


Oaths Act 1867

Statutory Declaration

QUEENSLAND

TO WIT

[, Matthew Jarrett, care of NRMA Insurance,. Grey Street, South Brishane in the State of
Queensland do solemnty and sincerely declare that:

1

I am employed by [nsurance Australia Group Limited as an Acting Claims Specialist
Manager - QLD, WA & SA, Direct Insurance - Claims, for NRMA Insurance
{We/Us/Our).

I provide this Declaration in relation to the request by Cominissioner Justice C E Holmes
to NRMA Insurance dated 9 September 2011 in relation to the Queensland Floods
Commission of Inquiry (Commissioner's Request),

My response to the Comimissioner's Request is also made having regard to the
correspondence from Jane Moynihan, Executive Director of Queensland Floods
Commission of Inquiry, to DLA Piper Australia dated 9 September 2011.

Background

4

At the time of the Queensland Floods (December 2010 and Januvary 2011), I was
employed by Insurance Australia Group Limited as a Home Claims Team Manager.

I have been employed by Insurance Australia Group Limited for approximately 8 years
since approximately December 2003.

Exhibited to this Statutory Declaration and marked Annexure A is a paginated bundle of
documents, which I will refer to as 'the Bundie' within this Declaration.

Exhibited to this Statutory Declaration and marked Annexnre B is a compact disc, which
I will refer to as 'the CD' within this Declaration. The CD contains copies of telephone
call recordings that We have been able to obtain; however, I note that telephone calls on
Assessors' mobile telephones, Team Managers' telephones and Customer Relations staff
members' telephones are and were (at the time of the Queensland floods) not recorded.

[ was not personally involved in considering and assessing the subject claim (referred to
below). To the extent that I do not have personal knowledge of any matters outlined
herein, I make this Declaration having reviewed and had regard to the business records
maintained by Us in respect of this matter. Where appropriate, I refer to these records
(including file notes, which are often recorded during or shortly after the event which is
the subject of the file note) and either extract the content of those records within this
Declaration or identify where the copies of those records are contained in the Bundle or
on the CD. 1 attach, at Appendix A, a Glossary of terms commonly used in these
records,




Policy documcnts

9 A copy of the Certificate of Insurance in respect of the subject policy is located at pages 1
to 6 of the Bundle.

10 A copy of the Home Insurance Building and Contents Product Disclosure Statement and
Policy Booklet which applied in January 2011 is located at pages 7 to 86 of the Bundle.

Subject claim

11 We received a telephone call on 12 January 2011 from Ms Campbell during which she

Iodied claim number ||l o her contents insurance policy number

A recording of this telephone call is contained on the CD and identified
by file name Campbell 12 January 2011. Our file notes of this conversation, as well as
other events that occurred on 12 January 2011 (including when We attempted to contact
Ms Campbell later that afternoon), include the following;

[12/01/2011 11:54:08, _856187, Teleclaims Consultant,
Parramatta TeleClaims)]

New File ; BNCHI1101154, BONUS user id: HT87,

[12/01/2011 11:54:08,-856187, Teleclaims Consultant,

Parramatta TeleClaims]

Incident notations:

GIVEN NAME=SHARRON
TNSURED DAY PHONE
INSURED MOBILE PH
CONTACT NAME=SHARRON
CONTACT PERSON=Insured

DAY PH CONTACT_
NOTIFIER=Insured

THIRD PARTY AUTHORITY NOT GIVEN
LODGED FOR CONSIDERATION ONLY
O/1 will write a list down of all the items and send through if it is covered.
ROOMS AFFECTED=Al

URGENT HOME CLAIM

EMERGENCY SERVICE=SES

Contents ¢laim nofations:

ITEM1=Flat screen TV - Panasonic
COST1=3500

ITEM2=Leather couch

COST2=6000

ITEM3=Laptop - Asus

COST3=3200




[12/01/2011 11:55:21, -356187, Teleclaims Consultant,
Parramatta TeleClaims]

claim valid:yes

incident covered:yes

MFP/AFP:0

X5:5200

NCB:10% foss = 15%

sis:sent

{12/01/2011 12:00:24, -856187, Teleclaims Consultant,
Parramatta TeleClaims]

advised claim lodged for consideration adn for her to take pictures of all
items in house and then dispose of them. i advised her claim lodged for
consideration.

[12/01/2011 16:44:59,-831344, Claims Consultant, Brisbane
CAC]

Storm Validation

Policy Carrent; yes

CLI Code: non critical

Excess: $200

Estimate: § 7000

Extent & Type of Damage: contents only

Fraud Check: 22 0 INCIDENT WITHIN 42 DAYS OF POLICY
RENEWAL DATE

Temp Accomm Required:

Builder/Assessor Allocated:

Customer Builder Offered:

Rang Ol, left msg on voicemail

I cannot finalise claim because -

OI to call back, validation, where did water come from {creek/over land?)
confirin damaged items and where they were (was tv on floor? how did it
get wet/how deep was the water?)

- need list of items/photos of damages. Any items restorable/repairable?
- x5 $200 to be deducted
*** Third party authority given tog **#*

[12/01/2011 16:45:22,- S31344, Claims Consultant, Brisbane
CAC]

Bring-up. Worklist Name: Group 4, Bring-Up Date: 19/G1/2011, Reason:
Bring-Up

- Awaiting response from Our Insnred.
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The reference to 'sms:sent' in the file notes above refers to the following SMS having been
sent to Ms Campbell's mobile number of_as two messages:

NRMA Insurance reference no BNCHI11/01154. For enquiries contact us

on: Ph [ Fax_ Hrs 8.30am-5.00pm Mon-Fri.
Please do not reply via SMS 1o tius message.

The telephone numbe_ referred to in the above SMS was a direct local
number to the dedicated Brisbane based Home Claims team. As a result of the floods

impacting Our Southbank offices in Grey Street, South Brisbane, this team was relocated
to other areas of Brisbane from 11 January 2011 until access to Our Southbank premises
was available again on 18 January 2011. During this period, calls to this number were
diverted to our interstate claims operations. Despite the high volume of calls as a result of
the Queensland flood events, call wait times and call abandonment rates were not
materially impacted. We nnderstand Ms Campbell may have experienced some difficulty
in getting through to Us, This did not, however, delay the handling of her claim.

We received a telephone call from Ms Campbell on 15 January 2011. A recording of this
telephone call is contained on the CI and identified by file name Campbell 15 January
2011. QOur file notes of this conversation include the following:

[15/01/2011 06:21:08, _ S16727, Teleclaims Consultant,
Parramatta TeleClaims]
Tnsured Sharron called returning our call - Water came from Bremer River -

All Contents and building damaged - water came up approx 2 feet from
second story ceiling.Insured has many photos - uo contents can be
salvaged.,

De you give permission for anyone else to act on vour behalf for the course
of the claim? = Yes,—friend_

Product Disclosure Statement and Postal Address

14

15

We do not have any records that indicate that Ms Campbell reqnested a new copy of the
Product Disclosure Statement be sent to her, including those records relating to the
telephone calls on 12 January 2011 and 15 January 2011.

Ms Campbell requestéd'that her postal address be updated in a telephone call on 20
January 2011. Ouwr file notes of this conversation include the following:

[20/01/2011 16:56:11, - $59270, DI QLD NRMA Home
Claims, Brisbane CAC]

OI called to advise that her neighbour has au nrma policy and an assessor is
coming out tfomorrow and can that assessor come and see her too as she is
next door? She didnt have assessor name or the neighbours policy. Advised
if she had assessor name/neighbour policy we can email assessor and
request this but no gauruntees.

OI also advised any mail fo be sent to- Brisbane Adelaide
Street, 4000

I cannot finalise

- Await assessment decision
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Unfortunately, Our policy records were not correctly updated following this telephone
call,

Ms Campbell confirmed her postal address again during a telephone conversation with Us
on 24 February 201 1. A recording of this telephone call is contained on the CD and
identified by file name Campbell 24 February 2011. Our file notes of this conversation
are referred to at paragraph 25 below.

Communication with Ms Campbell following the claim

18

Assessor

19

20

After Ms Campbell made her claim with Us on 12 January 2011 and prior to
determination of her claim on 18 April 2011, We communicated with (or attempted to
communicate with} Ms Campbell in person or over the telephone on numerous occasions.
Our records of these communications between Us and Ms Campbell:

18.1 are located at pages 87 to 90 of the Bundle, which are copies of file notes
maintained by Us in relation to this claim,

18.2 are referred to at paragraphs 11, 13, 15 and 17 above,
183 are referred to at paragraphs 19, 20, 22, 29 and 33 below,

18.4 include the additional file note:

[14/02/2011 13:15:42, _844171, Claims Consultant,
Adelaide CAC]

oi - Sharron called re decision on claim
advised awaiting decision to be made and she will be contacted
I cannot finalise:

-awaiting decision on flood coverage.

—assesson-a!located

On 22 January 2011, one of Our assessors telephoned Ms Campbell and inade an
appointment to vicw the property on 25 January 2011. Our file notes of this conversation
include the following:

Assessment, appointment made for Tue, 25 Jan 2011 11:00am.

A copy of this file note is located at page 88 of the Bundle.

On 25 January 2011, one of Our assessors attended Ms Campbell's property, took
photographs and completed the standard flood template which was required for all claiims
with possible flood damage. Located at pages 91 to 94 of the Bundle is a copy of the
standard Honie Storm/Flood Assessment femplate provided to all of Qur assessors, Our
file notes in respect of this inspection include that {ocated at page 88 of the Bundle, which
is as follows:

attended premises insured flood water reached a height of 1.5m on the
upstairs level of townhouse on the 11/01. flood template attached to the file
photos attached to the file insured has done a comprehensive list with,
quotes etc and photos on a flash drive. this information is in a a4 folder
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which is completely full there is no point scanning onto the file just yet as it
would take a day or so. i will keep this info at hand and wait until a decision
has been made before deciding on attaching to file

insured is aware of process

contents estimate approx $135000

await flood decision
Assessors and claims consultants were also provided with standard scripting to assist them
in answering common questions being asked by Our customers. The standard seripting
was updated from time to time. Located at pages 95 to 108 of the Bundle is a copy of a

sample of the Queensland Home Flood Catastrophe Event Process Document provided to
all of Our assessors and claims consultants.

Hydrologist Reports

22
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25

On 24 February 2011, We contacted Ms Campbell to explain that We would be arranging
a separate site-specific hydrology report because a regional hydrology report already
obtained by Us did not provide a clear deterinination for her claim. A recording of this
telephone call is contained on the CD and identified by file name Campbell 24 February
2011. Our file notes of this conversation include the following:

[24/02/2011 10:09:41,_ $55559, Claims Consultant,
Brishane CAC]

Claim Review

Have contacted O1 Sharon and have advised of scripting, She was happy for
the update,

¥She has requested Hydrologist report already
I cannot finalise:

-awaiting decision on flood coverage.

~assesso_ allocated..

We followed the standard scripting on page 10 of the Queensland Home Flood
Catastrophe Event Process Document located at page 104 of the Bundle.

To assist Us in Qur determination of coverage in respect of Qur customers' claims, We
commissioned regional hydrology reports to defermine the cause of damage to Our
customers' insured properties. Located at pages 109 to 140 of the Bundle is a copy of the
Brisbane Ipswich Hydrology Report.

We reviewed the Brisbane Ipswich Hydrology Report, aerial photo maps obtained from
nearmap.com and the information obtained from the customer and site assessments. In
many instances that information provided a clear determination of the cause of damage to
specific customers’ insured properties. In other instances, such information was not
considered conclusive. In that event, We commissioned a site-specific hydrology report
for these specific customers' insured properties.
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In respect of Ms Campbell's claim, We reviewed the above information, including the
Brisbane Ipswich Hydrology Report and the aerial photo maps obtained from
nearmap.com. From this review, We identified that Ms Campbell's insured property at the
time of the incident had been affected by riverine water, which is shown as brown water
in the aerial images. As a result of this, We determined that a second hydrology report
should be obtained,

We commissioned WorleyParsons to prepare a hydrology report for Ms Campbell's
insured property. WorleyParsons was the hydrologist that had cartied out the Brisbane
Ipswich Hydrology Report.

While causing a delay in processing the claim, it was considered appropriate for Us to
commission a second hydrology report to ensure that We were correctly informed and
made the correct decision in respect of coverage. Located at pages 141 to 150 of the
Bundle is a copy of the Bridge Street Hydrology Report by WorleyParsons dated 8 April
2011, WorleyParsons attended Ms Campbell's property on 18 March 2011. A copy of the
Bridge Street Hydrology Report was received by Us on or shortly after 8 April 2011 and
saved/registered to Our relevant claims handling database on 11 April 2011.

Provision of hydrologist reports

29

30

31

On 11 April 2011, We received a call from Ms Camphell seeking an update from Us on
the progress of her claim. Tt appears that this telephone call occurred prior to the receipt
of the Bridge Street Hydrology Report being acknowledged on Our relevant claims
handling database. A recording of this tefephone call is contained on the CD and
identified by file name Campbell 11 April 2011. Our file notes of this conversation
include the following:

[11/04/2011 10:20:54, -359447, DI QLD NRMA Home
Claims, Brishane CAC]

Oi Sharon called, wanting an update.
Advised no report yet but someone will be in touch.

Oi wants to be notified when report comes in, Qi also requested original
hydrologist report.

Spoke with stacey, she will call Oi when report is in and advised original
reports are not being sent out as we are not basing decision on this.

Advised Of of this
I cannot finalise
- await hydrologist report
- await decision on claim.
We did not base Our decision as to the cause of water damage to Ms Campbell's insured

property on the Brisbane Ipswich Hydrology Report. On this basis, We did not provide
Ms Campbell with a copy of the Brisbane Ipswich Hydrology Report.

We provided Ms Campbell with a copy of the Bridge Street Hydrology Report as that was
the report used by Us in making Our determination of her ¢laim.




