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OUr·r.f: 1733560 

27 September 2011 

Partner 
DLA Piper Australia 
GPO Box 7'804 
WATERFRONT PLACE QLD 4001 

Dear  

' •... 
,'\'" ) 

C"GU 'Insurance Limited - Requirement to Provide InformatiOn 

As foreshadowed in. our previous communications, please find enclosed a Requirement 
dIrecteato Mr Mer<:hant, pursuant to seclion £(1)(b) ofthe Commissions oflnquiry AGt1950 
(Qld); 'for astatemen! in response to Infonnation received from an individual policyholder, 
Ms Sally Doyle. This leiter notifies yo!.! ofthe information Ms Doyle has ·given to the 
Commis·sion. Ms Doyle holds a house 'and contents insurance policY'with OGU InslIrance 
Limited (pcilicy .humber  fo~ a proJjerfyat Gray Hoad, West End. A 
separate req!.!irement has been issued 10 Mr Harmer. . 

10 so far as this req!.!irement.reql.!ests in~ormation,. il that Information has been .pr,ovjded in 
full by MrHarmer on a parficul;lr toplc;Js, then Mr Merchant is. not required to repeat that 
information in his response to the enclosed Requirement. It will suffice ifMr Merchant states 
thatMr Har11'!er has provided an answer to that10plc and sets out the paragraph riumber}s of 
his st"tement in that regard. 

Similarly, hso far as the provision of records is concerfled, It will be satisfactory lorane 
indexed bundle of material to be'pro'lided coverin.g bolh'Requirements, rather than the 
records being provided twice. If this colirse Is taken, pleai;e ehsUre that Mr Harmer and 
Mr Merchant refer to the 'index nlimber in that indexed 'bundle of material wheneverTelerrlng 
to records in their statement. 

Ple.ase note that Ms Doyle may be called to give orcilevidence iii the Commission's public 
hearings in Brisbane in the wee'k commencing 30ctober·2011. If Ms Doyle is to be called, 
her statementviill pe provided to you as soon as the Commission is able to do·so. 

You will observe that the infonnatlon which has been provided by Ms Doyle, and which is .set 
out below, does include: 
.a) communications between·.Ms Doyle and her broker, 
b) 'hat the Coutier Mail published an article ralating to Ms Doyle; and 
.c). 'that the 'Premier Visited MS Doyle's property. 

P~ge 1 olS 

400 1;eorgt! -Stre ~t'8 rlsbane 
GPO.B.oX~738 Brisbane 
Queensland 4001 Australia 
Tel.p~.ne 1300 309 634 
faCSimile +61 734059750 
www.Ooodtommisslon.qld.gov.au 
ABN 82 696 762 534 



That information has.been provided so as to narrate as complete a chronology as possibie 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 knowledge 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 and/or the visit and iVthey w~re factors 

taken into account in processing Ms Doyle's claim. 

Ms Doyle has given the Commission the following Irtformation which is relevant tei the 
Commission's inquiry pursuant to tEmn of reference (b): 
1. Ms' Doyle made a claim on her policy (claim number  policy number 

), through her insurance broker, RockSure, on 13 January 2011. During 
the telephone conversation with her broker, she was advised that the claim would be . . . 
passed on to CGU. 

2. 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. 

3. Between 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 return her calls. In this' regard, CGU file notes (copies 
of which were provided as an attachment to a leiter Ms Doyle received 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 flood team would be looking after the 
claims when the CGU office was back up and running. The file notes record that a 
message was taken for the Queensland Flood Team to call Ms Doyle. . 

4. Ms Doyle did not receive a return telephone call to either of her two calls to CGU until 
1 February 2011 when telephoneq her. This conversation is set· 
out below. 

5. CGU file notes record that oil 18 January 2011 RockSure called and advised that' 
Ms Doyle was very irate and wanted an assessor appOinted. 

6. CGU file notes record that on 22 January 2011, rom RockSure called for an 
update on the 9laim. 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 emaOed a photo of the property provided by Ms Doyle which showed the 
property inundated by water. 

7. CGU file·notes record that J 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· J that·the re!!ponseteam.,was wOrkingto.contactevery_customer 
as soon as pOSSible, but did not have a time frame at that point. stated that she . 
told Ms Doyle to go ahead and remove the internal walls, but to keep a bit for inspection 
byCGU. 

8. CGU file notes record that on 25 January 2011 CGU received an email from T at 
RockSure.with an email attached from Ms Doyle which outfined that the tenant had 
advised the circumstances of the loss. 

9. CGU file notes record that on 1 February 2011, T rom RockSui'e 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 consultant advised Therese that someone would call her 
within 24' hours. 

10 .. CGU file notes record that later that'day, called Ms Doyle and left a voice 
. message for her to call CGU back. 

··11. Later that day, Ms Doyle telephoned  . 
12. asked Ms Doyle several questions regarding her property and the water 

damage, for example, 'is your house highset or lowset?' . 
. 13. advised Ms Doyle that on tile basis of her answers the damage was caused 

by flood; CGU did not cover flood; and her claim was therefore denied .. told 
her that the decision was to decline her claim as her house was flooded by the Brisbane. 
River. She was also advi~ed that a hydrology report for Brisbane showed that Brisbane. 
had been affected by flood, and hence her claim was denied. She argued with  

 for at least thirty minutes to take into account information she 
though) was relevant. {I'ls Doyle argued that the stormwater drains on her property were 
key factors. Each time Ms Doyle provided information that she believed contradicted 

finding of flood, stated that the Information supported .CGU's 
decision that flood had caused the damage and their decision to deny the claim. Ms 
Doyle argued that the information did not support CGU's decision, but rather, that it 
'contradlcted CGU's decision 

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

15. The telephone call finished with telling Ms Doyle that maybe the temants 
shOUld give CGU more information about what had happened as !vis Doyle was not 
prasent when the damage occured.· 

16. On 2 February '2011, Ms Doyle made ali other telephone call reiterating that she did not 
believe t!'lat CGU's declslon.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 email to CGU and to RockSure In which she 
outlined her concerns regarding her claim, in particular, that an on site assessment of her 
property had not been conducted. RockSure advised t!'lat her claim 'would be 
escalated'. She was not offerad an assessor visit. 

1 B. From 13 January 2011 until 10 February 2011, Ms Doyle was not offered an assessor 
visit, nor 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 t6 her properl¥ from the Premier.of 
. Queensland, Anna Bligh MP. . 

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

21. On 10 February 2011, !vis Doyle contaCted her broker requesting a letter confirming the 
denial Of her claim. Ms Doyle was advised by her broker that CGU was still reviewing 
her claim. 

22. On 11 February 2011, Ms Doyle was contacled in order to arrang~ for an assessor to 
inspect her property, at a time when the tenant could allend. 

23. Also on 11 February 2011, Ms Doyle received a telephone call from 
Corporete Affairs Manager of CGU, requesting that Ms Doyle meet with her, 
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 CGU General Manager of Claims of CGU and Peter Harmer, CEO of 
CGU. said that was 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. 

24 .. 0n 13 February 201), 'Ms Doy·lE! attended a meeting with   and 
Mr Harmer at her property. During this meeting, Ms Doyle outlined her cDncerns 
regarding the deficiencies in CGU's management of her claim and other policyholders' 
claims. She showed the group through her house, shDwed the location of large 
stormwater drains, and expressed her cDncern that much damage had been caused by 
stormwater. She expressed her concem at pDor 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 that biased and unfair questioning heavily skewed 
toward IDo.king for any possible evidence of 'flDod' 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 
CGU never did and never would cover ftoDd. He stated that CGU did not send out 
assessors as 'often people know it was flood, they don't want an assessor, they.iust 
want a pieoe of paper they can take to Centre link or wherever to say insurance has been 
demled'. He stated that CGU had a 'triage' process whereby a number of standard . 
questions were asked, and this 'often determines whether it was flDOd or n.ot', 

25. CGU file nDtes of 15 February 2011 state that M~ Doyle telephoned CGU and advised 
that the tenant worked and could only attend an assessment at specified times. 

26. On 16 February 2011, a CGU assessor Visited and advised Ms Doyle that the next 
step would be to get a hydrologist's report. The tenant was in attendance at that visit 
and answered all questions asked of the tenant by the assessor. 

27. On 18 February 2011, a rally occurred outside CGU's offices at Southbank. A 
delegation of policy holders, including Ms Doyle, met wHh senior management 
representatives. During that meeting, the policy hDlders made three key requests. 
They were that: 
• on site assessment occur automatically where there was a major loss; . 
• financial compensation' be given to customers whose claims had been mismanaged; . 

and. 
• financial assistance be given to CGU customers where waler damage had occurred. 

28. The representatives of CGU Indicated that they would prDvide feedback by 
23 February 2011. 

29. On 22 February 2011, Ms Doyle received a telephone call from Mr Harmer. Mr Harmer 
advised her that CGU would be making a mfijdia release regarding the requests made by 
CGU policyhDlders on 18 February 2011 and he wanted to 'walk' her through it. He 
advised thai none of the requests would be agreed to. This included 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'. At the end of the· 
cDnversation, Mr Harmer stated 'I have copies of the tapes of conversations you have 
had with CGU staff, and I have listened to them. I 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 pn 22 February 2011 contained the following: 
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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, I want to make sure it's clear that an Individual site assessment is 
available 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 all tape recordings of her conversations with CGU. 
Ms Doyle was advised by RockSure tnat conversations with customers were not 
.recorded. advised that some conversations with customers were recorded. 

32. On 23 February 2011, at 1.32 pm, Ms Doyle sent an email to asking her to 
advise 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, sent an email to Ms Doyle stating thai 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'. stated 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: 'If 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 which set out 
some aspects of what had occurred in her claim. This email included a req!lest for, 
copies of all and any tape recordings of conversations Ms Doyle had had with CGU 
consultants. 

35. On 23 February 2011, Ms Doyle received an email 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 call 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 lettedrom,Mr Harmer,dated 1 March 2011, in which MrHarmer 
stated: 

'When we last spoke by phone on 22 February 2010, I indicated that.CGU was 
working towards individual site assessment at your property prior to you contacting 
the media about your claim. At the time, I made reference to this being reflected in 
call recordings. Unfortunately, I made 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 
which s part of, due to technology limitations and, as a resuH, 
no recording was made of this particular call. I apologise for any confUSion I have 
caused. 

I have attached a copy of the file notes relating to your claim. If you would like 
copies of available call recordings' between you/your broker and CGU's Parramatta 
landlords Claims Team, we are happy to provide them. A num bar of these 
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conversations involve your broker and we will need their permission to release 
them'for privacy reasons. ?Ii~ase note, some aspects of the conversations 
involving your broker relate to other customers' claims and will need to be deleted. 

Please contact James Merchant - National Manager, Claims directly on 
(03) or if you would like 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 GGU staff had Ms Doyle been advised 
that the conversation may be recorded. However, approximately in the middle of 
March 2011, Ms Doyle telephoned  For the first time, the call did not go 
directly to her telephone, but instead a voice message came over the telephone stating 
that the call might be recorded. 

39. On 18 March 2011, Ms Doyle made several telephone 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 Apri[ 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 
nol provide cover for. flood. 

41. Following the denial of her claim, Ms Doyle filed a complaint through CGU's internal 
dispute resolution process. The internal dispute. resolution process resulted in the denial 
of the claim being maintained. This was communicated to Ms Doyle iii 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 provide the following information in his statement: 
1. In respect of the above information; please 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 applied In respect of 

her claim. 
4. Please provide copies of all records, including audio recordings,. (if any) in respect of the 

claim, including but not limited to: 
4.1. all co~munications between each of Ms Doy[e and CGU, and CGU's agents (for 

example assessors) and Ms Doyle's broker; 
4.2: the internal review/s; 
4.3. and the Anancial Ombudsman 'Service 'review; inclUding submissions made by 

CGU,lfany. 
5. Please advill~ the extent to which CGU kept Ms Doyle informed of the progr~!?s 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 informal.ion given 1.0 
Ms Doyle on each occasion CGU conl.actecj her; 

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

7. Please provide any and all media releases by CGU regarding anything to do with Ms 
Doyle. 
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8. Please provide any correspondence'received from any government department, agency, 
section or personnel regarding Ms Doyle's claim, 

9. Was a 'triage' process applied to rvis Doyle's claim? If so, what was lliis triage process? 
What was the purpose of the triage process? Why was it applied to Ms Doyle's claim? 

10.ln respect of points 13 to 16, what steps were taken by CGU to investigate Ms Doyle's 
claim as to the cause of damage to her property? Was Ms Doyle's claim initially 
declined on 1 February 2011? 

11. In respect of point 21 above: 
11.1. Was Ms Doyle's claim still under review as of 10 February 2011? 
11.2. If 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? 
12. In respect of point 22, did CGU decide to appoint an assessor on 10 or 

11 February 2011? If so, which day? If not, when was that decision made? 
13. Why was the decision to appoint an assessor not made until this time? 
14. What factor or factors'led CGU to decide to appoint an aSsessor at that time? 
15. Please,provide a copy of CGU's Instructions to the assessor(s) concerning Ms Doyle's 

claim. Was an external or Internal assessor used? 
16. How does CGU decide whether to use an external or internal assessor? 
17. What factors were taken into account in respect of this case as to whether to appoint an 

internal or external assessor? 
18. Please advise what CGU's practice is in relation tei the 'recording of conversations with, 

clients andlor brokers. 
19. Do lape recordings of conversations that took place between Ms Doyle and CGU staff 

exist? ' ' 
19.1. If so, was Ms Doyle advised at the time of those conversations, that those 

, conversations would be recorded? If not, why not? 
19.2. If so, what calls were recorded between CGU and Ms poyle? What calls were 

recorded between CGU aod her broker? 
19.3. If Ihe calls were nol recorded, why were they not recorded? 
19.4. What steps were taken by CGUfoliowing Ms Doyle's request for tape 

recordings? 
19.5. ,If tape recordings of conversations between Ms Doyle and CGU staff did exist. 

have copies of such recordings been provided to Ms Doyle? If nol, why not? 
19.6. Do tape recordings of conversations between CGU and Ms Doyle's broker exist? 

If so, please ensure thai these are provided as part of the response 10 point four 
above (page six). 

20. In respect of pOinl36 above, who were the representatives of Worley Parsons who 
attended Ms Doyle's property and what were their qualifications? 

21. In respect of pOint 40 above: 
21.1. Was Ms Doyle's claim determined on 27 April 2011 ? If so, why was it nol 

determined until this lime? 
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 not . 
provided? 
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21.5. Did any factors 'impede the. det.ermination of Ms Doyle's claim? 
21.6. When and now Was the deCision refusing the ciaim firs! communicated to 

Ms Doyle? 
22.lh-respecf ofpoint41 above: 

22.1. When did Ms Doyle submit her complaint, inilialing the Internal dlspufe resollition 
proce~:::? 

22.2. What steps wi1re taken, includin!;lany .inve.sligations madel, in determihing 
Ms Doye's.complainl; and when was each step taken? 

22 .. 3. What information did CGU rely upon in making the decision which was the result 
·of ihe dispute resolulion process? Was Ihis information provided io Ms Doyle? If 
nol, why was it not provided? 

22.4. When and how was fhEi decision first communicatEidlo Ms .DoyIe? 
23. In respect of poiht 41: 

23 .. 1. Please .sel·out the ,stage at which Ihis matter has reached in the Financial. 
Ombud!>man Service. ' . 

23.2. h. tbere a.oything delaying an outcome in respect of Wj1ich CGU has influence or 
control? Ifso, what ahd whY isCGU contributing to delay, and how does CGU 
proposetoremedy~tbis? If not, Wha.t is CGU's view as to wiiy the matter has not 
'fInalised. 

The Commission would be pleased to receive any other information which Mr Merchant may 
wish to provide in tespc;mse to the information received 'from Ms Dl:)yie outlined above., or 
wl]idh it'may wish to bringtothe Commission's attention. 

Please note that, pursuanUo section 5(2) ;of the Act., Mr Mer<:hant must complyw.ith the 
Requir.emlilnt by. 4 pm, Monday, 3 October 2011 {being the end of the prescribed period for· 
the purposes of section 5(2». In addition, ivlr Merchant may be required to give evidence in . 
the Commission's public hearihgs during sllting's in Brisbane in the week of 3 October 2011 
and/or 25 'October 1Q11 .. 

Plea.se. comect on telephoneO  should you have any 
queries. 

rely  
Jane Moynihan 
Executive Director 

Ene! 
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27 September 2011 

Mr James Merchant 
National Claims Manager 
CGU Insurance Lirrified 
C/- Ms Alison Haly 
Partner . 
OLA Pip~r Australia 
GPO Box 7804 . 
WATERFRONT PLACEQLO 4001 

REQUIREMENT TO 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 Adt 1950 (Qld), requir.e Mr James Merchant, National Claims 
Manager, 'CGU Insurance Llmited, to provide a written statement, uflder oath or affirmation, 
til the Queensland Floods'Commissilln oflnqujry, in respect of the matters listed in 
·correspondence 'from Ms Jane Moynihan 10 Ms Alison Haly regarding Ms Sally Doyle·dated 
27 september 2011 (Ooc 1733560), 

In addressing those matters, Mr Merchant is·to.: 
.. provide all.information in his possession and idel)tify the source or sources of that 

information; 
• . make commentary and prov.ide opinions he is qualified to give as to the appropriateness 

of particular actions or-deciSions gnd the basis of that·colnmentaryor opinion. 

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

.in aC.cordance with section 5(2) ofthe ConimisSions.of/nquiry Act 1950 (Qld) , Mr Merchant 
. must comply in ail respects With this Requirement, orsaiisfy me that he has a reasonable 

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

The statement can be provided by post, email or by arranging delivery to the commission by 
emallinginfo@floodcommission.gld.gov.au. . . 

Commis.sioner 
Justice C E.Holmes qOO George Street Brisbane 

GPO Box,1738 Brisbane 
Queensland .4001 Australia 
Tetephone 13PO 309 634 
Facsimile +61 7'3405 9750 
WWW.flopqcomml~~iDn.qld.gov.au 

ABN82 696 762 '534 



Annexure 2 

.' 

• 



,JL, .. 
·f'JY~ 

AIIY!'lI ... N 1. oj #.(; S'!,.k,y/!f/'? c{,1f, .• ,. > /A£-c/..::;",f-
: n 

IC: {~vj f'b'lM!&I~';;"[j f);:;k 

(' '! T~" "'(2 <'J t'" It) 



• 

• 

n 
,'{' 11'.,' . ;~. r 
".'. L, . 

AI'1"'nv'~ t "'! !J-,c ~JeWr<"if 0/ 'Ji.",,! i 14£,dr-d 
/e: Cc, IA (0"":1 h"(cI~,,. s:.!S !);;/e 

(! ,~6-fAaJJ(J!() 



Annexure 3 

• 



[13/0112011 17:59: ,  CLC Consultant, Parramatta CGU 
CCC] 
Manual File: llIQRH044263. Worklist Name: New Lodgements. 

[13/011201118:01:42, ,  CLC Consultant, Parramatta CGU 
CCC] '. 
COVERAGE UNCLEAR: Broker has advised rain water damage = CMC TO 
ADVISE COVERAGE 
Excess Advised _ $250 
OI GSTregistered: N 
Broker's Ref(ifprovided): NIA 

[151011201113:25:10,  , Team Manager, NSW CGU 
Commercial CAC] 
Document CUSTLET has been classified onto this file. 

[17/0112011 17:39:21, ,  Claims Consultant, NSW CGU 
Commercial CAC] 
Referred: Worklist Name: Group 4, Reason: Referred - First Instruction 

[18/0112011 09:45:28,   Claims 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 nn and running on Thursday and at this stage we will not be appointing 
adjusters. Lisa ext 88528 . 

[18/011201110:42:45,  , Team 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 
hiterinediary CMC] 
CLAIM VALIDATION 

Insured Name: Sally Doyle 
Policy No:  
DOL: 1210112011 
Property Address; Gray Road, Wesend Brisbane, Highgate Hill 4101 
Broker- Rocksure 
Ciuster' Group - CQIB 
Sum Insured - $335100 B, $10000 C, $21000 LOR 
Excess - $250 
OIlBroker Contacted - no 
Reserve Updated - no 
Recovery - no 
GST Registered - no 
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Incident Description - RAIN WATER HAS COME DOWN THE HILL AND DRAIN 
FILLED U CAUSING WATER DAMAGE TO HOME. 

Flood panel to action claim. 

[22/0112011 08:39:06,   Claims Consultant, QLD CGU 
Intermediary CMC] 
Rec'd an email from (NSW CGU) on 20/1. Apparently 01 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 2011 and should have told OI this. 
OIis  

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. 

[22/011201108:39:18, , Claims Consultant, QLD CGU 
Intermediary CMC]-
Referred. WorklistName: Recovery Group 2, Reason: Referred - First Instruction 

[24/0112011 12:56:13, Claims Consultant, QLD CGU 
Intermediary'CMC] - , -
Broker  called. .. 01 is very persistant on wanting to know what's going on. I told 

 the Flood team are getting to everyone asap but I have no time frame to give 
her. 

She said she told 01 to get rid of the internal walls if she has to but to keep a bit for 
CGU . 

. [25/011201111: 18:39, ,  Administration Assistant, QLD CGU 
CommereiaLCAC] - , 
Document CUSTLET has been classified onto this file, 

[0110212011 09:54:49, Claims 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  on flood team with the following::: 

I had a broker call re: (West End, Brisbane - possible flood claim)(, 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 tnidies to do heavily discounted work that's desperately needed 
but she doesn't want to do anything till she hears from us. 
Broker  (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 
anything? 

I told  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 .... 

[01102/201113:19:31,  Claims Consultant, QLD CGU 
Intermediary CMC] 

Phone call to a at Rocksure and con.fin:iJ.e~ that she is happy for us to contact OI 
dn  . 

[01/02/2011 14:43:~6,   Claims Consultant, QLD CGU 
Intermediary CMC] 
Document NARLEIT has been Classified onto this file. 

[0110212011 14:44:53,  Claims Consultant, QLD CGU 
Interm~ary CMC] . 

Phone call to OI  left 10 second voicemial message 

await: 
* Call back from 01 

[01/02l2011 16:20:58,  , Claims Consultant, QLD CGU 
Intermediary CMC] 

rcvd phoen call from . 

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

However OI 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. 

or talked for about 30 mins about how the water entered 
Explained that this is consistent with flood as advised by the·hydrologist etc, or 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 information. or agreed she will have real estate 
contact me with tenant details. 

sent advice to broker 

Await; 
tenant details ' 

[01102/201116:28:44,   Claims Constiltant, QLD COU 
Intermediary CMC] 
Bring-up.'Worklist Name: Recovery Group 2, Bring-Up Date: 08/0212011, Reason: 
Bring-Up - Awaiting response from Our Insured 

[02102/2011 13:52:16, Chiims Consultant, QLD COU 
Int=ediary CMC] , 

rcvd call from or , spoke for another 20 mins today, or explained 

water inundated the property from storm prior to the flood on same day and ruined: 
, floors! walls etc. 

or 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 COU's interpretation of the policy. 

Let or 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 

[04/021201112:46:19, , , Administration ~sistant, QLD COU 
CoimnercialCAC] 
File has been taken offbriilg-up and is now in the Recovery Group 2 worklist due to 
the classification of a new document 

[04/02/2011 12:46:19, Administration Assistant, QLD COU 
Commercial CAC] , . 
Document CUSTLET has been classified onto this file. 

[05102/2011 09:52:15,   Claims Consultant, QLD COU 
Intermediary CMC] 

referred complaint CUSTLET 04/02/2011 to 
- recommend we appoint an assessor 

[08/021201109:00:10,  cliUms Consultant, QLD COU 
Intermediary CMC] 
Shane from COU Rocky called for update. 

...... ) 
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I confirmed that this claim was referred to  (TM for flood team) to possibly 
appoint an assessor. . 
Also waiting on OI to forward further information. 

[10102/2011 09:28:54,  Claims Consultant, QLD CGU 
Intermediary CMC] 
Document'NARLETT has been classified onto this file. 

[10102/2011 09:39:58,  , Claims Consultant, QLD CGU 
Intermediary CMC] 

Lauren has let me know that its 01<; to appoint an assessor for this claim. 

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

appointed to assess 
sent broker advice outIinging details of claim to date 

Await: 
* 1st report C & C 

[1010212011 09:40:18, Claims Consultant, QLD CGU 
Intermediary CMC] 
Bring-up. WorklistName: 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 

[10102/201115:05:54,   Claims Consultant, QLD CGU 
Intermediary CMC] 
Reived call from wanting update. Confirmed an internal CGU assessor has· 
been appointed. will call broker. 

Awaiting CGU Assessor's report. 

[10/02/2011 16:10:40,  , Claims Processing, QLD COU 
Commercial CAC] 
Assessors spreadsheet updated 

[10102/2011 16:19:31,  Claims Consultant, QLD CGU 
Intermediary CMC] . 

Reed call from @ Rocksure - 01 wants a copy of our decline letter - advised 
Therese that we have not formally declined OIs 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. 

[11/021201110:38:00,  , Team Manager COlltents Assessing, 
CGU VIC Property Assessmg] 
File haS been taken off bring-up. 

[1l/02/2011 10:44:36, , Team Manager Contents Assessing, 
CGU VIC Property Assessing] 
I have called oi on  Oi  advised that she will need to co-ordinate 
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. 

I have advised  that I have an assessment time available 11 am 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 ~an look at other availabilities. ' , 

 will call me back to confirm whether this assessment time is suitable for the 
tenants. . 

[1110212011 12:25:28,   Claims Assurance Specialist, CGU 
National Claims Assurance QLD] 
# File allocated to internal assessing 

[1410212011 09:09:18, ,  Team Manager Contents Assessing, 
CGU VIC Property Assessing] 
No return call from oi to book assessment 

I have called oi on . OJ 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 l1am on two 
occasions; but ~s not been able til take this appointment time. Await call from oi 
before reviewing assessing opportunities available. 

[14/02/2011 09:10:00, ,  Team Manager Contents Assessing, 
CGU VIC PropertY Assessing] , ' 
Firrther to above, oi requested that I text niy contact number to her so this is available 
for her to return my call and book assessment - this has been done. ' , 

[1510212011 'II :23:3 7;  TeamMiillagel: Ciiiitents-Assessiiig, . " , 
CGU VIC Property Assessing] 
Call received from oi SaI1y Doyle. She advised tenant has advised that they work and 
,cannot attend assessments uniess they are'booked for: 
- 7am - 8.30am in the morning 
- After 5.3Opm 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. 

[15/02/201111:26:35, ,  Team Manager Contents-Assessing, 
CGU VIC Property Assessing] , 
I have called assessor to discuss booking availability times. 

[15/02/201114:28:10, Team Manager Contents Assessing, 
CGU VIC 'Property Assessing] 
Assessor is available to meet customer at 8am tomorrow morning. 

I have called oi on  Confirmed booking for tomorrow morning at 8am. 

Message left for and  to advise of assessing booking 
time. 

[16/02/201110:30:14, , , Home Contents Assessor, CGU QLD 
Property Assessing] 
Document NARDOC lias been classified .onto this file. ' 

[16/0212011 16:56:21, ,  Claims Cousultant, QLD CGU 
Intermediary CMC] 

Received instructions from Team Manager to app.oint a hydrologist on this claim. 

Appoined Worley Parsons as perNARDOC 16/0212011 

[16102/201116:56:38, Claims Consultant, QLD CGU 
Intermediary CMC] , , 
Document NARDOC has been classified ont.o this file. 

[16/02/20H 16:57:04, , , Claims Consultant, QLD CGU 
Intermediary CMCl. 
Bring-up. WorlilistName: Recovery Group 2, Bring-Up Date:' 23/021201 1, Reason: 
Bring-Up - Awaiting assessment report -await: assessorreport 
and hydro't6gy report 

'[ 17/02/20 II 09:44:46, , Administratl.on 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. 

, [17/02/2011 09:44:46, ,  Administration Assistant, QLD CGU 
C.ommercial CAC] 
Document BLDREP has been classified onto this file. 

[17/02/201111:11:43,  , Mail Clerk, Brisbane CAC] 
Document NARDOC has been classified onto this file. 
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[24/02/2011 09:38:30,   Claims Consultant, QLD CGU 
Intennediary CMC] . 
Document NARLETT has been classified onto this file. 

[02/03/2011 15:11:18, , , Claims Consultant, QLD CGU 
Intennediary CMC] 

on the 0110312011 Called Worley Parsons, spoke to  who advised its best to 
speak to  direct  . 
- Called  left voicemail message to call me back. 

I have not heard back from  today: 
. - I have called & left another voic=ail message following up report 
- I have also emailed requesting an update 

## PLEA8E REFER REPORT TO , before discnssing anything with 
OUBroker or providing this to broker 

Management will provide a responseto claim 

[02/03/201115:11:49,  , Claims Consultant, QLD CGU 
Intennediary 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 her or the insured. 

[03/03/2011 09:39:29, Claims Consultant, QLD CGU 
Intennediary CMC] 
Bring-up. Work1ist Name: Recovery Group 2, Bring-Up Date: 09/0312011, Reason: 
Bring-Up - Awaiting assessment report 

[10/03/2011 07:21 :52,  ; Technical Manager, QLD CGU 
Intennediary CMC] 
Document NARDOC has been classified onto this file. 

[10/03/2011 07:34:29,  , Technical Manager, QLD CGU 
. Intennediary CMC] . 

NARDOC 10/3/11 is Worley P~ons report 
I have reviewed the report and note tIlat 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 
backysrd of the property. As the water level in the river continued to rise, the crest of ' 
the local depreSssion, in which the property iies, 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 
stonnwater 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 tbrought the side of the basement 

I 
'. / 
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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. 

 has also 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 conqlusions on 
page 15 " ........ a small proportion may have entered in thrpugh the side of the 
basement level ofth~ house, causing damage to such items as the air conditioner, 
prior to the site being inundated by water frOI)1 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. 
Erilail 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,  Technical Manager, QLD CGU 
Intermediary CMC] 
My email to WorJeyParsons: 
Thank you for your. report. Can you please ask Engineer  to provide me 
with additional information urgently as follows? 

I 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. 

COU's position is that the policy will respond the cover damage by storm water 
runoff, even if the initial extent of damage caused is ultimately 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 external to the building, would the 
depth of stormwater be similar externally as internally? 

Your urgent response will be appreciated as we are anxious to finalise this claim . 
Should you have any questions regarding this request, pleaSe do not hesitate to contact 
me. 

[1010312011 07:47:53, , Technical Manager, QLD CGU 
Intermediary CMC] . 
Bring-up. Worklist Name: Recovery Oroup 2, Bring-Up Date: 11/03/201.1, Reason: 
Bring-Up - Other - Awaiting response from Worley Parsons 

[10/03/2011 15:37:25,  , Claims Consultant (Contractor), QLD 
CGU DPlDirect CAe] . 
File has been taken off bring-up and is now in the Recovery Group 2 worklist due to 
the classification of a new document. 

[10/03/2011 15:37:25,  Claims Consultant (Contractor), OLD 
COU DPlDirect CAC] 
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Document CUSTLET has been classified onto this file. 

[10/03/2011 16:25:19,  , Claims Consultant (Contractor), QLD 
. CGU DPlDirect CAC] 

Document HASSREP has been classified onto this file. 

[16/0312011 11:15:35,  Claims Consultant, QLD CGU 
Intermediary CMC] 

Received request from Legal Aid to see ifSallyanne Doyle,  Gray Road Westend is 
insured with CGU. 

Called  ofLegal Aid QLD: 
 

Senior Solicitor/Consumer Advocate 
Consumer Protection Unit 
Legal Aid Queensland 
44 Herschel Street 
Brisbane QLD 4000 
Ph: (07)  
Fax: (07)  

 will 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 

[16/03/201111:17:10,  Claims Consultant, QLD CGU . 
Intermediary CMC] 
Document NARDOC has been classified onto this file. 

[16/03/2011 11:17:25,  Claims Consultant, QLD CGU 
Intermediary CMC] 
Document NARDOC has been classified onto this file . 

. [2210312011 15 :41 :28, Contractor, QLD CGU Commercial 
CAC] 
Document CUSTLET has been classified onto this file. 

[22/03/2011 16:24:02,   Claims Consultant, QLD CGU 
Intermediary CMC] . 
review- waiting on response from Hydrologist to request above. 

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

Also sent an email to  as follows:--------------------------

", 

'. 



From: 
Sent: Tuesday, 22 March 2011 4:00 PM 
.To:  
Cc:  
Subject: RE: CGU Claim for: Sally Doyle, Gray Road West End QLD; claim 
ref: 
Importance: High 

Hi  

I jnst left a yoicemail message for you, just chasing clarification of the height of the 
storm water run'offmentioned in your report for  Gray Road, West End QLD. 

Would really appreciate your urgent attention to this one. 

Thanks foq'our help, 

 

[23/03/2011 14:49:39,  , Team Manager, QLD CGU 
DPlDirect CAe] 
# Received message to contact insured , ' 

# Reviewed claim 
- Awaiting further 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 hydrologist 
- Forward hydrology report to insured 

[23/03/2011 14:49:51,  Team Manager, QLD CGU 
DPlDirect CAe] 
Bring-up. Worklist Name: Recovery Group 2, Bring-Up Date: 3010312011, Reason: 
Bring-Up - Awaiting response from Our Insured 

[23/03/2011 15:29:03, ,  Team Manager, QLD CGU' 
DPlDirect CAe] , -
# 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. 
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- Advised oi once further infolIDation received we would be back in contact. -
- Advised oi I would send hydrology report for her review 
- Oi then advised she believes stOlID water affected the front tiled area of the property 
- Advised oi as per hydrology report the back area was the only area affected by 
minor stOlID water run off. 

Oi 

NEXT ACTION: 
- Await response from Worley Parsons 

[23/03/201115:35:33,  Team Manager, QLD CGU 
DPlDirect CAC] 
# Emailed Worley Parsons to comment on front patio area 

NEXT ACTION: 
- Await response from Worley Parsons. 

[24/03/2011 08: 18:02,   Mail Clerk, Brisbane CAC] 
Document NARDOC has been classified onto this file. 

