


STATEMENT OF JAMES JOSEPH HIGGINS IN RESPONSE TO REQUIREMENT
TO PROVIDE INFORMATION ISSUED TO SUNCORP INSURANCE DATED

30 SEPTEMEBER 2011

~ JAMES JOSEPH HIGGINS, c/- Suncorp, Level 31, 266 George Street, Brisbane, states on oath:

1.

| am the Executive Manager, Queenstand Event Recovery for Suncorp Personal
Insurance, a division of the Suncorp Group.

| have authority on behaif of Australian Associated Motor Insurers Limited (AAMI) to
respond to the Requirement to Provide infermation issued by the Commission of Inquiry
dated 30 September 2011 and addrassed to the Suncorp Group.

This response relates to information received by the Queensland Flood Commission of
Inquiry from Mr Julian Chambers in retation to a AAMI Home and Contents insurance

policy.

AAMY's records show that AAMI issued a Home Building Insurance Policy and Contents
Insurance Policy (the policy) to Mrs Rebecca Chambers and Mr Julian Chambers {the
customer) for the period 5 June 2010 to 5 June 2011 under policy number *

- on their property at-South Queensborough Parade, Karalee 4306 {the property).

The property was insured as follows:

a. Compiete Replacement Cost (CRC) for building;

b. $1,000.00 for locating water leaks;

c. $1,000.00 for damage {0 gard=n beds, trees, shrubs and other plants
d. $64,850.00 for generai confents;

e.  $9,500.00 for limited cover specified items; and

£ $1,000.00 extra cover for unspecified portable valuabies.

The following excesses applied to the policy:

a. $400.00 building excess {iota! flexi-premium excess pius standard); and
b. $400.00 contents excess {total flexi-premium excess plus standard};
C. $100.00 standard excess; and

d. $1,000.00 unoccupied excess (if applicable).

Mr Chambers has given information to the Commission which is set out in points 1to 5
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of the Commission's letter directed to me dated 30 September 2011.

Question 1: In respect of the above information, please set out anything with which

AAMI disagrees, and the reasons why.

8. The following table summarises the communications between AAMi and Mr Chambers .
in reiation to the progress of his cfaim.

Date Mode of Communication | Communication details

12/1/2011 | Telephone Mrs Chambers called reporting her house had been
flooded ot 11/1/2011

13/1/2011 | Telephone Mrs Chambers cailed to advise they had not been
able o access their flooded home and required
assistance with temporary accommodation

13/1/2011 | Telephone Called customer to advise that the only temporary
accommodation is at the Gold Coast. They are at a
friend’s house, customer to call back when akie to
leave Ipswich

14/1/2011 | Telephone Mrs Chambers called advising area has been
opened up and she would like emergency
accommodation

14/1/2011 | Telephone Attempted to call customer, no answer, message
teft

14/1/2011 | Telephone Mrs Chambers called and was advised AAMI is
unabie to provide any temporary accommodation
untit her ciaim has been assessed and that
assessor is being arranged as a priority

17112011 | Telephone Attempted to call customer, left message to cail
back

17/1/2011 | Telephone Calied Mrs Chambers and advised of claim details
and that assessment has been booked

20/1/2011 | Telephone Mrs Chambers calied and confirmed assessment

17/2/2011 | Telephone Mrs Chambers called requesting update of ciaim

, and she confirmed that assessment had occurred

{ciaim )

assigned three weeks previousily, Mrs Chambers was

ta event advised assessment report not yet received and

team) that hydrology report also required prior {0 claim
decision being made

25/2/2011 | Telephone Mrs Chambers called and was advised the
assessment report has not been received,
hydrology report will be provided for review jwhen
obtained] and if not satisfied with findings there is

618458341 page # N




an avenue for appeal

4/3/2011

Tetephone

Mr Chambers called seeking update, was advised
assessment report received, still waiting for
hydroiogy report

11243720191

.Telephone. ...

|-Mrs Chambers called seeking update as she says

her neighbours have been advised they are covered
by another insurer

14/3/2011

Telephone

Mrs Chambers called, was advised that the
assessment report had been received and
hydrology report had been released from ICA and
currently being reviewed

211312011

Telephone

Mrs Chambers called and was advised we are
walting on review of the hydrology reports prior to
making a decision

28/3/2011

Telephane

Mrs Chambers called and was advised that claim is
being reviewed by management

1/4/2011

Telephone

Mrs Chambers cailed and was advised the claim is
siill with management

4/4/2011

Telephone

Mrs Chambers cailed and was advised claim is still
with management

8/4/2011

Telephone

Mrs Chambers called and was advised claim is still
with management

12/4/2011

Telephone

Mrs Chambers called and wanted fo know the
timeframe for making a decision regarding the claim

15/4/2011

Telephone

Mrs Chambers called for an update and was
advised that due to comments made by her [that
she had been told the ciaim would be covered] the
operator who lodged the claim ontine 10/11 was
being inferviewed by investigations

19/4/2011

Telephone

Mrs Chambers called seeking status of claim, was
advised it is currently being investigated

18/4/2011

Telephone

Called customer and advised that operator to be
interviewed

277472011

Telephone

Mrs Chambers called and was advised that
interview to be conducted and report will be to hand
shortly

28/4/2011

Telephone

Attempted fo call cusiomer and left message
regarding re-scheduling of inferview with operator

4152011

Telephone

Mrs Chambers called and confirmed she is aware
we will be in confact once a decision has been
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made

10/5/2011 | Telephone Mrs Chambers cailed and was advised that
interview transcript compieted and is now with
management

1.12/5/2011 | Telephone .. . ... . | Attempted to cali customer to advise that claim not

covered, left message to call back

12/5/2011 | Telephone Mrs Chambers called and advised that ciaim not
one for acceptance, further advised that operator
did not recall the relevant telephone cal

12/5H11 Email Email sent to Mrs Chambers advising of claim
decline
26/5/201%1 | Facsimile Facsimile received from Legal Aid

9, AAMI would iike to highlight the following in relation to the issues numbered 1 to 5 in the
Requirement fo Provide Information.

10. Point 1: AAMI's records show that it was Mrs Chambers, rather than Mr Chambers who
made the claim on 12 January 2011. AAMI ciaim notes record that when Mrs Chambers
rang again on 13 January 2011, she advised that she lives on the river, and the Claims
Advisor responded by advising that AAMI] does not cover flood but that an assessor
would attend fo advise if covered. The claim notes record that Mrs Chambers “was
shocked as she advised original operator stated 99.9% that she would be covered”.
This assertion was investigated by AAMI, however the original operator could not
specifically recall Mrs Chambers’ cali. She was able to explain the usuai information
communicated to customers, and this is set out in detail in my response to question 5
below.

11. Point 2: AAM! issued instructions to its assessor on 17 January 2011 and advised Mrs
Chambers of the assessor's appointment the same day. The assessor contacted the
customer on 19 January 2011. The assessor attended the property on 31 January
2011. Therefore, the assessor attended 13 working days efter the claim was lodged, not
four weeks.

12.  Point 3; During the course of managing this ciaim the customer was contacted on 8
occasions and the customer contacted AAMI on 22 occasions. The majority of the
commuipications were between Mrs Chambers and AAM!. AAMI has a record of anly
ong cal from Mr Chambers, being on 4 March 2011

13. Point 5: AAMY's Consumer Appeais Service notified the customer of the outcome of the
Internai Dispute Resoluiion process by letter dated 14 June 2011,

Ouestion 2: Please provide a copy of Mr Chambers’ contract of insurance which applied
in respect of this cliaim.
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14. A copy of Mr Chambers’ contract of insurance and product disclosure statements for
AAMI's Home Building Insurance Policy and Home Contents Insurance Policy are
attached as Annexure 1.

Question 3: Please advise the exient to which AAMI kept Mr Chambers informed of the

progress of his claim from the date the claim was made, including the dates on which =

| AAM! contacted Mr Chambers; the mode of communication for each contact: and the
details of that communication.

15. Over the course of the customer's claim and as at the date of this statement, AAMI's
records show that communications either occurred or were attempted between AAMI
and the customer:

a. AAMI contacted or attempted to contact the customer on 8 occasions;
b. The customer contacted or attempted to contact AAM!I on 22 occasions; and
c. Legal Aid Queensland contacted AAMI on 1 occasion,

16. Details of the dates on which AAMI contacted the customer, the mode of communication
for each contact and the defails of that communication are contained in the table above.

Question 4: Please provide copies of ail resords inciuding audio recordings, in respect
of the claim and internal review, including, but not limited to, all communications
between Mr Chambers and AAMI.

17. A copy of AAMY's electronic records of policy and claim details in relation fo
communications between AAM! and the customer are attached as Annexure 2.

18.  In order to consider Mrs Chambers’ statement that during her call of 12 January 2011
she was advised it was 99.9% she wouid be covered, AAMI arranged for
B - ~~Mi internal investigator to interview _ the Call Centre
Consultant who took that call.

19, Attached as Annexure 3 is an audio tape recording of that interview.
20. Attached as Annexure 4 is a copy of a fransciipt of that tape recording.

Question 5: In respect of point 1 above:

8.1 Does the account of the telephone conversation outlined in point 1 accord
with AAWMI's records? in particular, what advice did AAMI give to Mr
Chambers on that occasion?

21.  AAMI did not give Mr Chambers any advice on that occasion. The call was made by
Mrs Chambers. The claim notes of that conversation record that Mrs Chambers
reported “due io storm my house has flooded”.

5164593/1 nage 5



22. The claim notes do not record whether and if so, what, information was communicated
by the Call Centre Consuitant,- to Mrs Chambers. | have read the
transcript of the interview with From that transcript, | understand the
position to be that Ms [JJif does not recall the specific conversation with Mrs
Chambers but says that:

~ a. She was aware that AAM! did not cover flood, but did cover some water events
such as storm.
b. If Mrs Chambers had mentioned a river, she would have noted that in the claim

notes as she was aware that this would be of reievance to a Claims Consuitant
in determining the claim.

¢. She wouid have told Mrs Chambers that she was covered for flood if it is
confirmed to be from the storm.

d. With the Brisbane claims, she {and others) emphasised to customers that it
(damage) had to be from storm damage for it to be covered and that they are
not covered if it was from a river.

e. Customers were advised fo lodge their ciaim as a storm and that we [the call
centre staff] don’t know if its actually covered because it had not been
confirmed.

Question &: In respect of Point 2:
6.1 Please provide a copy of AAMI's instructions to the assesser concerning Mr

Chambers’ claim.

23. A copy of AAMI's Home Assessment Insiruction Sheet dated 17 January 2011 is
attached as Annexure 5.

6.2 Was it four weeks or so before an assessor atiended Mr Chambers’
property? if so, why did it take this much time?

24. The assessment instructions were issued on 17 January 2011. The assessor,
Cunningham Lindsey Australia Pty Lid (Cunningham Lindsey) contacted the customer
on 18 January 2011. A site inspection was arranged for and took place on 31 January
2011. Mr Chambers was not in attendance at the appointed time.

25. Therefore, the assessor attended the property 13 working days {2.5 calendar weeks)
after the claim was lodged. not four weeks,

Guuestion 7: In respect of Point 3:

7.1 When was Mr Chambers’ claim determined?

26. The customer's claim was determined on 11 May 2011.
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7.2 Please provide details of the steps taken, including any investigations
made, in determining Mr Chambers’ claim; and details of when each step
was taken.

27.  The steps taken, and investigations made, in determining the claim were as follows:

[ Date Action Taken

12/01/11 Claim ledged.

13/01/1 Advised customer that an assessor would be appointed as AAM!
did not cover Flood.

1710111 Asgsessor appointed (Cunningham Lindsay).

31/017/11 Cunningham Lindsay conducted site inspection of insured
property.

17/02/11 Confirmed to customer that AAMI would require the hydrology
report being prepared by the ICA prior to making a decision on
the ciaim.

18/02/11 Property assessment report received by AAMI from Cunningharm

Lindsey, including Fiood Questionnaire compieted an the basis
of infarmation provided by the customer to Cunningham Lindsay.

Note: Although the claim notes on 25/02/11 say “advised insured
we are waiting on C&L report”, it would appear that the CL report
had not yet been reviewed by this date (as it had been
received).

Early March | All flood claim files managed and coordinated by Flood Team
management to segment into decision types {e.g. loss dates)
and identify compiexity levels for decisions.

10/03/11 Hydrology report released by the Insurance Council of Australia
(iCA).
§/04/11 Claim examined by AAMI's Acting Technical Event Manager.

Determined additional information required {e.g. necessary to
inferview the call cenire consuitant who iodged the claim, as tu
what advice was given to the customer).

Week of Request forwarded to Property investigations to interview call
8/Q4/11 centre consuliant.
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28.

28,

02/05/11

Call centre consuitant interviewed as fo what advice she
provided to the customer during that cali.

About Acting Technical Event Manager sought legal advice from

06/05/11 Suncorp Group Legal in relation to the customer's claim. That
_legal advice, which is and remains the subject of iegal . .
professional privilege, was provided on 11/05/11.

12/65/11 Claim determination made - claim is not for acceptance as the

damage was due to overflow of the Bremer River which adjoins
the insured property.

7.3 What information did AAMI rely upon in making the decision about Mr

Chambers’ claim? How, if at all, did the assessor’s report impact on the
decision? Was this information provided to Mr Chambers? If not, why was it
not provided?

The customer’s ciaim was decided on the basis of relevant information held by AAMI at
that time, inciuding:

Property assessment report of Cunningham Lindsey dated 31 January 2011,
which included:

() a Flood Questionaire completed by the assessor from information provided
by the customer;

{ii) an aerial photograph obtained from Nearmap of the area as at 13 January
2011;

(i} photographs taken and detaiis of damage recorded by Cunningham Lindsey
during the site inspection.

A copy of the report and its enclosures is attached as Annexure §;

Joint hydrology report titled Flooding in the Brisbane River Caichment, Voiume 1
An Overview and Volume 3 Flooding in lpswich City LGA {available for downioad
at www insurancecouncii.com.au}, dated 20 February 2011. This report identifies
rainfall in Karalee and flooding behaviour of the Bremer River across the time
pericd 10 - 14 January 2011, including river heights in iocations near Karalee;

Queensiand Reconstruction Authority interactive Fiood Map {avaitable from
www.gidrecanstruction.org.au).

The Cunningham Lindsey assessmeni repart provided AAM! with relevant information
such as the height above ground level of the dwelling {(approximately one metre} and the
depth of water at the customer’s dweliing (at least to roof level). The report alsa
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.30.._

3.

32.

33.

34,

35,

confirmed that the customer was unable to provide any anecdotal information as to the
progress of water inundation. Mrs Chambers advised the assessor that she had left the
premises between 3pm and 5pm on 11 January 2011 and did not return until Thursday
evening (13 January 2011), and Mr Chambers had been extremely busy assisting
neighbours to escape the rising flood waters.

On that basis, there was no anecdotal evidence suggesting that the expert
determinations reached in the joint hydrology report for that locaiity commissioned by
the ICA should not be considered sufficient to assess the insured property.

When the claim was determined, a letter was sent to the customer advising the claim
had been declined. The letter referred to the joint hydrology report, noted that the report
was over 260 pages in length, and outlined to the customer the relevant conclusion from
this report, namely that the inundation was caused by flood water escaping and
overfiowing from the Bremer River at the time the insured property was inundated. The
letter also identified the aerial flood mapping on the Queensiand Reconstruction
Authority’s website as information relevant fo the matter. AAMI did not provide a copy of
the report or aerial maps, but advised the website links where the customer couid
access each of those,

In addition to the above, AAMI also provided the customer with a copy of the
Cunningham Lindsey assessor's report and, from on or about 14 April 2011, information
on the Queensland Premier's Disaster Relief Fund. Aithough these documents were not
referred to in the decline letter sent to the customer, they were always sent as a matter
of process. Attached as Annexure 7a is a copy of the information on the Qld Premier's
Disaster Relief Fund sent to the customer.

7.4 Did any factors impede the determination of Mr Chambers’ claim?

In order to determine the claim, it was necessary fo identify the source of the damage.
This required that a property assessment be undertaken, and the information gained
considered in light of a hydrology report.

in addition, AAM{ was aware that Mrs Chambers believed she had initially been advised
when she lodged her claim (12 January 2011), that on the basis of the information the
customer provided to AAMI at that time, it was 99.9% likely her ciaim would be covered
and AAM! felt this warranted internal investigation. The customer was advised by AAM}
on 13 January 2011 that the poiicy does not cover flood damage and AAM! specificaily
confirmed an 14 January 2011 that the claim was for consideration only.

7.5 When and how was the decision first communicated to Mr Chambers?

The claim was determined on 11 May 2011. AAMI ielephoned Mrs Chambers on 12
May 2011 and left @ message on her mobiie phane asking that our call be returned. Mrs
Chambers returned our cali on 12 May 2011 and was informed that AAMI was declining
the claim and wouid write confirming this decision. The decision ietter was posted to Mr
and Mrs Chambers on or about 12 May 2011. The decision letter was aiso emailed o
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3J6.

Mrs Chambers at her request on 12 May 2011.

Attached as Annexure 7b is a copy of the decision letter to the customer dated 12 May
2011,

‘Question &: In respect of Point 5:

8.1 When did Mr Chambers or his iegal representative make a request fora
review of the decision to refuse Mr Chambers’ claim fo AAMI, initiating the
Internai Disputes Resolution process?

The AAMI Consumer Appeals Service {CAS) received a Registration notification
(Registration) by email from the Financial Ombudsman Service dated 11 May 2011
advising that FOS had received a dispute and would assess whether it fell within its
Terms of Reference. The email stated FOS did not require any action at that stage, but
that if AAMI was yet to review this dispute in accordance with its internal Dispute
Resoelution {IDR) procedures, FOS would encourage AAMI to do so. A copy of that

As at that date, the claim had not yet been determined. However, a determination was
made the following day, and a letter was sent by emall to Mrs Chambers advising of the
decline of the ¢laim and advising of the IDR and FOS review processes.

In accordance with AAMI’'s usual practice, receipt of the notification from FOS caused
CAS to request the claim file in order to commence an IDR process. Therefore,
notification that the claim was declined and commencement of the IDR process were

8.2 What steps were or have been taken, including any investigations made, in
reviewing the decision fo refuse his claim; and when was each step taken?

On 12 May 2011 Mrs Chambers was advised verbally that the claim was not for

The compiaint was eievated {o CAS for review as described in response to question 8.1
above. Pursuant to the request, CAS received all the information pertaining fo the
decision to deny the claim, including the Cunningham Lindsey report, flood map and
checklist, scope of damage and the decline letter. CAS also had availabie to it the joint
hydrotogy report and aerial mapping availabie on the relevani websiies.

On 17 May 2011 CAS wrote to the customer by letter attached as Annexure §
acknowledging receipt of the matter and advising an anticipated completion date for the

CAS had created a team of siaff members with extensive {DR experience ta review fiood
matters, consisting of a Team Leader, Senior Dispute Resolution (8DRO), two Dispute
Resaiution Officers (DROs}. The file was aliocated on 17 May 2011 to a DRO to
sconduct a review in accordance with AAMI's Internai Dispute Resolution process.

37.
email is attached as Annexure 8.
38.
39.
cffectively simulfaneous.
40,
accepiance, and a deciine letter was emailed.
41,
42,
review of 31 May 20%1.
43.
516459341
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44.

45.

48,

47.

48.

49,

a0.

51,

On 26 May 2011, CAS received a written submission from Lega! Aid - Queensiand
{LAQ) on behalf of the customer requesting a review of the customer's claim. Attached
as Annexure 10 is a copy of the faxed submission to AAMi from LAQ dated 26 May
2011,

15 business days would be required to consider and respond to his submission.
Attached as Annexure 11 is a copy of the letter from CAS to the customer dated 27
May 201%1.

On 14 June 2011 the DRO completed a review of the customer’s dispute. The DRO
was satisfied AAM} had established the damage to the insured property was a result of
flood as defined in the AAM! Home Building Insurance Policy and was not covered by
the policy.

On 14 June 2011, CAS wrote {o LAQ advising that the IDR determination was to uphotd
AAMI's decision to not accept the claim. Attached as Annexure 12 is a copy of the letter
from CAS to LAQ dated 14 June 2011.

B.3 Has AAM! made a decision regarding the review of Mr Chambers’ ¢claim? if
so, when and how was this decision communicated to Mr Chambers? What
information did AAMI reiy upon in making the decision which was the resuit
of the Internai Dispute Resolution process?

AAMI has made a decision regarding the review of Mr Chambers’ claim.

The review request had been iodged by LAQ on behalf of the customer, therefore the
review decision was communicated to LAQ. This was done by ietter dated 14 June
2011 setting out AAMY’s final decision not to accept the customer's claim as a resuit of
it's Infernal Dispute Resolution Process and advising LAQ of the customer's entitiement
to appeal to the Financial Ombudsman’s Service (FOS).

CAS relied upon all documents provided in the claim file.

8.4 i not, why not; and when is it expected that the internal review process will
be completed and Mr Chambers advised of the result?

Not applicable.

Closing Comments

92. A FOS Notice of Referral was received by AAMI or 30 June 2011.
53.  AAM! respanded to the Notice of Referral on 26 July 2011 and commissioned a desktop
site specific hydrology report for the property.
24.  After the widespread flooding of Brisbane City and Ipswich City, FOS held a number of
discussions with its member insurers. The ouicome of these discussions was that FOS
61648083/1 i page 11



indicated to members that it would not be unreasonable for a member to rely on the
Joint Hydrology Repaorts for the Brisbane River Catchment and the Ipswich Local
Government Area in deciding claims for flood damage. At the time of these discussions,
it was exceptionally difficult, if not impossible, to obtain site specific reports.

~55. By July 2011 there was mare capacity to obtain site specific reports. Accordingly, fo

fully explore more recent allegations made by Mr and Mrs Chambers about the nature of -

the inundation of their house (which had not been raised at the time of the initial
determination or the iDR determination}, AAMI obtained a site specific report for this
property. This report is dated 8 August 2011 and is attached as Annexure 13. The
report states that:

¢ The subject property is iocated adjacent to the Bremer River. Runoff from
around the subject property wouid drain to the Bremer River within a few
minutes.

» There is virtually no external stormwater catchment draining toward the subject
property. Stormwater from fand on the northern side of South Queensborough
Parade drains north and east, away from the subject property.

« The property would have been inundated by flood water at about 9pm on
14 January 2011.

The report supports AAMI's initial decision to decline the claim on the basis that the
damage o the property was caused by flood.

Swaorn by the Depanent

At Brisbane

This 7th day of
October 2011

iig,mes Joseph Higgins

Before me

Solicitor
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aami.com.au

1 May 2010 Page 1 of 2

Renewol Insured Address
[l South Queensborsugh Pde
Home Insurance 'KARALEE QLD 4306 '

policy Number [
009415 41 000 H
Lo I ooy oo

Mrs Rebecca Chambers

Mr Julian Chambers

PO Box IR

MOUNT CROSBY QLD 4308

Australian Assaciated Motor Insurers Lid.
ABN 92 004 791 744 AFSLNMNo. 238173 Ceniral Plaza 1, 345 Queen 5t Brisbane 4000

EHGEAMONRE LA

Amounts shown are GST inclusive

Building Policy

Instalment Period - Monthly
Extra Cover for Portable Valuables Direct Debit from your
Mastercard

Your policy is due for renewal at midnight on 5 June 2010. If there are no
changes to these details, and you want to continue to pay for your
insurance by monthly instalments, you do not need to do anything. Your
policy will automatically renew and we will debit your nominated account
on or around the debit day of each month, until you tell us otherwise.

nihly Instolment -~ $85.25

You can save by paying for your policy up front. The annual premium for

this policy would be $976 {inc. GST).

Please read the Insurance Schedule over the page to confirm important information about you and your policy.

N_1_1_DL_243/409415/009959
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This insurance schedule shows information about you and the policy we
offer. When we receive the required premium from you each month and
on time, this schedule will form the basis of our agreement with you. It
should be read along with your other policy documents for all conditions
and limitatians of cover. It's very important that you tell us if any
information shown is wrong. If you don't tell us, we may not pay a claim
or cancel your policy. To update any information call us on 13 22 44 or

email us at cami@aami.com.au

AMI Home Insurance Schedule

1 May 2010

.Insured Address
IllSovth Queensborough Pde
. KARALEE QLD 4306

Policy Nﬁmber

Page 2 of 2

Your Home
Insured Address

B South Queensborough Pde

KARALEE QLD 4306

Description of Insured Home
Sin?le starey, clodding, built in 1980s, 3 bedroom, 1 bathroom,

triple garage, verandah

Occupied As Owner
Home Use Private
National Trust Classification No
Deadlocks Yes
Keyed Window Locks No
Alarm Noe
Electronic Access No
Security Guard No
Video Surveillance No

Financial Interest St George Bank

Policy Details

Policy Type
Period of Cover

Building ond Cantents
5/06/2010 10 Midnight 5/06/2011

Payment 12 Monthly Instalments
Insured Rebecca Chambers, Julion Chambers
Excesses
Building

Standard Excess $100

Plus Flexi-Premium Excess $300
Contents

Standard Excess $100

Plus Flexi-Premium Excess $300
Extra Cover

Standard Excess $100
Plus Unoccupied Excess {if applicable) $1,000

Building Complete Replacement Cover

Building Cover

Repair or rebuilding costs Unlimited
Building Additional Benefits

Locoting water leaks {policy booklet page 23) $1,000
Damage fo garden beds, trees, shrubs and

other plants {palicy booklet page 23} $1,000
Contents Cover

Total Contents Amount Covered $74,350
General Contents $64,850
Limited Cover Specified ltems $9,500
List of Limited Cover Specified ltems

Engagement Ring 18Ct Gold Ring With 1.4 Ct

Diamond - Princess Cut $5,000
1 X CD Collection X 150 $4,500
Extra Cover for Portable Valuables

Extra Cover Unspecified ltems $1,000
Extra Cover Specified ltems Nil
Llegal Liability

$10 million

Endorsements

Nil

Looking after your policies has never been easier.

At AAMIE we want to make your life easier. Benefit from the convenience of My Policy Manager
where you can view, manage and change your policies online.

Visit the My Policy Manager section of aami.com.au and enter your policy number to register.

It's that easy!



HOME BUILDING
INSURANCE POLICY

Now with Complete Replacement Cover™

Product Disclosure Statement




Peace of mind with AAMI

Peace of mind with Complete Replacement Cover™
for your home building

AAMI home building insurance with Complete Replacement Cover gives you
cbsolule peace of mind.

On top of the protection we normally provide, we cover insured damage or
loss to your home buildings for whatever it costs to repair or rebuild them.

AAMI home building insurance with Complete Replacement Cover repairs or
rebuilds insured damage or loss to your home buildings or pays the cost of
repairing or rebuitding them:

with new materials,
o the same size and standard of your current home.

