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Flood losses_CampbellS - Kitchen

Item Number Cost =~ |Notes =~ Referemce
‘Samsung Fridge 1 $1,099.00
Microwave 1 $179.00
Assorted Kitchen | ‘
Goods $1,707.65
Kitchen Trolleys 2 $83.94 ~ -
! | had already bought a new oven to
‘replace this one, but the house went
under before it could be installed, so the
Electric Oven | 1 $0.00 old one essentially has a nil value. Y
|Freestanding
|Upright
Westinghouse
Electric Oven 1 $773.00 i
Haier Slimline ‘ \ 5 ‘
Dishwasher | 1] $799.00) B
'Egg Poacher 1] $59.95 |
Dining Suite (7 ‘ 1
piece) 1 $999.95 B
Drinkwell Platinum
cat fountain 1 $102.00 |
| | \ |
| $5,803.49
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statement of Sharron Lee Cambell In felation to the January flood event In Redbank, Queensland,

- a suburb of [pswich,

1

7I

10.

1.

My name Is Sharron Lee Campbefl and f am a Senlor Priva cy Office with the Omce of the
information Commissloner,

1 own and occupy In Redbank, the complex known as| R
It Is my principal place of residence, | am years old,

My home Is a two story townhouse, It was Inundated during the January 2011 ﬂnods to

. approxlmateiy four feet below the second story celling.

Duriné the day oflanuaw 11, 2011, | became aware that floodwaters were lkely to affect:
suburbs in the Ipswich area and began taking steps to prepare for this by moving my

_ helonglngs upstatrs

While undertaking this exerclse | was In contact with a friend vla Instant Messenger,
Throughout the day we hath tried to find out more lnformatlon about tha axtent to which-

my home was likely to be affected,
Wa were unable ta locate anything besides a mentlon of the possible Inundation of Bridge St

on the Ipswich City Councll website. Throughout the day I had tha television on Sky News,
and there was no dlrectly relevant informatlon provided through that service,

This was extremely stressful for me as | Hve alone and do not drive, and am responslble fora
numbpr of pets,

. My frlend offered several times durlng the day to come and get me and my pets, but she

lives at the Gold Coast and also dloes not drive, so | was reluctant.to ask her to arrange
someone to come and get re, glven there did not seem to be any Information Indicating a

serious possiblllty of severe flooding ln-.

l began to make plans to remaln on the second story of my home should the floodwatars
reach us, Hilled the bathtub with water as a source of drinking water, broughtall hon-

petishable food upstalrs, and secured my pets in an upstalrs hedraom,

| also packed an evacuation bag--one small hackpack with food for my cats anda water dish,
and a few changes of ¢lothes, flrst ald jtems and over the counter medicatlons-—-and made
plans for an emergency evacuation should It become obvious that remmaining on the second
floor was not feasible. [ strapped the cat carrlers to a furniture trolley and waterproofed it

with tarps and duct tape.

Should It have become necessary, | would have walked out through the easement lacated at

the rear o fJ I = taken refuge in the Redbank Train Station rallway overbridge.
My reason forchoosing this location was that it was high enough it should remain safe from

inundation, it was completely ¢ covered and weatherproof, and it was likely that the power
would remalin on, providing I:ght There was also a source of food arid drinking water In the

vending machines located on the platform.



12,

As the day progressed and the water hecame visible in the tennis court [ began to he

. concerned, and ta doubt the feasibility of remaining on the second story of my home. It was

13,

14.

i5.

16.

17.

18.

19.

20.

21

too late to ask my frlend to come and get me as the Ipswich Motom_ray was covered in water
and she was highly unllkely to be able to get to- glven the trafflc reported on the

news.

| contacted Queenstand Rall to enquire as to whether an exception could be made to the

“rule which forblds animals on the traln, glven the circumstances, but they advised me that

no such exception would be possible, and that if 1 was found to have animals on the traln,

the ticket Inspector would require me to d isembark.

tivacuating to an evacuatlon centre was not feasthla as the news reported that they were
not aceepting anlmals and | was not prepared to leava my animals behind. 1 have bothan
athical and a legal obligation to ensure that they are cared for propetly, and leaving them
behind would have been a hreach of hoth of those abligatlons. ’

My stréss levels increased significantly as the sun went down, exacerbated In large part by -
my Inabllity to find out any Information about what was likely to happen tol IR At
that time, | found It difflcult to credit that we were in serlous danger, given that o one has

made any attempt to warn us to evactate.

Sky News had reported that, In other nelghbourhoods, the SES and/or the Police had advised
residents to evacuate, Glvan that no one had come tc_a complex of 42
townhouses, many of which house famllles with young children, we were unlikely to be in

serlous danger.

The water rose slowly thraugh the tennls court and over the end of the || G
driveway, and It was around that time that | realised we were In serlous danger of flooding,

desplte the authorities not advising the corn plex to evacuate.

