





shed, based on the evidence you compiled and submitted,
My Decision

Thank you for your patience whilst | have read and considered all of the
available material on your file,

The AAMI Home Building and Contents policies provide cover for loss and
damage caused by storm and rainwater, but specifically provides that loss or
damage caused by flood is not covered. | accept that this is clearly set out in
the policy booklet on pages 11 and 19 respectively.

| have reviewed the reports AAMI considered and whilst | understand the
basis of its current settlement offer, | believe there are sufficient doubts
surrounding the evidence it has relied upon to warrant its revision.

Accordingly, | can advise the settlement offer has now been increased to meet
your request damage to a height of 370mm above floor level inside the house
and to a height of 900num for the shed be covered under your claim as being
the result of stormwater runoff. However, damage above these heights will
not be covered, as | am satisfied the evidence to hand supports that it was
attributed to floodwater.

I have now returned your file to AAMI's Claims department so contact can be
arranged with a view to progressing the claim to settlement stage.

My decislon represents AAMI's final decisions in relation to your complaint. If
you wish to pursue the complaint further you are entitled to apply to the
Financial Ombudsman Service (the FOS). The FOS is an independent
external dispute resolution scheme approved by the Australian Securities and
Investments Commission (ASIC). AAMI is a member of this scheme and we
agree to be bound by its deterimination about a dispute. You must make such
an application within two years of the date of this letter to:

Financial Ombudsman Service

GPO Box 3
MELBOURNE VIC 3001

Telephone: 1300 780 808
Facsimlle: (03) 96136399
Website: www.fos.org.au
Email: info@fos.org.au

Amy Cadusch
Dispute Resolution Officer




Questionnaire Insurance:

1.  Personal Details

1. Full Name — Dennis Ward

2, Current Address u-- Fernvale

3, Date of birth - -

4, - Contact Telephone Numbers-

Occupation — Manager

<«

6. Have you made an insurance claim with respect to the 2010/11 floods? If so, with who? What is the

status of that claim?
Yes, AAMI, settled

2. Insurance Details:

7. What property was your insurance policy for? le Home/contents/business, or a combination of any of
these.

Home

8. Where is the property located?

g, Do you have a copy of your Insurance Policy? (Provide the same)

Yes, standard AAMI PDS

10. When did you take that policy out? Approx 18years ago
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11 Have you at any time before making a claim had a conversation with the insurer or the broker about
whether the policy covered flood? If so, please set out the details of this conversation?

| spoke to AAMI on the evening of the 9% of January fo discuss floodmg scenario and in pamcular a possible
storm scenario that did eventuate on the morning of 11 January. 2 different people assured me | would
be covered.

W

Flooding from the Brishane tiver was not discussed as | didn’t think this scenario was possible given the role of
Wivenhoe Dam was to play in flood mitigation. | was wrong in my assumption.

12. Were you provided with a copy of the policy in writing? When? Were you provided with the policy
disclosure documents? (If so please provide a copy) When?,

Yes, each year we receive a copy of the PDS.

Yes
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3. Insurance Claim/s: This part of the questionnaire is
aimed at getting from you an understanding of how
your insurance claim was dealt with. |

13. - When did .you make the insurance claim? (Copy of claim/quotes etc)

12 January, from friends house where we had evacualed to.

14, How did you make that claim? (Person/Phone/Internet/Broker).

By mobile phone when | could eventually get through.

| 15. Were you encourageld or discouraged from making the claim?

nelther

18. What advice were you given by the person you spoke to at the insurance company regarding your
claim? Do you have that advice recorded any where?

That they would get an assessor to us as soon as they could

17. Did an insurance assessor attend your property? (How long after you lodged your claim did they take to

respond)
Initial assessor visit was 3 weeks after flooding. This was after | had called AAMI on at least 3 occasions to find

out when we would see an assessor. We were generally transferred through to another state as the Brishane
office had been flooded and capacity was reduced. The staff said they could not help us, Just make notes that we

had called.

The assessor that did eventually come was not from AAMI and basically added little value to the process.

18. What method of contact did the insurer use to contact you? Personal/phone etc.

Phone, but generally me calling them.

19. Was the claim settled to your satisfaction?

The clalm was not setfied until the end of July after a hydrologist assessment, internal review and a ot of delays
and weekly calls to AAMI.

We got the outcome we wanted, but only after a lot of angst.
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4. Performance of Insurer:

20. How would you describe the performance of your insurer?

Pitiful. Not at any stage did they go out of their way to assist us.

