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Oaths Act 1867

Statutory Declaration

QUEENSLAND

TOWIT

| James Bruce Merchant, care of CGU Insurance, 181 William Stréet, Melbourne in the State of
Victaria do sclemniy and sincerely declare that:

1 ] am employed by Insurance Australia Group Limited as National Claims Manager for
CGU Insurance Lid and was employed in this role at the time of the Queensland
Floods.

2 | pravide this declaration in relation to the request by Commissioner

Justice C E Helmes to Insurance Australia Group Limited dated 12 September 2011
in relation to the Queensland Floods Commission of Inquiry (Commissioner's
request).

Question 1.1

3 Our account of the events surrounding the claim differs from the request and is as set
out below.

Question 1.2 7

4 Our account of the events surraunding the claim is as follows:

41 Mrs Doyle made a claim on the policy on 11 January 2011 by telephone {11
January 2011 conversation). The claims lodgement consultant recorded
the details of the information Mrs Doyle provided into the CIS system (CIS
records). Altached to this statement and marked "Annexure 1" is a copy
of the CIS records for the periad from 11 January 2011 1o 13 July 2011.

4.2 During the 11 January 2011 conversation:

4.21 Mrs Doyle was advised that flood was not cévered, but that the
claim would be lodged for consideration and we may need to
send somebody out.

422 the consultant advised Mrs Dayle that she should attend to
whatever she needs to do to minimise any damage, and fo hold
on to any invoices, which would be reimbursed if the claim is
covered.

423 Mré Doyle answered all of the questions asked by the consultant.

4.2.4 The consultant advised that the claims depariment should he in
contact with her within 24 hours.

425 Mrs Doyle also lodged a motor claim.

4.3 During the 11 January 2011 conversation the claims consultant did not ask
any questions regarding cresks in the area, or whether the water was clean
or dirty. There was no mention that an assessar wouid be attending the
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property within 48 hours. Mrs Doyle may have confused this conversation
with her conversation with us on 27 January 2011 (27 January 2011
conversation), when she was asked a number of questions regarding the
height of the water, colour of the water and the location of creeks in the
area. Details of the 27 January 2011 conversation are set out in the CIS
records.

Question 1.3

5 in addition to the notes that were made in the CIS records, a telephone recording was
also made of the 11 January 2011 conversation. Aftached o this Staterent and '
marked "Arnexure 2" is an audio recording of the 11 January 2011 conversation.

Question 2.1

6 We contacted Mr or Mrs Doyle to update them on the progress of their claim as
follows: o

Date Mode of Information provided to Mrs Doyle
communica
tien

2710172011 Telephone We advised that an assessor wouid be appointed
to the c¢laim fo determine cause of water entry (i.e.
flood or storm).

07/02/2011 Telephons We provided Mrs Doyle with the contact details of
Cunningham & Lindsey, loss assessors.

2410212011 Telephcne We advised that we were still awaiting
Cunningham & Lindsey's assessment report. We
advised the report was in draft and would be
forwarded o us shortly.

0110312011 Telephane We advised that we were still awaiting
Cunningham & Lindsey's assessment reporl. We
advised the report was in draft and would be
forwarded to us shortly.

03/03/2011 Telephone We contacted Mr Brett Doyle as he had been
advised by his wife {Mrs Doyle) that Maree Parez
at Cunningham and Lindsey had the report
drafted and would forward it to us on 01/03/2611.

We advised Mr Doyle that a message had been
left with Maree Parez regarding the report, and
that once the report was received we could
progress the claim. We advised Mr Doyle that we
would follow up with Maree again on 04/03/2011
and contact him again. ’

04/03/2011 Telephone We contacted Mr Doyle and advised that the
report from Cuntningham & Lindsey had been
received, and that we would like to appoint a
hydrologist to further investigate the cause of the
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inundation.

08/03/2011

Telephone

We contacted Mr Doyle and advised him that a
hydrologist from Worley Parsons would contact
him to arrange an appaintment in relation to the
claim. We explained to Mr Doyle that the
hydrologist reports at that time were taking about
3 to 4 weeks, in light of the large volume of claims
they had received to assess.

Mr Doyle enquired if he could have a copy of
assessor's report, and CGU advised Mr Doyle that
the assessors report states that damage is as a
result of fleod. CGU explained that they were not
happy with the report from Cunningham &
Lindsey, which is why they have requested the
hydrolagist report.

21/03/2011

SMS

We attempted te contact Mr Doyie via telephone,
but were unsuccessful. An.SMS message was
sent to the insured’s mobile: "Hi it's CGU
Insurance, we coufdn't reach you by phone.

Piease call us on | 2nd quote your
reference ||| Tharkyou'.

22/03/2071

Telephone

We contacted Mr Doyle via telephone and
enquired if the hydrologist had inspected the
property as yet. Mr Doyle confirmed that the
hydrologist attended on 16 March 2011. We
explained to Mr Doyle that once the hydrologist
report had been received, it would then be
referred to a Technical Officer to review, and we
would then contact him to discuss the outcome.,

28/03/2011

Voicemail

We asked Mr Doyle to return our cafl.

36/03/2011

Telephone

We advised Mr Doyle that we were still awaiting
the hydrologist report from Worley Parsons. Mr
Doyle advised he was getting frustrated regarding
the delay. We advised we would follow up the
report with Worley Parsons,

01/04/2011

Telephone

We advised Mr Doyle that we had spoken with
Worley Parsons who confirmed the report had
been completed and they were in the pracess of
sending all reports through to us. We advised Mr
Doyle that we would contact him once the report
had been received to advise on the outcome of
the claim. '

06/04/2011

(6 April 2011

Telephone

We advised Mr Doyle that we had received a
hydrologist report which confirmed damage had
been caused by flood. We advised Mr Doyle that
the claim was declined as the policy excludes
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conversation)

flood' damage.

We explained to Mr Doyle the steps involved
should they wish to dispute the decision to deny
the claim.

Mr Doyle requested to dispute the decision (Level
1 Dispute). The Level 1 Dispute was forwarded
to the Team Manager,

We also advised Mr Doyle that a decline letter and
dispute brochure wouid be sent to them via the
posi,

06/04/11

(6 April 2011
letier)

Letter

We advised Mr and Mrs Doyle that the loss for
which they had claimed was caused by flood, We.
also enclosed a brochure about the dispute
resolution process and information about how Mr
and Mrs Doyle could obtain an independent
review of the decision,

Attached to this Statement and marked

"Annexure 3" is a copy of the 6 April 2011 letter.

Aftached to this Statement and marked
"Annexure 4" s a copy of the ‘handling your
complaints’ brochure that was enclosed in the 6
April 2011 letter. '

07/04/2011

{7 April 2011
conversation)

Telephone

A Team Manager ) advised Mr
Doyle that based on the site specific hydrology
and assessment report, she agreed with the
original decision tc decline the claim. The Team
Manager advised that she would send a decline
letter with the hydrolegy report.

05/04/11

{incorrectly
dated 5 Apiril
2011 but sent
on 7 April 2011)

(S April letter
2011)

Letter

We sent a letter to Mr ancd Mrs Dayle in response
ta Mr Doyle's request on 6 April 2011. We advised
Mrand Mrs Doyle that after careful consideration
of the information provided, we céncurred with the
onginal decision to decline the claim. We advised
that if they disagread with the decision, to please
contact us and we will refer the claim to the
Dispute Resolution team.

The date typed on this letter was 5 April 2011.
However, the letter was drafted and senfon 7
April 2011, Aftached to this Statement and
marked "Annexure 5" is a copy of the 5 April
2011 letter.
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13/05/11 Letter We advised Mr and Mrs Doyle that their claim had
been referred to IDR.
(13 May 2011 )
letter) Attached to this Statement and marked

: "Annexure 6" is a copy of the 13 May 2011 lelter.

18/05/2011 Telephone | We advised Mrs Doyle that the claim had been
referred to the Internal Dispute Resolution Team.

Question 2.2

7

Details of the telephone and SMS communication befween Ms Doyle, Mr Doyle and
CGU are set out in the CIS Records. Other than the 11 January 2011 conversation,
no other call recordings are available. This was because the flood team had been set
up In a separate area which did not have call recording capability.

Question 3.1

8

On 4 March 2011, we sent an email to ||l ot Worley Parsons and -
requested that he arrange a hydrologist report (Werley Parsons instructions).
Aitached to this Statement and marked "Annexure 7" is a copy of the Worley
Parsons instructions.

On 28 January 2011 we sent a Property Assessment Notification to Cunningham &
Lindsey, providing instructions to assess Mrs Doyie's claim (Propeity Assessment
Notification). Attached to this Statement and marked "Annexure 8" is a copy of the
FProperty Assessment Notification.

Question 4.1

10

As discussed in response to question 2.1 above, the claim was verbally declined an
the 6th of April 2011 on receipt of the hydrology report and the 6 April 2011 letter was
then issued confirming that the claim had been declined. During the 6 April 2011
conversation, Mr Doyle indicated that he wished 1o dispute the decision.

Team Manager, reviewed the claim and the initial decision and determined
that the initial decision to decline the claim should be upheld. She communicated this
decision to Mr Deyle during the 7 April 2011 conversation and In writing in the
incorrectly dated 5 April 2011 letter which was senton 7 April 2011.

Question 4.2

11

| refer to the response to question 4.1 set out above.

Question 4.3

12

tn determining Mrs Doyle’s claim, we took the following steps:

Date Step

11/01/11 Claim jodged.

131111 Discussad claim with insured and actioned technical team.

14/171 1‘ Discussed status with insured.
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1911711

Discussed status with insured.

251111

Discussed status with insured.

27111

Contacted Mrs Doyle via telephone and advised that an assessor
would be appointed fo the claim.

28M/11

We instructed Cunningham & Lindsey to investigate the claim.

7/211

biscussed stalus with insured.

7/2111.

Chased Cunningham & Lindsay re status of invesfigation and
contacted insured to advise of assessor's contact details.

18/2/11

Discussed status with insured and chased assessor for report.

2412011

Discussed status with insured, emailed flood team to action,
contacted assessor to ascertain status, contacted insured.

1/3/11

Discussed status with insured, chased assessor's report, contacted
insured.

3/3/11

Discussed status with insured, chased assessor's report, contacted
insured and further confact with other insured.

4/3/11

Discussed stafus with insured, chased assessor's report.

4/3/11

Cunningham & Lindsey's assessment report was received which
confirmed inundation by flood waters.

4/3/11

We cantacted Mrs Doyle to advise Cunningham & Lindsey's report
had been received, and that we would like to appoint Worley Parsons
to confirm the cause of inundation.

4/3/11

We appointed Woriey Parsons to prepare a hydrology repor,

813111

Discussed status with insured - advised hydrology report could take 3-
4 weeks.

21/3M11

Rang insured, sent SMS to insured.

221311

Discussed status with insured.

2813111

Discussed status with insured.

29/3111

| Missed call from insured and returned call and left message.

30/3/11

Discussed status with insured, phoned Worley Farsons, emailed
Worley Parsons chasing report, phonad insured back and discussed
status. :

{ 174/11

Chased Wortey Parsons, discussed status with insured.

4/4/11

Discussed siatus with insured,
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54111

Worley Parsons’ Site specific hydrology report was received which
confirmed inundation by flood.

6/4/11

Decision made to decline clalim. We contacted Mr Doyle via
telephone and advised of the decline and sent the 6 April 2011 letter.
During the 6 April 2011 conversation Mr Doyle indicated that he
wished to dispute the decision. '

7/4/11

Team Manager reviewed the claim, investigations and
the decision and determined that the initial decision to decline the
claim should be upheld. Ms [ conveyed the outcome of her
review to Mr Doyle during the 7 April 2011 conversation and
confirmed the outcome.in writing in the incorrectly dated 5 April 2011
letter. ’

Question 4.4

13 Our decision to deny Ms Dobrowa's claim was based on the following expert and
. ' other evidence:

13.1

Mrs Doyle's responses to the customer question set, which were recorded
in the CIS records dated 21 January 2011. Attached to this exhibit and
marked "Anneaxure 9" is a copy of our customer question set. The
questions were asked by the claims consultant and the loss assessor;

13.2 Cunningham & Lindsey report titled "Property Claim - First and Final
Report" dated 22 February 2011 (Cunningham and Lindsey report).
Attached to this Statement and marked "Annexure 10" is a copy of the
Cunningham and Lindsey report;

13.3  Woarley Parsong' site-specific report titled "Hydrology report relating to the
January 2011 storm” dated 1 April 2011 {(Werley Parsons report).
Atftached fo this Statement and marked "Annexure 11" '

Question 4.5
. 14 We received the Worley Parsons report on 6 April 2011 confirming inundation by.

fleod, and Mrs Doyle was contacted on the same day and advised of the
determination of her claim. '

15 The need 10 obtain that report and the delay in receipt of the report limited our
capacity to respond to the insured sooner,

Question 4.6

16 Upon receipt of the hydrology report, we then communicated with the insured on the
same day 1o advise of coverage under the policy as indicated earlier in this statement.

Question 5.1 and 5.2

17 On 10 May 2011, the claims department received a letter from Mr and Mrs Doyle
dated 3 May 2011, seeking for the decision to be reviewed and addressing various
comments in the Worley Parsons report (3 May 2011 letter), Attached to this
Statement and marked "Annexure 12° is a copy of the 3 May 2011 letter and its
attachments.
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" 18

19

20

21

22

23

24

25

26

27

28

The claims department then advised our Decision Review Office, the department
responsible for Internal Dispute Resolutions (IDR) that Mr and Mrs Doyle wished to
dispute the decision to deny coverage on the basis that the damage sustained to their
house and property was sustained by flood.

On 18 May 2011, IDR forwarded the 3 May 2011 letter to Worley Parsons
Hydrologists to comment on the matters raised in the 3 May 2011 letter.

In a letter dated 17 May 2011, Legal Aid Queensland (LAQ) advised IDR that it was
now acting for Mr & Mrs Doyle and requested copies of documents on which we
relied to determine the claim (LAQ letter). Attached to this Statement and marked
"Annexure 13" is a copy of the LAQ letter.

On 18 May 2011 Mrs Doyle spoke to the Dispute Resolution Case Manager and
advised that they had appointed LAQ. The Dispute Resolution Case Manager told
her that the 3 May 2011 letter had been sent to Worley Parsons for an appropriate
response. : '

On 26 May 2011, Worley Parsons responded to the matters raised in the 3 May letter
in an email to CGU. Attached to this Statement and marked "Annexure 14" is a copy
of our internal email dated 6 June 2011 attaching the email from Worley Parsons 26
May 2011. :

LAQ provided further documents and information in support of Mrs Doyle's request for
an internal review in a facsimile to us dated 3 June 2011 (LAQ's supporting
material). Attached to this Statement and marked "Annexure 15" is a copy of LAQ's
supporting material.

We forwarded LAQ's supporting material to Worley Parsons, seeking a written
response to the matters raised in that correspondance on 27 June 2011 for a written
response to the further information raised by LAQ. Due to an overwhelming number
of requests for their assistance, CGU did not receive Worley Parsons’ response until
27 July 2011.

Despite the fact that the IDR process continued, on 24 June 2011 we received notice
from the Financial Ombudsman Service (FOS) titled "FOS Dispute allocated for
review: Mrs Doyle" (FOS Notice). Attached fo this Statement and marked
*Annexure 16" is a copy of the FOS Notice.

In a letter dated 4 July 2011 which we reseived on 6 July 2011, FOS advised that
they required a Notice of Response to Mrs Doyle's dispute (FOS request for
response). Attached 1o this Statemnent and marked "Annexure 17" is a copy of the
FOS request for response and its attachments,

On 27 July CGU received a supplementary report from Worley Parsons dated 25 July
2011 which addressed the matters raised in LAQ's supporting material (Worley
Parsons supplementary report). Attached {o this Statermnent and marked
"Annexure 18" is a copy of the Worley Parsons suppiementary report.

On 11 July 2011 we sent a letter to'Mr & Mrs Doyle outlining reasons of the initial
decision to deny the claim and noting that the dispute was now in the IDR process
and had been referred to FOS (11 August 2011 letfer). Attached to this Statement
and marked "Annexure 18" is a copy of the 11 August 2011 letter.
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29 On 24 August 2011 we submitied our Notice of Response dated 23 August 2011 to
FOS (FOS Notice of Response). Attached to this Statement and marked "Annexure
20" is a copy of the FOS Notice of Response and its attachments., '

30 A copy of our FOS Notice of Response was also emailed to Mr & Mrs Doyle and LAQ
on 29 August 2011 (29 August 2011 email). Attached fo this Statement and markéd
"Annexure 21" is a copy of the 29 August 2011 emalil.

Question 5.3, 5.4 and 5.5

31 A determination was made regarding the review of our decision to reject Mrs Doyle's
claim on 23 August 2011, The determination was o maintain denial of the claim.- On
23 August 2011 CGL submitted its FOS Notice of Response to the Financial
Ombudsman Service (FOS), confirming Mr & Mrs Doyle’s damage arose from flood
and as such was excluded under the policy.

32 We forwarded the FOS Notice of Response setting out the determination to Mr and
Mrs Doyle and LAQ in the 29 August 2011 email. A copy of all supporting information
was sent to LAQ at the same time as the FOS Notice of Response.

Question 6.1

33 The only documents In our possession that Mrs and Mrs Doyle or LAQ submitted to
the FOS are those documents attached to the FOS request for response, including:

33.1  emails exchanged between FOS and LAQ dated 28.June 2011;
33.2  the 5 April 2011 letter; and

33.3 LAQ's supporting material.

Question 6.2
34 The only correspondence that we have received from FOS in refation to Mrs Doyle's
matter was:

34.1  the FOS notice; and
34.2  the FOS request for response and its attachments.

35 Those documents have previously been annexed to this Statement in response to
question 5.1 above.

Question 6.3
36 We have submitted the following documents to FOS in respect of Mrs Doyie's
complaint;

36.1  FOS Notice of Response;

36.2 Worley Parsons report;

36.3 Cunningham & Lindsey report;

36.4 Worley Parsons supp[ementars( report;

36.5  Our'handling your complaint’ brochure;
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36.6 Print-out from "Google Maps" in relation to Mrs Doyle's property. Attached
to this Staternent and marked "Annexure 22" is a copy of the Google Maps
print-out;

36.7 Print-out of an interactive map of Mrs Doyle's praperty. Attached to this
Statement and marked "Annexure 23" is a copy of the interactive map;

36.8 Renewal Schedule and Premium Instalment Advice for Policy Number 06C
2711187 06 dated 24 January 2010 (Renewal Schedule). Attached to this
Statement and marked "Annexure 24" is a copy of the Policy Schedule;

36.9 Printout of our computer underwriting records. Attached to this Statement
and marked "Annexure 25" is a copy of our computer underwriting records.

36.10 Print-out of 'nearmaps’ website in relation to Mrs Doyle's property. Attached
to this Statement and marked "Annexure 26" is a copy of the print-out from
‘nearmaps’.

Questicon 7.1

37 At the time of the Queensland Floods in January 2011, the following documents
comprised Mrs Doyle's contract with us:

37.1  First choice home insurance Product Disclosure Statement (PDS).
Attached to this Statement and marked "Annexure 27" is a copy of the
PDS;

37.2 Policy Endorsement Schedule dated 15 September 2010 (Endorsement
Schedule). Attached to this Statement and marked "Annexure 28" is a
copy of the Endorsement Schedule; and

37.3 Renewal Schedule.

- and ] make this solemn declaration conscientiously believing the same te be true and by virtua
of the provisions of the Oaths Act 1867 (Qid).

Taken and declared before me at Melboume

This Twenty-second day of September 2011

stice of the PeéceiCommissioner for Declarations/Sclicitor

140 William Street, Meiboumne .
An Ausiralian Legal Fractitionsr within the
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C.1.8 Claim Notes

insured: MR & MRS L DOYLE Policy #

Contents Claim #: ||| | NG Building Claim #:

[11/01/2011 17:34:30, || . B Costomer Consultant, Melbourne

CGU CC(]

*Claim lodged by: our insured Mrs LYNN DOYLE
*Other policy holder; Mr- DOYLE

*QOUR INSURED AUTH required: no

*+EEAUTH given to: no

*XS: 5100

*XS payable to: TBA by CMC

*¥*CMC details advised: yes

*Builder / carpet restorer / glazier allocated: TBA by CMC
*QUR INSURED to obtain own quote: no

*Replacement script read: no

*Email address for Our Insured NGGGGGGGGGEGG__——_—
*DOCS / INFO requested: no

*Other: ** have advised our insured flood not covered.

[13/01/2011 10:24:25
National Claims Assurance NSW]|
> Qur Insured Doyle called

- carpet removed and kept outside

- pool full of mud and debris

- Septic tank has gone under

- They can’t live there at the moment and water is no longer surrounding the property
- The creek water near them but also storm water

, Claims Consultant, CGU

>Per Whereis: Burpengary Creek nearby

>Advised claim to be reviewed for flood and Our Insured will be contacted within 48
hours.

- confirmed no cover for flood and read out definition per policy

- explained possible processes for the determination of flood, 1.e. hydrologist, etc and
that the outcome given will be explained to the insured

>Emailed Qld Technical Team for action

[14/01/2011 13:05:48, ||} BB C12ims Consultant, NSW cGU

DP/Direct CAC]

Our Insured Mrs Doyle called in regards to this claim - 3id'd. Qur insured advised she
wants to know when her property will be assessed. Advised at this stage all claims are
being reviewed and assessors will be allocated as soon as we can.



Our Insured advised she would like to know what she can do as she has septic tanks
which are not working. Our Insured advised her ncighbours have had assessors out
who have determined it is not flooding, and also has video footage of the build up of
water from the downpour. Our Insured advised there is a creek behind a neighbour’s
property and they did not flood.

Advised our insured:-

- Ok to start cleaning

- keep images of all items

- keep a list Inc makes, models etc

- Anything she 1s repairing / replacing urgently keeps rcceipts
- Claim 1s for REVIEW at this stage - coverage not determined

Advised our insured to send the video footage and or any other information she might
have that would assist in reviewing this claim as flood.

NEXT ACTION:-
** POTENTIAL FLOOD **
- Technical to review and determine coverage

[19/01/2011 17:44:58, ||| G T C12ims Consuitant, Nsw ccu

DP/Direct CAC]
Insured called in to check the status of the claim

I adviscd claim is still bee reviewed to determine coverage

NEXT ACTION:-
** POTENTIAL FLOOD **
~ Technical to review and determine coverage

[25/01/2011 12:29:44, Briggs, Jackie, S56535, Claims Consultant, QLD CGU
DP/Direct CAC]

Claim Valid

CLII Updated: semi critical

Excess: $100.00

OPUS/CCHG: LE B-$402000 c-$67000

Builder/Assessor Allocated: N/A

Our insured enquired on claim, advised flood response team are looking after these
claims, advised flood team will contact our insured within next 48 hours, our insured
advised both mobile numbers are ok to contact on, sent e-mail to flood team.

I canmot finalise
-flood assessment
- Excess $100.00 applies



27/01/2011 15:08:38, | B C1:i0s Assurance specialist,
CGU National Claims Assurance QLD]

Claim Valid: TBC
Cover: Listed Events - Building & Contents
Excess: $100

Received email to contact Our Insured.
Spoke with Our Insured and asked the below questions:

Height of the water: knee height in backyard and ankle deep in property.

Colour of the water: Clear.

Where did the water come from: Our insured believes water has come from rain water
run-off from heavy storms.

[ asked Our Insured if any of her neighbouring properties were affccted by this water.
Our msured advised yes. I advised that [ note that Burpengary Creek is about 500

metres away and asked 1t that flooded. Our Tnsured advised no - her neighbour across
the road, their property backs onto creck and was not flooded.

Advised I will appoint an assessor to come out and determine cause of water
inundated (i.e. flood or storm). Advised Our Insured that if it is determined as flood,
this 1s excluded from policy and would not be covered. Our Insured understood this.
Email sent to internal assessing to appoint Cunningham Lindsey to claim.

Estimates updated to $4000 contents and $1000 building

NOCN updated to P6.

AWAITING
- Ist report from Cunningham Lindsey.

File dianised for 2 weeks.

[07/02/2011 11:30:01, || G Claims Consultant, QLD CGU

DP/Direct CAC]
Our insured Lynne(3xid'd) called for an update.

I called C&L . They haven't contacted our insured yet. Job has been allocated to them

on the 29/01/11. Said they are waiting for Assessors to come from interstate. Asked if
they can contact our insured urgently.

1 emailed-

I cannot finalize;



- $100 x/s applics

[07/02/2011 14:53:49, || I ¢ %105 Consultant, QLD cGU

DP/Direct CAC)
Contacted and spoke with C&L Sunshine Coast Office. C&L have advised they have
reccived the referral, but yet to allocate an assessor.

I have contacted Our Insured I.ynn to advised of C&L contact details of_
to follow up for future assessing enquirics.

[ CANNOT FINALISE BECAUSE;
-await C&L assessors report C&L ref-

[18/02/2011 14:18:03, ||| C'2ims Consultant, QLD cGU

DP/Direct CAC]|

our insured (3xid'd) called to ask if they have to move out to have their house trcated
as the neighbours whose house sceptic tank lid have popped was told to move out so
that the housc to be chemically treated. Shc say the neighbours beside her whose tank
did not pop's house is being treated.

Told her I will get the flood response team to give her a call and discuss this with her.

CANNOT FINALISE BECAUSE;
-await C&L assessors report C&L ref -

[18/02/2011 15:44:43,*,-, Claims Consultant (Contractor),
ial CAC]|

QLD CGU Commerc

CL assessor_ visited property on [7th.

Phoned assessor but was unable to leave a message

I cannot finalise

- phone assessor and ask them to contact Our Insured regarding tank question (see
note above)

- await assessor report

(24/02/2011 14:32:04, ||} . . C12ims Consuitant, QLD cGU

DP/Direct CAC]
- recelved inbound call from our insured {3xid) to follow up claim

- Claim handled by Flood ReSfonse Team, called thru to CAC - J. Briggs (no answer,

called thru to no answer)




rron: [
Sent: Thursday, 24 February 2011 2:31 PM
To:  CGU QLD Flood Claims

Cc:

MR[| & MRS L DOYLE
**Flood Response Team - Recovery

BURPENGARY QLD
Group 2 - URGENT - called last week **
Importance: High

Hi

Please call Insured to discuss the progress of this claim —_ (Mrs Doyle) or
_(Mr Doyle). The insured called last week and has not been followed up.

- advised our insured | have emailed the Flood Response Tearn to action.

[CANNOT FINALISE

- Await CLA 1st Rpt - C&L re

- discuss Tank coverage with C&L = see notes 18/02/11

- XS $100 to be deducted

**refer to Recovery Group 2 - Flood Response Team to action®*

[24/02/2011 16:55:30, Briggs, Jackie, S56535, Claims Consultant, QLD CGU
DP/Direct CAC]
Received an e-mail from in box to contact our insured on claim.

Contacted C&L as awaiting report, left message as maree pares in meeting to forward
report

contacted our insured, advised we are still awaiting report from Cunningham &
Lindsay, our insured was advised by maree to forward list of item's damaged, but our
insurcd advised that there are still some itcms which have mould on advised to
forward to maree & will send on report to CGU

I cannot finalise

- Await C&L 1st Rpt - C&L ref

- discuss Tank coverage with C&L = see notes 18/02/11

- XS 5100 to be deducted

**refer to Recovery Group 2 - Flood Response Team to action**

[01/03/2011 13:22:16, || I C!2ixs Consultant, QLD CGU

DP/Direct CAC)
Our Insured Lyn called and asked that we call her husband . on [ GG o-
B ith an update, email sent to CGU QLD Flood Claims

1 cannot finalise



- Await C&L Ist Rpt - C&L ref

- discuss Tank coverage with C&L = see notes 18/02/11

- X8 $100 to be deducted

**refer to Recovery Group 2 - Ilood Responsc Team to action**

[01/03/2011 16:40:27, Briggs, Jackie, S56535, Claims Consultant, QLD CGU
DP/Direct CAC]
Received e-mail in flood inbox to contact our insured on claim.

Contacted maree pares @ C&L, enquired on report maree advised in draft, will follow
up with & forward to CGU,

Contacted our insurcd, advised we are slill awaiting report from C&L how advised
report is in draft & will forward shortly

I cannot finalise

-awaiting Ist report C&L

- discuss Tank coverage with C&L = sce notes 18/02/11
- XS 3100 to be deducted

[03/03/2011 11:59:08— Claims Consultant, QLD CGU

DP/Direct CAC]
Lyn Doyle (id donc) rang to see how the claim was going - have transferred her to
Jackie

[03/03/2011 12:11:29, Briggs, Jackie, $56535, Claims Consultant, QLD CGU
DP/Direct CAC]

Our insured enquired on claim, advised we are awaiting report from C&L, advised
had contact C&I. on 01/03/11 & spoke to maree pares how advised report has been
drafted & will forward shottly.

Contacted C&L on -, left massage for maree as out to follow up with report,
as not received as yet.

Advised our insured will contact our insured when received report from C&LL

[ cannot finalise
-awaiting assessor report
- Excess $100.00 applies

[03/03/2011 16:15:43, || . C2irs Consultant, QLD cGu

DP/Direct CAC]
Call received from Our Insured re report - adv that Jackie has called assessor today
and followed up on this. Adv that Jackie will call when report received

I cannot finalise



-awailing assessor report
- Excess $100.00 applicable

[03/03/2011 16:43:54, ||| - I 25 Conswitane, QLD cGU

DP/Direct CAC
Our Insured Doyle (i1d done) rang to speak to Jackic - have sent Jackie an email
to contact Our Insured

I cannot fAnalise
-awatting assessor report
- Excess §100.00 applies

[03/03/2011 16:54:42, Briggs, Jackie, S56535, Claims Consultant, QLD CGU
DF/Direct CAC]
Received e-mail in flood in box to contact our insured Brett on claim.

Adviscd-t how spoke to wife today how advised that maree pares had drafted
draft & was forwarding report on 01/03/11.

Advised had left message today’s (03/03/11 with maree @ C&L on report & are
awaiting details, when rcceived can progress claim. Advised Brett will follow up
04/03/11 with marce & contact our insured on_

I cannot finalise
-awaiting assessor report
- Excess $100.00 applies

[04/03/20%1 $0:14:19, _- Claims Consultant, QLD CGU

DP/Direct CAC
~Qhr insure called asking for Jackie- adv Mr our insured unable to locate
Jackie. Advised Mr our insured wilt get Jackie to contact him back today.

~Sent an email to Jackie to contact our insured on _

[04/03/2011 11:58:40, Briggs, Jackie, $56535, Claims Consultant, QLD CGU
DP/Direct CAC]
Received e~-mail from madina to contact our insured on mobile on claim,

Contacted Cunningham & Lindsey, enquired on report was advised sent to CGU on
01/03/11. Advised we have not received report & nothing on in box was advised will
re sent & left message with maree to ring back.

Located report on Cunningham & Lindsey web site, uploaded from website as per
summary 04/03/11.



Report confirms flood damage which is exclusion on CGU policies
Import near maps & Google maps as per NARLETT 04/03/11

Contacted our insurcd, advised we have received report from Cunningham & Lindsey
web site, advised we have allocated a hydro gist on claim to determine damaged.

Sent hydrology report request e-mail to marc.roberts@worlcyparsons.commn.

I cannot finalisc

-awaiting hydrologist report
-rcfer to Lynton to review

- Excess $100.00 applies

[08/03/2011 11:27:15,(_,_, Claims Consultant
(Contractor), QLD CGU DP/Direct CAC]

Spoke to our insured he requested to speak with Jackie - advised that T can’t get
through to her at the moment but I will e-mail her to contaet our insured back on

Our insured happy with this

[08/03/2011 14:20:00, Briggs, Jackie, 56535, Claims Consultant, QLD CGU
DP/Direct CAC]|
Received e-mail in flood mail box to contact our insurcd on _

contacted our insured, how enquired on hydrologist if contacted CGU, advised
hydrologist will contact our insured to arrange appointment on claim, explained
reports at the moment are taking about 3 to 4 weeks.

our insured enquired if could have a copy of assessor report, advised assessor report
states that flood damage, explained that I was not happy with report & have requested
hydrologist report, explained can only advised our insured what report states.

Our insured enquired if CGU & NRMA sister company's, advised we are separate
company's we have nothing to do with NRMA. Our insured advised neighbour around
have had hydrologist round, cover for water run off but our insured is stilt waiting.

Advised when received hydrologist report which will take 3 to 4wweks can review
matter with tech officer

I cannot finalise

-awaiting hydrologist report
-refer to Lynton to review

- Excess $100.00 applies

[21/03/2011 11:25:59, || IR C12ims Consultant, QLD cGU

DP/Direct CAC]



Our nsured (3xid'd) called to speak with Jackic. Tries the 1300 number...
unsuccesstul. Emailed Jackie to return our insurcd's call on his mobile, Informed our
msured That Jackie will return his call as she is not available at this time.

