


Qaths Act 1867

Statutory Declaration

QUEENSLAND

TOWIT

| James Bruce Merchant, care of CGU Insurance, 181 William Street, Meibourne in the State of
Victoria, do solemnly and sincerely declare that:

1 | am employed by Insurance Australia Group Limited as National Claims Manager for
CGU Insurance Ltd,

2 | provide this declaration in relation to the requirement by Commissioner
Justice C E Holmes to Insurance Australia Group Limited dated 27 September 2011
and received at 4pm that day in relation to the Queensland Floods Commission of
Inquiry (the requirement). Attached to this Statutory Declaration and marked
‘Annexure?' is a copy of the requirement.

3 | also refer to Peter Harmer's statutory declaration dated 3 October 2011 (Peter
Harmer's statutory declaration) and refer to that statutory declaration where
relevant in this one.

Background .

4 At the time of the Queensland Floods (December 2010 and January 2011) | was
employed by Insurance Australia Group Limited in the above role.

5 | have been employed by Insurance Australia Group for approximately 16 months
since May 2010.

6 i have reviewed CGU's records relating to Ms Sally Doyle's claim. | have prepared

this statement and all other statements to the Commission to date to the best of my
knowledge based on the limited time given by the Commission to respond to these
requirements. Having reviewed the material | am able to say the following.

Question 1 - Ms Doyle's account of the ¢claim

-

Our account of the events surrounding Ms Doyle's claim varies in some aspects from
the account set out in the request. We have set out our account of the events under
Question 2 below.

Question 2 - Chronology of Ms Doyle's claim

8

On 13 January 2011, a Claims Lodgement Consultant based in Parramatta received
a call from Ms Doyle's insurance broker (Rocksure) (13 January 2011
conversation). Annexed to the Statutory Declaration and marked 'Annexure 2'is a
copy of the audio recording of the 13 January 2011 conversation. Also included in
Annexure 2 is a recording dated 1 February 2011 which is referred to in paragraphs
21 and 99. Rocksure are an independently licensed insurance broker. The
consultant recorded the inquiry by Rocksure in the Claim Information System Records
(CIS Records). Attached to this Statutory Declaration and marked '‘Annexure 3' is a
copy of the CIS records for Ms Doyle's claim for the period of 13 January 2011 to 23
September 2011. Each entry made in the CIS Records is given a date and time
stamp to indicate when the information was saved. This is done automatically by the
system. The CIS Records, once saved by the system, cannot be altered.

On 14 January 2011, our centralised Landlords Team, received an email from
Rocksure via a LOTUS NOTES application. The Landlords Team's role was to
manage claims from the Financial Institutions and Affinity Partners and to receive
overflow calls for Queensland Broker Landlord claims, particularly when the Brisbane
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CGU office was flooded. LOTUS NQOTES is a program used fo communicate with
insurance brokers. The email from Rocksure purported to attach an email from Ms
Doyle providing a detailed description of the inundation of her house and attaching a
photograph of the house inundated with water. Annexed to the Statutory Declaration
and marked 'Annexure 4' is a copy of the screen image taken from LOTUS NOTES.
This email was loaded onto the CIS Records on 15 January 2011,

The email from Rocksure did not attach the email from Ms Doyle. On 21 January
2011 we sent an email to Rocksure asking for a copy of Ms Doyle's email. See
paragraph 20 below.

On 17 January 2011, Ms Doyle's claim was referred to the Claims Management
Centre Queensland.

On 18 January 2011, the Landlords Team received a call from Rocksure (18 January
2011 conversation). Annexed to the Statutory Declaration and marked 'Annexure &'
is a copy of the audio recording of the 18 January 2011 conversation. During this
conversation, Rocksure was advised that the claim would be handled by a dedicated
Flood Team which at that stage was not yet up and running. Rocksure was advised
that assessors were not being appointed at that time as the Flood Team had not yet
been set up and that the team would be contacting people from Thursday 20 January
2011,

CGU's Queensland Claims Management Centre, which is located in South Bank was
also affected by the floods. Staff was evacuated and unable to return to work at that
office until 18 January 2011. Work commenced to establish the Flood Team as soon
as the office reopened on 18 January 2011. The Flood Team was specifically
established to handle the increased volume of claims arising from the Queensland
floods. The 10 person team was comprised of a team of 8 claims consultants, a
technical team manager, and a team manager.

On 18 January 2011, Ms Doyle's claim was referred to the Flood Team Worklist ready
to be reviewed by the Flood Team once they were operational.

On 19 January 2011, Ms Doyle's policy was reviewed to confirm that her premium
payments were up to date. Af that time, the incident description was also reviewed
and a note was made on the CIS Records that it was a potential flood claim and that
further action was required by the Flood Team.

On 20 January 2011, Ms Doyle tefephoned our centralised Landlords Team asking for
an update (Telephone call from Ms Doyle). Annexed to the Statutory Declaration
and marked 'Annexure 6'is a copy of the audio recording of the telephone call from
Ms Doyle. During that call, Ms Doyle was advised that a flood team in Queensland
would be handling her claim and that the consuitant would email them to call her
back. At the conclusion of the telephone call, the consuitant sent an email to the
Flood Team. The email was reviewed by the Flood Team on 22 January 2011 (see
CIS records Annexure 3).

On 21 January 2011, we sent an email to Rocksure asking for a copy of Ms Doyle's
email containing the further information about the circumstances of her claim.
Annexed to the Statutory Declaration and marked 'Annexure 7' is a copy of a screen
image containing our email to Rocksure.

On 24 January 2011, a Claims Management Team consultant, ||| | I based
in Brisbane received a telephone call from Rocksure (24 January 2011
conversation). Annexed to the Statutory Declaration and marked 'Annexure 8'is a
copy of the audio recording of the 24 January 2011 conversation. During that call,
Rocksure was advised that the Flood Team were contacting people as soon as
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possible but due to the volume of claims there was no time frame. Rocksure was
advised that Ms Doyle was in recovery 'Group 2' and was in the queue to be
contacted.

The 24 January 2011 conversation was recorded as it came through to the Personal
Lines (including Retail Landlords) Team, which operate from level 10 of the Brisbane
office. Level 10 had call recording capability during the January floods, whereas level
11 did not.

On 25 January 2011, we received an email from Rocksure attaching a copy of the
email from Ms Doyle. The email contained information about Ms Doyle's claim.
Annexed to the Statutory Declaration and marked 'Annexure 9' is a copy of a screen
image containing the email from Rocksure including the email from Ms Doyle and the
photograph of her property.

On 1 February 2011, the Landlords Team received a telephane call from Rocksure
seeking an update on Ms Doyle's claim. The consuitant who received this call then
sent an email to the Flood Team asking that they contact Rocksure and provide an
update on Ms Doyle's claim. Rocksure was advised that someone would call them
back later that day or first thing the following moming. A copy of the email is
contained in the CIS records (see Annexure 3). An audio recording of that telephone
conversation is included in Annexure 2.

On 1 February 2011, the Flood Team telephoned Rocksure who confirmed that they
were happy for CGU to contact Ms Doyle directly and provided us with her mobite
number,

On 1 February 2011, we commenced a review of the file which included reviewing a
series of Nearmaps showing the proximate location of Ms Doyle's property to the
Brisbane River and where the river broke its banks. Annexed to the Statutory
Declaration and marked 'Annexure 10' is a copy of the Nearmaps. The proximate
location of Ms Doyle's property is indicated by a red circle.

On 1 February 2011, the Flood Team attempted to contact Ms Doyle by telephone.
Ms Doyle did not answer the phone and a voice mail message was left for her.

On 1 February 2011, the Flood Team received a telephone call from Ms Doyle.
During this telephone call, Ms Doyle's provided responses to the customer question
set. Attached to this Statement and marked 'Annexure 11' is a copy of our customer
question set. During the conversation, Ms Doyle advised that she was aware that
her policy did not cover flood and that the water had reached 50c¢m from the roof of
the house. Ms Doyle also told us that rain water runoff went through the property prior
to the flood waters. At the conclusion of the conversation, we asked Ms Doyle for the
details of the tenant who resided at the house at the time it was inundated with water.
At the end of the call we sent an email to Rocksure providing details of this
conversation. In that email the consultant noted that CGU would be considering Ms
Doyle's claim further and that we would await the contact details of the tenant to
obtain further information about the damage. Annexed to the Statutory Declaration
and marked 'Annexure 12' is a copy of the email dated 1 February 2011 to Rocksure.

On 2 February 2011, the Flood Team received a telephone call from Ms Doyle.
During that conversaticn, Ms Doyle advised that the water that inundated her property
was from storm water which occurred prior to the flood and that this water ruined the
floors and walls. Ms Doyle advised that she wanted to dispute CGU's interpretation of
her insurance policy and the definition of flood. She further told us that she would
provide us with the details of her tenant so that further information could be gathered
about the claim. Given the information provided, a note was made in the CIS records
that an assessor may need to be appointed.
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27 On 4 February 2011, we received an email from Rocksure, attaching an email letter
from Ms Doyle dated 4 February 2011. Annexed to the Statutory Declaration and
marked 'Annexure 13 is a copy of the email from Rocksure and the letter from Ms
Doyle. In that letter, Ms Doyle set out a number of concerns about the management
of her claim.

28 On 5 February 2011, we reviewed Ms Doyle's email letter and the claims consultant
recommended to the team manager that an assessor be appointed.

29 On 8 February 2011, a Claims Management Team based in Brisbane received a
telephone call from CGU Rockhampton inquiring about the status of Ms Doyle's claim.
The consultant was advised that the claim had been referred to the Flood Team and
that an assessor may be appointed. The consuitant also noted that CGU were
awaiting the contact details of Ms Doyle's tenant so that CGU could gather further
information about the circumstances of the inundation from someone who was
present at the house at the time.

30 On 10 February 2011, the Flood Team Leader approved the appointment of an
assessor in relation to Ms Doyle's claim. We instructed Crawford & Company to
investigate Ms Doyle's claim via a LOTUS NOTES allocation. LOTUS NOTES is a
program used to communicate instructions to assessors. This program delivered a
Property Assessment Notification to Crawford & Company (Property Assessment
Notification). Annexed to the Statutory Declaration and marked 'Annexure 14' is a
copy of the Property Assessment Notification.

31 On 10 February 2011, the Property Assessment Naotification fo Crawford & Company
was cancelled due to delays with assessments being carried out by Crawford &
Company.

32 On 10 February 2011, the Flood Team sent an email to Rocksure using the Lotus

Notes application providing Rocksure with an update on the status of Ms Doyle's
claim. As set out in that email we appointed Crawford & Company to assess the
damage to her home and to gather infermation from the tenant or property manager
and to provide a report on the cause and extent of the damage. Annexed to the
Statutory Declaration and marked 'Annexure 15'is a copy of the screen image taken
from Lotus Notes of the email on 10 February 2011.

33 On 10 February 2011, a Claims Management Consultant in the Queensland
Landlords Team based in Brisbane received a call from CGU Rockhampton inquiring
ahout the status of Ms Doyle's claim. The consultant was advised that an internal
assessor had been appointed. The Rockhampton consultant advised that he would
contact Rocksure to advise.

34 On 10 February 2011 we received a letter from Ms Doyle titled 'Open Letter to CGU
and the Rock Building Society'. Attached and marked 'Annexure 16' is a copy of the
letter from Ms Doyle dated 10 February 2011 and email train. We informed Ms Doyle
in that email train that a CGU assessor had been allocated to attend the property and
assess the cause and extent of damage prior to a decision being made.

35 On 10 February 2011, a Claims Management Consuitant in the Queensiand
Landlords Team based in Brisbane received a telephone call from Rocksure asking
for a copy of CGU's decline letter. Rocksure was advised that CGU had not formally
declined the claim and that an assessor had been appointed to provide a report on
the cause of the damage.

36 On 11 February 2011, CGU's Assessing Department contacted Ms Doyle by
telephone to arrange a time for the assessor to visit her property. Ms Doyle advised
that she would provide us with her tenant's details to make a suitable time. Ms Doyle
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was advised that an assessment time was available for 11am on Monday 14
February 2011. Ms Doyle advised that she would contact the tenant and let us know if
the assessment time was convenient. '

By 14 February 2011, we had not been provided with the tenant's contact details.
Therefore, on 14 February 2011, CGU's Assessing Department {elephoned Ms Doyle
as she had not yet contacted us to provide the details of her tenant so that an
appointment time could be made to assess the property. Ms Doyle was provided with
the mobile telephone number of the Team Manager so that she could call direct to
book an assessment time.

On 14 February 2011, a meeting was held at Mrs Doyle's property, details of that
meeting are referred to in Peter Harmer's statutory declaration.

On 15 February 2011, Ms Doyle telephoned CGU's Assessing Department {o provide
us with suitable times so that we could arrange for an assessor to assess the
property.

On 15 February 2011, we made a time with our internal assessor and left a voicemail
message for Ms Doyle booking the assessment time. The assessment was booked
for 16 February 2011.

On 16 February 2011, our internal assessor attended Ms Doyle’s property to carry out
the assessment. The assessor prepared a report {Assessor's Report). Annexed to
the Statutory Declaration and marked 'Annexure 17'is a copy of the Assessor's
Report. The assessor recommended that a hydrologist be appointed to determine if
there was any storm water inundation prior to flood water inundating the property.

On 16 February 2011, CGU's internal assessor sent an email to the Flood Team
attaching photographs taken during the assessment. These photographs also
included photographs taken by Ms Doyle and handed to the assessor during the site
visit. Annexed to the Statutory Declaration and marked 'Annexure 18’ are copies of
the photographs taken during the assessment. Annexed to the Statutory Declaration
and marked 'Annexure 19' are copies of the photographs handed to the assessor by
Ms Doyle.

On 16 February 2011, we appointed a hydrologist, Worley Parsons, to prepare a
report on Ms Doyle's claim. Annexed to the Statutory Declaration and marked
‘Annexure 20'is a copy of the Property Assessment Notification sent to Worley
Parsons to prepare a hydrology report on Ms Doyle's claim.

On 1 March 2011, the Flood Team telephoned Worley Parsons to obtain an update
on the Hydrology report. We also sent an email to Worley Parsons seeking an
update.

On 2 March 2011, the Flood Team received a telephone call from Rocksure inquiring
about the status of Ms Dovle's claim. We advised Rocksure that we were still
awaiting the hydrology report and that once it was received it would be provided to
senior management team to review and that we would contact Rocksure and Ms
Doyle.

On 10 March 2011, we received a copy of Worley Parsons Hydrology Report relating
to the January 2011 StormFGray Road, West End Queensland dated 9 March
2011(Hydrology Report). Annexed to the Statutory Declaration and marked
'Annexure 21' is a copy of the Hydrology Report relating to the January 2011 Storm.
The report concluded that Ms Doyle's property was inundated by water from the
Brisbane River. The report also noted that a small portion of water may have entered
in through the side of the basement level of the house, causing damage to such items
as the air conditioner, prior to the site being inundated by the Brisbane River. The
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report was reviewed by a Technical Manager who recommended that Worley Parsons
be contacted to obtain the likely depth of the initial storm water inundation in the
basement level of the house.

47 On 10 March 2011, we sent an email to Worley Parsons asking for advice on the
likely depth of the initial storm water inundation to the basement level of the house. A
copy of the email is contained in the CIS records (see Annexure 3).

48 On 16 March 2011, we received an email from Legal Aid Queensiand (LAQ) advising
that it was acting for Ms Doyle and requesting copies of documents related to her
claim {LAQ email), Annexed to the Statutory Declaraticn and marked ‘Annexure 22'
is a copy of the LAQ email. | am informed by the Team Manager for the Flood Team
that to the best of her knowledge, this material was provided.

49 On 22 March 2011, we received an email frorn Ms Doyle seeking an update on her
claim. Annexed to the Statutory Declaration and marked 'Annexure 23' is a copy of
the email from Ms Doyle dated 22 March 2011.

50 On 22 March 2011 we contacted Worley Parsons to obtain an update on the
Hydrology Report. We left a voice mail message and also followed up with an email.
A copy of the email is contained in the CIS records which are Annexure 3 to this
Statutory Declaration.

51 On 23 March 2011, we received a message fo contact Ms Doyle. We attempted to
contact Ms Doyle by telephone and left her a message to return our call.

52 On 23 March 2011, the Flood Team received a telephone call from Ms Doyle. During
that telephone conversation Ms Doyle was advised that we had received the
Hydrology report and that the report confirmed that minor storm water runoff may
have entered in through the side of the basement ievel of the house and that we were
waiting on the level of that water from the hydrologist. During that telephone call, Ms
Doyle informed us that she believed that the front tiled patio area of the property was
also affected by the storm water. We informed Ms Doyle that according to the
Hydrology report, only the back area was affected by the minor storm water runoff. A
copy of the Hydrology Report was emailed to Ms Doyle. Annexed to the Statutory
Declaration and marked ‘Annexure 24' is a copy of the email to Ms Doyle dated 23
March 2011.

53 On 23 March 2011, we emailed Worley Parsons with Ms Doyle's question about the
front patio damage. Annexed to the Statutory Declaration and marked 'Annexure 25°
is a copy of the email to Worley Parsons dated 23 March 2011.

54 On 30 March 2011 the Flood Team telephoned Worley Parsons to follow up on Ms
Doyle's query about the front patio damage. Worley Parsons advised that they would
provide us with this infermation as soon as possible.

55 On 6 April 2011 the Flood Team again telephoned Worley Parsons to follow up on the
additional information requested.

56 On 15 April 2011, we received a copy of the Worley Parsons Hydrology Report
Relating to the January 2011 Sterm - Addendum {Addendum Report). Annexed to
the Statutory Declaration and marked 'Annexure 26' is a copy of the Addendum
Report.

57 On 15 April 2011, we emailed Worley Parsons fo clarify a spelling error in the
Addendum Report {See Annexure 26). A copy of the email is in the CIS records (see
Annexure 3).

58 On 18 April 2011, we sent an email to Worley Parsons asking that they clarify the
term ‘window sill’ in the report as the pictures of the property did not depict a window
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sill but rather a 'sill'. A copy of this email is contained within the CIS records as
Annexure 3. As the window sill referred to in the Addendum Report made it clear that
it related to the basement, we did not seek for that to be clarified in a further report.

On 27 April 2011, the Flood Team contacted Ms Doyle and informed her that the
Addendum Report had been received and that her claim had been denied. Ms Doyle
asked that her file be referred to CGU's Internal Dispute Resolution team for review
and provided us with an updated address to contact her.

On 27 April 2011, we also advised Ms Doyle of the determination in writing by letter
dated 27 April 2011(written notice of determination). Annexed fo the Statutory
Declaration and marked ‘Annexure 27' is a copy of the written notice of
determination.

A copy of our 'handling your complaint' brochure was enclosed with the written notice
of determination. Annexed to the Statutory Declaration and marked 'Annexure 28' is
a copy of the 'handling your complaint’ brochure.

Our decision to deny Ms Doyle's initial claim was based on the following expert and
other evidence;

62.1 Ms Doyle's responses to the customer question set (see Annexure 11),

62.2 Worley Parsons South East Queensland Weather Event Report dated 18
February 2011 (the South East Queensland hydrology report). Annexed
to the Statutory Declaration and marked 'Annexure 29'is a copy of the
South East Queensland hydrology report,

62.3 Hydrology Report relating to the January 2011 Storm (see '‘Annexure 21'),
62.4 Addendum Report (see Annexure 26),

62.5 Flood mapping provided by the Insurance Council of Australia (ICA), which
indicated that Ms Doyle's property was situated in a flood affected area.
Annexed to the Statutory Declaration and marked ‘Annexure 30' is a copy
of a flood map provided by the ICA;

62.6 Aerial photography available from www.nearmap.com (see Annexure 10);
and
62.7 Google maps (satellite imagery). Annexed to the Statutory Declaration and

marked ‘Annexure 31' is a copy of the Google map.

Ms Doyle had been provided with a copy of the Hydrology Report on 23 March 2011
and was not provided with other documents at the time we provided her with the
written notice of determination (see Annexure 21).

Question 3 - Insurance policy

64

Annexed to the Statutory Declaration and marked 'Annexure 32' is a copy of Ms
Doyle's Policy Schedule and Product Disclosure Statement which applied as at
January 2011. '

Question 4 - Copies of records

65

66

Annexed to the Statutory Declaration are copies all audio recordings in respect of the
claim between Ms Doyle and CGU (Annexure 6), Ms Doyle and CGU's agents (none)
and between CGU and Rocksure (Annexures 2, 5 and 8). Emails are annexed (see
Annexures 16, 23, 34 and 35).

Records relating to the internal dispute resoclution reviews are dealt with at Question
22 below.
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67 Records relating to Ms Doyle's complaint to the Financial Ombudsman Service are
dealt with at Question 23 below.

Question 5 - Communication with Ms Doyle
68 I have set out above under Question 2 details of all contact CGU had with Ms Doyle.
Question 6 - Assessors reports and Hydrology Reports

69 Annexed to the Statutory Declaration and marked as Annexure 17, Annexure 21 and
Annexure 26 are copies of all site specific reports obtained for the purposes of
determining Ms Doyle's claim.

Quuestion 7 - Media releases relating to Ms Doyle

70 CGU did not issue any media releases related to Ms Doyle. CGU did release a media
refease on 22 February 2011 addressing a number of concerns raised by policy
holders and CGU's response. Annexed to the Statutory Declaration and marked
'Annexure 33'is a copy of the Media Release dated 22 February 2011.

Question 8 - Correspondence received from any Government Department relating to Ms
Doyle's claim

71 CGU has not received any correspondence from any Government depart, agency,
section or personnel regarding Ms Doyle's claim apart from those communications
from Legal Aid Queensland and FOS which are attached to this statutory declaration.

Question 9 - Triage process

72 As set out in my statutory declaration dated 21 September 2011, CGU set up a
number of processes to assist in responding to customers claims as soon as
possible. One of these processes was to set up the Flood Team processing centre
with access to regional hydrology reports, flood mapping data, aerial photegraphy,
and time-lined aerial photography to accurately assess claims relevant to some areas
and inform customers of the outcome as quickly as possible. This was also designed
to reduce the time it would take us to process claims, improving outcomes for cur
clients and to ensure accurate and consist decision making across the entire event.

73 Another part of this process was the use of the 15 Question Set. These questions
were also designed to ensure that we obtained relevant and consistent information
from policy holders lodging claims.

74 This process was applied to all claims that were identified as having a high probability
of flood based on the information obtained at lodgement from the customer.

Question 10 - Steps taken to investigate Ms Doyle's Claim and whether her claim was
initially denied on 1 February 2011

75 The steps taken to investigate Ms Doyle's claim are set out under Question 2 above.

76 Ms Doyle's claim was denied on 27 April 2011 and was confirmed by the Internal
Dispute Resolution department on 5 May 2011. '

Question 11 - Ms Doyle's Claim

11.1 Was Ms Doyle's claim under review as at 10 February 20117

77 As set out above, as at 10 February 2011, Ms Doyle's claim was still under review.
11.2 What was the review and was Ms Doyle informed about the review?

78 As set out at above, on 10 February 2011, an internal assessor had been allocated

and instructed to provide a report on the cause of the damage to her property. On the
same day, we informed Rocksure that an assessor had been appointed.
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As set out above, we informed Ms Doyle of this process on 11 February 2011, when
we telephoned her to arrange a time for the assessor to attend to assess her
property.

Question 12 to 17 - Decision to appoint an assessor

80

81

82

83

84

Consideration was given as to whether an assessor was required prior to 10 February
2011, however an assessor was not appointed until 10 February 2011.

The decision to appoint an assessor was not made until 10 February 2011 as up until
that time we were still attempting to gather information from Ms Doyle's tenant about
the circumstances of the damage to her property. We needed information from the
person who was present at the property at the time of the inundation to be able to
thoroughly assess her claim. Due to the strong demand on scarce assessing
resources, instructions to assessors had to be carefully and prudently managed.

Despite evidence which demonstrated that Ms Doyle's property had been inundated
by flood water, an assessor was appointed to gather further information, particularly
from her tenant, about the circumstances of Ms Doyle's claim.

As set out at paragraph 30, Crawford & Co were originally appointed to assess Ms
Doyle's property. At that time, we were aware that Crawford & Co were aiso
inundated with work allocations due to the number claims. On that basis, we
appointed an internal assessor. Internal assessors were appointed using a
spreadsheet process which listed the properties to be assessed.

The only factor which influenced whether an internal or external assessor was
appointed was the speed at which the assessment could take place and the workload
of the various assessors.

Cuestion 18 - Policy relating to call recordings

85

86

87

Claims Lodgement and Business and usual Landiord Claims Management calls
relating to the Queensland floods were recorded, as these calls were handled by
consultants working in locations which had call recording capability.

The Flood Team which was established to handle claims related to the Queensland
Floods did not have call recording capabiiities. The flood team was set up at short notice
in a separate room at the CGU office at Southbank Brisbane. The room was not
equipped with call recording capability.

Since August 2011, the CGU claims teams on level 11 of our Brisbane Office has had
call recording capability following an upgrade in server technology.

Question 19(.1 to .6) - Tape recordings with Ms Doyle

38

89

90

91

The telephone recording between CGU and Ms Doyle to the Landlords team, is
annexed as Annexure 6. This is the only audio recording we have between CGU and
Ms Doyle. Any other calls from Ms Doyle were received by staff in the Flood Team in
a separate room of our Brisbane office which was set up to cater for the large volume
of anticipated claims and did not have call recording functionality.

| understand that at the time of the Queensland Floods, callers to CGU Landiord
Lodgements were advised by a recorded message that their call may be recorded.
Call recording was first infroduced across various claims units within CGU in July
2004.

Attached to this Statutory Declaration and marked Annexure 2, Annexure 5 and
Annexure 8 are copies of call recordings made between CGU and Rocksure.

| understand that the first occasion Ms Doyle requested a copy of call recordings was
in an email to the Flood Team on 23 February 2011. Annexed to this Statutory

1110643546 \ 0508388 \ ABHO1




92

93

94

95

96

97

98

99

Declaration and marked 'Annexure 34' is a copy of the email chain containing the
email from Ms Doyle dated 23 February 2011.

On that same day, the Flood Team responded to Ms Doyle's request informing Ms
Doyle that not ail calls are recorded but that her request would be forwarded to the
Team Manger to be actioned (see email chain Annexure 34).

On that same day, the Flood Team received an email from Ms Doyle setting out a
number of concerns she had with the management of her claim and asking that the
provision of call recordings be expedited. Annexed to this Statutory Declaration and
marked 'Annexure 35' is a copy of the email chain between Ms Doyle and the Flood
Team dated 23 February 2011 which contains Ms Doyle's email.

On that same day, the Flood Team responded to Ms Doyle's email informing her that
the request had been escalated to the Claims Manager. (see email chain Annexure
35).

On 1 March 2011, Peter Harmer, Chief Executive Officer, sent a letier to Ms Doyle
providing my contact details to Ms Doyle and inviting her to contact me to obtain
copies of recordings held by CGU. Annexed to this Statutory Declaration and marked
'Annexure 36' is a copy of the letter from Peter Harmer to Ms Doyle dated 1 March.

On 19 September 2011, | received an email from Ms Doyle requesting copies of
audio recordings between herself and any CGU staff andfor Rocksure. This was the
first request for the receordings | had received from Ms Doyle after Mr Harmer wrote to
her an 1 March 2011, Annexed to this Statutory Declaration and marked 'Annexure
37' is a copy of an email chain between myself and Ms Doyle dated 19 September
2011 containing Ms Doyle's email to me.

On 26 September 2011, | sent an email to Ms Doyle attaching the audio recording
attached to the Statutory Declaration. (See Annexure 6 and email chain Annexure
37). In that email | explained that | would need to seek permission from Rocksure in
order to release audio recordings which contained conversations with Rocksure staff.

Later that day, | received an email from Rocksure approving the release of the audio
recordings to Ms Doyle. On that same day, | sent an email to Ms Doyle attaching two
further audio recordings between CGU and Rocksure. Annexed to this Statutory
Declaration and marked 'Annexure 38' is a copy of the email chain dated 26
September 2011.

In the process of preparing this statement and reviewing the emaiis | sent to Ms Doyle
attaching the audio recordings, | have become aware that 1 did not send a copy of the
claim lodgement audio recording between CGU and Rocksure annexed to my
statement (see Annexure 2). This was an oversight on my part. A copy of this
recording has now been provided to Ms Doyle. Further, also in preparing this
statement, we have located another recording befween CGU and Rocksure dated 1
February 2011 which is included with Annexure 2.

Question 20 - Worley Parsons

100

Worley Parsons carried out a site inspection at Ms Doyle's property on 24 February
2011. Present at that site inspection were:

100.1 _— Engineer - Bachelor of Engineering (Civil{(Hons 1)

University of New South Wales; and

100.2 G - scnior Engineer - Bachelor of Engineering
(Environmental) University of Queensland.
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101

102

The report was reviewed by | INEEEEEEE - Frincipal Hydrologist — Bachelor of
Science (Hons) Queens University, Kingston, Ontario, Canada.

The report was approved to be released by ||| ] - Principal Consuitant —
Bachelor of Engineering (Civih(Hons 1) University of Technalogy, Sydney.

Question 21 - Decision to deny Ms Doyle’s Claim

103

104

105

106
107

Ms Doyle's claim was determined on 27 April 2011. Until that day, CGU were
awaiting the Hydrology Report and the Addendum Report. We required the
Addendum Report as Ms Doyle claimed patio damage that was not covered in the
Hydrology Report and we needed to investigate this claim.

The steps taken to determine Ms Doyle's claim are set out above in response to
Question 2.

A copy of the Hydrology Report was provided to Ms Doyle on 23 March 2011 (see
Annexure 24).

There were no impediments to determining Ms Doyle's claim.

We contacted Ms Doyle on 27 April 2011 by telephone and informed her that her
claim had been denied. This call was not recorded as the Flood Team did not have
call recording functionality. Ms Doyle was also sent a written notice of determination
{see Annexure 27) on that same day.

Question 22 - Internal Dispute Resolution

108

109

110

111

Ms Doyle first submitted her complaint, initiating the internal dispute resolution
process on 27 April 2011 during her telephone call with us in which we informed her
of our decision to deny her claim. The claims department then advised our Decision
Review Office, the department responsible for Internal Dispute Resolutions (IDR) that
Ms Doyle wished to dispute the decision to deny coverage on the basis that the
damage sustained to her house and property was due to flood.

A determination was made regarding the review of our decision to reject Mrs Doyle's
claim on 5 May 2011, The determination was to maintain denial of the claim. On 5
May 2011 we sent a letter to Ms Doyle setting out Ms Doyle's claim and CGU's
decision to deny her claim (5 May 2011 letter). Annexed to the Statutory Declaration
and marked 'Annexure 39' is a copy of the 5 May 2011 ietter.

Ms Doyle was not provided with copies of documents which were reviewed as part of
the IDR process.

The information we relied on is set out at paragraph 62 above.

Question 23 - Financial Ombudsman Service

112

113

On 21 September 2011 we received notice from the Financial Ombudsman Service
{FOS) titled "Dispute lodged by: Ms Sally Doyle" (FOS Notice). Annexed to the
Statutory Declaration and marked 'Annexure 40' is a copy of the FOS Notice.

This process is still ongoing. CGU is required to respond to the FOS Notice by 21
October 2011,

Further Records held by CGU

114

On 2 August 2011, we received a letter from LAQ on behalf of Ms Doyle advising that
it was acting for Ms Doyle and requesting copies of documents related to her claim
and asking that her claim be reviewed (LAQ Letter). In that letter, LAQ advised that
they would be providing us with material to support their request. To date, no further
material has been provided. Annexed to the Statutory Declaration and marked
‘Annexure 41'is a copy of the LAQ Letter.
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and | make this solemn declaration conscientiously believing the same to be true and by virtue
of the provisions of the Oaths Act 1867 (Qld).

Taken and declared before me at Brisbane

this 3rd day of October 2011.

Justiceo -Heag 4m1351o.ner,,,f.or,DecIafations/Solicitor
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Our-ref: 1733560

27 September 2011 ,

Partner
DLA Piper Australia
GPO Box 7804

. WATERFRONT PLAGE QLD 4001

pear [

CGU Insurance Limited — Requirement to Provide Information

As foreshadowed in our previous communications, please find enclosed a Reqﬁirement-
directed to Mr Merchant, pursuant to section 5(1){b) of the Commissions of Inquiry Act 1950
(Qld), for a statement in response-to information réceived from an individual policyholder,
Ms Sally Doyle. This letter notifies you of the information Ms Doyle has given o the
Commission. Ms Doyle holds a house and contents insurance policy with CGU Insurance
Limited (palicy humber [ MMl for 2 property-affff Gray Road, West End. A
separate requirement has been issued to Mr Harmer. - .

In so fat as this requirement requests information, if that information has been provided in
fult by MrHarmer on a parficular topic/s, then Mr Merchant is.nol required to repeat that
information in his response to the enclosed Requirement. It will suffice if Mr Merchant states
that.Mr Harmer has provided an answer to that fopic and sets out the paragraph riumber/s of

his state‘rﬁen‘t in that regard.

Similarly, in.so far as the provision of records is concerned, it will be satisfactory for-one
indexed bundle of material to be-provided covering both ‘Requirements, rather than-the
records being provided twice. If this course is taken, please ehsure that Mr Harmer and

Mr Merchant refer to the index number in that indexed bundle of material whenever referring

to records in their statement.

Please note that Ms Doyle-may be called to give oral evidence iri the Commission’s public
hearings in Brisbane in the week commencing 3 October2011. If Ms Doyle is to be called,
her statement will be provided to you as soon as the Commission is able to do-so.

You will observe that the information which has been provided by Ms Doyle, and which is sef
out below, does include: . ‘

i a) communications between Ms Doyle and her broker; .
b) that the Courier Mail published an article relating to Ms Doyle, and
c. that the Premier visited Ms Doyle’s property.

400 George Streat Brisbane
GPQ.Box1738 Brisbane
Queensizand soo1 Australia
Telephone 1300 309 634
Facsin&ile +61 7 3405 9750
www.lloodcommission.gld.gov.au
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- That information has been provided so as to narrate as complete a chrorib!'ogy as bds’éibie in -

relation to the matter. In providing his response to the Requirement, Mr Merchant is not
required to respond to that information: '
a) save where CGU had direct knowiedge of the communications and those

communications were relevant in the processing of the claim; and/or

b) save where CGU had knowledge of the article andfor the visit and itthey were factors

taken into account in processing Ms Doyle's claim.

Ms Doyle has given the Commission the following Information which is relevant to the
Commission’s inquiry pursuant to temn of reference (b):

1.

Ms Doyle made a claim on her policy (ciaim number ||| poticy number
_. through her insurance broker, RockSure, on 13 January 2011. During
the tefephone conversation with her broker, she was advised that the claim would be
passed on to CGU.

On 14 January 2011, Ms Doyle sent an email to RockSure which detailed her concern
that damage was caused by stormwater. She attached a photograph of her house to the
email. RockSure advised her that every claim was looked at closely and on its individual
merits. )

Betwsen 14 January 2001 and 1 February 2011, Ms Doyle made numerous phone calls
to the Insurance broker RockSure. She also made two calls directly to CGU: messages
were taken for the Flood Team to retum her calls. In this regard, CGU file notes (copies
of which were provided as an attachment to a letter Ms Doyle recetved from Mr Harmer,
dated 1 March 2010) record that on 20 January 2011, Ms Doyle telephoned asking for

_an update and that she was told that a dedicated fiood team would be looking aftér the

claims when the CGU office was back up and running. The file notes record thata -
message was taken for the Queensland Flood Team to call Ms Doyle. -
Ms Doyle did not receive a retum telephone call to either of her two calls to CGU untit

1 February 2011 when ||| ]I tc'cphoned her. This conversation is set -

out below.
CGU file notes record that on 18 January 2011 RockSure called and advised that

Ms Doyle was very irate and wanted an assessor appointed. -

CGU file notes record that on 22 January 2011, [Jffrom RockSure called for an -
update on the ¢laim. The claims consultant advised that a dedicated team was working
through the claims for the event and someone would be in contact with her in the near
future. Therese emailed a photo of the property provided by Ms Doyle which showed the
property inundated by water.