[30/0312011 15:11:22,   Team Manager, QLD CGU 
DPlDirect CAC] 
# Called Worley Parsons requested comment on patio area and level of stOlID water 
run off to back yard. . 
Marc advised he would follow up and submit ASAP 

NEXT ACTION: 
- Await response from Worley Parsons 

[30/031201115:11:35,   Team Manager, QLD CGU 
DPlDirect CAC] . -
Bring-ilp. Worklist Name: Recovery Group 2, Bring-Up Date: 06/0412011, Reason: 
Bring"Up - Awaiting response from Other Party -

[06/04/2011 09:49:09, ,  Team Manager, QLD CGU 
DPlDirectCAC] 
# Called Worley Parsons - 0284567349 
--Requested additional report on stOlID water inundation to patio and level of 
inundation to lower level of property. -

NEXT ACTION: 
- Await WP report 

[06/04/2011 09:49:16, ,  Team Manager, QLD CGU 
DPlDirect CAC] 
Bring-up. Worklist Name: Recovery Group 2, Bring-Up Date: 13/04/2011, Reason: 
Bring-pp -Awaiting response from Other Party· 

... ,,' 



[15/04/2011 12:03:42,   Technical Manager, QLD CGU 
Intermediary CMC] . 
My email t.o re amended WP rep.ort: 
There's a spelling errDr .on the 4th line .of the rep.ort - TD.omeng sh.oUld be T.o.ow.ong. 
WP are amending and sending thr.oUgh. . 

L.oDking at Fig 5 in NARDOC I 0/3/11, I think the sill is prDbably m.ore than 30-
,Omm ab.ove the driveway, at the driveway's highest p.oint and have had a discussiDn 
with  They have estimated the height cDnservatively and he c.oncedes 
30-5Omm c.ould be .on the l.oW side but in the hydrDlDgiSt'S Dpini.on, water w.ould nDt 
have .overtopped the sill. Obvi.ously, had the distance between sill and driveway been 
mDre, the likelihDDd .of inundati.on frDm that sDurce bec.omes even mDre rem.ote 

[15104/2011 12:09:03,   Technical Manager, QLD CGU 
Intermediary CMC] 
D.ocument NARDOC has been classified onto this file. 

[15104/2011 12:09:21,   Technical Manager, QLD CGU 
Intermediary CMC] 
Amendment tD WP report attached to Jist tDday. 

[18/0412011 15:38:35,  Technical Manager, QLD CGU 
Intermediary CMC] . 
My email t.o : 

SDrry t.o bug you with this particular claim! I've sent a couple .of phDtos separately. 
I am anxiDUS that .our facts are CDrrect. The Addendum refers to a basement window 
sill' and we talked ab.out that .on Friday. On viewing the phDt.oS it is apparent there is 
n.o wind.ow and that the gap is simply a panel .of palings which have been remDved 
(probably t.o make it easier tD rem.ove flDDd damaged stuff from under the h.ouse). 
The "sill" is, I believe, the concrete flDor slab' under the hDuse. Acc.ordingly, can YDU 
please arrange t.o have the repDrt amended t.o remove reference t.o a "wind.ow sill". 

[18/04/2011 16:14:25,  T(;!am Manager, QLD CGU 
DPlDirect CAC] 
DDcument NARDOC has been classified ontD this file. 

[18/041201116:14:35,  Team Manager, QLD CGU 
DPlDirect CAC] 
DDcument NARDOC has been classified, DntD this file. 

[18/04/2011 16:14:47,  Team Manager, QLD CGU 
DPlDirect CAC] 
DDcument NARDOC has been classified onto this file. 

[l8/04/201116:15:01,  Team Manager, QLD CGU 
DPlDirect CAe] . . 
Images scanned to file 
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[18/04/2011 16:15:08,  Team Manager, QLD CGU 
DPlDirect CAe] 
Bring-up. Worklist Name: Recovery Group 2, Bring-Up Date: 25/0412011, Reason: 
Bring-Up - Awaiting assessment report 

[27104/2011 '13:46:47, ,  Team Manager, QLD CGU 
DPlDirect CAC] 
# Called insured Ms Doyle advised hydrology report received and confirms that 
number 75 is the lowest point )!I'here the majority of stann water would have gone. 

Advised oi that WP also confirmed that if any water would have dissipated by the 
time it reached the bottom of the drive way, furthennore 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. 
Oi has requested IDR and mail to be sent to 

File referred to IDR 

[27/041201116:54:57, ,  Team Manager, QLD CGU 
DPlDirect CAC] 
Document NARLETT has been classified onto this file .. 

[27/04/201116:55:13, , Team Manager, QLD CGU . . 
DPlDirect CAC] 
Referred. WorklistName: CGU Dispute Resolution, Reason: Referred - First 
Instruction 

[04/05/2011 15:05:52, , Administration Assistant, QLD CGU 
ConimefclaI CAe] 
Document BLDREP has been classified onto this file.' 

[0510512011 10:53:36,   Team Manager, QLD CGU 
DPlDirect CAe] 
Document NARLETT has been classified onto this file. 

[05105/201110:53:53, , Team Manager, QLD CGU 
DPlDirect CAC] 
IDR HAVE MAINTAINED DECISION 

[05105/201110:53:56, ;  Team Manager, QLD CGU 
DPlDirect CAC] . 
File is now finalised. Worldist Name: CGU Dispute Resolution, Rea;;on: Referred -
First Instruction . . 



[08/08/2011 16:35:03, , Claims Consultant, QLD CGU 
Commercial CAC] 
Called Rocksure to confirm a PDS was issued to the insured - they advised an email 
was sent to or on the 10/02120 II with a copy of the PDS. Asked if one was sent prior 
to this as i need to confirm or had received one prior to their flood claim being made. 

~ 

She advised me that a PDS is issued at every renewal and that there systems 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 PD8 was sent. 

Provided my direct email to have it all sent through. 

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

- Awaiting response from Rocksure 

[09/08/201.1 08: 19:26,  Administration Assistant, QLD CGU 
Commercial CAC] 
Document NARDOC has been classified onto this file. 

[09/08/2011 10:49:23, , Administration Assistant, QLD CGU 
Commercial CAC] 
Document NARDOC has been classified onto this' file. 

[0~/08/20 II II :20:00, ,  Administration Assistant, QLD COli 
Commercial CAC] 
Document NARDOC has been classified onto this file. 

[09/0812011 12:57:29,  Administration 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/fOII 12:57:29, ,  Administration Assistant, QLD CGU 
Commercial CAC] 
Document INSURLET has been classified onto this file. 

[10/0812011 08:23:01, ,  Administration Assistant, QLD CGU 
Commercial CAC] 
Referred. Worklist Name: Group 4, Reason: Referred - Returned from Settlements 
queue 

[1110812011 08:40:53,   Claims Consultant, QLD CGU 
Commercial CAC] 
Confirmation received from Rocksure that PDS was issued. 



• c 

Have fotwarded through to IDR along with policy schedules. 

AWAlT 
- ID R's response 

[11108/2011 08:41: 10,  · Claims Consultant, QLD CGU 
Commercial CAC] 
Bring-up. Worklist Name: Recovery Group 2, Bring-Up Date: 01l09/2011,ReasoiJ.: 
Bring-Up - Awaiting response from Other Party - IDR 

[19109/2011 10:49:48, ,  Claims processing, QLD CGU 
Comm.ercial CAC] 
****Managed by IDR **** 

[19/09/2011 10:50:06, , Claims processing, QLD CGU 
Commercial CAC] 
Bring-up. Worklist Name: Recovery Group 2, Bring-Up Date: 26/09/20 11, Reason: 
Bring-Up - Other - Managed by IDR 

[23/09/2011 12:00:08,   Claims Consultant, QLD CGU 
Commercial CAC] 
CaIIed @ Rocksure- advised her that or has requested copies of all call 
recordings- Advised her that 2 of the ones we have been able t6 obtained were from a 

@ Rocksure. 

 advised ~s would have been her- and ask ifi 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 from the insured: 

Hi
Thankyou very much for your assistance earlier today. As we discussed earlier, I am wanting to putinaclaimregardingIllyr~ntal. 
property located at Gray Rd West End. Although I lived in the property for a number of years after renovating it, it iscuriently leased 
through a real estate agent, Harringtons Realty. I have spoken with the principal oftheagency,.  who is aware of the 
inundation to the house and the claim that is now in place. She is very happy to be contacted for any mfoi:ii1atioo; and the bestilUmber is . 
her mobile  The landline is . . 

As I discussed with you, feedback from the tenants has been that the water rose extremely qulcklyaridwas very fastmOving.They were 
able to leave only with their pets - a dog and some chooks. All other furniture and other items had to be left behind· iiridis stiliin 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 stonnwater drain located directly outside thefron! of the 
property. Whenever heavy rain occurs, as obviously it had been in this instance, torrents of raiowaterwashes 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; and large 
amounts of water washed over the front of the property. Additionally, a large stonnwater drain is located at the rear of thebl&k ofland, . 
and the failure of this to cope with the volume of water obviously also has contributed to the cuftentproblerris. 
Feedback from the tenants and from neighbours is that my house was quickly and severely affected by tlie movingwater:Thetenants 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 ofthe eaves. As yon can see by this photo taken earlier today, that water levelhru;subsided considd:ably 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 this house back to its proper st:ate. 

Thankyou 
Sally Doyle 

· ~.: ... 
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The Brisbane 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 I need to ask'a 
series of questions: 

Is you house high-set or liJw 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 a downward sloping block. 

Approx how high is the habitable floor above the surround ground level? 
Sally advised it is at approximately ground level 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 immediately in front is approximately the 
same level as the home. 

What was the date and approx time when the inundation ofthe property? 
Sally advised that the it began on the 11th of January when drains could not.cope with 
the water and began iising. She thinks this is rain water and then ,f1ocid may have 
reached the home some time on the 13" Janaury. . 

What was the d~te and approx time when the inundation 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 th.e 11th. 

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 advised it was 
approximately 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 height6fwater 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.,lt also then came from the front 
of the property. 

Was the water inundating the property "clean" or "dirty"? 
Sally advised 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, only has information from tenant & property 
manager. 

How long 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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CLAIM  DOYLE 
Regards; 

Claims ConsHltant 

----------~ Replying to the correspondence below: -----------

Att:  

Pleas'e find attached correspondence from insured for above claim. 

Regards 
 

 

ROCKSURE 
   

ROCKHAMPTON QLD 4700 

  

AFSL: 237095 

NOTICE 
The information in this email and or any of the attachments may contain:-
• Confidential infopnation of The Rock Building society Limited ("The 
Rock") or third parties; and/or 
• Legally privileged information of The .Rock or third parties; and/pr 
* Information or opinions sensitive to parties other than the intE:nded 
recipient; and/or 
• copyright material of The Rock or third parties. 
l,r you are nul cUl auLllorl~etl reclplE:!llL u.c LbltJ email, you .:should cOllLacL 
the sender immediately by return email or' by telephone on the number listed 
in the email signature ~nd delete the email from your' system. Any 
disclosure', 'dissemination, d.i:stribution, 'copying or other use or retention 
of this communication or its substance is prohibited. 
No waiver of any confidentiality and/or privilege is intended in the event 
that any mis'transmission occurs or should this cominunication be received by 
an unintended recipierit(s). 
We do not.accept any liability in connection with any computer virus, data 
corruption~ interruption or any damage generally as a result of 
transmission of this email. 
(See ~ttoched file: 900333-Em~il.html) 

, 
\ 
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Hi Therese 

BACKGROUND 

As you are aware, I have a house at 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 al!;o an Important asset thatI,looked to in helping me support 
myself and my family in years to come. This Is partlcularly 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 
3 to 11, and myself and my remaining 2 sisters work with their father to clothe, feed, educate and nuture 
them. ' . 

As you are also aware,  Rocksure Is an Insurance brokerage service. I had my first home loan with 
your parent company, The Rock Building SOCiety, and found your'servlce in the building society honest, 
helpful, and honourable. It was on .thls 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 broidng firm. 

As you are also aware, CGU has declined my claim for cover of water damage, and has failed th'roughout to 
follow even basic due process. It has failed to consider damage that Is covered in my policy, and s~own a 
willingness to ore write" aspects of its policy prOVisions retrospectively to "let It off the hook" for any claims. 

1. DENIAL OF CLAIM AND LACK OF DUE PROCESS 

1. As I mentioned to you In a phone conversation several days ago, the claims officer,  I 
spoke with who advised me on February 1 that ihe above claim had been denied. I expressed my concern 
that all aspects of the water damage which occurred at the Insured property, Gray Rd West End, had not 
been conSidered. 

What then followed was approx 20 minutes of excruciating explanations on my part of so;'e 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", repeatedly 
told me that 'this information backs up our position to decline your claim". Obviously, the infonna~on I was 
providing was entirely contrary to the refusal of the claim. 

2. You Will be aware that my CGii Policy number specifically covers damage due to ~ormwater, 
and water/liquid which flows from areas/Items not a "watercourse, river, lake". It is reasonable to take from 
this that a blocked or dysfunctionlng large s1'ormwater drain, whiCh does not allow stormwater to escape, is 
not a ''watercourse''. I was adVised by In a conversation on Feb 2 that CGU management have now 
"redefined a water course (in the policy it refers to "rivers", "lakes", "bodies ofwater"), and that the new 
definition that CGU have imposed includes "drains" as a watercourse. 

" , 

Very concerning that CGU are retrospectively chiinging the meaning of policy proVisions. 

3. Also concerning In my conversation with on Feb 2 was her pre-emption of what any claim for 
stonnwater damage may amount to. She stated to me that any water running through the house "could 
only cause minor damage", that "might take a day or 2 to fix" and that the house "could not be Inhabited 
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 Its location at the bottom of 2 large hlRs, and 
the submersion'of..items'as aconsequence;-Also interesting as no-one from CGU has visited or made any 
altempHogain detailed information re any damage done. 

4. CGU have made it plain that they have made a decision 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 \heir hands of their responslbmtles under this 
policy. ' 

5, I took out all insurance policies via Rocksure as Ihad experienced consistently high levels of service and 

flle://C:\WINDOWS\TEMP\APPRserv120196962.html 4102/2011 
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trusted this organisation. Your promotion and direction of your dients to CGU has badly undermined your' 
corporate credibility and I would ask that you remove this disreputable provider from your list of products' 
offered. 

5. I have contacted my friends and famjly In different states of Australia, including relia ble and responsible 
media contacts, a.nd requested that they share this story. I have also asked that Australians living in and 
outside Queensland show their support for Rood victims by voting With their feet - immediately cancelling 
CGU policies. n 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 emaH addresses of the Directors of both The 
Rock Bundlng Society and the insurance subsidiary Rocksure, so that I am enabled to provide the above 
feedback directly to them. ' 

7. Not only has CGU thumbed its nose at the Premle~s request to view claims with compassion, it has taken 
corporate,exploitatlon and greed to a whole new level and Is using the massive flooding in West End as their 
'get out a jan free" card to avoid considering aspects of cover that are Included In their policies. 

Thankyou 

Sally Doyle 
Gray Rd West End 

 

This eman.lnduding any attachments sent with 1I,Is coofidenUaJ an'd fa (he sole use oltha Inlended reclplent(s). Thl~ confidentiality Is 
nct waived Olios!. ilyou recetve It and yOu are not the Intended reclplenl(s). orn! IslrBnsmlUedk",elved In errOl. 

AA),unauthorlsed use, aJleration, disclosure, distnbution or review offhis email Is strklfyprohibited. The Infarnation contained In this 
. email, Including ~ attachment sent with It, may be subject to a statutory duty of confidenlfamy Ult relates to hearth seMce matters, 

tfyou are net the Intended reclpJent(s), or If you have received this amaliin error, you ere asked to Immediately notify the sender by. 
telephone coned on Australia +61 1800198 1.75 or by rerum email. You should also delete this email, and any copies. from your 
~uter system netwak end destroy eny herd copies produced. . 

II nol an Intended reclplenl of this email. you must not cCPY. d1stllbute or take any actlon(s) that relies on It any lorm 01 elsclosure. 
mtxlifit:ation. distnlluUoo and/or publication of this ~aD is' also pro.'1lbiled. . 

Allhough Queensland Health takes en reasonable steps to ensure this eman does not contain malicious softwere, Queensland Health 
does nof accept respa1s'iblnty 10r the, consequences If any person's computer ~advertentJ)' suffers eoy disruption to services, ross of+~·­
information, harm CJ'ls Infected wfth a virus, .other malicious computer programme or code that may occur es a consequence of 
receMng this emaD, 

Unless stated otherwise. this emsn .r~presents only the views of the sender and not the \/fews ofthe Queensland Government. 

--.......... ----~ ... *-'*" .. ----.----.....--. 
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Property Assessment Notification 
Intermediary Business 

Provider: Crawford a Company (CaC) 
ATTN: Contact No.: (National 

Office) Email:  
Fax No.: (National 
Office) 
State: QLD 

Claim No: Home No: 

Insured: SailyDOyie Business No: 

Address:  GRAY ROAD 0 WESTEND 4101 Mobile No: 
-;-.,-:-___ -..,. ________ Fax No: 

Insured's Special Arrangements: 
Job Type: Assess & Authorise 

-
Insured 

 -
Broker 

~ ..... . 

Date of Loss: 
Type of Loss: 
Address of Loss: 
Loss Description: 

1210112011 Date of Loss Advice: 13/01/2011 
Rre & Perils including Accident Damage 

 GRAY ROAD 0 WESTEND OLD 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 FillED UP CAUSING WATER TO ENTER 
INSUREDS HOME 

.~. : 
Policy No: 
Policy Type: 

Policy Start Date: 
"'La;:=n:::;d~lo::;rd':='=";:'::"'-- Policy Expiry Date: 

Excess Applicable: 
Claim Form Req'd: 

Yes Amount:·. 
"'N"'o=..------ Fin InstlBroker: 

3/08/2010 
3/08/2011 
$0 
Rocksure Insurance 
Brokers  

ongoing contact Is customer Sally assess, storm, comment on 
liability. Please request to speak to tenant regarding their version of events. thank you 

Building. $ 335,100.00 $100000 
contents $ 10,000.00 $10000 
loss of rent $ 21,000.00 $15000 

$ $ 
$ $ 

Claims Consultant: Danlelle Tarabay Claims Contact No: 
Claims Unit: OLD Landlords Claims Unit Phone  

No: 
Claims Unit Fax No: -0 '3;----- Claims Unit Email: 

CGU Insurance Limited ABN 27 004 478 371. An lAG Company. 

., 



" 

• 

Claims Unit Address: 

"-... -

Date of Instructions: 10/0212011 

',J .... 

CGU Insurance Limited ABN 27 004 478 371. An lAG Company. 
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Than'" for pnJ'O'id.,.lhe iI'I~ fltlc!bKIi. 

SALLY iX)Y!..E 
GR,A.Y ROAD 

• 'W'ESTENO ~101 

1lD11'201100:oo 

• 

F' .... ~ ~Htldel't Otm.;. 

W. hawt dllCuntG tN dam'gl with ttl. mi.ll'G'd on 1111 1st FItIlUlry& c:~ Ihi foIowing: 
• W2l1f ,.1Ch.d. /naUnvtn hI9n ollP9fOlt 50cm btIowtll. crint c;z..3tn Inlidt tI'Ie hCItIW) 
· t-m, MCUlltci 

. 31MonG NaIM. 

· """It' CII'nt from tht' dil'K1JOn of'th, suwt In thI irs!: ""Ir.ct tnd afll) ros,from storm ..... ., mins.t tht .... O/!hI PfCI*\y 
• _ 11M' .qIlI IMCI to ~ Infllltd tood it tIOI co.," 
• fht IIIIUIt4 belil'Wld itOtn'! ""'. fIIIllvougtI the I!orM itI tht Wl'ISttnCl llId INn tood .... .,. ~ ..... was no! PMlI'II 

• 

• '<tI 'grMC 10 eotIIi~. ttIt tlWII blk ... & II.wt .,k,d to *puk 'fIith ll1e propMy matlag« ortlflllt t'lgaldin; the e:dlntJllI'ICn oflh, ,",, the ll'lsumi ttm:td IN, M, int, nl\fllll94l' hn n", lIMn b.Idc: in con:at'I 'IIrIith UI 10 prooid. an)' dftails 

W'111II p!'1"ious cn. '" mrms WIIIt' HClping """" othwwattr ( 0l1l1I" m stomI WIIItf ",.10 WI a" 101l1li W4t til' 1M waltr ~UIN r. cOII$id,..d !\God, In. in.ured's lifter appNtS to~. aklia cl;fMing d. fac:L 

In Mltrto ptOgreuUlt claim...,. ~ appoint.d Ct.....rord &.Comp~.o IU.U IN~,!PIt. WII'~htn th' trnant or~r rMna'Jlf Ind prvoid. a..,on on the etIUU &. '!dent of'h'~. Ttl ....... tor •• tit ill conl.d....., 1M irl5UfWCI in tI'Ie nUl 2·] 
bulineCi dap 10 ~ .., tppaintmOlll 

anti all inbmllion it 10 hind til, (I."..iII Of COI'IIicIend by our , .... tcod ~ntl 

1I'}'1I" h_1It)' qunlO'II ph ... IMlfr"to tonllCt U. 

VA WIll ktep you irlDtrnod ulb'lhe!' ~I. 

OlD ......... 
~_""_. l'1ftftrM,," 

~ VSI Orcw:c-.t~ o-.." .... 1.t;I __ ~ ... _w_ 
~ . ....,w-._"'H..c::o;:o"Qr 4. 
~_ ... w..-;_~OQ,..~. 

... ....J--:' 
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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 
GGTJ-InsuIanGe 

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 
To: 

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

1 



• 

• 

• 

OPEN LETTER TO COU AND THE ROCK BUILDING SOCIETY 10/02{\ I 

My current key contacts at The Rock Building Society, who sold me my CGU policy 
for 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 I I was advised over the phone by COU 
Claims Officer  that my claim for water damage to my propelty 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 
on myself. . 

At a time 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 taU from the floods is not final. I fear that the blithe 
mismanagement by some members of the insurance industry will break what little 
spirit remains 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 . 

. I 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 COU, at no point has an assessor 
visited, and on Feb I 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 DENillD 



• 

3. I WAS ADVISED BY THE CGU CLAIMS OFFICER ON FEB 2 THAT 
"THE COMPANY" WAS NOW "REINTERPRETINGIREDEFINING" 
KEY POLICY PROVISIONS. In this case, "the company had decided" 
that a "watercourse" wa"s 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 attended two recent community meetings at Goodna and Ipswich, conducted by 
the Insurance Association of Australia, wherd()cal people have raised their questions 
and concems. UnfOltunately, the above el<periences I have had are very, very 
common in other customers' el<periences. 

RockSure staff have told me on two occasions that "you should have read your 
policy" "you're not covered for flood" and to "see 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. 

I also request that COU 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 - Landlord policy 

Building $335100 
.Contents $100000 
Loss of rent $21000 

CLIENT NAME Sally Doyle 

DATE WEDNESDAY 16/02/2011 

ADDRESS  Gray Road West End, Brisbane OLD 4101 

PERSON/S Tenant  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 
gurney however paint is still stained and will need 
repainting. 

DISCUSSIONS Discussions with Sallv - 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 salvage with a builders advice. Insured agreed 
that jf 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 141h 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  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 afthe back of the 
property as a "basin plug hole" for the surrounding 
houses, as they are at the lowest paint 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 (10th/11th Jan). Byapprox 
midday on Tuesday the 11th of Jan the drain was 
unable to take on anymore water and water started 
to overflow and bubble out into the yard and the 



. ) 

,r', e) 

OBSERVATIONS 
AND OTHER NOTES 

NEXT ACTION FOR 
CLIENT 
RECOMMENDED 
NEXT ACTION FOR 
CLAIMS 

FURTHER 
ASSESSMENT 
REQURIED? 

street had water starting to pool from the storm 
water drain and the continuous rain.  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 . 

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

believes 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. 

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) 

No action required at this stage 

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

Not at this stage 



• 

• 

';:ole m .t' .... 
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To: 
Company: 

From: 

Pages: 

Date: 

FAX MESSAGE 

CGU Ins National Claims 
Assurance Team 2 

21 

Fax no: 

Fax no: 

Phone no: 

Wednesday, 16 February 2011 at 4:30 PM 

 

Subject: 
FW: Sally doyle 11iqrh044263 - hard copies of photos on my 
desk. 

NARDOC 

------------
Team Manager 
CGU Insurance 

T 

www.cgu.com.auWe put the you in CGU 

• Please consider the environment 
before printing this email. 
------------------------
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Property Assessmerit Notification 
Inlennediary B'usiness 

Provider: 
.,." 

Worley Parsons 
ATTN:  Contact No.:  
Email: Fax lilo.: " 

;: Siat,f,:QLD 
,~ '!J?iU!f,. $:.~ • ,;;::-;'" ; '. :~ . , 
IJilJJJ;tu!tej;l]!!teJii[ls~~~~t;<~.iH~f,~M~f~lj~ 

Claim No: Home No: ' 

Insured: ,Sally Doyle" , Buslnes~No: 
Insured 

BroKer ' 
Address: GRAY ROAD WESTEND 41n1 Mobile No: 

="...,.-"'-,-,.,,-=,,,------,"'7--- Fax: No: 
Insured'sSp"ci,;1 Arr'm!!"'''';''t.: _= __ -'-_-----'----------Job Type: "',' 'Assess & Reporl 
;l!atg";Jil_iD:1itiii..~A!Mi4¥l,!j~~J;iik¥ •• 1t~ 

Date of Loss:' ,.1210112011. 'Date otl.oss Advice: '13/01/2011 
Type'of Loss: Fite,&.Periisincluding AcCidentDamaQe 
Address'ofLOss: GRAYROAD, , WESTENDOLD4101 
Loss Descripiion: 'RAIN WATER HAS COMEDOWN THE HILL EXTREMELY FAST AND 

$TORMDRAlN COULD N(jT H(jlPWATER ASWITHIN 10 MINUTES 
DRAIN WAS BLOCKED AND FILUED UP CAUSINGWATER TO ENTER 
INSUREDS, HOME. HOME FlcioDED, TO JiJSTBE[OW CEiliNG" 

~~'6liEYlli!~mil~~~,%,,*~jg;JM~Ui\11~i!ij!ii*,1_«i1lf!$MW'~~~.J1N 
Policy No: , Policy Sfai'tDate: ..:'3",/o:;08e!,12",0,-,1-,,0_--,-_~ 
Policy Typ~: ' landlord Policy EXpirY Date: 3108/2011 
Exc,;ss Appl.lcable,: Yes Ai'riouiit: . ' -',$""'~O="-'-"-~---
Cla,lml"orm Req'd: Np Fin InstJBroker: Rocksure ,Insurance 

Bi'okers 

CGU Insurance limited' ABN 27 004 478371. An lAG Company, 



, , 

.~~" 
Cause of damage neeels to be deteriniiwd: 
12. For u;;tQ determille any one case, It must be clear th'at damage is· not a,direct 
consequence:of water escaping or mixing froitUhe,river (which can be Identified from . 
flood maps) , ., ' ,'. ' 
1.3. For these cases where there may be some potential for we must establish:' 

, (a) timing of (i) when &.where did the waier enter the premises 
(iQ olier what period did it rain & the relevance,ohain 

ceasing to water entering tilej>remises", .' 
(liij wheri..\he rilier c:ive'ifJoW~d releVailt to the premises 

occupied'by the Insured' 
(b) 'where the river has overfJowed relevant to the Insured's premises 
(c) i,s,it likely High Water had any bearing on the water enierlngthe Insured's 

pr'emisei;'or building. " 
(cJ) whatwas·the colour' of the, waterwhicheilt,erei:J the premises 

In order to determine'policy coverage, CGU needs to'know if'storm water did eritert"" 
premises prioi.to the flood; and if so fo what heIght. If and how.the premises was affec,ied 
by th,e Brisbane 'river f100dirig bel¥!een approx,.the 10th to the 13th ,ofJuly. ' 
Thanks, 

Contents $ 21,000;00 $21000 
$ $ 
$ $ 
$ $ 

S*11@I~b'1!'t'~W ___ ~4MW1!lmt~~JW,Il$~, 
,Claims Consultant! Claims Corita¢f.No:  
Claim,S unit: OLD Landlords ClaimsUiilt Phone 

No: 
Claims Unit Fax No,: 

Cl,aims unit 
Addres~: 

- '4:;-;1,3~---' Claims Unit ,Email: 

GPO Box 1162 
Brisbane OLD 4001 

Date of.lnsiructlons:; 1610212011. 

CGU Insurance limited ABN 27 004 478 371. An iAG Company. 

I '-.. 
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I1II WorleyParsons Infrastructure 
and 
Environment 
level 12. 141 Walker Street resources & energy 

Disclaimer: 

North S)O\ey NSW 2000 _Iia 
Telephone: +61 2 8923 S866 
Fa<:sInlle: +61 2 89236817 
WoIIeyPanons _ Ply lid 
ABN 61 001 279 812 

This report has been prepared on behalf of and for the exclusive use of CGU end is subject to end issued in accorrJence with the agreement 
between CGU and WafeyPs~ons Services Ply UrI. Worl'eyPBrsons Services Pty Ud accepts no lisbOity or responsiblfity whatsoever for It in 
respect of any use of Of reIisnce upon this report by any third party. 

Copying this repod without the permission of CGU or WorleyParsons SefVices I'ty Ud;s not pelT1litfed. 

Ref: 30101~484tmREP·ABl GClI-l1 GrayRd Wes1 End.doc 

HYDROLOGY REPORT RELATING TO THE 
JANUARY 2011 STORM 

Prepared by 

Prepared for 

Claimant 

Property 

Reference 

:  ENGINEER, WORLEYPARSONS 

:CGU 

: MS SALLY DOYLE 

:  GRAY RD, WEST END, QLD 

: 

PROJECT 301015-02484.01 AB7 
REV DESCRIPTION OHIO REVIEW 

A ISSUED FOR 
INTERNAL REVIEW T  

B FINAL 
 

WORLEY. DATE 
PARSONS 
APPROVAL 

N/A 
4-'1-2011 

9-3-2011 

CLIENT DATE 
APPROVAL 

N/A 

N/A 

EcoNomics 



Worley Parsons EcoNomics 
resources & energy 

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 g"' of January 
to form a trough that spanned from the NSW border to Mackay. Through the early hours of the g"' 
of January, this trough rotated towards south-east Queensland and forme<llarge volumes of rain 
as warm moist air was forced upwards over the region from a high pressure cell located near New 
Zealand. 

This process continued throughout the gth 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 gth 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 Og:OO and 10:00 (recorded at Brisbane, Redcliffe and Archerfield). The 
accumulation of rainfall generally followed a similar pattem, with areas of the lower Caboolture 
River Catchment recording up to 155 mm until midday on the 10th of January 2011, while areas of 
the 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 
between 30 and 40 mm over tha following 36 hours was recorded in the lowar 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 coastel region south of the centre of the low pressure 
cell. 

In the most upper sections of these catchments, rainfall was less intense prior to the 
amalgamation of the low pressure centre and the monsoonal trough. Rainfall began from 13:00 on 
the gth 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 cell and 
the alignment of the high pressure cell feeding 1he 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 10th of January in the upper Brisbane River Catchment (recorded at 

301015-02484tmREP-AB7 GCu- Gray Rd West End.doc 2 4/312011 



Irill WorleyParsons EcoNomics 
resources & energy 

Toowoomba). Over the following 36 hours an accumulation of up to 150 mm was recorded. 
However, the rainfall intensity in this region varied significanlly with a large portion of the rainfall 
accumulation occurring over a period of only hours. Orographic 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 9m of January 2011. However, rainfall accumulations were generally lower than 
those in the lower catchment, with generally no more than 75 mm recorded until midday on the 
10'" of January 2011 (recorded at Amberfey). 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 11th of January at Gatton and from 09:00 at Amberley, with an 
accumulation of up to 130 mm over the following 24 hours. 

The initial sustained rainfall across the catchment between the 9th 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 large volumes of runoff 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 at  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 (refer 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 Flooding" 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 s~e lies 
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 frot:n the gauge at the mouth of Oxley Creek (540274), which 
is the closest upstream gauge along the Brisbane River. The gauge is located approximately 8 km 
upstream of the property (nlfer Figure 3). River level information was also obtained for the 
Brisbane C~ Gauge (54019B), which is located approximately 7 km downstream of the property 
(nlfer Figure 3). II is considered appropriate to interpolate between the river level information for 
these gauges to determine water levels in the vicinity of the property. 
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Figure 1: LocatIon 0/ Property.  Grey Rd, Wost End 

The river gauge information indicates that tevets in the Brisbane River were first affected by 
catchment inflows from as earty as Sunday 9"' January 2011, with a graduat but steady rise in 
levels until about 06:00 on Tuesday 11"' January. From this time, both gauges (at the mouth of 
Oxley Creek and Brisbane City) show a steeper rise in flood levels, with eventual peaks of about 
9.2 metres at around 00:00 on Thursday 13"' January 2011 at the mouth of Oxley Creek and about 
4.5 metres at around 03:00 on Thursday 13" January 2011 at the City Gauge. It should be noted 
that "gauge zero" for both the Oxley Creek mouth and Brisbane City gauges has an elevation of 
o mAHD, as indicated by information provided by the Bureau of Meteorology. 
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Flgur. 2: Approximate'ocat deprellion am 
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FJgure 3: Location of River Gaug,.ln Vicinity of Property 
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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 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 pooling 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 th 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 
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 referring to. 

• The street fronting the property was flood free between 11 am and 12 pm on Tuesday 11th 
January 2011. 

• The water 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 1 ih January 2011). 

• The water level reached the top of the light fittings at the front of the property (refer Figure 5). 

/ 
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Figure 4: IIIew IooIdng southwost ot tho ph In the bockyord of tho property 
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Figure 5: II'- ohowlnS "'ported llood 10 .. 1 at tha front 01 tho property 

WORLEY PARSONS' OBSERVATIONS 

The property was inspected on 24"' February 2011 . 

Observations of the surrounding terrain confirmed that the property lies roughly In the centre of a 
local depression (refer Figure 6). The observation of three drainage pits, one on Gray Road, one 
in the adjacent property to the east, and one in the backyard of the property also suggests that the 
property is located along a local drainage path or at a low point in the local terrain (refer Figures 4, 
7 & 8). 

The dwelling at the property was undergoing significant renovation and repair work during the 
inspection. No flood damage in the form of flood marks was therefore observed on the dwelling. 
However, there was some evidence of debris and erosion in the backyard of the property. The 
tenant also provided photos of the property during the inundation (refer Flgure~ 9 & 10). 