CANNOT FINALISE:
- Awaiting hydrologist report for finalisation of claim

[21/03/2011 12:00:38, Briges, Jackie, S56535, Claims Consultant, QLD CGU
DP/Direct CAC]
Received e-mail from flood mail box to contact our insured on_.

contacted our insured - no reply - left message - sent sins -Hi it's CGU Insurance, we
couldn't reach you by phone. Please call us on_ and quote your reference

I o

| cannot finalise

-awatting response from our insured
-awaiting hydrologist report

- Excess $100.00 applics

[21/03/2011 14:05:21, Briggs, Jackie, S56535, Claims Consultant, QLD CGU
DP/MDirect CAC]
Received e-mails in flood mail box to contact our insured on _

contacted our insured - no reply - left message - sent sms-Hi it's CGU Insurance, we
couldn't recach you by phone. Please call us on_ and quote your reference

I o

I cannot finalise

-awaiting rcsponse from our insured
-awaliting hydrologist report

- Excess $100.00 applies

[22/03/2011 11:30:18, ||| IR c12ims Consultant, QLD CGU

DP/Direct CAC]
~MTr our insured called asking for Jackie- adv will email Jackie again as unable to get

hold of her via her ext-.

~Sent email to Jackie to call our insured back.

I cannot finalise

-awaiting response from our insured
-awaiting hydrologist report

- Excess $100.00 applies



[22/03/2011 15:30:21, Briggs, Jackie, S56535, Claims Consultant, QLD CGU
DP/Direct CAC]
Received e-mail from flood mail box to contact our insured or_.

contacted our nsured, enquired if we had hydrologist report as yet, enquired if
hydrologist had been, our insured advised had as 16/03/11. Explained when report
recelved will be check by tech officer & contact our insured with details

I cannot finalise

-awaiting response from our insured

-awaiting hydrologist report

- Excess $100.00 applies.

128/03/2011 17:10:44, ||} N B <2ims Consuitant, QLD cGU

DP/Direct CAC]

Brett Doyle called to speak with Jackie Briggs.

Called Jackie's extension and she was not available - apologised that this had
occurred again and adv that as it was after 16:30, Jackie may have left for the day.

Adv that [ would have Jackie call him first thing tomorrow.

Our insured advised that he is becoming increasingly frustrated at how his claim is
being handled by CGU - apologised for the dclays he is expertencing.

~ Sent email to Jackie to call our insured back.,

[ cannot finalise

-awalting response from our insured
~awaiting hydrologist report

- Excess $100.00 applies

- Brett Doyle called to adv that he is unhappy with delay in processing
his claim

[29/03/2011 14:34:22, _,- Claims Consultant (Contractor),
QLD CGU DP/Direct CAC]

RCVD Call from Our insured - (3xid) - -Doyle called to speak with Jackie
Briggs.

Tried to call Jackie but unable to reach her.
Will have Jackie return Brett’s call.

[29/03/2011 15:49:39, Briggs, Jackie, S56535, Claims Consultant, QLD CGU
DP/Direct CAC]



Received e-mail from flood tcam mail box to contact our insured on_
Contacted our insured - no reply -left message

I cannot finalise
-awaitting hydrologist report
- Excess $100.00 applies.

[29/03/2011 16:35:59, ||| G- T <25 Consuitant, QLD cGu

DP/Direct CAC]

~Mr our insured return Jackie’s call.

~adv Mr our insured unable to transfer, have sent an email for Jackie to call our
insured back on his mob.

[30/03/2011 11:25:08, Briggs, Jackie, 856535, Claims Consultant, QLD CGU
DP/Direct CAC]
Received e-mail in flood mail box to contact our insured on_.

Contacted our msured on _, advised our insured we are still awaiting the
hydrologist report from Worsley parsons. Our insured was getting very frustrated re
delay.

Contac - no reply only message bank. Advised our insured
that will forward worley parson an e-mail to enquired on report & contact our insured
when received.

Email sent to Worley Parsons chasing up report.

[01/04/2011 13:33:33, || <25 Consultant, QLD cGU

DP/Direct CAC|

OUR INSURED [JBxi'd) called to speak to Jackie.. Told him they were all busy
on the phones. He wants someone to call him back as Jackie is not responding to his
emails.

I emailed the flood response team and ce'd -

I cannot finalise
-awaiting hydrologist report
- Excess $100.00 applics

[01/04/2011 15:31:37,
CGU Commercial CAC]
Received email to contact OUR INSURED.

Claims Consultant, QLD



Contactcd- at Worley Parsons for update on report- he advised the report has
been completed and that he is just in the process of sending them all through. He said
that we will have it by Monday at the latest.

Called Our Insured, spoke with- advised I have spoken with WP, report has been
completed and they are in the process of sending all reports through- Advised Our
Insured that we will be back in contact with him Monday to advise outcome of claim.

AWAIT
- Hydrology report

[04/04/2011 16:10:56,_- Claims Consultant, QLD CGU

DP/Direct CAC]
OUR INSURED Brett called to speak with Jackie, advised I will organise call back.

AWAIT
- Hydrology rcport

[04/04/2011 17:11:23,_-, Claims Consultant, SA CGU

DP/Direct CAC]
Call from Our lnsured
Fully 1d

Our Insured called as he still has not had a call back

Advised last message only taken 45 minutes ago and that we are still waiting for
Hydrology report, and there is not much Jackie can tell him with out the report, but
email scnt to Jackie requesting call back

AWAIT
- Hydrology report

[06/04/2011 11:07:36, Briggs, Jackie, $56535, Claims Consultant, QLD CGU
DP/Direct CAC]

Recetved e-mail from Lynton confirming damage to our insured property has been
caused by flood water from Burpengary creek backing up through drainage lines.

Contacted our insured or_, advised we have received hydrologist report
which confirms damage has been caused by flood, advised CGU exclusion on policy
is flood damage. our insured was not happy advised will be calling legal aid, advised
report from hydrologist, decline letter & dispute booklet will be sent to our insured, if
not happy with our decision on this claim.

Our insured advised that how come everyone around our insured has been cover for
water damage and water was clear, advised as per hydrologist report waters exceeding
the normal confines of Burpengary Creek backing up through drainage lines and
flowing through the property. Advised I can only comment on our insured claim.



advised our insured step if not happy with decision made on this claim, will need to
refer claim to manager then 1DR then FOS, our insured requested to speak to
manager, advised will forward an e-mail as managerﬁ as in a meeting.

Sent e-mail to
H(i:n e-mai -

Could you pleasc contact our insured Mr Doyle on_ as disputing decline
for flood, hydrologist report on file & been mailed to our insured with decline letter

Thanks
Claim decline - sent e-mail to- to update spreadshect

Referred claim to -— decline dispute - claim decline

107/04/2011 14:11:21, ||| 1c2m Manager, QLD cGU

DP/Direct CAC]

# callcd insured Mr Doyle

- Advised based on the site specific hydrology and assessment report I concur with the
original dectsion.

- Advised our insured the inundation was as a result of flood and the claim was not (or
acceptance,

- Advised [ would send dechine with hydrology report

# No further action, file finalised

[13/05/2011 14:25:53, ||| 1c>m Manager, QLD cGU

DP/Direct CAC]

# received letter from insured requesting level 2 reviews
- DL3 sent

- Emailed- to refer to IDR

[17/05/2011 11:29:41, ||| IR C'2ims Consultant, QLD cGU

DP/Direct CAC

Ms our insured called (3id) advised that she has disputed the flood claim , advised
that on 13/5/11 referred file to dispute team and provided flood
response team's no for our insured to call,

117/05/2011 12:47:59, ||} I ¢12ims Consuitant, QLD CGU

DP/Direct CAC]

Call from insured wants to know if we have received the dispute letter I advised I
don’t handle flood claims and advised her 1 would get my TM to call her back
tomorrow



[18/05/2011 11:35:38, ||| GG 12 Manager, QLD cGU

DI¥/Direct CAC]
# called 1nsured and advised file with IDR

[18/05/2011 11:46:58, || . S¢nior Case Manager, CGU Dispute

Resolution]

Message left for Mr Doyle to discuss dispute. NB: Qld [egal Aid
appointed. - IDR

120/06/2011 11:50:43, ||| GGG 12 Manager, QLD CGU

DP/Direct CAC]
Received call from insured wanting to discuss claim with TDR
Called - left a message for him to retumn call

Please call insured on eithcr- work number or mobile

Emailed

{13/07/2011 11:22:22, n/a, Melbourne CGU CCC]
Our Insured has called to enquire about claim that as gone to IDR - 3pt ID complete -
Our Insured was provided with [DR's email.
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. CGU
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CGU Ihsurance

GPO Box 88027
BRISBANE QLD 4001 -

6™ April 2011

Mrl& Mrs L Doyle
urpengary

ABN 2704 478 371

Tel:
Fax:

4505 Qld
Dear Mrl & Mrs L Doyle,

I am writing to you in relation to a claim you made for damage to your property on or
about 11™ January 2011.

Y¥our Claim Number:
Your Policy Number:

Your CGU policy covers inundation by storm water but does not provide insurance
coverage for losscs caused by flood. Flood is clearly defined in your policy, for
details you can refer to page 62 of your Listed Events policy.

CGU revicws each claim on its individual merits and we do not deny claims lightly.
We have carefully reviewed your claim and based on your advice and information
available to us, we conclude that the loss for which you have claimed was caused by
flood. As artesult we are not in a position to pay your claim.

It you disagree with this decision, please contact our office and we will refer your
claim to the CGU Dispute Resolution team. The Dispute Resolution team will
indcpendently review your claim and provide a decision within 13 business days of
receiving your request and all relevant information.

Enclosed 1s a brochure that will provide you with further information about the

dispute resolution proeess. Please do not hesitate to contact our office on |||}
[l i you wish to discuss this matter or requirc any further information.

Yours sincerely

Jackic Briggs
Home Claims Consultant
CGU Claims

ted AR DT (04 ATR BF
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Annexure 9



n)

0)

Was the water inundating the property ‘clean’ or ‘dirty’?

" Was there any and if so what damage caused by rainwater through the roof or by overflowing gutters ? ",




K}

D

)

At its peak, how deep was the water inside the house, garage, shed, etc?

At its peak, how deep was the water in the yard?

Which direction did the water come into the property?




h) What time did the inundation of the property (yard) commence?

i) What time did water come into the house, garage, shed, etc?

i) What date and time did the water level in the property peak?




&)

B

g

What date and time was the rain heaviest?

What time did the heavy rain stop?

When did the property get inundated (date)?




b)

c)

d)

Is the house on stumps or slab-on-ground?

Approximately how high is the habitable floor level above surrounding ground level?

Is the ground level at the house higher than the street level?




The assessor to ask the insured the questions as those below , but in addition MUST do the foliowing; Check list/Tick off

1) Take photographs of the property , buildings , home etc , particularly those that show maximum level of water inundation.

2) Photos that identify any nearby watercourse and that indicate directional flow of floodwater

3) Check with insured as to whether there was any and what damage caused by water through the roof or by overflowing gutters

and that date and time of that event .

a) What type of house is on the property — low set, highset, double storey, split level, etc?

*nsert comment



DISCUSSIONS:

{What was discussed with the insured in point form. Question set to be noted later in the report, this section for general discussion)

OTHER NOTES:

SCOPE OF WORK:

(Building damage)

STATEMENT OF LOSS:

(Contents items)



CLAIM NUMBER:
CUSTOMER NAME:
PROPERTY ADDRESS:
ASSESSORS NAME:
DATE:

CLAIM:
EXCESS:
PHOTOS TAKEN:

MAKE-SAFE REQUIRED:

{If so give details)

EXPERT REPORT REQUIRED:

{Identify report required and reason)

ANY ADDITIONAL ASSESSMENT REQUIRED:
(Contents/Building)

OBSERVATIONS:

Describe the damage- {the area affected and what damage sustained as a result of the fisted event and any other damage that exists due to other non insured factors. Flood abservations to be
noted later In report.)
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Cunningham Lindsey Australia Pty Ltd .

Chartered Loss Adjusters C h

ABN:49 003 437 161 unnlnf : 'a;m

PO Box 392 L d
FORTITUDE VALLEY QLD 4006 11 Sey
Telephone 07 3121 6800

Facsimile 07 3121 6811
Email qld@clt-au.com

Tuesday, 22 February 2011
CGU Insurance Limited
Direct Claims

GPO Box 1162
Brisbane QLD 4000

Property Claim - First & Final Report

. Insured: ] L Doyle

Claim Reference:
Policy No:

CL Adjuster: /Maree Pares

Mobile:
CL Reference: I
Reserve: Building $ 6,000 incl GST
Contents $39,200 incl GST
Date of Loss: 11 January 2011
Place of Loss: B Cuocngary, QLD, 4505
. Policy: Listed Events Home ||| G due 4/03/2011

Building $422,100
Contents $70,400

Excess: $100.00
GST:

Not Registered

ITCE: Nil%

Introduction:

¥  Woe contacted your Customer on 10/02/2011
»  Ourinspection was carried out on 17/02/2011



Cunningham Lindsey Australia Pty Ltd -l. L Doyle (N Page 2

Description of Premises:

Single storey home, externally rendered brick, measuring approx 350m?
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Cause:

Torrential rainfall of more than 160mm in the upper reaches of the Brisbane River catchment area
from 9" January 2011 combined with massive releases of water from the Wivenhoe Dam caused
river levels to rise rapidly over the period from the 10" to the 13™ of January 2011. The river
peaked at a near record height of 4.6m on the afternoon of Thursday 13" January 2011. The

Bremer River in Ipswich also rose to near record levels peaking at 19.4m,

Rising waler caused severe inundation in the Brisbane CBD and more than 55 suburbs. Ipswich
was similarly affected. More than 20, 000 homes were evacuated with about 500 properties

flooded above floor level.

In the Insurer's case, their property is located 200m from Berbings Creek, The Insured advised
that the cause of loss was not from the overflow of the creek but due to heavy rain that built up
over a 24 hour period. The property was inundated to the height of 2 inches in home and 1 metre
in the yard. We consider floodwaters to be the cause of the inundation.



Cunningham Lindsey Australia Pty Lid j L Doyle (8081023 MHF) Page 3

Loss/Damage:
Building: ICA Category A/B/C/D

¢ Main floor/bedrooms/playroom/pool area/driveway
» Also advised that cracks in the foundation in pool area and driveway was made of road base,
also washed away - erosion

Conftents:

A lot of the Insured contents sustained damage. The Insured will forward photographs of
damaged contents. All of the damaged contents are in the garage.

Loss is estimated at $16000. Please refer to the Schedule of Loss for further information.
Temporary Accommodation:

The Insured was evacuated for one week and is now living at home.

Policy Liability:

Based on the evidence available at the time of our inspection, it appears flood waters is the
principle cause of loss. We note that your policy excludes damage caused by flood.

Adequacy of Insurance:

Adequate.

Conclusion:

As it appears this claim will not fall under the terms of your policy, we will finalise our involvement
in this matter. Our fee note will be submitted in due course.

Should this matter need any further attention on our behalf, please contact our office.

Cunningham Lindsey

To speak to Maree Pares please phone: 07 -or mobife:
E-maif address:

Encl.

Flood Checklist

Building Damage Repair Assessment
Content Schedule of Loss

Schedule of Photographs






Cunningham Lindsey Australia Pty Ltd -JJf| L Doyle (8081023 MHP) Page 5

CUNNINGHAM LINDSEY FLOOD QUESTIONNAIRE

The adjuster to ask the insured the questions as those below, but in addition MUST do the

following:
Check

1. Take photographs of the property, buiiding, home etc... particularly those that show Yes
maximum level of water inundation

2. Attach a Google Map showing relative position of property to a watercourse Yes

3. Photos that identify any nearby watercourse and that indicate directionat flow of Yes
floodwater

4. Check with insured as to whether there was any and what damage caused by water None
through the roof or by overflowing gutters and the date and time of that event.

5. What type of house is an the propenty — low set, high set, double storey, split level, etc? Lowset,

Low set, single storey, exterior brick, 350m”

single storey

6. Is the house on stumps or slab-on-ground? Stab
Slab on ground
7. Approximately how high is the habitable floor level above surrounding ground level? ~ Same
8. Isthe ground level at the house higher than the street level? Same
Same level
9. What date and time was the rain heaviest? 11/01/2011
4am — 10am
10. What time did the heavy rain stop? 11/01/2011
January 11, 2011 12pm 12pm
11. When did the property get inundated {(date)? 11/01/2G11
January 11, 2011
12. What time did the inundation of the property (yard) commence? 11/01/2011
January 11, 2011 10am 10am
13. What time did water come into the house, garage, shed, etc? Unknown
14. What date and time did the water level in the property peak? January
11, 2011
15. At iis peak, how deep was the water inside the house, garage, shed, etc? 4cm above
2 inches, above skirting board the skirting
board
16. At its peak, how deep was the water in the yard? m
17. Which direction did the water come into the property? West
18. Was the water inundating the property ‘clean’ cr ‘dirty'? Dirty
19. Was there any and if so what damage caused by rainwater through the roof or by No

overflowing gutters?




Cunningham Lindsey Austratia Pty Ltd -JJjJJj L Doyle (8081023 MHP) Page 6
DAMAGE REPAIR ASSESSMENT
AGREED WITH CUSTOMER: YES [ { No [] Page 1 of
DAMAGED AREA WORK REQUIRED COST
{INCL. ROOM & (DETAIL LIST OF ITEMS FOR CONTRACTORS TO QUOTE ON) ESTIMATE
DIMENSIONS)
Master bedroom R & R Skirting
5x4x3
Paint Skirting
Bedroom 2 R & R Skirting
4x4x3 Paint
Playroom R & R Skirting
5x5x3 Paint
Bedroom 3 R & R Skirting
3x3x3 Paint
Bedroom 4 R & R Skirting
Ix3x3 Paint
Total
Debris removal
Total
Builders margin
loading
GST
Provisional Reserve: $6,000




SCHEDULE OF LOSS

Page 1 of
Description Age " Price Ownership * Repair Repair/ Type of Proof | Method of Settlement & Poiicy Done
Manufacturer/Model {Yrs) | Paid {Y/N) Replace Adjustment {Limits, Indemnity value &
($) Cost (3) ete) =
Furniture $5000.00
Electronics $10000.00
Toys $4000.00
Miscellaneous $3000.00
Fridges x 3 $5000.00
Qutside tools $8000.00
Carpet 70m@$60.00 $4200.00
l
| $39,200

*Qwnership: Insured, Hire Purchase, Business use, Owned by Others

** Method of Settlement; Cash, Repair, Replace
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Aclive (Activa or Filed) status of document
1740512011 Date document was received
1710512011 Date document was completed

Has document been processed yet?

‘Status:  Completed i
Claim No: 'DOYLE / LEGAL AID -

C/No / DOYLE / LEGAL AID Claim Consultant;

mailed in by: Signing Authority on 17-May-11
Originat Auior SRR

To Whom It May Concern,

Please find attached a letter concerning- Lynn Doyle - Policy No ||| G

<<2011051711303790.PDF>>

Regards,

Consumer Protection Unit
Legal Aid Queensiznd | o [

DISCLAIMER: The contents of this email {inciuding any attachmenis) are confidential and privileged and are
intended only for the addressee. Any confidertiality or privilege is not waived ar lost because this emaif has
been sent to you by mistake. Any unauthorised use of the contents of this email is expressly prohibited.

If you receive this email in error, please contact us, then delete the email.

Emails may be interfered with, may contain computer viruses or other defects and may not be successfully

replicated on other systems. We give no warranties in relation to these matters. Hf you have any doubts about
=

the authenticity of an email purportedly sent by us, please contact us immediately. 2811351711282752 F0F
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Our Ref: MAF(flood): 1197907 Contact:
Date! Tuesday, 17 May 2011 &*‘“"m
E-mail: cpuadvice@legalaid.qid.gov.au
CGU IDR
CGU Insurance Limited
PO Box 390D
MELBOURNE VIC 3001

Email: cgu.idr@cgu.com.au

Dear Colleague

B v Dovie - I I

The Civil Justice (consumer protection) unit at Legal Aid Queensland acts for the
abovenamed for the purpose of preparing a submission to support a review of your
company’s decision to refuse our clients insurance claim arising from events in
Necember 2010 and/or January 2011.

Please ensure that all further correspondence on the reconsideration of the refusal is
directed to our unit.

Our client formally now requests that the decision to refuse insurance be reviewed. We
anticipate being in a position to forward further information and/or reasons fo support
this request within the next three weeks,

In the meantime, would you be so kind as to provide copies of any evidence, hydrology
and client information that you have used to determine this ciaim. Please ﬁnd enclosed
our client’s Authority.

In particular, we would appreciate a transcript of our client’s proposal for insurance and
record aof this claim (if you have one) and a transcript of any discussion with our client or
agent upon which you rely to support the decisicn you have made.

Yours sincerely,

mee nsland
enior soticiier/Consumer Advocate

Civil Justice Services (consumer protection)

44 Herschel Siraet Teleaphens: 1300 65 11 BB GPO BOX 2449
BRiSBANE QLD 4000 www,legaleid.qld.gov.au BRISBANE QLD 4401

ABN: 69 062 423 924 DX 150 BRISBANE DOWNTOWN



. Legal Aid

AUTHORITY TO RELEASE

TO WHOM IT MAY CONCERN
{AS ADVISED BY LEGAL AlD QUEENSLAND}

¥y
AddressiE

L = N Y
pate of v [

Hereby authorize you to provide Legal Aid Queensland with a copy of my Insurance

L Jamucwio] 2Ot

Pollcy and PDS that was in effect on

Sighed:

Dated: “3"05”“ ”’ ......................




AUTHORITY TO RELEASE

TO WHOM IT MAY CONCERN
{AS ADVISED BY LEGAL AID QUEENSLAND}

------------------------

foLL L T ——

Hereby authorize you io provide my soficitors as nominated by Legal Aid Queenstand

with any documents or Information in your possession as specifled by Legal Aid

Queeansland.

Signed:

Dated: . \ bhoip BT T
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AUTHORITY TO RELEASE

TO WHOM IT MAY CONCERN

{AS ADVISED BY LEGAL AlD QUEENSLAND)

by Becwen Doyeg N

Hereby authorize you to provide my solicitors as nominated by Legal Aid Queensland

with any documentis or Information in your possession as specified by Legal Aid

Dated: “D—DS“H .........................

Queensiand,

Sloned:
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AUTHORITY TO RELEASE

TOWHOM IT MAY CONCERN
(AS ADVISED BY LEGAL AID QUEENSLAND)

Loy ReacniEr Doyl g of

I R R R N N R R e L 1

.
caress: [ S
Date of Birth ---

Hereby authorize you {o provide Legal Ald Queenstand with a copy of my Insurance

Policy and PDS that was Ineffecton 1} SCLF’\LIQW& nEall!

St T . e

Dated: o ~00L

...............................................
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rrom: -

Sent: Monday, 6 June 2011 3:37 PM

o
Subject; FW: File detalls for || NN / Co -

FYl

CGU Insurance

www.ogu.cam.zu We put the you in CGU

A5
= Pleage consider the environment
before printing this email.

rror: [ (Sv<hy) o
ursday,

Sent: ay 2011 9:25 AM
subject: 1= 1T cetaits for [ o<

The photos in the letter attached to your e-mail below are not legible and therefore we cannot comment on

this at this {ime.

With respect to the list of properties where insurance claims have been accepted, it is noted that they are for
different insurance comparnies, which apply different criteria when assessing the claims. If is possible that
claims would be accepted by these companies even though the cause of the flooding was due to flows

exceeding the normal confines of a defined watercourse.

Are you able to forward better coples of the photos?

Regards

!rmc:[pal !onsuitant

WarleyParsons

Tel:
Mob:

;N

Level 15, 141 Walker St, North Sydney, NSW, 2060
PO Box 1812, North Sydney, NSW 2059

062011



Page 2 of 2

WorleyParsons | www.worleyparsons,com

Sent: Thursday, ay :

To: Roberis, Marc {Sydney)
Cc: Colin Brett

Subject: FW: File details for ||| GG 0oy -

Nota: Thia e-mail is subject fo the disclaimer conteined at the bottom of this message.

g

Please refer to the attached letter from insd, who has advised of properties in his street that were accepted as
storm water. Are you able fo comment on this.

Thanks

I edam I! anager

CGU nsurance

mm =~

vewrcgucom.au We put the you in CGU

Zh
m Pleage cansider the environment
before printing this amail.

Tha informaticn fransmilied in this massage ard its attachments (if any) is Intended only for the person or entity lo which it is addressed.

The message may confain confidential andior privileged material. Any revizsw, reiransmission, dissemination or other use of, or taking of any
action in reliznce upon this information, by persons or entilies other than the intended recipient is prohibitad.

If you have recatved this in error, please conlact the sender and delete this e«mail 2nd associated material from any computar,

The intended recipient of this 2-mail mzy only use, reproduce, disclose or distribute the informalion contained in this e-mail end any attached fiies,
with the parmission of the sender,

This message has been scanned for virusas.

*FEWORLEYPARSONS GROUP NOTICE #** "This email is confidential. If you are not the
intended recipient, you must not disclose or use the information contained in it. If you have received
this email in error, please notify us immediately by return email and delete the email and any
attachments. Any personal views or opinions expressed by the writer may not necessarily reflect the
views or opinions of any company in the WorleyParsons Group of Companies.”

6/06/2011
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Aclive (Active or Filed) status of document
24/06/2011 Date document was received
24/08/2011 Date document was completed

Has document been processed yet?

¥ Status: 'Cbmp'lez_ed

ClaimNe: - Malled/Pasted In -

For:  Colin Brett
FOS dispute awaiting allocation for review: Mrs Doyle

mailed fn by: Signing Autharity on 24-Jun-11
Orlginal Author; FOS Disputes
This is a system generated e-mail. Please do not reply to this e-mail address.

Applicant: Mrs Doyle

Case Number:|ll§

We have received a dispute in the name of Mrs Lynn Doyle concerning CGU Insuranee Limited . The
case number is provided above. This dispute may be a new dispute or it may have been previously
registered with us and the applicant has advised that the matter remains unrasolved.

Acceptance process

The next step is to assess if the dispute falls within our Terms of Reference. We do not require a
response or any information from you at this stage. The purpese of this notice is simply to notify you
that we have received the dispute.

Collection activity or recovery action

Financial services providers are generally prevented from taking further debt recovery sction in
refafion to a debt which is the subject of a dispute with FOS.

Accordingly, we expect any recovery action tu cease now that you are aware that a dispute has been
lodged.

Dispute information

To assist you to identify the applicant, we provide the following information:
o Applicant name{s}: Mrs Lynn Doyle

Applicant 1 date of birth:

Applicant 2 date of birth:

Applicant company name:

Applicant address: Burpengary, QLD Australia 4505
Representative name: Mr , Legal Aid Queenstand
Representative address: Consumer Protection Unit, GPO Box 2449 Brisbane, QLD Australia

4001

Phone no:

Reference type: Claim no.

Reference: *

Dispute summary. {Jueensland Flood Claim: The applicants’ lodged the claim cver the phone
with FSP on 11 January 2011, The applicants' claim was initially refused by the FSF on 5 Apri
2011, Legal Aid Queensland prepared an Internal Dispute Resolution submission, sent on 3
June 2011. FSF still has naot responded fo the IDR submission. LAQ feel this delay is
excessive, Please find attached the following documents: 1. initiai refusal letter from FSP to
applicanis dated DD MM 2011 2, LAQ DR submission dated DD MM 2011

e Outcome requested: For the refusal to be overturned and the applicants’ claim to be paid.

* 88 2 2 0




Further Action

We will contact you again once we have assessed our jurisdiction to consider the dispute. If you are
yet to review this dispute in accordance with your internal dispute resolution procedures, we would
encourage you to do so.

If you have any questions in relation to this e-mail, you can contact us on 1300 56 55 62 or by e-mail at
info@fas.org.au,

Yours sincerely

Acceptance Team
Financial Ombudsman Service

IMPORTANT

The contents of this email {(including any attachments) are confidential
contain privileged information. Any unauthcrised use of the contents is
expressly prohibited. If you have received this email in error, please
us immediately by Telephone: 1300 78 08 08 (local call) or by email 3
destroy the email and any attachments or documents. Our privacy policy
available on our website.

27-Jun=11 Date last modified (@now when it was saved)
24/06/201 1Emails Received
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Financial Ombudsman Service Limited
ABN 67 131 124 448

G5
F ! N A N CIA I_ GPQ Box 3, Melbourne YHC 3001

Telephone 1300 78 0808

OMBUDSMAN Fax 03 9613 63499

info@fos.arg.au

il
S E RVI C E Ek:r;;‘site www.fos.org.au

tT
4 July 2011 o
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Dispute lodged by: Mrs Lynn Doyle
Case numher:-

Please find enclosed details of Mrs Dayle'’s dispute with CGU Insurance Limited.

What you need to do

We encourage you to contact Mrs Doyle within the next 21 days and discuss and
resolve the dispute directly with them.

If you are able to resolve the dispute directly within 21 days, please provide written
details confirming how the dispute was resolved.

If you are unable to resolve the dispute directly, you will need to provide a detailed
written response to the dispute within 21 days. You should inciude an explanation of
CGU Insurance Limited's position and copies of all relevant information and
supporting documents, including a copy of any response to Mrs Doyle. This should
be provided to the Financial Ombudsman Service (FOS), with a copy provided to Mrs
Doyle.

To assist you, a guide is enclosed setting out the information and documents that are
generzliy relevant in a dispute such as this. Please carefully check this guide and
ensure that all relevant information and documents are provided with your response.

We require your response by 25 July 2011.

Once we receive your response we will review the dispute and decide the
appropriate next step for resolving this matter.

e

INCMNFSP-GH



Exchange of information

FOS encourages parties to a dispute to exchange information as part of trying to
resolve the dispute. As is the practice in general insurance disputes, please ensure
that a copy of all material included in your response is sent to Mrs Doyie. Only the
material exchanged will be relied upon by FGS unless special circumstances apply
as outlined in our Terms of Reference.

Privacy

We do not wish to collect third party or sensitive information that is not required. If
you include sensitive information or personal information about a third party please
ensure that the information is relevant to the dispute. If the information is not
relevant, please do not send it to us or take steps to de-identify the information.

Our privacy policy is available at www.fos.org.au/privacy.
How we deal with unresolved disputes

If a dispute is not resolved directly between the parties, we will use the most
appropriate dispute resolution method to resoive the dispute. We may assist the
parties to negotiate a resolution, or may conduct a congiliation conference where
appropriate. If a dispute cannot be resolved by mutual agreement, we may issue a
Recommendation or Determination.

For more information on the Financial Ombudsman Service and how we deal with
disputes, including our Terms of Reference and Operational Guidelines, please refer
to our websiie at www.fos.org.au.

Additional informaticn

If you;
¢ are unclear on how to respond to this dispute
¢ require additional time to respond or

» have any questions

please contact me on|jjE or email me ot D

Yours sincerel

Financial Ombudsman Service

enc.



Response Guide - General Insurance

When you are providing your response to us please review this Guide and provide
copies of all relevant information and documents as outlined balow.

Please outline your response under appropriate headings where relevant (eg.
Summary of Facts, [ssues in Dispute, Applicant's Position, Company’s Position,
Relevant Policy Provisions, Relevant Law).

* Your company’s report on its investigation of the dispute together with copies
of any related correspondence. Your response should include:
o Policy details
Applicant's particulars
The claim
The vehicle/property/contents/sickness
Details of previous claims
Details of any alleged non-disclosure or misrepresentation
Other relevant facts

©C00O0GCO

» A statement of the company’s overall position on the dispute. This should
include an outline of the issues in dispute, the Applicant’s position, relevant
policy provisions, relevant law and reference to any relevant FOS Terms of
Reference provisions.

= Detalls of any expert opinions (eg. Assessor, accident reconstruction,
forensic, medical, legal).

¢ Details of any suggested options or offers that will assist to resolve this
dispute

+ Copies of the following documents:

Applicant’s claim form

o Insurance proposal/applicant form

o Policy scheduie applicable at time of loss
o Policy wording applicable at time of loss

o]

= Copies of other supporting evidence where relevani, including:

o All assessors’ and adjusters’ reporis on liability and guantum
All investigators’ reports
Colour copies of all photographs, or the originals
Underwriting guidelines
Proof of application of underwriting guidelines (eg. Examples of
declined proposals, renewals and statutory declarations from
underwriters
Medical reports/technical reports
Valuations
o Witness statements/statutory declarations/affidavits.

oo Cc o

o 0Q




* Applicant Name:

FINANCIAL

OMBUDSMAN
SERVICE

e

Online Dispute information

This form contains a summary of an Applicant's dispute. It is based on infarmation

Financial Ombudsman Service Limited

ABN G7 131 124 148

GPO Box 3, Mefbcurne VIC 301

Telephone 1300 78 DB 08
Fax D2 9613 6399

Email info@fos.org.au
website  www.fos.org.au

submitted by an applicant when they lodge their dispute online with FOS.

b — ke e s e e ae wae y C e e

!
]

FOS Case Number: e

' Date Dispute Recorded by

24 June 2011

FOS:

Mrs Lynn Doyle

Applicant’s Business Name

. {if applicable):

: Applicant Address &
Contact Details: Ph:

Email:

Australia 4505

. Burpengary, QLD,

Representative Name
 (if applicable):

i Representative Address
. Details (if applicable):

Account/Policy/ Claim no.
- Claim Reference Number:

| Financial Services Provider
| Name:

Summary of Dispute:

- Queenstand Flood Claim: The applicants’ lodged the claim over the phone with FSP |
.on 11 January 2011. The applicants’ claim was initially refused by the FSP on 5 ’

Consumer Protection Unit, GPQ Box
2449 Brisbane,QLD,Australia 4001

e e e

: GGU Insurance Limited

. April 2011, Legal Aid Queensland prepared an Internal Dispute Resolution
: submission, sent on 3 June 2011. FSP still has not responded to the IDR
i submission. LAQ feel this delay is excessive.