Determination of claim
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All flood claims were determined by a panel of claims managers to ensure all relevant
information was taken into account. Ms Campbell's claim was reviewed and determined
by Our panel on Thursday, 14 April 2011.

Ms Campbell was notified of the determination of her claim on Monday, 18 April 2011,
This notification was made by telephone and letter. Our file notes of the telephone
conversation include the following:

[18/04/2011 10:05:23,_859796, DI QLD NRMA Motor
Claims, Brisbane CAC]

Tried to contact OI Sharron on 0438182447 - no answer - left message to
call back.

1180472011 10:40:22, [ 559796 o1 oo MRMA Motor
Claims, Brisbane CAC]

OI Sharron returned my call and I advised T wished to discuss her claim as
per below:

Good morning its -from NRMA Insurance. I am calling you about your
claim/s for property damage as a result of water damage.

As you may be aware your policy covers you for loss or damage fo your
home caused by storm; however it does not cover loss or damage caused by
flood

In processing claim(s} we always give our customers the benefit of an
extensive review. In your case this has included a physical assessment of
your property, aerial photos taken during the flood, utilising a QLD
Government website mapping areas that were impacted by flooding, along
with an external hydrology report specific to your property.

From the information collated we have concluded the cause of damage to
your propetrty was flood.

As such we regret that we are unable to cover your claim.

We will be sending you a letter to confirm this shortly - we realise you may
be unhappy with this decision and the letter will outline the next steps
available to you if you disagree with it. '

Do you have any questions about this?
Thank you for your time.

Sharron said that she would like a copy of the hydrologist report. She also
said that she was promised a copy of the original overarching report - T
advised that I would find out if that was possible and call her back.

Claim cancelled in CIS and BONUS.

A copy of the script followed above is located at page 151 of the Bundle.

On or about 19 April 2011, We sent a copy ot Our determination letter to Ms Campbell
together with the Bridge Street Hydrology Report. A copy of this letter is focated at pages
152 to 153 of the Bundle. It is standard practice to provide insureds with a copy of the
hydrology report velied upon with the decline letter.

When determining Ms Campbell's claim, We relied upon all of the information We
obtained from the steps We took as outlined above.




37 Ms Campbell was sent a copy of the Bridge Street Hydrology Report and had access to
the aerial images and Government Flood Maps that We used to determine her claim,
which are available publicly (via online means).

38 The determination of Ms Campbell’s claim was impeded by the time taken to obtain the
Bridge Street Hydrology Report. Across the industry, delays in obtaining hydrology
reports were exacerbated by difficulties in obtaining the release of relevant rainfall and
river level gauge data from the Bureau of Meteorology immediately following the
Queensland Flood Events and the relatively small pool of expert hydrologists available to
manage the volume of requests.

and I make this solemn declaration conscientiously believing the saime to be true and by virtue of the
provisions of the Oaths Aet 1867 (Qld).

ure 0f declarant

Taken and declared before me at Brisbane this Twenty-Second day of September 2011




Appendix A

cac = claims assistance centre

HH = reference to home building claim
HI = reference to contents claim

OTX ox O/I = our insured

XS =excess
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INSURANCE

Miss 5L Camphell

Bridge Sireet

- REDBANK QLD 4301

Dear Miss SL Carnpbell,

Thank you for c;hoosing NRMA Insurance. You will find
a summary of your policy opposite, and full detalls on
the following pages.

Next Steps:

" 1. Review the information on the following pages and

if you need to make changes call 132 132,

2. Make sure you understand your 'Duy of
Disclosure’ oh page 2. -

3. Please be prepared for your first instalment
payment to be deducted on 12 April 2010,

4. On payment, this docurment becomes your

Certificate of Insiirance, Please keep this
document in a safe place,

Save 10%
If you take out a Motor policy in addition to
your Home palicy, you could enjoy a 10%

Multi-Policy Discount. To see if we can help
you save, calf us on 132 132.

@+

2010-2011 Certificate of Insurance
Home Contents Renewal

~
YOUR POLICY SUMMARY

~ N

_ .

Page 1 of 4

Insurance Ausiralia Limited ABN 11 0G0 016.722 trading as NRMA Insurance

Policy number:

First instalment: | $111.77
Instalment due: {12 April 2010

Current policy | 11:59pm on 19 February 2010.

expires; Continue to pay by direct debit and
your new policy will commence

atomatically, .

Home insured:

L ———
m&idge Street, Redbank

The insured: Miss SL Gampbell

Cofttents: -
See page 2 for breakdown,

Sum insured: $155,155 i

Basic excess: | $200
See over for alf excesses that apply,

YOUR PREMIUM {includes goverament chatges)

Pay monthly: $111.77
You currently pay this way. Your next instalment is due 12 April
2010, Unless you eft us otherwise, we will continue to deduct
these instalmentsrom your account, You pay an extra $35.9%
p.a. o pay this way. :

OR

Pay annually: $1,160.28
To pay this way, please contact us before 19 February 2010 to
change your payment optioh.

YOUR DISCOUNTS

“Thank you for your [oyalty. These’ discounts have already heen
deducted from your premium.

26% No Claim Bonus Discount

YOUR OPTIONS }

The cost of these options is included in your premium.
Specified. Portable Valuables
Enguiries 132 13z Claims 131 123

Payments 131 44 Visit nrma.contay

HOMRNL Rsued 2t 334pm on 13/09/2011




NRMA

"

s,

2010-2011 Certificate of Insurance
Home Contents Renewal

CONTACT US
Enguiries 132 132
Payments 131 144

T Clail 131 123
INSURANCE Poiu:y number: HOM 343 017 805 \ﬁsiltmzli'mna.cnm.au
DUTY OF DISCLOSURE

When your Policy is renewed, varied, reinstated or
extended you have a duty, under the Insurance Confracts
Act 1984, to teli us anything that you know, or cotld
reasonably be expected fo know, is refevant to our decision
whether to accept the risk of insurance and, if so, on what
terms,

You don't have to tell us things that reduce the risk; are '

common knowledge:; we already know or, in the ordinary

‘course of our business, we ought ko know; or we indicate
" we don't want to know.

Who does the duty apply to? it is important that you
undersiand you' are providing information to us for yourseff
and anyone else that you want to be covered by the policy.

What happens if you faif in your duty? We may refuse
or reduce a claim and/or cancel your Policy or treat it as
never having operated. If you are in doubt, it is better to
give us the information rather than take the risk of failing in
your Duty of Disclosure..

YOUR POLICY DETAILS

The following pages list your Policy details. Please keep
this certificate, along with your Home Insurarice Product
Disclosure Staterment and Policy Booklet {PDS), in a safe
place. On payment these documents will form yolr Home

Insurance Contact. :

Valid from 11:5%m, 19 -
February 201G to 11:59pm, 19

Policy number

Your contract

February 2011
Premium Refer to Payment Schedule
The insured Miss SL Camphbell
Home insured - Bridge Street,
Redbank QLD 4301
The home

« is occupled by the owner who lives in the home

» is used for residential purposes and not used for a
business, trade or profession

+ {s watertight, structurally scund, secure and well
raintained

Security

The home has;

« double keyed deadlocks &/or steel grilles, 8&/0r key.
operated patio boits fitted fo ali externai accessipie
doors

» Keyed jocks &/or steel grilles 8&/or keyed shutters fitted
to alf accessible windows

Sutn instred :

Each year we increase your sum insured to take into
account the ncreased prices for replacing holssehold
contents. Please check that the amount below covers the
repfacement value of all your contents. Visit
nrma.com.ay/calculators for assistance,

Contents 155,155
General Contents 5146,055
Specified Portable Valuables . - 99,100

» Specified Porfable Vafuables
-pod . : . S400
- Hp Pavilion Wicescreen Laptop 53,000
- Hp Pavilion 13 Inch Laptop $2.200
- Asus Net Book Comp ~ 5700
- Mac Book 13# Black : $2,800

Key policy featores '

= replacement cover for your contents

» 510 milfion liability cover for incidents that happen
outside the site

Government charges

The following amounts are included in your premiurr,
GST 510501

Stamp duty 58346

EXCESSES

The following excesses apply to your policy:

« a $200 basic excess for each claim

Page 2of 4

You can reduce your premium by ehoosing a higher basic
excess. Contact us for an estimate.

Continued overleaf
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INSURANCE

2010-2011 Certificate of Insurance
' Home Contents Renewal
Poficy number: HOM 243 017 805

3

CONTYACT US
Enguiries 132 132
Payments 131 144
Chaims 131123
Visit nrma.comau

DISCOUNTS

Discounts you curvently receive

These discounts have already been deducted from your
premium, Please refer to the Product Disclosure
Statement for details on how they have been calcufated,
Flease check that you are receiving ali the discounts you
are entitled to. If there are any discounts you believe you
are entitled to that are not fisted here, please call us on
132132,

» 26% No Claim Bonus Discount*

- * Calculated after other discounts have been applied.

Addijtional discounts

For detaifs on how to qualify for the following discounts
contact us, or refer to the FDS.

« Multi-Policy Discount

+ Years of Insurance Discount

How to reduce your premium

« by installing an alarm that meets NRMA Ibsurance
specifications

OPTIONS

Options you have chosen
Following are the options you have chosen, Their cost has
beeh included in your premiurm.

. Spéciﬁed Portable Valuables

Options you may add

You may be efigible to add tfiese opfions to your policy.
Contact us for an estimate or réfer to the PDS for more
information, ’

« Fusfon of electric motors less than 10 years old
« Agcidental Damage

« Specified fterns

+ Unspecified Portable Valuables

INSURANCE HISTORY

Detaiis of inswrance and claim history for each insured
must be listed here, We need to know their insurance
history and any criminat convictions in relation to fravd,
arson, theft or burglary and criminat or wiful damage.

WMiss §1. Campbell, age 36

In the last 5 years
+ had no insurance refused, cancelied, treated as never

having operated, ar venewat not offered
+ had no claim refused

» has hot baen convieted of a criminal offence in refation
to fraud, arsor, thett or burglary and ctiminat or wilful
damage

In the last 2 years
« had no previous hoime insurance claims

PAYMENT SCHEDULE

Your monthly instalments will continue to be autormalically
deducted from your nominated account unfess otherwise
specified,

Make sure you have enough funds in your accotnt every
mohth to meet your payment, if we are.imable 1o deduct
your payrment, we may not pay any claim you make.under
this palicy, If your instalment due date is not a business
day we will deduct the relevant instaiment on the next
business day, :

1§ you would fike to change to an annual payment,
contact us.

The table opposite outlines your monthly instalments.

Page 3 of 4

Due date Amount GST Monthly
' before GST instalment
12/4/2010 $91.33 58,44 $99,77
12/6/2010 591,33 58.44 599,77
12/6/2010 $91.33 $8.44 $99.77
12/7/2010 $91.22 $8.43 $99.65
12/8/2010 591.22 $8.43 $99.65
12/9/2010 §9).22 $8.43 $99.65
12/10/2010 591,22 $8.43 $99,65
12/11/2010 5102.32 $9.44 $111.76
1271272010 $102.31 5946 511177
12/1/2011 $102.31 59.46 S11L77
12/2/2011 $71.13 $6.,58 77,71

Totals $1,016.94 593,08 $1,110.92

" Continued overleaf
HOMRHL tssued at 3.44pm oa 13484201 1
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CONTACT US

T 2010-2011 Certificate of Insurance Endui
! quiries 132 132,
N% == _ Home Contents Renewal Payments 131 144
INSURANGE Policy number: HOM 343 017 805 \Eﬂnirm:ﬂ"ﬁﬁ
ADDITIONAL INFORMATION

Making aclaim

i you need to make a claim, please call our dedicated
Glaims Team on 131 123, It's available 24 hours a day, 7
days a week, and it may help td have this document with
you when you call, '

Proof of loss and ownership
When you make a claim, we may ask you to provide proof
of ownership and value for an item - for example, a

receipt, valuation or photograph, So, make sure you keep '

these documents safe.

Transactiun conflymation
if you would like confirmation of any transaction made an
your policy, please contact us.

Page 4 of 4

Privaey of yeur information

The way we use and disclose your information is set out in
the Product Disclosure Statement, If you woutd like to
change your marketing preference, contact us,
Employees and representatives of NRWMA Insurance
An emnployee or representative of NRMA Insurance who
arranges this insurance is authorised to do so by us, and

in doing so acts an our behalf, not vours.

4
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CONTACT US

Yy " Dire i Enquiries 132 132
NRMA D[recfz Debit Request Chaies 132152
=== Service Agreement Clams 131123

INSURANCE

Visit nrma.cont.au

You have chosen to pay your policy by direct debit, This
agreemnent oullines the terms and conditions applicable to
your direct debit request. You agree to these teyms and
conditions unless you notify us otherwise before the first
debit day.

Definitions
account means the account held atyour financial

institution frotm which we are atthorised to arrange funds
to be debited.

. agresment means this Direct Debit Request Service

Agreement between us and you, snciudmg the direct debit
request.

business day and banking day méans a day.other than
a Saturday or a Sunday of a listed public holiday.

debit day tmeans the day that payment is due under your
NRMA Insurance product. ]
debit payment means a pa_’rticui'ar transaction where a
debit is made, according to your direct debit request. .

divect debit requast means the Direct Debit Request
between us and you.

us and we and our means insurance Austrelia Limited - -

ABN 11 000 D16 722 AFS Licence No, 227681 trading -
as NRMA Insurance, the company you have authorised fo
debit your account.

you means the customer{s} who provided consent to the
direct debit request agreement,

your financial institution is the financial institution where
you hold the account that you have authonsed us to
arrange to debit,

1.  DebRing your account

1.1 By providing consent to a direct debit request, you
have authorised us to arrange for funds to be
debited from vour aceount zccording to the
agresment we have with yol.

