Name of Witness Lynn Rachel DOYLE
Date of Birth I
Address and contact details jBuxpengary
Occupation Office Administration
Officer taking statement Det/Sgt Anthony VLISMAS
Date taken 9 September 2011
Lynn Rachel DOYLE states,
1. 1am a married woman [llyears of age and I reside at ||| GGG
Burpengary with my family.

2. Our house is situated of a 3137 sq mtr block in the Parish of Burpengary, County of
Stanley and we were originally in the Caboolture Shire Council but after
amalgamation it is now called the Morton Bay Regional Shire Council the area is
zoned rural/residential.

3. The house is situated 15 metres from the front fence and is in the middie of the
block. The front of the house faces in a southerly direction. It is a low set brick and
colour bond roof construction. It consists of four bedrooms, kitchen, dining lounge
rooms combined and another room used for the kid’s toy room. There is also a
double lock garage.

4. The house was built and finished in March 2004. We transferred our existing home
and contents insurance to this house. The insurance policy is with CGU Insurance. I
recall receiving a renewal schedule from the insurance company but I can’t recall
receiving a policy or product disclosure documents at the time of moving into our
current home.

5. When taking out the insurance no one from the company explained any details
about flooding or whether we would be covered.

Details of a questionnaire and Insurance Policy Renewal with CGU are
contained in documents supplied to the Flood Commission in an email.
Tendered and marked exhibit no...

6. At the time of purchasing the block of land about 18 months prior to building the
home. We engaged Trilby Miso Lawyers to conduct the searches on the block. We
recall asking them to check for flooding issues. The checks showed that there was
an easement for storm water running along the block on the back of the block on the
northern boundary.

7. This casement is about about 5 metres into our block. This was covered in a letter
from our lawyers. There was no mention of flooding issues at that time.

1 am able to tender and copy of that letter.
Tendered and marked exhibit ne....

8. To our knowledge our property has never been flooded prior tr 204 L, orge Street Brisbane
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10.
11.

12.

13.

14.

15.

16.

17.
18.

19.

20.

We have been present in our house and experienced many occasions where heavy
rain has fallen but no flooding has occurred. However in May 2009 a lot of rain fell
and the rear of the block experienced storm water overflow from Rowley Road
down the easement towards a spill way at the end of NN 2nd then into
the Burpengary Creek.

In 2009 the storm water on that occasion came up towards our pool fence which is
about 15 metres from the rear of the house.

On Tuesday 11" January 2011 at about 4.30am that morning a large thunder storm
woke us up and shook the house.

After waking up the thunder and heavy rain continued. My husband left work at

-about 7.00am and [ left the house at about 9.00am to go to the kids swimming class.

When we left the house I noticed water was flowing along the easement but not
over flowing into the yard.

[ went to the swimming class and it was still raining heavily and returned home at
about 10.00am and [ wasn’t able to get through the bridge on Rowley Road,
Burpengary. I tried to get around some of the back streets but they were also
covered with water and I couldn’t get through.

T then rang my neighbour at number NG | she told me

that our houses and surrounds wetre inundated with the storm water.

I panicked and rang my husband and told him what was happening and that he
needed to get home from work. I went to my mum and dads at Kallangur to wait for
Brett.

Brett came and got me and we drove towards our house but stuck at Rowley Road
Bridge again and we waited there with some other neighbours. It was still raining
then but not as heavy. ‘

We then drove over to another housing estate on the other side of Burpengary Creck
and then walked back to our property as we couldn’t get cars through.

Brett arrived home and the water was all over the road and our property and the
water was knee deep on the road.

Brett checked the property and he found that storm water had entered our house to a
depth of about inch or two across the floors and had entered the house through the

"doors and floor wastes.

After getting into the house Brett rang me and I returned home. I saw that the water
had run off quickly and as it was storm water it was reasonably clean and only small
amount silt was left throughout the house.
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21. Whilst trying to get back to the house I received a text message advising residents fo
evacuate their houses. By the time we got the message it was too late.

22. As a result of the water entering our house all the carpets were ruined, furniture
kitchen cupboards electrical items like TV etc which had been connected to power
boards on the which had been affected by water on the floor.

23. Numerous items in the shed including, powers tool, motorbikes, mowers, garden
equipment and other assorted items were inundated with about three feet of water.

24.

We lodged a claim with CGU on the after of the 11/1/2011. Our policy number is
ﬂ, Home Claim No | - d Contents claim No

I (s io the claim.

25. We made the claim via the telephone. Whilst speaking with the insurance company
they kept telling me that CGU does not cover damages caused by flood water. I
recall telling them that it wasn’t flood water it was actually storm water which had
caused the damage.

26. They then wanted to know if we had any crecks in the area. I told them that
Burpengary Creek was near us but the water had come from the opposite direction
to the creek. Then also asked me if the water was clean or dirty and I replied that it
‘was clean water. This question was asked a number of times and I replied to them a
number of times it was clean water storm water.

27. After arguing with them over these issues they finally agreed to take my claim and
that’s when they gave me the above claim numbers. They also told that an assessor
would come to the house within 48 hours.

28. They also kept saying that if the assessor found that the water had come from the
creek we would not be covered.

29. 1 was of the opinion that they wanted us to leave things the way they were until they
assess it. We got a few things together and left the house and went to stay with
family.

30. We came back to the house on Wednesday the 12 January 2011 and I again rang the
insurance company and told them that the carpets and everything was still wet. We
also found out that a neighbouring property septics tanks had popped their lids and
raw sewerage and flowed around and through the houses.

31. I relayed this information to our insurance company and they told me to pull up the
carpets but to keep them for inspection so we placed them in the garage. They also
said to clean upas much as we can and to take lots of photos and keep receipts of
any expenditure so as they can see them.