301015-02484tmREP-A81 GCU4 Gray Ret west End.ooc 8 413120 11 



III 

• 

• 

WorleyParsons EcoNomics 
resources & ener~y 

Figure 8: View looking northw •• t .Iong GrIIY Road from the •• st of thl property. Not. the deprlillon In road IIVI' 

outsld. the property 
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Figure 7: Ob.erved draJnage pit located outllde the property on Gray Road 
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Figure 8: ObHfVed draiNlge pit In IdJlcent property 
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Flgur. 9: View of the Property from Gray ROld on Wedn.sday 12'" Jlnulry 2011 (photo provided by tenanf) 
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Flguro10: V1_ of tho badoyord oft'" Property around midday on Tu •• doy 11- January 2011 (pIlOR> pnlvlded by 

tenont) 
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Terrain elevation contour mapping available 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 
elevation 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. 

Calise of Inundation 

The tenant's recollection of the heavy rainfall on the 9'" and 10th 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 10th 2011 was only in the 
order of a 1 to 2 year Average Recurrence Interval (ARI) 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 13th 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 10th January 2011 . 
(i.e. after the heaVy rainfall reported by the tenanf) was approximately 1.9 mAHD. This level rose 
to a level of approximately 2.0 mAHD at Og:oo on Tuesday 11th January 2011 and 2.6 mAHD at 
12:00 on Tuesday 11th 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 12th January 2011. 

Based on the river level information, it is reasonable to assume that the property was inundated in 
two stages. Initially, there was a surcharging of floodwaters ljlong the sub-surface drainage pipes 
in the area, which commenced on Tuesday 11th January 2011 and continued into the early hours 
of Wednesday 12th January 2011. This assumption is consistent with the anecdotal and 
photographic evidence 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 th January 2011, 
eventually spilling out into the property and rising until the property was evacuated by 00:00 on 
Wednesday 12th 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 occur(ing 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. 
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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 9th and 10th 

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. 
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Sally Ann Doyle Authority Page 1 of2 

 

From:  

Sent: Wednesd~y, 16March.2011 11:10 AM 
To: .  

Subject: RE: Sally Ann Doyle Authority 

Gray Road West End 

--------.------------
From: 
Sent: Wednesday, March 16, 20111i:1O AM 
To: 
Subject: fl..E: Sally Ann Doyle Authority 

NoIe:'This e-rna!/ ~ SUbj.ect io the, disclaiiner contained at the bottom of this messc:ge. 

Thank.you 
(-- .... - , 

• ./ Would you know what property address this relates to? 

 
BCom (Ace, HRM) 
Claims Management Consultant 
QLD Landlord Claims 
CGU Insurance 

 

1(~"-'W.'.t;:9U...£9ll'l~!! We p'ut the You In (GU. 

Ple-ase consIder th~ en ... ironrnent 
befor~ printing this email. 

From: 
Sent: WednesdaY,·16 March 201111:00 AM 
To: 
Subject: Sally Ann Doyle Authority 

«Doyle Authority.pdf>,> 

Hi Danielle, 

Attached is the authority as requested. 

Cheers 

Senior Solicitor/Consumer Advocate 
Consumer Protection Unit . 
Legal Aid Queensland 
44 Herschel Stroot 

16/03/2011 



Sally Ann Doyle Authority 
•• r,> 

Brisbane QLD 4000 . 
 
 

Page.20f2 

DISCLAIME~: The cQntents ofthis.email (including any attachments) a~e col.1fidential and privileged and'are"intende.d only for "the 
addressee. Any confidentiality or privilege is not waived or last becaLise this email'has been sa.nt to yo~ by mistake., Any unauthorised 
use of the contents 'of this email is expressly prohibited. . 

If you receive this em'ail in' error, pleas,e co"ntact us, then delete the email. 

Emails may be interfered with, may colitain computer vfruses or other defects and may nof be successfully replicated on other"Sy·stems. 
We" give no warranties in relation to these matters. If'you have any doubts about the authenticity of an email plirpotfedly' sent by us, 
please contact us immediately. 

---- ----_._-------_ ..• _._-----_. __ ._- _ .. -_ ... _---_._------._-_._-----_ .. - ----------------_.-
The' il1(orma1ion lransmit~d inlliis message and ii,s atiachments (if any}'is iiltended only ror the person or entity to which it is addressed. 
The message may con('aln confidential arid/or privileged ~'alerial. Any review. retransmission. dissemination ~r other use"of, or taking of any 'action'jn' reliance 
upon this information, by persons or entities other than the intencled recipient is prohibited. 
If you ,have received this In error. plesse contact the sender,and delete this e-maif and assOciate!! material from any computer, 
The Intended recipient of this e-mail may only use, reproduce. disclosa or distrib'ule the information contained in this e-mail and any -attached files, with the 
permission of the sender. 
This message has been scanned for viruses. 

16/0312011 
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18/63/2611 13:53 54244628 ESK, 

L Legal Aid 

AUTHORITY TO RELEASE 

TO WHOM IT MAY CONCJ::RN 
(AS ADV1SI:D BY LEGAL AID QUEENSLAND) 

I, "" ,,$.'q, l!y. .1:/}.(I.( ...... Pftt .. ,~ ... " ... "",,,,,,,,, ........ " ................. . 
Hereby authorize you to provide my solicitors as l10minated by Legal Aid Queensland 

. with any documents or Information in your possession as specified by Legal AI"' 

Queensland. 

Signed: ."

Dated: . , ... , I.I? J.. ?oJ.?,.;!.!. /. .............. .. 
,." '\ C, • 

6(:::1' .. \'\' 
PAC'-£ 82/82 

I 
I , 
I 

i , 
j. 
I 
I 
i 
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FAX MESSAGE 

To:  Fax no: 

Company: 

From:  Fax no: 
. CGU Claims QLD 

Phone no: Personal Lines M olor 

Pages: 2 Fax Serial No: 

Date: Tuesday, 22 March 2011 at 3:19 PM 

Subject: FVIJ: Claim for Gray Rd West End 

Claim:  - CUSTLET 

From: Sally Doyle  
Sent: Tuesday, 22 March 20112:18 PM 
To:  

 
Subject: Claim for Gray Rd West End 

 

3 

 

As you may be aware; ~ome considerable time has passed since my claim regarding 
water to the above property was lodged with you (January 132011). On February 16 
an assessor visited the prop~rty, 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 please provide mewilh an update of where the claim process is up to. 

Thanks 



22/03/2011 3:51:17 PM 'lAG PROD 09 -> lAG PROD DB, SDc1FXOOB Page 2 of 2 
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~". '. 

Sally Doyle 

This email, Including any attachments sent wtth It, Is cOnfidential and for the sol.~ use of 
the intended recipient(s). This confider.ltiality is not waived or lost, if you receive it and 
you are not the intended recipient(s), or if it is transmittedlreceived 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 io a statutpry duty of confidentiaiity Ifit 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 
198175 or by return email. You should also delete this email, and any copies, from your 
computer system network and destroy any h~rd copies produced. 

If npl 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 Heatth does not accept responsibility for the 
consequences if any person's computer inadvertently suffers any disruption to services; 
I~ss of in~cirmation, harm or is infected with a virus, other malicious computer 
programme or code that may occur as a consequence of receiving this email. 

Unless ~tated otherwise, this email represents only the views of the sender and not the . 
views of the Queensland Governrnent. 
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From: 
Sent: Wednesday, 23 March 20113:34 PM' 
To: '
Subject: 

Dear Ms Doyle, 

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

Please see Worley Parsons report attached. 

Kind regards 

Team Manager 
CG U Insurance 

 

www.cgu.com.auWe put the you in CGU 

• Please consider the environment. 
before printing this email. 
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III FAX MESSAGE 

To;  Fax no; 
Company'; 

From:  Fax no: 
CGU Ins National Claims Phone no: Assurance Team 2 

Pages: 17 

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

Subject: 

NARDOC 

Team Manager 
CGU Insurance 

FW:  

   
  

www.cgu.com:auWe put the you in CGU 

• Please consider the environment 
before printing this email. 
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WorleyParsons 
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Oi.scfsimer: . 

Infrastructure 
and 
Environment 
LeYeI 12. 141 WalkerSlreel 
Nmh Sy~ NSW a:eJ At.t!iIrafia 
T ~lIhl,:n~"+61 2 B923 68B5 
FacsImile: -+61 2 892361377 
WO!1eyPal'$Cl'1$ SeM:.es Ply lid 
ABN 61 001279812 

This report hils b9lm prepaffJd on ~Jf d andrer fh1I axclusiv9 usa ofCGU and is sUbpa to and 15suad in IICGD~ncn wln the agr68rnent 
between GGU and Worle'lF(J~1'IJ Set1licN Ply Ud. W«SeyPer.soo3 service" Ply Ud 6C~pl.t no IisbffityorMSp0n3ibRly whet-'09vt!or for I In 
rasped of any wo of or relisf1(Oe upon this repcrl byQf1'j thitd patty. 

Copying fhkt roporl wilhouf the ~tmi=ionofCGfJ or W«JeyP8'~~ SeTVices Pry LId is not FSrnlIod. 

Ref: 30101s.D2484fmREP·AB7 GCU- 77 Gray Rd Wsst End.doc 

HYDROLOGY REPORT RELATING TO THE 
.JANUARY 2011 STORM 

Prepared 'cJf. 

Prepared for 
Claimant 
Property 

Reference 

:  ENGINEER, WORLEYPARSONS 

:CGU 

: MS SALL. Y DOYL.E 

: GRAY RD, WEST END, QLD 

:

PROJECT 301015-02484.01 AB7 

REV DESCRIPT10N ORfG R~VlEW WORLEY· DATE CLIENT DATE , 
PARSONS APPROVAL 
APPROVAL 

A ISSUED FOR 4-3-2011 INTERNAl REViEW MIA N/A 

B FINAL . 9-3-2011 
NfA 

EcoNomics 
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EVENT OVERVIEW 

On the 7~ of January 2011, a low pressure cell derived ftom a monsoonal trough moved 
southwardS along the east coast of Queensland in the vicinity of Macka:y. OVer the next day this 
localised low pressure sysiem gradually moved closer to Fraser Island However, ~ did not lead to 
the generation of .significant rainfall at this Ume 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 

Thrcughout the 8'· of January 2011, the low pressure system remained relatively stationary .. It 
eventually moved Gloser to the south-east Queensland coast and intensified on the fi" of January 
to form a trough that spanned from the NSW border to MaG)<ay. Through the earty hours of the g'. 
of Janual)', 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 
Zealand. 

This process contlnuEld throughout the glh of January, with the trough reducing in span and 
generally remaining stational)' off the coast 

The intensification of the coastal low pressure system on the g'. of Janual)' led to the generation of 
sustained rainfall across coastal regions of south-east Queensland w~hin the lower CabooKure 
and Brisbane Rivers Catchments. RainfalLgenerally progressed from the north to the south wtlh 
the start ofthe storm occurring from 04:00 (recorded at Beerburrum) and leading to rainfall across 
areas of the lower CabcoKure River Catchment. In the lower Brisbane River Catchmen~ the storm 
began between 09:00 and 10:00 (recorded at Brisbane, Radcliffe and Aroherfield). The 
accumulation of rainfall generally followed a similar pattern, with areas of the loWer Caboolture 
River Catchment recording up to 155 mm until midday on the 10'· of january 2011, while areas of 
the lower Brisbane River Catchment reccrded between 75 and 130 mm. 

OVer the following 12 hours the low pressure system moved north and rainf!,11 accumulations 
decreased markedly. However, as the low pressure centre merged with the descending 
monsoonal trough, significant rainfall was generated over the raglan. A further accumulation of 
between 30 and 40 mm ol/er the following 36 hours was recorded in ihe 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 ragions. 

While not strictly an East Coast Low, the system func~oned in a similar way, producing gale force 
winds and widespread rain centred on the coastal region south of the cenlre of the low pressure 
dell. 

In the most upper sections ofthese catchments, rainfaltwas lessintense prior to the 
amalgamation of.the low pressure cientre and the monsoonal trough. Rainfall began from 13:00 on 
the 9'h of January 2011, with accumUlations of betwee~ 60 and 70 mm recorded until . 
approximately 00:00 on the 10'" of January. The northward mol/ement afthe low pressure cell and 
the alignment of the high pressure cell feeding the region, led to the temporary cessation of rainfall 
in the uppercatchmenl 

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'b of January in the upper Brisbane River Catchment (recorrioo at 

301015-02484lmREP-AB1 GC~ GillY Rd Wht End.d:JC: 2 4/m011 
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Toow<x>mba), OVer ttie following 36 hours an accumulation or-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, Orographic effec!s are likety io have 
contributed to the sharp inorease in rainfall intersity in these upper catchment ari3aS, 

To ihe east, in more central regions of the Brisoone River Catchmeni and the upper Cabo91ture 
River Catchment, the onset Of the storm generally began with moderate intensitY rainfall from 
10:00 on the 9'" of Janu.;'Cy 2011, HoWever, rainfall accumulations were generally loWer than 
those in the lower catchment, with generally no more than 75 mm reCorded until midday on the 
10'" of January 2011 (necorded at Ambariey), As the 'low pressure centre ~oved riorthand 
merged with the southward moving trough, this' region expe~enceifa ,sharp rise In rainfall intensity 
beginning from 02:00 an the 11'" of January at Gatton and from 09:00 at Amberley, wfth an 
accumulation of up to 130 mm over the following 24 hours, 

The initial sustained rainfall across ttie catchment between the 9"'January and midday on the 10" 
JanUary would have generated significant runoff and fI'Ow into streams and riverS', The subsequent 
intense 'upper catchment rainfall would hav~ generat~d addifionallarge volumes of runoff that 
wOlildhave be~n9han'nelled through tributaries and streams Into the upper B,~,sbane River in the 
central ;:;art of the catchment, 'Contiolled releases from Wivenhoe Dam would also have ' 
contributed to the peakwater levei Inthe'Brlsbane River, 

"' '. '. . ' 

The property at Gray Road is considered to ba within the floodplain olthe Brisbane River, 
which Is located approximately 190 metres to the south of the property (refer Figure 1), The Flood 
Flag Map prepered by Brisbane Cfty Council for Wes! End shows that the property falls within the 
"Creek, River or Tidal Flooding' extent 

The property contains a Single storey residential dwelling, Including a lower uninhabitable 
basement,level, loealed between Hoogiey 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 anee of roughly'9, 7 hectares (refer 
Fig,ule 2), 

River level infonmation 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 approximately 8 km 
upstream of the property (refer Figure 3), River levellnfonmation was also obtained for the 
Brisbane City Gauge (540.198), which is located approximately 7 km downstream of the property 
(refer Figure 3), It is considered appropriate to interpolate between the river level infonm~tion for 
these gauges to determine water levels in the vicinity of the property, 

301015-024B4lmREP·AB7 GctJ. GI'8)' Rd ~ i:!nd.dDC • 4Afl011 
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FIgure 1: locatIon of Property at Gray Rd, West End . 

The river gauge Information Indloates that levels In the Brisbane River were first affected I:1y 
catchmert inflows from as early ~ Sunday 9" January 2011 , with a gradual but steady rise in 
levels until a bOlt 06:00·00 Tuesday 11th January. From this time, both gauges (at the mouth of 

. Oxley Creek and Brisbane City) show a steep;,r rise in flood levels, with eventual.peakS of about 
9.2 metres at aroLnd 00:00 on Thursday 13"' January 201 1 at the mouth of Oxley Creek and about 
4.5 metres at around 03:00 on Thurroay 13'" january 2011 at the City Gauge. It should be noted 
lhat "gauge zero" for both the Oxley Creek mouth and Brisbane city gauges has an elevation of 
o mAHD, as indicated I:1y information provided by the Bureau of Meteorology. 
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Figure 2: ApproxJmate loca! depression 8I'ea 
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Figure 3: loeallon of Rlvur Gauges In Vicinity of Property 
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THE INSURED'S RECOLLECTIONS 

EcoNomics 

WorteyParsons spoke to the property owner, Ms Sally Doyle; and the tenant, between 10:45 and 
11 :30am on 24th February ~011. Having been present at the Property, the tenant could provide the 
following account of the events and the damage that was incurJed at the property: 

Heavy rain was observed on Sunday 9th January 2011 and Monday 10th 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 11th January 2011, the water level In the pit locatedin 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 beckyard 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 olthe Brisbane River drains l1e was referring to. 

• The streetfrontlng the property was nood free between 11 am and 12 pm on Tuesday 11'" 
January 2011. 

The water inundating the property was relatively clear in appearance before Wednesday. 
January 1 t" 2011. 

The tenant was evacuated from the property by around midnight on Tuesday (I.e. 12 am 
Wednesday Ii' January 2011). 

The water level reached the top of the light fittings at the front of the property (refer Figure 5) . 

...( ..... . .-
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F1gur. 4! Vl.wlooklng southwest at the pit In the backyard of tho proporty 
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Flgurt 5: VlewshOYdng reported flood l.wI at the front ofth. properly 

WORLEYPARSONS' OBSERVA TlONS 

EcoNomicS 

•• The property was inspected on 24"' February 2011 . 

Observations of the surrOLndlng terrain Confirmed that the property lies roughly in the centre of a 
local depression (refer FI9ure 6). The observation of three drainage pits, one on Gray Road, one 
in the adjacent property to the east, and one in the baCkyard of the property also suggests that the 
property is located along a local drainage path or at a low point In tile local terrain (refer Figures 4, 
7 &8). 

The cMlelling at the property was undergoing significant renovation and repair wor!< during the 
inspection. No floop damage in the form of flood marks was therefore obSBfYed on the dwelling. 
However, there was some evidence of debris and erosion in the baokyard of the property. The 
tenant also provided photos 01 the property during the inundation (refer Figures 9 & 10). 

3Of015-0248«mREp·A87 GCIJ.. <by Rd 'lYe. End.doc:- 8 «MOil 
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Figure 6: VI&w)oOklng northwost along Gray Road from the east oftha ~rOP811Y. Not. tho dGprosslon In road loval 
outsldelhe property 
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Figure 1: Obfiervtd drainage pit located outsldo tho property on Gray Road 
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Figura 8: Obcorved dralnaga pit In adjacant property 
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Agure '9: View 01 rhe Property from Gray Road on Wednesday 12* January Z011 (photo provided by hmam) 
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Figure 10: View Df Ihe backyard of the Property around midday on Tuesday 111b ~anuary 2011 (photo provldPd by 

tenant) 
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Terrain elevation contour mapping available from the Brisbane City Council shows the elevation of 
the drainage pt in the backyard of the property to be between 2 and 3 metres. The FlooaWise 

. Property Report for the property, also from Brisbane City Council, shows that the minimum ground 
level elevation within the p.'Operty is approximately 2.3 mAHD. The estimate of the tenant for the 
elevation of the drainage pit located in the baokyard of the property is therefore slightly greater 
than what is suggested by the information available from Brisbane City Council. 

Cause of In.undntWn 

The tenant's recollection of the heavy rainfall on the 9th and. 10th January 2011 is In accordance 
wtth the rainfall records forthe 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 Recu(ience Interval (AR/) storm Due to the limited size of the local 
depression that drains to the site (approximately 9.7 hectares). it is unlikely (hat there was 
sufficient local storrnwater runoff for this to be a contributing factor to the inundation that ocourred 
on the property. Addttionally, aerial photography of the site that was taken on 131h January 2011 
shows a continuous water surface from the sfte to tlie Brisbane River. Therefore, ft is assumed 
that the floodwaters that inundated the a.rea of West End around Gray Road can almost entirely be. 
attributed to flows from the Brisbane River. . 

Accordirg to river level Information at the mouth of Oxley Creek and the Brjsbane City gauge, the 
level in the Bris\lane River. directly south of the property at 12:00 on Monday 10" January 2011 
(i.e. after the heavy reinftJlI 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 111·Januafy 2011 and 26 mAHD at 
12:00 on Tuesday 11 Ih 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 12th January 2011 . 

Based on the rfver level.lnformatlon, it Is reasonable to assume that the property was InUl\dated In 
'two stages.' 'Initially, there was a surcharging of Hoadwaters along the sub-surface drainage pipes 
in the area, wlich commenced on Tuesday 11th January 2011 and continued Into the earty hours 
of Wednesday 12'" January 2011. This assumption is oonsistert with the anecdotal and 
photographic evidence provided by the tenan~ indicating that the water level in the drainage p~ in 
the backyard of the property began rising on the morning ofTuesciay 11"' January 2011, 
eventually spllirg out into the property and risirg until the property was evacuated by 00:00 on 
Wednesday 12th January 2011 . These initial ftoodftows are likely to have entered the sub-surface 
drainage pipes via an outfall to the Brlsbane River located to the south of the property. 

The riverbank levels along the Brisbane River south of the s~e are often less than 4.0 mAHD. 
TherefOro, overbank flooding would also have been ocourring in various loeations alonS the rfv~r 
shortly after 00:00 on Wednesday 12'" January 2011 in addition to the surcharging olthe 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 properly ocourred ~en 00:00 and 03:00 on Thursday 131h 

January 2011. The Interpolated level in the Brisbane River directly south of the property at 01 :30 
on Thursday 1:t' January 2011 Was approximately 6.7 rnAHD. The level can be taken as the 
approximate peak level of the January 2011 fiood event at this location. 

30101S-02484lmREP.A87? Gtey Rd Welt End.doc .04/312011 
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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 inLr1dation 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 !tie 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 looation of the property within a local depression and along a apparent local 
drainage path, ~ is possible that the heavy rainfall reported by the tenant on January s'" and 10·h 

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 likaly 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 s~e 
.belng Inundated by water from the Brisbane River. 

'OIOI5-02484tmREp·A87 ~  Gr.,. Rd w." End.do:: " 4/S12011 
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From: 
Sent: 
To: 
Subject: 

Hi Mark, 

 
Wednesday, 23 March 2011 3;31 PM 

CGU Claim for; Sally Doyle, Gray Road West End OLD, claim ref; 

Further to this claim, can you please clarify if any storm water run affected the front patio area of the 
property. 

Kind regards 

 
Team Manager 
eGU Insurance 

~.cgu.com.au We put the ~ou En CGU 

. ~ Please consider the environment 
before printing this email. 
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ADDENDUM 

Further to the initial hydrologist's report dated 0910312011, this addenaum addresses 
issues raised with local stormwater flows on the 91h and 1.0'" 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 accumulation on the 9'h 
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 910 
January .2011 rainfall would be less than 2 years average rainfall internal (ARI). The 910 
January 2.011 record also includes a high intensity period of rain occurring mid afternoon) 
and lasting for 20 minutes. The ARI of this intense 'rain is also less than two years .. 

Thus the rainfali that would have affected the local drainage system on the 910 of January 
was not abnormal. 

Urban drainage systems in residential areas are typically designed to accommodate ARls 
of two years to five years .. Ageing systems may be at the low end of this range ",nd storm . 
related blockages can also impact perfQrmance. 

The elevation of Gray Road at the drainage pit adjacent to the front of the property is 
approximately 4.5 m AHD. Levels in the Brisbane River over the 910 and 10'h of January 
were less ,han 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 unlikely given the frequency of 
the rainfall. 

Given that overflows may have occurred on the gIll of January they would have spilled 
across the sag point in the terrain from Gray Road and affected all three 
properties, with the .. greatestimpact on  Gray Road. Thus the·depth of overflow that 
could have entered the driveway 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 Rgure 5 in the hyqrologist'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 rainfall (less than 2 year ARI) that occurred on 
the gIll of January. 

It is concluded that inundation damage to items in the basement as a result of'stormwater 
flows on the gIll and 10" of January is highly unlikely. 

301 015-024S4dmc--AB7 GCU-  Gray Rd West End Addendum.doc , . 31/0312011 
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27th April 2011 

MSSDOYlE, 
NORTH PLACE 

ACACIA RIDGE OLD 4110 

Dear Ms Doyle, 

Your Claim Number: 
Your Policy NUmber: 
S ituation·Address: 

 

GRAY ROAD WEST END OLD 

CGU Insurance 

GPO Box 9902 
BRISBANE OLD 4001 

ABN 2704 47B 371 

T 01: 1300 882 7BB 
Fax: 073135 1413 

I am writing to you'in relation to a claim you made for damage to your property on the' 
12'h January 2011. " 

As requested I have reviewed your cliJ.im 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 10th Fel;>ruary 2011 requesting 
reconsideration of your claim. 

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

The information we have considered hi making this decision 
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 within the definition of Flood under the CGU 
Policy. 

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

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

DU- Version 5 
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definition of flood under your CGU policy:' 

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

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

. Based on your advice and information avai!able 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 I have referred your claim to the CGU Dispute Resolution team. The 
Dispute Resolution team will independently review your claim and provide a decision 
within 15 business days of receiving 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 oeen 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, 

Team Manager 
CGl) Claims 

DL2 - Version 5 
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Handling Your Complaint 

Are you unhappy with a de.cisioQ m'lde 
by CGU Insurance regarding your insurance . 
and/or do you wish to maj<e '! complaint? 

At CGU, we value all our custc;>mers. 
We understand that occasic;>rally some customers 
are not satisfied with the services or products we 
provide or do not agree with decisions we make in 
relation to their insurance. 

• We have a process to help you if you wish to make 
C i a complaint or have a dispute managed. 

CGU's Complaints Process 

Step 1. Talk to us first 

The first thing you should do is contact us. You can 
contact your nearest CGU Insurance office or talk 
with a relevant staff member in the department 
concerned. If you do not have the relevant contact 
details you can call us on the numbers featured on 
the back cover. If you let a staff member know what 
your complaint concerns, they may be able to . 
resolve the issue for you. If not, they will refer you 

...... to an -a ppropriate manager. 
~.Ahe Manager or a senior staff member in the 

Manager's area will review and respond to your 
complaint. 
A nesponse to your complaint will usually be provided 
within 15 business days from receipt of your 
complaint. 

Step 2. Have your complaint reviewed by the 
relevant CGU Insurante djspute resolu~ion area 

If the Manager or senior staff member' carinot 
resolve your complaint, they will refer it to the 
relevant CGU Insurance dispute resolution area. 
Alternatively, you can ask the Manager or senior 
staff member to refer you to the relevant dispute 
resolution ,area . ' 
The relevant dispute resolution area will treat your 
complaint ~s a dispute and 'one of their staff 
members will liaise with you in relation to the 
dispute. They will review your dispute and provide 

. you with a decision usually within 15 business days. 

Step 3, Seek an External Review of the decision 

If you are unh-appy with.this decision, you may 
wish to seek an' external review of the decision. 
The,relevant dispyte r~solution area's letter 
outli.ning its decision will provide you with 
information on. external review option(s), such as, 
if appropriate, referring you to the disP4te 
resol,!!ion scheme run by the Financial Ombudsman 
Service (FOS). The toll free number for the FOS is . , , 
1300 780 808 .. Or yOU can contact them via their 
website: www.fos.org.au. 

"'~.p""'... .~ " 
---", r,:I' r;;-

'our commitment to 
customer service' 



.~ 

Your Insurance adviser is 

CGUOO38 REV13 12J09 

Inocnr 
CGU Insurance Umlted 
ABN 27 004 478 371 
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INSURANCE AUSTRALIA GROUP 

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 to and issued in accordance with the agreement betwean Insurance 
Australia Group and WorteyParsons Services Ply Ud. WorteyParsons Services Ply Ud accepts 
no liability or responsibility whatsoever 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 WorteyParsons 
Services Ply Ud is not permitted. 

PROJECT 301015·01262.43.01 • SOUTH EAST QUEENSLAND WEATHER EVENT REPO~T 
REV DESCRIPTION ORIGINAL REVIEW WORLEY- DATE CLIENT DATE 

-PARSONS-- ---:- - ... - ........ APPROVAL--¥- - -
APPROVAL 

01 Draft Report N/A lC1212011 N1A 
 

02 Final Report . 1S'Zf.1inl N/A 
 • 
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INSURANCE AUSTRALIA GROUP 

SOUTH EAST QUEENSLAND WEATHER EVENT REPORT 
J,ANUARY 2011 

OVERVIEW' 
On the 7th of January, 2011, a low pressure system formed off the south-east coast of Queensland. 
Over the following two days, this low pressure 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 Zealand led to the influx of warm, 
moist air into the region which, in combination with the low pressure system, led to the formation of 
substantial volumes of cloud. 

On the 9th of January, 2011, the low pressure system rapidly intensified which led to the formation of 
large volumes of rain over the south-east Queensland coastal region. Rainfall generally progressed in 
a westerly direction, with the coast generally receiving continuous moderate intensity rainfall. The 
elevated upper catchment regions of the Great Dividing Range experiencing more intense rainfall on 
the 10th of January, 2011 which corresponded to the southward movement ofa monsoonal low which 
was joined by the low pressure eenUe. 

Whilst rainfall was almost continuous along more coastal areas, rainfall in the upper catchment 
showed a distinct increase in intensity on the 10th of January, 2011, which led to the rapid generation 
of large volumes of runoff. 

In the high energy upper catchment, runoff flowed rapidly overland through local depressions and 
gullies, 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 overland flow and the overflow of small streams. 

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

This report summarises the meteorological conditions, rainfall 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 data analysed On a regional basis. 
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1. ME,TEOROLOGrCAL SEQUENCE OF EVENTS 

derived from a monsoOrial trough moved ~outhwards.along the 19a$t ceast .of Queensland in the' 
vicinity of'Macklly. 'Over the next day this localised ley" press'ure system gradually moved .. closer to 
Fraser Island. However, ~ did not lead to the generation of significant rainfall at this iinie due te its 
erientatlanrelative te ilie menseenal treugh located te thenorthand a se'riesef. high pressure systems 
located te the .south-east ' 

ThretigheuttheS'h' of January 2011 ,thero;'" pressure system remainedrel~tivelY stationary. It 
eventuallymovedcleserto the south-east Queensland coast andlntens;fted e~the 9~.of January to 
f~lTna trough that spanned frem theNSw borderto Macka'y:.Through the early h6urs of the 
9th J",nuary, 'this trough rotatedtowa~ds, south-e~st pu~emsland and g'e~erateo largev6lLim'ls of rain 
as warm moist air was forced upwards 9ver the region·by ... ~igh pr~ssurei:ell'ocat"d.near New 
Zealand. " ' . " ," " ;'" .,' ' . 

. . ' ". ,,,' ",," 

, : , ~ , , ' .- , ' , . ",', - ", , -'-' ~ , ' .. 
This pro~~scontii1U~dthrOugheut the 9th .of January. withthetr~ughiedud~g insp;,~ and generally 
remainingsta!ion~rY oit'th'l coast. Moderate intensity rainfall was expe;-ii~n6e,{~crciss the region with 

• " , " • :', _.' . '.. ' "" " , "',' .'.. ' "." -"" : ,'... ',:'.' ~- ,.-<;.' .. ' 
the greatest concentratien centred around the coastal secliens of the Brisbane and Ga60etture Rivers 
Gatchrrient~," • 

Early.en the 10"'.of January, the upper atmespheric trough;,iissipated. Hewevl[!r, th~.IO~ pressure 
system intensified further and moved 'slightly 61~sertci the sou'th-east Qu~n~l~nd coas!. This led to a 
brief cessation in rainfall, particularly in the upper catchment areastoth'e west 'Atthis'time,a 
mensoonal trough descended frem the north olQueensland to the central. coast' The low pressure 
centre Ib~iedin the south~o~~d in a,{ortherly diredio~ w~er~It merged Wittiihe'trougn." This in 
combinatien.with the. orientation ofth~ high pressure system feeding the r~gjon~th wamimoist air, 
ledte the further generation of large volumes .of rainfall. . .,' " 

While not strictly an East Goast Lew, the system functiened in';, similar way, produci~g g'ale ferce 
winds and widespread rain a·cr.oss the'coastal'region seuth of the lew pressure system: Orographic 
effects are likely t.o have exacerbated the effects of the rainfall' in the upper catchment areas inland 
from the coast. 

Through the latter part of the 10'h .of January' 2011, the lew pressure system and monsoenal trough 
moved to the north and west, resutting in the cessatlen of intense rainfall across the eastern 
catchments. On the foll.owing. day intense rainfall occurred en the western side of the Great Divide as 
the system continued to move in a westerly direction, 

Figure 1 shews· the progression of meteorological events leading to the generation .of rainfall during 
the South-East Queensland Weather Event which extended frem the 7"' to 'the 1 o~ of January 2011 , 
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Figure 1: Progression of Meteorological Conditlons 
Notes: The dolled lines represent a trough when present 

The circles represent a.the low pressure cenlre 
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2. RAINFALL ANALYSIS 

Rainfall during the South-East Queensland Weather Event was generally more continuous and less 
intense on the coast than on inland areas of the upper catchment. 

In coastal regions of south·-east Queensland within the lower Caboolture and Brisbane Rivers. 
Catchments, the intensification of the coastal low pressure system on the 9th of January led to the 
generation of sustained rainfall. Rainfall generally progressed from the north to the south eXtending 
across areas of the lower Caboolture Catchment which experienced the start of the storm from aboU! 
04:00 hours (recorded at Beerburrum). In the lower Brisbane River Catchment, the storm began 
between 09:00 and 10:00 hours (recorded at Brisbane, Redcliffe and An::hertield). 

The accumulation of rainfall generally followed a similar pattem. Areas of the lower Caboolture 
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 northerly direction and rainfall 
accumulations decreased markedly. However, significant rainfall over the region recommenced once 
the low pressure system merged with the descending monsoonal trough. A further accumulation of 
between 30 and 40 mm over the following 36 hours was recorded in the lower Brisbane River 
Catchment and up to 70 mm in the lower Caboolture River Catchment. This indicates that the system 
was centred over the coastal areas of the Caboolture River Catchment 

In the central section of the Brisbane River Catchment and across the upper Cabootture Catchment, 
the onset of the storm generally began with moderate intensity rainfall from about 10:00 hours on the 
9'" of January·2011. Howeverrainfall accumulations-were generally·lowerthan those experienced to 
the east, wnh generally no more than 75 mm recorded until midday on the 10" of January 2011 
(recorded at Amber/ey). 

As the low pressure system moved north and merged with the southward moving trough, the region 
experienced a sharp rise in rainfall intensity beginning from 09:00 on the 11th of January 2011 with an 
accumulation of up to 130 mm over the following 24 hours. 

Further wes~ 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'h of 
January 2011. Accumulations of between 60 and 70 mm were recorded until approximately 00:00 
hours on the 10" of January when the northward moyement of the low pressure system and the 
alignment of the high pressure cell feeding the region ied to the cessation of rainfaif in the upper 
catchment. 

As the monsoonal !tough moved south, wann moist air from the north ascended into the upper 
atmosphere over these upper catchment regions. Intense rainfall began to occur in the upper . 
Brisbane River Cat~hment (recorded at Toowoomba and Gat/on) from between 12:00 hours on the 

. 10th of January and 02:00 hours on the 11th of January 2011. 
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This and the onset of intense rainfall around Amberley, highlights the west to east progression of 
intense rainfall in the upper Brisbane Catchment over the 10'" and 11'" of January 2011. 