You will never be under insured with AAMI. See pages 17 - 19,

Peace of mind from quaranteed repair quality

The quality of workmanship and the materiols used in ony repair or rebuilding
of your home and contents that we arrange and outhorise will be guoranteed
for the life of the property. See page 18.




Where to find

Important information
What we cover — the building
What we cover — insured events
What we do not cover — general exclusions
Precautions that you need fo take
What we will pay - new for old
Repairing or rebuilding your building
The AAMI Home Repair Guarantee
Maintaining your building
Other costs
What we cover — additional benefits
Temporary accommodation
Accidental breakage
Cover when you are changing homes
Damage ta electric motors
Locating water leaks
Replacing locks
Damage to garden beds, trees, shrubs and other plants
What we cover — your $10 million legal liability cover
What to do if you need to claim
Helping us poy your ckaim
What happens when you claim
Your responsibilifies
Excesses
Important general information far you
What do we mean by that?
The AAMI Cansumer Appedls Service



Important information

Your AAMI Product Disclosure Statement
The AAMI Home Building Insurance Policy

This Product Disclosure Statement pravides information about the product we
offer: the AAMI Home Building Insurance Pelicy. When we agree fo insure
your building, your policy comprises this booklet ond your policy schedule
which shows the detail of the policy porticular to you. See page 40.

This Product Disclosure Statement was completed on 31 July 2006.

Qur commitment to you

When you are an AAMI policyhalder and you need to claim on your policy,
our claims service will take away the stress and hassle. We are here to help
you 24 hours a day, every doy of the year.

It your home building hos been damaged or someone is claiming against you,
please phone us immediotely on 13 22 44,

Please read this policy carefully ond retoin it so you can refer to it i required.

We rely on the accuracy of your information

When we agree to insure you, to renew or vary your palicy, or to pay your
claim, our decision relies on the occurocy of the information you give us. If that
information is not accurate, we can reduce or deny any claim you may make
or cancel your policy. We never want to have to do that, so yau must answer
honestly, correcily and completely the questions we ask about:

you,
your building,

any events involving your buitding that result in a cloim on your
AAMI policy.




When you receive your renewal notice, pleose carefully check the information
it shows obout you. If ony of that information is incorrect or incomplete, please
call us and we will update our records.

We also require you to:
observe the conditions contained in your AAMI palicy,

pay or agree fo poy us the premium we chorge ond any excesses
that opply,

tell us if you renovate, improve or extend your building ofier the policy
commences. It you don't do this, any payment we make for the repair
or rebuilding of your building may e limited o the cost of replacing it
before it was renovated, improved or extended.

Some words in this policy have definite meanings

This policy uses words thot have definite meonings. To make sure you ore
aware of these words and their meonings, please read “What do we mean
by thot” on pages 38 - 40.

This policy does not cover some events,
circumstances and situations

As you read through this policy, you will see there ore some events,
circumstances ond situotions it does not cover. To make sure you are oware of
these exclusions, please read the whole policy carefully including the section
‘What we do not cover - general exclusions’ beginning on page 14.

See also ‘Important general information for you’ on pages 33 - 37,



What we cover — the building

What do we cover  What is it How much is

as the building? covered against? it covered for?
The building is the Domoge ar loss caused  The cost of repairing
dwelling and ather by the insured evenls  or rebuilding it af the
structures ot the site listed on pages 8- 13, time the damage
used for domestic or or loss occurs.

residentiol purposes.

See below for what the
building includes.

This pclicy also covers ‘other costs' [page 19), ‘additianal benéfits’ [page 20},
and ‘your legol liability’ {poge 24).

The building includes:
outbuildings and permonent structural improvements,
fixtures and fittings thot:
are permanently aftoched 1o the home building or the site,

are stared at the site in o building capable of being locked
while awaiting installcfion.

that port of the building used for performing office work,

services, whether above or below ground, that are your property or
for which you ore lioble,

any jeity of your site owned by you and used only for domestic purpases.



The building excludes:

fixed wall ond floor coverings such as carpets, internal blinds, dropes,
and curtains,

any part of the home building or the site used for conducfing a business,
frade, professional services, or farming of any description,

any part of the building or other structures at the site that cannot be
locked because that building or structure or part of it is being altered,
renovated or rebuill,

a iemporary building or stuciure ar a building or siructure in the course
of construction,

houseboats, watercraft, caravans, mobile buildings {fixed or
free-standing), motorised vehicles of any type and the parts and
accessories of any of these items,

ihe loose surfaces of tennis courts, driveways and paths,

hedges (whether or not they form o fence], lawns, trees, shrubs, plants,
flowers, garden beds or any other living moteriol.




What we cover - insured events

This section describes under the heading:
Yes — the insured events you are covered for,

No - the conditions and exclusions that specifically apply
io poriicular insured events,

Yes

You are covered for dcmoge or loss to your home building
occurring during the period of cover and caused by the
following events:

Animals ond birds - the actions of enimals end birds

Earthquake including subsidence and landslide coused by on earthquake.

Explosion

Fire [bumning with flomes).




No

You are not covered for:

Demage or loss caused by:
vermin, rodents, insects (including termites), domestic animals,
onimals and birds kept in your building or of the site,

scrotching, chewing, tecring or soiling the exterior of all buildings ond
the interior of partiolly enclosed buildings.

Damage or loss caused by tidal wave, tsunami, high tide or other octions of
the seq.

Damoge or loss caused by:

ony process involving the application of heat where there was no flame,
for example, cigarette bum marks or scorch marks ore not covered,

soot and smake where your building o the site has not been domaged
by fire wnless there was an occurrence within your building where no
flame resulted but soct and smoke damage was caused.




Yes

Impact - sudden and unexpected impact of any:
motor vehicle, aircraft, watercraft ar space debs,
object falling from a motor vehicle or aircraft,
falling tree or part of a tree,

aerial, most or sofellite dish which breaks or collapses.

Liquid escaping suddenly and unexpectedly from o:
- water main, droin, fixed pipe, guiter, guttering, fixed fank or droin,
sink, bosin, bath, shower, toilet ar spa both,
dishwasher or woshing mochine,
fixed heating or cooling system,

aquarium,

Malicious acts and vandalism — actual or attempted by persons
who are not living with you.

Riot, civil commotian or labaur disturbances
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No

Damage or loss resulting from:

liquid escoping slowly over a pericd of fime where you could
reasonably be expected to be oware of this condition.

The cost of repairing or replacing the item from which the water or
liquid escaped.

Domage or loss caused if you or anyone living with you participated
in the event.




Yes

Storm and rainwater including stormwater runoff from areas surrounding the

site, or water escaping from any water main, drain, pipe, street guiter, guitering
or surface.

Storm means vialen! wind [including a ¢yclone or tomado),
thunderstarm or a heavy fall of rain, snow or hail.

Theft - by persons who are not living with you.

Thunderbolt and lighining




No

Damage or loss caused by flood. Flood means the inundaiion or covering of
normally dry land by water which:

escapes or overflows from, or
cannat enter, because it is full or has overflowed, or

is prevented from entering, because other water has alrecdy escoped
or been released from it,

the normal confines of any wateicourse or lake, including any that moy
have been modified by human intervention, or reservoir, canal, dam or
stormwater channel.

Flood does not mean stormwater runcff from areas surrounding the site,
or water escaping from any water main, drain, pipe, street gutter,
gutlering or surface.

The cost of cleaning or clearing debris from any pocl or spa.

Damage or loss caused by woter seeping infa ar otherwise entering your
building due to:

a defect o fault in the design, structure or construction of your building
where you could reosonably be expected to be aware of the defec!
or fault,

building alterations, rencvotions or additions.

Damage or loss caused by dust where your building has not been otherwise
damaged by storm.
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What we do not cover
- general exclusions

You are not covered under any section of
the policy for damage, loss, cost or liability caused
by or arising from or involving:

an unreasonable failure o properly maintain or repair your building,
wear ond tear, rust, delerioration or corosion,

mechanical, structural, electrical, electronic or other failure or breakdown,
other thon os provided for under ‘Domage to electric motors’
on page 22,

mould, wet or dry rof, rising damp or dampness,

flood,

storm surge, being an increase in sea level that usually occurs with
a severe storm or cyclone,

fidol wave, tsunami, high tide or other octions of the seq,
erosion or washing away of soil, eorth or gravel,

the woshing away or movement of the surface of ony path or driveway
which has a surfoce consisting of a loose material such os gravel, stone
or diri,

sail movement or setlement,

subsidence or londslide unless caused by the insured event of
earthquake,

the moving, shifting or dislodging of any swimming pool or spo and their
covers ond finers, or any seplic tank or other inground structure unless
coused by the insured events of earthquake or impoct,

the actions of frees, planis or their roots,

actions of insects (including termites} or vermin,



scraiching, chewing, tearing or sailing by animals and birds kept in
your building or at the site,

the lawful taking or repossession of or from your building or site, for
example, a bank laking possession as a result of a mortgage default,

fraud or fraudulent means or devices used by you or anyone acting
on your behalf to obiain benefit under this palicy,

deliberate or intentional acis committed by you or someone acfing
on your behalf or any person living with you,

war, warlike activities or revolution including any looting or pillaging,
asbestos, asbestos fibres, or derivatives of asbestos in any form,

but we will pay for the cosis of remeving and disposing of
asbestos from the building or site where it is directly necessary
as a result of damage or loss caused by an insured event,

You are not covered under any section of
the policy for damage, loss, cost or liability:

directly or indirectly caused by, arising from, or connected with: the use,
misuse or existence of nuclear weapons, or the use, misuse, escape or
existence of nuclear fuel, waste or nuclear materials or ionising radiction
or contamination from such fuels, waste ar materials; or cambustian,
deionation, fission and/or fusion of nuclear fuel or nuclear materials,

directly or indirectly coused by, arising frlom, or connected with actual
or threatened chemical or biclogical pollution or contamination; or
action taken by a public authority or any body authorised by a public
authority to prevent, limit or remedy such actual or threatened release,
pollution or confamination.



Precautions that you need to take

Precautions

You must at all times, and of your expense, iake all reasonable precautions:
for the safety and protection of your building ond the site,
fo prevent bedily injury or domage to property,
to prevent damage to your building,

fo ensure compliance with all statutory obligations, by-laws or
regulations imposed by any public outhority, relating to the sofety
of persons or property.

IF you do not, we may reduce ar refuse to pay any claim you may make.




What we will pay — new for old

Repairing or rebuilding your building

If your home building is domaged during the peried of cover by an insured
event, we will decide if the domage:

con be properly repaired, or
is so severe that we reasonably believe your building will need to
be rebuilt.

Repairing your building

When we establish thot your home building con be properly repaired, we will
decide to:

repair if, or
pay the codt of repairing it,
When we repair your building, we will use new materials.

We will make reasonoble endeaveours ta match materials. Where this does
not achieve on exact match, moteriols that in our opinion match the domoged
or lost materiols as near os reasonably procticable will be used. We will not
pay fo reploce undomaged materiols or ony undomaged part of them fo
achieve a motch.

Rebuilding your building

When we estoblish that your home building will need to be rebuilt, we will
decide to:

rebuild it to the same size ond standord os your current building, or

pay the cost of rebuilding it to the same size and stondard s your
current building.

When we rebuild your building, we will use new materials.



When we decide to rebuild your building and you are paying your premium
in instalments, we will require you to pay the total unpaid balance of yaur
premium before your claim can proceed.

Damage to fixed wall or Hloor coverings
When we repair or reploce domage to fixed wall, ceiling or floor coverings:

we also repair or replace undomoged coverings i this is reasonably
required to achieve a maich with the repair or replacement of the
damaged areq,

the repair or replacement is limited to the room, passageway, stairwell or
functional area where the damage accurred.

Fixed woll and floor coverings are items such as files, floating flaors, fixed
cupboards and shelving.

The AAMI Home Repair Guarantee

The quality of workmanship and the materials used in any repair or rebuilding
of your home and contents that we arrange and authorise will be guaranteed
for the life of the property.

if you are concemed about the quality of the repair or rebuilding of your home
building, you must call us on 13 22 44. We will arrange with you to inspect
the repair or rebuilding and we will arange any necessary reciification work,
You must not authorise any rectification work without our written authority,

Maintaining your building; compliance
with statutory requirements

We insure your home an the condifion that it has been and will continue to
be properly mainiained and repaired, and that it complies and will continue
to comply with local government or other statutory requirements.
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When yau claim for damage or loss to your building, and your building:

has not been properly moinioined and repaired, or
does not comply with locol government or other statutory requirements,

we may reduce our payment or refuse to pay your cloim.

Other costs
We will also pay for the following where applicable.

Demolition and removal of debris
We will pay the reasonable cost of, and, at our option, arrange for the:

demdlition of your destroyed building,
removol of debris from the site necessary for repairing or rebuikding,

removol from the site of fallen and unsafe parts of a iree when the tree or
part of it has impocted with your building cousing domoge o loss.

Making safe

We will pay the reasonable cost of, and, at our opfion, oronge for any
temporary work required fo make safe your damaged or desiroyed building.

Professional fees

We will pay the reasonable fees for the services, if necessary, of on architect
O Surveyor.

Compliance costs

In repairing or rebuilding your building, we will pay the extra costs necessary to
satisfy the current requirements of any locol council or government authority.
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What we cover - additional benefits

Additional benefits included within your policy: | Page
The cost of temposary accammedation 20
Accidental breakage 21
Cover when you ore changing homes 21
Damoge to electic mators 22
locaiing water leaks 23
Replocing locks 23
Domage to garden beds, trees, shrubs and other plants 23
We help with...

The cost of temporary accommodation

When an insured event has caused damage or loss 1o your building, we will
help with the cost of temporary cccommodation for you and, where necessary,
for your domestic pets, provided:

we are safisfied your building is no longer habiteble, and
you were living permanently in it of the time, and

you have claimed on this policy and we are satisfied everything is
in order,

We will pay the reasonable cost incurred by you for comparable
accommodation for up to 12 months while your building is being rebuilt
or repaired.
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Accidental breakage

We will either replace or pay the reasonoble coss of replocing the following
when they are occidentally broken:

any oreo of gloss (including glass fint, if fitted) fixed to your building,
gloss [but not light globes] in o fixed light fitting in your building,

fixed basins, sinks, boths, shower bases, lovatory pans or cisterns in
your building.

We will olso repair or replace or pay the cost of repairing or replacing the
frame of any window, door or shower screen but only if this is necessory
to enable the glass fo be replaced.

We will not replace or pay for:
ony glass in o glosshouse or conservatory,

any port of a fixed cooking or heafing appliance (for example, the
gloss iop of o stove),

ony oreo of gloss or any item which is olready damaged or in an

imperfect condition.

Cover when you are changing homes

When you purchase onother home, we will omend your pdlicy fo cover your
new home provided you tell us obout it and give us ony ossociated information
WE require.

When you provide us with the detoils we require, we will tell you whether:
your new home is one we would nomolly insure,

there is any difference in the terms ond conditions of your policy as
it applies of your new address, ond
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there is any difference for the remainder of your pericd of cover in
the premium poyable for your former home and your new home.

If there is ony difference in the premium, we will refund ar charge you
thot difference.

Any refund we make will be less our reasonable charge for
adminisiiative and processing cosfs.

IF we charge you and you do nat pay the additional amaunt within 14 days
of our notice, we moy reduce the period of cover of your omended policy
to molch the amount you have already paid.

Cover for both your new and current homes - an additional
premium is payable
When you have purchased a new home:

thot we have agreed 1o cover,

and your current hame is being sold,

but fitle for your current hame has not been transferred to its purchaser,
we will cover:

your new name, and

your current home untif the transfer of fitle to its purchoser.

An additional premium is payable for this cover.

Damage to eleciric motors

We will pay the full cost of domoge coused by electric current to an electric
motor if the motor s less than fen years old, when the molor is in o piece of
fixed domesfic equipment forming part of your building,

We will not pay if the domage 1o the motor or the equipment is covered
by o new product guorantee or warranty.
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Locating water leaks

We will pay the reasonable cost of locating the source of water or liquid
leaking or discharging from pipes and fixiures and fittings at your building.

We will not pay the cost of repairing or replacing the pipe, fixture or
fitting which coused the leok or discharge

The mast we will pay is shown on the most recent of your policy schedule and
renewal nofice.

Replacing locks

When the key fo the lock of any window or external doar of your building
is stolen, we will pay the reasonable cost of replacing or rekeying the locks
operated by that key.

Damage to garden beds, trees, shrubs and other plants

We will help pay for damage or loss to trees, shrubs, plonis, hedges or garden
beds an your site caused by fire or the impact of vehicles [not driven by you or
by any person living at your home).

The most we will pay is shown on the most recent of your policy schedule and
renewal nofice.
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What we cover - your $10 million legal
liability cover

When we will pay

We will cover your legol liability orising from occidents thot happen ot the site.

We will cover you against your legal liability for all claims arising from on
accident or o series of accidents arising from any one occurrence during the
period of cover, cousing:

bodily injury or deoth to a person, other than you or o member of your
family or ony person living at your building or the site, or

damage o or loss of property, other than property which you or your
family or ony person living at your building or the site own or for which
you or they ore legally ligble.

Where your home is a lot or unit which is part of o shaia-ifled
development, and:

there is no other lot or unit obove or below your lot or unit,
you do not hove ony ather liability insurance for your kot or unit, and
we hove ogreed to provide building insurance for your lot or unit,

we will also cover your legat liability arising from accidents that happen on
the common property thot is shown on the plan and is used for domestic or
residential purposes.

Our payment will not exceed $10 million in total {including all legal ond
defence costs and GST).

When we will not pay

We do not provide cover for your legal liability orising from or involving:

any of the couses listed under “What we do act cover’ on pages 14 - 15,

your occuponcy or ownership of ony residence, building or land other
than your home building ond the site,
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a legal liability which arises only because you hove agreed to toke that
liability upon yourself,

a liobility which arises only because you have odmitted liability,

an event that you have arganised or ore legally respansible far, except
where the event takes place within the site,

things done intentianally ar left undone intenfionally by you, or any person
acting on your behalf, with reckless disregard for the consequences,

lifts, cars, molorbikes, minibikes, vehicles, watercraft (including sait boats)
or oircraft {including gliders),

Vehicles do not include bicycles, matarised wheelchairs, golf corts
or garden appliances which do not hove i be registered.

an animal other than a domestic dog or caf,

vibration, or the removal of, ar inferference with the suppart of lond,
buildings or cther property,

alterafions, additians, repairs, rebuilding or redecorofions of your building
or the site where the toial value of the warks exceeds $20,000,

the tronsmission of ony disease, contaminated body fluid or

body product,

the consumption of alcohol or drugs, i your consumption of them caused
or confributed 1o the occident,

employees or workers who ore covered or should have been covered by
Workers' Compensation or similar legislation and wha, at the time of the
accident, were employed by you or any person living at your home,

the use of ony part of yaur building or the site for business, trade,
professionol services, forming of any type, but not:

that part of the building used for performing office work,

25



ony business, kade, profession or occupation conducted or operated
or undertoken:

by you or on your behalf,
by or on behalf of any person living at your home,

by or on behalf of any company, trust or other legal entity in which
you or ony person living at your home hos an interest {legal, beneficial
or otherwise],

civil or criminol pendalties or fines or aggravaied, exemplory, punitive or multiple
domages however described.
F - “fﬁii!!ii




What to do if you need to claim on your
AAMI policy

If your insured property hos been damaged or lost or someone is claiming
ogainst you, please phone us immediately. We may require you fo report the
matter to the police.

You can call AAMI ot any time on 13 22 44,

Qur claims service will take away the stiess and hassle by taking core of
everything for you.

Helping us to pay your claim

When you can provide us with information such as documents, booklets and
photographs showing and/or valuing your building, you help us make speedy
ond accurale decisions regarding your cloim and the repair or the rebuilding
of your building. This inkormation helps establish ownership of property ond its
value ond condition.

This information includes:

receipts, bank ond credit cord statements, agreements and reports,
valuations and photographs {photographs do not hove fo be specifically
of your building; it may be easily identifioble in photos taken, for
exomple, of personal events).

We may require this type of information. If you are unable to provide
information of this type, that establishes ownership and volue of the property
in question ond the value of your claim, then we may reduce or refuse to pay
your claim.
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What happens when you claim on your
AAMI policy

When you tell us obout the domoge or loss 1o your building, where necessary
and as soon as possible, we arronge:

for our ossessor to meet with you, inspect your building and confirm the
full details of the domoge or loss,

femporory repairs 1o and the securing of your building,
temporory accommaodation for you and your family. See page 20.

We discuss with you whot is necessary o make good the domage or loss and
then we will decide either fo repair or rebuild your building or pay the cost of
repoiring or rebuilding your building to the some size ond siandard as your
current building.

Repairing or rebuilding your building

We ordinarily obtain independent, competitive quoles from repairers and
suppliers recommended by AAMI. If you wont, you can choose a repairer
and/or supplier to provide one of the quoles. We review the quotes, including
ony quote from o repairer ond/or supplier you choose, ond what is necessary
to properly repair or rebuild your building. We choose the repairer and/or
supplier who submitied the more competitive and complefe quote and thot

will be the repairer and/er supplier who repairs or rebuilds your building.

We will enter info any building contract with the selecled repairer and/or
supplier on your beholf. We will oversee the repairs ond keep you informed
of their progress.

Changes to your building

You con have changes made to the design ond structure of your building before
repair or rebuilding. Any extra cost of such changes will be your responsibility.
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We may decide ta pay you the cost of repoiring or rebuilding your building
without the changes you require.

What happens to your policy when you claim?

When we establish that... What h(IJ.ppens fo

your policy
the damage or repair your Yaur policy confinues for the
loss can building. remainder of the period of cover.
be repaired, or pay the cost Yaur policy cantinues for the
we decide of repairing remainder of the period of cover.
either io. .. your building.
the domage or rebuitd your Your policy confinues for the
loss can't be building. remainder of the periad of cover.
:Eﬂif; }?;j tglcguef or pay the cost Yaur policy, including the legal
rebuilt, we decide of rebuilding liability cover it provides, comes
cither fo... your building. 1o an end. We also poy,

where relevant, any outstonding
additional benefits. Because our
payment meeis oll our abligations
to you in full, there is no refund of
any portion of the premium.

29




When you claim on your policy,
your responsibilities include

Preventing further damage or loss

Following an eveni that is likely to result in a claim, you must take dll reasonable
precautions io prevent any further damage, loss, cost or liability.

Allowing us access

You must provide us with access to your building and the site to inspect
damage or loss, amange quotations, repair or rebuilding, and undertake
progress inspecfions if required.

Obtaining our written authority for the repair of your building

You must not authorise the repair of your building, apart from emergency
repairs, without our written permissian,

Obtaining our written consent

You must not moke any admissions or setle any claims without our prior
written consent.

Giving assistance — information, notices, negofiating, defending
and settling claims

You must give us the information and assistance we reasonably request in
evaluating the cause, extent and value of ony claim. This may include:

providing us with full defails of the claim in writing,

providing valuatians, receipts or other evidence of ownership,

providing writlen statements,

undergoing an inferview or interviews about the circumstances of the claim,

appearing in court and giving evidence.
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You must promplly deliver to us ony relevant lefters and notices that come
into your possession.

We shall be entitled, but not obliged to defend or represent you in any

legal proceedings relating to an accident or event which moy give rise

fo a claim against us and to cantrol, settle and deal with those proceedings as
we see {if.

We will pay the legal and ciher reasanable related costs of defending ony
claim made against you, provided we appoint the solicitors who wilt defend
the claim and we have told you in writing that we will pay their cos's.

You musi ossist us in olf cur endeovours to negotiote, defend or settle any
claim made under this policy and 1o exercise for our benefit your legal right of
recovery against any other party {including a porty involved in moking good
any domage or loss).

If you fail o assist us, or do nat abide by any of these terms, we moy reduce or
refuse to pay your claim,

T

31



Excesses

Excesses

An excess on your policy is the amount that you must first contribute towards
each claim. If your claim is for more than one occurrence, the excess
applicable 1o each occurrence will be payable.

The excesses that apply to your policy will be shown on the most recent of your
insurance schedule and your renewal notice. When you make a claim we may
require you to pay the excess or we may deduct the excess friom any payment

we make. We will tell you when and how™the excess is 1o be paid or deducted.

When an unoccupied excess is payable, it will be additional to any other
excesses that apply to your cloim.

Unoccupied excess | Your home building is af greater risk of damage
or loss when it is unoccupied for a lengthy period.

Because of this extra risk, if you claim for domage
or loss to your building:

which occurs after your home building has
not been occupied for 60 continuous days,

an additional compulsory excess is payable.

What happens when your building and contents are insured
with AAMI

When your building and contents are insured with AAMI and the event
leading to your claim is for damage or loss o both, whichever is the higher
of your total building and your total contents excesses, including any
Flexi-Premium excesses, will be payable.

AAMI Hexi-Premiums™

With AAM! Flexi-Premiums™, the higher the excess you choese, the bigger
the discount on your premium. Please call 13 22 44 for full defails.
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Important general information
for you

You can contact us:

By phone: Call 13 22 44 {24 haurs a doy every day of the year).

Vio the infernet: aami.com.au

By moil: PO Box 14180, Melboumne City Mail Centre, Victoria 8001,

In person: Call 13 22 44 far the address of the closest AAMI branch o

customer service centre.

When we quote you a premium

When we quote you a premium for AAMI hame insurance, the factors we take
info account include:

the current cost of rebuilding your home building including the associated
costs we cover, such as demolition and removal of debris, making safe,
professional fees, extra casts ta satisfy current coundil or government
requirements, and femporary accommodation,

our experience of the incidence and cost of building claims,

the value of the benefits we include in your cover,

your insuronce history,

the insured address (the address where your building is located),

the cost of providing legal liability cover,

our costs of providing and administering this policy,

wheiher you pay yaur premium in instalments,

ony discounts that apply because of your porficulor circumstances.
Government taxes and charges are included in the premium we quote.

Excesses may be poyable on any cloim you make on this policy. See page 32
for further details.
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Paying your premium

You can pay your premium onnually by cheque, credii card, BPAY, online
through AAMI e-PAY, or in cash of AAMI Bronches or Australia Post Offices.
Further details are provided on the payment notice we issue of the
commencement and each renewal of yaur policy.

Paying by instalments
You may also be eligible 1o pay in regular instolments by direct debit.

When you pay this way, the total premium is higher than we charge for one
annual payment, reflecting the higher costs we experience. Any premium discounts
we may provide ore applied before these odditional costs are coleulated.

Your responsibilities when paying by instalments
When poying by insiolmenis:

you must be an authorised signatory on the account nominated for your
direct debit poyments,

you must ensure that your nominoted account can aceept direct debits
and has sufficient funds to meet each payment ot each due date,

yous financial instilution may also apply its own fees (including dishanaur
fees). Those fees ore your respansibility.

What happens if your insialment remains unpaid?