Please find attached the following documents:
1. Initial refusal letter from FSP to applicants dated DD MM 2011

, 2. LAQ IDR submission dated DD MM 2011



Outcome Sought:

For the refusal to be overturned and the applicants' claim to be paid.



Desmond Buckley

From:
Sent:
To:
Subject:

"Il

Our clients sent a Ietter dated 3 May 2011 to||j | Team Manager of CGU Claims. | have no information of
when that letter arrived.

Burpengary Qld 4505 Our Ref -

Cheers

Paul

demor !olimtor.’Consumer Advocate
onsumer Protection Unit

Legal Aid Queensland
44 Herschel Street
Brisbane QLI 4000

rrom:
Sent: Tuescay, June 78, 2031 2:16 PM

To:

Subenrmoyle - 51 cnoary QId 4505 Our Ref 247156

i

The on line dispute form states that the Applicant first lodged the
complaint with the FSP on 17 May 2011. In order to move the
dispute forward at this time, we require the Applicant to advise
the name of the person or department that she complained to on
that date.

Can you ask the Applicant to supply us with this information.

Regards



m | Dispute Officer

inancial Ombudsman Service Limited

T q [ F |Lacal cail: 130¢ 78 c8 o8 | Emai (G
Please consider the environment before printing this email

IMPORTANT
The contents of this email (including any attachments} are confidential and may

contain privileged information. Any unauthorised use of the contents is
expressly prohibited. If you have received this email in error, please notify
us immediately by Telephone: 1300 78 08 08 {local call) or by email and then
destroy the email and any attachments or documents. Our privacy policy is
available on our website.

DISCLAIMER: The contents of this email {including any attachments) are confidentia and privileged and are intended only for the
addressee. Any confidentiality or privilege is not waived or lost because this email has been sent to you by mistake. Any
unauthorised use of the contents of this email is expressly prohibited.

If you receive this email in error, please contact us, then delete the email.

Emails may be interfered with, may contain computer viruses or other defects and may not be successfully replicated on aother
ystems. We give no warranties in relation to these matters. If you have any doubts about the authenficity of an email purpartedly
ent by us, please contact us immediately,



FOSSIC
Case Action Report

Reference ld

Status Acceptance
Team ERT Gl Acceptance
Case Owner

Applicant Name Doyle, Mrs Lynn R

Home Phone Mobile Phone

Business Phone 07- Fax

Email

Interpreter

Referred By Legal Aid/Free Legal Service

Received Via Web

FS5P Name CGU insurance Limited

Contact Name

CaseAction: emiiea G
Action Decription Email Out CodeEO
Action Date 2g-dun-2011 by [N

Contact Dayie, Lynn

Comment Hi FPaul

The on fine dispute form states that the Applicant first lodged the
complaint with the FSP on 17 May 2011. In order to mave the dispute
forward at this time, we require the Applicant to advise the name of the
person or department that she complained to on that date.

Can you ask the Applicant to supply us with this information.

Regards

*** End of Report ***

Report created 28-Jun-2011 2:16 PM Page 1 of 1
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en: 28 - STANLEYS MECHANICAL PAGE 18

CGLU Ingurance

GPO Box 9902
BRISBANE QLD 401

5% April 2011
ARN 2704 478 371

Tel! 1300 B2 7BH
Fex: @7 31361413

MR & MRS DOYLE
4505

Dear Mr and Mrs Doyle,

Your Claim Number: ]
Your Policy Number:
Situation Address: BURPENGARY QLD

1 amwrlting to you in relation o a claim you made for damage to your proparty on or
about the 11" January 2011,

As requested | have reviewed your claim and after careful sonaldaration of the
Informafion provided, | concur with the original dacision to dedline the clalm for the
followlng reasons;

Summary of the decision

The circumstances of the claim
We raoelved an emafl of correspandance onthe 4™ April 2011 requesting
recansideration of your claim,

Your palicy covarage relating to the clalm
Your CGU policy covers inundation by storm water but does not provida
insurance coverage for losses caused by flood. Flood is clearly defined in
your policy, for detalls you can refer to the glossary of your CGU hame policy,

The information we have consldered in making this decision
LGl reviews each claim on its individual merits and we do not deny claims
lightly. We have carefully reviewed your claim; water has escaped from
Burpengary Craek via sform drains. Where waler has escaped a water course
By backing up through storm water dralns to find an equal level to the river,
this Is also considered to fall within the definition of Flood under the CGU
Paiicy.

Furthermore, rising storm waters that can not drain into a watercoursa
because the watercourse Is already In flood ts also considered flood water

PLZ - Version §
wneegueemeay G50 Insyrance Limiled ABN 27 D4 478 371
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13/ps5/2011 ee:20 [N STANLEYS MECHANICAL PAGE 11

The soursa of the Inundation is from the Burpengaty Crask. ! refer fo your
definition of flood under your CGU policy:

Flood;

The covering of normal dry land by water escaping or released from the
conflnes of a watercourse or lake, whether ar nol it Js aitered or modified,
Flood also includes water ascaping from the confines of any resenvolr,

channel, canal or dam.

Fiood water that mixes with storm water run off that inundates yaur property is
viewed as damaga from floodwaier.

Based on your advice and information avallable to us, we conclude that the
tass for which you have claimed was caussd by flood. As a rasult we ara hot
in g position to pay your claim.

if you disagras with this decislon, please contact me and | will refer your claim {a the
CGU Dispute Resolution tearm. The Dispute Rasolution team will independently
review your claim and provide a decdlsion within 15 business days of recelving your
raguest and ail relevant information,

Enclosed is a brochure that will provide you with further information about the dispute
resalution process, Please do not hesitate to sontact me on (NI © vou
wish lo discuss this matter or require any further information.

Yours Sincaraly,

'eam Hanagar

CGU Claims

DL2 - Version §
wwwsgHaTAu CEU insumnce Limiled ABH 27 004 470 371



. Legal Aid

Qur Ref: MAF{locd); 1197907 Confact:
Date: Friday, 3 June 2011

The Manager

Internal Digpute Resolution
CGU ]nsurance

Fax: 07 3135 1413

Dear Colleague

( Lynn and Brett Doile Polici Number - Claim Number

"Request to review decision as quickly as possibie following refusal of claim
dated: 5 April 2011

The Civil Justice (consumer protection} unit at Legal Aid Queensland acts for the
abovenamed for the purpose of this request to review your company's decision o
refuse our client’s insurance claim arising from events in December 2010 and/for
January 2011,

Please ensure that all further correspondence on the reconsideration of the retusat is
directed to our unit, attention the author, Paul Holmes at

, Our client formally ncw requests that the decision to refuse insurance bhe reviewed,

In suppott of the request for review, we ask that you take the following into
consideration:

Exclusion relied upon by you {definition) 7

CGU’s refusal letter dated 5 April 2011 indicates that our clients' claim for his property
has been rejected on the basis that the damage to their property was caused by Flood
water and this is not covered by CGU's Policy. Fleod is defined by Page 62 of their
Home and Contents Insurance Policy.

On Page 62 of the First Choice Home Insurance Product Disclosure Statement and
Policy Flood is defined as

“the covering of normally dry land by water escaping or released from the normal
confines of a watercourse or lake, whether or not it is altered or modified. Flood ajso
includes water escaping from the confines of any reservoir, channel, canal or dam.”

We note that Page 36 of 67 the 13" of 50 Listed Exclusions is flood.

44 Harschel Strest Telephone: 1300 65 11 BB GPO BOX 2449
BRISBANE QLD 4000 www.lagalald.qid.gov,au BRISBANE 4dLD 4001
ABN: 85 062 423 824 DX 150 PRISBANE DOWNTOWN



3 June 2011

However, at the same time we note that the Policy does provide insurance coverage for
Storm, Rainwater and Wind on page 16. This Policy does not appear to define what
CGU says is meant by storm or rainwater.

In our view "fiood” is covered by the policy, unless it is shown that there is an exclusion
which has been clearly communicated to the insured. This is not the case for our client.

In our view as “flood” is a prescribed event for the purposes of section 35 of the
Insurance Contracts Act 1984 as defined in reguiation 14, you had a duty to clearly
inform ¢lient that “flood” was excluded under the policy. The Corporations Act 2001
also requires “clear, concise and effective” disclosure.

The reason for this is that when the definition of flood is read together with the inclusion
of storm and rainwater in our view there is overlap between the two definitions which is
likely to cause confusion for a consumer about what is covered and what is not covered
under flash flood and flood. The definitions of flood, rainwater and storm appear to be
contradictory and confusing from a consumers perspective.

A reasonable person could form thé view that it is rainwater or the run-off following a
storm that causes water fo escape or be released from the normal confines of a
watercourse because it is the flow of water inte watercourses from rainwater and storms
that causes the watercourses to rise. There is also uncertainty from the fact it is
unclear from the Policy what a storm is and if, when the runoff from a storm causes a
watercourse to rise and have water escape whether that is covered or excluded from
CGU’s Policy or if rainwater run-off causes the same thing to happen.

In our view, such contradictory definitions do not meet either the requirement to “clearly
inform” under the Insurance Contracts Act or the requirement for “clear concise and
effective” disclosure under the Corporations Act. In those circumstances you ought not
to rely on the exclusion and payout our client’s claim.

Storm Damage

In the aiternative, the damage caused to our client's property was caused as a result of
run-off from a storm and/or rainwater.

This view Is supported by A severe weather warning with warnings of heavy rainfall and
flash flooding was issued by the Bureau of Meteorology shortly before Sam as
reproduced below and it our view that all of the evidence points to storm cells with
torrential downpours which hit the western suburbs of Brisbane ot that morning:-

Tuesday, January 11, 2011 8:49 AM
Subject: QLD Severe Weather Warning: Heavy Rainfall and Flash Flooding



3 June 2011

* THE AUSTRALIAN EARLY WARNING NETWORK

QLD Severe Weather Warning: '
Heavy Rainfall and Flash Flooding

Al M ﬁl’*“h‘ LN
iyl
BRISHANECITY

Dyedicated to a betfer Brishane
Source: Bureau of Meteorology

For people In the Scutheast Coast District and the Darting Downs and Granite
Belt District southeast of Dalby to Goondiwindi.

Issued at 8:00 am on Tuesday 11 January 2011

Syneptic Situation: At 8arn AEST, an upper level low was located over the Darling
Downs and Granite Belt district and is forecast to move to the southwest and
slowly weaken,

Heavy rain areas and thunderstorms are expected to continue through the
Southeast Coast and Darling Downs and Granite Belt today. Heavy falls will [ead
to localised flash flooding and will worsen existing river flooding.

Currently, an intense slow moving band of rainfall extends from about
Maroochydore to Warwick. Rainfall rates in this band are reaching 80 to 100 mm
per hour.

We also note the view that a number of storms affected the Brisbane and lpswich area
is also supported by The Special Climate Statement released by BoM which is quoted
in the Insurance Council of Australia Hydrology report for the Brisbane Local
Government Area. Relevantly it says:

“10 to 12 January. An upper-level low combined with a humid easterly flow to bring very heavy
rain to southeast Queensland and northeast New South Wales. The heaviest falls ware in the
areas north and west of Brisbane (Figure 1e). Three-day totals exceedsd 200 mm cver most of
the area bounded by Brisbane, Gympie and Toowoeomba, including the majority of the Brishane
River Catchment. Further south, fotals exceeding 100 mm extended to the coast and adjacent
ranges of New South Wales north of Coffs Harbour, locally approaching 200 mm on parts of the
Northern Tablelands, and also extended intc inland southern Queensland as far west as Dafby.

The heavy rain covered a smailer area than was the case in the late December event. The

highest daily totals observed in the Bureau’s regular network were 298.0 mm at Peachester and
282.6 mm at Maleny on 10 January, while the highest three-day totals were 6484 mm at Mount



3 June 2011

Glorious and 617.5 mm at Peachester. intanse short-period falls also occtirred during the event,
with one-hour falls in excess of 60 mm occurring on both 10 and 11 January at numerous
stalions in various locations north and west of Brisbane. ft is possible that higher short-period

falls occurred in areas between observing sites.” (emphasis added)

The Radar Images in Appendix A of the Report and referred to on Pages 24 and 25 of
the ICA Hydrology report are also relevant. We have attached a copy of the relevant
radar images. These images support the view of many of our clients that Brisbane and
its surrounds experienced a storm on the morning of 11 January 2011 which resuited in
heavy rain that in tum caused flash flooding that falis within the definition of storm in our
client's CGU's Policy.

Our client is aware that local catchments and ground soils were saturated as a result of
prolonged rain over this period, exacerbated by heavy rains and thunderstorms which
affected parts of Brisbane and Ipswich on Monday 10" January and on Tuesday 11
January 2011.

According to the Bureau of Meteorology (BoM) daily weather observations, there were a
number of distinct recorded weather events, including rain, that occurred in the
Brisbane area over the peried 9% to the 12 January, inclusive, as shown at

hitp:Awww. bom.gov, av/climate/dwo/lDCIDWOA400 shtml

For the period Monday 8am to Tuesday Sam just 15.4mm rainfall was recorded and
massive 40mm was recorded for the period from 9am Tuesday to 9am Wednesday .
This accords with our clients’ recollection that another storm ocourred Tuesday morning
with rain continuing throughout the day, and it was only as a result of this storm that
flash flooding cccurred in the local area.

Legal Aid Queensland now has many clients, living in Brisbane and its Northern
Suburbs recalling a severe thundersterm on Tuesday 11™ January in the morning.
Specifically we are taking statements confirming that lightning was ohserved, residents
heard thunder and experienced extremely heavy rain squalls in their local area.

Windspeeds recorded by the BoM and reperted show that winds were gusting at up o
41kms per hour on the Monday and at 33 kms on the Tuesday. These speeds were
elevated from the previous week and support our client's claim that a storm had passed
over their property on Tuesday morning resulting in high winds and heavy rain.

In addition, we note that there were 2455 recorded lightning strikes between 11pm on
10" January to 11pm on 11" January 2011 in the Brisbane Area. (from 6 the previous
24 hours and none from Tuesday 11pm to Wednesday 11pm).

Total Strikes Date and Time
6 11:00PM on 08 Jan 2011 to 11:00PM on 10 Jan 2011
24585 11:00PM &n 10 Jap 2011 to 11:00PM on 11 Jan 2011
0 11:00PM on 41 Jan 2011 to 11:00PM on 12 Jan 2011

There is little doubt that storms oceurred across the Northern Suburbs of Brisbana on
Tuesday morning, 11 January 2011,
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This view that the damage to our clients’ property was caused by runoff from a Storm
and rainwater s supported by the recollection of our clients. They recall the events of
that week in the following way:

“The house is in between 2 drains that lead to the creek. The Rowley Road/Mathew
Crescent drain is about 280m away and the cther drain is about 80m when standing
outside to the left. The Burpengary Creek is approximately 310 metres behind our

property.

We had rain for 3 days straight. We had lightening and thunder for hours on the 11"
Jan. There was a really bad storm. | was at home until about 9am and { noticed the
roads were starting to fill with water | took my youngest son to a swimming fesson and
went to the bridge on Rowley Road to see if the water had come up. The water was still
flowing under the bridge. 1 drove home after the swimming lesson at about 10:15am
and | couldn’t get through our street. | couldn’t even get through the back streets. | just
rang my husband and panicked. | waited at my parents house for my husband to come
home (in Kallangur).

At about 2pm we went around the back way to the other side of the creek. My husband
walked through where there is a foot bridge to our property. He said by then the water
was knee deep at the property. At about 3pm that afternoon we went back to the
property in the 4 wheel drive.

We panicked because we were {old the water was still to come. Ard the rivers were all
peaking on Wed and Thurs. We managed to take some clothes for the kids and
valuables, and photos. We then went back to my parents house.

The water didn’t enter the property again. The water which affected the property was
clear.

From what we can tell the water came to about the height of the skirting boards and did
not go any higher.”

Burpengary Creek is not affected by either the Bremer or Brisbane River. \We note that
Mathew Crescent is on the Northern Side of the Property, while Burpengary Creek is
about 300 metres to the South of the Property. Our clients have previously forwarded
you a number of photographs which amongst other things show:

(a) water on — running towards Burpengary Creek, the opposite
direction to which would be required for your argument that the damage was
caused by Burpengary Creek breaking its Banks to be hold true;

(b} the lack of water running down the drive way of the property which is on the

Southern Side of the Property. If Burpengary Creek had broken its banks water
would have entered the property from this direction.

What is clear from the evidence is that our clients’ property was damaged by excessive
storm and rainwater run-off following a storm which occurred in the area on Tuesday
Morning 11 January 2011. This event falls within the coverage of the CGU Policy held
by our clients on any reasonable interpretation of the CGU Policy. We also note that
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CGU is the only insurer we are aware of in this area of streets who has not
acknowledged the weight of evidence showing that the damage in the area was caused
by storm and its run-off

As a consequence, as the event which caused damage to our client's praperty is an
insured event under the Policy, CGU is required to pay out all of our client's claims. We
fook forward to your confirmation that this claim will be paid.

Hydrology

We note that in CGU'’s refusal letter of 5 April 2011 you have drawn the conclusion that
the damage to our client’s property was caused by flood.

We note that the Worley Parsons Report provided is at best general and contains
phrases like "the gauge was not operation from 3pm on the 10" and refers to a peak
being likely greater than the last measurement some 3.7 kms downstreamn of the
property. It also acknowledges that “it is not possible to interpolate the level of
Burpengary Creek from recarded gauge data in the vicinity of the property,” and then
makes a supposition that unknown levels of the Burpengary Creek would have caused
a back up in stormwater drains.

We also note the following further inconsistencies with the Worley Parsons Hycdirology
report. On page 6 it states that “debris lines on the western faence and a lean in the
eastern fence indicated that flow was coming from the western side of the property but
then at page 6 it says it came from the Creek at the South of the Policy. On page 8
Figure 5a and 5b shows debris is on the road side of the fence, however if the water
came from the creek the debris should be on the other side of the fence.

On the whole the report is very general and lacks the data to make specific conclusions
that are relevant tmwhere our clients’ property is situated. The far
stronger evidence is the evidence of our clients and their neighbours that the water was
flowing towards the Burpengary Creek and not away from it.

The hydrology that you have relied on is wholly inadequate for the purpose that you
have used it {or.

Request for information you relied upon to make your decision

If, upon consideration of the matiers raised in this letter you reaffirm the original refusat,
would you be so kind as to provide copies of any evidence, hydrology and client
information that you have used to determine this claim and/or in reconsideration of this
claim within 7 days of your review.

In particular, we would appreciate a transcript of our client’s proposal for insurance and
record of this claim (if you have one) and a transcript of any discussion with our client or
agent upon which you rely to suppart the decision you have made.

Response and urgency for our client
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Our client prepared the quantum of the loss he has suffered to his home and contents
in haste and we hereby reserve his rights to revise his claim if necessary.

Yours sincerely,

per..

Legal Al ueenslan
!enlor !oLmloﬂConsumer Advocate

Civil Justice Services (consumer protection)
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QLD Severe Weather Warning:
Heavy Rainfall and Flash Flooding

i

r;-%
e Wi i
‘ ) ISH-!E cITY

Dedicaied to a better Brishane

Saurce: Bureau of Mateorology

For people in the Southeast Coast District and the Darling Downs and Granite
Belt District southeast of Dalby to Goondlwindi.

Issued at B:00 am on Tuesday 11 January 2011

Synoptic Situation: At 8am AEST, an upper level low was lacated over the Darling
Downs and Granite Belt district and s forecast to move to the southwest and
slowly weaken,

Heavy raln areas and thunderstorms are expected to continue through the
Southeast Coast and Darling Downs and Granite Belt today. Heavy falls will lead
. to localised flash flooding and will worsen existing river flooding.

Currently, an intense sfow moving band of rainfall exkends from about
Maroochydore to Warwlck. Ralnfall rates In this band are reaching 80 to 100 mm
per hour.

We also note the view that a number of storms affected the Brisbane and Ipswich area
is also supported by The Special Climate Statement released by BoM which is quated
in the Insurance Council of Australia Hydrology report for the Brishane Local
Government Area. Relevantly it says:

"10 to 12 January. An upper-level low combined with a humid easterly flow to bring very heavy
rain to sautheast Queensland and northeast New South Wales. The heaviest falls were in the
areas north and west of Brishane (Figure 1e). Three-day totals exceeded 200 mm over mast of
the area hounded by Brigsbane, Gympie and Toowoomba, including the majority of the Brisbane
River Calchment. Further south, totals exceading 100 mm extended to the coast and adjacent
ranges of New South Wales north of Coffs Harbour, locally approaching 200 mm on parts of the
Northern Tablelands, and also extended into inland southern Queensland as far west as Dalby.

The heavy rain covered a smaller area than was the case in the late December event. The

highest daily totals observed in the Bureau’s regular network wers 298.0 mm at Peachester and
282.6 mm at Maleny on 10 January, while the highest three-day totals were 648.4 mm at Mount
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Glorious and 617.5 mm at Peachester. /nfense short-perfod falls also occurred during the even,
with one-hour falls in excess of 60 mm occumring on both 10 and 11 January at numerous
stations in various locations north and west of Brishane. It Is possible that higher short-period

falls occurred in areas between observing sites." (emphasis added)

The Radar Images in Appendix A of the Report and referred to on Pages 24 and 25 of
the ICA Hydrology report are also relevant. We have attached a copy of the relevant
radar images. These images support the view of many of our ¢lients that Brisbane and
its surrounds experienced a storm on the morning of 11 January 2011 which resulted in
heavy rain that in turn caused flash flooding that falls within the definition of storm in our
. client's CGU's Policy.

Our client is aware that local catchments and ground soils were saturated as a result of
prolonged rain over this period, exacerbated by heavy rains and thunderstorms which
affected parts of Brisbane and [pswich on Monday 10™ January and on Tuesday 11"
January 2011.

According to the Bureau of Meteorology (BoM) daily weather ohservations, there were a
number of distinct recorded weather events, including rain, that occurred in the

Brisbane arca over the period 9 to the 121 January, inclusive, as shown at
hitp:ffwww borm.qgov.au/climate/dwe/IDCJDW0400.shtml '

For the period Monday 9am to Tuesday 9am just 15.4mm rainfall was recorded and
massive 40mm was recorded for the pericd from 9am Tuesday to 9am Wednesday .
This accords with our clients’ recollection that another storm occurred Tuesday morning
with rain continuing throughout the day, and it was only as a result of this storm that
flash flooding occurred in the local area.

. Legal Aid Queensland now has many clients, living in Brisbane and its Northem

Suburbs recalling a severe thunderstorm on Tuesday 11™ January in the morning.
Specifically we are taking statements confirming that lightning was obseived, residents
heard thunder and experienced extremely heavy rain squalls in their local area.

Windspeeds recorded by the BoM and reported show that winds were gusting at up to
41kms per hour on the Monday and at 33 kms on the Tuesday. These speeds were
elevated from the previous week and support our client's claim that a storm had passed
aver thelr property on Tuesday morning rasulting in high winds and heavy rain.

In additién, we note that there were 2455 recorded lightning strikes batween 11pm on
10" January to 11pm on 11" January 2011 in the Brishane Area. (from 6 the previous
24 hours and none from Tuesday 11pm to Wednesday 11pm).

Taotal Strikes. " Date and Time
& 11:00PM on 09 Jan 2011 to 11:00PM on 10 Jan 2011
2485 11:00FPM on 10 Jan 2011 tc 19:00PM on 11 Jan 2011
0 11:00PM on 11 Jan 2011 to 11:00PM on 12 Jan 2011

There is little doubt that storms oceurred across the Northern Suburbs of Brisbane on
Tueaday morning, 11 January 2011.
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This view that the damage to our clients’ property was caused by runoff from a Storm
and rainwater is supported by the recollection of our clients. They recall the events of
that week in the following way:

“The fiouse is in between 2 drains that lead fo the creek. The Rowley Road/Mathew
Crescent drain is about 280m away and the other drain is about 80m when standing
outside fo the left. The Burpengary Creek is approximately 310 metres behind our
property.

We had rain for 3 days straight. We had lightening and thunder for hours on the 11"
. Jan. There was a really bad storm. [ was at home until about Sam and | noticed the
roads were starting to fill with water | took my youngest son to a swimming lesson and
went to the bridge on Rowley Road to see if the water had come up. The water was siill
flowing under the bridge. 1 drove home after the swimming lesson at about 10:15am
and | couldn’t get through our street. | couldn't even get through the back streets. | just
rang my husband and panicked. | waited at my parents house for my husband to come
home (in Kallangur).

At about 2pm we went around the back way to the other side of the creek. My husband
walked through where there is a foot bridge to our property. He said by then the water
was knee deep at the property. At about 3pm that afternoon we went back to the
property in the 4 wheel drive.

We panicked because we were told the water was still to come. And the rivers were all
peaking on Wed and Thurs. We managed to take some clothes for the kids and
valuables, and photos. We then went back to my parents house.

._ The water didn't enter the praoperty again. The water which affected the property was
clear.

From what we can tell the water came to about the height of the skirting boairds and did
not go any higher.”

Burpengary Creek is not affected by either the Bremer or Brisbane River. We note that
Mathew Crescent is on the Northern Side of the Property, while Burpengary Creek is
about 300 metres to the South of the Property. Our clients have previously forwarded
you a number of photographs which amongst other things show:

(a) water on Mathew Crescent running towards Burpengary Creek, the opposne
direction to which would be required for your argument that the damage was
caused by Burpengary Creck breaking its Banks to be hold true;

(b) the lack of water running down the drive way of the property which is on the
Southern Side of the Property. If Burpengary Creek had broken its banks water
would have entered the property from this direction.

What is clear from the evidence is that our clients' property was damaged by excessive
storm and rainwater run-off foliowing a storm which occurred in the area on Tuesday
Morning 11 January 2011. This event falls within the coverage of the CGU Policy held
by our clients on any reasonable interpretation of the CGU Policy. We also note that
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CGU is the only insurer we are awatre of in this area of streets who has not
acknowledged the weight of evidence showing that the damage in the area was caused
by storm and its run-off

As a consequence, as the event which caused damage to our client’s property is an
insured event under the Pclicy, CGU is required to pay out all of our client's ciaims. We
look forward to your confirmation that this claim will be paid.

Hydrology

. We note that in CGU's refusal letter of § April 2011 you have drawn the conclusion that
the damage to our client's property was caused by flood.

We note that the Worley Parsons Report provided is at best general and contains
phrases like "the gauge was not operation from 3pm on the 10" and refers to a peak
heing likely greater than the last measurement some 3.7 kms downstream of the
property. It also acknowledges that “it is not possible to interpolate the level of
Burpengary Creek from recorded gauge data in the vicinity of the property,” and then
makes & supposition that unknown levels of the Burpengary Creek would have caused
a back up in stormwater drains.

We also note the following further inconsistencies with the Worley Parsons Hydrology
report. On page 6 it states that “debris lines on the western fence and a lean in the
eastern fence indicated that flow was coming from the western side of the property but
then at page 6 it says it came from the Creek at the South of the Policy. On page 8
Figure 5a and 5b shows debris is on the road side of the fonce, however if the water
came from the creek the debris should be on the other side of the fence.

. On the whole the reiort i3 vei ieneral and lacks the data to make specific conclusions

that are relevant to where our clients’ property is situated. The far
stronger evidence is the evidence of our clients and their neighbours that the water was
flowing towards the Burpengary Creek and not away from il.

The hydrology that you have relied on is wholly inadequate for the purpose that you
have used it for.

Request for information you relied upon to make your decision

If, upon consideration of the matters raised in this letter you reaffirm the original refusal,
would you be so kind as to provide caples of any evidence, hydrology and client
information that you have used to determine this claim and/or in reconsideration of this
claim within 7 days of your review.

In particular, we would appreciate a transcript of our ¢lient's proposal far insurance and
record of this claim (if you have one) and a transcript of any discussion with our client or
agent upon which you rely to support the decision you have made.

Response and urgency for our ¢client
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Our client prepared the quantum of the loss he has suffered to his home and contents
in haste and we hereby reserve his rights to revise his claim if necessary.

Yours sincerely,

per ..
Lega

. Femor !olm!or/Cons umer Advocate

Civil Justice Services (consumer protection)
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FAgurs A8 Radar Images, 1606 Hours to 2112 Hours Monday 10 January 2011
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Floodtng in the Brisbane River Catchment, January 2011 iCA Hydrology Panel
20 February 2011

Figure AQ Radar images, 0206 Hours to 0706 Hours Tuesday 11 January 2011
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Figure A10 Radar Images, 0812 Hourg to 1254 Hours Tﬁesday 11 January 2011
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Figure A11 Radar Images, 1412 Hours to 1900 Hours Tuesday 11 January 2011
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Flooding in the Brisbane River Catchmeant, January 2011
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Figure A12 Ractar Images, 2012 Hours on Tuesday 11 January to 0000 Hours Wednesday
12 January 2011
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, WorleyParsons EcoNomics

resources & energy

MEMORANDUM

DATE 25 July 2011

TO ! (CGU Insurance)
frov
IS (<G rsurance)
PROJECT — :
. susJecT | curoengary
]
|

Further to correspondence received from CGU regarding [JMathew Crescent, Burpengary (the
property) dated 27" June 2011, the following memc outlines a response to comments received on the
hydrology report prepared for the property in a letter from the claimants, Mr and Mrs Doyle, dated 3™
May 2011.

CoPY

The data gap in the Burpengary {Rowley Rd) gauge from 15:15 on Monday 10" January 2011 to
18:15 on Friday 14" January prevents a water level interpalation for the period of inundation at the
property. The reason for the gap is unknown with no indication from the owners of the gauge (BoM
and/or Moreton Bay Regional Council, MBRC). In the absence of gauge level records the field
inspection provided the indicative depth of inundation (approx. 500mm over ground, as measured
from debris in nearby fences)

The hydrology report summarises the regional rainfall by analysing available data at several

gauges. The Redcliffe gauge records hourly rainfall, while the Burpengary Rowley Rd Alert records
. daily rainfall. Both gauges recorded rainfall in the 24 hours to 09:00 on the 10" and 11" January

2011. The daily rainfall gauge at Rowley Road shows a total accumulation of 68mm for the 24 hours

to 9am on 10" January 2011 and 11mm for the 24 hours to 9am on 11" January 2011.

Further analysis of gauge readings has been undertaken for the pluvio gauge at Rowley Road
(540245). Cumulative rainfall at this gauge between 6" January and 16™ January 2011 is presented
in Figure 1. The most intense rainfall recorded during this period occurred between approximately
12:15 and 12:30 on Sunday 8" January 2011 where 53mm fell. This rainfall burst was equivalent to
less than a 1 year ARI rainfali event.
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Figure 1  Cumulative rainfall at Burpengary {Rowley Rd} gauge

The area of the catchment upstream of the property is approximately 19 hectares. Applying the
highest hourly rainfall intensity from the morning of 11% January (at the time of inundation at the
property) of 5. 8mm/hr the approximate depth of flow due to runoff {assuming normal depth
gstimations) across a 50m fence at the property would be less than 30mm. As a sensitivity check,
using the peak rainfall intensity from the previous day (17.8mmy/hr) would yield a depth of flow less
than BOmm. These depth approximations due solely to runoff from the upstream catchment would be
. insufficient to inundate the property to the levels as evidenced during the field investigation.

Reference to the MBRC Areas of Potential Inundation During a '1 in 100 Year' Fiood mapping

indicates that the property afjj | I s i 2n overiand fiow path that is susceptible

to flows escaping Burpengary Creek via the Western and Eastern Drains.

Available topegraphic mapping in the vicinity of the property shows a ridge between the Western
Drain and the Eastern Drain that runs parafiel to Burpengary Creek and ||| [ | | | Q]I IIR. s
would suggest that the rising water level in Burpengary Creek would have backed up the Western
Drain towards ||} ] 7his was indicated by debris lines in the vicinity of the creek that
were observed by WorleyParsons on 16" March 2011. Water that backed up the Western Drain
would have overtopped the drain at some point atong [ | ] NI =< then flowed in an
easterly direction towards the property. This is substantiated by the photograph provided by the
insured showing the direction of flow down |Gz on 11" January 2011.

Further to other comments from the Insured in their letter dated 3 May 2011, responses are provided
below.

201015-0248401-ba8-response 110726 doc 2



| WorleyParsons EcoNomics

resources & energy

“On Page 6 it states that "debris iines on the western fence and a lean jn the eastern fence (at
the rear of the property} indicated that flow was coming from the westemn side of the property
but then at page 6 it says it came from the Creek at the South of the Poficy’

The second sentence in the hydrology report refers to debris on the fence oriented east-west across
the Eastern Drain, which is perpendicular to the Eastern Drain. This indicates that flow progressed
south-to-north from the drain and contributed to flow moving from west to east (from the Western

Drairt} in the overland flowpath.