. .
[ hegan to make serlous plans to activate my evacuation plan ta shelter In the Redbank
Railwéy Statlon overpa'ss. 1 packed a few more items Inte my evacuation bag, adding a
sweater and a small towel, my iPad and battery backups for my phone, and checked that the
trolley was secure, | Intended to walk out once the water covered the driveway of the unit

focated next to ming, unitill

gefore this occurred, a member of the body corporate committea with whom | had been
speaking throughout the day knocked on my door. Ha advised me that he, his wife, and his
friend were evacuating to his mother’s house, and thiat | could go with them, | sald that|
would not leave my animals behind, and he said that they were also welcome. '

At 21:18 1 made the declslon to evacuate,

I was unable to get one of iy cats at that time as he panicked and, welghing 8.4 kilograms,
when he attacked there was nothing } could dé to get him out from under the hed. | had to
take the animals | was able and get them out. I was hoping | might ha able to return for him.



22. | evacuated with my new friends and got the cats settled in. We returped to -al'
approximately 23:00. At that time | was able to retrleve my other cat, The water was knee

deep, approximately 45 centimetres, at that time.

23. I contacted NRMA, with whom | was insured for approx[métely one hundred and seventy
thousand dollars, In the very early hours of January 12 to advise them of the circumstances
and make a clalm. | was verbally advised that 1 was "not covered for flood”, hut that | should
name three items which were destroyed. I chose my couch, my television and one of my

computers.
Over the next two days, we returned to_a number of thnes to observe the depth
of the inundation, [ also attemptcd to speak with NRWIA on saveral occaslons, which was not

posslbie, I was unable to get ’through .

24

25. | expected my place to be compretely suhmerged glven the speed with wh:ch the waters
rose, but the water did not go higher than approximately halfway up the windows of the
second floor. | was grateful for this fact, glven that | had an Inkling of the expense Involved If
the roof was submerged, but it was small comfort given that | knew that everything n my
hore, and my home itself, would [Ikely be destroyed, including my extensive library.

26. | have been collecting hooks since | was 7 years old, When | came to Australla as a fifteen
year old to meet my father [ brought with me two sultcases: one small one of clothes and
other essentials and one large one of books, tMany of those books [ had still owned when the
floodwaters inundated my library, Of those, only one survived.

27. Only ten percent of my library survived, Of the books destroyed, many were outof print and
are so expensive now | could never replace them. Many were irreplaceable because of the
emotional attachment [ had to them. 1 lost most of what | owned, but the loss of my library
was gutwrenching. 1am still unable ta think or tatk about it without crying.

28, The waters began to recede on January 13, They reached knee deep In my home at
appraxihiately 15:08, | enterad my property, wading through knee deep water, and there
was nothing 1 could do. A large portion of my library and DVDs were sprawled ina muddy
waterfall down the stalrs, When | opened the doors, DVDs were caught in the tide and

floated out of my house.

29, My furniture had been tossed around In the floodwaters and there were holes in the ceiling
from where it had been driven through it. My garage had been reduced to a tangled chaos of
junk, to the point 1 was unable to even hegin to work out how to enter, A friend made thelr
way through to get the door open, having to smash their way lhrough the mess.

30. | went upstairs to see the library. It was utterly destroyed, with many shelves having
collapsed. A neighbour, and his cousin and cousin’s wife came to help me. They asked what
was the most important to try and save, and 1 said the books. They packed up the ones that
has survived In hags, garbage bags and some plastic hoxes and carrled them out to the
cousin’s car. ) think | was in shack, as they told me just to.walt at the car while they carried

the books out,



ZZh

31, There was nothln{; else | could do untll the water went down completely. | teok some photos

and closed my home up, and they drove me and my books to the house of the women who |
was staylng with. '

32, [ awoke early on Frlday the fourteenth and walked down oo e. We had
planned to go down at a [ater thne, but I could not sleep and | had to go down,

33, When | arrived and went in, | went upstairs to try and start cleaning up. | broke down several
times and called sevaral friends for help. t was In extreme emotlonal distress, but | kept
placing sodden and destroyed books nto garbage bags,

34, Shortly thereafter a palr of volunteers appeared In my doorway and asked if ] wanted help.1
sald yes, and they came upstairs to start helping me. | do not have a very clear recollection
. of that day, but the entire house was emptled of belongings. | thmk at one point there were
between six and ten people in iy housa halping e,

' 35, The few items that could be salvaged were placed up high. A friend of mine arrived Ih the

aftgmon'n and sha.b'acked ray belonglngs into her car, | took many photographs of that day.
36, All photographs are set out In the accompanying document.

37, The following day, a number of my friends arrived to help gut the house completely.
Between themand the many volunteers, we were able to rip It down to bare frames.

38, Aformer cnlleague of mine had offered a house for me and my anlmals to stay in, and on
Saturday night | stayed there with a friend.