CGU file notes record that JJJj from RockSure called on 24 January 2011 and advised
Ms Doyle was very persistent and wanted to know what was going on. The claims
consultant advised-.- that-the response team was working.to contact every.customer .
as soon as passible, but did not have a time frame at that point. [JJJJjjjf stated that she '
told Ms Doyle to go ahead and remove the internal walls, but to keep a bit for inspection
by CGU. ' o
CGU file notes record that on 25 January 2011 CGU received an email from ‘q at
RockSure with an email attached from Ms Doyle which outlined that the tenant ha
advised the circumstances of the loss.

GGU file notes record that on 1 February 2011, -from RockSure called for
another update, and that the response team had not actioned the file yet due to a high
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volume of claims. The claims consuitant adwsed Therese that someone would call her

within 24 hours.
10..CGU file notes record that later that day, [ llczied Ms Doyle and left a voice -
- message for her to call CGU back. '
-11. Later that day, Ms Doyle telephoned ||| | GGz
12 _asked Ms Doyle several questions regarding her property and the water
damage, for example, ‘is your house highset or lowset?".

: 13._advtsed Ms Doyle that on the basis of her answers the damage was caused
by flood; CGU did not cover flood; and her claim was therefore denled.__totd

_ her that the decision was 1o decline her claim as her house was flooded by the Brisbane.
River. She was also advised that a hydrology report for Brisbane showed that Brisbane
had been affected by fisod, and hence her claim was denied. She argued with
B for ot least thirty minutes to take into account information she
thought was relevant. Ms Doyle argued that the stormwater drains on her property were
key factors. Each time Ms Doyle provided information that she believed contradicted .
hﬂndmg of flood, [l stated that the information supported CGU's
decislon that flood had caused the damage and thelr decision to deny the claim. Ms
Doyle argued that the information did not support CGU's decision, but rather, that it
‘contradicted CGU’s declsion

14. At no time during the conversation did [ lJ offer to send an assessor to assess
the property. )

15. The telephone call finished wit I t='ing Ms Doyle that maybe the tenants
should give CGU more information about what had happened as Ms Doyle was not
present when the damage oceured.-

16. On 2 February 2011, Ms Doyle made ariother telephone call reiterating that she did not
believe that CGU's decision to decline her claim was correct. She reiterated her belief
that stormwater was a key factor in the damage to her house. She was not offered an
assessor visit, -

17. On 3 February 2011, Ms Doyle sent an emait to CGU and 1o RockSure in which she
outlined her concerns regarding her claim, in particular, that an onsite assessment of her
property had not been conducted. RockSure advised that her claim ‘wouid be
escalated’. She was not offered an-assessor visit.

18. From 13 January 2011 until 10 February 2011, Ms Doyle was not offéred an assessor
visit, hor given any information on what action, if any, CGU planned to take to review her

claim.
19. On 9 February 2011, Ms Doyle received a visit to her property from the Premier of

~ Queenstand, Anna Bligh MP.

20. On 10 February 2011, the Courier Mail publlshed a story showing the damage to Ms
‘Doyle's property and outfining plans by CGU policyholders to stage a demonstration
against CGU regarding their response to claims.

21, On 10 February 2011, Ms Doyle contacted her broker reguesting a letter conflrmmg the
denial of her claim, Ms Doer was advised by her broker that CGU was still reviewing
her claim.

22.0n 11 February 2011, Ms Doyle wa's contacted in order to arrange for an assessor to
inspect her property, at a time when the tenant couid attend. 7

23. Also on 11 February 2011, Ms Doyle received a telephone call from_.
Corporate Affairs Manager of CGU, requesting that Ms Doyle mest with her,
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24..

ﬂeneral Manager of Claims of CGU and Peter Harmer, CEb of
CGU. said that {JJJlJ2¢ concerned regarding comments

Ms Doyle [the insured] had made in the Courier Mail newspaper and wished to speak
with her face to face. Ms Doyle [the insured] agreed to meet on 14 February 2011.

On 13 February 2011, Ms Doyle attended a meeting with || NG S =<
Mr Harmer at her properly. During this meeting, Ms Doyle outlined her concemns
regarding the deficiencies in CGU’s management of her claim and other poificyholders'
claims. She showed the group through her house, showed the location of large
stormwater drains, and expressed her concern that much damage had been caused by
stormwater. She expressed her concern at poor processes that she and many other
CGU customers had experienced in the management of their claims. She stated that
her claim had been summarily dismissed after several perfunctory questions over the
phone. She expressed her view thal biased and unfair questioning heavily skewed
toward looking for any possible evidence of ‘flood’ was used, leaving her believing the
process would not be fair, and feeling disheartened and discouraged from pursuing the.

. claim. Mr Harmer did most of the talking by the CGU representatives there. He said that

25,

26.

27.

28,

28.

CGU never did and never wouid cover flood. He stated that CGU did not send out

assessors as ‘often people know it was flood, they don't want an assessor, they just

want a piece of paper they can take to Centrelink or wherever to say insurance has been

denied’. He stated that CGU had a ‘triage' process wheraby a number of standard -

questions were asked, and this ‘often determines whether it was flood or not".

CGU file notes of 15 February 2011 state that Ms Doyle telephoned CGU and advised

that the tenant worked and couid only atiend an assessment at specified times.

On 16 February 2011, a CGY assessor- visited and advised Ms Doyle that the next

step would be to get a hydrologist's report. .The fenant was in attendance at that visit

and answered all questions asked of the tenant by the assessor. '

On 18 February 2011, a rally occurred outside CGU’s offices at Southbank. A

delegation of policy holders, including Ms Doyle, met with senior management

representatives. During that meeting, the policy holders made three key requests.

They were that : ' '

» on site assessment occur automatlcatly where there was a major loss;

s financial compensation be gwen to customers whose claims had been m[smanaged
and.

« flnancial assistance be given to CGU customers where water damage had occurred.

The representatives of CGU Indicated that they would provide feedback by

23 February 2011.

On 22 February 2011, Ms Doyle received a telephone call from Mr Harmer. Mr Harmer

advised her that CGU would be making a media release regarding the requests made by

CGU pohcyholders on 18 February 2011 and he wanted to ‘walk’ her through it. He

advised that none of the requests would be agreed to. This 1ncluded the request for

automatic onsite assessment. Mr Harmer stated that the triage system would remain in

place and that ‘if someone wants an assessor, they can ask for one’. Atthe end of the-

conversation, Mr Harmer stated 'l have copies of the tapes of conversations you have

had with CGU staff, and | have listened to them. | know you have misled the media’.

This was about media intervention being the reason for Ms Doyle being offered an

assessor.

30. A media statement by CGU on 22 February 2011 contained the foliowing:
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We have reviewed and made changes to how we communicate our claims
assessment process to customers. We apologise to any customers for whom the
process not previously made clear,’ said Peter Harmer, CEO, CGU insurance.

‘In particular, { want to make sure it's clear that an Individual site assessment is
avaifable to all of our customers should they want one.’ '

31, In the days following her conversation with Mr Harmer, Ms Doyle contacted CGU and
RockSure, requesting copies of al! tape recordings of her conversations with CGU.

Ms Doyle was advised by RockSure that conversations with customers were not
recorded. [ advised that some conversations with cisstomers were recorded.

32. On 23 February 2011, at 1.32 pm, Ms Doyle sent an email to|iJesking her to
advisé as soon as possible the process by which Ms Doyle could be provided with
copies of all tapes of conversations she had had with CGU consultants.

33. On 23 February 2011, at 2.54 pm, [ iJsnt an email to Ms Doyle stating that not
all calls with the clients were recorded, but ‘my understandirig is that while we can in
some instances retrieve and listen to these, to confirm conversation details, they are for
internal use only and we do not release these'. [JJlJstated that to find a call,
recording CGU required very specific information such as the person who was speaking,
the exact date and time of the call, the phone number used for the call and the length of
the call. -said: “f you are able to gather as much information as possible that
would be helpful’.

- 34. On 23 February 2011, at 4.06 pm, Ms Doyle sent an email to [JJjwhich set out

some aspects of what had occurred in her claim. This email included a request for.
copies of ali and any tape recordings of conversations Ms Doyle had had with CGU
consultants.

35. On 23 February 2011, Ms Doyl received an emait from | advising that her
request for tapes recordings had been escalated to the Queensland Claims Manager
‘who will take the time to look into any available cali recordings for you'.

36. On 24 February 2011, representatives of Worley Parsons attended Ms Doyle's property
and stated that determining the details of the water damage at her property was

complicated.
37. Ms Doyle received.a letter-from-Mr Harmer, dated 1 March 2011, in which Mr Harmer

stated:
"When we last spoke by phone on 22 February 2010, | indicated that. CGU was

working towards individual site assessment at your property prior to you contacting
the media about your claim. Al the time, ! made reference to this being refiected in
call recordings. Unfortunately, | nade a mistake and it was the file notes of the call
made by the claims officer that support this sequence of events.

Call recordings are not made of customer calls to the Brisbane Flood Claims Team
whic_ is part of, due to technology limitations and, as a result,
no recording was made of this particular call. { apologise for any confusion [ have

caused.

| have attached a copy of the file notes relating to your claim. If you would like
¢opies of available call recordings petween youlyour broker and CGU's Parramatta
Jandlords Claims Team, we are happy to provide them. A number of these
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conversations Involve your broker and we will need thelr permission to release
them for privacy reasons. Please note, some aspects of the conversations
involving your broker relate to other customers' claims and will need to bs deleted.

Please contact James Merchant — Natlonal Manager, Clalms directly on
o3 I - if you would fike to access the
available call recordings, or if you have further queries regarding your claim.’

38. At no time during any of her conversations with CGU staff had Ms Doyle been advised
that the conversation may be recorded. However, approximately in the middie of
March 2011, Ms Ooyle telephoned [} For the first time, the call did not go
directly to her telephone, but instead a voice message came over the telephone sfating
that the call might be recorded.

39. On 18 March 2011, Ms Doyle made several felephone calls to her broker requesting
feedback regarding her claim and a copy of the hydrology report.

' 40, Ms Doyle's claim was denied, such denial being confirmed In a letter dated
27 Apnil 2011, The stated reason for denial of the claim was that CGU’s investigations
determined that the damage to her property had been caused by flood and her policy did
not provide cover for fiood. '

41. Following the deniat of her claim, Ms Doyle filed a complaint through CGU's internal
dispute resoiution process. The internal dispute resolution process resulted in the denial
of the claim being maintained. This was communicated fo Ms Doyle in a letter dated
5 May 2011.

42. Ms Doyle referred her matter to the Financial Ombudsman Service. The matter is still
currently before the Financial Ombudsman Service.

The Commission requires Mr Merchant to pravide the following information in his statement:

1. Inrespect of the above information; pleasa set out anything with which CGU disagrees,
and the reasons why.

2. Please set out a chronology of Ms Doyle's claim.

3, Please provide a copy of Ms Doyle's contract of insurance which app[ied in respect of
her claim. :

4. Please provide copies of all records, including audio recordings, (|f any}in respect of the
claim, including but not limited to:

4.1. all communications between each of Ms Doyle and CGU, and CGU's agents (for
example assessors) and Ms Doyle's broker

4.2. the internal review/s;

4.3. and the Financial Ombudsman Service review; including suhrnissmns made by
CGU, if any.

5. Please advise the extent to which CGU kept Ms Doyle informed of the progress of her
claim, including: the dates on which CGU contacted Ms Doyle; the mode of
communication each time CGU contacted her; the details of the mformatlon grven to
Ms Doyle on each occasion CGU contacted her;

6. Please provide any and all assessor report/s and hydrology report/s obtained for the
purpose of determining Ms Doyle's claim.

7. Please provide any and all media releases by CGU negardmg anything to do with Ms

Doyle.
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10.

11,

12.

13.
14.
15.

16.

17.

18.

19.

20.

21.

Please provide any correspondence received from any government department, agency,

section or personnel regarding Ms Doyle's claim.

Was a 'triage’ process applied to Ms Doyle’s claim? If so, what was this triage process?

What was the purposs of the triage process? Why was it applied to Ms Doyle's claim?

In respect of points 13 to 16, what steps were taken by CGU to investigate Ms Doyle's

claim as to the cause of damage fo her property? Was Ms Doyle’s claim initially

declined on 1 February 20117

In respect of point 21 above:

11.1. Was Ms Doyle's claim still under review as of 10 February 20117

11.2. I so, what review was CGU undertaking; and did CGU advise Ms Doyle that
CGU was undertaking a review? If so, when and by what means?

In respect of point 22, did CGU decide to appoint an asséssor on 10 or

11 February 2011? If so, which day? If not, when was that decision made?

Why was the decision to appoint an assessor not made until this time?

What factor or factors'led CGU to decide to appoint an assessor at that time?

Please provide a copy of CGU’s instructions to the assessor(s) concerning Ms Doyle's

claim. Was an external or internal assessor used?

How does CGU dacide whether to use an external or internal assessor?

What factors wers taken into account in respect of this case as to whether fo appoint an

internal or external assessaor?

Please advise what CGU's practice is in relation to the recording of conversations with,

clients and/or brokers.

Do tape recordings of conversations that took place between Ms Doyle and CGU staff

exist? . ' '

19.1. If so, was Ms Doyle advised at the fims of those conversations, that those

" conversations would be recorded? If not, why not?

19.2. If so, what cails were recorded between CGU and Ms Doyle’? What calls were '
recorded between CGU and her broker?

19.3. If the calls were not recorded, why were they not recorded?

19.4. What steps were taken by CGU foliowing Ms Doyle's request for tape
recordings?

19,5, If tapa recordings of conversations between Ms Doyle and CGU staff did exist,
have copies of such recordings been provided to Ms Doyle? if not, why not?

19.6. Do tape recordings of conversations between CGU and Ms Doyle’s broker exist?
If s0, please ensure that these are provided as part of the response to point four
above {page six).

in respect of point 36 above, who were the representatlves of Worley Parsons who

attended Ms Doyle's property and what were their qualifications?

In respect of point 40 above:

21.1. Was Ms Doyle’s ciaim determined on 27 Aprit 20117 If so, why was it not
determined until this time?

21.2. If not, when was it determined?

21.3. Please provide details of steps taken, including any investigations made, in '
determining Ms Doyle's claim; and details of when each step was taken.

21.4. What information did CGU rely upon in making the decision about Ms Doyle's
claim? Was this information provided to Ms Doyle? If not, why was it hot

provided?
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21.5. Did any factors impede the determination of Ms Dayle’s claim?
21.6. When and how was the decision refusing the clalm first communicated to
. Ms Doyle?
22, InTespect of point-41 above:
. 22.4. ‘When did Ms Doyle submit her complaint, initiating the internat dispute resolution
' process? '

22.2. ‘What steps were taken, including any investigations made, in determining

. Ms Doye's.complaint; and when was each step taken?

22.3. Whatinformation did CGU rely upon in making the decision which was the result
of the dispute resclution process? Was this information provided to Ms Doyle? If
not, why was it not provided?

22.4. ‘When d@nd how was the decision first communicated fo Ms Doyle?

23. In respect of point 41:
23.1. Please set-out the stage at which this matter has reached in the Fmanc;al
~ Ombudsman Service.
- 23.2. lsthers anything delaying an outcome in respact of which CGU has influsnce or
(~- control? if so, what and why is CGU contrlbutlng to delay, and how does CGU
‘ propose to remedly this? If not, what is CGU's view as to why the matter has riot

finalised.

The Commission would be pleased to receive any other information which Mr Merchant may
wish to provide in response to the information recelved from Ms Doyle outiined above, or
which it may wish to bring fo the Commission’s attention.

!
‘\

Please note that, pursuant io section 5(2):of the Act Mr Merchant must complywrlh the
Requirement by 4 pm, Monday, 3 October 2011 {(being the end of the prescribed period for-
the pumposes of section §(2)). In addition, Mr Merchant may be required to give evidence in
the Commission's public hearings dunng sitlings in Brisbane in the week of 3 October 2011

and/or 25 ‘October 2011.

Please coritact [ IR - ts'cchone (R shou'd you have any

queries.

fely

ane Moynihan ___ . . _ .. . .. D e A L=
Executive Director

Encl
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Our 1eE 1733595 '

27 September 2011

Mr James Merchant
National Claims Manager
CGU Insurance Limifed
C/- Ms Alison Haly
Partner . :
DLA Piper Austraila
GPO Box 7804 -

WATERFRONT PLACE OlD 4001

_ REQUIREMENT TQ PROVIDE STATEMENT TO COMMISSION OF INQUIRY

I, Justice Catherine E Holmes, Commissioner of inquiry, pursuant to section 5(1)(b) of the
Commissions of Inquiry Act 1950 {Qid), require Mr James Merchant, National Claims
Manager, CGU Insurance Limited, to provide a written statement, under oath or affirmation,
{o the Queensiand Floods Gommission of Inquiry, in respect of the matters listed in

correspondence from Ms Jane Moynihan to Ms Alison Haly regarding Ms Saily Doyle-dated

27 September 2011-(Doc-1733560).

In addressing those matters, Mr Merchant is to:
« provide all information in his possessmn and identify the source or sources of that

information;
« make commentary and provide opinions he is qualifi ied to give as to the approprlateness

of particular actions ordedcisions and the basis of that-commentary or opinien.

Mr Harmer may also address other topics relevant to Term of Reference {b) of the
Commission in the statement, if he wishes.

In accordance with section 5(2) of the Comirnissions of Inquiry Act 1950 (Qld), Mr Merchant
. must comply in all respects with this Requirement, or satisfy me that he has a reasonable

excuse-for not complying, by 4 pm, Monday, 3 October2011.

The statemanit can be provided by post, email or by arranging dellvery to the Commission by

emailing info@floodcommission.ald.gov.au..

Commissioner : - b
s o 700 George Streef Brishbane
Justice C £ Hatmes GPO Box 1738 Brisbane
Queensland.4ob1 Australia
Telephone 1300 309 634
Facsimile +63 73405 9750

www.flondcommission.gld.gov.au
ABN 82 696 762534
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(13/01/2011 17:9: | S C' C Consultant, Parramatta CGU

CCC]

. Manual File : 111QRH044263. WorkhstName New Lodgements

[13/01/2011 18:01:42 _- CLC Consultant, Parramatta CGU

CCC]

COVERAGE UNCLEAR: Broker has advised rain water damage = CMC TO
ADVISE COVERAGE

Excess Advised _ $250

O1I GST registered: N

Broker's Ref (if provided): N/A

[15/01/2011 13:25:10, _ - Team Manager, NSW CGU

Commercial CAC]
Document CUSTLET has been classified onto this file.

117/01/2011 17:39:21, [ I C!2ims Consultant, NSW CGU

Commercial CAC]
Referred: Workhst Name: Group 4, Reason: Referred - First Instructlon

[18/01/2011 09:45: 28,- I Cizims Consultant, NSW CGU
Commercial CAC]

Broker called and advised that the insured is very irate and wants an assessor
appointed, advised broker that the claim will be handled by a dedicated flood team
which will be un and running on Thursday and at this stage we will not be appointing

adjusters. Lisa ext 88528

(18/01/2011 10:42:45, . B, o= Manager, VIC CGU
Intermediary CMC] -
Referred. Worklist Name: Recovery Group 2, Reason: Referred - First Instruction

[19/01/2011 19:04:52 — Claims Consultant, QLD CGU

Intermediary CMC]
CLAIM VALIDATION

Insured Name: Saily Doyle

poticy No: SN

DOL: 12/01/2011

Property Address;Jj Gray Road, Wesend Brisbane, Highgate Hill 4101
Broker- Rocksure

Cluster Group - CQIB

Sum Insured - $335100 B, $10000 C, $21000 LOR
Excess - $250

Ol/Broker Contacted - no

Reserve Updated - no

Recovery - no

GST Registered - no



™

Incident Descriptiont - RATN WATER HAS COME DOWN THE HILL AND DRAIN
FILLED U CAUSING WATER DAMAGE TO HOME.

Flood panel to action claim.

[22/01/2011 08:39:06, _- Claims Consultant, QLD CGU .

Intermediary CMC]
Rec'd an email from- (NSW CGU) on 20/1. Apparently OI has called and
would like an update. The broker was already told, on 18/1 that the flood team would

be up and running on 20/1 and should have told OI this.
Olis *

Custlet 14/1 is from the broker, includes a photo of the water all around the house

(looks like flood) and says it includes an email from the insured but there's no email.
On 21/1 I replied back to the broker (thru alpha) and advised there was no email
attached.

Claim referred back to RG2 as first instruction for flood panel to action.

[22/012011 08:39:18, [ . D Claims Consultant, QLD CGU

Intermediary CMC]
Referred. Worklist Name: Recovery Group 2, Reason: Referred - First Instruction

124/01/2011 12:56:13, | C )25 Consultant, QLD CGU

Intermediary CMC]

Broker [ catled... O is very persistant on wanting to know what's going on. 1told
I ¢ Flood team are gettmg to everyone asap but I have no time frame to give
her.

She sald she told OI to get rid of the internal walls if she has to but to keep a bit for

- Cau.

125/01/2011 11:18:39 I 2 éwinistration Assistant, QLD CGU

Commercial-CAC)
Document CUSTLET has been classified onto this file.

[01/02/2011 09:54:49, | I C)-irs Consultant, QLD CGU
Intermediary CMC]
from Rocksure called for another update. No notes above by flood panel as

yet.

#1) 25/1 - email from OI

Emailed ||| o~ flood tea.m with the following:::

1 had a broker call re: _(West End, Brisbane - possible flood claim)y it
was lodged on 13/1 but nothing has happened yet and I didn't know what to tell her.
OI is having offers by tradies to do heavily discounted work that's desperately needed
but she doesn't want to do anything till she hears from us.

Broker|J} (Rocksure) says it was more flash flooding and storm run off (?).

'



Is it possible for you to call _ or do you want me to call her or do

anythmg"

I told [l someone (even if it's just me telling her nothing) will call her back later
today or first thing tomorrow morning.
Released back to RG2...

[01/02/2011 13:19:31, —Clalms Consultant, QLD CGU

Intermediary CMC]

Phone call to F at Rocksure and conﬁrrineq that she is happy for us to contact Ol
on ' )

[01/02/2011 14:43: 36— I ciaims Consultant QLD CGU
Intermediary CMC]
Document NARLETT has been classified onto this file.

[01/02/2011 14:44:53, [N I C=ims Consultant, QLD CGU

Intermediary CMC]

Phone call to OT [}, 1eft 10 second voicemial message

await:

* Call back from QI

[01/02/2011 16:20:58, [N, - Claims Consultant, QLD CGU

 Intermediary CMC]

rcvd phoen call from [}

Went through damage:
she is aware flood is not covered
- water reached about 50cm from roof of house which was definately flood, dirty

muddy etc.

However Ol is adamant that water run off went through the property prior to the flood
waters. :

OI confirmed the drains rose, I confrimed this is flood from river.

OI then advised no the water ran down street and into her home.

Ol talked for about 30 mins about how the water entered
Explained that this is consistent with flood as advised by the hydrologist etc: O did

not agree and would not accept it.
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eventually as conversation was not adding value to the claim: asked if I could speak
with tenant also to gather further mformatlon OI agreed she will have real estate
contact me with tenant details.

sent advice to broker

Await;
tenant details .

(01/02/2011 16:28:44, . - Claims Consultant, QLD CGU

Intermediary CMC]
Bring-up. Worklist Name: Recovery Group 2, Bring-Up Date: 08/02/2011, Reason

Bring-Up - Awaiting response from Our Insured

| [02/02/2011 13:52:16 — Cléims Consultant, QLD CGU

Intermediary CMC])
rcvd call from OI-, spoke for another 20 mins today, OI explained

water inundated the property from storm prior to the flood on same day and ruined:

. floors/ walls etc.

OI has not come back and is disputing the entire claim and thinks that water rising out
of the storm water drains does NOT fall within the definition of flood & she wants to
dispute CGU's interpretation of the policy.

Let OI know I will pass on this feedback. She will get property manager to email me
regarding the gathering of further info. possibly need to appoint an assessor,
await further info

(0470272011 12:46: 1, NN Administration Assistant, QLD CGU

Commercial CAC]
File has been taken off bring-up and is now in the Recovery Group 2 worklist due to

the classification of a new document.

[04/02/2011 12:46:15, | # 5rivistation Assistant, QLD CGU

Commercial CAC]
Document CUSTLET has becn clasmﬁed onto this ﬁle

[05/02/2011 09:52:15 I . - Consultant, QLD CGU

Intermediary CMC]

referred complaint CUSTLET 04/02/2011 to [N
- recommend Wwe appoint an assessor

[08/02/2011 09:00: 10, . I Cizims Consultant, QLD CGU

Intermediary CMC]
Shane from CGU Rocky called for update.
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I confirmed that this claim was referred to [JJ(TM for flood team) to possibly
appoint an assessor. - :
Also waiting on OI to forward further information.

110/02/2011 09:28:54, | NI C1:irs Consultant, QLD CGU

Intermediary CMC}
Document NARLETT has been classified onto this file.

[10/02/2011 09:39:5¢, S - Claims Consultant, QLD CGU

Intermediary CMC]
Lauren has let me know that its ok to appoint an assessor for this claim.

As we have not recieved the further info from OI will request the assessor gather this.

appbinte’d _ to assess

sent broker advice outlinging details of claim to date

Awajt:'
’f lstreport C& C

110/02/2011 09:40: 1, | I C):irs Consultant, QLD CGU

Intermediary CMC]
Bring-up. Worklist Name: Recovery Group 2, Bring-Up Date: 03/03/2011, Reason:

Bring-Up - Awaiting assessment report -

[10/02/2011 11:17:32.,— Claims Consultant, QLD CGU
Intermediary CMC] .

Crawfords have been cancelled, sent another email to advised allocation cancelled.

Internal assessing to be appointed

[10/02/2011 15:05:54 --,- Claims Consultant, QLD cau

Intermediary CMC
Reived call from
been appointed.

wanting update. Confirmed an internal CGU assessor has-
will call broker.

Awaiting CGU Assessor's report.

[10/02/2011 16:10:40 _ I Cizims Processing, QLD CGU

Commercial CAC]
Assessors spreadsheet updated

[10/02/2011 16:19:31, NN Ci-is Consultant, QLD CGU .

[ntermed.lary CMC}

Recd call fom|Jilj @ Rocksure - O wants a copy of our decline letter - advised
Therese that we have not formally declined Ols claim yet - an assessor is being
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appointed & once assessed we will establish cover. If declined a letter will most
certainly be provided. '

[11/02/2011 10:38:00 _- Team Manager Contents Assessing,

CGU VIC Property Assessing)
File has been taken off bring-up.

[11/02/2011 10:44:36, _, -Tcam Manager Contents Assessing,

CGU VIC Property Assessing]
. 01 - advised that she will need to co-ordinate

I have called o1 on
with her tenant regarding assessment time, and that they will be able to provide more
detail as to what happened - as they were there at the time.

1have adviscd- that I have an assessment time available 11am on Monday, and
that we would like to assess this as soon as possible, however, if this time is not suited
to the tenant, we can look at other availabilities. '

- will call me back to confirin whether this assessment time is suitable for the
tenants. ’

[11/02/2011 12:25 :28,-- -, Claims Assurance Specialist, CGU

National Claims Assurance QLD]
# File allocated to internal assessing

[14/02/2011 09:09:18, [N, I 7<= Manager Contents Assessing,

CGU VIC Property Assessing]
No return call from oi to book assessment.

. Thave called oi on _ Oi advises she has not been able to get hold of the

tenant and she will call me as soon as she has done so.

No booking yet made - oi has been offered appointment for today at 11am on two
occasions, but has not been able to take this appointment time. Await call from oi

‘before rewewmg assessing opportunities available.

[14/02/2011 09:10:00 _-, Team Manager Contents Assessing,

CGUVIC Property Assessing]
Further to above, oi requested that I text my contact number to ber so this is available
for her to retum my call and book assessment - this has been done.

(15/02/2011°11:23:37 N <5 Manacer Contents Assessing, ™
CGU VIC Property Assessing]

Call received from ci Sally Doyle. She advised tenant has advised that they work and
cannot attend assessments unless they are booked for:

- 7am - 8.30am in the morning

- After 5.30pm in the afternoon

- Any day Thursday.

I have confirmed with oi that she is also available at these times - yes.
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I have advised I will check assessor calendar and call back to confirm the asessment
time.

© 115/02/2011 11:26:35, | EEEEEEEE I T2 Manager Contents Assessing,

CGU VIC Property Assessing]
I have called assessor to discuss bookmv avallablhty times.

[15/02/2011 14:28:10, —Team Manager Contents Assessing,

CGU VIC Property Assessing]
Assessor is available to meet customer at 8am tomorrow morning,.

I have called oi onlll Conrfirmed booking for tomorrow morning at 8am.

Message left for ||| GG~ o 2dvise of assessing booking
time.

116/02/2011 10:30:14, | [ Home Contents Assessor, CGU QLD

Property Assessing]
Document NARDOC has been classified onto this file.

116/62/2011 16:56:21, [ NS C!oios Consultant, QLD CGU

Intermediary CMC]
Received instructions from Team Manager to appoint a hydrologist on this claim.

Appoined Worley Parsons as per NARDOC 16/02/2011

(16/02/2011 16:56:38, [N C:irs Consuttant, QLD CGU

Intermediary CMC]

~ Document NARDOC has been classified onto this file.

116/02/2011 16:57:04, | . . C2ixos Consultant, QLD CGU

intermediary CMC].
Bring-up. Worklist Name: Recovcry Group 2 Brmg-Up Dater 23/02./2011 Reason:
Bring-Up - Awaiting assessment report - await: assessor report

and hydrology report

[17/02/2011 09:44:46 _- Administration Assistant, QLD CGU

Commercial CAC]
File has been taken off bring-up and is now in the Recovery Group 2 worklist due to

the classification of a new document.

117/022011 os:44:46, NG BT Administration Assistant, QLD CGU

Commercial CAC]
Do¢ument BLDREP has been classified onto this file.

r17/02/2011 11:11:43, | NS . 2! Clerk, Brisbane CAC]
Document NARDOC has been classified onto this file.



(24/02/2011 09:38:30, NS W C=ixos Consultant, QLD CGU

Intermediary CMC]
Document NARLETT has been classified onto this file.

(020372011 15:11:18, | N EEEEEEEEEEE W C1=is Consuitant, QLD CGU

Intermediary CMC]

on the 01/03/2011 Called Worlei Parsons, spoke to [ #ho advised its best to

speak to direct
- Called left voicemail message to ca]l me back.

I have not heard back from [ today:
- T have called & left another voicemail message following up report
- I have also emailed - requesting an update

#4 PLEASE REFER REPORT TOJJl before discussing anything with
OL/Broker or providing this to broker )

Management will provide a response to claim

r02/03/2011 15:11:49, [ . C1=irs Consuitant, QLD CGU

Intermediary CMC]

Therese from Rocksure called and I have advised we are chasing the report and once
received it will be referred to our senior management team to review and provide info
to ber or the insured.

103/03/2011 09:39:29, NN C:=ims Consuitant, QLD CGU
Intermediary CMC]

Bring-up. Worklist Name: Recovery Group 2, Bring-Up Date: 09/03/2011, Reason:
Bring-Up - Awaiting assessment report

[10/03/2011 07:21:52, SN . T<ctical Manager, QLD CGU
Intermediary CMC] '

Document NARDOC has been _classiﬁéd onto this file.

- (100372011 07:34:29, I . T<corical Manager, QLD CGU

Intermediary CMC]

NARDOC 10/3/11 is Worley Parsons report

I have reviewed the report and note that WP conclude that this property was inundated | -

_ by water escaping the confines of the Brisbane River.”Water initially backed up the™ ™~
local drainage system causing water to rise out of the drainage pit located in the
backyard of the property. As the water level in the river continued to rise, the crest of .
the local depresssion, in which the property lies, was overtopped, causing the property
to be inundated directly from the Brisbane River. '
However, it is possible that heavy rainfall reported on Jan 9th and 10th caused
stormwater to sheet down the property driveway and into the backyard.” While the
majority of this water is likely to have continued through to the drainage pit in the

- backyard, a small proportion may have entered in throught the side of the basement
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level of the house, causing damage to items such as the air conditioner, prior to the
site being inundated by water from the Brisbane River.

I = 2150 reviewed this report and I agree with his conclusion that: If our
Insured is to be given the benefit of any doubt you would act upon the conclusions on
page 15"........ a small proportion may have entered in through the side of the
basement level of the house , causing damage to such items as the air conditioner,
prior to the site being inundated by water from the Brisbane River " . This was a
flood and any contribution made by SW to the loss is minimal . She now has a site
specific report which is a great deal more than anyone else will get ..Consistent with
the findings of this report it would be appropriate to pay for minimal SW damage.
Ernail received from || recommending we go back to WP to get an idea
of the likely depth of stormwater inundation so that appropriate settlement can be
calculated. :

[10/03/2011 07:47:50 J - Technical Manager, QLD CGU

Intermediary CMC]

My email to Worley Parsons: ’

Thank you for your.report. Can you please ask Engineer ||| to provide me
with additional information urgently as follows?

1 note the Engineer concludes that a small proportion of storm water may have entered
in through the side of the basement level of the house, causing damage to items such
as the air conditioner, prior to the site being inundated by water from the Brisbane

River.

CGU's position is that the policy will respond the cover damage by storm water
runoff, even if the initial extent of damage cansed is nltimately overtopped with flood
water. In order for us to determine an appropriate settlement, can you please provide
your opinion as to the likely depth of initial stormwater inundation in the basement
level of the house. I assume the air conditioner is externat to the building, would the
depth of stonnwater be similar externally as internally?

Your urgent response will be apprecxated as we are anxious to ﬁnahse this claim.
Should you have any questions regarding this request, ‘please do not hesitate to contact
Ine.

110/03/2011 07:47:53, S 7<chnice! Manager, QLD CGU
Intermediary CMC]
Bring-up. Worklist Name: Recovery Group 2, Bring-Up Date: 11/03/2011, Reason:

. Bring-Up - Other - Awaltmg response from Worley Parsons

110/0322011 15:37:25, . C12ios Consultant (Contractor), QLD
CGU DP/Direct CAC]
File has been taken off bring-up and is now in the Recovery Group 2 worklist due to

the classification of a new document.

110/03/2011 15:37:25, I C1zims Consultant (Contractor), QLD
CGU DP/Direct CAC]



Document CUSTLET has been classified onto this file.

[10/03/2011 16:25:19 B clims Consultant (Contractor), QLD
CGU DP/Direct CAC]

: Document HASSREP has been c]a551ﬁed onto this file,

| [16/03/201] 11:15:35 I C s Consultant, QLD CGU

Intermediary CMC].

Received request from Legal Aid to see if Sallyanne Doyle, [ Gray Road Westend is
insured with CGU, i

Called of Legal Aid QLD:

Senior Solicitor/Consumer Advocate
Consumer Protection Unit

Legal Aid Queensland

44 Herschel Street

Brisbane QLD 4000 ,
Ph: (07) , ) .
Fax: (07) '

[ w1l email me the authority to release information.