Prepared by Reviewed by

Engineer
Environment and Water Resources

Principal Consultant
Advanced Analysis

301015-0248401-baB-response110726.doc 3
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CGii Insurance
CGU 181 William Streat, Melhourne VIC 3000
t (03) 9609 B222 § (D3)9601 B439

11 Angust 2011

Mr & PMrs Doyie
BURPENGARY QLD 45058

Dear Mr & Mrs Doyle

Thank you for your recent letter in relation to your cfaim (poticy numbedjj | | | |  JJIIR ! =~
responding on behalf of those who received a copy of your letier.

I've looked closely into the direumstances of your elaim, which was rejected on the basis that damage
to the property was caused by flood, which is not covered by your policy.

CGL considers each claim in detail and does not take the denial of claims lightly. As you would
appreciaie, we can't pay claims that are not covered by a policy and for which no premiumn has been
collected.

Wa don't deny claims unless there is very significant evidence to demenstrate that a claim is not
covered. A hydrotogy report was undertaken at your property. The report conciudes that the darmage
was caused by the Burpengary Creek overflowing during the heavy rains experienced at the time,

| requested a fellow up report on hearing that other insurers had paid claims in the area, and asked
our internal Fleod Panel to raview the claim in detail. The conclusion of both of these reviews
suppaoried tha inilial decision.

All insurance policies are different and each insurer wilt assess whether a claim is valid under its own
particular policy. :

As you are aware, your case is now with our Internal Dispute Resolution (IDR) tear and has also
gone i the Financial Ombudsman Service, who will separately pravide an independent assessment of
the claim.

from our IDR feam this week and received an update on
if you have any further questions or

[ understand you have spoken to
your glaim. | encourage you to ¢=l on
comments in relation to your claim.

Yours sincerely

Mnager - Claims

GBI Insuranice Limited ABK 27 004 478 31
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23 August 2011

FOS LTD
GPO Box 3 \
MELBOURNE VIC 3001

NOTICE OF RESPONSE
RE: Dispute with ll L Doyle

Claim Numbers: I

Applicant’s Name: l._ Doyle / Legal Aid Queensiand

FOS Ref: ]

The matters that we wish o have the Ombudsman take into consideration in
determining this dispute are set out in the attached documents.

SUMMARY OF POLICY & CLAIM DETAILS

Insurer: CGU insurance
Insured: l.L Doyie

Policy Numbers: ]

Types of Cover: CGU ~ “Membersafe — First Choice Home Insurance Product

Disclosure Statement and Policy / Listed Events option
Periods of Cover: 4 March 2010 — 4 March 2011
Type of Claim: Flood
Date of Loss: 11 January 2011

Disputed amount: $50,000.00 (Estimate)

WWW.Ccgu.com.au CGY insurance Limited ABN 27 004 478 373



SUMMARY OF FACTS:

The events leading to the Applicants disputed claim have been detailed in the Insurance
Council of Ausiralia's independent hydrology reports:

FLOODING IN THE BRISBANE RIVER CATCHMENT
JANUARY 2011

VOLUME 1 - An Overview

VOLUME 2 - FLOODING IN BRISBANE CITY LGA
VOLUME 3 - FLOODING IN IPSWICH CITY LGA

ICA HYDROLOGY PANEL

20 FEBRUARY 2011

These have been compiled from representatives fram WRM Water & Environment, Water
Matters International and Worley Parsens Resources and Energy. These reports are available
in full from the ICA website: http:/fwww.insurancecouncit.com.au/.

CGU insurance submits that the authors of this report are experts in their field.

The Applican{s’ home insurance policy provides cover against “Listed Events”to their
“Building”and "Contents” caused by storm, rainwater and liquid escaping from a fixed pipe
and drains but specifically excludes damage caused by “Flood” The term "Floca” is defined
as "the covering of normally dry land by water escaping or released from the normalf confines
of a walercourse or lake, whelher or not it is altered or modified. Flood also includes water
escaping from the confines of any reservolr, channel, canal or dam”.

The Applicant's loss has resulted solely from the actions of a “food” and CGU insurance has
relied on the information obtained from the Applicants, the homes location, the ICA reporis,
our Assessors report, our site specific Hydrology reports, legal precedent and other
information contained on our files to deny the Applicants any entittement under the terms of
their policy with CBU Insurance.

Tie Applicants, now represented by Legal Aid Queensland, did not accept the decision and
referred their dispute to the Financial Cmbudsman Service (FOS) for assistance.

CGU Insurance submits that our policy wording is clear and unambiguous in its meaning and

that the Applicants are not entitled to receive settlement for the damage which has arisen
from the excluded peril of flood.

ISSUES IN DISPUTE:

e Whether the Applicants are entitled to the cost of repairs and replacement for
damages occasioned to their Building and Contents, caused by flood water.



INSURERS’ POSITION:

The Applicants policm, is our “First Choice - Home Insurance Froduct
Disclosure Statement and Policy (Listed Events) wording, written through our agency with
Credit Union Austrafia and incepted on 4 March 2004. During the policy period 4 March 2010
~ 4 March 2011, we agreed to insure their home at , Burpengary
QLD for a “Buildings” sum insured of $402,000.00 and a "Confents” sum insured of
$67,000.00. All property claims accepted under the policy are subject to the basic excess of
$100.00. Our policy wording/s, new business and renewal schedules have been sent to the
Applicant at their postal address, detailing the cover which applies.

On the 11 January 2011, our Claims Deparfment received notification of damage arising from
flood water entering her home. Claim number was assigned o their
“Contents”claim and was assigned to the “Buifding” ciaim.

On 13 January 2011 the Applicants advised ocur Claims Consultant that their carpet had now
been removed outside, the pool was full of mud and debris, the septic tank has “gone under”,
they couldn't live there and the water had now receded. Burpengary Creek was identified as
heing nearby bui the Applicant advised it was “storm walfer”. The Applicant was advised that
CGU's policy did not cover against the risk of “Fload”, with the claim lodged for the
“‘consideration” of the Claims Department. It was explained the possible processes for the
determination of ficod, being the appointment of our Adjusters and Hydrologists.

On 14 January 2011 our Claims Consultant spoke to the Appiicants, who wantad to know
when her property will be assessed. She was acdvised at this stage “all claims are being
reviewed" and assessors will be allccated as soon as possible. Approximately 1,600
domestic claims were reported to our offices as a resuit of the January flood event. Due to the
extensive disruption, our own local office was closed until 21 January 2011 and available
resources were limited. The Applicants advised their “sapfic tanks weren’f working: their
neighbours have had assessors oul who have determined it is not flood, and they had video
footage of the build up of water from the downpour. They advised there is a creek behind a
neighbour’s property which did not flood”™. The Applicanis were advised to start the cleanup
process, keep appropriate records of their loss and to provide any other information they
might have that would assist in reviewing their claim.

On 27 January 2011 our Flood Claims Consultant has contacted the Applicant to discuss the
circumstances. The Applicant advised “the waler reached knee height in backyard and ankie
deep in property; the colour of the water was Clear; and they believed the waler has come
from rain water run-off from heavy storms”. She advised neighbouring properties were
affected by this water. Our Flood Consultant noted Burpengary Creek is about 500 metres
away and asked If that flooded. The Applicant “advised no - her neighbour across the recad,
their property backs onfo creek and was not flooded”,

Our Flood Team Claims Consultant advised we would appoint an Adjuster to attend on site to
determine the cause of water inundation. The Applicants were advised that if it is determined
as flood, this is excluded from policy and would not be covered, for which they urderstood
Cunningham Lindsey Loss Adjusters were subseguently appointed.



Qur Adjuster attended the Applicants property on 17 February 2011. In their report 22
February 2011 they stated “... The Insured advised that the cause of loss was not from the
overflow of the creek but due to heavy rain that built up over a 24 hour period. The property
was inundated fo the height of 2 jnches in the home and 1 metre in the yard. We consider
floodwaters to be the cause of ihe inundation”, Damage to the “Building” ¢claimed was to the
“Main floor/bedrooms/playroom/poel area/driveway” and “Contents”, being “a fot of the
Insured conients sustained damage. The Insured will forward phofographs of damaged
conterts. All the damaged contents are in the garage”.

WorleyParsons were subsequently appointed to inspect a site specific hydrology report, to
determine the cause of the damage claimed and their report was received on 4 April 2011.
HYDROLOGY REPORT RELATING TO THE JANUARY 2011 STORM

Prepared by : F, ENVIRONMENTAL SCIENTIST, WORLEYPARSONS
Prepared for:

Claimant : MRS L DOYLE
Property , BURPENGARY, QLD
Reference :

EVENT OVERVIEW

On the 7w of January 2011, a low pressure cell derived from a monsoonal trough moved southwards
along the east coast of Queensland in the vicinity of Mackay. Over the next day this localized low
pressure system gradually moved closer to Fraser [sland. However, it did not lead to the peneration of
signiticant rainfall at this time due to its orientation refative to the monsooxnal trough located to the
north and a series ofhigh pressure systems iocated to the south-east.

Throughout the 8ua of January 2011, the low pressure system remained relatively stationary. [t
eventually moved closer to the south-east Queensland coast and intensified on the 9w of January to
form a trough that spanned from the NSW border to Mackay, Through the early hours of the 9% of
January, this trough rotated towards south-cast Queensitand and formed large volumes of rain as warm
moist air was forced upwards over the region from a high pressure cell located near New Zealand.
This process continued throughout the 9w cf Jannary, with the trough reducing in span and gencrally
remaining stationary off the coast.

The intensification of the coastal low pressure system on the 9w of January led to the generation of
sustained rainfall across coastal regions of south-east Queensland within the lower Caboolture and
Brisbane Rivers Catchments. Rainfall generally progressed from the north to the south with the start of
the storm occurring from 04:00 (recorded at Beerburrum) and leading to rainfall across areas of the
lower Cabeolture River Catchment. In the Jower Brisbane River Catchmenyt, the storn began between
09:00 and 10:00C (recorded at Brisbane, Redeliffe and Archerfield). The accumnlation of rainfal
generally followed a similar pattern, with areas of the lower Caboslture River Catchment recording up
to 155 mm until midday on the 10w of January 2011, while areas cf the Brisbane River Catchment
recorded between 75 and 130 .

Over the following 12 hours the low pressure system moved north and ramfzll accumulations
decreased markedly, However, as the low pressure centre merged witl the descending

monsoonal trough, significant rainfall was generaied over the region. A further accumulation of
between 39 and 40 mun over the following 36 hours was recorded in the lower Brisbane River
Catchment and up to 70 mun in the lower Caboolture River Catchment, indicating that the focus of the
system was con 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 trongh, Rainfall began from 13:00 on the 9w of Japuary
2011, with accumulations of between 60 and 100 mm recorded until midday on the 10 of January. The
northward movement of the low pressure cell and the alignment of the high pressure cell feeding the
region, led to the temporary cessation of rainfall in the up per catchment.

To the east, in more central regions of the Brisbane River Catchment and the upper Cahoolture River
Catchment, the onset of the storm generally began with moderate intensity rainfall from 10:00 on the
Ow of January 2011. However, rainfall accumuiations were generally lower than those in the lower
catchment, with generally no more than 75 mm recorded until midday on the 10 of January 2011
(recorded at Amberley).

As the monsoonal trough moved south, warm meoist air from the north ascended into the upper
atmosphere over the upper regions of these caichments. Intense rainfall began to occur from about
midday on the 10w of January in the upper Brisbane Catchment {recorded at Toowoomba).

Over the following 36 hours an accumulation of up to 150mm was recorded. However, the rainfall
intensity in this region varied significanily with a large portion of the rainfall accumulation occurring
over a period of only hours. Crographic effects are likely to have contribeted 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 rise in rainfall intensity was recorded,
beginning in the early morning of the 11a of January, The intense rainfall fell across the eastern portion
of the Lockyer catchment, the adjacent Brisbane River caichment and the Bremer River catchment.
This rainfall period lasted for about 10 hours with accumulations varying from 70min to 350mm, but
more typically 128mm to 200dmm.

A total accumulation of 200 to 450 mm was recorded within the upper Brisbane Catchment

between the 9mand 12w of Tanuary, 2011,

The insured property is located at--.]ﬂm__wa_w as shown in Figure 1. The
property is @ one storey dwelling located on a flat eradient. A shed, concrete deck. swimming pool and
seplic system have also been developed on the property. An easement for overiand flow mins through
the back yard in a north easterlv direction.

According to published topographic maps. the eround elevations of the property are approximately 17
to 18 mAHD.

The nearest defined water course. Burpengary Creek. is Iocated approximately 310m to the sounth of the
property. Two drains aiso mn north/ seuth from | ;o Butpengary Creek. the head of the
nearest being 50m to the east of the property {i.e. “eastern” drain) and the other, 280m to the west of
the property (i.e. “western” drain’} (refer Figure 1).

The property is located entirely within the “areas of potential inundation during a } in 100 vear

flood™ according to maps of the same name published by Moreton Bay Regional Council in

February 2011. The maps indicate that the property is located in an a2rea which would potentially be
inundated from 0.5 to 1.5m in such a flgod.

Figure I: Location of Property at Burpengary, QLD

River level information was obfained from the Burpengary Creek {Rowley Rd) Alert { 540245)

located approximately 1.7k downstream of the property. The river gauge information indicates that g
short peak of 14.35 mATID occurred at approximately Spm on the 9 of January 2010 however the
gauge was nof operational from 3pm on the 10w River gauge inforination was also obtained from the
Burpengary Creek {Dale St} gauge (/4287 1) located approximately 3.7k downstream of the property
{or a further 2km downstreamn of the Rowley Road alert). The river gauge information indicates that a
minor peak of approximately 9 mAHD oceurred at approximately 7pm on the 10w January and a major
peak of approximately 11,2 mAHD was recorded at midday o 11w January. Therefore, it is likely that
a major peak in river levels adjacent to the property ocourred sometime in the midmoming of 11
January and this peak wounld likely bave been greater than the 14.35 mAHD peak recorded at Rowley
Road the evening prior.




[t should be noted that “gauge zero™ for both the Burpengary ereck (Rowley Rd) Alert and the Dale
Street gauge have an elevation of 0 mAHD, as indicated by information provided by the Bureau of
Meteorology.

THE INSURED’S RECOLLECTIONS

WorleyFarsons spoke to the claimant, Mr Doyle on 16m March 2011. Mr Doyle provided the
following account of the events and the damage that was incurred at the property:

[ Heavy rain reportedly occurred for a week in May 2009, Flooding occurred at the easement on the
northem side of the property at this time although no flooding occurred at the house.

C On 1la January 2011, the storm woke the residents at approximately 4:30am. The storm

sontinued until lunchtime.

O According fo the claimant, Council reported that approximately 426mm of rain fefl in the local area
at the time,

[ The flood waters reportedly came down Mathew Court from a culvert near the schood to the

west of the property and flowed along the road and into the property.

[ Mrs Doyle was at the property when it began to flood with waters rising at 10:30am on | Iu
Tanuary. Mrs Doyle evacuated prior to the peak.

O The neighbours recorded video footage of the event showing flood waters flowing from the

west along the road and throueh the property in a northwest direction.

i The claimant reported that there was no flooding to properties on the southern side of Mathew Court.
00 The claimant reported that the schaol grounds flood regularly. A Council meeting was to be

held by a Council Officer on 17 March with regards to drainage issues at the school. The

claimant indicated that there had been funding available to improve the drainage issue but that no work
had been undertaken.

0 The claimant reported that flood waters reached a height approximately 0.3:m above sround

level and just iapped at the front door of the propetty. The water depth was at approximately

knee level on the road cutside the property at approgimately 1pm, after the peak.

(3 The flooding caused the western portion of the concrete slab at the back of the property

(adjacent to the pool) to lift and crack (refer Figures 2a and 2b). Prior to flooding, the slab sat

flush with the adjacent edge of the poof but now sits an inch or so higher in places. The pool

fence and pool itself remain intact but the resident claims he has spent hundreds of dallars on

pool chemicals following the event to make the pool usable.

(] There are no marks on the internal plasterboard of the house but several of the doors no longer close
and the skirting boards bulge in places.

WORLEYPARSONS® OBSERVATIONS

A site inspection of the property and surrounds was undertaken on Wednesday 16w March, 2011.
During the site inspection, it was observed that:

3 The land atong | s cvite flat. with a gentle west to east down slope.

0 There is an easement running west to east at the northem side of the property (refer Figure 3) in the
direction of a small dam and spillway located further east along ﬂ' The spillway is slightly
lower than read level and allows flows from the dam to drain through a culvert underi-
along a creek approximately parallel to Ravley Road, {0 join with Burpengary Creek.

O Debris levels in the fence which runs across the easement on the eastern boundary of the

property were approximately 0.5m ahove ground level. This is congistent with water marks

inside the shed (eastern side of the property) and on the hot water tank (western side of the

property). The marks were also consistent with an invudation over floor of approximately

50mm. These equate to a peak flood level of approximately 17.5 to 17.8 mAHD.

[ Debris lines on the western fence and a lean in the eastern fence indicated that flow was

coming from the westem side of the property (refer Figure 43.

i There was significant debris attached to a fence across the eastern drain o_

{refer Figure 5a) which indicates flows originated from the southern side of the fence (refer

Figure 5b). Tndicative levels of this debris area of the order of 0.6m1 above road level. 1.e. 17.2
mAHD.




7.

O Viewing of the neighbour’s video footage indicated that the flow came from the west. Heavy

rainfall was observed throughout the video footage. The video showed water velocities

estimated to be approximately §.5m/s.

[ The oval at the school near the western end of | is avoroximately 0.5m lower than

surrcunding land,

G Debrs within and adjacent to the western draipape line indicated a northward flow from

Burpengary Creek towards_ {refer Figure 6). The debris was approximately 0.1

to 0.2m in height above the adjacent footpath indicating a water level at 8.7 mAHT), which is

suffficient to break the banks of the western drain.

U In Burpengary Creek, debris lines indicated peak water lewels above the base of the bridge

near the confluence with the western drain (refer Figure 7).

Cause of Inundation

Data from rainfall gauges at Beerburrum and Redcliffe indicates that significant rainfall fell across the

Caboolture area from early to pidmorning on the 1 1w January 2011. Similarly, river level information

obtained from the two Burpengary Creek alerts downstream of the property indicate that a major flood

peak occurred before or around midday on the 11a January.

Due to the limited extent of river gauge data available, it is not possible to interpolate the level of

Bumenpary Creek from recorded gauge data in the vicinity of the propertv. However, this can be

inferred from debris lines which indicate that water flowed from Burpeneary Creek to

along the western drain. Here, it is likely to have been joined by local overland flows from the vicinity

of the school and split eastward downl and the drainage easement behind the properties

on the northemn side] . This flow would then have been met by flows from Burpengary

Creek flowing up the eastern drain.

The combined flows would then have moved northwards to jein flows at the rear of the porthern
properties, heading towards the dam. Some flows may have continued along-

.. Indicative likely flow paths are shown on Tigure §.

The approximate measured levels at the progerty of 17.6 mAHD are consistent with the hydranlic

grade in Burpengary Creak and levels the eastern/ western drains.

Comparison of the available data in regard to timing of inundation provided in the claimant’s

recollections indicates that the flooding of the claimant’s property occurred within a period of high

rainfall across the area as well as a period where the nearby Burpengary Creek expenenced major

flooding, This concurrent rainfall was likely 1o have alsa contributed to flooding of the property.

However, ziven the limited size of the catchment, this could not be the sole cause of flooding.

CONCLUSION

In our opinfon, the damage to the property at_-‘ Burpeneary was cansed by waters

exceeding the normal confines of Burpengary Creek backing up throush drainage lines and flowing

through the property.

On 6 April 2011 our Technical Manager, reviewed the hydrology report and verbally confirmed
that their reference to "May 2009” In their report was correct, as the Applicant was recollecting
a previous incident to them on site. Our Flood Claims Consultant then contacted the Applicant
and advised the damage to their property “was caused by walers exceeding the normal
confines of Burpengary Creek backing up through drainage lines and flowing through the
property”. They confirmed this damage has been caused by flcod and CGU's palicy excludes
floed damage. The Applicant advised they would contact Legat Aid. Our Claims Cansuftant
advised the report from hydrologist, decline letter & dispute booklet will be seni ta them,
ouilining the process & they did not accept our decision on this claim. The Applicant sought
escalation to aur Team Manager.

Cn 7 April 2011 our Team Manager contacted the Applicant and “advised based on the site
specific hydrology and assessment report | concur with ihe original decision. Advised Gf (Our
Insured} the inundation was as a result of flood and the ciaim was not for acceptance.
Advised I would send decline with hydrology report”.



8.

Our Team Manager wrote that “.......your CGU policy covers inundation by storm water but
does not provide insurance caverage for losses caused by flood. Flood Is clearly defined in
your policy..."; and “water has escaped from Burpengary Creek via storm drains. Where
wafer has escaped a water course by backing up through storm water drains fo find an equal
level to the river, this is considered fo fall within the definition of flood under the CGU poficy™
"...rising storm waters fhat can not drain info @ watercourse because the walercourse is
already in flood, is also considered flood waler”™ she has maintained the denial of the claim
“based on your advice and information available to us, we conciude that the loss for which
you have claimed was caused by flood. As a resuff we are not in a position to pay your claim”.
Reference was made to CGU's dispute resolution process. A copy of the site specific Worley
Parsons reporf was enclosed with her letter.

The Applicants letter of 3 May 2011 outlined the following issues for our consideration:

1. Although we live close to the Burpengary Creek, the sourse of the flooding to our
property on 11 January 2011 did not come from the creek but from storm water.

2. .. .Asltis clearly outlined in this photograph there is water over the road, {which we
claim is storm water), as if the Burpengary Creek had broken its banks water would
be running down the driveway of the premises which is situated on the Southern side
of the photagraph (which it clearly is not).

3. ...the definition of FLOOD, as documented in your PDS. Whan we make an infermed
decision in taking out insurance with your organisation | read and made this informed
decision based off your PDS, as documented in this letter. However in paragraph
three, you make the following siatement; ‘Flood water that mixed with storm water
runoff that inundates your property is viewed as damage from floodwaler’.

4. This additional statement is the first time | have read, or discussed this as an
independent issue. Would your organisation be able to bring us to the part of the PDS
that this statemerd is documented?

5. As had this been the case it would have complefely changed our view in taking out
insurance with your organisation, due to the obvious complex nature of the two
issuUes.

6. _...1would like an explanation by CGU in relation to how they can deem these
separate legal definitions and incorporate it into one. Deeming thatl if the two mixes
it's deemed to be flood water, my submission is that if you deem it to be flood water,
why couldn't it be deemed as storm water?

7. Whyis your hydrologist benchmarking the Brisbane and Bremer River throughout the
report when these two systems do not impact in any way on the flood affection in the
Moreton Bay Shire?

8. Neighbouring hydrologist reports are in conflict with the CGU Hydralogy report.
Eleven properties were affected....and all have been approved for flash flooding due
to storm water by various insurance companies. .....CGU's hydrologist report is the
only one that said the souree of flooding is fram Burpengary Creek”.

On 17 May 2011, Legal Aid Queensiand (LAQ) wrote the IDR Depariment advising they were
now acting for the Applicant and would supply additional information.

On 18 May 2011 the IDR Case Manager spake fo the Applicants who advised they had
appointed LAQ. The IDR Case Manager advised that their letter regarding the
“inconsistencies” had been sent to Worley Parsons for an appropriate response. They
provided an email which “advised of properties in his street that were accepled as storm
water”,



On 26 May 2011 MrH of WorleyParsons advised “with respect to the list of properties
where insurance claims nave been accepted, it is noted that they are for different insurance companies,
which apply different criteria when assessing the claims, It is possible that claims would be accepted by
these companies even though the cause of the flooding was due to flows exceeding the normal confines
of a defined water conrse...”.

On 3 June 2011 Mr of Legal Aid Queensiand provided additional information via fax.
Their letter was sent to our Hydrologists for a writien response. Due to an overwhelming
number of requests for their assistance, this was not received untit 27 July 2011.

Worley Parsons further report of 25 July 2011 to our Technical Manager advised:

“Further to comespondence received from CGU regardmgi Burpengary (the
property) dated 27® June 2011, the following memo outlines a response to comments received on the
hydrology report prepared for the property in a letter from the claimants, Mr & Mrs Doyle, dated 3™
May 2011.

The data crap in the Burpengary (Rowley Rd} gauge from 15.15 on Monday 10® January 2011 to 18.15
on Friday 14" Jaquary prevents a water level interpolation for the period of inundation at the property.
The reasons for the gap is unknown with no indication from the owners of the gauge (BoM and /or
Moreton Bay Regional Council, MRBC). In the absence of pauge level records the field inspection
provided the indicative depth of inundation (approx 500min over ground, as measured from debris in

nearby fences).

The hydrology report summarises the regional rainfall by analysing available data at several gauges.
The Redcelitfe gauge records hourly rainfall, while the Burpengary Rowley Rd Alert records daily
rainfall. Both gauges recorded rainfall in the 24 hours o 09:00 on the 10th and 11th January 2011. The
daily rainfall gauge at Rowley Road shows a total acenmulation of 68mm for the 24 hours to %am on
10th Jannary 2011 and 11mm for the 24 hours to $am on 11th January 2011.

Further analysis of gauge readings has been undertaken for the pluvio gauge at Rowley Road (5407245).
Cumulative rainfall at the gange between 6th January and |6th January 2011 is presented in Figure 1.
The most intense rain{all recorded during this period occuired between approximately 12:15 and 16:30
on Sunday 9th January 2011 where 53mm fell, This rainfall burst was equivalent to less thana 1 year
ARI rainfal] event.

The area of catchment upstream of the property is approximately 19 hectares. Applying the hirhest
hourly rainfall intensity from the morning of 11ih fanuary (af the time of inundation at the propersy) of
3.8mm/hr the approximate depth of flow due to runcff (assuming normeal depth estimations) across a
50m fence at the property would be less than 30mm. As a sensitivity check, using the peak rainfall
intensity from the previous day (/7. 8mm/hr} wonld yield a depth of flow less than §0mm. These depth
approximations dug solely to munoff from the upstream catchment would be insuificient {o inundate the

property to the levels as evidenced during the field investication.

Reference to the MBRC Areas of Potential Inundation During a *I in 100 Year’ Flood mapping
indicates that the property a lies in an overland flow path that is susceptible
to flaws escaping Burpengary Creek via the Wesiern and Fastern Draing.

Avatlable topopraphic mapping in the vicinity of ihie property shows a ridee between the idge between the Westerm

Drain and the Fastern Drain that runs parallel to Burpengary Creck and _M

sugeest that the rising water level in Burpenpary Creek would have backed up the Western Drain

MFTMS was indicated by debris lines in the vicinity of the creck that were
observed by Worleyl'arsons on 17th March 2011,
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Water that backed up the Western Drain would have gverfopped the drain at some point along-

F and then flowed in an easterly direction towards the property. This is substantiated by the
otograph provided by the insured showing the direction of flow do on 11th
January 2011,

Further to other comments from the Insured in their letter dated 3 May 2011, respomnse are provided
below.

"On page 6 it states that "debris lines on the western fence and a lean in the eastern fence (at the
rear of the property} indicated that flow was coming from the western side of the praperty but
then at page 6 it says it came from the Creek at the South of the Policy'

The second sentence in the hydrology report refers to debris on the fence oriented east-west across the
Eastern Drain, which is perpendicular to the Eastern Drain. This indicates that flow proeressed south-
to-north from the drain and contributed to flow moving from west to east {(fom the Western Drain) in
the overland flowpath™.

The IDR Case Manager reviewed the Applicanis policy wording and how it has been applied
to their claim.

Their policy provides cover against ‘Listed Events”to their “Building” and “Contents” caused
by storm, rainwater and liquid escaping from a fixed pipe and drains but specifically excludes
damage caused by “Flood”. The term “Floog” is defined as “the covering of normafly dry land
by water escaping or released from the normail confines of a watercourse or fake, whether or
not itis altered or modified. Flood also includes water escaping from the confines of any
reservolr, channel, canal or dam”

Our Adjuster reported “...the Insured advised the cause of the foss was not from the overfiow
of this creck but due to heavy rain that built up over a 24 hour period. The property was
fnundated to the height of 2 inches in home and 1 meire in the yard. We censider floodwaters
fo be the cause of the inundation”. Damage to the “Building” claimed was to the “Main
floor/bedrocmsiplayroom/poo! area/driveway” and “Contenis” being “a fof of the insured
contenis susfained damage” in the garage. There has been no suggestion that any damage
has been caused through the escape of water from overflowing gutters, or through the roof
area.

Our Hydrologist has reported that based on the “available data in regard ‘o timing of
inundation pravided in the claimant’s recollections indicates that the flocding of the claimant's
property ocourred within z period of high rainfall acrgss the area as well as a pericd where the
nearby Burpengary Creek experienced major flooding”. He concludes “the damane to the
gg_@aﬂyit_ Burpengary was caused by waters exceeding the normail
confines of Burpengary Greek backing up through drainage lines and flowing through the

property.

Our Hydrologist also considered whether any of this joss could be attributed to “sform water
runoff’, occurring pricr to the inundation, stating "This concurrent rainfall was likely to have
also contributed o flooding of the property. However, tiven the limited size of the calchment,
this could not be the sole cause of flooding”. He has reinforced this in his later report “The
area of catchment upstream of the property is approximately 19 hectares. Applying the
highest hourly rainfall infensity from the merning of 11th January (at the time of inundation at
the property) of 5.8mm/hr the approximate depth of flow due to runoff {assuming normal
depth estimations) across a 50m fence al the property would be less than 30mm. As a
sensitivity check, using the peak rainfall intensity from the previous day (717.8mm/hr) would
yield a depth of flow less than 60mm. These depth approximations due solely to runoff fram
the upstream catchment would be ingufficient to inundate the property to the levels as
evidenced during the field investigation”.
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The Applicants home was affected by the flooding of the Burpengary River. If storm water/rain
water is the sole source of inundation, the damage occurs around the same time as the peak
rainfall falls. The water rises quickly and drains away guickly once the rainfall slows or stops.

“However, given the limited size of the caichment, this could not be the sole cause of

flooding”.

Our hydroiogist considered this was caused through the failure of the drains. This would be
altributable to the water being unable to drain into the river system either because it was
already in flood or the river level had risen above the exit point of the storm water drain.

The Applicants asserted “The flood waters reportedly came dmm_ from a culvert near
the school to the west of the property and flowed along the road and into the property”, and it is clear
from the hydrological evidence that the storm water drains exit into the river/creek system. In
such a situation the storm water drain exit point in the creek/ river system is at a point above
the normal river height. However if the river level rises above the storm water outlet a
backfow accurs in which the river water flows back up the storm water drainage system and
discharges onto property.

This water is either river water or a mixture of sform water and river water and this is the
source of inundation and is addressed in detail in the combined hydrology report prepared by
WRM, Water Matters Internationai and Worley Parsons in Volume 1 of the report dated 20
February 2011, Htis also highlighted in figure 2.1 on page 5 of the report and embraced by
the explanatory notes on page 5 and 6 of that report.

In this case it is clear that these are the “flood” waters as defined by the policy of insurance
and as a result of the application of current Australian law, (see in particilar, K Sika Plastics v
Cornhill Insurance, Peterson v Unien Des Assurances De Paris (ARD and Wayne Tank and
Pump Co Limited v Employers Liability Assurance Corp Limited. See also Provincial
insurance Australia Pty [ td v Consolidated Waood Producis Pty Ltd and Mior Investments Pty
Ltd v General Accident Fire and Life Assurance Corporation Ltd ). These legal cases form the
basis of the precedents that the proximate cause of the damage claimed to be “storm waler”,
is in fact "ood” and that CGU has complied with our policy and |egal obligations fc the
Applicant,

itis only when storm water, independent of any flood water, inundates a premises that we are
able {o accept the damage as being caused by storm water and not flood. When storm water
inundates a premises alcng with flood waters this is defined as damage by flood.

Accordingly, CGU considers it has sufficient evidence to prove on the balance of probabilities
that the Applicants home was damaged by Flood on 11 January 2011 which is in accordance
with the water coming from the Burpengary Creek, as detailed by our Hydrology report.

The Applicant has sought the assistance of the Ombudsman.

CGU submits the damage sustainad to their property, when it was inundated by floodwaters
to a height of 2 inches is not covered by their insurance policy.
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APPLICANTS’ POSITION:

The Applicant is now represented by Legal Aid Queensland, who have provided a detailed
letter dated 3 June 2011, centaining information top which we respond:

» Exclusion relied upon you (definition) ... In our view as “flood” is a prescribed
event for the purposes of section 35 of the Insurance Contracts act 1984 as defined
in regulation 14, you had a duty to clearly inform client that “flood” was excluded
under the policy. The Corporations Act 2001 also requires ‘clear, concise and
effective” disclosure”.

