeding the normal confines of the Burpengary Creel<' and that 
"property would not have produced suffioient runoff in the local area to cause significant inundation by 
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local stormwater runoff. This makes damage due to an initial inundation by local stormwater runoff 
unlikely at this property: While water may have "pooled" on yours and neighbouring properties, 
based on the hydrological evidence, this alone could not have entered and damaged your property. 

Insurance policies are legal contracts and previous disputes have been decided before the Courts, 
creating legal precedent. In your circumstances it is clear that this is "floocf' water as defined by the 
policy of insurance as a result of the application of current Australian law, (see in particular, K Sika 
Plastics v Comhillinsurance, Peterson v Union Des Assurances De Paris lARD and Wayne Tank and 
Pump Co Limited v Employers Liability Assurance Corp Limited. See also Provincial Insurance 
Australia Ply Ltd v Consolidated Wood Products Ply Ltd and Mitor Investments Ply Ltd v General 
Accident Fire and Life Assurance Corporation Ltd.). These cases confirm that the proximate cause of 
the damage is "flooct' and that CGU has complied with our legal and policy obligations to you. 

It is only when "storm water" independent of any "flood water", inundates a property that we are able 
to accept the damage as being caused by "storm water" and not "flood". In your letter you state that. 
"the Burpengary Creek flooding its banks on 11th January 2011" and" Burpengary Creek flooded its 
banks, because of the creek not coping with amount of storm Water" You also advised the hydrologist 
"A previous flood occurred in 2009 and reached the garege. " and "A neighbour has been in the area 
for 15 years and prior to 2009 had not seen the Creek flood before". All floods are inarguably caused 
by a storm of one form or another and the water which has damaged your property was due to 
floodwaters overflowing from Burpengary Creek. 

Accordingly, I must maintain that you are not entitled to receive settlement for the damage 
proximately caused by Flood, as it is excluded under your "First Choice Home" policy wording. 

This should betaken as the final decision of the Company. 

Should you not accept our decision, you may wish to contact the Financial Ombudsman 
Service (FOS) Ltd, GPO Box 3, MELBOURNE, 3001, for their advice. They will give you full 
details of their service by telephoning 1300 780 808. In order for them to consider this matter, 
they require notification within 2 years of you receMng this letter. You may of course, refer 
the matter to your own solicitor. 

Yours faithfully 

Senior Case Manager 
Internal Dispute Resolution Department 
Phone 
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Policy CV417 REVO 7/08 

P18 
Storm. rainwater or wind 

Under Accidental Damage. we will cover your buildings or contents for 
loss or damage as a result of storm. rainwater or wind 

P36 

Exclusions to your cover 
Any cover we provide is subject to the following exclusions. 

We will not cover any loss or damage as a result of. or caused by 

P62 
flood 
the covering of normally dry land by water escaping or released from the normal 
confines of a watercourse or lake. whether or not tt is altered or modified. Flood also 
includes water escaping from the confines of any reservoir. channel. canal or dam. 
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03/0312011 

CGU Insurance 
Decision Review Office 
GPO box 3900 Melbourne 3001 

 

Drovers PI, 
Sumner, 
QLD,4074 

Dear 

Claim number:  

We refer to the above matter, and your request for review. As part ofCGU's Internal Dispute 
Resolution process we have reviewed your case and have concluded the following. 

Our review of your claim has found that the issue in contention is the denial of your claim for 
damaged resulting from the Brisbane floods in January 2011. Our review of your letter of 
23rd February 2011 found that your argument was that there was a difference between the 
level of the 1974 flood and the 20 II flood which you considered to be the result of 
stormwater and that you considered that rainfall contributed to the flood was the main issue of 
dispute . 

In respect of the damage to your property at Drovers Place, Sumner it was found that the 
peak rainfall had ceased prior to the inundation of your property. The peak rainfall occurred 
on the lOth January 2011 whereas the flood water inundated your property on the 12th January 
2011. When storm or rain water is the cause of inundation to a property, the inundation will 
occur at around the same time as the peak in the rainfall. However the data for the rainfall at 
your property demonstrated that there was a delay of two days between the time the rainfall 
peaked on the lOth and the peak of the flood waters which inundated your property. 

We note your contention that stormwater contributed to the flood. When stormwater falls and 
runs off into a catchment it mixes with water from other sources such as water released from 
dams, river run off and tide water. Had stormwater been the cause of the loss to your property 
the inundation would have occurred on the day that the peak rainfall occurred on the 10th 
January 20 II; however this was not the case. The inundation of your property did not occur 
at the time of the peak rainfall and did in fact occur more than a day later due to a rise in 
water from the Brisbane River and Wolston Creek therefore your loss did not result from 
stormwater; it resulted from flood. Stormwater may have drained into and mixed with the 
flood water but so did water from a great many other sources. Your property is downstream 
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from a large river catchment area which many water sources drain into. The Brisbane River 
is tidal and high tide will also cause the river level to rise. Once the water in the creek or river 
overflows its normal confines it is considered to be flood as defined by your CGU Home 
insurance policy. 

In respect of your point about your Defined Flood Level (DFL), it states on the front page 
under point 2 that these Defined Flood Levels "may change if more detailed information 
becomes available, or changes are made in the method of calculatingflood levels". In the 
Explanations in point one it states that, "the flood information supplied does not represent the 
highest possible flood level that could occur on this property. A flood level more severe than 
the definedflood level can occur, although, such events are rare". In point six it states that 
this "is a guide only and should not be used or relied uponfor development purposes". The 
DFL is not a hard and fast maximum possible flood level. It is evident that a flood more 
severe than the DFL did occur in January this year. It is not relevant to your claim to explain 
how the Brisbane flood of 20 I I was higher than the flood of 1974 or any other flood for that 
matter; the fact is that the flood did rise above the Brisbane City Council DFL and this flood • 
did inundate your property. The Brisbane City Council DFL states that a flood higher than 
this can occur and it did as demonstrated by the recent flood. The flood level may well have 
been different from other previous events but that is not for CGU to explain why. Floods are 
naturally occurring events which are contributed to by many factors all of which are highly 
variable. The rainfall which occurred at your insured premises on 10th January 2011 would 
have dissipated by the time the flood waters arrived the following day and inundated your 
property two days later. Stormwater may have been mixed with the flood water but in 
situations where a claim is equally contributed to by a combination of events, and one of 
those events is excluded from cover by the policy of insurance that the claimant seeks to 
claim on, the insurer may rely on the excluded circumstance to refuse the claim. In this 
instance it is evident that the water that was responsible for the loss was floodwater as defined 
by your CGU Accidental Damage Home insurance policy. It is noted that your Signed Site 
Plan states at the very top that your property was "Subject to Flooding". It would seem that 
the information you have provided from Brisbane City Council and your Signed Site plan 
indicates that you had been made aware that flooding was a distinct possibility. Even ifthere 
had been a minor or equal contribution by rain or storm water then CGU would stiII be 
entitled to refuse your claim as the proximate cause ofthe loss was flood; an excluded 
circumstance. It is important to remember that the DFL is derived from mathematical • 
modelling whereas the Brisbane flood of 20 11 was a real life occurrence. Real life events can 
not always be predicted by mathematical modelling as is evident from this event 