AAMI may cancel your policy without notice if an instalment payment remains
unpoid for one month or more.,

Any claims arising dfter the due date may be refused.

Changing your instalment payments

IF you wish to change or cancel your direct debii orrangements, you need to
contoct us at least seven days before the debit day.
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if you cancel the debit completely, you will need to arrange for anather way
io pay us your premium, to ensure you semoin covered.

Important things fo remember when paying by instalments

When you first commence your direct debit payments, or when you change
your account details, it may lake up to 14 days for us to first debit your account.

IF you believe that we may have incorrectly debited your account, please
contact us on 13 22 44.

When you claim on your palicy and we decide that the damage or loss to
your building is so severe that it will need to be rebuili, we will require you to
pay the total unpaid balance of your premium before yaur cloim can proceed.

Government taxes and charges

AAMI shows on receipts ony govemment taxes ond charges such as GST,
Stamp Duty and Fire Services levy allocation included in insuronce premiums.

GST
Any amounts we pay under this policy include GST.

Renewing your policy

When we offer 1o renew your policy:
we will send you o natice before the policy expiry date,

we will telf you in writing if there are any changes to the policy.
Changes that benefit you apply from their introduction. Changes
introducing limitations apply from the palicy’s renewal,

we may require an additional premium if you moke a cloim in the short
period between the time we calculoted the renewol premium and the
expiry of your policy. If the addifionol premium is not paid, we may
reduce the peried of cover to match the reduced amount paid.
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Cancelling this policy

As well as the rights you have undes federal law, AAMI ollows you to cancel
your policy at any time. We will refund you the unexpired portion of the
premium less any concellofion processing charge to cover the reasonable

administrative ond tronsacfion costs incurred by AAMI. To cancel your policy,
please call AAMI on 13 22 44,

We can only concel your policy by giving you writien notice in accordance
with the Insurance Confracts Act 1984,

Joint policyholders

When you insure your home in the names of more than one person, each
person is a joint policyholder and is able to make chonges that we ogree
with to the policy.

Cover for landlords

We provide a separote policy for landlords who rent their property for
domestic residential purposes. Please osk us obout the AAMI Llandlord Policy.
The privacy of your personal information

We are committed to protecting the privacy of your personal infarmation. That
commitment is reflected in the AAMI Customer Charter and in aur compliance
with the Natianal Privacy Principles. For further informotion, please visit our
website www.aami.com.au or call us on 13 22 44 for o copy of cur AAMI
and Your Personal Information” brochure.
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AAMI’s Customer Charter

We are commitied to olways provide you with the highest standard of service.
The AAMI Customer Charer is a writlen document containing service and
reporting promises which we are bound to deliver. In fact, we impose a
penalty on ourselves if we fail fo do so.

This unique Charter was drown up through consuliafion with our staff, our
customers and indusiry regulators, and is reviewed annuolly. Campliance with our
promisas is independently audited every year and the resulls are reporied publicly.

The AAMI Customer Charter, iniroduced in 1996 was Australia’s first general
insurance customer charter, and indeed, first retail customer charter. The Charter is
your guarantee that we're always striving to deliver the best in customer service,

The AAMI Consumer Appeals Service

IF you are unhappy with anything we have told you or done for you, we want
you o tell us about it. If we cannet resolve the matter io your satisfaction, other
appeal services are available fo yau. See page 41 for full details.

The General Insurance Code of Practice

AAMI is a signaiory fo the Ceneral Insurance Code of Praclice which sefs out
a commitment by the general insurance industry to raise standards of service
and ta promote better relations between cuslomers and insurers.

The Code describes standards in areas such os buying insurance, daims handling,
responding to catosrophes and disasters, information and education and dispute
resalution. Introduced in 1995 with the backing of consumer groups, the federal

govemment, insurers and the Insurance Council of Australia, it was revised in 2005.

More information on the Code, or a copy of the Code, can be obtained from
the Insurance Ombudsman Service {IOS). You can contact the 10S on
1300 780 808, toll free, or you can access the Code at

www.codeofpractice.cam.au
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What do we mean by that?

AAMI, we, us, and our mean Australian Associated Motor Insurers Limited
IABN 92 004 791 744).

Accident means an occident or a series of accidents resulting fram any
one occurence.

Building means the building(s} covered under this policy. See pages 6 - 7
for the buildings that ore covered and are not covered under this policy.

Cover ond covers mean the protection provided by your policy.
Damage and loss.
Damage means actual physical damage to your building.

Loss or lost means yaur building or a part of your building being
domaged beyond economical repair.

Endorsement means a special condition that applies 1o your policy.
Any endorsements o your policy are shown on your insurance schedule.

Excess. An excess on your policy is the amount that you must first contribute
towords a claim.

Fire means burning with flames.

Fixtures and fittings means items used for domestic and residential purposes,
ond which are permanently atiached to your home building or the site.

Flood means the inundatian or covering of nomally dry land by water which:
escopes or overflows from, or
cannot enfer |because it is full ar has overflowed), or

is prevented from entering (because other water has already escaped or
been released from i},
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the namal confines of any watercourse or lake, including any that may
have been modified by human intervention, or reservair, canal, dam or
stormwaler channel,

Flood does not mean stormwater runoff from areas surrounding the
site or waler escaping from any woter main, pipe, sireet gutter, guttering
or surfoce.

Home means the buildings desciibed in "What we cover — the building’.
See page 6.

Home does not mean your home contents.
Insured address means the address at which your home is located.

Insured event. The occurrences we have lisied on pages 8 -13 which cause
domage and loss to your building.

Living with you. Any persan normally living or staying in your building or ot
the site,

Lot and Unit mean an area which is used for domestic or residentiol purposes
that is shown on the plan for the Sirata Tilles Act or similar legislation opplying
where the lot ar unit is located.

Plan meons the plan of subdivision describing the area of land at the
insured address created under the Strala Titles Act, Subdivision Act or
similar legistation applying where the lot is located.

Occupied meons you are living or staying in your hame or onather person is
with your consent.

Period of cover means the current periad far which we have agreed to provide
you with insurance cover. The current period is shown on the mast recent of your
insuronce schedule and renewal notice ond any receipt we may send to you.
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Policy means this baoklet and your policy schedule.

Your policy schedule comprises the notices we give you which show the
particular details and the current slatus of your policy. These notices are
the mosi recent of your insurance schedule and renewal notice, ond
any receipt we may send you.

Your insurance schedule sefs out the infarmation you have given us

on which we have based our decision fo insure you as well as the
individual details of your policy. We will send you an updated insurance
schedule whenever you advise us of a change in this information or
these details.

Site means those parts of the land af the insured address which are used for
domesfic or residential purposes but not ‘common property” which is land
or areas that people as well as those living with you are enfiled 1o use, for
example common property in a multi-dwelling development.

Storm means violent wind (including a cyclone or tornado), thunderstorm or
a heavy fall of rain, snow or hail.

Theft means actual ar attempted theft and burglary.

You and your mean the person or persons named as the insured on the
most receni of your insurance schedule and renewal notice and members
of your family.

Your family means the following people who normally live with you:
your spouse or pariner,
your children, parents, grandparents, grandchildren, brothers arnd sisters,

the children, porents, grandparents, grandchildren, brothers and sisters of
YOUr spouse or pariner.
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The AAMI Consumer Appeals Service

What to do if you are not satisfied with us

Here is haw the AAMI Consumer Appeals Service helps you if you are
dissatisfied with the resulis of your dealings with AAMI.

1. Who do you tolk to?
If you are unhappy with anything:

we have tald you or done for you, or
that has been provided on our behalf,

pleose tell us. You can phone us on 13 22 44 or coll in to an AAMI bronch.
Most times we will be oble to sort the matier out to your satistaction.

2. The AAMI Customer Ombudsman

However, if you are not satisfied with our response, you can ring, write fo or
email the AAM| Customer Ombudsman with the details. The AAMI Customer
Ombudsman will respond 1o you within five working days of receiving your
letter or email.

3. Appedling to the independent dispute resolufion scheme

IF you disagree with the AAMI Customer Ombudsman’s decision, you can
oppedal fa the Insurance Ombudsman Service. We will help you do this.

The Insurance Ombudsman Service is an independent industry dispute resolution
scheme. You can contact the service on 1300 780 808 toll free or by email
10 ios@insuranceombudsman.com.au You con also visit the 103 website ot
www.insuranceombudsman.com.au There is no charge for this service.
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4. Are any decisions binding on you?

You do not have to accept any decision AAMI or the I0S makes. You always
have the option of seeking remedies elsewhere.

Any decision the AAMI Customer Ombudsman makes or the IOS makes is
binding on AAMI, provided you also accept the decision.

How to confact AAMI
Telephone: 13 22 44 (24 hours a day, seven days a week).
How to contact AAMI Consumer Appeals
Telephone: 1300 130 794 (local call costs applyl.
Qam to Spm EST Monday 1o Friday.
Fax: {03) 9529 1214,
Write to: The AAMI Customer Ombudsmon, AAMI Limited,
PO Box 14180, Melboume City Mail Centre, Victoria 8001.
Email: consumerappeals@aami.com.au
How to contact the Insurance Ombudsman Service
Telephone: 1300 780 808 toll free.

Emait: ios@insuranceombudsman.cam.au
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We're here to help you
24 hovurs a day
every day of the year

1322 44
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Important information

Your AAMI Product Disclosure Statement
The AAMI Home Contents Insurance Policy

This Product Disclosure Statemeni provides information about the product we
offer: the AAMI Home Contents Insurance Policy. When we agree fo insure
your contents, your policy comprises this booklet and your policy schedule
which shows the detail of the policy particular to you. See page 51.

This Product Disclosure Statement was completed on 30 April 2007,

QOur commitment to you

When you are an AAM| policyholder and you need to claim on your policy,
our chaims service will take away the stress and hassle. We are here to help
you 24 hours a day, every day of the year.

If your contents have been domaged or stlen or someone is cloiming against
you, please phone us immediately on 13 22 44.

Please read this policy carefully and relain it so you can refer o it if required.

We rely on the accuracy of your information

When we agree to insure you, 1o renew or vary your policy, or fo pay your
cloim, ocur decision relies on the occuracy of the information you give us. If thot
information is not accurate, we can reduce or deny any claim you may moke
or cancel your policy. We never want to have to do that, so you must onswer
honestly, correctly and completely the questions we ask about:

You,
your contents,
any events that result in a claim on your AAMI policy.

When you receive your renewal nofice, please carefully check the information
it shows abaut you. If ony of that information is incorrect or incomplete, pleose
cofl us and we will update aur records.



We also require you to ...

abserve the conditions contained in your AAMI policy,

pay or agree to pay us the premium we charge and any excesses
that apply.

Some words in this policy have definite meanings

This policy uses words that have definite meanings. Ta make sure you are
aware of these wards and their meanings, please read “What do we mean
by thai?’ an pages 48 - 52

This policy does not cover some events,
circumstances and situations

As you read through this policy, you will see there are some events,
circumstances and situatians it does not cover. To make sure you are aware of
these exclusions, please read the whole pdlicy carefully including the section
"What we do not cover - general exclusions’ beginning on page 22.

See also ‘Important general infarmation for you’ on pages 42 - 47.



What we cover - the contents

The contents we cover

The contents we cover are items primarily used far domestic or residential
purposes, and which are:

ordinarily kept at the site,
not permanently atiached to your home, and
owned by you and your family or far which you are legally ligble.

These are general cantents” and ‘contents with limited cover’, as described
on pages 8 - 12.

‘Contents with limited cover’ are items where we limit the amount we will
pay for damage or loss. ltems that are more valuable than the limits we
apply may be able to be insured for their higher values. See pages 8 - 11.

Extra Cover at and away from your home is available for valuable, portable
contents items such as clothing and jewellery. See pages 12 - 15.

When you are the tenant of a freeheold property, your confents include
any fixtures and fittings yau are responsible for under the rental agreement
and/or you own.

When you are the tenant or the owneroccupier of a strata-titled property,
your contents include any fixtures and fittings you are responsible for under
the rental agreement and /or you own and that are not insurable by the
body corporate for the strata+iled development at your insured address.

Contents we do not cover

The contents we do not cover include:

hedges [whether or not they form a fencel, lawns, trees, shrubs, indoor
and outdoor plants, flowers, garden beds or any other living material,



houseboats, watercraft {other than surfboards, sailboards, surf skis,
canaes and kayaks), aircraft, caravans, tailers, mabile homes (fixed
or free-standing), mator vehicles, motorcycles, minibikes, go-kors,
golf carts, motorised vehicles of any other type {other than matorised
wheelchairs) or the spare paris or accessories of any of these items,

fish, birds, pets or animals of any type,

stock in trade or samples, business or frade cosh takings or business
assets, plant or equipment for any type of business including any type
of farming [other than 'home business equipmeni’ and 'toals of trade
and professional equipment’ - see page 10),

unset precious and semi-precious stones,

unlicensed or unregistered firearms ond firearms stored illegally at
your home.




Where and how your contfents are covered

Which contents?

Where are
they insured?

What are
they covered
against?

General contents - see page 8.

At your hame and
at the site.

Damage or loss
caused by the
insured events
listed on poges
16-21.

Cantents with limited cover —

see pages 8 - 12,

When yau have items in this
class that are more valuable
ihan the limits we apply, you
may be able ta insure them for
their higher values as specified
cantents. An additional premium

may be payable,

At your home and
at the site.

Damage or loss
caused by the
insured evenfs
listed on poges
16-21.

Extra Caver for portable
valuables — see pages 12 - 15.

An addifianal premium is payable.

When you have items in this
closs that are more valuable than
the limits we apply, you may

be able to insure them for their
higher values as Exira Cover
specified items. An addifional
premivm is payable.

Anywhere in
Australia and for
the first 30 days
when you are
overseas.

Accidental
damage or loss
— see page 13.




General contents

General contents ore items such as furniture and furnishings; fixed woll ond
floor coverings such as corpets, curtains and internal blinds; household linen
ond bedding; clothing; kitchen utensils; electrical ond electronic equipment
ond oppliances not permanently attached to any building or the site;
outdoor garden furniture and equipment; sporting equipment.

Ceneral contents do not include ‘contents with limited cover’. These ore
conlents ilems where we limit the ‘per item’ ond ‘in toial’ amounts we will
pay for damoge or loss. See below.

Contents with limited cover

Contents with limited cover items are those where we limit whot we will
pay for any one claim. Increased cover may be avoiloble for items more
valuable than the limits we opply. See ‘Increased cover may be availoble
for valuoble items’ on page 11.

Contents with limited cover Amount covered

- groups and items Up to the amount shown for
ony one claim.

Limited cover Limited cover
unspecified items  specified items

Cash, vouchers, cerfificates etc.  Up to $200 Not availoble.

Cash, money arders, gift in fofol.

vouchers, tickets, stamps {not in
o set or collection], manuscripts,
certificotes of title, licences,
registrotion popers, negofioble
instruments or documents of
any kind.
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Contents with limited cover
— groups and items

Limited cover
unspecified items

Limited cover
specified items

Valuables, antiques, artwork,
collections

lewellery, watches, other items
coniaining precicus metals and
gemstones, bullion.

Antiques (other thon antique
furniture).

Paintings, prints, pictures,
lapestry, figurines, sculptures,
curios, decorative items made of
china, porcelain, crystal or like
material.

Pair, set or collectian of any kind
{far example, bullion, cards,
coins, crockery, culery, earrings,
medcls, stamps efc.).

$5,000 in total;
$1,000 for each
itemn;

$1,000 in total for
each pair, set or
collection.

Up to each
specified item’s
insured value.

Additional cover
is available for
jewellery and
waiches by
insuring them

under Extra Cover,

See page 12.

CDs, DVDs and electronic files

CDs, DVDs and electronic files
such as software, music, and
moving images, the purchase
of which included a licence for
use in that format.

$1,000 in total
including those
which form part of
a set or callection.

Up to each
specified item’s
insured value.

Computer equipment

Computers, printers and
associated accessories.

$7.500 in tofal.

Up to each
specified item's
insured value.,




Contents with limited cover
~ groups and items

Limited cover
unspecified items

Limited cover
specified items

Home business equipment

Business furniture, electricol and
electionic equipment ardinorily
located in your home and used
for office work.

$10,000 in total.

Not avaitable.

Personal medical equipment
and aids

Wheelchairs, artificial body
parts, medical equipment, oids
and accessories.

$3,000 in tofal.

Up 1o each
specified item's
insured value.

Tools of trade and professional
equipment

Tools of trade and professional
equipment used fo earn any
income [whether or not used in
your current or former occupation
or profession).

$2,000 in total.

Not ovailoble,

Contents temporarily removed
from your home

Contents temporarily removed
from your home but within a
building within Australia in which
you are temporarily residing

are covered for damage or loss
caused by an insured event,

25% of the
contents amounts
covered.

Not ovailable,
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Damage or loss to a ‘contents with limited cover” item which we agree falls
into more than one of the groups shown above can be claimed only against
the group with the higher amount covered.

We do not pay far:

the cost of insialling, replacing, recreating or rewriting software,
records, working files, enterkainment files or any other information
on your computer or held elsewhere af your home other than the
current purchase cost of propriefary CDs, DVDs and electronic files
as provided for above under ‘contents with limited cover’. See also
'Replacing CDs and DVDs' on page 26.

the cost of replacing, rewriting or recreating any information, records,
manuscripts, plans, paper writings or any work that yau had done in
connection with your business ar occupation,

damage or loss to hame business and professionol equipment while it
is awoy from the site or which is not owned by you or for which you
are not legally liable.

Increased cover may be available for more valuable items

When you have contents items in the above groups with replocement values
higher than the limits we apply, you can tell us about them, and we may
agree fo insute them for their higher values as ‘limited cover specified items’
provided:

they are items and values we cover, and
you pay us any additional premium we may charge.

When we agree to insure them, your limited cover specified items will be
shown together with their individual insured value on the most recent of your
insurance schedule and renewal notice.

Damage or loss to a limited cover specified ilem can be claimed only
against its specified item insured value unless we have agreed to also insure
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it under Extra Cover {see below).

Any payment we moke for specified items will be included in the confents

amount cavered.

Extra Cover for portable valuables

We offer Extra Cover for the portable items listed below.

Extra Cover  Extra Cover
unspecified  specified
items items
Clothing Upto When you
Personal clothing $1,000 for el us about
Equipment for babies and young each ifem, set ihe items
children or collection.  you want
Baby capsules, prams, children’s Up fo on io speci.fy
car seats overoll limit and their
Personal accessories between value, and
Walches, jewellery, speciacles, sunglosses, $1,000 ond V€ O97¢°
binaculars, telescopes, opera glasses, $5,0C0. in wriling o
toiletries Vou ch cover them,
Handbags, purses, wollets, briefcoses, ouchoose  we will pay
travel bogs, suitcases, but not their contents t_he. overall up fo the
liit. individual

Personal vision and sound equipment
Portable sfill and motion cameras ond
photogrophic equipment, electranic music
and diary systems but not ony of these that
are capable of being used as a telephone

Sporting equipment and musical
instruments

item’s insured
volue.




When you pay us the additional premium we charge, Extra Cover insures
these items:

for occidentol domoge or loss not already covered by this policy,
when they are ot and owoy from your home within Australio, and
overseos for the first 30 days on each occasion you leave Austrolio.

Extra Cover insures your items collectively in the groups shown above as
unspecified items. You can also insure more valuable items individually as
Extra Cover specified items.

Insuring your items collectively — Extra Cover unspecified items

When you insure your ifems under Extra Cover, the per item and overall
limits, shown above, are the most we will pay if they are damaged or lost.
You con choose the overall limit from the options we offer.

The most recent of your insurance schedule and renewal natice will show the
overall limit you have chosen.




Insuring your items individually — Extra Cover specified items

When you have more valuable items, you can insure them for their higher
values as Extra Cover specified items pravided:

they are items and volues we cover,
we agree in writing to cover them, and
you poy us the odditional premium we charge.

When we agree o insure them, your Exira Cover specified items will be
shown together with their individual insured volue on the most recent of your
insurance schedule and renewal notice.

Extra Cover claims

When your claim for domage or loss to any of the items you have insured
under Extra Cover:

your claim will proceed first ogainst any ather cover this policy may
provide,

if no cover is provided, or the cover provided is limited to on amount
less thon the value of your claim, your claim will also proceed agoinst
Extra Cover.

Where your cloim proceeds against other cover ond Extra Cover, aur
total payment wilt not exceed the replacement value of your lost or
damaged ifems.

Any payment we moke for Extra Cover claims will be included in the
contents amount covered.



The Extra Cover excess shown on the most recent of your insuronce schedule
ond renewal nofice is only payable when your claim proceeds solely
ogoinst your Extra Cover.

We do not pay for damage or loss to Extra Cover items when they
belong 1o or are in the custody of onyone whe is engoged in professional
entertoinment.

15



What we cover - insured events

This section describes under the heading:
Yes — the insured events you are covered for,

No - the conditions ond exclusions thot specificolly apply
to particular insured evenis.

Yes

You are covered for damage or loss to your contents
while they are in your home or at the site,
occurring during the period of cover,

caused by the following events:

Animals and birds - the actions of animols and birds

Earthquoke including subsidence and landslide caused by an earthquoke.

Explosion

Fire {burning with flames).
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No

You are not covered for:

Damage or loss caused by:
vermin, rodents or insects (including fermies), domestic animals,
animals and birds kept by you in your building or at the site,

scrotching, chewing, tearing or sailing contents in the open oir and
within pariially enclosed buildings ot the site.

Damage or loss caused by fidat wave, tsunami, high tide or other actions
of the seq.

Damage or loss caused by:

any process involving the applicafion of heat where there was no
flame, for example, cigarette bum marks or scorch marks are not
covered,

soot and smoke where your building or the site has not been
domaged by fire unless there was an occurrence within your building
where no flame resulted but soot and smoke damage was coused.
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Yes

Impact - sudden and unexpected impact of ony:
molor vehicle, aircraft, watercraft or spoce debris,
object falling from @ motor vehicle or aircraft,
folling tree or part of o tree,

cerial, mast or satellite dish which breaks or collapses.

Liquid escaping suddenly and unexpectedly from o:
water main, droin, fixed pipe, gutter, Quﬂering, fixed tonk or droin,
sink, basin, bath, shower, toilet or spa bath,
dishwasher or washing mochine,
fixed heating or cooling system,

cquarium.

Malicious acts and vandalism — actuol or attempied by persons who ore
nat living with you.

Riot, civil commotion or labour disturbances

Storm and rainwater including stormwater runoff from areas surrounding
the site, or waler escaping from any water main, drain, pipe, street gutter,
guttering or surface.

Storm means violent wind {including a cyclone or tornodo),
thunderstorm or a heovy fall of rain, snow or hail.
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No

Damage or loss resulting from:

liquid escoping slowly over a periad of time where you could
reasonably be expected to be aware of this condifion.

The cost of repairing or replocing the item from which the woter or
liquid escoped.

Damage or loss caused if you or anyone living with you participated
in the event.

Damage or loss caused by flood. Flood means the inundation or covering
of normally dry lond by water which:

escapes or overflows from, o
cannot enter, because it is full or has overflowed, or

is prevented from entering, because other water hos already escoped
or been released from i,

the normal confines of any watercourse or lake, including any that may have
been madified by human intervention, or reservoir, canal, dam or stormwater
chonnel.




Yes

Theft — by persons who ore not living with you.

Thunderbolt and lightning
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No

Flood does not mean stormwater runoff from areas surrounding the
site, or woter escoping from any water main, drain, pipe, street gutter,
guttering or surfoce.

The cost of cleoning or clearing debris from any pool or spa.

Damage or loss caused by woler seeping info or otherwise entering your
building due to:

o defect or foult in the design, structure or construction af your building
where you could reasonably be expected to be aware of the defect
or fauls,

building alterations, renovations or additions.

Damage or loss caused by dust where your building has not been otherwise
damaged by storm.

Damage or loss to a value of more than $1,000 per event caused by theft
of contents which were in:

the open air af the site,

within motorised vehicles, caravans, campervans and camper trailers
at the site,

ony buildings or outbuildings that were not fitted with working locks, or

pariially enclosed buildings ar areas of buildings such as carports,
balconies, courtyords and verandahs.
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What we do not cover — general
exclusions

You are not covered under any section of the policy
for damage, loss, cost or liability caused by or
arising from or involving:

22

an unreasonable failure to properly maintain or repair your home or
your contents,

wear and tear, rust, deteriorotion or corrosion,

mechanical, structural, electrical, electronic or other foilure or
breakdown, other than as provided for under ‘Damage to eleciric
motors” on page 31,

the action of light or atmosphere or climatic conditions or from any
process of cleaning or restorotion,

the use of sporting equipment and musicol instruments,
mould, wet or dry rof, rising damp or dampness,

flood,

sform surge, being an increase in sea level that usually occurs with @
severe sform or cyclone,

tidal wave, tsunami, high tide or other actions af the seq,
erosion or washing away of soil, earth or gravel,

the woshing awoy or movement of the surface of any path or
drivewoy which has a surface consisting of a loose material such as
grovel, sfone or ditt,

soil movement or sefflement,
subsidence or londslide unless caused by the insured event of earthquoke,

the moving, shifling or dislodging of any swimming pod or spa and
their covers and liners, or any sepiic tank or other inground structure
vnless coused by the insured events of earthquake or impoct,



the actions of trees, plants or their roots,

actions of insects {including termites} or vermin,

scratching, chewing, tearing or soiling by animals and birds kept in
your building or ot the site,

the lowful taking or repossession of your contents, for example,
repossession by a finonce company,

froud or froudulent means or devices used by you or anyane acting
on your behalf to obtain benefit under this policy,

deliberate or intenfional acts committed by you or someone acting on
your beholf or any person living with you,

war, warlike activities or revolution including any looting or pilloging,

asbestos, asbestos fibres, or derivotives of asbestos in any form.

You are not covered under any section of the policy
for damage, loss, cost or liability:

directly or indireclly caused by, arising from, or connected with: the
use, misuse or existence of nuclear weapons; or the use, misuse,
escape or existence of nuclear fuel, waste or nucleor materials or
ionising radiolion or cantamination from such fuels, waste or materials;
or combustion, defonation, fission and/or fusion of nuclear fuel or
nuclear materials,

directly or indirectly caused by, orising from, ar connected with octuol
or threatened chemical or biological pollution or contamination; or
action token by a public outhority or any body authorised by a public
authority to prevent, limit or remedy such actual or threatened release,
pollution or contamination.
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Precautions that you need to take

Precautions

You must of oll fimes, and ot yaur expense, take all reasonable precautions:

for the safety ond protection of your contents ond the site,
io prevent bodily injury or damage to property,
io prevent damage to your contents,

to ensure compliance with all stotutory obligations, by-laws or
regulations imposed by any public auvthority.