32. We did this and we came back to the house on Thursday the 13" January 2011 and
the house and garage was stinking from the carpets and [ rang the insurance

company and explained to them what was happening and they told me to throw the
400 George Street Brishane
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40.

41,

42.

43.

44.

carpets away but to keep a sample of the carpet and underlay and to take photos. We
did this as directed.

We were talking to our neighbours during this time and told me about their claim
process with their insurance companies. We weren’t too worried as it appeared we
were all progressing at about the same rate.

No one came out to house in the 48 hour period as CGU advised we were the ones
ringing them all the time. _

We cleaned up the house and got electricians in to fix up the power. We had done a
couple of loads to dump and then were later advised by the council that they would
do a pick up for the area and we put other damaged items on the footpath for
collection.

I recall that after reporting the damage to CGU I was ringing them almost every day
wanting to know when they were going to send someone around to make the
assessment. They kept telling me that due to the amount of claims they did not have
enough assessor and we would have to wait.

I finally got a phone on the 1ot February 2011 call from assessor’s Cunningham
and Lindsey advising that they would come out on the 17" February 2011.

On that date a person named Shannon WHITTER from that company came to the
house and I recall she had come from Canada and had a strong accent.

WHITTER appeared to be helpful and took lots of photos and prior to leaving she
advised to throw out the remaining damaged goods store in the sheds. 1 recall asking
her about what was going to happen and she told us that we would have to wait for
her report to the insurance company.

She did not give any indication about what was going to happen to the claim
however we felt confident because she had told us to throw things away.

As she left WHITTER indicated that she had to come back to our street and make
an assessment of the neighbour’s property at number ||| GGG

Burpengary. I made comment that she should have arranged to assess the properties
on the same day to avoid two trips.

I recall during this time speaking to other neighbours and most of them were getting
approval from their insurance companies to rebuild.

After about a week or so we recall seeing WHITTER attend the neighbour’s
property for an inspection.

After seeing that [ started ringing CGU to see what was happening with our claim
and spoke with a person named Jackie BRIGGS a number of times. She kept telling
me that she was still waiting for the assessor’s report.
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45, I also rang the assessor Cunningham and Lindsey and spoke with a person named
Maree PAREZ about the report and when it would be sent to the insurance
company.

46. T made numerous calls between these two companies trying to get them to .
communicate and then advise us of the outcome. This process took a few weeks.

47. After CGU finally acknowledged the assessors feport Jackie BRIGGS told me that
if they went on the report our claim would be denied and she has now put in a
request for a hydrologist’s report.

48. Eventually a hydrologist came out in mid to late March 2011 from Worley Parsons
they made an inspection and took photos and later left.

49. We received a phone call from CGU advising that the claim was going to be denied
and later received two letters dated the 5% and 6™ April 201 1 one indicating the
claim has been denied and the other letter acknowledging a dispute had been
lodged...

I am able to produce a letter dated 5/4/2011
Tendered and marked exhibit no...

I am able to produce a letter dated 6/4/2011
Tendered and marked exhibit no...

50. We then sent in a letter of dispute to CGU dated the 3 of May 2011. I also
contacted Legal Aide Office to ask what else I could do.

I am able to produce that letter of dispute and supporting documents for our
claim.
Tendered and marked exhibit no...

51. Legal Aide took over our claim and has been acting for us ever since. The Legal
Aide officer is Paul HOLMES.

52. We have been speaking with our neighbours whilst waiting for the dispute to be
finalised and have been told by that their insurance companies have approved their
claims on the basis of storm water inundation and are being compensated.

53. I have made a list of the neighbours, their insurance companies and the decision for
approval being storm water. | also have a map indicating these properties.

54,1 am aware that some of the neighbour’s policies only cover storm water and not
flood damage. These properties are marked with an apteryx

55. I would also point out that the neighbour listed on this document at number ]

I 3 o cngary, insured with AAMI was approved for storm

water damage and the assessor Shannon WHITTER from Cunnjngham and Lindsey
‘ 400 George Street Brishane
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was the same assessor used by CGU for our claim which has been denied on the
grounds of flood.

56. T also point out that the neighbour at number B is insured with RACQ and they
told me that RACQ had requested a hydrologist report which was done and they
eventually approved their claim also as storm water.

57. This would be in contradiction to the hydrologist used by CGU.

58. These neighbours provided me with a letter from RACQ approving their claim on
the grounds of flash flood and storm water run off.

I am able to produce the letter from the RACQ from those neighbours.
Tendered and marked exhibit no...

I am able to produce the document I produced and the map of indicating the
properties. :

Tendered and marked exhibit no...

59. We find it very hard to believe that CGU has rejected our claim when ten other
neighbouring properties in our street have been approved by various other insurance
companies on the grounds of storm water.

60. As can be seen in the map provided the houses affected by the storm Water all have
the easement adjacent or in their property.

61. I also obtained a map indicating that our property is 0.1 meires above 100 year
flood level.

I am able to produce that map
Tendered and marked exhibit number.....

62. Legal Aide also lodged a complaint with the Insurance Ombudsman on our behalf,
63. At the current time we are waiting for both complaints to be dealt with.

64. I have also lodged submissions to the Flood Commission of Inquiry Queensland and
have a supplied this statement to the Commission.

65. I have found our dealings with CGU were not easy and it felt we had to battle every
step of the way to get information from them.

| 400 George Street Brishane
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66. 1 also give consent for the Flood Commission of Inquiry Queensland to contact Paul
HOLMES from Legal Aide and obtain information about our file from him and also
consent for the Flood Commission of Inquiry Queensland to contact CGU about our
claim.