1.2 We wili only arrange for funds to be debited from
your account? -

s as authorised in the direct debit request; and/or

« according to any notice sent fo you by us,
specifying the amount payable for a product and
the date the payment is due,

1.3 If the debit day falls on a day that is not a banking
day, we may direct your financiat institution to debit
your account on the foliowing or previous banking
day. if you are unsure about which day your account
has or wil be debited, please check with yvour
financial institution.

Page 10i2 |
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Changes by us

We may vary ary details in this agreement or a
direct debit request at any time by giving you at
least seven days written notice,

Changes by you

Subject 1o 3.2 and 3.3, you may change the
arrangements-under a direct debit request by
eontacting us on 132 132,

If you wish to stop or defer a debit payment you

.. must contact us at least two business days before

3.3

4.2

4.3

44

the next debit day.

You may also cancel your request for us to debit
your account at any time by conticting us at least
two bus_iness days before the next debit day,

Your obligations

it is your responsibifity to ensure that there ate
sufficient clear funds available in your accountto -
atiow a debit payment to be made,

If there are insufficient clear funds available in your
account to meet a debit payment;

+ you or your account may be charged a fee
and/or interest by your financial institution;

s you or your account may be charged afee o
reimburse us for chargas we have incurred for
the failed transaction;

« 'you must arrange for the payment to be made by
another method or arrange for sufficient clear
funds to be in your account within the next seven
days or another time we agree with you so that
we can process the debit payment,

Piease check your account statement to verify that
the amounts debited from your account are correct,

If we are ffable to pay goods and services tax {GST)
on a supply made in connection with this agreement,
then you agree to pay us on demand an amount ’
equal to the GST included in the consideration
payable for the supply.

. Dispute

If you befieve that there has been an ervor in debiting
your account you should call us on 132 132 as soon
as possible so that we can resolve your query
dquickly. We may request written confirmation of the
transaction.

HOMRNL Yssued 2t 3.44pm om 13/09/201




Direct Debit Request

CONTACT US
Enquiries 132 132
Payments 131 144

= Service Agreement continued Clhims 131 123
INSURANCE : g Visit nrimacom.au
5.2 if ourinvesligations show that your account has 6.2 Warning: if the account humber you have quoted is

6.3

b.4

been incorrectly debited we will arrange for your -
financial instituiion to adjust your account (including
infevest and charges) accordihgly. We will also notify
yout of the armount by which your account has been
adjusted. ‘

{f our investigations show that your account has not
been incorrectly debited we wili respond to your
guery by providing you with reasons and copies of
any evidence for this finding,

Any queries you may have about an etror made in
debiting your account should be directed to us in the
first instance so that we can attempt to resolve the
matter between us and you, if we cannot resclve the
matter you can still refer'it to your financial
institution which will obtain details from you of the
disputed transaction and may lodge a clatm on your
behalf

Accounts
You should check;

» with your financial insfitition whether direct
debiting is available from your account as direct
debiling is rot available on all accounts offered
by financial institutions.

+ your account details which you have provided to
us are correct by checking them against a recent
.account statement. '

Page 20f2

7.2

8.2

8.3

incorrect, you may be charged a fee to reimburse
costs in correcting any deductions from:

« an account you do not have the authonty to
operate; or .
= an account you do not own,

Confidentiality

We will keep any information {including your account
detafls} in your direct debit request confidential, We
will make reasonzble efforts to keap-any such
Information that we have about your securs and to
ensure that any of our employees or agents who |

“have access fo information about you do not make

any unauthorised tse, modification, reproduction o .
disclosure of that information.

We will only disclose information that we have about
your; : '

« to the extent specifically permitted by law; or

+ for the purposes of this agreement (including

diselosing information in connection with any
query, dispute or claim),

Notice

i you wish to nofify us in writing about anything
refating to this agreement, you shouid contact us on
132 132 for the correct mailing address.

We will notify you by sending a rotice in the ordinary
post to the last address you notified to us.

Any notice will be deemed to have been feceived
two business days after it is posted,
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£37%.
L+

Cilaim Summary
Insured MISS SL CAMPBELL Claim - Risk EBRIDGE ST REDBANK
Number . Address 4301
Incident 11/01/2011 Incident ST Postal lBRIDGE ST REDBANK
Date Type Address QLD 4301
Policy Na - inception 19/02/2008 Claim CONTENTS
Date Portfolio
Sum 159,455 ($200 Excess) Policy 19/02/2010 to Bonus CANCELLED
Insured $ Period 18/02/2011 Stafus
Date Entered fEntered By Note Automatic | System
19/09/2041 18:17 File is now finalised. Worklist Name: Settlements Reason: Enguiry  {No CIS
19/09/2011 15.08 An e-mail was sent o No CIs
18/09/2011 15:07 File has been re-opened. No CIS
14/08/2011 13:06 Flood commission request completed and emailed to Melinda No Cis
‘ Mulroney
2670472011 06:56 | SN | Docurent NARLETT has bean classilied onto s fie, No IS
19/04/2011 12:5115 iLasi Proof of Loss Item Comipleted, Assessment Finalised Yes Opus
18/04/2011 08:51 File is now finalised. Worklist Name: Setllements, Reason: Enguiry  jNo CIS
19/04/2011 08:51 Claim Review No Cis
Have imparted Decline letter and Hydro Report.
Clalm is now finalised
19/04/2011 08,50 Document NARDOC has been classified onto this file. No cIS
19/04/2011 08:48 Document NARLETT has been classified onto this file, No Ccls
19/04/2011 08:48 File has been re-opened. No Cls
18/04/2011 1040 Claim status changed to {C] Yes Opus
18/04/2011 10; 40 File Is now finalised. Worklist Name: Recovery Group 7, Reason; No Cls
Bring-Up - Other
18/04/2011 10: 40 Ol Shamon returmned my call and | advised | wished fo discuss her No CIS

claim as per below:

Good marning its . from NRMA Insurance. | am calling you ahout
your claim/s for properly damage as a resuit of water damage.

As you may be aware your policy covers you for loss or damage to
your home caused by storm; however it does not cover loss or
damage caused by flood

In processing claim{s} we always give our customers the benefit of
an extensive review. in your case this has inciuded a physical
assessment of your property, aeniat photos taken during the flood,
utilising a QLD Government website mapping areas that were
impacted by flooding, along with an external hydrology report specific

fo your property,

From the information colfated we have concluded the cause of
damage 1o your property was flood.

As such we regret that we are unable fo cover your claim.

We will be sending you a letter to confirm this shortly - we realise you
may be unhappy with this decision and the {etier will cutline the next
steps available to you if you disagree with if. -

Do you have any guestions about this?

Thank you for your time.

Sharren said that she would like a copy of the hydrologist report. She
also said that she was promised a copy of the original overarching
reporl - 1 advised that | would find out if that was possible and calt her
back.

Claim cancalled in CIS and BONUS,

18/04/2011 10:08

11/04/2011 10:2C

Tried to contact O Sharron on_~ no answer - left No Cis
message to call back.
Qi Sharon cailed, wanting an update, No cis




Advised no report yet but someone will be in fouch.

Of wants to be notified when report comes in, Oi also requested
original hydrologist report.

Spoke with stacey, she will calf Of when report Is In and advised
ariginal reports are not being sent out as we are not basing decision
on this,

Advised Of of this
| cannot finalise

- await hydrologist reporl
- await decision on claim

88

29/03/2011 10:26

Bring-up. Workiist Name: Recovery Group 7, Bring-Up Date:
05/04/2011, Reason: Bring-Up - Other - Awaiting NRMA Decision

No

ClIs

28/03/2011 10:26

29/03/2011 10:24

Claim Review

Near Map Image: NARDOC 24/03/2011
Qid Flood Map Image: NARLETT 29/03/2011

| cannot finalise
- await hydrologist report
- await decision on claim

No

Cls

Document NARLETT has been classified onfo this file.

No

CIS

24/03/2D011 08:38

- Flood photos impered

No

Cis

24/03/2011 09:38

Document NARDOC has been classified onto this file.

No

CIS

24/03/2011 09:37

Document NARLETT has been reclassified from this file.

Mo

Cis

24/03/2011 09:37

Document NARLETT has been classified onig this file.

No

CIs

24/0212011 10:09

Tamzizor1 1315 | | N

Claim Review

Have contacted Of Sharon and have advised of scripting, She was
happy for the update,

*She has requested Hydrotogist report already

| cannot finalise:

No

Cis

-awaiting ¢egis d coverage.
-BSSESS0Y allocated
oi ~ Sharron called re decision on claim

advised awaiting declsion to be made and she will be contacted

| cannot finalise:
~awaiting degision on flood coverage.
-ASSES50T Hocated

No

Cis

7/01/2011 20:47 I SYSADMIN
271012011 19:47

Claim status changad to [P}

Yes

Opus

Bring-up. Worklist Name: Recovery Group 7, Bring-Up Date:
17/02/2011, Reason: Bring-Up - Awaiting assessment report

No

GIs

271012011 1947

Potential Ficod Claim

i have changed claim to F Semi Critical and pended claim

| cannot finalise:

~awaiting degist d coverage.
~85588507 allovated

No

CIs

2510172011 16:28 | 55301

attended premises insured flood water reached a height of 1.5m
on the upstairs level of townhouse on the 11/01.

Hood template attached to the file

photos aftached {o the flie

insured has done a comprehensive list with, quotes etc and
photos on a flash drive. this information is in a a4 folder which
is completely full there is no point scanning onto the file just yet
as it would take a day or so. | will keep this info at hand and wait
unti! a decision has been made hefore deciding on attaching to
file

insured is aware of process

contents estimate approx $135000

await flood decision

Na

Cpus

22101712011 12:19| 56301

Assessment, appointment made for Tue, 25 Jan 2011 11:00 AM

Yes

Opus




22/01/2011 12:19 55301

Assessor changed from [QLDSTORMTEAM] to [55301]

Yes

Opug 9

20/01/2011 17250158270

New Fleld Allocation to Case Manager [QLDSTORMTEAM] Assessor
[QLDSTORMTEAM]

Yes

Opus

2010172011 16°66 -

Ol called to advise that her neighbour has an nrma policy and an
assessor is coming out tomorrow and can that assessor come and
see hertoo as she is next door? She didnt have assessor name or
the neighbours policy. Advised if she had assessor name/neighbour
policy we can email assessor and request this but no gauruntees.

Ol also advised any mail fo be sent t , Brishane
Adelaide Street, 4000

| cannot finalise
- Awalt assessment declsion

No

Ci15

File has been taken off bring-up due to TeleClaims enguiry.

No

Cis

15/01/2011 06:21
15/01/2011 06:21

Insured Sharron called refurping our call - Water came from Bremer
River - All Contents and building damaged - water came up approx 2
feet from second story ceiling..Insured has many photos - no
contents can be salvaged..

90 you give permission for i your behalf for the
course of the claim? = Yes, friend) 0412735201..

No

Cis

Y2/02011 16145

Bring-up. Worklist Name: Group 4, Bring-Up Date: 19/01/2011,
Reason: Bring-Up - Awaiting response from Qur Insured

No

Cis

12/0172011 16:44

Storm Validation

Policy Current: yes

CLHl Coder non crifical

Excess: $200

Estimate: $ 7000

Exient & Type of Damage: contents only
Fraud Check: 22 D0 INCIDENT WATHIN 42 DAYS OF PFCLICY
RENEWAL DATE

Temp Accomm Required:
Builder/Assessor Allocated:

Customer Builder Offered:

Rang O, feft msg on voicemail

} cannot finalise claim because ~

Ol to call hack, validation, where did water come from {creek/over
land?) confinn damaged items and where they were (was tv on floor?
how did it get wet/how deep was the water?) -

- need fist of items/photos of damages. Any items
restorable/repairable?

- X8 $200 fo be deducted

*** Third party authority given tog, ***

No

cls

1270112011 12:00

advised claim lodged for consideration adn for her to take pictures of
ali items in house and then dispose of them.

i advised her claim lodged for consideration.

No

Cls

12/01/2011 11:55

cfaim valid:yes
incident covered.yes
MFP/AFP:0

X8:5200

NCB:10% loss = 15%
sms.sent

No

CIS

1210172011 11:54

New File : BNCHIT101154. BONUS user id: HT87.

Mo

cis

12/01/2011 11:54

Incident notations:

GIVEN NAME=SHARRON
INSURED DAY PHONE=
INSURED MOBILE PH=
CONTACT NAME=SHARRON . .
CONTACT PERSDN% ;o A
DAY PH CONTACT= '
CONTACT EMAIL
NOTIFIER=lnsured

THIRD PARTY AUTHORITY NOT GIVEN
LODGED FOR CONSIDERATION ONLY
O/ will write a list down of all the items and send through if it is
covered,

ROOMS AFFECTED=All

No

CiS




URGENT HOME CLAIM
EMERGENCY SERVICE=SES

Contents clafm notations:

ITEM1=Flat screen TV - Panasonic

COST1=3500

ITEMZ=Leather couch

COST2=6000

ITEM3=Lapiop - Asus
COST3=3200

80

Usér Detailé

Payrolt Numbe
CA
Work Phon

Emai

User Detalls

Narme System Admin

Payroll Number SYSADMIN
CAC Other
Work Phone {

User Details

Name System Admin
Payroll Number SYSADMIN
CAC Other

Emaif

User Details

Name

Payrol Number §
© CAC

Work Phone
Emait

User Details

Name
Payroll Number
CAC

Work Phone
Email

User Details

Name

Payroll Number
CAC

Work Phone




Storm water/Flood HOME ASSESSMENT REPORT 91

CRITICAL [] SEMI CRITICAL [] NON CRITICAL []
CRITICAL=Major repairs required — home unliveable, make
safe unfeasible -
SEM! CRITICAL=Major Repairs required — Home liveahle -
major make safe :
NON CRITICAL=Repairs required — Home liveable

NRMAL ] caul ] Racv[] saio[] saicl ]
Claim Numbet/s:
Assessment Date Assessment Time
[Jam Tlpm
Assessor Name

!

