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Renewal - Certificate of Insurance
Page 1 of 5

Date of issue    13 January 2010

1301011112120011100021303222131230113 040

EAST IPSWICH QLD 4305

Thank you for insuring with RACQ Insurance in the previous period of
insurance.

Your current policy expires at midnight on 12 Feb 2010. RACQ Insurance will
automatically renew your policy by continuing to deduct the direct debit amount
from your nominated financial institution. This document will become your new
Certificate of Insurance. It provides information about the insured property and
this policy, including excesses payable.

We may adjust the amount payable if you claim for loss or damage that occurs
prior to the renewal date.

What do you need to do now?
1. Please read your enclosed Home and Contents Supplementary Product

Disclosure Statement (SPDS), as it describes the terms and conditions of
the policy. Your policy now consists of your insurance Application, your
latest Certificate of Insurance and your PDS and any SPDS. We refer to
these documents as your policy.

2. Please read and follow the instructions on this Certificate of Insurance.
3. Keep this certificate and your PDS and any SPDS together in a safe place.

Payment options
Payment

Annual payment $722.85
Monthly direct debit payment $60.24

Can we be of service?
If you need to change any details, obtain more information or insurance or
confirm payment of this premium, please contact us. You can either phone
13 19 05 or write to RACQ Insurance PO Box 4, Springwood 4127 or call into
any RACQ Branch Office.

We draw your attention to your Duty of Disclosure and a number of questions
which are on the back of this page.

Home and Contents Insurance Direct debit amount
$60.24

Your policy number

Customer service
13 19 05

Website
www.racqinsurance.com.au
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Renewal - Certificate of Insurance
Page 2 of 5

Date of issue    13 January 2010

Your Duty of Disclosure

Home and Contents Insurance

An important notice concerning information
you are required to give us

The Insurance Contracts Act 1984
requires us to give you information about
your insurance and for you to give
complete and accurate information to us.
This is known as Your Duty of Disclosure.
Before entering a contract of insurance
with us, and each time you vary or renew
your policy we will ask you a number of
specific questions.

In addition, if we invite renewal of the
policy, we will forward our premium
renewal notice to your last known postal
address prior to the expiry date of the
policy. This notice will include, amongst
other matters, specific questions relating
to you and the insured property.

What you must tell us
When answering our questions you must
be honest and you have a duty under law
to tell us anything known to you, and
which a reasonable person in the
circumstances, would include in answer
to the questions. We will use the answers
in deciding whether to insure you and
anyone else to be insured under the
policy, and on what terms.

Who needs to tell us
It is important that you understand you
are answering our questions in this way
for yourself and anyone else whom you
want to be covered by this policy.

If you do not tell us
If you do not answer our questions in this
way, we may reduce or refuse to pay a
claim, or cancel the policy. If you answer
our questions fraudulently, we may
refuse to pay a claim and treat the policy
as if it had never existed.

If you do not understand
If you do not understand your duty,
please contact us on 13 19 05.

Your disclosure
Set out below are questions which are
brought to your attention.

If the answers to all of the questions is
"No", you need not tell us.

If the answer to any of the questions is
"Yes", you must give us full details of that
answer. You can do this by either
phoning or writing to us, and quoting your
policy number.

The questions for your attention:
In the previous period of insurance have
you or any other person insured or
covered by this policy:

been convicted of any criminal
offence?
suffered any home or contents loss
or damage whether an insurance
claim was made or not, or had a
liability claim made against you?
had any insurance declined,
cancelled, voided, insurance
renewal refused, a claim rejected or
special conditions imposed?

The following questions apply to each
property insured or covered by this
policy:

1. Is there any person (other than family
members permanently living with you)
who owns or has an interest in the
insured property and who is not shown
as an insured person on this
Certificate?

2. Is there any business conducted at the
property address which is not shown
on this Certificate?

3. If you have not paid this premium by
the due date, has any accident or theft
happened after that date?

4. Has any of the information shown on
this Certificate changed?

RACQ Insurance Limited ABN 50 009 704 152 AFSL No 233082
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Renewal - Certificate of Insurance
Page 3 of 5

Date of issue    13 January 2010

What you must do
For this Certificate to be valid, you and anyone else insured under this policy
must carefully examine the Certificate information for its correctness and advise
us of changes that have occurred over the previous period of insurance.

Policy holders

You are an RACQ Gold Club Member

You receive a discount for:
being an RACQ Gold Club Member

combining your home and contents in one policy
no claims on your home/contents
having multiple products with RACQ Insurance

Period of insurance
from 12 Feb 2010 to midnight 12 Feb 2011

What you are insured for

Sum Insured

HOME $324,000

CONTENTS AT THE HOME $134,000

LEGAL LIABILITY $20,000,000

We adjust Home and Contents sums insured to cover rising values and costs -
please check that the new sums insured meet your needs.

The policy covers the Home and Contents located at:
which:

is a home
is permanently occupied by you
will not be unoccupied for more than 60 consecutive days
is structurally sound and well maintained (including all outbuildings)
is not used as a trade, business or professional workplace
has no other people besides family members residing at the property

What optional covers are included and not included
Home Contents

Motor burnout not included not included
Pet cover n/a not included
Group Cover n/a not included
Selected Personal Items n/a not included
Advanced cover not included not included
Flood and storm surge not included not included

Please refer to your Product Disclosure Statement (PDS) and any
Supplementary Product Disclosure Statement (SPDS) for full details of the
optional covers available.

If you would like to vary your cover please call us on 13 19 05.

Home and Contents Insurance Your policy number

Customer service
13 19 05

Claims hotline
13 72 02

Website
www.racqinsurance.com.au
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Renewal - Certificate of Insurance
Page 4 of 5

Date of issue    13 January 2010

Mortgagee
WESTPAC BANKING CORPORATION holds the first mortgage

Security installed
deadlocks (key operated inside and out) on all external doors, other than
security or screen doors
a burglar alarm

Excess you contribute to any claim
APPLICABLE EXCESSES WILL BE ADDED
TOGETHER

Home Contents
Excess $300 $300
*Earthquake excess $300 $300

*You contribute this additional amount to a claim for loss or damage caused by
earthquake during any period of 48 consecutive hours.

GST
This notice is not a Tax Invoice. If you need a Tax Invoice setting out the GST
charged on this policy, please call and request one.

The premium is being paid by direct debit instalments.

Home and Contents Insurance Your policy number

Customer service
13 19 05

Claims hotline
13 72 02

Website
www.racqinsurance.com.au
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Direct Debit Confirmation Certificate
Page 5 of 5

Date of issue    13 January 2010

EAST IPSWICH QLD 4305

RACQ Insurance (Direct Debit User ID number )

This certificate confirms your direct debit details based upon the information
you gave us. Please check this document and call us if any of the following
information is incorrect.

If no changes are required, deductions will continue on the dates and for the
amounts stated below.

Direct debit details

Policy number/s Insured
Monthly debit
amount

1 $69.54

Motor Vehicle Insurance
Effective dates from 05 May 2009 to 05 May 2010

An instalment of $69.54 will be deducted on the 05 February 2010.

Subsequent monthly instalments of $69.54 will be deducted on the 5th of each
month.

Multiple payments may be deducted in the same month depending on your
debit date.

Direct debit details

Policy number/s Insured
Monthly debit
amount
$60.24

Home and Contents Insurance
Effective dates from 12 February 2010 to 12 February 2011

An instalment of $60.21 will be deducted on the 12 February 2010.

Subsequent monthly instalments of $60.24 will be deducted on the 12th of
each month.

Multiple payments may be deducted in the same month depending on your
debit date.

Financial Institution Details
Financial Institution:
Account Name:
Account Number:

By choosing to pay by the month using the direct debit method, an annual fee
of $60.00 may apply which equates to $5.00 per month.

Home and Contents Insurance Your policy number

Customer service
13 19 05

Claims hotline
13 72 02

Website
www.racqinsurance.com.au
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Household Insurance Policy

Product Disclosure Statement

    GHHB2 07/08

Household
Insurance Policy
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Welcome to RACQ Insurance

Thank you for insuring with RACQ Insurance.

We are delighted to have you as a customer. Please do not 
hesitate to contact us if you have any questions about 
insurance or need help in making a claim.

RACQ Insurance is one of the largest providers of motor 
vehicle and household insurance in Queensland. Customers 
have access to a network of branches and agents 
throughout Queensland and a 24 hour, seven day-a-week 
call centre.

How to contact us

If you need more information or help with any of our 
products or services you can contact us:

• 7 days a week by telephone

Policy related enquires        13 1905 or any Branch
Claims related enquiries      13 7202 or any Branch
Emergency Home Assist       1800 800 552 

 

• Visit one of our branches during business hours

• Email us with your Home and Contents claim or 
documents enquiries at: 

 racq_houseclaims@racqi.com.au 
      and we will respond during business hours 

                
• Visit our website: www.racqinsurance.com.au

1
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How this policy works

RACQ Insurance Household  Insurance policy is designed to 
provide you with comprehensive cover for your home and 
contents in the case of loss or damage caused by an insured 
event.

This policy provides cover for:
• The Insured events listed on pages 16 to 22
• The Additional bene"ts for your home and contents 

listed on pages 35 to 47
•  Emergency Home Assist on page 47
• Options that you can add to your policy by paying 

more:
 • Motor burnout
 • Advanced cover  
 • Group and/or selected personal items cover 
 • Pet cover 
 • Flood and storm surge 

 This policy does not cover "ood unless we

  have agreed and it is shown on your

 certi#cate of insurance. 
• Landlord’s "xtures and "ttings 
• Mortgagee’s interest in a home unit

• Legal liability insurance. 

All policy limits and values include all relevant statutory 
charges and taxes. This policy does not cover you for 
everything. For further details of the cover and the 
amounts we will pay for any claim, please read this Product 
Disclosure Statement (PDS).

If you decide to take out insurance with us, we will provide 
you with the cover you have chosen as described in your 
current certi"cate of insurance and this PDS.

2
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Important information about your policy

Policy benefits
The table shown below is a summary of the policy bene"ts  
available. Please read the PDS for details of the extent of 
cover provided.                                        

Cover provided Bene"t Page

Additional living expenses Contents cover up to 10% of 
sum insured

35

Attendance by a security "rm Contents cover up to $750 35

Breakage of glass Up to the sum insured 36

Campus cover Contents cover up to $5,000 37

Clean up costs Up to 10% of the sum insured 38

Contents while in storage Contents cover up to the sum 
insured

38

Contents in transit Contents cover up to the sum 
insured for contents in transit 
to a new permanent address in 
Australia

39

Contents in a safe deposit box Contents cover up to 10% of 
the sum insured

39

Credit card misuse Contents cover up to $1,500 40

Damage caused by emergency 
services

Home cover up to $1,000 40

Demolition and redesign costs Home cover up to 10% of the 
sum insured

40

Emergency Home Assist 47

Emergency and alternative 
accomodation

Home cover up to 10% of the 
sum insured

41

Funeral expenses Up to $5,000 41

3
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Important information about your policy

Policy benefits                                  

Cover provided Bene"t Page

In$ation protection at 
renewal

Increase your sum insured at 
renewal

42

Loss of rent Home cover up to 10% of the 
sum insured

42

Peace of mind protection Home cover increase sum 
insured by the annual in$ation 
protection adjustment in the 
event of a claim

43

Professional documents Contents cover up to $1,000 43

Re-key, recode or replacement 
of locks

Home cover up to $500 43

Removal of debris Up to 10% of the sum insured 44

Special occasion gifts Contents cover up to $1,000 44

Storage of contents after an 
event

Contents cover up to 10% of 
the sum insured

45

Storm damage to pool and/or 
spa covers 

Home cover up to $500 45

Temporary removal of 
contents  

Contents cover up to 20% of 
the sum insured

46

Theft of purchased water Contents cover up to $200 46

Uninsured visitor’s contents Contents cover up to $500 46

4
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Important information about your policy

Policy discounts that you may be entitled to

Discount type Bene"t

No claim discount You may be entitled to a no claim premium 
discount of up to 7% on your home and contents 
premium if you have not made a claim in the last 
12 months.

Age discount You may be entitled to a 10% premium discount 
where at least one (1) nominated insured is aged 
55 years or over and the insured’s own owner/
occupied dwelling is being insured. 
Also a 15% premium discount may apply where 
at least one (1) nominated insured is aged 55 
years or over and the contents are being insured 
in either an owner/occupied or rented dwelling.

Senior card holder 
discount

A 15% premium discount may apply for 
Queensland Seniors Card Holders on Building 
Insurance and 25% discount may apply on 
Contents Insurance. The discount is restricted to 
owner/occupier’s building and/or contents and 
tenant’s contents only.  The Seniors Card Holders 
Discount does not apply in addition to the 
existing age discount.

Alarm discount You may be entitled to a premium discount of 
up to 10% on you contents premium for having 
an alarm installed that is monitored 24 hours per 
day 7  days a week by a monitoring facility.

Combined discount If you are an owner/occupier, by combining your 
home and contents onto the one policy, you may 
be entitled to a combined premium discount of 
up to 13%. 

Multi – policy 
discount

If you have three (3) or more qualifying policies/
covers, currently with RACQ Insurance, you may 
be entitled to a premium discount of up to 5% 
for each qualifying cover.

Membership loyalty 
discount

You may be entitled to a premium discount 
of up to 17.5% based on your current RACQ 
Membership level.

5
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Important information about your policy

The PDS describes the types of insurance cover available 
to you. Please read it carefully and keep it in a safe place 
along with your certi"cate of insurance.   

The certi"cate of insurance is a separate document that 
forms part of your policy. It describes the type of insurance 
you have taken out, and provides speci"c details about 
your building, contents and other items of value covered 
under your policy. It also speci"es the limits of cover 
(sums insured), additional bene"ts, optional covers, the 
period of insurance, any special conditions, details of any 
excesses that apply and premium payment. Please check 
any certi"cate of insurance you receive when you start your 
policy and each time you vary or renew it.

RACQ Insurance Limited is the issuer of this insurance and is 
responsible for the obligations set out in our PDS.

Cooling-o# period
When you take out or renew a policy with RACQ Insurance 
we provide a cooling-o# period of up to 21 days. The 
cooling-o# period starts from the date and time this policy 
was issued, or from midnight immediately preceding any 
renewal date. 

If you wish to take advantage of the cooling-o# period 
and cancel this policy from the date and time this policy 
was issued, you must advise us in writing or electronically 
during the cooling-o# period and the premium paid for 
the policy will be refunded in full providing a claim has not 
been made.
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Important information about your policy 

Duty of Disclosure
The Insurance Contracts Act 1984 requires us to give you 
information about your insurance and for you to give 
complete and accurate information to us. Before entering 
a contract of insurance with us, and each time you vary 
or renew your policy, we will ask you a number of speci"c 
questions.

What you must tell us
When answering our questions, you must be honest and you 
have a duty under law to tell us anything known to you, 
or which a reasonable person in the circumstances, would 
include in answer to the questions. We will use the answers 
in deciding whether to insure you and anyone else to be 
insured under the policy, and on what terms.

Who needs to tell us
It is important that you understand you are answering our 
questions in this way for yourself and anyone else whom 
you want to be covered by this policy.

If you do not tell us
If you do not answer our questions in this way, we may 
reduce or refuse to pay a claim, or cancel the policy. If you 
answer our questions fraudulently, we may refuse to pay a 
claim and treat the policy as if it had never existed.

If you do not understand
If you do not understand your duty, please contact us.
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Important information about your policy 

Evidence of ownership
We require you to keep evidence of the purchase and value 
of your building and contents. 

You may be required to provide proof of ownership and 
evidence of its value if you make a claim under this 
policy. Such proof includes but is not limited to receipts, 
valuations, model and serial numbers, photographs, credit 
card or bank statements.

Personal information
The personal information you give us is used to set-up 
and administer your Household Insurance Policy. It is 
used to determine the extent of insurance risk that you 
have proposed and plays a role in determining fair and 
competitive premiums. If you make a claim, your personal 
information enables us to determine your entitlement. If 
you do not provide the information we request then this 
can either delay or prevent us from providing the insurance 
you want or allowing your claim.

General Insurance Code of Practice
The purpose of the General Insurance Code of Practice is to 
establish standards of practice for insurers that we at RACQ 
Insurance adhere to and support. You may obtain a copy of 
the Code from the Insurance Council of Australia web site 
www.ica.com.au or by phoning them on 02 9253 5100.
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Words / terms with special meanings             
       

Word / term Meaning

Accidental Unexpected and unintended from your point 
of view.

As new Repair or replacement with new items or 
materials regardless of the age of the insured 
item or property.

Business Any business, trade, profession or other 
activity from which income is earned except:
casual baby sitting, casual child minding 

or garage sales of a domestic nature, all 
conducted at the property address; and 
the domestic rental of a home if the home 

is insured under this policy, provided you 
have previously told us that the home is 
rented out.

Collection A number of items that have been gathered 
together according to some unifying 
principle or orderly arrangement as part 
of an interest or hobby with the intent of 
collecting. Examples include but are not 
limited to collections of coins, stamps, 
models, toys, badges, and spoons, and unless 
we agree collections would exclude items 
bought for consumption, such as a wine 
collection. 
Contents cover limits apply as shown on 
page 34.

Common area The area of a community title scheme, strata 
title scheme or $ats which does not form 
part of your lot or tenancy, including but 
not limited to garages, storage areas, parking 
areas, walkways and stairwells that are not 
secure and over which you do not have 
exclusive use under the by-laws of your body 
corporate or tenancy agreement.
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Words / terms with special meanings   
       

Word / term Meaning

Consequential loss Any loss or additional expense arising 
indirectly from an event that is covered by 
this policy. For example consequential loss 
may be:

any additional expense in replacing 
undamaged property so as to create a 
uniform appearance; 
the inability to match the bricks following 
impact damage to a brick wall; 
reduction in value following repair or 
replacement of lost or damaged property.

Contents Your contents shown as insured on page 29.

Cost to us What it would cost us, including any 
discounts that are available to us, to repair or 
replace the item or property at the time the 
loss or damage occurred.

Emergency Is a circumstance, which poses an immediate 
threat to the physical safety of your home 
or contents, such as a burst water pipe or 
during a storm a branch falls through the 
roof of your home.

Excess The amount you have to pay us or bear 
towards the cost of a claim under this policy. 
All excesses are shown on your certi"cate of 
insurance.

Family or your family Your spouse, your de facto spouse, your 
parents and parents in-law, your brothers 
and sisters, your or your spouse’s or de facto 
spouse’s children, who all usually reside with 
you at the insured property address.

Fixed swimming pool Includes an in ground pool or an above 
ground pool and their "xed accessories 
where erection or installation of the pool 
required earthworks, construction of decks, 
ladders, fencing or the like of a permanent 
nature.

Flood Rising water which enters your home as a 
result of it running o# or over$owing from 
any origin or cause. This policy does not 

cover "ood unless we have agreed and it is 

shown on your certi#cate of insurance.
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Words / terms with special meanings
       

Word / term Meaning

Flash $ood and 
stormwater run-o#

A sudden $ood caused by heavy rain that 

fell no more than 24 hours prior to the $ash 
$ood or stormwater run-o#.

Forcible entry Unlawful entry into your home or living 
quarters including unlawful use of keys or 
lock picking. Forcible entry does not mean 
opening an unlocked door, window or 
skylight.

Home Your home shown as insured on page 23.

Insured property 
address

The property address shown on your 
certi"cate of insurance as the location of the 
insured home and/or its contents.

Negotiable instrument Cash, bank notes, savings certi"cates, money 
orders, gift vouchers, stamps (not part of a 
collection).

Open air Means anywhere within the insured’s 
property address that is not fully enclosed 
and lockable.

Pair/set Contents items or articles that are regarded 
as a unit.
Examples are earrings, golf clubs, candle 
holders, dinner set, ornaments.

Personal items Your personal items shown as insured on 
pages 50.

Policy Your insurance contract includes this PDS, 
your most recent certi"cate of insurance and 
the information you provide us when you 
purchase or vary your insurance and at each 
renewal.

Renovations  When any part of the roof, $oor or 
the external walls are removed for the 
purpose of additions, alterations, repairs or 
decoration.

Retaining wall A wall which is not part of the residential 
building, designed to hold back or prevent 
the movement of earth or water.

Speci"ed contents Contents items that have a higher value 
than the limit shown on page 34. You will 
need to have them speci"cally listed on your 
certi"cate of insurance and pay an additional 
premium.
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Words / terms with special meanings
       

Word / term Meaning

Sporting equipment Is equipment used in sporting activities 
(whether or not for competition), leisure and 
recreational activities. Sporting equipment 
does not include, camping equipment, 
diving equipment, parachute, model craft, 
hang glider, aircraft, motor vehicle, motor 
cycle, trail bike, mini bike, motorised go-
cart, or any spare part or accessory for the 
equipment (including any helmet, gloves, 
boots, goggles or over-suit).

Storm A violent disturbance of the atmosphere 
associated with strong winds including a 
cyclone, lightning, heavy rain, hail or snow, 
but not continuous bad weather by itself.

Storm surge An increase in the level of the sea associated 
with a tropical cyclone or other intense 
storm.

Temporary/non "xed 
swimming pool

An in$atable or aboveground swimming pool 
or spa mounted on their own accessories or 
on a temporary site.

Terrorism An act, including but not limited to the 
use of force or violence and/or the threat 
thereof, by any person or group(s) of persons, 
whether acting alone or on behalf of or 
in connection with any organisation(s) or 
government(s), which from the nature or 
context is done for, or in connection with 
political, religious, ideological, ethnic or 
similar purposes, including the intention to 
in$uence any government and/or puts the 
public, or any section of the public, in fear.

Tools of trade Any tools whose principal use is in 
connection with a business.

Tsunami An ocean wave that has its origins in an 
under water earthquake or volcano.

Unoccupied The home situated at the insured property 
address has not been occupied for more than 
60 days, and we have not been told of this 
beforehand. Occasional overnight stays of 
less than one night a week on average during 
the 60 day period does not mean the home is 
being occupied.
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Words / terms with special meanings
       

Word / term Meaning

We, us RACQ Insurance Limited. 
ABN 50 009 704 152
AFS Licence Number 233082.

You, your The person or persons shown as the policy 
holder/s on the certi"cate of insurance and 
your family who usually reside with you at 
the property address.
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Calculating your sum insured

Help with calculating your home sum insured
Your home building sum insured needs to be su+cient to 
cover the cost of rebuilding your home in the unfortunate 
circumstance of total destruction by an insured event.  
    
The cost of rebuilding is based on the materials and labour 
needed - not your home real estate market value.

You can refer to the following sources to assist in 
calculating a reasonable sum insured for your building:
 building industry professionals, such as licensed 

builders, architects or valuers 
 RACQ Insurance website calculators    

www.racqinsurance.com.au 
 ask us for a copy of our valuation guide.   

     
For each subsequent renewal, we will increase your selected 
sum insured to allow for increased building costs as detailed 
on page 42.

You are responsible for calculating the sum insured on 
the cost of rebuilding your home. If you do not have an 
adequate sum insured, you may be out of pocket if you 
su#er loss or damage to your home. 
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Calculating your sum insured

Help with calculating your contents sum insured
When you add up the replacement value of your household 
contents, it can be more than you think. Contents insurance 
covers items in your home, from furniture and carpets to 
valuables and sentimental items.

How much cover do you need?
By telling us exactly how much cover you require for your 
contents, you know for sure that you’re not wasting money 
on cover you don’t need. To make sure your contents 
are fully covered, go through the house room by room 
and write down what it would cost to replace each item 
at today’s prices. You may also refer to the calculators 
available on the RACQ Insurance website or ask us for a 
copy of our valuation guide.

‘New for old’ cover
This means that if your contents (not clothing) get 
damaged or stolen, and we can not or elect not to repair, 
we will replace your contents.

Protecting valuable items
If you’ve got valuable items worth more than the amounts 
shown on page 34 – for example if you have a piece of 
jewellery worth more than $2,000 or works of art worth 
more than $2,000 - let us know, as these need to be 
speci"cally noted on your certi"cate of insurance and 
insured for their full value.
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Insured events you are covered for

If your home is covered by this policy the word home will 
be shown on your certi"cate of insurance. We cover your 
home for loss or damage caused by any of the insured 
events, which happen at the property address during the 
period of insurance.

If the contents of your home are covered by this policy, 
the word contents will be shown on your certi"cate of 
insurance. We cover your contents for loss or damage 
caused by any of the insured events, which happen at the 
property address during the period of insurance.

We cover you for loss or damage caused by the insured 
events listed on pages 16 to 22. If you want protection 
from loss or damage caused by other events you should 
consider the optional covers provided for in the Optional 
covers for extra peace of mind section of this policy.
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Insured events you are covered for

Damage caused by weather...

What is covered What is not covered

Storm Loss or damage:
Ocaused by rain, hail or snow after it 

has reached the ground;
Ocaused by rain or wind entering the 

home unless it enters through an 
opening in the windows, walls or roof 
made by a storm; 
Oto garden borders, paths, driveways, 

paving, free standing or retaining 
walls (whether or not part of the 
home), tennis courts and other playing 
surfaces; 
Oto paint and/or external coatings of 

buildings when there is no structural 
storm damage to other parts of the 
home; 
Oto swimming pool and spa covers, 

liners and the like other than loss or 
damage covered under Additional 
bene"t; Storm damage to pool and/or 
spa covers on page 45;
Oto a glasshouse whether constructed 

principally of glass or not; 

Oduring the "rst 48 hours of the initial 
period of insurance of this policy 
unless we have issued it to you: 
 in conjunction with your signing a 
contract to purchase the home; or 
 to replace a policy with us or another 
insurer from the date and time that 
other policy expired.

Ocaused by storm surge; 
Ocaused by power surge.

Tsunami

Earthquake

O  Not covered
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Insured events you are covered for

Damage caused by weather...   

What is covered What is not covered

Flash "ood and 
stormwater run-o# 
A sudden $ood caused by 
heavy rain that fell no more 
than 24 hours prior to the 
$ash $ood or stormwater 
run-o#

Loss or damage caused:
Oby $ood; 
Oto swimming pools or spas and their 

covers, liners and the like; 
Oto the water in swimming pools or 

spas; 
Oby water being absorbed through 

$oors, external and internal walls of 
your home (including rising damp) 
and any subsequent loss or damage to 
contents including carpets; 
Oby hydrostatic pressure building 

up below or behind any part of 
your home or structure including a 
swimming pool, spa or tank; 
Oto garden borders, paths, driveways, 

paving, free standing or retaining 
walls (whether or not part of the 
home), tennis courts and other playing 
surfaces; 
Oby storm surge or any other action of 

the sea; 
Oby power surge; 

Oduring the "rst 48 hours of the initial 
period of insurance of this policy 
unless we have issued it to you:
 in conjunction with your signing a 
contract to purchase the home; or 
 to replace a policy with us or another 
insurer from the date and time that 
other policy expired.

Lightning including 
power surge caused by 
lightning strike

Loss or damage caused:
Oby power surge or power $uctuations 

not caused by lightning; 
Owhere there is no reasonable evidence 

that lightning was the cause of 
damage.

O  Not covered
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Insured events you are covered for

Criminal acts against you...    

What is covered What is not covered

Theft including attempted 
theft or burglary 

Vandalism, malicious or 
intentional damage

Loss or damage caused by 
theft, vandalism, malicious or 
intentional damage:
Oby someone who entered the 

home with your consent or the 
consent of someone usually 
living there; 
Oby the tenant of your home 

or any persons invited by your 
tenant to enter the home; 
Oto cash, negotiable instruments 

or legal tender when entry 
is gained through an open 
or unlocked door, window or 
skylight; 
Oto contents in a room in a 

boarding house, dormitory, 
nurses quarters, barracks or 
the like when entry is gained 
through an open or unlocked 
door, window or skylight; 
Ofrom common areas;
Oif your home was deemed to be 

unoccupied at the time the loss 
or damage occurred.

Riot or civil commotion 
including the acts of lawful 
authorities in controlling 
such occurrences

O  Not covered
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Insured events you are covered for

Accidents that cause damage to your home and/
or contents...     

What is covered What is not covered

Bursting, leaking, 
discharging or over"owing 
of liquids from:

 dish and clothes washing 
machines; 
 water catchment trays of 
refrigerators, freezers and 
evaporative air conditioners; 
 waterbeds; 
 pipes, gutters, drains designed 
for carrying liquid which are 
"xed or connected to the home; 
 "xed domestic apparatus such 
as but not limited to water 
tanks, lavatory cisterns and pans, 
baths, basins, sinks but not a 
shower recess or cubicle; 
water mains located at or 
adjacent to the property address.                            

Locating the source of leaks                                  
If damage has been caused to your 
home by the escape of liquid, we 
will pay for the reasonable cost of 
locating the source of the escape 
if it is unknown.

In addition to the home sum 
insured, the most we will pay for 
locating the source of the escape 
in any one claim is 10% of the 
home sum insured.

Loss or damage caused: 
Oto the apparatus or device 

which burst, leaked, discharged 
or over$owed (this includes a 
shower recess or cubicle); 
Oby the escape of liquid occurring 

as a result of a gradual process 
of bursting, leaking, discharging 
or over$owing unless you can 
show: 
 if your home is damaged – 
that this policy covered your 
home and it was current for 
the whole of the time that the 
damage was occurring; or 
 if your contents are damaged 
– that this policy covered your 
contents and it was current for 
the whole of the time that the 
damage was occurring; and 
 you or any tenant of your 
home could not reasonably 
have been expected to have 
known that the process was 
occurring.

Oby a leak that you knew about 
and had not "xed before the 
loss or damage occurred;
Oif your home was deemed to be 

unoccupied at the time the loss 
or damage occurred.

                                           

We will not pay for the cost of 
the escaped liquid.

O  Not covered

20

36



Insured events you are covered for

Accidents that cause damage to your home and/
or contents...                                           

What is covered What is not covered

Impact
Impact at or adjacent to the 
property address by: 

 a vehicle or craft designed for 
use on, the road or water; 
 a falling tree or part of a tree 
including the cost of removal 
and disposal of the tree or 
branch that has damaged the 
home; 
 space debris or debris from a 
rocket or satellite; 
 aircraft; 
 a satellite dish, solar hot water 
tank, television or radio aerial 
which breaks or collapses.

Loss or damage caused: 
Oto garden borders, driveways, 

paths, paving, playing surfaces, 
underground services or 
retaining walls caused by a 
vehicle or craft designed for use 
on the road or water; 
Oby a tree or part of a tree cut 

down by you or any person 
living in the home or any 
person acting with your or their 
consent; 
Othe cost of removing the tree 

stump.

Explosion Loss or damage caused:
Oto a vessel or apparatus that is 

the source of an explosion;
Oif your home was deemed to be 

unoccupied at the time the loss 
or damage occurred.

O  Not covered
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Insured events you are covered for

Accidents that cause damage to your home and/
or contents...                                           

What is covered What is not covered

Fire Loss or damage caused by 
scorching, melting, heat damage:
Owhere there was no $ame; or 
Owhere your home or contents 

have not caught "re; or 
Owhere "re or heat was required 

as part of a process such as but 
not limited to a stove, "replace, 
chimney, oven, electric element, 
iron or saucepan.

Loss or damage:
Oarising from bush"re for the 

"rst 48 hours of the initial 
period of insurance of this policy 
unless we have issued it to you:
 in conjunction with your 
signing a contract to purchase 
the home; or 
 to replace a policy with us or 
another insurer from the date 
and time that other policy 
expired.

Oif your home was deemed to be 
unoccupied at the time the loss 
or damage occurred.

Acts of animals OLoss or damage caused by pets, 
animals or livestock kept by you 
or any person usually living in 
your home.