It you do not, we may reduce or refuse to pay any claim you may make.
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What we will pay - new for old

Repairing or replacing your contents

When an insured event causes damage or foss to your confents during the
period of cover, we will decide either to repair or replace yaur contents or
to pay the cost of repairing ar replacing them.

If we decide to repair or replace your confents:

it will be with new materials or new contents,

we will make reasanable endeavours to match materials and contents.
Where this does nat achieve an exact maich, materials and cantents
that in aur apinian malch the damaged or lost conlenis as near as
reasonably practicable will be used, except as provided for under
‘Damage ta fixed carpets, curlains and internal blinds’ on page 26.

IF we decide to pay the cost of repairing or replacing yaur contents:

we will pay up to the contents amount covered shawn an the most
recent of your policy schedule and your renewal notice,

our payment will nat exceed any limits detailed in this policy and it
will nat exceed the contenis amount covered, except as provided for
under ‘What we cover — additional benefits’ on pages 28 - 32 of
this policy,

our payment will be the current retail price or the discounted price we
may obtain, whichever is lawer.

When the damoge ar loss to your contents is such that we decide o pay
the amount cavered and you are paying your premium in instalments, we
will deduct the total unpaid balance of your annual premium from the
payment we make.
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Damage to fixed carpets, curtains and infernal blinds
When we repair or replace damage o fixed carpets, curtoins and internal

blinds:

we also replace undamaged coverings if this is reasonably required to
achieve o match with the repair or replacement of the damaged areo,

ihe repair or replacement is limited io the roam, passageway, stairwell
or funcfional area where the damage occurred.

Replacing CDs and DVDs

Because we will reploce or pay to replace electronic files, when we replace
or pay to replace CDs or DVDs that contain electronic files comprising
camputer software, music or moving images:

domestically-produced for ‘burned’] CDs or DVDs will be replaced as
blank media, or we will pay the cost of blank media,

commercially-produced CDs or DVDs will be replaced or we will pay
the cost of purchasing replacement commercially-produced CDs or
DVDs.

We do not cover the costs of replacing elecironic files for which you do not
have a licence.

The AAMI Home Repair Guarantee

The quality of workmanship and the materials used in any repair of yaur
cantents that we arrange and autherise will be guaranteed for the life of
the contents.

it you are concemed about the quality of the repair of your contents, you
must call us on 13 22 44. We will ariange with you to inspect the repair
and we will arrange any necessary rectification work. You must not authorise
any rectification work without our wiitten authority.

26



What we do not pay for

We do not pay for:

the repair or replacement of undamoged conients or ony undamaged
part of them to match contents we hove repaired or replaced, except
as provided for under ‘Domage io fixed carpets, curtoing and internal
blinds’ on page 26,

any decrease in the value of a pair, set or collection when the damoged
or lost item farms part of the pair, set or collection. We pay only for the
repair or replacement of the item which was damaged or lost,

domage or loss on a 'new for old” bosis for old contents which
have passed their ‘use by’ date and are stored awoy. We poy the
reasanable market value for these contents based on their age and
condition at the time of the loss.

Maintaining your contents

We insure your contents on the condition that they and your home have
been and will confinue to be propery maintained and repaired.

If, when you claim for damage or loss, your contents and your hame hove
not been properly mainicined and repaired, we may reduce our payment or
refuse fo pay your claim.

Other costs

Our payment will include, where applicable, the following costs and these
costs will be included within the contents amount covered. Where we
decide to reimburse o cost yau have incurred, our poyment will not be mare
than the actual cost you incur.
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Removal of debris

If the removal from your building of damoged or destroyed cantents is
necessary, we will pay the reosonable cosi of the removal, and, at our

option, mcke the necessary crrangements.

When your contents are removed for storage or repair
If your building is domaged or destroyed by an insured event, we will poy:

the reasonable cost and, at our option, make the necessary
arrongements for any necessary removal and storage of your contents
during the reasonoble period for up to 12 months while your building

is being rebuilt or repaired,

for any additional domoge o loss to your contents caused by
an insured event while they are ot the place of storage or repair,
pravided the contents amount covered is not exceeded.

What we cover - additional benefits

For your further protection during the period of cover, we provide the
following cover. Any payment we make will be additional to the contents
amount covered and will include GST. Any excess on your palicy applies

if you claim against this cover.

Additional benefits

Page

Accidental breckage

29

Accidental breakage when you ore o fenant

29

Cover when you are changing homes

30

Domage to electric motors

31

Spoiled frozen food

31

Compensation for fatal injuries

32
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We help with...

Accidental breakage

We will either replace or pay the reosonoble cost of replacing, when it is
accidentally broken:

any areo of gloss forming part of your furiture {including fable tops,
wall mirrors and free-stonding lights).

We will not replace or poy for:

any accidental breckoge which has occurred while ihe item is outside
your building,

any area of glass or item which is olready damaged or in on
imperfect condition,

the screen of any camputer, television set or cther type of visuol
display unit,

any glass in a picture or photo frome, clock, radio, stereo or CD,
video or DVD ployer,

glass voses, omoments ar light globes.

Accidental breakage when you are a tenant

When you are insuring your contents in o home in which you are residing
as a tenant, accidental breakage cover is extended to include the following
when fixed to yaur home:

any area of gloss (including glass tint, if fitred),
glass (but not light globes) in a fixed light fitting,
basins, sinks, boths, shower bases, lavotory pans ar cisterns.

We will also repair or replace or pay the cost of repairing or replacing the
frame of any window, door or shawer screen but only if this is necessary to
enable the gloss 1o be replaced.
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We will not reploce or poy for:

any glass in a glasshouse or conservatory,

any part of a fixed cocking or heafing appliance {for example, the
gloss top of a stove).

The most we will poy for this benefit is $1,000 for each event.

Cover when you are changing homes

When you are changing your home within Austrolia, we will cover your
contents up to the amaunt covered for damoge or loss by an insured event:

ot both your old and new homes for up to 14 days from the date you
start moving your contents from your old to your new home.

We will provide this cover ond continue o cover your contents at your
new address affer the 14 day period has expired when, before you begin
moving your contents from your old to your new address, you tell us:

your new address,
the date you will move in, and
any associoted informotion we require.
When you provide us with the details we require, we will tell you whether:
your new home is one at which we would normally insure contents,

there is any difference in the terms and conditions of your contents
policy as it applies ot your new address, and

there is any difference for the remainder of your period of cover in
the premium payoble for your contents at your former home ond your
new home,
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If there is any difference in the premium, we will refund or charge you that
difference.

Any refund we make will be less our reosanable charge for
odministrative and processing costs.

If we charge you and yau do not pay the additional amount within 14 days
of our natice, we may reduce the period of cover of your amended policy
to maich the amount you have already paid.

We do not cover your contents while they are in transit between your old
and new addresses.

Damage to electric motors

We will pay the full cost of damage caused by electric current to an electric
motor if the motor is less than 10 years old, and:

the mator is in o domestic appliance which forms part of your contents.
We will not pay if the damage is cavered by a new product guarantee or

warranty,

Spoiled frozen food

We will poy for spailage of frozen food coused by:

accidental breakdown of your freezer where yaur freezer is less than
10 years old, or

faiture of public electricity supply to your home other than because of
industrial aciion.

The most that we will pay for this benefit is $400. Na excess is payable.
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Compensation for fatal injuries
If the person named as the insured in the insurance schedule, while in the
home or at the site, is physicolly injured by:

the violent attack of a burglor, or

a starm, fire or lightning,

and if those injuries result in death, we will pay $5,000 to the sueviving
spouse {legal ar de facto] but only if he or she was residing with the insured
at the time of the event. Otherwise, the $5,000 will be poid to the insured's
estate. Where the palicy is in joint names, the most we will pay is sfill
$5,000 but, if necessary, o praportionate amount will be paid.




What we cover - your $10 million legal
liability cover

If you are the owner of your home, the cover only opplies to accidents
which happen in Australia and outside the boundaries of your site.

If you rent or lease your home or if your home is a strata titled property,
then the cover opplies to accidents which happen anywhere in Australia
including at your home or the site.

When we will pay

We will cover you against your legal liability for all claims arising from an
accident or o series of accidents arising from any one occurrence during the
period of cover, causing:

bodily injury or death to a pérson, other than you or your family or
any person living with you, or

domage io or loss of property, other than property which you or yaur
family or any person living with you own or for which you or they are
legally lioble.

Our paymeni will nat exceed $10 million in tatal {including all legal and
defence costs and GST).

When we will not pay

We do not provide cover for your legal liability arising from, or in
connecfion with, or involving:

ony of the causes lisied under ‘VWhat we do not cover’ on pages 22 - 23,

your occupancy or ownership of any residence, building, sfructure or
land including your home building and the site unless

you rent or lease your home, ar
your home is a stratoriled property, and

the legal liability arises from or involves the home or site at
which you reside,
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an eveni that you have organised or are'legally responsible far,
except where

you are the tenant of your home, or
your home is a sirato-itled property, and
the event takes place within the site,

a legal liability which arises only becouse you have ogreed to toke
that liability upon yourself,

a liability which orises only because you hove admitted liability,

things done intentionally or left undone intentionolly by you, or
any person acling on your beholf, with reckless disregard for the
consequences,

lifts, cars, motorbikes, minibikes, vehicles, watercraft, oircroft {including
gliders),

Vehicles do not include bicycles, motorised wheelchoirs, golf
carts or garden oppliances which do not have to be registered.

an animal other than o domestic dog or cat,

vibration, or the remaval of, or inferference with the support of land,
buildings or other property,

alteratians, additions, repairs or redecorations af your building or the
site where the total value of the works exceed $20,000,

the transmission of any disease, contaminated body fluid or body
product,

the cansumption of alcohol or drugs, if your cansumption of them
caused or contributed to the accident,

employees or warkers who are covered ar should have been covered
by Workers' Campensation or similar legislation and who, at the time



of the accident, were employed by you or any person living of
your home,

the use of any part of your building or the site for business, trode,
professional services, farming of any type, but not:

that part of the building used for perfarming office work,

ony business, rade, profession or occupation conducted or operated
or undertaken:

by yau or on your behalf,
by or on beholf of any person living at your home,

by or on behalf of any company, trust or other legal entity in
which you or any person living at your home has an interest
{legal, beneficial or otherwise),

civil or criminal penalties or fines or aggrovated, exemplary, punitive
or multiple damages however described.
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What to do if you need to claim on your
AAMI policy

If your contents have been damaged or lost or someone is claiming ogainst
you, please phone us immediately. We may require you to report the matter
to the palice.

You can call AAMI of any time on 13 22 44,

Our claims service will take away the siress and hassle by taking care of
everything for you.

Helping us to pay your claim

When you can provide us with infosmation such as documents, bocklets
and photagraphs showing and/or valuing your confents, you help us make
speedy and accurate decisions regarding your claim and the repair or the
replocement of your contents. This information helps establish ownership of
property ond its value and condition.

This information includes:

receipts, bank and credit card statements, ogreements and reports,
valuations and phatographs {photographs do not have to be
specifically of your contents; they may be easily identifiable in photos
laken, for example, of personal events).

We may require this type of information. If you are unable to provide
information of this type, that establishes ownership and value of the property
in question ond the value of your cloim, then we may reduce or refuse to
poy yaour cloim,

What happens when you claim on your
AAMI policy

When you tell us about the demage or loss to your contents, where
necessary and as soon as passible, we armange for our assessor to meet
with you and confirm the full defails of the damage or loss.
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We discuss with you what is necessory to moke good the domage or foss
and then we will decide either to repair or reploce your contents or pay the
cost of repairing or replocing your confents up to the amount covered.

We ordinarily obtain independent, competitive quotes, from repoirers and
suppliers recommended by AAMI. I you want, you can choose o repairer
or supplier to provide one of the quotes. We will review the quotes,
including any quote from a repoirer or supplier you choose, and whot is
necessary to properly repair or replace your contents. We will select the
repairer or supplier who has submitted the more competitive and complete
quote and thot will be the repairer who repairs, or the supplier who
replaces, your contents.

We have your contenis repoired or replaced, keeping you informed all the
way along.
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What happens to your policy when you claim?

When we establish that...

What happens to
your policy

the damoge or
loss is less thon
your contents
amount covered,
we decide either
fo ...

repair or replace
your contents,

or to pay the cost
of repairing ar
replacing your
contents.

Your policy continues for the
remoinder of the pericd of cover.

the damage or
loss is likely to be
greoter than your
contenis omount
covered, we
decide to ...

poy the amount
covered for yaur
contents.

Your contents cover including the
legol liability cover it provides
comes to an end.

We also pay, where relevant,
ony outstanding additional
benefits. Because our payment
meets all our obligations to you
in full, there is no refund of any
portion of the premium.

If you wish to reinstote your

contents cover, please coll us
on 13 22 44.
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When you claim on your policy, your responsibilities
include

Preventing further damage or loss

Following an event thot is likely to result in a claim, you must take all
reasonable precoutions to prevent any further damage, loss, cost or liability.

Allowing us access

You must provide us with access to your building and the site ta inspect
domoge or loss; arrange quotations, repair or replacement; and undertake
progress inspections if required.

Obtaining our written authority for the repair of your contents

You must not authorise the repair of your contents, apart from emergency
repairs, without our written permission.

Obtaining our written consent

You must not moke any admissions or setile any claims without our prior
written consent.

Giving assistance — information, notices, negotiating, defending
and settling claims

You must give us the informotion and assistonce we reasonably request in
evaluating the cause, extent and value of any claim. This may include:

providing us with fulf details of the claim in writing,
providing valuations, receipts or other evidence of ownership,
providing written siatements,

providing other relevant documents,
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undergoing an interview or inferviews about the circumstances of the
claim,

appeoring in court and giving evidence.

You must assist us o recover any part of the claim from the person
responsible for the occident or event which results in a claim.

You must promptly deliver to us any relevont letters and notices that come
info your possession.

You must tell vs if you become aware of ony demands, court proceedings or
offers of setlement.

We shall be entitled, but not obliged to defend or represent you in any legal
proceedings relating to an accident or event which may give rise to o ¢laim
against us ond to control, setle and deal with those proceedings as we see
fit.

We will pay the legol ond other reasonable related costs of defending any
cloim made ogainst you, provided we appoint the solicitors who will defend
the claim and we have told you in wiriting that we will pay their costs.

You must assist us in all our endeavours to negotiate, defend or settle any
claim made under this policy and to exercise for our benefit your legal right
of recovery against any other party {including a party involved in making
good any damage or loss).

If you fail to assist us, or do not abide by ony of these terms, we may reduce
or refuse o pay your claim or be entitled fo recover from you any monies
poid under the claim.
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Excesses

Excesses

An excess an your palicy is the amount that you must first contribute towards
each claim. If your claim is for more than one occurrence, the excess
applicable io each accurrence will be payable.

The excesses that apply 1o your policy will be shown on the most recent of
your insurance schedule and your renewal nofice. When you make a claim
we may require you to pay the excesses or we may deduct the excesses
from any payment we moke. We will tell yau when and how the excesses
are 1o be paid or deducted.

When an unoccupied excess is payable, it will be odditional 1o any other
excesses that apply to your claim.

Unoccupied excess

Your conlents are at greater risk of damage or loss when your home is
unoccupied for a lengthy period.

Because of this extra risk, if you claim far damage or loss to your contents:

which oceurs after your home building has been unoccupied for 60
continuous days,

an additional compulsory excess is payable.

What happens when your building and contents are insured
with AAMI

When your building and contents are insured with AAM and the event
leading to your claim is for domage or lass to both, whichever is the higher
of your total building and your total contents excesses, including any Flexi-
Premium excesses, will be payable.

AAMI Flexi-Premiums™

With AAMI Flexi-Premiums™, the higher the excess you choase, the bigger
the discount on your premium. Please call 13 22 44 for full details.
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Important general information for you

You can contact us:

By phone: Call 13 22 44 {24 hours a day every day of the year).

Via the internet: aami.com.au

By mail: PO Box 14180, Meloourne City Mail Centre, Victoria 8001.-
In person: Call 13 22 44 for the address of the closest AAMI branch or

customer service centre.

Cover your contents for their current replacement cost

We will pay up to the amount covered 1o replace your contents of their
current cost if they ore destroyed or damaged beyond repoir by an insured
event.

Therefore it is in your own best inferests to ensure the amount covered - the
insured value you decide upon for your contents - is accurate when you first
insure them ond each time you renew your policy.

To help you do this, AAMI provides o contents value calculator that you can
access at the AAMI website aami.com.au or by calling AAMI on 13 22 44,

Inflation protection

AAMI automatically adjusts the amount covered for your contents at the end
of each period of cover fo occount for inflotionary frends.

When we quote you a premium

When we quote you a premium for AAMI home contents insuronce, the
factors we take into account include:

the value of your confents,
our experience of the incidence and cost of contents claims,

the value of the benefits we include in your cover,
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yaur insurance history,

the insured address {the address where your contents are located},
the cost of providing legal liability cover,

our casts of providing and administering this policy,

whether you pay your premium in instalments,

any discounts that apply because of your particular ciccumstances.

Gavernment taxes and charges are included in the premium we quote.

Secure contents
When your contents are protected by additianal security af your building,
we reward this with a lower premium.

The security measures we take into account in deciding ycur premium
discount are:

deadlocked externol doors,

keyed locks on all accessible windows,

a local burglar alarm,

a backtorbase burglar alarm,

only electronic access (key pad or card) to the site or building,
video surveillance of access to the site or building,

doorman, security guard or security patrol.

Please call AAMI an 13 22 44 for further details.

Paying your premium
The natices we issue of the commencement and each renewal of your policy
shaw the various payment methods available to you.
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Paying by instalments

You moy also be eligible to pay in regular instaiments by direct debit. The
total premium we chorge is higher when you pay in instalments than when
you pay one sum annually.

Your responsibilities when paying by instalments
When paying by instalments:

you must be an authorised signatory on the occount nominoted for
your direct debit payments,

you must ensure that your nominated account can accept direct debits
and hos sufficient funds to meet each payment at each due date,

your financial institufion may olso apply its own fees (including
dishonour fees). Those fees are your responsibility.

What happens if your instalment remains unpaid?

AAMI may cancel your policy without notice if an instolment poyment
remains unpaid for one month or more.

Any claims arising affer the due date may be refused.

Changing your instalment payments

If you wish 1o change or concel your direct debit arrongements, you need to
coniact us at least seven days before the debit day.

If you cancel the debit completely, you will need to aronge for another woy
fo pay us your premium, o ensure you remain covered.

Important things to remember when paying by instalments

When you first commence your direct debit payments, or when you change
your account detoils, it may take up to 14 days for us to first debit your
account.
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If you believe that we may have incorrectly debited your account, pleose
contact us on 13 22 44,

When you claim on your policy and we decide that the damage or loss
to your contents is so extensive that we decide io pay the amount covered,
we will deduct the total unpoid belance of your annuol premium from the
payment we make.

Government taxes and charges

AAMI shows on receipts any government taxes ond chorges such as GST,
Stamp Duty and Fire Service Levy ollocotion included in insurance premiums.

GST

Any amounts we poy ond ony excesses we require under this policy include
GST.

Renewing your policy
When we offer to renew your policy:

we will send you a notice before the policy expiry date,

we will tell you in writing if there ore any chonges o the policy.
Chonges that benefit you apply from their introduction. Chonges
introducing limitotions apply from the palicy’s renewal,

we may require an odditional premium if you make a claim in the short
period between the time we colculoted the renewal premium ond the
expiry of your policy. if the additional premium is not paid, we may
reduce the period of cover to maich the reduced omount poid.

Cooling off period and cancelling this policy

Federal law provides that you can cancel this policy within 14 days of its
purchase. AAMI ollows you to cancel your policy at any time.
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in both cases, we will refund you the unexpired porfion of the premium less
ony cancellation processing charge to cover the weasonable odministrative
ond transoction costs incurred by AAMI. To cancel your policy, please call
AAMion 13 22 44,

We can only cancel your policy by giving you written nofice in accordance
with the Insurance Contracts Act 1984.

Joint policyholders

When you insure your contents in the names of more than one person, each
person is a joint policyholder and is able to make changes thot we agree
with ta the policy.

Contents cover for landlords

We provide a separate policy for landlords who rent their property fully or
porily furished for domestic residential purposes. Please ask us aboui the
AAMI Landlord Policy.

The privacy of your personal information

We are committed to protecting the privacy of your personal information,
That commitment s reflected in the AAMI Customer Charter and in our
camplionce with the Natianal Privacy Principles. For further information,
please visit our website aami.com.au or call us on 13 22 44 for a copy of
our ‘AAMI and Your Personal Information” brochure.

AAMI’s Customer Charter

We are committed to alwoys provide you with the highest standord of
service. The AAMI Customer Charter is o writlen document confaining
service and reporting promises which we are bound to deliver. In fact, we
impose a penalty on curselves if we fail to do so.

This unique Charter was drawn up through consuliation with our staff, cur
customers and industry regulators, and is reviewed annually. Compliance
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with our promises is independently audited every year and the results are
reporied publicly.

The AAMI Customer Charter, intraduced in 1996 was Australia’s first
general insuronce customer charter, and indeed, first retail customer charter.
The Charter is your guarantee that we're always striving to deliver the best in
customer service,

The AAMI Consumer Appeals Service

IF you ore unhappy with anything we have told yau or done for yau,
we want you to fell us obout it. If we cannot resolve the maiter to your
satisfaciion, other appeal services are availoble to you. See page 53
for full details.

The General Insurance Code of Practice

AAMI s a signatory to the General Insurance Code of Practice which sets
out a commitment by the general insurance indusiry to raise stondords of
service and to promote betfer relations between customers and insurers.

The Code describes standards in areas such as buying insurance, claims
handling, responding to cofastrophes and disasters, information and
education ond dispuie resolution. The Code was introduced in 1995 with
the backing of consumer groups, the federal government, insurers and the
Insurance Council of Australio.

More information on the Code, or a copy of the Code, can be obtained
from the Insurance Ombudsman Service [IOS). You con contact the KOS
on 1300 780 808 |locat call cost), or you can access the Code at
codeofpractice.com.ou.
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What do we mean by that?

AAMI, we, us, and our mean Australian Associated Motor Insurers Limited
[ABN 92 004 791 744).

Accident means an accident or a series of accidents resulting from any one
occurrence.

Amount covered is the most we will pay, less any excess, for any
occidentat loss ond damage to your contents covered by your AAMI policy
occurring during the period your contents are insured with us. The amount
covered includes GST. The current amount covered is shown on the most
recent of your insurance schedule and your renewal notice.

Building means the dwelling and other structures at the site used for
domestic or residential purposes, It includes:

outbuildings and permanent structural improvements,
fixiures and fittings that:
ore permanently atiached to the building or the site,

are stored at the site in a building copable of being locked
while awaifing installation.

that part of the building used for performing office work,

services, whether abave or below ground, that are your property or
for which you are liable,

any jeily at your site used only for domestic purposes.
It excludes:

fixed wall and floor coverings such as carpets, curtains and infernal

blinds,

any part of the home building or the site used for conduciing a
business, trade, professional services, or farming of any descrition,
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any part of the building or other siructures of the site that cannot be
locked because thot building or siructure or part of i is being altered,
renovated or rebuilt,

o temporory building or structure or o building or struciure in the
course of construction,

houseboats, watercraft, coravans, mobile buildings (fixed or
free-standing), motorised vehicles of any type ond the parts and
occessories of any of these items,

the loose surfaces of fennis courts, driveways and paths,

hedges {whether or not they form o fence), lawns, trees, shrubs,
plants, flowers, garden beds or any other living material.

Collection or set is a group of items of sufficiently common type,
oppearance or nature that:

they reasonably belong together, or
the group is devalued if one or more of the items is lost or damaged.

Contents. See pages 5 - 15 for the contents thot are and are not covered
onder this policy.

Cover and covers mean the protection provided by your policy.
Damage and loss.
Damage meons actual physical damage to your contents.

Loss or lost means your contents or a part of your contents being
destroyed, stolen or damaged beyond economical repair.

loss does not mean items being accidentally misplaced.

Endorsement means a special condition that applies to your policy. Any
endorsements to your policy are shown on your insurance schedule.
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Excess. An excess on your policy is the omount thot you must first contribute
towards each claim.

Fire means burning with flames.

Fixtures ond fittings means items used for domestic and residential
purpases, and which are permanently atiached to your home building or the
site.

Flood means the inundation or covering of normally dry lond by water
which:

escapes or averflows from, ar
cannat enter {because it is full ar has overflowed), or

is prevented from entering (because other water has already escaped
or been released from i),

the normal confines of any watercourse or lake, including any that
may have been medified by human intervention, or reservair, canal,
dam ar starmwater channel.

Flood does not mean starmwoier runoff from oreos surrounding
the site ar water escaping from ony water main, pipe, street gutter,
guttering ar surface.

Home means the buildings described above.
Insured address means the address at which yaur contents are locoted.

Insured event. The accurrences we have listed on poges 16 1o 21 which
cause damage or lass to your contents.

Living with you. Any person normally living or staying in your building or ot
the site.

Lot and wnit mean an area which is used for domestic or residential
purpases that is shown on the plan far the Strata Titles Act or similar
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legislation opplying whese the lof or unit is located.

Plan means the plon of subdivision describing the areo of lond ot the
insured address created under the Strata Titles Act, Subdivision Act or
similar legislotion applying where the lot is located.

Occupied means you are living or staying in your home or another person is
with your consent.

Period of cover means the current period for which we have agreed to
provide you with insuronce cover. The current period is shown on the most
recent of your insurance schedule ond renewal notice and any receipt we
may send to you.

Policy means this booklet ond your policy schedule.

Your policy schedule comprises the notices we give you which show
the particular defails and the current status of your palicy. These
nofices are the most recent of your insurance schedule and renewal
notice, and any receipt we may send you.

Your insuronce schedule sets out the information you have given
us on which we have based our decision fo insure you as well as
the individual detoils of your policy. We will send you on vpdoted
insurance schedule whenever you advise us of a change in this
information or these details.

Rental agreement means the agreement between you and your landlord or
yaur landlord’s agent which seis out the terms ond conditions of the fenancy.

Site means those parts of the land at the insured address which are used far
domestic or residential purposes but not ‘common property” which is lond
or areos that people as well as those living with you are entitled to use, for
exomple common property in o multi-dwelling development.

Storm means violent wind {including o eyclone or tornado), thunderstorm or
a heavy fall of rain, snow or hail.
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Tenant means all the persons named in the rental agreement and their family
provided thot they are normally living af the insured address.

Theft meons aciual or attempted theft and burglary.

You ond your meon the person or persons named as the insured on the
mast recent of your insurance schedule and renewal notice and members of
your fomily.

Your family meons the following people who normally live with you:
your spouse or pariner,

your children, porents, grondparents, grandchildren, brothers ond
sisters,

the children, parents, grandparents, grandchildren, brothers and sisters
of yaur spouse or partner.
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The AAMI Consumer Appeals Service

What to do if you are not satisfied with us

Here is how the AAMI Cansumer Appeals Sesvice helps you if yau are
dissatisfied with the results of your declings with AAMI.