Your CGU Accidental Damage insurance policy defines flood as stated in the policy wording 
excerpt below; 

Flood 
The covering of normally dry land by water escaping or released from the normal confines of 
a watercourse or lake, whether or not it is modified. Flood also includes water escapingfrom 
the confines of any reservoir, channel, canal or dam. 

This definition of flood also extends to include rain water mingling with flood water. Despite 
the possibility that there may have been contributions by storm or rain water, the claimed 
damage to your property was the result of flood as defined by your CGU Accidental Damage 
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Home insurance policy. The exclusion of flood legally extends to encompass rain water 
mingling with flood water as an excluded circumstance. Where more than one circumstance 
contributes to a loss, and one of these causes is an excluded circumstance, the insurer is 
entitled to rely upon the excluded circumstance to refuse the claim. Even in the event that 
there may have been contributions by rain water, the claimed damage to your property has 
been demonstrated to be the result of flood as defined by your CGU Accidental Damage 
Home insurance policy. Only in circumstances where rain water is the sole source of water, 
that is, with no contribution by an excluded circumstance such as flood water or high water, 
can your policy respond to claims for damage by rain water. 

In conclusion the available information confirms that the water that inundated your property, 
was caused by floodwater from Wolston Creek and the Brisbane River. Your CGU 
Accidental Damage Home insurance policy regards the water coming from the creek and river 
as flood water. Accordingly it is our view that the evidence demonstrates that the inundation 
of your property was caused by flood water or a mixture of storm and flood water. As the 
cause of the damage was flood water as defined by your policy of insurance, the damage 
caused by the flood is not covered by your CGU Accidental Damage Home insurance policy. 

We sincerely hope that this further consideration of your claim and further explanation 
resolves the matter, however if you have relevant information that we have not previously 
been given, please submit it to this department as soon as possible for consideration. 

Yours sincerely 

Senior Case Manager, Decision Review Office 

You can telephone this department for the cost of a local caD from anywhere In AuatraDa on 1300 651 227 

Should you have no further information that you wish us to consider, you should take this as note as the final 
decision of CGU Insurance. If you still contend that our decision is incorrect you may refer the matter to a 
solicitor, orifyou come within the definition of applicant as stated in the Terms of Reference, you may have the 
right to refer the matter to the Financial Ombudsman Service Limited (FOS Ltd), at PO Box 3, Melbourne, 300 I, 
telephone: 1300780808, fax: (03) 96136399, web: www.fos.org.au. email: info@fos.org.au. 

Financial Ombudsman Service Limited is independent and administers the external segment of the general 
insurance induslIy's alternative dispute resolution scheme, approved by the Australian Securities and 
Investments Commission. 

Please note that Financial Ombudsman Service Limited will not consider your dispute unless it is lodged, by 
documenting the basis on which you contend that our decision is incorrect, before the earlier expiry of the 
following time limits: 

a) within six years of the date when you first became aware (or should reasonably have become aware) 
that you suffered a loss; and 
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b) within two years of the date of our final decision, 

and there are other qualifYing criteria 

Please also note that the FOS have reviewed cases of flood previously and have maintained the insurer's position 
in cases where the insurer has demonstrated that flood, as defined by the insurance policy, has occurred. 
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19/04/2011 

CGU Insurance 
Decision Review Office 
GPO box 3900 Melbourne 3001 

e 

Drovers PI, 
Sumner, 
QLD,4074 

Dear Mr

Claim number:  

We refer to the above matter, and your letter dated 30th March 2011. 

Your building plans state that your property is subject to flooding. You would have to 
enquire with Brisbane City Council why they authorized building in an area subject to 
flooding. 

Rainwater is covered by your insurance policy however your property was not damaged by 
minwater; it was damaged by flood . 

Flood, as dermed by CGU Insumnce, is when water escapes from the normal confmes of a 
river or water course regardless of the inputs into the river system. In this instance the 
Wivenhoe Dam was certainly a contributing factor to the flood however this was one water 
input into the Brisbane River; there are many inputs in the catchment area of the Brisbane 
River. The crucial factor in the case of the Brisbane flood was that the Brisbane River and its 
tributaries overflowed their normal confines and therefore constitute flood as dermed by your 
CGU Home insurance policy. 

If a claimed event, that was covered by insurance, was caused by a third party, the insurer, 
after paying the claim, would seek recovery of the insured loss from the party responsible if 
liability could be demonstmted. In this case as the claimed event, the Brisbane flood, is not 
covered by your insurance policy CGU do not have to seek recovery as CGU do not incur any 
loss from this event. The ability to recover any loss from a responsible party creates no 
obligation on an insurer to cover a claim that is not otherwise covered by a policy of 
insurance. CGU are not a recovery agency and will not seek to recover an uninsured loss. 



We sincerely hope that this further consideration of your claim and further explanation 
resolves the matter, however if you have relevant information that we have not previously 
been given, please submit it to this department as soon as possible for consideration. 