Intense rainfall took longer.to occur in the upper Condamine Catchment, beginning from 13:00 hours 
on the 11" of January 2011 (recorded at Oakey). Over the following 36 hours, an accumulation of up 
to 150 mm was recorded. However, the rainfall intensity in this region varied significantly with a large 
portion of the rainfall accumulated occurring over a period of several hours. Orographic effects are 
likely to have contributed to the sharp increase in rainfall intensity in these upper catchment areas.· 

Further to the south-west within the upper Condamine Catchment, rainfall only began with the 
movement of the monsoonal low on the 10'h of January 2011 (recorded et Warwick). Accumulations of 
up to 60 mm were recorded in these areas over the following 36 hours. 

O~er the period from the 9'" until the 12'" of January 2011, the following total rainfall accumulations 
were recorded: 

• Toowoomba - 230 mm 
• Beerburrum· 230 mm 
• Amberley • 220 mm 
• Oakey - 185 mm 
• Galton - 160 mm 
• Brisbane - .175 mm 
• Redcliffe - 170 mm 
• Archerfield -.120 mm 

• Warwick - 60 mm 
• Cape Moreton - 40 mm 

Figures 2 to 4 show the daily accumulated rainfall in Queensland from the 9'" through to the 11'" of 
January 2011 . 

Figure 5 shows the accumulated rainfall in Queensland for the week preceding the 13" of January 
2011. -

" .' 
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a __ Rainfall To<aIs (mm) 9th January 2011 
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Figure 2: Daily .ccumulated"rainfall for the 9" of Janu.ary, 20U' 
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Cueensland Rainfall Totals (mm) 10th January 2011 
Produd of1he National cnmate Cen1nJ 

.. }1igu~. ~:Daily accumulate<! rainfaH. for.the.10~ of January, 20n' 
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Queensland RaInfall Totals (mm) 11 th January 2011 
Prtduct or the NaBonaI CIIma1e Centro 

Figure 4: Daily accumulated rainfall for the 11'" of Dec';~ber. 20n' 
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Figure 5~ Accumulated rainfall from the t h to the 13th of January, 20111 (inclusive) which corresponds to 

the time when the storm affected south·east Queensland. . -.. . - - - ._, ...•. .- ._. 

Tim.,.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 period from the 910 until the 12'h of January 2011 was compiled and. is plotted in Figure 6 
as cumulative rainfall for each location. 

1 © Copyright Commonwealth of Australia 2011, Bureau of Meteorology 
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Figure 6: .Accumulated rainfall at gauges of interest in South-east Queensland over the period from 9"' to12th of January 2011 
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Figure 7 gives a measure of the rainfall that Queensland had experienced over the months prior to the 
January" 2011 weather event. This data essentially ccmpares the recorded rainfall accumulations in 
Queensland over the last few months with all data that .the BoM holds for these catchments (dating 
back to the early 2d" Century). It shows that prior to the January 2011 weather event, the whole . 
south-east Queensland region had experienced rainfall accumulations that were very much above 
average with some of the highest accumulations on record. 

Queensland RaInfall OedIes 1 Oc1DbertD 31 Oecember2010 
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Figu~ 7: Rainfall Deciles for the period 1st of October until 31" of December 2010.' 
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3. RUNOFF, OVERLAND FLOW AND RIVER LEVELS 

Rainfall intensity and its regional recurrence interval are most significantly linked to the generatiori of 
runoff. In other words, the runoff derived from rainfall is dependent on how 'usual- or 'unusual' the 
rainfall intensity was for a given catchment. Catchments that are located to the east of the Great 
Dividing Range in eastern Australia typically require higher rainfall intensities than those on the 
western side of the Dividing Range to generate a similar response in runoff and stream levels. 

For example, if a region experienced a rainfall intensity of 50 mm per hour and this was equivalent to 
. an average recurrence interval of 1 year, then the catchment would not be expected to respond with 
widespread inundation. If this same rainfall intensity occurred across a region where this was more 
unusual and the average recurrence interval was closer to 100 years; the catchment would be 
expected to respond much more rapidly, with likely widespread inundation due to runoff, overland flow 
and stream overtopping. Therefore, while areas of the upper Condamine River Catchment received 
much less rainfall than the Caboolture and Brisbane Rivers Catchments, responses were significant 
because this rainfall was unusual. 

The rainfall intensities at key gauges were calculated and compared with regional data documented in . 
'Australian Rainfall & Runoff (1998). This analysis highlights the areas where rainfall was most 
unusual arid where local overland flow and flow from small streams was likely to have occurred, 

A comparison of the peak rainfall ARI for key gauges is shown in Table 1 according to data from 
'Australian Rainfall & Runoff (1998). 

Table 1: Summary of how usual or unusuallhe peak rainfall intensity was at key locations In the 
_calchmentsaffecled 

Rainfall gauge Regional ARI Data (sub) Catchment Peak, Rainfall Intensity ARI Location Location Location 

Brisbane Brisbane Lower Brisbane Between 1 and 2 years 

Toowoomba Toowoomba Upper Brisbane I Upper Between 50 and 100 years Condamine 

Oakley Dalby Upper Condamine Between 20 and 50 years 

Warwick Warwick Upper Condamine Between 2 and 5 years 

Amberley Ipswich ' Middle Brisbane Vower Between 10 to 20 years Bremer) 

Beerburrum Caboolture Pine-Caboollure , Betw,een 2 and 5 years 
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This data shows that the peak rainfall intensity was most unusual in the region around Toowo!'mba 
where it had an ARI of between 50 and 100 years. 

Furthermore, the rainfall intensity recorded at Oakey Airport on the western side of the Divide was also 
unusual, with a peak ARI of between 20 and SO years. This data shows that the upper Brisbane and 
Condamine Catchments were the focus of unusually intense rainfall and indicates that these areas 
could be expected to have generated large volumes of runoff in response to rainfall that was 
experienced. . 

Rainfall intensities were less unusual in the middle ~each'es of th'e 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 ana overland flow, with the possibility of overflow from small streams. However, 
rainfall of this magnitude acress the upper catchment could have been expected to cause medium 
sized streams in this region such as the Bremer River to overflow. 

In the lower Brisbane River Catchment, rainfall was not particularly unusual, with a peak ARI of no 
more than 2 years. Therefore the upper catchment'rainfall would have been the primary cause of 
overflows of large sized streams in this region such as the Brisbane River. 

The Pine-Caboolture Rivers Catchment e?<perienced a peak rainfall intensity that had an ARI that did 
not excee!l 5 years. This most prebably did not lead to significant inundation as a result of overland 
flow, but would have led to the smaller-scale overflow of small and medium sized streams in this 
region. 

This data shows that the upper catchment regions would have contributed directly to the generation of 
flow that progressed downstream and inundated overbank areas in the middle and lower catchment. 
In other words, the rainfall in the upper catchment regions of'the Brisbane and Condamine 
Catchments led dire~tly to the high stream levels in mlddie and lower catchment regions. 

Equally important to rainfall· intensity is how saturated a catchment is due to recent rainf~1I 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 resulting 
in possibly more severe levels of inundation frem overland flow and streams. Figure 7 and the 
associated cOmmentary on page 10 indicates that rainfall had been unusually high over the months 
prior to the January 2011 weather event, with many catchments still saturated from flows derived from 

. an extreme weaiher event that occurred near the end of December 201 O. .. 

Another importani taCiortliatslg'riificaniiy contributes toTh" respo-nseofihe catctimeni is the spaiial 
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 stream levels that occunred. Conversely, only the u'pper most 
portions of the Condall)ine Catchment Wace affected by the January 2011 weather everi~ieading to a 
more gradual stream level response along downstream reaches. 
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The following sections summarise the hydrologic, geomorphic and topographic characteristics Of the 
Brisbane Calchment and its sub-catchments. 

3.1 The Brisbane River Catchment 

The Bris~ane Riyer basin is located in the South-east corner Of Queensland where approximately 80% 
of Queensland's population resides. Several urlla,: centres, including Brisbane City, are located in this 
calchment. 

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 plain, 

2 © Australian Government( Australian Natural Resource Atlas)' 
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Land use is diverse in the basin, encompassing major urban areas along the coast: grazing, mining, 
some intensive agriculture and forested areas in the ranges. Due to population pressures, a large 
proportion of the basin has been fully developed. 

The Lockyer-Laidley Valley drains from the upper catchment areas around Toowoomba into the 
Brisbane River just downstream of Wivenhoe Dam, which is located near 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 catchments of the Lockyer and Br~mer Valleys can 
lead to the rapid increases in stream water level and inundation of the adjoining floodplain. 

The Brisbane River's upstream catchment is large and requires intense rainfall Oller a substantial area 
in order to generate rapid rises in river water level. 

Flooding in the Brisbane City area can also be',caused by flooding of local creeks 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 these creeks means that they would respond to intense local 
catchment rainfall well before any significant flooding of the Brisbane River. 

3.1.1 Bremer River Sub-Catchment 

The Biemer River is a sub-catchment of the Brisbane River. It rises in the Macpherson Range 
and has a catchment area of about 2,000 km2• The major tributary is Warnll Creek, wihich 
joins the Bremer River approximately ten kilometres upstream of Ipswich. 

Heavy rainfall in the Macpherson Range can cause major flooding of rural areas as well 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 flooding in urban 
areas .. 

Flooding.in the lower reaches of the Bremer River can also occur due to backwater flooding 
from the Brisbane River when it is in major flood. 

3.1.2 Lockyer River Sub-Catc~ment 
~ ./:., .. ,: ' ..•... ;t:,_ ........ {:-._'~. _',~ .. " ~ - -: .:.. '. 

The Lockyer Valley is another sub-catchment of the Brisbane River catchment. Lockyer Creek . "'~ ".' - . "~ . .' . . . 
and its tributaries have a total catchment area of about 2,800 square kilometres, which is 
about one-quarter qf the total area of the Brisbane River catchment. 

Lockyer Creek flows in an easterly direction for aboui 100 kilometres from the Great Dividing 
Range to its confluence with the Brisbane River near Lowood. Its major tributaries include the 
Laidley, Tenthill, Ma Ma_and Bua!aba Creeks, which have sub-catchment areas equivalent to 
about half of the Lockyer Creek catchmenl 
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4. INTERPRETATION OF IN,UNDATED 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 level response. Local rainfall was 
referenced to determine the potential for runoff and'the nature of overland flow. 

Interpretations were typically based on the recorded or predicted response of the primary stream 
channels in each region. In all cases there is the possibiJ~y of exceptions, especially where smaller 
tributaries, streams or drainage channels exist 

Each affected catchment (where claims exist) was divided into three regions referred to as: 

• "Region A" 
• "Region Ba and. 
• "Region C' 

These regions were differentiated by the general response of the primary stream channel with respect 
to the Storm versus Flood Categorisation System as defined in Appendix B and by McConnell (2010). 

The interpretations given represent the "most likely' outcomes based on available meteorological, 
rainfall and river level data and will naturally have "grey areas' around the borders where 
interpretations 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 a'nd operator of many 
Queensland river gauges, had not made available some level 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 its headwaters in the Great DiViding Range near 
Toowoomba downstream to the eastem side of the town of Rifle Range, and approximately 5 km 
upstream from the confluence of Lockyer Creek and the Brisbane River 

• Bremer River sub-catchment 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 upstream catchments of the Brisbane River, Lockyer Creek and the Bremer River 
that fall within "Region A' are in the order of 4000 km2, 2500 km2 and 1400 km2, respectively. 

Several other significant streams in this region include Flagstone, Sandy, Ma Ma, Westem, 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 westem Lockyer Creek sub-catchment and then the Bremer 
sub-catchment. 

Based on the available rainfall data" there are'three gauges within this region that provide an overview 
of the temporal rainfall pattem experienced in this reg'ion. These gauges are located at Toowoomba, 
Gatton and Amberley. 

All rainfall gauges recorded a moderate accumulation between approximately 11:00 and 23:00 on the 
9"' of January 2011 due to the presence of the low pressure system refarred to in previous sections. A 
distinct break in rainfall occurred from 23:00 until approximately 05:00 on the 10·h of January. The low 
pressure system moved north and merged with the southward moving monsoonal trough, ·resulting in 
relatively minor intensity rainfall within the region for a period of several hours. 

However at approximately 12:45 on the 10·h of January 2011, the rainfall intensity recorded at 
TCJowoomba incre<jsed sharply, continuing at a high intensity for approximately the following 
gO minutes. AJ. this time, relatively minor rainfall intensities continued to be recorded at ihe Gatton and 
Amberley 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: Locality Map showing the approximate border of the Brisbane Catchment enclosed in red. The portions of 
the Brisbane, Lockyer and Bremer sub-Catchments refe,enced 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 11th of January, 
2011, at which time rainfall largely dissipated. . 

At Amberleiy, a significant increase in rainfan intensity occurred from 8:45 on the- 11th of January, 
continuing until 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, Gatton and Amberley, respectively. 

While the majority of the;rainfall that fell in this region is characterised by high accumuiations with low 
to 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 wa.s most rapidly affected by the weather event. 

Large volumes of nunoffwere generated in the region.leading to overland flow 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 rainfall on the previous· 
day which had sufficiently wet the catchment in combiriation with the high accumulations recorded two 
weeks prior during the D~cember 2010 Queensland Weather Event. 

Stream level data .is record!,d 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 km2 that includes the majority of Toowoomba. A stream gauge is located along Gowrie Creek at 
Cranley which is about 2 km downstream of Toowoomba. Data from this gauge shows some small 
increases in levels in response to rainfall on theS'" of January before sharply rising at approximately 
13:10 on the 10'" of January 2011. Peak levels of approximately 3.7 m (gauge) Were recorded at 

. 14:00.00. the same. day._ This re~ponse clearly followed.the period at-high rainfall. intensity recorded at 
Toowoomba and gives a good representation of how similar small· streams in this region would have 
responded during this weather event. 

Flagstone Creek Is a tributary Or Lockyer creek with an upstream catchment area of abou1150 km2. A 
gauge located on this stream and to the west of Toowoomba also shows a relatively rapld·response in 
levels due to the localised intense rainfall recorded on 10th January 2011. Flood levels peaked at 6.7 
metres (gauge) at 16:50 on the 10'" January 2011, which was Within s!'veral hours of the causative 
rainfall. 

01262-43-REP-0001-01 SEOlOJan2011Evenll1eport {F.al~doc Page 18 3010t~1262.43.01 : R!!v 02: 18th February 2011 

"-.", 



• : ,. 

Iml· WorleyParsons . 
resources & energy 

INSURANCE AUSTRALIA GROUP 

SOUTH EAST QUEENSLAND WEATHER EVENT REPORT 
JANUARY 2011. 

Further to the east, a gauge located at Gatton on Locky"r Creek, which has a medium upstream 
catchment size of approximately lS00 km2, also showed a relatively quick response with several 
peaks aligned with the causative rainfall that had progressed from the west in an easterly direction. 
Levels had already elevated· above the BaM's 'Major" designation by early on the 10th of January, 
2011, decreasing and peaking twice more iri response to inflows from the upstream catchment The 
ultimate peak ·'eve, was recorded ai approximately 12:00 on the 11 th of January, 2011, several metres 
in excess of the BaM's "Major" designation. 

Further downstream the Lockyer sub-Catchment, a gauge located at Rifle Range which has an 
upstream catchment comprising of 2500 km2 (Skm 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" designations in quick succession early on the 10th 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 11th of January, 2011. . 

Judging by the rainfall in the upstream catchment, recorded at Toowoomba 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 Storm vs. Flood Categorisation system. 

The Brisbane River itseW in the sub-Catchment to the north ofWivenhoe Dam also responded quickly, 
with a gauge at Gregor recording a peak at 00:00 on the 10th of January 2011, most likely as a result 
of the earlier progression of the intense storm as recorded in Toowoomba. 

Further south in this· northem sub-Catchment, a gauge at Falls Road on Es.k 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. Levelspeaked at approximately 8.8 m (gauge) at 14:00 on the 10th of 
January, 2011. 

Judging by the rainfall recorded at Toowoomba, which would have had a similar temporal pattern to 
that in the upstream catchmimt, the response of stream levels in the Brisbane sub-Catchment 
upstream of Wivenhoe Dam would fall within categories 2 or 3 of the Storm vs. Flood Categorisation 
system. 

River gauge data from the Bremer River at Adams Bridge, which has an upstream catchment size of 
approximately.130 km2 recorded rapid rise in levels that exceeded the BaM's "Minor" designation at 
approximately 12:00 on the 11th of January, 2011 .. Levels decreased before rising again in response to 
the more intense upper catchment rainfall progressing through the region, exceeded "Minor" at 
approximately 9:00 on the 11 th of January and peaking close to the BoM's "Moderale~ designation 
at13:00 on the same day. 

Further downstream on the Bremer River at Walloon, which has an upstream catchment size.of.620 
km2; levels were already elevated at the BaM's "Moderate" designation on the 10th of January: 2011. 
Levels began to respond to the intense rEiinfall in west at approximately 18:00 on the 10th of January, 
exceeding the BaM's "Major" designation at 12:00 on the 11 th of January and peaking at approximately 
8.9 m (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 10th 'of January, 2011 
respectively. Levels continued io rise in response to rainfall that would have had a similar temporal 
pattern to that recorded at Ambertey, peaking at approximately 6.0 rn (gauge). at 19:00 on the 111h of 
January, 2011. 

Judging by the rainfall recorded at Toowoomba and Amberley, which would have had a similar 
temporal pattern to that in the upstream catchment, 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 
Categorisafion 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 8). 
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4.2 The Brisbane Catchment - Region B 

Ttiis section refers to a portion of the Brisbane Catchment between Region A ana Region C' where the 
transition between categories 213 and 4 occurs. This includes an area of the: 

• Brisbane River sub-catchment comprising of the upstream to downstream length of Wivenhoe Dam 
downstream several kilometres south of Lowood, 

• Lockyer Creek sub-Catchment bound by Rifle Range in the west downstream including the town of 
Lowood at the confluence of the Brisbane River, 

o Bremer River sub-Catchment bound by Walloon in the west and downstream to the town of 
Amberley. This also includes the length of Warrill Creek from Harrisville in the south to the 
upstream side of Amberley. 

Rainfall within the upstream catchment as recorded at Toowoomba, Gallon 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 leading to overland flow that would 
have exceeded the capacity of local drainage systems and small streams within a short period 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 w~hin a transitional zone 
between categories 213 and 4 of the Storm versus Flood Categorisation Scheme. 

CONCLUSIONS 

Properties affected by overflow of Lockyer Creek or the Brisbane or Bremer Rivers in this 
region would fall within either categorises 213 or 4 of the Storm versus Flood Categorisation' 
Scheme .. 
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Figure 10: 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 
Lowood 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 Dam to the south where 
it changes to flow in an easterly direction after the Bremer River confluence. 

Th", primary stream in this region is the Brisbane River which an upstream catchment size between 
7000 km2 and 13 500 km'. 

Other significant streams include the /lremer River which has an upstream catchment of 
approximately 2000 km' in this region as well as Oxley, Bulimba and Enoggera Creeks an Kedron 
Brook. 

Rainfall within the upstream catchment as recorded TooWoomba, .. Galton and Amberley most 
represents how levels in the 'Brisbane and Bremer Rivers were affected in this region. Rainfall data 
from these gauges has been detailed 'in Secjion 4.1. 

other rainfall gauges, which are wijhin this region, are located at Archerfield, Brisbane and Redcliffe 
and this data represents the local response of runoff and small streams in this region. Local rainfall in 
this region was less intense and smaller accumulations occurred compared wijh that recorded in the 
upper catchment areas to the west (particularly in the Lockyer sub-Catchment). Rainfall began at 
approximately 9:00 on the 9th of January, 2011 with relatively minor intensaies and accumUlations un"til 

. 16:00 on the 11·h of January, 2011. In this period, rainfall accumUlations slowed from 10:00 on the 10'" 
of January, 2011 until early on the 11th of January, 2011. 

A total rainfall accumUlation of 120 mm, 170 mm and 165 mm was recorded at A~cherfield, Brisbane 
and Redcliffe respectively wiih 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 signmcant number of properties were affected directly by runoff or 
'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 Wivenhoe Dam. The lower reaches of the 
Bremer River, atlhough 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 at Mount Crosby, which is approximately 10 km upstream of the 
confluence of the Bremer River, recorded a steady rise in levels that exceeded the BaM'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 arrival of inflows derived· in the 
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upper Lockyer Catchment as a result of intense rainfall. Levels surpassed the BaM's 'Major" 
designation at approximately 16:00 on the 11" of January before peaking at approximately 26.0 en 
(gauge) at 10:00 on the 121h of January, 2011. 

Levels recorded at a gauge on the lower Bremer River at Ipswich shows a distinct similarity 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 BaM's "Minor" and 'Moderate" designations at 
16:00 on the 10th and 04:00 on the 11'h of January respectively. "this initial response is most likely a 
resu~ of upper catchment flows from the Bremer River. 

However at approximately 11 :00 on the 11 th of January, 2011, levels begin to more rapidly increase, 
surpassing the BaM's "Major" deSIgnation at approximately 14:00' on the same day and continuing to 
rise another 8.0 m to peak at a.level of approximately 19.6 m (gauge) at 12:00 6n the 12'h of January, 
2011. The shape and timing of this peak relatively to those recorded in the nearby Brisbane. River 
indicates the ultimate influence of the Brisbane River on the lower Bremer R.iver. 

Approximately 5 km downstream from the Bremer River confluence, a gauge on the Brisbane River at 
Moggill 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 oj Oth of January, 2011 that displays an increasingly 
rapid rise from approximately 11 :00 on the 11th of January, 2011. Levels surpassed the BaM's "Minor", 
"Moderate" and "Major" designations at approximately 14:00 and 20:00 on the 11'" of January and 

. 04:00 on the 12'h of January respectively. A peak levels of approximately 17.8 m (gauge) was 
recorded at 14:00 on the 121h of January, 2011. 

Further downstream, a gauge located at Brisbane City on the Brisbane River recorded a largely tidal 
hydrograph on the 10·h 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 BaM's "Minor" 
designation of 1.70 m (gauge) at approximately 12:00 on the 11th.of January, 2011 continuing 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, 
tempqraland spatial distribution of rainfall in the upstream catchment, this region would. fall within 
categories 4 or 5 of the Storm vs. Flood Categorisation Scheme. 

CONCLUSIONS 

,Properties affected by ovelilow of the Brisbane. or'Bremer Rivers in this region would fall 
. within ..,,,tegories 4 or 5 of the Stormversus Flood Categ"risation Scheme (refer Appendix B). 
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Figure 11: Locality Map showing the approximate border of the Brisbane Catchment enclosed In red. The portions 
of the Brisbane and Bremer sub-Catchments referenced as "Region Cn is shown highlighted in gr""n. 
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Figure 12: the' ;~Ib.Catchment ~hovin' a satellite map wiiere the approximate boundary of 
"Region C" Is shown highlighted in green, This boundary only applies to thelnterneclion of the Bremer 
River and Wa'rrill Creek. ' " 
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Appendix A 
This section provides a visual representation of where the transttion between "Region A" and "Region 
C" exists across the Lockyer, Bremer (including Warrill Creek) and Brisbane Rivers. This includes the 
area referred to as "Region B" where the transition between Category 213 and 4 exists. The 
uncertainty surrounding this transition can be further resolved with river level data in this region. 

Lockyer Creek and Brisbane River 

The following figures show the relevant rainfall associated with the central and upper Brisbane . 
Catchment aligned temporally with the response of Lockyer Creek and Brisbane River from upper to 
lower catchment at selected gauges. These figures highlight where the transition between Categories 
213 and 4 occurs with reference to the. Storm versus Flood Categorisation System. 

From this data, areas upstream along Lockyer Creek of Rifle Range are shown to be wHhin Category 
2 or 3 (Region A). whilst those downstream of Savages Crossing on the Brisbane River are within 
Category 4 or 5 (Region C). 
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Bremer River (and Warnll 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 andA occurs with reference to the Storm vs, Flood Categorisation System, 

From this data, areas upstream along the Bremer River of Walloon are shown 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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Data from Warrill Creek at the 
Kalbar Weir gauge. The peak 
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response of the stream in this 
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hours): Category 2/J. 

Data from Warrill Creek at the 
Amber1ey gauge. The peak 
response of the stream in this 
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Category 4/5. 
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Appendix B 
Classification Scheme 
This scheme describes aspects of the meteorological event and subsequent flow of water that led to 
inundation at the region of interest. It classifies inundation broadly by its origin e,g, a watercourse or 
overland flow and the timing of maximum inundation depth relative to critical rainfall of the 
meteorological event. Where Category 1 describes inundation occurring during or very soon after 

'intense local rain and is not related to a waterccurse 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: Storm Classification (to be used in concert wfth the accompanying descriptions) 

Rain In a 
Local 

Subsequent Subsequent 
floodplain floodplain Category River System overland 

local area inundation (short Inundation {long 
Inundation 

Storm 

2 
, Widespread 

heavyiain' 

temporally 

10km length: e-
. 2'· : . 

50km area) to , 

, Medium to' 
Large 

01262-43-REP-0001-1l1 SEQLDJan2011EventReport (F.~),doc 

x x 

x 

pagOl3 30101s..o1262.43.01 : Rev 02: 18th Fl!bruary 2011 

1 
.,j 

i , 



iii WorleyParsons 
resources & energy 

INSURANCE AUSTRALIA GROUP 

SOUTH EAST QUEENSLAND WEATHER EVENT REPORT 
.JANUARY 2011 

Category 1 is essentially heavy localised rainfall leading to overland flow, usually during or very soon 
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 ?eing considered (up to 70km in length 
and 3000 km2 in area) under heavy regional rainfall where overland flow Occurs in~ially, followed a . _ 
short time (up to several hours) later by excessive flows inundating the floodplain of the stream. 

Category 3 relates to a medium sized stream at the location being considered where the rainfall is 
concentrated in the upper (steeper) catchment, there is no local overland flow b.ut the stream exceeds 
its channel capacity and occupies the floodplain within a short timelrame of the critical rain (typically 2 
to 8 hours). 

Category 4 relates to a medium to large river where the majority of rain occurs over the upper and 
possibly middle catchments. The long response time of the river system to Regions within the lower 
catchment resu~s in flooding commencing some time after the critical rainfall (typically more than 8 
hours for medium streams and a day or more for large streams). 

Category 5 is the classic 'sunny day' flood where rainfall in the upper catchment of a large river 
system generates flooding in the middle and downstream reaches several days to weeks later. 

Interpretation of the classification scheme 
Whilst a procedure for classifying a storm's outcomes has been articulated, it cannot be absolutely 
prescriptive and will require some interpretation to accommodate the specific nature of individual 
storms and stream systems. For example, a medium stream at the upper end of the medium scale 
with a high intensity rainfall in the. upper catchment would t:roicallygemerate a cat~gory 3 outcome. 
because of a rapid r~sponse by the stream, but with a lower intensity longer duration rainfall would 
generate a category 4 outcome characterised by a delayed response. . . 

01262-43-REP.oo01-01 SEOlDJan20 11 E>enlReporl {F"mal).doc PagB 34 301015-01262.43.01 : Rev 02: 18U'1 February 2011 
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RENEWAL SCHEDULE AND PREMIUM INSTALMENT ADVICE 
Landlords Residential Property Insurance 

1,11111111'111'1111111'11,111111111' I 
SALLY DOYLE 

MIDDLE STREET 
ESK OLD 4312 

01)0 

CORNER BOLSOVER & FITZROY STREETS 
ROCKHAMPTON OLD 4700 

General Enquiries or Change of Details: 07 48168010 

Date of this notice: 

Policy Number: 

First insialment due: 

Instalment Amount: 

Page 1 of 6 , 
27106/10 

31/08/10 

$82.97 

Your current policy expires at 4.00 p.m. on 03/08/11 

CGU, insuring Australi ..... ~,.,~':' 
since 1851. 
At CGU, we've been caring for Australians for over 
150 years, wtth a comprehensive range of Insurance' " " 
to help protect every aspect of your life, So whether 
it's commercial, rural, personal or workers' 
compensation, find out what we can do for you. 
Talk to your broker or adviser today. 

AXX INSURED COpy 09 Insurer: CGU Insurance Umited ABN 27 004 476 371 AFS Licence No. 2382.91. 

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 

Total Amount Payable: 

$995.64 

WF!>490S 
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THE SUMMARY BELOW SHOWS THE INSTALMENT DETAILS FOR YOUR CONTRACT. 

FIRST 
INSTALMENT 

31/08/10 

.. 

LAST 
INSTALMENT 
31/07/11 

NO. OF 
INSTALMENTS 

12 

INSTALMENT 
AMOUNT 
$82.97 

Page2of6 

TOTAL 
$995.64 

. If you h·~·~ereplaced. upgraded or recently renewed your credit card please 
. adviseu~ot'the' details. . . 

. .;~; , ," ."' 

'. ,. 

\. 
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Details of your policy cover Page 30f6 

This Schedule must be attached to and read as part of the Company's policy. 

WHAT IS INSURED 

SUM 

INSURED PREMIUM 

••• PLEASE REFER TO 
MORTGAGEE 
SITUATION 

BUILDINGS 
LOSS OF RENT 

IMPORTANT CHANGES ON THIS 
AS ABOVE 
AS ABOVE 

1 PRIVATE HOUSE 

RENT DEFAULT AND THEFT BY A TENANT 
POLICY EXCESS $250 

SCHEDULE *** 

$335100 
$21000 

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) 

TOTAL BASIC PREMIUM 
GOODS AND SERVICES TAX 
STAMP DUTY 
TOTAL 

WHAT YOU NEED TO TELL US 

$642.05 
$27.74 

$104.19 

$68.00 

$841. 9B 
$84'.20 
$69.46 

$995.64 

IF.YOU ACCEPT OUR INVITATION, A NEW INSURANCE CONTRACT IS CREATED AND YOU 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 NEVER EXISTED. 
IF YOU ANSWER 'YES' TO ANY OF THE FOLLOWING QUESTIONS ,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 Yo'UR 

POLICIES OR REQUIRED SPECIAL TERMS TO INSURE YOU? 
(2) HAVE YOU OR ANY OTHER PERSON WHO WOULD RECEIVE INSURANCE PROTECTION 

UNDER THE PROPOSED POLICY BEEN CHARGED OR CONVICTED OF ANY CRIMINAL 
OFFENCE? 

(3) HAVE THERE BEEN ANY CHANGES TO THE INSURED PROPERTY WHICH MIGHT 

Continued on following page 

Where possible, this page printed on 100% recycled paper NOVUS-700914()'25-RunO-SOM.lJOO2n 
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Page4of6 
INCREASE THE RISK OF LOSS 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 and discounts? 
Please call us at the telephone number ~n the front page of the schedule if you do not want to receive this material. 

IMPORTANT NOTICE - POLICY EXCESS For each separate identifiable 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 PREMIUM·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 INCREASED BY 5.0%. YOU MAY SELECT DIFFERENT SUMS INSURED IF YOU WISH. WORKERS COMPENSATION INSURANCE IS COMPULSORY IF YOU HAVE EMPLOYEES. THIS COVER IS NOT PROVIDED UNLESS SPECIFICALLY SHOWN ON THE SCHEDULE. CGU INSURANCE CAN ARRANGE SEPARATE COVER IN THOSE STATES WHERE LEGISLATION PERMITS. 

Cooling - Off Period If 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 cancellation. We will provide you with a full refund of premium paid, provided you have not made a claim under the policy. 
Your Renewal In line with modern business practice, we do not" automatically provide receipts for payment of renewals. If you require confirmation of your renewal 1 or you require a tax invoice l 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 about your insurance requirements. If you would like a copy of the PDS, please contact us. You can contact us: 

By phoning the telephone number on the front page of the SChedule, or By writing to CGU Insurance Limited 
GPO Box 4962 Melbourne 3001, or By completing our e-Form or a-Mail at www.cgu.com.au 
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If you have chosen to pay by direct debit or by credit card, 
please keep this information for yoor records, 

Direct Debit Agreement 

Page 5 of 6 

By Authorising the Direct Debit Request, you agree that we may arrange for Instalments in respect of the Policy to·be paid 
from your nominated account or credit card under the terms of the Direct Debit Request and this Agreement. This Agreement: 
is to be read in conjunction with the Policy and the Direct Debit Request. 

1. 
1.1 

1.2 

1.3 

1.4 

1.5 

1.6 

1.7 

1.8 

1.9 

1.10 

2. 
2.1 

2.2 

2.3 

2.4 

2.5 

2.6 

2.7 

WORDS THAT HAVE A SPECIAL MEANING IN THIS AGREEMENT 

'Account' means the FinanciallnstiMion account or credit card account (as applicable) nominated by you In your 
Direct Debit Request. . 

'Authorisation' and 'Authorising' means your binding authorisation and Includes your signature, your request by 
telephone or your request by any written or electronic method. 

'Direct Debit Requesf means the authority and request given by you to us to debit Instalments to your Account. 

'FinanciallnstJtution' means the bank or financial institution or credit card issuer nominated by you in your Direct 
Debit Requesl 

'rnst~Jl7lent' means each premium instalment payable to us under the terms of the Policy on the dates identified in 
the Premium Instalment Advice. . 

'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. 

'Policy' means the contract of insurance effected with us by you or any other 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. It includes the Premium Instalment Advice in respect of each such contract. 
'Premium Instalment Advice· means the most recent premium instalment advice(s) provided or'to be provided by 
us to the insured under the Policy, which sets out details of the Instalments and Instalment due ~ates. 
'you/your' means the person or persons making the direct debit request or credit card authorisation (as applicable) In 
the Direct Debit Request. 

'we/us' means CGU Insurance Limited ABN 27 004478371. 

OUR OBLIGATIONS TO YOU AND OUR RtGHTS: 

We will send you a written or electronic copy of the Direct Debit Request arrangements (amount; frequency; 
commencement date) ana obtain your Authorisation to the Direct Debit Request at least 7 calendar days prior to 
debiHng any amount in accordance wrth the Direct Debit Request. 
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 Instalments 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. 
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, contact your Financial 
Institution. 

W here any Instalment is dishonoured, or an additional amount is due as a result of an amendment to a Policy. you 
authorise us to debit to the Account: 

(a) any outstanding amounts and the next Instalment on or about the next Instalment due date; or 
(b) any outstanding amounts at any time. 
We reserve the right to terminate this Agreement and the Direct Debit Request without notice to you If more than one 
Instalment is dishonoured. This means you must ensure premium payments are made by an alternative payment . 
method offered by us. We may also be able to cancel the Policy. 