I have received and attached the authority and emails as 2 X NARDOC 16/03/2011

_ requested copy of denial & PDS booklet

"Claim has not been denied at present, we are still waiting on further information from

Worley Parsons before proceeding

(16/03/2011 11:17:10 — Claims Consultant, QLD CGU -

Intermediary CMC]
Document NARDOC has been cla551ﬁed onto ﬂ:us file.

[16/03/2011 11:17:25,— Claims Consultant, QLD CGU

Intermediary CMC]
Document NARDOC has been classified onto this file.

[22/03/2011 15:41:28 — Contractor, QLD CGU Commercial

CAC]
Documerit CUSTLET has been classified onto this ﬁ]e

[22/03/2011 16:24:02 _ - Claims Consultant, QLD CGU

Intermedlary CMC]
review- waiting on response from Hydrologist tofj i rcquest above.

Called IR of Worley Parsons, left voicemail message to contact me.

Also sent an email tofjj§ as follows:



From:
Sent:
To:
Cc: ' . _
Subject: RE: CGU Claim for: Sally Doyle, ] Gray Road West End QLD;, claim
ref: -

Importance: High

Tuesday, 22 March 2011 4:00 FM

Hill
" IjustIeft a voicemail messagé for you, just chasing clarification of the height of the
storm water run-off mentiened in your report for. Gray Road, West End QLD.

Would really appreciate your urgent attention to this one.

Thanks for -your help,

123/03/2011 14:49:39, [ . B T Manager, QLD caU

DP/Direct CAC]
# Received message to contact insured

# Reviewed claim

- Awaiting farther information from hydrologist

- Hydrology report confirms minor storm water run off may have entered in through
the side of the basement level of the house, this level is yet to be advised by
hydrologist.

- Hydrologist was called and emailed yesterday

# Called oi Ms Doyle - left a message to return‘my call

NEXT ACTION:
- Await oi to call and advise awaiting further information from hydrologlst

- Forward hydrology report to insured

12370372011 14:49:51, | NI I <=2 Manager, QLD CGU
DP/Direct CAC]
Bring-up. Worklist Name: Recovery Group 2, Bring-Up Date: 30/03/2011, Reason:

Bring-Up - Awaiting response from Our Insured

[23/03/2011 15:29:03, _- Team Manager, QLD CGU

DP/Direct CAC]
# Received call from insured Ms Doyle :
- Advised oi Hydrology report received and confirms minor storm water run off may

have entered in through the side of the basement level of the house, this level is yet to
be advised by hydrologist.



- Advised oi once further information received we would be back in contact.

- Advised oi | _vs}ould send hydrology report for her review

- O1 then'advised she believes storm water affected the front tiled area of the property
- Advised ot as per hydrology report the back area was the only area affected by
minor storm water run off.

o; I

NEXT ACTION:
- AwaJt response from Worley Parsons

[23/03/2011 15:35:33, [ . -ream Minager, QLD CGU

DP/Direct CAC]
# Emailed Worley Parsons to comment on front patio area

NEXT ACTION:
- Await response from Worley Parsons

124/03/2011 08:18:02, [N, I 1 -1 Cletk, Brisbane CAC)
Document NARDOC has been classified onto this file.

130/03/2011 15:11:22, | NN I T<= Manager, QLD CGU

DP/Direct CAC]

# Called Worley Parsons requested comment on patio area and level of storm water
run off to back yard. _ '

Marc advised he would follow up and submit ASAP

NEXT ACTION:
- Await response from Worley Parsons

130/03/2011 15:11:35, [ . - Team Manager, QLD CGU

DP/Direct CAC]
Bring-up. Worklist Name: Recovery Group 2, Bring-Up Date: 06/04/2011, Reason:
Bring-Up - Awaiting response from Other Party

(06/04/2011 09:49:09, [ NNENG:. T 1o Manager QLD CGU

DP/Direct CAC]

# Called Worley Parsons - 02 8456 7340

--Requested additional report on storm water mundatlon to patlo and level of
inundation to lower level of pr0perty

'NEXT ACTION:
- Await WP report

T r———

DP/Direct CAC]
Bring-up. Worklist Name: Recovery Group 2, Bring-Up Date: 13/04!2011 Reason:
Bring-Up - Awaiting response from Other Party



[15/04/2011 12:03:42, | B 7ccimical Manager, QLD CGU

Intermediary CMC

My email to e amended WP report:

There's a spelling error on the 4th line of the report Toomeng should be Toowong.
WP are amending and sending through.

Looking at Fig 5 in NARDOC 10/3!1 1, I think the sill is probably more than 30-
50mm above the driveway, at the driveway's highest point and have had a discussion
with _ They have estimated the height conservatively and he concedes
30-50mm could be on the low. side but in the hydrologist's opinion, water would not
have overtopped the sill. Obviously, had the distance between sill and driveway been
more, the likelihood of inundation from that source becomes even more remote

(15/04/2011 12:09:03, || | TGN - Technical Manager, QLD CGU

Intermediary CMC]
Document NARDOC has been classified onto this file.

15/04/2011 12:09:21, | NN [ T<cbnice! Manager, QLD CGU
Intermediary CMC]
Amendment to WP report attached to list today.

118/04/2011 15:38:35, NI I T<<noicei Manager, QLD CGU
Intermediary CMC

Ny et - S

Sorry to bug you with this particular claim! Tve sent a couple of photos separately.
1 am anxjous that our facts are correct. The Addendum refers to a basement window
sill'and we talked about that on Friday. On viewing the photos it is apparent there is
no window and that the gap is simply a panel of palings which bave been removed
(probably to make it easier to remove flood damaged stuff from under the house).

The "sill" is, I believe, the concrete floor slab under the house. Accordingly, can you
please arrange to bave the report amended to remove reference to a "window sill".

[18/04/2011 16:14:25 _- Team Manager, QLD CGU

DP/Direct CAC]
Document NARDOC has been classified onto this file.

[18/04/2011 16:14:35 _- Team Manager, QLD CGU
DP/Direct CAC]
Document NARDOC has been classified onto this file.

118/04/2011 16:14:47, | NN I 7<= Manager, QLD CGU

DP/Direct CAC]
Document NARDOC has been classified onto this file.

[18/04/2011 16:15:01 _ - Team Manager, QLD CGU

DP/Direct CAC] -
Images scanned to file



[18/04/2011 16:15:08 _ B 1= Manzger, QLD CGU

DP/Direct CAC]
Bring-up. Worklist Name: Recovery Group 2, Bring- Up Date: 25/04/2011, Reason:
Bring-Up - Awaiting assessment report

[27/04/2011 13:46:47 _- Team Manager, QLD CGU

DP/Direct CAC]
# Called insured Ms Doyle advised hyd.rology report received and confirms that
number 75 is the lowest point where the majority of storm water would have gone.

Advised oi that WP also confirmed that if ahy water would have dissipated by the
time it reached the bottom of the drive way, furthermore the water would have to over
top the concrete slab. Advised oi WP have confirmed any damage is highly unlikely

Advised oi the claim has been declined and I would send a letter with the hydrology
report.
01 has requested IDR and mail to be sent to

Flle referred to IDR

[27/04/2011 16:54:57 _- Team Manager, QLD CGU

DP/Direct CAC]
Document NARLETT has been classified onto this file. .

[27/04/2011 15:55;13—- Team Manager, QLD CGU

DP/Direct CAC]
Referred. Worklist Name: CGU Dispute Resolution, Reason Referred - First

Instmctmn

(04/05/2011 15:05:52, |  EEGIN: -Adm1mstratlon Assistant, QLD CGU

Commercial CAC]
Document BLDREP has been classified onto this file.

0s/05/2011 10:53:36, [ I = Manager, QLD CGU

DP/Direct CAC]

Document NARLETT has been classified onto this file.

[05/05/2011 10:53:53, | S, I T2 Manager, QLD CGU

DP/Direct CAC]
IDR HAVE MAINTAINED DECISION

[05/05/2011 10:53:56, |, I Tc2x Manager, QLD CGU

DP/Direct CAC]
File is now finalised. Worklist Name: CGU Dlspute Resolution, Reason: Referred -

-First Instruction



[08/08/2011 16:35:03 _-Clauns Consultant, QLD CGU

Commercial CAC]

Called Rocksure to confirm a PDS was issued to the insured - thcy advised an email
was sent to OT on the 10/02/2011 with a copy of the PDS. Asked if one was sent prior
" to this as i need to confirm OI had received one prior to their flood claim being made.

She advised me that a PDS is issued at every renewal and that there s}stcm.s shows
when this is done.

Asked if she could sent me an email confirming PDS had been issued, when and
where is was sent to. Also asked if i could have a screen shot of there systems
confirming when PDS was sent. '

Provided my direct email to have it all sent through.

Sent request in NOVUS to access policy schedules sent to OL.

- Awaiﬁng'response from Rocksure

[09/08/201] 08:19:26 --Admamstratlon Assistant, QLD CGU

Commercial CAC]
Document NARDQC has been classified onto tI:u.s file.

[09/08/2011 10:49:23, [N, I - dwinistration Assistant, QLD CGU
Commercial CAC] -

Document NARDOC has been classified onto this file,

09082011 11:20:00, [N, I A dinistration Assistant, QLD CGU
Commercial CAC]

Document NARDOC has been classified onto this file.

109/08/2011 12:57:29, | I, I 2 dministration Assistant, QLD CGU
Commercial CAC)
File has been re-opened and is now.in the Settlements worklist due to the

classification of a new document.

[09/08/2011 12:57:29, [ R - Administration Assistart, QLD CGU

Commercial CAC]
Document INSURLET has been class1ﬁed onto this file.

[10/08/2011 08:23:01 -- Administration Assistant, QLD CGU

Commercial CAC]
Referred. Worklist Name: Group 4, Reason: Referred - Réturned from Settlements

queue

[11/08/2011 08:40:53 _- Claims Consultant, QLD CGU -

Commercial CAC]
Confirmation received from Rocksure that PDS was issued.



Have forwarded through to IDR aloﬁg with policy schedules.

AWAIT

. - IDR's response

111/0872011 08:41: 10, [ NG -Clauns Consultant, QLD CGU

Commercial CAC]
Bring-up. Worklist Name: Recovery Group 2, Bring-Up Date: 01/09/2011, Reason:
Bring-Up - Awaltmg response from Other Party - IDR

(19/09/2011 10:49:43, [ -Claams processing, QLD CGU

Commercial CAC]
****Managed by ]:DR!* * %k

[19/09/2011 10:50:06, _ B C:is processing, QLD CGU

Commercial CAC]
Bring-up. Worklist Name: Recovery Group 2, Bring-Up Date: 26/09/2011, Reason:
Bring-Up - Other - Managed by IDR

123/09/2011 12:00:08, [N, I C=ims Consultant, QLD CGU

Commercial CAC]

Called i@ Rocksure- advised her that OI has requested copies of all call

recordings- Advised her that 2 of the ones we have been able to obtained were from a
Rocksure.

I 23vised this would have been her- and ask if i could send her a copy of the calls
prior to sending them to the insured and she will need to speak with someone in Legal
to confirm if they can be released.

" Emailed recordings to- and asked if she could send her response to me by COB

today.
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Email attached ft'om the insured:

H |
Thankyou very much for your assistance earlier today. As we discussed earlier, I am wanting to put in-a-claim regardmg rny rental
_property located at.Gray Rd West End. Although I lived in the property for 2 number of years-after rénovating it, it is- currently leased

through a real estate agent, Harringtons Realty. { have spoken with the principal of the agency_ whoi§"aware of the
inundation to the house and the claim that is now in place. She is very happy to be contacted for any information; and the best number is’

her moblle_ The landline 1s-

As I discussed with you, feedback from the tenants has been that the water rose extremely qu1ck1y and was very fast movmg They were

able to leave only with their pets — a dog and some chooks. All other furniture and other items had té be left behind and is stﬂl in the
house as it has not been accessible since the water came through.

The house is located in a lower point of the street, and has an extremely large stormwater drain located directly outside the fro'rit of the
property. Whenever heavy rain occurs, as obviously it had been in this instance, torrents of rainwater washe§ down both ends of Gray Rd
to be collected by this drain. Feedback has been that there had been gushes of water which the drains struggled to manage; arid-large
amounts of water washed over the front of the property, Additionally, a large stormwater drain is-located at the rear of the- block of land, .
and the failure of this to cope with the volume of water obviously also has contributed to the cuitent problems :

Feedback from the tenants and from neighbours is that my house was quickly and severely affected by the moving water. The tenants are
lucky to have made it out without being harmed. They have said that as they looked back at the house after they had gotten out, the water

quickly reached the level of the eaves. As you can see by this photo taken earlier today, that water level has subsided con31derably but the -
house is still obviously receiving water damage now.

If you could facilitate this claim I would greatly appreciate it. This is not just a house, but is a property I renovated over a number of
years and with great care and love, and which I lived in for a number of years. I hope I can get thlS house back: to its proper state

Thankyou
Sally Doyle
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The Brishane River has flooded a number of homes in the Brisbane Region.
You have lodged a claim for consideration for water inundation.

To better understand what has caused the damage to your property | need to ask'a
series of questions:

ts you house high-set or low set?
Sally advised the home is at approximately ground level at the front of the house,
however is highset at the rear as it is on 2 downward sloping block.

Approx how high is the habitable floor above the surround ground level?
Sally advised it is at approximately ground leve! at the.front and approx 1-2m at the rear.

Is the street higher or lower than the ground level of the house?

Sally advised the street slopes down to her home on each side, and the home is at the
lowest lying point on this street, The road lmmedlately infront is apprommate!y the
same level as the home.

What was the date and approx time when the inundation of the property?

Sally advised that the it began on the 11% of January when drains could not.cope with
the water and began fising. She thinks this is rain water and then flood may have
reached the home some time on the 13"’ Janaury. '

What was the date and approx time when the mundat:on of the house/garage/shed/etc

occur?
She doesn’t know the exact time as she was not there, but does know the tenants saw

the water rising and packed up and left immediately on the 11",

What was the date and approx time when the inundation of the house/garage/shed/etc
peak? Dally believes it was on the 13" January

At its peak, how high did the water inside the house reach? Sally adwsed it was

. apprommately 50cm below the ceiling.

At its peak, how high did the water in the yard reach? Sally advise that it’s a downward
sloping block, unknown height 6f water in the yard.

Do you know which direction the water came from? Sally advised the tenant first saw
the water at the rear storm water drains down the hill. It also then came from the frant

of the property.

Was the water inundating the property “clean” or “dirty”? .
Sally adwsed it was very muddy and dirty, it left a muddy residue through out the home.

What date and time _was the rain heaviest {since Xmas day}?
Sally does not know as she was-not there, anly has information from tenant & property
manager.

How fong has it been since heavy rain has fallen?
Sally does not know as she was not there, only has information from tenant & property

manager.
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Company:

From:

Pages:
» Date:

. Subject:

DISTRIBUTION
TO:

4/02/2011 12:31:58 PM IAG PROD 0B SDC1FX008 Page 1 of 4
4/02/2011 12:32 -2 IAG PROD 08 Page 1 of a4 .

FAX MESSAGE
. CFano: [
pesonatines . Faxre: [

Phoné no:

4 . Fax Serial No; 777861
Friday, 4 February 2011 at 12231 PM

I CUsT.ET --CUSTOMER CONCERN




4/02/2011 12:31:58
4/02/72011 12:32-

=> IAG PROD 0B SDC1FX008 Page 2 of 4
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Regards,

Claims Consultant

---------- - Replying to the éorrespondence below: —~—r=——————-

Please find attached correspondence from insured for above claim.

Regards

' ROCKSURE

ROCKHAMPTON iLD 4700

AFSL: 237085

NOTICE

The information in this email and or any of the attachments may contain:-

* Confidential information of The Reock Building Soc1ety Limited ("The

Rock™} or third parties; and/or

* Legally privileged information of The Rock or third parties; and/or

* Information or opinions sensitive to parties other than the intended

recipient; and/or

* Copyright material of The Rock or thlrd parties.

IL you are nol ae aulborised recipiesl of Lhis email, you slhould coalacl

the sender immediately by return email or by telephone on the number listed
in the emall signature -and delete the email from your system. Any

. disclosure, dissemination, distribution, ‘copying or other use or retention

of this communication or its substance is prohibited.

No waiver of any confidentiality and/or privilege ig intended in the event

that any mlstran5m1551on occurs or should this communication be received by

an unintended rec1p1ent(s)

We do not.accept any liability in connection with any computer virus, data

corrupticn, interruption or any damage generally as a result of

transmission of this email.

. {8cc attached file: 200332-Email. html)

hY
.
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Page 1 of 2

Hi Therese

BACKGROUND

As you are aware, I have a house a'l. Gray Rd West End which was inundated almost to the ceiling, in the
recent floods in Brisbane. This house was lovingly restored by me over many years, and was a cherished
part of me and my families history. It was also an important asset that I looked to in helping me suppost
misetf and my family in years to come, This Is particularly the case following the suicide death of my sister

from a Nembutal overdose in Mexico in 2008, Erin left 4 children behind, ranging in age now from
, and myseif and my remammg 2 sisters work with their father to clathe, feed, educate and nuture

them.

As you are also aware, Rocksure Is an Insurance brokerage setvice. I had my first home loan with
your parent company, The Rock Building Soclety, and found your service in the bullding society honest,
helpful, and honourable. It was on this basis I trusted you to direct me to a reputable and honourable
insurance company. From the time I purchased the property in Gray Rd 11 years ago, I held my Insurance
with CGU, through your broking firm,

As you are also aware, CGU has declined my claim for cover of water damage, and has failed throughout to
follow even basic due process. It has failed to consider damage that ks covered in my policy, and shown a
willingness to "re write® aspacts of its policy provisions retrospectively to "let it off the hook” for any ¢laims,

1. DENJAL OF CLATM AND LACK OF DUE PROCESS \

1. As T mentioned to you in a phone conversation several days ago, the claims offlcer, _ I
spoke with who advised me on February 1 that the above claim had been denied, 1expressed my concern

that all aspecls of the water damage which occurrad at the insured property,. Gray Rd Wat End, had not
been considered.

What then followed was approx 20 minutes of excruciating explanations on my part of some of the specifics
of stormwater damage and concern re damage caused by non functioning stormwater drains located at the
rear of my property. In a case of in part amusing and part distressing "double speak”, i repeatedly
told mie that "this information backs up our pasktion to decline your claim®. Obviously, the information I was
previding was entirely contrary to the refusal of the clatm,

2. You will be aware that my CGU Policy number [ sectfically covers damage due to stormwater,
and water/liquid which flows from areas/items not a "watercourse, river, lake”. It is reasonable to fake from
this that a blocked of dysfunctioning large stormwater draln, which does not allow stormwater to escape, is
not a "watercourse”. T was advised by in a conversation en Feb 2 that CGU management have now
“redefined a water course {in the policy it refers to "rivers®, "lakes", "bodles of water™), and that the new .
definition that CGU have imposed includes "drains” as a watercourse.

Very ccncern-ing that CGU are retrospectively changing the meaning of policy provisions.

3. Also concerning in my conversation with on Feb 2 was her pre-emption of what any claim for
stormwater damage may amount to. She stated to me that any water running through the house “couid
only cause minor damage®, that "might teke a day or 2 to fix" and that the house "could not be inhablted
only for a few days"™.

Interesting comments to make given the information I have already provided to Rocksure and CGU re the
sheets of water that entered the front of the property, due to s locatton at the bottom of 2 large hills, and
the submersion-of-it=ms-as a tonsequence: -Also interesting as no-one from CGU- has visitad or made any
attempt to gain detailed information re any damage done.

4, CGU have made it plain that they have made a decislon and set in train an obstructive process that gives -
a blanket denial of ALL claims related to water damage, including claims that actually are covered in their
policy, CGU are using the river flooding as an excuse to wipe their hands of their responsibifities under this

policy.

5. I took out all insurance policies via Rocksure as Il_had experienced consistentiy high levels of service and

file://CAWINDOWS\TEMP\APPRs2rv\20196962. html 4/02/2011
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trusted this organisation. Your promotion and direction of your clients to CGU has badly undermined your
corporate credibiifty and I would ask that you remove this disreputable provider from your list of products
offered,

5.1 have contacted my friends and famjly In different states of Australia, including reliable and responsible
media contacts, and requested that they share this story. I have also asked that Australians living in and
outside Queensiand show their support for Flood victims by voting with thelr feet - immediately canceliing
CGU policles. It seems causing corporate pain is the only feedback this organisation may take note of,

6. Could you please advise of the phone numbers and relevant emai addresses of the Directors of both The
Rock Buliding Soclety and the insurance subsidiary Rocksure, 50 that Iam enabled to provide the above
feedback directly to them. -

7. Not only has CGU thumbed its nose at the Premier's request to view clalms-wrm compassion, it has taken
corporate exploltation and greed to a whole new lével and is using the massive fiooding in West End as H'IEII'
"get out a jail free" card to avoid considenng aspects of cover that are included in thelr policies.

. , Thankyou

Sally Doyle
Gray Rd West End

This email, including any sttachments sent with I, is confidenkial and for the sole use of tha infended reciplent(s}. Thi§ confidentiality is
ot watved or losl, if you recefve [t and yéu are net the Intended reciplent(s), or if k Is transmittedrecelved In emor,

Any unauthorised use, slteration, disclosure, distribution or review of this emafl is sirictly prahibited, The information contained [n this

.-. .emall, intluding any attechment sent with It, mey be subject to a statutery duty of confidentiafily If it relates to heallh service matters,

Hyou are not the intended reclpieni(s), or [f you have recelved this amall In emor, you are asked to immediately nefify the sendes by -
telephone collect on Austrafla +61 1800 198 175 or by return email, You should also dalete this emall, and any coples, from your
computer system network and destroy eny hard cq;ues produced, .

if nol an Intended reclplent of this emall, you must not copy, dstribute or take any action(s) that rclles on it; any form of disclosure,
modification, distibulion andfor publicalion of this emaJ] is also prahibiled.

Although Queensland Health tekes all ruasmab!e steps {o cnsure this emall does not eontain maliclous software, Queensiand Health
_does not accept respensibllity for the eonsequenm if eny person’s computer inedvertently suffers any disruption to sendees, loss of .-~
Information, harm or is Infected with a virus, olher mellctous computer programme er code that may occurasa consequ ence of
receiving this ermal,

Unless stated otharwise, this emall rapresants only the \st ofthe sender and not the vlev}s ofthe Queensland Government.

file://ICAWINDOWS\TEMPAAPPRserv\20196962. html _ 4/02/2011
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CGU

Property Assessment Notification
Intermediary Business

Provider: Crawford & Company (C&C)

ATTN: Contact No.:w
emai: SR Ofico
Fax No.: I (Nationat

Office}
State : QLD

ceimNo: [ IIEIEGEG Home No: *~
nsure

Insured: Sally Doyle Business No: -
: ' roker
Address: -'GFIAY ROAD 0 WESTEND 4101 Mobile No:
Fax No:

Insured's Special Arrangements:

Job Type: Assess & Authorise

Date of Loss: 12/01/2011 Date of Loss Advice: 13/01/2011

Type of Loss: Fire & Perils including Accident Damage

Address of Loss: _JJJJ GRAY ROAD 0 WESTEND QLD 4101

Loss Description:  RAIN WATER HAS COME DOWN THE HILL EXTREMELY FAST AND
STORM DRAIN COULD NOT HOLD WATER AS WITHIN 10 MINUTES
DRAIN WAS BLOCKED AND FILLED UP CAUSING WATER TO ENTER
INSUREDS HOME

Policy No: Policy Start Date: 3/08/2010

Policy Type: Landlord Policy Expiry Date: 3/08/2011

Excess Applicable: Yes Amount:- . 50

Claim Form Req’d: No ) Fin Inst/Broker: Rocksure Insurance
: Brokers

ongoing contact is custorner Sally| 118. Please assess, flood & storm, and comment on

liability. Please request to speak tc tenant regarding their version of events. thank you

Lo L, . CoNvER .. . . SIRIYEIEED
Buildin

g . ) $ 335,100.00 $ 100000
contents - $ 10,000.00 $ 10000
loss of rent $ 21,000.00 $ 15000
$ $
$ $
Clalms Consultant: Danlelle Tarabay Claims Contact No:
Claims Unit: QLD Landiords claimsunitPhone [IIIINGN
No:

Claims Unit Fax No: ——_ Claims Unit Email:

CGU Insurance Limited ABN 27 004 478 371. An 1AG Company.




1

CGU

Claims Unit Address: -— Date of Instructions:  10/02/2011

CGU Insurance Limited ABN 27 004 478 371. An IAG Company.
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From:
Sent; Thursday, February 10, 2011 3:17 PM
To: Sally Doyle

Cc:

Subject: RE: OPEN LETTER TO CGU AND THE ROCK BUILDING
SOCIETY

Dear Ms Doyle,

Thank you for your email, We have been in discussion with yourself and your
Broker, Rocksure, and confirmed at present your claim is still being reviewed.

A CGU assessor has been allocated to attend to your property and assess the
cause and extent of damage prior to a decision being made.

The assessor will be in contact with you within 48 hours to arrange a
convenient time.

If you have any further enquiries please don't hesitate to contact me.

Kind regards

Claims Management Consultant
QLD Landlord Claims

CGUInsurance-

T

www.cgu.com.au<http://www.cgu.com.au/> We put the You in CGU.

Please consider the environment
before printing this email.

From: Sally Doyle
Sent: Thursday, 10 February 2011 2:58 PM

Cc:

Su‘t-Jject: OPEN LETTER TO CGU AND THE ROCK BUILDING SOCIETY



OPEN LETTER TO CGU AND THE ROCK BUILDING SOCIETY 10/02/11

My current key contacts at The Rock Building Society, who sold me my CGU policy
for il Gray Rd West End when I first purchased the property in 2000, have been

(Claims Dept at RockSure), and ||| Senior Accounts
Manager, The Rock Building Society.

As are aware, on Feb | 1 was advised over the phone by CGU
Claims Officer that my claim for water damage to my property had
been denied, on the basis “it was flood damage” and “my policy did not cover flood”.

As may not be aware, in my role as a Social Worker in
Queensland Health at I have had the opportunity to see first hand
every day the impact of the recent catastrophe on the communities I work in. I also
have experienced every day the impact of the shameful response on the part of a
number of insurance companies on my clients, my neighbours, my friends, and also
onmyself. . - - ' :

At a lime when so many people are exhausted, traumatised, dislocated from their
homes and grief stricken, the insurance industry is adding a whole new layer of
trauma and misery. The-death toll from the floods is not final. I fear that the blithe
mismanagement by some members of the insurance industry will break what little
spirit rematus for some people.

Many people I work with do not have the emotional or practical resources left to
engage with a hostile and manipulative insurance beaucracy. Some of us, however,

. do have the resources to push back, and plan to hold CGU and its counterparts
accountable for the damage you are inflicting.

. 1 am not a blindly optimistic person, but even I have been stunned by the cursory and
improper way my claim has been handled.

1. CGU HAS NOT EVEN PRETENDED TO DO A PROPER
ASSESSMENT OF MY CLAIM.

At no point have questions been asked by CGU, at no point has an assessor
visited, and on Feb | I was told that ““a hydrologist report showed Brisbane
had a flood” so my property wasn't covered. Information specific to my

property —topography, drainage, stormwater drains etc — has been ignored.

2. INFORMATION PROVIDED HAS BEEN IGNORED, AND THE ONLY
- DIRECT CONTACT WITH CGU WAS ONE PHONE CALL TO SAY
THE CLAIM WAS DENILD



3 1 WAS ADVISED BY THE CGU CLAIMS OFFICER ON FEB 2 THAT
“THE COMPANY” WAS NOW “REINTERPRETING/REDEFINING®
KEY POLICY PROVISIONS. In this case, “the company had decided”
that a “watercourse’” was now going to include not just lakes, dams, rivers etc
but also stormwater drains.

4. CLEARLY, DUE PROCESS IS BEING ENTIRELY IGNORED BY
CGU.

I have atiended fwo recent community meetings at Goodna and Ipswich, conducted by
the Insurance Association of Australia, wherelocal people have raised their questions
and concemns. Unfortunately, the above experiences [ have had are very, very
common in other customers’ experiences.

RockSure staff have told me on two occasions that “you should have read your
policy” “you’re not covered for flood” and to “sec things from the insurers point of
view"”

I and other policy holders are not wanting “something for nothing” but I am asking
-that the current campaign of dirty tricks and slipperiness that is causing such distress,
to stop now.

] also request that CGU policy holders be afforded the courtesy of proper assessments
and not the current insulting brushoff that is occurring.

I request that any attempt to “rewrite” aspects of policy documents cease and an
apology be issued for the attempt to do that. I will request a review of this aspect of
claim mismanagement to the relevant regulatory body for review.

" Thankyou

Sally Doyle



°
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ASSESSMENT REPORT

CLAIM NUMBER I L=ndiord policy
Building $335100
.Contents $100000
Loss of rent $21000

CLIENT NAME Sally Doyle

DATE WEDNESDAY 16/02/2011

ADDRESS Gray Road West End, Brisbane QLD 4101

PERSON/S enant [, Insured Sally Doyle and

PRESENT FOR insureds Brother in law.

ASSESSMENT

EXCESS $250.00

PHOTOS TAKEN Yes — client provided lots of photos of after the
flood water has subsided and 6 photos of the
property prior to the flood water
Tenant will be emailing some through photos of the
property on the Tuesday when the property first
started to become inundated by rainwater and
water coming out of the drains.

RECOVERY NO

RECOMMEND Hydrologist

EXPERT REPORT?

REFER TO No

INVESTIGATIONS?

SUM INSURED Yes

ADEQUATE?

DAMAGE TO Walls — VJ sheeting and tongue and groove timber

PROPERTY panelling — builder has been out to inspect and

have advised they are not salvageable. Photos
show that the walls were very bowed and skirting
boards were pushed away from the wall.

Floors — Timber floorboards - half the floors were
redone a few years ago and they have been minor
affected however the older floorboards. Attempted
to sand the floors back but they disintegrated
under the sander

Chipboard/ particleboard cabinets in bathroom and




kitchen. Tiles out the front have bubbled and
cracked. Air conditioner needs to be replaced.

Kitchen appliances — range hood, stove and oven
need to be replaced. Kitchen bench tops stainless
steel to be cleaned.

Doors and windows yet to be sanded back and
builder will confirm if salvageable

Outside of the house has been sprayed with a
gumey however paint is still stained and will need
repainting.

DISCUSSIONS

_| midday on Tuesday the 1

Discussions with Sally ~ Insured advised that she
was out at Esk working at the time that the floods
hit. Insured walked me through the property
pointing out the damages and what she has tried
to saivage with a builders advice. Insured agreed
that if the river had of flooded with out the rain
contributing then she would accept that that was
flood however the water had been a result of
drains unable to cope with amount of rain. Insured
advised that she has always been with CGU and
when she took her policy out she confirmed she
would be covered for any issues with rainwater
and the drains.

{ Insured advised that called the council to come

and pump the drains and they didn't. Then on
Friday night 14" the Fire and rescue came and lit
up the street and some stage over the weekend
possibly even the Monday the council pumped the
drain out.

Discussions with tenant [l works for the
Brisbane city council and has always been aware
of the drainage that the property has had. He
described the storm water drain at the back of the
property as a “basin plug hole” for the surrounding
houses, as they are at the lowest point and the
storm water runoff heads to the back yard and
street gutters at the front of the property.

advised that he watched the water come
through the property from the heavy rain on the
Monday and Tuesday (10"/11" Jan). By approx
1™ of Jan the drain was
unable to take on anymore water and water started
to overflow and bubble out into the yard and the




street had water starting to pool from the storm
water drain and the continuous rain. [JjjJjj said the
water wasn't the orange muddy colour that the
flood water colour was by that stage it was just
dirty storm water with no where to go.

father is a hydrologist engineer and he called
him to find out what he should do and his father
told him to evacuate so they started to try and get
out what they could and by midnight Tuesday night
they were evacuated and the water was approx 1
foot past the floor boards (highset) the water in the
back yard had started to meet the water on the
street which at this point was covering the speed
bumps.

| Gave [ my card with Sally's permission to
forward through some photos taken on the
Tuesday to be emailed through to me.

< lieves that the flood water and storm water
met on the Wednesday at some stage — photos
taken by property manager provided by the insured
on the Wednesday confirm this occurred at least
Wednesday as the photo was taken Wednesday.

' OBSERVATIONS

AND OTHER NOTES

Property is situated approx three streets back from
the river and is at the lowest point with storm water
draining running through the property. (See map
below)

NEXT ACTION FOR
CLIENT

No action required at this stage

RECOMMENDED
NEXT ACTION FOR
CLAIMS

Appoint hydrologist to confirm if water coming out
of drains before river peaked was flood water or
storm water runoff.

FURTHER
ASSESSMENT
REQURIED?

Not at this stage
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FAX MESSAGE

To: I " Faxno: ]

Company:

Fom: [ Fax no

CGU Ins National Claims Phone no: _
Assurance Team 2 no:

Pages: 21

Date: Wednesday, 16 February 2011 at 4:30 PM

FW: Sally dayle 11iqrh044263 - hard copies of phetes onmy

Subject: desk.

NARDOC

Team Manager
CGU Insurance

n
www.cgu.com.au We put the you in CGU

* Plegse consider the environment
before printing this email.
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Property Assessment Notification
Intermediary Business

Provider: Worley Parsons. o - m
ATTN: ; ' - ' ] Contact No.:
Email: - Fax No. I

State'- QLD

H'qme No:

Clalm No
Insured-

insured: -Sally Doyle” - Business-No?

T _ . : ' _BroKer
Address: '.GRAY ROAD. WESTEND 4101 Mobile No:™ -

. Fax No:

Insured's Special Arrangements - '
Job Type Assess & Repurt
Date of Lossq : 12/01!2011 . Date of: Loss Adwce 13!01!2011
Typeof Loss? " Fite:&. Peris. mcludlng Accident Damage
Addressof Loss:  JJJJERAV-ROAD _ WESTEND QLD 4101

‘RAIN WATER HAS:COME DOWN THE HILL EXTREMELY FAST AND
'STORM DRAIN COULD NOT HOLD WATER AS WITHIN 10 MINUTES
‘DRAIN WAS BLOCKED AND F!LLED UP CAUSING WATER TOENTER.

Loss Description:

INSUREDS HOME HOME FLOODED TO JUST BELOW CEILING

=3/08f201 0

Poltcy Start Date

Policy No:: ' .
" Policy Type: " Landlord. " Policy Explry Date:  3/08/2011
Excéss Applicable _Yes., ‘Amount: 50
Claim Form Req’d: = No Fin Inst/Broker: Rocksure Insurance

CGU Instiranee Limited ABN 27 004 478'371. An IAG Company:



Cause of damagé needs to be deteéfmined: .

1.2. For us to determine any one case, it mist be clear that damage is' not a.direct
consequence of water escaping or mixing fromi the river (whlch canbe !denti‘f’ed from
flood maps)

_1.3. For these cases whera there may be some potential for we must esmbltsh -

(a) timing of - i) when & where did the water enter the premises
: . (i} over what period did it rain & the relevance of rain -

ceasing to water entermg the| premrses
octupied by the Insured

{b) where the river has overflowed relevant to the Insured'’s premises

{c) is it likely High Water had any bearlng on the water entering the Insured's
premjsiés or buildmg

(d} what ‘was the coIour of the water which entered the premlses

ln order to determinepolicy coverage, CGU needs to know if storm water did enterthe.
premises prior to thé flood, and if so-to.what helght. if and how the premises was affected
by the Brisbane river ﬂoodmg between approx.the 1 0”‘ to the 1 3"' of July.