O  Not covered
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Your home

What we insure as your home  
Your residential building situated at the insured property 
address including:

 other buildings such as garages, sheds, pergolas, carports and the like 
that are used for domestic purposes;

• "xed wall coverings, ceiling coverings and $oor coverings excluding 
carpets;

 "xed barbecues, clothes hoists, external blinds and awnings, shade 
sails, aerials and masts;

 outdoor water and sullage pumps attached to service pipes or drains;

 "xed swimming pools, spas or saunas and their associated pump 
motors and "lters;

 "xed outdoor water tanks;

 "xed solar appliances;

 paths and paving and playing surfaces;

 fencing, walls and gates;

 garden borders and driveways;

 built-in furniture;

 gas, water, electricity or other services (whether underground or 
not) that are your property or that you are legally liable to repair or 
replace;

 apparatus or appliances permanently "xed to the gas, plumbing or 
electrical systems including "xed or built in:
 air conditioning units, ovens, stoves, range hoods and dishwashers;
 ceiling fans and ceiling exhaust fans.

 a transportable home that is "xed to foundations anchored into the 
ground and connected to all services on the site; 

 an unregistered caravan or mobile home which:
 is not used on a public road;
 is used by you solely as your permanent or temporary residence;
 includes its "xtures and "ttings and annexe, but not a fabric annexe 
over "ve years old.

 landlord’s:
"xtures and "ttings;
 $oor coverings and carpets;
 light "ttings and window coverings.
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Your home

What we do not insure as your home                  

What is not covered:

Oretaining walls;

Otemporary homes or structures;

Ohomes under construction or reconstruction other than as provided 
for in renovations to your home on page 28 of this policy;

O$oor carpets other than landlord’s carpets;

Oa hotel, motel, boarding house or barracks;

Ofences, sheds, stables or other structures used or intended to be used 
for agricultural business purposes or any other business;

Othe land on which your home is constructed;

Oa campervan, bus, semi-trailer, rail carriage, tram, watercraft or 
aircraft;

Oa caravan or mobile home which is:
 registered;
 used on a public road; or
 not used solely as your permanent or temporary residence.

Oboat jetties, pontoons or a wharf except if shown on your certi"cate 
of insurance as being part of your home;

Oglasshouse or greenhouse whether constructed principally of glass or 
not;

Oa home unit other than a duplex unit;

Otemporary/non "xed swimming pools or spas;

Olawns, trees, shrubs, plants and hedges.

O  Not covered
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Your home

Settling your claim                                        
If your certi"cate of insurance shows that you have home 
insurance we will cover your home for loss or damage as a 
result of an insured event occurring during the period of 
insurance.

We may choose at our option to:
 rebuild or repair your home as new; or
 pay you the cost to us of rebuilding or repairing 

your home as new including any additional costs 
(relating only to that part of the home that was 
damaged) necessary to comply with government or 
local government laws existing at the time of damage 
occurring, provided that at the time of original 
construction the laws and by-laws prevailing then were 
complied with; or

 pay you the home sum insured; or
 settle, when allowance for wear and tear or lack 

of maintenance of the property is to be made, as 
explained in “Claims settlement other than on an as 
new basis” on page 26.

We will pay up to the home sum insured shown in your 
certi"cate of insurance less any applicable excess.

If we choose to pay you the cost to us of rebuilding or 

repairing your home or the home sum insured, we may "rst 
pay to a mortgagee or credit provider who is identi"ed on 
your certi"cate of insurance, the amount owing by you to 
the mortgagee or credit provider in respect of the mortgage 
of your home up to the home sum insured.

  

The terms and conditions of this policy apply to a 
mortgagee or other credit provider in the same manner as 
they apply to you.  

We will pay for materials of a similar kind and quality if the 
original materials are not readily available in Australia.

 

If the home is totally destroyed and we choose to rebuild it, 
you may choose to rebuild it on another site but only if we 
have agreed. 
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Your home
                                                                  

Claims settlement other than on an as new basis
The amount we pay for rebuilding or repairing damage will 
be reduced from an as new basis to an amount that would 
place you in the same position you were in immediately 
before the loss or damage occurred with due allowance for 
age, wear, tear and where applicable, lack of maintenance 
of the property in the following circumstances:
 where the home was not in a sound condition or 

well maintained at the time of the loss or damage 
occurring;

 where you are the landlord, for $oor carpets that were 
damaged that were over 10 years old;

 if the rebuilding or repairs of your home are not 
commenced by you within 12 months from the date 
of loss, unless you can demonstrate a longer period of 
time is reasonable;

 if you do not cooperate with us in exercising our 
option to rebuild or repair your home.
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Your home

The most we will pay you for home claims 
What is covered What is not covered

Flash flood and stormwater 
run-off
We will pay up to 50% of your 
home sum insured or $25,000, 
whichever is higher.

Rebuilding or repairing of 
that part of the home that 
was damaged or destroyed
We will pay:

 up to the home sum insured 
shown on your certi"cate of 
insurance less any applicable 
excess; 
 50% of the cost of repairing 
or replacing up to 2 kilometres 
of dividing fences, walls and 
gates that form part of a shared 
boundary; 
 replacement of window, wall, 
$oor or ceiling coverings in the 
room, hall or passageway where 
the damage is evident; 
 materials of a similar kind and 
quality if the original materials 
are not readily available in 
Australia.

We will not pay for:
Oadditional expenses for 

replacing or matching 
undamaged parts to create a 
uniform appearance; or 
Oextra costs of rebuilding or 

repairing your home to a better 
condition than when the home 
was damaged or destroyed.

If, prior to the loss or damage, 
your home or part of it was 
intended to be demolished or was 
subject to demolition order, we 
will pay only the salvage value of 
the home or that part as if it had 
already been demolished.

Landlord fixtures and 
fittings
We will pay up to 5% of your 
home sum insured.
 
Any amount we pay for this 
bene"t will reduce your home 
sum insured by a corresponding 
amount. 
 
You can choose to insure a higher 
amount for landlords "xtures and 
"ttings as an optional cover (refer 
to page 53).

O  Not covered
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Your home

The most we will pay you for home claims 

What is covered What is not covered

Renovations to your home 
If the insured home is undergoing 
renovations, then until the roof, 
$oor or external walls have been 
replaced, the cover provided by this 
policy is limited to loss or damage 
to the home and building materials 
at the property address shown on 
the certi"cate of insurance caused 
by the following Insured Events:

 Fire; 
 Explosion;
 Lightning;
 Earthquake;
Riot or civil commotion;
 Impact and damage caused by 
abnormally high winds.
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Your contents

What we insure as your contents
Those household goods and personal items located in your 
residential building situated at the insured property address 
including:

 carpets - "xed and un"xed;

 contents in the open air;

 electrical appliances such as washing machines, refrigerators, freezers, 
dryers, portable heaters;

 "rearms legally registered and stored;

 furniture and furnishings;

 furniture and furnishings in an o+ce or surgery in your home;

 home entertainment appliances such as TVs, DVD players, stereo 
systems;

 household tools and tools of trade;

 internal blinds and curtains;

non-"xed light "ttings;

 non-registered:
 golf buggies;
 motorised wheelchairs;
lawn and garden appliances.

 remote-controlled models or toys;

 personal items;

 sailboards, windsurfers, surfboards, canoes, kayaks, non-motorised 
surfskis, waterskis;

 temporary/non-"xed swimming pools;

 non-structural "xtures and "ttings not insurable by any other policy 
of insurance if you own and occupy a home unit that is part of a 
community title scheme or strata title scheme;

 landlords "xtures and "ttings for which you are responsible under the 
rental agreement and non-structural "xtures and "ttings installed by 
you with the permission of your landlord.

 

29

45



Your contents

What we do not insure as your contents 

What is not covered:

Ostructural improvements to the home;

Otravel tickets or other forms of tickets or coupons, lottery tickets and 
competition entry forms and the like;

Oregistered securities;

Oprecious metals in the form of bars or bullion, precious or semi-
precious uncut or loose gems;

Omotor vehicles, motor cycles, trail and motor bikes, motorised 
scooters, trailers and caravans, their tools, parts, spare parts and 
accessories whether "tted or not;

Ogolf buggies or motorised wheelchairs that are required to be 
registered;

Oaircraft or watercraft, their tools, parts, spare parts and accessories 
whether "tted or not (other than sailboards, windsurfers, surfboards, 
canoes, kayaks, non-motorised surfskis, waterskis or remote-
controlled models or toys);

Olawns, trees, shrubs, plants and hedges;

Opets, livestock, "sh or birds;

Ocredit, debit or any other form of "nancial transaction card;

Ocontact lenses while engaged in sporting and water activities;

Ostock in trade or any property or materials used in a business, other 
than tools of trade and home o+ce equipment;

Omobile phones and their accessories;

Oapparatus or appliances permanently "xed to the gas, plumbing or 
electrical systems;

Ocontents of a caravan or mobile home which is, or is required to be 
registered;

Othe following items of property when they are contents of a caravan 
or mobile home:
 sailboards, windsurfers, surfboards, canoes, kayaks, non-motorised 
surfskis, waterskis and their spare parts and accessories;
 musical instruments, sporting equipment;
 computer equipment;
 collections of any kind.

O  Not covered
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Your contents
 

Settling your claim
If your certi"cate of insurance shows that you have 
contents insurance we will cover your contents for loss or 
damage as a result of an insured event occurring during the 
period of insurance.

We may choose at our option to:
 repair the item as far as reasonably possible to the 

original condition it was in, using materials that are 
readily available in Australia; or

 replace the item with a new item (regardless of brand 
or supplier) which is available in Australia and which is 
its nearest equivalent (in terms of quality and price) at 
the time of loss or damage; or

 if you do not want us to repair or replace an item, we 
will pay you the reasonable cost to repair or replace 
the item, but only if we have agreed to this; or

 pay you up to the contents sum insured, or if you have 
chosen Selected personal items cover, pay you the sum 
insured for that item; or

 If you have chosen Group cover, pay up to the 
maximum overall sum insured limit.

We will pay up to the sum insured shown in your certi"cate 
of insurance less any applicable excess.
 
If an insured item consists of a pair, set or collection, we 
will pay only for the repair or replacement of the lost or 
damaged part. If we cannot repair or replace the part, we 
will pay the proportional replacement value of only that 
part. We do not pay for any decrease in the value of the 
pair, set or collection. If we replace or pay for an item, the 
lost or damaged item becomes our property. 

Claims settlement other than on an as new basis 
We will adjust your contents claim for age, wear and tear 
for the following items:
 $oor carpets that were over 10 years old; 
 clothing.
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Your contents

The most we will pay you for contents claims 

What is covered What is not covered

Cash, currency and 
negotiable instruments
We will pay up to $300 for theft 
of, loss of or damage to cash, 
treasury notes, bank notes, savings 
certi"cates, stamps (not forming 
part of a collection) or other 
forms of negotiable instruments.

We will not pay for loss or damage 
caused by:
Oentry gained through an 

unlocked door, window or 
skylight.

Contents in the open air
For contents in the open air at 
the insured property address, 
we will pay up to the contents 
sum insured, if they are lost or 
damaged as a result of an insured 
event.

If the loss or damage is a result 
of theft, the most we will pay 
for such contents is 5% of the 
contents sum insured.

Contents cover limits apply as 
shown on page 34.

We will not pay for loss or damage 
caused by:
Otheft from common areas; 
Otheft from locked or unlocked 

motor vehicles;
OImpact.

Contents in your home
For contents that are in an 
entirely enclosed and lockable part 
of your home, we will pay up to 
the contents sum insured less:

any amount paid as contents in 
the open air.

Flash flood and stormwater 
run-off
We will pay up to 50% of your 
contents sum insured or $25,000, 
whichever is the higher, but not 
exceeding your contents sum 
insured.

O  Not covered

32

48



Your contents

The most we will pay you for contents claims 

What is covered What is not 
covered

Office equipment
We will pay up to $10,000 in total for all items 
in the following groups not speci"cally listed on 
your certi"cate of insurance if they are lost or 
damaged as a result of an insured event:

 computer equipment including associated 
hardware and accessories;
 o+ce equipment (other than computers, 
associated hardware and accessories);
 copy written purchased software for which you 
hold a licence but not custom written software 
and data;
 furniture and furnishings in an o+ce or surgery 
in your home.

Refrigerated foodstuffs and goods
We will pay up to $500 in total for spoilage 
of foodstu#s and other goods stored in your 
domestic freezers or refrigerators (including 
the reasonable cost of temporary alternative 
refrigeration and ice) if caused by an insured 
event covered by this policy.

We will not pay for 
loss or damage to:
Oa refrigerator or 

freezer caused by 
spoiled food.

Renovations to your home 
If the home in which you reside is undergoing 
renovations, then until the roof, $oor or external 
walls have been replaced, the cover provided by 
this policy is limited to loss or damage to the 
contents at the property address shown on the 
certi"cate of insurance caused by the following 
Insured Events:

 Fire; 
 Explosion;
 Lightning;
 Earthquake;
 Riot or civil commotion;
 Impact and damage caused by abnormally high 
winds.

Tools of trade
We will pay up to $2,000 in total, for tools of 
trade used wholly or partly in any business lost or 
damaged as a result of an insured event. 

O  Not covered
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Your contents

The most we will pay you for contents claims 

What is covered What we will pay

* Watches, jewellery and gold or 
silver artefacts (but not bullion)

Up to $2,000 for each item or 
set, but not more than a total of 
$6,000

* Cameras and camera accessories Up to $2,000 total

* Movie or video cameras and 
camera accessories

Up to $2,000 total

* Hand woven rugs and mats Up to $1,000 each

* CDs, DVDs, audio and video 
tapes, records, computer discs, 
game cartridges and consoles

Up to $5,000 in total

* Paintings, pictures, drawings, 
works of art, "gurines, moulded 
objects, vases or curios (not 
being jewellery, gold, or silver 
artefacts)

Up to $2,000 for each item or 
set, but not more than a total of 
$12,000

* Stamp collections and collector’s 
non-negotiable currency

Up to $2,000 in total

* Collections, medals or 
memorabilia

Up to $2,000 in total

* Group cover for personal items 
listed on page 51

  Includes accidental damage 
cover in Australia or New 
Zealand

Up to the maximum overall sum 
insured limit shown on your 
certi"cate of insurance. Refer to 
page 50 for the maximum overall 
sum insured limits you can choose 
for your Group cover personal 
items

* Selected personal items cover 
for items listed on pages 51

  Includes accidental damage 
cover in Australia or New 
Zealand

Up to the sum insured for that 
item listed on your certi"cate of 
insurance

Additional bene"ts or options Up to the limit shown for that 
additional bene"t or option

All other contents items Up to the contents sum insured 
unless a separate limit applies

If your contents items have a value higher than the limit shown above, 
you will need to have them speci"cally listed on your certi"cate of 
insurance and pay an additional premium to ensure you are covered for 
their full value. Proof of ownership will be required in the event of a 
claim.

34

50



Additional bene"ts we provide for you
 

What is covered What is not covered

Additional living expenses
Contents cover If you are a 
tenant or an owner-occupier 
of a home or home unit at the 
property address that has been 
accidentally damaged by an 
Insured Event during the period of 
insurance rendering it un"t to live 
in, we will pay for your reasonable 
additional living expenses until 
the home or home unit is "t to 
live in.

We will also pay for additional 
living expenses such as telephone 
or electricity connection fees 
at your temporary place of 
accommodation.

In addition to the contents sum 
insured, the most we will pay for 
this additional bene"t for any one 
claim is 10% of the contents sum 
insured.

We will not pay for:
Orent; 
Oany other direct accommodation 

costs.

Attendance by a security 
firm
Contents cover We will pay up to 
$750 towards the cost incurred by 
you for a security "rm to respond 
to a monitored alarm signal at the 
insured property address.

We will not pay for:
Oany amount unless the security 

"rm attendance was in 
connection with a claim for an 
insured event for which we have 
agreed to pay.

O  Not covered
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Additional bene"ts we provide for you
 

What is covered What is not covered

Breakage of glass
Home cover If they are part 
of your home and accidentally 
broken, we will pay for the cost of 
repairing or replacing: 

 "xed glass; 
 a sky light; 
 porcelain, marble, granite, 
"breglass or polymarble in a 
sink, basin, shower base, bath or 
toilet; 
 glass or ceramics in a stove top, 

forming part of your home which 
happens during the period of 
insurance.

The most we will pay for this 
additional bene"t for any one 
claim is the home sum insured.

We will not pay for damage to or 
breakage:
Owhere the break does not extend 

through the entire thickness of 
the item; 
Oof glass in a glasshouse, 

conservatory or greenhouse;  
Oof any tiles or tiled furniture 

forming part of the home;
Oif your home was deemed to 

be unoccupied at the time the 
damage to or breakage occurred.

O  Not covered
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Additional bene"ts we provide for you
 

What is covered What is not covered

Breakage of glass
Contents cover If they are 
accidentally broken, we will 
pay for the cost of repairing or 
replacing glass forming part of 
an item of furniture located in 
the home at the property address 
which happens during the period 
of insurance. 

The most we will pay for this 
additional bene"t for any one 
claim is the contents sum insured.

We will not pay for damage to or 
breakage: 
Owhere the break does not extend 

through the entire thickness of 
the item; 
Oof a picture tube or screen of a 

television or visual display unit 
except if advanced cover applies 
to contents; 
Oof glass forming part of a radio 

or clock, vase, ornament or lamp 
except if advanced cover applies 
to contents; 
Oof glass in a picture frame other 

than a wall hanging picture 
frame; 
Oof glass in mirrors normally 

carried by hand;
Oif your home was deemed to 

be unoccupied at the time the 
damage to or breakage occurred.

This cover is limited to accidental 
breakage of glass forming part of 
an item of furniture. 

 
Cover does not extend to include 
breakage of other materials such 
as porcelain, marble, granite, 
"breglass, polymarble or ceramics.

Campus cover 
Contents cover We will pay up 
to a maximum of $2,000 for any 
one item, $5,000 in total for your 
contents following loss or damage 
caused by an insured event whilst  
your contents are contained  
in a residential lockable room 
where you are residing within 
any student campus located in 
Australia.  

Contents cover limits apply as 
shown on page 34.

We will not pay for:
Oloss of or damage to cash 

or negotiable instruments, 
jewellery of any kind, watches, 
gems, gold, silver or any other 
precious metal;
Otheft from common areas or 

open air; 
Otheft without signs of forcible 

entry;
Oany amount that we have 

agreed to pay for under the 
Additional bene"t: Temporary 
removal of contents on page 46.

O  Not covered
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Additional bene"ts we provide for you
 

What is covered What is not covered

Clean up costs 
Home and/or contents cover 
When your contents are lost or 
damaged due to theft, we also will 
pay the cost of cleaning up:

 any mess left inside your home 
by the persons responsible for 
the theft; 
 the debris left after police 
forensic testing.

If your home is insured, we 
will clean up gra+ti and repair 
damage caused during the process 
of police forensic testing.

In addition to the sum insured, 
the most we will pay for this 
additional bene"t for any one 
claim is 10% of the home and/or 
contents sum insured, whichever is 
applicable.

Contents while in storage
Contents cover If your contents 
have been removed from the 
property address, and are in 
storage, we will pay for loss or 
damage to your contents caused 
by an insured event which 
happens during the period of 
insurance, but only if you tell us 
beforehand and we agree to cover 
them. 

The most we will pay for this 
additional bene"t for any one 
claim is the contents sum insured.

We will not pay for: 
Oloss of or damage to cash 

or negotiable instruments, 
jewellery of any kind, watches 
gems, gold, silver or any other 
precious metal;
Ostorage of contents beyond 60 

consecutive days commencing 
on the "rst day of storage, or 
extending beyond the period 
of insurance shown on your 
certi"cate of insurance.

O  Not covered
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Additional bene"ts we provide for you
 

What is covered What is not covered

Contents in transit
Contents cover If you are moving 
to a new permanent address in 
Australia, we cover you for loss or 
damage to your contents caused 
by an insured event occurring 
during the period of insurance 
while at the old address or the 
new address for 14 days from the 
date you begin to move if you tell 
us about the move beforehand.

We will also cover your contents 
for loss or damage which happens 
during the period of insurance 
as a result of "re, $ood, collision 
or overturning of the conveying 
vehicle during their transport to 
your new permanent residence in 
Australia.

The most we will pay for this 
additional bene"t for any one 
claim is the contents sum insured.

We will not pay for:
Odamage sustained during 

loading or unloading of the 
conveying vehicle;
Oloss of or damage to cash or 

negotiable instruments.

Contents in a safe deposit 
box
Contents cover We will cover loss 
or damage caused by an insured 
event to your contents whilst 
your contents are located in a 
safe deposit box at a "nancial 
institution.

The most we will pay for this 
additional bene"t for any one 
claim is 10% of the contents sum 
insured. 

Contents cover limits apply as 
shown on page 34.

We will not pay for:
Oloss of or damage to cash or 

negotiable instruments. 

O  Not covered
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Additional bene"ts we provide for you
 

What is covered What is not covered

Credit card misuse
Contents cover If your contents 
are shown as covered on your 
certi"cate of insurance we will 
pay up to $1,500, if a credit card 
or "nancial transaction card is lost 
or stolen anywhere in Australia 
and someone other than: 

 you; or 
 someone living at the property 
address, 

illegally uses them to steal money 
from your account or buy goods 
for which you become liable. 

We will not pay if: 
Oa person misused the credit 

or "nancial transaction 
card because they found or 
had access to your personal 
identi"cation number or other 
access details; or 
Oyou did not notify the "nancial 

institution or credit provider 
within 24 hours of the credit or 
"nancial transaction card being 
discovered lost or stolen; or 
Othe "nancial institution or credit 

provider provides indemnity for 
any loss; or 
Oyou broke the terms and 

conditions under which the 
credit or "nancial transaction 
card was issued.

Damage caused by 
emergency services
Home cover We will pay up 
to $1,000 to repair damage to 
your home caused by emergency 
services during the process of 
gaining entry to your home. 

We will not pay for:
Oany amount unless the 

emergency service attendance 
was in response to loss or 
damage caused by an insured 
event for which we have agreed 
to pay.

Demolition and redesign 
costs 
Home cover If your home has 
to be rebuilt or repaired after 
damage caused by an insured 
event, we will pay the reasonable 
cost of:

 survey work; 
 design work; 
 related legal work; 
 exploratory work necessary to 
locate the cause of the damage; 
 demolition.

 

In addition to the home sum 
insured, the most we will pay for 
this additional bene"t for any one 
claim is 10% of the home sum 
insured.

O  Not covered
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Additional bene"ts we provide for you
 

What is covered What is not covered

Emergency and alternative
accommodation 
Home cover If your home was 
owned and occupied by you 
immediately prior to it being 
damaged by an insured event 
rendering it un"t to live in, we will 
pay for your:

 reasonable emergency 
accommodation for up to 14 
days; and 
 alternative accommodation 
(limited to the rentable value 
of your home immediately prior 
to the damage occurring), until 
your home is "t to live in.

In addition to the home sum 
insured, the most we will pay for 
this additional bene"t for any one 
claim is 10% of the home sum 
insured.

We will not pay for:
Oalternative accommodation for 

more than 12 months from the 
time the damage occurred.

Funeral expenses
Home and contents cover We 
will pay up to $5,000 to assist 
you with funeral expenses if you 
or a member of your family die 
as a result of an insured event 
described on pages 16 to 22, and 
we have agreed to pay your claim. 

We will not pay for: 
Odeath resulting from an event 

that occurred away from the 
insured address;
Odeath occurring more than 90 

days after the event that caused 
it.

O  Not covered
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Additional bene"ts we provide for you
 

What is covered What is not covered

Inflation protection at 
renewal
Home cover When your policy is 
due for renewal, we will increase 
your building sum insured to 
allow for any increase in building 
costs. We will use industry 
home building cost guides as a 
reference.

Contents cover When your policy 
is due for renewal, we will increase 
your contents sum insured to 
allow for additional items you 
might buy during the period of 
insurance and for increases in the 
replacement cost of contents.

Your certi"cate of insurance at 
renewal will show the building 
and/or contents sum insured and 
the premium applying.

Loss of rent 
Home cover If you did not occupy 
the home, and it was with our 
prior knowledge rented to others 
immediately prior to it being 
damaged by an insured event 
rendering it un"t to live in, we 
will pay you the net loss of rental 
income (limited to the rentable 
value of the home immediately 
prior to damage) until the home is 
"t to live in.

In addition to the home sum 
insured, the most we will pay for 
this additional bene"t for any one 
claim is 10% of the home sum 
insured.

We will not pay for: 
Oloss of rent for more than 12 

months from the time the 
damage occurred.

O  Not covered
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Additional bene"ts we provide for you
 

What is covered What is not covered

Peace of mind protection   
Home cover If the sum insured 
does not fully cover the repair 
or rebuilding of your home at 
the time of any claim for loss or 
damage as a result of an insured 
event that we have agreed to pay, 
we will:

 Increase the sum insured by 
the current annual in$ation 
protection adjustment at the 
time of the loss or damage.

Professional documents
Contents cover We will cover up 

to $1,000 to replace, restore or 
reproduce professional documents 
lost or damaged as a result of an 
insured event.

Re-key, recode or 
replacement of locks
Home cover If you are the owner-
occupier of the insured home, 
we will pay up to $500 to re-key, 
recode or replace locks if:

 a key for any external door of 
your home is stolen anywhere in 
Australia; and 
 you have reported the theft to 
the police; and 
 the keys had your property 
address or other identifying 
information with them.

No excess is applicable to this 
additional bene"t.

O  Not covered
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Additional bene"ts we provide for you
 

What is covered What is not covered

Removal of debris
Home and/or Contents cover If 
your home and/or contents are 
damaged by an insured event we 
will pay for the reasonable costs 
of removing the debris.

In addition to the sum insured, 
the most we will pay for this 
additional bene"t for any one 
claim is 10% of the home and/or 
contents sum insured, whichever is 
applicable.

Special occasion gifts
Contents cover We will 
automatically increase your sum 
insured to cover gifts you have 
purchased for a special occasion. 
For example, this covers gifts 
bought for a family wedding or 
gifts bought for the Christmas 
season.

Contents cover limits apply as 
shown on page 34.

We will pay up to $1,000 in 
addition to your contents sum 
insured if a total loss occurs as a 
result of an insured event.

We will not pay for: 
Oloss of or damage to cash or 

negotiable instruments or 
mobile phones.

O  Not covered
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Additional bene"ts we provide for you
 

What is covered What is not covered

Storage of contents after an 
event
Contents cover If the home in 
which your contents are contained 
is damaged by an insured event 
rendering it un"t to live in, then 
we will pay the reasonable charges 
to remove and store your contents 
until you have found another 
place to permanently reside or 
until the home is "t to live in, 
whichever is the sooner.

We will also pay for returning the 
contents to your home.

In addition to the contents sum 
insured, the most we will pay for 
this bene"t for any one claim is 
10% of the contents sum insured.

We will also pay up to the 
remaining contents sum insured 
for any additional loss or damage 
to your contents caused by an 
insured event while they are at the 
place of storage.

Contents cover limits apply as 
shown on page 32-34.

We will not pay for: 
Oloss of or damage to cash 

or negotiable instruments, 
jewellery of any kind, watches, 
gems, gold, silver or any other 
precious metal.

Storm damage to pool and/
or spa covers
Home cover We will pay up to 
$500 for loss or damage to your 
pool or spa cover or liner as a 
result of a storm.

We will not pay for: 
Oany amount where we have not 

agreed to pay for storm damage 
to other parts of your home 
arising from the same event;
Oloss or damage to your pool or 

spa cover or liner that is more 
than 5 years old.

O  Not covered
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Additional bene"ts we provide for you
 

What is covered What is not covered

Temporary removal of 
contents 
Contents cover We will cover 
your contents for loss or damage 
caused by an insured event while 
they are on your person or located 
in any dwelling within Australia 
where you are temporarily 
residing. 

We will pay up to 20% of the 
contents sum insured for any one 
claim for such loss or damage. 

Contents cover limits apply as 
shown on page 34.

We will not pay for: 
Ocontents outside Australia; 
Oloss of or damage to cash or 

negotiable instruments;
Oloss or damage while on your 

person or in transit caused by 
theft, storm, $ash $ood and 
stormwater run-o#, tsunami, 
vandalism, malicious or 
intentional damage or impact;
Ocontents temporarily removed 

for a period exceeding 30 days.

Theft of purchased water
Contents cover We will pay up 
to $200 for theft of your water 
supply stored in an outdoor water 
tank. 

No excess is applicable to this 
additional bene"t.

We will not pay: 
Owhere you have not reported 

the theft to the police;
Ofor theft of water without signs 

of forced entry to your insured 
property.

Uninsured visitor’s contents
Contents cover We will pay up 
to $500 for uninsured visitor’s 
contents at the insured address if 
the loss or damage is caused by an 
insured event. 

We will not pay for: 
Ocash or negotiable instruments;
Omobile phones;
Ojewellery;
Olaptop computer and computer 

accessories;
Ovisitor’s contents insured under 

any other insurance.

O  Not covered
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Additional bene"ts we provide for you
 

What is covered What is not covered

Emergency Home Assist
Home and/or Contents cover
We provide you with the following 
bene"ts if this policy is current at the 
time when an emergency happens. We 
do not charge you for these bene"ts.

In the event of an emergency our 
support team are there to assist you 
24 hours a day. Simply call 1800 800 
552. 

Immediate help in the event of an 
emergency:

 where possible you will be advised 
of simple measures that you can 
take to minimise damage; 
 we will consult a unique 
computerised listing, to "nd the 
trades person you need; 
 we advise you of the name of a 
locally available trades person and 
their call out charge and where 
possible an estimate for the cost of 
the whole job. If you feel the price 
quoted is too high, we will locate an 
alternate trades person/supplier; 
 wherever possible we prefer to 
use local trades persons, as they 
generally provide a quick, reliable 
service; 
 if you want the trades person to 
call on you, we will make those 
arrangements and let you know 
what time they are expected to 
arrive; 
 we will check back with you to 
make sure the problem has been 
solved to your satisfaction.

 
Who pays for the repairs?
Initially you do, however if the 
damage relates to an insurance claim 
simply include the repair account and 
receipt with your completed claim 
form for our consideration.

OThe Emergency Home Assist 
service can only be used 
as an emergency service. If 
you require a trades person 
for general maintenance 
or non-emergency work, 
you should consult a local 
services directory or the 
Yellow Pages. 
 

O  Not covered
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Optional covers for extra peace of mind
 
The covers outlined in this section are optional and do not 
apply unless you have asked for them and we agree to 
cover you. Additional premiums apply for each cover. Your 
certi"cate of insurance will show which covers operate. All 
optional covers are subject to the terms and conditions of 
this policy. 

What is covered What is not covered

Motor burnout
Home and/or contents cover If 
the wiring of a domestic electric 
motor that forms part of your 
insured home and/or contents 
burns out, then we will pay you 
the cost of repairs or replacement 
of the electric motor, whichever 
method is the most economical. 

We will pay for: 
 re-gassing if the electric motor 
is inside a sealed refrigeration or 
air-conditioning unit; 
 a swimming pool water pump if 
it is combined with its electric 
motor, if the replacement pump 
motor cannot be bought on its 
own; 
 labour and installation costs and 
call out fees. 

Spoilage of refrigerated/
frozen goods
Contents cover When motor 
burnout option is added to your 
contents cover, we also cover 
foodstu#s and other goods that 
have spoiled as a result of:

 a motor in a refrigerator or 
freezer burning out or fusing; or 
the failure to supply electricity 
by any public electricity 
provider.

The most we will pay for food 
spoilage is $500.

We will not pay for: 
Oany motor or sealed unit over 10 

years old; 
Oany equipment, component or 

apparatus that is not an electric 
motor; 
Oa motor covered by a guarantee 

or warranty; 
Oa motor used in any business; 
Oany printed circuit board; 
Ocost of removing and replacing 

a submersible pump; 
Oloss or damage to a refrigerator 

or freezer caused by spoiled 
food; 
Ospoiled goods where the 

refrigerator or freezer is over 10 
years old; 
Ospoiled goods caused by the 

tripping of a safety switch 
unless caused by an Insured 
Event.

