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Information current as of 17 January 2011

Contacts

Department of Communities Disaster Rocovery Ling ... 1800 173 349
QUEETTSIE L COVEHITIONL vaee.sssisrissisims s smsissnsssss Sremmimss (13 QGOV) 13.74 68
Queensland Government Interpreter Service ...... reverernesseieessssssirensssnngenenns 19 14 50
Queensland Government ..... e ———————————————— st s s TTY 1336 77
HiihealEn RECHIEE o e g svonsersonuses. "WML Lo LI

Bullding Services AUHOMY ...cocvvwummmismrsssssscssins resssserersisssssissssssssinens 1300 272 272

Centrelink — Erployment Service and Job NEWOIK ... e 1328 50
Gentrelink — Family Assistance Office ............. e ereneaens peresssvnsemnseiissiiiiois 18 81 60
D_epar;ment of Employment, Economic Development and Innovation ..., 13 25 23

Electrical Safoty INfOlNG ..v.vriiieerissssenss e i 1300 650 662

Employment Services INFOrmation ......wuusveesseseee s s 1 B8 8
Insurance Council Hotling ......cuccivvenes rerereiseisensressneenrsssse s 1800 728 228
Lifline Telephone CoUnSeling ... 18 11 14

FAIRWOMK INONINE rsrssrmcssssmrssssecsininassssssssssssss 18 13 94

Financlal Ombudsman Service ‘... oo 1800 337 444

Lagal Ald Queensland ... ettt S —— 1800 651 188

Ipswich Clty Councello..ccv.ee. crockEn syt e a bRV AT e 3810 6666
TTY via NRS (Quote 3810 G686) ..vuereenenimismmmimssisiininnen: wiie TR SGTT

Office of Falr Trading ..o revenroressimmesnrmeenniee 13 18047

Queensland Government Traffic and Travel INFOIMAUION ..ouvuvimiivismissnernesnss 13 19 40

RAGQ Road Conditions ... — et 1300 130 595

T - .
Relationships AUSHAlR .euiinmmmi i 1300 364 277
Residential Tenancles Authorily ... N et TO00 366 311

SaIVO CAIE LING wrvccionsenssmssmssmsmeemssssmsssssssnssssssssssimssmganssssinysss 1300 363 622
s 132500

LBES oo essese s R
The INSUrance OMBUASMAN SBIVICE e mmsmmmmssressssanmsssmmssissse 1300 780 808
Worker Assistance HOUINEG covivvrmiicmii crorivrennerensssnsneeennes 1800 035 748
ENEIgeX e R e U PRRRTPNNOR TP PP P SRR

D EIGON ENETGY covvveoninissesssssmsssssssps it ibsssssisesssssn oresemmsaesss s ISR 13 22 96
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Gmgeth”  REGIONAL COUNCIL

NEWS RELEASE - 19 Jahuary 2011

Flood Clean-up information - Collection of bulk ﬂoofl damage
refuse L 0

Residents are reqilesled to place all flood damaged godds for collection on'the
footpath in urban areas and as close to the road as possible in rural areas.

.“Councll will continue bulk rubbish collections untl Friday 28 January 2011.
- i 0 LN

Flood damaged goods can also be deposited at the Esk Landfill at no chérge up
until 28 January 2011. Councll transfer.siation_s are open as hormal.

Flood clean-up Information - Burning of Rubbish

Should residents be intending to burn flood debris, please ensure this is restricted to
vegetation only, as burning of other ltems may release dangerous chemicals and
toxins Into the atmosphere. :

Mosquito and Di'sggge Control,

_Residenfs should ensure that alt contalners where water'mlght accumulate should
be emptied eg pot plant trays etc. This action will reduce the potential for
mosquitoes and subsequent mosquito borne diseasas.

Donated ltems

Large quantities of donated items still rerain at the Fernvale State School and

_ Lowood High School Hall, Resldents affected by flooding are encouraged {o visit
these locations to resupply themselves with donated furniture, household ltems,
clothing and foodstuffs, - :

For further information aboul this news release, please contact:

Mayor: ' Counclllor Graeme Lehmann
- Chief Executive Officer: : Robert Baln

2 Redhank Street :

(PO Box 117) - T

Esk Q 4812

~
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Need help
with tax?

If you have been affected by natural disaster we can help
with any concerns you might have abotit ta, including:

E fast tracking refunds
@ giving you extra time to pay debts
@ giving you more time to mest activity staterment,
income tax and other lodgment obligations
w helping to reconstiuct tax records where documents have been
destroyed, and make reasonable estimates where necessary

B halping you if you are experiencing seriots hardship.