Thanks . . . . . .

Buildiﬂg

S $ 33590000 5100000

.Claims Consultant;

Contents ' $ 21,000.00 "$21000
3 3
: 5 5

n ( la ims Cornitact No:
Claims Unit: - QLD Landigrds Cfalms Unit Phone:

Claims Unit Fax No: -— Clalms Umt Email

Clainis Unit’ GPO Box 1162 Date of,lnstmcgions:; 1810272011

Address:. . Brisbane QLD 4001

s

CGU Insurance Limited ABN 27004 478 374. An IAG Company.
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Level 12, 141 Walker Street
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Telephona: 461 2 8923 6556
Facsimite: +61 2 6923 6077
WoreyParsons Services Pty Lid
ABN 610 7796812

This repart has been prepared an behaif of and for the exclusive use of CGU and is subject 10 and issued In sccordance with the agreement
beiwaen CGU and WorlayParsons Services Ply Lid. WorlayParsons Services Ply Lid sccepls no lisbility or responsibfity whatsoever for & in
respect of any use of or relignce upon this report by any third party.

Copying this repont without the permission of CGU or WorleyParsons Servicas Ply Lid is nof pemnilted.
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EVENT OVERVIEW

On the 7 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 located to the south-east.

Throughout the 8™ of January 2011, the low pressure system remained relatively stationary. It
eventually moved closer to the south-east Queensland coast and intensified on the 9™ of January
to form a trough that spanned from the NSW border to Mackay. Through the early hours of the o™
of January, this trough rotated towards south-east Queensland and formed large volumes of rain
. as warm moist air was forced upwards over the region from a high pressure cell located near New
j Zealand.

This process continued throughout the 9™ 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 9" 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 unti! midday on the 10" of January 2011, while areas of
the lower 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

.D 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
cell.

In the most upper seclions of these catchments, rainfalt was less intense prior to the
amalgamation of the low pressure centre and the monsoonal trough. Rainfall began from 13:00 on
the 9" of January 2011, with accumulations of between 60 and 70 mm recorded until
approximately 00:00 on the 10™ of January. The northward movement of the low pressure cefl and
the alignment of the high pressure cell feeding the region, led to the temporary 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 the upper regions of these catchments. Intense rainfall began to occur from
about midday on the 10™ of January in the upper Brisbane River Catchment (recorded at

301015-02484tmREP-AB7 GCU.Gmy Rd West End.doc 2 4132011
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Toowoomba). Over the following 36 hours an accumulation of up to 150 mm was recorded.
However, the rainfall intensity in this region varied significantly with a large portion of the rainfall
accumulation occurring over a period of only hours, Crographic effects are likely to have
contributed to the sharp increase in rainfall intensity in these upper catchment areas.

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 intensity rainfall from
10:00 on the 9™ of January 2011. However, rainfall accumulations were generally lower than
those in the lower catchment, with generally no moare than 75 mm recorded until midday on the
10™ of January 2011 {recorded at Amberiey). As the low pressure centre moved north and
merged with the southward moving trough, this region experienced a sharp rise in rainfall intensity
beginning from 02:00 on the 11" of January at Gatton and from 09:00 at Amberiey, with an
accumulation of up to 130 mm over the following 24 hours.

The initial sustained rainfall across the catchment between the 8" January and midday on the 10"
January would have generated significant runoff and flow into streams and rivers. The subsequent
intense upper catchment rainfall would have generated additional farge volumes of runoif that
would have been channelled through tributaries and streams into the upper Brisbane River in the
central part of the catchment. Controlled releases from Wivenhoe Dam would also have
contributed to the peak water level in the Brisbane River.

The property al.,Gray Road is considered to be within the floodplain of the Brisbane River,
which is located approximately 190 metres to the south of the property {rafer Figure 1). The Flood
Flag Map prepared by Brisbane City Council for West End shows that the property falls within the
“Creek, River or Tidal Ficoding” extent.

The property contains a single storey residential dwelling, including a lower uninhabitable
basement level, located between Hoogley Street and Lower Hardgrave Road (refer Figure 1).
Terrain elevation contour mapping available from the Brisbane City Council shows that the site lies
approximately in the centre of a local depression, which has an area of roughly 8.7 heclares (refer
Figure 2).

River level information was obtained from the gauge at the mouth of Oxley Creek (540274), which
is the closest upstream gauge along the Brisbane River. The gauge is located apprbximalely B km
upsiream of the property (refer Figure 3). River level information was also obtained for the
Brisbane City Gauge (540198}, which is localed approximately 7 km downstream of the property
(refer Figure 3). It is considered appropriate to interpolate between the river level information for
these gauges to determine water levels in the vicinity of the property.

301015-024B4tmREP-AB? GCU-M Rd West End.doc 3 4132011









WorleyParsons EcoNomics

resources & energy

THE INSURED'S RECOLLECTIONS

WoreyParsons spoke to the property owner, Ms Sally Doyle, and the tenant, between 10:45 and
11:30am on 24" February 2011, Having been present at the property, the tenant could provide the
following account of the events-and the damage that was incurred at the property:

*» Heavy rain was observed on Sunday 9™ January 2011 and Monday 10" January 2011. The
tenant indicated that this water was pocling at the front of the property on Gray Street, before
sheeting down the drive that runs along the western side of the dwelling.

= Between 8 and 10 am on Tuesday 11" January 2011, the water level in the pit located in the
backyard of the property began to rise (refer Figure 4). Between 11 am and 12 pm, the water
rising in the pit spilled over into the backyard. The tenant said that through his employment with
, the local council, he estimates that the elevation of the pit in the backyard is 3 metres while the
) efevations of the drains at the Brisbane River are 4.5 metres. The tenant did not indicate the
exact locations of the Brisbane River drains he was referring to.

» The street fronting the property was flood frée between 11 am and 12 pm on Tuesday 1""
January 2011.

» The walter inundating the property was relatively clear in appearance before Wednesday
January 12" 2011,

* The tenant was evacuated from the property by around midnight on Tuesday (i.e. 12 am
Wednesday 12" January 2011).

* The water lavel reached the top of the light fittings at the front of the property {refer Figure 5).

301015-02484tmREP-AB7 GCU-' Gray Rd West End.doc 8 4732011
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Terrain elevation contour mapping avaitable from the Brisbane City Council shows the elevation of
the drainage pit in the backyard of the property to be between 2 and 3 metres. The FloodWise
Property Report for the property, also from Brisbane City Council, shows that the minimum ground
level elevation within the property is approximately 2.3 mAHD. The estimate of the tenant for the
efevation of the drainage pit located in the backyard of the property is therefore slightly greater
than what is suggested by the information available from Brisbane City Council.

Cause of Inundation

The tenant's recoliection of the heavy rainfall on the 9™ and 10™ January 2011 is in accordance
with the rainfall records for the area (Brisbane gauge). However, it has been determined that the
rainfall (approximately 127 mm) that occurred between January 9" and 10™ 2011 was only in the
order of a 1 to 2 year Average Recurrence interval {AR)) storm. Due to the limited size of the local
depression that drains to the site (approximately 9.7 hectares), it is unlikely that there was
sufficient local stormwater runoff for this to be a contributing factor to the inundation that occurred
on the property. Additionally, aerial photography of the site that was taken on 13™ January 2011
shows a continuous water surface from the site to the Brisbane River. Therefore, it is assumed
that the floodwaters that inundated the area of West End around Gray Road can almost entirely be
attributed to flows from the Brisbane River.

According to river level information at the mouth of Oxley Creek and the Brisbane City gauge, the
level in the Brisbane River directly south of the property at 12:00 on Monday 10™ January 2011 .
(i.e. after the heavy rainfall reported by the tenant) was approximately 1.9 mAHD. This level rose
to a level of approximately 2.0 mAHD at 09:00 on Tuesday 11™ January 2011 and 2.6 mAHD at
12:00 on Tuesday 11™ January 2011. The level in the Brisbane River directly south of the property
continued to rise to approximately 4.0 mAHD at 00:00 on Wednesday 12" January 2011.

Based on the river leve! information, it is reasonable to assume that the property was inundated in
two stages. Initially, there was a surcharging of floodwaters along the sub-surface drainage pipes
in the area, which commenced on Tuesday 1 4t January 2011 and continued into the early hours
of Wednesdeiy 12" January 2011. This assumption is consistent with the anecdotal and
photographic evidenca provided by the tenant, indicating that the water level in the drainage pit in
the backyard of the property began rising on the morning of Tuesday 11" January 2011,
eventually spilling out into the property and rising until the property was evacuated by 00:00 on
Wednesday 12" January 2011. These initial floodflows are likely to have entered the sub-surface
drainage pipes via an outfall to the Brisbane River located to the south of the property.

The riverbank levels along the Brisbane River south of the site are often less than 4.0 mAHD.
Therefore, overbank flooding would also have been occurring in various locations along the river
shortly after 00:00 on Wednesday 12™ January 2011 in addition to the surcharging of the drainage
system.

River level information at the mouth of Oxley Creek and the Brisbane City gauge indicates that the
peak river level directly south of the property occurred between 00:00 and 03:00 on Thursday 13"
January 2011. The interpolated level in the Brisbane River directly south of the property at 01:30
on Thursday 12" January 2011 was approximately 6.7 mAHD. The level can be taken as the
approximate peak level of the January 2011 flood event at this location.

301015-02484tmREP-AB7 GCUJ] Gray Rd West End.doc 14 432011
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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 overtop the
crest of the local depression shown in Figure 2 and inundate the site directly.

CONCLUSION

In my opinion, the inundation of the property at. Gray Road, West End was caused by water
escaping the confines of the Brisbane River channel. This water initially backed up the local
drainage system, causing water to rise out of the drainage pit located in the backyard of the
property. As the water level in the Brisbane River continued to rise, the crest of the local
depression, in which the property lies, was overtopped, causing the property to be inundated
directly from the Brisbane River.

Notwithstanding, the location of the property within a local depression and along a apparent local
drainage path, it is possible that the heavy rainfall reported by the tenant on January 9" and 10™
2011 (1 to 2 yr ARI} caused stormwater to “sheet” down the property driveway and into the
backyard. While the majority of this water is likely to have continued through to the drainage pit in
the backyard of the property, a small proportion may have entered in through the side of the
basement level of the house, causing damage to items such as the air conditioner, prior to the site
being inundated by water from the Brisbane River.

301015-02484tmREP-AB7 GCU-JlJGray Rd West End.doc 15 42011
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Sally Ann Doyle Authority ' : Page 1 of 2

- .

From: [

Sent:  Weinésday, 16 March.2011 11:10 AM

To: I

Subject: RE: Sally Ann Doyle Authority

.

Il Gray Road West End

From:
Sent: Wednesday, March 16, 2011 11:10 AM
To:
Subject: RE: Sally AnnDoyle Authority

Nede: This e-mait i subjéct io the, disclaimer contained at the botiom of this message:

.. Thank.you [l
A

’. “ Would you know what property address this relates to?

BCom {Acc, HRM)

Claims Management Consultant
QLD Landlard Claims

CGU Inhsurance.

] L
www.cqu.comau We put the You in CGU.

Please consider the envirorment

before printing this email,

s

. From:

Sent: Wednesday,-16 March 2011 11:00 AM
To:
Subject: Sally Ann Doyle Authority

<<Doyle Authority.pdf>>
Hi Danielle,
Aftached is the authority as rec}uested.

Cheerﬁ

!emor Sollcltor/Consumer Advocate

Consumer Protection Unit

Legal Aid Queensland
44 Herschel Sircet

16/03/2011



'

-

Sally Ann Doyle Authority : : Page.2 of 2

[

" Rrisbane QLD 4000 -

DISCLAIMER: The cdritents of this email (including any attachments) are confidential and privilaged and'are'intende:d only for the
addressee. Any confidentiality or privilege is not waived or lost becauise this email'has been sant to you by mistake. Ay unauthorised
use of the contents 'of this email is exXpressly prohibited. :

If you receive this email i’ error, please contact us, then deleie the email.
Emails may be interfered with, may contain computer viruses or other defects and may not be successfully replicated on other Systems.-

We'give no warrantes in relation to these matters. If you have any doubts about the authenticity of an email purportedly sent by us,
please eontact us immediately.

The information transmitted in this message and ils aitachments {if any) is imended only for the person or entiiy to which it isaddressad.

The message may coniain cenfidential aridior privieged materizl. Any review, rmtransmission. dissamination or other use of, or taking of any ‘action’in fefiance
upan this information, by persons.or entities other than the intended recipient is prohibited. ’

It you have received this In error, pleese contact Ihe sender.and delete this e-mail and associated material from any computer, -

The Intanded récipient of this e-mait may orly use, repraduce, disclosa or distribute the information centained in this e-mail and any atiached fées, with tha
permission of the sander, o

This message has oeen scannad for viruses.

16/03/2011



SE Y
18/83/2011 13:53 54244628 ESK PAGE ©2/82

Legal Aid

AUTHORITY TO RELEASE

TO WHOM IT MAY GONGZERN

(AS ADVISED BY LEGAL AlID QUEENSLAND)

v Sallyanne, Deg Y s

Hereby authorlze yau to provide my solicitors as hominated by Legal Aid Queensland

~ with any documents or Information in your possession as specified by Legat Ald

Queensiand, ;
Dated: e d 8, 3}4‘9// Vv
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-

2 FAX MESSAGE

To: I Fax no: I

Company:

Fom: Fax no:

.CGU Claims QLD Phone no: _

Personal Lines Motor

Pages: 2 Fax Serial No: [
Date: . Tuesday, 22 March 2011 at 3:19PM :
Subject: FW: Claim for. Gray Rd West End

Claim: | - CUSTLET

Harch 2011 2:18 PM

ubject: Claim for il Gray Rd West End

" From: Sally Doyle
. Sent: Tuesday, 22
To:

As you may be awa_re; some considerable time has passed since my ¢laim reéarding
water to the above property was lodged with you (January 13 2011). On February 16
an assessor visited the property, and on February 24 hydrologists visited.

it has been almost 4 weeks since the hydrologist visit, and nine weeks since my claim
was lodged. : : )

Could you blease provide me with an updzite of where the claim' process is up to.

Thanks




22/03/2011 3:51:17 PM IAG PROD 092 -> IAG PROD (8 SDCLFX008 Page 2 of 2
22/03/2011 15:51 IAG PROD 08 -> IAG PROD 08 Page 2 of 2

Sally Doyle

ke e e e e s sl e sl deole e sk vk e sl el e deede e e e e e S e At de ek e st de S e e et e e ke e Ak ek

This emall, Including any attachments sent with It, is confidential and for the sole use of
the intended recipient(s). This confidentiaiity is not waived or lost, if you receive it and
you are not the intended recipient(s), or if it is transmitted/received in error.

'Any unauthorised use, alteration, dlsclosure distribution of review of this email is strictly
prohibited. The information contalned in this email, including any attachment sent with i,
may be subject fo a statutory duty of confidentiality If it relates to heaith service matters.

If you are not the intended recipient(s), or if you have received this email in error, you
are asked to immediately nofify the sender by telephone ¢ollect on Australia +61 1800
198 175 or by return email. You should also delete this email, and any coptes from your
computer system network and destroy any hard copies produced

If not an intended reciplent of this email, you must not copy, distribute or take-any
action(s} that relies on it; any form of d[sclosure modification, dlstnbutlon and/or
publication of this emall is also prohlblted

Although Queensiand Health takes all reasonable steps to ensure this email does not
contain malicious software, Queensland Health does not accept responsibility for the
consequences if any person's computer inadverently suffers any disruption to services;
loss of information, harm or is infected with a virus, other malicious computer :
programme or code that may occur as a consequence of receiving this email.

Unless stated otherwise, this email represents only the views of the sender and not the ~
views of the Queensland Government.

*#*****k*****#k********ﬂ*ﬂ*t****ﬁt*****k************ﬂ*ﬂ*mﬂ.****ﬂ*l***tt*t*t*'
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Ll

From:

Sent, Wednesday, 23 March 2011-3.34 P
To: .
Subject:

Dear Ms Doyle,

As discussed today the 23rd March, we are awaiting.further information from Worley
Parsons pertaining to your property.

Please see Worley Parsons report attached.

Kind regards -

Team Manager
CGU Insurance

www.cgu.com.au We put the you in CGU

* Please consider the environment,
before printing this emall.
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/// FAX‘MESSAGE
T - Faxno: I

Fom: Fax no:

CGU Ins National Claims Phone no: _

Assurance Team 2 -

Pages: C 17
Date; Wednesday, 23 March 2011 at 6:25 PM

subject: . Fw: .

NARDOC

i leam Hlanager
‘*' i CGU insurance

www.cgu.com:au We put the you in CGU

* Please consider the environment
before printing this email.
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EVENT OVERVIEW

on the 7% of Januaty 2011, alow pressure cell derived from a monsoonal trough maved
southwards along the east coast of Queensiand 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 refative to the monsoonal
trough located to the narth and a series of high pressure systemns located to the south-east.

Threughout the 8™ of January 2011, the low pressure system remained relatively stationary. It
eventuaily moved closer to the south-east Queensland coast and intensified on the 97 of January
to form a trough that sparned from the NSW border to Mackay. Through the early hours of the ™
of Januayy, this trough rotated towards south-east Queensiand and formed large volumes of rain
as warm moist air was forced upwards over the region from a high pressure cell located near New

Zealand,

This process cortinued throughout the 3™ of January, with the trough redusing in span and
generally remaining stationary off the coast

The intensification of the coastal low pressure system on the 9™ of January led to the generation of
sustained rainfall across coastal regions of south-east Queensland within the [ower Caboolture
and Brisbare Rivers Catchments, Rainfall generally progressed from the north to the south with
the start ofthe storm cecurring from 04:00 (recorded af Besrburrum) and leading to rainfaii across
areas oT the lower Caboolture River Catchrment. n the lower Brisbane River Catchment, the storm
began between 09:00 ard 1000 (recorded at Brisbane, Redcliffe and Archerfield). The
agcumutation of rainfall generally followed a similar pattern, with areas of the lower Cabooiture
River Catchment recording up to 155 mm until midday on the 10" of January 2011, while areas of
the lower Brisbane River Catchrment recorded between 75 and 130 mm. :

Cver the following 12 hours the low pressure system moved north and rairfalt accumulations

decreased markedly. However, as the low pressure centre merged with the descending

maonsoonal trough, significant rairfall was generated over the region. A further accumulation of

‘,-- between 30 and 40 mm over the following 36 hours was recorded in the lower Brishane River
Catchment and up to 70 mm in the lower Cabcolture River Catchmenrt, 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 certred on the coastal region south of the cenlre of the low pressure
cell. o
.In the most upper sections of these catchments, rainfall was less intense prior {o the
armalgamation of the low pressure centre and the monsoonal trough. Rainfall began from 13;00 on
the 8" of January 2011, with accumulations of between 60 and 70 mm récorded until
approximately 00:00 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 cessation of rainfall
in the upper catchment '

As the monsaonal trough moved south, warm moist air from the nerth ascended info the upper
atmosphere over the upper regions of these catchments. Intense rainfall began to occur from
about midday on the 10" of January in the upper Brisbane River Catchment (recorded at

30101502484kmREP-AB? GCU-.Gruy Rd Wesl End.doc 2 4£2011
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Toowoomba)., Over the following 36 hours an accumulation of up to 150 mm was recorded.
However, the ramtatl intensity in this region varied sigrificantly with a large portion of the rainfall
accumutation occutring over‘a period of only hours. Orographic effects are likely to have
contnbuted to the sharp increase in rarnfatl intensity in thess upper catchrnent areas.

To the east, in more central regions of the anbane Rwer Catohment and the upper Caboolture
River Catchment, the onset of the storm generalty began with moderate m‘tenstty rainfali from
10:00 cn the M of January 2011. However, rihfall accumulations were generally lower than
those in the lower catchment, with generally no more than 75 mm recorded until midday on the
10" of January 2011 (recarded af Amberley). As the low pressure centre moved nierth-and
merged with the southward movmg trough this reglon expenenced a sharp risé In ralrfall intensity
beginning from 02:00 on the 11™ of .January at Gatton and from 09:00 at Amberiey, with an
accumulation of up to 130 mm over the followmg 24 heurs

The initial sustained rainfall across the catchment between the 8" January and mldday on the 10"
January would have generated agnrﬁcant runoff and ﬂow into streams and nvers The subsequent
intense upper catchment rainfall would have generated addifional Iarge volumes of runoﬁ that
wouId have been channe]led through tributaries and streams Into the upper Binsbane River in the
central part of the catchment. Controfied releases from Wivenhoe Darn wou!d also have

'contributed to the peak water level in the Brisbane River.

The property at. Gray Road is constdered to be withtn the floodplain of the Brisbane River,
which is located approximately 190 metres to the south of the property {refer Figure 1). The Flood
Flag Map prepared by Brisbane City Council for West End shows that the property falls within the

“Cresk, River or Tidal Floodging” extent

The property contains a single storey residential dwelling, including a lower uninhabitable
basement level, located between Hoogley Street and Lower Hardgrave Road (refer Figure 1).
Terrain elevation contour mapping avallable from the Brisbane City Council shows that the site fies
approximately in the centre of a local depression, which has an area of roughly 9.7 hectares {refer

Figure 2).

River level information was obtained from the gauge af the mouth of Oxiey Creek (540274, which
Is the closest upstrearn gauge akong the Brisbane thfer. The gauge is located approximately 8 km
upstream of the property (refer Figure 3). River level information was also obtained for the
Brisbane City Gauge (540796), which is located approximately 7 km downstream of the property
{refer Figure 3). It is considered appropriate to interpolate between the river level :nformahon for
these gauges to determine water levels in the vicinity of the property. .

301019-02484umREP-AB7 GCU-. Gray Rd West End.doc 3 4/2011 .
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THE INSURED’S RECOLLECTIONS

WorleyParsons spoke to the property owner, Ms Sally Doyle; and the tenant, between 10:45 and
11:30am on 24" February 2011. Having been present at the property, the terant could provide the
following account of the events and the damage that was incurred at the property: :

* Heavy rain was observed on Sunday 3" January 2011 and Monday 10" January 2011. The
tenant indicated that this water was pooling at the front of the property on Gray Street, before
sheeting down the drive that runs along the westem side of the dwelling.

* Between 8 and 10 am on Tuesday 11" January 2011, the water level in the pit located in the
backyard of the property begén to rise (refer Figuse 4). Between 11 am and 12 pm, the water
rising in the pit spilled over into the backyard. The tenant said that through his employment with
the: lecal coungll, he estimates that the elevation of the pit in the backyard is 3 metres while the
elevations of the drains at the Brisbane River are 4.5 metres. The tenant did not indicate the
exact locations of the Brisbane River drains he was refernng to,

« The street fronhng the property was flood free between 1 12mand 12 pm on Tuesday 11"
" January 2071.

» The water inundating the property was relatwely clear in appearanoe before Wednesday
January 12" 2011, . :

* Thetenant was evacuated from the property by around midnight on Tﬁesday (fe. 12am
Wednesday 12" January 201 1).

» The water level reached the top of the light ﬁﬂings‘at the froﬁt of the properly (refer Figure 5).

301015-02484mREP-AB? GC‘LJ-.Grgy Rd West End.doc 8 . . 4/872041
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From: T
Sent: ednesday, 23 March 2011 3:31 PM

n
To:
Subject: U Claim tor: Sally Doyle, ray Road West End QLD, ctaim ref: ||| EEGzGzGzG
Hi Mark,
Furiher to this claim, can you please clarify if any storm water run affected the front patio area of the
property.
Kind regards

Team Manager
CGU insurance

www.cgu.com.au We put the you in CGU

. ﬁ Please consider the environment
before printing this email. :
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ADDENDUM

Further to the initial hydrologist's report dated 09/03/2011, this addendum addresses
issues raised with local stormwater flows on the 9% and 10" of January 2011:

The rainfall records from the Brisbane City Alert gauge (north east of the site) and the
Toowong Alert gauge (west of the site) indicates that rainfall accurnulation on the 9"
January (87 mm in 17 hours) was greater than on-the. 10" January 2011 (38 mm in 14
hours). Infiltration, frequency and duration (IFD) curves for Brisbane indicate the 9™
January 2011 rainfall would be [ess than 2 years average rainfall internal (ARI). The g
January 2011 record also includes a high mtensﬂy period of rain occurring mid afternoon)
and lasting for 20 minutes. The AR of this intense rain is also less than two years.

THus the rainfall that would have affected the locaf drarnage system on the 9" of January
was not abnomal.

Urban drainage systems in residential areas are typically designed to accommodate ARIs
of two years to five years..Ageing systems may be at the low end of this range and storm .
related blockages can also impact performance.

The elevation of Gray Road at the drainage pit adjacent to the front of the property is
approximately 4.6 m AHD. Levels in the Brisbane River over the 9" and 10" of January
were fess than 2.5 m AHD, thus backwater effects from the river should not have affected
the hydraulic performance of the drainage system. :

The kerb and footpath is in the order of 150 mm above the road at the pit and the depth-of
‘the pooling on the road would have had to exceed this amount to overflow into the
-adjacent properties. Since no blockages of the drainage pit were reported, even flows of
any significant depth (greater than 10 mm to 30 mm) are uniikely given the frequency of

the rainfall.

Given that overflows may have occurred on the 9" of January they would have 'spi!led

across the sag point in the terrain from Gray Road and affected all three
properties, with the greatest impact on Gray Road. Thus the-depih of overflow that

could have entered the dnveway of . Gray Road would have been at the low end of the
possible overflows.,

Any shallow overflow entering the top of the driveway would tend to run down the
reasonably steep driveway as a sheet flow, reducing in depth as the velocity of the water
increased. The photograph at Figure 5 in the hydrologist's report indicates the basement
window sill is in-the order of 30 mm to 50 mm above the driveway and depths in excess of
these amounts could not have been sustained given the limited potential overflow
conditions from the street for the moderate rainfail (less than 2 year ARI) that occurred on

the 9™ of January.

It is concluded that inundation damage to items in the basement as a result of stormwater
flows on the 9”’ and 10" of January is highty uniikely.

301 015-02484dme-AR7? GCU-' Gray Rdg west End Addendi:m.doc 2 < 30¥2011
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CGU Insurance

GPO Box 9302
BRISBANE QLD 4001

27" April 2011
) : ABN 2704 478 371

Tel: 1300 882 788
Fax: 0731351413

MS S DOYLE.
ORTH PLACE
ACACIA RIDGE QLD 4110

Dear Ms Doyle,

Your Claim Number: C
Your Policy Number:
Situation-Address: GRAY ROAD WEST END QLD

| am writing to you-in relation to a claim you made for damage to your property on the -
12% January 2011.

As requested ! hava reviewed your ¢claim and after careful consideration of the
information provided, CGU Insurance has declined your claim for the following
reasons;

Summary of the decision

The circumstances of the claim -
We received correspondence on the 10" February 2011 requesting
reconsideration of your claim.

Your policy coverage relating to the claim
Your CGU policy covers inundation by storm water but does not prowde
insurance coverage for losses caused by flood. Flood is clearly defined in
your policy, for details you can refer fo the glossary of your CGU home policy.

The information we have considered in making this decision - A
CGU reviews each claim on its individual merits and we do not deny claims
lightly. We have carefully reviewed your claim; water has escaped from the
Brisbane River via storm drains. Where water has escaped a water course
by backing up through storm water drains to find an equal level to the river,
this is also considered to fall wrthrn the definition of Flood under the CGU

Policy.

Furthermore, rising storm waters that can not drain into a watercourse
because the watercourse s already in flood is also considered flood water

The source of the inundation is from the Brisbane River. | refer to your

DL2 - Vemion 5



definition of flood under your CGU policy:*

Flood: ;

The covering of normal dry fand by water escaping or released from the
confines of a watercourse or lake, whether or not it is altered or modified.
Flood also includes waler escaping from the confines of any reservo:r
channel, canal or dam.

Flood water that mixes with storm water run off that Inundates your property is
viewed as damage from floodwater.

.Based on your advice and information available to us, we conclude 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.

As discussed | have referred your elaim to the CGU Dispute Resolution team. Thgé
Dispute Resolution team will independently review your ¢laim and provide a decision
within 15 business days of recelving your request and all relevant information.

‘The Review Officer will be in contact with you shortly and may seek further
" information from you and from other parties involved. Once all necessary information

has been received, the review of your claim will be completed within 15 business
days

The following information is provided to assist you in contacting the CGU Dispute
Resolution team if you wish to: .

CGU Dispute Resolution’
GPO Box 390D
Melbourne 3001

. Yours Sincerely,

!eam Manager .

CGU Claims

DL2 - Version 5
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SOUTH EAST QUEENSLAND WEATHER EVENT REPORT
JANUARY 2011

Disclaimer

This report has been prepared on behalf of and for the exclusive use of Insurance Australia

Group, and is subject o and issued in accordance with the agreement betwsen Insurance
Australia Group and WorleyParsons Services Ply Ltd. WorleyParsons Services Ply Lid accepts
no liability or responsibilily whatsosever for it in respect of any use of or reliance upon this report by
any third party. . . : .

Copying this report without the permission of Insurance Australia Group or WorleyParsons
Services Ply Lid is not permilted.
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SOUTH EAST QUEENSLAND WEATHER EVENT REPORT
JANUARY 2011 ‘

OVERVIEW

- On the 7th of January, 2011, a low pressura system formed off the south-east coast of Queensland.

Over the following two days, this low pressure centre moved closer to the coast and intensified,
forming a trough that extended from Mackay to the NSW border, with its focus on the south-east
Queensland Coast. The presence of a high pressure zone near New Zeatand led to the influx of warm,
moist air into the region which, in combinaticn 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 which led to the forrnation of
large volumes of rain over the south-east Queensland coastal region. Rainfali generally progressed in
a westerly direction, with the coast generally recelving continuous moderate intensity rainfall, The
elevated upper catchment regions of the Great Dividing Range experiencing more intense rainfall on
the 10" of January, 2011 which corresponded to the southward moverrient of @ monsoonal low which

was joined by the low pressura centre,

Whilst rainfall was almost continuous along more casstal areas, rainfall in the upper catchment
showed a distinct increase in Intensity on the 10" of January, 2011, which led to the rapid generation

of large voiumes of runoff.

in the high energy upper catchment, runoff flowed rapidly everland through local depressions and
guliies, continuing through the many small stream channels in the region that form the headwaters of
the Brisbane, Condamine and Caboolture Catchments. Low areas in these upper catchment areas
were inundated by both overand flow and the overflow of small streams,

Flow continued downstream of these areas on both sides of the Divide, lsading to the large scale
inundation of dverbank areas of the middle and lower catchments over the following days to weeks.

This report summarises the meteorological conditions, ralnfall and river responses within those areas
worst affected by the weather event; giving an interpretation of areas inundated according to the
Storm vs. Flood Categorisation System and the dafa analysed on a regional basis.

01262-43-REP-0001-{1 SEQLDJan201 1EventReport (Final).doc Page | 301015-01282.43.01 : Rev 62 - 18t February 20114
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1. ME.TEDROLOGICAL' SEQUEnceo'F EVENT-S

derived from a monsoonal trough moved southwards along the east coast of Queensland in the:
wcmlty of Mackay Over the next day this locallsed low pressure system gradually moved closer to
Fraser Island. However it did not lead to the generatlon of slgnlf cant rarnfall at this time due fo its

orientation relatlve to the monsoonal trough located to the north and a senes of h:gh pressure systems

located to the south-east.

Throughout the 8"’ of January 2011, the low pressure system remamed relatrvely statlonery It
eventually moved closer to the south- east Queensland coast and. mtensrﬁed on‘the 8" of January ta
form a trough that spanned from the NSW border to Mackay Through the early hours of the

g" January, thrs trough rotated towards south-east Queensland and generated Iarge volumes of rain
as warm morst arr was forced upwards over the reglon by a hrgh pressure ce]l located near New
Zealand : : 5::. : o

This process conlmued throughout the g™ of January WIth the trough reducmg |n span and generally
remaining statronary off the coast. Moderate mtensnty rarnfall was expenenced across the region with
the greatest concentratlon centred around the coastal sect|ons of the anbane and Caboolture Rivers

Catchments

Early.on the 10'h of January, the upper atmosphenc trough dlSSlpated However the, low pressure
system mtensdied further and moved sllghtly closer'to the south—east Queensland coast Thisledtoa
brief cessatlon in rarnfall part:culalty 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 Iocated in the south moved in a northerty dlrectlon where it merged wrth the trough +This in

' combrnatlon with the. orlentatlon of the high pressure system feedlng ther regron 'with wamt mmst ar,

led 1o the further generatlon of large volumes of ralnfall

While not strictly an East Coast Low, the system functloned in‘a simisar way, producmg gale force
winds and wrdespread rain across the'coastal region south of the low pressure systermn. Orographlc

* 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 10M of January'201 1, the low pressure system and monsoonal trough
moved to the north and west, resuiting in the cessatlon of intense rainfall across the eastern
catchments. On the following day intense rainfall occurred on the westem side of the Great Divide as

the system continued to move in a westerly direction.

Figure 1 shows-the progression of meteorological events leading fo the generation of rainfall during
the South-East Queensland Weather Event which extended from the 7" to the 10" of January 2011,
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2. RAINFALL ANALYSIS

Rainfall during the South-East Queensland Weather Event was generally more cortinuous and less
intense on the coast than on inland areas of the upper catchment.

In coastal regions of south-east Queensiand within the lower Caboolture and Brisbane Rivers .
Catchments, the intensification of the coastal low pressure systern on the 8™ of January led to the
generation of sustained rainfall. Rainfall generally progressed from the notth 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 af Brishane, Redcliffe and Archerfield).

The accumulation of rainfall generally followed a similar pattern. Areas of the lower Cabooiture
Catchment recorded up to 155 mm until midday on the 10" 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 nartherly 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 centrat 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
9" of January-2011. However rainfall accumulations-were generally-tower than those experienced fo
the east, with generally no more than 756 mm recorded until midday on the 10™ of January 2011

{recorded at Amberiey).

As the low pressure system moved north and mergad with the seuthward moving trough, the region
experiencad a sharp rise in rainfall Intensity beginning from 08:00 on the 11" of January 2011 with an
accumulation of up to 130 mm over the following 24 hours.

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 9" of
January 2011, Accumutations of between 80 and 70 mm were recorded until approximately 00:00
hours on the 10™ of January when the northward movement of the low pressure system and the

- alignment of the high pressure cell feeding the region Jed to the cessation of rainfall in the upper

catchment.

As the monsoonal frough moved south, warm moist air from the north ascended into the upper
atmosphere over these upper catchment regions. Intense rainfall began to oceur in the upper
Brisbane River Catchment (recorded at Toowoomba and Gattan) from between 12:00 hours on the

. 10th of January and 02:00 hours on the 11" of January 2011.

01262-43-REP-0001-01 SECLINan2011EventReport (Finaf).dos Page 3 301015-01262.43.01 : Rew 02 : 18th Febnary 2011
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This and the onset of intense rainfall around Amberiey, highlights the west to east progression of
intense rainfall in the upper Brisbane Catchment over the 10™ and 11" of January 2011.

Intense rainfail took longer to oceur in the upper Condamine Catchment, beginning from 13:00 hours
on the 11" of Januéry 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 significantly with a large
portion of the rainfall accumulated oceurring over a period of several hours. Qrographic 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 10™ of January 2011 (recorded at Warwick). Accumulations of

up to 80 mm were recorded in these areas over the following 36 hours.