Insured’s name {FIRST AND SURNAME)

Address of damaged property

Postcode

Contact phone number/s

{ )

Sum Insured details

Buildings /! Contents 5/| Personal Effects 5/
5 E :

Excess

Bulldings Contents Personal Etfects
3 $ $

Damages Estimate

Buildings Contents Personal Effects
3 K L$

Mortgagee Details

| E———

GST information

ls any part of the Home / contents being used for business
purposes? :

No [ ] Yes [] If Yes, complete the Building/Contents Form

Condition of Property

Good [ ] Average [ 1  Poor []
Building number of [evels

Single [ ] Double [ ] Other [}

Version:. Oct 201G

is the property tarped or has one been arranged?

Is Temporary Accommodation Required? Yes [ 1 No
!Claims oarrange [ | Clientioarange [ 1

-

Has the dwelling been flooded before? if yes, when?
What was the entry point for the water?

What time did it enter the property?

Did it build up gradu-aily?

How long did it take for the water level fo rise?

Maximum inundation level? Measure by centimetres

[Internal External _|

What % of the habitable floor area was affected by water
0% [] o5 []  s0%l 1 75%l]  100%[ ]

How long was the property affected by water?

‘Which direction did the water come from? Where? E.g. Creek,

river, canal, run oft ete

What type of water entered the property?

Did you receive any advance waming that the property may
flood? i so what?

]

Were you forced to evacuate the property?

Did you leave on your own accord?



Storm water/Flood HOME ASSESSMENT REPORT

What time did you leave the property?

How lang did it take far the water fo disperse?

Was anything done to protect your property ar befongings?
Aﬁprox how much was saved?

‘ow long have you lived at the dwelling?

Were you aware there might be a problem with water here?
E.g. Flood Plain

if a new building, was the customer awate of flood requirements
prior o buitding?

Do your contents need storage?

NEXT STEPS OR ACTION REQUIRED (incl any UW action
aquired)
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Name:

Date:

Has a carpet restorer aftended? YES /NO

Name:

Dale;

Hydrologist Appointed? YES /NO

Name;

Dale:

{1 Hydrologist Report Reqyired

{1 Customer to provide list of items

Awalting BAR

[ 1 Awalting Safe to Enter

{1 Organise temporary accommodation

{1 Organise emergency payment

] Organise trade

Other details |1

Please nofe any special needs of the customer. Eg Ot in
wheel chair

Has a builder atiended? YES/NO

Versinn: Oat 2010

Additional Comments

RECOMMENDATION:

CONVERSATION WiTH INSURED TO DATE




BUILDINGS ASSESSMENT INFORMATION r
!buotes: Trade quoting [_] Customer Arranging [_]  Awaiting Reports from: __ Builder [_] Engineer 1

Scope of Works
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CONTENTS or-PERSONAL EFFECTS ITEMS
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Qld HOME FLOOD Catastrophe Event {December 2010 —
January 2011)

Last updated 31 May 2011 (9am)

NOTE: Any deviation from the following process or other queries should be- referred to your Senior or
Team Manager.
Recent changes have been highlighted in red.

Home Catastrophe ph:
Towed Motor ph:
PRIORITY LIST:

" Due to the number of distinct and separate events that have occurred within the overall event through
Qld, some claims have heen isolated and will be handled separately to the rest of the event.

 Brisbane’s Priorities are:

» Contacting customers for validation on Urgent & Semi Urgent lodgements
e Contacting customers for validation on Toowoomba Flash Fooding claims
e Actioning all new potential flood claims in Brisbane / Ipswich area

Interstate assisfance priorities are:
e Contacting customers for validation on all other BAU Storm claims & BAU claims
«  incoming customer correspondence {mail, documents and email boxes}

SUMMARY OF THE UNIQUE EVENTS:

Teowoomba Storm Claims

incident date of 10/01/2011 11/01/20113

Located to postcodes 4311 — 4401

Qld Staff will validate these claims due to the urgency and sensitivity of the event.
Toowoomba & Lockyer Valley claims were due to flash flooding.

Rurat Flood Claims

Iincident dates between 24/12/2010 ~ Current

located to postcodes 4402 to 4703

Townships include Emerald, Rockhampton, Bundabesg, Chinchilfa, Warwick, St George, Dalby, Gayndah,
Gympie & Maryborough.

These claims are potential flood claims. All queries to be emailed to Matthew Jarrett for delegation,

Brisbane & Ipswich Flood Claims

incident dates between 11/01/2011 — Current

Located to ail Metro Brisbane & Ipswich suburbs

‘Flood Scripting’ must be used for ALL validations on these claims.

BAU Storm & BAU Claims

All other Storm and BAU claims (all incident dates, majority SE Qid)

BAU Storm claims will comprise of areas outside the regions above and damage such as rain damage,
Roof damage, Lightning and Tree Impact etc.




STORM VALIDATION TEMPLATE

Ciaim Valid / Not Valid: Pending - Potential Flood Claim -
CLH Code:

Excess: .

Extent & Type of Damage:

Estimate updated: Y/N

Incident Date Correct:

Temp Accom Required:

Builder/Assessor Allocated:

- {cannot finalise claim because ~

XS § to be deducted
#+* Third party authority givento  ***

UPDATING CHII AT VALIDATION

It is extremely important to accurately determine the Criticality of each claim at the point of Validation.
If you are not certain, please refer the claim to your Team Manager. :

This means, on validation you must change the Urgent, Semi Urgent & Non Urgent codes using the CLI
function to the Criticality codes as listed below. Ensure CLH is updated on both the Buildings AND
Contents claim. Bonus will NOT update the other if only one claim has been updated.

IMPORTANT - POTENTIAL FLOGD CLAIMS {BRISBANE & JRSWICH CLAIMS)
CLH is to be updated as usual but with the letter “F” in front of the ¢lassification. For example:

o “FCRITICAL” = FLOOD CRITICAL
& “FSEMICRITICAL” = FLOOD SEMI CRITICAL
¢+ “FNON CRITICALY = FLOOD NON CRITICAL

NON - POTENTIAL FLOOD CLAHMS

Critical Semi Critical “ Nen Critical
Non-liveable || Home Inundated with water External Home Damage
Home inundated above waist ]{ Sub-standard living conditions Fence Damage
Major Structural Damage Minor Structural Damage | Jetties
Damaged Pool Fences Damage to most walls & floor Clotheslines
High Risk - Media Accommodation required later Garage Contents
Elderly / Disabled Part roof not water tight | Wet floors & skirting boards
I Safety Issues & Asbestos ! || Minor damage
| Sewerage | I
{_Co ntentious Claim | . ”
’_No Water Supply J
| Potential Total Loss l B

Note: The criticality of a claim (ie Critical, Semi-Critical or Non Critical) should not be changed after it is

initially applied at validation, unless it was incorrectly coded originally or the extent of damage changes. -

noti N - [ < =1y changes from “F criticality and vice versa.
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WORKLIST ALLOCATION & FILE MANAGEMENT;

_ Al files are to remain OPEN in CIS regardiess of whether a Builder or an Assessor has been allocated.

Notes are to be placed in Ci5 as these will tfransfer across to Opus automatlcaily
Discretion is requested for Bring Up types and timeframes.

Due to the number of unigue events which make up the overall event within Qid, claims from different
events will be separated within the worklists as follows: ' ’

Toowoomba Flash Flood claims to be referred to Recovery Group 5

Rural Flood claims to be referred to Recovery Group b

Brisbane & Ipswich Flood claims to be referred to Recovery Group 7

BAU Storm (SE Qld Rain) claims to be referred to Groups 1 - 10 (by last digit of Hi claim number)

" This applies to all Severities, including Critical & Semi Critica! claims.

PREFERRED BUILDERS

Builders can be smarted allocated on all NON-POTENTIAL Flood claims via OPUS.

Do NOT allocate a builder on a Potential Food claim.
Builders authority limits have now been reduced to 55,000 as of 1 April 2011.

Make Safes:

- potential Flood Claims: NO Make safe or emergency repairs are to be authorised on potent!al fload
claims, unless there is damage to a pool fence. Any instances of pool fence damage are to he directed to
and I /< will pay for basic permanent fencing to efiminate the risk.

- Non-Potential Flood Claims / BAU Storm Claims: if a make safe is required on a normal Storm claim,
allocate a preferred builder using smart affocation. Email the builder to notify of the urgency.
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ALLOCATION Of ASSESSMENT

The foliowing claims must be referred to an interna) assessor via OPUS:

s All “F CRITICAL” /” FSEMI CRITICAL” / "F NCON CRITICAL” {(notential Flood clalms)
» Al building claims where the estimated cost of repairs exceed $5,000

s Al theft building claims that the estimates cost of repairs exceed $1,000

o Allocate the claim as a FIELD assessment to “ABrishaneAssessor” in Opus.

MONITORiNG OF BAU CLAIMS IN CONTENTIOUS SUBURBS |
BAU validation template will be amended to include a check of all Theft, Malicious damage, Fire,
Accidental Damage and Escape of Water claims against a list of suburbs that have been identified as

contentious.

Claims Consultant’s to confirm if any new lodgements for these specific claim types are located in the
contentious ci burbs. as well as cross referencing any previous contentious claims.  Advise the
Team Manage%ho will review and escalate if required.

CARPET RESTORERS AND SUPPLIERS

Chemdry is in Toowoomba AND have been given authority to remove carpet where water damaged.
They will not atternpt restoration on any carpet.
They will also remove or restore Contents items only if they complete an Inventory.

suppliers can be sart allocated via Opus, however access to many areas is currently not available,

FOOD SPOHAGE

Coverage for Food Spoilage is as per the QLD PDS {version 03/11). See the scenarios below to determine
coverage: ’

o FOOD ONLY CLAIM (Customer does OR doesn't have AD Cover) - if the food is spoilt as a result of
a coverable incident causing a power interruption {eg lightning), the spoilt food is covered up to
the policy limit ($500), with NO excess, However, if the food is spoilt as a result of a power
interruption NOT due to a listed event (eg turned off by Energex, power surge), the spoilt food
can be covered IF the customer has AD cover, There will be no Emit however the AD excess will
apply.

« CONTENTS & FOOD CLAIM {Contents and Food Spoilt by a list event} — Covered up to the policy
limit, however an excess wilt apply to the contents claim.

e POTENTIAL FLOOE CLAIM (ie incident / event is NOT covered) - If the food is spoiit as a result of
a power interruption NOT caused by the deniable event (eg Power is turned off prior ta the flood
to avoid further damage to avoid flood damage), the spoitt food can be covered IF the customer
has AD cover. There will be no limit however the AD excess will apply.
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It Is therefore crucial that on validation, we chack to see if the customer has a valid claim for food loss by
having AD cover (especially if the claim is lodged for a deniable incident, as cover for food may stil!

apply).

Coles Myer stores may not be open due to flooding, so a cash settiernent may be preferable.

Ask the insured the value of food lost and settle with a Coles Myer card. f needed, encourage the
insured to take photos before throwing out the food. DO NOT request a list of food items, request a
value and negotiate what you feel is reasonable (Verbal POL).

VERBAL PROOQF OF LOSS LIMIT

Given the volume of claims, verbal POL is Critical.

FATALITY CLARMS:
_E—rr_lgi—_and_to add the claim to the Customer Issues Register [please note
EATALITY CLAIM in the subject line}. :

DEBRIS REMOQVAL ~ SWIMMING POOLS,

Given majority of these requests will be potentiai flood claims, coverage for removal of debris from
swimming pools is not allowed under the policy unless advised otherwise.

STORM CREATED OPENING:
. Inundation, overflowing gutters, wind driven rain, etc is covered under the terms of the policy. .
Where the policy exclusion “Storm Created Opening” appliesis stated as loss or damage caused by water
entering through: .
- An opening in the roof or walls that was not created by the storm - for example, the poor.
condition of the roof means the home is not watertight
- Any tarpaulins or fixings set up whilst the insured is renovating or altering the home

ASBESTOS

Refer ALL asbestos claims to Assessing, and classify the claim as CRITICAL.

FENCES

Do not allocate a builder for fence damage if it is the only damage claimed. Request the insured to get
their own quote.
For dividing fences in QLD, we will anly contribute 50% of the cost
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ENMERGENCY / TEMPORARY ACCOMMODATION & LOSS OF RENT,

When you identify customers that have been put into temporar accornmodation, please email the claim
number and accommodation timeframes through toﬂ This also
applies to fandiord claims where the tenant has vacated the property {Joss of rent).

For Potential Flood claims please refer to the scripting at the end of this document.

These claims will then be entered onto the Customer [ssues Register.

DISPUTES - FLOOT SPECIFIC IDR PROCESS
#f Customers dispute a flood decline, please inform your manager who will advise you of the dispute
process. :

DECLINE / CANCELLATION STATUS ON FLOOD / CONTENTIOUS CLAIMS
Claim status in Bonus is not to be changed on any contentious claim unless you are approved to do so by
your team manager.,

CONTACT NUMBERS

CAC Contacts:
Home Catastrophe ph

Towed Motor ph:
NRMA Home Claims =
NRMA Motor Claims
Gateway Fax =

NRMA Hore Claims Email Address
NRMA Motor Claims Email Address
NRMA Towed Motor Email Address

Other Useful Information:

Salvation Army Care Line {for customers who need counselling / someone to talk to} = 1300 363 622
Centrelink Disaster Assistance = 180 22 66 )

SES =132 500

Traffic & Travel (Road Closure Information) = 13 19 40 (or www.131940.gld.gov.au)

Energex {Fallen Power Lines) =13 19 62

Brisbane City Councit {Fallen Trees & Storm water drain issues} = 07 3403 8888

Brishane City Counci} website for usefut information = hp://www. brishane.gld.qov.auf

100




101

LEAVING MESSAGES

In times of high call volumes and wait times across the county, it is important that staff ensure they leave
a direct contact number, back to the correct team, when leaving any type of message to call back to
customers with existing claims.