© € MORE INFORMATION

# visit our website at www. ato, gov.au

81 phone 1800 806 218 between S,OOam and 6.00pm
Maonday to Friday

g for assistance with reconstruction of records register on
www.ato.gow. au/assistancevisit

+
& f” Australian Government

g AX)
EFX 5}({ r .
TN £345( DUOHD |45 1E015) 'gv_;flﬁ'r Australlm Taxatioif Qfflve




yé;%duﬁ Optus increases assistanée 'to customers
. affected by Queensland floods |

12 Jan 2611

Optus has increased Its support for customers affected by the Queensland floods by
adding new measures to Its existing assistance package.,

- The package Includes support for customers that experience financial hardship as a

result of the floods and temporary loss of Optus services. Optus s also working with
Red Cross to dellver 1,500 Pre-Paid Optus mobile handsets loaded with $1,000 of
credit to assist people affected by, the floods in Queensland. These mobile handsets
will be provided to residents who no longer have access to telecommunications
services, regardiess of whether they are an Optus customer, with call credit valid for
up to 186 days, 2

e i
Other measures inc‘lude:

Extended payrﬁent’ period: Customers expe'riencfng financlal hardship as a
result of the floods can arrange special extended payment timeframes for thelr
Optus bill by contacting the Optus Financlal Services team. In addition, in cases of
extreme hardship as a result of property destruction due to the floods,- Optus will
consider waiving a customer's bill on a case by case basis,

Fees walver: Customers that Incur fees for [ate payments, service suspension
or early service termination as a result of the floods can requast to have their
penalty fee walved, No reconnection fees will apply for customers that wish to
reconnect thelr services within 12 months, :

Free fixed-ta-mobile and fixed-to-fixed call diversion: Optus engineers

~ cantinue to work hard during this period to minimise impact on the Optus
network In flood affected areas. Should custorers experience a disruption to their
Optus fixed home phone service, Optus offers free call dwerslon ta any mobile or
fixed number of their cholce,

Consumer customers that are eligible for the asslstance package can contact Optus
Customer Care on 133 937, while SMB customers can contact 133 343,

Optus Is also donating over $500,000 in cash and services to assist the Queensland
flood disaster relief efforts. This includes $200,000 to the Queensiand Premier's
Flood Rellef Appeal, in addition ta the $25,000 pledged throughthe Harvey Norman
fundraising appeal, Optus will also match employee donatlons to the Flood Rellef
Appeal dollar for dolfar as part of Its Internal workplace glving program.,

Media contact: Kasia Ciszak - Optus Corporate Affa]rs - Tel: (02) 8082 7850'

http://www.optus.com.au/aboutoptus/About+Optus/Media+Centre/QLD+Floods/O

ptustincreases+assistance+toteustomers+affectecdtby+Queensland+floods

.
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Somerset: Reglon
Community Recovery Newsletter

26 January 2011

Message from the Mayor Cr Graeme Lehmann

This Communily Recovery Newsletter alms fo inform Somerset residents of current issues relating to the recent
flooding event, as well as offer helpful advice, contacts and infortnation to assist in the recovery of our reglion,

I'm happy to say, our region Is now in recovery mode and we are worklng hard towards bulidmg a strategy to
rebuild the livelihoods and lnfrastructure of our communllles Thiswill be a long term project and patlance from
our communlty Is golng to be paramounl however we will endeavour to keep you up to date with our progless

" As | Have travelled through the Reglon over the last two weeks, | have been touched by those aﬂected by the

floods, and uplifted by the sense of communily and coming together of neighbours friends and strangers in an

efforl to help each other through this disaster.

Our reglon has ralliad together and donated a lot of food and clothes for those who have been affected by the
floods. | would llke to thank those who have donated and also encourage those who been affected to accept
the help of others during this tough time by visiting one of the nominated drop-off points.

jama proud leader within the Somerset pommuhliyl a community that Is willing to pitch In and hei,p others.

Helpful Phone Numbers -

Somsrsét Reglonal Council ~ 5424 4000
A étate Emergency Service (SES) 13 25 00
Financial Assistance {Flood} 1800 173 348
Gantrelink ' 180 22 66
Power - Energex 1362 62
Wator ~ Queensland Urban Utilities 132364
Road Closures — Dpi of Maln Roads. 13 -is 40

- Public Health and Safety - The safely of

our reglon’s reslc'i'antslls paramount; to.ensure you stay

safe and heallhy during flood recovery visll one of the

Recovery Cenlres or www.health.ald.gov.su for
informatlon and practical advice from Queensland
Heallh on how to.ensure your safety after the floods.