Yours sincerely 

Senior Case Manager, Decision Review Office 

You can telephone this department for the coet of a lacel call from anywhere In Australia on 1300 651 227 

Should you have no further information that you wish us to consider, you should take this as note as the fmal 
decision of CGU Insurance. If you still contend that our decision is incorrect you may refer the matter to a 
solicitor, or if you come within the definition of applicant as stated in the Terms of Reference, you may have the 
right to refer the matter to the Financial Ombudsman Service Limited (FOS Ltd), at PO Box 3, Melbourne, 3001, 
telephone: 1300780808, fax: (03) 96136399, web: www.fos.org.a!!, email: info@fos.org.au. 

Financial Ombudsman Service Limited is independent and administers the external segment of the general 
insurance industry's alternative dispute resolution scheme, approved by the Australian Securities and 
Investments Commission. 

Please note that Financial Ombudsman Service Limited will not consider your dispute unless it is lodged, by 
documenting the basis on which you contend that our decision is incorrect, before the earlier expiry of the 
following time limits: 

a) within six years of the date when you first became aware (or should reasonably have become aware) 
that you suffered a loss; and 

b) within two years of the date of our final decision, 

and there are other qUalifYing criteria. 

Please also note that the FOS have reviewed cases of flood previously and have maintained the insurer's position 
in cases where the insurer has demonstrated that flood, as defined by the insurance policy, has occurred. 
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CGU Insurance 
National Decision Review Office 
GPO box 390D Melbourne 3001 
t 1300651 2Z7 
f 1300760 6e3 
e cguJdr@cgu.com.au 

29 April 2011 

Moores Pocket Road 
Tivoli QLD 4305 

Dear Mr and Mrs

RE: Policy No.  

Claim No.  

I write in reference to your request for the denial of your claim for damage to your property at 
Moores Pocket Road, Tivoli, Queensland which occurred on 11 or 12 January 2011, to 

be reviewed by the National Decision Review Office. 

We have completed our review of this matter in accordance with our dispute resolution 
process. 

On review of your claim I can advise that I concur with the original decision of the Claims 
department to deny indemnity under your policy. 

For your reference I have attached an over-arching hydrology report for the flood event of the 
South East Queensland area which was undertaken by Worley Parsons. I also encourage 
you to read Volume 3 of the hydrology report put together by Worley Parsons, Water Matters 
Intemational and WRM Water & Environment which is available on the Insurance Council 
website. We have not attached a copy of the report with this letter due to its large size 
however it is available for public reading on the Insurance Council website. 

The closest rainfall station to your property that we have data for is that of the Brassall 
gauge, approximately 3 kilometres away. Rainfall records show that the Brassall gauge 
recorded only 24mm of rain on Tuesday 11 January. This is not considered a large amount 
of rain and would not have been sufficient to cause storm water inundation to your property, 
particularly to the roof level of your house. 

It is clear from the hydrological evidence that many, if not all, the storm water drains either 
exit into the sea or the river/creek system. In such a situation the storm water drain exit point 
in the creek! river (or sea) is at a point above the normal river height (even rivers influenced 
by tidal variation). However if the river level rises above the storm water outlet a backflow 
occurs in which the river water flows back up the storm water drainage system and 
discharges onto property. This water is either river water or a mixture of storm water and 
river water and this is the source of inundation of many of the properties affected by these 
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initial flows in Brisbane and Ipswich. 

Rising storm water that cannot drain into a watercourse because that watercourse is already 
in flood is also considered flood water. This includes water coming up through drains 
because the water cannot drain into the storm water system because the river or creek that 
the storm water system drains into is already in flood. This forms part of the commonly 
accepted definition of flood and has been established by case law. The legal precedent for 
this was set by the New Zealand Court of Appeal case of K Sika Plastics v Comhill 
Insurance. In the Sika case the High Court ruled that the insurer was not liable for the 
insured's damage as the inundation was caused by rising storm water that could not drain 
into a watercourse as that watercourse was already in flood. 

Flood water rarely acts alone and in most cases will have storm water intermingled with the 
flood water to inundate a premises. Sometimes the storm water will assist in pushing flood 
waters higher inside a home. Flood water that mixes with stormwater runoff which then 
subsequently inundates property is viewed as damage by floodwater. The legal precedent 
for this is known as the Wayne Tank principle. The decision in Wayne Tank and Pump Co 
Limited v Employees Liabilitv Assurance Corp Limited (1973) 3 All ER 825 laid down the 
principle that where there are two effective causes of a loss, one of which is excluded and 
the one included, the excluded cause prevails to over-ride the included cause, thus excluding 
the totality of the loss from coverage under the policy. This principle was further confirmed in 
the case of Peterson v Union Des Assurances De Paris lARD (1995) 8ANZ Ins case 61244. 

It is only when storm water, independent of any flood water, inundates a premises that we 
are able to accept the damage as being caused by storm water and not flood. When storm 
water inundates a premises along with flood waters this is defined as damage by flood. 
Flood is not a Listed Event under your policy for which you have cover and flood is also 
specifically excluded from coverage. 

I refer you to page 40 of your CGU Listed Events Home Insurance Product and Disclosure 
Statement and Policy document which advises that your policy does not cover damage 
caused by flood: 

General Exclusions 
We will not cover any loss or 
damage, or liability as a result 
of, or ariSing from 
• flood or stonn surge 

The initial story given to CGU by yourself was that the water came from the Bremer River 
however then your story changed to say that the water came from the storm water drains. 
However even had water been backing up out of the storm water drain, this water would 
have been water that was being pushed back by the river. This constitutes flood water. 

There is no doubt that this was a major flood event and your property is situated very close to 
the Bremer River with water inundating to almost roof height. On the balance of probabilities 
the source of the water that inundated your home was flood water and no information is 
available to suggest otherwise. 

We sincerely hope that this further consideration of your claim and further explanation 
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resolves the matter, however If you contend that our decision is incorrect and you 
have relevant information that we have not previously been given, please submit It to 
this OffIce within fourteen days of the date of this letter so that we can consider It, or 
at least let us know within that time that further information Is to be submitted. 