67. The local Burpengary Meadows State Primary School was buiit about four years
ago on the northern side of Rowley Road, Burpengary. The oval of the school is
opposite the intersection of Rowley Road and Mathew Way Crescent Burpengary.
Storm water has been channelled to that intersection and is supposed to travel
through two relatively small drainage pipes that go under the road and lead into the
creek.

68. I believe they are inadequate to take the storm water away properly. The local
council have identified an issue with these storm water pipes and have allocated
money for the upgrade of this drainage in their local budget. This is indicated in a
news article I have supplied with this statement.

I am able to produce a map indicating this issue.
Tendered and marked exhibit no...

L RDOYLE

Justices Act 1886
I'acknowledge by virtoe of section FIOA(S W e)ii) of the Justices Act 1886 that:

{1y This written statement by me dated 9/9/2011 and contained in the pages mzmbmcd ito is
true to the best of my knowledge and belief, and

(2} [ make this statement knowing that, if it were admitted as evidence, | may be Hable fo
prasecetion for stating i it anyihing that [ know is false,

............ _%xgnedt Brisbane... this....9th
September......... 2

| 400 George Street Brisbane
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Docurnent re-created on 23/08/2011

RENEWAL SCHEDULE AND PREMIUM INSTALMENT ADVICE
CGU Cantre 181 William Street
Membersafe Melboyrme VIC 3000

WWW.CEU.COMm.au
General Enguiries or Change of Deatails: 1800 079 08

|,|[[],|h[||[!|"ih|",,|;|,"”u, e 24 Hour Clalms: 1300 306 497
B DOYLE Page 10f 8
L DOYLE Date of this notice: 2310111
BURPENGARY QLD 4505 Policy Number: ]
Intermediary )
First instalment due: 01/04/11

C u a ™ ‘ Instalment Amount: $122.92
This renewal expires at 4.00 p.m. on 04/03/12
Keeping your insurance healthy -
could you be ready for a check-up?

Once in a white we all need a check-up - even for ourinsurance policy.

Now that yourinsurance is due for renawal, it's important to check that it does
cover all your essential nesds. Is i still healthy? Are you accessing all the policy
benefits and discounts offered? Or perhaps you would just like us to look at your
other inswrance needs?

Have a talk to one of our friendly staff who will help you choose the best
nreventative medicing’ to keep your policy healthy and vital,

Callinto your local CUA branch or give CUA Insurance Services a call on 133 282
for an obligation free quote.

Credii Unfon Auslralia Lid ABN 44 087 850 959 AFSL No 238317 aels under Ifs own Austratian Financial Services Licence and under an agreement vith the insurer,
€6 Insuranca Limiled ABN 27 004 478 371 ARSL 230281 This document contains general information only and may not sufl your clicumstances. Before making
decislons about Insurance praducls you should consider the approprialeness of the infarmation fraving regard to your ¢ircumstances and the Product Disclesure
stalement available from CUA by calling 133262 .

XX INSURED COPY 08 Insurer; CGU Insurance Umited ABM 27 004 478 371 AFS Licencs No. 238281, WES4012

'a h Polici Number:

You have chosen to pay by instalment

Intermediary Detalls:

and unless you tell us otherwise CREDIT UNION AUST-GENERAL
we will continue to debit your 1312053
nominated account. Total Amount Payable:
$1,475.04
Details of your instalments are shown
overleaf.
\, v,

NOVLIS-7011653-20-Run1-ASA003.001738
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Page 20f 6

What You Need To Teli Us

Please note that a renewal of insurance is a new insurance contract.
You are required to disclose any matters that could affect your insurarce cover.

If you answer 'Yes' to any of the following questions, contact
our Customer Enquiries Cenfre 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 NG. OF INSTALMENT
INSTALMENT INSTALMENT INSTALMENTS AMOUNT TOTAL

1/04/11 1703712 12 $122,92 _ $1,475,04

If you have replaced, upgraded or recently renewed your credit card please
advise us of the details.
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intermediary

C Ma . . | CGU

- - Page 3of §
Details of your policy cover *

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

SumM
INTEREST/PROPERTY INSURED INSURED PREMIUN
*x% GEE IMPORTANT CHANGES ON THIS DOCUMENT #ww
LISTED EVENTS
BUILDINGS $422100 $730.78
INGLUBING REPLACEMENT BENEFIT
MORTGAGEE AS ABOVE
SITUATION AS ABOVE
CONTENTS -
OTHER CONTENTS $70400
SPECIAL CONTENTS $NIL
TOTAL SUM INSURED FOR ALL CONTENTS $70400 $322.55
EXGESS APPLICABLE TO ALL ABOVE $100
LIABILITY LIMIT - $20000000
"OTHER CONTENTS" INCLUDES “VALUABLE ITEMS" YO
A TOTAL OF $5000 OR 20% OF CONTENTS SUM INSURED
{(WHICHEVER IS THE GBREATEST)Y WITH AN ITEM LIMIT
OF $2500
VALUABLE ITEMS _
OTHER VALUABLE ITEMS - ITEM LIMIT $2500 SNIL
SPECIAL VALUABLE ITEMS SNIL
TOTAL SUM INSURED FCGR ALL VALUABLES BNTIL
PART A
CARAVAN DETAILS 2003 FLIPPER CAMPER TRAILER $8550 $166.68
REGISTRATION NO. 000TBA
YEAR OF MANUFACTURE 2003
THE ANNEXE 2003 FLIPPER ANNEXE-CAMVAS $950 518, 41
CONSTRUGCTION - GCANVAS - :
YEAR OF MANUFACTURE 2003
TOTAL SUM INSURED PART A $9500
STANDARD EXCESS APPLICABLE TO PART A $50
NO CLAIMS BONUS NIL
PART B
LIABILITY - ( AMOUNT OF COVER $30000000 )
TOTAL BASIC PREMIUM $1247.40
GOONS AMD SERVIGES TAX $124.75
STAMP DUTY $102.91
TOTAL $1475.08