Community Recovery Centres ~
Communily Recovery Centres offer a number of
services to flood-affecled residents Including, recovery
information, personal suphor, financial assistance and
counseling. '

LOCATIONS:

.ESIK CWA HALL
Centre Gontact No: 0467 708 358 :
Open dally 10am - 4pm (including Auslralla Day) .

LOWOOD HUB
Centre Contacl No: 5426 3432
Open dally 9am ~ 4pm (Including Australia Day)

FERNVALE FUTURES COMPLEX
Cantre Contact No: 5427 0200
open dally 10am — 4pm (Including Australia Day}

’
i

~www.somerset.qld.gov.au
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Roads Update --Road maintenance crews

are working to repair damage to the reglon's
road and bridge network. Works are belng
prioritised on the basls of aécessibi!lty and
public safely. Council would like to remind
residents to driye according to the conditions
and lo adhere to traffic signs. The resloration of
the reglon’s road network will be a long term

- task and the patience of road users is
appreciated. -Report road issues to Councll by
phone 5424 4000 of emall
mall@somersst.qld.dov.au

For more information on road conditions and
closures visit www.131940.com.au

‘Water & Sewerage ~—Waler supply to all

areas of Somerset is now restored. The boil water

| alert for Lowaod, Fernvale and Vernor has heen

lifted; however a precautionary boll water notice
remailns for the communities of-Minden,
Brightview, ‘Coolana_. Helensvale Estate, Tarampé
and surrounding areas on town supply. For more
information an water related Issues please contact
Queensland Urban Utllities on 13 23 64.

Clean-up Information - Wheslie bin

collection has resumed, however normal

collaction timetables will vary during the coming | |

weeks. Resldents are asked to leave their bin
out until it Is collected.

_Flood debris and household goods damaged as
a restilt of the flood should be placed on the
footpatﬁ in urban areas and clear of the road in .
rural areas, Residents with the capacity to
transport flood damaged goods are able dispose
of rubbish at the Esk Landfill at no charge.

Food Supplies - Supermarkels and shops
across-the reglon are beginning to receive )
deliveries and are starling to restock thelr shelves,
Emergency food hampers are available to familles
affecfed by the floods at Community Recovery
Centres (locations on front pagje).

How can you help? = Volunteers can
reglster to help by calling Council on 6424 4000,
Donated goods including food ahd clothing are
available from the fgllowing locations:

Femvale State School Hall

Esk Recovety-Cenlre, CWA Hall

If you are able to donate cash to the Somerset
Flood Appeal please visit
m.somerset.qld,qov.au for information.

Power — Resldents are reminded that
inundated p'l"c;peﬂies reqlire a‘n inspection from
a licensed electrician, before power can be
reconnected. If you're still experlencing trouble
with power, please call Energex on 13 62 62,

Financial Assistance — The State
Government has a variely of fiood assistance
programs. For information on el!gibiilty and how
to apply, visit a Flood Recovery Gentre or
ww.dld.gov.au/floods '

}\ . www.somerset.qld.gqv.au




*Wide Bay: Bundaberg, Munduber?e, Electra, Maryborough and-GympIe.

Central Queensland: Biloela, Cracow, Emerald, Moura, Rockhampton, Taroom, Theodore and
Wowan

Southern Queensland: Allora, Alpha, Boonah, Chinchilla, Condamine, Dalby, Jericho, Kitarnay,
Surat, St George, Warra, Warwick, Woodbine, Mount Sylvia, Tent Hill, Mount Whitestone,
Grantham, Withcott, Murphys Creek, Gatton, Helidon, Toogoolawah, Toowoomba, Esk, Qakey,
Bundamba, Brassall, Goodna, Ipswich, Mount Croshy, Redbank Plains .

Sunshine Coast: Caboolture, Morayfield, Upper Caboolture

- Brisbane: Flood affected suburbs Including: Albion, Ascot, Brookfield, Bulimba, Charlotte, Chapel
Hill, Coorparoo, Darta, Edison, lamboree Helghts, Lutwyche, Moggill, New Farm, Paddington,
Pinkenba, Roma St, South Brishane, Sherwood, Salisbury, Sunnybank, Tingalpa, Toowong, Valley,
Wacol, Woalloongabba, Wynnum, Yeronga ' ‘

Media contact: Elouise Camplon, I
Reference Number: 455472010

http://www‘tetstra.(:om.au/abduttelst'ra/m'edia—centré/announcements/update-to-telstra-
- assistance-package-for-queensland-customers-affected.xml

()




16 April 2011

The Consumer Appeals Service

AAMI

PO Box 14180 Melboutne City Mail Centre
Victoria 8001

Regarding AAMI building insurance.claim:_

Dennis Ward & Suzanne Jones
Fernvale 4306

Request for Decision to be reviewed,

» Your decision includes 3 separate events based on the Water Damage Assessment.
» The distinction between dot points one and two are the request for the review,
» Dot point 3 is accepted as is.