If you do not have further relevant infonnation to submit for our consideration, you should 
take this as the final decision of CGU Insurance. If you then still contend that our decision is 
incorrect you may, if you wish, approach Financial Ombudsman Service Limited, at 

GPO Box 3, Melbourne Vic 3001 
telephone: 1300780808 
fax: (03) 96136399 
web: www.fos.org.au 
email: info@fos.org.au 

• Financial Ombudsman Service Limited is independent and administers the external segment 
of the general insurance industry's alternative dispute resolution scheme, approved by the 
Australian Securities and Investments Commission. 

• 

Please note that Financial Ombudsman Service Limited will not consider your dispute unless 
it is lodged, by documenting the basis on which you contend that our decision is incorrect, 
before the earlier expiry of the following time limits: 
a) within six years of the date when you first became aware (or should reasonably have 

become aware) that you suffered a loss; and 
b) within two years of the date of our final decision, 
and there are other qualifying criteria. 

Yours sincerely 

 
Senior Case Manager 
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27 June 2011 

PO Box 7270 
East Brisbane QlD4169 

Peer Mr. & liArs.

CLAIM NUMBER: 
POUCY NUMBER: 
DATE OF LOSS: 
S/TUTAION OF RISK: 

12 January 2011 
Malcolm St Hawthorne QlD 4171 

46 Colin 
West Perth 
GPOBoxIiA929 
Perth WA 6843 

We refer to the above claim and your request that this matter be reviewed as part of our internal 
dispute resolution process. 

A review of this matter has now been conducted. This has Included the InformafJ()n you had provided 
to us and the material provided to me by our Clalms Department 

An incident occurred on or around 12 January 2011 whereby due to heavy ralm., f100d(ng had 
damaged your premises and contents therein. Following notification of your loss on 19 January 2011, 
and a subsequent site specific hydrologist assassment, it was deemed your hon)ewas Inundated with 
flood waters as defined and your claim was formally declined In a letter dated 25 March 2011. Flood 
damage Is a specific exclusion under your home Insurance policy. 

The matter in dispute is the Clalms Department's denial of your clalm due to the ceuse of the damage 
being flood. You disagreed with CGU's decision and consider your home did notflood . 

In respect to the damage to your premises at Malcolm St Hawthorne, your home's location was!n 
an araa thet was severely affected by the flooding of the Brisbane River and that any fanure of storm 
water drains, would be attributable to the water being unable to drain Into the river system either 
because it was alreedy In flood or the river leval had risen above the exit point of the storm water 
drain, you were adviSed that you had no entitlement for this loss. Our Claims Consultant advised that 
based on the facts, the cause of the loss was flood and not covered by the poUcy. 

Your property is approximately 140 meters from the Brisbane Rivet. You stated that the water was 
gushing out of the drains within the property on 11 January and continued through 12 & 13 January 
2011. The water receded within 2 to 3 days. 

I refer to the relavant sections of your CGU First Choice home insurance prod\JCt diSclosure statement 
and policy reed as follows:-

Page 12 "AccJcIentaJ Damage cover 
If you have chosen Accidental Damage Horne lnsullInce, we wm coveryour buUd;ngs 
or contents for any accidental Joss or damage. 
There are also a number of Incidents we will cover under specific tXifIdItkms. These elll 
listed on pages 17 to 20. 



Page 35 

Any cover we provide Is subject to exclusions. 
For exclusions to this cover, see page 35" 

'exclusions to your cover 
Any cover we provide is subject to the fcllowing exclusions. 
We will not cover any loss or damage as a result of. or caused by 

• flood" 

Pages 39-40 'General exclusions 

Page 62 

We will not cover any loss or damage, or I/abllity as a result of, or arising from 

• flcod or storm surge 
• erosion, the aellon of the 88a, tidal wave or high weter, unless 
- the loss or damage is the result of iii tsunami.' 

'glossary of words with a special meaning 

flOOd 
the covering of normally dry land by water escaping or released from the normal 
confines of a weteroourse or lake, whether or not It is altered or modified. Flood a/so 
Includes water escaping from the confines of any reservoir, channel, canal or dam. • • 

The proximate cause of the damage to your home is 'Rood' not solely storm water run off. The term 
'Flood" Is defined as the covering of normally dry land by water escaping or released from the normal 
confines of a wateroourse. lake. reservoir. channel. canal or dam. The Insuranca Council of Australia 
have commissioned an Independent panel of hydrologists to prepare for publication their opinions on 
the causes of the flooding which are avallable In full on their website: 
htto:/Iwww.lnsurancecouncll.com.aui. 

The Brisbane SUburb of Hawthorne was flooded by water escaping from the confines of the Brisbane 
River and extensive data exists to support that this was a major flood event The 'ICA FLOODING IN 
BRISBANE CITY LGA Report Volume 2' has detailed the disaster. In saction 9 'Causes and nature of 
flooding .... .'. commencing on P59 it reports that the most significant rains fell across the Brisbane City 
LGA between 0600 & 1600hrs on Tuesday 11 January. Rainfall effectively ceased in Brisbane at 
1800hrs. Peak water levels resulting from this rainfall event occurred In the aftemoon and evening of 
Tuesday 11 January. coinciding with the peak watsr levels in the Brisbane River. which indicates that 
flooding was driven by backwater effects. M that time there were high releases from the Wivenhoe 
Dam. in response to receMng massive Inflows of surfaca runoff from the upstream catchment area. 
These releases caused a flood wave In the Brisbane River (dam release flooding). The report states 
that In low-lying urban areas (especially In Brisbane and Ipswich cities) significant areas of land are 
separated from the Brisbane River and its tributary waterways by an Intervening area of higher land. It • 
is Ukely that high taUwater levels in the receMng waterways caused backflow up the piped drainage 
system. leading to Inundation in the low lying aress. Ie plpa backflow inundation. 

The Bureau of Meteorology records from Brisbane Station show the peak rainfall fall In the local area 
on 10 January 2011 was 110.8mm and a low 15.4mm fallon the 11 January 2011. If storm watar/rain 
water Is the source of inundation. the damage occurs around the same time as the peak reinfall falls. 
The water rises quickly and drains away quickly once the rainfall slows or stops. However. there wes a 
delay from the time the rainfall occurred to the time the water inundated your home and the water level 
remained elevated for a relatively long period of time; further evidence that the source of the 
inundation was flood water. 