Over the period from the 8™ until the 12% of January 2011, the following total rainfall accumulations
wera recorded:

» Toowoomba - 230 mm

» Beerburrum - 230 mm

¢ Amberley - 220 mm

e« Oazakay-185 mm

= Gatton - 160 mm

s Brisbane — 175 mm

« Redcliffe — 170 mm

« Archerfield —120 mm

~» Warwick — 860 mm

»

« Cape Moreton — 40 mm

Figures 2 to 4 show the daily accumiuiated rainfall in Queenstand from the 9 through to the 11% of

January 2011.

Figure 5 shows the acctimuiated rainfall in Queensiand for the week preceding the 13" of January

2011, 7 :

01262-43-REP-0301-01 SEQLDJ2n2011EventReport (Final) doc Paged 301015-0126243.01 : Rewv 02 : 18th February 2011






Y .Worle_yParsons'

resources & energy

INSURANCE AUSTRALIA GROUP

SOUTH.EAST QUEENSLAND WEATHER EVENT REPORT
JANUARY 2011

Queensiand Rainfall Totals (mm)  10th January 2011
" Product of the National Climala Centre
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. Figure 3: Daily accumulated rainfall for._the,!ﬂ'i' of January, 26117

\
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Queenstand Ralnfall Totals (mm) 11th January 2011
Product of the Nallonal Cimale Centre
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Figure d: Daily accumulated rainfall for the 11 of December, 2011’
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Queersland Rainfall Totals{mm)  Week Endihg 1ath January 2071
Product of the NeSonal Clmate Certro.
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Figure 5: Accumulated rainfall fror the 7" to the 13* of January, 2011' (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 Catchments of south-east Queensland (operated by the BoM).
Data for the peried from the 8" until the 12" of January 2011 was compiled and is plotted in Figure §
as eumulative rainfall for each location.

1 © Copyright Commanwealth of Australia 2011, Bureau of Meteorology
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Figure 6: .Accumulated rainfail at gauges of interest in South-east Queensland over the period from 9% to12t of Janovary 2011
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3. RUNOFF, OVERLAND FLOW AND RIVER LEVELS

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 2 region experienced a rainfall intensity of 50 mm per hour and this was equivalent to
_an average recurrence interval of 1 year, then the catchment would not be expected to respond with
widespread inundation. If this same rainfall intensity occurred across a reglon where this was more
unusual and the average recurrence interval was closer to 100 years, the catchment would be ’
expected to respond much mare 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 rainfali was unusual,

The rainfall intensities at key gauges were calculated and compared with regional data documentad in”
‘Australian Rainfall & Runoff (1998). This analysis highfights 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 AR| 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 infensity was at key locations in the

—catchments affected
Ralnfall gauge Regional ARl Data (sub) Catchment . .
Location Locatior -  Location . Peak Rainfall Intensity ARI
Brishane _ Brishane _ L.ower Brisbane Between 1 and 2 years
Upper Brisbane / Upper ,
Toowoomba Toowoomba Condamine Between 50 and 100 year§
Oakley Dalby Upper Condamine ~ Between 20 and 50 years
Warwick Warwick Upper Condamine Between 2 and 5 years
' S - Middle Brisbane (ower -
Ambertey Ipswich ‘ Bremer) Between 10 to 20 years
Beerburmum Caboolture Pine-Caboolture . Bem{een 2and 5 years
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This data shows that the peak rainfall intensity was most unusual in the region around Teowoomba
where it had an AR) of between 50 and 100 years.

Furthermors, the rainfail intensity recorded at Oakey Airport on the westemn side of the Divide was also

- unusual, with a peak ARI of between 20 and 50 years. This data shows that the upper Brisbane and

Condamine Cafchments were the focus of unusuaily intense rainfall and indicates that these areas
could be expected to have generated large volumes of runoff in response to rainfail 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 catchmeant couid have been expected {o cause medium
sized straams in this region such as the Bremer River to overflow.

In the lower Brisbane River Catchment, rainfall was not particularly unusual, with a peak AR! 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 probahbly did not lead to significant inundation as a result of overland
flow, but would have led to the smaller-scale cverflow of small and medium sized streams in this

region.
This data shows that the upper catchment regions would have contributed directly to the generaticn 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 dlrectly to the high stream 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 losses” 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 resuiting
in posssbly more severe levels of mundatlon from overland flow and streams. Figure 7 and the
associated commentary on page 10 indicates that rainfall had been unusually hlgh over the months
prior to the January 2011 weather event, with many catchments stil saturated from ﬂows derived from
"an extreme weather event that occurred near the end of December 201 0. -

Another important factor that significantly contributes to the response ‘of the catchment is the spatlal
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.

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 siream levels that occurred. Conversely, only the u'pper 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.
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The following sections summarise the hydrelogic, geomorphlc and topagraphic characteristics of the
Brisbane Catchment and its sub-catchments.

3.1 The Brisbane River Catchment

The Brisbane River basin is located in the South-east corner of Queensland where approximately 80%
of Queensland's popu!ation resides. Several urban centres, including anbane C|ty, are located in this

catchment.

Figure 8: The Brisbane Catchment 2

The Brisbane River catchment covers an area of approximately 15,000 square kilometres and 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 becoming broader moderate
energy systems that meander across the coastal plgin, )

2 © Australian Government( Australian Natural Resource Atlasy
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Land use is diverse in the basin, enconibassing major urban areas along the ceast' grazing, mining,
some intensive agriculture and forested areas in the ranges. Due to population pressures, a large
proportlon of the basin has been fuily developed.

The Lockyer-Laidley Valley drains from the upper catchment areas around Toowoomba into the
Brisbane River just downstream of Wivenhoe Dam, which is located hear Lowood. The second major
tributary, the Bremer River, flows through the major town of Ipswich and discharges into the Brisbane
River near Moggill. Intense rainfall in the upper calchments of the Lockyer and Bremer Valleys can
lead to the rapid increases in stream water level and inundation of the adjoining floodplain.

The Brisbane River's upstreamn catchment is large and requires intense rainfall ovér a substantial area
in order to generale rapid rises in river water level.

Flocding in the Brishbane City area can also be'caused by flooding of local creeks including 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 thase creeks means that they would respand to intense local
catchment rainfall well before any significant flooding of the Brisbane River,

3.1.1 Bremer River Sub-Catchment

The Brerner River is a sub—catchment of the Brisbane River. It rises in the Macpherson Range
and has a catchment area of about 2,000 km® The major tributary is Warrill Creek, which
joins the Bremer River approximately ten kilometres upstream of Ipswich.

Heavy rainfall in the Macpherson Range ¢an cause major flooding of rural areas as wall as
widespread traffic hazards and disruptions. Flooding in the Ipswich area can also be caused
by local creek flooding, which can rise very quickly and can cause significant fioodmg in urban
areas. -

Flooding-in the lower reaches of the Bremer River can also ocour due to backwater flooding
from the Brisbane River when it is in major flood.

3.1.2 I.ockyer Rlver Sub-Caichment

PR -

The Lockyer Valley is another sub—catchment of the anbane River catchment Lockyer Creek
and its tnbutanes have a total catchment area of about 2,800 square kilometres, which is
about one-guarter of the total area of the anbane River catchment.

B e T ———

Lockyer Creek flows in an easterly dlrection for about 100 kllometres from the Great Drvldmg
. Range to its confluence with the Brisbane River near Lowood. Its major tributaries include the
Laidley, Tenthil, Ma Ma and Buaraba Creeks, which have sub-catchment areas equivalent to
* 7 about half of the Lockyer Creek catchment.
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4. INTERPRETATION OF INUNDATED AREAS

The following sections rely on the analyses provided in the previous sections to characterise the
regional impacts of the January 2011 South-east Queensland Weather Event.

Upstream catchment rainfall data was used to describe stream leve! response. Locai rainfall was

. referenced to determine the ‘potential for runoff and the nature of overland flow.

In‘terbretations were typically based on the recorded or predicied response of the primary stream

* channels in each region. In ail cases there is the possibility of exceptions, especially where smalier

tributaries, streams or drainage channels exist.

Each affected catchment (where claims exist) was divided into three regions referred to as:
» "Region A"

* “Region B" and,

=  “Region C’

These regions were differentiated by the general response of the primary stream channel with respect
to the Storm versus Flood Categoerisation System as defined in Appendix B and by McConnell (2070).

The interpretations given represent the "most likely” outcomes based on available meteorelogical,
rainfall and river level data and will naturally have "grey areas” around the borders where
interpretations will change based on the localised responses to rainfall and river levels.

At the time of writing, the Bureau of Meteorology (the BoM), which is the owner and operator of many
Queensland river gauges, had not made available some leve! data recorded during the January 2011

South-east Queensland Weather Event.
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4'.1 The Brisbane Catchment - Region A

This section refers to a portion of the Brisbane River Catchment (Figure 9) which includes the
following:

» Brisbane River sub-catchment upstream of Wivenhoe Dam

« Lockyer Creek sub-catchment extending from jts headwaters in the Great Di"viding Range near
Toowoomba downstream to the eastern side of the town of Rifle Range, and approximately 5 km
upstream from the confluence of Lockyer Creek and the Brisbane River

s Bremer River sub-caichment extending from its headwaters near the Teviot Range in the east
downstream to the town of Walloon and Harrisville.

In this region, the Brisbane River generally flows in a southerly direction. Lockyer Creek flows from
west to east and the Bremer River from south-west to the north-east. The latter two streams
discharge into the Brisbane River a short distance downstream of the area referred to as “Region A”.

The areas of the upstreamn catchments of the Brisbane River, Lockyer Creek and the Bremer River
that fall within “Region A" are in the order of 4000 km?, 2500 km? and 1400 km?, respectively.

Several other significant streams in this region include Fiagstone, Sandy, Ma Ma, Western, Franklin-
Vale, Gregor, Esk, Emu, Cooyar and Ivory Creeks.

In this region, rainfall generally progressed from the north and west through to the south and east,
intense rainfall was first encountered in the sub-catchments upstream of Wivenhoe Dam, This was
followed by intense rainfall in the western Lockyer Creek sub-catchment and then the Bremer

sub-catchment.

Based on the avaitable rainfall data, there are three gauges within this region that provide an overview
of the temporal rainfall pattern experienced in this region. These gauges are located at Toowoomba,
Gatton and Amberley.

All rainfall gauges recorded a moderate accumuiation between approximately 11:00 and 23:00 on the
9" of Jaﬁuary 2011 due to the presence of the low pressure system referred to in previous sections. A
distinct break in rainfall occurred from 23:00 until approximately 05:00 on the 10" of January. The low
pressure system moved north and merged with the southward moving monsoonal trough resultmg in
relatively minor intensity rainfall within the region for a period of séveral hours. :

However at approximately 12:45 on the 10" of January 2011, the rainfall intensity recorded at
Toowoomba incredsed sharply, continuing at a high intensity for approximately the following
90 minutes. At this time, relatively minor rainfall intensities continued to be recorded at the Gatton and

Amberiey gauges. _
Following the intense accumulation of rainfall in the western-most portion of the region, rainfall _

intensities again decreased at Toowoomba to a more moderate level. They continued at these more
moderate levels until approximately 17:00 on the 10 of January 2011. :
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Figure 9: Locaiity Map showing the approximate border of the Brishane Catchment enclosed in red. The portions of
the Brishane, Lockyer and Bremer sub-Catchments referenced as “Region A" is shown highlighted in

green.
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The effects of the trough in the west of this region largely dissipated after this time, although some
minor, sporadic rainfall continued in the following days.

The gauges at Gatton and Amberley both recorded a similar temporal rainfall pattern from this point in
time as the storm progressed in a south-easterly direction across the region. From approximately
02:00 on the 11™ of January 2011, rainfall intensities began to increase at these gauges with Gatton
showing a significant increase in rainfall intensity between 5:45 and 12:00 on the 11"’ of January‘

2011, at which time rainfall largely dissipated.

At Amberley, a significant increase in rainfall intensity occurred from 8:45 on the 1 ‘l“1 of January,
continuing untii approximately 14:30 on the same day. Minor rainfall persisted until approximately
17:00 as the storm progressed to the east of the region.

Total accumulation of approximately 230 mm, 205 mm and 220 mm was recorded within this region at
Toowoomba, Gaiton and Amberiey, respectively.

While the majority of the‘rainfall that fell in this region is characterised by high accumulations with low
fo medium intensity, the sharp increase in intensity recorded at all three gauges would have elicited a
sharp response in the many small gullies and creeks, particularly those in the western most portion of
the catchment around Toowoomba. An assessment of this rainfall indicates that rainfall intensities in
areas around Toowoomba approached 100 year average recurrence for a range of durations. The '
proximity of this intense rainfall and the high energy environment in this region meant that this region
represents an area that was most rapidly affected by the weather event.

Large volumes of runoff were generated in the region leading to overland fiow that would have
exceeded the capacity of local drainage systems and small streams within a short period of the onset
of intense rainfall. This would have been exacerbated by the minor intensity rainfail on the previous *
day which had sufficiently wet the catchment in combination with the high accumulations recorded two
weeks prior during the December 2010 Queensland Weather Event.

Stream level data is recorded at a number of gauges located throughout_the catchment. One of the
tributaries in the upper Brisbane River catchment is Gowrie Creek. It drains a small catchment of
50 km? that includes the majority of Toowoomba. A stream gaugs is located along Gowrie Creek at
Cranlay which is about 2 kin downstream of Toowoomba. Data from this gauge shows some small
increases in levels in response to rainfall on the g of January before sharply rising at approximately
13:10 on the 10" of January 2011. Peak ievels of approximately 3.7 m (gauge) were recorded at

. 14:00.0on. the same day.-. This. response clearly. followed.the period of high rainfall-Intensily. recorded at

Toowoomba and gives a good representahon of how similar small streams in this region wouid have
responded during this weather event.

Flagstane Creek is a tributary of Lockyer Creek with an upstream catchment area of about 150 km2. A
gauge located on this stream and to the west of Toowoomba also shows a relatively rapid response in
levels due to the localised intense rainfall recorded on 10" January 2011. Flood levels peaked at 6.7
metres {(gauge) at 16:50 on the 10" January 2011, which was within several hours of the causative

rainfall. '
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Further to the east, a gauge lacated at Gatton on Lockyer Creek, which has a mediim upstream
catchment size of approximatzly 1500 km?, also showed a relatively quick response with several
peaks alighed with the causative rainfall that had progressed from the west in an easterly direction.
Levels had already elevated above the BoM's “Major” designation by early on the 10" of January,
2011, decreasing and peaking twice more in response to inflows from the upstream catchment. The
ultimate peak level was recorded at approximately 12:00 on the 11™ of January, 2011, several metres
in excess of the BoM's "Major” designation.

Further downstream the Lockyer sub-Catchment, a gauge located at Rifle Range which has an
upstream catchment comprising of 2500 km? (5km west of the confluence of Lockyer Creek and the
Brisbane River) showed a somewhat slower response in levels and a broader hydrograph as a result
of the progression of the storm east through the catchment. Levels first surpassed the BoM's “Minor®,
“Moderate” and "Major” desighah’ons in quick succession early on the 10™ of January, 2011. Levels
continued to rise over the following day, with a peak of approximately 16.7 m (gauge) recorded at
13:00 on the 11" of January, 2011. -

Judging by the rainfall in the upstream catchment, recorded at Toowcomba and Gatton, the response
of stream levels in the Lockyer sub-Catchment upstream of Rifle Range would fall within categories 2
or 3 of the Stonm vs. Flood Categorisation system.

The Brisbane River itself in the sub-Catchment to the north of Wivenhoe Dam also respended quickly,
with a gauge at Gregor recording a peak at 00:00 on the 16™ of January 2011, most hkely as a result
of the earlier progression of the intense storm as recorded i in Toowoomba

Further south in this northern sub-Catchment, a gauge at Falls Road on Esk Creek, which is a tributary
of the Brisbane River, also shows a rapid rise in levels In response to the intense rainfall that
progressed through this region. Levels peaked at approximateiy 8.8 m (gauge) at 14:00 on the 10" of

January, 2011.

Judging by the rainfail recorded at Toowoomba, which would have had a similar temporal pattern to
that in the upstream catchment, the response of stream levels in the Brisbane sub-Catchment
upstream of Wivenhoe Dam wouid fall within categeries 2 or 3 of the Storm vs. Flood Categorisatian

system.

River gauge data from the Bremer River at Adams Bridge, which has an upstream catchment size of
approximately.130 km? recorded rapid rise in levels that exceeded the BoM's *Minor” designation at -
approximately 12:00 on the 11" of January, 2011, Levels decreased before rising again in response to
the more intense upper catchment rainfail progressing through the region, exceeded “Minor” at
approximately 8:00 on the 11" of January and peaking close to the BoM's “Moderate” designation

at13:00 on the same day.

Further downstream on the Bremer River at Walloon, which has an upstream catchment size.of 620
km’; levels were already elevated at the BoM's “Moderate” designation on the 10" of January, 2011.
Levels began to respond to the intense rainfall in west at approximately 18:00 on the 10" of January,
exceeding the BoM's "Major” designation at 12:00 on the 11™ of January and peaking at approx:mately

89m (gauge) at 17:00 on the same day.
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* A gauge on Warrill Creek at Harrisville, which is a major tributary of the Bremer River with an

upstream catchment of approximately 730 km?, recorded a rise in levels that exceeded the BoM's

" *Minor”, “Moderate” and *Major” designations at 12:00, 14:00 and 18:30 on the 104 of January, 2011

respectively. Levels continued to rise in response to rainfall that would have had a similar temporal
pattern to that recorded at Amberley, peaking at approxumately 6.0 m {gauge) at 18:00 on the 1 1™ of
January, 2011. .

Judging by the rainfail recorded at Toowoomba and Amberley, which would have had a similar

temporal pattern to that in the upstream caichment, the response of stream levels in the Bremer sub-
Catchment upstream Walloon and Harrisville would fall within categories 2 or 3 of the Storm vs. Flood

Categorisation system.

. CONCLUSIONS

Properties affected by overflow of a stream in this region would fall within Categories 2 or 3 of
the Storm versus Flood Categorisation Scheme (refer Appendix B).
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4.2 The Brisbane Gatchment - Region B

Thils section refers to a portion of the Brisbane Catchment hetween Region A and Region C where the
transition between categories 2/3 and 4 occurs. This includes an area of the:

« Brishane River sub-catchment comprising of the upstream to downstream length of Wivenhoe Dam
downstream several kilometres south cof Lowood,

o Lockyer Crask sub- Catchment bound by Rifle Range in the west downstream inciuding the town of
Lowood at the confluence of the Brisbane River,

s Bremer River sub-Catchment bound by Wailoon in the west and downstream to the town of
Amberiey. This also includes the length of Warrill Creek from Harrisville in thé south to the
upstream side of Amberley.

Rainfal! within the upstream catchment as recorded at Toowoemba, Gatton and Amberley most
represents how levels in the Brisbane River, Lockyer Creek and Bremer River were affected. Rainfall

data from these gauges has been detailed in Section 4.1.

~ -Large volumes of runoff would have been generated in this region lzading to overland flow that would
have exceeded the capacity of local drainage systems and small streams within a sheért pericd of the

onset of intense rainfall.

Judging by upstream catchment size, the regional rainfall recorded and the response of stream levels
to in “Region A” and "Region C" (Sections 4.1 and 4.2) this region would fall within a transitional zone
between categories 2/3 and 4 of the Storm versus Flood Categorisation Scheme.

CONCLUSIONS

Properties affected by cverflow of Lockyer Creek or the Brishane or Bremer Rivers in this
region would fall within either categorises 2/3 or 4 of the Storm versus Flood Categorisation -

Scheme..
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Figure 19: Locality Map showing the approximate border of the Brisbane Catchment enclosed in red. The portions
' of the Brisbane, Lockyer and Bremer sub-Catchments referenced as “Region B is shown highlighted in
green,
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4.3 The Brisbane Catchment - Region C

This section refers to a portion of the Brisbane Catchment encompassing an area downstream of
Lowocd to the coast. This includes the lower Bremer sub-Catchment from Amberley through Ipswich

to the Brisbane River confluence,

In this region, the Brisbane River flows initially from the north near Wivenhoe Diam to the south where
it changes to flow in an easterly direction after the Bremer River confluence.

The pnmary stream In this region is the Brishane River wh:ch an upstream catchment size between
7000 km? and 13 500 km?.

Other signiﬁcant streams include the Bremer River which has an upstream catchment of
approximately 2000 km? in this region as well as Oxley, Bulimba and Encggera Cresks an Kedron

Brook.

Rainfall within the upstream catchment as recorded Toowoomba, Gatton and Amberley most
represents how leveis in the'Brishane and Bremer Rivers were affected in this reglon. Rainfall data

from these gauges has been detailed in Sectior 4.1,

Other rainfall gauges, which are within this region, are located at Archerfisid, Brisbane and Redcliffe
and this data represents the local response of runoff and small streams in this region. Local rainfall in
this reglon was less intense and smaller accumnulations occurred compared with that recorded in the
upper catchment areas to the west (particularly in the Lockyer sub-Catchment). Rainfall began at
approximately :00 on the 8™ of January, 2011 with relatively minor intensities and dccumulations un'ttl

" 16:00 on the 11" of January, 2011. In this period, rainfall accumulations slowed from 10:00 on the 1o

of January, 2011 until early on the 11" of January, 2011.

A fotal rainfall accumulation of 120 mm, 170 mm and 165 mrn was recaerded at Archerfield, Brisbane

" and Redcliffe respectively with peak rainfall intensities that did not exceed an ARI of 2 years. This’

highlights that the storm produced less intense rainfall in this region compared to that in the “Region
A” to the west and north, Whilst some local drainage systems may have been overwhelmed by the
runoff generated, it is unlikely that a significant number of properties were affected directly by runoff ar

‘overland flow in this region.

Runoff that primarily contributed to levels in the Brisbane River in this region would have been derived
from the intense rainfall that occurred in the upper elevated areas to the west, in the headwaters of the
Lockyer and Bremer Rivers combined with released from Wivenhoa Dam. The lower reaches of the
Bremer River, although experiencing significant inflows from the Bremer sub-Catchment, ultimately
experienced peak levels as a result of backwater from the Brisbane River which is evident in the

‘hydrographs recorded in this region.

A gauge on the Brisbane River af 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 on the 10™ of January, 2011.

The hydrograph shows a clear change at approximately 09:00 on the 11" of January, 2011 when
levels begin to more rapidly increase, most likely as a result of the amrival of inflows derived-in the
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upper Lockyer Catchment as a result of intense rainfall. Levels surpassed the BoM's "Majbr”
designation at approximately 16:00 on the 11™ of January before peaking at approximately 26.0 m
(gauge) at 10:00 on the 12" of January, 2011.

Leveis recorded at a gauge on the fower Bramer River at Ipswich shows a distinct simjlarity with those
recorded at Mount Crosby on the Brisbane River a short distance upstream. Records show levels -
rising steadily on the 10" of January, surpassing the BoM's “Minor” and “Moderate” designatlons at
16:00 on the 10 and 04:00 on the 11" of January respectively. '[h[s initial response is most likely a
resuit of upper catchment flows from the Bremer River.

However at approximately 11:00 on the 11" of January, 2011, lavels begin to more rapidly increase,
surpassing the BoM's “Major” designation at approximately 14:00 on the same day and continuing to
rise another 8.0 m to peak at alevel of approximately 19.6 m (gauge) at 12:00 on the 12™ of January,
2011. The shape and timing of this pesk relatively to those recorded in the nearby Brisbane River
indicates the ultimate influence of the Brisbane River on the lower Bremer River.

Approximately 5 km downstream from the Bremer River confluznee, a gauge on the Brisbane River st
Maggill shows a similar response to that of the Brisbane River at Mount Crosby and the lower Bremer

" River. Records show a steady rise in levels on the 10" of January, 2011 that displays an increasingly

rapid rise from appruxnmately 11:00 on the 11™ of January, 2011. Levels surpassed the BoM's "Minor”,
“Mederate” and Major" designations at approximately 14:00 and 20:00 on the 11" of January and

'04:00 on the 12" of January respectively. A peak levels of approximately 17.8 m (gauge) was
-recorded at 14:00 on the 12" of January, 2011.

Further downstream, a gauge located at Brisbane City on the Brisbane River recorded a largely tidal
hydrograph on the 10 of January which was progressively dampened on the 11" of January, 2011, in
response to the arrival of flows derived from the upper catchment. Levels surpassed the BoM's “Minor”
demgnatton of 1.70m (gauge) at approxnmately 12:00 on the 11" of Janvary, 2011 contlnumg and
surpassing the BoM's *Moderate”™ and "Major” designations of 2.60 m and 3.50 m (gauge) at
approximately 02:00 and 08:00 on the 12"‘ of January, 2011 respectively. A peak level close to 4. 5 m
(gauge) was recorded at approximately 02:00 on the 13 of January, 2011.

Judging by a comparison of the response of the Brisbane and lower Bremer Rivers with the intensity,
temporal and spatial distribution of rainfall in the upstream catchment, this region would fall within
categories 4 or 5 of the Storm vs. Flood Categorisation Scherme.

- CONCLUSIONS - S R A -

Properties affected by overflow of the Brisbane or’ Bremer Rwers in this region wouid fall

~within categones 4 or 5 of the Storm versus Flood Categorisation Scheme (refer Appendix B),
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Figure 11: Locality Map showing the approximate border of the Brisbane Catchment enclosed in red, The porticns
of the Brisbane and Bremer sub-Catchments referenced as “Region C" is shown highlighted in green.
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AMBERLEY (D)

Flgure 12 | Close view of the Bremer sub-Catchment shown asa satelllte map where the apprux:mate bnundary of

“Region C* s shown highlighted in green, This boundary only applies to the intersechon of the Bremer
River and Warrill Creek.
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Appendix A

This section provides a visual representation of where the transition between *Region A" and “Regton
C” exists across the Lockyer, Bremer (including Wartill Creek) and Brisbane Rivers. This includes the
area referred to as “Region B” where the transition between Category 2/3 and 4 exists. The
uncertainty surrounding this transition can be further resolved with river level data in this region.

Lockyer Creek and Brishane River

_The following figures show the relevant rainfall associated with the ceniral and upper Brishane

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
2/3 and 4 occurs with reference to the Storm versus Flood Categorisation System.

From this data, areas upstream along Lockyer Creek of Rifle Range are shown to be within Category
2 or 3 (Region A) whilst those downstream of Savages Crossing on the Brishane River are within

Category 4 or 5 (Region C).
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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
2/3 and 4 occurs with reference to the Storm vs. Flood Categorisation System.

From this data, areas upstream along the Bremer River of Walloon are shawn to be within Category 2
or 3 (Region A) whilst those downstream of One Mile Bridge are within Category 4 or 5 (Region C).
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Appendix B

CIassiﬁpation 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
overiand flow and the timing of maximum inundation depth relative to criticat rainfall of the _
meteorological event. Where Category 1 describes inundation occurring during or very socon 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 fell and the nature
and size of the upstream catchment.

‘Table 1: Stom Classification (o be used in concert with the accompanying descriptions)

Local Subsequent Subsequent
Catego Storm River System Rain In a averland floodptain floodplain
gory ¥s local area inundation (short tnundation {long
Inundation .
o timeframe) .. timsframe)

L LT sl ipite -
. Widespread 10km length &
_ heavy rain  50km® areaj to_
P L Medium -

=  Spatially &

o ;

. i

: . Medium to , ~
LR 4 temporally Laﬁ;g:m to.. " X : o X !
i o oo

vanable rain-

2
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Category 1 is essentially heavy localised rainfall leading to overland flow, usually during or 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 medium streams at the location being considered (up to 70km in lengfh
and 3000 km? in area) under heavy regional rainfall where averland flow occurs initially, followed a . .
short time (up fo several hours) later by excessive flows inundating the floodplain of the stream.

Category 3 relates to a medium sized stream at the losation béing 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 (fvpically 2
fo 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 eritical rainfall (fyplr:ally more than 8
hours for medium streams and a day or more for large slreams).

Category 5 s the classic 'sunny day' flood where rainfall in the upper catchment of a large river
system generates flooding in the middle and downstream reaches severa! days to weeks later.

Interpretation of the classification scheme

Whilst a procedure for classifying a storm’s outcomes has been articulated, it cannot be absolutely
prescriptive and will require some interpretation to accommeodate the specific nature of individual
storms and stream systems. For example, a medium stream at the upper end of the medium scale

" witha high intensity rainfall in the.upper catchmént would typically 'générate a category 3 outcome.

because of a rapid response by the stream, but with a Iower mtensﬁy longer durat:on rainfall would
generate 2 category 4 putcome characterised by a deiayed response.
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RENEWAL SCHEDULE AND PREMIUM iNSTALMENT ADVICE

Landlords Residential Property Insurance

Il Dl 1 o
SALLY DOYLE

] MIDDLE STREET
ESK QLD 4312

CORNER BOLSOVER & FITZROY STREETS
ROCKHAMPTON QLD 4700

General Enquiries or Change of Details: 07 48168010

Page 1 of6
1

Date of this notice: 2710610

Policy Number: - T

First instalment due: 31/08/10
Instalment Amount: $82.é7

Your ¢current policy expires at 4.00 p.m. on 03/08/14

CGU, insuring Australians
since 1851.

At CGL), we’ve been caring for Australians for over
150 years, with a comprehensive range of insurance -
to help protect avery aspect of your life. So whether
ft's commercial, rural, personai or workers’
compensation, find cut what we can do for you.
Taik to your broker or adviser today.

www.cgu.com.au

AXX INSURED COPY 09 insurer; CGU Insurance Limited ABN 27 004 478 371 AFS Licence No. 238291, WFBA905

You have chosen to pay by instalment
and unless you tell us otherwise

we will continue to debit your
nominated account.

Details of your instalments are shown
overleaf.

Policy Number:

Intermediary Details:

ROCKSURE
1318315

Tota! Amount Payable:

$995.64

ROVUS-T009140-25-Run0-SDM-00JZ7 7
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_THE $UMMARY BELOW SHOWS THE INSTALMENT DETAILS FOR YOUR CONTRACT.

_FIRST : LAST NO. OF INSTALMENT
INSTALMENT INSTALMENT INSTALMENTS AMOUNT TOTAL

31/08/10 31!07/11_ 12 582.97 $995.64

; lf you have replaced upgraded or recently renewed your credit card please

’ - ad\nse us of the detalls.




: CGU

= - = Page 3of 6
Details of your policy cover e

This Schedule must be attached fo and read as part of the Company's policy.

SUM

WHAT IS INSURED INSURED PREMIUM

*** PLEASE REFER TO IMPORTANT CHANGES ON THIS SCHEDULE #®*+

MORTGAGEE A5 ABOVE !
SITUATION AS ABOVE )

BUILDINGS 1 PRIVATE HOUSE $335100 $642.05

LOSS OF RENT §21000 $27.74

RENT DEFAULT AND THEFT BY A TENANT §104.19

POLICY EXCESS $250
ADDITIONAL EXCESSES APPLY FOR CLAIMS FOR EARTHQUAKE,
TSUNAMI, VANDALISM OR MALICIOUS ACTS BY TENANTS,
DELIBERATE OR INTENTIONAL ACTS BY TENANTS, RENT DEFAULT
AND THEFT BY A TENANT. IF COVER HAS BEEN REQUESTED IT
WILL BE SHOWN ON YOUR POLICY SCHEDULE.

LIABILITY (AMOUNT OF COVER - $20000000) ) $68.00
. TOTAL BASIC PREMIUM $841.98
( - GOODS AND SERVICES TAX ’ $84.20
| STAMP DUTY $69.46

. . TOTAL - . $995.64

WHAT YOU NEED TO TELL US
IF .YOU ACCEPT QUR INVITATION, A NEW INSURANCE CONTRACT IS CREATED AND YQU ARE
REQUIRED TO TELL US ANYTHING THAT YOU KNOW OR SHOULD KNOW COULD AFFECT OUR
DECISION TO INSURE YOU. .
IF YOU DO NOT TELL US THIS INFORMATION, WE CAN REDUCE THE AMOUNT OF A CLAIM,
OR WE CAN CANCEL YOUR POLICY. IF YOUR FAILURE TO TELL US IS FRAUDULENT, WE CAN
TREAT YOUR POLICY AS IF IT MEVER EXISTED.
IF YOU ANSWER 'YES" TO ANY DF THE FOLLDWING QUESTIDNS -YOU MUST ADVISE US IN
WRITING, PROVIDING FULL DETAILS,
IN THE LAST 12- MONTHS:

(1) HAS ANY INSURER REFUSED, CANCELLED, OR IMPOSED AN EXCESS ON ANY OF YOUR

POLICIES OR REQUIRED SPECIAL TERMS TO INSURE YOU?
{2) HAVE YOU OR ANY OTHER PERSDN WHO WOULD RECEIVE INSURANCE PROTECTION

UNDER THE PROPOSED POLICY BEEN CGHARGED OR CONVICTED QF ANY CRIMINAL

OFFENCE? I
(3) HAVE THERE BEEN ANY CHANGES TO THE INSURED PROPERTY WHICH MIGHT

Continued on following page

Document re-created on 09/08/2011

Where possible, {his page printed on 100% recycled paper NOVUS-7009140-25-Rim0-SOM-00027T
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INCREASE THE RISK OF L0OSS OR DAMAGE?
{4} ARE THERE ANY OTHER MATERIAL FACTS WHICH SHOULD BE DISCLOSED? (PLEASE
REFER TO THE DUTY OF DISCLOSURE SECTION IN YOUR POLICY BOOKLET.)
Do you authorise us to send you marketing material such as special offers ang
discounts? -
Please call us at the telephone number on the front page of the schedule if you
do not want to receive this material.
IMPORTANT NOTICE - POLICY EXCESS
For each separate identiflable incident for which your policy provides cover
any applicable excess will apply for each incident giving rise to a claim,
AS THIS IS A CONTRACT WHEREBY THE FREMIUM IS PAID BY INSTALMENTS YOUR
ATTENTION IS DRAWN TO 'YOUR PREMIUM" IN THE POLICY BOOKLET.
TO PROVIDE SOME PROTECTION AGAINST INCREASED COSTS,THE SUM INSURED ON
BUILDINGS &/OR CONTENTS HAS BEEN INCAEASED BY 5.0%.
YOU MAY SELECT DIFFERENT SUMS INSURED IF YOU WISH.
WORKERS COMPENSATION INSURANCE IS COMPULSORY IF YOU HAVE EMPLOYEES.
THIS COVER I8 NOT PROVIDED UNLESS SPECIFICALLY SHOWN ON THE SCHEDULE.
CGU INSUBANCE CAN ARRANGE SEPARATE COVER IN THOSE STATES WHERE
LEGISLATION PERMITS.
Cooling - Off Period . :
IT you decide that you do not wish to continue with this policy, you have
twenty-one days after the commencement of this insurance to request
¢ancellation. We will provide you with a full refund of premium paid,
provided you have not made a claim under the policy.
: Your Renewal
In iine with modern business practice, we do not-automatically provide
receipts for payment of renewals. 1If you require confirmation of your
renewal, or you require a tax invoice, you can contact us.
Under the requirements of the Financial Services Reform Act 2001, we have
prepared a Product Disclosure Statement (PDS) for this insurance. This PDS
has been prepared to assist you in understanding the insurance policy and
making an informed choice shout your insurance requirements, If you would
like a copy of the PBS, please contact us. :
You tan contact us:
By phoning the telephone number on the front page of the scheduls, or
By writing to CGU Insurance Limited
GPO Box 4962 Melbourne 3001, or
By completing our e-Form or e-Mail at www.cgu.com.au
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If you have chosen o pay by direct debif or by credit card,
please keep this iformation for your records.