We consider that the provision of the PDS with the definition of “Flood” in clear and plain
language satisfies the requirements of Section 13 of the Insurance Contracts Act (1984). With
respect we befieve that the documentation also satisfies the reguirements for derogation of
cover as required by Section 35 of the Insurance Contracts Act (1984). In this regard we
respectitlly direct your attention to the NSW Supreme Court decision in Hams v CGU
[nsurance Limited (202) 12 ANZ Ins Cases 61-525, Marsh v CGU |nsurance Limited (2004)
13 ANZ Ins Cases 61-584 and Gray v Mercantile Mutual insurance (Aust) Ltd (1995) & ANZ
Ins Cases 61-241 and also State Government Insurance Commission v Sharp {1995} ANZ Ins
Cases 61-243. These cases all involved an exhaustive consideration of the insurer’s
obligations in respect of “clearly inform” and the drawing of notice under Section 35.

» ...The definitions of flood, rainwater and storm appear to be contradictery and
cenfusing from a consumers perspective. A Reasonable person could form the
view that it is rainwater or the run-off following a storm that causes water to escape
or be released from the normal confines of a watercourse hecause it is the flow of
water into watercourses from rainwater an storms that causes watercourses to
rise. There is also uncertainty from the fact it is unclear from the Policy what storm
is and if, when the runoff from a storm causes a watercourse to rise and have water
escape whether that is covered or exciuded from CGLPs Policy or if rainwater run-
off causes the same thing to happen”.

In the Applicants circumstance it is clear that this is “flood” water as defined by the pelicy of
insurance and as a result of the application of current Australian law, (see in particular, K Sika
Plastics v Cornhiil Insurance, Peterson v Union Des Assurances De Paris JARD and Wavyne
Tank and Pump Co Limited v Emplovers Liability Assurance Corp Limited. See also
Provincial Insurance Australia Pty Lid v Censolidated Wood Products Py itd and Mitor
Investments Pty Ltd v General Accident Fire and Life Assurance Corporation Lid.). These
cases confirm that the proximate cause of the damage claimed {o be “storm water”, is in fact
“flood” and that CGU has complied with our policy and legal obligations to the Applicant.
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» Storm Damage - n the alternative, the damage caused to our clients property was
caused as a result of run-off from a storm and/or rainwater........ Weather Alert -
QLD Severe Weather warning: Heavy Rainfall and Flash Flooding®.....These images
support the view of many of our clients that Brishane and its surrounds
experienced a storm on the morning of 11 January 2611 which resuited in heavy
rain that in tum caused flash flooding that falls within the definition of storm in our
Clients CGU policy. Our client is aware that focal catchments and ground soils
were saturated as a result of prolonged rain over this period, exacerbated by heavy
rains and thunderstorms which affected parts of Brisbane and ipswich on Mconday
10™ January and ot Tuesday 11 January 2011.,.....massive 40mm was recorded
for the period from 9am Tuesday to 9am Wednesday. This accords with our clignts
recoilection that another storm occurred Tuesday morning with rain continuing

throughout the day, and it was oniy as a resuit of this storm that fiash floading

occurred in the local area”.

Our Hydrologist has fully investigated whether in the Applicants case, any damage could be
attributed 1o “rurt off” from the storm: “Cumulative rainfall at the gauge between 6¢h January and
16th January 2011 is presented in Figure 1. The most intense rainfall recorded during this period
oceurred between approximately 12:15 and 19:30 on Sunday 9th Janvary 2011 where 53mm fell. This
rainfall burst was equivalent to fess than a 1 year ARI rainfall event.

The area of catchment upstream of the property is approximately 19 hectares. Applving the highest
hourly rainfall intensity from the moming of 11th January (af the time of inundation at the propertyy of
5.8mm/hr the approximate depth of flow due to Tanoff (wssuming normal depth estimations) across a
50m fence at the property would be less than 30mm. As a sensitivity check, nsing the peak rainfall
intensity from the previous day (7 7.8mm/hr) would yield a depth of flow less than 60mm, These depth
approximations due solely to mnoff from the upstream catchiment would ba insafficient to inundate the
property to the levels as evidenced during the field investization™.

« This view that the damage to our clients property was caused by runoff from a
storm and rainwater is supported by the recollection of our clients. They recall the
events of that week in the following way; “the house is between 2 drains that lead
to the creek. The Rowley Rdi# drain is about 280m away and the
other drain is about 80m...to the left...Burpengary creek is....310m behind our
property We had rain 3 days straight. We had lightning and thunder for hours on
the 11" Jan. There was a really bad stonm. { was at herme until 3am and (| noticed
the roads filling up with water. 1 .....went to the bridge on Rowley Rt to see the
water had come up. The water was still flowing under the bridge........at about
10.15am | couldn’t get into our street....... At about 2pm we went around the back
way to the other side of the creek. My husband walked through where there is a
footbridge to our property. He said by then there the water was knee deep at the
property. At about 3pm ....we went back to the property in a 4WD.....we were told
the water was still te come. And the rivers were all peaking on Wed and
Thurs.....The water didnt enter the property again. The water which affected the
property was clear. From what we can tell the water came to about the height of the
skirting boards and did not go any higher”.

The Applicants in their statement have not identified any incident of “storm water” runoff, prior
to their praperty being inundated by the floodwaters. Our Hydrologist considerad “the upstream
catchment would be insufficient to inundate the praoperty to the levels as evidenced during the field

investigation”.
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F is on the Northern side of the property, while Burpengary
Cree is about 300metres to the South of the property. .......photographs ...show:
(a) w_a_tﬂm running towards Burpengary Creek, the opposite
direction to which would be required for vour argument that the damage was
caused by Burpengary Creek breaking its banks fo hold frue;

{b) the lack of water running down the drive way of the property which is on the
Southern side of the property. If Burpengary Creek had broken its banks, water
would have enfered the property from this direction. What is clear .....is that our
clients property was damaged by excessive storm and rainwater run-off following a
storm which occurred in the area on Tuesday 11 January 2011. This event falis
within the coverage .........

o ....further inconsistencies with the Worley Parsons Hydrology report.....

Our Hydrologist has responded “the following memo outlines a response to comments received on
the hydrojogy report prepared for the property in a letter fram the claimants, Mr & Mrs Dovyle, dated 3
May 2011.

The data crap in the Burpengary {Rowley Rd) gauge from 15.15 on Monday 10® January 2611 to 18.15
on Friday 14™ January prevents a water level interpolation for the period of inundation at the property.
The reasons for the gap is unknown with no indication from the owners of the gauge (BoM and /or
Moreton Bay Regional Council, ¥RBC]. In the absence of gauge level records the field inspection
provided the indicative depth of inundation (approx S00mm over ground, as measured from debris in

nearby fences).

The hydrology report summarises the regional rainfall by analysing available data at several gauges.
The Redcliffe gauge records hourly rainfall, while the Burpengary Rowley Rd Alert records daily
rzinfall. Both gauges recorded rainfall in the 24 hours to 09:00 on the 10th and 1 1th January 2011. The
daily rainfall gauge at Rowley Road shows a total accumulation of 68mn for the 24 hours to Yam on
10th January 2011 and 1 1mm for the 24 hours to Sam on 11th Jamary 201,

Further analysis of gauge readings has been undertaken for the pluvio gauge at Rowley Road {(34(1245).
Cumulalive rainfall at the gauge between Gih January and 16th January 2011 is presented in Figure 1.
The most intense rainfall recorded during this period occurred between approximately 12:15 and 19:30
on Sunday 9th January 2011 where 53mm fell. This rainfall burst was equivalent to less thana 1 year
ARI rainfall event.

The area of catchment upstream of the property is approximately 19 hectares, Applvine the highest
hourly rainfall intensitv from the morning of I 1th Janvarv (af the time of inundation at the propertvy of
5. 8munuvhr the approximete depth of flow due to nunoff (assuming normal depth estimations) across a
20m tence at the property wouid be tess than 30mm. As a sensitivity check, using the peak rainfail
Intensity from the previons day (J7.8mm/fr) would yield a depth of flow less than 60mun, These depth
approximations due solely to mnoff from the upstream catchment would be insufficient to inundate the
property to the levels as evidenced during the field inveslisation.

Reference ro the MBRC Areus of Potential Imndution During a ' in 100 Year' Fiood mapping
indicates that the property at lies in an overland flow path that is susceptible
1o flows escaping Burpengary Creek via the Wesiern and Eastern Drains,

Available topoeraphic mapping in the vicinity of the property shows a ridge between the Westem
Drain and the Eastern Drain that nuis paralle} to Bumengary Creek and This would
suggest that the rising water level in Burpengary Creck would have backed up the Western Drain

tDW_ardﬁ— This was indicated by debris lines in the vicinity of the creek that were
observed by WorleyParsons ont 17th March 2011.
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Water that backed up the Western Drain wonld have overtopped the drain at some point along Matthew

Crescent and then flowed in an easterly direction towards the property. This is substantiated by the
photograph provided by the insured showing the direction of flow dowr on 11th

Janwary 2011,
Further to other comments from the Insured in their letter dated 3 May 2011, response are provided
below.

"On page 6 it states that "debris lines on the western fence and a lean in the eastern fence (at the
rear of the property) indicated that flow was coming from the western side of the property but
then al page 6 it says it came from the Creek at the South of the Policy"

The second sentence in the hydrology report refers to debris on the fence oriented east-west across the

Eastern Drain, which is perpendicular to the Eastem Drain. This indicates that flow progressed south-
to-north from the drain and contributed to flow moving from west to east (Fom the Western Drain) in

the overland flowpath™.

» We also note that CGU is the only insurer we are aware of in this area of streets
who has not acknowledged the weight of evidence showing that the damage in the
area was caused by storm and its runoff.

CGU has considered whether the Applicants have an entittement under the terms and
conditions of its own policy wording and with the cause being identified as “food” by our
expert site specific hydrology report, must maintain that the Applicants do not have an
entitlement,

= Request for infermation you relied upon to make your decision.

Altached to our submission are copies of the evidence required fo prove the Applicant has no
entittement,
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RELEVANT POLICY WORDING:

first choice home insurance product disclosure
statement and policy il .
P3

First Choice Home Insurance

First Choice Home Insurance allows you to choose from two types of
insurance cover: Listed Events or Accidental Damage.

+ Listed Events provides cover for Joss or damage to your buildings or
contenis as a resuit of the incidents listed on pages 12 to 17.

+ Accidental Damage provides even greater cover than Listed Events. It also
covers accidental loss or damage, plus a range of incidents listed on pages 17
to 20 under specific conditions,

The type of insurance cover you have chosen wiil be listed on your current
schedule,

First Cheice Home Insurance also provides a range of additional covers and
cover for your legal liability.

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

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

Your buildings or contents will be covered up to the sum insured, as listad on

your current schedule.

To find out what this policy covers, see next page 7
For exclusions to this cover, see page 351

P&

Listed Events

PE

Buildings we will cover
We will cover residential buildings, their fixtures and fittings and

any structural improvements at your home.
Your buildings include

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

Your contents include

P12

Listed Events cover

If you have chosen Listed Events Home Insurance, we will cover vour
buildings or contents for loss or damage as a result of the incidents
listed on the following pages.

If you make a claim, you will need to pay any excesses that apply - you
will only need to pay this amount once.

Any cover we pravide is subject to exclusions.

Forexclusions to this cover, see page 35
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Storm, rainwater or wind
Buildings / Contents
Under Listed Events, we will cover your buildings or contents for loss or

damage as a result of storm, rainwater or wind,

We will not cover ioss or damage caused by a named cyclone within 48 hours of the start
date of your palicy, unless

* you took out your insurance with us immediately after another insurance policy covering
the same buildings or contents expired, without a break in cover

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

= you took out your insurance with us immediately after you signed a lease contract for
your buildings.

Continued next page o

P16

We will not cover

* swimming pool covers, including

- solar covers and plastic liners

= water entering your buildings

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

~ because of a structural defect, faulty design or faulty workmanship when your buifdings
were constructed

* free-standing fences made of corrugated fibrous material that do not have a supporting
frame, unless

— they have been installed and constructed according {0 the manufacturer’s spacifications
= free-standing gafes, fences or walls that are made of timber and are more than 15 years old.
Pi7

Water or liquid damage

Buildings / contents

Under Listed Events, we will cover your buildings or contents for loss or
damage caused by water or liquid. We will also cover the cost of finding where
the water or liquid escaped from, including the cost of repairing any damage
that occurs while locking for the cause.

We will only cover loss or damage as a result of water or liquid escaping from

= a fixed pipe or an object aitached to a pipe, fixed gutter, fixed tank or a drain

+ a bath, hasin, sauna, spa, shower base or shower wall, sink, toilet or tiled floor that has
drainage holes

» a washing machine or dishwasher

* an aquarium

» a waterbed.

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

escaped from,
P36

Exclusions to your cover

Any cover we provide is subject to the following exclusions.

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

We will not cover any loss or damage as a result of, or caused by

= settling, shrinkage or any moverent of earth

« erosion, rust, corrosion, gradua} deterioration, depreciation, wear or tear

= rats, mice or insects

= roots from trees, plants, shrubs or grass

« any process of cleaning involving the use of chemicals other than demestic household
chemicals

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

* breakage of mirrors, glassware, crystal, crockery or china while they are being used,
cleaned or carried by hand
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* malicious damage or vandalism by a tenant

* deliberate or intentional acts by a tenant

« theft by a tenant

» theft from any part of the buildings which you share with another person who is not
insured under this policy

* mechanical or electrical breakdown other than an electric moter burning out, unkess
—the breakdown results in [oss or damage to your buildings or contents

+ flood

* landslide or subsidence, unless

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

« water entering your buildings

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

~ because of a structural defect, faulty design or faulty workmanship when your buildings

were constructed.
P39

General exclusions

We will not cover any loss or damage, or liability as a result of, or arising from
« any incident that does not occur within your period of insurance

+ landsiide or subsidence, unless

—we agree {0 cover the incident as described under ‘Landslide or subsidence’

= war or warlike aciivity, however

—~ war does not nead to be declared

+ hostilities, rehellion, insurrection or revolution

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

+ lawful destruction or confiscation of your property

= anything nuclear or radioactive

= mildew, atmospheric or climatiec conditions

= damage to a heating element, however

- we will pay for any loss or damage as a result of damage to a heating element.

» failure or inability of any item, equipment or computer software to recognise correctly, to
interpret correctly or to process correctiy any date, or to function correctly beyond any time
when that itern, equipment or computer software has not recognised, interpreted or
processed correctly any date, unless

— it results in loss or damage to your buildings or contents that is covered under this
policy. This does notinclude resultant loss or damage to any frozen foed, computer
equipment or computer software

P40

continued...

General exclusions

We will not cover any loss or damage, or liability as a result of, or arising from
« deliberate or intentional acts by you, or anyone acting for you, to cause loss, damage or
injury

* flood or storm surge

* erosion, the action of the sea, tidal wave or high water, uniess

~ the loss or damage is the rasulf of a tsunami.

PGz

glossary of words with a special meaning

flood

the covering of normally dry land by water escaping or released from the normai canfines of a
watercourse or lake, whether or not it is altered or modified. Flood also includes water escaping
from the confines of any reservolr, channel, canal or dam.
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LAW:

FLOOD LAW

Where the contract requires the establishment of proximate cause, the onus is on the insured
to prove, on the balance of probabilities, the loss was proximately caused by an insured peril.
Where the confract excludes liability for losses caused by certain perils, the onus is on the
Insurer to prove on the balance of probabilities, that the excluded peril was the cause of the
loss. Where there is an exception to the exclusion, the anus of proof is on the Insured to show
that the loss was proximately caused by one of the perils falling within the exception ta the
exclusion. (See Peterson v Unfon des Assurances de Paris 1ARD {1905) 8 ANZ Insurance
Cases §1-244),

The CGU exclusion effectively mirrors the accepted law in its definition of flood. A “flood”is
defined as:
“The inundation of normally dry land by water overflowing or escaping or released
from the normaf confines of any natural watercourse or lake whether or not altered or
modified, or of any reservoir, canal or darm’.
{See Frovincial Insurence Australia Pty Ltd v Consolidated Wood Products Pty Ltd (1991) 6
ANZ ins Cas 61-066.

The onus is on the Applicant to establish that the loss was dus to a peril insured against, and
it is for CGU to prove that in the circumstances an exciusion is applicable. If the Applicant
seeks to defeat the exclusion clause on the basis that a proviso operates, so that the clause
is inapplicable in the particular case, they must establish that fact. See Peferson v Union des
Assurances de Faris IARD {1995) 8 ANZ Ins Cas 61-244.

There has been no evidence from the Applicant that their loss has been caused by any other
factor than the Inundation of “fiood” water, as defined. In the case of Peferson v Union des
Assurances de Paris IARD the policy insured against [oss or damage caused by water but
excluded flooding (as defined) ... “other than from weier mains, pipes, gutters, drains, water
tanks or apparatus”. Those premises were flooded after water rose from the starm water
drains prior to the river bank breaking. The Insurer was held to be entitled to deny liability,
since the Insured was unable to prove that the exception to the exclusion applied, that is, that
ail the water came from the drains and rot partly from other sourcas. Therse was a
concurrence of insured and excepted perils and the Insurer was not liable, See judgment at
pages 75, 747 & 75, 761,

This decisian is the legal principal for the notion that storm water that mixes with fioodwater
causing concurrent inundation is deemed to be an excluded peril.

Many properties in Queensland have storm water drains that exit info a creek/river system. As
the creek/river rose, these waters surchairged up the stormwater drains and entsred many
properties. These issues were addressed in detall in the reports prepared for ICA (and made
available on the ICA website) by WRM Water and Environment, Water Matters international
and Weorley Parsons Resources Energy (Flooding in the Brisbane River Catchment January
2011 Volume 1, 2 & 3) and apply specifically to the Applicants loss.

CGU's policy provides indemnity for losses resulting from “water escaping frem interalia, o
fixed pipe.” Clearly a stormwater drain is a fixed pipe and accordingly prira facie, it “couid”
seem that if stermwater drains discharge causing inundation, the loss is covered.
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However, in the Applicants case that isn't how the policy responds and how, as a matter of
law, the loss is construed. On application of the Wayne Tank principle (Wavyne Tank and
Pump Co Limited v Employees Liability Assurance Corp Limited (1973) 3 All ER 825) this
arguably produces an uninsured loss. In essence, the principle is that if two perils operate
contemporanecusly to produce a loss, one of which is insured but the other is not, the
uninsurad peril prevais to override or knock out the insured peril. Applying this principle to the
discharging of the stormwater pipes produces the following outcomes: The river water
discharging from the river back up the stormwater pipes (as the water level rises} above the
river outlef, it is arguably, flood water as defined. It is water escaping from / released from /
overflowing from the normal confines of the water course.

Thus you have two perils operating contemporaneously fo produce a loss, in which case,
applying the Wayne Tank Principle, the loss caused by the flood water prevails to exciude
coverage for the damage.

Whichever way the Wavne Tank Principle is to be appiied, it seems to produce the same
ouicorne. If the water discharging from the river up through the storm water drains, exits and
mixes with ponded or accumulated stormwater causing property inundation, this is arguably
an excluded peril in the way it has been consistently applied by the courts in a number of
cases. The result would occur if the river water from the drains, alone inundated the property,
see {Eastern Suburbs | eagues Ciub Lid v Roval & Sun Alliance Insurance Austraiia Ltd
{2004) 13 ANZ Insurance Cases 61-599, Prosser v AMP General [nsurance Lid (2003)
NTSC80, Provincial Insurance Australia Pty Ltd v Consolidated Wood Products Pty Lid (1991)
6 ANZ Insurance Cases 61-366,

In terms of the palicy definition of flood, there is nothing unusual in the manner in which flood
is defined. As the policy was provided to the Applicant, (refer statutory declarations) there is
no responsibility on the Insurer to provide an explanation of the Wayne Tank principle as it
applies to excluded and included perils. The essential features of this definiticn have been
subject to detalled judicial scrutiny in the cases of Hams and Anor v CGU Insurance jid
(2002} 12 ANZ tnhs Cas 61-525 and Marsh v CGU Insurance id t/as Commercial Union
Insurance (20043 13 ANZ Ins Cas 61-594.
In the former case CGU was held to have satisfied the requirements of Section 35{1) of the
Insurance Contracts Act, to “clearly inform” the Insured of the effect of the fload exclusion by
the provision of a policy containing clear and unambiguous language. In the former case, His
Honour Justice Einfeld stated:
"I certainly do not accept that as a general rule it would be incumbent upon an insurer
to provide afong with a document containing the provisions, either a text on insurance
faw or an annotated Policy identifying and explaining either the general principles of
insurance law or the principles dealing with the proper aporoach fo the construction of
policy provisions. The factJs that the principles which uniderpin the law of insurance
are often complex in the extreme and It cold not he the case as i seems to me, that
a condition precedent to an Insurer establishing that if had clearly informed them in
viriting of the relevant limitation required the Insurer to annotate the Policy by
reference fo ifie principles of insurance law”. (See page 76,200).
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This principle was then reinforced by the Northern Territory Court of Appeal in Marsh v CGU
insurance ffd (see prior reference) when Their Honours said:

“Whether the policy wording ‘clearly informed” the Insured that there was no cover for
flood, was a question of fact fo be determined by an examination of the document. It
was nof necessary for the refevant exclusion fo be prominently displayed i bold
lefters over the front cover in order for the Insurer fo succeed on this question.

“There were a large number of ‘prescribed events’ such as flood which were required
to be excluded by elearly informing the fnsured that they were not covered risks, and
it would have been impractical to require them all to be so displayed. Furthermore,
the language of Sec 35(2) of the Act suggested that the Insured could have been
clearly informsd by providing a copy of the policy which showed the exclusion in clear
unambiguous farms.

“Even though Section 35 of the Act was plainly beneficial language, a fair reading of
Sec 35(2) did not warrant the conclusion that the resuit needed to go further than
providing for the refevant exclusion in the policy wording in clear unambiguous
fanguage and in a mannet in which a person of average intelligence and education
wag likely ta have fittfe difficully in finding and understanding if that person read the
policy in question”. {T7-055).

“There’s no fack of clarity in the wording of the palicy. It is quite clear from the
definition, for examiple, that when water overlfows from a river onto normally dry fand
that is a flocd”. {77-054) {per Mildren J. - Bailey J. concurring).

The thrust of this argumant is that, whilst the property was inundated by water, it was flood
water arising as a consequence of a storm. All floods are inarguably caused by a storm of one
form or another. The volume of water that fails in an area and in particular the catchment area
impacis the likelihood of flooding.

It is our submission that if it was flood water alone then the loss is clearly exciuded. If it was a
combinaiion of both storm and floodd water similarly it Is excluded on the basis of both the
Wayne Tank decision and the Peferson case in the event that storm and fiood water mixed or
storm and flood water inundated the premises contemporaneously.

Finally, and in the alternative, if there was inundation by storm water, that was unable to drain
into the creek because it was also in flood, that water Is defined as flood on the basis of the
decision in K Sika Plastivs v Cornhift Insurance (1982) 2NZLR 50(CA).

The circumstances of £ Sika Plastics were as follows:

Sika Plastics had insurance policies with Cornhill covering, inter alia, water damage. The
policies indemnified the in respect of “destruction or damage fo the property directly dus fo -
Water not being watar which through fiood has overflowed beyvond the normal boundarias of
river, waltercourse, fake or sea”. The plaintiff's factory was situated in a gorge and its east
wall was beside the right bank of a siream. After extremely heavy rainfall flooding damaged
the Plaintiff's premises and equipment. Water had come down the gorge in a torrent. The
cumulative rainfall had been so heavy that the normal banks of the stream could not
accommedate all the water that would otherwise have entered them either directly from
rainfall or run-off. In the High Court the Judge held that the Insurer was nct liable. The
insured appealed.
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Per Cole, McMuliin and Somers, JJ;

Held: The Insurer was not liable under the policies. In ordinary and natural language a
waiercourse overflowed its normal banks when all the water that would otherwise drain or fall
into it could not be contained in it because it was full. All the surplus water was then overflow,
no matiter whather or not some of it had at one time beer within the banks and then forced out
(see p 63 line 3, p 53 line 28, p 53 line 32). It is notable that the Court emphasised that it was
not just rainfall, but also surface runoff, that was unable to enter the stream due to its swollen
or flooded state.

His Honour Justice Cocke stated at page 3 of the judgment:

“The extremely heavy rainstorm thaf occurred over the Korokore Stream catchment
on 20™ December 1976 gave rise to flood waters in the natural stream channel 3 to 4
times normal winter flood peaks and flood flows in the order of twice the capacity of
the skeam channel immediately adjacent to and downstream of the building occupied
by K Sika Plastics. The frequency of this flood has besn established at 150 years
return ... The water in the fiood pfain could not enter the stream, partly because the
stream was full, and parily because of the magnitude and velocity of the tlood flow.
ran dowrn hili with gravity ... The flood plain then reached a consiriction, in the form of
the upraised tip. ... [Counsel for the plaintiff] argued it was nof a situation whera
water was overfliowing beyond normal boundaries of a stream but a situation where
capacily of 4 stream had been overwhelmingly exceeded and surface water which
could not get info the strearn because it was fulf flowed down the valley in large
quaritities. The essence of that argument { think is this: because there is a very great
flood, there is no flood at all. That does not make sense to me on the facis of this
case. ..

...... in ordinary and natural language, I think that a watercourse is said to overflow its
norimal banks when all the water that would otherwise drain or fail into it cannot be
confained in it because it is full. All the surpius water is then overflow, no matter
whsther or not some of it has at one Hme been within the banks and then forced out”

In the absence of any hydrological or independent observer evidence te contradict the
findings of our site specific hydrelogist it is CGU’s submission that the proximate or effective
cause of the loss was damage by floodwaters as defined by the policy.

If the water that initially entered the premises was flood water then, as a matter of law the loss
is excluded. Similarly if it s a mixture of storm and flood water, the loss is excluded or indeed
a concurrent inundation of storm and flood water it is excluded. In essence it is CGL's
submission that the hydrological evidence is such that the only source of water that
inundated the subject property was flood water or a combination {mixture) of storm water and
flood water and accordingly, applying the law as it currently stands in Australia, all loss
sustained is excluded from cover .
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CONCLUSION:

The Applicants policy provides cover against “Lisied Events” to their “Building” and “Contents”
caused by storm, rainwater and liquid escaping from a fixed pipe and drains but specifically
excludes damage caused by “Flood”. The term “Food” is defined as “the covering of normally
dry fand by water escaping or released from the normal confines of a watercourse or lake,
whether or not it is altered or modified. Flood also includes water escaping from the confines
af any reservoir, channel. canal or dam™.

Our Adjuster and Hydrologist have determined the Applicants Joss has occurred through the
escape of water from drains, with no damage caused by overflowing gutters, roof or storm
water run off.

in the Applicants circumstance it is clear the damage has occurred through the “flood” water
as defined by the policy of insurance and as a result of the application of current Australian
law, (ses in particular, K Sika Plastics v Cornhill Insurance, Peterson v Union Des Assurances
De Paris IARD and Wayne Tank and Pump Co Limited v Employers Liability Assurance Corp
Limited. See also Provincial insurance Ausiralia Pty Ltd v Consolidated Wood Products Pty
Lid and Mitor Investments Pty [td v General Accident Fire and Life Assurance Corporation
Lid.). These cases confirm that the proximate cause of the damage claimed to be “storm
water”, is in fact “flood” and that CGU has complied with our policy and legal obligations to the
Applicant.

ff the water that initially entered the premises was flood water then, as a matter of law the loss
is excluded. Similarly if it is a mixture of storm and flood water, the loss is exciuded or indeed
a concurrent inundation of storm and flood water it is excluded. In essence it is CGU's
subrission that the hydrological evidence is such that the only source of water that
inundated the subject property was flood water or a combination (mixture) of starm water and
flood water and accordingly, applying the law as it currently stands in Australia, all loss
sustained is excluded from cover .

The Applicant received our policy wording and CGU submits that we have compfied with our
obligaticns to the Applicant under section 35 of the Insurance Contracts Act.

CGU considers it has provided sufficient evidence fo prove on the balance of probahilities that
the loss has resulted solely from the actions of a “flood™ based on the evidence obtained from
the Applicants, its location, the hydrology reports, cur Assessors report, legal precedent and
other information contained on our files to confirm that fact.

CGU Insurance submits that as the applicable policy wording is clear and unambiguous and
from the information provided in aur Notice of Response, the Applicant has no entittement in
regards to this disputed claim.

!emor !!ase Manager

Decision Review Department
CGU insurance
Phone: 1300 651 227
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Colin Brett

From:
Sent;
To:

Cc:
Subject:

Mr & Mrs Doyle.
As requested, | attach a copy of our submission to FOS.

{ANZNF - Snr Assoc, CIP}
Senior Case Managar, Dispute Resalution
Decision Review COffice

CGU Mnsurance, SGIC

T
F

&

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

Please consider the environment
before printing this email.

Sent: nesday, 24 August 2011 1:57 PM

To:
Cc:

Subject: onze: |G
Good afternoon -

. Please find attached CGU's Notice of Respanse with regards fo this disputed matter.
Supporting information will leave my office for yours and the Applicant / LAQ, tomorrow.
Thanks.

gt

NOR-247156.D
syle.23.8.11.pdi

{ANZIIF - Snr Assoc, CIF)
Senior Case Manager, Dispute Resolution
Decision Review Cffice

CGU Insurance, SGIC

T
F
M
E

www.cgu.com.ar  We put the You in CGU.
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RENEWAL SCHEDULE AND PREMIUM INSTALMENT ADVICE
CGU Centre 181 William Strest
Membersafe Melbourne VIC 3600

www_cgu.com.auy
General Enguiries or Change of Details: 1800 079 908

I'l'“‘”IIIHI!IE"II""I“'Illl"' 24 Hour Claims: 1300 306 497

038

m Page 10of 6
Date of this notice: 24/01/10
!U!!!HEAR‘( QLD QLD 4505

Policy Number: I

Intermediary
First instalment due: 01/04/10

C u a ™ Instalment Amount: $92.12
;. This renewal expires at 4.00 p.m. on 04/03/11
Keeping your insurance healthy -

could you be ready for a check-up?

Once in awhile we all need a check-up - even for our insurance policy. &

Now that your insurance is due for renewal, it's important to check that it does
cover all your essential needs. Is it stilf healthy? Are you accessing all the policy
benefits and discounts offered? Or perhaps you would just like us to look at your
other insurance needs?

Have a talk to one of our fiendly staff who will help you choose the best
‘preventative medicine' to keep your policy healthy and vital.

Caill irto your local CUA branch or give CUA Insurance Services a call on 133 282
for an obligation free quote.

Credit Union Ausiralia ABN 44 087 £50 859 AFSL No 238291 acts under its own Australian Financial Services Licence and under an agreement with the insurer, GGU Insurance
Limited ABN 27 004 478 371 {CGU). This is general advice only and does nol take into account your individual ohjectives, financial situalion or neads {'yaur personat o rcumstances”),
Before using this advice to decide whether Lo purchase this insurance poticy, you should corsider the appropriateness of it having regard to your personal circumstances, plus obtain
and consider the curent Product Disclosure Statement for the insurance palicy.

DCX INSURELD COPY 09 Insurer: GGL Insurance Limited ABN 27 004 478 371 AFS Licence No. 238291, WF54918

4 ™ Polii Number:

You have chosen to pay by instalment

Intermediary Details:

8

5 and unless you tell us otherwise CREDIT UNION AUST-GENERAL
% we will continue to debit your 1312053

2 nominated account. Totat Amount Payable:
% $1,105.44

5 Details of your instalments are shown

O
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What You Need To Tell Us

Please note that a renewal of insurance is a new insurance contract.
You are required to disclose any matters that could affect your insurance cover.

if you answer 'Yes' to any of the following questions, contact
our Customer Enquiries Centre 1800 079 908.

1. Has any insurer refused or cancelled cover on any of your policies or required
special terms to insure you?

2. Have you or any other person who receive insurance protection under the

proposed policy been charged or convicted of any criminal offence in the
past 12 months?

3. Are there any other material facts which should be disclosed? (Refer to
What You Need To Tell Us in the policy booklet).

THE SUMMARY BELOW SHOWS THE INSTALMENT DETAILS FOR YOUR CONTRACT.

FIRST LAST NO. OF INSTALMENT
INSTALMENT INSTALMENT INSTALMENTS AMOUNT TOTAL
1/04/10 1/03/11 12 $92.12 $1,105.44

If you have replaced, upgraded or recently renewed your credit card please
advise us of the details.