O  Not covered
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Optional covers for extra peace of mind
 

What is covered What is not covered

Advanced cover
Home and/or contents cover 
In addition to insured events cover, 
advanced cover also covers you for 
accidental damage to: 

 your home when it is insured by 
this policy, and
 the contents described below 
when contents are insured by this 
policy: 
 indoor and outdoor furniture; 
 furnishings, household 
decorative items, works of art, 
wall hangings and household 
ornaments;  
 glass forming part of a picture 
tube or screen of a television 
or visual display unit, a radio or 
clock, vase, ornament or lamp; 
 kitchen, dining room, lounge 
room, bedroom and bathroom 
ware and $oor carpets; 
 household and domestic 
electrical and electronic goods, 
personal computer equipment 
and associated hardware, 

caused by any event not excluded 
by this policy, provided the damage 
occurred during the period of 
insurance while located within the 
entirely enclosed and lockable part 
of your home, apart from outdoor 
furniture that may be located in the 
open air. 

Plus, for extra peace of mind, 
advanced cover also covers you for 
loss or damage to your home or 
contents caused by motor burnout.

We pay for loss or damage in the 
same way and in the same amounts 
as we do under insured events cover. 
This means any limitations as to 
the type of damage or the amount 
we pay as set out in those sections 
apply equally to a claim under this 
optional cover.

Accidental loss or damage 
caused: 
Oby the events or circumstances 

set out in section When you 
are not covered on pages 59 
to 61; 
Oby any insured event other 

than to the extent provided 
for in this policy; 
Oby tenants; 
Oto your home or contents if 

your home is let to tenants; 
Oby renovating or 

reconstruction of your home; 
Oby power surge unless caused 

by an insured event at the 
property address; 
Oby mechanical, electrical 

or electronic breakdown or 
failure other than the cover 
provided by the motor burnout 
option; 
Oby cracking, chipping or 

breakage of glass, glassware 
or china ordinarily carried by 
hand while in use; 
Oby minor dents, scratching or 

chipping to property such as 
walls, roofs, $oors, benches or 
furniture; 
Oby scorching by a cigarette, 

cigar, pipe, tobacco, ash or 
other substance, or where  "re 
or heat was required as part of 
the process;
Oto swimming pools, outdoor 

spas and associated equipment 
including covers and liners 
except that damage as covered 
by insured events cover or as 
allowed under any Additional 
bene"t;
Oif your home was deemed to 

be unoccupied at the time 
the accidental loss or damage 
occurred, this does not apply 
for motor burnout.

O  Not covered
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Optional covers for extra peace of mind 

Group and/or selected personal items cover
Cover is provided for accidental loss or damage of the 
insured items in Australia or New Zealand or while in transit 
between the two countries during the period of insurance 
if you have insured items under group cover or selected 
personal items cover.

Group cover
By selecting one choice from the following range of sum 
insured limits available and paying an additional premium, 
you can choose to increase cover for your personal items 
included in the groups on the next page. This is a form of 
blanket cover over this group of personal items that do not 
need to be individually speci"ed. If you choose this option 
it will be shown on your current certi"cate of insurance. 

Option Maximum sum insured 
for any one item

Maximum overall 
sum insured

1 $250 $1,000

2 $500 $2,000

3 $750 $3,000

4 $1,000 $4,000

 

Selected personal items cover

For an additional premium you can increase your cover 
on personal items included in the groups on the next 
page by having them separately listed as selected personal 
items with their replacement value on your certi"cate of 
insurance.

Our claim settlement options are detailed on page 31 under 
the heading of “Settling your claim”.
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Optional covers for extra peace of mind

Selected personal items cover

What is covered What is not covered

We will pay for:
bicycles and their accessories; 
 binoculars and telescopes; 
 blankets, travel rugs, towels; 
 cosmetics, toiletries, 
hairdryers, shavers; 
 CDs, DVDs, audio and video 
tapes, records, computer discs, 
game cartridges and consoles; 
 "rearms; 
leather jackets, coats and 
furs; 
 handbags, briefcases, purses, 
wallets, suitcases, knapsacks 
and other travel bags; 
 hearing aids, medical aids, 
dentures, non motorised 
wheelchairs, walking sticks 
and crutches; 
 jewellery (not uncut or unset 
gems); 
 laptop computers not used 
for business; 
 musical instruments;
 photographic equipment; 
 portable music systems; 
 prams, strollers and other 
baby carriers; 
 prescription sunglasses and 
spectacles; 
 saddles; 
 sewing machines; 
 sporting equipment excluding 
clothes; 
 watches.

We will not pay for:
Omotorised bicycles or motorised 

scooters; 
Omusical instruments, "rearms and 

sporting equipment (including 
"shing gear) while being used for 
their designed purpose except lawn 
bowls; 
Owatercraft and their spare parts 

and accessories; 
Odamage to "rearms caused by 

rusting, derangement, explosion or 
bursting of a barrel; 
Oany unregistered "rearm or "rearm 

not stored in accordance with 
relevant law; 
Oglass in camera lenses, watches, 

clocks, or scienti"c instruments, 
unless other parts of the item are 
damaged in the same accident; 
Oitems or equipment: 

 undergoing cleaning or repair; 
 while on hire from you; 
 while on loan to someone other 
than any person usually living 
at your home except when the 
loss or damage is caused by "re 
or theft following forcible and 
violent entry to a home.

Oitems or equipment where loss or 
damage has been caused by:
 the action of light, atmospheric 
conditions or variations or 
extremes of temperature;
 lack of maintenance or gradual 
deterioration due to any cause;
 or resulting from mechanical, 
electronic or electrical breakdown 
or failure, overwinding, 
derangement or inherent defect; 
 the events or circumstances set 
out in section When you are not 
covered - general exclusions on 
pages 59 to 61.

Oany contents items used for a 
business purpose.

O  Not covered
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Optional covers for extra peace of mind
 

What is covered What is not covered

Pet cover
Contents cover We pay for the 
reasonable costs of veterinary 
treatment for accidental injury or 
illness su#ered by your pet dog or 
cat identi"ed on your certi"cate 
of insurance which happens 
during the period of insurance. 

The maximum we will pay for 
each pet is $500 in total less the 
pet excess, arising out of any one 
injury or illness. 

Any claim made for a bene"t 
under this optional cover must 
be supported by a veterinary 
certi"cate completed by the 
attending veterinary surgeon. This 
certi"cate forms part of the RACQ 
Pet Insurance Claim Form. The 
cost, if any, for the completion 
of the certi"cate is not payable 
under this optional cover. 

The excess payable for each claim 
under this section is $50 and 
if your certi"cate of insurance 
shows an additional pet excess 
then these excesses will be added 
together.

We will not pay for: 
Ocosts or expenses relating to or 

resulting from the loss or death 
of your pet dogs or cats or their 
becoming lost;
Oroutine, elective or preventative 

veterinary treatment such 
as vaccinations, spaying or 
heartworm testing;
Otreatment of an illness(es) or 

disease(s) that pre-existed the 
commencement of this optional 
cover;
Otreatment of congenital

 defects 
abnormalities

Otreatment of injury or illness 
arising from or connected with a 
business, occupation or sporting 
event (excluding dog and cat 
shows) or animal hunting event;
Otreatment of a pet that does not 

permanently reside with you.

O  Not covered
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Optional covers for extra peace of mind
 

What is covered What is not covered

Flood and storm surge
This policy does not cover $ood 
unless we have agreed and it 
is shown on your certi"cate of 
insurance. 

Home and/or contents cover 
We cover you for loss of or 
damage to your home or contents 
caused by $ood or storm surge 
which happens during the period 
of insurance at the property 
address. 

We will pay up to the: 
 home sum insured, if your 
home is insured; 
 contents sum insured, if 
your contents are insured for 
damage caused by $ood or 
storm surge. 

We will pay for loss or damage 
in the same way and in the same 
amounts as we do under insured 
events cover.

We will not pay for loss or damage 
to: 
Opaths, driveways, paving, 

retaining walls(whether or not 
part of the home), tennis courts 
or other playing surfaces; 
Oshade or sail cloth; 
Ofabric awnings, swimming pool 

and spa covers or liners and the 
like; 
Oglasshouse whether or not 

constructed principally of glass; 
Owater in swimming pools or 

spas; 
Oyour property during the "rst 

48 hours of the initial period of 
insurance of this policy unless 
we have issued it to you: 
 in conjunction with your 
signing a contract to purchase 
the home; or 
 to replace a policy with us or 
another insurer from the date 
and time that other policy 
expired.

Landlord’s fixtures and 
fittings
Home cover Under this cover, you 
can insure landlord’s:

$oor coverings; 
light "ttings; 
window coverings; and 
other "xtures and "ttings.

We will pay up to the speci"ed 
sum insured, for loss or damage 
to the "xtures and "ttings 
speci"cally listed on your 
certi"cate of insurance caused by 
an insured event and:

Motor burnout; or 
Flood and storm surge which 
happens during the period of 
insurance, if they are shown as 
covered on your certi"cate of 
insurance.

O  Not covered
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Optional covers for extra peace of mind
 

What is covered What is not covered

Mortgagee’s interest in a 
home unit
We will pay the mortgagee shown 
on your certi"cate of insurance 
if the mortgagee makes a claim 
on your policy because of loss 
or damage caused by an insured 
event during the period of 
insurance for which we would 
extend indemnity to you.

The most we will pay the 
mortgagee at the time of loss or 
damage is:

 the amount secured by the 
mortgage at the time of 
the loss or damage, but not 
exceeding the sum insured; 
 the lesser of the sum insured 
shown on your certi"cate 
of insurance, or the cost of 
rebuilding or repairing your 
property.

If we pay the mortgagee, then the 
rights of the mortgagee under the 
mortgage are assigned to us.

We will not pay for:
Olegal liability.

O  Not covered
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Legal liability insurance

What is covered 

When your home is insured
If home is shown as covered on your certi"cate of 
insurance, we cover you for your legal liability as owner 
or owner-occupier of your home to pay compensation 
for death, bodily injury or loss of or damage to property 
resulting from an accident which:
 happens during the period of insurance; and  
 arises or occurs within the home or within the 

domestic boundaries of the property address on which 
it stands.

When your contents are insured
If contents are shown as covered on your certi"cate of 
insurance, we cover you and any person who permanently 
resides with you at the property address, other than a 
boarder, for your or their legal liability (other than as owner 
of a home or owner-occupier) to pay compensation for 
death, bodily injury or loss or damage to property resulting 
from an accident which:
 happens during the period of insurance; and  
 occurs within Australia.

If:
 you own a home unit in which the insured contents are 

located and the body corporate has insured your unit 
for legal liability resulting from death, bodily injury or 
damage to property, we will also cover you for your 
legal liability as owner or owner-occupier of that unit 
to pay compensation for death, bodily injury or loss 
of or damage to property resulting from an accident 
which:
 happens during the period of insurance; and  
 arises or occurs within the unit or on common area 

adjacent to the unit, but only to the extent that 
such liability is not covered by the insurance taken 
out by the body corporate;

 if you are a tenant we do cover your legal liability 
arising from damage to a home or home unit 
you are renting if contents are shown as covered 
on your certi"cate of insurance, but only if 
the damage is caused by insured events "re or 
bursting, leaking, discharging or over$owing of 
liquids.
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Legal liability insurance
 
What is not covered

We will not pay for any amount that exceeds $20,000,000 
for legal liability less any applicable excess, regardless of 
the number of claims arising out of any one accident. The 
amount also includes all legal costs.

We will not pay for legal costs you incur unless such costs 
are incurred with our prior written approval.

If we pay out the maximum amount for loss or damage to 
the home or contents less any applicable excess, the cover 
for legal liability ceases from the date of the "nal payment.

We do not cover you as owner-occupier or any person who 
resides with you at the property address for legal liability 
arising from:

 death or bodily injury to you or them;
 loss of or damage to property owned by you or them; 
 damage to property in your or their physical or legal 

control;
 "nes, penalties or punitive, exemplary or aggravated 

damages or the costs associated with the enforcement 
of any law or regulation relating to any kind of 
emission, e?uent or pollution.

We do not cover you or any person for legal liability caused 
by, through or in connection with:
 the ownership or occupancy of any building or land 

other than a home (and its domestic land) insured by 
this policy; 

 the ownership or occupancy of a home unit, other than 
to the extent provided for in this section when the 
contents of that home unit are insured by this policy; 

 your or their use, ownership or control of a vehicle 
(other than a bicycle, golf buggy, wheel chair, or ride 
on mower or other garden appliance, which is not 
registered, nor required by law to be registered); 

 an aircraft other than a model aircraft; 
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Legal liability insurance
 

What is not covered
 any watercraft other than a sailboard, surfboard, 

canoe, kayak, rowing boat, non motorised surf ski or 
hand held $otation device or model boat; 

 aircraft landing areas; 
 any business you or they are engaged in or associated 

with; 
 tree lopping or felling by you or any person acting with 

your or their express or implied consent; 
 a home under construction; 
 alterations, additions, repairs or decorations to your 

home, where the total cost of such work exceeds 
$50,000; 

 the transmission of any communicable disease or 
infection; 

 illness or disease caused by asbestos; 
 ownership of a boarding house; 
 any breach of building regulations such as a 

requirement to install smoke detectors; 
 failing to provide a swimming pool fence, child 

resistant barrier or gates and doors that restrict access 
to the pool or spa as required by law;

 the ownership or control of a pet, domestic animal or 
livestock, unless reasonable steps were taken to comply 
with relevant legislation; 

 an agreement including a rental agreement, unless 
the liability would have been incurred without the 
agreement existing; 

 libel or slander; 
 bodily injury to or death of any person to the extent 

that you or they: 
are deemed to be employed by you for the purposes

 of the relevant workers compensation legislation or
 are injured in circumstances where their employment
 or deemed employment with you give rise to workers
 compensation exposure on your behalf or on behalf of
 your workers compensation insurer; 
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Legal liability insurance
 

What is not covered 
are entitled to indemnity for such liability under any

 fund, scheme, policy or insurance or self insurance
 arrangement created, issued pursuant to or required
 by any law relating to workers’ or employees’
 compensation; or
would have been entitled to such indemnity if you

 had complied with your obligations pursuant to such
 law.

 any law relating to workers’ or employees’ 
compensation; 

 any law relating to employment practices, including 
discrimination, equal opportunity and unfair or 
wrongful dismissal; 

 the provisions of any industrial award or agreement 
or determination where such liability would not have 
been imposed in the absence of such industrial award 
or agreement or determination; 

 any contract of employment or workplace agreement;
 if your home was deemed to be unoccupied at the time 

the loss or damage or injury occurred. 
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When you are not covered - general 
exclusions 

These general exclusions apply to all sections of your policy. 
We will not pay for loss or damage or the incurring of a 
legal liability caused by:

Exclusions When you are not covered

actions of the sea Oactions of the sea 
but we will cover:
 Tsunami; 
 Storm surge (if the optional cover 
Flood and Storm surge applies to 
your policy).

an event outside the period of 
insurance

Oany event or accident that occurs 
outside the period of insurance 
shown on your certi"cate of 
insurance.

birds Obirds, except glass breakage to 
windows and doors.

breaking the law Ofailure to comply with applicable 
laws and regulations; 
Oany failure to comply with any 

legislation relating to "rearms; 
Othe supply or consumption of 

alcohol or drugs; 
Oyour or their acts or omissions 

occurring during the course of any 
criminal or illegal act; 
Othe intended results of any act or 

omission by you or them or the 
results of any reckless or malicious 
act committed or omitted by you 
or them.

business activity Oany business being conducted at 
the property address, except a 
business conducted from a home 
surgery or home o+ce.

consequential loss Oany loss or additional expense 
arising indirectly from an event 
that is covered by this policy.

con"scation Ocon"scation, nationalisation or 
requisition of property by any 
government or local authority.

 O  Not covered
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When you are not covered - general 
exclusions 

Exclusions When you are not covered

computers, data Ofailure of any computer program 
or electronic system to process any 
form of data including day or date 
functions properly and accurately; 
Othe loss of data or information 

however kept or stored; 
Oa computer virus; 
Ocomputer hacking.

defective or faulty 
workmanship

Othe inherent defect or defective 
or faulty workmanship, design or 
manufacture.

deliberate acts By: 
Oany person who enters the home 

or home unit at the property 
address with your express or implied 
consent or that of a person you 
have given permission to invite 
people onto your property address; 
Oyou or a person residing with you 

including a family member or 
boarder or a person acting with the 
express or implied consent of you or 
those persons; 
Oa tenant, any person residing with 

a tenant or any person who enters 
your home, home unit or the 
property address with the express 
consent or implied consent of a 
tenant or any person residing with 
a tenant.

erosion, landslide Oerosion, landslide, subsidence, earth 
movement (except earthquake), 
earth shrinkage or expansion no 
matter how caused.

failing to take care of the 
home or contents

Ofailure to maintain the home and its 
contents in good condition.

fraud Ofraud or attempted fraud including:
 the passing of valueless cheques 
or negotiable instruments; or 
 promises that are not 
subsequently honoured.

O  Not covered
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When you are not covered - general 
exclusions 
 

Exclusions When you are not covered

loss not attributable to any 
identi"able event

Oproperty being lost when its loss is 
not attributable to any identi"able 
event or which has been misplaced.

radioactivity Oradioactivity or the use, existence 
or escape of nuclear fuel, material 
waste or action of nuclear "ssion.

seepage, pollution Oseepage, pollution or 
contamination by any substance no 
matter how caused.

terrorism, war Oan act of terrorism directly or 
indirectly caused by, contributed 
to by, resulting from, or arising out 
of or in connection with biological, 
chemical, or nuclear weapons, 
pollution or contamination caused 
by the aforementioned; 
Owar or other acts of a foreign 

enemy (whether war is declared or 
not) or revolution.

trees, shrubs or plant roots Othe actions of trees, shrubs or plant 
roots.

vermin, termites or insects Overmin, termites or insects.

watercraft Ousing or owning any watercraft 
unless:
 it is a sailboard, windsurfer, 
surfboard, canoe, kayak, non-
motorised surfski, waterski 
or remote-controlled model 
watercraft.

wear, tear, rust, mould Owear, tear, rust, corrosion, 
rot, mould, action of light or 
atmospheric or climatic conditions 
including damage caused by wind, 
rain or sand happening over an 
extended period of time.

 O  Not covered
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Important information about the cost of 
this policy

How we calculate your premium 

Rating criteria A#ect on premium

Sum insured of the home and 
contents

The amount of sum insured 
chosen for the home and contents 
will impact on the premium level. 
A higher sum insured generally 
means an increased premium.

Construction of the home The type of construction and 
the materials used will have an 
e#ect on the frequency and cost 
of claims. For example: tile roofs 
may be more succeptable to storm 
damage.

Location of the home and 
contents

The location of the home and 
contents may in$uence the 
likelihood of theft and burglary 
claims and susceptibility to 
natural perils.

Age of the home The age of the home can 
a#ect the general condition 
and maintenance level of the 
home which can impact on the 
frequency and cost of claims.

The amount of excess A higher excess will reduce the 
amount of premium you pay.

The type of options chosen The more optional covers chosen 
the higher the premium you  pay.
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Important information about the cost of 
this policy

How your premium can change 

Action Your premium may 
increase if:

Your premium may 
decrease if:

You change 
your sum 
insured

You increase your sum 
insured.

You decrease your sum 
insured.

You change 
where you 
live

You move into an area 
with a high crime rate or 
increased risk of storm, 
$ood or cyclone.

You move into an area 
with a low crime rate or 
reduced risk of storm, 
$ood or cyclone.

You change 
the options 
on your 
policy

You add motor burnout 
option.

You remove the motor 
burnout option.

You change 
your excess

You elect to take a nil or 
lower excess.

You elect to take a higher 
excess.
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Important information about the cost of 
this policy 

Policy costs and charges
Excess When you make a claim and you are 

required to pay an excess to us, we tell 
you when to pay that excess, how to 
pay it and we may direct you to pay it 
to a third party on our behalf. In some 
cases we may deduct the excess from 
the amount we pay you. 

When loss or damage occurs to both 
your home and contents because of 
the same insured event, you will only 
be required to pay one excess. If the 
excesses are di#erent, you will have to 
pay the higher excess.

The total amount payable for loss or 
damage caused by earthquake during 
any period of 48 consecutive hours 
will be reduced by the amount of the 
Earthquake excess shown on your 
certi"cate of insurance. 

In addition to any other excess that 
may apply, an excess will apply to a 
claim for theft of:

contents, including speci"ed contents 
items; 
 property insured under Group and/
or Selected personal items cover, 
when the words burglary and theft 
excess appear on your certi"cate of 
insurance followed by the amount of 
excess applicable.

Direction to pay excess
In the case of a repair or the supply of 
goods or services, unless we advise you 
otherwise, you are required to pay the 
excess, if any, to the repairer or supplier 
as our agent. Your appointment as our 
agent is for the sole purpose of paying 
to the repairer or supplier the excess 
which you owe us.

There may be more than one excess 
that applies.
The applicable excess or excesses are 
shown on your certi"cate of insurance.
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Important information about the cost of 
this policy 

Policy costs and charges
Cancellation fee If you cancel your policy during the 

period of cover (apart from the 21 
day cooling-o# provision) and you 
have paid an annual premium then 
the refund will be calculated on 
a pro rata basis for the unexpired 
period of cover less 10% for 
administrative costs (a maximum 
fee of $80.00 would apply with a 
minimum fee of $10.00 when the 
pro rata cancellation refund is under 
$100.00).

There is no refund if you have been 
paying monthly.

Pay by the month If you choose to pay by the month 
using the direct debit method, an 
annual fee of $48.00 may apply 
which equates to $4.00 per month.

Please note our premium discounts 
do not apply to such fees.

Claims costs that you may bear Where a claim is made that would 
otherwise be covered by your policy, 
but the claim amount (as assessed by 
us) is less than the excess you have 
to pay, we will not manage those 
claims.

For example:
The cost to repair the broken glass 
in your window is $75.00. However 
your basic excess is $100. In this 
scenario, as the cost of your claim is 
less than the basic excess amount, 
we would not manage your claim.
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Claims information and requirements

How to make a claim
If your home and/or contents su#er loss or damage, or an 
accident happens that might lead to a claim simply call us 
on 13 7202 or go into any RACQ Branch.

Our consultants are available to help you 24 hours, 7 days 
a week. We will explain the claim process and advise you of 
what you need to do to assist the e+cient progress of your 
claim.

In most cases a claim form is not required. You will be 
provided with one if it is required.

If you are registered for Goods and Services Tax (GST), you 
must provide us with your Australian Business Number 
(ABN) and Input Tax Credits (ITC) percentage before your 
claim can be lodged.

What you must do
If an accident happens that might lead to a claim, you 
must:
 do everything you reasonably can to limit the loss or 

damage and prevent further loss or damage occurring; 
 immediately tell the police if a criminal act might be 

the cause of the loss, damage or theft and co-operate 
with us and relevant authorities in prosecuting the 
alleged o#ender; 

 immediately send us any correspondence you receive 
about the claim. This includes telling us if you became 
aware of any pending court proceedings or o#ers of 
settlement; 

 give us any information, written statements, evidence 
and help we may need in defending, prosecuting and 
investigating the claim. This may include: 

 asserting rights against any person nominated by us; 
 attending an interview with our assessor or
   investigator; 
 assisting any agents appointed by us such as            

  solicitors; 
 attending court to give evidence.
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Claims information and requirements

What you must do 
 advise us of any impending prosecutions or inquest; 
 keep damaged property for our inspection; 
 tell us immediately if there is another insurance policy 

that provides the same cover for loss, damage or legal 
liability as this policy provides.

What you must not do
If you are making a claim you must not:
 carry out repairs or dispose of any damaged property 

unless we instruct you otherwise; 
 admit liability to anyone; 
 negotiate, pay or settle a claim with anyone.

What we may do
If an accident happens that causes loss or damage, or the 
incurring of a legal liability, we may:
 take over and conduct in your name or the name of 

any person entitled to cover under your policy, the 
defence or settlement of any claim. We have sole 
discretion in how the defence is conducted or a claim 
is settled;

 represent you or any person entitled to cover under 
your policy, at an inquest or o+cial enquiry and 
undertake the defence in any court of any alleged 
o#ence in connection with an event covered by your 
policy.
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Claims information and requirements

What can a#ect your entitlement
If you do not comply with any condition of your policy or 
certi"cate of insurance, it can a#ect how much we pay.
If the insured property is not kept in good condition and 
reasonable care is not taken to safeguard it from loss or 
damage, this may a#ect how much we pay.
If you or any other person makes a false or fraudulent 
claim, we can refuse to pay it. In either case we may also 
cancel the policy as permitted by law.

We do not have to accept a claim if your annual premium 
is overdue or if a monthly premium instalment is at least 14 
days overdue.

Proof of ownership/value
In making any claim, you may be required to produce to 
us proof of having owned the property in question, an 
accurate description of the property and its value.

You should ensure that you obtain and keep regular written 
valuations for items of a unique nature such as jewellery, 
paintings, works of art or watches from a quali"ed, 
experienced and reputable valuer in Australia. Valuations 
should include a full detailed description of the property 
that would assist us to replace the item if necessary. In 
addition, photographs, receipts or accounts of purchase 
may well prove helpful to you should you need to make a 
claim.

Loss of no claim discount
Any claim lodged will result in the loss of any existing 
no claim discount. If the policy is renewed the no claim 
discount will be reinstated after a claim free 12 month 
period of insurance.

Adjustment for outstanding premium
If we pay the maximum amount for loss or damage to your 
home and/or contents, your policy ends automatically. You 
are not entitled to any refund of premium. If you have been 
paying by monthly direct debit instalments, we deduct from 
the payment an amount equal to the outstanding monthly 
instalments for the period of insurance shown on your 
certi"cate of insurance. 
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We take customer satisfaction seriously
 
If you have a complaint concerning this product, our 
services or a privacy issue:
Talk to us "rst
 The "rst thing you should do is call 13 7202 and speak 

to one of our sta#; 
 If your complaint relates speci"cally to a claim, speak 

with the claims o+cer handling your claim; 
 If the sta# member is unable to resolve your complaint 

to your satisfaction, you may ask to speak to a team 
leader or manager.

If you are still not satisfied:

Seek an internal review
 At your request the matter can be referred to our 

Internal Dispute Resolution Committee who will 
conduct a full review of your complaint and advise you 
of the committee’s decision within 15 business days.

If you are still not satisfied:
Seek an external review
 RACQ Insurance is a member of a disputes resolution 

service, known as The Financial Ombudsman Service 
Limited. The service will not accept a dispute unless you 
have "rst tried to resolve it with us. 

 If we do not resolve your dispute to your satisfaction, 
you can contact the service, which is set up to assist 
policyholders resolve their dispute. It is a free service 
to you and, although paid for by the general insurance 
industry, is a totally independent and impartial body. 
We agree to accept their determination as "nal. 

 You can contact the service by:

Phoning: 1300 78 08 08 for the cost of a local call

Writing to: 
The Financial Ombudsman Service Limited,
GPO Box 3, Melbourne, Victoria 3001

Website: www.fos.org.au
Email: info@fos.org.au

The information is also available on our website:     
www.racqinsurance.com.au
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General conditions

The agreement between you and us
Your insurance cover is a legal contract between you and 
us. We agree to give you the insurance set out in the policy 
for the premium paid by you.

The contract includes:
 the information you provided to us when you purchased 

or varied the policy, and at each renewal; 
 this PDS; 
 the certi"cate of insurance.

The insurance is only for the cover for which you have a 
certi"cate of insurance and only for the period of insurance 
indicated on the certi"cate. It is also subject to the 
conditions contained in this policy and on the certi"cate of 
insurance.

If two or more persons are named as the insured on the 
certi"cate of insurance, each of them is responsible both 
individually and together for:
 the completeness and accuracy of information in any 

application forms, statements, claims or documents 
supplied by any one of them to us; and 

 compliance with the conditions of this policy.

What you must do
You must:
 at your expense take all reasonable precautions to:

 keep your home and contents in good condition;
 protect the safety and security of any insured 

property;
 prevent further damage or legal liability occurring.

 advise us in writing as soon as possible:
 of any material change to the construction or use 

of your home;
 if you begin to lease out your home if you have

   previously told us that you reside in it or it was
   unoccupied;
 if you commence any business activities from your

   home;
 of any physical changes in or around your home or

   contents which increases the risk of loss or 
damage occurring;
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General conditions

What you must do 
 of any criminal convictions that you or any person

  residing with you have had recorded against you 
or them.

 comply promptly with requirements of public 
authorities.

If you or any person insured by this policy does not tell us 
everything relevant or if you or they mislead us, we may:
 refuse to pay a claim or reduce the amount we pay; 

and 
 cancel the policy; and 
 if fraud is involved, we may treat this policy as if it 

never existed.

Payment of premium
The premium is the amount you pay to obtain the insurance 
cover. The certi"cate of insurance shows the amount of 
premium and whether you are paying annually in advance 
or by monthly direct debit instalments.

If you are paying:
 annually you must pay by the due date;
 by monthly instalments – you must pay each 

instalment by the due date.

Your agreement to pay additional premium
You agree to pay any additional premium resulting from a 
claim made under this policy between the time a premium 
notice inviting renewal of your policy is issued and the 
actual renewal date.

Non payment of premium
If you have not paid the premium by the due date shown on 
the certi"cate of insurance or the interim cover certi"cate, 
this policy will not come into force. In that case, you will 
have to reapply to us for insurance cover.
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General conditions

Non payment of premium
If you are paying your premium by monthly instalments 
and any instalment payment is overdue for a period of at 
least 14 days, we may refuse to pay a claim.

If after payment of the "rst instalment, any subsequent 
instalment payment is overdue by a period of at least one 
month, your policy will be cancelled from the date the 
instalment was due to be paid. We will send a letter to your 
last known address advising you of the reason, e#ective date 
and time of such cancellation.

Policy comes into force
This policy comes into force on and from the "rst date of the 
period of insurance shown on the certi"cate of insurance or 
interim cover certi"cate issued to you, provided you have paid 
the annual or instalment premium shown on your premium 
notice.

Variation
You may ask us to change a provision of your policy. The 
change or addition takes place only when we con"rm it in 
writing to you or endorse it on your policy or certi"cate 
of insurance, and you pay any additional premium that we 
require.

Waiver
A provision is only waived if we give you the waiver in 
writing.

Cancellation
By you

 Apart from any rights you may exercise under the “Cooling-
o# period” provisions of this policy you may cancel your 
policy by advising us in writing. The cancellation takes e#ect 
on the date we receive your request, see page 65.
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General conditions

Cancellation 
By us
We may cancel your policy at any time as permitted by law 
after giving you notice in writing. We refund any premium 
paid less an amount for the period for which you were 
insured.

Avoidance
In some cases, we may avoid the policy from its inception 
if there is on your part fraud, misrepresentation during 
negotiations, failure to disclose information or other 
breaches of your policy as set out in the Insurance 

Contracts Act 1984.

Pay by the month option
You can arrange for your bank, credit union or building 
society to debit an automatic payment from your account 
each month. All you need to do is ensure you have enough 
money in your account to cover the payments. Your "rst 
payment will be deducted approximately 10 days after 
advising us of your account/credit card details. The second 
and subsequent payments will be deducted on your 
monthly payment date. (Two payments may be deducted in 
the "rst month, depending on your monthly payment date).

Where the due date falls on a non-business day in Sydney 
and Melbourne, we will debit the amount on the next 
business day. If you are uncertain when the debit will 
be processed to your account, you should contact your 
"nancial institution directly.

How to apply
If you would like to pay your RACQ Insurance premiums by 

the month, simply call us on 13 1905.

Renewal process
You will be sent a renewal certi"cate prior to the expiry 
of your policy so you can check the details. Monthly 
instalments will continue to be debited to your account 
unless you notify us in writing to vary these arrangements.
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Pay by the month option

Important Information
You may cancel your direct debit request, stop or defer an 
individual debit amount by writing to us at Reply Paid 4, 
RACQ Insurance Limited, Pay by the month, Springwood Q 
4127. We must receive your noti"cation at least 14 days 
prior to the next due date to process your request in time.

Your direct debit amount may vary if you make any policy 
alterations.