This will avoid customers calling back via the general numbers, thereby waiting in a NCC fueue before

being transferred to the relevant CAC and potentially being asked to wait in their respective queue as
well,

FLOOD COST CENTRE

All Overtime should be submitted via ESS and allocated to Cost Centre 7300100,

MEDIA ENQUIRIES

Showld iou be approached by the media, please do not offer a comment, but instead refer them to
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ASSESSOR REQUIREMENTS AND GUIDELINES

OWRNERSHIP OF J0OBS:

The allocated assessor will be required to take ownership of the claim unti:
Building Claims
s The assessment is complete and
e The Builder is authorised 6r
s Settlement to the customer is made or decid.ed {cash settlement, ¢/o cheque or decline).

s The assessor will be asked to provide assistance if a variation is received and MUST be actioned
within 48hrs,

Contents
The allocated assessor will be required to take ownership of the claim until:

o The assessment is complete and the settlement has been discussed and agreed with the
customer. {This includes completing a fist of items for procurement].

o Claims Triage Team: to process the list of contents —ie. procure items, issue store cards, cash
settfements or ¢/o cheques.

All claims allocated to an interstate assessor will be tracked and reported daily to the executive team.
interstate assessors will retain responsibility for finalising their file until the stages as listed above are

complete.

CONTENTIOUS CLAIMS:

There are some areas where the damage is storm water run-off and some which wilt be declared flood.
Where there is a contentious area or claim. The flood scripting MUST be adhered to. Under NO
circumstances, should you give an opinton on which way you think the decision will go.

FLOOD TEMPLATE:
Flood template is not required If the claim is not coded with “F” criticality {NON-contentious claims).

HOME ASSESSING DAILY DEBRIEF MEETINGS

We will be holding daily debrief meetings at 4.30pm. This is to discuss what \,iou have experienced during
the day, how you are feeling, emerging trends & issues that arise and suggested.

These are held at Southbank or teleconference for those assessors working from a remote location. You
are required to dial in + - ccting code 725 455 6876,



GUIDE TO ASSESSING PONTOONS / JETTY CLAHWS
All claims for pontoons and jetties during the flood event should be con51dered contenteous and should be

referred to ||| G

Step 1: establish cover for jétfy

1 Determine if jetty is part of the site’. To determine this you wilf need to consider:
. Does the jetty touch the fand where the insured house is situated?
. Has the statutory authority given a legal right or legal controt to the insured for the Jetty?
2 If the jetty is part of the site, move to step 2 for building claim,
3 Determined is an\',ﬁ fost ttems hot attached to or part of the jefty were owned by the insured or a family

member. Move to step 2 for contents claim.

Step 2: establish cover for event’

1 Estabiish what‘caused the foss.
2 If loss was caused by Impact to the jetty or content by another item, move to step 3,
3 If Io;s was caused by force of water only, move to step 4.

Step 3: confirm impact cover

1 Establish what item impacted the jetty/contents. impact must be by one of the foilowing:
. external aerial, mast, flagpole or satellite dish,
. an alrcraft, vehicle or watercraft. -
. debris from space, or an aircraft, rocket or satelfite.
. a branch or tree.
2 If no impact by these any of these items, move (o step 4.
3 Determine whether the impact that caused the ioss oceurred within the normal confines of the river. if

yes, move {o step 5. if no, move to step 4.

Example 1, if o car strikes the mooring paint of the pontgon in the river where the maoring point usually
sits, this may be covered.

Example 2, if a tree branch strikes the jetty at the point of structural connection with the land and this
point is usually on dry land, this may not covered.

Stap 4: confirm accidental damage cover
1 Determine If customer has the accidental damage optional cover. If no, move to step 6.

2 If customer has accidental damage cover, determine whether the water impact that caused the toss
occurred within the normat confines of the river. If yes, move to step 5. If no, move to step 6.

Example 1, if the force of water ot the maoring paint of the pontoon in the river (where the maoring
paint usuolly sits inside the river) causes the ponteon damage, this may covered,

Exomple 2, if the force of water at the point of structural connection of the jetty with the fand {and this
paintis usuaily on dry land) couses domage to the pontoon, this may not cavered.

Step 5: seek confirmation from manager to admit ciaim

Step 6: seek confirmation from manager to den\,.r claim

! Sike is the fand where your home is located and the yard or garden surrounding it that you use primarily for domestic
residential purposes, at the address shown on your current Certificate of Insurance. The site includes any land or other area that
Youches your site and for which any statutory authority has made you responsible, but it does not include the nature strip
outside your home.

2 1t has been assumed that storm is not an event that caused these fosses.
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CONTENTIOUS CLAIMS — CUSTOMER HOLDING MESSGAES / Q&As

As yau know, we've been reviewing your claim to determine if we can cover the damage under the
conditions of our home policy. To ensure you receive the benefit of a thorough review, we've had an
ussessor visit your property to look at the damage and help determine the cause. We uolso engaged a
hydrologist to look at water heights and rainfall for the Bremer River / Brisbune River {choase upplicable)
to help us determine the cause of damage to properties. ' '

At this stage, the cause of damage to your particular property remains unclear. We want to continue to
explore alf information that’s available to us to give you the benefit of a more extensive review.

We’re now requesting a hydrologist provide information that’s more specific to your street/property
(choose applicable). We expect this may take a couple of weeks to complete due to the demand on
“hydrology services at the moment. :

{ want to assure you we understand you would like a decision sooner rather than later. You've already
been extremely patient throughout this difficult time, We, too, want to be able to give you a decision as
quickly as possible. - '

Q&As

I've heard you're already declining claims ~why can’t you tell me?

Once we have confirmed the cause of damage we're informing customers of our decision.

We engaged a hydralagist to provide an overarching report into the flooding that impacted the Bremer
_and Brishane River systems. The Information from this has provided a Jeve! of certainty for a large

number of properties impacted, however we require further clarification from the hydrologist in respect

to your propetty.

Until we have this clarification we cannot absolutely conclude the cause 6f damage to your property, so
we want to continue to give you the benefit of u more extensive review.

1 understand you would like a decision as quickly as possible, and we appreciate how patient you've been
throughout this difficuft time.

Why not just get the deciine over and done with?
{As above)
Once we confirmation on the cause of damage we're informing customers of our decision.
We don’t have enough information to determine the couse of damage to your property, so we want to
" conlinue to give you the benefit of @ more extensive review.
| understand you would like a decision as quickly as possible, and we appreciate how patfent you've been
throughout this difficult time.

Why are you covering some claims and not others?

We're covering claims in line with our home policy. In Queensiand, our home policy pravides cover for
storm damage, including stormwater run-off. Our policy doesn’t cover, nor do we charge a premium for,
river flooding.

Suncarp’s paying. Why can’t you?

Companies that are able to cover flood damage do so because they charge an additional premium for
flood cover. Our policy doesn’t cover, nor do we charge o premium for floeding, including river flooding.
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Why can’t you cover flood? :

Unfortunately, in Queensiand flood data is not widely auadoba’e I£’s too poor In teo many areas and too
inconsistent for us to be able to offer a flood product fairly and consistently to customers across
Queensland. '

i a customer is extremely distressed/ threatening self-harm/ sharing how it is affecting them
emotionally or financially, we can refer them to the Salvation Army for counselling help.

Suggested scripting:

f understand this is a really difficult time. Our community partner, the Salvation Army Emergency
Services, is providing counselling. | can give you the number for the 24-hour 5 alva’s Care Line - (07) 3831
9016

FLOOD SCRIPTING (POTENTIAL FLOOD CLAIMS VhLiDATiONSl
This scripting MUST be given to the customer on first contact for All Potential Flood claims:

Good Morning/Afternoon, its {insert name) calling from NRMA Insurance in regards to your claim. Are
you and your family safe? Do you have a few moments to discuss your claim?

To assist me in determining the cause of the damage, can | please verify some informationy [please
confirm the following]

e Do you know where the water has come from that has entered your property? [Describe the
incident]

a  How did the water enter your property? [through the roof or at floor level]

a  When did the water enter your property? {approximate date and time]

s  What is damaged? [confirm building and contents]

e Has the water receded, is your property accessible?

= [gather any other information about the water in the areq, how high, other houses etc]

i do need to advise you that your policy does NOT provide cover for tiverine flood damage but does
cover a sudden, excessive run-off of water as a direct result of a storm within your local area. Riverine
ﬂoodmg relates more to intense upper catchment rain resulting in lower catchment ﬂoodmg, ofien referred
foas sunny—day flooding”.

We are currently in the process of assessing all claims but at this stage, your claim is fodged for
consideration only. However, to ensure that we review your specific situation, a Home Assessor has
heen appointed to attend your property. Your assessor will be in contact with you shortly to arrange a
visit as soon as they can access your area.

We understand this is a difficult time for you and we are here to work with you through this event. Once

the assessor has attended and we have clarification on the cause of damage we will be in contact to
provide you with an update.
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TEMPDRARY ACCOMMODATION SCRIPTING {POTENTIAL FLOCD CLAIMS)

Can you pay for temporary accommodation?

Yes, we can pay for temporary accommaodation subject to us agreeing to the cost first. Your claim is
currently lodged for consideration so, when we are able to, we will determine whether your poficy
covers your claim. If your claim is covered, the temporary accommodation payment will form part of the
claim paid. If your claim is not covered, the temporary accommadation payment wifl be an ex gratia
payment.

Will | need to pay back the cost of the accommodation if my claim is denied?

if your claim is covered under the policy, your temporary accommodation wili be included as part of the
claim paid. However, if your claim is not covered under the policy you will NOT have to pay back the cost
of your accommodation {this is a cost that NRMA Insurance will bear for you on an ex-gratia basis).

Will | need to leave my temporary accommodation straight away if my claim is denied?

No, if your claim is not covered under the policy we will discuss your accommodation at the time. We
will cover the cost of your accommodation after this point untif you can find suitable alternative
accomimodation, up to a maximum of 14 days, on an ex gratia hasis.

When will you determine if my claim is covered?

We understand this is a difficult time for you and we are here to work with you through this event. Gnce
the assessor has attended and we have clarification on the cause of damage we wifl be in contact to
provide you with an update. ‘

Note: '

- Any customers placed in emergency accommodation must be emailed with the dlaim number to [l
B o record and add to Customer issues Register.

- The cost of the temporary accommodation must be reasonable. We have to agree that they are
reasonable rates prior to accepting the cost of the temporary accommodation. .

- Yor Potential Flood claims, please use your discretion as to the need. We will NOT cover costs for
customers to stay with family or friends.

- When arranging accommodation, first explore if the customer has somewhere to stay. If needed,
Atlantic Pacific may be able to assist with finding accommodation.
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" Q&A FLOOD SCRIPTING GUILDLINES

Am i covered for Flood?
Flood is not cavered by your policy; however we are reviewing each cfaim on an individ ual basis.

When will an assessar attend?
~ We have received a number of claims for this event, and have assessors in the area right now. We will be
in touch with you shorily to arrange an inspection, .

Can { throw out damaged contents (eg. Carpet)?

As your claim js lodged for consideration only, you need to bare in mind that the items damaged may not
be repaired or replaced. Feetl free to dispose of items as you begin the clean up process to avoid health
and safety issues but we ask that you please keep a list of these items and arrange photographs if
possibie.

How tong will it take to make a decision?
We understand that this is a difficult time for our customers and aim to have an outcome as soon as
possible, Unfortunately we cannot provide you with an exact time frame at this stage.

Do you think you might pay the claims ex-gratia like you did previously {(Emerald 2003})?
¥m not in a position to make those predictions.

What | can-say is that when we made the small number of ex-gratia payments in Emerald in 2008 we
stated they were one-off payments and that it wouldn’t be sustainable to continue to pay for flood
losses when we're not collecting a premium for flood.

Why are you covering spme claims and not others?

1 just want to assure you that we are actually covering claims in line with our home policy. In
Queenstand, our home policy provides cover for stormwater run-off and flash-flooding. An unforeseen
flash-fload - like the one that swept through Toowoomba, for example ~is covered under our policy,
Our policy doesn’t cover, nor do we charge a premium for, riverine flooding where floodwaters have -
flowed downstream after rains have stopped. : ' S

Why are you denying claims?
We are actually paying claims in accordance with our policy.

How do you determine the difference between flood and flash flood?

We would consider a flash-flood to be the sudden, excessive run-off caused by a storm in your focal area,
where as flooding is the water rising some time later at a different location, Sometimes it is difficult to
determine the difference, so we use independent hydrologists to make an assessment.
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We thought we were covered - isn’t it your responsibility to make sure that customers know that they
are exposed? . )

We agree this is a tragic event and know that people like yourselves have found themselves without
cover. We are very up front about what our policies cover and what they don’t. We inform anyane taking
out a building, home or landiords policy in Queensland that we don’t cover flood. This information is
reinforced in our policy booklet, which is sent to all customers when they take out a policy.

We've heen paying premiums for years only to find we may not be covered. How is this fair?

| understand your frustration. Howaver, i just want to assure you that we haven’t charged you or any
other customers for fiood cover., None of our customers have paid for something they’re not getting.
None are being denied coverage under their policy. We agree thisis a tragic event and realise you and
others have found themselves without cover. We have been up front about what our policies cover and
what they don't.

Why don’t you have a flood product?

We've been working for some time to ensure we have quality data to price flood cover fairly,
consistently and appropriately in Queenstand. Unfortunately, quality and consistent data isn't available
for more than 90% of catchments in the state.

Suncorg is able to provide flood cover —why not you?

{ can’t make any comments on what other companies do. From our perspective, the flood data is too
poor in too many areas and too inconsistent for us to be able to offer a flood product fairly and
consistently to customers across Queenstand.