If any Instalment is dishonoured, you authorise us to obtain reimbursement from you of any fees we incur by debiting 
these fees (0 your Account if and when they accrue. 
If we are obliged 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 to 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 unlil 
the amount is refunded in fuil). 

Where possible, this page printed on 100% recycled paper 
Insurer: CGU Insurance Limited ABN 27 004 478 371 An lAG Company AFS Ucence No. 236291 
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2.8 We collect personal information from you For the purpose of providing you with direct debit or credit card payment I 

facilities and related services. You can choose not to provide this information, however, We may not be able to debit 
the Account under your Direct Debit Request. We will keep all infonnatlon you give to us reiating to your Account 
private and confidential except to the extent we need to disclose it to relevant banks and finanCial institutions to debit 
your Account or in connection with a claim made against our bank relating to an alleged incorrect or wrongful debit. 
If you wish to update or access the information that we hold about you, contact us. 

2,9 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. 

2.10 OthelWise. we will provide you with 14 days written notice if any tenn of this Agreement varies during the term of the 
Direct Debit Request and will provide you with an updated version of this Agreement 

3, YOUR OBLIGATIONS TO US ANO YOUR RIGHTS: 

3.1 You must check your Account details against a recent statement from your Financiallnstltution. Direct debiting is 
not available on all accounts. If you are uncertain about your Account details or whether direct debiting Is available 
from your account, check with your Financiallnstitullon before selecting the option to pay by direct debit In the Direct 
Debit Request 

3,2 

3,3 

3.4 

3,5 
3,6 

By Authorising the Direct Debit Request, you 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 to be debited you have sufficient 
funds or credit available in respect of your Account to meet your Instalment obligations under this Agreement and 
any other amounts on the due date. 
If your Account has more than one 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 to the Account signing Instruction held by the Financial Institution where the Account is based. 
You must advise us if your Account is transferred. cJosed, cancelled or expires. 
You may alter the debiting of an Instalment, stop payment of an Instalment or tenninate Ihe Direct Debit Request at 
any time by giving written notice to us at least 14 days prior to the due date of the next Insialment or by contactIng 
your FlnanciallnstilUtion, It is your responsibility to arrange with us a sullable alternate payment method if you wish 
to cancel the Direct Debit Request. If we agree to vary th,a frequency of the Instalments, we will issue you with an 
updated Premium Instalment Advice. If alternative payment arrangements are not made with us, we can cancel a 
Policy without notice to you, 

4. INQUtRIES AND DISPUTES 

If you have any ooncems or queries regarding the timing of credit card payments, a proposed variation to the amount 
or frequency of Instalments or any amount debited, you should contact us on 13 15 32- If you 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 lAG Company 
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ThiS Product Disclosure State~ent (POS) has 
been designed to help you get the most out 
of your policy. 

U~e ~he (J:oflte,pts pages and topic index to 
help find what you are looking for. Important 
tasks such as taking ollt insurance or making 
a claim are explained in easy to follow steps. 
And we have included a'glossary of words 
with a special meaning. 

When you take 0 t an insurance golicy with 
us, the cover we agree to provide y,ou is set 
out in your current schedule, and described in 
this P~S, as well as any Supplemenfary POs we 
may issue. Together, they milke up the terms 
and condittom.s of your insurance contract 
with us. Read them carefully ~nd store them 
together in a safe place. 

If you need more information a.bout this P~S, 
ple~se contact us or your insurance adviser. 

t, 
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Landlords Residehtial 
Property Insurance 

Excesses that may apply 
when you. make a claim 

,- - . 

Bond money we may deduct 
when you niake a claim 
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Landlords Residentia I 
Property Insurance 
Landlords Residential Property Insurance 
provides cover for any accidental 16ss 

. ()i:damage to the buildings. or contents 
thatrnake upyour rental property .. 
Weals6 proVide cOver under specific 

· conditicinsfor a range of incidel1ts 
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 tbyour 
· policy for loss of rent, rent default 
and theftbj' a tenant, liability, stratd title 
mortgagee protection and workers' .. 
Compensation. 

· Your buil9ings or contents and the 
.. options you have chosen wilT be covered 
· up to the sum insured, as listed on your 
· currentschedule, 

'To find.outwhat this pOlicY 
covers, see next page'. ~ 

FOr. e:.:d~ions: to"fhis cover, ,see 
page25"_~ 

-<01.,....,--.-. 
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Excesses that may apply 
when yournake ci claim 
An 'excess' isyour contribution towardsthe cost of 
adaim. We williell you if you need 10 payan excess 
When you make.a Claim: . 
Thetypeof exceSstha(applies toyourpolicy ahd the 
amountof thaI excess Will pe list.ed on y6ursthedule~ 
You :may need'lopai more 'than 'one type of e~cess Wheh 
you make' a claim:Youwill only need to .pay this amount 
once when you make a cla.im. 
Youiexcess Will. b.e increased by $2S0.for·anyloss or 
dan,agethaloc<:ufS as a result of an earthquake or 
tsunami. . . 
Your.excess will be iricreasedby.$406 for any loss 0" 
damage'thal occurs asa result 01: . 
.·-deliberate"bf intentional acts, or Va-ndalism or malicious 

acts by your tenanls.or their visitors, 
• yourJenant leavirig your building, 
• your b~n:a'nt"ceases to_pay rent, 
• your t~nan{Deing evicted .from your' bui.ldirigs, or 
• the theft of any part .of your buildirigs or contents by 
yourten~nts 'ortheir visitors; , ' c 

When a Claim is made for What we identify as .. ene or 
more separat"inCidents; yeuwill need te pay any 
"exc_ess~s th~t app.lY' fo_r, each separate ,i_ntideflt\Ne- have 
ideritified. '. 

Bond money we may 
deduct when you make 
a claim . 
We Will reduce the amount Wf!Willp~y for loss or 
damage to your building' or content~, rentdefau!t 
orlegalexperises by anYPQndnrioney lhatyou are· 

. eniitledto uset(j pay fCr onedUtelhe tostofany 
loss or damage. . 
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BUllclin~s 
·Buildir1gs we wllrto~er 

Whafwe will pay for buildings' 
. , . . -, 

. Ac~iderJt~i Darriage cb,ver 

Inddeiit~';~er ;'rovia~d'~ nde r ' 
specific condfticuls . 
Burning'out of an electric motor 

,B 

B 

" 
" " . Fir'e.or.e)fpl¢sion 1:2 

lahdslid"ots'ubsiderice '2 
Loss or-da.'n,-age-by,'a teha'nt.ar their visitors 13 
·Stoh·ii;'.riiin'wahii-.cir'.'wii1d '4" 
Thelt or ailemplediheft' ' '5, 
Wateror liquid dainage '5 

Ad'ditlolial tover'lndudea.ih.this insurance 16" 
,6 

Mortgagei;discharge costs ,6 
Rebuildi~g fees ,'7 
Saleof'lr6urrehh,1 property '7 
Sum insuredi'B 

Optional <over you can add to your policy '9 
Liability cover '9,20 
Loss of fenl 20-21 

Ren! defaull'and Iheft by.lenan!. , "'23 
Workets' Cornpensation 24 

Contents' 

contents 
are Covered 

AcCidenlal 

under, 

in this insurnri'ce 
I' 
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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, induding 
- any professional offices or surgeries in those buildings 

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

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

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

• items built in, fixed to, or on the buildings 
.' blinds or awnings on the outside of the buildings 
• anything permanently built, constructed or installed 
on your rental property for domestic purposes. 

Your buildings do NOT indude 
• 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. 

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

-'~~---'-
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Contents we will cover 
We will cover household goods you own or . 
are legally responsible for that are not fixed j 

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 littings that you have installed if you are the 

owner of a strata title unit, unress 
- the body corporate or similar body has insured them 

• household 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 built-in 

and their accessories 
• 'special contents'. as listed on your schedule. 

Your contents do NOT include 
• unset precious/semi-precious stones 
• plants and trees growing outdoors, unless 

- they are growing in pots or tubs 
• animals, including birds and fish 
• jewellery and watches 
• items that contain gold or silvers, unless 

- they are items thinly covered with gold or silver 
• furs 
• collections 9f stamps, money or medals 
• sporting equipment 
• clothing and personal effects 
• money and negotiable documents 
• battery-powered items as listed below 

- audio visual equipment 
- camera equipment. including accessories and 

unprocessed film 
- electronic diaries 
- GPS __ .. ___ _. _. • 
- 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. 

• i 
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Whatwewillpay 
. for contents. . 
There are set ma)(imurnamounts that 
we will pay INhen'youmi3ke a claim. 
Theseambuiltsare listed below and are 
incl~c!1=d inyol)r26nte~ts'·?Hminsured. 

\lp ~?'t.hfcontEn~tS' sum' 
-insUred "as"listed .on· ",. 
.yourstnedLile:(indusive 
.oiGST)i'; .totaL '.' 

any:con1ent Item, pair, s~t,·collecHon .$26;600. tinc:rusive·o·f.GSr) 
or sy~te.~.o_f,C()n~nts .. it~lT!s - "p¢r:1terrvpair; set 

,;~bllecti.on or syst~~h 

No~i~aUng,:the':amoiirit,.we .wffl·jiai·,for."c'ontents· . 
WhEm.y.qiJ, ta'ke auf it co'nterlts polky, you must 
nqEi1inate th!= r~placernent"vit"lue;6f'y.our'contents at 
tod"y'spikes. This'is c.""edyour <surilinsured'and 
is listed On your schedule. 

Increasing th~ amount we will .. pay'for,cont.ents 

You tan increase the maximum amount 'we will. pay 
for anycor]tent item,pair, se( .. collection 6r system 
by nominalingart amount thaI is. higher than $20,000. 
Yourco!,tent;' Will be listedony6ur schedule as . 
'special contents.~, 

Where yourcontents 
are covered . 
Wewillcoveryour contents at your rental 
property fbrloss,or damage as a result of . 
. an incidenfwe have agreed to cover, 

A.ccideotal Damage,cover . . 

. vVewilicolierycMbuildingsor,contents 
fotahYaccidehtallbS$ or damage, . . 

There are also a number of incidents 
lNevllill .. c6ver Onder.specificconditidns -
these ar~Hsteclori the follbwing.pages~ 

IfyoLl make a c:laiJ')1iYou wlir needt6pay 
anyexcessesthafapjJly~ y6Uwin only 
need td paythisamoUrtt O~·ce . 
Anycover we pwvideissubject to .exCiusions. 

For e~dusi~ns'to "ihis cover, 
;~1:!:P.~iIe:25,;i.. '. 

" -, . 

I ncideritcoverprovided' 
under specific coridiHorls 

Burning 
oufofan 
electric 
motor 
BUILDINGS 

COfofTEtflS 

We will coveithecoSl to repair 
or!eplaceyciurel~ctrk: rnotorifit 
burnsouforiu~es 
\Newill ONLY d~ this if your electric 
motor is 
'15,years qld or·less,and 
• riobiggedhan 3Ikil~watts(5HP). 

I 
J. 

l' 
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Fire 'or 
explosion, 
BUILOINGS 

CONTENTS 

Landslide 
or 
subsidence 
Bi..lJLDING:~ 

CONTENTS 

.! -

w,iWiIIC6"~rYOUr bulldrlig~C;r ." 
,"confentsior loss Or dam~ge as a 
, resuit olafire oran expibsi6-ri -
''it- ;vilIN61't;;~eriqs>6rdani~g~ 
'causedbya bushfire-Orgtas~finiwithin 
48 hou~s ofihestart-date:of your 
pciiky, j:ulles$ . 

"'yOu todl<6u! yoyririsuranceWithus 
; "immediately' aHer"a'nothet'.irisurahce" 
policycoveri~gthesahiebuildings ' 
orconten!s ~xp'ired,wiihout a break 
in cover ... 

. • y9~:_t9B.k:o.t,lJ ~ojJr·it:1s~.·~~c~:~ith'~s 
'iitimlid'iately aft.rlhe risk passed to 
you-as'purchaserofyour buildings 

~"you 'took otit"yc;~r jnsura~c~\';ith·~s 
irt\r11e~iaieiy afterYOLJsigrieci~jeas", 
Contract for yoUr buildingS,- ' 

We will cover yourbl.Jildingsoi 
cOntents (odossar dam~ge as a 
i~~uf{di~iandsli~ebr 's~Qsi,ti~h~~; 
'WeWiilONlvaothis iith.idss or ' 
damag~oc'curs'within72 hoursef , 
• an .attf,-q~~keo(eXpio;;i6n . 

:.:;3 stqr(ri; -in.d~~irtiJajnwa1er qr- ~.ind;-or· 
.. ~. iiquiifescapinglioma fix~d pipe, or 
~n object ~hathedto a pi pe:fixed 
gutter, ifxed ,tarikdra Orai.".. . 

,~ : . . . 
. ;~. " 

lo.sS or 
damage by 

.. atEinant .. 
or their, 
vi~itors 

BUILDINGS· 

·CriNTE~is. 

I We"'ifl.t6v¥yput,bufi~ih~SCii ... 
.contents for loss o(;da'rhil'ge·. . 
i:~lJs¢db~ ~. \e~~'~·t (Jithdr'vi~ftcir's; 
cirtheifvisitors pets: 
We~illonlyd~fhisii"the loss or 
"damage-9ccu~~'as-'~'-resulr6f . 

.'.' -.,' '::" ' ; ~ -;.1- , ',':: ,":' 

• acddental breakage of any . 
· .~ fixed~la1's ,in your buildi~_g_s;':hlcrliding 

'ahywiridow tinting dr sli~tt~r,proofij;g 
· ~ nriateiiai attachedto tiie ~Iass . 
. -fixed shower bases. basins,sinkS; . 

.ipas; baths ;,odlcil,';ts 
-.fke -or exp!os"i"on,:as,deschbed-on-trie 

· .. :preyidus' p~·ge.::. ," . ,": ". 
:.iriipact by a v~hide· .. 
• i~atei o,iiquid th~t"scapesfrorn 
-a fixed pipe or an object attached 
to .• pjpe,.(ixedgutfer,fix~dlank or 

... ~I dr~ir1.. . .. . . 
· ':" 'a' bat~;, basr~,:sa bha3;'tja~: shower 

. base'or showerwali;sihk, tbiletor 
tiled ft;,oriha'ihasdr~iri~geh6Ie~ . 

- aW~shin~.~~chi;;~·~{dishWasher.· - aniqi'~'ii6ri{ . '.- . , .. '~'. . 
'~ awaterbecl 
, adelib~;ate orintention;;1 act, 

· . v:indaifsn;:(;-i a m'aIICious'aa:'~niess 
ilisaresuii of . . ".'.' ". 
- thel) 
- t.e'fiarit ... :n.e'glect, c~reles,sne'ss,;~poor 

hous_keepjrig:or unhygiehiclivi,ng 
'~abits " '. 

d -. darfi"age-9i:i:.U("fin"g dufjhg: 
.I mafri:tehance o·t, re.p.a.rr:operatiolls' 

. carriedoutbyHie lena'nls'or anyone 
acWigbii thei'behajf' " : . . 

~. damage'taused. by peisbeionging' 
· .. 'i6.t~na·nts,6i.theriv,i5itO"rs:,·· . 

, , 
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continued ... InCident cover 

Storm, 
,rainwater 
or wind 
BUILorNGS 

CONTEN:rS 

I'We,will.CQyeryoui byildirigs~r 
I contents for loss or damage asa 

result of storm.'tainWat~r'or0ind, 
· We-<#ill:Ncrr:'cbvei: 105:5 .ot dama~e c~used 
byaoartledc';doriewithin 48 houfs Q!' 
the startdafeofyour policy,unless 
.~ 1'00 took out Y9ur,instiraiitewith us 

imniedia_tely _after arfpther'~ins:u-rance 
. poiicy coverrrig;ihe same buildings. 
orc6ntentse#)ired~ without a bre,,~ 
in. coyer 

4 yoU f~cikouLyour,ins'ur_an<:i,wltl) us 
iinrnediateiyaTtei ,the fisk "assedlo 
YotHS purchaser or youf buildings' 

,; yoW,.too~-"O~J~Y9l,Jr-insura.nte With u.?_ 
, ',immediately after yeusigoed a lease 
:contRict for.yourbuildings.' 
Wewill:NoT~ovei' 

I
' :·,swimming pool covers, j'ndu'ding 

- solar covers ~~d plasticJiners 
I • water enteringyo~r buifdi~gs 
i ' cthroLigh an opening made for any 
! buildir::tg; renovation or"repair work 

-because .ofa .structural defect, faulty 
design.or faultiworkmanship when 
yourbuildirigs Were constructed 

• fn""stariding ieilc¢s inadeof 
· c.orrugated fibrous material that d.o 

not have a supporting frame; unless-
- they .have been installed and 

constructed according to the 
mar1.ufacturer's specifiCatjons 

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

Theft or 
attempted 
theft 
BUIl[jfN~S 

CONTENTS 

Water 
orliquid 
damage 
BuilD1N~S' 

CONTENTS 

We'will coveryoDr buildings or 
cOhtehiSf6r,16ss,or diimageas a 
result()f theft or attempted theft, 
WewillNoTco~eryour buildings or 
'c.ontents/or loss or damage as a result 
.of \lieft by a 'tenant cit th,eirvisitors. 
The theft brattemPted theitmust 
pereported\othe Police, .' 

We\,yillcov~ry.ourbiJiidi"gSbi . . 
cohieM;; for loss.brd2\rriagecaused .. 
bywater or liqujdWewill~ls.o' . 

. cbvedhe .cosf,ofiindirig",here 
iheWate(Qr li~uide$capedfibm, 

. iritluding the cos{oUepairirig any 

II.d."a.m .. age th ... ~ .. t.6.!:C4tSWh. ilelbijking 
for the:caiJse. ' 

,
. We.:~iII NOT_c~ver ydur. buildings or 

c6ntentsioil.Dss or daiTiage.taused by . 
,flood' ..'.' 

I, landslide .orsubsidence, unless ! ~ we' ~gree t~' cove"r the iJ:lcident 

I as describedunder'Landslide 
or's.ub~idenc;e' 

• water enferrnji(your buildings 
- thr.oughan opening made feir any 

buildfng; renova'fion or repa-ir work 
- because ofa sieuctural defect; faulty 

desigri' or iaultyworkmanship when 
you-r ,bu.i1dirig~_v'iere constructed.< 

We will cover theca>t .of repairing the 
_item that caUsed the escape -ot-water 

! or liquid. 
for landslide or subsidence, . 
see page 12 "III( 
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Additional cover included 
in this insurance 
Your insurance incJudesa range of covers 
we refer to as 'additional cover'. These 
covers are.listed on the:foJlowing fYages. 
The additional cover we fYrovide depends 
on whether you have a buildings policy, 
contents policy or ac;ombined buildings 
and contents policy. 
Theamciuntwe willpay for these covers 

· is in addition to the sum insurecj, as listed 
on Your schedule. 

If you make a claim foran additional 
cover, you will not need to pay an excess, 

Any c()ver~ve: provide is subject to exeiusions. 

· Debris 
removal 
and 
demolishing 
BUILDINGS 

CONTENTS 

for ~dusronS to -this Cover, 
seepage 25 ~ 

j. We will cover the reasonable costs 
to demolishandremove any debris 
tliat resulis from loss or damage to 
yourbuildii"lgs or contents, up to' 
10 perce~t of yopibuiidihgs.b! 

I contents suri"l,insured. • 
il_ The debriS mu-st·occur'as-a result 'of 

1;In,inddent wehav~;agteed to cover. 

Mortgagee' If you make aciaimiorthe total 
· discharge loss.ofyour buildings;weiNiil cover 
costs . a~y legal cbstsassotlatedwith the 
BUILDINGS discharge of any mortgage you 

haveleft.owing: .. , .... 
The total loss must occur asa resillt of 

I-a'n' inclci'ent:we:hav~'agr~¢d,to tqyer" 

Rebuilding 
fees 

Sale of 
your rental 
property 

Ilf your buiidings suffer loss or 
damage,andneedto be reb'uilt as 
.a result, we ""iii cover the costs of 
empl()ying an arcl)itect or surVeyor. 
and.als.o payariy legal feesthat 
ariserr()m the rebuilding; u'p to 
16 per cent of y6ur buildings sum 
ins'ured, 
The,~ebuilding must occi.Jf a~ a: res'ult 
of an incident ~e have agreed to co~er. 

II you' have entered into a contract 
to sellyourrent~Lproperty, we will 
extend your builc:lings cover to the 
purchaser ufitil . '.' . 
• the coritrattsettlementdate 
•. the pui'chaserinsures Iherental 

property, or . . 
• ihe p~rch?ser becomes iiable 

fbi damage to the rerital property' 
whichever happens. first. 
This coverWiIIslop'iminedialely if 
,; the'$~le contra~.t is ~.errt:1iha:tec!, o'r 
.• -yolir"'bti.i!dings, i~'sura·nce·_comes 

to an end .. 

\. 
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continued ... Additional cover included in ~his'insurante 

Sum 
insured 
BU1LDn:;~s 

CONTENTS 

If we agreeto pay you for a loss to 
yo9i buildings orcOntentswe will 
inGreaseyour sum insured for 
builqingsorcontents I:lythe 
~mountthe Consunier Prite Index 
(all groups) b:siAcreas-ed .since 
y~ut90kout'youipolicY .. ' . 
However,.we wili .NOT Increase your -
sum insured foispeCial contents 
YouwiUiiefilllyinsured, againNr your 
buildingsor_~onteht.s f6r th,eamounts 
:sh6~!,rq~ yo~rs<:~~'q~lei iJl1l~s~' 
"Vo.t;i(c!aini:rs . .fo~;a- fotcil16ss a.nd we 

pay .you thE@mirj~ui$d, ih¢nYi:iur 
policy COrnest<!an'end,subjett tei any 
continuing liability coveland rio refund 
o'f y6ur prenii.um is du"e. : " 

Optional cover you can 
add to your policy 
You-can broaderithe stope of your cover 
by adding aDY of the following options. 
You yviil heed toapplyfQr this cover and 
pay al}additional premium,Arw options 
that we agree toadd.to your policy will' 
be listed on yourcUrreht s'c)1ediJle~ 
Any cover we provide is sLibjecltoexciusions, 

Liability 
cover 

For exi::lJl!;lons to this cover, "see p.cige;.z5·... ." 

Yl(ith tliisoption,We will coyer your 
.Iegalliabilttyas ~ result of any . 
incideiit.listedbelowthat causes 
loss or damage to sbme()ne eise's 
property, or deathorbodilyinjuiy 
to other people, during your petiod 
of insuta;"e: 
We willcover liaqility claims up 
t6 the sum ihsure'd, as listed on 
yourschedule,:'for.any incident 
listed Delow: .. . 
This 'amount includes any legal 
costs fhat must 'be paid to defend 
theda'im andan~ tostsaWiJrded 
against you.' 
If Y9U- choo.s"; thisopti9n, itwill be listed 
9D yoUr s-¢h~~u!~_-~s 'pability_:cbver'. 

1

·lf.Y6U h.aVe ih·suted:YbJ.j"r:b~.!ld.irigs,'- . 
includIng: shcita-tit_I,e or' a ~imiiar ~cheme, 
wewiJI.co~er Y0!J_ for ,the'ar:nount you 
have:16' pay as- ,own'er or occupier of 
the bLiildings; . . .... , .... ,. ,.' 

I(ydur'buildirigs are'a totall05s, we Will 
to_ntiriue:l_iihility cb~er for'anya-rno~nt' you -have to-pay ~s owner or occupier of 
the buildings for upto six months'from 
the.date your buiidings ar.,destroyed. 

Conti"~ next pate' ~ 
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continued~.:-O~tl~nal· cov.er thafcan' be added to ¥our ~,~1i~Y ": 

con.tinu~d ... 
Liability caver 

. , . '" 

. T~iscoverWil! stbPi~mediaiely if' 
· • construction' commences at, the home 
• you seniheland, or' . 
• you take .out a ne",buildings 

insurance palicy!ar the home, 
• If you havi,ilisuiei! Yaui.ciirit"rit' and 
you own part ai the buildingihat has 
been'su"bdivided; we' wllI,'cover you for 
the ambUrifyctu have fa pay as owner 
'bf-Y9ur' !=9nt~rit~; qr 6c~~'pi¢r cif..your 
'part 6f the building. 

. ..I(You ha~e:insuied yourc6ntehtsWe will 
'cover you fanhe .amountyou have to pay 
·becausea(any.delect in your contents: 
II YoUi>rCWid~ a tar jiaik for y~r te~iitar 
'ille;; visitorsic!use; WeWi'ilca~rybu for . 
the a6Jount you have tap~y for damage 
tapra.perty While it is iii the carpark. 

Loss ofreritWilh thisopliori;il yourbuildirigs 
or s.ectibns·bfy6~r builcjin'gs 
'sufferICiss'ordarj1ageandate . 
uninhabilable.asaresLiIl;.wewili 
coVer.anYlossbt.renteql1al io ttie 

'1 weekly amount asstaleaon your 

. f:~l~c~~~f~~!~{~~r~6d:612 1 
.iriorifHs:Th~·mosfw~ wilL pay 15 up 
: 'lcj"thesuminsufe;(:J,as lisledon your 
schedule, ..... .. .. 

Ifyo~ch;()sethis opllon lfwillbelisted 
6ifyolir :~cLhedu(~':as toss -'.of renf. . 
Thjs,djv.er';~p~irei\vheii . 
• loss6;'iJarri~getoy6~r' buildings 

cir.cOhtents'bcclirs· as B resultof.an 
int.ia~iif~~Ii~t"d •. irdhis.PbS . 

'access to yo.L;'rentaI'property is . 
. prevented due'io.loss::Of"damage 
tbotherproperiy located near YOUr 
rental property .. .. "" 

WeWilioNlY covedoss orierit Whiie 
youtrent"i ~ropertirs·urii~habiiabie . 
, . . .\- - ~CC?~ti_n~ed-n'~it.~~ -~. ". 

c~nt'inued .. ~. 
Loss of rent 

Rent 
default and 
theft by 
a tenant 

. . 

Wew!1I alSo provide coverioruplotwo I 
weeks rent-up to $1000 (inclusive of . 
GST) af!e, _.:. ..... . . 
'ad~ath of a .sqle tenant that. occurs 

Deicre theerldoflhe tenancyileiiod . 
01 you'r:rental agreemerit 6;:dUring 
a:p'erjodic.tenancy-a'g~eem~lil 

Cover .Wi!1 ~t~tt frqmth~ date of 
Death of the sale tenant. . 
We0H1 not pay if thesDle tenant 
had giveil you or you, agentno!ice in 
"accordance 'w)th the'rental agreement 
qr ,p'eriodi(±.e,riariCY a-giee"meilt prior 
t6 their .death, . 

• your re"ntaj agreen:lenfor'p~riodic 
tenan(;Y:~greement is legally . 

· ("!minated bya Rosiee"tial Tenandes 
· TribUri~I:Ot'iiriolher relev~htauthOrity 
on·the .. graunds of hardship anthe' 
liaWolthe tenant· . . 

· CbV~(V:;ill st~rtird;;'wliei1 th~ . 
termination, order issued. byihe 

· Residential Teriancies'TriDunal6r . 
other relevant 'authoriirtakes effect. 

This'cover will stop immediately jf your 
'rental propertyis.re-tenanted. 
A(je~i:ess may appJy to this option, 
This option is available for buildings 
or <;:dn"t'ents poIiCi¢,s; 

Withtlii~ bptibn,we\vil! c:over 
, rent dEdatilt ar\.d theft by ~'t~'1anl 
• I~gal costs you incur as.a restlil 
· 6\ rEihi d~falritortheft bya hinimt i • 
Ifya[j .chaosi'this aptib", ii ";;iilbe 
listed oriyiiur.,chedl.lle as 'REiQf~elault 
and thelt bYateliaht'.. . 
We wili ONlYCOVer'rent defaUIt!or the 
weekly amoUntyoiJrr~ntal. Property is 
leaselifor, up tO$s:ooo(ihtlusiveafGST), 
leSs any eXcessbibOna iTi6n¢Y:that~ppliciS 
~.i~ Y6tir·teriaftt:i~~"ves;~d"~~;":,re~·tal.' ,." 
prbperiy before tlieend of the tenancy 
period of yourreiitalagte~ment ar •. 
periodic tenancy.agreement; without 
g"iving" y6(J or YO"lsi agen"t "~oHce "" 

"t~n:ti~~~"d ne:d·:pa,~' .,. 

21 
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:t.9ntiniied ... Optional cover that c~m be, added to your-policy 

.'contlrilied ... 
:Re:nt default 

... and theft qy 
a tenant 

o if your tenanfislegaliy evicted from 
;'ourrental property 

oif your tel1antstopspay·ing rent owed 
to you oryour"ge~t 

Wy; will ONLY pay a ",ntdefault Claim 
o ifthetenanfbreaChes you" rental 

agreeme"nt _or peri.odfC :fenan~y 
agr~~r~neilt;;and . 

o youhavelakeriall reasonable.steps 
iegallyavaiiable toyou underthe 
Residenlia/ Tenancies Act, or oiher 
re-Ie~a_nt :Stale::ox T errilmy Legisl_ation, 
:to·.-rern~Qino"n:-p~rYrri~,nt and evict 
the ten?n!. . 

Your cove;fonentdefaultcea$es 
:ifthe rental agreement could have 

. been legally terminated by you. 
Cbyeifoin,,,t deiaUI! willnbtapply 
inherent isinaIrearsaUhe 

j tommehcerrtent"dai~ of thi~dn5Lrra:nce. 

I'· This·cover'·~.dil n~t"commence'··until all 
, .rent-arrears·have been,paid,..-and the: 

ten"ant has paid a minimum of four 
_consecutive week5:df the- agreed re-lit 
fn.a.ccorda<ht~ with t~e- ren~a_I' 

i agree~e:nt. 

i When a re~tal agreemenfdefaults.to 

I,· a. 'p.eri.Odi.~.~e. ·na._._~c.y ..• a. gr. ee.m. e. nt'~ .. W .. "~ will only pay. up to. two weeks rent after a 
ieilah! vacates th" building without 

I notic~ t " . 

'j When you or, your -agent -issues." 

I a:notice to leav.e to'a't~nan{ we will 
: only pay up to t~o weeks rentafter the 
!. tenant vacates the building. . 
I We will no! p,aya claim if y6ur tena rit I leaves the.bUlldl~g wlth,or without 

I n.ot.ice. ,an.d you .. .0 .. a.v. e. fa. i.led. to . .rectify a 'Notice of RemedY' breach issued 
by th~tenant to you, .. . 

Ccintinued next page II:"" 

continued ... 
, Rent gefault' 
arid theft by 
a te'nilfit 

This tdveiWilistop immediately .. 
;iiyou,;';iital pr~pertYi5r~-t~narited, or . 
o wheiltheterm ofYour.renial 
. ilg~eement-",end~ .. 
WeWill,ONlY covenhefl by aCI"f",n! 
or their. visitors-of 
; ~ny i>~.rt otybYrbuildings, up to the 

· ·.buildingssuminsurtid,aslisied on 
·ybur.ichedule; aflerdeductingany· 
. e~c¢~sthafapplies, if you have insured 
, you! b.uHdings. . . 
o your. contenis,uptoihei:'Jnte~ts suin 

insufed;_asJlsted 6n Your schedule; 
•. afier deductiiig~nyex,essthat applies, 

i(ytiu'Haye insu'red"your contents., 
.I!wehaveagreed to pay;' rent default 
odhefihya tenantdairnwewill also 
i:oveilegalcosis;is :,·result ofren! . 
defaultbr theflby ateilant, UpJ6$1,bbo 
(inclu~iveofGST) . . 

• 0 tiiat yqiJ incurto 
-Iegaliyevicta tenant 
- recover ·airib~rits'.owed to- you by_ 
a ten-ant, -Ohless 

. the legal costs are -"solelyJo rec6y'er 
. extesSesthalapply to.a claim urider 

this policy, .or 
'.0. recover_amounts Jor-items stolen 

I from yblifrental.propertybYa 
ten~nt o'dhei"r.v·is'it,t)'rs: ' .' . 

We will oNlypayy'o~rlegal costs if we 
agreeto paylhem and before they are 
:'incurred:- . 
AnexcesS appliesto,thisoptioil. 

strata Title I Wilhthis option, we will cover the 
Mortgagee· amount¥o~ mpstpay tb settle yOU! 
Protection . morlgagefollowing iossor damage 

· to buildings thatybLfown under ". 
· strata title or similar plan. 
Hyou dioosethis o'ption the individual ! -ahiq~~fy'ou·.nomlnate.,.arid~ny . 

I e.x".es. se." .. t.h."t. apP.I.Y '!'II.I be listed on ybur scliedule'unde:r 'Strata. Title 
· Mortgagee protedion',· 

-i:::cimi~uect'nextpage to-
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·contlnued ... O·p.tional.cQver that can' be'addedlo your poiicy 

continue~f... 
Strata Title 
Mortg"~ee 
Protection 

Workers' 
Compen-
sation 

We will pay up 16the amount you owe 
on your mortgage, but 'n'o more than 
the" sum insured, as: listed on your 
sthedule, 
We will pay this,,,mouht!oyo'ur 
mortgagee when you are requir~d 
lo~ay your mortg~gee in full, hoWever 
• the.i6ss·J)r·damage·must·occur·as a' . 

result of~n indd,ent we have 'agreed 
to Eover.: 

, We wHi aNt v pay this when the 
bodycorporat" ' 
~ h~s·.~9t ins"Lire? t~e··buildings, or 
.. has not insured tnebuildings for loss 

or damage.,you can-claim for under 
this poliCY. 

This option isaitailable as a 
stand-aloriep;'H~y: ' 
-An excess may ap'ply tothisoption., 

, If you 'employ a p.erson 10 do 'work 
around yourrenlal property such as 
clean'lng. or gardening, ybu can add 
cover'lorthe amountyouare liable 
for if theyare injureq whil.e working 
lor you; subject to Iherelevant 

, legi;lati6nlf) your.si~te or Territory, 
I!youchoosethis'option; itwill be 
'listed oh·your.s·chedufe as 'Workers; 
:CorDpensat.ion'.· . 
You wilrneed fo_ctieCk.wiih your local 
Workers',Campe",ati"n Authority as 
this c(jvermaybe¢qhipufsory. 
This .coVe(9nlyapplr~ t6<employees 
doing work iii'Cbiifi.ecti.bn with you as 
owner; oPerator·.ormimager of-the rental 
property. We will not cover any'pefSOn 

. that is·\~'/Qr~i.ng Iqf.yotl in·Ybl.lr' buslness,_ 
PJofessici6;ttaife or occupation: 
AO' extess may~pplY to this, option. 

l'O'nni:i oufWhO the irisurer 
is:for this option, s'ee'liiside 
·bacli:criVei·~ 

Accidental D<image cover, Additional 
cover and, Optional cover exclusions 26 

Liability cover exclus,ions 

General exclusions 

27-28 
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Additional .. of·earth.'.' .'. .. ... . .' 
cover' a iliJ ..•. '~~i~1id~';i~~t:i:br(8:~\bn;~r~d~al ..••...•.. 