If debits are returned unpaid by your "nancial institution 
we will either attempt to debit from your nominated 
account again or we will contact you to arrange another 
way of paying. We reserve the right to cancel the direct 
debit arrangement if 3 or more debits are returned unpaid 
by your "nancial institution.

The following terms and conditions apply when you elect to 
pay your premium by this direct debit method:
 if your bank account details change you will need to 

tell us not less than 14 days before your next monthly 
instalment is due; 

 if your credit card details change you must contact us 
not less than 2 business days before your next monthly 
instalment is due; 

 when you have paid the "rst instalment, insurance 
cover commences on and from the "rst e#ective date 
and time shown on your certi"cate of insurance; 

 if any instalment payment is overdue for a period of at 
least 14 days, we may refuse to pay a claim; 

 if an instalment of the premium remains unpaid 
for a period of at least one month, the policy is 
automatically cancelled.

On renewal you will be sent a notice prior to the expiry 
date of this policy. At that time, unless you need to make 
any changes, you need take no action as your policy will be 
automatically renewed.
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RACQ Insurance products are sold only by

RACQ Operations Pty Ltd

ABN 80 009 663 414 and our network of

RACQ Insurance authorised representatives

To obtain a personalised premium quotation

please call 13 1905

RACQ Insurance Limited

ABN 50 009 704 152

AFS Licence Number 233082

2649 Logan Road, Eight Mile Plains, Q, 4113

Telephone (07) 3361 2444

www.racqinsurance.com.au
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Household Insurance Supplementary Product Disclosure Statement

This Supplementary Product Disclosure Statement (SPDS) is dated the 25th October 2009 and applies to policies with a 
renewal date, on or after the 25th October 2009.

This SPDS should be read with the Household Insurance Product Disclosure Statement (PDS) GHHB2 07/08. These 
documents together with your certificate of insurance form the basis of your insurance cover.

This SPDS reflects changes since your last renewal. If you wish to obtain a full copy of the PDS, please:-

• visit our website www.racqinsurance.com.au
• call us on 13 1905
• visit one of our RACQ branches
• write to us on the address shown below.

Important Changes 

RACQ Insurance has always aimed to maintain an industry low basic policy excess, unfortunately we have had to increase 
this excess to $300. We are confident it remains competitive and unless your renewal certificate indicates otherwise the 
new basic excess will apply from the renewal date shown on your certificate of insurance.

Please note that the annual fee that may apply if you choose to pay your insurance by the month has been increased to $60, 
which equates to $5 per month. Your direct debit confirmation certificate will indicate any fee that applies to your policy and 
is no longer referred to in the Household Insurance Policy Product Disclosure Statement on page 65. Please remember that 
if you have more than one policy with RACQ Insurance and payment is collected from the one account, then only a single 
monthly administration fee applies.

For a quick, secure and convenient way to renew your insurance, go to www.racqinsurance.com.au where you will also 
find everything you need to know about our products, benefits and discounts. If you have any questions regarding your 
policy or about any of our products please call 13 1905 or drive safely to your local RACQ branch. 

Thank you for your continued support. We trust you have enjoyed a high standard of service from RACQ Insurance and we 
look forward to helping you wherever we can.

RACQ Insurance Limited  ABN 50 009 704 152 | AFS Licence Number 233082

2649 Logan Road, Eight Mile Plains, Qld 4113 | PO Box 4, Springwood, Qld 4127
Ph: (07) 3361 2444   Fax: (07) 3841 2995   Web: racqinsurance.com.au RHHB9 10/09
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Chronology regarding Mr and Mrs 

 

 

Date of 

Contact 

Mode of 

communication 

Details of Communications and events 

10/01/11  N/A Mr and Mrs home at  East Ipswich, 

Queensland damaged by inundation. 

11/01/11 

11.25pm 

Telephone Mrs informs RACQ Insurance of the damage to her 

property. She states that the flooding hasn’t come up into 

most of this area, but that their drainage has not taken the 

water and it has broken into the inside of the house. She 

further states that when they left the house the water was just 

starting onto the second level. 

She is advised that a claims specialist will be in contact to 

discuss and progress the claim.  The property is recorded as 

not being habitable.   

12/01/11 

5.46pm 

Telephone RACQ Insurance calls Mrs to take further details and 

formally lodge the claim. Mrs states that the flooding 

began around 8.00am or 9.00am on 10/01/11 with rain 24 

hours before the flooding started. ClaimCenter shows the 

creation of the claim – claim number  

13/01/11  

8.07am 

Telephone Mrs calls RACQ Insurance to advise that the water 

has gone down enough for the loss adjuster to attend. She 

says the water went as high as the ceiling upstairs so the 

whole house has been affected.  RACQ Insurance advises 

her that the claim has been put through as urgent and the loss 

adjuster will be in contact, but that a time frame cannot be 

given because of the volume of claims received.   

13/01/11 

11.27am 

Telephone Mrs calls regarding proof of ownership of damaged 

contents. She advises that their contents had been covered in 

mud and sewerage. RACQ Insurance advises her that 

photographs of the contents are sufficient. She also asked 

about emergency accommodation if they were requested to 

leave the evacuation centre.  She was provided with 

“Emergency Home Assist” should they need to call after 

business hours. 

13/01/11 

7.43pm 

Telephone Mrs calls to say the Ipswich Evacuation Centre is 

being closed on Saturday (15/01/11).  
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Date of 

Contact 

Mode of 

communication 

Details of Communications and events 

14/01/11 

10.10am 

Telephone Mrs calls RACQ Insurance to enquire about 

accommodation as the Ipswich Evacuation Centre is closing 

down on the weekend. She is advised of the other evacuation 

centres in the area. She says these are all going to be filling 

up due to all the schools closing and everyone else going to 

the church evacuation centres.  She is advised that the loss 

adjuster will be notified this claim is urgent.  She is also 

advised that she can contact MYI Freemans if they have not 

heard anything by lunchtime to discuss their options with 

them. 

14/01/11 

11.06am 

Email RACQ Insurance sends claim details to MYI Freemans 

marked urgent. The email provides: 

“Insured has called this morning seeking alternative 

accommodation as is unable to source this herself. Insured 

stated the evacuation centre she is staying in is being closed 

on Saturday and the other evacuation centres are too far to 

go to. Please contact Insured to arrange an urgent 

assessment.” 

Note: the ClaimCenter entry for this event is not accurate. 

14/01/11 

4.18pm 

Email MYI Freemans sends email to RACQ Insurance 

acknowledging receipt of instructions. 
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Date of 

Contact 

Mode of 

communication 

Details of Communications and events 

14/01/11 Telephone MYI Freemans calls Mrs returning her call. She says 

that she has to leave the evacuation centre tomorrow and 

can’t go to the next one as it is about 30 minutes from her 

home. She states that she has had an offer of a motor home 

for $80.00 per week. She says she has people in her home 

cleaning at the moment and has taken photos and is making a 

list of items being thrown away. She asks MYI Freemans 

about the availability of an emergency payment and is 

advised to get information from the Centre where she is 

staying. Mrs says that she has the paperwork but 

couldn’t take it to Centrelink today and has been advised it will 

take two days to get a payment through. There is a discussion 

of whether the motor home can be arranged now and paid for 

once emergency payment comes through. MYI Freemans 

advises they will attempt to prioritise her claim. 

17/01/11 Telephone MYI Freemans notes show that Mr/Mrs calls MYI 

Freemans. 

18/01/11  N/A MYI Freemans attends the property and carries out their initial 

inspection. 

19/01/11  

9.10am 

Telephone Mrs calls RACQ Insurance to check the progress of 

their claim.  She is advised that RACQ Insurance has not yet 

received the MYI Freemans report but that once it has been 

received it will be uploaded to the claim file and reviewed and 

she will then be contacted.   
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Date of 

Contact 

Mode of 

communication 

Details of Communications and events 

20/01/11  

1.43pm 

Telephone Mr and Mrs  call RACQ Insurance. They state they are 

not happy with the timeframe and that they have been 

advised by the loss adjuster that the report was sent to RACQ 

Insurance two days ago.  They also request that their 

accommodation and food loss claims be reviewed.  They are 

advised that RACQ Insurance has not received a report from 

MYI Freemans. They say that the loss adjuster who attended 

at the property told them the report would be sent to RACQ 

Insurance that same day.  RACQ Insurance advises them that 

they are also waiting on a hydrology report before the claim 

can be decided. Mr and Mrs advise that there has 

only been one attendance at their property. The call is 

transferred to a member of the household claims team. 

20/01/11 

1.53pm 

Telephone Upon the call being transferred, Mr asks what the 

decision is on their claim on the basis that the loss adjuster’s 

report has been received. He is informed that the report has 

not been received and further that RACQ Insurance is still 

awaiting the hydrology report to determine if the claim relates 

to flood or flash flood, as flood is not covered. Mr says 

that RACQ Insurance has to honour the claim and put them in 

temporary accommodation.  He is told that the policy covers 

temporary accommodation if the home is damaged due to an 

insured event and that a hydrologist’s report was required to 

determine if this is the case.  Mr says he wants to 

speak to a supervisor and is told that a supervisor is not 

available and could not tell him anything other than what he 

has already been told. Mr states that if the call is 

ended without him speaking to a supervisor he will be calling 

the Insurance Ombudsman. The call is ultimately terminated. 

20/01/11 

2.15pm 

Telephone Mr calls to ask why RACQ Insurance is not in a 

position to offer emergency accommodation. He requests to 

speak with a senior manager. The call was transferred to the 

household claims team. 
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Date of 

Contact 

Mode of 

communication 

Details of Communications and events 

20/01/11 

2.38pm 

Telephone Upon the call being transferred Mr states that RACQ 

Insurance should honour the temporary accommodation cover 

in the policy.  He is advised that temporary accommodation is 

provided for insured events and as it has not yet been 

determined that the damage was the result of an insured 

event temporary accommodation cannot be given. The 

insured requests to speak with a manager.   

The call is transferred to RACQ Insurance Operations 

Manager  Mr is again advised that for 

the temporary accommodation benefit to be available there 

must be an insured claim.  He is told that RACQ Insurance is 

awaiting the loss adjusting and hydrology reports but it is 

making every effort to have those documents submitted as 

soon as possible so that a decision on the claim can be made 

and the informed accordingly.  Ms reiterates 

that RACQ Insurance is doing everything possible and will 

communicate with Mr as soon as possible.  

21/01/11  Telephone RACQ Insurance contacts MYI Freemans to enquire if they 

have assessed the insured’s property.  MYI Freemans 

advises RACQ Insurance that they attended the property on 

18/01/11 and their report should be received by 24/01/11. 
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Date of 

Contact 

Mode of 

communication 

Details of Communications and events 

24/01/11 

3.32pm 

Telephone Mrs calls RACQ Insurance enquiring as to the name 

of the hydrologist they have engaged.  She is advised that a 

member of the household claims team will look into this and 

call her back. Mrs says that the assessor from MYI 

Freemans has told her that RACQ Insurance is using Water 

Technology for its hydrology investigations, and she has 

called them and been informed that they do not have Mr and 

Mrs on a list to have a report prepared for their 

property. Mrs is transferred through to the household 

claims team. 

Once the call has been transferred, Mrs states that 

Water Technology have told her that they have no instructions 

from RACQ Insurance to prepare any reports dealing with 

Ipswich. Mrs states that an individual report is needed 

for her property because it was already inundated before the 

Bremer River flooding occurred. Mrs repeats her 

request for temporary accommodation and is informed that 

RACQ Insurance are unable to assist with this until a 

hydrology report has been obtained and their claim 

determined. 

24/01/11 

4.00pm 

Telephone RACQ Insurance calls Mrs to inform her that until the 

hydrology report has been received, her claim cannot be 

progressed. Mrs  indicates she has contacted Water 

Technology and been told by them that they had not at that 

stage been given a list of properties to investigate in Ipswich. 

Mrs  asks when the property will be investigated and 

asks for details of the hydrologist who will be inspecting the 

property. Mrs states that a regional report is not 

appropriate for their property. The operator indicates that he 

would look into the issue and hopefully call Mrs back 

the next morning.  
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Date of 

Contact 

Mode of 

communication 

Details of Communications and events 

25/01/11  

9.54am 

Telephone Mrs calls RACQ Insurance. She says she has been 

waiting for a call back from the household claims team about 

the hydrologist who is to attend at her property. She is 

informed that at this stage it appears the hydrology reports 

won’t be available until February. Her call is transferred to the 

household claims team.  

Upon the call being transferred Mrs states that her 

house was flooded in 2008 and that her claim had been paid 

but that on that occasion they could still live upstairs.  She 

states that she wants either temporary accommodation if a 

hydrologist is not attending until mid-February or for a 

hydrologist to attend within the next 24 hours. She says that 

she needs emergency accommodation as the evacuation 

centre has been closed down and her 10 year old child is 

soiling himself due to the trauma of the event. Mr and Mrs 

 claim is referred to the Operations Manager, 

for action. 

25/01/11 

11.00am 

Email The Financial Ombudsman Service (FOS) emails RACQ 

Insurance Dispute Resolution notifying that the have 

lodged a dispute with FOS but that the dispute does not 

appear to have been through RACQ Insurance’s IDR process 

and so the dispute is referred to RACQ Insurance. The 

dispute summary provided by FOS states that the  

are concerned about delays and that they are homeless and 

require emergency accommodation for basic living needs. 

25/01/11 

2.07pm 

Telephone Mrs calls RACQ Insurance. She is demanding 

emergency accommodation this afternoon. Mrs says 

that the PDS permits them to have emergency 

accommodation. The claim is transferred to RACQ 

Insurance’s Customer Dispute Resolution Manager. 
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Date of 

Contact 

Mode of 

communication 

Details of Communications and events 

25/01/11 

2.40pm 

Telephone Mrs speaks with RACQ Insurance’s Customer Dispute 

Resolution Manager. He stresses that RACQ Insurance has 

not made a decision on the claim as yet and that a hydrologist 

report is required still. Mrs states that she has been 

told that this will not be until mid-February and they are in 

urgent need of accommodation.  Mr also speaks with 

RACQ Insurance’s Customer Dispute Resolution Manager, 

and refers to the fact that he has a copy of the PDS 01/11 and 

that he believes that under it they are entitled to payment. 

RACQ Insurance states that they will consider whether their 

circumstances fall within the Financial Hardship section of the 

Code of Practice and, if so, whether they are entitled to an 

advance payment.  RACQ Insurance undertakes to contact 

the  again that afternoon to confirm the timeframe.   

25/01/11 

4.49pm 

Email RACQ Insurance’s Customer Dispute Resolution Manager 

emails MYI Freemans stating that RACQ Insurance has 

received a request for payment of Financial Hardship from the 

 and that he needs to urgently speak with the 

assessor to obtain information as to his observations during 

attendance in order to make a decision.   

25/01/11 

4.49pm 

Telephone RACQ Insurance calls the but the call is 

disconnected with no provision for voicemail. 

27/01/11 

10.24am 

Email MYI Freemans emails its site report to RACQ Insurance. The 

report is dated 20/01/11.  

27/01/11 Telephone RACQ Insurance’s Customer Dispute Resolution Manager 

speaks to the in the morning to obtain further 

information and calls back twice in the afternoon to try to give 

them an update on their request for Financial Hardship 

payment. 

27/01/11 

5.39pm 

Telephone RACQ Insurance’s Customer Dispute Resolution Manager 

speaks with from MYI Freemans and obtains 

details of their site inspection. 
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Date of 

Contact 

Mode of 

communication 

Details of Communications and events 

28/01/11 Telephone RACQ Insurance’s Customer Dispute Resolution Manager 

telephones Mrs and advises her that on the 

information available to RACQ Insurance there is not 

sufficient information for RACQ Insurance to consider making 

a payment for Financial Hardship. Based upon discussions 

with the loss adjustor who has inspected their property and 

more than 15 others in the immediate area, RACQ Insurance 

is of the preliminary opinion that the damage is probably due 

to flood and not flash flood.  Mrs states that she 

expected that would be the case and that what she wants is 

emergency accommodation.  RACQ Insurance explains that 

until it is determined that the policy responds this is not 

available and that RACQ Insurance is awaiting a hydrology 

report.  RACQ Insurance’s Customer Dispute Resolution 

Manager advises Mrs that if she wishes to dispute the 

decision not to allow temporary accommodation he can refer 

the complaint to the appropriate person to review and respond 

which is explained to be the first step in the dispute process. 

Mrs  says yes she wishes to pursue a complaint and 

that she will not accept an area hydrologist report as the 

circumstances of their loss are different. 

28/01/11 Letter RACQ Insurance writes to Mr and Mrs informing them 

that their request for Financial Hardship has been considered 

but that it has been determined they were not entitled to 

urgent financial assistance. Mr and Mrs are advised of 

their right to seek an internal review and a Customer 

Information Sheet is provided. 

30/01/11 Email The Customer Dispute Resolution Manager sends an email to 

the Complaints Manager, about the complaint made by the 

insured requesting her to review and respond. 

01/02/11 N/A RACQ Insurance reviews the decision not to make a payment 

for Financial Hardship and a decision is made to make a 

payment for Financial Hardship. This was not prompted by the 

intervention of anyone else; it was an RACQ Insurance 

initiated decision. 
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Date of 

Contact 

Mode of 

communication 

Details of Communications and events 

01/02/11 

12.27pm 

Telephone RACQ Insurance telephones and offers him 

an advance payment of $5,000.00 upon further consideration 

of their claim for Financial Hardship. Mr accepts the 

offer. 

01/02/11 Letter RACQ Insurance writes to confirming the 

advance payment of $5,000.00 which is expressed to be 

made subject to the terms of the policy and without admission 

by RACQ Insurance. The letter by mistake bears the date “28 

January 2011”. 

01/02/11 

4.45pm 

N/A The advance payment of $5,000 is processed by RACQ 

Insurance for EFT payment. 

07/02/11 

3.53pm 

Telephone Mrs calls RACQ Insurance to ask for the email 

address for the CEO. She is told to send her email to the 

address racq@racq.com.au. She also asks when a 

hydrologist has been booked for her property. The call is 

transferred to the dedicated response team. 

Once the call is transferred, Mrs is told that RACQ 

Insurance is waiting for regional hydrology reports to come 

back before it can decide claims. Mrs states that a 

regional report will not cover their property. Mrs says 

that she has obtained preliminary legal advice as she is not 

happy with the way RACQ Insurance is handling their claim. 

 at RACQ Insurance informs Mrs that she is their 

case manager and she will be happy to assist with any future 

questions.  
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Contact 

Mode of 
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Details of Communications and events 

10/02/11  Letter RACQ Insurance writes to Mrs and informs her that 

the internal dispute resolution committee has reviewed her 

complaint and that the committee agrees with the claims 

department’s decision that before RACQ Insurance can 

determine whether the policy responds to her claim, the 

claims department requires a hydrologist’s report to verify 

whether the claim is a result of an insured event.  

Mrs  is advised that if she is dissatisfied with the 

internal dispute resolution decision the dispute can be 

referred to the Financial Ombudsman Service Ltd and details 

of how to do this are provided. 

11/02/11 

6:18pm 

Telephone  the Event Manager of the Dedicated Response 

Team reviews Mr and Mrs  claim.  

Mr subsequently contacts Mr and advises that 

they are still awaiting the hydrology report for the Ipswich 

region, but RACQ Insurance has decided to have an 

individual site inspection report completed on the property. 

11/02/11 

6:57pm 

Telephone RACQ Insurance receives a call from Mr in which he 

advises that the are participating in a television 

interview later that night and are likely to be asked when the 

Ipswich hydrology report was expected. Mr offers to 

communicate any information on behalf of RACQ Insurance 

and RACQ Insurance declines the offer to comment. 

14/02/11 Letter RACQ Insurance’s solicitors instruct Water Technology to 

provide an individual report in relation to Mr and Mrs 

property at  East Ipswich. 

16/02/11 

2.30pm 

Telephone RACQ Insurance calls Mr and informs him that the 

hydrologist intends to inspect Mr and Mrs premises 

today if this is suitable. 

16/02/11 N/A Water Technology inspect the insured’s property. 
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Contact 

Mode of 

communication 

Details of Communications and events 

21/02/11 Letter Rachel Nolan, MP for Ipswich writes to Bradley Heath, CEO 

RACQ Insurance making representations on behalf of Mr and 

Mrs   

24/02/11 

11.14am 

Telephone  

 

Mrs calls RACQ Insurance. Her call is lost while being 

transferred to the household claims team.  

24/02/11 

11.31am 

Telephone RACQ Insurance calls Mrs  Mrs is advised 

that RACQ Insurance has not yet received the hydrology 

information specific to their property and so cannot determine 

their claim at this time. Mrs is advised that the 

hydrologist is working hard to progress the information as 

quickly as possible and that RACQ Insurance will need to give 

full consideration to the matter before any decision can be 

made.  

24/02/11 Letter RACQ Insurance writes to Rachel Nolan, MP for Ipswich 

about Mr and Mrs claim. RACQ Insurance advises 

that a $5,000 emergency advance payment has been made 

and a hydrology inspection conducted on 16/02/11. 

25/02/11 

time 

Telephone RACQ Insurance calls Mr and updates him on 

progress. Mr is advised that the hydrology 

investigations are not yet complete and that RACQ Insurance 

is aiming to have the matter finalised next week. It is agreed 

with Mr that RACQ Insurance will update him next 

week. 

27/02/11 Email Mrs sends an email to the CEO of RACQ Insurance, 

Bradley Heath explaining her circumstances and asking that 

the matter be resolved immediately. 

01/03/11 

8.04am 

Email Mrs  sends an email to the CEO of RACQ Insurance, 

Bradley Heath, demanding a decision on their claim by the 

end of the day. 
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Mode of 

communication 

Details of Communications and events 

01/03/11 

1.29pm 

Letter Bradley Heath sends a letter to Mrs by email 

responding to her emails of 27/02/11 and 01/03/11. The letter  

advises that RACQ Insurance is still waiting for the outcome 

of hydrological investigations. 

01/03/11 

4.03pm 

Email Mrs  sends an email to Bradley Heath responding to 

his letter. She asks when a decision will be made on their 

claim and states that the emergency accommodation benefit 

is available regardless of whether their claim is accepted. She 

says that she suspects the individual hydrology report for her 

property is being delayed because Water Technology will 

make more money preparing their report for the Ipswich 

region. 

02/03/11 

5.15pm 

Email Mrs  emails Bradley Heath asking for contact details of 

the hydrologist and urging that a decision be made on their 

claim. 

03/03/11 Letter RACQ Insurance sends a letter to Mr and Mrs  The 

letter says that a decision should be made on their claim by 

04/03/11.  

03/03/11 

1.38pm 

Telephone Mrs calls RACQ Insurance and asks to speak with 

Bradley Heath. 

03/03/11 

2.02pm 

Email Mrs  sends an email to Water Technology (copy to 

Paul Pisasale) asking when the report on their property will be 

completed. 

04/03/11 Email RACQ Insurance receives Water Technology’s site specific 

report for Mr and Mrs  property under cover of legal 

advice from RACQ Insurance’s solicitors dated 4 March 2011.  
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Mode of 
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04/03/11 

4.03pm 

Telephone RACQ Insurance calls Mrs and informs her that a 

decision has been made to accept their claim due to storm 

water run-off. RACQ Insurance confirms the cover for storm 

water run-off is limited to 50% of the sum insured and 

confirms the current sum insured. RACQ Insurance confirms 

that the are eligible for alternative accommodation 

under the policy. Mrs says that there is little rental 

accommodation available in Ipswich and they have pets which 

makes it more difficult.  RACQ Insurance offers to make a 

further emergency payment of $10,000 today by EFT in 

addition to the $5,000 they have already been paid. Mrs 

accepts this offer.  Mrs says that she and Mr 

will now investigate alternative accommodation 

options over the weekend and discuss with RACQ Insurance 

further early next week. RACQ Insurance asks whether Mr 

and Mrs have a preferred builder for their repairs and 

Mrs says that they would prefer to cash settle their 

claim. RACQ Insurance says that they are happy to work with 

her to do this. Mrs says that she had received some 

preliminary verbal advice that an engineer would need to 

inspect their house. Mrs says that some of the 

damage was caused by overflowing gutters from excess rain 

and will not be subject to the limitation under the policy for 

damage caused by stormwater run-off. 
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Mode of 
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06/03/11  Email RACQ Insurance sends an email to Mr and Mrs 

confirming the conversation on 4 March and that:  

• RACQ Insurance has accepted their claim;  

• the PDS limit for storm water run-off at 50% of the 

sum insured is applicable;  

• an advance payment of $10,000.00 will be made in 

addition to the $5,000.00 previously paid and that that 

amount (the $10,000) would be deducted from the 

agreed settlement;  

• the  have indicated that they will investigate 

alternative accommodation options over the weekend;  

• RACQ Insurance will progress quantification process 

for building and contents; and  

• during the conversation Mrs had expressed 

their desire to receive a cash settlement for the claim. 

07/03/11 

2.35pm 

Email Mrs sends an email to Bradley Heath of RACQ 

Insurance and others complaining that comments left by her 

family have been removed from RACQ’s Facebook page. She 

voices other complaints but advises that at 

RACQ Insurance has been polite and helpful. 

07/03/11 

5.19pm 

Telephone RACQ Insurance calls Mr to progress the claim.  Mr 

advises that they are still discussing some aspects 

and will call RACQ Insurance back the next day to discuss 

further. 

08/03/11 

12.06pm 

Email Bradley Heath sends an email to Mrs acknowledging 

her concerns raised in her email of 07/03/11 and assuring her, 

amongst other things, that RACQ Insurance is working very 

hard to determine claims outcomes for its customers. 

08/03/11 Telephone Mr leaves a message requesting RACQ Insurance to 

call back on Mrs mobile number. 

08/03/11 

12.42pm 

Telephone RACQ Insurance calls Mrs mobile number but there 

is no answer.  
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communication 

Details of Communications and events 

08/03/11 

5.08pm 

Telephone RACQ Insurance calls Mrs mobile number but there 

is no answer.  

08/03/11 

5.14pm 

Email RACQ Insurance sends an email to Mrs advising that 

they have been unable to reach her on her mobile phone. 

08/03/11 

6.21pm 

Email Mrs  sends an email to RACQ Insurance saying that 

she was meeting with a builder and asking for a call back from 

RACQ Insurance the next morning at 9.30am. 

08/03/11 

8.17pm 

Email RACQ Insurance sends an email to Mrs advising that 

they will call her tomorrow. 

08/03/11 

11.10pm 

Email Mrs  sends an email to RACQ Insurance with a 

spreadsheet setting out their calculation of the amount of their 

contents loss. 

09/03/11  

9.30am 

Telephone RACQ Insurance calls Mr and Mrs to discuss their 

claim. They confirm they want a cash settlement of their claim 

and state that if the claim is not settled to their satisfaction 

they will proceed with legal action. Mr and Mrs state 

that their claim totals $500,268.00 which they consider 

represents a fair settlement of the physical property loss.  

Mr states that if his offer is not accepted he will claim 

the whole amount of every additional benefit including 

demolition and redesign costs, additional living expenses and 

transfer of telephone lines, Foxtel, breakage of glass and 

uninsured visitors’ contents. It is agreed that 

(Quality and Technical Loss Adjustor) will inspect the property 

on 10/03/11 for verification of evidence of storm damage and 

that needs to be allowed to carry out the 

inspection without interference. Mr advises that his 

year old son,  has been diagnosed with depression, 

that Mrs has been having regular migraines and that 

he injured his wrist while trying to make the home liveable. He 

states that he will pursue these claims should the matter 

proceed down a legal path. 
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Date of 

Contact 

Mode of 

communication 

Details of Communications and events 

10/03/11 In person Site visit by RACQ Insurance employed Q & T loss adjuster. 

11/03/11  

4.50pm 

Telephone RACQ Insurance calls Mr following the site visit by the 

RACQ Insurance Q&T Loss Adjuster on 10/03/11. Mr 

is told that RACQ Insurance is now waiting for a detailed 

report but that RACQ Insurance wants to have an engineering 

inspection completed on the home, particularly the stumps.  It 

is agreed with Mr that RACQ Insurance will arrange 

for an engineering inspection for the following week. 

An inspection report is prepared by an RACQ Insurance Q&T 

Loss Adjuster based on his inspection on 10/03/11.  

14/03/11 

10.15am 

Email RACQ Insurance emails instructions to Intelara Engineers to 

inspect Mr and Mrs  property. 

15/03/11 

2.04pm 

Telephone Mrs calls RACQ Insurance to discuss the claim.  She 

requests an update from Q&T’s visit.  Mrs is informed 

that RACQ Insurance is finalising arrangements for an 

engineer’s inspection and will confirm details as soon as 

possible and that once the schedule appears to be completed 

RACQ Insurance will be in a position to make a settlement 

offer.  Mrs  says that Mr will call later to 

discuss the claim.   

15/03/11 

4:55pm 

Telephone Mr calls RACQ Insurance regarding the claim and 

expresses his frustration with not being able to progress the 

claim following such a lengthy wait.  RACQ Insurance 

explains that it is moving quickly to quantify the loss for both 

building and contents to be able to make a settlement offer.  

Mr requested that consideration be given towards a 

substantial payment towards the claim (half of the $500,268 

that he had previously put forward) to allow them to commit to 

future expenses that will be experienced in the process of 

reinstating their home.  RACQ Insurance states that they will 

consider this request and will respond before the end of the 

week.   
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16/03/11 

10.40am 

Email Mrs emails RACQ Insurance requesting information 

about their 2008 claim and asking for information about the 

assessment process. 

16/03/11 

1.54pm 

Telephone An RACQ Insurance Q & T loss adjuster calls Mrs to 

arrange for a site meeting for the engineer and Stream. Mrs 

is informed that the engineer will be attending on 

18/03/11 at 2:30pm and that Stream will be attending on 

21/03/11 at 9:00am.   

16/03/11 

2.00pm 

Email An RACQ Insurance Q & T loss adjuster emails 

confirming that an engineer and Stream have made 

appointments to assess the property.  

17/03/11 

2.58pm 

Email RACQ Insurance acknowledge Mrs request 

regarding the 2008 claim and agree to provide the requested 

information as soon as possible. The email also provides 

information about the assessment process for the  

claim. 

17/03/11  

2:59pm 

Email Mrs  emails RACQ Insurance requesting copies of all 

documentation regarding to the  2008 claim and also 

requesting names of the people attending their property on 

21/03/11. Mrs  also requests copies of all 

documentation prepared by the builder regarding the property 

claims. 

17/03/11 

3:00pm 

Email RACQ Insurance emails Mrs providing the requested 

information regarding the site visit and noting that the 

documentation from the 2008 claim will be provided as soon 

as possible.  In this email, RACQ Insurance also refers to a 

recent article in which Mrs is quoted as being told by 

RACQ Insurance that they will receive just 50% of the 

damage bill.  The email confirms that this has never formed 

any part of any of RACQ Insurance’s communications with 

either Mr or Mrs  and that RACQ Insurance is moving 

as quickly as possible to quantify their claim in line with the 

coverage detailed in the policy. 
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communication 

Details of Communications and events 

17/03/11 

3.02 pm 

N/A Stream open file with appointment booked for 9.00am to meet 

from RACQ Insurance onsite. 

17/03/11 

11:58pm 

Email Mr sends an email to RACQ Insurance responding to 

the email of 3.00pm that day.  

18/03/11 

2.01pm 

Email RACQ Insurance sends an email to Mr . The email 

confirms RACQ’s previous offer for Mr and Mrs  to 

utilise the alternative accommodation coverage within the 

policy and that RACQ still awaits Mr and Mrs  advice 

in this regard. The email confirms that the engineer will be 

onsite that afternoon to complete their inspection and that 

Stream, who will be preparing the detailed scope for repair, 

will be onsite on Monday (21/03/11), both accompanied by the 

RACQ Insurance Q & T loss adjuster who would be the 

 point of contact.  The email concludes by stating that 

RACQ Insurance will continue to make every effort to 

expedite the claim as has been discussed. 

18/03/11 N/A The engineer from Intelara inspects Mr and Mrs 

property.   

21/03/11 N/A Stream inspects Mr and Mrs  property. 