Your propertY was flooded by water escaping from the confines of the Brisbane River. We have 
referred to the flood mapping provided by the Brisbane City Council on the website addrass: 
htlp:llelbora-139728069.ap-southeast-1.elb.amazonaws.com/qrajnteractivel which shows that your 
propertY was Inundated by flood water from the Brisbane River. 

This water is either river water or a mixture of storm water and river water and this Is the source of 
inundation of many of the properties affected by these initial flowe in Brisbane and Ipswich. It is 
addressed In detail In the combined hydrology report prepared by WRM. Water Matters International 
and Worley Parsons in Volume 1 of the report dated 20 February 2011. It is also highlighted In figure 



• 

• 

2.1 on page 5 of the report and embraced by the explanatory notes on page 5 and 6 of that report. 

Insurance policies are legal contraels and previous disputes have been decided before the Courts, 
creating legal precedent In your circumstance it Is clear that this Is "flood" water as defined by the 
policy of insurance and as a result of the application of current Australian law, (see In particular, K.§!!m 
Plastics v Comhlll Insurance, Peterson v Union Des Assurances De Paris lARD and Wayne Tank and 
Pump Co Limited v Employers Llabilitv Assurance Corp LImited. See alse Provincial Insurance 
Australia Ptv Ltd v Consolidated Wood Produels Ptv Ltd and Miter Inyestmenls Ptv Ltd v General 
Accident Fire and Life Assurance Corporation Ltd.). These cases confirm that the proximate cause of 
the damage claimed to be "stonn water", Is in fact "flood". 

Flood water rarely aels alone and in most cases will have storm water intermingled with the flood 
water to inundate a premises. Sometimes the storm water will assist In pushing flood waters higher 
Inside a property. Flood water that mixes with storm water runoff which then subsequently Inundates a 
property is viewed as damage by flood water. The legal precedent for this is known as the 'Wayne 
Tank' principle. The decision In Wayne Tank and Pump Co limited v Employees Uabillty Assurance 
Corp limited (1973) 3 All ER 825 laid down the principle that where there are two effective causes of a 
loss, one of which Is excluded and the one Included, the excluded cause prevails to over-ride the 
Included cause, thus excluding the totality of the loss from coverage under the policy. This principle 
was further confirmed In the case of Petarson v Union Des Assurances De Paris lARD (1995) 8ANZ 
Ins case 61244 . 

Furthermore, rising storm waters that cannot drain into a watercourse because that watercourse Is 
already in flood Is also considered flood water. This includes water coming up through drains 
because the water cannot drain into the storm water system for the reason that the river or creek that 
the storm water system drains into Is already in flood. This forms part of the commonly accepted 
deffnltion of flood and has been established by case law. The legal precedent for this was set by the 
New Zealand Court of Appeal case of K Slka Plastics v Comhlll Insuranca. In the Sika case the High 
Court ruled that the insurer was not liable for the Insured's damage as the inundation was caused by 
rising storm water that could not drain into a watercourse as that watercourse was already In flood. 
The definition of flood that we have used to deny this claim Is the widely accepted definition. 

It Is only when storm water, independent of any flood water, Inundates a premises that we are able 
to accept the damage as being caused by storm water and not flood. When storm water inundates a 
premises along with flood waters this Is defined as damage by flood. 

Where more than one circumstance contributes to a loss, and one of these causes is an excluded 
circumstance, the Insurer is entitled to rely upon the excluded circumstanca to refuse the claim. Even 
In the event that there may have been contributions by rain water and released dam water, the 
claimed damage to your property has been demonstrated to be the result of flood as defined by your 
CGU insuranca policy. Only in circumstances where rain water Is the sole source of water, that Is, 
with no contribution by flood water, can your policy respond to claims for damage by rain water . 

With regard to the release of waters by local authorities from the Wlvenhca Dam, CGU considers that 
these waters are stili floodwaters. The water was released from the dam Into a river and 
subsequently the river flooded, inundating the surrounding properties. The water that Inundated the 
properties would be a mIxture of storm water and flood water or flood water alone and Is excluded 
from our cover. Whether any "negligence" attaches to the decisions made by the local authorities 
during a catastrophe, Is not a factor which alters your policy entitlement with this Company. 
It Is only when "storm water", Independent of any flood water, inundates a premlsea thet we are able to 
accept the damage as being caused by storm water and not flood. The raInwater which fell on your 
property did not enter your home as It flowed towards the watercourse. When all or some retumed with 
the flood waters of the Brisbene River, this Is defined as damege by flood. 
Rainfall records show that the peek rainfall intenSity In the local area was on 10 January 2011. 
However your heme wes damaged by Flood commencing on 11 January 2011, which Is In accordanca 
with the water coming from the Brisbane River. 
The flood water came from the watercourse, or the mIXture of storm water and flood discharging up 
through the storm water system is flood water and, as a consequenca any property Inundation caused 
by this water, resulting In property damage, is not covered by your policy of insurance. 

In this Instance the Brisbane and ipswich flooding was a major event affecting much of Brisbane and 



Ipswich which was a widely covered event in the media. The balance of probabilities on that basiS 
alone suggests that your property was damaged by flood given your premises proximity to the 
Brisbane River and the Brisbane City CouncIl mapping of the flood waters which your property is 
within. The evidence provided by a HydrologIst demonstrates that flood was the cause of the loss. No 
evidence has been provided which suggests that storm water alone was the prOximate cause of 
damage. The fact that the inundation occurred more than a day after the peak ralnfall had ceased on 
10 January 2011, demonstrates that It was not storm water which inundated your property. 

In conclusion the data and findings of the Hydrologist substantiate that the water that inundated your 
premises was caused by floodwater from the Brisbane River. The Hydrologists concludes 'As the 
water level in the Brisbane River began to rise on 11 January 2011, water backed up the local sub 
surface drainage system and spilled out into tha property" A=rdlngly It Is our view that the evidence 
demonstrates that the Inundation of your property was caused by flood water or a mixture of storm end 
flood water. As the ceuse of the damage was flood water as defined by your policy of insurance, the 
damage Is not covered by your CGU Home insurance policy. 