Why have we heen waiting so long for a decision?

We understand your frustration and are genuinely working through claims as quickly as possible so
decisions can be made. This is an extraordinary event that has impacted a number of communities over a
number of weeks. We've brought in additional assessors from interstate and are doing everything we
can to expedite the process. '
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OVERVIEW

On the 7th of January 2011, a low pressure system formed off the south-east coast of
Queensiand. Over the following two days, this low pressure system moved closer to the coast
and intensified, forming a trough that extended from Mackay fo the NSW border. The presence
of a high pressure zone near New Zealand led fo an influx of warm maoist alr into the region. This,
in combination with the fow pressure system, led to the formation of substantial volumes of cloud.

On the 9th of January 2011, the low pressure system rapidly infensified leading to extensive
rainfall over the coastal areas of South-east Queensland. This rainfall cell progressed in a
westerly direction with the coast recelving continuous moderate intensity rainfall. By the 10" of
January 2011, the elevated upper catchment regions of the Great Dividing Range begart {o
experience more intense rainfall. This coincided with the southward movement of a monsocnal
low which joined the low pressure system that led to the rainfall.

While rainfall was aimost continuous along the coastal areas, rainfall in the upper catchment
showed a distinct increase in.intensity on the 10™ of January 2011. This led to the generation of
farge volumes of runoff.

In the high energy upper catchment, runoff flowed rapidly overiand through local depressions and
gullies, continuing along the many small stream channels in the region that forms the headwaters
of the Brishana and Condamine Rivers. Most streams were overtopped and adjoining areas were
nundated. Floodwaters discharged via the stream channels and as overland flow on both sides
of the Divide, leading to large scale inundation of overbank areas across the middle and lower
catchments over the following days.

Floodwaters discharging fo the east ultimately drained to the Brisbane River via the Lackyer
Creek and the Bremer River. Flooding of the Brisbane and Bremer Rivers occurred over the
period from the 11" to 12" January, leading to inundation of low lying areas of Ipswich and
Brisbane. »

This report summarises the meteorological conditions, rainfail and river responses within the
Brisbane River Catchment due to the January 2011 South-east Queensland Weather Event. it
focuses on affected areas downsfream of Ipswich, including the metropolitan area of Brisbane. |t
also provides an interpretation of areas inundated according to the Storm versus Flood
Categorisation System and flood data that was avaitable at the fime of writing.
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1. NMETEOROLOGICAL SEQUENCE OF EVENTS

On the 7% January 2011, a low pressure system derived from a monsoonal trough moved
southwards along the east coast of Queenstand 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 fo its orientation relative fo the monsoonal frough
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 8" of January to
form a trough that spanned from the NSW border to Mackay. Through the early hours of the

g January, this trough rotated towards south-east Queensland and generated large volumes of rain
as warm moist air was forced upwards over the region by a high pressure cell located near New
Zealand.

This process continued throughout the 9™ of January, with the trough reducing in span and generally
remaining stationary off the coast. Moderate intensity rainfall was experienced across the region
with the greatest concentration centred around the coastal sections of the Brishane and Cahoolture
Rivers Catchments.

Early on the 10"™ of January, the upper atmospheric trough dissipated. However, the low pressure
system intensified further and moved slightly closer to the south-east Queenstand coast. This led to
a brief cessation in rainfafi, particularly in the upper catchment areas to the west. At this time, a
maonsoonal trough descended from the north of Queensiand to the central coast. The low pressure
centre located in the south moved in a northerly direction where it merged with the trough. This In
combination with the orientation of the high pressure system feeding the region with warm moist air,
led to the further generation of large volumes of rainfail.

While not strictly an East Coast Low, the system functioned in a similar way, producing gale force
win_éis and widespread rain across the coastal region south of the low pressure system. Orographic
effects are likely to have exacerbated the effects of the rainfail In the upper catchment areas infand
from the coast.

Through the latter part of the 10" of January 2011, the low pressure system and monsconal frough
moved to the north and west, resuliing in the cessation of Intense rainfall across the eastern
catchments. On the following day intense rainfall occurred on the westem side of the Great Divide
as the systern continued to move in a westerly direction.

Figure 1 shows the progression of meteorological events leading to the generation of rainfall during
the South-East Queensiand Weather Event which extended from the 7" to the 10" of January 2011.
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Figure 1: Progression of Meteorological Canditions 3

Notes: The dotied knes represent a frough when present,
The circles represent a the low pressure cenire

Legend:
Date Minimum Low Pressure
23:00 7" January 1004 HPa
23:00 8" January 1005 HPa
11:00 9" January 1003 HPa
17:00 9" January 1002 HPa
23:00 9" January 1003 HPa
05:00 10" January 1000 HPa
11:00 10" January 1002 HPa
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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 g™ of January led o the
generation of sustained rainfall. Rainfall generally progressed from the north to the south extending
across areas of the lower Cabooiture Catchment which experienced the start of the storm from about
04:00 hours (recorded af Beerburrum). In the tower Biisbane River Catchment, the storm began
between 09:00 and 10:00 hours {recorded at Brishane, Redcliffe and Archetfield).

The accumulation of rainfall generally followed a similar patlern. Areas of the fower Caboolture
Catchment recorded up to 155 mm until midday on the 10" of January 2011, while areas of the
lower Brisbane River Cafchment 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 al Cape Moreion).

Over the next 12 hours the low pressure system moved in a northerly direction and rainfalt
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 folowing 35 hours was recorded in the lower
Brisbane River Catchment and up to 70 mm in the fower Caboolture River Catchment. This
indicates that the system was centred over the coastal areas of the Caboolture River Catchment.

In the central section of the Brisbane River Catchment and across the upper Caboolture Catchment,
the onset of the storm generally began with moderate infensity rainfall from about 10:00 hours on the
o™ of January 2011, However rainfall accumulations were generally lower than those expetienced to
the east, with generally no more than 75 mm recorded until midday on the 10" of January 2011
{reccrded at Amberiey). '

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

Further west, rainfalt showed a continuing trend to be iess intense prior to the amalgamation of the
low prassure system and the monsoonat trough, with rainfall beginning from 13:00 hours on the 8"
of January 2011, Accumuiations of between 60 and 70 mm were recorded untii approximatety 00:00
hours on the 10™ of January when the northward movement of the fow pressure system and the
alignment of the high pressure cell feeding the region led to the cessation of rainfall in the upper
catchment.

As the monsoona! irough moved south, warm moist air from the north ascended into the upper
atmosphere over these upper catchment regions. Intense rainfall began to occur in the upper
Brisbane River Catchment {recorded at Toowoomba and Gatton) from between 12:00 hours on the
“40th of January and 02:00 hours on the 11™ of January 2011.
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This and the onset of intense rainfall around Amberley, highlights the west-to-east progréssion of
intense rainfall in the upper Brisbane River Catchment over the 10" and 11™ of January 2011

Intense rainfalt took longer to occur in the upper Condamine River Catchment, beginning from

~ 13:00 hours on the 11" of January 2011 (recorded af Oakey). Over the following 36 hours, an

accumutation of up fo 150 mm was recorded. However, the rainfall infensity 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" of January 2011 {recorded at Warwick). Accumulations
of up to B0 mm were recorded in these areas over the following 36 hours.

Over the period from the 9™ until the 12™ of January 2011, the following totat rainfall accumuiations
were recorded:

v Toowoomba - 230 mim
= Beerburrum - 230 mm

=  Ambertley - 220 mm

= Qakey - 185 mm

»  Gaffon - 160 mm

= Brisbane — 176 mm

* Redcliffe ~ 170 mm

» Archerfield — 120 mm

s Warwick — 60 mm

» Cape Moreton ~40 mm

1!h

Figures 2 to 4 show the daily accumulated rainfalf in Queensiand from the 9" through to'the 11" of

January 2011.

Figure 3 shows the accumudated rainfall in Queensland for the week preceding the 13" of January
2011, .
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Figure 2: Daily Accumulated Rainfall for the 8% of January 2011
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Figure 3: Daily Accumulated Rainfalf for the 10% of January 2011*
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Figure 4: Daily Accumulated Rainfall for the 11 of December, 201411
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Figure 5:  Accumulated Rainfall for the Period from 7% to 13 January 20117 (Inclusive) which Corresponds
to the time when the Storm affected South-east Queensiand.

Time-varying rainfall data was obtained from primary gauges located in relevant towns in the
Brisbane, Cabooiture and Condamine Rivers Catchments of South-east Queensiand {operated by
the BoM). Data for the period from the 9™ until the 12 of January 2011 was compiled and is plotted
in Figure 6 as cumulative rainfall for each location.

 © Copyright Commonwealth of Austratia 2011, Bureau of Meteorclogy
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Figure 7 gives a measure of the rainfal! that Queenstand had experienced over the months prior to
the January 2011 weather event. This data essentially compares the recorded rainfall
accumnulations in Queensland over the last few months with all data that the BoM hoids for these
catchments {dating back o the early 20" Century). It shows that prior to the January 2011 weather
event, the whole south-east Queenstand region had experienced rainfall accumulations that were
very much above average with some of the highest accumutations on record.

Queenskardd Rainfal Deciles 1 October to 31 Detember 2010
Dishilsution Based on Gridded Daty
Produtt of Urs Malichial Climate Cenlres

Rainfail Bedle Aanpes

0

Avorage

X Batow Avetrigd
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Figure 7: Rainfall Deciles for the period 1st of October until 31t of December 2010t
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3. RUNOFF, OVERLAND FLOW AND RIVER LEVELS IN THE
BRISBANE RIVER CATCHMENT

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

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

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

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

Tahle 1; Summary of How Usual or Unusual the Peak Rainfali Intensity was at Key Lhcations in the

Affected Catchments
Rainfall gauge Regim_]ai'AliI Data (sub) Catchment L X
Lacation Location Location Peak Rainfall Intensity ARI
Brisbane Brishane {ower Brishane Between 1 and 2 years
Upper Brishane / Upper
Toowoomba Toowoomba Condamine Between 50 and 100 years
Oakey Dalby Uoper Condamine - Between 20 and 50 years
Warwick Warwick Upper Condamine Between 2 and 5 years
. Middle Bristane {lower
Amberey Ipswich Bremer) Between 10 to 20 years
Beerburrum Caboofture Pine-Cabociture Between 2 and 5 years

04262-43-REP-0001-02 Brisbane_lpswich Jan 2041 Event Report.doc Page 11 10101501262.43 02 1 Rev? 17th Febuary 2014
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This data shows that the peak rainfall intensity was most unusual in the region around Toowoomba
where it had an AR of befween 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 AR of between 20 and 50 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 fo rainfali that was
experienced,

Rainfall intensities were less unusual in the middle reaches of the Brisbane River Catchment, having
a peak ARI of between 10 and 20 years. However, rainfall of this frequency would have led to some
significant runoff and ovettand flow, with the possibility of overflow from small streams, However,
rainfall of this magnitude across the upper catchment could have been expected fo cause medium
sized streams in this region such as the Bremer River to overflow.

In the lower Brishane River Catchment, rainfall was not particufarly unusual, with a peak ARI of no
more than 2 years. Therefore the upper catchment rainfall wouid have been the primaty cause of
overflows of large sized sireams in this region such as the Brisbane River.

The Pine-Caboolture Rivers Catchment experienced a peak rainfall intensity that had an ARI that did
not exceed 5 years. This most probably did not lead to significant inundation as a result of overland
flow, but would have led to the smaller-scale overflow of small and medium sized streams in this
regfon.

This data shows that the upper catchment regions would have contributed direcily to the generation
of flow that progressed downstream and inundated overbank areas in the middle and fower
catchment. In other words, the rainfall in the upper catchment regions of the Brisbane and
Condamine Catchments led directly to the high siream levels in middie and lower catchment regions.

Equally important {o rainfall intensity is how saturated a caichment is due to recent rainfail as this
affects the rainfall infiftration and therefore the volume of runoff generated. A catchment that is well-
saturated with high antecedent soil moisture will lead to a more rapid accumuiation of yunoff resulting
in possibly more severe levels of inundation from overland fiow and streamns. -Figure 7 and the
associated commentary on page 10 indicates that rainfalt had been unusually high over the months
prior to the January 2011 weather event, with many catchments stil saturated from flows derived
from an exireme weather event that occurred near the end of December 2010.

Another important factor that significantly contributes to the response of the catchment is the spatial
size that significant rainfall occurs over. The greater the proportion of the catchment covered by
intense rainfall, the greater the volume of runoff generated within the catchment meaning that stream
levels would respond more severely.

During the January 2011 Weather Event, the entire Caboolture Catchment and a large majority of
the Brisbane River Cafchment experienced intense rainfall, which combined with the saturated
catchment condition, Jed to the rapid rise in stream levels that occurred. Conversely, only the upper
most portions of the Condamine Catchment were affected by the January 2011 weather evenlt,
leading to a more gradual siream level response along downstream reaches.

01262-43-REP-0001-02 Brisbane_pswich Jan 2011 Event Report.doe Page 12 301015-01262,43 02 Rev2 17th February 2041 -
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The following sections summarise the hydrologic, geomorphic and topographic characteristics of the
Brishane River Catchment-and ifs sub-catchments.

3.1 The Brisbane River Catchment

The Brisbane River basin is located in the South-east comer of Queensland where approximately
80% of Queensland's population resides. Several urban centres including Brisbane and Ipswich are
jocated in the south-eastern section of the catchment.

Figure 8; The Brisbane River Catchment?

The Brisbane River rises in the Brisbane Range which is located 40 kilometres east of Kingaroy.
Major tributaries of the upper Brisbane River include Cooyar, Emu and Cressbrook Creeks which all
enter the river from the east and travel in a south-easterly direction eventually passing into Wivenhoe
Dam. The Stanley River is also a major tributary of the upper Brisbane River. Itrises in the
Conondale Ranges southeast of Maleny and travels in a south-westerly direction through one of the
heaviest rainfall areas in Australia and into Somerset Darm and then eventually into Wivenhoe Darn.