22/03/11 

12.19pm 

Email Mrs emails RACQ Insurance asking for an update on 

the provision of documents from the 2008 claim. 

23/03/11 

12.08pm 

Email Mrs sends an email to RACQ Insurance chasing up 

the documentation relating to their 2008 claim. 
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23/03/11 

12.38pm 

Email Mrs sends an email to Bradley Heath complaining that 

the  have not been able to access the emergency 

accommodation benefit because they do not know how long 

RACQ Insurance will pay for their accommodation or how 

much will be paid. They require an amount and a time from 

RACQ Insurance. She also complains that they still have not 

received the documents from the 2008 claim or the reports 

obtained by RACQ Insurance for the current claim other than 

the initial loss adjusting report. She complains that this loss 

adjusting report contains errors. 

23/03/11 

1.33pm 

Email RACQ Insurance sends an email to Mrs stating that 

the information regarding their 2008 claim was being collated 

as quickly as possible. The email also states that RACQ 

Insurance is still to receive both the engineer’s report and the 

scope of work from Stream and that it will act upon that advice 

once it is received. 

23/03/11 

2.46pm 

Email RACQ Insurance sends an email to MYI Freemans requesting 

a copy of the 2008 claim and are advised that the file is 

archived and that MYI Freemans will advise RACQ Insurance 

on when it could be delivered as soon as possible.  

24/03/11 

3.52pm 

Email Bradley Heath emails Mrs advising that her comments 

in her email the previous day will be passed on to the person 

managing her claim. 
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25/03/11 

9.09am 

Email RACQ Insurance sends an email to Mr and Mrs 

providing a further update on the progress of their claims and 

their requests for documentation from the previous claim in 

2008. The email  states that the alternative accommodation 

benefit became available to the upon acceptance 

their claim on 04/03/11, that this was discussed at this time 

and that the were to investigate this further over the 

following weekend and advise RACQ Insurance of the 

outcome. The email refers to the fact that in their later 

discussion on 09/03/11 it was discussed with the that 

the proposed offer for settlement for their claim would include 

this benefit, at which time the expressed the opinion 

that this coverage would form part of an overall cash 

settlement for the claim which RACQ Insurance agreed to 

include in the final offer. The email states that the  

commented that at the time their expectation was the 

maximum benefit (10% of the whole sum insured) should be 

applied, to which RACQ Insurance responded that this would 

be considered fairly and that the basis for any offer would 

include all of the circumstances and the information available 

including the estimated repair timeframes.  

The email states that, importantly, the benefit remains 

immediately available to the and the extent of 

coverage under the policy for that item is explained.  

The email states that RACQ Insurance appreciates the 

current rental market and the  personal 

circumstances (pets, etc.) make it difficult, however that if the 

 wish to pursue this, they should let RACQ Insurance 

know and it will be happy to manage it within their claim.  The 

email states that alternatively an allowance will be made for 

this in the final settlement offer.  

 

(continued next page) 
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  (continued) 

The email then refers to the loss adjusting report and to the 

 comments to the CEO of RACQ Insurance. The 

email states that as previously explained, RACQ Insurance 

uses providers (loss adjusters) to determine only that a 

property was inundated and some general information in that 

regard and that the are aware that for all other 

aspects, RACQ Insurance uses suitably qualified personnel to 

progress the claim including a hydrologist, an engineer, and 

building trade qualified consultants.  The email states that as 

soon as that information has been collated RACQ Insurance 

will be in a position to calculate a final settlement offer for the 

, and that at the date of the email, the aim is to have 

this available for the next week.  

The email states that the documentation in respect to the 

2008 claim will be emailed to the and that given the 

number of attachments that need to be included, it would be 

spread over a number of emails.  

25/03/11 

3.09pm 

Email RACQ Insurance receives documents from MYI Freemans 

regarding the  2008 claim. 

25/03/11 

3.24pm 

Email RACQ Insurance sends documents relating to the 2008 claim 

to Mr and Mrs by three emails. 

30/03/11 

1.27pm 

Email RACQ Insurance receives Intelara’s engineering report 

including the scope of works for repairs. Structural repairs are 

required. The report is dated 28/03/11. 

30/03/11 

3.49pm 

Email Mrs  emails RACQ Insurance following up on the 

progress of the scope of works, builder’s report and 

engineer’s report. 

30/03/11 

3.54pm 

Email RACQ Insurance emails Mrs responding to her 

enquiry and advising that not received to date and expected 

to be received this week. 
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31/03/11  

3.10pm 

Email RACQ Insurance receives the scope of works from Stream. 

The total figure is $145,307.65. 

31/03/11 

5.09pm 

Email RACQ Insurance emails Mr and Mrs a settlement 

offer for their claim. Attached to the offer are copies of the 

engineer’s report prepared by Intelara, the scope of works 

prepared by Stream and the report of RACQ Insurance’s Q&T 

Loss Adjustor. The quantum of the offer is explained and the 

insured is given alternatives in respect of the building aspect 

of the claim. The offer states that the maximum allowance 

(50% of the sum insured for contents) has been applied as 

the loss schedules in respect of contents exceed the 

maximum allowance.  

In respect of alternative accommodation, the offer states that 

RACQ Insurance’s initial enquiries with a local real estate 

office give an indication that the  property may have 

rented for $400 to $450 per week but that in order to progress 

the claim an allowance has been made for $500 a week for 6 

months (26 weeks) even though the estimated repair 

timeframe to complete is 3 months. The offer was in the 

amount of $225,007.65 (after application of $300 policy 

excess) of which $15,000.00 had already been paid by way of 

a payment of $5,000.00 as a Financial Hardship payment on 

1 February 2011 and $10,000.00 under the contents as soon 

as the claim was accepted on 4 March 2011. 
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5/04/11 Television At a public meeting in Ipswich hosted by Bill Shorten, 

(wearing a shirt that identified RACQ) states that – 

• “I’m annoyed the insurance company won’t pay 

out”; and 

• “I live in a tent, and I’m sleeping on a camp 

stretcher”. 

This meeting is reported on ABC Lateline. 

07/04/11 Television The Channel Nine Today Show features  year old  

showing around the home and 

the tent he has been sleeping in. Ms says that “his 

childhood, to a degree, has been stolen, not by the flood 

water but RACQ”.  

states on the show “100% not this 25% crap 

because I’m sick of it, I just want them to pay out now”. 

13/04/11 

9.55am 

Telephone RACQ Insurance telephones Mr and Mrs to follow up 

their response on the settlement offer.  Mr mobile 

phone rings out with no direction to message bank. Mrs 

answers her phone but states that she needs to talk to 

Mr and he will be back in approximately 45 minutes. 

RACQ Insurance agrees to call Mr back later.   
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13/04/11 

11.30am 

Telephone RACQ Insurance calls Mr to follow up on the 

settlement offer. Mr states that they are not ready to 

respond to the offer and that he will respond at a later time. 

RACQ Insurance reiterates the temporary accommodation 

aspect of the offer to which Mr responds that they 

haven’t progressed this as they have not received any money 

for this from RACQ Insurance. RACQ Insurance states to Mr 

that the offer for temporary accommodation was made 

some time ago and this was included in the offer of 

settlement. Mr advises he will come back to RACQ 

Insurance when they are ready to respond to the settlement 

offer. 

13/04/11 

1.57pm 

Telephone Stream notes state that “Customer, phoned to go 

through our scope of works, room by room, item by item, 

advising what each description (eg PC etc) mean. She has 

asked RACQ for a cash settlement ($150k as per our scope 

of works), when her builder says should be $300k”.     

Stream calls its consultant who says he prepared the scope of 

works on the basis of what the RACQ Insurance 

representative told him on site.  

Mrs  advises Stream she has been through the full 

RACQ Insurance IDR process and FOS without any 

satisfaction.  She says that RACQ Insurance have told her the 

settlement figure is based on the Stream scope but did not 

mention that the Stream scope was limited by RACQI’s 

instructions on site.  

13/04/11 

2.33pm 

N/A Stream reviews matter and concludes that scope of works 

was prepared on the basis of the works reasonably required 

as a result of the insured event and that an independent 

costing has been provided in the usual manner. 
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13/04/11 

5.05pm 

Telephone Mrs telephones RACQ Insurance and wants to speak 

to the Internal Dispute Resolution Team. RACQ Insurance 

advises her of the afterhours number and gives her some 

options as to how to contact IDR. Mrs says she will 

send an email marked to the attention of the Internal Dispute 

Resolution Team.  

14/04/11 

1.49pm 

Website RACQ issues “Get the Facts” on its website. 

14/04/11 

3.12pm 

Email Mr sends an email to RACQ Insurance replying to the 

email containing the settlement offer from 31/03/11 attaching 

the signed settlement offer.  

14/04/11 

4.56pm 

Telephone Mr calls Customer Dispute Resolution Officer at 

RACQ Insurance. Mr states that RACQ Insurance has 

information identifying his family on its Facebook page and he 

wants it removed straight away and that he is now receiving 

calls from the press and will respond via the press 

accordingly. 

14/04/11 

 

Telephone A number of subsequent telephone messages are left with a 

number of RACQ Insurance staff by the over the 

course of the evening regarding the “Get the Facts” posting. 

14/04/11 

7.48pm 

Newspaper The Courier Mail publishes a story about Mr and Mrs 

claim with RACQ Insurance, including their allegations that 

they had no choice but to live in tents. The story refers to the 

post on the RACQ insurance website about the claim. 

Mrs  confirms that she received $15,000 from RACQ 

Insurance before the Ipswich meeting. 

15/04/11 

8.18am 

Email RACQ Insurance replies to Mr  email from 3.12pm 

the previous day, advising that the balance of the agreed 

settlement ($210,007.65) will be paid via EFT that day. 

Payment to  made. 
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15/04/11 Telephone Graham Dale telephones to discuss 

concerns regarding “Get the Facts”.  Mr advises at 

outset they have appointed legal representation. Mr 

says that letter will be forwarded later that day. Mr Dale asks 

that his legal representatives address that correspondence 

directly for his attention.  

15/04/11 

12.06pm 

Letter RACQ Insurance receives letter from Legal Aid Queensland 

regarding the “Get the Facts” posting on Facebook on 14 April 

2011. 

15/04/11 Letter  McCullough Robertson, solicitors, respond to Legal Aid 

Queensland on behalf of RACQ and RACQ Insurance and 

dispute their allegations. 

15/04/11 

3.14pm 

Email RACQ Insurance sends an email to Mr  confirming that 

their settlement payment has been processed via EFT. 

15/04/11 Television ABC Lateline broadcasts a story with reporter 

about Mr and Mrs  

16/04/11 Television ABC News 24 broadcasts a story on the  family. 

18/04/11 Television Channel 9 Today Show has a story about Mr and Mrs   

19/04/11 Letter McCullough Robertson writes to Legal Aid Queensland 

regarding the . 
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1 INTRODUCTION 

1.1 Overview 

The property at East Ipswich was flooded between 11 January and 13 January 2011. 

The flooding occurred during the widespread Ipswich, Brisbane and local regional floods of the same 

period. The purpose of the report is to provide advice on the cause of flooding at the subject 

property. This report has been prepared by Water Technology Pty Ltd; specialist flooding engineers. 

Analysis of the relevant events surrounding the floods has been a time consuming and difficult task 

given the extensive nature of the flooding in the region and the complex surrounding circumstances.  

Investigations have been further hampered by the unavailability of key data which despite requests, 

has not been provided by the relevant authorities. 

1.2 Available Data 

The following data was used in compiling this report: 

 A site inspection of the subject property and other properties within Ipswich and surrounding 

area. 

 Interviews with residents and witnesses. 

 Rainfall and stream discharge and height data supplied by the Bureau of Meteorology and the 

Department of Environment and Natural Resources, respectively. 
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2 GUIDELINES AND TERMINOLOGY 

The terminology used in this report is provided in Table 2-1.  This terminology is based on the 

glossaries of following documents and information from the Bureau of Meteorology, with additional 

information and examples provided by Water Technology to further clarify the use in this report: 

 

1.  SCARM 

 

2. 

Natural Resources and Water.  

3. - State Planning Policy 

 

4.  Volume 1  ution 

of Engineers Australia. 

5. Bureau of Meteorology (2011) definitions and terminology as listed on their webpage 

http://www.bom.gov.au/hydro/flood/flooding.shtml#definitions_terminology 

 

Table 2-1 Standard Terminology 

Term Definition 

Annual Exceedance 

Probability (AEP) 

The probability of exceedance of a given discharge within a period of one 

year.  Can be expressed as a percentage (eg 1% change in any one year) or 

1 in Y [years] (eg a probability of 1 in 100).  This report will generally use ARI 

terminology. 

Average Recurrence 

Interval (ARI) 

The average or expected period between exceedances of a given discharge 

expressed in years. This is a another method of expressing the magnitude 

a flood event is a statistical estimate that gives no indication of when a 

flood of that size or larger will occur next. 

Backwater No definition in documents listed above.  We define as a body or area of 

water where there is little or no current that is connected to a drainage 

system or receiving water either above or below ground (pipe drainage).  

The water level of the backwater area is governed by the adjacent drainage 

system or receiving water. 

Breakout  No definition in the documents listed above.  Breakout flows occur when 

flow in a river system reaches a level high enough to engage a wider or an 

alternate flow path other than the normally defined channel. 

Catchment The area of land contributing stormwater runoff to a particular site or point 

under consideration.  It always relates to a particular location and includes 

the catchments of tributary streams as well as the main stream. 
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Term Definition 

Critical Storm 

Duration 

The duration of the storm event that produces the largest flood discharge 

at the location of interest. Critical storm duration depends on the 

catchment size, topography (slope, drainage path, presence of storages or 

basins), magnitude of storm, land use of the catchment (eg urban, rural or 

forest).  In general terms the critical storm duration provides an indication 

of how long a catchment takes to deliver peak flow to a particular point of 

interest following rainfall commencement.  When the rainfall is not at a 

constant intensity the timing of the peak flood will depend on the temporal 

pattern of rainfall. 

Detention Basin A large, 

stormwater runoff.  These basins are normally maintained in a dry 

condition between storm events. 

Drainage System A system of gully [street or field] inlets, pipes, overland flow paths, open 

channels, culverts and detention basins used to convey runoff to its 

receiving waters. 

Flash Flood Sudden and unexpected flooding caused by local heavy rainfall either at the 

site in question or upstream.  Often defined as flooding within six hours of 

the rain which causes flooding. 

Flood The temporary inundation of land by expanses of water that overtop the 

natural or artificial banks of a watercourse, including a drainage channel, 

stream, creek, river, estuary, lake or dam, or any associated water holding 

structure.  A flood can be caused by excessive rainfall, storm surge, 

dambreak or a tsunami. 

Local Runoff  

Minor flood level A flood level that causes inconvenience. Low-lying areas next to 

watercourses are inundated which may require the removal of stock and 

equipment. Minor roads may be closed and low-level bridges submerged. 

Moderate flood level In addition to the above for minor flooding, the evacuation of some houses 

may be required. Main traffic routes may be covered with flood waters. The 

area of inundation is substantial in rural areas requiring the removal of 

stock. 

Major flood level In addition to the above for minor and moderate flooding, extensive rural 

areas and/or urban areas are inundated. Properties and towns are likely to 

be isolated and major traffic routes likely to be closed. Evacuation of people 

from flood affected areas may be required. 

Rainfall Intensity The rate at which rain falls, typically measured in mm/hour.  Rainfall 

intensity varies throughout a storm.  This variation is called a temporal 

pattern. 

Receiving Waters A body of water (normally sea, river, creek or larger drainage system) that 

receives flow from a generally smaller (tributary) drainage system.   

211



J1680-28 

The January 2011 Flood   Ipswich 

 4 

Term Definition 

Runoff  That part of rainfall which is not lost to infiltration, evaporation, 

transpiration or depressions in the ground.   

We add that for the purposes of investigating or studying a flood it is the 

syst

locally to a point in question (i.e. within a backyard) and has not yet 

reached a drainage system. 

Stormwater Flooding heavier than 

usual rainfall.  Stormwater flooding can be caused by local runoff exceeding 

the capacity of an urban stormwater drainage system or by the backwater 

effects of mainstream flooding causing urban stormwater drainage systems 

 

We add that the capacity of the local stormwater drainage system to drain 

runoff can be lessened by backwater effects of a downstream receiving 

water system or by obstructions.  Inundation caused by backwater 

surcharging out of a stormwater drainage system from a flood would not 

necessarily be classed as stormwater flooding as the source of water or the 

flood level reached may not be caused by local runoff. 

Surface Water or 

Inundation 

Any water collecting on the ground or in an open drainage system or 

receiving water body.   

In this report we use these terms to discuss water before it is categorised 

into flood, stormwater or other. 

 

 

a) Flood  is rising water which enters a home as the result of it running off or overflowing 

from any origin or cause; 

b) Flash flood and stormwater runoff  is a sudden flood caused by heavy rain that fell no 

more than 24 hours prior to the flash flood or stormwater run off; and 

c) Water inundation  is the influx of water onto the property (ie the expression is not being 

used to refer only to properties which have been completed immersed in water). 

In preparing this report the author is therefore cognisant of clarifying the time to flood as the time 

ood-

standard definition defined in CSIRO (2000). 
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3 OCCUPANT S TIMELINE OF EVENTS 

3.1 Details of Insured Property 

Photographs of the property are attached as Appendix A. 

3.2 January 2011 Flood 

 

A site visit was undertaken by Water Technology on 16 February 2011 and the following people were 

interviewed at that time: 

 (occupant of  

 (occupant of  

 (occupant of ) 

 

Table 3-1 shows a timeline of events for the January 2011 flood at 14 Barry Street. The timeline is 

based solely upon the interviews held during the site visit.  

3.3 November 2008 Flood 

The occupant stated that a similar flood with similar rainfall and runoff behaviour occurred in 

November 2008. That is, local stormwater runoff ponded in the property to a depth approximately 

300mm below the floorboards in the first level.  

 

The occupant noted that the Bremer River flood in November 2008 did not reach the subject 

property. 
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Table 3-1 Occupant's Event Timeline - January 2011 Flood 

Date (2011) Time 
1
 Event 

Tue 11 Jan 0600 Water running into yard of the subject property from the backyard of  

 1100 to 1230  Very heavy rainfall 

 Overland flow across the gravel driveway of (upstream 

of the subject property) scours the driveway. This water flows to the 

subject property  

 1200  Water commenced ponding in backyard 

 Checked field gully in property and it was not blocked by debris 

 Water is still flowing into Stormwater drains in 

 1300  Ponded water in backyard rose very quickly to a level just under the 

first floor  

 Evacuated property 

 Water up to front step of house 

 Water ponded in footpath of beside property 

 Water is still flowing into Stormwater drains in 

 Water in the street stormwater drains was spilling over the road 

towards the Bremer River 

 

River water was not visible from adjacent to the subject 

property  

 1500 Rain stopped 

 1900  Owner returned to property 

 Water approximately 11inches (approximately 28 cm) above floor 

boards in the first floor 

 2200  Water was ponded to a level with the concrete steps in the footpath 

beside the subject property 

 Bremer River had not crossed Blackall St 

Wed 12 Jan Between 0200 

and 0330 

Bremer River water crosses 

 1600  Flood peaked in Ipswich (according to occupant of  

 Bremer River increased flood level in house by approximately 1m 

Thur 13 Jan 0900  One metre of water under house 

 Bremer River water level had subsided 

Notes: 

1) The occupant stressed that the times quoted are approximate only and may be in error by up to 1 hour 
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4 ANALYSIS OF AVAILABLE DATA 

4.1 Local Catchment 

4.1.1 Catchment Description and Stormwater Behaviour 

Figure 4-1 shows the stormwater catchment draining to  The following is of note: 

 The catchment area is approximately 2.73 ha. 

 is contained within a large depression bounded by and  In 

stormwater management language the site is best described as a detention basin. 

 There is a 375mm pipe culvert draining the depression. This is the way water can leave 

the site. 

 The culvert inlet is covered by a self-cleaning trash rack. 

 The culvert connects with the stormwater network in the street. 

 Culvert capacity will be controlled by: 

 The pipe diameter draining the basin. 

 The volume of water in the street stormwater pipes; with large flows in the 

street stormwater pipes reducing the capacity of the pipe draining the basin. 

 The Bremer River water level; with elevated river levels reducing the capacity 

of the pipe draining the basin. 

 

A visual inspection of and indicates the following: 

 The low point in the kerb and channel is in beside the property. It 

appears likely that stormwater flowing within the kerb and channel of these streets may flow 

over the kerb and enter the subject property.  

 The stormwater catchment draining to the subject site may be larger than that indicated in 

Figure 4-1 with directing additional water from north. The discrepancy is most 

likely due to the 0.5m elevation data used to define the catchment. Notwithstanding this, if the 

catchment is indeed larger than that shown in Figure 4-1, the volume of stormwater draining to 

the site will only increase. 

4.1.2 Conclusion 

The subject property is located within a detention basin with a 2.73 ha catchment. Discharge from 

the basin is controlled by a small diameter outlet pipe (ie the culvert) whose effectiveness is likely to 

be reduced by the capacity of the downstream pipes and the Bremer River water level. If there was 

intense rainfall in the local catchment it is easily possible that the detention basin will fill to the road 

level, which is clearly above the level of much of the house. 
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Figure 4-1 Stormwater Catchment draining to  

 

 

  

 

 

Railway 

Culvert 
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4.2 January 2011 Event Timing 

 

Figure 4-2 shows the location of rainfall gauges and the Bremer River water level gauge adopted for 

this study. The gauges are the best available relevant data for the event. Figure 4-3 shows hourly 

rainfall totals for the January 2011 storm for selected rainfall stations in the vicinity of the subject 

property. Given the spatial distribution of a storm, it is expected that the rainfall timing and totals 

will vary across Ipswich. This is confirmed by the results shown in Figure 4-3. Therefore, rainfall 

totals for the subject site will vary from that of even nearby sites. Notwithstanding this, the rainfall 

record of nearby stations does provide indicative timing and depth for rainfall at the subject site and 

confirms the statement of the property owner that intense rainfall fell for approximately 1.5 hours 

around 1200 hours on 11 January.  

 

Figure 4-4 shows the hourly rainfall totals for the Brassall (Hancocks Bridge) rain gauge together with 

Bremer River (Ipswich City) water levels for the event. Figure 4-4 shows: 

 The local rainfall ceased some 18 hours before the Bremer River flood peak. 

 The Bremer River gauge level (Ipswich City) at the cessation of local rainfall was approximately 

12 m and peaked at 19.4 m. 

 

 

Figure 4-2 Locality Diagram for Adopted Rainfall and Stream Gauges  
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Figure 4-3 Hourly Rainfall Totals for the January 2011 Storm for Selected Rainfall Stations in 

the Vicinity of the Subject Property 

 

 

 

 

Figure 4-4 Hourly Rainfall Totals and Bremer River Water Level for the January 2011 Flood 
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4.2.1 Conclusion 

The local rainfall and Bremer River water level assessment confirms the statements of  

 

 Rain started falling at approximately 6am on 11 January 2011. 

 Heavy rainfall occurred around approximately midday on 11 January 2011. 

 The rainfall occurred well before and is independent of the Bremer River flood peak. 

 At the time of the cessation of the local rainfall the Bremer River was still some 7 m below its 

eventual flood peak and would not have inundated the property at this time. 

4.3 November 2008 Event 

Given that the occupant of the subject property stated that January 2011 flood had similar rainfall 

and stormwater behaviour of the November 2008 flood at the same property, a comparison of the 

behaviour of both storms was made.  

 

 

Figure 4-5 Comparison of 20 November 2008 and 11 January 2011 Rainfall at Tullegulla (near 

Rosewood)  

 

The 2008 rainfall can be seen to have occurred on two separate occasions some 18 hours apart.  The 

2011 rainfall, however can be seen to have fallen in essentially one burst commencing at 6am on the 

11
th

 of January 2011 and concluding some 9 hours later at approximately 1500.  This event is more 

likely to produce stormwater runoff flooding at than the 2008 rain as the prolonged 

nature of the burst on 11 January provided no opportunity for the resulting runoff to drain away. 

 

Consequently we are of the opinion that the rainfall pattern for the 2008 flood is too dissimilar to 

the 11 January 2011 flood for any useful comparison to be made, except to note that if the property 

was inundated by stormwater runoff in 2008, the rainfall on 11 January 2011 is more likely to have 

caused stormwater runoff due to the larger quantity of rainfall delivered in a continuous burst. 
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Figure 4-6 Comparison of 11 January 2011 Rainfall at Tullegalla and Brassall  
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5 THE BREMER RIVER PEAK 

5.1 General 

As referred to earlier in this report, the rain stopped falling at approximately 1500 hours on 11 

January 2011.  At the time of the cessation of the rainfall the Bremer River was still some 7m below 

its eventual floodpeak.  By the time the Bremer peaked, the property at was inundated 

to the extent of approximately 1m above the 1
st

 floor level. 

It has therefore been necessary to consider as part of the investigation of the inundation of the 

property at , the mechanisms that lead to broad scale flooding in this region. 

5.2 Meteorology 

The National Climate 

overview of the January 2011 rainfall which resulted in the inundation event in Ipswich.  Several 

extracts of this report are quoted below: 

 

Major Rain Events of the Period 

... 

10 to 12 January. An upper-level low combined with a humid easterly flow to bring very 

heavy rain to southeast Queensland and northeast New South Wales. The heaviest falls 

were in the areas north and west of Brisbane. ... Three-day totals exceeded 200 mm over 

most of the area bounded by Brisbane, Gympie and Toowoomba, including the majority 

of the Brisbane River Catchment. Further south, totals exceeding 100 mm extended to 

the coast and adjacent ranges of New South Wales north of Coffs Harbour, locally 

approaching 200 mm on parts of the Northern Tablelands, and also extended into inland 

southern Queensland as far west as Dalby. The heavy rain covered a smaller area than 

was the case in the late December event. The highest daily totals observed in the 

gular network were 298.0 mm at Peachester and 282.6 mm at Maleny on 10 

January, while the highest three-day totals were 648.4 mm at Mount Glorious and 617.5 

mm at Peachester. Intense short-period falls also occurred during the event, with one-

hour falls in excess of 60 mm occurring on both 10 and 11 January at numerous stations 

in various locations north and west of Brisbane. It is possible that higher short-period 

falls occurred in areas between observing sites. 

... 

Extreme Daily Rainfall Totals for the Period 

... 

Peak rainfalls from the 1974 event were substantially heavier than those in 2011.  Many 

stations in the 1974 event experienced daily totals which exceeded 400 mm; the highest 

were 563.2 mm at Mount Tamborine and 561.5 mm at Wundurra, in the Gold Coast 

hinterland, while in the Brisbane area 475.8 mm fell on 26 January at Enoggera 

Reservoir..  1974 also saw much heavier rainfall in metropolitan Brisbane than 2011, 

-day and peak one-day totals of 600.4 mm and 314.0 mm in 1974 

comparing with 166.2 mm and 110.8 mm in 2011. However, in 1974 the heaviest rains 

were close to the coast, whereas in 2011 heavy falls spread further inland, and on the 

western fringe of the Brisbane River catchment and on the Great Dividing Range 2011 

was the wetter of the two events (Figure 5 ...). The weeks prior to the 1974 event, whilst 

wetter than normal, were also less wet than the equivalent weeks prior to the 2011 

event. 
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Figure 5-1 Three day rainfalls for 10 to 12 January 2011 

(extract from Figure 5 - BOM, 2011) 

 

 

 

Floods resulting from the rainfall 

The most destructive floods during the period occurred during the second week of 

January in the southeast corner of Queensland and adjacent border areas of New South 

Wales. There was major flooding through most of the Brisbane River catchment, most 

severely in the Lockyer and Bremer catchments where numerous flood height records 

were set ..., along with the Toowoomba area just outside the Brisbane catchment. In 

Brisbane it was the second-highest flood of the last 100 years, after January 1974. The 

flooding caused substantial loss of life, and thousands of properties were inundated in 

metropolitan Brisbane and elsewhere. Major flooding with inundation of properties also 

extended inland to the upper Condamine-Balonne catchment, with Chinchilla and Dalby 

being severely affected for the second time in less than a month. ... 
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5.3 Rainfall and Stream Gauging Stations 

 

Set out in Figure 5-2 and Figure 5-3 is the location of the rainfall and stream gauging stations in the 

entire catchment for the Ipswich area. 

 

Figure 5-2 Ipswich Catchment Rainfall and Stream Gauging Stations 
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Figure 5-3 Ipswich Catchment Rainfall and Stream Gauging Stations  Ipswich Area 

 

5.4 Analysis 

A substantial amount of rain fell in the Bremer River catchment from around 6.00am on 11 January 

2011 and as this water headed down the Bremer River towards the junction with the Brisbane River, 

the Brisbane River started to have an effect. The level of the Brisbane River was high at the time due 

to releases from the Wivenhoe Dam because of the rain which had fa

from early on 9 January 2011. This meant that the Bremer River could not drain into the Brisbane 

River as quickly as it normally would.  This, combined with the rainfall in the Bremer River 

catchment, caused flooding in Ipswich. 
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6 CONCLUSIONS 

6.1 Summary 

The property is located within an area that could be described as a detention basin with a 

2.73 ha catchment. Discharge from the basin is controlled by a small diameter outlet pipe whose 

effectiveness is likely to be reduced by the capacity of the downstream pipes and the Bremer River 

water level.  If there was intense rainfall in the local catchment it is easily possible that the detention 

basin will fill to the road level (which is higher than much of the subject property). 

 

An assessment of local rainfall and Bremer River water levels confirm the statements of 

 

 Rain commenced at approximately 6am on 11 January 2011. 

 Heavy rainfall occurred around approximately midday on 11 January 2011. 

 The rainfall occurred well before and is independent of the Bremer River flood peak. 

 At the time of the cessation of the local rainfall the Bremer River was still some 9 m below its 

eventual flood peak and would not have inundated the property at this time. 

 

The occupant stated that a similar flood with similar rainfall and runoff behaviour occurred in 

November 2008.  That is, local stormwater runoff ponded in the property to a depth approximately 

300mm below the floorboards in the first level.  The occupant noted that the Bremer River flood in 

November 2008 did not reach the subject property. 

 

We are of the opinion that the rainfall pattern for the 2008 flood is too dissimilar to the 11 January 

2011 flood for any useful comparison to be made, except to note that if the property was inundated 

by stormwater runoff in 2008, the rainfall on 11 January 2011 is more likely to have caused 

stormwater runoff due to the larger quantity of rainfall delivered in a continuous burst. 

 

6.2 Conclusions 

The following conclusions were drawn: 

 The available data supports the statements of the occupant of and his 

neighbours.  

 The site was flooded by two separate sources: 

 Stormwater to a depth of approximately 11 inches (28cm) above the floor of the first 

floor of the house. This flooding occurred within 24 hours of rainfall commencement. 

 River flooding for approximately 1m above the floor of the first floor of the house. The 

timing of this flooding and the rainfall causative rainfall is currently unclear. 
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7 APPENDIX A  SITE PHOTOS 

 

 

 

 

 

Figure 7-1 Rear of Property Looking Towards Showing Height of First Floor above 

the Ground 

(Source: 

 

 

 

226



J1680-28 

The January 2011 Flood   Ipswich 

 19 

 

Figure 7-2 Field Gully in Backyard of Property 

(Source: Water Technology) 

 

 

Figure 7-3 Rear of Property Looking Towards Street 

(Source: Water Technology) 
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Figure 7-4 Corner of and  Looking Towards the Bremer River  

( is on the Left of the Photo) (Source: Water Technology) 

 

 

Figure 7-5 Corner of and Showing  

( is in the centre of the Photo) (Source: Water Technology) 
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To: Rocco Russo

Cc: DALE, Graham; 

Attachments: (Ipswich) Option 2.DOC; (Ipswich) Option 1.doc

Importance: High

Please consider this with regard to the options prepared yesterday. 