There Is no evidence to suggest that storm water alone had inundated your property. On the facts 
provided, flood water or a mixture of flood and storm water had Inundated your home. As flood is an 
excluded event. there is no entitlement under you poncy and denIal of your claim is maintained. 

I have provided for your perusal a copy of the site specific hydrology report together with Brisbane 
Flood maps that Include those provided by the Brisbane City Council that may assist you in • 
understanding the flood event that had damaged your property. 

We sincerely hope that this further consideration of your claim end further explanation resolves the 
matter, however If you have relevent information that wa have not previously baen given, please 
submit It to this Department as soon as possible for conSideration. 

If you do not have further relevant Information to submit for our consIderation, you should take this as 
the final decision of CGU Insurance. If you then still contend that our decision Is Incorrect you may, If 
you wish, approach Financial Ombudsman Service Limited, at:-

GPO Box 3, Melbourne Vic 3001 
Telephone: 1300780 808 
Fax: (03) 9613 6399 
Web: www.fos.org.au 
Email: InfQ@fos.org.au 

The Financial Ombudsman Service Umlted is independent and adrninisters the external segment of 
the general insurance industry's altemative dispute resolutIon scheme, approved by the Austrailan 
Securities and Investments Commission. 

Please note that FInancial Ombudsman ServIce LImited will not consider your dispute unless it is 
lodged, by documenting the baSis on which you contend that our decision Is Incorrect. bafore the 
earlier expiry of the follOwing time limIts: 

a) within six years of the date when you first became aware (or should reasonably have become 
aware) that you suffered a loss; and 

b) within two years of the date of our final decIsion, 
Furthermore, there are other qualifying criteria. 

Senior case Manager 
Internal Dispute Resolution Department 
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EVENT OVERVIEW 

On the 7f> of January 2011, a low pressure cell derived from a monsoonal trough moved 
southwards along the east coast of Queensland In the vicinity of Mackay. Over the next day this 
localised low pressure system gradually moved closer 10 Fraser Island. However, It did not lead. 10 
the generation of significant rainfall at this time due to Its orientation relative to thamonsoonal 
trough located 10 the north and a series of high pressure systems located to the south-east 

Throughout the 8'" of January 2011. the low pressure system remained relatively stetionary. It 
eventually moved closer to the south-east Queensland coast and Intensified on the g'" of January 
to form a trough that spanned from the NSW border to Mackay. Through the early hours of the 9'" 
of January, this trough rotated towards south-east Queensland and formed large volumes of rain 
as warm moist alr was forced upwards ovar the region from a high pressure cell located near New • 
Zealand. 

This process continued throughout the 9'" of January, with the trough reducing in span and 
generally remaining stetionary off the coast 

The intensification of the coastal low pressure system on the g" of January led to the generation of 
sustained rainfall across coastal regions of south-east Queensland within the lower Caboolture 
and Brlsbana RIvers Catchments. Rainfall generally progressed from the north to the south with 
the start of the storm occurring from 04:00 (recorded at Beerburrum) and leading to rainfall across 
areas of the lower Caboolture River Catchment In the lower BrIsbane River Catchment, the storm 
began between 09:00 and 10:00 (recorded at Brisbane, Redcliffe and Archerflelrf). The 
accumulation of rainfaD generally followed a similar pattem. with areas of the lower Caboolture 
River Catchment recording up to 155 mm until midday on the 10" of January 2011, willie areas of 
the BrIsbane River Catchment recorded between 75 and 130 mm. 

Over the foHowing 12 hours the loW pressure eystem moved horth and rainfall accumulations 
decreased markedly. However, as the low pressure centre merged with the descending 
monsoonal trough, significant rainfall was generated over the raglan. A further accumulation of 
batween 30 and 40 mm over the following 36 hours was recorded In the lower Brisbane River 
Catchment and up to 70 mm in the lower Caboolture RIver Catchment, indicating that the focus of • 
1I1e system was on the Caboolture River Catchment In 111Elll6 coastal regions. 

WhIle not strlctiy an East Coast Low, the system functioned In a similar way, producing gale force 
winds and widespread rain centrad on the coastal region south of the centre of the low pressure 
cell. 

In the most uppar sections of these catchments, ralnfaD was less Intense prior to the 
amaigamationof the low pressure centre and the monsoonal trough. Rainfall bagan from 13:00 on 
the 9"' of January 2011, with accumulations of between 60 and 100 mm recorded until midday on 
the 10" of January. The northward movement of the low pressure cell and the alignment of the 
high pressure cell feeding the region, led to the temporary cessallon of rainfall In the upper 
catchment 

To the east, .In more central regions of the BrIsbane River Catchment and the uppar Caboolture 
River Catchment. the onset of the storm generally began with moderate Intensity ralnfall from 
10:00 on the g"' of January 2011. However, rainfall accumulations wene generally lower than 
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those In the lower catchment, with generally no more than· 75 mm recorded until midday on ·the 
10'" of January 2011 (recorded at Amber/ey). 

As the monsoonal trough moved south, wal111 moist air from the north ascended Into the upper 
atmosphere over the upper regions of these catchments. Intense rainfall began to OCQUr from 
about midday on the 10'" of January in the upper Brisbane CatChment (recorded et TOOWQOmba). 
Over the following 36 hours an accumulation of up to 150 mm was recorded. However, the rainfall 
Intensity in this region varied slgnificantiy with a large portion of the rainfall accumulation occurring 
over a period of only hours. Orographic effects are.likety to have cortbibuted to the ilhI!rp Increase 
In rainfallintensl!y In these upper catChment areas. 

As the focus of the system moved to the south-east, a Sharp rISe In rainfall Intensity was recorded 
beginning from 02:00 on the 11"' of January at Gatton and from 09:00 et Amberley, with an 
.accumulation of up to 130mm over the following 24 hours. 

A total accumulation of 200 to 230 mm wasreeordad withIn the upper Brisbane CatChmant 
between the e"'and 12'" of January, 2011. 

The initial sustained rainfaJlacross the catchment between the g1h January and middey on the 10'" 
January would heve generated slgnlilcant runoff and flow into streams eildrlvers. The subl;aQtjent 
intense upper catchment rainfall would have generated additionellarge volumasof runoff that 
would have been channelled through bibuteries and streams Into the upperBrlsbaneRi'Jer Iii the 
central pert of the catchment Cohfrolled releases from W1venhoe Dam WOUld also have 
conbibuted to the peak water level In the Brisbane River. 