1. Who do you tolk to?
If you are unhappy with anything:

we have told you or done far you, or
that has been provided on cur behalf,

please tell us. You can phone us on 13 22 44 or call in to an AAMI
branch. Most times we will be able to sort the matter out to your safisfaction.

2. The AAMI Customer Ombudsman
However, if you are net satisfied with cur response, you can ring, write
to or email the AAMI Customer Ombudsman with the details. The AAMI

Customer Ombudsman will respond to you within five working days of
receiving your letter or email.

3. Appedling fo the independent dispute resolution scheme

If you disagree with the AAMI Customer Ombudsman's decisian, you can
appeat fo the Insurance Ombudsman Service. We will help you da this.

The Insurance Ombudsman Service is an independent industry dispute
resolution scheme. You can contoct the service on 1300 780 808 (local
call cast) or by email to ias@insuranceombudsman.cam.au. You can alsa
visit the 10S website ot insuranceombudsman.com.au. There is no charge for
this service.

4. Are any decisions binding on you?

You do not have ta accept any decision AAMI or the IOS makes.
You always have the option of seeking remedies elsewhere.
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Any decision the AAMI Customer Ombudsman mokes or the IOS makes is
binding on AAMY, provided yau also accept the decision.

How to contact AAMI
Telephone: Call 13 22 44 (24 hours a day, seven days a week).

How to contact the AAMI Consumer Appeals Service
Telephone: 1300 130 794 (local call cost).

Qom to S5pm EST Menday fo Friday.

Fox: (03] 9529 1214,

Wite to: The AAMI Customer Ombudsman, AAMI Limited,
PO Bax 14180, Melbourne City Moil Centre, Victoria 8001,

Emoil: consumerappeals@oami.com.au

How to contact the Insurance Ombudsman Service
Telephone: 1300 780 808 {local call cost}.

Email: ios@insurancecmbudsman.com.au
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We're here to help you
24 hours aday :
‘every day of the year
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ANNEXxURE 2
ATTACHMENT 1

POLICY DETAIL SCREENS -

POLICY CNQUIRY

- Se]ectwon __" Item i f C}aks ”' 1=sub c1ass

CClient . - Agent 2395 - AST BRISBANE
S St LT : ‘ ' Complete
Locked by User

'nanuaT Rerate 1
VManual Rerate 2 . .°
Cttanual Rerate 3
Branch - 4112 FAIR csc
. Cust Ref .-
Incept. 5/06/2006
iNot Prod
CCoopo] Term 12 prior CT
ﬁZBus1np 5N Form ‘
Prev.Pol cvnl?0078441

S conmen ?l‘OlP__E_l“t‘y'.

Pev Insur. 39 AAMT AssoC
1sP Desc:1pt1on HDUE BUILDING

=;;HCB ev1ened
CTrust Class.
rindow Bars -
‘1deo surve111ance

window Locks
Alarm Type - :
”E1ECtIOn1c‘Access L




ATTACHMENT 1

POLICY DETAIL SCREENS

_ LICY ENOUIRY ITEH.LIST POLICY

. Se]eCL1on . Item .'  ciafs e ub cla;s .

1 Hott BLD. HonE BUILDIN
S SOUTH.QUEENSBOROUGH PDE. ARALEE 306
2 HOH CTS HOME -CONTENTS 0 - '
: SOUTH QUEENSROROUGH PDE KARALEE 4306
3 HUM PVS EXTRA COVER. 7
Ly ‘SOUTH OUEENBDROUGH PDE &ARALEE 4306
Ol PVS EXTRA COVER - i
SOUTH QUEENSBDROUGH PDE KARALEE 4306




ATTACHMENT 2

CLAIM DETAIL SCREENS

_ _ ~OPTION
sel ¢laim do .. = ‘ ocked by User :
T Setv1ce Catego ASS T(LNK)-ASSESS(CLT FGT)=PYMNT-RCYR -
"CompTete Ind € COMPLETE
R Subc?ass BLD Coy 1% 41 & 4112
OFp Cust AANT - i LcOst Centre 4_ : :
}1ent 124989293 MRS REBECCA ‘ o R
, ,nR JULIAN CHAHBERS

tn:e code ST STORM & RAINWATER
laim Desc . - ** 'DUE TO THE STORM HY.H
JDateloss - 11/01]2011 ‘Tine of loss 12 30
"catastrophe H115 - CIncident-
User Resp. QHSTl 3 “Branch Res
orig Est - .

ast: Trans: )

F/shts Prid

1529.00
1529,00

0ccup1ed As 0. OWNER
e Event Desc
i TO THE STORM

-1Natu;e code1 ST STORM & RAINWATER
cc rrad Betneen 11




_ CLAIM ENQUIRY - CLAIM DETAILS OPTION

USER NOPEU

Selection ... Sel Claim No Locked by User

Service Category A - ASSIST{LNK)-ASSESS(CLT MGT)-PYMNT-RCVR
Claim No B s:acus  FINAL Complete Ind C COMPLETE
rolicy No NG Class HOM SubClass BLD Coy 1 St 41 Br 4112
Coxrp Cust AARMI Ret Cost Centre 41

ciient || »xs rResEcca cHAMBERS

MR JULIAN CHAMBERS

T/As Inv Addr
Nature Code 57 STORM & RAINWATER Compleéete Dte 1270172011
{laim Desc DUE TO THE STORM MY BOUSE WAS FLOODED
Date LOSS 1370172011 Time of loss 12:30 Date Reportd 12/01/2011
Catastrophe H115 Incident BPay
User Resp QHSTL Branch Resp 4112 Cust Ref
Orig Est 3089 Created 12/01/2011 Finalised 06/09/2011
Last Trans 06/0%9/2011 Reopened RE 05/09/2011 Reinstated
Highlight F/shis Prtd Est Recov 08

Totals Gross Local Treaty Net Excess/Loss

Est 0/8 0.00 0.00 0.00 0.00

Paid 2629.00 0.00 0.00 2629.00

Cost, 2629.00 0.00 0.00 2629.00

PF 1 HELP 3 PREV 5 SUSP 10 LOCK 11 MENU 12 MAIN CL EXIT



] Home Claim Policy Details OPTION
FARGE _1 OF 1 user |

Selection Corp Cust AAMI Cost Cntr 41
CLIENT  Type CT
Insured: MRS REBECCA CHAMBERS
MR JULIAN CHAMBERS
Address: PO Box- MOUNT CROSBY 4306

RISK Address: .SOUTH QUEENSBOROUGH PDE KARALEE 4306

POLICY Class HOM

Policy _ Category POLICY

Inception 05/06/2006 Prev Insurer 39 NRMA

Due Date 03/06/2011 CanResas

Paid to 04/02/72011 Pay Status Freq M -~ CALENDAR
Sub Rating/ Date huto Cancel
Class sumIns Eff Date ¥rs Reviewed Premium Prem Reason

BLD CRC 0570672010 01 s 01 05/06/2010 630.00 Y

cTs 74350 0570672010 01 / 04 05/06/2010 339.00 ¥

PVS 1000 05/06/2010 01 / 04 05/06/2010 54.00 ¥

0108 ~ END OQF SELECTED RANGE

PF 1 HELP 3 PREV 5 SUSP 7 BWD 8 FWD 10 LOCK 12 MENU 12 MAIN CL RXIT



AAMI Claim _ Loss Date 11 01 2011 GSER NOPEU
Selection: __
Customer: R & J CHAMBERS
Risk addr: [JJsourn QUEENSBOROUGH PDE KARALEE 4306
Type: GENERAL COMMENTS
Selection2: __ *Fhkkkxx® TOD QF DATA *¥#*¥¥wx
00001 12/01/2011
oooo2 [ c: :» uELB
00003 ////7
00004 13012011:
00005 . MRS IO RANG 70 ADV THEY HAVE BEEN ABLE TO ACCESS THEIR FLOODED
G000G  HOME, THE ROCF IS OFF AND ONE WALL IS BADLY DAMAGED
00007 . TO REQUESTED ACCOMMODATION
00008 . IO ADV SHE LIVES ON THE RIVER, DID ADV IO THAT A&MI DOES NOT
00009 COVER FLOOD BUT ASSESSOR WILL ATTEND TO ADV IF COVERED - IO WAS
00010 SHOCKED AS SHE ADV THE ORIGINAL OPHRATED STATED 99.9% THAT SHE
00011 WOULD BE COVERED
00012 . REFERRED TO TsO ||} v##o 2uTH FOR EMERG ACCOMMODATION
30013 . DD NOOUT AND COMPLETED LIDO GROUP FORM

PF 1 HELP 3 PREV 5 SUSP 7 BWD 8 FWD 10 LOCK 11 MENU 12 MAIN CL EXIT



I CLAIM DETAILS oPTION ____
ARMI claim [l voss pate 12 o1 2011 user [

Selection: ___
Customer: R & J CHAMBERS
Risk Addr:- SOUTH QUEENSBORQOUGH PDE KARALEE 4306
Type: GENERAL COMMENTS
Selection2: _
* 00015 .. ...
00016 13.01.2011
00017 SPOKE WITH LIDO - ONLY AVAIL ACCOM IS ON GOLD COAST
00018 CHECEKED INTERNET - IPSWICH IS CURRENTLY CUT OFF FROM GOLD COQAST
00012 CALED IO - 10 CURRENTLY AT A FRIENDS HOME

00020 IO WILL CALL BACK ONCE ABLE TO LEAVE IPSWICH

00021 ~--- PLEASE ORGANISE ACCOMODATION WONCE IO CALLS BACK -----

00022 PLEASES ASK/CONCIDER:

00023 -~ I0 WANTING ACCOM ON SUNSHINE COAST NEAR PARENTS

00024 - 10 HAS NIL TRANSPORT - PLS ASK HOW IO IS PLANWING

00025 TO CGET TO SUNSHINE COAST

00026 - I0 AWARE ACCOM CAN BE BOOKED ON GOLD COQAST (LIDO)

00027 - ASK IO IF PARENTS ARE AWARE OF ANY AVAIL ACCOM IN
* 00028 THEIR AREA ~ IO/I0 PARENTS CAN BOOK AND WE CAN

PF 1 HELP 3 PREV 5 SUSP 7 BWD 8 FWD 10 LOCK 11 MENU 12 MAIN CL EXIT



] CLAIM DETAILS oPTION _____

ABMT
Selecti
Custome
Risk ad
Type:
Selecti
* 00029
00030
00031
00032
00033
00034
..00035
00036
00037
00038
00039
00040
00041
* 00042

Claim _ Loss Date 11 01 2011 USER -

r: R & J CHAMBERS
dr: [JjsovTr QUEENSBOROUGH PDE KARALEE 4306
GENERAL COMMENTS

onz: __

on:

SEND AUTHQRISATION IF THEY KNOW QF SOMEWHERE AVAIL
- IQ0 HAS A SMALL DOG {JACK RUSSELL}

14/01/2011

MS I0 CALLED TO ADVICE THAT THE AREA HAS BEEN OPENED UP

AND THAT SHE WOULD LIKE TOQ GET EMERGENCY ACCOMODATION.

{AS PER ABOVE MESSAGES)

CONTACTED LIDO, LEFT MESSAGE FOR CALL BACK.

10 ALSO ADVISED THAT SHE WILL DO S0OME RESEARCH FOR ACCOMODATION IN THE
AREA AND WILL CALL AAMI WITH DETAILS.

I0 QUERIED THE NUMBER OF DAYS THAT THE ACCOMODATION HAS BEEN APPROVED
FOR, REFERRED THE CLAIM BACK TQ THE TSO THAT APPROVED THE ACCOMODATION
_, WHOQ ADVISED THAT SHE OR THE CM WILL CALL THE CUSTOMER

PF 1 HELP 3 PREV 5 SUSP 7 BWD 8 FWD 10 LOCK 11 MENU 12 MAIN CL EXIT




_ CLAIM DETATLS OPTION ____ .

AMMI Cla
Selection:

Customer: R & J CHAMBERS

im I :oss pate 11 01 2011 USER -

risk addr: ] sours ouEENsBOROUGH PDE KARALEE 4306

Type: GENERAL COMMENTS
Selection?: ..

* 00043 BACK TO DISCUSS THE POLICY AND CLAIM AS FLOOD IS AN EXEMPTION UNDER
00044 THE TERMS OF THE POLICY

00046 KAk hkdokkhkk ek whkd kxR

60047 14.01.2011
00048 ATT TO CALL IO 11:4

* i

0

00049 NIL ANSWER - LM ASKING IO TO CALL BACK / ADVISING I WILL CALL BACK
00050 ——------r=cm=m PLEASE READ —~wummmmom-—— e —

00051 IO HAS BEEN PREVIOUSLY OFFERED ACCOMODATION

00052 AS THIS CLAIM IS LIKLY TO BE CONSIDERED 'FLOOD' NO POLICY BENIFITS ARE

00053 TO BE AUTHORISED ON
00054 IF IC CALL BACK WE

THIS CLAIM UNTILL ASSESSED {ACCOM/EM SEC/FUNDS)
NEED TO EXPLAIN TO IO THAT AT THIS STAGE CLAIM HAS

00055 NOT BEEN ACCEPTED AND NIL BENIFITS CAN BE EXTENDED AT THIS TIME
* 00056 PLEASE ADVISE IO THAT HER CLAIM HAS BEEN PASSED TO MANAGEMENT TO ORG

PF 1 HELP 3 PREV 5 SUSP

7 BWD 8 FWD 10 LOCK 11 MENU 12 MAIN CL EXIT




I CLAIM DETAILS OPTION
ABRMI claim NI :oss pate 11 01 2011 user [

Selection: ___

Customer: R & J CHAMBERS

Risk Addr: - SOUTH QUEENSBOROUGH PDE KARALEE 4306
Type: GENERAL COMMENTS

Selection2: _

* 00057 FIRST POSSIBLE ASSESSMENT.
00058 IF ANY ISSUES -~ PLEASE REFER/PASS CALL TO TS0 OR LEADER

00060

00061 14.01.2011 INBOUND FROM MRS I0

00062 -I ADV AS PER ABOVE MSG FROM CA, WE ARE UNABLE TO PROVIDE WITH
00063 ANY EM ACCOMODATION OR BENEFITS AT THE MOMENT, AS HER CLAIM WILL
00064 BE ASSESSED, AS LOOKS LIKE HER WILL BE CONSIDERED FLOOD, POLICY
000865 DOESNT COVER FLOOD, HOWEVER MANAGEMENT IS AWARE OF HER SITUATION
00066 AND WILL ORGANISE ASSESSOR AS PRIORITY

00067 - I ADV IO THERE IS NO TIME FRAME AT THE MOMENT ON WHEN ASSESOR
00068 WILL ATTEND

00069 _NSYD HOMECTLAIMS

* 00070 LR A R R

PF 1 HELP 3 PREV 5 SUSP 7 BWD 8 FWD 10 LOCK 11 MENU 12 MAIN CL EXIT



] CLAIM DETATILS OPTION ______
AAMI clain [ voss pate 11 01 2011 user R

Selection:
Customer: R & J CHAMBERS

Risk Addr: I SOUTH QUEENSBOROUGH PDE KARALEE 4306
Type: GENERAL COMMENTS

Selection2:

* 000’71 v dook e e R K kK ok R A

00072 17.01.2011

00073 INTRO CALL INCOMPLETE WIRH I0. "

00074 - LMTCB ON MOB AT 12:37P.M

00075 - NEED TO ADV OF $400XS

00076 - NEED TO CONF, AS PER ABOVE MSG'S, NO BENEFITS/TEMP. ACCOM
00077 CAN BE OFFERED UNTIL CLAIM ASSESSED FOR CLAIM COVERAGE
00078 - NEED TO ADV IO AAMI IS NOT AWARE IF THIS CLAIM WILL BE
00079 COVERED AND CAN'T ASSUME IT IS FLOOD DAMAGE UNTIL ASSESSED
00080 - NEED TO ADV ASSESSMENT BOOKED FOR ASSESSOR TO CTC IO ASAP
00081 NEXT ACTION: 2ND ATTEMPT INTRO.

00083 .....

* 00084 17/01/2011 * INTRO CALL COMPL - OUTBOUND

PF 1 HELP 3 PREV 5 SUSP 7 BWD 8 FWD 10 LOCK 11 MENU 12 MAIN CL EXIT




] CLAIM DETAILS OPTION ___
AAMT Claim _ Loss Date 11 01 2011 USER -

Selection: ____

Customer: R & J CHAMBERS

Rigk Addr: -SOUTH QUEENSBOROUGH PDE KARALEE 4306
Type: GENERAL COMMENTS

Selection2: __
* 00085 * SW MRS IO
0o08e *+ CONF ALL DETS
00087 * ADVISED OF XS $£400 - AND NCB EFF
pooas * ADVISED OF CM DETS ME
00089 * HC ALREADY BOOKED
00090 * NXT DD IS CLAIM COVERED
00091_HOME CLAIMS CM NORTH SYD
00082 . it i i e s e et
00053 20.01.2011
00094 - MRS IO CALLED TO RETURN MY ABOVE MSG _
000385 - ADV OF INTRO CALI DETAILS AND ASSESSMENT ALREADY BOOKED
00096 FOR ASSESSING. COMP TO CALL IO'S ASAP TO DETERMINE
00097 CLAIM COVERAGE
* 00098 NEXT ACTION: CONF ASSESSMENT TO HAND.

PF 1 HELP 3 PREV 5 SUSP 7 BWD 8 FWD 10 LOCK 11 MENU 12 MAIN CL EXIT




] CLAIM DETAILS OPTION _____
AAMI Claim _ Loss Date 11 01 2011 USER -

Selection: ___.
Customer: R & J CHAMBERS
Risk addr: [JJ] souTH QUEENSBOROUGH PDE KARALEE 4306
Type: GENERAL COMMENTS
Selection?2:
* 00099
0010 —
00101 17022011
00102 - MRS IO CALLED FOR UPDATE ON CLAIM
00103 - IO HAS CONFIRMED THAT CL HAVE ASSESSED APPROX 3 WEEKS AGO
00104 ~ CHECKED EMAILS, AND NIL REPORT RECEIVED .AS YET
00105 ~ ADV IO THAT ONCE CIL REPORT IS RECEIVED WE WILL CALL TO ADVISE
00106 ..
00107 - IO ALSO AWARE THAT WE ALSC REQUIRE THE HYDROLOGY REPORT TO BE
00108 RECIEVED PRIOR TO CLAIMS DECISION BEING MADE
00109 - IO AWARE THIS IS BEING OBTAINED BY THE ICA AND THIS WILL NOT BE .
00110, RECEIVED UNTIL THE END OF FEB
00111 -~ IO AWARE THAT WE WILL REVIEW CLAIM IN ITS ENTIRETY TO CONFIRM
* 30112 IF WE CAN COVER ANY OF THE CLAIM

PF 1 HELP 3 PREV 5 SUSP 7 EBWD 8 FWD 10 LOCK 11 MENU 12 MAIN CL EXIT




_ CLAIM DETAILS OPTION ____
AAMI Claim _ Loss Date 11 01 2011 USER -

Selection: __.

Customer: R & J CHAMBERS

Risk Addr: [J] SOUTH QUEENSBOROUGH PDE KARALEE 4306

Type: GENERAL COMMENTS

Selection2: __

* 00113 - IO AWARE WE WILL CALL ONCE DECISION IS MADE
00114 NG
00115 =*~*

00116 25/02/2011 - INBOUND CALL INSD -
00117 .
00118 ADVISED INSD WE ARE WAITING ON C&L REPORT AND HYDRO REPORT BEFORE ‘CLAI
00119 M DECISION IS MADE. ADVISED IF CLAIM IS DECLINED, KYDRO REPORT WILL BE
00120 PROVIDED FOR INSDS REVIEW, AND IF NOT SATISFIED WITH THEIR FINDINGS,
00121 THERE IS AVENUE FOR APPEAL. ADVISED INSD CANNOT ADVISE TIMEFRAMES AT T
00122 HIS TIME, BUT REASSURED WE WILL BE WORKING HARD TO GET THROUGH CLAIMS
00123 ONCE HYDRO REPORTS ARE RECD.
00124 .
00125 NEXT ACTION: .

* 00126 C&L. 'REPORT I8 AT_HAND

PF 1 HELP 3 PREV 5 SUSP 7 BWD 8 FWD 10 LOCK 11 MENU 12 MAIN CL EXIT




_ CLAIM DETAILS OPTION ______ _

AAMT Claim [ loss Date 11 01 2011 USER  NOPEU
Selection: ...

Customer:. R & J CHAMBERS
risk Addr:[j sovrs QuEENsBorOUGH PDE KARALEE 4306
Type: GENERAL COMMENTS

Selection2: . .

* 00127 AW HYDROLOGY REPORT
00128 . '
00130 .
00131 .04.03.11 MR INSURED RANG FOR UPDATE AT 10.27
00132 . ° .. .ASSESSMENT REPORT TO HAND AND ENTERED )
00133 ~ ADV INSURED WE WILL ALSO NEED A HYDRO REPORT TO ASCERTAIN
00134 iCOVERAGE AS UNABLE TO MAKE ANY DECISIONS ON ChAIM UNTIL THE
00135 S <HYDRO REPORT TO HAND. :

00135 NEXT ACTION: -HYDRO

00138 -/
00139

*_ 00140. 12.,03. 2011 < MRS I0 CALLED FOR UPDATE AS HER NEIGHBOURS HAVE BEEN ADV

PF 1 HELE 3 PREV 5 SUSP 7 BWD 8 FWD 10 LOCK 11 MENU 12 MAIN CL ‘EXIT




] CLAIM DETAILS OPTION

AAMT

Selection:

claim [ coss Date 1! 01 2011 USER -

Customer: R & J CHAMBERS
Risk Addr: [JJj sovrs QUEENSBOROUGH PDE KARALEE 4306

Type:

Selecti

* 00141
00142
00143
00144
00145
00146
00147
00148

o149

00150

00151.
00152

00153
* 00154

GENERAL COMMENTS
on2z; __
BY RACQ THAT HYDROLOGY REPORT IS NOW AVAILABLE AND HAS DETERMINED
THEY ‘ARE COVERED

- ADV MRS IO WILL SEND DD TO C/M TO CALL ASAP

_ CANSW OOH

14032011 _ “

- MRS IO CALLED FOR UPDATE ON CLAIM

- ADV IO THAT CL REPORT IS RECEIVED .

~ CONFIRMED HYDRO REPORT RELEASED FROM ICA AND THIS IS CURRENTLY'BEING
REVIEWED BY MANAGEMENT AND LEGAL DEDT TO CONFIRM IF THE REPORTS
ARE ADEQUATE TO MAKE CLAIMS DECISIONS. .

- 10 AWARE THAT AS SOON AS WE HAVE FURTHER INFORMATION WE WILL BE
IN TOUCH_TO ADV EITHER,THE CLAIMS_DECISION OR THE NEXT STERS

PF 1 HELP 3 PREV. 5 SUSP 7 BWD 8 FWD 10 LOCK 11 MENU 12 MAIN CL EXIT




] CLAIM DETAILS OPTION .
AAMI o clain [ zoss pate 11 01 2011 uvser NI

Selection: ___
Customer: R & J CHAMBERS
Risk Addr: Hll SOUTH QUEENSBOROUGH PDE KARALEE 4306
Type: GENERAL COMMENTS
Selection2:
' % 00155 - IO HAS ADV THAT THE MEDIA HAS BEEN STATING THAT BASED ON THE HYDRO
00156  REPORTS; IPSWICH WOULD BE PAID BUT NOT BRISBANE -
00157 - ADV IO NIL BLANKET DECISIONS ARE BEING MADE AND ALL CLAIMS WILL BE
00156 ~ REVIEWED INDIVIDUALLY
00159 - IO AWARE NIL AAMI CLAIMS HAVE HAD DECISIONS MADE ON THEM "IN RELATION
00160 . TO THE FLOOD DAMAGE.. ' :
00162 *xx
001:63. 21032011 - -
00164 = MRS. IO. CALLED FOR UPDATE ON CLAIM .

00165 = ‘CONFIRMED THAT AS PER OUR LAST CONVERSATION WE ARE STILL WAITING
-wQGTG&;Tion_THE REVIEW OF ‘THE HYDRO REPORTS. R , o
i0016Ta3~Io AWARE: ONCE WE HAVE MORE INFORMATION, WEjWITL.BE:IN?ToﬁeHQTOQ-”

* 00168 K ' :

PF 1 HELP 3 PREV & SUSP 7 BWD 8 FWD 10 LOCK 11 MENU 12 MAIN CL EXIT




_ CLAIM DETAILS OPTION __
AAMT claim [ toss Pate 11 01 2011 USER -

Selection: ___
‘Customer: R ‘& J CHAMBERS _
Risk addr: [JJjsovtH QUEENSBOROUGH PDE KARALEE 4306
“Type: GENERAL COMMENTS'
Selection2: .. o _
% 00169 - I0 HAS STATED THAT ONE OF HER FRIENDS WHO IS WITH AAMI AND LIVES
00170 DOWN THE ROAD, HAS BEEN PAID OUT BY AAMI AND THAT IS WHY SHE IS
00171  CALLING _
00172 - ADV THAT BASED ON MY KNOWLEDGE, NO DECISIONS HAD BEEN MADE IN THIS
00173 AREA AND A5 I DONT . KNOW THE CIRCUMSTANCES OF HER FRIENDS CLAIM
00174 I CANNOT CONFIRM WHAT HAS HAPPENED ETC.
00175 ..
00176 - TO AWARE THAT AS SOON AS I HAVE. FURTHER INFO, I WILL BE IN' TQUCH
00177  TO DISCUSS :

00179 **+ . : ,
00180 *¥**¥¥**xxx*+¥PILE JACKET CREATED **#*¥*#%ax¥x
00181 - FILE SENT FOR REVIEW

* 00182 .. ' '

PF 1 HELP 3 PREV 5 SUSP- 7 BWD 8 FWD 10 LOCK 11 MENU 12 MAIN CL EXIT




_ CLAIM DETAILS OPTION ...
AAMI Claim _ Loss Date 11 01 2011 USER -

Selection: ..
Customer: R & J CHAMBERS
Risk Addr: - SOUTH QUEENSBOROUGH PDE KARALEE 4306 o 0
Type: ' GENERAL' COMMENTS '
:Selectlonz
* 00183 23932011
00184 - MRS IO CALLED FOR UPDATE ON CLAIM :
00185 - HAVE ADVISED IO THAT HER CLAIM HAS BEEN PASSED FOR REVIEW
00186 - IO AWARE THAT AS SOON AS MANAGEMENT HAVE COME BACK WITH AN ANSWER
00187 ©ON HER CLAIM, WE WILL BE IN TOUCH TQ ADVISE

00188 .. . :
00189 NEXT. ACTION: CLAIMS DECISION : . _ b
00190 ;

00191 &&&
00192 01042011 .