Direct Debit Agreement

By Autharising the Direct Debit Request, you agree that we may arrange for Instalments in respect of the Palicy to-be pald
from your nominated account or credit card under the terms of the Direct Debit Request and this Agreement. This Agreement :
is io be read in conjunction with the Policy and the Direct Debit Request.

1. WORDS THAT HAVE A SPECIAL MEANING IN THIS AGREEMENT

1.1 ‘Account’ means the Financial Institution account or credit card account (as applicable) nominated by you In your
Direct Debit Request.

1.2 *Authorlsation’ and *Authorising’ means your binding authorisation and includes your signature, your request by
telephone or your request by any written or electronic method.

1.3 'Direct Debit Request' means the authority and request given by you to us to debit Instalments to your Account.

1.4 ‘Financial Institution” means the bank or financia! institution or credit card issuer nominated by you in your Direct
Debit Request.

1.5 ‘Instalment’ means each premium lnstalmsnt payable to us under the terms of the Pelicy on the dates identified in
the Premium instalment Advice. )

1.6 'Intermediary Fees' means the fees payable by the insured to an insurance intermediary in respect of effecting the !
Policy or amending the Policy, as notified by the insurance intermediary to CGU.

1.7 'Policy’ means the contract of insurance effected with us by you ar any othar person as nominated by you in the

Direct Debit Request in respect of which CGU permits payment by direct debit or credit card and any renewal of that
contract of insurance. [t includes the Premium Instalment Advice in respect of each such contract. . '

1.8 'Premium Instalment Advice' means the most recent premium instafment advice{s) provided or'to be provided by
us to the insured under the Policy, which sets out detalls of the Instalments and instaiment due dates.
1.9 'youlyour' means the person or persons making the direct deblt request or credit card authorisation (as applicable) In

the Direct Debit Reguest.
1.10 ‘wefus® means CGU Insurance Limited ABN 27 004 478 371.

2, OUR OBLIGATIONS TO YOU AND OUR RIGHTS:

2.1 We wili send you a written or electronic copy of the Direct Debit Request arrangements (amount; frequency;
commencement date) and obtain your Authorisation to the Direct Debit Request at least 7 calendar days prior to
debiting any amount in accordance with the Direct Debit Request.

22 Subject to the terms of this Agreement, we will debit to the Account:

(a), Intermediary Fees (if applicable), on behalf of the licensee or authorised representative that you have
arranged your insurance through, on or about the first Instalment date set out in the Premium Instalment
Advice;

(b) the first Instalment on or about the first Instalment date set out in the Premium Instalment Advice

{c) any subsequent Instaiments on or about the instalment date identified in the Premium Instalment Advice. ,

Subject to clause 2.4, we will not change the amount or frequency of Instalments for the Policy without your prior '

approval. N

2.3 Where the due date for any Instalment falls on a non-business day, we will debit the Instalment on or about the next
business day. If you are uncertain about when the Instalment will be debited to your Account, contaci your Financial

Institution.

2.4 W here any Instalment is dishonoured, or an additional amount is due as a result of an amendment lo a Policy, you
authorise us to debit to the Account:
(a} any oulstanding amounis and the next Instalment on or about the next Instaiment due date; or
{b) any outslanding amounts at any time.

2.5 We reserve the right to terminate this Agreement and the Direct Debif Request without notice to you If more than one

' Instalment is dishonoured. This means you must ensure premium payments are made by an aliernative payment

method offered by us. We may also be akle to cance! the Policy.

2.6 if any instalment is dishonoured, you authorise us to obtain reimbursement from you of any fees we incur by debiting
these fees (o your Account if and when they accrue.

27 if we are obitged to refund any amounts debited to the Account under the Direct Debit Request in respect of the
Policy, we will (at our option} either:
(a) arrange for a refund to be payable {o you within 31 days of the refund becoming payable; or
{b} reduce the amount of the next Instalment(s) by the amount of the refund (this reduction will continue until

the amount is refunded in full).

Where possilble, this page printed on 100% recycled paper
Insurer: CGU Insurance Limited ABN 27 004 478 371 An |AG Company AFS Licence No, 2358281
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We collect personal information from you for the purpose of providing you with direct debit or credit card payment ,
facilities and related services. You can choose not to provide this information, however, we may not be able to dehbit
the Account under your Direct Debit Request. We will keep all information you give to us reiating te your Account
private and confidential except to the extent we need fo disciose it to relevant banks and financial institutions to debit
your Account or in connection with a claim made agalnst our bank relating to an alleged incorrect or wrongfu! debit.
If you wish to update or access the information that we hold about you, contact us.

If you request a change to the Policy which affects the amount or frequency of the Instalments, we will provide you «
with 7 days written notice before the amount or frequency of the Instalments is varied.

Otherwise, we will provide you with 14 days wrilten notice if any term of this Agreement varies during the term of the
Direct Debit Request and will provide you with an updated version of this Agreement.

YOUR OBLIGATIONS TO US AND YOUR RIGHTS:

You must check your Account detaiis against a recent statement from your Financial Institution. Direct debiting is

not avaftable on all accounts. If you are uncertain about your Account details or whether direct debiting Is available
from your account, check with your Financial Institution before selecting the option fo pay by direct debit in the Direct -
Debit Reguest 7

By Authorising the Direct Deblt Request, vou agree to be bound by the terms of this Agreement and the Direct Debit
Request. )

You must ensure that immediately before any Instalment or other amount Is due 1o be debited you have sufficient
funds or credit available In respect of your Account lo meet your Instalment obligations under this Agreement and
any other amounts on the due date.

If your Account has more than ane signatory, you must ensure that all necessary signatories Authorise the Direct
Debit Request. It is your responsibility to ensure that the authorisation given to debit the nominated Account is
identical ta the Account signing instruction held by the Financiat Institution whers the Account is based.

You must advise us if your Account is transferred, closed, cancetled or expires.

You may alter the debiting of an Instalment, stop payment of an Instalment or terminate the Direct Debit Request at .
any time by giving wrilten notice to us at least 14 days prior to the due date of the next Insfalment or by contacting
your Financial Institution. R is your responsibility to arrange with us a sultable alternate payment method if you wigh
to cancel the Direct Debit Request. If we agree to vary the frequency of the Instalments, we will issue you with an
updated Premium Insiaiment Adviee. if alternative payment arrangements are not made with us, we can cancel a
Policy without notice to you.

INQUIRIES AND DISPUTES

If you have any concerns or queries regarding the timing of credit card paymenis, a proposed variation to the amount
or frequency of Instalments or any amount debited, you should contact us on 13 15 32. If yau have a query about the
timing of other payments or wish to dispute a debit, contact your Financial Institution.

CGU Insurance Limited ABN 27 004 478 371. An JAG Company
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Landlords Readen’ual

"-Property Insurance

':A Landlords Residential Property Insurance-

'prowdes cover for any accidental loss

- -prdamage to the- bundmgs or contents
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'~ current schedule.

E ;:"'that make up your rental property.

“Wealsg promde cover under specific

- ¢onditions for a range of incidents’

,and additional .covers.
" 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 loss of rent, rent default

and theft by a tenant, labfhty, strata title

-mortgagee protectlon and workers’
compensation,
- Your buildings or contents and the
_-optioris you have chosen will be covered

Upto the sum insured, as listed on your

“To find out what this pélicy
covers, see next page- b
For exclisions ﬁ;-‘Ih'FS tover, see
page 25-p

Excesses that may apply

‘when you'make a claim

And ex::e‘ss is your co'htrlbution towar‘ds the cost of
aclaim. We will tell you if you need e pay an excess
when you make claim.

The type of excess ‘that applies to your policy and the
arriount of that excess will be listed on your, schedufe

Your miay need to pay more than one type of excess vhen
you make a claim. You will only need to pay this amount

- once wheén you make a cialrn

Your-excess will be incréased by $250. for any.lossor
damage that’ occurs as a result of an earthquake or

- tsunami..

Your excess w:ll be mcreased by $400 for any loss or

~ damage-that occurs as a resultof.. -

= deliberateof |ntent|onal acts, or vanda!tsm or mahcrous
acts by your tenants or thexr visitors,

- your tenant leaving your burldmg,

. "our_ten_ant ceases ta.pay rent,

* your tenant being evicted from your buildings, of

+ the theft of any part of your buildirigs or conténits by
your tenants or their visitors:

When a claim is- made for what we |dentify as.one.or
more separaté ificidents; youwill need to pay-any -
excesses that apply for: each sepa rate mcrdent we have
ideritified.

Bond money we may

deduct when you make
-aclaim

- We will reduce the amount we WI” pay for Ioss or
- -damage to your bu:!dnng or contents rent: default

of. Iegal expenses by any bond money that ¥ ars-

- entitled fo useto pay for or reduce the cost of any

Iocs or damage

U1 | 33NvaRsKI SIHL Liaay




Buildings . e
’ Conte‘nts
-Buddlngs we wr!l cover ’ 8

Contents we wull cmrer

'What we wril pay for bquangs ' 8

_ What we wrll pay for contents )

: Acmdental Damage cover R T ) Where your contents are covered
-incndent cover prowded under ,' ‘ ' B
specifi¢ conditions n Accndental Damage cover
Burningout of an e!ectnc motor _' . o . incsdent Covar prowded under
Fireoreiplosion . .~ i 12 specific coriditi :
‘Landslide of §ibsidence - ' S Burning ouf 6f 3n e'e’““c m°t°’

Loss br-darriage by a tenant or their visitors - 13 Fire or explosion
- Storm rainwater.ofwind - e Landslide ér subsidence . _
-Liss or damage by & tenant or- thetr wsstors

Theft or attempted theft . . . s,
Water or I|qu|d damage : - T Storm, rainwater or wind -

4 d " . Theft-or attemptéd:theft
Additional cavérinélude lnt isinsurance 16 Water or !:qun g damage
Debrig removal and demol:shlng L .16 '
Mortgages discharge costs . 16 Addltlonal caver lncluded lnhthls insurarice
Reblilding feés. o i 7 ‘SDebrisremgvaland demohs ing.
Sale of your renital praperty D v 4 Sumnsure
Sum msured T 18 Optlonal cnver you can add to your pollcy
O_pt:_ona! cover you can add to your policy 19 Liability CDVE[,
e — — - Loss of rent ) L
Liability cover - . 19:20 Rent default and theft by.a tenant -
Loss of fent e I 20-21 Sen f;u 2nd the yat enan
Rent defalilt'and theft by a tenant 21-23 {réta title mortgagee pro .ECtIOH

Workers Compensat:on

Workers Compensat:on . . 24




00| WHAY THIS POLICY. COVERS

Buildings we will cover

We will cover residential buildings, their
fixtures and fittings and any structural
improvements at your rental property.

. Your buildings include
* residential buildings, 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, oron the buildings
-» blinds or awnings on the outside of the buildings
+ anything permanently built, constructed or installed
“on your rental property for domestic purposes.

Your buildings do noT include
« buildings that a tenant is liable for under the terms
of a written, rental agreement, unless
- the building is listed under "Your buildings include’ as
above
= building materials
= 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.

!
b
i
E

-GPS

Contents we will cover

We will cover household goods you own or
are legally responsible for that are not fixed
or fitted to your buildings at your rental
property.

Your contents include

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

* carpets, curtains or internal blinds
= fixtures and fittings that you have installed if you are the
owner of a strata title unit, unless
- the body corporate or simitar body has lnsured them
~ housshold goods
* furniture and furnishings that are not built in
« portable domestic appliances that are not built in

* swimming pools, saunas and spas that are not burlt-:n
and their accessories

* 'special contents’, as listed on your schedule.

Your contents do NoT include
* unset preciaus/semi-precious stones
» plants and trees growing outdoars, unless
- they are growing in pots or tubs
+ animals, including birds and fish
* jewellery and walches
» itemns that contain gold or silvers, unless
- they are items thinly covered with gold or silver
* furs
« collections of stamps, money or medals
= sporting equipment
= clothing and persconal effects
* money and negotiable documents
= battery-powered items as listed below
- audio visual equipment
- carnera equipment, including accessories and
unprocessed film
- electronic diaries
- mobile or portable phones
- portable computers
* pedal cycles, motorcycles, mini-bikes, caravans,
trailers, aircraft, watercraft or motor vehicles, unless
- they are ride-on mowers
» building materials.

P
_f/ i

i
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o ] WHAT THIS.PGLICY COVERS

 CONTENTS: i

What we Wi“ pay

| for contents

There are set maxrmum amounts that
we will pay: when you'make aclaim. -
These amounts are hsted below and aré
incfuded in your content'"sum lnsured

needto pay. this améuint ohce.

L $20,000 (tncluswe of 57
. per itefn, -paif; set;. -
o .goli_ech_on oF Sster

any conient item, pair, set, collection
or system of contents Items.

Nominating the' smounit we witl pay for contents

‘When you fake ouf'a tonterits. policy, youmust' -

nominate the replacement vallie, o'f‘yo'ur' ‘Eontents at
today s:prices. This’is caﬂed your ‘st insured’ and
is hsted.o your schedule "

En:rea_smg the amol.!nt we m!l:_pay for.contents

You can increasé the maximum amount we will pay”
for any: content Jtern _pair, set,: collectlon or system
by nomrnatlng an amount thatis hlgher than'$20,000.
Your contents will be irsted on your schedule as -
'special contents’, :

V\/here your contents

are covered

Wewill covér -yaar"caateat’s at your rental
. property forloss.or damage as a resultof -
an incident we have agréed'to cover.

| 'Acc:tdental Damage cover |

| We will cover your bulldmgs or: contents'

for’ any. achenta! loss or- damage

There are also a number o.f rncudents
we will cover under specific condztlons -

'these are: hsted on the follo: ng pages.
' If you make a clarm you wzll need to-pay

any excesses’ that applr ~yau. w;il only

' Any cover vre provrde is subject to excius:ons

nns tn lhui cover,

| Inmdent cover prowded
under specrflc cond:tions

Burning We wull COVEr- the c_ost to repair
out'of an | ofrep cé yolir electric motor |f it
~electric . | burris out’ orfuses
motor' “We. will GNLY do thus i your electnc
BUILBINGS. motor | '5 :
contents 15 years old or less, and
* no bagger than kY 7 kliowatts (5He).

T3 | 523400 431904 SIHL 1vHm.
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STHIS POLICY.COVERS |

| yesiar
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contanued

F:re or
explosion: -

BUILDINGS
CONTENTS .

Landslide
or.

CONTENTS

subs:dence

_ BUILDINGS

Inc:dent cover

explosnon _
5 or damage .

48'hours of the startdate of yo
pohcy, unless .

s you took Gut you risurance w:th us
:rnmedlately after another insurance’
polrcy coveririg the same burldlngs
or contents explred wuthout a break-

- in covar " o

b you toqk out § your msurance wrth us -

“imrediately. after. the'nsk passed to
you -as purchaser of your burldmgs

| - you'tosk st your insurance with us

imrediately afte ;signed a ieaée
contract for your buﬂdmgs

'We W|H cover your, bwldmgs or
' for loss or darnage asd .-

- I|quud escapmg oma flxed p:pe or
an object attachied to 2 pipe, fixed
gutter flxed tan =car a dram

Lass or

-‘damage by
“atenant -
“ortheir -

visitars

_BUiLDINGS.

" COMTENTS,

- base rshbwerwail

_caused byatenan or__'__' L

v

or- thelr V|5|tor5 pets

- ac<:|d tal breakage of any

Cs frxed glass in your burldlngs mcludlng

_ any wmdow tlntmg or: shatter proofmg

. miatefial attached to the glass _

--flxed 5 hower bases, basins, smks
spas baths and torlets

. water or Irqu:d th at escapes from
-3 fixed | prpe ar an object: attached

- toa pipe, f|xed gutter flxed tank ¢ or .
L@ drain.,

]

~abath; basin, 'sauna, spa"shower
nk, tmlet or _

ea waterbed k.

-de rberate or mtentaonal act

vandalism o a mahcmus act unless '7 '

it |saresuftof
—theft R

:bir_'ig';'o'r unh}(giehid.li:tr"tn"g_

camed out bythe tena'nts or anyone
actrng oA their: behalf "

- damage caused by pets belongmg
to tenants or thelr wsutors

"gl_éet,- 't_:'ajfélééshe'?ss’-}qur- <

‘ - fireor explosxo as descrlbed on- the i
N prevrous page_ S :
3 |mpar:t by & vehlcle

00|, §83403 251104 siHL LvHm
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_h !'WHAT THIS POLICY COVERS

¢ontiniied...

Storm

uramwater

or wind

CBUILDINGS .

LONTENTS:

Incident c_o\_}ér :

Theft'of .

attempted
theft.
fresult ‘of storm ' ramwater OF wmd BUILDINGS
'We wrll ‘NO'!' cover loss B damage caused CONTENTS.
|mmedlatefy after another |nsurance B o
pohcy covering: the same bmld:ngs Water:
of contents explred wsthouta breai-: PR
incover - _O_I‘_Ei_ql_ll_d
* yous fook out. your insgrance. W|th us _ damage
|mmedlateiy after the iisk passedto . ~ GG
you-as purchaser of your burldrngs ce T
CONTENTS

s you took Dut your- |n5urance with us
|mmed|ately after your srgned 3 iease
:contiact for- your. buildings: =~

We will. NOT cover
. swmmmg poo! covers, mchdmg

:-solar covers and p!ast:c liners
water entering-your burldmgs

S through an opefing made for any

hurldmg, reriovation or repdir work:

-~ because of a structural defect faulty

design 67 faully workmanship when
your: burldrngs wireé constructed.
frég-stariding fénces 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

thiat dre made of timber and are mors
than 15 years old,

-We wril cover your burldmgs ar-
‘contents.

: _lgcludrng th_e,
- damage that.
| for the'e cause. R

Bss,or danage _"fas a
result: of theft 0 'at.tempted thert
We wrll NOT cover your burldrngs or

'contents for loss of damege as: 2 resuit

of theft by a teRant of teir visitor,
The theft or attempted theftimust

1be reported tothe Pohce_ IR

st of 16 parrlng any
curs whrle Iocking.

W wrll NGT cover your bl.uldmgs or ,
contents for Ioss or damage caused by N

<fléod

+ landslide or subsidence, unless:
- we agree to cover the incident
s descnbed under "Landslide
or subsidence’
» water enterlng your burld:ngs
-~ through:an opemﬂg made for any .
burldlng, renovation or reparr work

- because of a structural defect; faulty.

desrgn ar fau]ty workmanship when
- yor. burldlngs were constructed.

We' wnII cover the. cost of f Fepairing the
_|tem__that caused the escape of water

or liquid. .
For Landslide or sibsidence,” ;
see page12 « :

.We wsll cover your' 'ualdlngs o

Wi l SHIADD ADITO4 SIHL LYHM
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O | WHAT THIS:FOLICY COVERS

Additional cover included
in this insurance
Your’insura_n_ce'inciudes,a range of covers
we refer to as ‘additional cover’. These

. covers are listed on the following pages.

The additiohal covér we provide depends

~ ori whether you have a buildings policy,

Any cover we pro«-de i§ subject t to exclusions.

contents policy or a. combined bu1ldmgs
and contents policy.

The amount we will 'pay- for these covers

‘ls in addition to the sum msured as listed

on your schedule.

If you make a cialm for an additional
cover; you will not need to pay-an excess.

For exclusions ta this cover,
seepage 25 b .

-Debris We will cover the reasonable costs
removal to demolish and remove any debris
and that results from loss or damage to

demolishing your buildirigs or contents, up to

10 per cent of your bmldmgs or

BUILDINGS
CONTENTS contents suminsured.
' : The.de.bn; must occur-as-a resultof
an:incident wg,h'avé:ag"reed to cover.
Mortgagee { If youmake a.claim for the total
-discharge | loss.of your bmldmgs ‘we will cover
costs _any Iegal costs’ assomated with the
sUiDiNGs ’ cilscharge of any mortgage you

N

havé lett owing.

'The totafl loss must octur asa resilt of
‘an mcsdent we: have agreed to tover.

Rebuilding

fees

BUILBINGS

Sale of

property’

BUILDINGS

1t your Buiidings suffer Ies's 61'
damage and need tobe rebuult as
@ result, we wﬂf Cover the costs.of

: emplgymg an architect or stirveyor,

and:also pay any legal fees that

* 1 arise from the rebuil'diﬁg', up to

70 pér cént of your’ buﬁdmgs sum
msured

The. rebwldmg must gccbras a result
of an incident we have agreed to cover.

4 If yoﬁihave entered into a contract”
your rental |

to sell yeur rental. property, we will

{ extend your. buildirigs cover tothe
. purchaser irtil .

; the__contract_ settie'm_éntrda_te- '
*-the purchaser insures the rental
property, or

{ « the purchaser becomes fiable
for damage to the renital proparty ™

whicfievér happens flrst

: This cover Will stop lmmedtatefy if

§ the sale cuntract is terminated, of

. your bmidmgs insurance-comes

to an erid.

————— e o

* . . . - .
- | su3r03 431164 siRL 1vum
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o | WHAT THIS POLICY COVERS

continued... Additional cover included in thisinsurante -

Sum

insured

BUILDINGS

CONTENTS

If we agree to pay you for aloss to

1 your burldmgs ot-contents we will

incredseyour sum insured for-

buildings or contents by the

amount:the Consumer Pnce Index
(all groups) has mcreased since

i you: took out! your pollcy

However, we w:IJ.NOT mcrea_se your -
sum insured for special Contents!

Yol will be fully insured dgain, for your

bwldmgs or tonténts for the. amounts

-shewnan your schedule unless
I yoﬁr claimi |s for.a total loss and we

pay yoi the sl jristired, then your
policy comes tg an’ end sub;ect to any
continuing I|ab|hty cover and no refund
of your premitim is due.

Optional cover you can
add to your policy

You-can broaderithe scope of your cover

by addmg any of the following options.
You will need to appiy for this covér and .
pay an add;tzona[ premium, Any options
that we agree to: addto your: pohcy w:ll
be listed on your current schedu!e '

Any cover we provide is sub;ect to exclusions:

Liability
cover

Far E.xl:lusruns to lhls cover,’,
see page 25 >

Wlth this:option, we w:!l cover your

, iegal liability-as a result.of any

incident listed below that causes
loss or damage o someone else'’s
propérty, or death or bodrly infury
to other people during your period

; of msurance
'We w1|t cover Ilabfhty claimsup-

to the SUm msured 4s Tisted on

3 your ‘schedule, for any mc:Ident
listad. below

This amount includes any.Jegal

costs that must be paid to defend
the claim and any costs awarded

5 agalnst you.'

If you choosé this-tption, it will belisted
on your s¢hedule as ‘Llablhty cover',

mcludtng strata fitleor'a s;milar scheme,
we will.cover you. for the: amount you
haveto pay as owner of occu p:er of

1 the: biildings:

| If yaor bu: ings afé'a total loss we waII
1 tontinue’ hablllty €ovEr for-any amiodnt

you have to-pay as owner or occupier of

the buﬂdmgs for up to six menthsfrom

the date your but!dmgs are. dar.troyed
Continued next p;ge >

—
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conti'nued_'..; 'Optienal.c'oy:el:‘ that ¢an be added to y&ur policy

cdﬁ_tinhe_d...
Lizability cavef

Loss of rent

' ;yourrental pro rty'is:unin "__brtable.

| This cover will stop immediately i
" constructnon commences at the homie -

* you seII the’ Iand or

" you | take out-a fiew bu:tdlngs -
msurance pol:cy for the home,

f: you have |nsured youi contents and

yai own part. of the burldmg thathas. .

"1 been’ subdwuded we will. cover you for

‘the arotint you have to] pay as owner
of your contents; or occuprer of your

:part of the bmldrng

JF you have |nsured your contents we- w:II ’

cover you forthe amount you have to pay

‘because of’ any defect in your. contents:

Jf your prcv:de a car park for yotir tenant or

the:r visitors. to use; we will cover you for
‘the amount you have to Ppay for damage
to property whrle it is in the i car park

W;th th|s optaon |f your- burtdlngs
o sectrons of your bu:ldlngs

“stiffer loss or: damage and-are

umnhabrtable as a result, we will

cover any Ioss of. re t:equal to the

i The thostwa will pay s up-

10 the summ msured as iisted 0n your

sthed ule _
If you choose thls optron |t wnl be hated

i__nc_ldén_t_
*.access to'y

" prevenied due to. 168sor damage
‘to-otherproperty !ocated near your -
rental property

Contmuedne page b-

¢onfinued..
Loss of rent’

Rent
default and

‘theft by

a tenant

We wxll also prowde cover for up to two
weeks rent,-up to $1OOD ( |ncluswe of '
GST) éfter .- !

4 death of a sdle tenant that occurs .

before the endof the tenancy period
of yolr'réntal agreement or-diring
a:periodic tenancy agreement:

- Cover will start fromthe daté:of
death of the sole tenarit, . '

We' wrll nat pay if the sole tenant
had g _given ybu of youiF dgént notice | in

accordance with the rental agreement '

of pedsdic, tenancy agreement prior
to thelr death. -

| * your rénital agreernent orperiodic

tenancy agreement is'legally

{ ited by a Residential Tenancies,
Tnbunal,or ‘dndther relevant authority
on'the grounds of hardsh:p cnthe!
part ‘of the tenant.

Cover WI|| stért frorn: when the.,.

- términation order issued by-the -

- Residentia) Tenancies Tribunal 6r.
ather re!evant authorlty takes eHect

This! cover wlll_, stop :m_n‘_ued_rately if your !
rental property is.re-tenanted.

" 1-An'excess may apply to this option.

This option is available for buifdings

or conitents policiés.

. rent default and thett by a tenant

Iegat costs you incur as.a result -
" of rent default ar thef‘t by atenant.

if yoii choose thrs ophon it will be .
listed on your: schedute as ‘Rent defautt

: _and theft by a-tenant’..

We wili onty cover rent defautt for the:

_weekly amoint your. rental property is -
t:luSit?e'.of-Gé“r),'-

leased for, up to'5s,
Iess any excess

+.if your tenant jedva

thatapphes
ouf rental--

property before the end of the tendncy

period of your rertal: agreement o .
per|0d|c tenancy agreement,  without
gl\nng Vol 6r your agent notlce

. ‘ Cuntrnued next page »

M| su3n03 Az1104. 5114 MM



C f;c_hn:tin_t'J_'ed... Option'a[ cover that-c'a_n be added to your policy

‘contiried...
" ‘Rént defaiit

..and theR by

AT THIS:POLICY COVERS® ©

Y

q IWH

- atenant

Covérfofire
iftherenti

«if your tenant is Iegaily ewcted from
your “réntal property

«if your tenant- stops paying rent owed
to’ you oryour. agent

We will ONLY pay a rent-défaiilt claifn

» if the'tenant breaches your rental

agre_ement‘or permdlc tenancy

. you have taken all reasonable steps
legally avalla ble to.you under the
Residential Tenancies Act, or other -
relevant'State.or Territory Legrslatlon
to: remedy nun paymeit and ‘Byict
the tenant

Your c0ver for: rent- defautt ¢eases
Sif the_ rentaf_ _a_gr_eement_ could have
been i'egaliy terminated by you.

ni defauit wrl! not. apply

commencement date of. this insdrance.

- This cover- wifl not commence-ntil all
rent arrears have beén paid; and the
tenant has paid a minimum of four

consecltive weeks of the agreed rent
in.accordance with the rebtal
agreement

When a rental agreement defaults to

a penodrc tenancy agreement’, we will
only pay: upto. fwo weeks-rént aftér a
tenant vacates the buatdmg without
riotice.

1 When you or.your agent issues.-

anptice to leave to'a tenant, we will

only payup to two weeks rent after the
. tenant vacates the buridlng ‘

We will. not pay aclaim if yourtena ft
leaves the burlcflng ‘with, of without.

- notice, and you have failed to rectify

a ‘Notice of Refnedy”breach issued
by thé tenarit to you,
Cantinued next page »

cantinued...

_Rent default:

arid theft by -
a tenarit :

Strata Title
Maorigagee

Protection.

} This coverwill stop immédiately - _
wify your rental property i5 re- tenanted or
. when the term of your rental

We WI||‘0NLY cover theft byd tenant
or thieir. visitors of

¥ any part of your-buildings, Up to the

dings suminsured, ds listed on
-yoar schedu[e after deductmg any"
excess that appliés, if you have |nsured
youf bu drngs :

» Yo, contents upto, the Contents sum

. insured; as llsted g your schiédule;

|fyou Kave insured your contents.

j: Fwe have agreed to pay a rent default
or. theft by a tenant c[alm we.will also

cover iegal costias aresult of rent -
defau[t of theft by a: tehant, up tos, DDO
(mctuswe af’ Gsr)

_ « that you incurto -

- legally evict'a tehant

- recever dmouiitsiowed to you by
g teriant, onless
the legal costs aré ‘solely to recaver
" extesses’ that apply to & c!alm under
“this pollcy, or

= recover arnounts foritems stolen
* frofm your rental propertyby a
tenant or their. wsntors '

'We WI“ ONLY pay-your legal costs if we

agree to pay them and before they are
incorred.
An'excess applies: tb\this;o'ptien.

With this opt:on we wrll cover the
amount you must pay te settle your

-mortgage folfowmg Ioss or damage

o bwldmgs that yoirown under a
strata trt1e orsimilar plan

+ Hyou choosethss optron the lndrvrdual

‘amounky you norminate-and any
exceises that apply will be listed on
your schedule under ‘Strata TJitle
Mertgagee Protection’,

Cuntmued next page »

it any.excess: that apphes '
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continued. ., O'p,tionéi_cover that can be added to your policy

continued... We will pay ip to the dinount you owe
Strata Title on your mortgage; but no more than
Mortgagee the sum insured, as:listed on your
Protection schedule. |

We will pay this amdunt.to your

mortgagee when you are required

| to'pay your mortgagee in full, howevei

« the loss or damage must occur'as a .
result of an incident we have agreed

.7 ) to cover;

C ] - We will oy pay this wheh the

body corporate: ‘

* has fiot insured the buildings, or

» has not insured the buildings for Joss
“or damage you can.claim for under-
‘this palicy. '

This option is'available ds a .
stand-alone palicy. . :

-An excess may apply tothis option,

Workers' If you, employ a person todo work
Compen- arourid your rental property such as
sation cleaning or gardening, you can‘add
cover fofthe amount you are liable
far [f they are injured while workmg
for you; SLIbJECt to the relévant
Iegnslat:on i your, State or Temtory

If- yoLr choose this optlon it-will e
listéd on your. schedule as 'Workers
Compensatmn

You will need to. chec« with your locat
Workers Compensatlon Authorlty as
“this cver may be compulsory.

This ¢over “only: applles té emiployees

cfmng work i’ ‘Connection with you as

- 2 . | owner operator-or- manager of the rental

N property We will not cover any person’

“that is wnrkmg for you in 'your business,.

profess:on “trade of occupatlon
An_e_xc_gss may apply to !hiS opticn,

To find Sut who the insurer
is for this uphun, see inslde
hack cover »

I_WHAT THIS POLICY COVERS

"N
o

Accidental Damage cover, Additional
cover and Op"t'_ional cover exclusions

26 —n_ .
Liability cover exclusions 27-28 -

General exclusions ' 29-30.



- . "EXCLUSIONS TG YOUR COVER. -
O [FXeLustons To vourceover -

1-+ aténan or'the:r w5|tors of the|r
2. Visitors pets sgratching; dentmg,
chlppmg, rubbing scuffsng or chafmg
any surface LT

'l|fts esca!ators or

occupatlon carrted aut. by you' uniess

= the I|ab|hty is a5 3 result of-,or arising’

g anyagreemen orconlra‘ you enter mto '

huwever N
=it you wauld have been lrable K

. without the agreement ar cor_ltract

we quE p.ay for that Ilablhty

Cunlmued next page >
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N | SO
. EXCLUSIONS TO YOUR COVER,
oo D TouR cov

continued.

con‘iinued...
Liability cover
exclusions

.. £xclusions to your cover

We wull NOT cover any Ilabuhty as

1 a result of, or arising from

* the use, ‘temoval of; or exposure to
ANy asbastos prodiict or products :
contammg asbestos ' :

> the’ use.of a motor vehicle, -

figtorcyclé, Hini-bike, ¢aravan, frailer,

“airtraft'or watercraft, however
- we will.Gover fiability that arises
from. ride-on mowers.,,
* servicing, repa:r:ng or mamtammg
any vehicle v

| = the erection or demolition of bundrngs'

«'vibration or |nterference with the
‘support of the land, bulldlngs ar
other propetty .

* the discharge release or escape of
-any pollutants

& the femoval, neutralrsmg orcleaning
up of poﬂutants '

. any act of libel or slander

General
exclusions

- We'will NOT cover any foss or
damage, or liability as’a result
of, or arising from.
= any incident'that does not occur

within your period-of insurance
~landslide of’ sub51dence unless
"-wé agree to coverthe incident as
* described under 'Landsllde or,
subsidenice’ '

- war or warlike act:wty, however
‘~'war does not need to be declared -

. hostullt:es rebelhon |nsurrect|on
or revolutlon

bro!ogrcal Fgents, which results from
an act of terrofism
+ lawful destruction or confiscation of
your propeity .
. anythlng nuclear or radipactive
* mildew, atrhospheric or climatic
conditions _ _ .
» damage to a.heating element,
however ) '
" = we will pay for any loss or
damage as arestilt of damage
to'a Heatirig element
» failure or inability of any-item,
equ1pment or. computer software
to.récognise correctly, to mterpret
-cofrectly or to process correctly any
date; or'to function correctly. beyond
any time when that item; equipment:
or computer software has not. .
recogmsed |nterpreted or processed
correctFy arly daté; unless
1t results in- Eoss or. damage ’to your

- ..to any.frozen food computer--.

equipment or computer software.
Conh_ngegl next page >

e contamlnatlon by chemical and/or -
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EXCLUSIONS TO YOUR COVER

(VY]
o

cofitinued... Exclusions to your cover’

continged...

General

exclisions -

"We viill NoT etiver any loss.or'

damage gr Ii_abnltty asa result
of or arlsmg from .

dellberate or. mtentlonal acts by you;
or- anyone actmg foryou, to cause

. flood oF storm surge

“» grosion; the actlon of the sea,

tidal wive or hsgh water, unless
- the loss or-damage is the result
of alsumami.

‘Yéur duty of disclosure

Your responsubllltres when you.
are insured wnth us .

Your r_esbonsibj!i{ie's when you

are making'a claim

If you do not meet-your

responsibilities




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 guestions
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 quastions, you
must be honest, and you have a duty under the fnsurance
Contracts Act 1984 to tell us anything
* known to you, and )
+ which a reasonable persen in the circumstances

would include in answer to any question. '

We will use your answers to help us decide whether to insure
you and anyane else under this policy, and on what terms.

Who you are answering the questions for

It isimportant 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.

K 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 palicy, 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.

- Re_ljjéwal, 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

BILITIES TO USu

¥

3

I YOUR RESPOMSI

+ ‘tould 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.

W
‘N

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 liabifity 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 teif us if
* your buildings will be unoccupied for a continuous
period of 60 days or more
r 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 for your buildings or contents
» any people who are insured under the policy have
- been convicted of any criminal oflence
- made & 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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| YDUR RESPONSIBILITIES 1O, US,

w
b

Ef you do not meet
“your responsrbr!rt es

. continugd... Your respons bilities when yoil are insiired
* not make a fraudulent cla:m nder th:s msurance pol:cy o

GF ariy other 6licy, - -

Your respensrbrlrtres When”-*

you are: makmg aclaim.