 

Regards 

 

Executive Officer 

RACQ Insurance Limited 

  
PO Box 4, Springwood, Queensland, 4127, Australia 

2649 Logan Road Eight Mile Plains , Queensland, 4113, Australia 

Telephone: +61 (7) 3361 8898   ׀  Mobile: +61 (0) 438788711 ׀  Facsimile: +61 (7) 3841 2995 

Email: michael.magee@racqi.com.au  ׀  Web:  www.racqinsurance.com.au 

 

  

From: [mailto:sustainability1@rocketmail.com]  

Sent: Wednesday, 2 March 2011 17:15 

To: racq 
Cc: @ipswich.qld.gov.au 

Subject: ATTN Mr Bradley Heath CEO RACQ insurance 

 
Mr Heath  
Since you are claiming that information needed for you to investigate the claim is simply not available, please clarify 
for me exactly what "information" is not available,  and when will this "information" be available, a timeframe for this 
"information". Will this "information" ever be available?  
 
It is of the utmost urgency that I request this information. I need to prepare other options for my family and this 
information is paramount to the decisions we need to make.  
 
If there is an issue with the Hydrologists please send me their contact details and the name of the contact person and 
I will be happy to phone them myself to inquire about the reasons for them taking such an unreasonable amount of 
time to produce this report. We will be happy to provide any further information that has been either lost or misplaced 
to eith you or them.  
 
Please respond to this email as soon as possible because my year old does not have a safe bed to sleep in 
tonight.  
 
Yours Sincerely and awaiting your reply  
 

 
 
 
 
 
 
 
--- On Tue, 1/3/11, racq <racq@racq.com.au> wrote: 
 
From: racq <racq@racq.com.au> 
Subject: Emails - Sunday 27th February and Tuesday 1st March 

261



2

To: 
Received: Tuesday, 1 March, 2011, 3:29 AM 

Dear 

  

We refer to your emails of Sunday 27
th
 February and Tuesday 1

st
 March.  Please refer to the attached letter which has 

been express mailed to you today. 

  

Regards 

  

Bradley Heath 

Chief Executive Officer 

RACQ Insurance Limited  

 
$50 off vehicle inspections 
An RACQ vehicle inspection is great for new car buyers, or to check for any faults before your warranty expires. Members get $50 off the 
retail price. For more info visit http://www.racq.com.au/motoring/cars/car_advice/vehicle_inspections 

 
Please Note: If you are not the intended recipient, please delete this email as its use is prohibited. RACQ does not 
warrant or represent that this email is free from viruses or defects. If you do not wish to receive any further 
commercial electronic messages from RACQ please e-mail unsubscribe@racq.com.au or contact RACQ on 13 19 05. 
 

 

  

 
$50 off vehicle inspections 
An RACQ vehicle inspection is great for new car buyers, or to check for any faults before your warranty expires. Members get $50 off the 
retail price. For more info visit http://www.racq.com.au/motoring/cars/car_advice/vehicle_inspections 

 
Please Note: If you are not the intended recipient, please delete this email as its use is prohibited. RACQ does not 
warrant or represent that this email is free from viruses or defects. If you do not wish to receive any further 
commercial electronic messages from RACQ please e-mail unsubscribe@racq.com.au or contact RACQ on 13 19 05. 
 

This communication has been sent on behalf of RACQ Insurance Limited [RACQI]. The information contained in this communication may be privileged and 
confidential. If you are not the intended recipient, any use, disclosure or copying of this communication is expressly prohibited. 
If you have received this communication in error, please delete it immediately. RACQI and its associated entities do not warrant or represent that this 
communication [including any enclosed files] is free from electronic viruses, faults or defects. 
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RACO tnsuronce

3 March 20LL

East lpswich Qld 4305

Dear 

Thank you for your email received on l-'t and 2nd March 2Ol-l-.

I assure you that RACQ lnsurance is committed to resolving your claim as quickly as possible.

Based on current information available to us we hope to come back to you on or before 5.00pm
Friday 4 March 2011, with a decision on your claim. I will try to explain why I cannot be more
definite, and why it has not been possible to make a decision on your claim earlier.

It is widely accepted that the floods that impacted Queensland in late December and January of this
year were an unprecedented event that have had an enormous impact on the whole state. Based on

our investigations so far, the causes of the event involve complex and varied scenarios and this is

certainly the position in lpswich. As best as we can understand, it is not possible to arrive at quick

and definite conclusions about what caused the situation.

ln fact, it has been reported in the media that a number of leading experts are currently considering
the situation for the lnsurance Council of Australia and that those experts are unable at this stage to
reach definite conclusions about many aspects of the Queensland floods.

On top of the complexity and unprecedented nature of the event, things are made worse by the fact
that information that could assist analysts has not been available by relevant authorities. For

example, RACQ lnsurance has made requests to Brisbane City Council and lpswich City Council to
obtain access to hydrodynamic models. This information has not been received.

This event has also placed extraordinary pressure on external people who need to be involved in
assessment of thousands of claims that have been received - for example, hydrologists.

These things are outside RACQ lnsurance's control and unfortunately have caused delays.

For RACQ lnsurance's part, we have establíshed dedicated teams to manage claims and we are in
position to act quickly as soon as all relevant information is to hand. We have also established a

compassionate fund to make payments to some people who may have been affected by the floods.

Overall, RACQ lnsurance has and will continue to do everything it can to progress things as quickly as

possible but we believe it is important to have some regard to external factors, which have had an

impact on the timing for assessing claims. Unfortunately, this unprecedented event is not a situation
that lends itself to quick assessments.

RACQ lnsuronce Limited
ABN 50 009 704 I 52 / AFSL No. 213082

\. /llotoring \, lnsurønce \- Finonce \- Irøvel

RACQ INSURANCE Limited
ABN 50 009 704 1522649 Logan Road Eight Mile Plains QLD 4113
Trading as RACQ lnsurance PO Box 4, Springwood Qld 4127
ww,v.racqinsurance.com.au Ph: (07) 3361 2444 Fax: (07) 3841 2995

4
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RACQ- tnsuronce

ln your email, you have asked about things in our policy such as emergency or alternative
accommodation. At this time, your claim has not been accepted and those benefits do not apply.
The 55,000 payment we have made to you was something we did outside your policy in light of your
personal circumsta nces.

We have given your claim priority in light of your individual circumstances. ln fairness to our many
policyholders that have been affected by this event we are trying to do this across the board where
appropriate circumstances are brought to RACQ lnsurance's attention.

As part of the priority given your claim, we have organised an individual site inspection by a

hydrologist to try to assist with the assessment process. Unfortunately, this has not assisted in
making a quicker decision as it is clear that your situation (as is the case with many others in lpswich)

requires a consideration of regional issues as well as individual circumstances. l'm sure you will
appreciate that RACQ lnsurance has legal obligations to various people and cannot simply pay claims

on the basis of assumed conclusions.

Although RACQ lnsurance's representatives are seeking access to hydrodynamic models from the
lpswich City Council to assist w¡th assessing claims (access has not yet been granted despite
requests), RACQ lnsurance is also looking at other options to enable it to make decisions on some

claims ímmediately. Despite this, your claim is one of the claims where RACQ lnsurance is seeking to
make an immediate decision.

l'm sorry that it has not been possible to make a decisíon on your claim earlier. I hope my comments

explain why this has been the case. We will get in touch with you when we are in a position to make

a final decision on your claim.

Yours faithfully

Bradley Heath
Chief Executive officer
RACQ lnsurance Limited

R'ACQ lnsu¡once Limited
ABN 50 009 704 I 52 I AFSL No. 233082

\ lnsuronce \. Finonce \- liovel\. /l4otoring
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From:

Sent: Friday, 4 March 2011 10:14 AM

To:

Subject: FW: Hydrology report

FYI 

 

Director 

 

WATER TECHNOLOGY • 0429 020 862 • www.watech.com.au 

 

From:  
Sent: Friday, 4 March 2011 9:18 AM 

To: 

Subject: FW: Hydrology report 

 
 

From: admin  

Sent: Thursday, 3 March 2011 2:40 PM 

To: 
Subject: FW: Hydrology report 

 
 

 

From:  
Sent: Thursday, March 03, 2011 3:02 PM 

To: admin 

Cc: 
Subject: Hydrology report 

 

Hi 

I am the owner of  

 

East Ipswich 4305 

 

I have been told by our insurers that the reason that they are not able to make a decision on our claim is that 

you have not provided them with the Hydrology report.  

1. Please provide a date of when it will be sent to RACQ.   

2. Would you please explain to me why after more than 2 weeks this report is not available. 
As your Hydrologists would have understood on the day they came to our home we are unable to even 

access emergency accommodation through our policy until this report has been received. I have tried to 

contact your office several times and consistently are transferred to the Melbourne office and they are 

unable to "help" me with any inquiry. 

 

I ask that you reply to this request urgently as the 51 day delay in being able to access emergency 

accommodation is causing severe emotional, physical and financial hardship on my family.  

 

Awaiting your reply 

Thank you  
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From:
Sent:
To:
Subject:

Tuesday, 8 March 2011 5:14 PM

RACQ|Claim 

Hi ..received message earlier today requesting a call back to your mobile number. I have tried
several times today but received no answer.

Willtry again tomorrow.

Regards.

(Dip Bus - FLM)
Executive Manager - Household Claims & Loss Adjusting

RACG lnsuronce
PO Box 3004
Logan City DC QLD 4123

Phone: 07 
Email: t@racqi.com.au

278



 

 

 

 

 

 

 

 

 

 

 

 

Exhibit 30 

 

 

 

 

 

 

 

  

279



Wright, Adam

From:
Sent:
To:
Subject:

Hi 

    
Tuesday, 8 March 20116:21PM

I was with a builder at 5 when you rang I forgot to take my phone downstairs with me .

Evenings are quite difficult to work around as is here. I am wondering if you would have time to
call us at 930 am tomorrow morning so and I can sit and talk with you and no disruption, 
will be back from  football training in about 20min so if you are still working we could do it then. If
not tomorrow at would be good, we will need about half an hour of your time and I have an excel
document that is almost ready to email you so you can go through it.

Thanks 

--- On Tue, 8/3/11,   wrote:

From:  >
Subject: 
To: t

Received: Tuesday, 8 March, 2011,7:13 AM

Hi ..received message earlier today requesting a call back to your mobile number. I have
tried several times today but received no answer.

Will try again tomorrow.

Regards.

 (Dip Bus - FLM)

Executive Manager - Household Claims & Loss Adjusting

RACO lnsurance

PO Box 3004

Logan City DC QLD 4123
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From:
Sent:
To:
Subject:

Thursday, 17 March 2011 2:58 PM

RE: RACQI Claim 

Thanks for your email 

I acknowledge your request for documentation from your 2008 claim and will get to thís as soon as possible.

 is arranging to visit your property on Monday with our independent provider and will be the contact
point for you. will ensure that our provider collates sufficient information to prepare a detailed scope of works
for repair, and this information will list the areas for repair so you are able to understand this in detail.

Like you we need to be confident that the repair scope includes all necessary repairs within the coverage of your
claim and we will províde this detail in support of our settlement offer to you.

I note in a recent article you are quoted as beíng told by RACQ that you would receive just 50% of the damage bill.
Just to confirm this has never formed any part of my communications w¡th you (or  and we are moving as

quickly as possible to quantifo your claim in line with the coverage detailed in your policy.

Regards,

(Dip Bus - FLM)

Executive Manager - Household Claims & Loss Adjusting

RACQ lnsurance
PO Box 3004
Logan City DC QLD 4123

Phone:
Mobile: 
Fax: 
Email: @racqi.com.au

From :      
Sent: Wednesday, 16 March 2011 10:40 AM
To: 
Subject: Re: RACQI Claim 

Hi 
You normally require requests to be done in writing, so I thought that this email would be appropriate.

Please provide copies of all documentation that pertains to the 2008 claim for flash flooding to our property
as soon as possible, please note that this includes all assessments etc that were done.
Also I would ask that you provide the name of the person attending my home on Monday. I will also
require a copy of the information that was provided to you by the builder regarding this property claim, as I
have stated before I am wanting to confirm that the information that is being looked at is fully encompassed
and I am unable to do that with racqi not providing this documentation. I am wanting to confirm that all
aspects of the damage to our property is looked at and that every area is taken into consideration, the last
thing I want is for you to present me with a scope that fails to cover all items(as this has happened on the
previous claim, I have a very good reason to want to oversee this) and have to wait for another week or two
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for this to be hxed Also , as this is my home I know what is gone and what has not I know the different
areas etc. To be honest I feel that my family has suffered enough from racqi's actions. This needs to be done
quickly, bearing in mind it has been over 2 months of hell for my family.

Looking forward to receiving this information in a speedy manner

--- On Tue,8/3/11,  wrote:

From
Subject: RACQI Claim 
To:
Received: Tuesday, 8 March, 2011,7:13 AM

Hi ...received message earlier today requesting a call back to your mobile number. I have
tried several times today but received no answer.

Will try again tomorrow.

Regards.

(Dip Bus - FLM)

Executive Manager - Household Claims & Loss Adjusting

RACQ lnsuronce

PO Box 3004

Logan City DC QLD 4123

Phone: 

Email: @racqi.com.au

This communication has been sent on behalf of RACQ lnsurance Lìmited [RACQI] The information contained in this communication may be privileged and
confidential lfyouarenottheintendedrecipient,anyuse,disclosureorcopyingofthiscommunicationisexpresslyprohibited
lfyouhavereceivedthiscommunication¡nerror,pleasedeleteitimmediately RACQI anditsassociatedent¡tiesdonotwarrantorrepresentthatthis
communication [including any enclosed files] is free from electronic viruses, faults or defects.
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From:
Sent:
To:
Subject:

   
Thursday, 17 March 2011 11:58 PM

RE: RACQI Claim 

Hello 
Thank you for your email of todays date. Its nice to know that you are not so busy that you are unable to
find time to read the paper. On the date the photo was taken only the photographer was present and asked
us no questions except for the correct spelling of our names. V/e have not and will not conduct our
negotiations with you in the newspapers. does recall some time ago referring the newspaper to your
PDS document ( the one that is freely available to the public on your website). Vy'e as many other people in
South East Queensland have found it an easy document to misinterpret and possibly newspaper writers also
find it diff,rcult to report it accurately using only plain english.

V/e further note that your company at all levels have also been unable to read, interpret and act honestly
with in the confines of the contract you have with us. As I have already expressed to you your contract
required us to be provided with emergency accommodation from the date our house was rendered
uninhabitable. Again I remind you that this was the day prior to the Bremer rising, had no connection with
the flood and at 72 days after we lodged our claim we are certainly able to conf,rrm that you have made no
offer of settlement to us whatsoever be it 50yo or otherwise. This fact is abundantly clear to us and if it
would assist RACQ you have our permission to forward this email to the newspaper requesting publication
as a correction to their article.

expressed surprise that you would still believe that everything written in the newspaper is true.
Possibly you still believe in the Easter Bunny and would you be able to organize for him to deliver our
settlement wrapped in a chocolate egg.

Cheers

--- On Thu,l7l3l11, wrote:

From: acqi.com.au>
Subject: RE: RACQI Claim 
To: "   >
Received: Thursday, 17 March, 2011,4:57 AM

Thanks for your email 

I acknowledge your request for documentation from your 2008 claim and will get to this as soon as possible.

is arranging to visit your properly on Monday with our independent provider and will be the contact point
for you. will ensure that our provider collates sufficient information to prepare a detailed scope of works for
repair, and this information will list the areas for repair so you are able to understand this in detail.
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Like you we need to be confident that the repair scope includes all necessary repairs within the coverage of your
claim and we will provide this detail in support of our settlement offer to you.

I note in a recent article you are quoted as being told by RACQ that you would receive just 50% of the damage bill.
Just to confirm this has never formed any part of my communications with you (or ) and we are moving as
quickly as possible to quantif, your claim in line with the coverage detailed in your policy.

Regards,

 (Dip Bus - FLM)

Executive Manager - Household Claims & Loss Adjusting

RACO lnsuronce

PO Box 3004

Logan Ciry DC QLD 4123

Phone: 

Mobile: 

Fax: 07 34232487

Email: @racqi.com.au

From: 
Sent: Wednesday, l6 March 2011 10:40 AM
To: 
Subject: Re: RACQI Claim 

Hi 
You normally require requests to be done in writing, so I thought that this email would be appropriate.

Please provide copies of all documentation that pertains to the 2008 claim for flash flooding to our property
as soon as possible, please note that this includes all assessments etc that were done.
Also I would ask that you provide the name of the person attending my home on Monday. I will also
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require a copy of the information that was provided to you by the builder regarding this property claim, as I
have stated before I am wanting to confirm that the information that is being looked at is fully encompassed
and I am unable to do that with racqi not providing this documentation. I am wanting to confirm that all
aspects of the damage to our property is looked at and that every area is taken into consideration, the last
thing I want is for you to present me with a scope that fails to cover all items(as this has happened on the
previous claim, I have a very good reason to want to oversee this) and have to wait for another week or two
for this to be fixed Also , as this is my home I know what is gone and what has not I know the different
areas etc. To be honest I feel that my family has suffered enough from racqi's actions. This needs to be done
quickly, bearing in mind it has been over 2 months of hell for my family.

Looking forward to receiving this information in a speedy manner

--- On Tue,8/3/11,  wrote:

From:  @racqi.com.au>
Subject: RACQI Claim 
To : 
Received: Tuesday, 8 March, 2011,7:13 AM

Hi ..received message earlier today requesting a call back to your mobile number. I have
tried several times today but received no answer.

Will try again tomorrow.

Regards.

 Dip Bus - FLM)

Executive Manager - Household Claims & Loss Adjusting

RACO lnsuronce

PO Box 3004

Logan City DC QLD 4123

Phone: 

Email: @racqi.com.au
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you are not the intended recipient, any use, disclosure or copying of this comlnunication is expressly prohibited.
Ifyouhavereceivedthiscomrnunicationinerroqpleasedeleteitimmediately RACQIandìtsassociatedentitiesdonot\Narrantorrepresentthatthiscommunication
[including any enclosed fìles] is free lrom electronic viruses, faults or delects

This communication has been sent on behalf of RACQ lnsurance Limited [RACQI] The information conta¡ned in this communication may be privileged and
confident¡al. lf you are not the intended recipient, any use, disclosure or copying of this communication is expressly prohibited.
lfyouhaverece¡vedthiscommunicationinerror,pleasedeleteitimmediately RACQI and¡tsassoc¡atedentitiesdonotwarrantorrepresentthatthis
communicat¡on [including any enclosed files] is free from electronic viruses, faults or defects
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From:
Sent:
To:
Subject:

Friday, 18 March 2011201PM

RE: RACQI Claim 

 your email is acknowledged and points noted.

To clarify any confusion, our PDS provides cover for damage caused to your home and/or contents by Flash Flood
and Stormwater run-off, limited to 525000 or 50% of the sum insured whichever is the greater. The reason I raised
this in my earlier email was just to try and ensure that you understood that this is not the same thing as paying for
50% ofyour damage.

Our previous offer for you to utilise the Alternative Accommodation coverage within your policy remains and I still
await your further advice in this regard.

As agreed our engineer will be on site this afternoon to complete their inspection and our provider preparing the
detailed scope for repair will be on site Monday morning, both accompanied by who will be your point of
contact.

We will continue to make every effort to expedite your claim as we have discussed.

(Dip Bus - FLM)

Executive Manager - Household Claims & Loss Adjustíng

RACQ. lnsuronce
PO Box 3004
Logan City DC QLD 4123

Phone: 
Fax: 
Email: @racqi.com.au

From: 
Sent: Thursday, 17 March 2011 11:58 PM

To: 
Subject: RE: RACQI Claim 

Hello 
Thank you for your email of todays date. Its nice to know that you are not so busy that you are unable to
find time to read the paper. On the date the photo was taken only the photographer was present and asked
us no questions except for the correct spelling of our names. We have not and will not conduct our
negotiations with you in the newspapers. does recall some time ago referring the newspaper to your
PDS document ( the one that is freely available to the public on your website). We as many other people in
South East Queensland have found it an easy document to misinterpret and possibly newspaper writers also
find it difficult to report it accurately using only plain english.

We further note that your comparry at all levels have also been unable to read, interpret and act honestly
with in the confines of the contract you have with us. As I have akeady expressed to you your contract
required us to be provided with emergency acconìmodation from the date our house was rendered
uninhabitable. Again I remind you that this was the day prior to the Bremer rising, had no connection with
the flood and at 72 days after we lodged our claim we are certainly able to confirm that you have made no

320



offer of settlement to us whatsoever be it 50%o or otherwise. This fact is abundantly clear to us and if it
would assist RACQ you have our permission to forward this email to the newspaper requesting publication
as a correction to their article.

expressed surprise that you would still believe that everything written in the newspaper is true.
Possibly you still believe in the Easter Bunny and would you be able to orgarize for him to deliver our
settlement wrapped in a chocolate egg.

Cheers

--- On Thu,l7l3l11,  @¡acqí.com-au> wrote:

From:  
Subject: RE: RACQI Claim 
To: "   
Received: Thursday, 17 March,20ll,4:57 AM

Thanks for your email 

I acknowledge your request for documentation from your 2008 claim and will get to this as soon as possible.

is ananging to visit your properly on Monday with our independent provider and will be the contact point
for you. will ensure that our provider collates sufficient information to prepare a detailed scope of works for
repair, and this information will list the areas for repair so you are able to understand this in detail.

Like you we need to be confident that the repair scope includes all necessary repairs within the coverage of your
claim and we will provide this detail in support of our settlement offer to you.

I note in a recent article you are quoted as being told by RACQ that you would receive just 50% of the damage bill.
Just to confirm this has never formed any part of my communications with you (or  and we are moving as

quickly as possible to quantifo your claim in line with the coverage detailed in your policy.

Regards,

 (Dip Bus - FLM)

Executive Manager - Household Claims & Loss Adjusting
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RACO lnsurance

PO Box 3004

Logan City DC QLD 4123

Phone: 

Mobile: 

Fax: 07 34232487

Email: racqi.com.au

From:  
Sent: Wednesday, l6 March 201I 10:40 AM
To:  

Subject: Re: RACQI Claim 

Hi ,
You normally require requests to be done in writing, so I thought that this email would be appropriate.

Please provide copies of all documentation that pertains to the 2008 claim for flash flooding to our property
as soon as possible, please note that this includes all assessments etc that were done.
Also I would ask that you provide the name of the person attending my home on Monday. I will also
require a copy of the information that was provided to you by the builder regarding this property claim, as I
have stated before I am wanting to confirm that the information that is being looked at is fully encompassed
and I am unable to do that with racqi not providing this documentation. I am wanting to confirm that all
aspects of the damage to our property is looked at and that every area is taken into consideration, the last
thing I want is for you to present me with a scope that fails to cover all items(as this has happened on the
previous claim, I have a very good reason to want to oversee this) and have to wait for another week or two
for this to be fixed Also , as this is my home I know what is gone and what has not I know the different
areas etc. To be honest I feel that my family has suffered enough from racqi's actions. This needs to be done
quickly, bearing in mind it has been over 2 months of hell for my family.

Looking forward to receiving this information in a speedy manner

--- On Tue, 8/3/11,  wrote:

From: @racqi.com.au>
Subject: RACQI Claim 
To : 
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Received: Tuesday, 8 March, 2011,7:13 AM

Hi  ..received message earlier today requesting a call back to your mobile number. I have
tried several times today but received no answer.

V/ill try again tomorrow.

Regards.

(Dip Bus - FLM)

Executive Manager - Household Claims & Loss Adjusting

RACG. lnsurance

PO Box 3004

Logan City DC QLD 4123

Phone: 

Email : @racqi.com.au

ThiscommunicationhasbeensentonbehalfofRACQlnsuranceLirrited[RACQI] Theinfonnationcontainedinthìscommunicationmaybeprivilegedandconfidential If
you are not the intended recipient, any use. disclosLrre or copying ofthis communication is expressly prohibited
Ilyou have received lhis communication in error, please delete it immediately RACQI and ìts associated entities do not wan-ant or represent that this communication
[including any enclosed files] is lree from electronic viruses, faults or defects

This communication has been sent on behalf of RACQ Insurance Limited [RACQI] The information contained in this communication may be privileged and
confìdential lf you are notthe intended recipient, any use, disclosure orcopying of this communication is expressly prohibited
lfyouhavereceivedthiscommunicationinerror,pleasedeleteitimmediately RACQI anditsassociatedentitiesdonotwarrantorrepresentthatthis
communication [including any enclosed files] is free from electronic viruses, faults or defects
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From:
Sent:
To:
Subject:

Friday, 25 March 2011 9:09 AM

RACQI Claim 

 

As promised this email provídes a further update on progress with your current claim, and your requests for
documentation from your previous claim in 2008. I also have your latest email to our CEO and will cover off on this
as he advised in his response to you yesterday.

Alternative Accommodation

To clarify, this Additional Benefit became available to you upon acceptance of your claim on the 4th of March. This
was discussed at that time and you where to investigate this further over the following weekend and advise me of
the outcomes. ln a later discussion on the 9th of March, we discussed your proposed offer of settlement for this
claim including the inclusion of this benefit. You expressed an opinion at this time that this cover should form part
of an overall cash settlement for this claim which I agreed to include in our final offer. Your comments were that
you had an expectation that the maximum benefit (lO% of the home sum insured) should be applied, to which I

explained that I would consider this fairly and that the basis of any offer would include all of the circumstances and
information available, including the estimated repair timeframe.

lmportantly, this benefit remains immediately available to you. You are covered for the cost of alternate
accommodation limited to the rentable value of your home immediately prior to the damage occurring, limited to a
maximum amount equal to IO% of your home sum insured. I do appreciate that the current rental market and your
personal circumstances (pets etc) make this difficult, however if you would like to pursue this please let me know
and I will be happy to manage this within your claim. Alternately, I will include an allowance for this in the final
settlement offer.

Loss Adiusting Report

I note your comments to our CEO regarding inaccuracies in this report. As previously explained, we utilised these
providers to determine only that a property was inundated and some general information in this regard. You are
aware that for all other aspects we have utilised suitably qualified personnel to progress your claim including a

hydrologist, an engineer, and building trade qualified consultants. As soon as I am able to collate the information
being provided by these specialists I will be in a position to calculate a final settlement offer for you, and at this time
my aim is to have this available for you next week.

Previous Claim - Documentation

Later today I will be emailing this documentation to you. I will spread this over a number of emails as there are a
number of attachments to include.

Regards,

(Dip Bus - FLM)

Executive Manager - Household Claims & Loss Adjusting

RACQ lnsuronce
PO Box 3004
Logan City DC QLD 4123
Phone: 
Email: @racqi.com.au
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From: 
Sent: Thursday, 31 March 2011 5:09 PM
To: 
Subject: RACQI Claim 
Attachments: 

We are now in a position to detail our full and final settlement offer for your claim.

I have attached relevant settlement documentation for your review and where appropriate your completion and
return.

To support this offer I have also attached a number of documents including:

o The scope of works for the required repairs to your home.
o The engineers report which has been incorporated into the scope for repair.
o The report by our Quality & Technical Loss Adjuster.

I would also make the following clarifying comments to assist in this process.

Buildins Repairs

These are detailed within the scope for repair as attached, as provided by the independent, qualified building
consultants. lt is noted that the repairs (including those recommended by the engineer) can be completed within
the allowance provided by your PDS, so all repairs can be completed within this settlement amount.

ln our normal process we would offer this scope to suitably qualified builders and undertake a competitive
tendering process. We are on th¡s occasion prepared to offer this full amount, however if it is your preference we
are still prepared to offer the scope for competitive tender (including any builders of your choice). However should
the cost to complete the repairs as scoped receive a tender below the amount currently estimated we would need
to consider this as the actual cost for which all repairs can be completed.

Engineers Findings

These are detailed in the attached report, and the recommendations have been included in the repair scope as
detailed.

Contents
The loss schedules provided clearly exceed the allowance within the PDS (5O% of your sum insured) and so the
maximum allowance has been allowed.

Alternative Accommodation
We have discussed this additional benefit several times and as agreed I have considered this, along with the
circumstances involved in calculating our offer. The cover available is for the periods where you have been unable
to live in your home, and alternative accommodation costs have been incurred. However, in recognition of the
circumstances involved we are prepared to make this offer as detailed.

lnitial inquiries regarding the rentable value of your home, immediately prior to the loss, with local real estate
offices gave an indication that the property may have rented for 5400-5450 per week. However, this was a difficult
exercise which would require further investigation to be completely accurate with the weekly allowance. ln
recognition of this and in an effort to progress your claim we have allowed a weekly rental amount of $500.
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The estimated repair timeframe to complete all repairs is 3 months. However, in funher recognition of the
circumstances, and the pressure on repair trades etc at this time we have made allowance for 6 months alternative
accommodation (26 weeks) and this is now reflected in our offer as detailed.

lamoutoftheoffícenowuntilnextTuesday,howeverlwillbecheckingmyemailswhenable. lfyouhaveany
queries or require any further clarification please don't hesitate to email me and I will respond as soon as possible.
Alternately, should you wish to discuss this further please let me know and I will call you on my return to the office
on Tuesday.

Regards,

 (Dip Bus - FLM)
Executive Manager - Household Claims & Loss Adjusting

RACQ. tnsuronce
PO Box 3004
Logan City DC QLD 4123

Phone: 
Email: @racqi.com.au
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RACQ- Insuronce
RACQ ln$¡r.no L6
$ 0@ 70. 152
2ô{9 Lognn Rd, Elglt MlL Phiß, OLD al f 3
PO Box 30O4, Log¡n C¡ty, QLD 4l l,l

T.þphon. 137 2ü¿ Fþlnllo (04 3031 2750

3l March 2011

EAST TPSWTCH 4:105

Dcrr 

Rc: RACOI Houschold lnsurance Claim 

Wc ¡n plern to advisc wc arê now in a position to offcr ¡ full and final settlcmant for your cþim.

Thi¡ full ¡nd final settlement offer h¡s been calcul¡tcd a¡ follow¡:

Buildln¡ rcpairs lncludin¡ cnglnccr: recommcndatlon S145,307.6j

Contcntr (limitcd to 5096 of yoursum insured) S 57,OOO.OO

Allowrncr for Ahe rn¡tivc Accommodation S 13.00O.OO

Subtot¡l S225,302.6j

L.rs ¡mount alrardy pald (515000.00) and cxccss (SfOO¡ S tS.3æ.00

FULL & FINAT SETTTEMENT OFFER 3210,æ?.65

To acccpt thl¡ offcr plctsc complcte and rcturn thc ¡ttached form.

lf you arc dls¡atisffcd with thc position wc havc t¡kan in rcl¡tlon to thi¡ mattcr, RACQ ln¡u¡¡nct h¡s
an rppcal proccss that we would like you to bc awarc of.

Encloscd ¡s a Customer lnformation Shect outllning thls procGss should you wish to dispute our
drci¡ion. Pleasc rcad thc Cu¡tomcr lnform¡tion Shoct carcfully to ensurc your claim complior wlth
thc rcquirements determlned by the extcrnal dispute rcsolution scrvicc.

Rcgards,

Exccutive Manas¿r- Household Claims & loss Adiustine

RACQ lnsurance Limited ABN s() N9 704 t52

RcolEr oeloe(ì) \ Motoríng \ lnsurrrrce \ Irovel \ Enoncc
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RACQ- Insuronce

CUSTOMER INFORiIATION SHEET

HOWTO TAKE A COiIPLAINT

RACO lnsurancs provides a lhce and imprrüal revicw procGsr Est¡bli¡hed to attend to any complaint
you may havo in rolation to our products or our claim¡ proc{r33.

Ple¡¡o rcfcr your compldnt to ut by writing to RACQ lnsurance - Customer Disputc Resolution
DopaÛnont PO Box 30O4 Logan C¡ty, OLO 4114 o¡ by tolcphonin g 13 72 02. Your complaint will Ülcn
bo roviowod and rcbncd to tlre appropriatr sùrff by our complrint managcr. lf you arc not sati¡frcd
that your complalnt is rc¡olv.d, wc cen osc¡letc your complaint to thc noxt stago of thE frec and
imparthl rcvi¡w proc.s¡ in our lnlomal Oirputrs R¡¡olution (lDR) process.