2 © Austratian Government (Australian Natural Rescurce Afjas)
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The catchment above Wivenhoe Dam drains an area of approximately 7,000 square kitometres. The
total area of the Brishane River Catchment is about 13,500 km?, The catchment is characterised by
flat coastal plains and steep ranges. Streams in the west of the catchment are fast flowing high
energy streams that gradually decrease in gradient to form broader moderate energy systems that
meander across the coastal plain.

Land use is diverse in the basin, encompassing major urban areas along the coast, grazing, mining,
some intensive agriculfure and forested areas in the ranges. Due to population pressures, a large
proportion of the basin has been fully developed.

Lockyer Creek drains the upper catchment extending west fo Toowoomba and joins the Brisbane
River near Lowood, which is just downstream of Wivenhoe Dam. The Bremer River drains the area
extending to the south and flows through Ipswich before d:schargmg to the Brisbane River near
Moggill. It has an upstream catchment of approximately 2,000 k.

Intense rainfali in the upper catchments of the Lockyer and Bremer Valleys can lead to the rapid
increases in stream water level and inundation of the adjoining floodplain. In contrast, the upstream
catchment of the Brisbane River is large and requires intense rainfafl over a substantial area in order
to generate rapld rises in river water level, '

Flooding in the Brisbane City area can also be caused by flooding of [ocal creeks such as Oxley and
Butimba 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 caichment rainfatl well before any significant flooding of ihe Brisbane River.

3.1.1 Lockyer Creek Sub-Catchment

The Lockyer Valley is a major sub-catchment of the Brisbane River catchment. Lockyer
Creek and its tributaries have a totai catchment area of about 2,800 square kilometres, which
is about one-quarter of the total area of the Brishane River catchment.

Lockyer Creek flows in an easterly direction for about 100 kilometres from the Great Dividing
Range o its confluence with the Brisbane River near Lowood. Its major tributaries include
the Laidley, Tenthill, Ma Ma and Buaraba Creeks, which have sub-catchment areas
equivalent to about half of the Lockyer Creek catchment.

3.1.2 Bremer River Sub~catchment

The Bremer River Catchment is also a major sub-catchment of the Brisbane River. i rises in
the Macpherson Range and has a caichment area of about 2,000 km®. The major fributary is
Warrill Creek, which joins the Bremer River approximately 10 kms upstream of Ipswich.

Heavy rainfall in the Macpherson Range can cause maijor flooding of rural arcas 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 flocding in
urban areas, Flooding in the jower reaches of the Bremer River can also occur due to
backwater flooding from the Brisbane River when it is in major flood.
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4.
4.1

4.2

INTERPRETATION OF INUNDATED AREAS

General

The following sections rely on the summary of meteorological and flooding conditions provided
in the previous sections to characterise the impacts of the January 2011 South-east
Queenstand Weather Event on reported inundation at ipswich and Brisbane. Upstream
catchment rainfall data was used to characterise stream level response. Local rainfall was
referenced to determine the potential for runoff and the nature of overland flow.

Interpretations were typically based on the recorded or predicted response of the primary
stream channels downstream of Ipswich; that is, along the Bremer and Brisbane Rivers. in ail
cases there is the possibility of exceptions, especially where smaller tributaries, streams or
drainage channels exist.

The interpretation was based on the response of the primary stream channel with reference to
the Storm versus Flood Categorisation System as defined in Appendix A and by McConnell
(2010},

The interpretations given represent the “most likely” outcomes based on available
meteorological, rainfalt and river level data, and will naturally have “grey areas” around the
borders where interpretations may change as a function of any localised responses to rainfall
and river levels.

(n addition, at the time of writing, the Bureau of Meteorology {fthe BoM), which is the owner
and operator of many Queensland river gauges, had not officially made avaitable all river level
data recorded during the January 2011 South-east Queensland Weather Event.

The interpretations provided cover the portion of the Brisbane River Catchment extending
downstream from l_owood to the coast. This includes the lower Bremer sub-catchment which
extends from Amberley through ipswich {o the Brisbane River confluence near Mogill {refer
Figure 8). The interpretations should be read with reference to the Figures B1 fo B3 which
are contained in Appendix B. '

Assessment of Classification

The January 2011 South-east Queenstand Weather Event led io extensive rainfall across the
western sections of the Brisbane River and l.ockyer Valiey Catchments. Rainfall recorded
across the upstream catchment at Toowoomba, Gatton and Amberley had the greatest impact
on water levels in the lower Brisbane and Bremer Rivers. As discussed above, rainfafl
intensities at Toowoomba had frequencies of between 50 and 100 year ARI for a range of
storm durations.

Rainfall gauges located in the lower catchment at Archerfield, Brisbane and Redcliffe indicate
that rainfat was less intense in the lower catchment and smaller accumulations occurred
cornpared with those recorded in the upper catchment areas (particularty in the Lockyer sub-
catchment).
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Figure 9: Localify Map showing the extent of the Brishane and Bremer sub-catchments covered by this
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] Brisbane River Catchment (highiighted in red).
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Rainfall began in the lower catchment at approximately 9:00 hrs on the 9" of January 2011
with retatively minor intensities and accumuiations occurring untit 16:00 hrs on the 11" of
January 2011. A total rainfali accumulation of 120 mm, 170 mm and 165 mm was recorded at
the Archerfield, Brisbane and Redcliffe, respectively. Within this period, rainfall accumuiations
slowed from 10:00 hrs on the 10" of January 2011 until early on the 11" of January 2011,
after which time the intensity of rainfalf increased again (refer Figure 8).

Notwithstanding, an assessment of this data indicates that peak rainfall intensities over this
period did not exceed an AR! of 2 years.

This highlights that the storm produced less intense rainfall in the lower compared to that in
the areas to the west and north. White some local drainage systems may have been

.overwhelmed by the runoff that was generated, it is unlikely that a significant number of
properties at ipswich and downstream along the Brisbane River would have been affected
directly by runoff or overland flow,

The elevated levels that were observed in the lower Brishane River were primari%y' a response
to the intense rainfall that occurred in the upper catchment areas to the west, including heavy
rainfall in the headwaters of the Lockyer and Bremer Rivers, cosmbined with releases from
Wivenhoe Dam. Although, affected by signéﬂcént inflows from the Bremer River sub-
catchment, the ultimate peak levels along the lower reaches of the Bremer River were the
result of backwater floading from the Brisbane River.

A river level gauge on the Brisbane River at Mount Crosby, which is approximately 10 km
upstream of the confluence of the Bremer River, recorded a steady rise in levels that
exceeded the BoM's "Moderate” designation at 04:00 hr on the 10" January 2011. This initial
rise in river water levels was the result of initia) catchment-wide rainfall that started as early as
the 9" January. ‘

The hydrograph generated from the Mount Crosby gauge record (refer Appendix B) shows a
clear change at approximately 09:00 on the 11" of January 2011, at which time levels began
to increase more rapidly. This was likely a result of the arrival of inflows from the upper
Lockyer Creek Catchment. Flood levels surpassed the BoM's “Major” designation at
approximately 16:00 hrs on the 14™ of January before peaking at approximately 26.0 metres
gauge height at 10:00 hrs on the 12" of January 2011.

Levels recorded at a gauge on the lower Bremer River at ipswich show a distinct similarity with
those recorded at Mount Crosby on the Brisbane River, which is only a short distance
upstream. The data shows levels rising steadily on the 10 of January, surpassing the BoM's
"Minor” designation at 16:00 on the 10™ January and the "Moderate” designation at 04:00 on
the 11" of January.

This initial response is most likely a result of direct catchment runoff into the Bremer River and
backwater flooding from the Brisbane River in response to the steady rainfafl that had '
occurred across the wider caichment since 9% January.
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4.3

However, at approximately 11:00 hrs on the 11" of January 2011, levels began to increase
more rapidly, surpassing the BoM's “Major” designation at approximately 14:00 hrs and
continuing to rise anather 8.0 metres to peak at a level of approximately 19.6 metres gauge
height at 12:00 hrs on the 12" of January 2011. The shape and timing of this peak indicates
the ultimate influence of backwater flows from the Brisbane River on flooding of the lower
Bremer River.

A gauge on the Brisbane River at Moggill shows a similar response {o that of the Brisbane
River at Mount Crosby and the lower Bremer River. This gauge is located about 5 kilometres
downstream from the Bremer River confluence.

Gauge records show a steady rise in levels on the 1 0™ of January and then display an
increasingly rapid rise from approximately 11:00 hrs on the 11" of January.

Levels surpassed the BoM's “Minor”, “Moderate” and “Major” designations at approximately
14:00 and 20:00 on the 11" of January and 04:00 on the 12" of January, respectively. A peak
flood Jevet of approximately 17.8 metres gauge height was recorded at 14:00 hrs on the 12" of
January. '

Further downstream, a gauge located on the Brisbane River at Brisbane City recorded a
largely tidal hydrograph up o the 10™ of January which was progressively dampened on the
11™ of January, in response to the arrival of flows derived from the upper catchment. Levels
surpassed the BolM’s “Minor” designation of 1.70 meires gauge height at approximately

12:00 hrs on the 11" of January, continuing and surpassing the BolM's “Moderate" and "Major”
designations of 2.60 and 3.50 mefres gauge height at approximately 02:00 and 08:00 hrs on
the 12" of January, respectively. A peak level close to 4.5 metres gauge height was recorded
at approximately 02:00 on the 13" of January.

Conclusions

Cormparison of the response of the Brishane and lower Bremer Rivers with the intensity,
temporal and spatial distribution of rainfall in the upstream catchment, indicates that the
ipswich and Brisbane Metropolitan Areas are considered to fall within Categories 4 or § of the
Storm versus Flood Categorisation Scheme {refer Appendix B).

That is, properties affected by overflow of the Brisbane or Bremer Rivers downstream of the
confitence of the Bremer River and Warrill Creek, would fall within categories 4 or 5. The
westerly extent of this area is highlighted in Figure 1.
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Figure 10: View of the Bremer sub-catchment supeﬁmpnsed over a satellite map and Indicating the
approximate westerly extent of the region cover by this report {shown hig hlighted in green).
This boundary effectively coincides with the confluence of the Bremer River and Warrill Creek.
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Appendﬁx A

Classification Scheme

This scheme describes aspects of the meteorojogical event and subsequent flow of water that led io
inundation af the region of interest. It classifies inundation broadly by its origin e.g. a walercourse or
overiand flow and the timing of maximurn inundation depth relative to critical rainfall of the meteorological
event. Where Category 1 describes inundation sccurring during or very soon after intense local rain and
is not related to a watercourse and Categories 2 — 5 describe watercourse-based inundation where the
timing of inundation varies according to where the rain fell and the nature and size of the upstream
catchment.

Table 1: Storm Classification {to be used in concert wifh the accompanying descriptions)

Rain in Local SubSequ?nt Subsequ?nt
Category Storm River System alocal  overland floodplain floodplain
inundation inundation

area  Inundation (short timeframe}  (fong timeframe)

Cafegory 1 is essentially heavy localised rainfall leading to averland flow, usually during or very soon
after the rainfail. The jocation may be near a small stream but the stream is not the cause of inundation at

the region of interest.

Category 2 relates to small to medium streams at the location being considered {up fo 70km in length
and 3000 km? in area) under heavy regionai rainfall where overland flow occurs initially, followed a short
time {up fo several hours) later by excessive flows inundating ihe floodplain of the stream.
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Category 3 relates to a medium sized stream at the location being considered where the rainfall is ,
concentrated in the upper (steeper) catchment, there is no local overland flow but the stream exceeds its
channet capacity and occupies the floodplain within a short timeframe of the critical rain {lypically 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 jower
catchment resuits in flooding commencing some time after the criticat rainfall (typically more than 8 hours
for medium sfreams and a day or more for large sireams).

Categdry 5 is the classic ‘sunny day’ flood where rainfall in the upper catchment of a large river system
generates flooding in the middie 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 typically generate a category 3 outcome because of a rapid
response by the stream, but with a lower intensity longer duration rainfatl would generate a category 4
ouicome characterised by a delayed response.
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Appendix B

Application of Classification System

This section provides a visual representation of the response of the Lockyer, Bremer and Brisbane
Rivers to the intense rainfall that occurred during the January 2011 South-east Queensland Weather
Event, It provides a basis for determining the Storm versus Flood Classification that should apply o
most areas of Ipswich and Brisbane,

Lockyer Creck and Brisbane River

The following figures show the relevant rainfail asscciated with the central and upper Brisbane
Catchment aligned temporally with the response of LLockyer Creek and Brisbane River from upper o
fower catchment af selected gauges. These figures highlight where the transition between
Categories 2/3 and 4 occurs with reference to the Storm versus Flood Categorisation System.

From this data, areas upstream along Lockyer Creek of Rifle Range can be interpreted as being
within Category 2 or 3 while those downstream of Savages Crossing on the Brisbane River are
within Category 4 or 5.
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Bremer River (and Warrill Creek)

The following figures show the refevant rainfall associated with the central and upper Brishbane
Catchment aligned temporally with the response of the Bremer River and Warriil Creeks from upper
to lower catchment at selected gauges. These figures highfight where the transition between
Categories 2/3 and 4 occurs with reference to the Storm versus Flood Categorisation System.

From this data, areas upstreai’h along the Bremer River above Walloon would be classified as

- Category 2 or 3, while those downstream of One Mile Bridge would be classified as Category 4 or b.
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EVENT QVERVIEW .

On the 7" of January 2011, a low pressure cell derived from @ monsoonat 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 o
the generation of significant rainfall at this time due to its orientation relative to the monsoonal
trough located o the north and a serles of high pressure systems located fo the south-east.