Intermediary

cujal

. - - Page 3 of 6
Details of your policy cover
This Schedute must be atfached to and read as part of the Company's policy.
Policy Number: [ Intermediary
Insured: M CREDIT UNION AUST-GENERAL
I GPO BOX 100
URPENGARY QLD 4505 BRISBANE 4001
Policy Type: Membersafe Intermediary Number: 1312053
Period of Insurance: From 04/03/10 To 04/03/11 Intermediary Phone: 133 282
Situation of Property Insured Mortgagee/interested Party
I ©RPENCARY 4505 cuA
= St
= INTEREST/PROPERTY INSURED INSURED PREMIUM
= **% SEE IMPORTANT CHANGES ON THIS DOCUMENT ***
== LISTED EVENTS
= BUILDINGS $402000 $606.78
o INCLUDING REPLACEMENT BENEFIT
MORTGAGEE AS ABOVE
SITUATION AS ABOVE
CONTENTS
OTHER CONTENTS $67000
SPECIAL CONTENTS $NTL
TOTAL SUM INSURED FOR ALL CONTENTS $67000 $328.06
EXCESS APPLICABLE TO ALL ABOVE $100
LIABILITY LIMIT - $20000000
"OTHER CONTENTS" INCLUDES "VALUABLE ITEMS" TO
A TOTAL OF $5000 OR 20% OF CONTENTS SUM INSURED
(WHICHEVER IS THE GREATEST) WITH AN ITEM LIMIT
OF $2500
VALUABLE ITEMS
OTHER VALUABLES ITEMS - ITEM LIMIT $2500 SNIL
SPECIAL VALUABLE TTEMS SNIL
TOTAL SUM INSURED FOR ALL VALUABLES SNIL
TOTAL BASIC PREMIUM $934.84
GOODS AND SERVICES TAX $93.49
STAMP DUTY $77.12
TOTAL $1105.45

THE PREMIUM INCLUDES A DISCOUNT FOR
* HAVING AN APPROVED SECURITY SYSTEM
WHAT YQu NEED TO TELL US
IF YOU ACCEPT OUR INVITATION, A NEW INSURANCE CONTRACT IS CREATED AND YQU ARE
REQUIRED TO TELL US ANYTHING THAT YOU KNOW OR SHOULD KNOW COULD AFFECT OUR
DECISION TD INSURE YQU.
IF YOU DO NOT TELL US THIS INFORMATION, WE CAN REDUCE THE AMOUNT OF A CLAIM,
OR WE CAN CANCEL YOUR POLICY. IF YOUR FAILURE TO TELL US IS FRAUDULENT, WE CAN
TREAT YOUR POLICY AS IF IT NEVER EXISTED.
IF YOU ANSWER "YES" TO ANY OF THE FOLLOWING QUESTICONS YOU MUST ADVISE US IN
WRITING, PROVIDING FULL DETAILS.

Continued on following page

Document re-created on 16/05/2011

Where possible, this page printed on 100% recycled paper NOVUS-7008180-22-Run1-ASADD2-002293
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IN THE LAST 12 MONTHS:

(1) HAS ANY INSURER REFUSED, CANCELLED, 0OR IMPOSED AN EXCESS ON ANY OF YQUR
POLICIES OR REQUIRED SPECIAL TERMS TO INSURE YOU?

(2) HAVE YOU OR ANY OTHER PERSON WHQ WOULD RECEIVE INSURANCE PROTECTION
UNDER THE PROPOSED POLICY BEEN CHARGED OR CONVICTED OF ANY CRIMINAL
OFFENGE?

{(3) HAVE THERE BEEN ANY CGHANGES TO THE INSURED PROPERTY WHICH MIGHT
INCREASE THE RISK OF L0DOSS OR DAMAGE?

{(4) ARE THERE ANY OTHER MATERIAL FACTS WHICH SHOULD BE DISCLOSED? (PLEASE

REFER TO THE DUTY OF GISCLOSURE SECTION IN YOUR POLICY BOOKLET.)
Do you authorise us to send you marketing material such as special offers and
discounts?
Piease call us at the telephone number on the front page of the schedule if you
do not want to receive this material.

IMPORTANT NOTICE - PQLICY EXCESS
For each separate identifiable incident for which your policy provides cover
any applicable excess will apply for each incident giving rise to a claim.
AS THIS IS A CONTRACT WHEREBY THE PREMIUM IS PAID BY INSTALMENTS YOUR
ATTENTION IS DRAWN TO *"YOUR PREMIUM" IN THE POLICY BOOKLET.
TO PROVIDE SOME PROTECTION AGAINST INCREASED COSTS,THE SUM INSURED ON
BUILDINGS &/0R CONTENTS HAS BEEN INCREASED BY 5.0%.
YOU MAY SELECT DIFFERENT SUMS INSURED IF YOU WISH.
Cooling - Off Period
If you decide that you do not wish to continue with this policy, you have
twenty-one days after the commencement of this insurance to request
cancellation. We will provide you with a full refund of premium paid,
provided you have not made a claim under the policy.
Your Renewal

In line with modern business practice, we do not automatically provide
receipts for payment of renewals. If you require confirmation of your
repewal, or you require a tax invoice, you can contact us.
Under the requirements of the Fipancial Services Reform Act 2001, we have
prepared a Product bBisclosure Statement (PDS} for this insurance. This PDS
has been prepared to assist you in understasnding the insurance policy and
making an informed choice about your insurance requirements. If you would
Iike a copy of the PD5, please contact us.
You can contact us:

By phoning the telephone number on the front page of the schedule, or

By writing to GGU Insurance Limited

GPO Box 4962 Melbourne 3001, or
By completing our &-Form or e-Mail at www.cgu.com.au
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if you have chosen lo pay by direct debit or by credit card,
please keep this information for your records.

Direct Debit Agreement

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

1.
1A

1.2

1.3
1.4

1.5

|
>
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2.4

2.5

26

27

WORDS THAT HAVE A SPECIAL MEANING IN THIS AGREEMENT

"Account’” means the Financial fnstitution account or credit card account (as applicable) nominated by you in your
Direct Debit Request.

‘Authorisation’ and 'Authorising’ means your binding authorisation and includes your signature, your request by
telephone or your request by any written or etectronic method.

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

'Financial Institution’ means the bank or financial institution or credit card issuer nominated by you in your Direct
Debit Request.

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

‘Intermediary Fees' means the fees payable by the insured to an insurance intermediary in respect of effecting the
Policy or amending the Palicy, as notified by the insurance intermediary to CGU,

'Policy” means the contract of insurance effected with us by you or any other person as nominated by you in the
Direct Debit Request in respect of which CGU permits payment by direct debit or credit card and any renewal of that
contract of insurance. It includes the Pramium Instalment Advice in respect of each such contract.

'Premium Instalment Advice' means the most recent premium instalment advice(s) provided or to be provided by
us to the insured under the Policy, which sets out detaiis of the Instaiments and instalment due dates.

‘you/your' means the person or persons making the direct debit request or credit card autharisation (as applicable) in
the Direct Debit Request.

wefus' means CGL) Insurance Limited ABN 27 004 478 371.

OUR OBLIGATIONS TO YOU AND OUR RIGHTS:

We will send you a written or electronic copy of the Direct Debit Request arrangements (amoeunt; frequency;
commencement date} and obtain your Authorisation to the Direct Debit Request at least 7 calendar days prior to
debhiting any amount in accordance with the Direct Debit Request.

Subject to the terms of this Agreement, we will debit to the Account:

(a) Intermadiary Fees (if applicable}, on behalf of the licensee or authorised representative that you have
arranged your insurance through, on or about the first Instalment date set out in the Premium Instalment
Advice;

(b) the first Instalment en or about the first Instalment date set out in the Premium instalment Advice

(c} any subsequent Instalments on or about the Instaiment date identified in the Premium Instalment Advice.

Subject to clause 2.4, we will not change the amount or frequency of Instalments for the Policy without your prior
approval.

Where the due date for any Instalment falls on a non-business day, we will debit the Instalment on or about the next
business day. If you are uncertain about when the Instalment will be debited to your Account, contact your Financial
Institution.

Where any Instatment is dishonoured, or an additional amount is due as a result of an amendment to a Policy, you
authorise us to debit to the Account:

{a) any outstanding amounts and the next Instalment on or about the next Instalment due date: or

() any outstanding amounts at any time.

We reserve the right to terminate this Agreement and the Direct Debit Request without notice ta you if more than one
Instaiment is dishenoured. This means you must ensure premium payments are made by an alternative payment
method offered by us. We may alsc be able to cancel the Policy.

If any Instaiment is dishonoured, you authorise us to obtain reimbursement from you of any fees we incur by debiting
these fees to your Account if and when they accrue.

If we are obliged to refund any amounts debited to the Account under the Direct Debit Request in respect of the
Policy, we will (at our option} either:

(a} arrange far a refund to be payable to you within 31 days of the refund becoming payable; or

(b) reduce the amount of the next Instalment{s) by the amount of the refund (this reduction will continue until
the amount is refunded in full).

Where possibie, this page printed on 100% recycled paper

Insurer: CGU Insurance Limited ABN 27 004 478 371 An IAG Company AFS Licence No. 238291
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We collect personal information from you for the purpose of providing you with direct debit or credit card payment
facilities and related services. You can choose not to provide this information, however, we may not be able to debit
the Account under your Direct Debit Request, We will keep all information you give to us relating to your Account
private and confidential except to the extent we need to disclose it to relevant banks and financial institutions to debit
your Account or in connection with a claim made against our bank relating to an alleged incorrect or wrongful debit.
If you wish to update or access the information that we hold about you, contact us.

If you request a change to the Policy which affects the amount or frequency of the Instalments, we will pravide you
with 7 days written notice before the amount or frequency of the Instalmants is varied.

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

YOUR OBLIGATIONS TO US AND YOUR RIGHTS:

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

By Authorising the Direct Debit Request, you agree to be hound by the terms of this Agreement and the Direct Debit
Request.

You must ensure that immediately before any Instalment or other amount is due to be debited you have sufficient
funds or credit available in respect of your Account to meet your Instalment obligations under this Agreement and
any other amounis on the due date.

if your Account has maore than one signatory, you must ensure that all necessary signatories Authorise the Direct
Debit Request. It is your responsibility to ensure that the authorisation given to debit the nominated Account is
identical to the Account signing instruction held by the Financial Institution where the Account is based.

You must advise us if your Account is transferred, closed, cancelled or expires.

You may alter the debiting of an Instalment, stop payment of an Instalment or terminate the Direct Debit Request at
any time by giving written notice to us at least 14 days prior to the due date of the next Instalment or by contacting
your Financial Institution. It is your responsibility to arrange with us a suitable alternate payment method if you wish
to cancel the Direct Debit Request. If we agree to vary the frequency of the Instalments, we will issue you with an
updated Premium Instalment Advice. If alternative payment arrangements are not made with us, we can cancel a
Policy without notice to you.

INQUIRIES AND DISPUTES
If you have any concerns or queries regarding the timing of credit card payments, a proposed variation to the amount
or frequency of Instalments or any amount debited, you should contact us on 13 15 32, If you have a query about the

timing of other payments or wish to dispute a debit, contact your Financial Institution.

CGU insurance Limited ABN 27 004 478 371. An IAG Company
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INSURED NA_ME AND ADDRESS LOCATION ADDRESS

I
BURPENGARY 4505 BURPENGARY 4505
UNDERWRITER COMMENT
UPPER L[M{T CAP IMPACT 3.08% . More AA Commetits!
442 " Press PES to view.
GENERAL COMMENTS ’

MC -PRI Q0 ADDEE- EP$105.17 -GET 15Q210
- Cmd==

PF Key 1 Help 2 EPF Del 3 Exit 4 Basic 5 Use Dsc 6 Cover 9'Commenﬁ 10 Payments
PF Key 11 Tot 12 CCS 13 Rl 14 Alt Date 15 Agent 14 Pol Search 17 Sch 23 Add Cov

Date 23/05/2011 Time 3:29:44 PM
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AGENTHLP AGENCY INFORMATION

Sort: CRED
e ___
NameZ: _
Address: GPQ BOX 100
BRISBANE Pcode: 4001
Telephone No: - 13-3282
Commission Schedule Spec Use_
Source of Business: G L AGENTS - OTHER.
SCHEDULE DESPATCH
New Business: INSURED

-Renewals: INSURED o
Other: INSURED -

Underwriter Grade: CODE NOT FOUND .
Activity List: 1 _ E AGEN .
5 COPY OF SCHEDULE WILL NOT PR

Lapse Timing: 90 DAYS AFTER DUE DATE. .
jew Commission: N {Y/N) '

Exit: PF3

Date: 23/05/201 1 Time: 3:31:08 PM
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IS5 EFF RSN

: WOLD ORN-NEW O CARRY ONPIFY PRINTN
SR 5TAT

TYPE LOB DOCUMENT TESTOO1 EDITION 0000
OWNER NEXT DOC. OLDORNEW O .
ENDORSEMENT SCHEDULE ISSUED 15/09/10
L DOYLE ‘ :
BURPENGARY
SITUA

LISTED EVENTS
BUILDINGS $402000
INCLUDING REPLACEMENT BENEFIT
MORTGAGEE AS ABOVE
SITUATION AS ABOVE

CONTENTS

OTHER CONTENTS $67000

SPECIAL CONTENTS $NIL _
TOTAL SUM INSURED FOR ALL CONTENTS - $67000

.xcsss APPLICABLE TO ALL ABOVE ~ $100
LIABILITY LIMIT - $20000000 -

"OTHER CONTENTS" INCLUDES "VALUABLE ITEMS" TO
A TOTAL OF $5000 OR 20% OF CONTENTS SUM INSURED

Date; 23!@5/2011 Time: 3:29:44 PM
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. . ‘OLD ORNEW O
(WHICHEVER IS THE GREATEST) WITH AN ITEM LIMIT
OF $2500 :

VALUABLE ITEMS
OTHER VALUABLE ITEMS - ITEM LIMIT $2500  $NIL
SPECIAL VALUABLE {TEMS $NIL :

TOTAL SUM INSURED FOR ALL VALUABLES $NIL

Al e 0
" REGISTRATION NO. -

Date: 23/05/2011 Time: 3:29:44 PM
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-OLD OR N-NEW O CARRY O

S S ——Ln

N PIF Y PRINT N -

COMMENCEMENT DATE 14/09/10
THE. ANNEXE
CONSTRUCTION :- C2
YEAR OF MANUFACTURE 2003

COMMENCEMENT DATE 14/09/10
TOTAL SUM INSURED PART A $10000
STANDARD EXCESS APPLICABLE TO PART A $50
NO CLAIMS BONUS NIL

$1000

PART B
LIABILITY - { AMOUNT OF COVER  $30000000 )
T TOTAL BASIC PREMIUM  $89.73
.' " GOODS AND SERVICES TAX $8.97
STAMP DUTY . $7.47

TOTAL $106.17

Date 23/05/2011 Time: 3:29:44 PM
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& ﬁ&w O-CARRY ON PIF Y PRINT N-

OLD ORNEW C

THE PREMIUM INCLUDES A DISCOUNT FOR :
* HAVING AN APPROVED SECURITY SYSTEM

YOUR POLICY HAS BEEN ALTERED AND THIS SCHEDULE REPLACES ANY PREVIOUS
SCHEDULE FOR THE ABOVE PERIOD OF INSURANCE AS FROM 14/09/10.

IMPORTANT NOTICE - POLICY EXCESS

For each separate identifiable Incident for which your policy provides cover
any applicable excess will apply for each incident giving rise ta a claim.

Date: 23/05/2011 Time: 3:29:44 PM
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. OLD ORNEW O
RENEWAL SCHEDULE ISSUED 24/01/10

*** SEE IMPORTANT CHANGES ON THIS DOCUMENT ok

LISTED EVENTS
BUILDINGS $402000 $606.78

INCLUDING REPLACEMENT BENEFIT
MORTGAGEE AS ABOVE
SITUATION AS ABOVE

CONTENTS _
THER CONTENTS $67000
SPECIAL CONTENTS $NIL .
TOTAL SUM INSURED FOR ALL CONTENTS $67000 $328.06

EXCESS APPLICABLE TO ALL ABOVE ~ $100
'LIABILITY LIMIT - $20000000

Date: 23/05/2011 Time: 3:29:44 P
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ISS EFF RSN |
FOLD OR N-NEW O CARRY ON PIFY PRINTN  MOD 05
TYPE LOB 01" EDITION 0000 SEQOO1 ISSUE040310 STATUST

OWNER NEXT DOC., o OLD ORNEW O

"OTHER CONTENTS" INCLUDES "VALUABLE.ITEMS' TO .
A TOTAL OF $5000 OR 20% OF CONTENTS SUM INSURED
{WHICHEVER IS THE GREATEST) WITH AN ITEM LIMIT

OF $2500

VALUABLE |[TEMS
OTHER VALUABLES [TEMS - ITEM LIMIT $2500 $NIL

SPECIAL VALUABLE [TEMS $NIL .
TOTAL SUM INSURED FOR ALL VALUABLES $NIL
. ' TOTAL BASIC PREMIUM $934.84
GOODS AND SERVICES TAX $93.49

STAMP DUTY $77.12

Date: 23/05/2011 Time: 3:29:44 PM
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ISS EFF = RSN

ORN-NEW O CARRY ON PiF Y PRINT N -

OLD OR NEW O
TOTAL $1105.45

- THE PREMIUM INCLUDES A DISCOUNT FOR :
* HAVING AN APPROVED SECURITY SYSTEM

WHAT YOU NEED TO TELL US

IF YOU ACCEPT OUR INVITATION, A NEW INSURANCE CONTRACT IS CREATED AND YOU ARE
REQUIRED TO TELL US ANYTH[NG THAT YOU KNOW OR SHOULD KNOW COULD AFFECT OUR
DECISION TC INSURE YOU.
IF YOU PO NOT TELL US THIS INFORMATiON WE CAN REDUCE THE AMOUNT OF A CLAIM,
OR WE CAN CANCEL YOUR POLICY. IF YOUR FAILURE TO TELL Us IS FRAUDULENT, WE CAN
§AT YOUR POLICY AS IFIT NEVER EXISTED.

O

U ANSWER "YES" TO ANY OF THE FOLLOWING QUESTIONS YOU MUST ADVISE US IN
WRITING, PROVIDING FULL DETAILS.

Date: 23/05/2011 Time: 3:29:44 PM
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(1) HASANY INSUR.ER REFUSED CANCELLED, OR IMPOSED AN EXCESS ON ANY OF YOUR -
POLICIES OR REQUIRED SPECIAL TERMS TO INSURE YOU?

(2) HAVEYOU OR ANY OTHER PERSON WHO WOULD RECEIVE INSURANCE PROTECTION
UNDER THE PROPOSED POLICY BEEN CHARGED OR CONVICTED OF ANY CRIMINAL
OFFENCE?

(3) HAVE THERE BEEN ANY CHANGES TO THE INSURED PROPERTY WHICH MIGHT
INCREASE THE RISK OF LOSS OR DAMAGE?

{(4)  ARE THERE ANY OTHER MATERIAL FACTS WHICH SHOULD BE DISCLOSED? (PLEASE
REFER TO THE DUTY OF DISCLOSURE SECTION IN YOUR POLICY BOOKLET.)

—————— e o e e b

Do you authorise us to send you marketing materal such as speciat offers and

discounts? ,
- Piease call us at the telephone numkber on the front page of the schedule if you

Date: 23/05/2011 Time: 3:29:44 PM
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s material.

IMPORTANT NOTICE - POLICY EXCESS

For each éeparate identifiable incident for which your policy provides cover
arty applicable excess will apply for each incident giving rise to a claim.

AS THIS IS A CONTRACT WHEREBY THE PREMIUM IS PAID BY INSTALMENTS YOUR
ATTENTION IS DRAWN TO "YOUR PREMIUM" IN THE POLICY BOOKLET.

TO PROVIDE SOME PROTECTION AGA!NST INCREASED COSTS, THE SUM INSURED ON
BUILDINGS &UOR CONTENTS HAS BEEN INCREASED BY- 5 0%

.ou MAY SELECT DIFFERENT SUMS INSURED IF YOU WiSH.

Date: 23/05/2011 Time: 3:29:44 PM
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Cooling - Off Period

If you decide that you do not wish to continue with this policy, you have
twenty-one days after the commencement of this nsurance to request
cancellatiott. We will provide you with a full refund of premium paid,
provided you have not made a claim under the policy.

. ; Your Renewal

In line with modem business practice, we do not automatically provide
receipts for payment of renewals._ If you require confirmation of your

Date: 23/05/2011 Time: 3:29:44 PM
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reriewal, or you require a tax invoice, you can contact us.

Under the requirements of the Financial Services Reform Act 2001, we have
prepared a Product Disclosure Statement (PDS) for this insurance. This PDS
has been prepared.to assist you in understanding the insurance policy and )
- making an informed choice about your insurance requirements. If you would

ke a copy of the PDS, please contact us,
You can contact vs:

By phoning the telephone number on the front page of the schedule or

By writing to CGU Insurance Limited

GPO Box 4942 Melbourne 3001, or
By completing our e-Form or &-Mail at www.cgu.com.au

Date: 23/05/2011 Time: 3:29:44 PM -
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Help CUAA CUIA Locality

t 4 ¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢
DISPi2 Descriptions Membersafe

X ‘Schedule Request:
W To View Use Code:
4505 Or View Location:

AA Underwrlters Comn..

] Sor: ED
' Pcde:
AA Underwriters Comment, Sequence: 1
000 QUICKINSURE SPECIAL QUOTE ‘ Sort: EDI
' Pcde:

" AB CUIA Group and tlient Nl._lm.ber '
. o "~ Sort: EDI
’ . Pcde:

Enter Process PF1 Help PF2 EPF Del PF3 Exit PF4 Basic PF5 Credit Card
PF& Covers PF7 Back PF8 FWD PF® Comments PF17 Schedule PF24 All Descriptions

Date: 23/05/2011 Time: 3:31:08 PM
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Help CUAA CUIA Locality
¢‘¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢t_t¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢
"Descriptions Membersafe Policy No

) Effective Date: <
P Schedule Request:  {Refer tol
W To View Use Code;
4505 Or View Location: (
AE Additional Reporting - ORN/CPN Sequence: O
000 _ . Sort _
» . pede:
AQ U/W Comment - for this Mod only Sequence: 0
100 UPPER LIMIT CAP IMPACT 3.08% ~ Sort:
442 Pcde:
AQ U/W Comment - for this Mod only Sequence: 1
100 LOWER LIMIT CAP IMPACT 2.12% - : Sort:

.43 . . Pcde:

Enter Process PF1 Help PF2 EPF Del PF3 Exit PF4 Basic PF5 Credit Card -
PF& Covers PF7 Back PF8 FWD PF9 Comments PE1 7 Schedule PE24 Ajl Déscriptions

Date: 23/05/2011 Time: 3:31:08 PM-
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Help CUAA CUIA Locality

¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢
DISP12 Descriptions Membersafe Policy Mo:

r Effective Date

Schedule Request:  (Refer to .

W ' To View Use Code:  {
4505 Or View Location:  (

CC Call Centre Comment - for this mod only  Sequence: @ -

Pcde:

CC Call Centre Comment - for this mod only  Sequence; 1 '
m, RATING: 6, EFF 1 40910 EP: $106.17 EP PER MONTH Sort: -
1 : Pcde:

HQO Occupancy Type . Sequence: 0
100 XX ' . " Sort:

. _ _ Pcde:

Enter Process PF1 Help PF2 EPF Del PF3 Exit PF4 Basic PF5 Credit Card
PF& Covers PF7 Back PFB FWD PF9 Comments PF17 Schedule PF24 All Descriptions

' Date: 23/05/2011 Time: 3:31:08 PM
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Help CUAA CUIA Locality
¢qg-dddddddetdddedcddeddaddscsddeddedddedddddddedddddeededddedteedcdeedddcttddsdede
DISP12 Descriptions Membersafe Policy No
INISURED NAME AND ADDRESS ' Period

m ' _ Effective Date:
, Schedule Request:  (Refer to
W To View Use Code:
4505 Or View Location: (P

HR Cldest Policy Owner Date Of Birth - Sequence: O

E— st
Pede:
LA Locaticn of Risk Sequenée: e
100 Sore
RPENGARY Pcde: 4505
MT Fist Mortgagee Sequence: O

o - - . ' Sort: ' . . -
che: 4505 :

Enter Process PF1 Help PF2 EPF Del PF3 Exit PF4 Basic PF5 Credit Card
PFé Covers PF7 Back PF8 FWD PF? Comments PF17 Schedule PF24 All Descriptions

Pate: 23/05/2011 Time: 3:31:08 PM
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Help CUAA CUIA Locality

¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢-‘i¢¢¢¢¢¢¢

DISP12  Descriptions Membersafe Policy Mo

[N SURED NAME AND ADDRESS : Perfod
Effective Date:

" Schedule Request:

(Refer t‘
- =

MT First Mortgagee Sequence: 1

Pede: '
PV Privacy Indicator Sequence: 0
. sors
Pede:

Enter Process PF1 Help PF2 EPF Del PF3 Exit PF4 Basic PF5 Credit Card
PES Covers PE7 Back PFB FWD PF9 Comments PF17 Schedule PF24 All Descriptions

Date: 23/05/2011 Time: 3:31:08 PM
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Help Claims Errors OLM Rating Discounts EndorseQ
¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢¢
STARTSI Coverage List CUIA:Y RCUIA: Y
Renewal Method: Replaced  Control;

View Loc: Sum Coverage EPF/
Loc No Coverages Insured Premium Period ST TR PREM RM

Process. PF 2 EPF Del 3 Exit 4 Basic 5 Use Desc 7 Back 8 Fwd 10 Payments.
Total 12 CCS 13 R/ 17 Schedule 21 Renew 22 History 23 Add Cover 24 Stats

Date: 23/05/2011 Time: 3:31:08 PM
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Help Claims Errors OLM Rating Discounts Endorse

Enter~ Process. PF 2 EPF Del 3 Exit 4 Basic 5 Use Desc 7 Back 8 Fwd 10 Paymentﬁ
PF 11 Total 12 CCS 13 R/1 17 Schedule 21 Renew 22 History 23 Add Cover 24 Stats

Date: 23/05/2011 Time: 3:31:08 PM
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first choice
home insurance product
disclosure statement and policy

Preparation date: 01/08/2006

Insurer: CGU Insurance Limited
ABN 27 004 478 371
AFS Licence No, 238291
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contents

About this insurance 3

This Product Disclosure Statement (pps) has What this policy covers 4-5

been designed to help you get the most out

our policy. ;
.fy ur policy Exclusions to your cover 35

Use the contents pages and topic index to
help find what vou are looking for. Important

tasks such as taking out insurance or making Your responsibilities to us 41
a claim are explained in easy to follow steps.
And we have included a glossary of words .
: : . Our commitment to you 45
with a special meaning.
When you take out an insurance policy with )
us, the cover we agree to provide you is set How to take out insurance 49
out in your current schedule, and described in
is PDS, Il .
this P.D as well as any Supplementary ppDs we How to make a claim 53
may issue. Together, they make up the terms
and conditions of your insurance contract
d;ith us. Read them carefully and store them How to resolve 3
gether in a safe place. complaint or dispute 60

If you need more information about this pps,

lease contact us or your insurance adviser. )
P y Glossary of words with

a special meaning 61
Index 65

Contact us BACK COVER




First Choice
Home Insurance

First Choice Home Insurance allows
you to choose from two types of
insurance cover: Listed Events or
Accidental Damage.

* Listed Events provides cover for loss or
damage to your buildings or contents as
a result of the incidents listed on pages
12 to17.

* Accidental Damage provides even
greater cover than Listed Events. It also
covers accidental loss or damage, plus
a range of incidents listed on pages
17 to 20 under specific conditions.

The type of insurance cover you have chosen

will be listed on your current schedule.

First Choice Home Insurance also provides

a range of additional covers and cover far

your legal liability,

You can choose to take out a buildings

policy, a contents policy, or a combined

buildings and contents policy.

You can also add options to your policy

for domestic workers' compensation,

strata title mortgagee protection, or

to extend your valuables cover.

Your buildings or contents will be covered

up to the sum insured, as listed on your

current schedule,

To find out what this policy
cavers, see next page »

For exclusions to this
COVET, SEE page 35 »
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Listed Events

Buildings we will cover 6
What we will pay for buildings 6
Contents we will cover 6-8
What we will pay for contents 8-10
Where your contents are covered 10-1
Listed Events cover 12
Accidental breakage ] 13
Burglary or break-in 13
Burning out of an electric mator 13
Deliberate or intentional acts 13
Earthguake or tsunami 13
Fire or explosion 14
Impact damage 14
Landslide or subsidence 15
Lightning or thunderbolt RE
Riots or civil commotion 15
Storm, rainwater or wind 15—16
Theft or attempted theft 16
Vandallsm or a malicious act 16
Water or liquid damage 7

Liability cover included in this insurance  29-31

Liability cover - general - 29-30
Liability cover - when your bmldlngs o
are a total foss 30
Liability - for committee members 3

Optlonal cover you can add to your policy 31
Domestic Workers’ Compensation 31-32
Other Valuables 32-33
Special Valuables 33-34
strata Title Mortgagee Protection 34
Accidental Damage

Buildings we will cover 6

6

What we will pay for buildings

What we will pay for contents

8-10

Where your contents are covered 10-1
Accidental Damagecover 17

Incident cover provided under

specific conditions 17
Burning out of an efectricmotor 17
Fire or sxolosion . e
Landslide or subsidence 18
Storm, rainwater or wind 18-15
Theft or attempted theft 19
Water or liquid damage 20
Liability cover included in this insurance  29-31
Liability cover - general 29-30
Liability cover - when your buildings

are a total loss 30
Liability cover - for committee members 31
Optional cover you can add to your policy 31
Domestic Workers” Compensation 31-32
Other Valuables ‘ 3233
Special Valuables 23-34
strata Title Mortgagee Protection 34

Additional cover included under Listed
Events and Accidental Damage

Accounting fees for a tax audit o=
Alternative accommodation 21-22
Contents ina commerclal storage facility 22
Contents in trans:t 23
Credit card and transaction card misuse 23
Debris removal and demolishing 23
Document damage 24
Employees’ belongings 24
Frozen food ) ' 24
Funcral expenses o 24
Guests’ and visitors' belongings 25
Legal costs in Australié 25-26
Modifications to your bmldmgs 26
Mortgagee dlscharge costs 26
Rebuilding fees 26
Replacing keys and repairs to, and

re-coding of locks and barrels 27
Sale of your home 27
Security firm to monitor your home 27
Storage costs 28
Sum insured 28
Trees, plants and shrubs replacement 28
Veterinary expenses 29
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Buildings we will cover

We will cover residential buildings, their
fixtures and fittings and any structural
improvements at your home.

Your buildings include

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

= domestic outbuildings

« fixed coverings to walls, floors and ceilings

. -these do noT include fixed carpets, curtains or
' internal blinds

+ infrastructure for services, including infrastructure for the
supply of electricity, gas, water, internet and telephane

= items built in, fixed to, or on the buildings

* blinds or awnings on the outside of the buildings

+ anything permanently built, constructed or installed
on your property for domestic purposes,

Your buildings do NoT include

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

* plants, shrubs, trees or grass, unless
- we are covering these under ‘Trees, plants and

shrubs replacement’.
For Trees, plants and shrubs
replacemnent, see page 28 »

What we will pay
.for buildings

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

Contents we will cover

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

O\ | WHAT THIS POLICY COVERS

Your contents include

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

* items thinly covered with gold or silver that are nat
jewellery or watches
« carpets, curtains or internal blinds
» film, slides and prints, however
- we will only pay the value of these items as unprocessed
material, and the cost of processing them
- if you purchased them already processed we will oniy
pay their replacement value
-we will not pay the costs of recreating any event
* tapes, cassettes, cartridges and discs, however
- we will only pay the value of thesa items when
blank unless they were pre-recorded when you
purchased them

* computer software
* media purchased online, e.g. music, software, and videcs

= landlords’ fixtures and fittings that you are liable for
under the terms of a rental agreement, unless
- the body corporate or similar body has insured them

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

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

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

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

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

= money and negotiable documents

» watercraft less than four metres long that is
not powered by a motor, or is powered by 2
motor less than10hp

= valuable items as listed below
- jeweltery and watches
- itemns that contain gold or sitver (this does not include

iterns thinly covered with gold or silver)

-furs
- collections of stamps, money or medals

Continued next page »
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00 | WHAT THIS POLICY COVERS

continued... Contents we will cover

- battery-powered items as listed below
- audio visual equipment
~ camera equipment, including accessories
and unprocessed film, unless
they are heing used underwater, or fo earn
your income
- electronic diaries
~ GPS
~ mobile or portable phones
~ portable computers
- sporting equipment, unless it is being used.

You can increase the fevel of cover for valuable items by

choosing the Other Valuables or Special Valuables option.

for a description of the Other
Valuables and Special Voluahles
options, see pages 32-34 »

Your contents do NoT include
+ unset precious/semi-precious stones

» plants and frees growing outdoors, unless
- they are growing in pots or tubs

= animals, including birds and fish
* pedal cycles while they are used for racing or pacemaking

= motar vehicles, caravans, trailers or aircraft other than
model or toy aircraft

* registerad motorcycles or mini-bikes
= unregistered motorcycles or mini-bikes over 1z25cc
» watercraft more than four metres long

= watercraft less than four metres long that is powered by
a mctor of mote than 10 hp

= jet skis,

What we will pay
for contents

There are set maximum amounts that

we will pay when you make a claim. These
amounts are listed on the following table and
are included in your contents sum insured.