Continued on following page

Where possible, this pags printed on 100% recycled paper NOVUS-7011653-20-Run-ASA003-001738
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THE PREMIUM INCLUDES A DISCOUNT FOR :
* HAVING AN APPROVED SECURITY SYSTEM
WHAT YOQU NEED TO TELL US

IF YOU AGCEPT QUR INVITATION, A NEW INSURANCE GONTRACT IS CREATED AND YOU ARE
REQUIRED TO TELL US ANYTHING THAT YOU KNOW OR SHOULD KNOW COULD AFFECT OUR
DECISION TO INSURE YDU.
IF YOU DO NOT TELL US THIS INFORMATION, WE CAN REDUCE THE AMOUNT OF A CLAIM,
0R WE CAN CANGEL YOUR POLICY. IF YOUR FAILURE TO TELL US IS FRAUDULENT, WE CAN
THEAT YOUR POLICY AS IF IT NEVER EXISTED.
IF YOU ANSWER "YES" TOQ ANY OF THE FOLLOWING QUESTIONS YOU MUST ADVISE US IN
WRITING, PROVIDING FULL DETAILS,
IN THE LAST 12 MONTHS:

(1) HAS ANY INSURER REFUSED, CANCELLED, OR IMPOSED AN EXCESS ON ANY OF YOUR
POLICIES OR REQUIRED SPECIAL TERMS TO INSURE YOU?

(2) HAVE YOU OR ANY OTHER PERSON WHO WOULD RECEIVE INSURANCE PROTECTION
UNDER THE PROPOSED POLICY BEEN CHARGED OR CONVICTED OF ANY CRIMINAL
OFFENCE?

(3) HAVE THERE BEEN ANY CHANGES TO THE INSURED PROPERTY WHICH MIGHT
INCREASE THE RISK OF LOSS OR DAMAGE?

{4} ARE THERE ANY OTHER MATERIAL FACTS WHIGH SHOULD BE DISCLOSED? (PLEASE

REFER TQO THE DUTY OF DISCLOSURE SECTION IN YOUR POLICY BOOKLET.)
Do you authorise us to send you marketing material such as special offers and
discounts?
Please call us at the telephone number on the Tront page of the schedule 1T you
do not want to receive this material.

IMPORTANT NOTICE - POLICY EXCESS
For each separate identifiable incident Tor which your policy provides cover
any applicahle excess will apply fTor each incident giving rise to a claim.
AS THIS IS A CONTRACT WHEREBY THE PREMIUM 1S PAID BY INSTALMENTS YOUR
ATTENTION IS DRAWN TC "YOUR PREMIUM® IN THE POL.ICY BOOKLET.
TO PRAOVIDE SOME PROTECTION AGAINST INCREASED COSTS,THE SUM INSURED ON
BUILDINGS &/CR CONTENTS HAS BEEN INCREASED BY 5.0%.
YOU MAY SELECT DIFFERENT SUMS INSURED IF YOU WISH.
Cooling - Off Period
IT you decide that you do not wish to continue with this polilecy, you have
twenty-one days afier the commencement of this insurance to reguest
cancellation, We will provide you with a full refund of premium paid,
provided you have hot made a claim under the policy.
Your Renewal

In line with modern business practice, we do not automatically provide
receipts for payment of renewals. If you require confirmation of your
renewal, or you require a tax invoige, 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 yvou in understanding the insurance policy and
making an informed choice about your imsurance requirements. If you would
like a copy of the PD8, please contact us.
You can contact us:

8y phoning the telephohe number on the front page of the schedule, or

By writing to CGU Insurance Limited

GPO Box 4962 Melbourne 3001, or
By completing our e-Form or e-Mail at www.cgu.com.au
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I you have chosen lo pay by diract debit or by credit card,
Please keep this Information for your racords.

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 account or credit card under the terms of the Direct Debit Request and this Agreament. This Agreement
is to be read in conjunction with the Policy and the Direct Debit Request.

1. WORDS THAT HAVE A SPECIAL MEANING IN THIS AGREEMENT

1.4 *Account’ means the Financial Institution account or credit card account (as applicable) nominated by you in your
Direct Dabit Request,

1.2 ‘Authorisation’ and 'Authorising’ means your binding authorisation and includes your signature, your request by
telaphone ar your request by any written ot electronic methad.

1.3 Direct Debit Request’ means the authorily and request given by you to us to debit instaiments to your Account,

14 'Financlal Institution' means the bank or financial institution or credit card issuer nominated by you in your Direct
Dabit Request.

1.5 ‘Instalment’ means each premium instalment payable to us under the terms of the Policy on the dates identified in
the Premium Instalment Advice.

1.6 ‘Intermediary Fees' means the fees payable by the insured to an insurance Intermediary in respect of effecting the
Policy or amending the Policy, as nofified by the Insurance intermediary 1o CGU.

1.7 *Policy’ means the contract of insurance effected with us by you or any other person as nominated by you in the

Direct Dabit Reguest in respect of which CGU permits payment by direct debli or credit card and any renewal of that
contract of insurance. If includes the Pramium Instalment Advice in respect of each such conlract.

1.8 ‘Premium Instaiment Advice' means the most recent premium instalment advice(s) provided or to be provided by
us to the insured under the Policy, which sets cut defalls of the Instalments and Instalment due dates.
1.9 'yeu/your’ means the person or persons making the direct debit request or credit card authorisation (as applicable} In

the Direct Debit Request.
1.10 ‘wefus’ means CGU Insurancs Limited ABN 27 004 478 371.