21, Did you have any frouble contacting your insurer when Inquiring or lodging @ claim? [f so how long did it
take? ' :

At first we would wait for approx an hour to speak to someone. Then | got a direct number and wait times were

shorter, although | would keep gelting different people.

22, Did your insurer keep you informed as to the progress of your claim? How/Time Frames?

No, we had to keep ringing them and at no stage would they commit fo a timeframe. Even when they had the
hydrologist report it took over a month for them to advise of & decision, and this was only because | got upsst
with them when told, “that it was with a manager for decision, and she would have to walk over there to find out
what was happening, and the person wasn't even in”

| advised them they called call ine on my mobile, which they did that day. '

5. General matters:

23. Have you made any complaint against your insurance company in relation to management of a claim
arising from the 2010/11 floods? If so, When, Who did you complain to? Nature of the complaint?

Yes, to the financial ombudsman’s office. | was surprised and disappointed at the time to find out the insurer then
had 28 days to finalise the claim. Even though the claim had been going for 4-5 months at that stage.

24, Has your complaint been finalised at this time? If so what was the outcome of your complaint? If not, at
what stage is the matter at? ' :
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Complaint was finalised as settlement was achieved through my own efforts.

The Financlal Ombudsman did come to Fernvale and meet with individual residents fo discuss issues. This was
appreciated by the community.

6. Other Matters Insurance:

25, Are there any other matters relating to Insurance you wish to discuss?

| would have expected AAMI to perform much more professionally and I will look to change insurance company
asap. Which | can now do as 8 months after th_e flood, the house is now back to a normal viahle state.

The accountability and performance of hydrologists. | have attached my view request which details the Issues |
had against AAMI and the hydrologist. Insurance companies appeared to be able to get the support they
needed from hydrologists and | reviewed a number of hydrologist reports and found that the language used in
these reports matched that contained within the insurance companies PDSs.

Hydrologists made assumptions and modelling was not evident. Some insurance companies used the general
report commissioned by the Insurance council which clearly stated that in the Fernvale area, individuel
hydrologist assessments needed to be done as a number of events had occurred and contributed fo flooding.

The hydrologist report completed on our property, consisted of a 30 minute interview and a few photographs.
The report was 3 pages in total and ignored details | had provided. Evidence such as the video that was viewed
in the initial commission hearings was not even mentioned even though a copy had been sent to the hydrologist.
The hydrologist had not forwarded this to the insurance company.

[ was upset that AAMI had accepted the hydrologist report, and then acted on it. | would expect they would have
training fo identity a report that was inadequate and as they finally concluded after an extensive review and
another months delay "contained an element of doubt”. _

A larger hydrologist assessment commissioned by the Somerset Regional Council supported the view that | had
formed.

26. s there anything further you wish to add?

2 Is there anything further you believe could be done to enhance the performance of insurers in refation to
possible future natural disasters? (eg disclosure documents being made simple)

Insurance documents need to be made simpler and consistent terminology used that is clearly defined.

There should be a code of practice that requires insurance companies to maintain contact with the client on a
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regular hasis, not the other way around.
The code of practice should include timeframes.

Staff need fo have adequate training to determine if supporting evidence (ie hydrolog[st reports) are adequate
and nof just take them on face value.

The role of an Assessor needs to be clear and not just a tick and flick process, that proved to be a waste of time.
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The Natiornal Disaster Insurance Review

The National Disaster Insurance Review (NDIR) has been set up by the Commonwealth Government to look into
disaster insurance arrangements. The Commonwealth's review is looking, in particular, at the systemic questions
of how disaster insurance should operate generally. Some of the information you give to the Queensland Floods
Commission of Inquiry might be relevant to the NDIR. Please indicate if you consent to the Queensland Floods
Commission of Inquiry providing your information to the NDIR. If you consent please indicate if you wish the
NDIR to freat your information as confidential. . (Please note that provision of the information you have provided
to the NDIR does not mean that the NDIR will he investigating your individual case. Rather, the information is
heing provided to the NDIR as heing of potential relevance to the general systemic issues they are considering.)

| consent to the Queensland Floods Commission of Inquiry providing my information to the National Disaster
Insurance Review.

B wantthe NDIR to-treat my-informalion-as-cenfidentiak

Edeaﬁebeensentfteih&Queensland-Ffeedseemmissie%f—lnquiFy—previdmgumﬁnfeﬁnaﬁewt&@h&hlaﬁenal
Bisaster-Instrance-Review

The answers that | have given in response to this Questionnaire are true and correct to the best of my
knowledge.

Dennis Ward

..................................................................................................................

14/..9.,.[...2011...
Signature Date
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