The majority of the rainfall that fell across south-east Queensland Is characteriSed by high 
accumulations with low to medium Intensity. In contrast, the shorfperiod of high Intensity rain In 
the upper Brisbane Catchment, excesding an Average Recurrence Interval (ARI) of1()Q years 
(reccrrted at T oowoomba and Gatton) would heve elicited a rapid response from tribUtary streams, 
especially Lockyer Creek. Levels in the upper Bremer StJb..Catchment, although experiencing 
significant rainfall Intensifies during the period when focus of the system moved tcWIlrds the south-
east, responded more moderately compered to the loCkyer sUb-Catchment The lower re!lChes of 
the Bremer River ,although experiencing slgnlilcent Inflows from Its own catChment, ultimately 
experienced peak levels as a result of backwater from the Brisbane RIver. 

The property at 110 Malcolm Street Is considered to be within the floodplaIn of the Brisbane RIver, 
whiCh Is lucated approximately 140 melres to the west of the property (refer Figure 1). The Aood 
Flag Map prepared by Brisbane CIty Councll for Hawthorne shows the property lies within the 
"Cr!;ek, River or J1daf Flooding" extant 

The property contains a double storey residential dweDing, Including an uninhabitable gro!Jnd.leNel., 
located between Gordon Street and Barton Street (refer Flgllre 2). Terrein elevation contour 
mapping available from the Brisbane CIty Council shows that the site iles within a local depression. 
which has an area of approximately 11.6 hectares (refer Figure 2). 

River level information for the Brisbane RIver was obtained from the Brisbane City gauge 
(540198), which is located 5.7 km upstream from the sIte (refer Figure 3). RIver Ie'IIei Information 
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was also obtained for lIle gauge at !he mouth of Breakfast Creek (540286). which is located 
approximately 2.1 km downstream of lIle property (refar Figure 3). It Is considered appropriate to 
interpolate between lIle river level Information forlllese gauges to determine water levels In the 
vicinity of lIle property. 

FIgure 1: Location of Property at Malcolm 8t, Hawthorne 

30101&02484tm<AB3-REP-0001 4 MaIOOfm St. Hawthoil'le.doc 4 231312011 
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figure 2: Approxfmate Local Terrain Dep_ /\tea 

The river gauge Information indicates that levels In the Brisbane River were ffrst affected by 
catchment Inflows from as early as Sunday 9'" January 2011, with a gradual bu\.steady rll;e In 
levels until about 06:00 on Tuesday 11'" January. From this time, both gauges (Brisbane City ff!l.d 
Breakfast Creek mouth) show a steeper rise in flood levels, with eventual peaks of about 
4.5 metres al around 03:00 on Thursdey 13'" January 2011 althe Brtsbane City Gaugealld 
approximately 2.5 metres at around 04:00 on Thursday 13'" January 2011 at the mou\hof 
Breakfast Creek. It should be noted that 'gauge zero' for both the Brisbane City and Breakfast 
Creek moUth gauges has an elevetion of 0 mAHD, as Indicated by Informatfonprovlded bY the 
Bureau of Meteorology. 
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Flowe 3: Location of RIver Gatllles In V1c1nl1y of Property 

THE INSURED'S RECOLLECTIONS 

e ... ToombulAL 
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WorleyParsons spoke to the claimants  on :22"'l February 2011. 
The claimants provided the following account of the events and the damage that was incurred at 
the property: 

• Weter Inundated the ground level of the property. 

• The weter began gushing out of the drains within the property on Tuesday January 11!h 2011 
and continued through January 12" and 13!h 2011. 

• The water proceeded from the site Into the adjacent properties. 

• Malcolm Street remained flood free during the inundation of the property. 

• The Brisbane River did not break its banks to the west of the property. 

• The water within the property receded in 2 to 3 days 

• Inundation of the lowerlavel of the property toa depth of 10-15 cm Is not uncommon in storm 
events. 

301Ql6-<l2484tm-AS3-RENl001 • Malcolm S1. Haw1horne.doc s l!3i:lI2D 11 
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WORLEYPARSONS' OBSERVATIONS 

The property was Inspected between 12:30 and 1 :30pm on ~ February 20 11. 

The property slopes downwards from Malcolm Street Into the ground level and backyard 
(refer Figure 4). 

Inspection of the westem and eastern walls in the ground leve! of the dwalfing showed signs of 
Inundation in the form of flood marks (refer Figures 4 & 5). 

Drainage pits that were the reported source of the lnunda~on were observed on the western and 
eastern sides (refer Figure 6). 

Terrain elevation contour mapping avaJlablafrom the 8tisbane CIty Coui1ciI. shows the elevation of 
the property varies between 3.0 and 2.0 metres and slopes downward from the northwest to !he 
southeast towards the centre of the locel terrain depression shown In Figure 2. The RoodWise 
Property Report for the property, also from Brisbarie Clf1( COuh<;iI. shows that the maldmum and 
minimum ground level elevations within the properfy are approXimately 3.0 mAHO and 2.0 mAHO 
respectively. 

Terrain slOfilng downward from 
MlIIcolm St Into the backyard 
and lower lavel of the property 

Figure 4: View Looldng T<>W8n:1s Malcolm_from the SOUlhwast ColJler of the DwelUng 

301015-02484tm-A£l3..REP..flO01 * Malcolm st. Hawthof'r'Ii:J.t 7 2313/2011 
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figure 5: VIew of Flood Mark at !be _ Comer of tlte !lwe1Jlng 
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Figure 8: View of the lJmInoge PIt on the E"asIei'n Side of the Dwelling 

Cause of lllunilation 

Due to the limited size of the local stormwater catchment that dmm to_cis. tbe sitel!ll1d tbe 
relatively low rainfall Intensity (2 to 6 year ARI). it Is unUkely that there was ~nt local 
stormwater runoff for this to be a contributing factor to tbe Inundation tbet occurred on the 
property. Addl\ional/y. the reported timing of the Inundation coincides with the rising water levels In 
the Brisbane River. Therefore, It Is assumed that the floodwaters that inundated the area of 
Hawthorne around Malcolm Street can almost enUrely be attributed tofJows from the 8rls~ 
River backing up the stormwater drainage system. 