Please note: The inundation levels contained the WRM assessment are incorrect.

Grounds for review request.

1. That advice prbvided by AAMI prior to the event was that the scenario which occurred on
the 11 January 2011 would be covered.

2. That the ‘unnamed tributary of Ferny Gully’ mentioned in the Water Damage Assessment
falls within the general definition of ‘Drain’.

3. That the Site Inspection by MRM Water & Environment conducted on 3 March 2011 was
not comprehensive,

4, That the Water Damage Assessment is floored and contains assumptions which are not

suppotted by any reference to hydrology modelling. Topography consideration has not been
extensive.

5. That supporting evidence (video and photos) supplied was not included in or referenced in
the Water Damage Assessment.

Review Request

For the reasons set out in this document, that the WRM Water Damage Assessment be set aside and
that the inundation to the inside of the house be approved to 370mm, and shed to 900mm as per
supplementary evidence provided to AAMI Wednesday 13 April 2011,




1. Advice provided by AAMI

On the evening of 9 January 2011 at 10:47pm I phoned AAMI on 132244 to discuss Stormwater
coverage, and in particular obtain clarification of coverage under the heading of “What we cover —
insured events” and “You are not covered”.

This call resulted from a review of the Home and Contents Policy Product Disclosure conducted by
myself on the evening of 9 January. The trigger {or the review of the PDS was;
» the high rainfall on the day of Sunday 9 January that had seen increased runoff due to the
saturation of the ground.
» the Premiers Flood Appeal broadcast on TV, Sunday 9 January, During the broadcast there
was regular advertising from Suncorp Insurance. It prompted us to check our AAMI PDS.

At first I spoke to an AAMI employee on the General Insurance line. I described the situation with
the water that runs through pipes under the road and into the reserve to the west of our property, and
that due to the limited capacity of the pipes, that there was a possibility of the water running over
the road and flooding our property. The lady advised me that I should be covered, but suggested
that she put me through to a claims officer as they would be in a better position to advise.

I then repeated the scenario with the claims person who confirmed that we would be covered if
water was unable to pass through the drain pipes, and flowed over the road into our propeity.

During the call I was advised that the computers were down at this time. From conversations with
AAMI staff following the call on the 9™ January I was informed that no notes where put on my file

regarding the enquiry.
If we had not been covered for the scenatio our intent was to change Insuret.

Telstra phone records for this period shows a call made to AAMI of [3minutes 33 seconds.
(Appendix A)




2. That the unnamed tributary falls within the general definition of a drain.

Please note, the PDS does not include a definition of drain.

drain/dran/

Noun: A channel or pipe carrying off surplus liguid, esp. rainwater or liquid waste.
Verh: Cause the water or other liquid in (something) to run out, leaving it empty, dry, or drier.

trib-u-tar-y/tribys teréMNoun
1. A river or stream flowing into a farger river or lake.

The “unnamed tributary” detailed in the assessment is described as having “ a channel with defined
bed and banks in the vicinity of the property”. The below photo shows that the unnamed tributary
is nothing more than a “spoon” drain. The reserve and drain is fully grassed and maintained by
council with regular slashing by tractor. It is usual dry land.

This feature is not marked as a tributary on council maps, in fact it is not marked on any maps that T
have seen.

The primary purpose of this drain is to remove water from the drain that runs on the south side of
the Brisbanc Valley Highway towards Brouff Rd and beyond to the school. Work was done on the
section of drain between Brouff rd and drain pipes to improve flow in October 2010.

Sarah McCabe states that “However, upstream of the Brisbane Valley Highway the channel is
poorly defined”.

The reason for this is that the drain was put in place when the highway was raised, and is there to
drain water from one side of the highway to the other. The land on that side of the highway is used
for grazing of beef cattle. It is relatively flat at the point of the highway and there is no channelling
ot definition and certainly there is nothing there to suggest a tributary, The flatness of this land
means that it has a tendency to retain water,

Picture of drain adjacent to property. Drain is grassed and was slashed bg} council Thursday 14/4.
: = 33 . o ) = R

I ]




3. That the Site Inspection by MRM Water & Environment conducted on 3 March 2011 was
not comprehensive,

Prior to the site inspection, [ spoke to Samantha within AAMI’s flood assessment team on Tuesday
22/2/11, Samantha informed me at that time that they had the assessors report and detailed the
contents of the report with me, She stated that the claim was still pending a general hychology
report.