Wüin th¡ RACQ lnsuranc¡ lnbrnal Dirputæ Ro¡olution (lOR) proccrs, thc mattcr will bo trc¡tcd as
a dirputo. Tho IDR i¡ an RACQ ln¡uranco rcpnsrnùrtlvo, indopendcnt of thc claim docision prooo3s,
wiüt thc appropriatc knourlodgc, skills ¡nd authorig to doel wiür tho disputc. Your disputo will bo
con¡idorod and you will bc notifiod of üre IOR dcci¡ion within fifio¡n bueiness days of our recciving
notbc of tho dirputr. Th¡rr i¡ no coet to you lor th¡ abov¡ procass.

ll your dlrputr rum¡in¡ unn¡olvrd to your retbfrcilon:

RACQ In¡unncc is ¡ mrmbcr of tho insunncc indusüy approvrd cxtcrnal disputo rcroluüon scrvicc
knorn as thc FinancialOmbudsman Scruicr Limit¡d. Thc FinancialOmbudsman S¡rvice Limit¡d is in
pleco to assi¡t in rorolving disputer bctwcon conrumGrs (you) and thr partbipeting financial scrvicc
providor (RACO lnsurencc).

Not¡: Th¡ Financjel Ombudcman Scrvico Limitcd roquircc ürat our intemal disputo procesr bc
allowod th. opPortuni$ to rcrolvc your complrinl prbr to bring rofoned o thc seruicc for it¡ ranicw
ard considcration.

You can contact th¡ Finanaial Ombudcman Sorvic¡ Limitod, who can advi¡¡ you whcthcr your
dllputc is onc wttbh fall¡ within their Torms of Roforoncr. Ju¡t wdt¡ to thc Finañci¡l Ombudó1an
Soruice Límitod, GPO BOX 3, Molboumo VIC 3001 or trlcphonc 1300 780 808 (local cail cost lbr
oontumof3 ouËiclo thc Ma-lboume mctropolitrrn area). Furthcr information can also br obtaincd by
viritirg üeir wcbsitr: www.fbs.org.au.

RACQ lnsuronce Limited ABN s0 009 704 tsz

Moloring \ lnsuronce \ frovd \RCOLETI 09/09(D
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31 March 2011

SETTLEMENT ACCEPTANCE

Household lnsurance Claim

lnsureds: 
Claim Number: 
Damaged Property:  EAST IPSWICH, QLD 4305

We agree that payment by RACQ lnsurance of the total amount of:

Two Hundred & Twenty-Five Thousand, Three Hundred & Seven Dollars, & Sixty Five Cents
(5225,307.6sl'

represents full and final settlement of our claim referred to above.

We agree that Fifteen Thousand Dollars (515,000.00) has been paid to date, and the balance to
complete full and final settlement of our claim is Two Hundred & Ten Thousand, & Seven Dollars, &
Sixty Five Cents (5210,007.65)

We agree that by accept¡ng payment we are acknowledging that RACQ lnsurance has fully complied
with its obligations in respect of our claim.

We further agree that this arrangement is confidential, and agree not to disclose this document, or
any matters, negotiations or discussions whatsoever relating to this document and/or our claim.

This Acceptance must be signed by all policyholder/s

Name: 

Signature:

Date:

Name: 

Signature:

Date:

Witness Name:

Signature:

Date:
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Streaf-n
Æ-

ililiklassist

31t0312011

RACQ INSURANCE
2649 Logan Road
EIGHT MILE PI.AINS
QLD 4113

For The Attention of: 

SCOPE OF WORK

Dear 

CUSTOMER: Ms  East lpswich Q 4305
CLIENT REF: 
STREAM REF: 

As per your reguest we engaged one of our licenced building consultants 
- QBSA Lic:1123781) to attend site and compile a detailed scope of works.

This detailed Scope of Work is attached for your consideration.

Kind regards,

Stream buildassist
Claims Team

Stream Group Aust Pty Ltd Address: Fû Ur-rx 71)!.1,. t:,i(-.itrlr:i¿-' t.ilL', I.;(:t)

Ph: I ltll)76(.,!li() ; Fax: t-j007(,1:')82 : ABN: r)ù j l;'j rl.l ' '',iJ 1
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Orr Rel No 

Scope of Works

AIR CONDITIONING
MATERIALS LABOUR

\o. TEM NAME QTY UNIT Qry UNIT
1 Split system airconditioner

(a) Remove and replace 5 split system
AJC units PC Sum for supply $1300.00
each PA sum for install $400 each

5.00 ea 500 ea

Total $ 11,220.00

BUILT IN FLOOR COVERS
MATERIALS LABOUR

No ITEM NAME QTY UNIT QTY UNIT
I Vinyl

(a) Supply and install new vinyl to match
existing to all downstairs rooms 60.00 m2 60.00 m2

2
Supply and install new vinyl to match
existing to upstairs rear entry, laundry,
and toilet

18.00 m2 18.00 m2

3 Floor
(a) Sand and polish to match existing to
kitchen, pantry, lounge room, dining
room, bedroom 2 and 3

85.00 m2 85.00 m2

Total $ 10,665.60

PRELIMINARIES
MATERIALS I.ABOUR

No ITEM NAME OTY UNIT QTY UNIT
1 Statutory lnsurance

(a) BSA lnsurance Premium 1.00 No
2 Construction Management

(a) Provision of supervision. 8.00 hrs
3 Waste Management 

I
-|-

(a) Provision of 6 cubic metre skip. I Z.OO ea

Total $ 2,700.39

RETAINING WALL / PIERS
MATERIALS LABOUR

No. I|TEM ryAtvlE OTY UNIT QTY UNIT

1 1.00 Lot

Total $ 29,040.00

EXTERNAL WORKS
MATERIALS LABOUR

No. TEM NAME QTY UNIT QTY UNIT

Slream Group Ausl Ply Ltd,
Ad.lrêss: P O Bor 7128, Brendâlê, Old 4500 Ph: 1 300 766 S8O Fex: 13OO 766 982 ABNi 90 t2B 027 SOI BSA
LlCr 1'l35193
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Our Rel No E

Str€añ Group Ausl Pty Lld
Address; P O Box ?128. Brendale. Old 4500 Phi 1300 766980Fax, t3OO 766 9O2ABN:90 t2B 027 S01 BSA
Ltc't135193

'l
Flyscreens to all windows on lower level r
11 and remesh front security screen door 12.00 ea 15.00 hrs

2
PC sum for repairs to kids forU cubby
house in back Vard $1 100.00 1.00 Lot

3
Pressure clean all external brickwork and
cladding on lower level on completion of
reparrs

1,00 Lot

Total $ 6,039.00

LAUNDRY / REAR ENTRY
MATERIALS LABOUR

,¡O. ITEM NAME ow UNlT QTY UNIT
1 Kitchen Joinery/Cabinetry

(a) Supply and install new shelf unit
behind back door 1000mm x 500mm x
900mm high

1.00 Lot 2.00 hrs

(b) Supply and install 6 shelves to línen
380mm x 600mm 6.00 ea 4.00 hrs

Total i 1,293.60

BAT HROOM
MATERIALS LAB OUR

No. ITEM NAME QTY UNIT QTY UNIT
1 Carpentry

(a) Remove lerrazo floor covering and
prepare floor for walerproofing and new
tiles

1.00 Lot 12.00 hrs

(b) lnternal Door
- Flush panel- remove and replace
includinq iamb and new hardware 1.00 No 4.00

2 Dry Lining/Plastering
(a) Fibro cement
- Ceiling sheeting- remove, prepare
framework, supply and fit 5.00 m2 600

- Wall Sheeting- remove, prepare
framework, supply and fit including
assosiated moldings

22.OO m2 8.00

3 Plumbing
(a) Bath
- Remove and repalce to match existing 1.00 ea 4.00
(b) Waterproofing
- Apply waterproof membrane to floor and
walls in accordance w¡th Australian
Standard (4S3740)

15.00 m2 8.00

(c) Basin
- Replace to match existing 1.00 ea 4.00

4 Tng
(a) Supply and install new ceramic tiling
to floor, walls around bath / shower up to
1800mm high and splashback PC sum
for supply $35m2

18.00 m2 18.00 m2

5 Bathroom Joinery/ Cabinetry
(a) Vanity unit- full replacement 1,00 ea 6.00 hrs
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Our R6t No EJ254l

911,167-20

LOUNGE ROOM

Carpentry Remove and replace Masport
free standing fireplace PC sum for supply
$1600.00

KITCHEN

(a) Supply and install 900mm gas free

- Oven PC Allowance $1600

- Supply and install folding microwave
shelf to kitchen
(b) Telephone cupboard fixed in kitchen
behind linen
(c) Bench top only ¡n pantry

- Supply and install new laminate kitchen
consisting of 6 doors, 4 draws and 2 pot
draws 5.3 lin mtrs total length

(a) Supply and construct fixed shelf units
to sunroom and bedroom 2 PC lor supply
$500 each
(b) Supply and install new built in robe to
bedroom 1 3200mm x 600mm Double
sliding doors top shelf and hanging rail, 7
draws in middle
(c) Timber skirtings and moldings upper
and lower levels
(d) lnternal Door Supply and install 2 @
620mm, 4 @770mm and2 @520mm

all hardware and jambs
(e) External Door Supply and install new
front and rear 870mm x 2040mm hollow
core external doors, reuse hardware

PAINTING LOWER LEVEL

$ 10,375.20

Slroam Group Aust Ply Lld
Address POBox7t28,Brendalo,Qld4500Ph:130O766980Fa¡:1300766982ABN:90t2002750tBSA
tlc: 1 13s193
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Our Ref No E32541

Slrsam cmup Ausl Pty Lld
Addross PO.Box7l28,Brêndate,Otd4500Ph:1300766980Far:t3OO7669B2ABN:90t28O2750tBSA
I lc I l35tq3

No. ITEM NAME QTY UNIT QTY UNIT
I Painting

(a) Reinstated plasterboard/ FC

- Walls and molding+ seal, prepare and
reoa¡nt to match ex¡stino

312.00 m2 312.00

- Ceiling- Seal, prepare and repaint to
match existinq 60 00 m2 60.00

Total $ 7,365.60

PLASTERBOARD
MATERIALS LABOUR

No- TEM NAME QTY UNIT
1 Dry Lining/Plastering

(a) Cornice- Remove and replace
- 90mm cove to match existing to all
ceilinqs on lower level 70.00 lm 16.00

(b) Plasterboard
- Ceiling sheeting 1Omm- remove,
prepare framework, supply and fit 60.00 m2 60.00

- Wall Sheeting - remove, prepare
framework, supply and fit to all lower level
walls

312.00 m2 3't2.00

- Fire check wall sheeting- remove,
prepare framework, supply and fit to wall
behind fireplace at top of stairs

13.00 m2 4.00

I 
(c) VJ Lining
- Solid timber to match existing to rear
entry/ laundry, toilet and pantry 51.00 m2 51.00

Total $ 19,839.60

ELECTRICAL
- MÃTERIALs -|--- LABouR

tlo. ITEM NAME QTY UNIT QTY UNIT
1 Electrical

(a) Electrical Wiring, Reinstate all
lights,power points, tv, foxtel and phone
to property including basic light fittings Pr'
sum $3500.00 Note all power and light
has been rectified upstairs

1.00 Lot

(b) Alarm system Reinstate / replace PA
sum $1500.00 1.00 Lot

Total $ 6,600.00

PAINTING UPPER LEVEL
MATERIALS LABOUR

lo. TEM NAME OTY UNIT OTY UNIT
Painting
(a) Timber
- Walls up to ceiling line including all
windows and doors etc - Seal, prepare
and repaint to match existing Rear entry,
toilet, pantry, kitchen, dining, lounge,
bedroom 2, sunroom and bedroom 1

330.00 m2 330.00

436



Our R€f No E32541

Total $ 9.365.40

FRONT ENTRY
MATERI,ALS LABOUR

r,lo ITEM NAME QTY UNIT QTY UNT
,| Painting

(a) Existing Plasterboard/ FC

- Walls and moldings- seal, prepare and
repaint to match existing 16.00 m2 16.00

- Ceiling- Seal, prepare and repaint to
match existino 5.00 m2 5.00

2 Tiling
(a) Prepare timber floor under tiles (
ceramic tile underlav )

100 Lot 800 hrs

(b) Remove and replace ceramic floor
tiles 300mm x 300mm PC for supply
$35m2

5.00 m2 5.00 m2

Total $ 2,199.78

Grand Total $ 145,307.65

Slroam Group Ausl Pty Ltd
Address: P.O Bo¡ 7128, B.trdalo, Old 4500 Ph: 't30O 766 980 Fs¡: 1300 t6ô 9ô2 ABN. 90 128 027 Sot BSA
Ltc lt3st93
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cmsdtðnti môn¿gÍ! advsüi

Our Ref: 

28 March 2011

RACQ lnsurance
PO Box 3004
LOGAN CITY QLD 4123

Attentlon: lllr 

Email: @racqi.com. au

Dear Sir

RE: STRUCTUR L INSPECTION REPORT
ADORESS:   EAST IPSWICH
INSURED:  
INSURER: RACQINSURANCE

As requestcd, we inspected the above residcnce 1813111 to investigate and report on thc
possible structural damage to tho lower level support structure identified by you.

Butlding Descrlpüon

The two-storey timber framed residence is approximatcly 50 yeant old. The pitched roof is
clad with custom orb prollle roof sheet, uppcr level extemalwalls are clad with weatherboard
and the lower level part brick veneer and part weathcrboard. Thc lourer level floor is concrete
slab on ground and the uPper leveltimberflooring.
At the time of inspec{ion, the plasterboard lining to thc lowcr level intorior walls had been

strippcd out.

The residcnce is situated on the south-east comer intersection of and Strcets.
runs east-wcst.

Refer to attached Sketch SKi for locali$ and part lower level layout of the residence.

lnspe,cüon Obse¡vafrons

. Tho lower level of the residence had been completely submerged during the flooding
that occurred in January 2011 and thc upper levelwalls submerged part height.

. Along the northem and eastem elevation, the lower level floor slab is below ground
level extemalto the residence. Refer photo 030.

. There is a part-height masonry retaining wall along most of the length of the lower
level of the northem and eastern elevations with load-bearing masonry piers

extending up from the top of the wall to support the timber floor bearers and the
extemal northern and eastem walls of the upper floor directly above it.

Refer photo 013.
Hrad 0flicc Erisb¡n¿

Leve[ 3, Northpoinl
231 North 0uay

Erisbane 0LD 4000

r;:iitl::ll::
,;;liir, r,; .,r oul ,o oo, ,,, ,,, I rnro@¡ntetara coßì
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't¡The lowcr cxtcmal walls to the northem and eastem elevations of tho rcsidcnce arc
set back underthe uppcr level northern and eastem walls with an 800mm wi<le

acoosr way betwcen the retaining wall and the lowor level northEm and castom walls
Rcfer photo 010.

Thc top of thc 9m long masonry wall portion along the northom elovation is 1400mm
abovc thc concretc acooss way ground slab

Thc northom meronry retaining wall rctums to the castcrn clevation and oxtcnds
south fom tho north-east comer of the homo. Thc top of the wall stcps dorn from
1400mm to 1000mm to 600mm abovc thc loupr levol accc¡s way slab and the wall
stops at a concretc stump and south of that again thcrc ls no retaining.

Tho uppor levol floor and wallc ovcr tho ma3onry wall wore orþinally supported on
concrcto stumpc spaced at approximatcly 2200mm d¡. Rcfcr photos 028 & 029.

Thrco ruch ctumps rcmain at thc ws¡tcm cnd of thc northcm elcvation and onc at
thc southom ond of the castcm clcv¡tion.

Tho maconry retaining wall along thc northcm clcvation ir leaning inward¡ at its top
for most ol itr length 6G75mm out of vorticelovcr its 1400mm hcight but Omm at thc
north-oast comGr where it is rc¡traincd by tho intarsccting ma3onry wall rcturning to
thc south.

Thc rctum rctaining wallto tho eactom clcvation is plumb.

Th¡ 1m high 400x200mm load boaring ma¡onry picrr thrt cxtond upwardr from thc
top of thr wall to support the floor bcarcrs and northom clevation w¡ll ovcr havc
movod southwards at thoir top but not a¡ much a¡ thc couthwerd leteral movomcnt
noticeablc at thc top of the wall. Thc losg of bearing of tho timbor wall bo¡rcr on thc
vorticalsupporting picr is of conccm strudunlly. Refcr photos 025 & 026.

Thorc arc horizontal cracks in thc mortar bod joints of thc pierc whcrc thoy come ofr
the top of tho leaning northem clovation wall. Rofcr photos 021 & 023.

Unablo to a¡ccrtain dctails of footingr, rcinforccmcnt or corcfilling, if any, to thc
rotaining walUpicrs.

Thc thrcc concrctc stumps suppoding the uppcr f,oor and Extcmal wall ovor at thc
lvestcm end of thc northem clovation arc elso lcaning inwards (to tho ¡outh) at their
top. Rcfor photo 028.

To tho eagtem clovation therc is a roofed timbcr framcd ctair to acccss the uppcr
levcl floor level from the rear yard. lt is supportcd on a concretc basc ¡l¡b that hag
brokon and settled uncvenly on tho lîll supporting it on thc cxtemal sidc of tho
matonry retaining wall. Refer photo 012.

Timborftaming to thc stair has pullcd away from its orþinal position and thc vcrtical
posts Eupporting the stair and roof arc noticeably bowing and not plumb. Rofcr
photos 041 & 044.

Steel comer post supporting the southoast comer of thc home ic noticoably out of
plumb. Refcr photo 015

VerticalJoin in the weatherboards of the eastcrn elcvation bclow thc window ig

opened up slightly wider at the bottom than thc top undcr thc window sill.
Refcr photo 053.
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. lt wa¡ rcportcd that watcr was spurting out of thc ground at the basc of a stormwater
down pipc cast into concrete at thE base of a stecl tube post second to the weEt from
the south east comcr post along thc south sidc of thc rosidence. Rcfer photo 009.

. Residencc is sitcd in a formcr gully with the land to the cast and south rising up away
from the rcsidencô and the earth embankmonts to Strccts to thc
north and west rideg of the property effectively damming thc gully lcaving the home
in a dopres¡ion with provision for drainage through a small pipe that runs wcstwards
under Süoet. Refer photo 056

Conclusions

Thc residence and property was flooded in the January 2011 floods with water rcaching well
above the upper levolfloor.

It is our opinion that thc Around soils within the propcr$ with some six mctrcs of watcr ovcr
thc surface lcvol of the ground bccamc very saturatcd to some depth. When thc llooding
rccoded, thc soil bchind thc retaining wall, particularly along the northem masonry wall
supporting thc rccidoncc ovcr rcmdnod saturalcd and cxcrtod a much grcator latcralforcc
on thc wall than thc dry soil that existcd therc bcforc thc flooding, excecding thc flcxural
capacity of thc wall bcnding the wall inwards, ncar its mid-hcight, and also dicplacing thc
support position of thc wall bcncath thc timbcr lloor and wall bcarers southward¡. Tho
horizontal crackc in thc bod joint of tho masonry where thc picr is supportcd on the top of thc
wall is cauced by thc bending in thc masonry at a result of thc retaincd saturatcd soils
pushing against the wall.

Thc latcral movcmcnt of the top of thc masonry pion away from the timbcr bcarcrs
supporting the timber extemal wall is of conccm structurally a¡ thc bsarer is not otherwisc
connccted to the floor bearcrs and the load in thc extcmal wall is not just the wall itsclf but
also the roof load it is carrying.

Thc ma¡onry rctaining wall (to the north clcvation) cannot bc made good and needs to bo
dcmolished and rebuilt, comflcte with ncw footing. Thc thrca concrete stumps to the
westem end of the north elevation necd rcplaccmcnt to relnctate plumbness and support of
thc floorfuiall ovsr and we recommend this bo achiovod by cxtcnding the rctaining walto the
rivcstem end of thc northem elEvation. REfcr attached SK2 for detail.

Thc soil supporting üre stair basc slab to thc roar of thc building has scttled likcly ar a rosult
of accelerated consolidation of loosely placcd backfillto tho ca¡tem facing maoonry retaining
wall wtren it was built, due to water saturation from tho flooding.

Thc rear stair landing framing itself is in poor condition prc thc flooding with very rus$ nails
in joints and repair work evident. None-the{cs¡ ìivo cannot discount buoyancy effects liñing
and displacing the stair timbers and (breaking) the supporting concrete basc.

The opened up verticaljoint in the weatherboard castcm elevation wall similarly cannot bc
dismigsed. lt is likely due to buoyanry movement of tho timbor framing when tho home was
immcrscd thcn flood water receded.

Similarly tho south-east comer steel post is grossly out of plumb and as with thc other
movcment in thc eastem elevation wc cannot dismiss thig as not being flood immorsion
relatod.

The water spurting out of the ground, we surpec-t is due to the basc of the roof stormwator
downpipe joint in the ground being faulty and spurting whcn surcharged. The surcharge is
likely due to downstream pipe blockage or dolnpipcs flowing full and unable to get away
causing the stormwater to backup the do¡vn pipc and gcnerating hydrostatic pressure in tho
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p¡p€. The footing to the steel post could have been undermined and we recommend the
concrete capping be removed and the footing and plumbing joints in the stormwator pipc
nccd to be investigated and repaircd/made good as required.

Scopc ol Wotlts lor Rcpairs

1. lnstalltemporary props to floor and wall bearers as required to enable completc
rcmoval of the masonry retaining wall, masonry pierc and concrctc stumps along the
entire northcm elcvation,

2. Excavato soil along northcm side of existing retaining wall to enable ncw footing to
nâi, masonry retaining wall and piers to be constructed to detail
-Refer sketches SK2, 3 & 4 attached.

3. Pack timber bearers to top of concrete masonry piers with rammod ncar dry
cemcnt:sand grout. Tie bearers to pierc reusing existing bcnt anchor bolt dotail.
Romovo propr 3 days afrcrwork to wall pierc completcd and backfillwall and lcvel
off yard area.

4. Paint ncw exposcd faces of reinforced masonry wall and piers to match in with
adjoining. Two coats acrylic wtritc minimum to suit.

5. Romovc rcar stecl stringer stair and prccast concretc trcads and savc for rcusc.
Dcmolish rcar stair framing, roof and footing slab and rcbuild to bc similar in
appcaranco and dctail as original but compliant in dcsign. Rcinstall stcel strirgcr
stair. Paint new stair construction similar to existing schomc and colourc and match
into cxisting framing/cladding.

6. Prop south cast c¡mer of residcncc and removo comcr stcel post and footing.
lnstall new footing to similar size/ detail (minimum) as cxisting. Rcuec cxisting post
and reinstall plumb and bolt to bearer and footing to similar dctail as existing.
Remove prop when concrete has reached 20Mpa comprcrsivc strcngth. Makc
good lovel ground around basc of post.

7. Prop bcarerc supported on second stcol tubc column to utrust of south-oect corner
port loaving suñ¡cient clearancc to allow rcmoval of concrstc capping at ba¡e of post
covering PVC pipe. lnspcct the PVG pipe for cracks and faul$ joints and prorlurc
tc¡t as rcquircd to identiff leakage point(s) in vicinity of port basE. lf this pipc is OK,
inspcct and prcssure test the a-djoining wa¡tc pipe/drain. Excavatc and probc thc
ground thc post footing is founded in to confirm founding matcrialto post ha¡ not
bccn compromised/weakened by water spurting from pipo. lncpcct footirB and HD
bolts and basc plato to base of post. lf founding matcrial uncompromired,
rcpairlreglace pipelioints as requircd thcn backfillcxcavation and pipc with N25
concretc leaving neat concrete baso to post basc similar to adioining cxisting post
bases. lf footing founding material compromisod, rcplace footing to same concretc
detail (minimum) together with new cast in same size hot dip gal HD bolts to ref¡x
ba¡e of stecl post. Remove props whcn concrcte has rcachod 20Mpa compre*rivo
strength. Make good/ level ground around basc of post.

8. Fill opcnad up vcrticaljoint in weatherboard sill bencath window with flcxiblc liller
externaland internal. Paint locally to match in with adjoining.
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Sf¡aderd¡ for Repalr Wort

. All work to bs carried out stictly in accordance with the rclcvant provisions of the
Building Cods of Australia.

. All roinforced concretc work to 453600

. All rcinforccd masonry concretc work to 453700

. All plumbing rrork to AS35O0

For rofercnoa3 purposos, wo attach ¡ovoral photos from our inspection.

Photo 009 View of bass of roof stormwatcr do¡n pipc where water reportcdly spurtcd
from tho ground

Photo 010 Viaw ol rctaining wall to north elovation looking wcst

Photo 012 Rsar vicw of rc¡idencc. Notc extorn¡l rear stair to right and out of plumb
sterl post to lofr sido.

Photo 013 Vicw of top of retaining wall along thc basc of thc northcm elcvation
looking wsst from sido boundary

Photo 015 Out-of-plumb stecl poct to south-ra¡t comer of residcnco

Photo 021 Horizontal crack in bcd joint at top ol rctaining wall wherc picr is supported

Photo 023 Horizontal cracks in top of retaining wall and noto lcan on wall at top

Photo 025 Bcarer supporting northcm wall wsll off rct from supporting masonry pier.

Photo 026 Ditto 025

Photo 028 Two of tho three original concrctc stum¡r at thc wostem cnd of thc
northom wall. Note tho scaffolding plank rctaining

Photo 029 Mew of stumps and retaining wall along northcrn elovation looking cast
from wcst end of residcncc.

Photo 030 Westem ond of masonry wall to northem clovation looking east. Note the
brokcn masonry and stcel anchor bolt

Photo (X1 Rear stair landing timber framing from undcrnoath

Photo 044 Rcar stair -note bowcd and out of plumb posts supporting roof.

Photo 053 Verticaljoint in weatherboards bcncath window to eastcm elcvation
opened up.

Photo 056 View of Street boundary fence (left) looking west
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,[i
Wc tn¡¡t that our commcnt¡ a$ict you with your asscrcment.

Should you roquiro any further information, plearo do not hos¡tetc to contac't thc
undcnigned at thi¡ ofllcc.

Youn falthtully

Enc.'Skotclr¡¡ EKl to,l
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PHOTOS

Photo 002

Photo (x)1

Photo 004

Pegc 7 ol 20INfEL^RA PTY LTD
8581rpb01A.doc

444



Pholo (X)6 Photo 006

Photo ü)8Photo 007
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Photo O0O

Photo 010

Pholo 012Pholo 011
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Photo 014Photo 013

Pholo 016

Pholo 015
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Photo 018Photo 0'17

Photo 020Photo 019
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Photo 0í12Photo 021

Photo 023

Photo (n4
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Photo 025 Photo 026

Photo 028

Page 13 of20INTEIjRA PTY LTD
8581rpb0lA.doc

450



Photo 029
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Photo 030

Photo 0Í!1

Photo 032
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Photo 034

Photo 033

Photo 036Photo 035
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Photo 038

Photo 037

Photo 039

Photo O40
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Photo (X1 Photo 042

Photo (X3 Photo 044
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Photo 046

Photo O45

Photo Ol7 Photo 048
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Photo O49

Photo GlO

Phoro 052Photo 051
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Phoro 053 Photo 0úl

Photo 056
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INSPECTION REPORT OF CLAIM -  

MR N And  AT EAST

TPSWTCH QLD 4305

This report contains an overview of the claim, summary and recommendations

Date of Report:

Approximate Date of Loss:

Claim Number:

Assessor:

Reported Cause of damage:

Status of Claim:

11th March 2011

10th January ZOLL

MYI Freemans

Flash Flood, Storm and Flooding

Under Review

Summarv:

I have attended site and inspected the insured property on Thursday LOth March 2011. This was by

the request of Executive Manager of Household Claims  and the insured. I have

reviewed the documents associated with this claim and this meeting onsite was gather information

to assist with the progression of this claim.

The insured property is a circa 1920's high set dwelling. With previous owners enclosing the

downstairs area to add two more bedrooms, rumpus and laundry rooms to the dwelling. The

dwelling is located on a corner block of land with both street levels being built up higher. This has

resulted in the insured property being close to 3m below the main street and with the council

installing a large drain to help cope with the stormwater runoff.

has begun the meeting by walking me through the dwelling and pointing out the

areas of concern and the time frames associated with them. I have questioned about the

events of the stormwater he saw entering from the roof. This lead to showing me the front
entry room and the one small wall he stated he saw rainwater running down. believes that
when it reached the tile floor it then ran over the lounge room polished timber floor. 

believes that it was flooding the floor and then proceeded to seep through to the lower level and

damaging the plasterboard ceilings and walls. On closer inspection of this area it shows that there is

a roof valley positioned above. I also have noted that the metal roof also has sarking that would

allow the overflow of the valley to be directed to either the outside wall or in this case inside the

external wall. The ceiling is an AC sheet with timber cover moulds and the walls are all timber T&G

VJ lined, which does show signs of rainwater entry to the paintwork only.

The only other storm related damage shown to me was the rear downpipe disconnecting from the
gutter. also advised that the other downpipe was dislodged at the PVC bend in ground and
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he reported that rainwater was sprouting out of the ground. This is directly inline with the metal

stump and its concrete footing.

has continued to show me around the entire dwelling and yard. He pointed out the fallen

tree impacting the timber copper log fort damaged. He has also pointed out the heights of the flash

flooding from 2008 and to present. believes that the stormwater flash flooding height was

approximately 1m high in the top storey and then the flood water level reached approximately 2.4m.

has mentioned that the flood victims were given the free services of local engineers to
inspect the properties to make sure they were safe and to point out areas for them to raise in the

repair process. He stated that they weren't providing any reports and wouldn't be talking to any

insurance companies about their findings. engineer has pointed out the stumps might be

compromised in their footings and that the side concrete block retaining wall/ stumps are being

pushed out of level and could fail. At closer inspection it shows that the concrete block wall has

moved out of plumb and the blocks that extend to act as stumps show signs of cracking and

movement. I believe that this wall is not an accepted building practice, as the retaining wall would

add too much pressure on the stumps. The blocks that extend up as stumps also appear not to be

reinforced with concrete.

The dwelling has been cleared of all plasterboard to the downstairs rooms. The rooms appear to be

dry and only the timber frames are left exposed. Upstairs show that the kitchen cupboards,

bathroom and asbestos sheeting in the sunroom all removed by volunteers in the clean up stage.

 has had the upstairs rooms all fully rewired and the downstairs area isolated. The insured is

still sleeping in the dwelling with tents pitched in both bedrooms.

Because the upstairs rooms are all lined with timber T&G VJ boards then the difference between the

Flash flood heights and the flood heights don't add to the scope of work. I believe that these walls

would need to be painted to the height of the timber cornice. I believe that the kitchen cupboards

etc would have been damaged beyond repair due to the flash flooding. All the upstairs timber
skirting and architraves appear to be fine and would only need painting. The polished timber floor
has settled back to a pre-lost condition and would only need minor sanding and recoating.

Upstairs: approximately 1L0m2

¡ Wash, clean and repaint the timber T&G VJ linings through out
o Wash, clean and repaint the timber skirtings and architraves
. Supply and install new plasterboard wall sheets to the bottom half of the stairwell wall
. Supply and install new kitchen cupboards along with oven, cooktop (no overheads)

. Supply and install new FC sheeting to the front sunroom and remove existing asbestos

sheeting.

. Supply and install new bathroom vanity and bath tub
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¡ Sand and polish the timber floor to the lounge, dining, hall, pantry and two bedrooms.

o Supply and install new carpet to the sunroom.

. Supply and install new vinyl to the WC and rear entry areas

o Remove and realign all doors and clean and repaint.