00193 - MRS IO CALLED FOR UPDATE ON CLAIM

"00194 - ADV THAT THE CLAIM IS STILL WITH MANAGEMENT REVIEW

i00195 = ADV IO THAT AS SOON AS WE HAVE ANY FURTHER INFO WE WILL CALL
*. 00195 TO ADVISE

PF 1 HELP 3 PREV 5 SUSP 7 BWD 8 FWD 10 LOCK 11 MENU 12 MAIN CL EXIT




[ = CLAIM DETAILS OPTION ...~
ARMI claim [ 1oss pate 11 01 2011 user [
Selectionm: . = ' .
Customer: R & J CHAMBERS
Risk addr: -SOUTH QUEENSBOROUGH PDE KARALEE 4306
Type: GENERAL COMMENTS
Selectlonzz._._
* 00197 '
00198 NEXT ACTION: CLAIMS DECISION
00199
00200 ** _ :
00201 04.04.2011 - PROGRESS CALL FROM MS INSRD : CONFIRMED PREIVACY.
00202 . - CONFIRMED CLAIM IS WITH MANAGEMENT FOR REVIEW
00203 - ~ CONFIRMED ONCE DECSION MADE CONTACT WILL BE MADE
00204 = NEXT ACTION : MANAGEMENT DECSION
00206. - _ _ _ e
00207 08 0422011 - PROGRESS CALL- FROM MS INSRD : CONFIRMED PRiVACY
00208 . - ~ .CONFIRMED CLAIM IS WITH MANAGEMENT FOR REVIEW.
00209’_-, . - ‘CONFIRMED ONCE DECSION MADE CONTACT WILL BE MADE
¥00210. - NEXT ACTION : MANAGEMENT DECSION :

'PF 1 HELP '3 BREV 5 6USP 7 BWD 8 FWD 10 LOCK 1} MENU 12 MAIN CL EXIT




B CLATM DETAILS | OPTION -
amr . - clain [IENEEEEEE voss pace 11 o2 2011 vsEr - [

:Selectlon._

RN

o ELINE AS I DONT KNOW THIS. . L
V THAT SHE WAS TOLD LAST WEER THAT AN ANSWER SHOULD BE ‘READ
{ “END OF LAST WEEK '

"PREV ‘5 §USB 7 BWD & FWD 10 LOCK 11 MENU 12 MAIN CL EXIT




ARMI. - S _ _,_c‘1-a_im__ Loss Date 1101 2011 USER _

_Selectlon-

Customer:” R. .7 CHAMBERS
Risk Addr» -SOUTH QUEENSBOROUGH PDE KARALEE 4306

-~Type. GENERAL COMMENTS -
_Selectlonz‘ - : ’ '

* 00225 ffAPOLOGISED FOR THAT AND ADV THAT NO-ONE HAD BEEN GIVEN ANy IDEA OF.
00226°  TIMEFRAMES AS WE DONT KNOW HOW LONG EACH REVIEW WILL TAKE.
00227 - ADV 10 “'HAT AS ‘SOON AS WE RECEIVE THE FILE BACK, WE. WILL BE e

oozzsj;,TOUCH TO ADVISE THE OUTCOME .

00229 . i . . SRR
00230 - TH HAS ADV THAT PHEY ARE STILL TRYING TO PAY &’ MORTGAGE RENTgAND\;
00231 RUN.A SUSINESS ETC AND IT IS GETTING HARD. - :
100232~ ADV THAT WE UNDERSTAND THAT SHE 1S SUFFERING HARDSHIP IN -
. 'RELATION TG THIS AND WE ARE TRYING TO GET AN OUTCOME TO HER ASAP
fBUT THE ACTUAL REVIEW. DOES TAKE TIME.

.

'PF 1 HELP '3 PREV 5 SUSF' -7 BWD 8 FWD 10 LOCK 11 MENU 12 MAINCL EXTT . . .




L _ "' CLAIM DETAILS - oPTION '
coomamx oo 0 clain. [ coss pate 11 01 2011 USER -
-_"‘Selectlon. ___ : L ST
R&.J CHAMBERS . -

UTH QUEENSBOROUGH PDE KARALEE 4306

'H TSHE WOULD BE 99 9% COVERED

PP 1 HELP 3 PREV 5 SUSP. 7 BWD 8 FWD 10 LOCK 11 MENU 12 MAI




N~ cvhmoDsTAILS. opmroN .
BAMI. .- . Claim _ Loss Date 11 01 2011 USER - '

. Customer

UTH Q 4EENSBOROUGH PDE KARALEE 4306

PREV® 5 SUSP ‘7 BWD 8 FWD. 10' LOCK 11 MENU 13 MAIN.




PP 1 HELP

CLAIM DETAILS - L : OPTION

Claim _ Loss Date. 11 01 2011 USER:

. ”1VIEWING THE OPERATOR ON THURS AT 7PM AND WILL_F@R,
. ‘ORT PO, US AND ONCE TO HAND, WILL SEND IT 'BACK. TO. MANAGEM
.. TO REVIEW TO INCLUDE THIS NEW. INFORMATION Ve ‘
: TION..INVESTIGATION REPORT TO MANAGEMENT"" '

: QCALLED TO SEE. IF ANY FURTHER UPDATE |
HAT THE INVESTIGATOR HAS ADV‘THAT HE was INTER,"

3BREV. 5 SUSP 7 BWD 8 FWD 10 LOCK 14 “MENU: 12 MAIN cn EXIT




Cpp

5 SUSP 7 BWD 8 FWD 10 LOCK-11 MENU- 12 MATIN CL

CLAIM DETAILS . o OPTION

-_ C,i,aim B o oeie 1o 2011 USER,

CONFIRM LEGAL ATD LETTER RECEIVED;'
CALL 10 AND ADVISE ' '




“CLAIM DETAILS S el OPTION

crain [ coss Date 11 01 2011 USER- .

0 ADV 1N MSG' THAT WE HAVE NOT RECEIVED ANY LETTER

1 MRS INSURED RANG FOR UPDATE AT 08,32 -
_.INSURED AWARE ‘oF ‘ABOVE AND WE WILL BE IN TOUCH

PREV. 5 SUSP' 7 BWD & FWD 10 LOCK I1 MENU 12 MAIN CL EX




'CLAIM DETAILS R OPTION__

: _NV’ESTIGATORS REPORT :
._CONFIRM LEGAL 'AID LETTER RECEIVED

'8 FWD 10 LOCK 11 MENU. 12.MAT




.CLAIM DETAILS = . . opriow

.-'_'-C;i.ai;m_— Loss Date 11 01 2081 USER -

i

ER fen BE C'NTACTED BY CLOSE OF BUSINESSON_:'13 0
MESSAGE CLAIM WITH DETAILS OF OUTCOME

PREV' 5 SUSP 7 BWD 8 FWD 10 LOCK 11 MENU 12 MAI
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ANNEXURE Y-

“ N
CNavmsers
WILSON PROJECTS PTY LTD TRADING A5 _
Transcription
' Corvicpg
ACN 086 377 040 ABN 86361375884

Ph.. Q7 3376 3557 Fax 07 3376 6046
Moh.

Email: btstranscription @ bigpond.com
Web: www.bislrapscriptionservices.com.au

IN CONFIDENCE

TRANSCRIPT OF INTERVIEW

FILE NUMBER:
interviewee: LS
Interviewer: MB

Tetephone interview conducted on 2 May 2011.

PROPERTY INVESTIGATIONS
AAMI LIMITED




AAMI Interview Transcript:

File Number_ Date of interview: 2 May 2011

1. Recording, please conference in your party now.

2. MB  You there I

3. L.S Yes.

4, MB  Yeah okay that's recording now. So I'll just start this interview. My name is

_ and I'm from Suncorp Property Investigations and this is a

recorded interview with, between [ NI =< [ o the

Claims Assess, Claims Assist from Victoria, Before | start 1 must teil you that
our calls are recorded and analysed for the purposes of fraud prevention,
detection, training and quality control and may be reviewed later to check the
details that you have provided. Do you understand this?

5. LS Yes.

8, MB  And the time now is 7:50pm on Monday the 1* of May 2011. Do you agree
with the date and time?

7. LS  Itsthe 2™
8. MB  It'sthe 2™is it?
9. LS 2™ of May, please tell me it's the 2™ of May.

10. MB  Itis the 2™ of May too, yes it is the 2™ of May too, my apologies.
11, LS Okay.

12, MB | agree with you, 1]just quickly looked at my watch. -couid 1 have your full
name please?

14, MB  And what's your date of birth please?
5. s [N

16. MB  And what's, whoare you employed by?
17. L.S AAMI Insurance,

18, MB  Apd what's your position with AAMI?



AAMI Interview Transcript_
File Numb‘er_ Date of Interview: 2 May 2011

19. LS {'m a Consultant in the Claims Assist.

20. MB  And how long have you been employed with AAMI?
21. LS  Eleven years.

22. MB  Okay and could you describe the duties that you perform on a daily basis
please?

23. LS Yep lodging motor vehicle and house hold claims. Do you want more?
24, MB  Yes please yep.

25. LS  Oh sorry. When a customer calls advising us of the loss | fodge it if it's
covered under the insured events and then we, our client, technical clients

look after it from there onwards.

28. MB  Okay I'd like to talk to you about the procedure used to lodge a home and
contents- insurance claim. Gould you go through the, the procedure that you
use when you do that please?

27. LS  Okay | firstly ask if the customer had the policy number, should they not have
the policy number | can look it up by their last name and just give them a three
point ID and we look it up. And then have a look at their policy to make sure
that the‘y’r,e actually covered and see what they've. got. Building, contents,
personal valuables and then discuss what they're ledging for and then 'd go
into the claims screen and then I'd ask more details:of when it occurréd, what
time, how it occurred and if it's covered and we go through and lodge the

guestions on our screen.

28. MB  Okay we récently had the Queensland events with the floods. Can you tell me
during those events of the floods, now this is back in early January, did you
receive-any advice from your team leaders or managers in relation to iodging-
the, these types of claims, an influx of claims?

29. LS Okay we, at the time we had a special code that we must put on when we
were lodging them to verify which ones were from the Brisbane floods. Sorry
what else. Did they advise us what to say or?

30. MB  Yeah was there any advice or any training given to you in relation to how to
lodge or what to say in relation to these flood claims?



AAMI

Interview Transcript:_

File Number_ Date of interview: 2 May 2011

31.

32.

33.

34.

36.

LS

MB

LS

MB

LS

MB

Well if it was from the storm, cause we couldn’t confirm whether it was
actually a storm or from an embankment giving way cause AAMI's not
covered by the embankments giving way. So we lodged it as a storm claim
depending, you know you would ask what, we would ask them more details of
what actually happened but most people said it was from a storm so I'd lodge
a claim as a storm claim. And they would just basically give us a run down,
you know what's actually happened, water's got into my house or and then
we’d ask if they could, you know if-there was anything that they could do to try
and prevent it or cause at the time we didn't have any, you know the
assessors were all pretty busy at that period of time. And then we’d just lodge
it, give them a claim number and then a client manager or technical, client
technical officer, consultant they would have been in touch with them ahd we
didn't actually say a time or anything. We just basically told everyone to be
sort of safe, get safe and because by this stage there was so many claims
came through. So we couldn't, you know normally our procedure is we would
get back to them the next day but it was out of our, the client manager
wouldn’t:be able to do that.

Okay what's your understanding of the policy exclusion or the coverage that
AAM! offer, AAMI offer for flood?

Well if it's from-a storm it's, it had to be like with-a flood, if itwas flood we-had.
to from a run-off of-the storm, like overflowing gutters into the house. But if it
was an embankment of the river giving way that’s not covered under the AAMI
policy.

Okay-and can you recall if you ever had any of those where you were advised
that the eustomier did advise you that you kriow it was a flood damage claim or
a flood-from an overflow or a river bank bursting?

At the time, oh back then 1, to be totally honest | can’t remember one where
you know saying my river, you know if the river has overflowed, people, the
claims we got were just saying my house has flooded, it didn’t tell me-if they
were. on the river, I'm down in Melbourrie so | dort know those areas
whatsoever.

And what....



AAM Interview Transcripl:_

File Number: - Date of Interview: 2 May 2011

37. LS But we did, yeah go on.

38. MB  Sorry, and what was your procedure when they said my house has been
flooded what would you do?

39. LS Well we'd ask what room, you know if it, at that time oh god it's pushing it. At
that time we were sort of, | didn't know the full extent of what actually
happened up in Brisbane because | got called in and | just thought it was a
few streets. So it was, | would just ask you know what rooms and then when
they were saying it's my whole house that was flooded | just thought you know
cause they had a quick storm so.

4Q. MB  Ckay. Tell me did you ever change any of that or alter any of the procedures
you just explained to me for lodging the claims?

47, LS Did | change anything?

42, MB  Yeah did you ever change or alter any of your procedures during this time for
lodging the claims?

43. LS No. No.

44. MB  And is there anything else that you can tell me about you know what. you
discussed with the customers during these events and you know the
lodgement of the claims of these fiood claims?

45, LS At the time when these claims occurred we, | remember there was- a storm

that a lot of people just ringing up just very upset and just finding out it they
had insurance policies and i couldn't, ] could not give them.an answer if they
were covered or they weren't covered because we had to find out, our
assessor had to find out whether it was, if we were classifying it under the

storm.

46. MB  Okay. And you said before that you were called in, so how often do you

normally work?

47. LS | work three, three nights a week; Sunday, Monday and Thursday from seven
til midnight.
48. MB  And you said you were called in during these events?



interview Transcript_
- Date of Interview: 2 May 2011

AAMI

File Number
49, LS
50. MEB
51, LS
52. MB
53; LS
54, MB
55. LS
56. MB
57, LS
58. MB
59, LS
60 MB
61. LS

Yep, yep.

Can you recall how much extra work you did or how often extra you were
called in during that time?

| was called in quite, oh { think | was called in for thr- the two days and then |
couldn’t come in due to personal reasons, | had some other things happen so
I, the 11" is that, | think that was the Tuesday or Wednesday and | haver't got
my diary in front of me but | know like | got called in, | came in and | came in
sort of {ike lunch time and then | worked | don’t know til about eight o’clock
that night sorry, I'm a bit vague on that.

No that's okay. Can you have a look at the sysiem, | previously gave you the

claim number. _ Could you have a look at that claim for me
please?

Due to the storms my house has flooded, is that what you want me to look at
or, or messages?

Yes. Could you just tell me the name of the policy holder or the customer
please?

R and J Charibers.

And the risk address?

Il South Queenshroad Parade Karalee 43086.

Okay are you able to go to the claim notes on that one please?
Yep on'the. 12" yep so | lodged the claim on the 12%.

And with those notes there there’s no details of what you took on that day in
the actual diary notes. Can you recall lodging this claim?

| can't recall lodging it. If there was nothing that wasnt out of the ordinary
that's what we would put Uil S-and where we're from. If there was
something that when a customer called or advised us, like when | look at
these messages saying that you know advised that she lived on the river, we
would have put semething, like | would have put something like that on. If
you're falking during the conversation that you know you pick up -something



AAM} interview Transcript: _
File Number_ Date of Interview: 2 May 2011

that's not quite right or that you thought the client manager oh sorry client
consultant needs to know, you would put that in as a helpful tip for them for
the next time when they spoke.

62. MB  Okay can you just have a look at the notes and tell me what notes you
actually recorded on that day?

63. LS ijust SHIER
64, MB  Oh but in the claim itself so you actually lodged this ciaim for them didn’t you?

65. LS Yes and it's yeah it would have been just like a, not a skeleton, well it's |
suppose a skeleton, we've lodged it stating it's a storm claim, this is when it's
happened. A you know description of what happened and that's when you

know...

13K MB  Can you read out the description of what's happened or what she's actually
toid you?

67. LS Yep due tothe storm, due to the storm my house was flooded.

68. MB  Okay. And there was no indication you know if the customer had toid you
kriow that you know it was a flood claim as a result of the river bursting or
waters coming from the river you would have lodged that information or you
would have added that information?

69, LS. We would have added that if we knew. it was from the river. But this is, you
know it could have been right at you know, | didn't know, there was nothing
talked about a river, | didn't know that she lived near a river until 1 just saw the
message then,

70. MB.  Okaythen. And you can't recali this claim at all; talking to these people at ail?
71. LS  We had so many.

72. MB  No that's fine.

73. LS  Yep do apologise.

74. MB  Is there anything else, just need to, the issue in dispute here is that you ¢an
see on that page on the claim notes there that the insured has said that she
was inifially told be the original operator that she would be covered for flood.



AAMI Interview Transcript:_
File Number:_ Date of Interview: 2 May 2011

Can you respond to that for me? How would you respond to that?

75. LS ] would have said she's covered for flood if it's confirmed from the original
from the storm, Now on that; on, when we had these Brisbane, we did
emphasise it hiad to be from storm damage so it was emphasised quite a lot
that if it was from storm and you know from the flood that they're not, you
know if it was: from a river or wherever, | can’t even remember talkirig about a
river ta...

76. MB  Thaf's alright okay.

77. LS  But yeah but when, when people had rung a lot of the time we advised them
that we’lt iodge it as a storm and then we don't know if it's actually covered
cause we hadn't been confirmed, Well at that stage | don’t, well | don't you
know when it was confirmed that the embankment gave way, | really don't

know.

78. MB  Okay then, rio that's fine. Is there any, tell me is there anything else that you
recall about this matter at all?

79. LS  Can I quickly read the messages?
80. MB  Yeah certainly.

81. LS  When'] read this mess- oh when it says | was shocked and advised that the
original operator stated 99.9 that she. would be covered, on the, when we
!o‘dged the flood claims we ment- like we really confirmied that it's sofmething
that we weren't sure like we. would lodge it as a storm. That was something
because | remémber going off speaking to, on this day because i Was like-a
social, we had, you know you had a few calls and they were all personal, you
know people were talking about losing families and that that | actually went
and spoke to someone uite senior here and | said when we, do we know, are
we covering this. | remember you know so, and he said we haven't got the
go, you know we don't know yet.

82 MB  Okay. And sorry | lost my train of thought there.

83. LS i think cause it was such a big shock to the whole nation that something like
this could happen again ! suppose, | mean | was only really young when
apparently this happened years ago so.



AAN| interview Transcript:_
File Number:_ Date of Interview: 2 May 2011

84. MB  Yeah back in 73.
85. LS. 70, yeah weli | was three. | know my hushand said something.
86. MB [ was a litlle bit older.

87. LS But | think it was just a shock that we couldn’t, | remember on the day walking
out of here thinking | wish | could give the you know just say yay or nay.

88. MB  Yeah okay then. [ just need to confirm again that you have an understanding
of what the flood cover, you know what the policy says and you understand
the definition of a flood and what the policy exclusion is for the AAMI policy.
So and where do you find that you know if someone, if a policy holder rang
and said you know | was covered, I'd suffered a flood, and what would you
explain to them if they asked you to explain the policy to them or what the

exclusion was?

89. LS Okay Pd probably ask, well I'd ask them if they had their policy booklet with
thern you know but they don't, if they didn’t. And then I'd go through it. Like if
it was flood, what kind of flood, what is it ali, you know you have 1o get more
details from them cause they can say it's a flood and then they would state,
you know you can ask do you live near a riverbank but then you wouid say
under your policy we don't cover and then these are these things. ‘Wear-and
tear, if you don’t maintain your property, well that's wear and tear, maintain
your property, A storm, a tidal wave you know there’s certain things that you
can, when you talk to a customer you get a vibe, wefl not a vibe but they're
telling us, they tell, cause they're in shock that someéthing's actually happened
s0 they give you this information and then you can say yep you're definitely
covered for this. Like you know when we have a big storm and. they take the
garden beds you know down the street. i's you Know so you can, you go'to
direct fields. So with the flood we would s‘,ayi' if it's embankment given way
from a river it's not covered, if it's from storm, heavy rain that you know
happened in Melbourne recently again, that's you know we've had so much
water in a quick space, you know that's covered.

a0, MB  Okay. I can't think of anything else at the moment, you've covered everything
for us. s there anything else that you'd like to say-about this matter or add
about the matter?



AAMI interview Transcript:
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91. LS No, no.

92. MB  Okay then L} thank you very much for your time. I'm just going to end the
formal part of the interview now.

93. LS Yep.
94, MB  it's eight minutes past eight and thanks for your time.

95, LS QOkay thank you.



ANNEXURE 5

Home Assessment Instruction Sheet

Client;
Customer:

AAMI
MRS REBECCA CHAMBERS & MR JULIAN CHAMBERS

Risk Address:ll SOUTH QUEENSBOROUGH PDE KARALEE QLD 4306

Contact I: REBECCA CHAMBERS o] H
Contact2:  REBECCA CHAMBERS 10 M BEST
Contact 3:

Bookings:

Booking Date: 17/01/2011 00:00 Resource Type:ASMS Name:
Policy Details:

Class:  HOM
Policy 1 Number:
Inception: 05/06/2006 Due Date; 05/06/2011

Class: HOM Subclass: CTS

Policy2 Number: F
Inception: 06/2006 Duc Date: 05/06/2011

Class:  HOM Subclass: PVS

Policy3 Number: F
Inception: 06/2006  Due Date: 05/06/2011

Subclass: BLD

Occupied As: OWNER Business Use: N
Bld Constr: CLADDING Roof* IRON

Type: HOUSE NH Level:

Trust Class: NOT CLASSIFIED Win Grille: Y

Alam Type: NONE
Electronic Ace: N

Win Locks:. N
Video Sutveill: N
Common Prop.: N
Sum Insured:

Deadlocks: Y
Security Guard: N
EXTRA COVER

BUILDING CONTENTS

CRC $74,350 $1,000

Specified Items:

CTS  GENERAL CONTENTS

CTS  ENGAGEMENT RING 18CT GOLD RING WITH 1.4 CT
DIAMOND - PRINCESS CUT

CTS 1 X CD COLLECTION X 150

PVS  UNSPECIFIED

17 January 2011

S

N

cein: [

$64,850
$5,000

$4.500
$1,000

Page 1 of 8



Home Assessment Instruction Sheet Claim: _

Policy Details *™:

Previous Claims:

Loss Date SC Nature Code NCB?  Cost Status Finalised
07M12/2009 BLD ELECTRIC MOTORS N $0.00 RPT ONLY
17/05/2008 BLD BURSTING, LEAKING, DISCHARG Y $10,295.68 FINAL 09/07/2008
17/05/2008 CTS BURSTING, LEAKING, DISCHARG Y $7,373.76 FINAL 09/07/2008
Policy Conditions:
PVvS PVS HAS BEEN AUTO ADDED - DO NOT US

17 fanvary 2011 Page 2 of 8



Home Assessment Instruction Sheet Claim: _

Building Details:

‘CRC Status: 2

Construction:  CLADDING Roof: IRON
Period: CONTEMPORARY (1980 - 1989) Storeys: SINGLE
Bedrooms: 3 Bedroom Size: AVERAGE
Bathrooms: 1

Ducted Ac/Heat: N Garage: T Carport: N
Tennis Crt: N Inground Pool: N Spa: N
Granny Flat: N Pergola: N Verandah: Y
Deck: N Garden Shed: N

17 January 2011 Page 3 of 8



Home Assessment Instruction Sheet Claim: -

Claim Details;
Loss Date Details: 11/01/2011  12:30  to 11/01/2011 12:30
Date Lodged: 12/01/2011
Nature Code 1: STORM & RAINWATER Nature Code 2:

Desc: DUE TO THE STORM MY HOUSE WAS FLOODED

Reported By:  INSD OWNER REBECCA CHAMBERS

Unoccupied: N Days: 0

Entry Point: Forced: If Not, Method:

Exit Point: Window Locks: N Deadlocks: Y
Alarm: N Type:

Reported To Police: N Report #: Fire Brigade Attended: N
Home Access Details :

Reln  Name Age Res Key Last Disc Whereabouts

i0 REBECCA CHAMBERS 0 FRIENDS HOUSE

i0 JULIAN CHAMBERS 0

Suspect Details:

3rd Party Recovery Details:

17 January 2011 Page 4 of 8



Home Assessment Instruction Sheet Claim: _

Claim Details " :

3rd Party Recovery Details com :

Claim Excess Details:

$400 YES - APPLIES

Claim Components:

Sub L New NCB Effect Claim Status Original
Class Claim Estimate
BLD N Y NCB AFFECTED CURRENT-OPEN CLAIM $3,089.00
CTS N $0.00
PVS N ‘£0.00

Emergency Details:
Emergency Securing :

Alternate Access: N

Emergency Accomodation Provided: N Trauma Counselling Flagged:
Client Manager:
Checklist Indicators: RTS: N

General Comments
12/01/2011

13012011:

. MRS 10 RANG TO ADV THEY HAVE BEEN ABLE TO ACCESS THEIR FLOODED
HOME, THE ROOF IS OFF AND ONE WALL IS BADLY DAMAGED

.10 REQUESTED ACCOMMODATION ,

. 10 ADV SHE LIVES ON THE RIVER, DID ADV 10 THAT AAMI DOES NOT

17 January 2011 Page 5 of 8



Home Assessment Instruction Sheet Claim: _

Claim Details ©°" :

General Comments  com;

COVER FLOOD BUT ASSESSOR WILL ATTEND TO ADV IF COVERED - 10 WAS
SHOCKED AS SHE ADV THE ORIGINAL OPERATED STATED 99.9% THAT SHE
WOULD BE COVERED

. ReFERRED TO TsO | /-0 AUTH FOR EMERG ACCOMMODATION
. DD NOOUT AND COMPLETED LIDO GROUP FORM

I

13.01.2011
SPOKE WITH LIDO - ONLY AVAIL ACCOM IS ON GOLD COAST
CHECKED INTERNET - IPSWICH IS CURRENTLY CUT OFF FROM GOLD COAST
CALED (O - {0 CURRENTLY AT A FRIENDS HOME
{0 WILL CALL BACK ONCE ABLE TO LEAVE IPSWICH
—-- PLEASE ORGANISE ACCOMODATION WONCE [0 CALLS BACK -----
PLEASES ASK/CONCIDER:
- {0 WANTING ACCOM ON SUNSHINE COAST NEAR PARENTS
- 10 HAS NIL TRANSPORT - PLS ASK HOW 10O IS PLANING
TO GET TO SUNSHINE COAST :
- 10 AWARE ACCOM CAN BE BOOKED ON GOLD COAST (LIDO)
- ASK 0 IF PARENTS ARE AWARE OF ANY AVAIL ACCOM iN
THEIR AREA - IO/I0 PARENTS CAN BOOK AND WE CAN
SEND AUTHORISATION IF THEY KNOW OF SOMEWHERE AVAIL
- 10 HAS A SMALL DOG {JACK RUSSELL)
CA NSw

14/01/2011

MS 10 CALLED TO ADVICE THAT THE AREA HAS BEEN OPENED UP

AND THAT SHE WOULD LIKE TO GET EMERGENCY ACCOMODATION.