" When ybu"‘make a' cEarr'n' 'y'o'u' mus't

méeta number of respcns:b;ht;es

; You must i

« be truthfuf ‘and fran n,any statement you make in:
connettiomwith a claim

- take safe and reasd bie: steps to prevent any further . '

* Joss da mege
» inform the Police
contents suffer 16

' attempted theft; vandalismior a ralicious act

. keep all damaged I:aurld;ngs or ccntents so we can -
mspect theniif 'equrred ' : .

« give-dsany mformatron or ass:stance we requrre to
investigate and; pracess. your clalm

* not pay or:promise to pay fora cEatm or- admlt
responsrblllty fora: tlarm :

« riot repairor replan:e any damaged buddlngs or contents
wathof.rt our consent

' anyone e!se

. if 3 you have a nght to clalm f om anyone eEse for an

make that c!atm to conduct defend or- settle any
lega! action and to act in your nam ‘

91
do anythmg whtch prevenfs us- from dorng this and you must”

grve S aH the mformatron and coopemtron that we requrre

If you ‘do not meet your responsrbthtres we may refuse

6r reduce a claim, cancel yolr pohcy, 'or do both:if we
'cancef your polrcy, vie witl adwse you in writing,

The Generafl lnsurance Code

.__of Practrce

Our Guarantee

How we handle your

A personai mformataon
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JOUR COMMITMENT. TO YOU

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

* fo improve consumer confidence in the general
insurance industry

* ta provide better mechanisrs for the resolution of
_complaints and disputes between insurers and their
custarmers, 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 ar
committed to complying with it.

Please contact us if you would like more information

about the Code. _
See back cover for
contact details b

Our Guarantee

"’"'Our Guarantee assures you of quality
: [ihsurance and service at all times.

o F-a:il:'.Dealmg Guarantee

We will meet any claims covered by your poticy fairly

. and promptly

il

."'.Money Back Guarantee

If you change your mind, we provide a cooling-off period
_-whiich lets you cancel your policy within 21 days with a full
',reFund of your premium, However, your cooling-off period
& ho Ionger applies if you make a claim within this time.

' 'Serwce Guarantee

- We wd! 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 {o give us some or all of your
personal information, but this may alfect 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 entitias

* calculate and offer discounts
* issue you with a policy
+ administer the policy, and

= investigate, assess and pay any claim made by
ar against you,

For these purposes, you acknowledge and consent to us
collecting your personal information from, and disclosing
it on a confidential basis o 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 tndividual through which you purchased this
insurance, or the catnpanynamed on the inside front cover of this booklet.—— - -

LContinued n;:xt page b
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] "& l QUR COMMITMENT TOQ YOU

contiriued... How we handle your perdorial information

‘Whgn you prowde personal information to us about
annther persan ) :

Yo must be authunsed to. do S0, and you rnust |nform
thiat persor, unless’ |nform|ng them would pose a senous
threat tothe Ilfe or heaith of ary |nd|wdua] o

. who we are’ : :

. how we use and d|sclose the|r anformatlon and

« that they can gam access to that mformatlon

Prl\‘racy Of YOUF, pers,__-_ aE mformahon - for mar[cet]ng purposes

irorder-to enhance |ts re[attonsh:p with you; your
intermédiary rnay use:your’ personai information that yrou
have provuded us to offer you other products and
services, whuch may be of beneht t0 you. _

When W u_provide our personal infnrmanon tous-

lnfermatlon bemg used6n a confldentlal basis by us or
your’ |ntermeduary fo contact you by | mali phone or email
to pmwde you mformat:on on_offers, products and
Services. or for p!anmng, market research and product
deveiopmént k - .

In usmg your personal :nformatmn for these marketlng
purposes, we and. your |ntermedlary may:use'and

. d|sclose your personal mform |ori to offer you our or

any other organlsatlon to carry out ihe above marketlng

purposes on OuT oF your, mtermedlary S beha[f However'

« CGU Insurance Limited (CGU ]nsurance) and your
|niemed|ary will fot dise your infarriation in this
‘way if you have aiready told CGU Insurance or your
|ntermed|ary not to :

* you must infarm CGU Insurance or your intermediary
i#vou.do riot, Wwarit your personal’ information d:sc!osed
or used for these rnerketmg purposes. -

How "t'é.'apgi_y*'ffdrir'is'u‘r;aﬁc"e

How to refiéw your msurance'

How to cancei your pohcy
How to .;h'ar’jge;yoﬂr policy

Your premium’

=
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-
-
Q)
s’
)
@.

le1 03 moy

1o 2| .




':"A'E-",_How to apply for tnsurance '_. ,How to cancel your policy

. @ If yuu want to cancel ycur poltc_y. contact us

Do If we' agree to insure you we wrll send yuu ] schedule '
e sett:ng out the detalls of your pohcy ' '

@ Contf'_' t 1is of your. msurance advrser to change
or. vary your pohcy ' :

" You will be: sent an endorsement schedule that
“includes any changes or vanatlons you- have
. '.requested and we have agreed to; and any specsai
: condrtaons we gy ha\?e apphed to that agreement

]

|
- T
‘ é you if your premlurn has mcreased ifyou |
, pay yaur premrum= by rnstaiments Ve w1|| adjust your

a ‘-,_a premiurm based on the'rnforrnatrcn centained in’
your current polrcy S :

premium’in one Iump sum we st recelve your
,addltronal pa_ ment W|thrn one mnnth
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I HOW TO TAKE.QUT INSURANCE

'--Your premlum

' @ How wercalculate your pre um'

We wull base your premrum on the type of cover .

.pay by credlt card or; by dlrect debtt from a.
'fmanc:aE H'IStltUTJGI‘I R

. you pay your premmm' by: lnstalments and you
© aremore than one month behlnd

We may refuse to payd ciatm if’ .

* you pay by |n5taiment5 and at. Ieast one mstalment
of the prémidn } Has remalned unpald for a penod of
at least 14 days : :

.How to make a clalm

How. we settle a bwldmgs clalm

“How we's_et,tle.a g:on’gents claimﬁ

:Howwééé'&iévé Io'séléf- réﬁt:ti'aim_ |

How we settie a rent defau!t

claam

How' we settle a theft by a

tenant c!aim

How t'o':'résplvi‘f‘:é complairit.

or dispute




Howtomakea *claim

@ Make sure you have a!i the 1nfprmatapn you
o need'to support your cialm n

We w:ll need N

.. = contact’ deta:fs of any. cther people mvoived

. i thelingident, including their name, current
- resadentlal address and who they are instired with_
© i any létters, notices or.cotirt. docurnentsiabout -
" the :ncndent WIthln 72 huurs of receweng themn

.= the' mcadent report fumber: for any “claims in

relation to'theft or attempted theft vandahsm
- gra mahcrous act =

5 make a clalm R
Yo nieed to 'make Your clarm as so0n.as: poss:bie '
Any delays may '
"~ réduice the-amount that wé paj,or
prevent us from paymg ‘3 ¢laim,

with your claim, 24 hoiyrs a day, 7. days; 5 week:

: 'We wﬂ | ask- you a range of queshons o help s
o Viassess your. ctamﬂ We'r may
~ 7 askyou to pro\nde LS

]f you need 0 make emergency fepairs, we wnl] .
arrange: assustam:fa through our prn!erred repa:rers'
_ nd"supphers L

- the Polnce will provzde you W|th ttus number

_ equwalent avaslab[e tothe o

- We wrll gwe you |mmedlate adwce and assistance:

“ean earthquake,o surfami, you W‘I” heed to pay an

How we settlea
bmldmgs claim

‘ deude how we W||| settle your c]alm '

'if your, bunldlngs suffer Ioss or damage we will
demde whether to
. repalr .

- rabuild; ar -

= pay you the cost 16 repalr of rebuﬂd that part
of yauriburld |ngs that suﬁerad Ipss or da rnage '

* Ol YOUF! sthedule

= only fepair, rebuild or-pay you for the part oF- parts

of thie building that actually sustained loss'or
damage mcludmg damaged pirtid 5 of flxed

* coverings to walls, floors and ceilings only in’ the
room, hall or. passage where the damage occurred

" iry ko match any materraf wséd to’ repalr your '

bqumgs With’ the or:glnal matenals or nearest -

ifial materaals N

+ repairor pay yob the costs td fepair your buildings
if the darmage was cauised by water or liquid that .
escaped fron a bat asin, salna,’ spa shower
basé or shpw wall, however .

- we wui Nor pay the costs to repalr or replaca the bath,

addltronal exceass of 2250:
. Theloss of damage must occur wrthm 72 hours of
the arthqu_a_ ke occurnng o

Centanued nmct page >
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v - HOW TO MAKE. A CLAIM

contrnued Hov.r we settle d burldlngs clalm

You must pay any excess o' us or to the burlder
—we wril teH you who to pay the excess to

If we choose to pay you we may deduct the amount

see your current schedule b-

@ If: you are entrtled to use bond rnoney

If we reburld your buridrngs we wrli aiso pay the
;amount that you need to pay to ensure your

ilding or reparrrng the
F ol buddrngs o
. pay the drﬁerence between the actual costs of

- reburldmg=or- repalrlng the.re.duced fioor area of
you matéd tosts of reburldmg
-or repamng your burldmgs-had the irm:t ot appl:ed

continued nex! page i-

B pay you the costof reparnng your burldrngs tothe .

Theéi reparr ‘o rebiildi g“ ok L _
st start within six miofiths Gt the loss o tdamage
occutring, other\mse you will have'to pay. any

'wr!l do one of the foIIowmg
IR reparr your buﬂ_drngs to the condltaon they were

- pay you what the value of the Ia nd was ;ust before

‘the loss or damage occurred after deductmg the

aimount we estimate as'the value of your land after

the Ioss ar. damage occurred and’ariy amount that .

L 1 pensatron for the Ioss However

~the most-w I pay is the unused portron oi
YOUF S sum msured

'You can choose your own repasrer or tradesman or we

condition they-were iri just before theloss'or
damage occurred or :
* pay you what thé valiie of: the Iand and youir
biiildings Was just hefore the Ioss or, damage
--occurred after deductrng the amdunt we: estzmate
as'the value of- your fand-and buridrngs after the
Ioss or damage occurred S

(&) After we agree to. settle a cfatm -

‘ur buildings

increaseiin costs €@ used by the- delay
If the work d oes NOT commence in thrs perlod we’

. pay'you:the cost of reparrm" your burldrngs to .
the condrt:on they wefe it Just before the foss or

biefore the Toss or darnage '
occurred; after deductlng the amount we estimate
as the'value of your land and’ buildings after the
foss or damage occurred.

Continyed next page »
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'cohtin-ued How 'vife‘settie!a buildings Eiaim o @ You'rriust payan e-xtés's that applies

@ If your bu|ld1ng isa total loss . - If you make a claim, you.will need to pay any
excesses that apply. .

lf you are cia:m:ng for ariy loss ar damage that

gccurs as a result of

=3 dehberate or intentional act, or \randallsm

We will pay you the sumiinsited. for your! burldmgs
" as listed on- your: schedule, afterdeducttng

*any EXCESS

+ any.unpaid-premiurh, and ’ or a'maliciotis act by a tenant or their viSItors

» any input-tax-credit you wouid have been Eﬂtlt]Ed you-will. need to- pay:an addrtlonal excess of $4oo
to.under A New Tax Systein’ (Gaods and Servrces Tax) - « an earthquake of tsunami, y6u will fieed.to pay an
Act 1999 if yioi had paid to repaif or. rebuild your ' ‘additional excess of $250.-
burldlngs ‘ Thé loss or damage myst occur within. 72 hours of

If we pay yoii the sum msured then your policy . the earthquake occliring.

comes tg:an end subject to any ‘continuing liability
cover and no refund. ‘of yolr. prefniym is-dge; .

You must | pay any excess to.us, or to the supplier-or
. repalrer ‘wig will'tell you. who ta paythe: excess to;

If we'choose to pay you, we: may deduct the amount
of éxCess from thé amount we sefttla’ your claim for.

HOW We Settle d When a claim is: made for what we identify as one.or
cO nten tS C'I-a i - _ more separaté incidents, you will fieed.t pay.any

excéssés that apply for'eéich separate inciderit we'

ppae a( gt e \ have identified;
@ wewill detide:how we will settie your claim . -
For the type afid amouit of
excess that myy apply, see

It your contents suffer loss of damage we will
: . yuur current schedule »

decidé wh ,_her to _
-,re_p_al_r an ;t"e‘m I : @ lf yoir: are enhtled to usé: bond money
~replace an item, or C Wewill reduce the amountwe. wdt pay. for Ioss or '
" pay you the cost to repair or replace theitem. . damage to your buildings or contents by dny band
) f we do we will | pay up to - money that youl are entitled to uds to pay for or
»thecontents sum-insured, as llsted on your feduce the cost. Of any loss of ddfrizge.
schedule, and- ' . If we dec:de to re‘palr your contents '

-the maxnmum amount per item, set; palr coi]ect:on

or system When damage of Ioss occurs to

« any’item that consrstssole!y of fabrlc
* carpet which is e years old or.roré, er
. any other contents jtemy that [ 15 ¥ 2ars old or more

' lf the item.i is part ofa pair, set, collectron or system, we

a proportmn of the t:ornblned p‘ | -f'set, collectron we. wnll repalr the damaged itamtoa condmon it was
orsystem. - ) ) . in before the toss or damage occnrred. .
o T":'“d ‘:__“‘ “’:ﬂ‘ it il pay; If Ioss or darnage ogeLis to) “ary other contents item
. seepagelo. | . - : we will repair the darnaged iterrto'the condrtlon it~
oL T T s e _ was when fiew. o

1f the |tem weare repamng is. part ofa patr set,
callection or.system; we will only cover the.
part of the pair, set; collectron or. systern that

. was damaged .

Caintinued next page b

b A HOW 7O MAKE A CLAIM
Qo hew e X :
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% | HOW TO MAKE A-CLAIM

conkinued... How we seitle a.cantefits ciaim

(5) H vie decide 1 replace jour contents
When damage or loss oecursto
» any item that consists solely of fabnc
: carpet which isio years old.or more, or
= any- other contefits item that 4 15 years.old or’ more
we will replace the item with an‘item-of the same ]
condition: The replacement.item wrll not be better
thah the iterm replaced
Whenloss or damage ocecurs to any other contents
iterr, wé-will replace the.itern wrth the nearest
equrvalentnew item:
We.will ONLY re place wall, flagt and ceiling’ Coverlngs
_mcludlng cafpets, mternal bllnds and cartains;
in theroom; hall or passage where the loss or-
damage occurred
We will NOT/ pay to- re—carpet adjoining r00ms,
ar your entire rental property.
wWewill'only pay the cost of replacing the itsm even
though the pair, set; cellection or system to.which it
belongs is less valuable because it is incompilete.
if the item we are réplacing is part of & pair, set,
collec’:tion oF syslem we will onfy cover the value
- the' most we. wri! pay is the value of the item.as.
2 proportion of the comhlned pair, set, coliéction
or system .

Any salvage becomes our property

@ lf we dec:de to pay you the cost’ to reparr
or replace YOur contents

Wheh damage orloss.occursto
« any item that consists solely of fabric
» carpet.which is 10 years ofd or more; or

+ any other contents item that is 15'yeirs old-or more .

our payrnent will be réduced 16 allow for wear, tear
and depreciation: .

When loss or damage occurs to any other contents .
itern, we will pay you the cost to repair or replace it.

Continued next page- b

We will pay you the fair and reasonable costs to

repairar replace your contents as. descrlbed in Steps

1, 3 and 4; iter deducting’
* 3Ny excess, and

Crany rnput tax credit you would have been entitled

to under A New: Tax System ( Goods and Services Tax)
Act 19591 you had pard to. repa:r or replace your ’
contents.

We will ONLY pay the cost of replacmg an 1tern that is
part. ofa pair, set, collectron or Systern, even though
thé pair, set, collectron or system to which it belongs
is less valuablé because itis: ihcomplate,

Any sa_ivag__e becornes gur property.

How we settle a Ioss
of rent cIalm

@ if-we decide to pay your foss of fent claim-

We will p_ay-you foss of rent equal, tothe weskly
amount as statéd on your rental agreement or
periodic tenaficy agreement for up to 12 months.
The most we will payisup to the'sum Jnsured as
listed on your schedule

@ If we. deude to pay your death of a sole tenant
"o tenant hardsh:p claim

T We wrll pay you up to two- weeks rent.

The most we will pay is $1, 000 (incluswe of os*r}

@ You must pay any e excess-that applres :

If you make a claim, you will need to pay any excess
that applies. The amount of your excess is:shows an
your schedule,

When a claim is made for what we identify as one.or
more separate: incidents, you will need to: pay any
excesses that apply for each separate incident we
have identified.

YT [ wivao.v 2avw oL mon



How we settle arent - How we settle a theft
default clalm i : R -bya tenant clalm

@ If e "dec:de to pay your rent default clalm o

—~
4

@ You must pay: any excess that apphes

5.
Z
.5
o,
9.
s
i
o
3
B
O
. I._ "z
52,

We will’ pay you the | rent defautt up to $5 000,

* {inchisive of GST) We wnll calculate the rent default
—'Zbased on-

- the weekEy'amount your- rental property is leased:

*~for-under your rental agreement or oenodlc tenancy

agreement

Y the number of weeks |r| rent default '

'that appll_es to' your bundmg or ontents e_arr;'ount__ )

of your'escess’ is shown on your schedule

" Your excess’ will be mcreasnd by saoo for any, cta:m

that arises; frorn a tenant
. ieawng your bu;tdmgs

ceasmg to.pay nt or - ',
g bemg ewcted from your bultdmgs

@ If you are entrtled to use bond money

We w Ilpay you the cost of the rent defau!t nd ny )

bond: r'nrjney

X s'of hardship, an excess
. equat to four weeks rent will apply 164 your c!arm .

@ tf wé decrde to pay your theft by a tenant cla:m

Refer to ) : .
o How we settle a burldrngs cla:m on page 45
. Howf ] settle a contents clanm on. page 48

@ You must pay any excess that appi:es

1f you make a clarm you W|II need to ‘pay any excess
that applies. The amount of your excess is shown
on yourschedule, - . =

Your excess wult be mcreased by $4oo for any

claim 2 ansmg from the theft of a any partof your
. burld:ngs of. your conte nts by your tenant

When a clalm is made for what We |dent1fy‘ as one
ormore separate mudents ou will need |
excesses thatapply for each separate mr:ldent we
have ldentn‘red




How to resolve a-
compiamt or- daspute

@ Talk’ to us flrst

HOW TO MAKE'A CLAIM

w
K

if you have a ccmplalnt, the First thmg you or}your

-Insurant: adwser should ddis speak to a staff .
.membe nthe:: area concerned. if your complaint.

t cally fo aclaim, speak W|th the claims;
offacer managlng your cfalm i

See bar:k cover. fnr -
n:cmtact detalls b

If the staff member.or cla|rn5 offlcer are unable to
resolve the matterfor you, you or your insurance .

'adwser may speak to.a: manager ifyou are’ ‘not

|on you tan go to stepz -

Tt the matter is st|I| not resolved ‘the: manager wrrl

-refer. Yyou or your insurance. advrser tothe relevant

miernal dlspute raoiutlon arga who wxEE conduct a

cangotostep3 . L

@ Seek an external rev:ew

6pt|éris abje to yol, such as referr:ng you to the
external'dispute. reso!uhon schieme admrmstered by
the Fmaaaa! Ombudsman Serwc= (FOS)

Further informatlon about the complamt of. dlspute
resolution prqc_edures is avaﬂa!:;lg‘by'con_ta__t_tmg us...
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GLOSSARY OF WORDS WITH A SPECIAL ME/ 3!

accidental loss or damage
damage to, loss or destruction

.- of the buildings that make up

your rental property, or your
contents when it is caused by
an unintentional act, or an
unforeseen and uncontroliable
incident.

- allowable re-letting expenses

re-letting expenses as
specified in the current rental
agreement for your property.

bend money

money paid by the tenant
and held as security against
damage to the property,
vutstanding rent or other

- costs. Your policy aperates on

the basis that your tenant has
paid bond money that equals
at least four weeks rent.

claim -

a separate identifiable
incident for which the policy
provides cover.

Where multiple incidents are
submitted at the same time or
on the same claim form, they
will be treated as separate

" ¢laims for the application of

aniy policy excess or limitation.

c_{t;l[b_eraie or intentional act

- aconscious or reckless act

done without ihe owners

.- pRIriSSion.

endorsement schedule

a'dqcument that includes any
information from the existing

- schedule that has not
. changed or varied, and

- confirms any alteration to

~ the toverage, terms and

conditions of your policy,”

excess

wwthe:alljnnunt you-pay when you -

rmake a claim on your policy.
..The amount and type of
. excess that may apply to your
‘poficy is shown on your current

= schedule and in this PDS.

The amount of your excess
will be increased if you make
a claim for

* an earthquake or tsupami

* vandalism or a malicious act
* a deliberate or intentional act
* rent default

* theft by a lenant.

Your excess and any
additional excesses will apply
for what we identify as each
separate identifiable incident.

fixtures and fittings

any household iterns or
household equipment that
are permanently attached
to your buildings.

flood

the covering of normally dry
land by water escaping or
released from the norrmal
confines af a watercourse or
lake, whether or not it is
altered or medified. Flood alsa
includes water escaping from
the confines of any reservoir,
channel, canal or dam.

incident

a single occurrence or a series
of occurrences, including an
sccident or series of accidents,
arising out of ane event,

period of insurance

the length of time between
the start date and end date of
your policy, as fisted on your
current schedule.

periodic tenancy agreement
applies when a tenant
continues to occupy the rental
property, after a fixed-term
rental agreement has expired,
and the rental agreement
does not provide for its
continuation, and a

* notice to leave

« notice of intention to leave, or

+ abandonment termination
notice

has not been given by the tenant

to you, or your agent, or by you,

or your agent to the fenant.

The tenant is then treated as
being under a periadic
tenancy agreemerit on the
same terms which applied
immediately before the rental
agreement ended. This does
not include any term about
the agreement’s term.

pet

a domestic animal that you
keep in your rental property or
at your rentat property,

premium

the total ameunt you pay for
your insurance that includes
applicable government taxes
such as 657, and any duties

or charges payable by you.

it is shown on your current
schedule. You can pay your
premium annually in one lump
sum, or by instalments.

rent

the amount of money paid, or
paysble, by the tenant to rent
your rental property.

rent default

when a tenant fails to pay the
agreed rent and is in breach

of a written, rental agreement
or periodic tenancy agreement.

rental agreement

the agreement between you

or your agreement agent and

the tenant. This agreement

must be in weiting and state

* the term of the rental period

= the amount of rent payable
toyou )

= the amount of the bond
money that the tenant fs
required to pay.

schedule. . .

your current schedule is a
document outlining the details
of your insurance cover.

Your schedule may be

called a policy, renewai or
endorsement schedule.

special conditions
exclusions, restrictions or
extensions to cover that are
imposed on specific matters
or peaple.

sporting equipment
equipment designed to be
used in a leisure activity that
involves some element of
physical activity or
campetition, excluding
pedal cycles.

strata title

title under a strata title or
similar community title
scheme where separate parts
of the scheme building(s)
have a separate legal title,
Strata title usually applies

to high rise apartments,
townhouses, villas or
duplexes.

sum Insured ]

your naminated replacement
value at today's prices for your
buildings or contents. This will
be listed on your schedule.

Supplementary Product
Disclosure Statement (srps)
a separate document that
updates, corrects or adds

- to the information contained

i

in this rps.

tenant :

the person(s) named in the
rental agreement or periedic
tenancy agreerment and
including that person's
partner, children, pets,

and any other person(s)
permanently living at vour
rental property,

Any person(s) including that
person's partner, children,- -
pets and any other person(s)
ltving at your rental property
under a rental arrangement
that is not a rental agreement
or periadic tenancy
agreerment.
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| Lydir contents” :
" contents that-you'dwn or- -
.are:legally responsible -f_pr.- L

ludes any and of othef .7
o)




" accidental damage cover, 11, 26

accidental loss or damege, 4, 11
additional cover, 16-18, 26

allowable refetting expenses,
52,56
answering questions, 32

- applying for insurance, 40

. band mongy, 5, 46, 49, 52

building claims settlement,
45-48

buildings cover, 8, 33
bushfire, 12

L

caﬁi:eliing your policy, 34, 41
chénging your policy, 41
claim

how lo make, 44

seltfing them, 45-53

- contents cover

described, 9

. maximum amounts payable, 10

clairns settlerment, 48-53
cooling-off period, 36

- complaints procedure, 54

g‘ I-"ft;“ |

" -cover when rental property

sold, 17
cyclone, 14

: debyis removal, 16
- delif;erate act, 13,56

deﬁ:frélition costs, 16

d_isphute resolution, 54

- duty of disclosure, 32-33

£

electric motors, n

gxcess -
accidental damage cover, 1
additional cover, 16
buildings, 45-46
contents, 46
defined, 56
foss of rent, 51
rent default, 52
theft by a tenant, 53
when payable, 5
exclusions to cover, 26-30

explosion, 12

®

fees for rebuilding, 17

Financial Ombudsman Service
(FOS), 53

fire, 12
flood, 15, 26, 30, 56

&

generat exclusions, 29-30

General Insurance Code
of Practice, 36

Glossary, 56-58
grassfire, 12
Guarantee, 36

S

incident cover, n-15, 32
instalment premium, 42
Insurance Contracts Act 1984, 32
intentional act, 13, 56

landslide or subsidence, 12,
14-15, 26, 29

liability cover

. exclusions, 27-28

generol, 15-20

when building total loss, 1¢
liquid damage, 14
loss of rent, 20-21

()

malicious act by tenant, 13, 58

martgagee discharge costs, 16

optionat cover, 19-24, 26
our commitment to you, 36-38

@

periedic tenancy agreement,
22,56

personal information, 37-38
police, reporting of incidents,
15,34, 44 -

premiums, 42, 57

privacy of information, 37-38

@

rainwater, 14

rebuilding fees, 17

renewing insurance, 40

rent default and theft by

a tenant, 21-23, 52, 53

rental agreement, 21, 22, 23, 5,
52 57 )

responsibilities to us, 33-34

S

settling a claim

buildings, 45-48

contents, 48-5)
sole tenant death, =, 5t
special contents, 10 - - -
storm, 14

Strata Title Mortgagee
Protection, 23-24

sum insured, 4, 8,10, 18, 20

@

tenant hardship, 21, ;

lenants, 5,13, 21-23, 26
terrerism, 29, 58

theft or attempted theft, 15, 44

total lass of building, 18, 19,
48,58 |
tsunami, 30

UJ

vnoccupied buildings, 33, 57

@

vandzlism by tenant, 13, 58
variation of your policy, 52

@

water damage, 15, 26
wind foss or damage, 14
workers' compensation, 24

&

your responsibilities to us, 33-34
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MEDIA STATEMENT

22.02.11

CGU responds to protesior demands

CGU Insurance today responded to demands made by protestors outside its Grey Street offices in
Brisbane on Friday 18" February 2011.

“We have reviewed and made changes to how we communicate our claims assessmant process to
customers. We apologise 1o any customers for whom the process was not previously made clear,’
said Peter Harmer, CEQ, CGU Insurance.

“In particular, | want to make sure it's clear that an individual site assessment is available to aif of our
customers should they want one.” '

“If any of our customers have questions about their claim, the assessment process or the options
available if they disagres with the outcome, they should call us on 1800 252 461."

CGU also announced it will not be 'making'ex-gratia payments to customers affected by flood.

Mr Harmer said, "CGU is acutely aware of the hardship faced by those affected by the floods, so this
has been a difficult decision. However, making payments to customers outside of their policy terms is
unsustainable and unfair to customers who have bsen affected by flood in previous years, both in
Queensland and in other states, who have not received payments for damages caused by flood.”

"CGU is paying many thousands of claims for Queensland customers in relation to the recent severe
weather, for damage from causes other than flood. CGU does not provide cover for flood in its
standard home and business policies in any part of Australia. This is clear in our policies and we dont
charge our customers for flood cover as part of their premium.”

CGU is committed to working with all levels of government and the Insurance Council of Australia to
ensure that the right information is made available 1o enable CGU to provide flood insurance in the
future.

ENDS

Media enquiries:

About CGU

CGU Insurance Is the largest provider of genaral insurance to Austrafia's reglonal and rural communilies, a leading workers'
compansation provider and one of Ausiralia’s leading commercial insurers. CGU offers a comprehensive range of commercial, rural and
personal insurance products through a natwork of over 1,000 insurance brokers and authorised roprasentatives. CGU has been '
operaling in Ausiralia for almost 160 years and Is part of insurance Austraiia Group (JAG).



Annexure 34

1110641091 \ 0508388 \ EZ002



From: (I

Sent: Wednesday, February 23, 2011 2:53 PM
To: Sally Doyle
Cc:
Subject: RE: Re Claim for [y Gray Rd West End

Hi Sally,

In some cases, not all, the calls arc recorded for training and quality assurance purposes
"~ only. I will refer your enquiry to our Team Manager, [} who can contact you in order
to make arrangements to attempt to retrieve a call recording. '

However, my understanding is that while we can in some instances retrieve and listen to
these, to confirm conversation details, they are for internal use only and we do not release
these. To find a call recording we do require very specific information such as:

- The person you were speaking to: eg.
- The exact date & time of the call: If you can find this on your phone records at all, this will

help
- The phone number used for the. call: eg, your land line/ mobile number etc
- The length of the call: If you can find this on your phone records

If you are able to gather as much information as possible that would be helpful.

-s out of the office until Monday, I will ensure she contacts you next week to discuss
this further. If you have any questions it is best to address this with s 1'm not
familiar with the process.

Kind Regards,

BCom (Acc, HRM)

Claims Management Consultant
QLD Landlord Claims

CGU Insurance

www.cgu.com.au<http://www.cgu.com.aw/> We put the You in CGU.

Please consider the environment
before printing this email.

From: Sally Doyle
Sent: Wednesday, 23 February 2011 1:32 PM



To:
Subject: Re Claim for [JGray Rd West End

i

My understanding is that CGU makes tape recordings of phone conversations with its
clients.

Could you please advise me as soon as possible the process by which 1 can be provided with
copies of all tapes of conversations with me? -

| Thankyou
Saily Doyle

e S e ke ok e ok o ok e e K R ok e 8o o o 80 e sk o o ok ol o a0 ol o sk o s ofe ol oK o ko o e e e o s ol ok ek Rk OR K ok ok ok kR ko
e ko ok K

This email, including any attachments sent with it, is confidential and for the sole use of the
intended recipient(s). This confidentiality is not waived or lost, if you receive it and you are
not the intended recipient(s), or if it is transmitted/received in error. '

Any unauthorised use, alteration, disclosure, distribution or review of this email is strictly
prohibited. The information contained in this email, including any attachment sent with it,
may be subject to a statutory duty of confidentiality if it relates to health service matters.

If you are not the intended recipient(s), or if you have received this email in error, you are
asked to immediately notify the sender by telephone collect on Australia +61 1800 198 175
or by return email. You should also delete this email, and any copies, from your computer
system network and destroy any hard copies produced.

If not an intended recipient of this email, you must not copy, distribute or take any action(s)
that relies on it; any form of disclosure, modification, distribution and/or publication of this
email is also prohibited. '

Although Queensland Health takes all reasonable steps to ensure this email does not contain
malicious software, Queensland Health does not accept responsibility for the consequences
if any person's computer inadvertently suffers any disruption to services, loss of
information, harm or is infected with a virus, other malicious computer programme or code
that may occur as a consequence of receiving this email.

Unless stated otherwise, this email represents only the views of the sender and not the views
of the Queensland Government.

e v i e ok 3 s e ot o o ook K ok S 8 o o o o 53R O B 5 ke e s e ok K R SR e ok Rk ok ok sk bR SR R R ok ok ok sk o kR ok ok
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Theinformation transmiited in Inis message and its attachments (if any) is intended enly for the person ar entity to whichilis

addressed.
The message may contain confidential andfor priviteged material. Any review, relransmission, dissemination or other use of, or laking
of any action in reliance upon this information, by persons or enlitles other than the Intended recipiant Is prahibiled.

If you have received this in error, please contact the sender and delete this e-mait and associated material from any computer.



The intended reciplent of this e-mail may only use, reproduce, disclose or distribute the information contained in Lhis e-mail and any
attached files, with the parmisslon of the sender.

This message has been scanned for viruses.
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From: |

Sent: Wednesday, February 23, 2011 4:22 PM
To: Sally Doyle :

Cc: Peter Harmer;,
Subject: RE: Re Claim for [Gray Rd West End
Hi Sally,

Thank you for your feedback, we appreciate your input. The cffort you have made to
provide this has certainly made CGU more aware of the issues being faced by our customers
during this difficult time.

As -1 is currently out of the office, I have escalated your enquiry to our QLD Claims
Manager, who will take the time to look into any available calt recordings for you. lan or
myself will be in touch with you as soon as possible.

If you have any further queries please don't hesitate to contact me.

Kind Repgards,

I
BCom (Acc, HRM)
Claims Management Consultant
QLD Landlord Claims
CGU Insurance

www.cgu.com.au<http://www.cgu.comaw> We put the You in CGU.

Please consider the environment
before printing this email.

From: Sally Doyle
Sent: Wednesday, 23 February 2011 4:07 PM
To: ' :

Subject: RE: Re Claim for | Gray Rd West End

i

It would seem that, at least some of the phone conversations 1 am requesting are in existence
and have been referred to by your CEQ Peter Harmer in a conversation I had with him
yesterday afternoon, Tuesday Feb 22 at approximately 3pm. Mr Harmer has, he advises me,
been in receipt of and listened to taped conversations of me, presumably talking to you

C:\program files\microsoft officeMlemplatesipf templates\PF Firm Blank Document.dot



regarding the outcome of my claim.

As you can imagine, having a copy of these tapes will be of some relevance and use to
myself and my representatives.

I assume that CGU will have taped the conversation I had with you on February 1 in which I
was told by you that my claim had been denied. You may recall, and certainly whatever
recordings are in existence will reflect, that I was very distraught about this decision as it
was clear that evidence I had provided to CGU via my RockSure broker regarding concerns
of closely located stormwater drains stormwater damage to my property, had not been heard
nor considered by CGU.

1. Ireceived a message from you at 2.45 pm on Feb 1 2011 stating "this is [JJjjjjjj from
CGU Insurance Claims. Can you give me a call on 31351823 about your landlords claim".

I recall that either during this phone call, or on the day directly after this initial conversation
in which I was told your claim has been denied, I attempted over an extended and
excruciating conversation to get CGU to listen to information regarding things other than
the "flood" that I had been informed by you was the cause of damage and hence was not
covered.

Finally, after a lengthy verbal battle to try to be heard re my concerns at stormwater
damage, you suggestedij that T might get more information from my tenant,

2. At no time was I told an assessor would be assigned or that this was an option. I was
exhausted and demoralised by the struggie I had had to be heard on possibie "non flood"
causes of damage - the questions and conversation was heavily skewed to staying with, and
buttressing, the CGU "assessment" that all damage was caused by flood. I was too
exhausted and dispirited to even consider "getting more information from the tenant”. It
seemed pretty clear that the claim was not going to be treated fairly.

Since that time, as you no doubt are aware, an assessor has been out to visit my property,
but the process I was subjected to to get to that point was horrendous. Subsequent to my
phone conversation/s with you in early February, a visit from a local political representative
and media interest occurred. You can imagine my surprise when on Feb 14 I was contacted
at 8am by from CGU Claims asking to book in an assessor visit, as [ bad never been
advised an assessor would be an option or would be available.