.OpfiOnal; ••. deteriOiation.depreciation,wearorlear 
cover I ,r.ifS;mit~drin~~~ts'· '.' .'. . ' . 

" eJ(clusi ons . .' ·rooisJrcf",);~~s.'pl~qts.shf<ibs brgrass 
· .-::~~y~pf9_ce_~:s;9.L~I:~~~~d)·_~g:in~~rYi·n·g-:~h~·· . 
· 'l!s"cifchii~ i cals6thertnan d.emesti t 
· h9usehoi'd.i:h~rTli2als '.. • ......... '.' . 
,adbf~tt irl~nit~in .. ~tructtiraldefeds 
· 'or f~~ltY~o~rrianshi;,or design. ... .' 
:::, br~aka~e ,of' ~_i rroi~>gi_~~'s:w,ar~, ,·crysta"1, 

",' -~rR'c.~e!y.,~f~~j9~·~~)1.~_·'thei~r_e: be;ing 
·.usedideanedor~arriedbYhimd ...• . 
• !J1edban'iC~i .. o'i,·,eledii~afh.re~kd.;wn 
'other than' :'an, :el~ctrr~.' mbtor burning 
.o~C~·nl~ss'· ." .:.~'."" -. ' . "" : " ' 
<thebr~akdown.results in damage 
. J6Ybur6~il~iQgS(>rco.9te~ts 

"o"a 'te'na'Iif:6r :theff"'vi~ltors':or' the'ir 
'.vislt()rs":rJ~ts .• ~.uni~sS~·"", .. ',' . ,." 

, ~:w'e:a'g~e~do cover the' inCide'nf 
, ',as'd~cri.b.~d u(i"dJr: 'Loss··.er'damage 

"'-j:. ':·~hi:~,.~~~,~:~t;9(U1,err~v}s.itOr~.' .. 
i • flood·,· . >.. ., ..... . 
. '. la'n~isijde: or ·~ub:§,:a:~n~e;. ~:~:Iess 
" ~.:w::'~~·(~·¢)~,·:cp~~r}he'.in:cid¢r~t, 

,asdesciibed under/Landslide 
"Iois'ub~ide,~ce:i •. ...• ..' '.' 

~, ~ater ,~ntetj,rig '~6i:r,rbLiUd1'ngs 
.. ' '.~ thr9t.1gh;aDop~ningrn",deforan~ 

. ~~1Idir.g(ieiio~~Ji9~,::~r tepai~.\Vork 
bec;nisepi. ast~~cftj(al defect.fau Ity 

, design'i:irJaiJltyworkmanship when 
your b'iildirigs \vere.consiructed 

l' • a tenaht or' their' Jisitors' or' their: 

I
i :" vj~!t(X,s:,p~t:s, si:ra.tchiJ)g; :d:enti0& 

. chipping;rubbing. sciJffiqg archafing 
· . ah,y s~rface: "' .. 

, ',:' 

. liability ·.\NlwiiiNqi'c:();r~(~liY:.· •. 
cdVer . . 'persqI1Flinjury'to'YDu:'orany ' .. ' .. 'e,(:1 Ii si on s .. me:ri1b~rofyourfai)1ily, ,,,he nor;m'aiIY . 

)·liv~~.,&i\hyoiJ.jjranYOii¢elseV!h6 '.' . 
. ,,6,iti~II~li~eSy!ithYi>8,<' 
. -.·-Eer.~,o:D~f-_i,njL!ry ·to·,aQY.:p.erson yciJ ,', 

;.: :.~.rrgl,?Y;~,h~.r~~::t,~f~,irijCfry}3.rise$_.fr6rr' 
!hejr@n)p16YITi~nrwithyou) .•.... ' 

' •. los~~r.d~~ig~!6p~op~rtythat· , 
. •.• pel6ri&s' toVgu,oi is''Uiiderybui ~or,t(i.il. 

·.~~~~{,~it~;;~~~~~~:iT~~~~t··· 
. '. 7Iset~~t:ngrn)a!lylivesY'ith you' 
<',IDssb(dam~ag~topropertyihal. . 

oe.lpngstpanypersol1Y6u emplbY.· 

I . tt~iJZi~tJ~~'~)4~%a!~~t~J.:' · j ,p~Qaltie5,finesoraw~fds6f '.'.' ' . 

...•..• • •.• ·d~~:~!~e~jJ:~.~~tr6J~nltive.· 
"l~ks~:~':~ig~~~;~n~nirl~j'jty as . 

I c'. ai1y,:a.!.t,~r~.Hphs;··fep~its;-~erio~a·ti6ns or 
· j'> additr6ris:.fci;Y6lir';bu'lldi'ng~:that '('osC 

,. moretha.n$7S..ooo (inclusive Of GST) 
• arY:~,lt~r~,t,jQIj's, s~ryicir1g':?~pairi_~'g or 

. any additionStolifts; escalators or 
h.~i~ts;. incluciin'g --:. "'" , ' 

'. ~ anYihirig>th~iispart '~fa lift, 
.escalato·r.'or horst.· " 

·"nydis~~s~ thai is' fransmitted by 
you. or anymemberiJf yourlamily 

I
I . who normally jives withyciu .. ' . 

"~~2U~~~i~~s~kf~~~eWi:~y t~b~~~~I~ss 
I -,the !i,a~nity. i~. ~,s.~: ~esl:'!t.otor:atisiflg 
I . .fror.n; yo~:riian:ag~ng- the- ~ufldings"" 

I 
aJid.iheir.5urrounds> .... .' 

.' -any ,~~r~~ri;e~.~,:(icdntra-ct-YCi.'j'en·ter -fntd
f 

, - however.- :- - -:, ,: ::", ", 

/
. ~il youwouldhavebeen liable 

t wjt~out t~~ ag(eem~l"1t or-co~tract, 
· j we will pay for.that liability 

C;~'ritinued n~xt page !"': 
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continued .. : Exclusions 10 your' cover 

continued ... 
Liability cover 
exclusions 

We will NOT tover any liability as 
a result 6i,or 'arising from 
• the,use, .rem·oval of, or. exposure to 

aQyastiestbs:pr6ilud b(products 
·cdntaifli_rig asqestos· . 

• theuse,ol a·motor·vehicle, . 
iTidtorcycl,,:mini,bike, biravan, trailer, 
"aircraft 'or watercraft, however-
- 0¢;"'illGover liabilityihat arises 

fro'ni.ride-on m:bwers. 
• servidng;:repairirig-of maintaining 
anyilehide . 

• the eredionor demolition 61 buildings 
• 'vib~a:tjoh or inter'ference ,with the 

sUp"ortol tiieland, buildings or 
other property 

• the dis2harge; release or eScape 01 
·any polluiants . . 

_.- th~ re:tn.ov~1; neutralising o( cleaning. 
up of RolI~tants 

• any act 01 libel or slander. 

General 
e~clusjons 

l. WewiilNOTc9ver any loss. or 
d~,mage,or liability asa result 
ot; or. arising from . 
• any incident that does not OCcur 

within yourpedorl::of insurance 
···Ia·n'ds-iid~ b~'subsiderice; uMless 
. -we agre~ io~i,~er. the incident .as 
. d.estri bed 'uhcler 'Landslide or 
subsidence' . 

• ,War o'r'warlike activity, however 
'-wardoesnot need t~ be declared 

• ·h.os~i·iitje·~, i.e~.elij6ri, .insJ,irf¢ctioh 
or revdlution ' 

. •. conti",iimition by chemical and/or 
bioI9gic~lagelits,.",hiCh results from 
an -ad of. t~rrqfjsni 

• lawful destruCtion or confiscation of 
your property 

, anyl~ing~udear or radioactive 
• mildew. ,atmospheric Of climatic 
cOI"!~.itior!s .. 

• damage to a.heating element, 
however 
- We will pay for any loss or 

damage as a'restilt ofdamage 
to a h'eatirig elemen! 

·Jailure or im;bilitY'olany·item, 
equipment or. computer software 
to:rec6gnise' correctly; to interpret 
correctly cit to' proceSs: correCtlyany 
date,o(ta' ftinction correct Iy .beYo~nd 
anyti(l1ewheri fhafitem; equipment' 
:or computer soitwaro' lias not. 
recogn ised; Interpreted:or' processed 

· corfe~tly'ari'Y d.a~e·; uni.~s,s "v. 

-.itresults in'loss or.damag·e 10'your 
buildihk~or conteniSthat is covered 
,unqer thisp¢licy .. This, d¢ies.not.. . 

. inclUde resultMt 16ss Or damage 
___ ~ ~_.joanYir6zeiiiood, tompuier~. 

equipment or'computer software. 
. . Conti~~ n~ page ... 
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co·ntiilil.e'd ... 
Gen~r:a! 
excl(fsiotis 

We WillNQTc6\ierimy lessor' 
damage,pr Jiability as a result 
af,or aris'ingfrorn.· ' 
; deiiberat~ orintenliom,l ads by you; 

or .a·nyon~ aCting ·for·you .. to cause 
lass,·damage b"f injury 

'fiObd'brstorm surge' 
. 'erosio~, the action·of the sea, 

tld;3·IWaxe. or·high. W!3.ter, unl~s 
- the loss or,damage is the result 

of ? t:;l.lIi~rrii.. 

Your dLltyofqisciosure 

Your responsibilities V)lhen you 
areinsured with us 
Your responsibilities when you 
are makiriga dairil 

If you donot 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 questions 
truthfully and provide us with any 
information that could affect our decision 
to insure you, or the terms of your policy. 
This is called your 'duty of disclosure'. 

What you must tell us when you apply to take out this policy 
When applying to take out insurance we will ask you 
certain questions. When answering these questions, you 
must be honest and you have a duty under the Insurance 
Contracts Act 1984 to tell us anyth ing 
• known to you, and 
• which a reasonable person in the circumstances 

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

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

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

. "': • in place. 
''--: 

- Renewal, variation, reinstatement or extension of YOur policy 
W.hen your policy is renewed. varied, reinstated or 
extended you have a duty, under the Insurance Contracts 
Aci'1984, to tell us anything that you 

: ., know, or 
~ ,'could reasonably be expected to know. and 
e . is relevant to our decision whether to accept the risk 
:3 of insurance and, if so, on what terms. 
;::: ,-,: 
2. Your duty does not require disclosure of anything that 
·~-'dimi"ishes theri;i< tob~ ~nde;t"k~n by·~s· . 
~ . ' is of common knowledge 
~ ..• "we know or, in the ordinary course of business, 
~ . ought to know, or 
o· 
> , is a matter that we indicate your duty has been waived by us. 

" 

32 

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

-----_._--------_._-----
Your responsibilities when 
you are insured with us 
In addition to your duty of disclosure, 
there are other responsibilities that you 
must meet when you are insured with us. 
You must teIl us if 
, your buildings will be unoccupied for a continuous 

period of 60 days or more 
, any changes have been made to 
- the address or location where your buildings 

or contents are insured 
- the use of your buildings 
- your buildings due to renovation, extensions 

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

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

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

period of insurance. 
If you tell us about any of these things, we may charge 
an additional premium, change the cover of your policy, 
impose speCial conditions, or cancel your policy. 
In addition, you must also 
, be truthful and frank in any statement you make in 

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

, follow the conditions of this policy 
Continued next page .... 
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co'ntiriu~d" , -Yo'ur .res ~'ons i bHlties :'Wh-en' y6iJ ,a~e insured' 

, • not make afraudulentdainiWnaedhi;'iristirantepoliCY 
of ariyo\heipql;cy. " , " 

You rresponsibi liti(2swhen 
you areI1lGlkihgac:laim,· " 
Wheh, y60h1akea Claim yourpust 
meeta number of responsibilities. ' 

._.":") -you_m;u,s.t _ _ ., _". "' _ 
• 'betruthful'and ,frank!in,any,statemei1tyou make in 

" , e 

conne~ti6i:rwith a-.di3'irri .. ". _ 
• take safe and reasdhabiesieps to pteveritanyfurther 

ioss;damage,or'iiabilitY otc:uir,irig' ' , " ' , " 
• infoim tne Pblic" assebn a;;' PossibleifyOui buildingsot 
cohtents suffer loss6r damage asa:iesultof'theitoi 
aiternpfedtheft;varidalisrl1o i, a maliciousact' ' 

• keep:"" da~agedbuildjhgsoi contents so we can 
in':sp_ecf them if req~ire.d, . 

• give-us'any inf~i:madon.or a~sistance we requ'ire'to 
investiga'te a-nd 'process_-you'r Claim' ' 

• not p~y or'pro.mis~ .to. paY-f6r a Ciaim; oro-admit 
resp-6n~ibiJity. for a-claim 

• not',rep·aii-'or:~p_lace.~ny_damaged b_uildings or confents 
witho'u't dur consetlt: 

In add-ii[.o~:>-;,o:U:a)~'6:~ive"us y6u~_ rights to ClairTrfrorn 
at1yo:n_e,~i;se, ' ...' .. __ ' 
• ilyo'; haVe ~iightto c1~inifroiiiariyone elsefoian 
inCi,de~t,-C9y'ered by.~s;':Yo:u:itiv'~·',us ?6ur "righ~s, to 
make thalCiaito, ,to condud .• defend, or settle. an\! 
legal a·~tl~r{ a~d to ~~t'.in,y~~'r n:~'me:,-;:: you' Ti!~st not' 
do onytliing wHich prevents us from 1o!ng this andxou must 
gil'e us '011 the inforniation an'd ,cooperation/hatyierequire, 

~' ,If you do-,nqfmeet 
I' "'yourresponsibilities" 
• • , 
o 
> 
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If yoiid6 not-meefy6ur responsibilities, we may-refuse 
arreduce a claim,cancel your policyi'or do both: I! we 

. cam:;el 'yoLJi pOli~y, we will B,d.vise -you in wr.iting. 

lheGenerallnsura~ce Code,' 
of PraCtice 

Our Guarantee 

Hbwwe hahdleyour 
personal',itiformaticin 



•. _; 

\. ..... 

The General I nsurance 
Code of Practice 
The purpose of the Code is to raise the 
standards of practice and service in the 

-general insurance industry. 
Th'e objedjves of the Code are 
• to promote better. more informed relations between 

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

insurance industry 
• to provide better mechanisms for the resolution of 
· complaints and disputes between insurers and their 

customers, and 
• to commit insurers and the professionals they rely upon 

to higher standards of customer service. 

Our'commltment toyou 

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

Our Guarantee 

See back coVer for 
contact 'lietails .... 

Our Guarantee assures you of quality 
'insurance and _service at all times. 
falrOealing Guarantee 

We will meet any claims covered by your policy fairly 
- ;ndpromptly. 

~. ',' Mon'ey Back Guarantee 
>- ". e -IIYou change your mind, we provide a cooling-off period 
_~:~: -Which lets )'o.ucancel your policy within 21 days with a full 
:0 . :refu-od of your premium. However, your cooling-off period 
ii, ;- no longer applies if you make a claim within this time. 
~ -

::: Service Guarantee 

g . -We;Nill provide you with the highest standard of service. 
-"', 

How we handle your 
personal information 
We are committed to handling your 
personal information in accordance 
with the Privacy Act. 

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

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

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

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

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

"The intermedIary is iI company or Individuallhrough which you purchased' this 
insurance. or the companymlmed on the inside front"cover 01 ,this bool::le{:~-

Continued next page ~ 
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contipiled .. ; 'Hpw, ,\ve han_die YOlir pefSo~~'1 informil~iori 

Whe-"-you provide" personai_informatiordo uS'about -
'an~fher _person ,.... . , 

, " 

YOllinu, i bea u thoris"dte do sp" and ,you m usfi nforin 
that:persqr", Liril~ss T~foriDin-g' t~e'fD :wqu!q po.s~,a setious 
thie"tta!h~ IifEiQr be"lt~of aDyjhdivicfual ' 
• who we are' 
• hO\~""w'e Li~e a'nd disc"tose" their ifl-f6~mati6h, a~d 
• thai they ca!, kainac~~~ fa that i~f~r';'aiian 

, , ' 

Privacy 9:f'your,pers'ori:al irifOrrTiatio~:..- for marketihg'p'ur'j:,-oses 

• 
~"ln~;dert6 e~ha~c~'itsr~lafia';sliip \vithyou, YOU,' " 

"./) i~termedia'iy may useyourpersonaliniormation that yau 
haveproyiqed ustoaffer you ather products,and ' 

~ o 
> 
o .' ,.' 
~ • " • • o 
u .' ~ o 

seiVices,wh ic,hJnayb~ bt,befiefi! t,o'yo~, 

WhencYGu '~~ovi~,e ~b~r '~~rS'oria'l'lr'f~~mati(;n to 'u~ -. ,. 
fo~.:iJj_atk'~ti~g·pbrp~d~s .',' . 
Y~IJ ~tkn6v..ie~g~a~d'ccji1seiitt6you[pers6rial 
inf(!"rrri~tidn, be'in'g usecHii'l a'¢6,nlidentlafpaSis by- us or 
yaurintermediary'!a contactyau byrnaii; phone, or email 
to provide you informalionorloffersO'pioductsand 
se;ViC~.'qr for piaii~ni_~& mar~et res~rCh ·a,fi.d'-pto~uct 
developrrt~1it. ,'" "", ',." , 
In-- Js.ihg· y~~r'Pers'6_na-i info~itIati6h for 'these h)arketing 
purpbses~" ~~' ,an,d ,'y~~r -1 nter.m,e~fa'rY,,~~Y :use:'and', '., 

"disCioseyour personallnfamiatiorijciofferyauour ar 
yciuiiHfeimedi~rY:spfodydsad9~erXji:eS.8irectly, or 10 
any other organisaiiori'toca".y outlhe aDove'marketing 
purpo~;'s on dui af ~oLJr ihterinedi~ris behaH. How~ver 
• CGU I~surance limited (CGlJl~suranc~Y~ndyour 
:iiiterrried.i~rY .. ~.ill ,nof.use yo~(i6~qrmat,joq' in lhis 
wayify6UhaJealrea4y told CC;U Insura."ce orVour 
in't'~rm~drarY 'ri~fto_' - . 

• you must inform :CGU Insurance or your intermediary 
.if,yciti: do.' riot ,W.arit YOlk per_so'-rI~I'informatii;>D -,~jsdos'e~ 
ot used for th¢se 'marketing purposes, . 

How td,apRlyfor insurance 

How to r~n~0 your insurance 

How to cari.telyour policy 

How tochari~eyour policy 

'Your premium' 



.' - - - . 

How toapp'Iy fQrinsuranc:e 
". -,.. . --' - . .' . 

•. i@ Ii y()U are ta,king6ufapoJicy with usi9r thefir~i 
til)1~, contact us ciiyou{insuranceadvisef,qr apply 

, on line~tv;,ww:cg~.com,au, y~~ cimalsosend 
~6rie5po!,dence tOGP'1 Bo~ 99'02, in you'; c:apita(ciiY " 

. If ~e'-~~~ee t6'iri~~~e-yoQ~ we:wiil-serid y6u"~ sc~_edJj"e 
setting ciutthedetails aryour poli,,(· , ,. 