(AS PER ABOVE MESSAGES)

CONTACTED LIDO, LEFT MESSAGE FOR CALL BACK.

IO ASLO ADVISED THAT SHE WILL DO SOME RESEARCH FOR ACCOMODAION IN THE

AREA AND WILL CALL AAMI'WITH DETAILS.

|0 QUERIED THE NUMBER OF DAYS THAT THE ACCOMODATION HAS BEEN APPROVED

FOR, REFERD THE CLAIM BACK TO THE TSO THAT APPROVED THE ACCOMODATION
B /O ADVISED THATSHE OR THE CM WiLL CALL THE CUSTOMER

BACK TO DISCUSS THE POLICY AND CLAIM AS FLOOD IS AN EXEMPTION UNDER

THE TERMS OF THE POLICY

Wi

14.01:2011

ATT TO CALL IO 11:40

NIL ANSWER - LM ASKING [0 TO CALL BACK / ADVISING | WILL CALL BACK
wemmnrmmee— PLEASE READ --ommmomeiomeseee

IO HAS BEEN PREVIOUSLY OFFERED ACCOMODATION _

AS THIS CLAIM IS LIKLY TO BE CONCIDERED "FLOOD’ NO POLICY BENIFITS ARE

17 January 2011 Page 6 of 8



Home Assessment Instruction Sheet Claim: _

Claim Details ©™ ;

General Comments  cont;
TO BE AUTHORISED ON THIS CLAIM UNTILL ASSESED (ACCOM { EM SEC / FUNDS)
iF IO CALL BACK WE NEED TO EXPLAIN TO 1O THAT AT THIS STAGE
CLAIM HAS NOT BEEN ACCEPTED AND NIL BENIFITS CAN BE EXTENDED
AT THIS TiIME
PLEASE ADVISE 10 THAT HER CLAIM HAS BEEN PASSED TO MANAGEMENT TO ORG
FIRST POSSIBLE ASSESMENT.
IF ANY ISSUES - PLEASE REFFER/PASS CALLTO TSO OR LEADER

I  ~ NSW

14.01.2011 INBOUND FROM MRS IO

-1 ADV AS PER ABOVE MSG FROM CA, WE ARE UNABLE TO PROVIDE WITH

ANY EM ACCOMODATION OR BENEFITS AT THE MOMENT, AS HER CLAIM WILL
BE ASSESSD, AS LOOKS LIKE HER WILL BE CONSIDRED FLOOD, POLICY
DOEANT COVER FLOOD, HOWEVER MANAGEMENT 1S AWARE OF HER SITUATION
AND WILL ORGANISE ASSESOR AS PRIORITY

-] ADV 10 THERE IS NO TIME FRAME AT THE MOMENT ON WHEN ASSESOR

WILL ATTEND

_NSYD HOMECLAIMS

ek dedede e i kb

17 January 2011 Page 7 of 8



Home Assessment Instruction Sheet Claim: _

Location: HOME POLICY

Damage Description :
WATER DAMAGE TO WHOLE HOUSE

10 Action Taken On Any Damage :

17 January.2011 Page 8 of 8



ANNEXURE 6

Cunningham Lindsey Australia Pty Ltd C . h m @
Chartered Loss Adjusters unnln a’.

ABN:49 003 437 161 Llnds ey
PO Box 300

Springwood QLD 4127
Telephone 07 3299 3735

Facsimile 07 3208 3241
Email gld@cl-au.com

Suncorp Group Property Claim - First & Final Report

Insured: Rebecca & Julian Chambers

Claim Reference:
Policy No:

CL Adjuster:

e
Mobile:
CL Reference: ]
Reserve: Building: $165,000 incl GST
Contents:  § 75,000 incl GST
Date of Loss: | 11 January 2011 !
Place of Loss: | . South Queensborough Parade, Karalee, QLD, 4306
Policy: Home building - Complete Replacement Cost_ due
6/05/2011
Excess: l $400
GST:
Registered for GST: No ITCE: N/A

Introduction:
»  We contacted your customer on 19 January 2011.
»  Ourinspection was carried out on Monday, 31 January 2011.

Insured -

R & J Chambers — Email: [N Mobile:_

The insureds own and occupy the subject dwelling with their 1 year old child.

Julian Chambers is a motor mechanic who operates a business from a large iron on steel shed at the
front of the dwelling.



Cunningham Lindsey Australia Pty Ltd - Rebecca & Julian Chambe_ Page 2

The Property —
The insured dwelling has been constructed about a metre above ground level on steel posts.
The building is approximately 25 years old and consists of timber framing with a galvanised iron roof,

It is clad with Hardiplank and has gyprock linings and ceilings throughout the interior, and timber
floors.

We mention, for reference purposes, that the dwelling faces north to South Queensborough Parade,

The attached satellite photograph indicates its proximity to the Bremer River.

Circumstances:

Torrential rainfall of more than 160mm in the upper reaches of the Brisbane River catchment area
from 9 January 2011 combined with massive releases of water from the Wivenhoe Dam caused river
fevels downstream to rise rapidly over the period from 10 to 13 January 2011. The river peaked at a
near record height of 4.46 metres on the afternoon of Thursday 13 January 2011. The Bremer River
in Ipswich also rose to near record levels peaking at 19.4 metres.

Rising water caused severe inundation in the Brisbane CBD and more than 55 suburbs. Ipswich was
similarly affected. More than 20,000 homes were evacuated with about 5,500 properties flooded
above floor level.

Cause:
Rebecca Chambers told us that she and her 1 year old son left the premises between 3 and 5 pm on
Tuesday, 11 January, and did not return until Thursday evening.

Her husband (who was not present at the time of our interview) was apparently extremely busy
assisting neighbours to escape the rising flood waters.

Therefore, Mrs Chambers was unable to provide us with any further information regarding the
progress of water inundation, except to say that, she believed that it firstly arrived from the east down
South Queensborough Parade.

Mrs Chambers was generaily unable to provide relevant rainfall information however, details can be
obtained from the Bureau of Meteorology if required.

There was no suggestion of any damage caused by rainfall entering the building through the roof.

Loss/Damage:

Building — ICA Category A

All walls, ceilings, fixtures and fittings have been damaged or destroyed by the ingress of water to a
depth of at least 3 metres (e.g. to the roof of the insured building).

At the time of our visit, all linings and ceilings had been stripped from the building, with most fixtures
and fittings being also removed.

Power had not been reconnected and we have been informed that, for safety reasons, it cannot be
reconnected until all linings have been replaced.

We also understand that the subject water contained effluent and therefore, appropriate sanitization
should be carried out.



Cunningham Lindsey Australia Pty Ltd - Rebecca & Julian Cham_ Page 3

Rebecca Chambers informed us that her husband had used bleach and a gurney during the cleaning
process.

We have attached a Scope of Damage and we suggest that if cover is granted, a full professional

Scope of Works should be prepared by a qualified builder. However, based on preliminary estimates
of similarly affected properties, we would expect repair costs to be approximately $165,000.

Contents
All of the contents of the dwelling and shed have been covered with dirty contaminated water.

Having said this, the shed which the insured uses for business purposes included such items as
hydraulic hoist, professional tools, etc. Some of these may be salvageable.

Temporary Accommodation
if required, emergency accommodation is becoming extremely scarce with sharply increasing costs.

Photographs:
We attach a selection of photographs for your information.

Further photos have been retained on our file.

Policy Liability:
To be determined by insurer.

Recovery:
N/A

Title:

If indemnity is granted, subject to your settlement method we recommend you obtain a title search
to identify all parties with an interest in the insured property.

Summary:
During our discussions with your insured, we informed her that our purpose was to obtain details of
the incident and the damage and report back to you.

No indication has been given to the insured as to whether or not the event would be covered by the
policy.

Future Action:

[nsured: Waiting for insurer to advise regarding granting of indemnity.

Insurer: Advise insured re the granting of indemnity.
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Cunningham Lindsey Australia Pty Ltd - Rebecca & Julian Chambers -

Cunningham Lindsey

To speak to [N p/case phone._ or mobile:

E-mail address:
Assistant to

Encl. 1. Flood Checklist
2. Schedule of Photographs
3. Cunningham Lindsey Tax Invoice
4. Diagram — Satellite image
5. Scope of Damage
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Y FLOOD QUESTIGNNAIRE
T %mbeﬁg

CL Ref Number... - nsured L T
Assessor....., - ...... Date of Inspection ...... UD/'/ // ..........................

1. Was there water damage to the property?

& If yes continue with remaining questions 0 if no questionnaire completed.

2. How did the water enter the premises?

O Rainwater through Roof gl Ground Water 0 Both roof & ground water
( If water entered ONLY through'Roof then do not proceed with questionnaire any further)

3. What was the depth of water inside the building? ST — Over oo

|||||||||||||

4. If water did not enter the building itself did it still cause damage to foundations or other

items outside building? 0 Yes ONo
3. If damage occurred from ground watér, where did the water come from?
@ River a Creek 0 Storm water drain/channel
O Lake or Lagoon O Dam O  Reservoir
O Canal O Irrigation Ditch O Street gutters
0 Driveway 0 Road

6. Which source of water indicated above occurred first?

lsr 2nd 3rd
dhvErssIERES [T LR RN] LRI NY YT IQ".O...I.QIDQI‘...I) ..... LN L) L]

L L RN R TN TN Y PR Ty Yo e

7. How did you come to this conclusion?

Direction of water flow indicated by fences pushed over

Direction of water flow indicated by vegetation damage

Location of property that is low side of road

Information provided by the Insured °

Information provided by others ....."....... Identify who .........
Location of property ........ mefres from watercourse. .................
Other — provide details ................cooo.ooo.o

DDDQDCII:I

8. If there was damage to the pr-opert; (building and contents) from a number of different
water sources (Q5), then what percentage of your damage/reserve is attributed to the first
three (insert water source from Q5)

1. Damage from ................. Percentage of total Reserve/Damage ...... %
2. Damage from ................. Percentage of total Reserve/Damage........%
3. Damage from................. Percentage of total Reserve/Damage ...... %

CAT Plan: Section9 [/ P 1
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Captured on: Thursday, 13 January 2011
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R & J Chambers
CL Ref:

SCOPE OF DAMAGE

Preliminary

Affected areas to be appropriately sanitized and dried

Kitchen (6 m x 3 m)

(New $11,500.00 granite bench tops) - Remove and replace approximately
8 lineal metres of expensive kitchen floor units and pantry

Replace gyprock sheeting

Repaint all walls

Replace oven and oven unit

Check floor boards for integrity

Attend to glectrical and plumbing works as required

Lounge (5m x 6.5m)

Replace gyprock sheeting

Replace skirting boards as required

Repaint all walls

Replace doors and jambs as required

Attend to electrical fittings as required

Check floor boards for integrity

Entry (2m x 3 m)

Replace gyprock sheeting

Replace skirting boards as required

Repaint all walls

Replace doors and jambs as required

Attend to electrical fittings as required

Check integrity of tiling

Hallway {1m x 6 m)

Replace gyprock shesting

Replace skirting boards as required

Repaint all walls

Replace doors and jambs as required

Attend to electrical fittings as required

Check integrity of floor boards

Bathroom/ Toilet (4m x 3m)

Replace gyprock sheeting

Check integrity of tiling - both walls and floor

Replace vanity unit (approx. 1.5 lineal metres)

Replace linen cupboard

Laundry {3m x 2m)

Replace gyprock sheeting to a level of 1.2 m.

Check integrity of tiling

Master Bedroom {Bm x 3.5)

Replace gyprock sheeting

Replace skirting boards as required

Repaint all walls

Replace doors and jambs as required

Attend fo electrical fittings as required

Check floor boards for integrity

Replace carpet

Replace wardrobe - 3 lineal metres




Bedroom 2 (4m x 3.5m)

Replace gyprock sheeting

Replace skirting boards as required

Repaint all walls

Replace doors and jambs as required

Attend to electrical fittings as required

Check floor boards for integrity

Replace carpet

Replace wardrobe - 3 lineal metres

Bedroom 3 (4m x 3m)

Replace gyprock sheeting

Replace skirting boards as required

Repaint all walls

Replace doors and jambs as required

Attend to electrical fittings as required

Check floor boards for integrity

Replace carpet

Replace wardrabe - 3 lineal metres

Patio

Floor boards bowing - check integrity

Garage 13m x 7m)

Attend to electrical fittings as required

External Replace:
1 x 5000 litre tank
1 x 3000 litre tank
Electric Gate
Insulation The property was recently renovated and ceiling insulation installed

throughout.







Cunningham Lindsey Australia Pty Ltd
Chartered Loss Adjusters Cunmn(%ham @

AEN 49 003 437 161 lIl SCy
Suite 1, Level 5, 156 Pacific Highway

Greenwich, NSW 2065, Australia o |2
Telephone: (02) 9934 5000 -
Facsimile:  (02) 9934 5022 =
receivables@cl-au.com CERT.EIED QUALITY

MAKABEMENT GYZTEW

——iyusep T

TAX INVOICE

| Invoi T 12/02/201
i Invoice No: 551195
{ Please Quote: Our Invoice No when Paying
i Payment: Due 14 days from invoice date

gf: Associated Motor Insurers Limited
F GPO Box 1155

| ABN 92 004 791 744

f Clien Reference. Our Reference:

| Policy Number: Adjuster: W :

- Insured: Rebecca & Julian Adjuster Branch: i g
Chambers

¢ Claim Type: Home Building (incl Date of Loss: 11/01/2011 :

contents) Weather

Professional fees 1,140.00
CAT Expense 124.00
Mileage 66.00

1,330.00
" 133.00

$1 463 00

Professional Fee:

Adjuster hours - 8hrs @ $120.00 per hour = $960.00
Claims Assistant hours - 4hrs @ $45.00 per hour = $180.00
Total Charged = $1140.00

Mileage:
Total kms travelled = 120km
Charged 60km @ $1.10 per km = $66.00

EFT Payments to:
Cunningham Lindsey Australia Pty Lid
Wesipac Banking Corporation, St Leonards, Australia
BSB 032-297
Account No. 14-5328
Please quofe Cunningham Lindsey invaice number on EFT payments

Swift Cede: WPACALI2S (include code for international payments only)
Cheques payable to: Cunningham Lindsey Australia Piy Ltd

Correspendence: receivables@cl-au.com




EFT Payments to:
Cunningham Lindsey Australia Pty Lid
Westpac Banking Corporation, St Leonards, Australia
BSB 032-297
Account No. 14-5329
Please quote Cunningham Lindsey invoice number on EFT payments

Swift Code: WPACAU2S (include code for intemational payments only)
Cheques payable to: Cunningham Lindsey Australia Pty Lid

Correspondence; receivables@cl-au.com
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Information about the QLD Premier’s Disaster Relief Fund

Payments from the Queensland Premier's Disaster Relief Appeal Fund are available to eligible
residents affected by Cyclone Yasi or the Queensland floods.

We enclose information below about the current round of relief payments. This information is
sourced from the QLD Government’s website (ald.gov.auffloodsiform.html) and is correct as at 13
April 2011.

Assistance for structurally damaged homes (Round 3 payments)

Until 30 June 2011 the Queensiand Government is accepting applications for relief funds from
residents whose homes have been structurally damaged by Tropical Cyclone Yasi or the
Queensland Floods.

The current round of relief payments is aimed at assisting residents whose homes have been
structurally damaged, but not totally destroyed. Round 2 payments, which closed on 15 April 2011,
offered assistance to residents whose homes were entirely destroyed.

Eligibility criteria for Round 3 apply. Eligible residents are entitled to an initial payment of $5,000 to
assist them with rehousing and recovery. Further funds of up to $75,000 ($80,000 in total) may be
avaifable to those who meet the Relief Fund'’s eligibility criteria.

The three essential eligibility criteria are:

+ The resident’s principal place of residence suffering structural damage as a result of either
the recent Queensland floods or Cyclone Yasi, and

e The resident being an owner-occupier of their home at the time, and

+ The resident’s total household income being less than $150,000 per annum.

The QLD Government has advised that a principle place of residence can include a caravan, boat
or other dwelling and no asset test is applied to this refief funding. There is however no relief
funding for holiday or investment properties. Also, those residents who applied for Round 2 relief
but were ineligible will be automatically considered for Round 3.

How to apply for Round 3 payments

Application forms can be downloaded from www.qgld. gov.auffloods/form.htmi. To apply, you need
to submit a completed Premier's Disaster Relief Appeal application for assistance form.

For more information visit www.gld.gov. aufloods/form.himl or call 1800 173 349.

Round 3 relief fund applications close on 30 June 2011,

If you cannot download the form or need more information, visit your local Community Recovery
Referral and Information Centre or QGAP office or call 1800 173 349.

Australian Associated Motor Insurers Ltd. ABN 92 004 791 744




ANNEX URE 16 .

12 May 2011

Mr Julian & Mrs Rebecca Chambars

PO BOX|R

Mount Crosby 4306

Dear Mr & Mrs Chambers,

Your AANI building and contents Insurance claim: 6696679900

Thank you for contacting AAMI to tell ys about the water damage to your building and
contents located atffjSouth Queensborough Pde Karalee QLD 4306 on 11 January.

As you know, we appqinted an Assassor to attend your property and inspect the damage
and we thank you for alléwing this to happen.

Hydrology Report:

We have obtained a Hydrology Area Report which has been jointly issued by three
established hydrology firms' that have investigated the cause and timing of water inundation
in the area of your home.

Their report indicates that the inundation was caused by flood water escaping and
overowing from the Bremer River at the time your property was affected. This report is
substantial {over 260 pages) and made up of two volumes. You can view it online and
download a copy at www.insurancecouncii.com.au

Queenstand Government aerlal flood mapping:

We additionally refer you to publically available aeral flood mapping on the Queensiand
Reconstruction Authority’'s website: www.qldreconstruction.org.au/maps/interactive-map.
This mapping, made available by the Queensland Government, Indicates that your homeé
was inundated by floodwater.

Your AAMI Buitding and Contents Insurance Policy:

Your AAMI Buiiding Insurance Palicy Product Disclosure Statement (on pages 8, 12 and 13)
and your AAM! Contents Insurance Policy Product Disclosure Statement (on pages 16, 18,
19 and 21) (together referred to in this letter as your Polley) under the heading, ‘What we

! The joint hydrology report has been issued by WRM Water and Environment, Water Matters international
and Worley Parsons. For the Ipswich region this report Is titled ‘Flooding in the Brisbane River Catchment,
Japuary 201F and is made up of Volume 1 “An Overview™ and Volume 3, ‘Flsoding in lpswich City LGA',




cover — Insured events’ explains that you are covered for damage or loss to vour building
or contents occurring during the period of ¢over and caused by:

“Storm and rainwater including stormwater runoff from areas surrounding the site, or
water escaping from any water main, drain, pipe, street gutter, guitering or surface.”

Your Policy (on pages 9 and 13 for Building and pages 17, 19 and 21 for Gontents) under
the heading, “You are not covered”, further states that you are not covered for:

“Damage or loss caused by flood. Flood means the inundation or covering of
normally dry tand by water which:
escapes or overflows from, or
cannot enter because it is full or has overflowed, or
is prevented from entering, becausa other water has already escaped or been
raleased from it

the normal confines of any watercourse or iake Including any that may have
been modified by human intervention, or reservoir or canal, dam o
stormwater channel. ‘

Flood does not mean stormwater runoft from areas surrounding the site, or
water ascaping from any water main, drain, pipe, street gutter, guttering or
surface.”

Your Policy also states in the section, "What we do not cover — general exclusions” on
page 14 for Building and page 22 for Contents:

“You are not covered under any section of the policy for damage, loss, cost or liability
caused by or arising from or involving:

floog"

Our decision on your inaurance claim:

After careful consideration of the information and reports we have obtained, and viewing
relevant Government mapping, it is evident that the damage to your horne and contents was
caused by flood. Specifically, the damage was caused by floodwater inundation from
overflowing of the Bremer River which adjolns your property, on or arcund 11 January 2011,
As your policy does not cover loss or damage caused by flood, we regret to inform you that
your claim is not covered on this occasion.

We apologiss to you for the delay in providing you with our decision.




Your right to have this decision reviewed:

if you are not satisfied with our decision, you are entitted to have it reviewed at no cost to
you by our Consumer Appeals Service (referred to in policy booklets as the AAMI Customer
Ombudsman or the AAMI Consumer Appeal Service), who will respond to you within 5
warking days of receiving your telephone calfl, lstter or e-mail. The Consumer Appea)
Service team is independent of this Department and has the appropriate experienca,
knowledge and authority to carry out a review.

Your patticipation in this review process does not affect or compromise your entitlement to
seek remedies elsewhere or to Issue legal proceedings. Should you wish to exercise this
right, please write to; The Consurmer Appeals Service, AAM), PO Box 14180, Melbourne
City Mail Centre, Victoria, 8001, fax on 1300 316 047, telgphone on 1300 130 794 (2 am -5
pm EST Monday to Friday} or e-mail fo consumerappeals@aami.com.au

if you are not satisfied with the response from our Consumer Appeals Service you may be
entitied to apply to the Financial Ombudsman Service (FOS) for a review of that decision.
The FOS is an independent external dispute resolution scheme approved by the Australian
Securities and investments Commission, AAMI is a member of this scheme and we agree to
be bound by its determination about a dispute. Contact details for the FOS will be provided
by our Consumer Appeals Service on the completion of its review.

Yours sincerely,

Technical Event Cialms Manager - Queensland




ANNE¥URE ¥ -

Subject: FW: FOS dispute awaiting allocation for review: Mr Chambers & Mrs Chambers -

- i ommrm i s e g AR R S PO Y A O e s -

Sent: Wednesday, 11 May 2011 11:00 AM
To: AAMI Consumer Appeals
Subject: FOS dispute awaiting allocation for review: Mr Chambers & Mrs Chambers

This is a system generated e-mail. Please do not reply to this e-mail address,

Applicant: Mr Chambers & Mrs Chambers
Case Number:

We have received a dispute in the name of Mr Julian Chambers & Mrs Rebecca Chambers concerning AAMI Ltd. The
case number is provided above. This dispute may be a new dispute or it may have been previously registered with us
and the applicant has advised that the matter remains unresolved.

Acceptance process

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

Collection activity or recovery action

Financial services providers are generally prevented from taking further debt recovery action in relation to a debt
which is the subject of a dispute with FOS,

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

To assist you to identify the-applicant, we provide the following information:

Reference type: Policy no.

Reference: ,

Dispute summary: Applicant put in a claim regarding the Qld floods on the 13/01/11. Appiicant has not

received any response in regards to this claim.. The applicant has experienced excessive delays for four
months, and has not been given an answer in relation to-their initial claim. '

« Qutcome requested: The applicant should be paid their claim, and given a fesponse in regards to their claim.

= Applicant name(s): Mr Julian Chambers & Mrs Rebecca Chambers

+ Applicant 1 date of birth

» Applicant 2 date of birth:

« Applicant company name:

» Applicant:address outh Queenshorough Parade, Karalee,QLD,Australia 4306
« Representative nah, Legal Aid Queensland

» Representative address: 44 Herschel Street,Brisbane,QLD,Austraiia 4000
« Phoneno:

«  Email;

-

»

Further Action

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

1



If you have any questions in relation to this e-mail, you can contact us on 1300 56 55 62 or by e-mait at

info@fos.org.au.

Yours sincerely

Acceptance Team
Financial Ombudsman Service

IMPORTANT

The contents of this email (including any attachments) are confidential and may
contain privileged information, Any unauthorised use of the contents is
expressly prohibited. 1f you have received this email in error, please notify
us immediately by Telephcne: 1300 78 08 08 {lccal call) ox by email and then
destroy the email and any attachments or documents. Our privacy pelicy is
available on our website.

The following message has been automatically added by the Internet mail gateway to comply with the
Group's Information Security requirements.

"This e-mail has arrived via the Internet, and therefore you should be cautious about its origin and content.
Replies which contain sensitive information and / or legal/contractual obligations are particularly
vulnerable.

In these cases you should not reply unless you are authorised to do so, and adequate encryption is
employed."

If you have any questions, please contact the IS Service Desk.



AnNEXURE 9
CONSUMER APPEALS SERVICE

17 May 2011

Mrs Rebecca Chambers

Mr Julian Chambers

PO Box 7194

MOUNT CROSBY QLD 4306

Dear Mr & Mrs Chambers,

Re: AAMI Claim Number: |G

Thank you for your request to have your claim reviewed through AAMI's internal
dispute resolution (IDR} process.

It is my role as a Dispute Resolution Officer to review your complaint in accordance
with AAMI's IDR process and AAMI is required to comply with my decision.

As part of the review process, | have requested the file from the relevant department.
Once this has been received, | will consider this information, along with the
information you have provided and inform you of my decision in writing. At this stage,
| anticipate that my review will be finalised by 31 May 2011.

If you have further queries regarding the IDR process or wish to supply further
information in support of your claim, | can be contacted on 1300 130 794 during

business hours or via email at consumerappeals@aami.com.au.

Yours faithfully,

Dispute Resolution Officer

Consumer Appeals Service

447 Callins Skeet, Malboume 3000, PO Box 14180, Melbowne City Mail Centre, Vic 8001
Telephone: 1300 130 794 Facsimile: 1300 316 047  Email: consumerappeals@cami.com.au
Ausholion Associated Motor Insurers timited  ABN 92 004 791 744, AFSL MNo. 238173
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OurRef: MAF(fload): 1180802 Contact:
Date: Thursday, 26 May 2011 Telephone:
Facsimils;

E.rtali:

The Manager

Internal Dispute Resolution
AAMI

Fax: 1300 316 047

Dear Colleague

Jullap and Rebeeca Chambers Glaim-

Reyuest to review decision as guickly as nossible following refusal of ¢laim
dated: 12 May 2011

The Civil Justice (consumer protection) unit at Legal Ald Queenstand acts for the
abovenamed for the purpose of this request to review your company’s declision to

refuse our clients’ insuranca clalm arlsing from events in December 2010 and/or
January 2011,

Plaase ensure that all further correspondence on the reconsideration of the refusal is
diracted to our unit, attention the author,

Our clients' formally now requests that the decisfon to refuse insurance be reviewed.

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

Statemenis relied on by our clients’

When our clients took out their insuran¢e palicy, in addition to the PDS which they hava
received, they alsa remember receiving a letter dated 26 June 2008, It said "the
insuranca cover fs finalised and automatically debits out of your account. it says we will
remain fully insured for that amount.” Fully insured 1o us means that we are covered for
severything. After reading the Policy we were confident that we wete covered for
everything Including flopd. "t thought we were covered for everything, definitely for
loading as we live on the bank of a river, | never thought we wouldn't be coverad.”