Continued next page »

THE MOST WE WILL PAY

CONTENTS up to the contents sum
insured as listed on
your schedule {inclusive

ot gsT} in total

any content item, pair, set, collection 20,000 (inclusive of GsT)
or system of contents items per item, pair, set,

collection or system

office and surgery equipment
-includes all battery-powered
items, see befow ¥

10,000 (inclusive of GsT)
in total

goods you use for earning your

$5.000 (inclusive of 651)
income in your buildings

in total

maoney and negotiable documents

$750 (inclusive of GsT)
in total

under Accidental Damage $1,250 (inclusive of 6s1)
in total

watercraft less than 4 metres
long that is not powered by

a motar, or is powered by a
motor less than 10 HP

$5,000 (inclusive of GsT)
in total

accessories and spare parts for
mator vehicles, motorcycles,
mini-bikes, caravans, trailers
and watercraft

$750 (inclusive of GsT)
in total

VALUABLE ITEMS INCLUDED
IN CONTENTS

under Listed Events up to 20% of the contents
sum insured as listed on
your schedute, or
up to 35,000 (inclusive
of GsT), whichever Is
higher - this amoeunt is
included in your
contents sum insured

under Acridental Damage up to 20% of the contents
sum insured as listed on
your schedule, or
Lp to $7.500 (inclusive
of GsT}, whichever is
higher - this amount is
included in your
contents sum insured

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

$2,500 {inclusive of GsT)
per item

$3,000 (inclusive of 6sT)
per item, pair, set,
collection or system

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

battery-powered items

any one item, pair, set, collection
or system of sporting equipment

D | S¥3IADD ADIT0d SIML LYHM



continued... What we will pay for contents

MNominating the amount we will pay for contents

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

increasing the amount we will pay for contents

excluding valuable items

You can increase the maximum amount we will pay for any
content itern, pair, set, collection or systerm by nominating
an amount that is higher than $20,000. Your contents will
be listed on your schedule as ‘special contents’.

. Increasing the amount we will pay for valuables
You can increase the total amount we will pay far your
valuables by adding the Other Valuables option to vour
palicy. This amount is in addition ta your contents sum
insured.

You can increase the maximum amount we wiil pay for an
individual valuable itern by adding the Special Valuables
option to your policy. This amount is in addition to your
contents sum insured.

For a description of the Other

Valuables and Special Valuobles
options, see page 37 »

Where your contents
are covered

Your contents are covered at your home.
Your contents are also coverad away from
. your home, anywhere in Australia.

Contents We will cover your cantents at your
- at your " home for loss or damage as a result of
horme an incident we have agreed to cover.

Under Listed Events, if your contents are
- at your at your home in the opgn air (notin a
home in building that is fully enclased) and they
the open sutfer loss or damage as a result of

air » storm, rainwater or wind, or
* theft or attempted theft

the most we will pay is up to $2,000
{inclusive of 6sT} in total. This limit does
not apply to swimming pools, saunas or
spas, or their accessories.

—t
O l WHAT THIS POLICY COVERS

Contents
- away
from your
home

. We will cover your contents away from
- your home, for loss or damage as a

result of an incident we have agreed

to cover. Under Listed Events, we will

cover your contents anywhere in

Australia. Under Accidental Damage,

we will cover your contents anywhere

in Australia and New Zealand.

We will NOT cover

* accessories and spare parts for motor
vehicles, motorcycles, mini-bikes,
caravans, trailers and watercraft

= goods you use for earning an income

= office and surgery equipmant vou use
for earning your income

while they are away from your hame.

: We will NOT cover your contents if they

* have been away from your home for

maore than 5o consecutive days, unless

- the contents are sporting equipment
stored within a club room

have been removed permanently from

your home by you, unless

- we have agreed to cover them

¢« are on the way to, or from, or are ina

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

Under Listed Events, we will oNLy cover

your contents for loss or damage as a

result of storm, rainwater, wind or

impact by a vehicle if they are

* in a residential building, boarding house,
motel, hotel, club, nursing home, or
hospital where you are staying, or

. sporting ecuipment stored within

a club room.
Uinder Listed Events we will NOT cover

= your contents for theft while thay are
away from your home, unless
- they are sporting equipment locked in

a clubroom.

= your contents for loss or damage as a
result of storm, rainwater, wind, or
impact by a vehicle if they are ina
tent, vehicle, caravan, trailer, aircraft,
or watercraft.
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Listed Events cover

i you have chosen Listed Events Home
Insurance, we will cover your buildings or
contents for loss or damage as a resuit of
the incidents listed on pages 12 to 17.

tf you make a claim, you will need to pay any excesses
that apply - you will only need to pay this amount once.

Any cover we provide is subject to exclusions.

Accidental
breakage

BUILDINGS
CONTENTS

For exclusions to this cover,
see page 35 b

Under Listed Fvents, we will cover

your buildings or cortents for loss or

damage when an item is chipped or

fractured through its entire thickness.

if you have insured your buildings, we

wifl cover any

» fixed glass in your buildings, including
- any window tinting or shatter proofing

material attached to the glass

« fixed shower bases, basins, sinks,

spas, baths and toilets.

If you have insured your contents, we
will cover any

i = mirrors, glassware, crystal, crockery,

unless
- they are damaged while being used,
cleaned or carried by hand

' = glass in furniture, however

-we will not cover glass that is part
of a television, or a computer screen
or manitor,

If you have insured your contents and

live in a rental building, we will cover

accidental breakage of fixed shower

bases, hasins, sinks, spas, baths and

toilets, however

= this only applies when vour rental
agreement makes you responsible
for these iterns.

Burglary or
break-in

BUILDINGS
CONTENTS

Burning

out of an
electric

motor

BUILDINGS
CONTENTS

Deliberate
or
intentional
acts

BUILDINGS
CONTENTS

Earthquake ;

or tsunami

BUILDINGS
CONTENTS

Under Listed Events, we will cover
vour buildings or contents for loss
or darmage as a result of a burglary
or break-in, or an attempted burglary

© or break-in.

We will NOT cover Joss or damage as
a resuit of a burglary or break-in by
a tenant.

The burglary or break-in, or attempted

- burglary or break-in, must be reported

to the Police.

Under Listed Events, we will cover
the cost to repair or replace your

electric moter if it burns aut or fuses.

We will onLy do this If your electric
mator is 15 years old or less.

. Under Listed Events, we wili cover
- your buiidings or contents for loss
i ordamage as a result of a deliberate

and intentional act.

- We will NOT cover loss or damage as

result of a deliberate or intentional act
by a tenant.

Linder Listed Events, we will cover
your buildings or contents for lass or
damage as 2 result of an earthquake
or tsunami.

You must pay an additional excess

of $250.

We will only cover lass or damage as
a result of an earthquake if the loss or
damage occurs within 72 hours of the
earthguake.
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continued... incidents covered under Listad Events

Fire or
expiosion

BUILDINGS
CONTENTS

Impact
damage

BUILDINGS
CONTENTS

' Under Listed Everts, we will cover

your buildings or contents for loss
or damage as a result of a fire or
an explosion.

We will NOT cover loss or damage

caused by a bushfire or grassfire within

48 hours of the start date of yvour

policy, unless

= you tock out your insurance with us
immediately after another insurance
palicy covering the same buildings
or contents expired, without a break
in cover

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

* you took out your insurance with us
immediately after you signed a lease
contract for your buildings.

Under Listed Events, we will cover
your buildings or contents for loss or

i damage as a result of an impact.

We will onLy caver loss or damage
caused by the impact of
* an aircraft, spacecraft or satellite, or
- anything dropped from them
» 3 falling television or radio antenna
mast or dish
« vehicles or watercraft
+ an anirnal or bird that is not kept
at your home, unless
- the loss ar damage is caused by
any anirmal or bird eating, chewing
clawing or pecking
* afalling tree or part of a tree, unless
- the damage is caused when you,
or someone else aciing on your
behalf, cuts down or remaves
branches from a tree,

We also pay the cost of removing and
dispesing of the fallen tree or parts,

Landslide
or
subsidence

BUILDINGS
CONTENTS

Lightning
or
thunderboit

BUILDINGS
CONTENTS

Riots
or civil
commotion

BUILDINGS
CONTENTS

Storm,
rainwater
or wind

BUILDINGS
CONTENTS

Under Listed Events, we will cover

¢ your buildings or cantents for loss

or damage as a result of a fandslide

or subsidence,

We will oNLY do this if the Joss or

damage occurs within 72 hours of

* an earthquake or explosion

» a storm, including rainwater or wind, or

* liguid escaping frem a fixed pipe, or
an objact attached te a pipe, fixed
gutter, fixed tank cr a drain,

¢ Under Listed Events, we wili cover

your butldings or contents for loss
or damage as a result of a lightning
or thunderbolt.

Under Listed Events, we will cover
your buildings or contents for loss
or damage as a result of riots, civil
commaotion, or industrial or political
disturbances.

: Under Listed Events, we will cover
: your buildings or contents for loss or

damage as a result of starm,
rainwater or wind.

We will NOT cover loss or darmage caused

by a named cyclone within 48 hours of

the start date of your policy, unless

= yau took out your insurance with us im-
mediately after another insurance policy
covering the same buildings or contents
expired, without 2 break in cover

= you took out your inswrance with us
immediately after the risk passed to
you as purchaser of your buildings

+ you took out your insurance with us
immediately after you signed a lease
contract for your buildings.

Continued next page »
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continued... incidents covered under Listed Events

continued...
Storm,
rainwater
or wind

Theft or
attempted
theft

BUILDINGS
CONTENTS

Vandalism
or a
malicious
act

BUILDINGS
CONTENTS

We will NOT cover
= swimming pool covers, including
- solar covers and plastic liners
» water entering your buildings
- through an opening made for any
building, renovation or repair work
- because of a structural defect, fauity

design or faulty workmanship when
your buildings were constructed
» free-standing fences made of
corrugated fibrous material that do
not have a supporting frame, unless
-they have been installed and
constructed accarding to the
manufacturer's specifications
» free-standing gates, fences or walls
that are made of timber and are more
than 15 years old.

Under Listed Events, we will cover
your buildings or contents for loss
ar damage as a resuit of theft or
attempted theft.

We will onLy cover theft of money or

negotiable documents when force is

used by someone to enter your

buildings.

We will NOT cover your buildings or

contents for loss or damage as a result of

» theft from any part of the buildings
which you share with another persan
who is not insured under this policy

» theft by a tenant.

The thelt or attempted theft must
be reported to the Police.

Under Listed Events, we will cover
your buildings or contents for loss

or damage as a result of vandalism
or a malicious act,

We will NOT cover loss or damage as

a result of vandalism or a malicious act

by a tenant.

Water Under Listed Events, we will cover
or liquid your buildings or contents for loss or
damage damage caused by water or J|q'u|di

g We will alsa cover the cost of finding
BUILDINGS where the water or liquid escaped
CONTEMNTS

tfrom, including the cast of repairing

any damage that occurs while looking

for the cause.

We will oNLY cover loss or damage:

caused by water or liquid escaping from

» a fixed pipe or an cbject atiached tc a
pipe, fixed gutter, fixed tank or a drain

* a hath, basin, sauna, spa, shower
hase or shower wall, sink, toilet or
tiled flocr that has dralnage holes

« a washing machine or dishwasher

* an aquarium

» a waterbed.

We will NOT cover the cost of repairing

i the item that caused the escape of
water or liquid.

Accidental Damage cover

If you have chosen Accidental Damage Home
Insurance, we will cover your buildings or
contents for any accidental loss or damage.
There are also a number of incidents we will caver under
specific conditions. These are listed on pages 17 to 20.

If you make a clairn, you must pay any excesses that
apply - you will only need to pay this amount once.

Any caver we provide is subject to exclusions.

For exctusions to this cover,
see page 35 P

Incident cover provided
under specific conditions

Burning out | Under Accidental Damage, we will

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

BUILDINGS
CONTENTS

—
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continued... incidents covered under Accidentzl Damage
with specific conditions

Fire or
explosion

BUILDINGS
CONTENTS

Landslide
or
subsidence

BUILDINGS
CONTENTS

Storm,
rainwater
or wind

EUILDINGS
CONTENTS

Under Accidental Damage, we will
caver your buildings or contents for
loss or damage as a result of a fire or
an explosion.

We will NGT cover loss or damage

caused by a bushfire or grassfire within

48 hours of the start date of vour

pelicy, unless

= you took out your insurance with us
immediately after another insurance
policy covering the same buildings or
contents expired, without a break in cover

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

= you took cut your insurance with us
immediately after you signed a lease
contract for your buildings.

Under Accidental Damage, we will
cover your buildings or contents for
loss or damage 25 a result of a

¢ landslide or subsidence.

We will oney do this if the loss or

damage cccurs within 7z hours of

* an earthguake or explosion

* a storm, including rainwater or wind, or

» liquid escaping from a fixed pipe, or
an object attached to a pipe, fixed
gutter, fixed tank or a drain.

Under Accidental Damage, we will
cover your buildings ar contents for
loss or damage as a result of storm,
rainwater or wind,

We will NOT cover loss or damage caused

by a named cyclone within 48 hours of

the start date of your policy, unless

= you took out your insurance with us
immediately after ancther insurance
policy covering the same buildings or
contents expired, without a break in cover,

Continued »

continued...
Storm,
rainwater
or wind

Theft or
atternpted
the_ft

EUILDINGS
CONTENTS

© = you took out your insurance with us

immediately after the risk passed to
you as purchaser of your buildings

¢ = you tock cut your insurance with us

immediately after you signed a lease
contract for your buildings.

We will NOT cover
= swimming pool covers, including
- solar covers and plastic liners
* water entering your buildings
- through an opening made for any
building, renovation or repair work
- because of a structural defect, faulty
design or faulty workmanship when
your buildings were constructed
» free-standing fences made of
corrugated fibrous material that do
not have a supporting frame, unless
- they have been installed and
censtructed according to the
manufacturer’s spacifications
= free-standing gates, fences or walls
that are made of timber and are more
than 15 years cld.

Under Accidental Damage, we will
cover your buildings or contents for
{oss or damage as a result of theft or
attempted theft.

We will NoT cover your buildings or
contents for loss or damage as a result of

= theft from any part of the buildings
which you share with another person
who is not insured under this policy

= theft by a tenant.

i The theft or attempted theft must

be repaorted to the Police,

—d
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continued... incidents covered under Accidental Damage
with specific conditians

Water Under Accidental Damage, we wili
or liquid cover your buildings or contents for
damage loss or damage caused by water or

liguid. We will aiso caver the cost of
BUILDINGS finding whera the water or liquid
CONTENTS

escaped fram, including the cost of
repalring any damage that occurs
while looking for the cause,

We will NOT cover yaur buildings or
contents for loss or damage caused by

« floed

= landsiide or subsidence, unless
-we agree to cover the incident
as described under ‘Landslide
or subsidence’

= water entering your buildings
- through an opening made for any
building, renovation or repair work
- because of a structural defect, faulty
design or faulty workmanship when
your buildings were constructed.

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

Additional cover included
under Listed Events and
Accidental Damage

Accidental Damage Home Insurance and
Listed Events Home Insurance include a
range of covers we refer to as 'additional
cover’. These covers are listed on the
following pages. The additional cover we
provide depends on whether you have a
buildings policy, contents policy or a
combined buildings and contents policy.
Continued

The amount we will pay for these cavers is in addition to
the sum insured, as listed on your schedule.

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

Any cover we provide is subject to exclusions.
For exclusions to this cover,
sespagezr b
Accounting
fees for a
tax audit

If your personal financial affairs

are audited by the Federal Commission-
er of Taxation, we will cover any
accountant’s fees that you must pay

as a result, up to $5,000 (inclusive of
GsT) during your period of insurance.

CONTENTS

You must advise us of any such audit.

We will NOT cover claims for

= any audit that relates to a criminal
prosecution

» fees where the final assessment of
your taxable income for the pariod
being audited is 20 per cent higher
than your original declaration

= fees far work performed outside the
time limits allowed by the Faderal
Commissioner of Taxation

* any fines, penalties ar adjustments
of taxation.

Alternative |
accommo-
dation

If your buildings ar contents suffer
loss or damage and you are unable to
live in your home as a result, we will
cover the costs of alternative

BUIL GS .
SN accommodation for up to 12 manths.

CONTENTS
The loss or damage must occur as a

result of an incident we have agreed
to cover.

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

weekly rental value of vour buildings
before the incident occurred

= pay the reasonable costs of alternative
accormmaodation for your pets

up to 10 per cent of the buildings sum
insured, as listed on your schedule.
Continued next page »
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continued... Additional cover included in this insurance

continued...
Alternative
accommo-
dation

Contents
in a

commercial :
storage
facility

CONTENTS

We will NOT cover this, or we will
reduce the amount we pay if

. " you receive any payment for rent

from another source

* you do not need to pay for alternative
accommaodation.

If you have contents insurance, we will
pay the reasonable costs of alternative
accommadation, up to 10 per cent of
the contents sum insured, as listed on
your schedule.

We will NOT cover this, or we will
reduce the amount we pay i

* we have paid you for rent following
loss or damage to your buildings

* you receive any payment for rent or

accommoedation from another source

* you do not need to pay for alternative
accommaodation.

: We will cover your contents for loss
or damage whilst they are

ina commercial storage facility
in Australia up to the total
contents sum insured, as listed
on your schedule.

You must tell us that your contents are
in a commercial storage facility before
they are put into sterage and we must
have agreed to cover them.

If we agree to cover your contents in
a commercial storage facility, it will be
listed on your schedule.

We will oNLY cover your contents if
the loss or damage occurs as a result
of an incident we have agreed to cover,

We wiil NOT cover jewellery, money
or negotiable documents.

Cantents
in transit

CONTENTS

Credit card
and
transaction
card
misuse

CONTENTS

Debris
removal
and
demolishing

BUILDINGS
CONTENTS

i sum insured.

- We will cover your contents for loss

or damage whilst they are being
transported by a vehicle to your
home, or to a commercial storage
facility within Australia, up to $10,000
{inclusive of GsT) during your period

i of insurance.

We will oMLy cover your contents if
there is a theft following viclent or
forcaable entry, or loss or damage
occurs as a result of fire, collision or
cverturning of the vehicle that is
transporting your contents.

We will NOT cover loss or damage

* to giassware, crystal, crockery,
mirrors or china, or

* caused by denting, scratching,
chipping or bruising,

It your credit cards or financial

i transaction cards are
¢« misused after they are stalen, or

* fraudulently used on the internet
we will pay the financial institutions
that issued them, up to $5,000
(nclusive of GsT).

We will onLy cover this if you have
complied with the terms on which the

¢ credit cards or financial transaction

cards were issued.

Under Accidental Damage, we will also
pay if your credit cards or financial
transaction cards are lost.

We will cover the reasonable costs to
demolish and remove any debris that
results from loss or damage to your
buildings or contents, up to 10 per
cent of vour buildings or contents

The debris must occur as a result of an
incident we have agreed to cover.
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continued... Additional cover included in this insurance

Document
damage

CONTENTS

Employees’
belongings

CONTENTS

Frozen
food

CONTENTS

Funeral
expenses

CONTENTS

E l WHAT THIS FOLICY COVERS

If documents kept in your home or
in a bank vault suffer loss or damage,

. we will cover the costs to reproduce
. or restore them, up to $1,000

{inclusive of csT).
This includes the costs to reproduce
or restore the information contained
on the documents.

if your employees’ belongings suffer

loss or damaga, we will cover the

cost to repair or replace them, up ta

$5,000 (inclusive of G5,

We will oNLY cover your employees’

belongings if the loss or damage occurs

* as a result of an incident we have
agreed to cover

* while your employees are working
at your home, and

* while your employees are doing
domestic work for you.

We will NOT caover contents that are

already insured under another policy
by someone other than you.

Under Listed Events, we will cover

the cost to replace the loss of any
frozen food, up to 500 (inclusive
of GsT), if your freezer hreaks down.
We will onLy do this if your freezer
breaks down as a result of an
incident we have agreed to cover.

Under Accidental Damage, we
will cover the cost to replace the
loss of any frozen foad.

If you, or any member of your family
dies, we will cover the funeral costs,
up to $10,000 ¢inclusive of Gsm.

Continued »

continued...
Funerai
expenses

Guests’
or visitors’
belongings

CONTENTS

Legal
costs in
Australia

The death must occur

= as a result of an incident we have
agreed to cover

= within 12 months of the incident, and

= as a result of an incident that
occurred at your home.

If contents belonging to your guests
or visitors suffer loss or damage, we
will cover the cost to repair or replace

¢ them, up to 5,000 dnclusive of GsT).

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

We will NOT cover contents that are
already insured under ancther policy
by scmeone other than you.

We will cover any legal costs you
are liable to pay following legal
proceedings brought by you or

¢ against you, up to $5,600

CONTENTS

- (inclusive of gsT).

We will onLy cover legal costs and

expenses that

» occur during your current period
of insurance

» you tell us about during vaur current
pericd of insurance, and

» we have agreed to cover.

We will onLy pay this once during your

period of insurance.

We will NOT cover legal costs and

expenses relating to

* spouse or partner disputes including,
but not limited to, divorce, custody,
child maintenance, or property disputes

» claims for death, bodily injury to,
or disease of, any person

» claims where cover is available by a
standard form of maotor vehicle, hame
owners or househalders, motorcycle,
caravan or boat insurance

Continued next page »
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continued... Additional cover included in this insurance

continued... | We will NoT caver legal costs and
Legal costs expenses relating to
in Australia

= any criminal charge or prosecution
brought against you

= any road traffic offence or boating
offence committed by you

= any matter arising out of your
business or prefession

= any matter arising out of any
insuranice cover required by fegislation

. * any award of darmages against you

+ any penalties, fines or awards of
aggravated, exernplary or punitive
damages made against you.

Modifi- f If you are injured as a result of loss
cations s or damage to your buildings, and the
to your I injuries Jead to permanent paraplegia
buildings ¢ or quadriplegia, we will cover the

i cost of modifications to vour
BUILDINGS I buildings so you can live in them,

{ up to $10,000 nclusive of GsT).

- The injury must occur 2s a result of

¢ anincident we have agreed to cover.
Mortgagee © if you make a claim for the total loss
discharge of your buildings, we will cover any
costs legal costs associated with the

discharge of any martgage vou have
[eft owing.

The total loss must occur as a result of
: an incident we have agreed to cover,

.BUILD!NGS

Rebuilding _ If your buildings suffer lass or
fees damage, and need to ba rebuilt as

a result, we will cover the costs of
BUILDINGS

employing an architect or surveyor,
and also pay any legal fees that arise
from the rebuilding, up to 10 per cent
of your buildings sum insured,

The rebuilding must occur as a resuit
of an incident we have agreed tc cover.

0‘ l
WHA IS POLICY COVERS

Replacing
keys and
repairs
to, and
re-coding
of locks
and barrels :

BUILDINGS
CONTENTS

Sale of
your home

BUILDINGS

Security
firm to

monitor
your home

CONTENTS

Under Listad Events, if a key to an

i external door or window lock of your
. buildings is stolen, we will cover the
i reasonabie costs to replace your keys

and repair and re-code your locks
and barrels, up to $1,000 (inclusive

i of GsT}.

Under Accidental Damage, if a key

to an external door or window lock of
your buildings is stolen or lost, we will
cover any reasonable costs to replace
your keys and repair and re-code your

i locks and barrels.

The theft or loss of the keys must
nceur as a result of an incident we
have agreed to cover.

i The theft must be reported to the Police,

If you have enterad into a contract to
sell your home, we will extend your
buildings cover to the purchaser until
» the contract settlement date

» the purchaser insures the home, or

» the purchaser becames liable for
damage to the home

¢ whichever happens first.

This cover will stop immediately if
» the sale contract is terminated, or

* your buildings insurance comes to
an end.

¢ 1f your monitored burglar alarm

i system is set off as a result of a theft
or an attempted theft, we will cover
i the costs of a security firm to attend

yaur home, up to $1,000 {inclusive
of GST).

We must agree to cover the theit or
attempted theft.

We will NoT cover this when there is
* 3 false alarm, or

* ne evidence of an attempted burglary.
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continued... Additional cover included in this insurance

Storage i If buildings you live in suffer loss or
costs i damage and you are unable to live

inthem as a resuit, we will covar the
CONTENTS

reasonable costs to remove your
contents and store them for up to
12 manths.

The loss ar damage must occur as 2
result of an incident we have agreed
to cover.

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

Sum If we agres ta pay you for a loss to
insured your buildings or contents we will

increase your sum insured for
BUILDINGS 1 b |d t f b th t
CONTENTS uildings or contents by the armoun
the Consumer Price Index (all
groups) has increased since you
took out your policy.

However, we will NOT Increase your
sum insured for special cantents,

You will be fully insured again for your
buildings or contents far the amounts
¢ shawn on your schedule, unless

= your claim is for a totai loss and we
pay you the sum insured, then your
policy comes to an end, subject ta any
continuing liability cover and na refund
of your premium is due.

Trees,
plants and
shrubs
replace-
ment

BUILDINGS

We will covar the cost to replace any
trees, plants or shrubs that are
stolen, burnt, maliciously damaged,
or damaged by a vehicle.

We will not cover loss or damage
to a lawn,

Under Listed Events, we will pay up to
$750 (inclusive of GsT) during your
period of insurance.

Under Accidental Damage, we will pay
up to $1,500 (inclusive of 65T) during
your period of insurance.

Veterinary | If your petis injured as a result
expenses | of aroadaccident, we will cover the
i veterinary expenses, up to $5o0

CONTENTS . .
| cinclusive of GsT),

Liability cover included
in this insurance

We will cover your legal liability as a result

of an incident that causes loss or damage to
someone else's property, or death or bodily
injury to other people, during your period

of insurance. We will also cover claims in
connection with your position as a committee
member during your period of insurance.

Any cover we provide is subject to exclusions.

For exclusions to this cover,
see page 35 w

Liability i We will cover liability claims up to
cover $20,000,000 (including GsT) for

- general any incident listed below.

SUILDINES i This amount includes any legal costs
CONTENTS that must be paid to defend the claim

: and any costs awarded against you.

i i you have insured your buildings,
¢ including strata title or a similar

1 scheme, we will cover you for the
amount you have to pay as owner
i or occupier of the buildings.

1 If you have insured your contents and

live in a rental building, we will cover

you far the amount you have to pay as

owner of your contents, or occupier of
the building.

if you have insured your contents and
you own part of the building that has

! been subdivided, we will caver you for
the amount you have to pay as owner
of your contents, or occupier of your
part of the building.

Continued next page »
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continued.,,, Additional cover inciuded in this insurance

continued...
Liability cover
- general

BUILDINGS
CONTENTS

Liability
cover —
when your
buildings
are a total
loss

BUILDINGS

If you have insured your contents,
other valuables or special valuables, we
will caver you for the amount you have
to pay for any incident that happens
» anywhere in Australia
= anywhere in Australia in connection
with your position as a committee
member of a sporting or social club,
however
-we will NoT pay if vou receive more
than $1,000 per year for helding
that position
+ anywhere in the world for go
consecutive days, starting from
the time you leave Australia,

We will NOT cover yau for any amount
you have to pay as owner or occupier
of your buildings.

if you have insured your contents, we
will cover you for any amounts you
have to pay for any incident that
happens anywhere in Australia arising
aut of the use of
* a watercraft that is less than 4 metres
long and is not powered by a motor, or
is powered by a motor less than 1ohp,
unless
- the watercraft is a jet ski
» unregistered motorcycles or mini-hikes
up to 125 cc, which do not reguire
registration by law, unless
~they are being used for racing or
pacemaking.

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

This cover will stop immediately if

i = construction commences at the home

» you self the land, or

| = you take out a new buildings

insurance policy for the heme.

Continued

Liability
cover - for
committee
members

CONTENTS

We will pay for claims made against
you for an alleged or actual act or
omission during any ¢ne period of
insurance,

We will onLy pay for your liabifity in
connection with your position as a
committee member of a sporting or
sacial club. The most we will pay,
including lega! costs, is $10,000
{inclusive of 6sT) during any one
period of insurance.

We will not cover you if you receive
mare than $7,000 per year for holding
this position.

This cover does not apply to liability
claims for loss cr damage to semeane
else's property, or death or bodily injury
to other people.

Optional cover you can
add to your policy

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

Any cover we provide is subject to exclusions.

Domestic
Workers’
Compen-
sation

For exclusions to this cover,
see page3s »

If you emplay a person to do work
around your home such as cleaning
ar gardening, you can add cover for
the amacunt you are liable for if they
are injured while working for you,
subject to the relevant legisiation in
your State or Territory.

Continued next page »
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"ﬁ l WHAT THIS PQLICY COVERS

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

centinued...
Domestic
Workers'
Compensation

Other
Valuables

Other

If you choose this option, it will be valuables

listed on your schedule as ‘Domestic
Warkers' Compensation’,

' You will need to check with your local

Workers' Compensation Authority as
this cover may be compulscry,

. The cover only applies to employees
. doing domestic work for your

household and will not cover any
persen that is working for you in your

! business, profession, trade or

occupation, or if you are a landiord
An excess may apply te this option.

To find out who the insurer
is for this option, see inside
back cover »

With this option you can nominate
an overall amount we will pay for
accidental loss or damage to your

; valuables
= anywhere in Australia and New

Zealand, and

= anywhere in the world for up to 9o
consecutive days from the time
vou feave Australia

without listing them individually.

Valuable itemns we will cover are listed below

+jewellery and watches

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

i o= furs

« collections of starnps, money or medals
= battery-powered items, as listed below
- audio visual equipment
- camera equiprnent, including access-
ories and unprocessed film, unless
they are being used underwater, or to
earn your income
- electronic diaries
- GPS
- mohile or portable phones
- portable computers
Continued P

Special

continued...

Valuabhles

. sporting equipment, unless
- it is being used.

Yout valuable items do NoT include
= unset precious/semi-precious stones
= iterns thinly covered with gold or silver
« motor vehicles, motoreycles, mini-
bikes, caravans, trailers or aircraft or
accessaries, or spare parts of any of
these items
» watercraft more than four metres long
+» watercraft less than four metres
long that is powered by a motor
of more than 1o hp.

The most we will pay for this optiorn is
the amount you nominate, as Histed on
- your schedule under ‘Other Valuables',

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

VALUABLES THE MOS5T WE WILL PAY

any one item, pair,
¢ set, collection or
system of valuables

$z,500 (Inclusive
of GST) per itemn,
pair, set, callection

other than sporting

equipmernit or system
battery-powered $2,500 (inclusive
items of GsT) per item

any one itemn, pair,
set, collection or
system of sparting
equipment

$3,000 (inclusive
of GsT) per item,
pair, set, collection

ar system
This option is
* not available for office and surgery
equipment

» only available for contents policies,
¢ Noexcesses apply to this option.

With this option you can nominate

an individual amount we will pay for

accidental loss or damage to any one

itern, pair, set, collection or system of

valuables

* anywhare in Australia and New
Zesland, and

i * anywhere in the world for up to 9o

 consecutive days from the time

you leave Australia.

Continued next page »
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continued... Optional cover that can be added to your policy

continued...
Special
valuables

Strata Title |

Mortgagee
Protection

H

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

nominate, as listed on your schedule
under ‘Special Valuables'.

This option is

* not available for office and surgery
equipment

* only availablie for contents policies.

No excesses apply to this option.

For a list of valuable items we
caver, and a list of items we do
not include as valuables, see
Other Valuablas, page 32 4

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

i 1f you choose this option the

individual amount you nominate and
any excesses that apply will be listed
on your schedule under 'Strata Title
Muortgagee Protection’,

We will pay up to the amount you

awe an your mortgage, but no more

than the sum insured, as listed on

yaur schedule.

We will pay this amount to your

mortgagee when you are required

to pay your mortgagee in full, however

* the loss ar damage must occur as a
result of an incident we have agreed
to cover.

We will oMLy pay this when the

body corporate

« has not insured the buildings, or

* has not insured the buildings for loss
or damage you can claim for under
this policy.

This option is available

* for contents policies, or

* a5 a stand alone policy.

An excess may apoly to this option.

Listed Events, Accidental Damage,
Additional cover and Strata Title
Mortgagee Protection exclusions 36

Other Valuables and Special

Valuables cover exclusions 37
Liability cover exclusions 37-38
General exclusions 39-40
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Exclusions to your cover

Any caver we provide is subject to the
following exclusions.

Listed We will NoT cover any loss or
Events, damage as a result of, or caused by
Accidental | - settling shrinkage or any movement
Damage of earth
Additionral * erosion, rust, corrosion, gradual
deterioration, depreciation, wear or tear
cover and . -
. = rats, mice or insects
Strata Title
Mort = roots from trees, plants, shrubs or grass
or gagee = any process of cleaning involving the
PrOtECF'OH use of chemicals other than domestic
exclusions househald chemicals

» a defect in an item, structural defects,
or faulty workmanship or design
« breakage of mirrors, glassware, crystal,
crockery or china while they are being
used, cleaned or carried by hand
» malicious damage or vandalism by
a tenant
» deliberate or intentional acts by a tenant
» theft by a tenant
» theft from any part of the buildings
which you share with another person
who is not insured under this policy
« mechanical or electrical breakdown
other than an electric mator burning
out, unless
- the breakdown results in damage
to your buildings or contents
i« flood
= landslide or subsidence, unless
- we agree to cover the incident
as described under ‘Landslide
or subsidence’
« water entering your buildings
- through an apening made for any
building, renovation or repair work
- because of a structural defect, faulty
design ar faulty workmanship when
your buildings were constructed.