Throughout the 8™ of January 2011, the low pressure system remained relatively stationary. It
eventually moved closer to the south-east Queensland coast and intensified on the 9" of January
to form a trough that spanned from the NSW border fo Mackay. Through the earfy hours of the gt
of January, this trough rotafed 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
Zeatand.

This process continued throughout the g of January, with the frough reducing in span and
generally remaining stationary off the coast.

The intensification of the coastal low pressure system on the 9" 6f January led to the generation of
sustained rainfall across coastal regions of south-east Queensland within the lower Cabooiture
and Brishane 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 ecross
areas of the lower Caboolture River Catchment. In the lower Brishane River Catchmerit, the storm
began between 09:00 and 10:00 {recorded at Brisbane, Redociiffe and Archerfield). The
accurnulation of rainfalf generally followed a similar pattern, with areas of the fower Caboolture
River Catchment recording up to 156 mm untif midday on the 10" of January 2011, while areas of
the Brisbane River Catchment recorded hetween 75 and 130 mm.

Over the following 12 hours the low pressure system moved north and rainfall accumutations
decreased markedly. However, as the low pressure centre merged with the descending
monsoonal frough, significant rainfall was generated over the region. A further accumulation of
hetween 30 and 40 mm over the following 36 hours was recorded in the lower Brishane River
Catchment and up 1o 7€ mm in the lower Caboolture River Catchment, indicating that the focus of
the system was on the Caboolture River Catchment in these coastal regions.

While not strictly an East Coast Low, the system functioned in a similar way, producing gale force
winds and widespread rain centred on the coastal region south of the centre of the low pressure
cell. .

in the most upper sections of these catchments, rainfall was less intense prior to the
amalgamation of the low pressure centre and the monsoonal frough. Rainfall began from 13:00 on
the 9" of January 2011, with accumulations of between 60 and 100 mm recorded until midday on
the 10" of January. The northward movement of the low pressure cell and the alignment of the
high pressure ceil feeding the region, led to the temporary cessation of rainfail in the upper
caichment.
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To the east, in more central regions of the Brisbane River Calchment and the upper Caboolture
River Catchment, the onset of the storm generally began with moderate intensity rainfaf from
10:00 on the 8" of January 2011. However, rainfall actumulations were generally lower than
those in the fower catchment, with generally no mare than 756 mm recorded untit midday on the
10" of January 2011 (recorded at Amberiey).

As the monsoonal trough moved south, warm moist air from the north ascended info the upper
atmosphere over the upper regions of these cafchments, Intense rainfall began to occur from
about midday on the 10" of January in the upper Brisbane Catchment (recorded af Toowoomba).
Over the following 36 hours an accumulation of up to 150 mm was recorded. However, the rainfall
intensity in this region varied significantly with a large portion of the rainfall accumulation occurring
over a period of only hours. Ordgraphic effects are likely to have contributed to the sharp Increase
in rainfall intensity in these upper catchment areas.

As the focus of the system moved to the south-east, a sharp fise in rainfall intensity was recorded,
beginning in the early morning of the 11" of January. The intense rainfall fell across the eastern
portion of the Lockyer catchment, the adjacent Brisbane River catchment and the Bremer River
catchment. This rainfall period lasted for about 10 hours with accumulations varying from 70mm to
350mm, but more typically 120mm to 200mm.

A total accumulation of 200 to 450 mm was recarded within the upper Brisbane Catchment
between the 9™ and 52 of January, 2011.

The initial sustained rainfall across the catchment between the 9™ 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 additionat 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 majority of the rainfall that felt across south-east Queensland is characterised by high
accumulations with low to medium intensity. In contrast, the short period of high intensity rain in
the upper Brisbane Catchment, exceeding an Average Recurrence Interval (ARI) of 100 years,
would have eticited a rapid response from tributary streams, especiafly Lockyer Creek. Levels in
the upper Bremer sub-Catchment, although experiencing significant rainfall intensities during the
period when focus of the system moved fowards the south-east, responded more moderately
compared to the Lockyer sub-Catchment. The lower reaches of the Bremer River, although
experiencing significant inflows from its own catchment, uitimately experenced peak levels
influenced by backwater from the Brisbane River.

SITE DESCRIPTION

The property zt [ sridge Street (refer Figure 1) is located in the Ipswich suburb of Redbank.
Goodna Creek flows in a general northerly direction about 400 metres east of the Insured property
and discharges into the Brisbane River approximately 1,400 metres to the northeast (refer

Figure 2). Topographic mapping {refer Figure 3) also identifies a smali watercourse, a tributary of
Goodna Creek, located to the south of the Insured's property.
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A small water body Is located about 200 metres sotith east of the propérly, this is a Lagoon at the
Pan Pacific Peace Gardens (refer Figure 1). Based on aerial photography, the lagoon does not
appear to be hydraulically linked to Goodna Creek, however lhe topographic map indicates it is
along the alignment of the unnamed fributary of Goodna Creek.

The Goodna Creek catchment is approximately 18 square kilometres in size, making it a small
sized catchment which would be expected to respond quickly fo causative rainfall. The unnamed
tributary of Goodna Greek has a smaller catchment, generally comprising local urban drainage and
would aiso respond quickly to causative rainfall.

The Bridge Street area displays a general fall from west to east and from north to south, with
_ground levels ranging from about 15 mAHD to about 10 mAHD. The Insured’s property is located
at a fevel of about 12 metres above Australian Helght Datum {(AHD) (refer Figure 3).

Ipswich City Council's online mapping identifies that the property is entirely located within the 100
year AR| flood extent. ‘

Figure 1: Indicative Location of Insured's Property at 12/13 Bridge Street, Redbank
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Figure 2: Location uf-Bridge Street, Redbank in relation to the Brishane River
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Figure 3: Topography in the vicinity of- Bridge Sireet, Redbank

Rainfali data in the general vicinity of the area was collected from the rain gauge at Amberley,
some 12 km southwest of the property. The gauge shows low Intensity, continuous rainfall faliing
from 09:50 on Sunday 9™ January 2011, delivering approximately 85 mm of rainfail over a period
of two days, High intensily, causative rainfall began at 07:00 on Tuesday 11" January 2011,
before finishing at 15;00 the same day, delivering an additional 108 mm of rain. The calculated
peak intensity of the causative rainfall was reported to be equivalent to a 10 year ARI event.

River fevel information for the Brisbane River was obtained from the Moggill Bridge river gauge
(540200) and Jindalee Bridge river gauge (540792), which are iocated approximately 2.5
kilomatres north west {(upstream) and ten kilometres to the north east {downsfream) of the site,
respectively (refer Figure 4). It is considered appropriate to use the river ievel information from
these gauges to estimate water levels in the vicinity of the property.

The Moggl river gauge indicates that evels in the Brishane River were first affected by catchment
inflows from as early as Sunday 9™ January 2011, with a gradual but steady rise in levels unti
about midday on Tuesday 11" January. From this time, the gauge at Moggill showed a steeper
rise in fiood fevels, with an evenfual peak of just under 18 metres at around 15:00 on Wednesday
12™ January, 2011,
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A similar response was ohserved ai the Jindalee river gauge, where the level of the Brisbane River
showed an eventual peak of 12.9 matres at around 18:00 on Wednesday 12" January 2011.

It should be noted that "gauge zero” for each gauge has an elevation of 0 mAHD, as indicated by
information provided by the Bureau of Meteorology.

As indicated by Figure 4, the BoM doaes not have any river gauging staticns on Goodna Greek.

&hol, oF

Mt Crosby AL

Figure 4: Location of BoM River Gauges Discussad in this Reporf’

THE INSURED’S RECOLLECTIONS

WorleyParsons visited the property at-Bridge Street, Redbank at 09:00 on the 18" of March,
2011 and spoke to the Insured, Ms Sharon Camphell.

Ms Campbell reported that by between 14:00 and 15:00 on Tuesday {he 11™ of January, flocd
waters had reached the tennis court ai the eastern extent of the development. By 21:30 it was
puddie deep ouiside number. Bridge Street and by 22:30 the fiood water was 0.40 metres deep
inside the property.

The force of the flond waters was reported to have caused floating furniture fo make dents in the
roof,

' Bureau of Meteoroiogy, Commonwealth of Australia
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WORLEYPARSONS' ORSERVATIONS

_There was extensive evidence of flooding in the vicinity of the Insured's property, with fiood marks
notéd on a number of nearby buiidings.

A floot mark had been retained by the Insured which indicated the peak flood water level, This
flood mark was midway through the first floor window and indicates a peak flood depth of about
4.5 metres above ground level {refer Figure 5). Based on a ground leve! of 12 mAHD, this flood
matk indicates a peak flocd leve! of about 16.5 mAHD.

Figure 5: Peak Flood Levei at [l Bridge Street, Redbank

Cause of Innndation

Due to the limited size of the locat drainage catchment and the moderale intensity of the local
rainfall (10 year AR/) and the relative timing between the rain and the inundation, it is uniikely that
there was sufficient focat runoff for this to be a contributing factor to the inundation of the property.

An interpolation of peak levels between at the Moggill and Jindalee gauges indicates the peak

flood level at the site would have been 6.4 mAHD, occurring around 17:00 on January 12", 2011.

Therefore, the levels and timing of the inundation ghserved at-Bridge Street coincide with
the levels and $iming observed at the nearby stream gauging stations on the Brishane River.

301015-002484.02-djb-WR- REP- NRMA AF 1,35 Bridge Strect 8 - 08/04/11
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The causative rainfali that affected river levels in the Brisbane River in this area is known {o have
ended at approximately 15:00 on Tuesday 11" January 2011 leaving an interval of 29 hours to the
peak of the inundation st the property.

The evidence indicates that the floodwaters that inundated the area of Redhank around-
Bridge Street can be attributed to flooding from the Brisbane River. '

CONCLUSION

in our opinion, the inundation of the property at Il Bridge Street, Redbank was caused by flood
water escaping from the normai confings of the Brisbane River and backing up Goadna Creek,

Given the size of the catchment and the interval between the end of rainfall and the onset of
inundation at the propel{y. inundation at -Bridge Steet, Redbank would be classified as a
Category '4' event based on the Storm versus Flood Categorisation System adopted under the
IAG Overarching Flood Event Report Protocol.
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Storm / Flood Event Classification

Subsequent Subsequent

River Rain ina Local floodplain - floodplain
Storm System at local overfand ~ inundation inundation
Location area inundatton {short {long

Category 1 is essentially heavy localised rainfall leading to overland flow, usually during the
rainfall. The location may be near a small stream bui the stream should not have exceeded ifs
bank full capaciy.

Category 2 relates to small to medium streams, at the focation being considered, under heavy
regional rainfall where overiand flow occurs initially, followed a short time {(up o 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 (sfeeper} catchment, there is no local overland flow but the strearn
exceeds its channel capacity and occupies the fioodpiain within a short timeframe of the critical
rain (fypically 2 to 8 hours).

Category 4 refates fo a medium to large river where the majoriy of rain occurs over the upper and
possibly middle catchments. The long response time of the river system to communities within the
tower catchment resulis in flooding commencing some time after the critical rainfall {typically more
than 8 hours for medium streams and a day or more for farge sireams).

Category 4 is the classic 'sunny day’ flood where rainfall in the upper catchment of a jarge river
system generates flooding in the middle and downstream reaches several days to weeks later.




Telephone scripting

Good morning/ afternoon its XXXX from NRMA Insurance. | am calling you about your claim/s
for property damage as a result of water damage.

As you may be aware your policy covers you for loss or damage o your home caused by
storm; however it does not cover loss or damage caused by flood

In processing claim{s} we always give our customers the benefit of an extensive review. In
your case this has included a physicai assessment of your property, aerial photos taken
during ihe flood, utilising a QLD Government website mapping areas that were impacted by
flooding, along with an external hydrology report specific fo your property.

From the information coflated we have concluded the cause of damage fo your property was
flood.

As such we regret that we are unable to cover your claim.

We will be sending 'you a letter to confirm this shortly - we realise you may be unhappy with
this decision and the letter will outline the next steps avaitable to you if you disagree with it.

Do you have any questions about this?

Thank you for your time.

459328 1
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19" April 2011

MISS S 1. CAMPBELL

I ‘
BRISBANE ADELAIDE STREET
QLD 4000

Policy Number(s):
Claim Number(s):
Date of Loss: 11/01/201

Dear Miss Campbell,
Recently you made the above claim for waler damage to your home.

Your NRMA insurance Producl Disclosure Statement and Policy Booklet explains what can be claimed
under your policy.

Your policy covers loss or damage to your home caused by storm (see page 15 of the Booklet). However
your policy does not cover loss or damage caused by flood (see pages 15 & 35 of the Bookiet).

As such we needed to determine how your home was damaged and have conducted an extensive review of
your claim. The review included a physical assessment of your property, aerial photos taken during the flood,
QLD Government mapping of areas that were impacted by flooding and an external hydrology report specific
to your property.

The Enforn;nation collated indicates the cause of damage to your property was fiood.

As such we regret that we are unable to cover your claim.

f you disagree with our decision and wish to request a review of the determination you can contact -
Customer Relations:

Free Call: 1800 045 517
Free Fax: 1800 649 290
Email Customer,Relations@iag.com.au
Maii: Cuslomer Relations
Reply Pald 62759

Sydney NSW 2000
{(Free post, no stamp required)

Customer Relations will treat your complaint as a dispute and assign one of their staff members to review
your claim. Customer Relations will contact you with a decision usually within 15 business days of receiving
your dispute.

if you are unhappy with the decision made by Customer Relations, you may seek an external review.
Customer Relations will provide you with information on external review options, such as referring you to the
Financial Ombudsman Service (FOS),

Please note your No Claim Bonus will not be affected.
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We collect, use and disclose personal information to administer, investigate and assess this claim. Our
‘Privacy Charter explains how we handie personal information. If you would fike a copy, please contact us.

Yours sincerely,

Claims Manager




Annexure B