2. OUR OBLIGATIONS TO YOU AND QUR RIGHTS:

2.1 We will send you a written or electronic copy of the Direct Dabit Request arrangements (amount; frequency;
commencement date) and obtain your Authorisalion to the Direct Debit Request at least 7 calendar days prior to
debiting any amount in accordance with the Direct Debit Requast.

22 Subject to the terms of this Agreement, we will debit to the Account:

(a) Intermediary Fees (if applicable}, on behalf of ihe licensee or autharised representative that you have
arranged your insurance through, on or about the first Instalment date set cut in the Premium Instalment
Advice;

{b) the first Instaliment on or about tha first Instalment date sef out in the Premium Instalment Advice

{c) any subsequent Instalments on or about the Instalment date identified in the Premium Instalment Advice.

Subject to clause 2.4, we will not changa the amount or frequency of Instalments for the Policy without your prior

approval.

23 Where the due date for any Instalmant 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 lo your Account, contact your Financial
Institution.

2.4 Where any Instalment Is dishonoured, or an additional amount s dus as a resuft of an amendment to a Polley, vou
authorise us to debit to the Account:

(a) any outstanding amounts and the next Instalment on or about the next Instalment due date; or
{b) any outstanding amounts at any time,

2.5 We reserve the right to terminate this Agreement and the Diract Debit Request without notice to you If more than one
Instalment is dishonoured. This means you must ensure premium payments are made by an alternative payment
method offered by us. We may also be able lo cancel the Policy.

2.6 If any Instalment is dishonoured, you authorise us to obtain reimbursement fram you of any fees we Incur by debiting
these fees to your Aceount If and when thay accrue.

2.7 If we are obliged to refund any amounts debited to the Account under the Direct Debit Request in respect of the
Palicy, we will (at our option) either:

(a) arrange for a refund to be payable to you within 31 days of the refund becoming payable; or

{b) reduce the amount of the next Instalmeni{s) by the amount of the refund (this reduction will continue until
the amount is refunded in full).

Where possibia, this page printed on 100% rerycled paper
Insurer: CGU Insurance Limited ABN 27 004 478 371 AFS Licencs No. 235281
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Wae 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 ahle to debit
the Aceount 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 fo disclose it 1o relevant banks and financial Institutions to debhit
your Account or tn connection with & claim made against our bank relating to an alleged incorrect or wrongfut debit.
If you wish to update or access the information that we hold about you, cortact us,

If you request a change to the Pollcy which affects the amount or frequency of the fnstalm ents, we will provide you
with 7 days written notice before the amount or frequency of the Instalments is varied.

Otharwise, 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 chack your Account details agalnst a recent statement from your Financial Institution. Direct debiting is
not available on all accounts. If you are uncertain about your Account details or whether direet 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 bound by the terms of this Agreement and the Direct Debit
Request.

You must ensure that immediately befors 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 nstalment obligations under this Agreement and
any other amounts on the due date.

If your Account has more than one signatory, you must ensurs that all necessary signatories Authorise the Direct
Debit Request. 1t Is your responsibility to ensure that the authorisation given to debit the rominated Account Is
identical to the Account signing instruction held by tha Financial Institulion where the Account is based,

You must advise us if your Account is transfarred, closed, cancelled or expires.

You may alter the debiting of an Instatment, 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 Financlal Institution. H# is your responsibility to arrangs with us a suitable alternate payment method if you wish
to cancel the Direct Debit Request.  If we agree to very the frequency of the Instalments, we will Issue you with an
updated Premium Instalment Advice. If alternative payment arrangsments are not made with us, we ¢anh cancel a
Policy without notice to you,

INQGUIRIES AND DISPUTES
If you have any concems or queries regarding the timing of credit card payments, a proposed variation fo 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 olher payments or wish to dispute a debit, contact your Financial Institution.

CGU Insurance Limited ABN 27 004 478 371.
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Migration Law

‘STRATHPINE

LAWYERS RN At Or CUPASLAND

19 February 2003
Our Ref: TR20026031
Your Ref;
Contact: Tracy Pratt

Direct Line:

Mr and Mrs BA Doile ] | - Ernail:

Dear Mr and Mrs Doyle

PURCHASE FROM BOUCHER

I - URPENGARY

We refer to previous correspondence in the above matter and now enclose copy easement
document for your reference.

The easement has not been disclosed on the contract, and has only been revealed
following our search of the title. '

The vendor should have notified you regarding same, however, you now have a right to
terminate, if the easement has the effect that you have not substantially purchased what
you originally contracted to purchase. Please note the easement gives Council certam“
rights. : -

Please note also, that if you sell this property, you must disclose the easement on any
future contracts. _

401 Gympie Road

Strathpine Qld 4500

P.O. Box 50

Strathpirie Qid 4500
~ Ph: (07) 3205 1811
Fax: (07) 3881 1249

REDCLIFFE
(07) 3883 8888

5

BRISBANE
{07) 3211 9666

GOLD COAST
{07) 5503 1533

Should you have any queries, please do not hesitate to contact the writer. - -

Yours faithfully

-—“/éﬁ (?/;enf P 72 h0 .