@)Payyou,·prerhium 

~"'" 
~~~;.i,' 

See -Yo.Ufp~ium.:Pcige:4i, .,: 
Se~-Y~_u;fespO~mtie";. w~n yo_u 
a~i~~WilhUs;_p~~~)3 ..... 

~','""",. 
~ 

·-oiI·' 
,v' 
,% 

" ; .. ~~, .... 
. ::;;::" 
. ~, 

!--i9Wfo renewybwrinsurance 
'01f Y()ual",adyhaVea PhliCYWithuFWe maYse~ci' 

, ;·youali offer to nme)Vyour ii1surancebefoi~,yaur 
'.'currefltpolicyexpiie$ ""',. .., , 

'We",ilrS~hdyoliah u~dateds~~edul~aM quote 
'; ~ premium" hased on t"he -rri"formatlqn. conhHned'in < 

'your current policy, ' 
'-If ymi hay~ ci4 ~'~tiOri~' ~o~tact 
Lis or Yoin'. insiJr..tf~ advise!'" -

€)Relfiewthe proposedpolicY~hdW~miurn",e offer 
"If you p"id y?"rlast preiniiJrnbyi~stalmeh~,vJe :will 
cpritinuelo,dediictPayme'ntsfrar:nybur,n6rnin~tei:f 

.. ' ,'aCcbUntlf you paid your last pr~tniuhrin 6~eiump; 
.. " :-su'rn,"we:inust. re~ejye -ybur'p~ym'en~ bithe due "date; . 
. ::"otheiviise. your,buildings' o~, cOritents~,wilf.ii?f-.b.e,:inS~recL 

\BPay yaurpiemium ' 

":', J;~j~~:.o 
,0 
w' • 

,~. 

"0" . 
. ,':; :; 
~, 
0" ·x 

.-~ .. ' 

How focancE3lybur policY 
. -~ ," .' - ~ .. ' . 

@ ,If y~uwanito cane"lyall, policy, contad us " 
t?-ty9~·r. in_s·ura.dce·a.a,~!~~~· , . 
Vje maYne'edyou(request in wri·ting, If you cancel 
Yciurpolicy before.;t ends"we will (eluMan'amount 
ror theUnu~edprerriiul)1, " .. '. ". ' 

HbWtochange yourpo/icy 
0) Ci>';t~cttisoryou,jnsurance adviser to change'·' 

or vary yoU( P(Wey , 
You will besenian endorsement ~chedu·le that 

, 
I , 

! 
I 
i' 

iiKludesan.y changes 'or: ~ariatioris you-have I 
requested and wehaveagreedfo; and anyspetial 
cenditions wetnayhalle applied to thal.greement I , - - . . . 

@Ch"ckJhe,changesj, 

@pa~ yourpre01iurriif ii hasinr:reased "! 
Wew!11 t~1I YOlli! youipreirii~rTi ha~ iiitreased.IfYou I 
, payyourprei)1ium by irstalments; we)Villadjust your I 
'r nstal me nts and continiJeto,dedud the' n~warhount I 
from your nominated ~ccounLlfYbupayy6~r ' . 
premiumih anelu01psutn, we O1ustreceive vour I,' " 

a:dditi9~al paY01~ntwithin Ciri<itnonlh, . 

l 
l 
I 

, "-I 
\ 

I It·, 
j¥'- . :--s··: . 
I z " . r~ '. L~· 
l·;~ : 
·I~: 
4' " j' 
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You r pre mi Wl1 
G)Howwe,calculiite yobr pr~miiim 

Wewi_il, _b~se '~l~ur premi~-:~ -o-~'_~hr! ,ty-~_~ of ~t~ver 
you hav~chb5en:i~ciudirig?iiY o-ptions thatyou 
have added, Vou(sumihsured;the ~tess,Jhetype,. 
loc~-tj'dii;"c'bh~i,rudiO-Fi a'il,d-:age"o(y6u{b"uilcfjng~ o,r· 

-cem tents, ,theJ¢~e_1 ;o(secuilt'y'you ·have, ~'YQu/-:previous 
lrisuranc~ an,d daims_hisfory,:a~d-any_speda_l, ' . 
conoitioDsihatwe·have)ipplied. '. 
P,reft1}hms::~t~· ~ Iso- subJe_tt X~:'Co;;'tno'nwealth 'a~d' 

· Staletaxeisarid/orcharges. These;iriclude.the 
GoodsandseivicesTaxand.stamp;duty: 
Yourpie';'i~m, jndudirg~ny la~~ andcharges; 
willbelisted.ori,youi'schedule. 

0' How ti; p~yyoiJrpremW;,,; 
You G~n pay_-yo'ur:premiurii '!" 'one"i'ump"-sul'!l .. : 
or by inst~knents: 
I(you 'pay your prem-iom:jn ·oile lump sum; you,can 

. pay""q:i:c~-5,h.:,c:he9.~eDr i:redit.car~:-" . 
If you p"yyCiurpfemiUm by instalments,yoU can 
paytiy credit caid or.by direct debit from a . 
financia(ihstitutlo"n'; ' .. 

w.emay·t~hcelyoyrpoii~Y:\f . 
~- you do .ii6fp.ifY.'Y9lJi- p/emiJ8i 
• your ch~ciueciicred;f.~aidis dishonoured by your 

fin an ci aJ' i n~tituti on, :.pr : 
• yob' P~~l.Y6ik ·p~~rr;h~'m: bY)tis'ta"lrnents ~:md.you 

are' more than one mont~ bellinq . 
Wemayrefuse'to paYa claim if 
• you pay by. instalments and alleastone instalment 

of thepre"1iLJm has n;"mained unpaid for a'period of 
at !east 14.-qays; 

'Howfomake a claim 

Howwe.seftl~abuilpingsdaim 

.' How we settle a contents claim 

. Howwesettl~_a I()ss ·()f rentdaim 

How we settle a rentdefaUlt 
claim 

. How we settle alhefl bya 
teriaritdalm . 

How toresolve.<3 complaint. 
or dispute .. . 



Howtomake a claim 
·.@MakesureyoUhavealJ the i"formation you 
. . ne~d tl) support yourtiaim 

··Wewillheed 
• con.tacl details dfanyother peopleinyoived 

iii th§in~ideht"in.dudi_l1g:the.i(_~a~e,_ c~rrerit 
reside~tialaddres~ and \"hdtheyar~insured ",ith 

• any lett~rs,i1otices or.courtaocumenls·iibout 
the inddedt ",ithin.]2 hours of receiving them 

• theiricident report numberforah\;claims in 
rela.tion toiheftor attempled theft, vanilalism 
or-,_a "nialiCious :act . .:: . , 
- thepolice".;illprbVideY9u.wilhlhiS riiJri]b¢r . 

when you ieport IheinciCient tothem: .. , " ----', ., . 

. :0 . .t9_~~*;t:·~.~~:6r Vp4r 'i~~~fa'n c~'-~_~_vi's~r:t~ 
. ·.make.aclaim . .. . 

. 'YOl!' iteed fo~.'ri;a.k'e :your daim.i!.s sOQn.as.-.p,bssibJe .. 
Any del"YSni~y . ... . 
·reduce.lheamount that we pay, or 

~'. pr~ve~fu.s·'froiT1 payrng'~'da}n't 

_We w'Htgiv~_y6u. irn~edi~te,advice and:assistilrice 
\';ith.your claim, 24 hours a d~Y,7d.aysa. ",eek, . - " 

We will ask you i' range of question~to helpus 
:asses~,your daltrt We_:d1ay . , 

. ' • .. a~.~·you ":t~. provid~. ~s ,:vyH.~.:proof of .ow.fl~rshj'p 

.·'n¢ed tOi~spedybuf bGilding".orclinie~ts .. 
',.' n~~~4. quqt~it.icins:·from:a ·r~·p"air~r. 

~)@If you need emergencxtepairs 

. . ~ .. 
.~ 
u· 

'f'" . ~. 
< ,::E . 
o· 
.~ .. ' 

~"-.: 
~ .. 

·ff yo~ neelto ·mci'kejim~rgericy).epc3ir%, we'~iii 
. : airarige:assistante·thfough.'our' R~elerred ie'pairers . . "~ri'd-SiJpp!ier(:- .... .. . .,. . . . . .." 

TOfihd oi.Jt'hbW-',w-Ei~ttle·.a . 
:'~Iairti~ie;e;nex-fpage:,;' " . 

Howwe'settle'a 
buildings claim 
0W~"ill deciCieh;'wwewills~ttleybui d~im .. 

o· • • 

If yilu['buildings <u(fi,doss Or damage, we will 
decide whether to :. . . 
.. rep';3jr ; 
'. rebuild; or 
·.pay you ihe cost to repair or rebuild that part 

of· you r. buil di ngs· In at· suffered IOS59r . da mage . 
If wedo,wewiir . ... . . 
• pay you uptd ihe btiildingssum insurea,.as.listed 

oriy6uischedLlIe . .. 
• onlyiepair, (ebuild or pay you for the part or parts 
oUhe building thal.~<:tuaJly 5ustained.loss.or. 
damage, induding damagedpdrtidhs6lfixed 
coverings io.walis, fIoors "nd.ceiling~bnIYinthe 
room, hall orpassagewnere the. damage occurred 

• fry to ri1atch any ma~eria'llJs~d t~:r~pair your 
bUildirigswithfne or;giAalinai~rials or n¢arest 
equivaierit availaoleto tfie oiiglh~r materials· 

• rejJairorpay ybuthecostsld repair your buildings 
if the damage was caused by viateroiiiquid thaI 
escaped from<a bath;-basir;,"sauna,'spa:,"shower 
base' or's'hower wall; hO'wever" . 
- wewill NOT p~§tbecosts !orepairoirepl~ce ihe bath, 

o b.asin,:·sa.u~.~;:'Spa. ,~h.9~~ ~a,s.~ otsho~~r yJa.lI . 
WHen'Neseitl~ya~r.c1aim,t!J~'.la", .th~t'Nill.apply 
is the la", oftlle:~tateorTe'ritoryWh~r;;t~e )055; 
damage or liability octil.rred, 

. CD Ydti rrilJslpayariy ex~es$ iha! applies . ,.' - .. , . . 

if YOLlmakeaciairn, youW!li n~ed(o pay any excesses 
ihafappIY.·· . .. . ... ... . ... 
If y~uar~ claln:;ing for a~yloss ordarnagethat . 
oc~~rs.:as. ci,.result' qf ,. '.. .: 
• aeJelibefateorintentiohalact. 6r vandalism 

or a,:rnci.ti~ious aGf by a. teo,ant·or·ttie,ir:Visito'rs; 
. Yo~Y;il.J n~ed to P!!y, an ad~ition.Lexces~ algoo 

.; an~'thquake."r t5~nami, you willnee<jlopay an 
additional excess of $250, • 
The Joss oidainage must occur within 72 hours of 
thee;lrt.hqyate occurring,. 

\ 
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cciiltini.ie~ ... Ho~: we ;settle a ,builqing5-~lajrri 
Yourhust pay;,hy exces'sfous, 6rto thebuiider 
- we will tell you who to paythe:extess to. . 
If We choose to pay you, wema)ld~ductiheafl)ount 
of exc'e"s5'from,the amouht we settle yburdalm for. 
Wti~n.aclaimismacleforwhat weidentrly ason~ . 
orni6r~;~~p~tate-ihcide'nts; -you wiH ne'ed.'t~':p~y· any 
exc_e-s"ses.th~:fap'ply'-fo(:e~ch sep_~tate,iric,idehfwe 
have id~~tified: • . . 

. '~J_~~'es t;hat'iri~_-~~PIY, 
sel!yOur_~,rretjf~dl~i:I~I~_: ..,: . . . 

® liyqu are ~htitledfo tlsebOhdm.o[j~Y 
We,will reduce the ~(THiutii0e Willpayiorlossor' . 
damage.toyour.buildings br coriienls by any '80nd 
money thaFyOu .reentitled to uset?payfor. or.' 
re~u~~"X~~.,cps-t 9f:~liy '_lp_ss·,Pr- damage: -

@lfwedecide,t8;rep~iiP;iebWild yoiJrouild.ings 
'. a:niJ yotJr.currEint ,c""du ieshOws'iri¢iudin& . 
repjacerhenfo~n"fi{ . 
We wiilrepaiioriebu;!d the part ofyouibuildings 
thatsufferedthelossor damage to a condition as 
cl6se~spOssitMto0hen new,but n9t beiter. 
If we rebuild your buildirigs, we.will also pay the 
amount that yoD needto pay to ensureYbur. 
bu.ilding,;c:ol[lply,withgoveinment legislation.·and 
locaI1'.uth6iitYbylavis,ynltiss '. '.. ..... .••. .'. .' 
you wereTequil~dtQ p~y these amoun\s.before the 
lOss or damage occurred, andyou did riot do so, 
however" 
• if tHe cost ofrepairiQg'thedamage is less than 50 

Percent ofthecosbof rebuilding your buildi~gs, 
we will only pay forihe addttionalcosts .for,the 
damaged pdi-tioiiS-. '. "- . 

If lbe rebulldlligbrrepai;islih,itedby gover~ment 
legislation "rlOcal authority bylaWs.tha! reduce the 
flooraiea ofyouibuilding{vieWili . . .' 
• paytheact~alc~';ipfre9uildirig;'r repairing the 

reduced flooiareaof y6urbuildings .' .... ' 
, pay the difference betwe~n:t~eacfLJalc~sis~f' 
rebuilding.orrep~iiingthereduced floor area of 
your biJildiilgsandtheestimoted costs of rebUilding 
orr"pairing 'your bUildirigshadthe limit hdtapplied 

continued next;page -~ 

· • pay you whaUhe villueoithe land wasjusi before 
the loss or damage occurred, after deduClingthe 
arrtotint We, esti l11ate ,as:the va'lue_of your" lanp -after 
th~'los~ or damageoccuiied andariyamourit ihat 
',y.o~' "recej,~.~;'~s:-~drnp~'hs:~_ti6n Jodh~-Idss;' ~oWever 
-the mOst w"will pay is the unused pOitionof 

your.sum insu:red,_,' , ," , ' . 
You ,ea.1i ch09Se.y9u(6wn re~airer '"or trad_e.~ma~ or _we 
can help y6Vfiridone, ' .. '. . . 
If v.k ~u{hbiisiiep~ii;,we wilJ dealdire~tlYWith the 
iepaiikoi tradesin~ri aboOtp~yrrieJit .. . 

®lflOC~deCidei? repajr, 6, reblli Id youi buildings 
and YOLJrc~rr~nisc6edule'does riotshc.iw . 
'indudingreplai:enieht~e';~fii': ' 
Wewill' 
,;'_ie-pai'i'yritir buildirrgs)b:;the to.riditici~ they"w_~te in 
justbeiore the ioss ordarhag~oCCiJrreci' '. 

·pay.you the. i:o~t of r~pair;hgybuib,Jjldingsto the. 
cbnditiontheyweie iri justb'efoiethe loss or . 
dam'age _Occurred,', 'o~ . " 

• pay yoywbat thev~lue olthe lahil"ndyour 
buildings \Va~just.bef6re th!, ioseordaf1;1age. 

. occurred, after'deduciing'the'amount we estimate .5 the value oiyour limdilndbuiidings'after the' 
loss o! damage occurred,' . 

@ Aftetwe a!;re<; to.settiea Claim I 

The repairo! rebUildinifiNork9iiY90i buildings 
.must start wit!]iii si~ mbnths6fthelossorda[l1,fge 
occurring, otherwiseyou wili'hav,do pay any' 
increase in costscaysed by the delay: 
If th~<~brk:doe~ ~6t:c6mrhe~:te 'ih th:i~ p-ei-i6d,-we" 
will doorieoflheiollowiall ." . '. .' 
. ~ rep'a'i'r y6~r:btiiidings to:the-condition,'they, we're 

in-just bef~r~-th_e I:~~'s- b.r·,~aT~g~':~.c~urr.ed 
• .pa:Y·YOq:l~¢, cqst ~f.repajfi~g,'yoYf hi.lildirig,~Jo 

the condition they wefe iii jUst before the loss or 
dam~ge ';cc~rted,~i ....... . . . . 

• pay youwliat*~'v,alu~qf the I~ridand your 
buildings viasjustbetoretheloss or'damage 
occ~rredJ after deducting the amount we estimate 
as the value of your.landandbuildings afterthe 
loss .. or damage occum~d. -

• o • 
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·continu~d ... How w~·s_ettl~.a buildings cl~im 

0lfyo~rbuildingisatotai lo~s 

We wjli pay yOu the suminsuted.fOt youibuildings; 
as listed on your schedule, afterdeduding 
• any e~ce.5·s, 
• a"riy.unp'aid-premium, and 
• any inputtauredit you would.have beeneniitled 

to,un.eler ANewTaxsystein(Gaads and Services Tax) 
Act 7999 if yoU had paid to repail orrebuild your 
bu·;ldlrigs,·· .. .. . 

If we pay yoUth. sllhlirisured, then your ,policy 
comes' fQ._:an -ehd, su~ject fD.,~nY:contin'Liir.ig.liability 
cOVer ah~ no refun(of yO,ur. p[ei111:4m i$-due: . 

How we settle a 
cohtent.s claim 
@ Wewillde'ddehowvie v,illseitie youi claim . . - . 

If yo~iC6nt~ntssufierloss ordamage, wewill 
deCide yvhetherta 
". ,re'pair an ,ifein 
·-replace an item, or 
• p"y you the tostt9 repair or replace the item. 
If we do we will pay. upto . 
. dhecontents surrdrisuted, as jiSted.on yaur . 

schedUle, and· 
• th~maximurn amourilper item, set, pair, tonection 

or .. iy_st,em..· . ..... . .. 
If th" .it~mispartof a Pilir, set, cqllection or sys)em; We 
will anlytover theyalueo! theiteiJ1itself, ~q~evei 
'. the most We Will pay is the value ofthe item a" 

apra\Jbrtiori oflhe combin¥d' pair,~et. tOliedioh 
ors~teiT} 

To fhid out What we will pay; 
se"~ page_io".-oi 

® Youmuslpay anexcessth"t ap~lies 
If YOll make a claim,yo,uwill need to pay any 
excesses; thatapplY. . 
If you are cl~imirii! forany I~ss or damage that 
occurs as ?I resuii 'of 
.• a deliberate -or intehtional (let. ,or vand_alis"ni-

'or a,' ni:C!,Hcioiis atfby a tenant brJh~ir .visi'tors, 
you wiil need topal,,;n addilianalexcess 0($400 

·an~arthquake or tsynami; you will need· to pay an 
additidnalei<c~ssof$i50. 
The loss or damage must occur within 72 hours of 
the earthquake accurrlng: 

You must pay any excesslous, orto the supplier 0'-
repairer -we wiHtell you.who to pay the excess to: 
If we choose to pay yau, we may deductfhe amount 
of excess from .the:amount'we.s~HIe.·your:cJaim for." 
Wh.ena claim is made for what we identlfyas.one ar 
m'ore_ sep.9rate iridd~nts. Y9u will heed.fo p_ay..~ny 
excesses lhat applYfoieachseparate incident we 
have idenlified: . ,. 

Fofthe tYpe'iind'_OIlTJountof 
excess that may-apply, see 
yoUr current ~d!edule- ,.., 

® If youar. entitle~tbusE!bon<j money 
We will reduce the amountWewiWpay fOf lass or 
damage to you~buildingsor contents by any bond 

··money tliat )fou.:are,entitied to useJo pay for O( 
reduce the cbst~fanY lOss orda'rnag~ .. 

@ If wede~ide t(Jrepaii your contents 
WhendarTlagifoi Ibss~turs to.· 
• any;item thatconsistssolelyoffabric 
• carpet whfch is-10 years 6Id"'or,more,-or 
·,anY .othei c.ohteritsjt~rirthati;, 15y~ais,ald or [flor.e 
w~ Wiit teRail i~edarTl"geditemtoa cbnditioqilwas 
in befare.ihe lass or damage:occtlrred; 
If loss oidamageoccurs Ioany oiher conients item, 
we willrepaiithe damagea'iterntathecondition ii 
was\~fiennew.-'·-~ ---, -.- -'-' .. 
If the item~e are repairing is part ofapair, set, 
colleclion or.system,we w.ill only cover the· 
part of the pair, set; collectibii cirsYstem'that 

. was.damag-~d.· . 
Co~tlnue~ __ ~e'd p'3ie' ji,.. 49 



r"':',.,\ .,J 

50 

contInued ... How we·settle a:ccinteii~S daim 

® If we de~ide to replace your contehts 

When 4amage or .ic??~'otc'~rs··to 
• a"ny item that consists $blelyof fat.ric 
• carpet which ,is'lOyeats old.or more; or 
• anY6thercontehts'item that ,is,,15 yearso,ld or'more 
we will replace the item with anitem'of the same 
condition, Tlie replace~ent,item will not be better 
than the item replaced" 
When loss or damage occurs to any other contents 
item, "ewill,replacetheitem with the nearest 
equ[val ¢[1t j':lew' 'j ~eiTi ~ 
We . .v~in 0!'lLY rep'lace ~air, f!90f and cei.l.ing·':coveiipgs, 
i nct!Jd.i~g '~afp:ets, )T1tefn~.I. bl.irJds ~rid.·,t.ijrt~'jqs; 
in the ,room; hall or passage where the loss br 
da mage occurred. 

We will,NoT:,pay to re-c~rpet adjoining rooms, 
or .your en"tire rental pr~perty, 
We will only pay (hecost:of replacing the item even 
though the pair, set; collection or system to which it 
belongs is less valuable beCause it is incomplete. ' 

If the item wearen;placing is part of a pair, set, 
coHedion or sysfem, we vyill orily cover the value 
of the ite:m iWe If, hQ~ever 
• themoslwewillpay is theyalue, of the item,as 

,a proportion' ofthecombinedpair, set, collection 
or'system, 

Any salvage becomesourproperty, 

@ If we decide to pay you the cost to repair 
or 'replace you'r co~tetits 

When damage or loss, occurs to 
• any item that consists solely of fabric 
· carpe6Nhkh is 16 yeats did'or more; or 
• any other content:; Hem that is,15"years ,ol~'·or' rTl0re 
out payment will be reduced t6 allow for wear, tear 
and depreciation 

When .fo.ss or"damage. occurs to any other. contents 
item, we will pay you the cost to repair or replace it, 

Continued next page' ~ 

We will pay you the fair and reasonable costs to 
.repair·or replateyour 'conte.n.ts:as·described in Steps 
1,3 and4; afler deducting' 
• any excess,:a.nd 
• any input t."credit you WOuld have been entitled 

to under A New TaxSysiem (Goods and Services Tax) 
Act 1999 if you had paid to repair or replace your 
contents, " , 

, , ' 

We wiIlONLY paythecoit,of replacing an item that is 
partohi pair, set. coll~ction or :System, even though ' 
the pale set, collection or system to which it belongs 
is less valuable because it isihcomplete. ' 

Any salvage become" olJrproperty, 

Howwe settle a loss 
of rent claim 
eDlfwe decide to pay your loss oliehl claim 

Wewill pay you loss ,of rent equal totheweekly 
amount as .stated on your rental agreement or 
periodic tenancY agreement for ,up to 12 months. 
The mos,t we Win pay is up to. the'sum .ins0red ,.as 
listed on yourschedule. 

01f we,decidelo pay your death 01 a sale tenant 
or tenatl\hardship cI~im 

We will pay yOU up to two.weeks rent. 
The most we "ill pay is $1,000 iindiJsi\<eofGsT). 

® You mw;t pay any excess that, ~p~iies, 
If you malie a claim, you will need to payany excess 
that applies. The amount of your excess is shown on 
youl schedule. 
When a Claim j's rna,de fOr what'we-identIfy as one or 
more separate inCidents, you will need top'ay any 
excesses that apply Jor each separate incident we 
have identified. 
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How we settle a rent 
defaljlt Claim· . .' . 

@Iiwe.dedde.to RaY~6Ur reiil default claim 
We will pay you the.re.nlcle.iault up io$5,OOO 
(iflciusiveof GsT). Wewill caiCulalE'ihe rent default 
Dasedon' ... . 
·iheweekly arTIoll~tyouireni"l property is ieased 
·l6rl.lrider·y~ur renal_I ag~eem~nt or perioqiC tenimty 
. agreement. ., 
• tiienumber of weeks inre~idefaulf . - - , 

@Youmuslpayanyexcessth'ltapplies 
If_y6~:-fn~J~e'iL~faim~ Yb9_"w).il_ri¢ec;(to p~y ~liy:ex.cess 
that appiiesto'yourbuilding·orcontentso.i'he al1]ount. 
of yOuf·exc;ess"!s'showil" on You(s~hed~le. ," 
Your e.J(cessW[lIbe iricreased bY$400 .. for any Claim 
that arisesJrort.,a tenant' , . 
oleaYlngy~~rbuiidings ' 
o ceasing to pay(ent, or 
··.·be'ln·g-·ev·'c~~·.from ~our·build,ings. 

® If y6uare. entiiled i~"s" boridmoney 
W~willJlay ~6uI~~c6st 9fth~rentdefa~it ahci~ny 
legale.xpensos. \Alewili redutethisar)loulitbythe . 
amouritoianY'bond money remaining aiter de.dUcting 
. anyallowablere-l~ttingexpense.S and any other tosts 
. q_r'e~p~",$~~-y6~:_~re'l:e~_a"ll~hf~tle,~~to,_:~_~~~e_r, _. 
-if a tribJfiaiorders\h~' refundo!: llie bond money 

to the.teJ10nf, oil.thegYoundsofhardship, an€xcess 
~ij~al to four we.~ksrehtwiil~ppIY to your.i:liiiri. 

Howwe settle~. theft 
byalenarifclaim·" 
@I! wede.~idetop~y yo~~th~it by a te.J1ant,daim 

Refer to' 
-How.We. setlle a bLiildings ciaiinon page 45 
obioww'; setlle a contents claim on page 48 . 

0YOiJm~~tPayar1ye.~cess th~tappii~~ 
If you maKeadaim,yd~wjlj ne~d tbpayany e.J(coss 
that applies, The ambunlef yourexcess is shown 
onyo'ur schedule., . 
Yo~r excess will be ini:reasedbY$400fiir any· 
claim "rising from t~e theffofariYpart·of your 
buildings or)iourcontents by)'owlenanL . 
or thelr'~isit6rS; 
VVhena~lai~;~made forwli~t",,"ideritifyasone .' 
Q((nore. se.parateincidents,youwillnee.d to pay any 
excesses that apply for each sepah;teinc'iderit we. '. 
have ideniified, ". . . 

., 
a 
~ . 

. . . :6-::"--
• ,. 

. .... ' . 
~. ,. 
n 
~ :ii: . 

- •. 
53 



-r::'--:. 

e/ 

54 

How tores61ve a, 
complCli'ntorqisPLJte, 

,CD Taikt<;1iis .filst 
Ilyou hav.ea tof11plaint,ihe 'firstthihgYOLi O(yotir 
insurante,cildviser should do is sPE2ak to a-st'aff ' 
membedn'the;a'rea',cqnterned: ·If y~ur complaint 
ie,lates'speeificallytda,claim, speak with the claims. 
offiCer,mci!1.~ing_yburdaim. ~ 

.~~~. ~~dc cO,'l!!r ~or . 
contad details., ... · 

Ifthe,sfaffmemberbr daims offiter,are Linable'to 
re~olv~' th;e,-m.atter-:f!)r-,You;' )ro-u':o'r .yaur·iri$ur~_riG·e " 
adv-'iser rnay;speak:to _a "::trlanager,_ H_you are,:not 
satisfl~'q witll-.tH'¢ d~dsi9n;.'ydu t~n,g9·tq ~tep i. 

@s ,;-ek ar~y\ew 
If the' maHeiissti I r not resolved!-ihe, manager will 

. '-r~fer.you :q-'r your~insurance,ad'viser t<?'_'th'e.:relevanl 
inteinaldisputeresolution'a,ea who will conduct a 
revi'ew,'Qf.,Youf'q_isp·ute. . 
If you arestilln6t~aiisfied with the deci~i(jn,you , 
cangoto,step 3. " , 

® Seek an ex'teCrfal review 
You are entitled to seek:an externalreview olthe 
de~i1i6h~ __ !'h~ '9_ispu~e"res,,6,1 ut.iori·"a·rea-\vHI·p_~oyid~~you ,-
pt you.r i'n.s,~<~ZH~¢f: .aavise'r with .infdrniaHo~A ~~o.utthe 
dptro~s_ava,iiable_"tC) yqu,"such, as-r.eferrl~g-~yOt-!;~9 the 
exte r:na I '4is pute. resol ufib:n :-sch er:h~ !3dfili n_ istered -by 
the- Rnanciai Ombuds'inan Servke (FOS): ' 

Furtherinformation ab6ut theco~piain\6rdisput~ 
resolulio_n procedureS is available,py:cbntat'ii_ng.-us .. 

s~e 'ba~k ~'1Jr f~r 
. contai:fd~t~ils :~ . 



accidental loss or damage The amount of your excess The tenant is then treated as special condftions 
d~mage to, loss or destruction will be increased if you make being under a periodic exclusions, restrictions or 
of the buildings that make up a daim for tenancy agreement on the extensions to cover that are 
your rental property, or your • an earthquake or tsunami same terms which applied imposed on specific matters 
contents when it is caused by • vandalism or a malicious act immediately before the rental or people. 
an unintentional act.. or an • a deliberate or intentional act agreement ended. This does 
unforeseen and uncontrollable • rent default not include any term about sporting equipment 
incident. • theft by a tenant. the agreement's term. equipment designed to be 

· allowable re-Ietting expenses 
Your excess and any used in a leisure actfvity that 
additional excesses will apply pet involves some element of 

re:.Jetting expenses as for what we identify as each a domestic animal that you physical activity or 
specified in the cur(ent rental separate identifiable incident. keep in your rental property or competition, excluding 
agreement for your property. at your rental property. pedal cycles. fixtures and fittings 

.~. 
bo'nd money any household items or premium strata title 
money paid by the tenant household equipment that the total amount you pay for title under a strata title or \ , and held as security against are permanently attached your insurance that includes similar communjty title damage to the property, to your buildings. applicable government taxes scheme where separate parts o'utstanding rent or other 

· costs. Your policy operates on flood such as GST, and any duties of the scheme building(sl 

the basis that your tenant has the covering of normally dry or charges payable by you. have a separate legal title. 

paid bond money that equals land by water escaping or It is shown on your current Strata title usually applies 
at least four weeks rent. released from the [lormal schedule. You can pay your to high rise apartments, 

confines of a watercourse or premium annually in one lump townhouses, villas or 
claim lake, whether or not it is sum, or by instalments. duplexes. 
a'separate identifiable altered or modified. Rood also 
incident for which the policy includes water escaping from rent sum Insured 

provides cover. the confines of any reservoir, the amount of money paid, or your nominated replacement 
Where multiple incidents are channel, canal or dam. payable, by the tenant to rent value at today's prices (or your 
submitted at the same time or incident 

your rental property. buildings or contents. This will 
on the same claim form, they a single occurrence or a series rent default 

be listed on your schedule. 
will be treated as separate 

· Claims for the application of of occurrences, including an when a tenant fails to pay the Supplementary Product 
any policy excess or limitation. 

accident or series of accidents, agre.ed rent and is in breach Disclosure Statement (SPDS) 
arising out of one event. of a written, rental agreement a separate document that 

detiberate or Intentional act period of insurance or periodic tenancy agreement. updates, corrects or adds 
· a conscious or reckless act the length of time between to the information conta.ined 

9qne without the owners the start date and end date of rental agreement in this pOS. 
· permission. your policy, as listed on your th'e agreement between you 

-; .. : 
current schedule . or your agreement agent and tenant ~( • -.' 'end~ir5ement schedule >1 the tenant. This agreement the person(s) named in the l:1 

-,;../ iI'document that includes any 
~ I 

• periodi!: tenancy agreement must be in writing and state rental agreement or periodic > '-• information from the existing " applies when a tenant • the term of the rental period tenancy agreement and < 

~ schedule that has not continues to occupy the rental 6 the amount of rent payable including that person's ~ 
::l changed or varied, and property, after a fixed-term to you partner, children, pets. ~ 
~ · confirms any alteration to 

0 
~ rental agreement has expired, • the amount of the bond and any other person(s) " 
~ the coverage, terms and and the rental agreement ~ 

" money that the tenant is permanently Iiv'lng at your >- conaitions of your policy.' does not provide for its ~ 

~ required to pay. rental property. ~ 

• continuation, and a Any person(s) induding tl1at " 0 excess • notice to leave 
> 

g--the:a.f!1ount you pay when you schedule~ - person's partner, children, ~ 

~ notice Of ilitint1On'to leave, or • 
your current schedule is a pets and any other person(s) " make a claim on your policy. n · • abandonment termination E 0 · Ttie a'mount and type of document outlining the details living at your rental property 

> · exceSS that may apply to your notice of your insurance cover. under a rental arrangement ~ • 
~ 'policy is shown on your current has not been given by the tenant Your schedule may be that is not a rental agreement > 
~ to you, or your agent. or by you. 

z 
~. schedule and in this PDS. called a policy, renewal Ot or periodic tenancy Z 
~ or your agent to the tenant. endorsement schedule. agreement. • 
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ter.r_ori~_~ " ,~ ,your co_nte_nts 
any a¢t ~hkh m.ay-invciJv~ con.terits that you:'q~ or' 
th_e _us-e of, or..tnreat.of,.force, :are)egal,fy·~~pg.~sib_le for. 
vfQie-n-se'or:'bi'qlogi'cal ,of, " . . ... - . 
c. ·~~I1J!c .. ~._!,.i1.a.ti~~; 9( ~.~<I.ear. <your_ i',~ritaf ~'~~pe~. 
p'olJution or.co~ta·miriati_on:or '. Whoije'yo:Jrb~'fldjr1gs,or"'~ 
eX'plo'iion_whe~e the purPOSe' '~6ntent~:.are Icx:atf;!d: This. 
'Of ,the ,act lsto Ju'rthei" a -includeS it-n}' land of' of her 
PQ,liti ~~ I; ~~.ligiQ-~§; ·..i.~e~ii)g,ical area tJiat ::tol:l_ch$_ your ,re:ht~r' 
_airil,'c)r:.to':1ntimjdat~_~or_':, '" . p,.qpeiiY<Ctndjor:~hicb·an~/ 

. influ'ence"·a·,gove'rnment-or·· . ,StattJI:O:rY.,3'LltboritY;hasjnade 
-any ~s~ctio~_ o.f the' p'ubli~ .. ' yqu_'Feskon~fb,IECb~~'it ,p.ge~( ~ 

, '" '.'., :~. ,--',',: '-riolin~_lu·de:the_:.na:t~re·strip_ 
:t~tal':ioss"· '_ . _ "_" __ , 'ou~,_j~~:yO~_;,"r¢:rlta'I'#'roperty.: 
, wI;en"we'decid~- that'ifis :(I?t!r{e.n.~Lp~9P.~fty:jS.}6C~~~, 

• 
---. "u~'etohorrlrcai'~o -repa'ii:"o( "at,.t~_El:~j~?tic;m"sJ'!o~iJ. o~n yO_W-
.... '). teb:'uffdyoG':b'uifdi'{gs'.6"r::" ,cur:.~nt,5thedule.<:' , . 

~ _" j,..;.-' 'djnten't~~:',:c>-:-:-~',',,' .. 
__ ,.-';;:<'::: "_, ,,_ ,," ,)_" __ ,'"_ '_'" __ " ~d~~'p~lii:-Y, .. : ',,- _' _"- _ ' ' "'.": :. _.-' 

;;'un()c'c_u;pI:~d, r;~n~1 :pYo_~er~ _: :th~'tontril2,t b~tween'YD_u ~~d: 
... : 'ah .. :'a'[si.nl·,~tV·~}t,tn~,.Pf·'o:~'r~r6YO: ~hc)o','tn}s-"I-ecb:~Ou' :~t~,:ev.·e' .' ;:. ,'~s:,_~~/fh:rp~~_y_~,~~~' Y9u' ~it~ -'. .. 
-- eu ' ,tns,ur_anc~:,t;O~V,eLln :~_~haflge 
"'~,~~~:~ufj,9.rf-i:' " f_~~-a,p,~~~Ju,T,,;'you~:PQfj¢y}s-

rjie~~!~t~~rr:, .... 
c:~ V _1_ n~utance :qn; ite-d 
A.~27ob4 47$371 .. 

,:" __ ~~~_~~~ I~¥~1r~~,:~:~~~'i~~1 k~:sc ~_~:,::' 
.. a _wr6n~ul at,tmotivate_d by-,' 

, -"ft:'aJi~¢,.,_ Y,lp,q.t¢tF·i~~S5~,·or,ip!;e. 
, .,; ~:j~~~t,he,:jl1~~~t.i?~ .of<:/'· ,,-'. 

,dcimaging'tlie pr"operty. 
,-;_".-<;'""._':':'c,"-'--__ ':---":-" ' 

. ·~::~~xiif·p:~~e:n~~~d . 
, : -asjhe .irlslJ"reo ,Ori~your::Cu'rrent < 

'-'sch~dule>'~·'~:'::';" -.. ,," .. ,'- .. ' 
',;If':~'6r~':t'~~h:ohe,;person''j,s' : 
'nam~~,,'a:5 ~he' i,n'sured,,-Jij_~, 

•
' '\vfrl:tre~_t,a,5,t~teiii~'nratt,:' 

,_ ,;.. :: '6'n;i_~~i9n_:_6r_l:l.~jmj:iY,_any, ' 
'. '<:-, , _,c ;o~Q~-ofthe,'sE!~peClple ~s-:a' 
. E:;'~ ,~'~:'state:m~-rit;:'~'t~,:'o~i5s\oil-,,-, 

:i;;·,:~ii~i~;~~~~tf;~i~~1.t •. 
',~ ;":.: !u~'m~r.r-lecr~,hi_ldi_en'; a~d you ,of-, 
~~':,' ',";,--,yo'u;::pa:~_i1er;s:p.a-re-ri:ts;w.h6 ' 
~':, :: '~o,~m~~'~:]i~,,~:~!t~'~~~-::-:~~~ , 

.. "t:' , ,:,'yo~t,~uildfng:s --" 
", _~~.~{, ~0iidingh~at"yOu·:owh'):)r .. 
',~;-;' __ < 'are~fegalry 're5Po~~i~Je, for . 
. .. , -, ,-,'. 

'5$' 
":- ,J 

, rriade'up'of,two,d(kuments 
", . .;·'_iF.i.~:P~~_~~t)jic!6s~;~ ,-,' 

5t.3tement-im~:p'blicy,,,,:,: ' 
'p()~~lE{~pris):a_n~ a'ny':: 

,:--~suPpJ~rn'en.tarY':~:~$1 plJi 
, • yo_uf'cur'rent:schedu!"e: 

-- - ':'." - -- ,~' ,;) 0 t 

, -~-, 

-,. :' 



0 I !tric motors, 11 

general. 19-20 0 
acddental damage cover, n, 26 

when building total loss, 19 
tenant hardship, 21, 51 

liquid damage. 14 
accidental loss ordamage, 4. 11 excess loss of rent, 20-21 

tenants, S, 13. 21-23. 26 

additional cover, 16-18. 26 accidental damage cover. 11 terrorism, 29. 58 

al,lowable reletting expenses, additional cover, 16 f3 theft or attempted theft, IS. 44 
buildings, 45-46 

52,56 contents, 49 malicious act by tenant, 13. 58 total loss of buildin& 18, 19, 

answering Questions. 32 deflned,56 mortgagee discharge costs, 16 48,58 , 

applying for insurance, 40 Joss of rent, 51 
tsunami, 30 

0 
rent default, 52 e 0 theft by a tenant, 53 optional cover, 19-24, 26 .-" band money, 5, 46, 49, 5' when payabl~ 5 our commitment to you, 36-38 

unoccupied buildings, 33. 57 

.... ..1 building claims settlement exclusions to cover, 26-30 ~ 
\, 

45-48 explosion, 12 ~ 
~uilding5 cover, 8~ 33 periodic tenancy agreement, 

vandalism by tenan~ 13, 58 

bushfire, 12 G 22,56 variation of your policy, 41 

G 
fees for rebuilding. 17 personal information, 37·38 (i 
Rnancial Ombudsman Service police, reporting of incidents, 

cancelling your policy, 34, 41 (FOS),53 15,34,44 ' water damage. 15, 26 

changing your policy, 41 fire. 12 premiums, 42, .57 wind loss or damage. 14 

claim flood, 15, 26, 30, 56 privacy of information. 37·38 workers' compensation. 24 

haw 10 make. 44 0 ()) 0 seWing them, 45-53 
con.~e nts cover general exclusions, 29·30 rainwater, 14 your responsibilities to us, 33-34 

described, 9 General Insurance Code rebuilding fees. 17 
maximum amounts payable, 10 of Practice, 36 renewing insurance, 40 
"~jms settlement, 48-53 Glossary, 56-58 rent defaul! and theft by 

c~oling-off period, 36 grassfire. 12 a tenant, 21-23. 52. 53 

com'pla'rnts procedure. 54 Guarantee. 36 
rental agreement. 21. 22. 23, 51, 

.~ cOver when rental property 5457 ( 
}. sold,17 e responsibilities to us, 33-34 i, 

cyClone, 14 incident cover, 11-15, 32 ~ 
'·9' instalmelit premorum,42 settling a claim 

debris removal, 16 
Insurance (ootracts Act 1984, 32 buildings, 45-48 

'., intentional act 13 S6 contents, 48-51 
deliberate act, 13, 56 sole tenant death, 21,51 

'. de~~I~~~o~.~~ts, 3? .J) special contents, 10 - .,_-'_" ~_.~_._o. 

dispute resolution, 54 landslide or subsidence. 12, storm, 14 
?uo/ of disclosure, 32-33 14-15,26,29 Strata Title Mortgagee 

~ 
liability cover Protection, 23-24 z 

Q' ° exclusions, 27-28 0 
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THe insurer' - )yorkers' Com~ens3tion 

r( your home i~ in Westeln Australia, Tasmania or the 
Nwthern Terrifory, the Insurer providi(1g the Workers' 
Compensation optiollal cover is Ihsurance Australia 
Li(T1ited trading",s GGU Worke<s (ompensation. 
ABN 11 000 016 7~2. 

Tliis booklet conlains information ab6lit CGU's insurance 
prodjJcts and services. Tne infarQlatiO"n Was current at 
tlie aate of preparation. More infOrma!ian aiX1ut eGU's 
p'6~ucts and servkes, and up-ta'llate information ma be 
available oy ca1Ung 1315 32 or visiting cgu.cam.au. We will 
also give yO"" free pager coey afanyUpdates i[you 
request them. If it becomes necessary, we will issue a 
supplementary or replacement pos. ©2006 
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MEDIA STATEMENT 
22.02.11 

CGU responds to protestor demands 

CGU Insurance today responded to demands made by protestors outside its Grey Street offices in 
Brisbane on Friday 18'h February 2011. 

"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 was not previously made clear," 
said Peter Harmer, CEO, CGU Insurance. 

"In particular, I want to make sure it's clear that an individual site assessment Is available to all 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 disagree 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 been 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 don't 
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 to enable CGU to provide flood insurance in the 
fulure . 

Media enqUiries: 

 
 

AboulCGU 

ENDS 

   
  

CGU Insurance Is the targest providero( general insurance to Austral/a's roglonal and rural communities, a leading workers' 
compansfllion provider and ona o( Austral/a's teading commercial insurers. CGU offers a comprehensive range o( commercial, rural and 
personal insurance products through a network o( over 1,000 insurance brokers and authorised representatives. CGU has been . 
operating In Australia (or almost 160 years and Is part oflnS</rance Australia Group (lAG). 



Annexure 34 

• 

1110641091 \ 0508388 \ EZ002 34 



• 

From:  
Sent: Wednesday, February 23, 2011 2:53 PM 
To: Sally Doyle 
Cc: 
Subject: RE: Re Claim for  Gray Rd West End 

Hi Sally, 

In some cases, not aU, 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 an'angements 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: ego  
- The exact date & time of the caIl: 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 fmd 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 as I'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.au/> We put the You in CGU. 

Please consider the environment 
before printing this email. 

From: Sally Doyle [
Sent: Wednesday, 23 February 2011 1 :32 PlY! 
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To:  
Subject: Re Claim for Gray Rd West End 

Hi  

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 I can be provided with 
copies of all tapes of conversations with me? 

Tbankyou 
Sally Doyle 

************************************************************************** 
****** 
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 ifit is transmitted/received in error. 

Any unauthorised u'se, 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 ifit relates to health service matters. 

If you are not the intended recipient(s), or if you have received this email in en'or, 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. 

Ifnot 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, distIibution 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 
ifany 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 ofthe sender and not the views 
of the Queensland Govemment. 

*********************************************************~**************** 

******** 

The-infonnaHon transm1lted in this message and its attachments (if any) is intended onlV for the person or entity to which it is 
addressed. 
The message may contain confidential and/or privileged material. Any review, retransmission, dissemination or other use of, or taking 
of any action in reliance upon (his informaUon. by persons or entities other than the Intended recipient Is prohibited. 

If you have received this in error, please contact the sender and delete this e·mail and associated material from any computer. 



• 
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The intended recipient of 1hls e-mail may only use, reproduce. disclose or distribute the infonnalion contained In this e·mail and any 
attached files, with Ihe permission of the sender. 

This messago has been scanned {or viruses . 
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From:  
Sent: Wednesday, February 23, 20114:22 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 effort you have made to 
provide tllis has certainly made CGU more aware of the issues being faced by our customers 
during this difficult time. 

As n is cUl1'ently out of the office, I have escalated your enquiry to our QLD Claims 
Manager, who will take the time to look into any available call recordings for you. Ian' 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 Regards, 

.  
BCom (Ace, HRM) 
Claims Management Consultant 
QLD Landlord Claims 
CGU Insurance 

 
 

  

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

Please consider the environment 
before printing this email. 

From: Sally Doyle  
Sent: Wednesday, 23 FeblUary 2011 4:07 PM 
To:  
Cc: Peter Harmer; 

 

Subject: RE: Re Claim for 7 Gray Rd West End 

Hi  

It would seem that, at least some of the phone conversations I am requesting are in existence 
and have been refen'ed to by your CEO Peter Harmer in a conversation I had with him 
yesterday aftemoon, 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 office\tcrnplates\pf tcmplates\PF Finn Blank Docurnent.dot 
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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 recan, and certainly whatever 
recordings are in existence wiil 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. I received a message from you at 2.45 pm on Feb 1 2011 stating "this is  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 irrformed by you was the cause of damage and hence was not 