3. Given the absence of clear information to the contrary, I assumed that the answer to my
claim was "no", and hence on Feb 10 sent an email to at Rocksure requesting a
letter of denial and a full copy of my policy. 1was informed later that same day via an
email from Therese that my claim is "still being reviewed". Had no idea what this actually
meant, and no future concrete actions or processes were quantified. -

It had been indicated by one of the staff at The Rock| (Senior Claims
Manager) that she had some concerns re the management of my claim by CGU, and I was
advised around Feb 3 that my claim would "be escalated”. Not sure what this meant, and
was too exhausted by CGUs obstructive process anyway.

No mention of an assessor, and no further word from CGU til Feb 14 when I amn contacted
with the offer of an assessment visit.



4. From lodgement of my claim (Jan 14) to Feb 1 when I was phoned by you, |||
CGU did not return one of my phone calls.

In the intervening time from when [ had that phone conversation on Feb 1 with CGU, to
when I was offered an assessment visit on Feb 14 (which occurred very quickly, in the same
week), I had a visit from a local political representative (Feb 9), and media interest in my
situation (Feb 10).

Given CGUs history of slowness of response and convoluted process up to the point of
external parties advocacy and interest, you can imagine the conclusions one might draw as
to what was behind CGUs later, and uncharacteristic, speed of response.

4, 1 can only hope that others are not subjected to the same "water torture” in order to
secure the attention of an assessor. I remain of the view that customers should not have to
argue/request/ in any other way push for an assessor to visit, but that it should form a
standard and automatic part of your process for looking at claims.

Such a visit, as an automatic part of "fair" assessment that your code of practice requires, is
the least myself and other long time CGU policy holders should expect when our major
asset has been wrecked.

If you could expedite the provision of copies of my conversations with you, that would be
appreciated

Saily Ddyle

2002k e oo o SRR o aob o o o ok ook ook ok ok o o o ok ook o ok ok of ok o o ok ook ke R ek o s s skok R RO R ROK S ok ok ok
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This email, including any attachments sent with it, is confidential and for the sole use of the
intended recipient(s). This confidentiality is not waived or lost, if you receive it and you are
not the intended recipient(s), or if it is transmitted/received in error.

Any unauthorised use, alteration, disclosure, distribution or review of this email is strictly
prohibited. The information contained in this email, including any attachment sent with it,
may be subject to a statutory duty of confidentiality if it relates to health service matters.

. If you are not the intended recipient(s), or if you have received this email in error, you are

" asked to immediately notify the sender by telephone collect on Australia +61 1800 198 175
‘or by retuin email. You should also delete this email, and any copies, from your computer
systemn network and destroy any hard copies produced.

If not an intended recipient of this email, you must not copy, distribute or take any action(s)
that relies on it; any form of disclosure, modification, distribution and/or publication of this
email is also prohibited.

Although Queensland Health takes all reasonable steps to ensure this email does not contain
malicious software, Queensland Health does not accept responsibility for the consequences
if any person’s computer inadvertently suffers any disruption to services, loss of



information, harm or is infected with a virus, other malicious computer programme or code
that may occur as a consequence of receiving this email.

Unless stated otherwise, this email represents only the views of the sender and not the views
of the Queensland Government.
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The information transmilled in this message and its attachments {if any) is intended only for the person or entify to which it is

addressed.
The message may contain confidential andfor privileged materfal. Any review, retransmission, dissemination or other use of, or teking
of any action In reliance upon this information, by persons or enlities other than the inlended recipienl is prohibited.

If you have recelved thls in error, please contact Lhe sender and delete this e-mail and associated materia) from any computer.

The inlendad recipient of this e-mail may only use, reproduce, disclose or distribute the Information contained in this e-mail and any
altached files, with the parmission of the sender,

This message has been scanned for viruses.
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CGU Insuranee
288 George Streel, Sydney, NSW, 2000
I 02 9088 9631 020292 3434

Sally Doyle
Middle Street
Esk QLD 4312

1 March 2010

Dear Sally

| am wriling in relation to your recent email requesting access to call recordings of
conversations you have had with CGU claims representatives.

When we last spoke by phone on 22 February 2010, | indicated thai CGU was working
towards individual slte assessment at your property prior to you contacting the media about
your claim. At the time, | made reference to this being reflected in call recordings.
Unfortunately, | made a mistake, and it was the file notes of the call made by the claims
officer that support this sequence of avents.

Wre not made of customer calls to the Brisbane Flood Claims Team which .
is part of, due to technology {imitations and, as a resuit, no recording was
made of this particular call. | apologise for any confusion | have caused.

| have attached a copy of the file notes relating to your claim. If you would like copies of
avallable call recordings between youfyour broker and CGU's Parramatta Landlords Claims
Team, we are happy fo provide them. A number of these conversations involve your broker
and we will need their permission to release them for privacy reasons. Please note, some
aspects of the conversations inveolving your broker relate to other customers' claims and will
need to be deleted. ' : :

ilﬁiii iﬁiiii iiies Merchant — National Manager, Claims directly on* or
if you would fike to access the available call recordings, or if

you have further queries regarding your claim.

Yours sincerely

Peler ‘érmer
Chief Executive Officer
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From:

Sent: Monday, 26 September 2011 4:37 PM

To: Sally Doyle

Subject: RE: Request for Copies of Audio Tapes Regarding Sallyanne Doyle
Attachments: 11IQRH044283 3 1 _362075235_3 67.wav

Dear Sally,

| apologise for the delay in responding to your email.

We are currently awaiting approval from Rocksure to release the call recordings which involve their staff | expect to
receive a response from your Broker within the next few days.

In the meantime, please find attached a call recording between CGU and yourself.

Please note, as previously advised by Peter Harmer, recordings were not taken of any calis to the Brisbane Flood

. “laims Team.

Kind regards,

James Merchant
National Claims Manager, Personal Lines
CGU Insurance

www.cgu.com.au We put the You in CGU,

Please consider the environment
before printing this email.

Fram: Sally Doyle
‘ent: Monday, 19 September 2011 1:08 PM .
To: James Merchant
Suhject: Request for Coples of Audio Tapes Regarding Sallyanne Doyle

Good afternoon,

T am writing to request a copy of all and any tape recordings of conversations between myself, Sallyanne Doyle, and
any CGU staff and/or Rocksure staff. These staff have been involved in managing a clai

made against policy number

I have made earlier requests for copies of said tapes, but these requests have not been followed up by CGU. Ina
letter to me dated March 1, Mr Peter Harmer suggested that you might assist with this request, so I will now attempt
this route.

I can be contacted on | should any further information be required.

Thankyou

Sally Doyle



~—
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From:

Sent: Monday, 26 September 2011 4:48 PM

To: Sally Doyle

Subject: FW: for Sally Doyle.

Attachments: 11IQRH044263 4 _1_258229942_1_29.wav; 11IQRH044263_2 344603538_3_67_1_
381015677_3_67.wav

Dear Sally,

While sending my earlier email to you, Rocksure have responded and provided approval to release the recordings.
Please find attached two call recordings between your Broker, Rocksure, and CGU staff.

Kind regards,

fames Merchant
.ational Claims Manager, Personal Lines
CGU insurance

www.cgu.com.au We put the Yeu in CGU.

Please conslder the environment
hefore printing this email.

From:
Sent: Monday, 26 September 2011 4:33 PM

To:
Subject: FW: for Sally Doyle,

..-lello-

Here is the approval to retease the recordings.
Regards, ’

Administration Officer

AFSL License No 237095

Get Rock Solid Protection at the Right Price
[ cast Street, Rockhinpton

Phone: I
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CoY insu.ran'ce
Decision Review Office
GPO box 380D Melboume 30014

£ {writer, direct) § 1300 780 683
2 au

05/05/2011
Miss Sally Dovle,
[ North Place,

Acacia Ridge,
. QLD. 4110

Dear Miss Doyle,
- Clairiv number: _

We refer {o.the above matter, and your request for revView. As part 6f CGU's Interna) Dispute
Resolution process we have reviewed your case and have coucIuded the followmg

Our review of your claim has found that the matter in dispuite is ‘rhe Claimé Departitient’s
denial of your claim due to the cause of the damage being flood which is.excluded from cover

by your CGU Landlords Residential insurance policy. Our review found-that your assertion

that the water which inundated your property at West Exnid was stormiwater b&ckﬂowmg fiom
drains as opposed to floodwater was the mairi issue in dispute.

In respect of the damage to your premises at West End it was found by the Hydrologist that

the peak rainfall had ceased prior to the inumdstior of West End. Thé Biireau of Meteorolocrv _

rainfall records show that the peak rainfall occurred on Monday the 10" January 2011,
Worlev Parsons South East-Queensland Weather Event Report states that the rain fell on the
ot January 2011 through to 16:00 cn the e Januajy 2011 with the peak ramfa]l being on the

10 January 2011,

The Hydrologist’s report by Worley Parsons for [ilGray Rd, West End found.that, “The river
guuge.information indicates thar levels in the Brisbane River were first uffecred.by carchment

inflows from as earlv as Sunday 9th Jamury 2011 with a gradual but steadh: rise in leiels
uniril ahout 06:00 on Tuesday 11th Januarv, From this time, both guuges (at the niowth of
Ovlev Creek and Brishane Ci itv) show a steeper rise in flood levels, with eventual peaks of
about 9.2 metres at around 00:00 on Theasday 13th Jannary )01 1 af the mourh of Oxley
Creek m:a’ c.rbour 4.5 metres at arotind 03:00 on Thursday 13" Jenuawr 2011 ari the cinv

gaige, ... " The mre",polare level in the Brisbane River directly souih ofrhep:opem af
01:30 on y Tnivsday 13" January 201 was approximaiely 6. 7mAHD: The Tey e/ can be raken as
the approximare peak level of the Janarv 2011 flood evenr af this location.”




When storm or rain water 1s the cause of inundation to a property, the mundation will oceur at
around the same time as the peak in the rainfall. However the data for the rainfal] at your’
premuses demonstrates that the rainfall had already peaked before the rise of the flood waters
which inundated your propérty.

Your CGU Landlord’s Residential insurance policy defines fisod as stated in the policy
wording excerpt below; - ' ' ' :

Flood

The covering of normally dry land by water escaping or reléased from the normdl confines of
a watercourse or lake, whether or not it is modified. Flood also inciudes wirer escaping from
the confines af any reservoir. channel, canal or dum.

We note your contention that the flood water was contributed to by water coming ffom the
drains. Despite the possibility that there may have been contributions by rain water mixing
with the flood water, drain water or water released from the Wivenhoe Dam, the claimed
damage to your property. was the result.of flood as defiried by your CGU Landlord’s
Residertial insurance policy. The exclusion of flood legally extends to encompass rain water
mixing with flood water as an excluded circumstance. Similarly if storm water cannot drain or
flow into a riveror watercourse (as defined by the policy) because it is in flood, there is.
judicial authority to say that any inundation by this storm water is in-fact-flocd. In the case of .
dram ‘water which i§ back flowing, this can occur wheit the water level in the river, which the
drain normally flows into, rises above the leve] of the inlet gullies of the drain, This has the
effect of causing the drain to batkflow up the piped drainage systerh and discharge water onto
the area they were constructed to drain. The cause of this backflow of drains is flood as it is
river water discharging though the drainage systein or a mixture of storm watet and river
water. :

- Itis clear froi the hydrological evidence that many, if not all, storin water drains either exit

into the sea‘or the river/creek system. In stich .4 sitbation the storm wateér drain exit point.in
the cteek/ iiver (or sea) is af a point above the normal rivér height (even rivers.influenced by
tidal variation). However if the river level rises above the stoftn watéroutlet a backflow
occurs in which the river water flows back up the storm water drainage systein and dischdrges
onto property. This water is either river water or'a ilixturé of storm water and river water and
this is the sousce of inundation of many of'the properties affected by these initial flows in.
Brishane and Ipswich. Insuch cases it is clear that this i flood. water as.defined by the policy

ofinsurance.and as a result of the application of current Australian law.

The flood water came from the watercourse; and the mixtirre of storm water and flood
discharging up through the stomir water system is flood water and, as a consequence any
property inundation caused by this water, resulfing in property damage, is not covered.

-Where more than-oné circuinstance contributes to & loss, and one of these causes is an

excluded circumstance, the insures is entitled to rely upon the excluded cireumistance to refuse
the claim. Even in the-event that there may have been contributions by rain water, drain water

unable to escape or the Wivenhoe Dam the claimed damage fo vour property has been



demonstrated to be the result of flood as defined by vour CGU Landlord 's Residential
insurance policy. Only in circumstances where rain water i the sole source of water, that is,
with no contohution by flood vwatér or water in drains unable fo escape because the river is in
flood, can your policy respond to claims for damage by rain water.

Published aerial photography of the area taken on Thursday 13th January 2011 (as thé flood
levels were receding) confirms that a continuous body. of water existed befween the Brisbane
Riverand your property during the event. '

In this instance the Hydrologist who inspected your property considered that, “iiz sy opinion,
the imindation of the property at | Gray Rd, West End was caused-bv water escuping the
conjines of the Brisbane River Channel. This water initiully backed up the local drainage
systent, cqusing water to’ rise our-of the draiviage pit located in the buckvard of the property:

As the warer level in.thé Brisbane River continued to: rise; the:crest of the local depression, in

which tlie property lies; was overtopped, causing the property 1o-be inundated directly from
the Brisbane River™. ' : :

The Hydrologist also investigated the possibility that local inundafion inay have occurréd _
prior-to inundation by the Brisbane flood waters. He found-that the rain which fell onthe9"
and 10" of ] anuary was insufficieit to have overtopped the kerb.and pavemerit near the pit
and that m the event of-any overflow down the driveway, the depﬂj.:wquld' have been'. _
insutfieient to-overflow into your basement. The Hydrologist corichided that, “irundation

damdage 1o items iri-the bisement as @ result of stormwuter flovs of the 9 and 107 of Jarudry

is highly unlikeh™. -

The insured property lies very close to the Brisbane River. No evidence has been provided
which suggests that stomiwater zlone was the cause of the loss. The Brishane flood was a

-widely covered event in the media which affected many properties in the greater Brisbane

area. The balance of probabilities on this fact alone suggests that vour property’s inundation

‘resulted fiom the Brisbane flood. The factual evidence provided by Hydrologists

demonstrates that flood was in fact the cause of vour loss.

In conclusion CGU.consider that the available data and reports confirm that the. water that
inundated your property was caused by floodwater from the Brisbane River. As the cause of
the damage was flood water as defined by your policy of insurance, the dafnage caused by the
flood is not covered by your CGU Landlord’s Residential insurance policy.

We sincerely hope that this forther considération of vour claim and further explanation
resolves the matter, however if you have relevant information thar we have not previously
been given, please submit it to this departument as soon as possible for- consideration.

TR



LY

m.ase-h{anag_er, Decision Review Office

You can telephone this'departent for the cost of a local-call rom anywhers in Austratla on 1300 651 227

Shiould.you hatve. o fintherinformation that you wish us ta-consider, you should take this as the final decizion of
CGU Insurance. If you still contend that our def.ision,is incorrect you may refer the matfer to a solicitor, orif
you conte within the definition of applicarit as stated i the Terms of Referénce, you may have the right to refer
the matter fo the Finoncial Ombudsman Service Limited (FOS Lid), at PO Box 3. Melbourue. 3001, teleplione;
1300 780 808, fax: (03} 96136399, web: ww, fos.org.an. email: mfoffos.org au. '

Financial Ombudsman' Service Limited is independent and administers the exlernal segment of the general
insurance industry’s alternative dispute resolution scheme, approved by the Australian Securities and
Investments Conumission, ' ‘ :

Please note that Financial Ombidsman Service Limifed will not consider your dispute 111_if¢ss it is Jodged, Ly
documenting the basis on which you contend that our decision is incorréct, before the earlier expiry of the
following time Limits: : ‘ .

a) within six years of the date Whép you first became aware (or should reasonably have become aware)
that you suffered a loss: and .

b) within.two years of the date of ouf final degcision.
and there are other qualifying criteria. -

Please also note thatthe FOS have reviewed cases of fiood previcusly-and have maintained the insurer's position

" inrcases where the insurer has demonstrated. that flood. as defied by the insurande palicy. has octurred.
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'MELBOURNE VIC 3001
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\::msj SERVICE GPO 8ox 3, Metbourne VIC 3001

T 1300 78.0808
F 0396136399

E info@fos.crg.au
W www.fos.crg.au
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21.Septernber 2011 q}'\o‘\ N

M'yx"f@-

National Managér-Dispute Resolution
CGU Insurance Limited

Der [

Dispute-lodged by: Ms Sally Doyle |

Case number:

Please find enclosed details of Ms Doyle’s dispute with CGU Insurance Limited.
What you need to do

We encourage you to contact Ms Doyle within the next 21 days and discuss ard
resolve the dispute diréctly with them:.

If you are able to resolve the dispute directly Wlthln 21 days piease prowde written
details confirming how the dispute was resolved.

If you are unable to resolve the dispute directly, you will need to provide a detailed
written response te the dispute within 21 days. You should include an explanation of
CGU Insurance Limited's position and copies.of all relevant: lnformatlon and
supporting documients, inciuding a copy of any response to Ms Doyle. This should
be provided to the Financial Ombudsman Serwce (FOS), with a copy provided to Ms

Doyle.
To assist you, a guide is enclosed setting out the information and documents that are

generally relevant in a dispute such as this. Please carefully check this guide and
ensure that all relevant information and documents are provided with your response.

We require your response by 12 October 2011.

Once we receive your response we will review the dispute and decide the
appropriate next step for resolving this matter.

INCMNFSP-GI




Exchange of information

FOS encourages parties to a dispute to exchange information as part of t'fying to
resolve the dispute. As is the practice in general insurance disputes; please ensure

that a copy of all material included in your responsé is sent to Ms'Doyle. Only the

material exchanged will be relied upon by FOS unless special circumstances . apply
as outlined in our Terms of Reference:.

Privacy

We do not wish to collect third party or: sens:tlve information that is not required. If
you'include sensitive information or personal information about a third party please
ensure that the informationis relevant to the dispute. If the information is not
relevant, please do not send it.to us or take steps.to de-identify the information.

Our privacy. policy is available at www.fos.org.au/privacy.

How we deal with unresolved disputes-

If-a dispute.is not resolved directly bétween the parties, we'will use the most
appropriate. d|spute resolution fiethod to resolve the d|spute We may assist the
parties to negotiate a resolution, or may conduct a conciliation conference where
appropriate. If a dlspute cannot be resolved by mutual agreement, we may issue a
Recommendation or Determination.

For more iriformation on the Financial Ombudsman Sefvice and how we deal with
d|sputes including our Terms of Reference and Operational Guideiines, please refer
to our website at www.fos. org.au.
AddRional infor'mation‘-
If you: _

 are unclear on how fo respond to this dispute

« require additional time'to respond or

e have any questlons

please contact me on (03) - or email me at _

enc.



Response Guide — General Insurance

When you are providing your response o us please review this Guide and provide
copies of all relevant information and documents as outlined below.

Please outline your response under appropriate headings where relevant (eg.
Summary of Facts, issues in Dispute, Applicant's Position, Company’s Position,
Relevant Policy Provisions, Relevant Law).

e Your company's report on its investigation of the dispute together with copies
of any related correspondence. Your response should include:
o Policy details
Applicant's particulars
The claim _
The vehicle/property/contents/sickness
Details of previous claims
Details of any alleged non-disclosure or misrepresentation
Other relevant facts

OO0 QO O0O0

o A statement of the company’s overall position on the dispute. This should
include an outline of the issues in dispute, the Applicant's position, relevant
policy provisions, relevant law and reference to any relevant FOS Terms of
Reference provisions.

e Details of any expert opinions {(eg. Assessor, accident reconstruction,
forensic, medical, legal).

« Details of any suggested options or offers that will assist to resolve this
dispute .

s Copies.of the following documents:
o Applicant’s claim form
o Insurance proposal/applicant form
o Policy schedule applicable at time of loss
o Policy wording applicable at time of loss

o Copies of other supporting evidence where relevant, including:

’ o All assessors’ and adjusters’ reports on liability and quantum
All investigators’ reports
Colour copies of all photographs, or the originals
Underwriting guidelines
Proof of application of underwriting guidelines (eg. Examples of
declined proposals, renewals and statutory declarations from
underwriters
o Medical reports/technical reports
o Valuations
o Witness statements/statutory declarations/affidavits.

Q000




. Financial Services.Provider S eEU TR

ol Financial Ombudsman Service Limited
." ABM 67 131 124 448

A
S
FIN AN CIAL e GPO Box 3, Melbourne VIC 30071

Telephone 1300 78 08 08

OMBUDSMAN fox 0396136399
S E RVI C E Email info@fos.org.au

Website  www.fos.orgau

Online Dispute information

This form contains a summary of an Applicant's dispute. It is based on information
submitted by an applicant when they lodge their dispute oniine with FOS.

T R e mt ———— e e s PP e

14 September 2011

FOS Case Number:

' Date Dispute Recorded by

| Fos: B
[

| Applicant Name: Ms Sally Doyle
S e
EApp!icant’s Business Name |

(ifapplicable): 1 e

!
i /- Consumer Protection Unit, Legal Aid

C.
' Applicant Address & ]Sﬁ;?:us;a:(c)jbfpo Box 2449, Brisbane, QLD,
{

| Contact Detaijls: | Ph: 07-32383232
I i Email:

——— ——— .—-..__—;—-_, e e e e e s e e e

T e e e e e e e
b

| Consumer Protection Unit, Legai Aid ™~~~
i Queensland, GPO Box
2449'Bri5b§'3_eQLDAL}gtr_&ﬂqng

f

! Representative Name
(if applicable):
|
|

Representative Address
| Details (if applicable):

i Account/Policy/
f Claim Reference Number:

. ; nsurance Limited
, Name: i -

Summary of Dispute:

' Queensland Flood Claim: FSP has ref

used the applicant's claimin a ietter dated 5

May 2011. The applicant initially lod
! claim was initially refused by way of

ged the claim in January 2011. The applicant's
letter dated 27 April 2011. The applicant

! requested an internal review of th

e FSP's decision. The IDR process has now been :

| exhausted.

Please see attached the following documents:
- 1. IDR refusal letter from FSP dated 5 May 2011
2 Letter from FSP to applicant dated 27 Apri A



N

. Outcome Sought:

5 For the refusal to be overturned and the applicants' claim to be paid.
1
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C G U €64 Inatirance
Oecision Review Offica
GFO box 390D Malbourna 3D0Y
f 1300 760 683

05/05/2011

Miss Sally Doyle,
[ Norih Place,
Acacia Ridge,
QLD, 4110

Dear Miss Doyle,

- Claim number: [

1
We refer to the above matter, and your request for review.” As part of CGU's Internal Dispute
Resolution process we have reviewed your case and have concluded the following,

Our review of your claim has found thet the matter in dispute is the Claims Department’s
denial of your claim due to the cause of the damage being tlood which is excluded frorn cover.

" by your CGU Landiords Restdential instirance policy. Our review found that your assertion
that the water which inundated your property at West End was stormwater backflowing from -
drains as oppdsed to floodwater was the main issue in dispute.

[o respect ofthe damage to your premises at West End it wis found by the Hydrologist that
the peak rainfall had ceased prior to the inundation of West End. The Burenu of Metearology - -
rainfall records show that the peak rainfall accurred on Monday the 10™ January 2011,
Worley Parsons South Bast Queensland Weather Event Repot( staies that the rain fell o the

. 9" January 201} through to 16:00 or the 11% January 2011 with the peak rainfall being on the
10" Japuary 2011, . L i .

The Hydrologist’s vepott by Worley Parsons for [l Gray Rd, West End fouud that, “The river
gauge information indicales that levels id the Brisbarie River were first afféciad hy caichment
inflaws from as early as Sunday 9th January 2011, with a gradual but steady rise in levels
until about 06,00 on Tuesday 11th Jarmuary, From this time, both Lauges (at the mouth of
Oxley Creek and Brishane Cliy) show a sweeper rise in flood levels, with eventual peaks of
about 9.2 meires al around 00:00 on Thursday 13th January 2011 at the mouth of Oxley
Creek and about 4.5 metres at around 03:00 on Thursday 13" January 2011 at the ity
gauge. "... " The interpolated level in the Brisbane River directly south of the property af
01:30 on Thursday 13" Jaruary 201 wes approximalely 6, 7mAHD, The level can be taken as
the approximate peak level of the January 2011 flood event at this locaiion™

Coai beamuria) Lemfincl ARN 27 O SFRDYI
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When sform or rain water is the cause of inundation to a property, the inundation will occur at
atound the same lime as the peak in the rainfall. However the data fot the rainfall af your
premiscs demonstrates that the rainfail had already peaked hefore the rise of the flood waters

which inundated your property.

Your CGU Landlord’s Residential jusurance 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 nprmal confines of
a watercourse ov lake, whether oF not it is modified. Flood also includes water escaping from
the confines of any reservolr, channel, canal o1 dam.

We note your contention that the flood water was contributed to by weter coming from the
drains, Despite the possibility that there may have been contributions by rain water mixing
with the flood water, drain water or water released from the Wivenhoe Dam, the claimed
damage to your property was the result of flood as defined by yow CGU Landlotd’s
Resgidential insurance policy. The exclusion of flood legally extends to encompass rain water
mixing with flood waler as an excluded circumstance, Similarly if storm water cannot drain or
flow into a river or watercourse (a5 defined by the policy) because it is in flood, there is
judicial authority to say that any inundation by this storm.water is in fact flood, I the case of
drain water which is back flowing, this can ocour when the water level in the river, which the
drain normally flows into, rises above the level of the inlet gullies of the drain, This hes the
effect of causing the drain to backflow up the piped drninage system and discharge water onto
the area they were constructed io drain. The cause of this baclflow of drains is flood as it is
river water dischargiog tbough the drainage system or a mixture of storm watey and river

water,

It is cleor from the hydrological evidence that many, if not all, stovmt water draing either exit
into-the sea or the river/creek system. In sucha situation the storm water drain exit point in
the creck/ river (or sca) Is at a point above the nonmal river height (even rivers influenced by
tidal variation). However if the river lavel rises ahove the storin water outlet & backflow
occurs in which the river water flows back up the storm water drainage system and discharges
onto property. This watet is either river water or a mixture of storm water and river water and
this is the source of inundation of many of the propertics affected by these initial flows in
Erisbane and {pswich. In such cases it ig clear that this is flood water as defined by the policy
of insurance and as a result of ihe application of current Australian Jaw.

The flood water came from the watercoutss, and the mixtiwe of stonn water and flood
discharging np thtough the storm water system is flood water and, s a conseguence any
property inundation caused by this water, vesulting in property damage, is not covered.

Whete more than one circumstance contribuites o a loss, and one of these causes is an

exeluded circumstance, the jnsurer is entitled-to rely upon the excluded circumstance to refuse
the claim, Even in the event that there may have been contdbutions by rain water, drain water
unabilc to cscape or the Wivenhoe Dam, the claimed damage to your property has been
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demonstrated 1o be the result of flood as defined by your CGU Landlord’s Residential
insurance poelicy. Only in circumstances where rain water is the sole source of water, that is,
with no contribution by flood water or water in drains unable to escape becausé the river is in
flood, ¢an your policy respond to clatms for damage by rain water,

Published aerial photography of the area taken on Tharsday 13th January 2011 (as the floo'd
" levels were receding) confirms that a continuous body of water existed between the Brishang
River and your property during the event.

In this instance the Hydrologist who inspected your property consideted that, " my oplnion,
the inundation of the property atl Y Gray Rd, West End was eoused by water escaping the

-conifines of the Brishane River Channel, This water initially backed up the local drairage
System, causing water to vise out of the drainage pit tocated in the backyard of the property.,
As the water level in the Brishane River continued (o 1se, the crest.of the local depression, in
which the property lies, was overtopped, causing the praperty to be inundated directly from
the Brisbane River™. o ' '

- The Hydrologist also investigated the possibility thet local inundation may have occurred
prior to inundation by the Brishane flood waters, e found that the rain which foll on the 9%
“and 10" of Japuary was insutficient to have overtopped the kerb and pavement near the pit
and that in the evert of any overflow down the driveway, the depth would have been
insufficient to overfiow inte your basement, The Hydrologist concluded that, “inundation
damage to items i the basement os a result of stormwater flows on the 9" and 10" of January
is highly unlikely®. B ’

. The Insured property lies very close to the Brisbane River, No evidenice has been provided
which supgests that stormwater alone was the causs ofthe loss, The Brisbane flood was g
widely covered event inf the media which affected many properties in the greater Brisbane
drea. The balance of probabilities on this fact alone suggests that your property’s inundation
resulted from the Brisbane flood. The factual svidence provided by Hydhologists . )
demonstrates that flood-was in fact the cause of your loss. " :

In couctusion CGU consider that the available data and reports confunm that the water that
inundated your property was caused by floodwater from the.Brisbane River. As the cause of
the damage.wus flood water as defined by your policy of insurance, the damage caused by the
flood is not covered by your COU Landlord’s Residential insurance policy, = - '

We sincerely hope that this further consideration of yout claim and further explanation
1'£:soiw-;s the matter, however if vou have relevant information that we have not previously
been given, please submmit it to this department as soon as passible for consideration.

[0 Patirate Limradh AR 27 664 £TRATH
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!emm‘ !ase Manager, Decision Review Office

You can telephana this depariment for the cos! of alacal-call frém anywhere in Aualralia on 1300 657 227

Should you have no further information tial yot wigh us to consdder, you should take this as the Dna) decision of
CGU Insurance. I you still contend that our declsion s incorreat yoy may refer the maticr to a solicitor, of if
you come withly the definition of applicant as stated in the Terms of Reference, you may bave the right to refir
Lhe malter to the Financial Ombudsinan Service Limited (FOS Ltd), at PO Box 3, Melbourse, 3001, tslophone:

1300780 BOS. fax: (03) 96136399, web: wnvw. lbs.ore.an, email: mfof@fos.org.au

Financial Ombudeman Seyvice Limited is indepeodent and administers the external segment of the general

ingurance indostry’s altemative dispute resolution schieme, approved by the Avetalinn Securities and

. Tovestments Commission, .

. Pleage note thar Finaneial Ombudsmen Service Limited will nol constder your dispute unfesy it |s lodged, by
documenting the basis on which you contend that our declsion s ingorrect, hefore the earlier expliy of the
following tlme lmirs:

A)  wicthin gix years of the date when you first became awarc (or shovld reasonably have brecome aware)
that you suffered a loss: amd .

AT

b) within two years of the date of our final decision,
and {herc are other qualifying oriteda. -

Please nlso note thatthe FOS have revicwed cases of flood previously and have malntalned the insurer’s position
' in cases where the Insurer has demnonstzatad that fiood, as defined by the insurance poliey, s occurred.

-
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27" April 2011

M3 8 DOYLE
NORTH PLACE
ACIA RIDGE QLD 4110

Dear Ms Doyle,

Your Claim Number;
Your Policy Number:
Situation Address: DWEST END QLD

PAGE 82/24

GPO Box 4902
BRISBANE QLD 4001

ABN 2704 478 371

Telt 1200 682 788
Fax: 07 3135 1413

1

i am writing to you in relation to a claim you madé for damage to your property on the

12" January 2011.

As requestad | have reviewed your claim and after careful sonsideratian of the
Infermation provided, CGU Insurance has deciined your clalm for the following .

reasons,

Summary of the decision

The circumstances of the clajm

We received correspondence on the 10™ February 2011 requesting

reconskleration of your claim.

Your pollcy coverage relating to the claim

Your CGU poliey covers lnundation by storm water but does not provide
Insurance caverage for losses caused by flood. Flood Is clearly defined in
your palicy, for details you can refer fo the glossary of your CGU home policy.

The Information. we have considsered.in making this decision .. © |
CGU reviews each clalm on fis individual merits and we do not deny claims
lightly. We have carefully revieswed your claim; water has escapad from the
Brisbane River via storm drains. Where waler has escaped a water course
by backing up through storm water drains to find ari equal level to the river,
this Is alsa considered to fall within the definition of Flood under the CGU

Policy.

Furthermore, rising slorm waters that cannol drain inte a2 watercourse
because the watercourss is aiready In flood is also considered flood water

D12 —Yerslon 5
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CGU

The source of the inundation is from the Brisbane River. | refer to your -
deffnitian of flood undar your CGU policy:

Flocd:

The cavaring of narmal dry fand by water escaping or refeasad from the
confines of a walercourse or lake, whether or not It is aftered or modified.
Flood also includes waler sscaping from the confines of any reservoir,
channef, canal or dam, :

Flood water that mixes with starm waler run off that inundates yeur property Is
viewed as damage from flaodwater.

Based on your advica and information avallable to us, we conclude that the
loss for which you have claimed was caused by flood. Ag a result we are nat
i ' in a posltion to pay your clalm.

.’ As discussed | have referred your clalm to the CGU Dispute Resolutlon team. The
Dispute Resclutlon team will indepandently review your claim and provide a declslon
within 18 business days of recelving your request and all relevan information.

The Review Officer will be in contact with you shorly and may seek further
information from you and from other pariies Involved. Once all necessary informafion
has been received, the review of your claim will be completed within 15 buginess
days, '

The following information is provided to assist you in contacting the CGU Dispufe
Rasnlutlon team if you wish to: '

CGU Dispute Resclution
GPO Baox 290D
Methourne 3001

— Tel:
(- Fax;
Emall;

Yours Sincerely,

eam Manager
CGU Claimg

D12 —Yersion 5
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44 He:schel Sireed fetephore 1300 G5 i1 08
BRISBANE QLD 4000

ARG

Our Ref:  MAF(flood): 1190470 Contact:

Date: Tuesday, 2 August 2011 Fotephone:

E-mail: cpuadvice@legelaid.qid.gov.au

CGU IDR

CGU Insurance Limited
PO Box 380D
MELBOURNE VIC 3001

Email: I

Dear Colleague

Sally Doyle -

The Civil Justice (consumer protection) unit at Lega! Aid Queensland acts for the
ahovenamed for the purpose of preparing a submission to support a review of your
company's decision to refuse our clients insurance claim arising from events in
December 2010 and/or January 2011.

Please ensure that all further correspondence on the reconsideration of the refusal is
directed to our unit.

Our client formally now requests that the decision to refuse insurance be reviewed. We
anticipate being in a position to forward further information and/or reasons to support
this request within the next three weels.

in the meantime, would you be so kind as to provide copies of any evidence, hydrology
and client information that you have used to determine this claim. Please find enclosed
our client’s Authority.

In particular, we would appreciate a transcript of our client’s proposal for insurance and
record of this claim {if you have one)} and a transcript of any discussion with our client or
agent upon which you rely to suppott the decision you have made.

Yours sincerely,

Senior Solicitor/Consumer Advocate
Civil Juslice Services (consumer protection)

GPO BGOX 2440
wviw legalaid qid gov.au BRISBAME QLD 400¢
ABHW: 68 062 423 924 DXx 150 BRISBANE DDWNTCWN
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Legal Aid

AUTHORITY TO RELEASE

TO WHOM iT MAY CONGERN
(AS ADVISED BY L EGAL AID QUEENSLAND)

v Sallyanne. Doy ¥
Hereby authorize yau to provide my solicifors as nominated by Legal Aid Queensiand

with any documents or information i your possession as specified by Legaf Ald

Queensiand,
Dated: 12 3,}-’3‘9// .................

LS
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