COTRE REVS 1107

CGU Insurance

GPO Box 9902
h BRISBANE QLD 4001
5% April 2011
ABN 2704 478 371
Tel: 1300 882 783
Fax. 07 31351413
MR & MRS DOYLE

Dear Mr and Mrs Doylé,

Your Claim Number:
Your Policy Number:
Situation Address:

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

As requested | have reviewed your claim and after careful consideration of the
information provided, | concur with the orlginal decision to decline the claim for the
following reasaons,

Summary of the decision

The circumstances of the claim : _
We received an email of correspondence on the 4™ April 2011 requesting
reconsideration of your claim,

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

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

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

BLY Wersion 3

vaw.egucom.at DG insuranca L indled ABM 27 004 478 371
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The source of the inundation is from the Burpengary Creek. 1 refer fo your
definition of flood under your CGU policy:

Flood:

The covering of normal dry land by water escaping or released from the
confines of a watercourse or lake, whether or not it is afiered or modified.
Flood also includes water escaping from the confines of any reservoir,
channeél, canal or dam,

ith siarm water run off that inundates your propertyis

Based on your advice and information available to us, we conclude that the
loss for which you have claimed was caused by flood. As a result we are not
in a position to pay your claim.

If you disagree with this decision, please contact me and | will refer your claim to the
CGU Dispute Resolution team. The Dispute Resolution team will independently
review your claim and provide a decision within 15 business days of receiving your
request and all relevant information.

Eniclosed is & brochure that will provide you with further information about the dispute
resolution process. Please do not hesitate to contact me on ||| you
wish 1o discuss this matter or require any further information.

Yours Sincerely,

Lauren Marrion
Team Manager
CGU Claims

DL2 Versiom i
woncgi.eom,an CBLEmsurance Lingled ABN 27 004 478 271




CGU lnsurande“

GPQ Box 9902
BRISBANE QLD 4001

6™ April 2011
! ABN 2704 478 371

Tel: 07 3135 1972
Fax: 07 3135 1413

Mr B & Mrs L Do

Dear MrB & Mrs L Doyle,

Your Claim Number:
Your Policy Number:

Fam writing to you in relation to a claim you made for damage to your property on or

about 11" January 2011.

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

available to us, we conclude that the loss for which you have claimed was caused by
flood. As a result we are not in a position to Pay your claim.

Enclosed is a brochure that will provide you with further information about the
dispute resolution progess. Please do not hesitate to contact our office on
if you wish to discuss this matter or require any further information.

Yours sincerel

Jackie Briggs
Home Claims Consultant
CGU Claims

DI2 Version 3
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Brett & Lynn Doyle

3 May 2011

Lauren Marrion
Team Manager
CGU Claims

GPO Box 9902
BRISBANE Q 4001

Claim #

Claim #

Dear Lauren

We Brett and Lynn Doyle of property | INNEEESG rpensary Q 4503 would like'to dispute
the recent decision by CGU to decline our claim for damages.

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

Please see attached repoi't, photographs and appendix to support our claim.

Brett Doyle Lynn Doyle

1|Page




ISSUE:

Claim number_ which was situated at dwelling [|||EGEEe sy

Queensland.

BACKGROUND:

On Tuesday, 11" of January 2011 the above mentioned premises sustained various levels of water
damage as a result of a previously documented rain cell {see attached hydrologist report}.

On the 5" of April 2011 upon receipt of a letter that can only be described as a letter of decline from
cGU in reference to policy number [ N ' wish for this to be reviewed by the complaints
branch of CGU. | base this on the following details.

COMMENT:

“The cause of Inundation’ as documented on page 9 of the hydrologist report outlines that ‘due to the
limited extent of river gauge data available, it’s not possible to interpolate the level of Burpengary
Creek from recorded gauge data in the vicinity of the property’”, Despite this statement the report
then elaborates that the only way this could be inferred is via physical signs such as debris levels on

. fences etc.

i would like to bring appendix 1, which is a photograph on the mentioned day. This is a photograph of
the road which is known as Mathew Crescent, which has been raken from the Northern side of the
mentioned road. Burpengary Creek is situated about 310 meters behind the premises on the southern
side. Asitis 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 photograph {which it is cleatly not).

In addition 1 would like to bring you to the letter that is dated the 5% of April 2011, on page two
paragraph two. In this letter it outlines the definition of FLOOD, as documented in your PDS. When
we made an informed 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 statement; Flood water that mixes with storm water runoff that inundates your
praperty is viewed as damage from floodwater’.

2|Page




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 statement is documented?
As had this been the case it would have completely changed our view on taking out insurance with
your organisation, due to the obvious complex nature of the two issues.

| believe that this is completely different as the definition of Flood water is “the covering of normally
dry land by water escaping from the normal confines of a watercourse or lake, flood also includes
water escaping from the confines of any reservoir, channel, canal or dam and the definition of Storm
water is not defined in your PDS but the general view taken by the general insurance industry is that

- flooding of a property by rain water would normally be regarded as storm damage. As aresult | would
like an explanation by CGU in relation to how they can deem these separate legal definitions and
incorporate it into one. Deeming that 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?

Why is your hydrologist bench marking the Brishane River and Bremer River throughout the report
when these two river systems do not impact in any way on the flood affectation in the Moreton Bay
Shire?

Neighbouring hydrologist reports are in conflict with CGU hydrology report. Eleven properties were
affected on the 11 January 2011 and all properties have been approved for flash flooding due to storm
water by various insurance companies. Please refer to Appendix 3. CGU’s hydrologlst report is the only
one that said the source of flooding is from Burpengary Creek.

COMMIENT:

Forwarded for submission and review.

Lynn and Brett Doyle

3|Page




Mathew Crescent, Burpengary on Tuesday, 11 January 2011

‘Burpengary Creel is situated about 310m behind these properties and
as you can see by this photo water did not come from the creek. All
propertias backing onto the creek did not flood on 11 January 2011,

Arrows indicating direction of the flow of starm water on
Tuesday, 11 January 2011

Our property located apbrox. 250m




s shows that the water that entered our home on the 11 January 2011

*

These 2 photo'

was clean storm water and not muddy creek water from Burpengary Creek.