covered. 

Finally, after a lengthy verbal battie to try to be heard re my concerns at stormwater 
damage, you suggested  that I 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 struggle I had had to be heard on possible "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 hOlTendous. Subsequent to my 
phone conversation/s with you in early February, a visit from a local political representative 
and media interest occulTed. 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 I had never been 
advised an assessor would be an option or would be available. 

3. Given the absence of clear information to the contrary, 1 assumed that the answer to my 
claim was "no", and hence on Feb 1 0 sent an email to  at Rocksure requesting a 
letter of denial and a full copy of my policy. 1 was informed later that same day via an 
email from Therese tilat 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 am contacted 
with the offer of an assessment visit. 
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4. From lodgement of my claim (Jan 14) to Feb I when I was phoned by you,  
CGU did not return one of my phone calls. 

In the intervening time from when I had that phone conversation on Feb I 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. I 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 eGU 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 

Sally Doyle 

***************~********************************************************** 

****** 

• 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 eITor. 

Any unauthorised use, alteration, disclosure, distribution or review of this email is strictly 
prohibited. The infOlIDation 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 eITor, you are 
asked to immediately notify the sender by telephone collect on Australia +61 1800 198 175 

. or by retmn email. You should also delete this email, and any copies, fi'om 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 fOlID of disClosure, modification, distribution and/or publication of tlris 
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 



• 
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infmmation, harm or is infected with a vims, 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. 

************************************************************************** 
******** 

The information transmitted In this message and its attachments (if any) is Intended only for the person or eoUCy to which it Is 
addressed. 
The message may conlain confidential andfor privileged material. Any review, retransmission. disseminaUon or other use of, or taking 
of any action in reliance upon this information. by persons or enlilles othel than the intended recipient is prohiblted. 

If you have received this In error, please contaclthe sender and delete this a-mall and associated material from any computer. 

The inlended recipient of this e-mail may only use, reproduce, disclose or distribute the Information contained In this e-mail and any 
aUached files, with the permission of the sender. 

This message has been scanned for viruses . 
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C(iU 11l[;UrrHlCl! 
388 George Str .. t. Sydney, ~!SW, 2000 
I 02903895311 02 (1292 3434 

Ms Sally Doyle 
Middle Street 

Esk QLD 4312 

1 March 2010 

Dear Sally 

I am writing 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, I indicated that CGU was working 
towards individual site assessment at your property prior to you contacting the media about 
your claim, At the time, I made reference 10 Ihis being reflected in call recordings. 
Unfortunalely, I made 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 which 
is part of, due to technology limitations and, as a result, no recording was 

made of this particular call. I lIPologise for any confusion I have caused. 

I have attached a copy of th", file notes relaling 10 your claim. If you would like copies of 
available call recordings between you/your broker and CGU's Parramatta landlords Claims 
Team, we are happy to 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 involVing your broker relate to other customers' claims and will 
need to be deleted. 

Please contact James Merchant - National Manager, Claims directly on or 
 if you would like to access the available call recordings, or If 

you have further queries regarding your claim. 

Yours sincerely , . 

 
Peter Warmer 
Chief Executive Officer 
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From: 
Sent: Monday, 26 September 2011 4:37 PM 
To: Sally Doyle 
Subject: 
Attachments: 

RE: Request for Copies of Audio Tapes Regarding Sallyanne Doyle 
11IQRH044263_3_1_362075235_3_67.wav 

Dear Sally, 

I 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. I 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 calls to the Brisbane Flood 
• -.Iaims Team. 

Kind regards, 

James Merchant 
National Claims Manager, Personal lines 
CGU Insurance 

",ww.egu.com.au We put the You in CGU. 

Please consider the environment 
before printing this email. 

From: Sally Doyle 
• ent: Monday, 19 September 20111:08 PM , 

fo: James Merchant " 
Subject: Request for Copies of Audio Tapes Regarding Sallyanne Doyle 

Good afternoon, 

I 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 claim  
made against policy number  

I have made earlier requests for copies of said tapes, but these requests have not been followed up by CGU. In a 
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 

1 
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From: 
Sent: Morday, 26 September 2011 4:48 PM 
To: Sally Doyle 
Subject: FW: for Sally Doyle. 
Attachments: 111QRH044263_ 4_1_258229942_1Y9.wav; 11IQRH044263_2_344603538_3_67 _1_ 

361015577 _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, 

lames Merchant 
•. ational Claims Manager, Personal lines 

CGU Insurance . 

W\vw.cgu.com.au We put the You in CGU. 

Please consider the environment 
before printing this email. 

From:  
Sent: Monday, 26 September 2011 4:33 PM 
To:  
Subject: FW: for Sally Doyle . 

• dello  
Here is the approval to release the recordings. 
Regards, 

 

Administration Officer 

AFSL License No 237095 

Get Rock Solid Protection at the Right Price 
 East Street, Rockha pton 

Phone:   
1 
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CGU Insurance 
Decision Review Office 
GPO bOx 390D Melbourne 3001 
t (  (writer, direct) f 1300760683 
e ~u 

Miss Sally Doyle, 
 North Place, 

Acacia Ridge, 
OLD. 41 10 

• Dear Miss Doyle, 

() • 

Ciaim number: 

We refer tot)ie above matter,and your request for review. As part MeGU's Internal Dispute 
Resolutianprocess we have reviewed your case-and have concluded the following. 

Our review ofyaur claim has fuund ihat the matter in dispute is .the Claims Departillent's 
denial of your claiIll due to the. cause of the damage behlg flood which is excluded. from cover 

. by your cdu Lalldlords Residentialinsurance policy. Our reviel'< found ·that your ~sseliion 
that the water which inundated yow property at west Eridl¥asstorrrl\¥ater baddlowing fi:oll1 
drains as opposed to floodvyaterwaSthemairi 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 theinundatiori of "Vest End. The Bureau Of Meteorology . 
rainfall recOrds show that the pe.ak rainfall oCcUl'red on Monday the J oth January 2011 . 
Worley Pru'sons South East Queensland Weather EVent Repolt states that the rain fell on the 
9thJanuary 2011 through to J 6;00 on the 1 lID January 201 J with the peak rainfall being on the 
10m January 201.1, . 

TI1e Hydrologist's report by WorJeyPaisolls fur Gray Rd, West End [ouridthat. "The river 
gaugeil?fonnatiol1 indicates that revels ill the Bri.sbane Rh·er l1i!refii'Stqffecredby carcillnl'm' 
in(lol\1'l/rom as I'ar~v as Sunday 9th JamUl],Y 2911, uilh a gradual but stem/v ris.e in lei'el}; 
IIm!1 about 06:00 011 Tuesday 11th Jal111m1'. From this rime, bOlh gauges (at the m01lth <?f' 
Oxley Creek and Brisbane City) sho',va sleeper ris<! infloodlel'els. with eventual peaks of 
abollf 9.2 metres al arouJ1d 00:00 011 Tl11!I'SdCll' l3tli JaniwT1' 2011 at the 11101/r;1 of Oxlell . . . .' . .. .. 
Cred (md abom 4.5 inetres af around 03:00 0'-1 T/lIIrwlay 13' J,'111W1J' 201 J at the dly 
gaug~. ", .. " nU'i71ferpolared le",!1 il1 ;he Brisbane Rt;'er dfl'ecr(\: .soulh ofrhe property at 
01: 30 (111 Thllrsdav 13''' January 201lf<ls approxil1iaie(l' 6. 7mAHD: Tire 1 evel can be laken as 
the approxil11atej,eak fe"ff o(ri1eJal111(JJ1' 201 I flood el'em allhis loc,alton" 



When stoml 01' rain wateri9 the cause ofinundaf:ion to a propelty, the inundation "will occur at 
aroillld tbe same time as the peak in the rainfall.· However tJle data for the rainfall at your· 
premises demol1strate,~ that the tainfall had already peakedbefure the rise ofthe flood waters 
which inundated your property. 

Your CGULandlord's Residential insurance pOlicy defines flood as stated in thepolicy 
wording excerpt below; . . 

Nood 
The covering of norm air v dry I(lnd by Huler escapillg or released/rom the normal GOT?fines of 
awatercourseorlake,!1'hether or not it i1> mod{fjed Flood also inCludes HUre;' eseaping.fi·om 
the co,?fjnes 0/<11(1' resen'oir. channel. canal or dam, 

We note your contentiqn that the flood water was contributed to by water coming jj'om the 
drains. Despite the possibilitythatthete may have·been·ContJibutions by rain water mixing 
with the flood water. drain water or water released from the Wivenhoe·Dam, tile claimed 
damage to your prop~ywas the result of fioodas defined by yblir CGUumdIord's 
Residential Insurance policy. Theexdusion offload legally extends to encompass rain water 
mixing with flood water as an excluded circll1nstance,SimiJarly ifstoml water caIlnotdrain or 
flow into a river or watercourse (ali defined by the policy) because it is in ·f1ood, there is 
jUdicial authority to say that any 'inlindationby this storm water is in fact ·.flocid. In the case of 
drain water \vhieh is baek flowing, this can occur when the water kvel in Uw river, which the 
drain normally flows into,.rises alxlve the level of the inlietgullies ofthe drain, This has the 
effect of causing' the drain to baddlow up the piped drainage system 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.system or a mixtute of storm Ivatet and riv.er 
water. 

It is clear fro in the hydrologicaJ evidence that many, lfnot all,stonn waier drains eithetexit 
into tile sea or the ri~er/creek systei1J. Itq;ucha sitllation the stonillvater drain exit pornt in 
the creek! rivet (or sea) is at a point above the normal river height (even rivers:influenced by 
tidaJ v:i1'ia:tion), However Ifthe liver level rises above the stonn water outlet a back floW 
occurs in which the river water flows back up the stann water drainage system and discharges 
onto property. This: water is eithertiver water ora iiiiX1llre of stoml water and river wateT and 
this is the source of inundation.ofmanyofthe properties affected by these iniiiaJflows in 
Blisbane and IpsW\ch. Iilsuch cases itis C1toat that ttris ·is flood· water asdeflned by tbepolicy 
of insurance and as a result oftbeapplication of current Australian1aw, . 

The fl<iod water ClIme. from the watercourse. and themi.>ttirre of stonn water aod flood· 
discharging up through the silin'nwater sysfein is floodwater atld, as aconsequenc.e any 
property inundation caused by tlus water, resulting in property damage, is not covered. 

\Vh",re more .than one circumstance contributes to a loss. and one of th~,;;e causes is an 
exduded oircumstance, theinsurel'is entitled to r~ly uplin tile excluded. c1rcullistance to renlse 
the claim· Even in the event ihat therelnay have been coiuiihurions by rain water. drain water 
unable to escape or the Wivellhoe Daile tile' claimed damage 10 your prope.rtyhas been 

, 



,-. , 
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demonstrated to be the result of flood as defiJledby your CGU Landlord's. Residential 
insurance policy, Only in circulllstances where rain water is the sole SOl11:ce, of water, that is, 
WitllllO contrihution hy flood water or water.indtarns unable to' escape because {he river is in 
tJood, can your po.licy respond to claims for damage by rain water, 

. .. . 
PubliSheD aerial photography of the area taken on Thursday 13th January 201.1 (as the flood 
levels were receding) confirms that Bc(\ntilluOUS body of water existed. l'etween the Btisbane 
River and your property durulg the event 

In tbis insiance theHydrologist who inspected your prop~ty consideredfuat,"il1 my o1'inlOlT, 
the inundatiOn of the proper/]' at Gray Rd. Wesl End lll1S callsedb,l' Imter I!scapJng the 
conjll1es of The Brisbane River C"mlneL T7zls waI"r il1itiitlf;v backed iip The 10('a! dr'ainoge 
system, causing lIvter to: rise (JUT (!{the drainage pil located in the bad,ydrd ofthepl'operty: 
As The mOIter /evel in the Bri~bane River; continued to rI~'e,the('restof the local depression,in 
r"hich tlie property lies, was ()l>enoppecl. causing the property robe iil1l11dated directzvfrom 
the Brisbane Ril'er'\ 

The Hydrologist also investigated the possibility that IQcaJ inundation may have OC.cUITed . 
pfiorto inundaiion by the BriSbane flood WatCl's., Hcfotindthat therain \'lhichfell onthe91h 

and 10th of January was insufficieiit to have overtopped the kerb ,and paveIIlent near the pit 
and that in the even! of any overflow down the dliveway, the depth,woukihave been. 
insufficient toovertlow into your ba~emellt. Th.e Hydtologistcortcluded that, "inundation 
dwnage'To ire/iTS !rUhe bdsement as Ii result (~f'sto17I1HtlterfloH'son the·rjh (IIid 10''' qf January 
is high(v unlike/v". 

The insured propaiy lies. very dose to the Btisballe River, No evidence has been provided 
which suggests that stomiwater alone was the cause oftl\e loss, The Brisbane fl()Od was a 

. widely cOvered event in the media which affected many properties in the greater Btisbane 
area. The balance of probabilities on this fact alone suggests that your property's .inundailon 

. resulted fi'om the Brisbane flood. The factual evidence provided by Hydrologists 
demonStrates that flood was in fact the cause of your loss. 

Tn conelusio~ CG1) consider that the available daia and reports confirm that the water tbat 
il1unclated yourpropelty was caused by floodwater from the Brisbane River. As the cause of 
the dmnagewas flood wai:eras defined by your policy of insurance, the da,.onage caused by the 
t100d is /Jot Covered by your CGU Landlord's Residential insurance policy. 

We sincerely hop'e thattbisfurther cOllside,l'atioll of your claim andfinther explanation 
resolves the I1lBtter, however if you have re.Ievant information that we have not previously 
been given, please submit it to this department 3S soon 3S pOSsible fot coosideratiOl1. 



" . 
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Senior Case Manager, Decision Review Office 

You can telephone .this' dep'artment fo~ ~e cost of a lo~al'call from an~here in Australia on 1300 651 227 . 

Should.you h"'eno jbrrherinformationlhat you wish us to consider, you should tltke this as the fihnl dedsioD (if 
CGU Insurance. lfyuu still co1ltend tl,atour decisiOll.is inCOlTect you lDay reter ~]e matter to a solicitor, orif 
you come WWlin the definition of appJicarit as stated in the. Terms of Reference, you may'have The right to refer 
the matter to tile Finan~ial Ombud.qman Service Limited (FOS Ltd), at PO Bllx 3. Melbourne. 300 I. teiepllone: 
1300 i80 808. fux, t03) 96136399, web: "',''W.fos,or~.au. email: infoiiiios.org.au. 

FinanCial Ombudsman' Service Linlitedis independent and administers the external'segment of the general 
insurallce iD.dustry·s .lternar;"" dispute resolution scheme, approved by 1I1e 'Australian Securities and 
Jnvestments Commiss.ion. 

Please DotetllatFinancialOiutiudsrilari' serVice Linliied will not coll,ider your dispute uriless it is Jedged, by 
documenting the basis on ,'l4:Jich you cootend that.oU! decision is incorn!ct, before the earli~r expiry onile 
following tinle linlits: 

aJ wirllin six years ofthedate When you firsrbecame aware (or should reasonably have become .,,;"re) 
that yOu suffered a loss: and . 

b) within·two years oflbe date of Oitt.finai de¢i8ion. 

and Qlere are other'qualifying criteria .. 

please also note that·fue FOS bavereviewed cases offioed previously·ond have maillt.ined the 'insurer's positlbJi 
ill·cose. where the insurer has d.moDstratcd. that flood. as deJined' by the insurance policy. has ocCurred. 

\. 
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National· Manager-Dispute Resolution 
CGU Insurance Limited 

MELBOURNE VIC 3001 

Dear  

Financial Ombudsman Service Limited 
ABN 67 r~i 124 448 

GPO Box 3. Melbourne VIC 3001 
T 1300780808 
F 0396136399 
E info@fos.org,au 
W www.fos.org.au 

Dispute lodged'by: M!> Sally Doyle 
Casenurnber,:

 

Please find enclosed detailsofMs Doyie'sdlspute With CGUlnsurance Limited. 

What you need to do 

We ericourage you to contact MsDoyle within the next 21 days and discUss and 
resolve the dispute directly wiih them. . 

If you are ableto resolve the dispute directly within 21 days, please provide written 
details confirming how the dispute was resolved. 

IfYQU are unable to resolve the dispute directly, you Will need to provide a detailed 
written response fo the dispute within 21 days. You should include anexplai'tation of 
CGU .Insurance Limited's position and copies of all relevahHnform'ation and 
supporting dOCUrhents,incJuding a copy of any response to Ms Doyle. This should 
be provided to the Financial Ombudsman Service (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 dispLitesuch as this .. Please carefully check this guide and 
ensure that all relevant information and documents a're 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 

I 



Exchange of information 

FOS encourages parties to a dispute to exchange information as part of tryin'g to 
resolve the dispute, As is the practice in general insurance disputes; please ensure 
that a copy of all material included in your response is sent to MiDoyle. Only the 
material exchanged will be relied upon by FOS unless speCial Circumstances,apply 
as outlined in our Ter111s of Reference, 

Privacy 

We do not wish to collect third party or sensitive information lhalis not required. If 
you include sensitive infOr111ation or personal information about a third party please 
ensure that the informatiohis relevant to the disputEr. If the information is not 
relevant, please do not s(;!nd 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 between the parties, we Will use the most 
appropriate dispute resolutioh methOd to resOlve, the dispute. We may assist the 
parties to negotiate a resolution, or may conduct a concifiation conference Where 
appropriate. If a dispute cann9t be resol),'ed, by mutual agreement, we may iss'ue a 
Recommendation or Determinatipn. 

For more information on the FinanCial Ombudsman Service and how we deal with 
disputes, including our Terms of Reference <:ind Operational Guidelines, please refer 
to our website at ¥JW;V.f()s.()rg.au. 

Additional Information 

If you: 

• are unclear on how .to respond to this dispute 
, ' 

• requireadditionaltfme'to respond or 

• haveanyquestions 

please contactme A;, (03)9 or email meatV\  

Dispute Analyst ' 
Fh'lanc'ial OmbudsmanSetvice 

!'lnc. 
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Response Guide - General Insurance 

When you are providing your response to 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). 

• Your company's report on its investigation of the dispute together with copies 
of any related correspondence. Your response should include: 

0 Policy details 
0 Applicant's particulars 
0 The claim 
0 The vehicle/property/contents/sickness 
0 Details of previous claims 
0 Details of any alleged non-disclosure or misrepresentation 
0 Other relevant facts 

• 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. 

• 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 

• Copies of the following documents: 
0 Applicant's claim form 
0 Insurance proposal/applicant form 
0 Policy schedule applicable at time of loss 
0 Policy wording applicable at time of loss 

• Copies of other supporting evidence where relevant, including: 
0 All assessors' and adjusters' reports on liability and quantum 
0 All investigators' reports 
0 Colour copies of all photographs, or the originals. 
0 Underwriting guidelines 
0 Proof of application of underwriting guidelines (eg. Examples of 

declined proposals, renewals and statutory declarations from 
underwriters 

0 Medical reports/technical reports 
0 Valuations 
o . Witness statements/statutory declarations/affidavits. 

3 
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Online Dispute information 

FinanCial Ombudsman Service limited 
A8N 67131 12>1 4-'lS 

GPO Box 3. Melbourne VIC 3001 
Telephone 1300 780808 
fax 039613 6399 
Emaij info@fos.org.au 
Website wwwJos.org.au 

This form contains a summary of an Applicant's dispute. It is based on information submitted by an applicant when they lodge their dispute online with FOS . 
. ---- --_._---_.>-_._- .-------~-.-... --- --' -'--- ....... -.. -. - -_.- . '-' . , 
: FOS Case Number: . : 12  

._--- --' '-- .. ...: I Date Dispute Recorded by 14 September 2011 
I FOS: -----------r--------I ----, 
I Applicant Name: 
i 

1 Ms Sally Doyle 
I 1---'-.-.. --- - .. -.. - -... -

j Applicant's Business Name . 
.. (i.!.~p..pE~ableJ.:. ..... _ .... __ ._ .. _ L ___ "_'H_' __ • _______ .. , I I . • I 

i 

/
' Applicant Address & 
Contact Details: 

1 

I 

i C/- Consumer Protection Unit. Legal Aid 
j Queensland. GPO Box 2449, Brisbane. QLD, I Australia 4001 
~ Ph: 07-32383232 
, Email: 
: ! . ___ •.• _. , __ • __ .....J-.- __ ._ ....... _ ••. _ .• '_" __ . _ .. _ . _ ,_. 

J ! ! Representative Name i  lJ!f ~PEI}E~P!~L. ____ .. __ .~. _._. __ . _____ . ____ . ___ ................ ' __ " ... . 1 : Consumer Protection Unit. Legal Aid ! Representative Address : Queensland.GPO Box 
j.pet~ls Jl!ap-pJ!ca_~le): .... _._1. 2419.BrisQ~ne.g~Q.f\ust~a.!la.:4QQ.L.._ _. 
! 1 
: AccounUPolicyl I  ! Claim Reference Number: : 
· i .. ;---- .. --·-.. ------l-.. --.. -· .. ·-·- .. ·-·-
: Financial.ServicesJ?ro.vider·-!·CGUTnslJr13nce'Limlted·---, Name: ' 

Summary of Dispute: 

Queensland Flood Claim: FSP has refused the applicant's claim in a letter dated 5 • May 2011. The applicant initially lodged the claim in January 2011. The applicant's , claim was initially refused by way of letter dated 27 April 2011. The applicant 
! requested an internal review of the FSP's decision. The lOR process has now been 
I exhausted. 

• Please see attached the following documents: 
· 1. lOR refusal letter from FSP dated 5 May 2011 
• 2. Letter from FSP to applicant dated 27 April 2011 ....... - ...... -... ,' .--.- .... - .-.-......... ".-". 

i 

\ 



: Outcome Sought: 

• For the refusal to be overturned and the applicants' clairn to be paid. 
! 
1 __ • __ . __ "" '". ,,_" "",, ________ ._,, ______ " _ ,,_ "_,,."._ ,,_ "" 

• 

• 
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05/05/2011 

CGU Insurance 
Oecision Review OffiOG 
G bo~ 1 
I f 1300760683 

Miss Sally Doyle, 
North Place., 

Acacia Ridge, 
QLD,4110 

Dear Miss Doyle, 

Claim number:  

E51< 

We refer to the above matter, and your request for review.' As part ofCGU's lntemal Dispute 
ResoJuti.Oll process we hnve reviewed your caBO and have concluded the following. 

PAGE 21/24 

Our review of your claim hRS found' that the matter itl disjl\lte is the Claims Department's 
denial of your claimc1uc to the cause of the damage being flood which is c}lcludeil from cover . 

. by your CGU Lallcllords Residential insurance policy. Our review fuund that your assertion 
that the water which i~und;lted your property at West End was sto!lJlweter backflawing from· 
drail1.s as opposed to t'loodwater was the main issue in dispute. 

ill respect oflbe damage to your premises at Wcst End it was fuund by the Hy.<:1rolo,gist tbat 
the peak raintall had ceased prior to the inundation of West End. The Bureau of Meteorology .. 
rai.nfall records show that the peak rainfall occulTed on Monday the 10'" January 2011. 
Worley Parsons South East Quee.ol1J.nJJ.d We~ther Event Rejl0rt states that the rain fell 01'1 the 
91h January 2() 11 through to 16:00 ou the II~' January 2011 with the )leak rainfall being on the 
10th January 2011.'. . . '. .... . 

The Hydrologist's report by Worley Parsons for Gray Rd. West End found t.bat, "The river 
g@ge i'1f01?lfoiion indiccitii.f In,i'! leveis 'iii the. B,'isbiiiiia Riverwere.flr;il affiickc[bycatch1l1eiii 
inflov." FOIn as eaT'ly as SW1dc(V 9rh JCII1U41Y 21) 11, with (I gradual hut .. teady rise in levels 
until about 06;00 011 Tuesday J 1 fit January. Prom this lime, bOfh gauges (at the mouth oj 
Oxley Creek and .HI·lsbone City) show a Sleeper rise in flood levels, 'wirA even.tual peaks 0/ 
about 9.2 metres at around 00:00 0/1 .Thursday 13th Ja"ualJ,20J 1 at the mouth o/O.dey 
Creek and abnut 4.5 metres at aroulld 03:00 011 .rhLl1~,da" l3 rh Januan' 2011 at the citv 
gatlge. , .... "The ;r?I&Ip,rlalecl level in the Brisbane RiVe!: ail'ectly souih o.fthe plVpertj, (II 
01:30 on Thur:wlcly)3 JClnumy 201 m"1S apprOximately 6.7mAHD. The level can. be taken as 
the apptoximate peak level o/Ihe Jamra::v 2011 flood "vem at this loel/llon." 

\ 
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When stonnor rain water is the cause ofinulldation to a property, the inundation will occur aI' 
arouncllhe same lime as the peak in the rainfall. However the data tor the rainfall at your 
premises demonstrates that the rainfall had already peaked befLlre the rise of the flood waterS 
which lnul1dated yom property, 

Y01.l!' COU Landlord's Residential insurance policy defules flood as stated in the policy 
wording excerpt below; 

Flood 
The covering afnormanv dry land /J,v water escaping'or releasedfi'om the normal corr/ines qj' 
a watercourse or.lake, ,whelher ai' not it is modified. Flood also includes ""ter escapingfi'om 
the confines q( any resel1Jo/r. channel. canal Or dam . 

We note your contention that the {lood water was contributed to by wntel' coming from the 
drains, Despite the possibility tb.at there'may have been contributions by rain waler luixing 
with the flood water, drain water or water released from the Wivenhoe Dam, the claimed 
damage to your property was the result offload as defined by yow COU Landlord'o 
Residential in.surnll.ce policy. The exclusion of flood legally extends to encompass rail! water 
mi:odng with flood waler as 1l1.\ excluded c.1rcumstance. Similarly ifstonn water caMot drabl or 
flow into a river or watercourse (as defined by the policy) because it is in f.lood. there is 
j\ldicial aut-bonty to say thM uny inundation by this 8tonn:water is in fact f!ood. In the case of 
drain water which is back tlawing, this can. occur when the water level in tlle river, which tbe 
drain ncmlally flows into, rises above the l.evel of the iruet gullies ofthe drain. This has the 
effect of causing the dram to backflow up the piped drninage system 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 tbough the drainage system or a m1xtmc ofstol,n water and liver 
water. 

It j$ clear from the hydrological evidence that many, ifnot all, stoml water drains either mt 
into: the sea or tlle river/creek 'system, In such ~ situation the stann water drain exit .poinl in 
the creek! river (or sea) is at 3 poin.t above tbe nOJ)1lall'iver height (even rivers influenced by 
tidal variation). However jfthe river level,lises above the stann water outlet a backflow 
occurs in Wll\cb the river water flows back up tbe storm water drainage system and discharges 
onto property. Tliis water is either river water or a mixtlu'e of slann water and river 'wate)' aod 
tIlis is the ~ource of inundatioJl'of many ofth" properti(:S affccted by these initial flows in 
Brisbane and Ipswich . .In suci" cases it i.s cle.T that .this is flood 'Yater as defll1ed by th01lolicy 
of insurance and as a result of tbe application of current A.ustralian Jaw. 

Tne flood water came from the watercourse, and the mixture of s't0l11l water and flood 
discharging up tbroUgh Ihe' storm water system is flood. water and, as a CO.l.1seq\lence ony 
propc11y inundation caused by this water, resultil1g in property damage, i$ nol covered. 

Where more Ihan one circumstance contributes to a loss, and one oftb.ese causes is un 
excluded circ1.1mstaQco, the jnSlll:<::r .is entitleO'!Q rely upon the excluded circumstance 10 refuse' 
the claim, Even in the event that thcl'e may have b"etl contnl)utiolls by rain water, drain water 
unable to escape ot'-the W).vcnhoc Dam, the claimed damage to YOllT property has been 
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demonstrated to lie the result of flood as defined by your COU Landlord's Residential 
insurance polioy. Only in cirC:l1Il1stanees wher.e rain water is the sole som;ee ofwater, that is, 
with IJO contributiOJ' by t100d water or water in drains unable to escape because the river. is in 
flood: can your policy respond to clain)s for damage by rain water. 

Published a'erial photogra]lhy of the are~ take.n on Thursday 13ih January 2011 (ss tl,e flo~d 
levels were receding) eonfnm~ 1hat a continuous body of water existed betweelJ the Bri5b!l1le 
Rivet and your property during the event. . 

1 n this instance the Hydrologist ,1(ho inspected your property COllsiciel'ed that, "i" my Dplnloil. 
the imllldaiio71 o/the properlji til' Gray Rd. W$st End was caused by waleI' escaping the 

:collrmes o/the Brisbane River Channel. This water jnjtial~y bClcked tIP the l.ceal drainage 
.~ystem, causing "",tel' to rise DIll oflbe drainage pit/acMe(1 illlh.e baak)lard oftioo pl"Operty. 
A,y the water level ill the Brisbane Rivercontim,ed 10 !'/sl!. the 'C!'est.ofthe local depressiOI1, ill 
which the property lies .. 1+17" overtopped, CQ'lsll1g the property to be inundated d/really.fi·om 
the Brisbane River". .. . 

· The Hydrologist also ilwestlg~ted the possibility that local inundation may have occul1'ed . 
prior to inundation by the Brisbane flood waters. He found thot ~he rain which fell on the 9"' 

· and lOlh of J~).1Ua,.y was in~ufficjen.t to have ovettopped the kerh and pavement near the pit 
and that in the event of 311y overflow down th'e driveway, 'the depth would have been 
insufficient to over!1ow into your basement: the Hydrologist concluded that, "inulldaIiOl! 
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. .• (j' damage to ilem$ in Ihe basement «$ (1l'dI;lIlt q{stOI711'yvatel'jlo,v$ 0,1 the 9 (md 1 o/January 
is highly unlikely". . 

· The insured property lies very close to the Brisbane River. No e\~del1ce has been tiovided 
Wllich suggests that stqrmwater alone was the cause of the loss. Tile Brisbane flood was a 
widely covered event iri the media which affected many properties in the greater Bris~ane 
area. The balance ofpl'Obabilit.ies on this fact alohe suggests that YOUl' pro petty's inundation 
resulted fromtfte Brishime flood. The f.'c!ual evidence provided. by Hydrologists . 
demol1stratesChntfiood'WBS in fact.the ceuse OfyOllf loss.· .. 

In conclusion CGU con.~ider that the available data and reports Gorlfilln that the water that 
inundated your property was caused by fioodwatrJ' fro m tbe.Blisbane River. As the cause of 
the damage.was flood water as defined by your policy of insurance, th(j damage caused by tb.e 
tTood i,lnot covered by your COU LandloTd'~ Residential insUrance poJJcy. 

We sincerr.ly hope that thIs fultber co)JSit;leJ;lltion (lfY(lUr claim and further explanation 
resolves the matter, however if you have relevant information that we have not previously 
been given, please submit it to tllis departmcllt a~ SOOB as possible for consideration. 
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Senior Case Mallage!', Decision Review Office 

You can tQIQ~hona this department for the cost of a locilJ'cell fr6m enYVlhero In AUfllralla on 1300 651 .227 

Should you have nO further io,fonnatiort Ufot YOII wish us to Consider, you sb.ou\d Inke this 85 Ille final decision of 
COU Insurance. If you still contend Ihnt our decision is incorrcQt you may refer the nlat1cr to a ~OJiCitOT I or H' 
;you cOme Witblu tbe definition ofnppllcnntmlsteted in the TerlHs ofR£ii!!rmcc::! you may bave the right to refer 
Lhe Ill.ttcr 10 d,e Finnncial OJl,budsinall Service Lirrulcd (FOS Ltd). al PO Box 3, Melbo,,,', •• ;l001. lelephone: 
1300'780808. f.,,: (03) 96136399. web: www.fos.ore.au.emoil: i;.fo@fos.org.au. 

Financial OmbudsruaJi Service Limited is iudepel1.dent and adn,inistcrs tbe external scgmclll of the general 
ill$l.mmce industry's alt-e['J}~tivo dispute tc.10lutlon seltel1,l~ approved by 1i1e·A.\19t\'alj~n Securiticn and 
IOVe8t1llent.~ Conuui,~sion, 

J?lf)I\~e note th.t Finonoi.1 OrnbudsllJon Ser'vlce Limited will not cOJl~lcler your di.pule unles> it Is lodged: by 
docwmmting tllfl basic:; on which Y(1\1 contend thot om: declsloJ) 1s iJlcorrecl, l~c.forc dlC~ 1::3rUCr expIry of the 
following tlmo limit;: 

n) w(thilJ pix year~ of the: dllto when YOll :fin::t becan.\e flwtJ.rc (or should cea~onably have become aware) 
fu3i you suffered ~ io.f..); ond 

b) within two years of thE: date of OUT final decision, 

Dnd there arc other quaHfYiI1S criteria . . 

Pl¢C\sc olso nOI~ tlltJ.C:·the FOS helve reviewed cases offlood previously aDd have uudot.illned dlf.' il1~ura's posHio!) 
in ca$~ where the insurer h£l~ dcmon~b:atod t11at flood, as defined by the insurance policy, htls ~ccurrecl. . 
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27th April 2011 

MSSDOYLE 
NORiH PLAC~ 

ACACIA RIDGE OLD 4110 

 

E51( 

Dear Ms Doyle, 

Your Claim Number. 
Your Policy Number. 
Situation Address: GRAY ROAD WEST END OLD 

GPO BQx(1902 
BRISBANE OLD 4001 

ABN 2704 478 371 

Tel: 1S00 aanee 
Fox' 0731351413 

I am writing to you In relation to a claim you made for damage to your property on the 
12'h Janual)' 2011. . 

As requested I have reviewed your claim and after careful consideration of the 
Information provided, CGU Insurance has declined your claim for the following, 
reaSOrlS; 

Summary afthe decision 

The circumstances oftlle claim 
We received correspondence on the 10" FebrualY 2011 requesting 
reconsideration of your claim, 

Your policy coverage relatIng to the claim 
Your CGU policy covers Inundation by storm water but does not provide 
insuranoe ooverage for losses Gaused by flood. Flood Is clearly defined in 
your policy, for details you can refer to the glossal)' of your CGU horne policy" 

The Information we have considaredJn.making this.declslon 
CGU reviews each claim on Its Individual merits and we·do not deny claims 
lightly. We have carefully reViewed your claim; water has esoaped 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 (0 1all within the definition of Flood under the CGU 
Policy. . 

Furthermore, rlslrlg storm waters !hot can "not drain Into a watercourse 
because the walercourse is already in flood is also considered flood water 

OU-Y~.stor\S 
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The sou roe of {he inundation Is tram the Brisbane River. I refer to your 
definition of flood under yourCGU policy: 

Flood: 
The covering of normal dry land by water escaping or released from the 
confines of a watercourse or la/(e, whether or not It is altered or modified. 
Flood also includes water escaping from the confines of any reservoir, 
ohannel, canal or dam, 

Flood water that mixes with storm water run off Ihat inundates your property Is 
viewed as damage from floodwater. 

Based on your advice and Information available to us, we conclude thai Ihe 
loss forwhloh you have claimed was caused by flood. As a result we are nol 
in a position to pay your claim . 

As discussed I have referred your claim to the CGU Dispute Resolution team. The 
Dispute Resolution team wlllindependenijy review your claim and provide a decision 
within 15 business days of racelving 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 necesssl)' 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 10: 

eGU Dispute Resolution 
GPO Bo)(3900 
Melbourne 3001 

Tel: 
Fax: 
Email: 

Yours Sincerely, 

Team Manager 
CGU Claims 

Of..2- - V-ersittn $ 
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OUf Ref: 
Date: 

CGU lOR 

MAF(flood):1190470 
Tuesday, 2 August 2011 

CGU Insurance Limited 
PO Box 390D 
MELBOURNE VIC 3001 

Email:  

Dear Colleague 

Contact; 
Telephone: 
Facsimile: 
E-mail: cpuadvice@legalaitl.qld.gov.au 

Sally Davie -

The Civil Justice (consumer protection) unit at Legal Aid Queensland acts for the 
abovenamed 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 al! 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 weeks. 

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 ciaim. 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 discllssion with our client or 
agent upon which you rely to support the decision you have made. 

Yours sincerely, 

!. 

   
 

 
t 

Senior Solicitor/Consumer Advocate 
Civil Justice Services (consumer protection) 

4<: He:sctlel Slr~el 
8RIS8At.j"E OLD 4000 

Iclellhor'-e 130005 11 00 
'(JWV'I le~lltaid qld go .... au 

ASH: 69 06Z 423 924 

GPO BOX 2H!l 
~RfSeANE OLD 4001 

0): 150 BRISBANE OO'Nl'·..-CVI'N 
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Legal Aid 

AUTHORITY TO RELEASE 

TO WHOM IT MAY CQNC)::Rf\!. 

·~. 
(AS ADVISED BY LEGAL AID QUEENSLANDl. 

I, .... . .$."a. /!¥ .<1:.'/ 1{ ...... P.. t?:'f, .. Y ..... ........................................... . 
Hereby authorize you to provide my solicitorG ~\G nominated by Legal Aid Queensland 

with any documents or information in your possession as specified by Legal Aid 

Queensland. 

Signed: 

Dated: ..... .Ii?.J. ~. J.~.tP..! I. ............... . 

~ .... 