39, The following day, her famlly came to get us and we drove to_ta callect the few

belongings that were left there, and then to thelr house at the Gold Coast. They wanted to
make sure [ was okay and was not left alone, :

40, After that, | returned to the house at Hendra to try and settle In and make sure the cats
were okay.

41, The following week was spent travelling out_on the traln to keep working on my
home, to get It ready for rebuliding. There was a lot of work to do.

42, | spent tha evenings and early mornings compiling documents, photographs and lists for
NRMA In order that they could assess my clalm. :

43, | returned to work the following week, and worked on ﬁw home after work and on the
weekends, ‘

44. | sought quotes on rebullding my home, and locked in a builder, plasterer, plumber,
electriclan, palnter and other tradespeople. At this time expected the costs to reach
batween twenty and thirty thousand dollars.

45, | had been Informed by NRMA that | was not covered for flood on several occasions, so was
not and am not expecting them to pay any money on my policy, and so | horrowed the
- money needed to rebuild my home. '




46, My home was completed on Friday, March18 2011. _I movad hack in on Saturday, March 193,
2011, The total cost of rebullding my home and replacing the furnishings was In excess of

fifty thousand dollars.

A7. As a.t Sunday, April 3, 2011 ~ over 11 weeks since I made my clatin—1 still do not have a
decislon frora NRMA about whether they will pay any monles on my clalm for approximately
one hundred and thirty seven thousand dollars, Contact from them has been minimal,

48, lam very relleved to be back in my home. Despite It having heen flooded It Is stili my home .
and I feel an emotional connection to it.

49, However | ar extremely angry about the fact that no one came for us. || NGB 2 1arec
complex housing many adults and young children, and no one caie to warn us that we
should evacuate, If Sky news reports were accurate many, many other neighbourhoods
received such warnings but not ona person came to warn us, We were left entirely on our

own and that Is simply not acceptahle,

Slgned:

owes .5 Apri| 90




11 April 2011
10:12 AM
Telephone out to NRMA

Rang NRMA to check on the progress of my claim and to see if they had an ETA for
a decision to be made. The reason for making the call on this date was that Friday
April 8 was three weeks from the date the Hydrologists attended at my premises;
Stacy had advised in her call of the 24" that a decision would be available two to
three weeks after the hydrologists attended my property.

| spoke to Leanne at the number Stacy provided. She advised me that they had no
idea when a decision would be made as they were still waiting for hydrologist's
reports to come in. | asked her to confirm that NRMA had no idea as to a date, and
she said that she did not want to even try and give an estimate as it could be

completely wrong.

| then asked her if someone could call me when the hydrologist's report was received
for my property, as it had been 12 weeks since | put my claim in and, while [
understood that they are under a lot of pressure, it was getting to the point where |
was considering my options to take this further, most likely to the financial

ombudsman.

She put me on hold and went to speak to Stacey. When she returned she advised
me that someone would contact me when the relevant hydrologist's report was
received. They would not be able to give me a decision, which | said | understood.

| also asked her about the hydrologist's report that | spoke to Stacey about on the
24" of February, and advised that | had not received a copy. | requested that she
send it out as Stacy had promised to do. She told me that, because the initial report
would not be relevant to their decision on my claim, they were not allowed to send-
them out. | advised that | understood and was not angry at her, but that | was making
a note of the fact that it was promised to me on the 24" of February and NRMA was
not following through on that promise.

Sharron Campbell (signed)
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INSURANCE

19" April 2011

Insurance Australla Limited

MISS S L CAMPBELL ABN 11 00 016 722
_ ' AFS ‘l.icence No, 227681
-BRISBANE ADELAIDE STREET AN SRSt

QLD 4000 GPO Box 1162
Brisbane QLD 4001 Australia

Telephone 131 123
Facsimile 07 3135 1470

Policy Number(s): - | nrmagld.com.au
Claim Number(s):

Date of Loss: 11/01/2011

Dear Miss Campbell,

Recently you made the above claim for water damage to your home.

Your NRMA Insurance Product Disclosure Statement and Policy Booklet explains what can be claimed
under your policy. '

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

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

to your property.
The information collated Indicates the cause of damage to your property was flood.
As such we regret that we are unabie to cover your claim.

If you disagree with our declslon and wish to request a review of the determination you can contact
Customer Relations: _

Free Cali: 1800 045 517
Free Fax: 1800 649 290 ‘
Email: Customer.Relations@iag.com.au
Mail: Customer Relations

Reply Paid 62759

Sydney NSW 2000

(Free post, no stamp required)

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

your dispute.

If you are unhappy with the decision made by Customer Relations, you may seek an external review.
Customer Relations will provide you with information on external review options, such as referring you to the

Financial Ombudsman Service (FOS).

Please note your No Claim Bonus will not be affected.

009919 07/09




We collect, use and disclose personal information to administer, investigate and assess"this claim. Our
Privacy Charter explains how we handle personal information. If you would like a copy, please contact us.

Yours sincerely,

Graeme Emlay

Clalms Manager