More photos of inside our home showing that clean storm water entered our property

and not muddy creek water.

Photo of wet carpet



Brett & Lynn Doyle

| Burpengary Q 4505

Flood Date: L1 Jamuary 2011

Claim #

Home

Claim #

Furntture

Content

3 Draw Bedside Table Amart Furniture h 5100
Corner Desk tkea 100x100x151 | $300
Student Desk lkea 105x50 _ $200
2 Draw Badside Table Amart Furniture 4 $100
3 Shelf Bookcase Office works , 550
Foam Mattress Clark Rubber Double W $200
2 x Foam Mattress Amart Furniture Single 5200
Timber Bed + Trundie Amart Furniture King Single $900
Office Desk Amart Furniture 800x1650x750 $300
Modular Lounge + Chaise Ven lensen 3 Seater + Chaise $1,600
4 Kitchen Bar Stools Amart Furniture Mnr rome with gas lift base $400

!




Toys in toy room - bottom of cupboard

Variety .

HP Computer Hardrive Hewlett Packard 51,300
Hp Photosmart 5280 Colour Printer Hewlett Packard $250
Mitsubishi Television Mitsubishi CT-29AC1(A) 68 cm $1,000
Video Recorder Samsung SV-250B 5200
DVD Player Tevion TEV1020 $100
Iphone 16GB Apple 51,000
Fridge/Freezer Admiral 410L 51,000
Fridge Westinghouse 5500
Freezer Kelvinator 290L $400
Car Fridge Trail Blazers 60Litre §2,200
Wil Fit Board Wi $150
W1 Band Hero (Guitar + Drumis) Wl 5250
4 Plug surge protector board Dick Smith sS40
Plasma TV Celestial 42inch $1,500
DVD Player ‘Sony $380
Technics Stereo system Technics 51,500
Nintendo DS Console & Charger Nintendo $300

Pee Wee Motorbike Pee Wee 50cc
Matorbike Grudge 70cc
Motorbike Grudge

4x4 Motorised C

Toys R Us




Nature's Touch Quilt

Pitlow .qmzm

King

Nature's Touch Quitt Piliow Talk Queen

Kids Car Track Matt Rugs A Million 100 x 200
Toy Room Mat Rugs A Million 230330
Lounge Room Mat Deco Rugs 160x 230

Booster Seat Safe n Sound Maxi Rider AHR
4 Burner BBQ Beefeater Cordonbiu

4 x Motorhike Helmets Grudge

Shoes Variety

Food in Fridega & Freezers Variety

Clothes Variety

2 Bean Bags Kmart

Electric Drill Matebo SBE660 5280
Grinder Makita #9077 9inch S500
Grinder Ryohi 4inch $100
Generators S600
Air Compressor Puma Industrial 2 cylinder 5665
Cordless Drill Matebo BSP12PLUS $480
ARB Rattle Gun Chantia 12 volt 5100
Ride-on Mower John Deer S4,000
Push Mower Kmart - Gardener's Choice $400
Push Mower Victa 4 stroke $555
Whippersnipper |Makita $300
Whippersnipper Stihl $300
Generator Honda 2kva mNN@o

m
:
{
m




nmaumﬁ.m to all bedrooms & toy room

Quoted approx.

$9,500

skirting boards to be replaced

4 Internal doors

m_mm_#_«. warped

Internal door at garage

Damaged

Internal walls to be cut & decontaminated

internal walls to be painted 56,800
Kitchen 510,000
Pool Pump OGnga Pump PPP-1100 $870
Kreepy Crawly Barracuda $600
Pool Filters $220
Chemicals to pool .

Concrete surrounding pool area Has lifted and cracked _ L
Water tank pump R

Aspley Earthmoving 'Repairs to driveway m 5800
Aspley Earthmoving Quote for road base washed away in driveway 52,500

Eumrm:m machine in laundry

Invoice attached A

Contaminated but still working okay

Fridge & Dishwasher in _A_ﬁn:m:

TV c.‘ﬁ.
Coffee Tabie
2tamp Tables.

O,cmm: size M_Bam_. vma
2 Single Beds -+
Single Racing Car mmn_

Contaminated but still working okay

- nosmmg_:mﬁmm..4"._‘_0tm*:“_< these

7 items. -
will cleah up okay




Properties Flooded on Tuesday, 11 January 2011
Mathew Crescent & Annette Court

Burpengary

These properties listed below were all inundated with storm water on

Tuesdéy, 11 january 2011;

Prope'r'ty Insurance Company _ D_ecision
I Viathew Crescent AAMI Approved — Storm Water

I athew Crescent NRMA Approve n
I \iathew Crescent NRMA ' Approved —Storm Water
- M.at_hew Crescént Vacant rental | |
B Viathew Crescent RACQ . Approved — Storm Water
Il Vathew Cre’sc_e.ht Suncorp Approved ~ Storm Water
-Vlathew Cresﬁent HBA Approved — Storm Water
[ ] Mathew _C're-s.ce_nt" Suncorp Approved — Storm Water
Il Annette Court | Suncorp Approvéd —Storm Water
Bl Annette Court 'NRMA Approved — Storm Water

Il Annette Court Suncorp Approved — Storm Water




e ITWVoS o

-

e DS

oL

,>,
s
= . : . . . . P e — S e




Properties Flooded on Tuesday, 11 January 2011
Mathew Crescent & Annette Court

Burpengary

These properties listed below were all inundated with storm water on

Tuesday, 11 January 2011:

Property Insurance Company Decision
B Vathew Crescent AAMI % Approved — Storm Water
I Viathew Crescent NRMA Approved — Storm Water
I athew Crescent NRMA Approved — Storm Water
B Viathew Crescent Vacant rental
-Mathew Crescent RACQ 4?% Approved — Storm Water
-Mathew Crescent Suncorp Approved — Storm Water
[V athew Crescent HBA Approved — Storm Water
-Mathew Crescént Suncorp Approved — Storm Water
.Annette Court Suncorp Approved — Storm Water
iAnnette Court NRMA ?%: Approved - Storm Water
.Annette Court Suncorp Approved — Storm Water
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THREAT REDUCTION

Council reveals plans to
help better protect
Burpengary residents from
major flooding.