Accordlng to river levellrifoimation at the Brisbane City gauge and at the mouth of Breakfast 
Creek, the peak river level dlrecUy west of the property occurred between 03:00 and 04:00 on 
Thursday 13'" January 2011. The interpolated leval In the Brlsbene River directly west of the 
property around 03:30 on Thursday 12'" January 2011 was approxJmately 2.a mAHD. This !$lie! 
can be taken as the approximate peak level of the January 20111100d event at this locatiiJn, 

Based on the terrain elevation contour Information for the area available from Brisbane City 
Council. this peak level would have caused flood waters from the Brisbane RIver to surcharge up 
the sull surface drainage pipes In the area and spill out into areas within the local dspression, 
InclUding the property. This Is the Ukely explanation for the Inspred'srecollectlon of weter entering 
the property from the drains. 
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The terrain eievaijon contour information also shows that the peak level was not high enough to 
overtop the western side of the local depression and inundate Malcolm street, hence the insured's 
mcoUection. 

Aerial photography of the area taken on 131h January 2011 shows what appears to be an 'Inland 
lake' Withln the leeel depression i.e. a separate water body from the river. However, the level and 
appearance of the 'Inland lake" compared to the Brlsbane River supports the observation that the 
Brisbane River water surcharged up the local drainage system. 

CONCLUSION 

In my opinion, the inundation of the property at Malcolm Street, Hawthorne was caused by • 
water escaping the confines of the Brisbane River channel. Ae the water levei In the BrIsbane 
River bagan to lise on 111h January 2011, water backed up the local sub surface drainage system 
and spilled out into the property. 

• 
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MEDIA MONITORS 

Courier Mall 
11-Feb-2011 
Page: 7 
General News 

• 

A 
back 

Five simple 
questions, 
zero payout 
Tuck Thompson 

Market: Brisbane 
Circulation: 206110 
Type: Capital City Dally 
Size: 454.09 sq.cms 
MTWTFS-

be getting nothing bee.""" his Gold 
Slar policy covered ollly stonn walt'r 
inWldation,l1ol ROOtL 

CGU pre\1ously asked him rIVe 
qtrosl!ons and r<:jected him over tllt! 
phone then senl an official rejection 
letter. ThcreWllS no asst'SlIITlCnl. 

And itawears Ule persooalist!tl 
letter he r.x"';ved W1IS a form kller 
scnlloolhcrrejectcdclicnls. 

"It'.very. very dlsappointillg.mind-
b!owingly so." he said. '1 ClUl 

A FIG Tree Pocket Hood victim Wlls understand Wh<'l'e they are coming 
"absolutely gulled" aner receiving a from bul still,you're talking about 
CGU InsuranceemaiJ Iha! "settled" familiesandpcople. It was very cold." 
his daim for a total of$O.OO. Mr TC'Ullissen, a rUnlilure 

In an email where CGU also said il corn"dlanlamllon&lime busiltessman 
was "improving your claims wholtaS pald CGU $4OOllin 
experien",,",Jefi'TeunissenlC'dnlllw\f 

.'-e 
~ 

COLD COMFORT: Flood _ Jeff Teunt.sen Is "gutted" by lnourer CGU's short-term thtnlclng. 

Copyright Agency Ud (CAL) licenced copy. 

premiums through. broker without a 
previOUS cla1m. said insurers playing 
hardball would be losing business 10 
('Otnpctitorsin the long term. 

"Business is all about .•• keeping 
customershappy.llhink tberelsaIot 
uf really short-term tllinking. ff be sai<\. 

In IbeemaiJ,DavidUrwin,CGU's 
daintsconsultant,suid CGU had 
"carefully reviewed"lhedalm. 

"We conclude thallbe loss for 
which you have claimed \Vlls caused 
by nood. As a result we are not in a 
posiIlon to pay,' he wrote. 

MrTetmissen said he would rebuJld 
using a bank loan. which would 
impact llis family's fmances . 

Ref: 91600662 
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• From:OuaslNewspape .. 
• August ()2, 201112:00AM 

their insurance claim declined by CGU. PIcture: Chris Higgins 

A BURPENGARY family says It has been left high and dry by their Insurer which has refused to payout 
after the January flood, despite their neighbours making successful claims. 

Brett and Lynn Doyle's home in Mathew Crescent was one of many in tha streei to be inundated on January 11. 
It has not boon repaired. 

Mr Doyle said 10 households in the street, including his Immediate neighbours to the east and west, had their 
claims approved with their Insurers saying the Inundation was caused by stormwater, not by nearby Burpengary 
Creek. 

But tha Doyle's Insurer, CGU, has used a hydrologist's report. which says the water came from Burpengary 
Creek, to declina their cialm. 

"The RACQ claim was the only one that required a hydrologist report which found flooding was caused by storm 
water," Mr Doyle said, edding two claims by neighbours were approved by NRMA which, like CGU, is owned by 
the lAG Group, 

A CGU spokesman said CGU and NRMA offered "different products to target different markets" and that CGU's 
hydrology report was prepared by an Independent and professional firm. 

'The site specific hydrology report Indicated the damage was caused by water escaping the naturel confines of 

;i'Yf5l~~;;~;,~r:~I;~~~~~,liY ,~I~·~;~~.~~;S.,0i~~I;,.t~,~,?M0G·~1:j":":::";f·:~;?:1i1[-:\)1"; ;~':c:i:g(;:: 



"Mr Doyle has disputed this decision and the claim is currently with our Internal dispute resolution team. "If Mr 
Doyle remains unsatlsfled with CGU's lOR decision, he Is able to refer the claim to the FInancial Ombudsman 
Service." 

Mr Doyle said, as a young family, they were not financially capable of repairing the damage or replacing any of 
the lost carpets, furniture, appliances or other possessions. 

"There Is obviously an extended amount of work required to ensure our home Is once again at a sete and 
hygienic standard of living for our famUy offive (including children aged three, 10 and 13): he said. 

• 
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