[n thase circumstances where the consumers live on a river and teceive a Istter telling
them that they are fully insured, & teasonable person is likely to form the view that they
are covered and protected against ali forms of damage that their propenty Is at risk of.
Impatrticular when a property is on a River, it Is reasonable to suggest that the biggest
threat to that property Is the threat of flood. By sending out a letter telling our clients’

a4 Harzchs! Siras! Tolsonune: 1590 58 11 33
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. that they are fully Insured it Is Implicit In that letter that they are covered for the greatest
threats against the property. 1t is reasonable to say that the most pressing of those
threats is the threat of fiood. -

Clients unaware of the illusory nature of their insurance policy

Furthermore, our clients did not unclerstand that they would not he covered for water
rising from the tiver abutting their land.

Thay had every Incentive to ensure that their major investment asset was protected and
if they had besh drawn to your company’s distinction excluding riverine water rising
and/for-af the time they fook out the policy or upon annual renewal they would have
immediately sought a policy which did offer them adequate protection.

At all times flooding of the Bremeér River was foreseeable by our cifents, your
management and by the average person in the strest with any knowledge of the history
of Brisbane and Ipswich.

They relied upon your company, as a reputable insurer to alert them fo the absolute

inadequacy of the policy for their neads given their proximity to the Bremer River. They

were oblivious to the risk that thay had inadvertently assumed by taking out insurance

with you and by renewing and remalning with that policy. This lack of awareness was
$reinforced by your letter informing them that they were fully insured.

_~Your staff had a duty of utmost good faith to Inform our client’s of the unsultabifity of the
insurance cover selectad by you in consultation with them. The product has besn
shown to be dangerous and unsafe for them and has led to the loss of their insured

{ assets.

Given this failure to adequately inform and draw the shortcomings of the policy to our
clients’ aftention and given the unsuitability of the product for their needs, we request
that you reconsider your refusal to honour thelt claim. .

Total failure of consideration/Breach of duty to act with utmost good falth

We note the obiigation your client company and its staff had to honour the
organisation’s statutory responsibility to treat our client with ‘ufmost good faitfY. Utmost
good faith mandated by s 13 The nsurance Confracts Act.1984(Cth.) requilred
furnishing a customer with the best possible option to protect themselves from
impending and foreseeable risks in circumstances where failurs fo do so meant the very
real loss of the asset, the subject of the protectton An option to increass protection and
cover 'flood” was not offered nor a warning given before the event despite the real
foreseaabliity of riverine fiooding

We accept that there is no duty at law to provide insurance. There is however a duty to
act towards an existing ihsured with utmost good faith and in all of the circumstances,
your company's actions towards our client fell short of this duty in failing to assist them
1o obtain satisfactory coverage or provide them with other options to mitigate thelr loss
and by vour agent's cavaliar rsorasentation that they wers indeed covared for flood
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Our cllent's loss is the damage sustained as a result of the Inadeguacy of their
insurance policy to cover the loss. We ask that you reconstder honouring this claim
hased on the facts dascribed above.

Exclusion reliad upon by you (definition)

in the alternative, AAMI's refusat letter dated 12 May 2011 Indicates that our cllents’
claim for their property has been rejected on the basis that the damage fo their property
was caused by Flood water and this'is not covered by AAMI's Policy. Flood s deflned
oh Pages 19 and 21 of their Contents Policy and pages 8, 12 and 13 of thelr Building
Imstirance Policy.

Reliance on Exclusion by you

Page 19 and 21 of AAMI's Gontents Policy and Pages 9 and 13 of AAMI’s Bullding
Policy define flood as:
"the inundatfion or covering of normally dry land by water which;
¢ Escapes or overiiows from, or
+ Gannot enter because itis full or has overflowed, or
» [s prevented from entering, because other water has already escapsd or besn
‘released from it,
The normal confities of any watercourse or lake incltiding any that may have been
modifled by human intervention, or reservoir or canal, dam or stormwater channel.

Flood does not mean stormwater runoff from areas surrounding the site, ar water
escaplng from any water main, draliy, plps, street gutter, gultering or surfacs,

We also note that Page 22 of the Contents Policy highlight flood as a general exclusion.

However, we also that that Pages 18,19 and 21 of the Contents Policy and Pages 8, 12
and 13 of AAMP's Building Polley provide cover for “Storm and Rainwater inciuding
Stormwater runoff from areas surrounding the site, or water escaping from any water
maln, drain, pipe, strest gutter, guttering or surface.”

In our view “flood” Is covered by the policy, unless it Is shown that there is an exclusion
which has been clearly communicated to tha Insured. This is not the case for our
clisnts’.

In our view as "flood” is a prescribed event for the purposes of section 35 of the
Insurance Contracts Act 1084 as defined in regulation 14, you had a duty to clearly
inform clients’ that “flood” was excluded under tha policy. The Corporations Act 2001
also requires “clear, conclse and effective” disclosure.

The reason for this is that when the definition of flood is read with the definition of
Stormwater and runoff, the two definitlons are likely fo cause confusion for a reasonable
consumet. The reason for this is that if Is almost Impassible for a reasonable consumer
to identify when stormwater run-off hecomes water that cannot etiter a
drain/watefcoursa hecause it Is full or has overflowed. Furthermore, thers are similar

Arabhlarmae i »,r_.,-'-f et wat fn Sha Aifarepng bebyaan wgtar that has ovyactloayerd from
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stormwater drain because it cannot reach the watercourse as the watercourss is full
which is not coverad and water that has esc¢aped from a stormwater drain which would
be covered as part of sformwater run-off. -

There Is also an issue about water escaping from flooded watercourses up stonn water
drains into streets. If this is viewed as water esaaping or overflowing it would not be
covered but if it s viewed as water escaping from a stormwater drain i would be
coverad under the Policy. The distinctions between the definitions that signify coverage
and no coverage under the Policy are artificial and it is unreasonable to expect as
reasonable consumer to understand them. They have no way of being able fo identify
the insurance coverage they have and the circumstances in which it would apply.

In our view, such contraclictory definitions do not meet elther the requirement to “clearly
inform® under 8356 of the Insurance Contracts Act or the requirement for “clear concise
and effectlve” disclosure under the Corporations Act.

in those circumstances you ought not to rely on the exclusion and payout our clients’
clalm.

Storm

tn the alternative, the daimage causead to our clients’ property was caused as a result of
run-off from a storm and/or ralhwater.

Pages 18,19 and 21 of the Contents Policy and Pages 8, 12 and 13 of the Building
Policy provide cover for "Storm and Rainwater Including Stormwater runoff from areas
surrounding the site, or water escaping from any water main, drain, pipe, strast gutter,
guitering or surface.”

The view that the damage was caused by Storm including stormwater run-off is
supported by the severe weather waming with wamings of heavy rainfalf and flash
flooding was issued by the Bureau of Meteorology shoitly before Gam as reproduced
below and it our view that all of the evidence polnts to storm cells with torrential
downpours which hit suburbs and surrounds of Brishane on that morning:-

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

Diedicated to a héttes Brishane
Sourcet Bureau of Meteorology

For people in the Southeast Coast District and the Darling Downs and Granlte
Belt District southeast of Dalhy to Goondiwlndi.

Issued ak 8:00 am oh Tuesday 11 January 2011

Synoptlc Situation: At 8am AEST, an upper levellaw was located ovar the Darilng
Downs and Granite Belt district and is forecast to mova to the southwest and
slowly weaken,

Heavy raln areas and thunderstorims are expected to continue threugh the
Southeast Coast and Darling Downs and Granite Belt (oday, Heavy falls will [ead
to localised fiash flooding and will worsen exlsting river flooding.

Currently, an intanse slow movlng band of rainfall axtantds from about
Maroachydore to Warwlck. Ralnfall rates in this band are reaching 80 to 100 mm
par hour,

We also note the view that a number of storms affected the Brisbane and Ipswich area

"Is also supported by The Special Climate Statement releasad hy BoM which is quoted
in the Insurance Council of Australia Hydrology report for the Brishane Local
Government Area. Relevantly it says:

*10 o 12 Januaty, An upper-leve] low combined with a humid eastetly flow ta bring very heavy
raln to southeast Queensland and northeast New South Wales, The heaviest falls wers in the
areas north and west of Brisbane {Figure 1&), Thres-day totals exceedad 200 mm over mast of
the area bounded by Brishane, Gympie and Toowootaba, including the majarity of the Brishane
River Catchment. Further south, tatals exceeding 100 mim extended to the caast and adjacent
ranges of New South Wales north of Coffs Harbour, lneaily approaching 200 imm on parts of the
Northerh Tablelands, and also extended Into inland southerh Queensland as far wast as Dalby.

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

highest dally tofals obsatved In the Bureau's regular nelwork were 298.0 mm at Peachester and
282.6 mm at Maleny on 10 January, while the highest ihree-day totals were 648.4 min at Mount
Glorlous anfd 817.5 mm at Peachester. /nfense short-period falls also occurred duting [he event,
with one-hour falls in excess of 80 mm occurring on both 10 and 11 January af numerous
slations In various locations north and west of Brishane, It is possible that higher short-period

faffs vccurred in areas helweoen observing sites.” (emphasls added)

The Radar Imagses in Appendix A of the Report and referred o on Pages 24 and 25 of

Ma 108 Hadro
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radar images. These Images support the view, of any of our dlients’ that Brishane and
fts surrounds experienced a storm on the morning of 11 January 2011 which resulted in
heavy rain that In tumn caused the damage that falls within the deﬁnttion of starm in our
clionts’ AAMI's Policy,

Our clisnts’ are aware that local catchments and ground seils were saturated as a result -~
of prolonged rain over this period, exacerbated by heavy raing and thunderstorms whwh
affected parts of Brisbana and Ipswich on Monday 10 January and on Tuesday 11"
January 2011, '

.
The evidence provided by these eyewitness clients suggests quite strongly that the
damage caused to this property was caused by stormwater and rainwater and run-off,
This concluston is also supportad hy the joint ICA Hydrology Report for the Ipswich
Region dated 20 February 2011. This report refers to the last rainfall event occuriing
belween 0600 and 1500 hours on Tuesday 11 January 2011.

We also note that there wera 4590 recorded lightning strikes betwesh 11pmon g™
January to 11pm on 11™ January 2011 in the Ipswich Arsa. (from 9 the previous 24
hours and none from Tuesday 11pm to Wednesday 11pm).

Tota):Strikes Date and Time
g 11:00PM on 08 Jan 2011 to 11:00PM on 10 Jan 2011
4590 11:00PM on 1¢ Jan 2011 to 11:00PM on 11 Jan 2011
0 . 11;00PM on 11 Jan 2011 to 11:00FM on 12 Jan 2011 N

There is littfe doubt that storms occurred across Ipswich on Tuesday moring, 11
January 2011. '

According to the Bureau of Meteorology (BoM) daily weather observations, there were a
number of distinet recorded weather evenfs including rain, that occurred in the
Brishane area over the petiod §" 1o the 12! b January, inclusive, as shown af

htp:/Awwnw. bom.gov,aufclimate/dwo/IDCJDW0400.8him]

The BoM data records rainfall that relates to the 24 hour period pnor to 9am on the day
its recorded. For example the BoM wehsite teaords 70mm of rain next 1o the date of
Monday 10 January, 2011, This rain reading relafes to the 24 hour period prior to 8am
oh Monday 10 January 2011, The BoM notes state!

For the period Monday 8am to Tuesday 8am just 39.4mm rainfall was recorded and a
very high 110mm was recorded for the period from 9am Tuesday to 9am Wednesday .
This accords with our many local residents recollection that another storim occurred
Tuesday morming and It was only as a result of this storm that flash flooding vccurred in
the local area.
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Legal Ald Queensland now has many chents living in [pswich aleng the River recalling
a severe thunderstorm on Tuesday 11™ January in the morning. Specifically we are
taking statetnents confirming that lightning was observed, residents heard thunder and
experienced extremely heavy rain squalls in thelr local area.

Windspeeds recorded by the BoM and reported show that winds were gusting at up to
59kms per hour on the Monday and at 39 kms on the Tuesday. These speeds were
elavated from the previous waek and stpport our client's claiim that a storm had passed
over her property on Tuesday morning restlting in high winds and heavy tain.

This data supports our clients’ view of what happened. They recall it raining heavily alf
day, which supports our view that a storm and stormwater run-off affected Karalee on
11 January 2011. They describe what they were fold in the following way:

"The water actually came from the front out house nof the back where the river is.

The water was.coming fromn out the front of the house. [t came from down the road from
the right side of South Queenshorolgh road when standing i front of the house facing
the road, There are stormwatsr drains out iis that direction. We thought we were the
h]ghest point on the road. The water entered from the front into the house at about
3:30am on the 12" January. Wa live on the river but it wasn't coming from the back.

On the night of January the 11th, | was at the house as the water roge. Yes the water
rose from the street to the right looking at the road, as at the same time the water rose
from the river. We were essenfially an island & the water met in the middle, belng our
front yard (sireet side). Still In the house at this time were myself, my brother and my
neighbour, While still dry inglde {our house Is on 800mm poles) and water covering land
outside, We all witnessed water start pushing up from our sinks & toilet. The seplic
system & the grey water system was being pushed inside the house from the water
outside that was comlng from the Road.”

[t was only after a short perlod of this happening did we leave. The Inside of tho house
was covered In sepfic and grey water, we had to leave due to smell. When we left we
walked down at least one stalr before standing In water, We then drove our vehicles
frotn the house to dry land. Yes tha flood water from the river entered Info the house, .
but by that time damage had already beenh done to the lower areas of the house.”

The evidence abovs the effect of stormwater and water escaping from drains supports
our cliente’ view that heavy rain through storm and reinwater run-off, which is covered
by AAMI's Polioy, was the proximate cause of the damage to their property.

As a consequence, as the event which caused damage to our clients’ properly is an
insured event under the Policy, AAMI Is required to pay out all of our clients’ claims.

Hyd}o!ogy report and assumptions about cause of water damage
We note that your refusal letter relies on the Joint Hydrology Reporis commissioned by

the Insurance Counci! “Flooding in the Brishane River Catchiment, January 2011" to
denv our cliente’ clam. We would nots that on caga i of this report it savs "The maos




6. May. 2001 8:13 . LA +61 7 3238 0000 No. 6404 P 8

26 May 2011

should not be used to assess {looding at individual properties, which can be influenced
by a number of local factors that may not be properly reflected in the information shown
on the maps. This is espacially true around the fimits of inundation.”

We would note that it {s dangerous to rely on such.a general hydrology repott that does
not faks into account the specific circumstances of the water event in the Karales area.
We would guestion whether such a general reliance would mest AAMI's obligations
under the Insurance Contracts Act and the Insurance Codes of Practice,

Request for information you relisd upan te make your decision

If, upon consideration of the matters raised in this [stter you reaffirm the original refusal,

would you he sa kind as to provide copies of any evidence, hydrology and clients'

Inforrmation that you have used to determine this claim and/or in reconsideration of thia
. claim within 7 days of your review. ' '

In particular, we would appreciate a transcript of our clients’ proposal for insurance and
record of this ciaim (if you have one) and a franscript of any discussion with our clients’
or agent upan which you rely to support the decision you have made.

Response and urgeney for our clients’

Bacause our cllents' home is not habitable they are in considerable hardship and
exireme inconvenience as they await the outcome of their insurance claim, Our clients’
s struggling to cops with the loss of a habltable home, We would appreciate it if you
would expedite this review to minimise futther harm that delay and uncertainty Is
causing for this clients’,

Our clients’ hag prepared the quantum of the loss they have suffered fo their home and
contents In haste and we hereby reserve their rights to revise their claim if necessary.

Yours sincerely,

per.
Legal Aid Gueensland

Senlor SolicitorfGonsumer Advocate
Clvil Justice Services (consumer profection)
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Flooding tn the Bifsbane River Catchment, January 2011 ’ IGA Hydrology Panel
20 Febroary 2011

Figura AB Ratlar images, 1606 Hours to 2112 Hours Monday 10 January 2011
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Flooding In the Brshang River Catchment, Jenuary 2011 ' 1CA Hydvology Pansl
20 February 2011

Figure A9 Radar Images, 0206 Hours fo 0706 Hours Tuesdey 11 January 2011
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Mooding In the Brisbans Rivsr Catchment, January 2011 ICA Hydrology Pauell
20 February 2011,

Figure A0 Radar lmages, 0812 Hours to 1254 Hours Tuesday 11 January 2011

i
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Flooding In the Brishane River Calchment, January 2044 1CA Hydrology Panel

20 February 2011

Flgure A1l

Radar Images, 1412 Howrs to 1900 Hours Tuesday 11 January 2011

3
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Flooding in the Brisbane River Catchmant, fanuary 2011 1CA Rydrotogy Panel
20 February 2041,

Ll Ay a4

Flgure A12 Radar Images, 2012 Hours on Tuesday 11 January to 0000 Hours Wecdinesday
12 Jantary 2011
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ANNEX<URE |

CONSUMER APPEALS SERVICE

27 May 2011

Senior Solicitor/Consumer Advocate

Civil Justice Services Legal Aid — Queensland
GPO Box 2449

BRISBANE QLD 4001

Dear Mr.-
RE: AAMI Claim Number: ‘
Your Reference: MAF (flood)

Clients: Julian and Rebecca Chambers

| am writing in regard to your request to have your clients’ complaint reviewed
promptly through our Internal Dispute Resolution (IDR) process.

it is my role as Dispute Resolution Officer to review the complaint in
accordance with AAMI’s internal dispute resolution process.

I note your request for an expedited review for your clients and whilst | will
endeavour to do this, | must advise it may take up to 15 business days due to
the number of other similar matters already under review here. In the unlikely
event my review of this particular matter requires additional time, ] will notify
your office with a view to agreeing to an alternative timeframe.

} can be contacted on 1300 240 437 during business hours or alternatively by
email to consumerappeals@aami.com.au

Yours faithfully,

!lsp"ule‘ !es‘olu!lon !fﬁcer

Censumer Appeals Service

447 Coliins Sireat, Melbdune 3000, PO Box 14180, Melboune City Mol Cenire, Vie 8001
Telephone: 1300 130 794 Focsimie; 1300 316 047 Email: consumesappeals@anmi com. o
Auvsticlion Associvted Molor insurers Limitad  ABN 92 C04.701 744, AFSL No. 238173
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ANNEX URE 2.
CONSUMER APPEALS SERVICE

14 June 2011

!enior Solicitor / Consumer Advocate

Civil Justice Services Legal Aid — Queenstand
GPO Box 2449
BRISBANE QLD 4001

Dear Mr. |IIEIEGN
Re: AAMI Claim Number:

Your Reference: MAF(Fiood)

Client: Julian and Rebecca Chambers

I'am writing in regard to your request to. have your clients’ complaint reviewed
through our Internal Dispute Resolution (IDR) process.

I have been appointed to review the complaint. | confirm receipt of your submission
dated 26 May 2011.

The Policy

The claim has been lodged under an AAMI Home Building and Contents Insurance
Policy (the policy).

Pages 10 to 12 of the building policy and page 18 of the contents policy explains you
are covered for Storm and rainwater including stormwater runoff from areas
surrounding the site, or water escaping from any water main, drain, pipe, street
gutter, guttering or surface. It further states storm means violent wind (including a
cyclone or tornado), thunderstorm or a heavy fall of rain, snow or hail.

Page 11 to 13 of the building policy and page 19 to 21 of the contents policy explains
you are not covered for damage or loss caused by flood. Flood means the
inundation or covering of normaily dry land by water which:

escapes or overflows from, or
cannot enter, because itis full or has overflowed, or

is prevented from entering, because other water has already escaped
or been released from it

Consumer Appeals Service :
447 Collins Sireet, Melbaume 3000. PO Box 14180, Melbourne City Mail Centre, Vic 8001
Telephone: 1300 130 794 Focsimile: 1300 316 047  Email: consumerappeals@aomi.com.cu
Ausirelion Associoted Motor Insurers Limited ABN 92004 791 744, AFSL No, 238173

otpo%g
CARAVAN AND
RV ILSURANCE

A02377 03/03111 A




the normal confines of any watercourse or lake, including any that may
have been modified by human intervention, or reservoir, canal, dam or
stormwater channel.

.Flood does not mean stormwater runoff from areas surrounding the site, or
water escaping from any water main, drain, pipe, street gutter,
guttering or surface,

The Claim

Your clients contacted AAMI on 12 January 2011 fo advise that water had inundated
their home.

AAMI appointed an external assessor, Cunningham Lindsey, to provide a report on
the cause and level of damage sustained to the property. AAMI also considered a
report from an external hydrologist panel commissioned by the Insurance Councii of
Australia to confirm the cause of the water inundation. This Hydrology Area Report
(hydrolagist) had been jointly issued by three established hydrology firms to
investigate the cause and timing of water inundation in the area of the home.

After considering the reports, AAMI wrote to your clients on 12 May 2011 advising
the claim was not for acceptance. AAMI's decision had been made on the basis the

damage to the home and contents was caused by fload which is specifically
excluded from cover.

Your clients engaged the services of Legal Aid Queensiand. You have provided a
submission setting out why you believe the claim should be covered.

My Decision

I have read and considered all of the available material on your clients’ file including
reports from the assessor and hydrologists along with the interactive flood map
provided on the Queensiand Government website. | have also reviewed your
submission dated 26 May 2011.

Itis a general principle of insurance law that it is up to the policyholder to prove that
the damage in respect of which a claim is made is coverad under the temms of the
policy of insurance. The AAMI Home Building and Home Contents policies are
defined events policies, which do not cover afl risks, They only provide cover for loss
or damage caused by the events specified in the policy, subject to any exclusions.

The AAMI Home Building and Contents policies provide cover for loss and damage
caused by storm and rainwater, but specifically provide that loss or damage caused

by flood is not covered. | accept that this is clearly set out in the home and contents
policy booklets.

| have reviewed AAMI's letter and the reports they considered and | am satisfied
AAMPs letter dated 12 May 2011 sets out the basis of the decision not to accept your
clients’ claim. | am guided by the expert quaiified opinion of the external assessor
and hydrologist in this matter and in the absence of any other evidence from similarly




qualified experts to prove the damage or some part of it was caused by an event
covered under the policy, | accept the damage to your clients’ property was caused
by flood.

In regard to your comments relating fo the Hydrology Area Report AAMI has
considered when determining whether your clients’ claim fell within the scope of
cover provided by the policy, | accept that a site specific assessment report was
conducted by Cunningham Lindsey on 31 January 2011 and that the hydrology
report formed only part of the evidence relied upon,

You have stated your clients received a letter dated 26 June 2008 that said they
were "fully insured” and they considered this to mean they were covered for
everything, inciuding flood as they live on the bank of a river, F urther, you state
AAM| staff had a duty of utmost good faith to inform your clients’ of the unsuitability
of the insurance cover selected during consultation with them. You assert AAMI has
failed in its statutory responsibility to treat our clients with ‘utmost good faith’ as
required by section 13 of The Insurance Contracts Act 1984 (ICA).

| am satisfied that it is not reasonably practicable to read the entire policy to a
prospective insured over the phone and therefore section 69(2) of the ICA provides
that where it is not reasonably practicable for information to be given orally or in
writing, giving the information in writing within 14 days of commencing cover is
sufficient. | have confirmed that a copy of the policy documentation was posted to
your clients.

Your clients’ policies are defined events policies, which do not cover all risks. They
only provide cover for loss or damage caused by the events specified in the policy,
subject to any exclusions. | accept the onus rests with your clients, the policyholders,
to read the policy documents and ensure the cover provided meets their
requirements. In the event that the information set out in these documents is
incorrect, or if the cover they have purchased is inadequate, the onus remains with
your clients to contact AAMI and complete the required amendments.

| have also confirmed AAMI Management's directives to staff are to advise
customers of basic policy coverage and to ensure each customer reads their Product
Disclosure Statement (PDS).

You have also asserted that the wording contained within the policy is confusing and
misteading, and makes it difficulf for customers to assess their coverage under the
terms of the contract. However, | accept that the policy clearly and unambiguously
provides that whilst damage arising from storm and rainwater (including storm water
runoff) is covered, darmage arising from flood is not.

Flood is defined (in summary) in the policy as the inundation or covering of normally
dry land by water which escapes, overflows, cannot enter or is prevented from
entering the normal confines of any watercourse or lake. | accept that this is clearly
set out in the policy booklet on page 19 (contents) and page 13 (building).
Accordingly | accept that AAMI’s policy clearly sets out the circumstances of when it
will provide cover, and clearly defines which situations it deems to be ‘flood’. On this




basis, I accept that the wording is clear and AAMI is entitled to rely on the policy
exclusion.

In summary, | accept that the damage to your clients’ home and contents was
Caused by floodwater inundation from overflowing of the Bremer River which adjoins
their property, on or around 11 January 2011. However | also accept that the policy
clearly provides that resuitant flooding as defined is not covered.

Whilst | very much empathise with your clients’ situation, | am obliged to make
decisions in accordance with the terms and conditions of the policy. In the

circumstances, | accept that AAMI’s decision not to accept this claim is
correct.

My decision represents AAMP’s final decision in relation to your clients’ complaint. If
your clients wish to pursue the complaint further they are entitied to apply to the

Financial Ombudsman Service
GPO Box 3

MELBOURNE VIC 3001

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

Yours faithfully,

£s0lLilon icer
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SUBJECT: RAINFALL AND LOCAL STORMWATER BEHAVIOUR DURING THE
JANUARY 2011 EVENT -JjjjSOUTH QUEENSBOROUGH PARADE,

KARALEE (CLAIM NO._

In response to your request we have reviewed rainfall, water level and topographic data relevant to
inundation of the above property during the January 2011 inundation event. As requested, we have not
undertaken a site inspection of the property or spoken directly to the insured.

1 RAINFALL DATA

Figure 1 shows recorded hourly rainfall data at the Bundamba (Hanlon Street) Alert rainfall station (Station
No. 540249) located approximately 1.5 km south-west of the subject property. A total of 123mm of rainfall
was recorded in the vicinity of the subject property in the period between 0000 hours on Sunday 9th
January 2011 and 1800 hours on Tuesday 11th January 2011. No significant rainfall was recorded after
about 1400 hours on Tuesday 11th January 2011. The peak hourly rainfall intensity of 16.3mm/hr was
recorded at Bundamba (Hanlon Street) Alert in the hour to 1400 hours on 11th January 2011. The peak
stermwater runoff at the subject property would have occurred within about 15 minutes of the peak rainfall
intensity.

Table 1 shows recorded rainfall intensities for various durations at the Bundamba (Hanlon Street) Alert
rainfall station. Table 1 also provides an estimate of the average recurrence interval (AR) of recorded
rainfalls at this station, obtained by comparing recorded rainfall intensities with design rainfalls from
Australian Rainfall and Runoff (Pilgrim, 1998). For durations up 10 24 hours the recorded rainfalls had ARI's
of less than 1 year. This means that higher rainfall intensities are regularly experienced in the area of
interest. The higher rainfall intensities which caused major flooding in the Brisbane and Bremer Rivers
occurred further to the west of the subject property.

