Samantha stated that the reason for the hydrology report was determine the percentage of
inundation caused by the first event which was covered, and that of the second event which was not
covered. I understood that explanation,

Samantha called me back shortly afier to advise that a site specific report was to be completed.
There was no mention of the first event being broken into “Storm” or “Flood” components.

Site Inspection

I made myself available to Sarah McCabe on the 3™ of March 2011. T needed to take the day off
from work for this appointment as Sarah insisted that she needed to meet with me at 12 midday.
Sarah was 15 minutes late for this appointment.

The majority of the time on the property was spent in the house detailing the events listed in the
report and taking photos inside the house. No more than a couple of minutes was spent outside of
the house discussing the events, water flow efc.

At no stage during the discussion did Sarah give any indication that the report would be breaking
the Storm event into 2 components, If she had I would have been able to show her evidence on the
property of the direction of water flow,

In the interview [ did mention the damage caused to Brouff rd, and the Rail trail, but neither of
these points have made it into the report. The damage in both instances left large @ 'tmount of gravel
in the direction of our property, indicating direction of water flow.




4. That the Water Damage Assessment is floored and contains assumptions which are not

supported by any reference to hydrology modelling, Topography consideration has not

been extensive,

Sarah McCabe’s assessment includes the following information in paragraph 3.

“Based on the available topographical information, the catchment originates on the south-western
side of the Brisbane Valley Highway and drains directly across the highway to the subject -
property.”

We are in total agreement with Sarah’s statement, however Sarah has not expanded on this in the
assessment and has instead focused on Ferny Gully and unnamed tributary. This is a crucial
oversight in the report. :

Appendix B View 1 shows elevations in the immediate catchment referred to by Sarah. As can be
seen the storm water flow off this area would be significant. In fact, the arca immediately opposite
our property is the lowest point in the catchment. The change in vegetation at the low point can also
been seen from the Google Earth image.

Our observations and that of othets on the day was that the volume of water coming into this
catchment area was so large that in simply flowed across the road into our property.

In addition to this;

> Storm water ran down Brouff Rd, before breaking out in a number of points directing water to
the catchment opposite our property and onto our land. ,

» The volume and velocity of the storm water coming from further up the catchment meant that
water went over the Rail Trail and broke through in a number of places causing significant
damage. Again the gravel trail points in the direction of our house. One of these points is some

500 meters from Ferny Gully.

» Ferny Gully runs in a North East direction. As a result of this Ferny Gully moves further East of
our property the further it goes from the highway. Houses on the East side of Nardoo St, that
back onto Ferny Gully sustained nil, or minimal inundation during the Storm event. See
Appendix B - View 3 for location of Ferny Gully relative to our property.

> Building Materials stored in the South-east corner of the property were trapped in the entrance
gate and fencing on the East boundary of the property, and in the neighbours yard on Eastern
boundary. These materials where trapped in the fencing by the force of water and did not move

with the later flood event. See Appendix D

Appendix B - View2 shows my assessment of water flow as evidenced by damage occurred on Rail
Trail, Brouff rd, and observations of the event.

Sarah McCabe does not reference any modelling done in determining her conclusion. In the section
of “Findings” Saral’s first heading is “Comments”. In the section Sarah lists what she sces as
relevant facts. And as mentioned, does not list or discuss the topography features such as elevations,
ground saturation, the Rail Trail or Brouff rd.

The next section in the heading of findings is headed “Conclusion”. Nowhere in the Water Damage
Assessment document does Sarah provide an actual hydrology assessment that explains what the
volume of water would have been coming down in these areas, where the water would have flowed

and how the water would have entered my propetty according to her findings.




Her “Conclusion” lists four points. I can only gather that this is an opinion as the assessment
method or model used to determine this is missing from the assessment document.

Sarah McCabe has not included in her assessment any details to indicate the accuracy of the
assessment. Hydrology can be influenced by many variables, none of which are listed in the
assessment.

5. ‘That supporting evidence (video and photos) supplied was not included in or referenced
in the Water Damage Assessment,

Sarah McCabe viewed this video during the inspecting and asked for a copy to be emailed to her as
she stated “her boss would be very interested in viewing this as other claims were being assessed in

the area”,
In addition to the video, 17 photos were sent to Sarah on the 13" March 2011,

The photos shown to and sent to Saral included the photos of the damage of the Rail Trail. As
mentioned, the Rail Trail is not mentioned in the report at all.