FULL REPORT BELOW

FLOOD SUPPORT

The Regional Communily Association
Moreton Bay expect to this month start
providing a counselling and support service
for those who have been affected by floeds
in Cahoolture. For detalls, phone 3480 8700
or emiall recovery@rcamb.com.au,

FUNDS ALLOCATED: WORKS PLANNED FOR
BURPENGARY AREA HIT IN JANUARY FLOODS

GLENN ROBERTS
robertsg@qst.newsitd.com.au

A $600,000 program of works
is planned to reduce the
threat of inundation to an
area of Burpengary hard hit
during January's floods.
"The Moreton Bay Regional
Council plan includes the
construction of two levee
banks and installation of
one-way valves on drains in
the, Mathew Cres area.

Cr Adrian Raedel (Division
12) said the exact location
and length of the levees
would be decided after the
council had consulted with
local landowners.

However, initial plans are
for one on the northern side
of Burpengary Creek and
one on the southern side.

Or Raedel said the couneil’s

flood modelling showed the
measures should mean that,
in a one-n-100-year flood,
residents “‘shouldn’t get too
much” water flooding on to
their properties,

ry 1l was from

rather than creek flgoding.
“He said $300,000 had al-
ready heen allocated but the
council was yet to consider
the case for the extra $300,000
in funding. _

“T'm fairly confident we'll
get the funding,” he said.

Mathew Cres resident
Sondra Adams said she was
impressed that the council

had asked for residents to -

check the council’s flood
data for their properties to
ensure its accuracy,

water inundation:

Lifeline st

e i

PYJAMA PARTY: Maggie Mcka!

JESSICA TAYLOR
taylorje@yst.newsitd.com.au

STAFPF at Lifeline Cabool
ture’s Counselling Centi¢
will be geing to work in thed
pyiamas today to take part ir
Stress Down Day 2011.
Not enly will staff get {«
dress in their flannelette anc
slippers, they will also take
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SURVEY PLAN

Load Tille Act 1994 ; Lond Acl 1994
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RACQ Insurance Ltd

50 009 704 152

2649 Logan Rd, Eight Mile Plains, QLD 4113
PO Box 3004, Legan City, QLD 4114
Telephone 137 202 Facsimile (07) 3031 2750

5 August 2011

Mr B Rubie & Miss A Lewis

Dear Mr Rubie & Miss Lewis,

Household insurance
Policy Number:
Claim Number:

We are pleased to advise you that we are ready to partially settle your claim.

We have now completed hydrological and other investigations relating to your claim. It has been
determined that the damage at your property has been caused by flash flooding / stormwater

run-off.

We refer to your Household Insurance Policy Product Disclosure Statement(s) which state in
part:

Your home

The most we will pay for your home claims

Fiash flood and : We will pay up to 50% of your home

stormwater run-off sum insured or $25,000, whichever is
higher.

Your contents

The most we will pay for your contents claims

Flash flood and We will pay up to 50% of your contenis

stormwater run-off sum insured or $25,000, whichever is
higher, but not exceeding your contents
sum insured.

Based on this information, your settiement has been calculated as follows:

Stream SOW Repairs $ 65,449.52
Replacement Air Conditoners $ 5934.30
Fence Repairs $ 502630
Concrele Slabs Repairs $ 7,300.00
Total $ 83,710.12

Payment as indicated above will be forwarded to you shortly and once accepted represents full
and final settlement of your claim. As agreed, payment will be made by EFT.

CAT L13 2111



We refer your attention to page 18, which state in part:

Damage caused by weather...

Ftash flood and Loss or demage caused:

stormwater run—off *by food; ‘
A sudden flosd caused by % i swimming poels of spas ond their
heavy rain that fell no mare covers, liners and the like;

thar 24 hours prior to the « 1o the water in switmming pools or
flash flovd oy stormwater Spas;

run-aff «by waler being absorbed through

floors, external and internal walls of
your home [including rising damp)
and any subseguent loss or damage te
contents including carpets;

=by hydrostatic pressure bullding
up below or ehind any part of
your home of structure including a
swimming pool, spa or tank;

%10 garden borders, paths, driveways,
paving, free standing or retaining
vialls (whether or not part of the
homel}, tennis courts and other playing
surfaces;

Due to the above policy exclusions, it is on this basis that we must advise that the portion of your
claim for damage to the swimming pool is not one for acceptance.

If you feel that the settlement of your claim was not complete or accurate, you can request a
review of your claim by contacting us.

RACAQ Insurance subscribes to the General Insurance Code of Practice. If you have a claim
which is caused by a catastrophic event and we finalise your claim within 1 month of the date of
loss or damage, the General Insurance Code of Practice requires that we advise you of our
complaints handling procedures when we finalise your claim.

in accordance with this requirement, please find enclosed a copy of our Customer Information
Sheet, which outlines our complaint handling process. This entire process is at no cost to you.

If you have any queries please do not hesistate to contact me on 137 202.

Sincerely,

John
Customer Service Officer

CATL132/11
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