EXCLUSIONS TO YOUR COYER

W
(o)

Other
Valuables
and
Special
Valuables
cover
exclusions

Liability
cover
exclusions

We will NOT cover any loss or damage
as a result of or caused by
* rust, corrosion, gradual deterioration,
depreciation, wear or tear
= adefect inan item
= rats, mice or insects
* any process or cleaning invoiving the
use of chemicals other than domestic
household chemicals
* mechanical or electrical breakdown
cther than an lectric motor burning
out, unless
- the breakdown results in loss or
damage to your buildings or
contents.

: We will NOT cover any

* personal injury to you, or any
member of your family who normally
lives with you, or anyone else wha
normally lives with you

* personal injury to any person you
employ where that iniury arises from

their employment with you

* loss or damage to property that

belongs to you, or is under your
control, or any member of your family
who normally lives with you, or anyone
else that normaily lives with you

* loss or damage to property that
belongs ta any person you employ
where that loss or damage arises
from their employment with you

« penalties, fines or awards of
aggravated, exemplary or punitive
darnages made against you
« loss that can be reimbursed by

your sparting or social clukb.

- We will NOT cover any liability as

- aresult of, or arising from

= any alterations, repairs, renovations or
additions to your buildings that cost
more than $75,000 (inclusive of GsT)

= any perscnal profit or advantage that
is itlegal.

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

continued...
Liabitity cover
exclusions

We will NOT cover any liability as

a result of, or arising from

* any disease that is transmitted by
you, or any member of your family
whao normally lives with you

i« any business, professicn, trade or

occupation carried out by you, unless
- the liability is as a result of, or arising
from, you acting as a cormnmittee
member of a sporting or social club
and you receive ne more than $1,000
per year for holding this position
= any agreement or contract you enter into,
however
- if you would have been fiable
without the agreement or contract,
we will pay for that liability
the use, removal of, or exposure ta
any asbestos preduct or praducts
containing asbestos
3 conflict of duty or interest
any act or omission that is dishonest,
fraudulent, criminal, wilful or malicious
any alleged or actual act or omission
committed, or alleged to have been
committed, prior to the
commencement of the policy
the use of a caravan or trailer when
the caravan or trailer is attached to
a maotor vehicle or motarcycle
the use of a motor vehicle,
moiorcycle, mini-bike, aircraft
or watercraft, however we will cover
liability that arises from
-unregistered maotorised golf buggies,
ride-on mowers and wheelchairs,
- modei or toy aircraft
- surfboard, sail board or surf skis
~ a watercraft that is less than
4 metres long and is not powered by
a motor, or is powered by a motor
less than 1o hp
- unregistered motorcycles or mini-
bikes up to 125 cc that do not require
registration by law, unless
they are being used for racing or
pacemaking.

General
exclusions

We will NOT cover any loss or

damage, or liability as a result

of, or arising from

¢+ any incident that does not occur

i within your period of insurance

* landslide or subsidence, unless
-we agree to cover the incident as

; described under ‘Landslide or

subsidence'

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

* hostilities, rebellion, insurrection
or revolution

* cantamination by chemical and/ar
biological agents, which results from
an act of terrorism

- = lawfu! destruction or confiscation of

your property

i« anything nuclear or radicactive

« mildew, atmospheric or climatic
conditions

* damage to a heating element,
however
-we will pay for any loss or

damage as a result of damage

to a heating element
falture or inability of any item,
equipment or computer software
to recognise correctly, to interpret
correctly or to process corractly any
date, or to function correctly heyond
any tirme when that item, equipment
or computer software has not
recognised, interpreted or processed
correctly any date, unless
- it results in loss ar damage to your

under this policy. This does not
include resultant loss or damage
ta any frezen focd, computer

equipment cr computer software.

Continued next page »
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EXCLUSIONS TO YOUR COVER
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continued... Exclusions to your cover

continued...
General
exclusions

We will NCT cover any loss or
damage, or liabitity as a result
of, or arising from

* deliberate or intentional acts by you,
or anyone acting for you, to cause
loss, damage or injury

* flood or storm surge

* erosion, the action of the sea,
tidal wave or high water, unless
-the loss or damage is the result

of a tsunami.

Your duty of disclosure

Your responsibilities when you
are insured with us

Your responsibilities when you
are making a claim

If you do not meet your
responsibilities

42

43-44

44

44
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Your duty of disclosure

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

What you must tell us when you apply to take out this policy
When 2pplying to take out insurance we will ask you

. certain guestions. When answering these questions, you
must be honest, and you have a duty under the Insurance
Contracts Act 1984 to tell us anything
* known fo you, and
= which a reasonabie person in the circumstances

would include in answer to any question.

We will use your answers to help us decide whether to insure
you and anyone else under this policy, and on what terms.

Who you are answering the questions for

It is impartant that vou understand you are answering the
questions in this way on behalf of yourself and anyone
else that you want to be covered by the policy.

If you do not answer our questions in this way

f you do not answer our questions in this way, we may reduce
or refuse ta pay a claim, or cancel the policy, or do bath. if you
answer aur guestions fraudulently, we may refuse to pay
a claim and treat the policy as never being in place.

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

* know, or

= could reasonably he expected to know, and

is relevant to our decision whether to accept the risk

of insurance and, if so, on what terms.

Your duty does not require disclosure of anything that
= diminishes the risk to be undertaken by us
» is of commen knowledge

* we know or, in the ardinary course of business,
ought to know, or

* is a matter that we indicate your duty has been waived by us.

YOUR RESPONSIBILITEES TO US

D
%

If you do not comply with your duty of disclosure

If you fail to comply with your duty of disclosure, we may be
entitted to reduce our liability under the policy in respect
of a claim, or we may cancel the palicy, or do both.

if your non-disclosure is fraudulent, we may alse have
the option of avoiding the contract from its beginning.

Your responsibilities when
you are insured with us

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

You must tell us if
* your buildings will be unaccupied for a continuous
period of 50 days or more
* any changes have been made to
- the address or location where your buildings
or contents are insured
~the use of your buildings
- your buildings due to renovation, extensions
ar demolition
- the people wha are insured under this policy
~the sums insured to your buildings or contents
= any people who are insured under the policy have
- been convicted of any criminal offence
- made a claim that is not true under this palicy
or another insurance policy
* there are any changes in circumstances during the
period of insurance.
If you tell us zbout any of these things, we may charge
an additional premium, change the cover of your policy,
impose special conditions, ar cancel your policy.
in addition, you must also
* ba truthful and frank in any statement you make in
connection with your policy
* pay your premium, including paying instalments regularly
* take reasonable precautions to aveid a claim being made
= obey all laws and make sure anyone acting on your
behalf obeys all laws
= follow the conditions of this policy
Continued next page »
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continued... Your responsibilities when you are insured

= nct make a fraudulent claim under this insurance policy
or any other policy.

Your responsibilities when
you are making a claim

When you make a claim you must meet a
number of responsibilities.

You must

* be truthful and frank ir any statement you make in
cennection with a claim

« take safe and reasonable steps to prevent any further
loss, damage or liability occurring

» inform the Police as soon as possible if your buildings or
contents suffer loss or damage as a result of theft or
attempted theft, vandalism or a malicious act

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

= give us any information ar assistance we require to
investigate and process your claim

» not pay or promise te pay for a claim, or admit
responsibility for a claim

* not repair or replace any darmmaged buildings or contents
without our consent,

In addition, you also give us your rights to claim from
anyone else
+ if you have a right ta claim from anyone else for an
. incident covered by us, you give us your rights to
make that claim, to conduct, defend or settle any
legal action and to act in your name - you must not
do anything which prevents us from doing this and you must
agive us all the information and cooperation that we require.

If you do not meet
your responsibilities

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

YOUR RESPONSIBILITIES TO US

o
~

The General Insurance Code
of Practice 46

Our Guarantee 46

How we handle your
personal information 47-48
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The General Insurance How we handle your
Code of Practice personal information

The purpose of the Code is to raise the We are committed to handling your

standards of practice and service in the personal information in accordance with

general insurance industry. the Privacy Act.

The objectives of the Code are We need to collect, use and disclose your personal

* to promote better, more informed relations between information in order to consider your application and

insurers and their customers to provide the cover you have chosen,

* ta improve consumer confidence in the general You can choose not to give us some or all of yvour
. insurance industry personal information, but this may affect our ability

* to pravide better mechanisms for the resclution of to provide you with cover.

complaints and disputes between insurers and their
customers, and

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

When you provide your personal information to us
You acknowledge and consent to us collecting and
using your informatian te

* consider your insurance application and any

Qur commitment to you subsequent application for insurance
We have adopted and support the Code and are » underwrite and price any policy issued by us or
committed to complying with it. our related entities

Flease contact us if you would fike more information * calculate and offer discounts

about the Code. = issue you with a policy
See back cover for . tal ;
contact detaile b _admm-rster the policy, and .
= investigate, assess and pay any claim made by
or against you.

OU r G uara ntee For these purposes, you acknowledge and consent to us

cellecting your personal information frem, and disclosing

. it on a confidential basis to your intermediary® or the
Our Guarantee assures you of quality third party who you have been dealing with in respect to
insurance and service at all times. this insurance pelicy and who referred you to us, other
insurers, aur related entities, insurance reference bureaus,
law enforcement agancies, investigators and recovery
We will meet any claims covered by your pelicy fairly agents, lawyers, any credit provider that has security cver
and promptly. your property, assessors, repairers, suppliers retained by
us to supply goods and services, advisers, and/or the
agent of any of these.

Fair Dealing Guarantee

Money Back Guarantee

If YFJU cha nge your mmd' we prowds__‘ a‘coollng—off PerlOd *The intermediary is 2 company or individual through which you purchased this
which lets you cancel Your D0||Cy within 21 days with a full insurance, or the cormpany named on the inside front cover of this booklet.
refund of your premium. However, your cooling-off period

N . L T Continued next page »
no longer applies if you: make a claim within this time,

Service Guarantee

We will provide you with the highest standard of service.

OUR COMMITMENT TO YOU
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'& I QUR COMMITMENT TO YOU

continued... How we handle your personal informaticn

When you provide personal information to us about
another person

You must be authorised to do so, and you must inform
that person, unless informing them would pose a serious
threat to the life or health of any individual

» who we are
* how we tise and disclose their information, and
« that they can gain access to that information.

Privacy of your personal information - for marketing purposes

In order to enhance its relationship with yvou, your
intermediary may use your personal information that you
have provided us to offer you other products and
sarvices, which may be of benefit to you.

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

You acknowledge and consent to your personai
information being used on a confidential basis by us or
vour intermediary to contact you by mail, phone, or email
to provide you information on offers, products and
services or for planning, market research and product
development.

In using your personal information for these marketing
purposes, we and your intermediary may use and
disclose your personal information to offer you our or
your intermediary's products and services directly, or to
any other arganisation to carry out the above marketing
purposes on our or your intermediary’s hehalf, However
» CGU Insurance Ltd (CGU Insurance) and your
intermediary will not use your information in this
way if you have already told CGU Insurance or your
intermediary not to
= you must inform CGU Insurance or your intermediary
if you do not want your persona!l information disclosed
or used for these marketing purposes.

How to apply for insurance
How to renew your insurance
How to cancel your policy
How to change your policy

if you move to a new home

Your premium
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HOW TO TAKE OUT INSURANCE

un
e

How to apply for insurance

@ If you are taking out a policy with us for the first

time, cantact us or your insurance adviser, or apply
on line at www.cgu.com.au. You can also send
correspondence to GPO Box gg0z, in your capital city

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

@ Pay your premium

See Your premium, page gz b

See Your responsibilities when you
are insured with us, page 43 <

How to renew your insurance

@ If yau already have a policy with us, we may send

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

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

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

@ Review the proposed policy and premium we offer

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

@ Pay your pramium

See Your premium, page 5z

How to cancel your policy

@ tf you want to cancel your policy, contact us

or your insurance adviser

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

How to change your policy

@ Contact us or your insurance adviser to change
or vary your palicy

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

(2) Check the changes

@ Pay your premium if it has increased

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

If you move to a new home

(1) If you have buildings insurance and you move
permanently to a new home within Australia

The cover for your original home will end and we will
refund any unused premium to vou. We will provide
you with temperary cover for 14 days at vour new home.

if you would like to continue to insure your buildings
with us, contact us or your insurance adviser as soan
as possible,

We will advise you if there are any changes to your
premium or the terms of your insurance.

@ If you have contents insurance and you mave
permanently to a new home within Australia

We will cover your contents at both your original home
and your new home for 14 days, starting from the
date you start moving your contents to your new home.

You must tell us that you are permanently moving
your contents te a new home within 14 days from
the day you first start to move.

We will advise you if there are any changes to vour
premium or the terms of your insurance,
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Your premium

@ How we calculate your premium

We will base your premium on the type of cover

you have chosen, including any options that you

have added, your sum insured, the excess, the type,
iocation, construction and age of your buildings or
contents, the level of security you have, your previous
insurance and claims history, and any special
conditions that we have applied.

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

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

{(2) How to pay your premium

You can pay your premium in one lump sum,
or by instalments.

if you pay your premium in one lump sum, you can
pay by cash, cheque or credit card.

If you pay your premium by instalments, you can
pay by credit card or by direct debit from a financial
institution.

We may cancel your policy if

= you do not pay your premium

« your chegue or credit card is dishonoured by your
financial institution, or

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

We may refuse to pay a claim if

= you pay by instalments and at least one instalment
of the premium has remained unpaid for a period of
at least 14 days.

How to make a claim
How we settle a buildings claim

How we settle a contents
or valuable items claim

How to resolve a complaint
or dispute

54

55757
58-59

60
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How to make a claim

(1) Make sure you have afl the information you
need 1o support your claim

We will need
* contact details of any other people involved
in the incident, including their name, current
residential address and who they are insured with
= any letters, notices or court decuments about
the incident within 72 hours of receiving them
* the incident report number for any claims in
. relation to theft or attempted theft, vandalism or
a malicious act
- the Palice will provide you with this number when
yol report the incident ta them.

(2) Contact us or your insurance adviser to
make a claim

You need ta make your claim as soon as possible.
Any delays may

* reduce the amount that we pay, or

= prevent us from paying a claim.

We will give you immediate advice and assistance
with your claim, z4 hours a day, 7 days a week.

We will ask you a range of questions to help us

assess your claim. We may

* ask you to provide us with proof of ownership

» need to inspect your buildings or contents
. » need quotations from a repairer,

@ {f yau need emergency repairs

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

To find out how we settle a
claim, ses next page »

l HOW TO MAKE A CLALM
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How we settle a
puildings claim

@ We will decide how we will settle your claim

if your buildings suffer loss or dcamage, we will

decide whether to

* repair

= rebuild, or

» pay you the cost to repair or rebuild that part
of your buildings that suffered loss or damage.

If we do, we will

* pay you up to the buildings sum insured, as fisted
on your schedufe

= only repair, rebuild or pay yeu for the part or parts
of the building that actually sustained loss or
damage, including damaged portions of fixed
coverings to walls, floors and ceilings only in the
roam, hall ar passage where the damage accurred

= try to match any material used to repair your
buildings with the original materials or nearest
equivalent available to the original materials

= repair or pay you the costs {o repair your buildings
if the loss or damage was caused by water or liquid
that escapad from a bath, basin, sauna, spa, shower
base or shower wall, however
- we will NOT pay the costs to repair or replace the bath,

basin, sauna, spa, shower base or shower walt,

When we settle your claim, the law that will apply
is the law of the State or Territory where the loss,
damage or liahility occurred.

@ You must pay any excess that applies

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

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

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

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

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

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

If we choose to pay vou, we may deduct the amount
of excess frem the amount we settie your claim for.

(3) If we decide to repair or rebuild your buildings
and your current schedule shows ‘including
replacement benefit’

We will repair or rebuild the part of your buildings
that suffered the loss or damage to a condition as
close as possible to when new, but not better,

If we rebuild your buildings, we will also pay the

armount that you need to pay to ensure your

buildings comply with government legislation and

{ocal authority bylaws, unless

* you were required to pay there amounts before the
lass or darnage occurred, and you did not do so.

You can choose your own repairer or tradesman
or we can help you find cne,

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

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

We will

= repair your buildings to the condition they were
in just before the loss or damage occurred

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

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

Continued next page »

(5) After we agree to settle a claim

The repair or rebuiiding work on your buildings
must start within six months of the loss or damage
cccurring, otherwise you will have to pay any
increase in costs caused by the delay.

If the work does NOT commence in this period,

we will do one of the following

* repair your buildings to the condition they were
in just before the loss or damage occurred

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

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

(&) If your building is a total loss

We will pay you the sum insured for your buildings,

as listed on vour schedule, after deducting

* any excess,

» any unpaid premium, and

= any input tax credit you would have been entitled
to under A New Tax System (Goods and Services Tax)
Act 1999 if you had paid ta repair or rebuild your
buildings.

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

See also Liability cover - when

your buildings are a fofal foss,
page 32 <
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How we settle a
contents or valuable
items claim

@ We will decide how we will settle your claim

if your contents or valuable iterms suffer loss or
damage, we will decide whether to

* repair an item
* replace an item, or

. . « pay yau the cost to repair or replace the item.

@

HOW TO MAKE A CLAIMW
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If we do, we will pay up to

* the contents or valuables sum insured in total,
as listed on your schedule, and

« the maximum amount per item, set, pair, collection
or system.

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

a proportion of the combined pair, set, collection

or system,
To find out what we will pay,
see page 9 «

(2) You rust pay an excess that applies

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

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

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

You must pay any excess to us, or ta the supplier or
repairer - we will tell you whao to pay the excess to.

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

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

Continued

(&) It we decide to settle a chaim

@ If we decide to repair your contents

or valuable items

We will repair the damaged item to the condition it
was when new.

If the itern we are repairing is part of a pair, set,
collection or system, we will only cover the
part of the pair, set, collection or system that
was damaged.

@ If we decide to replace your contents

or valuable items

Wa will replace the item with the nearest equivalent
new item.

We wil! ONLY replace wall, floor and ceiling coverings,
including carpets, internal blinds and curtains,

in the room, hall or passage where the loss or
damage occurred.

We will NOT pay to re-carpet adjoining roams,
or your entire home.

Any salvage becomes our property.

(5) If we decide to pay you the cost to repair

or replace your contents or valuable items

We will pay you the fair and reasonable costs to

repair or replace your contants or valuable items

as described in Steps 1, 3 and 4, after deducting

* any excess, and

= any input tax credit you would have been entitled
to under A New Tax System (Goods and Services Tax.)
Act 1999 if you had paid to repair or replace your
contents or valuable items.

We will ONLY pay the cost of replacing an itern that is
part of 2 pair, set, collection or system, even theugh
the pair, set, collection ar systern to which it belongs
is less valuable because it is incomplete.

Any salvage becomes our property,

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

@ Talk to us first

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

See back cover for

contact details »

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

@ Seek a review

If the rmatter is still not resolved, the manager will
refer you ar your insurance adviser to the refevant
internal dispute resclution area who will conduct
a review of vour dispute.

if you are still not satisfied with the decision, you
can go (o step 3.

@ Seek an external review

You are entitied to seek an external review of the

decision. The dispute resolution area will pravide you

or your insurance adviser with infarmation about the

opticns available to you, such as referring you to the

external dispute resolution scheme administered by
. the Financial Ombudsman Service (FOS).

Further infarmation about the complaint or dispute
resolution procedures is available by contacting us,

ik
O
n
v
Q)
-~
<<
3
o
-~
Q.
wn
2,
F o
-
Q
%2
©
g
Q,

See back cover for
contact details »
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accidental loss or damage
damage to, loss or destruction
of the buildings that make up
your hame, or your contents
and valuable items, when it is
caused by an unintentional
act, or an unforeseen and
uncentrailable incident.

endorsement schedule
a document that includes any
information from the existing
schedule that has not
changed or varied, and
confirms any alteration to
.the coverage, terms and
' conditions of your policy.

exXcess

the amount you pay when you
make a claim on yaour policy.
The amount and type of
excess that may apply ta your
policy is shown on your current
schedule and in this PDS,

fixtures and fittings

any househaold iterms or
household eqguipment that
are permanently attached
to your buildings.

flood
the covering of narmally dry
land by water escaping ar
released from the normal
confines of a watercourse or
lake, whether ar not Tt is
altered or modified, Flood also
.includes water escaping from
the confines of any reservoir,
channel, canal or dam.

goods you use for earning
your income

stock and tools of trade. You
would normally receive a tax
deduction for these items.
They do not include office
and surgery equipment.

incident

a single cccurrence or a serias
of occurrences, including an
accident or series of accidents,
arising out of ong event.

GLOSSARY OF WORDS WITH A SPECIAL MEA

O
N

malicious act
an act done with intent and
without your consent,

office and surgery equipment
itemis that are normally needed
in an office or surgery that you
use for earning your income in
your own business. You would
normally receive a tax deduction
for these items. They do not
inciude tools of trade.

period of insurance

the length of time between
the start date and end date of
vour palicy, as listed on your
current schedule.

pet

a domestic anirnal that you
keep in your home ar at
your home.

premium

the total amount you pay for
your insurance that includes
applicable government taxes
such as 6sT, and any duties

or charges payable by you,

it Is shown on your current
schedule. You can pay your
premium annually in one lump
sum, or by instalments,

schedule

your current schedule is &
document outlining the details
of your insurance cover,

Your schedule may be

called a policy, renewal or
endorsement schedule,

special conditions
exclusions, restrictions or
extensions to cover that are
impased on specific matters
or people,

sporting equipment
equipment designed to be
used in a leisure activity that
involves some element of
physical activity or
competition, excluding
pedal cycles.

strata title

title under a strata title or
simifar community title
scheme where separate parts
of the scheme building(s)
have a separate legal title.
Strata title usually applies

to high rise apartments,
townhouses, villas or
duplexes.

sum insured

your nominated replacement
value at today's prices for your
buildings or contents, This will
be listed on your schedule.

Supplementary Product
Bisclosure Statement ¢(spbs)
a separate document that
updates, corrects or adds to
the information contained in
this pos.

terrorism

any act which may involve
the use of, or thraat of, force,
violence or biclogical or
chernical warfare, or nuclear
pailution or contamination or
explosion where the purpose
of the act is to further a
political, religious, ideological
aim, or to intimidate or
influence a government or
any secticn of the public,

total loss

when we decide that it is
uneconorical to repair or
rebuild you buildings or
contents.

unoccupied home

a home that nc-one has
lived in for 60 consecutive
days or more,

us, we and our

refers to:

CGU Insurance Limited
ABM 27 004 478 37,

you and your

the perscn or people named
as the insured on your current
schedule.

If more than one person is
named as the insured, we
will treat a staterment, act,
omission or claim by any
one of thase people as a
statement, aci, ecmission
or ¢laim by them all.

If yau are making a claim, you'
also includes your domestic
partner, you ar your partner’s
unmarried children, and you
or your partner’s parents who
normally live with you,

your buildings
buildings that you own or are
|egally responsible for.

your contents
contents that you own or are
legally responsible for.

your contents at your home
in the open air

contents at your home that are
not in a fully enclosed building
(e.g. carport).

your home

where your buildings or
contents are located. This
includes any land of other
area that touches yvour home
and for which any statutory
authority has made you
responsible, but it does not
include the nature strip autside
your home. Yaur hiorme is
located at the situation shawn
on your current schedule,

your poliey

the contract between you and

us which provides you with

insurance cover in exchange

for a premium. Your policy Is

made up of two documents

= this Product Disclosure
Staternent and policy
booklet (pos) and any
supplementary pos, plus

« your current schedule.
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A

accidental breakage, 12
accidental loss or damage, 3,17

accommodation, alternative,
21-22

accounting fees for tax audit, 21
additional cover, 20-29, 36
answering questions, 42
applying for insurance, 50

0

.building claims settlerment, 55-57

building modifications, 26
buildings cover, 6, 43, 51
burglary and break-in, 13
bushfire, 14

o

cancelling your policy, 44, 50, 52
changing your policy, 51
claim

how fo make, 54
settiing them, 55-59

contents cover
at your home, 10
at your home in the apen air, 10
away from home, 11
in commmercial storage, 22
described, 7-8
mgximum emounts payable, 8-10

claims settlement, 58-59
. storage costs, 28

{NDEX

intransit, 23
cooling-off period, 46
complaints procedure, 60
cover when home sold, 27
credit card misuse, 23
cyclone, 18-19

o

debris removal, 23

deliberate and intantional
acts, 13

demolition costs, 23
dispute resclution, 60

docurnent damage, 24

Domestic Workers’
Compensation option, 21

duty of disclosure, 42-43

o

earthguake, 13, 55, 58
electric motors, 13,17
employees’ belongings, 24
excess

additianal cover, 1

buildings, 55

contents, 58

defined, 62

vehen payable, 55, 57-59
exclusions to cover, 36-40

explosicn, 14,18

fees for rebuilding, 26

Financial Ombudsman
Service, 60

fire or explosion, 14, 18
first choice, 3

frozen food, 24

fload, 26, 40, 62
funeral expenses, 24

(G

general exclusions, 39-40

General Insurance Code
of Practice, 46

Glossary, 62-63
grassfire, 14
Guarantee, 46

guests’ helongings, 25

1

impact damage, 14

incident cover, 12-20, 36
instalment pramiurm, 52
Insurance Contracts Act 1984, 42

o

key replacement, 27

landslide or subsidencs, 15,18,
39
legal costs in Australia, 25
fiability cover
committee members of clubs, 7
exclusions, 37-38
general, 28-29
when building total loss, 30

lightning or thunderbelt, 15
linuid damage, 17, 20, 36
listed events, 3, 12-17, 36
focks and barrels, 27

M)

malicious damage by tenant, 36
maodifications to buildings, 26
mortgagee discharge costs, 26

[N

rew home cover, 51

0]

optional cover, 31-34

Other Valuables option, 32-33,
37

our commitment to you, 46-48

@

personal information, 47-48
pets, injury fram road
accident, 29, 62

police, reporting of incidents,
1639, 27, 44, 54

premiums, 52, 62

privacy of information, 47-48

R

rainwater, 15-16,18-19
rebuilding fees, 26
renewing insurance, 5o
responsibilities to us, 43-44
riots or civil commotion, 15

o

security firm costs, 27

settling a claim

buildings, 55-57

rontents, 58-59
special contents, 10, 28
Special Vatuables, 10, 33-34, 37
storage costs for contents, 28
storm, 15-16, 18-19

Strata Title Mortgagee
Protection, 34, 36

sum insured, 3, 6, 9-10, 21, 28, 63

o

tenants, 6, 7,16,19, 316
terrorism, 39, 63

theft or attempted theft, 16,13,
27,36, 54

total loss of building, 26, 28, 30,
c7, 53

transaction card misuse, 23
trees, plants and shrubs, 28

tsunami, 13, 40, 56, 58

U

unoccupied buildings, 43, 63

O

valuables options
Other Valuables, 10, 32-33, 37
Special Valuables, 10, 33-34, 37

vandalism by tenant, 36
vandalism or a malicious act, 16,
36

variation of your policy, 51
veterinary expenses, 29
visitors' belongings, 25

W)

water damage, 17, 20, 36

wind loss or damage, 15-16,
18-1g
workers’ compensation, 31-32

o

your responsibilities to us, 43-44
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The insurer - Domestic Workers’ Compensation

If your home is in Western Australia, Tasmania or the
Northern Territary, the insurer providing the Domestic
Workers' Compensation optional cover is Insurance
Australia Limited trading as CGU Workers Compensation,
ABN 11 000 016 722,

This booklet contains information about cGu's insurance
products and services. The information was current at

the date of preparation. Maore information about ceu's
products and services, and up-to-date information may be
available by calling 13 15 32 or visiting cgu.com.au. We will
also give you a free paper copy of any updates if you
request them. If it becomes necessary, we will issue a
supplementary or replacement pps. © 2006



GPO Box 9302
in your capital city

Enquiries tel: 131 532
Website: www.cgu.com.au

CGU

insurer

CGU Insurance Limited
ABN 27 Q04 478 371
AFS Licence No. 238291

PIDO304 REVY 7/08
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ENDORSEMENT SCHEDULE AND PREMIUM INSTALMENT ADVICE (ENDORSEMENT)

Membersafe

B g gt g T g e ot

g g

Intermediary

CGU Centre 181 William Street
Melboumne VIC 3000
Www.cgl.com.al

General Enquities ar Change of Detalls: 1800079 808
24 Hour Claims: 1300 306 497

Page 1of 8

Date of this notice: 15/09/10

Palicy Number; _

The attached schedule shows the details of your insurance. Please check the information to be
sure that you have the cover you required and keep these docliments with your policy.

DSC INSURED COPY 14 Insurer: GG Insurance Limited ABM 27 004 478 371 AFS Llcenca Na. 238291, PRI

-You have chosen to pay by instalment
and unless you tell us otherwise

we will continue to debit your
nominated account.

Details of your instalments are shown
overieaf,

Policy Number:

Intermediary Detalls:

CREDIT UNION AUST-GENERAL
1312053 :

MNOVLIS-7009904-14-Runi-AS5A001-000584




Document re-created on 13/05/2011

Pagé 20fB

What You Need To Tell Us

Please note that a renewal of insurance is a new insurance contract, You are
required fo disclose any matters that could affect your insurance cover.

If you answer 'Yes' to any of the following questions, contact
our Customer Enquiries Centre 1800 (079 908. -

1. Has any insurer refused or cancelled cover on any of your policies or required
special terms to insure you?

2. Have you or any other person who receive insurance protection under the
propased policy been charged or convicted of any criminal oﬁence in the
past 12 months?

3. Are there any other material facts which should be disclosed? (Refer to
What You Need To Tell Us in the policy booldet).

THE SUMMARY BELOW SHOWS THE AMOUNT BY WHICH YGQUR EXISTING DEDUCTION HAS BEEM

AMENDED,
NEW
FIRST LAST NO. OF INSTALMENT INSTALMENT
INSTALMENT TINSTALMENT INSTALMENTS CHANGE AMOUNT TOTAL
1/10/10 1/08/11 6 §17.60 $109.81 $106. 14




Document re-created on 13/05/2011

JITTIETY

Intermediary

cuar

Details of your policy cover _
This Schedule must be aftached 1o and read as part of the Company's policy.

INTEREST/PROFERTY INSURED

LISTED EVENTS

BUILDINGS
-INCLUDING HEPLACEMENT BENEFIT N
MORTGAGEE AS ABOVE
. SITUATION AS ABOVE
CONTENTS
OTHER CONTENTS $67000
SPECIAL CONTENTS SNIL
TOTAL SUM INSUHED FOR ALL CONTENTS
EXCESS APPLICABLE TO ALL ABOVE $100

LIABILITY LIMIT - $200004000

"OTHER CONTENTS® INCLUDES “VALUABLE ITEMS® TO

A TOTAL OF %5000 OR 20% OF CONTENTS SUM INSURED

(WHICHEVER IS THE GREATEST) WITH AN ITEM LIMIT

OF $2500 -

VALUABLE ITEMS

OTHER VALUABLE ITEMS - ITEM LIMIT %2500 ENIL

SPECIAL VALUABLE ITEMS SNIL
TOTAL SUM INSURED FOR ALL VALUABLES

$30000000 )

SuM

INSURED

$402000

$67000

SNIL

%8000
$1000

$10000

G00DS AND SERVICES TAX

STAMP DUTY

Continued on following page

Where possible, this page printed on 100% recycled paper

CcGU

Page 3 of 6

PREMIUM

$89.73

TOTAL BASIC FREMIUM

NOVUS-T005504-14-Ruun 1-ASAQ01-000584
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Page 4 of B

THE PREMIUM INCLUDES A DISGOUNT FOR :
* ' HAVING AN APPROVED SECURITY SYSTEM
" YOUR POLICY HAS BEEN ALTERED AND THIS SCHEDULE REPLACES AMY PREVIOUS
SCHEDULE FOR THE ABOVE FPERIOD OF INSURANGE AS FROM 14/09/10.
IMPORTANT NOTICE - PQLICY EXCESS
For each separate identifiable lncident.for which your policy provides ceover
any applicable excess will apply Tor each incident giving rise to a claim.
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CcGU

Supplementary Product Disclosurs Statement - Mofor Vehicle Insurance

This Subplementary Product Disclosure Statement (Suppfementarﬂr PDS) is dated 15 July 2008 énd will apply to
policles with a commencement date or a renewal effective date, on or after 19/04/2009.

This Supplementary PDS updates, and should be read with, the Motor Vehicle Insurance Product Disclosure
Statement, Preparation Date 12 April 2007 (PDS), and any other applicable Supplementary PDS.

Changes to your Product Disclosure Statement

Liability cover (page 20)

We have made a change to the amount we will pay for liability claims. The maximum amount we will cover for
any liability claims when you make a claim has increased from $20,000,000 {inclusive of GST) to $30,000,000
(inclusive of G3T).

Please nofe: "inclusive of GST" means that the amount we pay you will include any GST but only up to the
maximum amaunt which is now $30,000,000.

Please read the PDS for full terms and conditions.

If you have any questions, or weuld like another copy of the PDS, please contact your insurance advisor or cali us

un the contact telephone number on the BDS,

Insurer:

CGU Insurance Limited

ABN 27 004 478 371 - - - - -
AFS Licence No 238291 ' :

CGU Insurance Limited ABN 27 004 478 371

GD4570407

HOVUS-TO05304-14-Run -ASAD01-000584