Lower Level: approximately 65m2

o Clean all wall cavities and areas of need and provide an Anti-Microbial treatment spray

. Supply and install all new plasterboard ceilings and cornice through out

. Supply and install all new plasterboard wall sheets through out

. Supply and install new skirting, architraves and doors
o Sand, seal and paint all the new plasterboard and fittings
¡ All electrical inspected and tested and replaced as required
. Supply and install new timber look alike vinyl flooring through out
. Supply and install new timber French 8 lite doors to rumpus room

. Supply and install new chipboard shelving in storage room and cupboard under the stairs

. Supply and install new laundry tub
o Alljoinery to be cleaned and serviced to a smooth working condition

External Repairs:

¡ Wash and clean brickwork from water stains

o Engineer to scope the repairs needed to the stumps

o Replace four air conditioning units

¡ Wash and clean timber weatherboards as needed

Conclusion:

From the damage evident at the time of inspection it can be confirmed that the property has

sustained storm damage to the entry wall and rear downpipe. This damage presents as minor and is

evidenced by water staining to the entry wall only. The water appears to have run down the wall and

through the skirting, and then through the timber floor. This wall doesn't line up with the downstairs

rooms and I can see no evidence to support any further damage has been caused by this inundation

from the overflow of the gutter. The difference between the flash flood and flood heights does not

add to the scope of work because these walls will need to be painted to rectify the flash flood

damage. I would be recommending that a building reserve of S140,000 be set, reviewable following

engineer review and preparatíon of a detailed scope for repair.

I would recommend that an engineer be appointed to report on the condition of the concrete block

retaining wall/ stumps and any other areas of concern as identified during their inspection. Once the

engineer review has been completed we can then move to completing a detailed scope for repair

and an overall estimate of costs applicable to the cover provided within the PDS.

464



INSPECTION REPORT OF CLAIM - _

MR  and  AT   EAST

TPSWTCH QLD 4305

Quality & Technical Loss Adjuster

RACQ lnsurance

BSA Licence 1044356
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This photo shows the roof vallev that overflowed and wall with the feature window is the

wall that had the rainwater running down internallv.
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The internal wall that the stormwater has ran down.
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This photo shows the rear downpipe has dislodged from the gutter

ilr: -
:";;

stump movement.
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This photo shows the sunroom that has had the asbestos stripped out bv volunteers

The downstairs bedroom
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The downstairs rumpus room

The upstairs kitchen
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The upstairs lounge room and stairwell wall

The upstairs dining room and the polished timber flooring
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The upstairs bathroom

The upstairs bedroom and the redline shows the flash flood level.
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This photo shows the walk in pantrv and the seneral condition of the VJ walls.

The bathroom asbestos ceiling that the volunteers have removed in the clean up.
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From:  
Sent: Thursday, 14 April 2011 3:12PM
To: 
Subject: Re: RACQI Claim - Settlement Offer
Attachments: img001.jpg

From: " @racqi.com.au>
To: 
Sent: Thursday, 31 March 2011 5:08 PM
Subject: RACQI Claim - Settlement Offer

W'e are now in a position to detail our full and hnal settlement offer for your claim.

I have attached relevant settlement documentation for your review and where appropriate your completion
and return.

To support this offer I have also attached a number of documents including:

o The scope of works for the required repairs to your home.
o The engineers report which has been incorporated into the scope for repair.
o The report by our Quality & Technical Loss Adjuster.

I would also make the following clarifying comments to assist in this process.

Buildine Repairs
These are detailed within the scope for repair as attached, as provided by the independent, qualified building
consultants. It is noted that the repairs (including those recommended by the engineer) can be completed
within the allowance provided by your PDS, so all repairs can be completed within this settlement amount.

In our normal process we would offer this scope to suitably qualihed builders and undertake a competitive
tendering process. We are on this occasion prepared to offer this full amount, however if it is your
preference we are still prepared to offer the scope for competitive tender (including any builders of your
choice). However should the cost to complete the repairs as scoped receive a tender below the amount
currently estimated we would need to consider this as the actual cost for which all repairs can be completed.

Engineers Findings
These are detailed in the attached report, and the recommendations have been included in the repair scope as
detailed.

Contents
The loss schedules provided clearly exceed the allowance within the PDS (50% of your sum insured) and so
the maximum allowance has been allowed.

Alternative Accommodation
We have discussed this additional benefit several times and as agreed I have considered this, along with the
circumstances involved in calculating our offer. The cover available is for the periods where you have been
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unable to live in your home, and alternative accommodation costs have been incurred. However, in
recognition of the circumstances involved we are prepared to make this offer as detailed.

Initial inquiries regarding the rentable value of your home, immediately prior to the loss, with local real
estate offices gave an indication that the property may have rented for $400-$450 per week. However, this
was a difficult exercise which would require further investigation to be completely accurate with the weekly
allowance. In recognition of this and in an effort to progress your claim we have allowed a weekly rental
amount of $500.

The estimated repair timeframe to complete all repairs is 3 months. However, in further recognition of the
circumstances, and the pressure on repair trades etc at this time we have made allowance for 6 months
alternative accommodation (26 weeks) and this is now reflected in our offer as detailed.

I am out of the offrce now until next Tuesday, however I will be checking my emails when able. If you
have any queries or require any further clarification please don't hesitate to email me and I will respond as

soon as possible. Alternately, should you wish to discuss this further please let me know and I will call you
on my return to the offrce on Tuesday.

Regards,

(Dip Bus - FLM)
Executive Manager - Household Claims & Loss Adjusting

RACG lnsurance
PO Box 3004
Logan City DC QLD 4123

Phone: 
Email: @racqi.com.au

This communication has been sent on behalf of RACQ lnsurance Limited IRACQI] The information contained in this communication may be privileged and
confidential lfyouarenottheintendedrecip¡ent,anyuse,disclosureorcopyingofth¡scommunicationisexpresslyprohíbited
lf you have received this communication in error, please delete it immediately RACQI and its assoc¡ated entities do not warrant or represent that this
communication [including any enclosed files] is free from electronic viruses, faults or defects
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31 March 2011

Household lnsurance Claim

lnsureds:
Claim Number:

SETTTEMENT ACCEPTANCE

 

Damaged Propefi:  EAST IPSWICH, QLD 4305

We agree that payment by RACQ lnsurance of the total amount of:

Two Hundred & Twenty-Five Thousand, Three Hundred & Seven Dollars, & S¡xty Five Cents
(s225,307.6s)

represents full and final settlement of our claim referred to above.

We agree that Fifteen Thousand Dollars ($15,000.00) has been paid to date, and the balance to
complete full and finalsettlement of our claim is Two Hundred & Ten Thousand, & Seven Dollars, &
Sixty Five Cents (S210,007.65)

We agree that by accepting payment we are acknowledging that RACQ lnsurance has fully complied
with its obligations in respect of our claim.

We further agree that this arrangement is confidential, and agree not to disclose this document, or
any matters, negotiations or discussions whatsoever relating to this document andlor our claim.

This Acceptance must be signed by all poliryholder/s

Name: 

Signature:

Date: I+

Name:

Slgnature:

Date: lU,

Wltness Name:

Slgnature:

Date:

+'tl

ît F¡ra r?
W/: DrD

fØ t4 fi\ovt: '

g2ti,vl:55 /:*t 4 ol4t1tu9 516Ntç,-'" 4't:
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15 April 2011 
 

 

 
 

 
Senior Solicitor/Consumer Advocate 

Legal Aid Queensland 
 

Email cpuadvice@legalaid.qld.gov.au 

 
 

Dear Ms
 

 
 

We act for The Royal Automobile Club of Queensland Limited (RACQ) and RACQ Insurance Limited (RACQ 
Insurance). 

Our clients have handed us a copy of your letter of earlier today.  In your letter, you make a number of 

allegations.     

You allege that the public statement released by our clients yesterday breaches certain privacy obligations 

owed to the  under the Privacy Act 1988 (Cth).  Our clients reject this allegation.  Your clients 
brought this matter into the public domain by making a number of public comments about RACQ and RACQ 

Insurance, and the handling of the flood crisis.  Throughout all this our clients have remained silent.  Only 
when your clients made further comment last week, could our clients no longer stand by and allow the 

incorrect and misleading allegations of the to remain unanswered, as permitted by National 

Privacy Principle 2.1. 

Having made the untrue and misleading statements that they have, the would have reasonably 

expected that our clients would respond and use their personal information in the way that they have.  

You also allege that our clients have: 

(a) engaged in misleading and deceptive conduct; 

(b) waived your clients’ confidentiality obligations; and 

(c) breached the Insurance Code of Practice. 
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Ms L Kreet 
 
 
 
 
 

11635167v1 | 15 April 2011 2 

Our clients reject each of these allegations.   

Due to the number of allegations and issues you have raised in your letter, we will provide a detailed 

response by close of business on Tuesday, 19 April 2011.  

In the meantime, our clients reserve their rights in their entirety. 

Yours faithfully 

Partner 
 
Copy  Ms L Kreet 
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19 April 2011 
 

 

 
 

 
Senior Solicitor/Consumer Advocate 

Legal Aid Queensland 
 

Email  

 
 

Dear Ms Kreet 
 

 
 

As you are aware, we act for The Royal Automobile Club of Queensland Limited (RACQ) and RACQ 
Insurance Limited (RACQ Insurance). 

We refer to your letter to our clients dated 15 April 2011. 

Further to our letter dated 15 April 2011, our clients respond as follows. 

Privacy Act 

1 Our clients deny that the public statement released on our clients’ website and Facebook page on 
14 April 2011 breaches any privacy obligations owed to the  under the Privacy Act 1988 
(Cth) (Privacy Act). 

2 Our clients confirm that they have acted in accordance with their obligations with respect to 
disclosure of your clients’ personal information under the Privacy Act. 

3 In particular, National Privacy Principle 2.1 provides that RACQ may use or disclose personal 
information about an individual for a purpose (the secondary purpose) other than the primary 

purpose of collection where both: 

(a) the secondary purpose is related to the primary purpose of collection and, if the personal 

information is sensitive information, directly related to the primary purpose of collection; 

and 
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(b) the individual would reasonably expect the organisation to use or disclose the information 
for the secondary purpose. 

4 As your clients are aware, the RACQ Insurance Privacy Statement states that in the case of a claim 
being made, the primary purpose for which RACQ Insurance collects personal information is to 

determine entitlements in the event that a claim is made.  We note that the relevant portion of the 

public statement made by our clients is directly related to your clients’ claim for entitlements. 

5 Further, given the widespread media reports about the  insurance claim and their willing 

participation in public appearances to discuss aspects of their claim and the manner in which RACQ 
Insurance is handling that claim, it is clear that the reasonably expect our clients to use or 

disclose the information specified in the public statement for the purpose of responding to media 

reports about the manner in which RACQ Insurance has handled the  claim. 

6 Further, your clients have not suffered any loss or damage as a result of the public statement. 

7 In those circumstances, our clients: 

(a) decline to correct the public statement, on the basis that it does not contain any incorrect 

information; and 

(b) decline to pay your clients compensation for breach of their privacy, on the basis that our 

clients have not breached your clients’ privacy. 

8 RACQ Insurance will place a copy of your clients’ request for correction together with a copy of this 
letter, containing reasons why the information is not corrected, on your clients’ file in accordance 

with the requirements of National Privacy Principle 6. 

Misleading public statements 

9 Our clients deny your clients’ allegation that our clients’ public statement is misleading. 

10 We note that certain details of your clients’ insurance claim are a matter of public record, insomuch 
as media organisations including the Courier Mail, the Queensland Times, Channel 7, Channel 9 

and Channel 10 have reported on your clients’ insurance claim no less than 20 times.  Some of 
those reports have featured journalists filming your clients inside their home, presumably with your 

clients’ consent. 

11 Further, those reports have featured discussion of aspects of your clients’ claim which could only 
have been disclosed to the relevant media organisations by your clients.  It is clear that your clients 

have encouraged media reports on their insurance claim, which reports do not fully disclose 
relevant facts and circumstances of your clients’ insurance claim.  If any public statements about 

your clients’ insurance claim have been misleading, they are those statements which have been 

made in or reported by media organisations, not the public statement made by our clients on its 
website and Facebook. 

12 Our clients require your clients to cease and desist from making misleading statements regarding 
your clients’ insurance claim, and in particular the manner in which RACQ Insurance has handled 

that claim.   

13 Our clients note that RACQ Insurance has acted in accordance with the terms of the insurance 

policy, as outlined in our clients’ public statement.  RACQ Insurance is not obliged to compensate 

your clients for uninsured amounts (including amounts specified in your letter which are not 
covered by the insurance policy), and it is unreasonable for your clients to suggest otherwise. 
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14 Our clients deny that any public statements made by them about your clients’ insurance claim have 
been misleading. 

Settlement acceptance 

15 In the settlement acceptance letter signed by your clients on 14 April 2011, your clients 
acknowledge that RACQ Insurance has fully complied with its obligations in respect of their claim. 

16 In that letter your clients also agree that the arrangement is confidential, and agree not to disclose 
the settlement letter, or any matters, negotiations or discussions whatsoever relating to that 

document and/or their claim.  For clarity, your clients are of course free to disclose information of 
the insurance claim to insurers to the extent necessary to comply with insurance legislation and for 

the purpose of obtaining legal advice from legal practitioners. 

17 We note that these obligations of confidence apply only to your clients, and in particular do not 
concern our clients’ use or disclosure of your clients’ personal information (which as you are aware, 

are covered by the Privacy Act). 

18 Our clients deny that your clients entering into the settlement acceptance letter is against public 

policy (particularly as your client has rights to provide information of the settlement to insurers to 

the extent necessary to comply with insurance legislation and for the purpose of obtaining legal 
advice from legal practitioners), and say further that the letter is a legally binding agreement and 

that  are obliged to maintain the confidentiality contemplated by it. 

19 Further, our clients deny that they have waived the requirement for your clients not to disclose the 

settlement acceptance letter, or any matters, negotiations or discussions whatsoever relating to 
that document and/or their claim.  For clarity, our clients affirm that the agreement contemplated 

by the settlement acceptance letter is on foot and that our clients continue to require your clients 

to observe their obligations under the settlement letter, including in respect of confidentiality. 

Insurance Code of Practice 

20 In your letter your clients allege that our clients have breached the Insurance Code of Practice 

(Code), yet fail to provide any particulars or evidence of such a breach. 

21 With respect, simply asserting that our client has breached the Code is manifestly deficient for the 

purpose of attempting to have our client understand the manner in which its public statement is 
alleged to have breached the Code. 

22 In the absence of particularisation of your clients’ allegation in this respect, our clients deny that 
they have breached the Code. 

Your clients’ demands 

23 In your letter your clients request that our clients provide: 

(a) a draft copy of the information our clients propose publishing to correct information which 

your clients allege is incorrect; and 

(b) our clients’ proposal to compensate the for breach of privacy. 

24 Our clients: 
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(a) decline to provide a draft copy of the information requested, for the reason set out in 
paragraph 7(a) above; and 

(b) decline to provide a proposal to compensate the  for the reason set out in 
paragraph 7(b) above. 

Our clients’ demand 

25 Our clients require and demand that your clients immediately and forever cease and desist from 
agitating that our clients have breached your clients’ privacy or disclosed misleading information to 

the public in respect of your clients’ insurance claim, failing which our clients will take such further 
action as may be advised by their legal advisers without further notice to your clients. 

Our clients continue to reserve their rights in their entirety. 

Yours faithfully 

Partner 

 
Copy   
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Please see below what comments we have been able to access from   Please note 
she may have made other comments we couldn’t see (for example on her private Facebook page 
which is locked).  

These comments were posted online on Facebook, Twitter, You Tube, comments on Media stories, 
and in the daily media monitors report.  

Anything in blue (see example below) is from Facebook.  

 

 

7 February 2011 – Media Release by   
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8 February 2011 

The Courier Mail “Insurance Companies definition of flood leaves Queensland flood families in limbo”  

made the following comment on the Courier Mail website, promoting her protest on Saturday:  

“We are covered‐ RACQ still want a hydrology report to weasel out in fine print. We are still waiting too. We are having a protest at 
East Ipswich sat 12th about this very issue. Denied emergency accommodation that is part of the policy too. People do insure for the 
right things it is the insurance company that is deceptive and will do anything they can to find a loophole in the policies they provide. 
Stop having a go at policy holders, we do read our policies we do check with insurers but in many cases they outright lie or deceive 
policy holders, if we answer any of their questions incorrect they have the option to cancel the policy.. yet if they deceive us or 
mislead us it appears to be ok. We do check our policies we do expect honesty from the companies we purchase through and we 
expect to be treated with compassion when this sort of event hits. We have had nothing but frustration an grief from RACQ. I hope 
that people with the same issues like this family and ourselves come to this protest so we can all be heard and put pressure on these 
companies to do the right thing.”  

7 March 2011 – on the RACQ Official You Tube page (InsuranceVictim is  ) 

 

25 February 2011 ‐ Facebook 
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2 March 2011 ‐ Facebook 

 

 

 

4 March 2011 ‐ Facebook 

 

 

 

 

 

 

 

7 March 2011 ‐ Facebook 
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8 March 2011 ‐ Facebook 

 

 

 

 

 

 

 

 

 

 

 

 

14 March 2011  
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15 March 2011  

 

 

 

 

 

 

 

 

 

 

 

 

18 March 2011 –  begins using Twitter: 
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19 March 2011 ‐ Twitter 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

20 March 2011 ‐ Twitter 

509
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21 March 2011 ‐ Twitter 
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Facebook: 

 

22 March 2011 ‐ Twitter 
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23 March 2011 ‐ Twitter 

 

 

24 March 2011 ‐ Twitter 

 

27 March 2011 ‐ Twitter 

 

 began a petition to remove the ‘Royal’ from RACQ: (currently has 70 signatures) 
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29 March 2011 ‐ Twitter 

 

31 March 2011 ‐ Facebook 
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4 April 2011  

made a submisison to the COI which is available for the general public to view 
online: http://www.floodcommission.qld.gov.au/__data/assets/file/0003/5736/ PDF  

14 April 2011  

 

15 April 2011  
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20 April 2011 – Posted on the World Socialist Web Site: 

 

23 April 2011  
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29 April 2011  

 

16 May 2011  

 

24 May 2011  

 

20 June 2011  
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24 June 2011  

 

27 June 2011  

 

5 July 2011  

 

11 July 2011  
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15 July 2011  

 

 

2 August 2011  
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5 August 2011  

 

 

 

 

 

 

 

1 September 2011  

 

The Queensland Times – Flood homes won’t be rebuilt until 2012 – 01/09/2011 

Some Ipswich homes hit hard by January's flooding disaster will not be completely rebuilt until next year, according to 
the ICA. The ICA said almost 130,000 claims were received by insurance companies after the state's floods and cyclone 
earlier this year. While more than 99% of claims have had a decision made on them, an ICA spokesman said about 60% 
of these had also had all rebuilding work finished. ICA risk and disaster general manager  said the remaining 
homes could be unfinished due to the length of time some rebuilding projects could take. He said reaching the point 
where every flood covered home was completely repaired wouldn't happen until next year, but about 90% of homes 
would be completed by the end this year. ICA this week released updated data for the insurance industry's response to 
Cyclone Yasi and the Queensland floods.   said that as of August 26, ICA member companies had paid $1.86 
billion to insured customers undertaking rebuilding and repairs. 

One comment online is from   “What planet is  on? Where does 8 months later and no headway 

become quickly and efficiently. What about the dodgy scope of works and such that seem to leave out essential items like hot water 
systems, forget entire rooms and refuse to put in work that needs to be done.. If this is the industry working quickly and efficiently 
then what is the point of having insurance at all. It is too easy to look past the truth of what has happened and try to pretty it up with 
all of these figures. The time frames, the assessing and the whole situation leaves a great deal to be desired. Stop trying to cover up 
the real issues with fancy writing.. These companies failed in their duty of care to their policy holders. They dodged all responsibility 
till it hurt their hip pocket then threw a little morsel in to make themselves look good. People are still waiting for decisions they are 
still waiting for scopes of works they are still waiting eight months later. This is an absolute disgrace and it appears to be looked over 
again and again and again. People have to realise that it is not all good and sorted and that there are families out there that still are 
in limbo, hurting and trying their best to recover. It is NOT over it is NOT all fixed and it is NOT all positive with the insurers. The 
games continue and policy holders are forced to play them, there is nothing else you can do but wait for incompetent and pathetic 
companies to get themselves sorted.” 
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Renewal - Certificate of Insurance
Page 1 of 8

Date of issue    14 August 2010

1301012221301012300110323101012233213 037

MR 

BRIGHTON QLD 4017

Thank you for insuring with RACQ Insurance in the previous period of
insurance.

Your current policy expires at midnight on 13 Sep 2010. RACQ Insurance will
automatically renew your policy by continuing to deduct the direct debit amount
from your nominated financial institution. This document will become your new
Certificate of Insurance. It provides information about the insured property and
this policy, including excesses payable.

We may adjust the amount payable if you claim for loss or damage that occurs
prior to the renewal date.

What do you need to do now?
1. Your policy consists of your insurance Application, your latest Certificate of

Insurance and your PDS and any SPDS. We refer to these documents as
your policy.

2. Please read and follow the instructions on this Certificate of Insurance.
3. Keep this certificate and your PDS and any SPDS together in a safe place.

Payment options
Payment

Annual payment $2,199.77
Monthly direct debit payment $183.32

Can we be of service?
If you need to change any details, obtain more information or insurance or
confirm payment of this premium, please contact us. You can either phone
13 1905 or write to RACQ Insurance PO Box 4, Springwood 4127 or call into
any RACQ Branch Office.

We draw your attention to your Duty of Disclosure and a number of questions
which are on the back of this page.

Household Insurance Direct debit amount
$183.32

Your policy number

Customer service
13 1905

Website
www.racqinsurance.com.au

G
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M
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Renewal - Certificate of Insurance
Page 2 of 8

Date of issue    14 August 2010

Your Duty of Disclosure

Household Insurance

An important notice concerning information
you are required to give us

The Insurance Contracts Act 1984
requires us to give you information about
your insurance and for you to give
complete and accurate information to us.
This is known as Your Duty of Disclosure.
Before entering a contract of insurance
with us, and each time you vary or renew
your policy we will ask you a number of
specific questions.

In addition, if we invite renewal of the
policy, we will forward our premium
renewal notice to your last known postal
address prior to the expiry date of the
policy. This notice will include, amongst
other matters, specific questions relating
to you and the insured property.

What you must tell us
When answering our questions you must
be honest and you have a duty under law
to tell us anything known to you, and
which a reasonable person in the
circumstances, would include in answer
to the questions. We will use the answers
in deciding whether to insure you and
anyone else to be insured under the
policy, and on what terms.

Who needs to tell us
It is important that you understand you
are answering our questions in this way
for yourself and anyone else whom you
want to be covered by this policy.

If you do not tell us
If you do not answer our questions in this
way, we may reduce or refuse to pay a
claim, or cancel the policy. If you answer
our questions fraudulently, we may
refuse to pay a claim and treat the policy
as if it had never existed.

If you do not understand
If you do not understand your duty,
please contact us on 13 1905.

Your disclosure
Set out below are questions which are
brought to your attention.

If the answers to all of the questions is
"No", you need not tell us.

If the answer to any of the questions is
"Yes", you must give us full details of that
answer. You can do this by either
phoning or writing to us, and quoting your
policy number.

The questions for your attention:
In the previous period of insurance have
you or any other person insured or
covered by this policy:

been convicted of any criminal
offence?
suffered any home or contents loss
or damage whether an insurance
claim was made or not, or had a
liability claim made against you?
had any insurance declined,
cancelled, voided, insurance
renewal refused, a claim rejected or
special conditions imposed?

The following questions apply to each
property insured or covered by this
policy:

1. Is there any person (other than family
members permanently living with you)
who owns or has an interest in the
insured property and who is not shown
as an insured person on this
Certificate?

2. Is there any business conducted at the
property address which is not shown
on this Certificate?

3. If you have not paid this premium by
the due date, has any accident or theft
happened after that date?

4. Has any of the information shown on
this Certificate changed?

RACQ Insurance Limited ABN 50 009 704 152 AFSL No 233082
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What you must do
For this Certificate to be valid, you and anyone else insured under this policy
must carefully examine the Certificate information for its correctness and advise
us of changes that have occurred over the previous period of insurance.

Policy holders

You are an RACQ Silver Club Member

Type of cover
1. HOME AND CONTENTS INSURANCE

You receive a discount for:
being an RACQ Silver Club Member
combining your home and contents in one policy
no claims on your home/contents
having multiple products with RACQ Insurance

Period of insurance
from 13 Sep 2010 to midnight 13 Sep 2011

Amount payable
$943.05

What you are insured for

Sum Insured

HOME $290,000

CONTENTS AT THE HOME $82,000

SELECTED PERSONAL ITEMS ANYWHERE IN AUSTRALIA OR NEW ZEALAND

18ct white gold ring engagement ring cluster round cut $500

LEGAL LIABILITY $20,000,000

We adjust Home and Contents sums insured to cover rising values and costs -
please check that the new sums insured meet your needs.

The policy covers the Home and Contents located at:
 BRIGHTON 4017 which:

is a home
is permanently occupied by you
will not be unoccupied for more than 60 consecutive days
is structurally sound and well maintained (including all outbuildings)
is not used as a trade, business or professional workplace
has no other people besides family members residing at the property

Household Insurance Your policy number

Customer service
13 1905

Claims hotline
13 7202

Website
www.racqinsurance.com.au
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What optional covers are included and not included
Home Contents

Motor burnout not included included
Pet cover n/a not included
Group Cover n/a not included
Selected Personal Items n/a included
Advanced cover not included included
Flood and storm surge not included not included

Please refer to your Product Disclosure Statement (PDS) and any
Supplementary Product Disclosure Statement (SPDS) for full details of the
optional covers available.

If you would like to vary your cover please call us on 13 1905.

Security installed
deadlocks (key operated inside and out) on all external doors, other than
security or screen doors
key operated window locks on all accessible windows

Excess you contribute to any claim
APPLICABLE EXCESSES WILL BE ADDED
TOGETHER

Home Contents
Excess $300 $300
*Earthquake excess $300 $300

*You contribute this additional amount to a claim for loss or damage caused by
earthquake during any period of 48 consecutive hours.

Type of cover
2. HOME INSURANCE

You receive a discount for:
being an RACQ Silver Club Member
no claims on your home
having multiple products with RACQ Insurance

Period of insurance
from 13 Sep 2010 to midnight 13 Sep 2011

Amount payable
$747.22

What you are insured for

Sum Insured

HOME $290,000

LEGAL LIABILITY $20,000,000

We adjust Home sums insured to cover rising values and costs - please check
that the new sums insured meet your needs.

Household Insurance Your policy number

Customer service
13 1905

Claims hotline
13 7202

Website
www.racqinsurance.com.au
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The policy covers the Home located at:
 BASIN POCKET 4305 which:

is a home
is permanently occupied by tenants
will not be unoccupied for more than 60 consecutive days
is structurally sound and well maintained (including all outbuildings)
is not used as a trade, business or professional workplace

What optional covers are included and not included
Home

Motor burnout not included
Flood and storm surge not included

Please refer to your Product Disclosure Statement (PDS) and any
Supplementary Product Disclosure Statement (SPDS) for full details of the
optional covers available.

If you would like to vary your cover please call us on 13 1905.

Mortgagee
ANZ holds the first mortgage

Excess you contribute to any claim
APPLICABLE EXCESSES WILL BE ADDED
TOGETHER

Home
Voluntary Excess $150
*Earthquake excess $300

*You contribute this additional amount to a claim for loss or damage caused by
earthquake during any period of 48 consecutive hours.

Type of cover
3. HOME AND CONTENTS INSURANCE

You receive a discount for:
being an RACQ Silver Club Member
combining your home and contents in one policy
no claims on your home/contents
having multiple products with RACQ Insurance

Period of insurance
from 13 Sep 2010 to midnight 13 Sep 2011

Amount payable
$509.50

What you are insured for

Sum Insured

HOME $269,000

Household Insurance Your policy number

Customer service
13 1905

Claims hotline
13 7202

Website
www.racqinsurance.com.au
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What you are insured for  (cont’d)

CONTENTS AT THE HOME $33,000

LEGAL LIABILITY $20,000,000

We adjust Home and Contents sums insured to cover rising values and costs -
please check that the new sums insured meet your needs.

The policy covers the Home and Contents located at:
 BOREEN POINT 4565 which:

is a home
is permanently occupied by you
will not be unoccupied for more than 60 consecutive days
is structurally sound and well maintained (including all outbuildings)
is not used as a trade, business or professional workplace
has no other people besides family members residing at the property

What optional covers are included and not included
Home Contents

Motor burnout not included not included
Pet cover n/a not included
Group Cover n/a not included
Selected Personal Items n/a not included
Advanced cover not included not included
Flood and storm surge not included not included

Please refer to your Product Disclosure Statement (PDS) and any
Supplementary Product Disclosure Statement (SPDS) for full details of the
optional covers available.

If you would like to vary your cover please call us on 13 1905.

Security installed
key operated window locks on all accessible windows
steel bars / grilles on all accessible windows

Excess you contribute to any claim
APPLICABLE EXCESSES WILL BE ADDED
TOGETHER

Home Contents
Voluntary Excess $500 $500
*Earthquake excess $300 $300

*You contribute this additional amount to a claim for loss or damage caused by
earthquake during any period of 48 consecutive hours.

GST
This notice is not a Tax Invoice. If you need a Tax Invoice setting out the GST
charged on this policy, please call and request one.

The premium is being paid by direct debit instalments.

Household Insurance Your policy number

Customer service
13 1905

Claims hotline
13 7202

Website
www.racqinsurance.com.au
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BRIGHTON QLD 4017

RACQ Insurance (Direct Debit User ID number )

This certificate confirms your direct debit details based upon the information
you gave us. Please check this document and call us if any of the following
information is incorrect.

If no changes are required, deductions will continue on the dates and for the
amounts stated below.

Direct debit details

Policy number/s Insured
Monthly debit
amount
$112.87

Motor Vehicle Insurance
Effective dates from 25 July 2010 to 25 July 2011

An instalment of $112.87 will be deducted on the 28 August 2010.

Subsequent monthly instalments of $112.87 will be deducted on the 28th of
each month.

Multiple payments may be deducted in the same month depending on your
debit date.

Direct debit details

Policy number/s Insured
Monthly debit
amount
$183.32

Household Insurance
Effective dates from 13 Sept 2010 to 13 Sept 2011

An instalment of $183.25 will be deducted on the 28 Sept 2010.

Subsequent monthly instalments of $183.32 will be deducted on the 28th of
each month.

Multiple payments may be deducted in the same month depending on your
debit date.

Household Insurance Your policy number

Customer service
13 1905

Claims hotline
13 7202

Website
www.racqinsurance.com.au
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Financial institution details
Financial institution: AUSTRALIA AND NEW ZEALAND BANKING

GROUP
BSB number:
Account name:
Account number:

By choosing to pay by the month using the direct debit method, an annual fee
of $66.00 may apply which equates to $5.50 per month.

Household Insurance Your policy number

Customer service
13 1905

Claims hotline
13 7202

Website
www.racqinsurance.com.au
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Welcome to RACQ Insurance

Thank you for insuring with RACQ Insurance.

We are delighted to have you as a customer. Please do not 
hesitate to contact us if you have any questions about 
insurance or need help in making a claim.

RACQ Insurance is one of the largest providers of motor 
vehicle and household insurance in Queensland. Customers 
have access to a network of branches and agents 
throughout Queensland and a 24 hour, seven day-a-week 
call centre.

How to contact us

If you need more information or help with any of our 
products or services you can contact us:

• 7 days a week by telephone

          Policy related enquires 13 1905 or any Branch
          Claims related enquiries 13 7202 or any Branch
          Emergency Home Assist 1800 800 552

 

• Visit one of our branches during business hours 
                

 Visit our website: www.racqinsurance.com.au
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How this policy works

RACQ Insurance Household Insurance policy is designed to 
provide you with comprehensive cover for your home and 
contents in the case of loss or damage caused by an insured 
event.

This policy provides cover for:
• The Insured events listed on pages 16 to 22
• The Additional bene"ts for your home and contents 

listed on pages 35 to 47
•  Emergency Home Assist on page 47
• Options that you can add to your policy by paying 

more:
 • Motor burnout
 • Advanced cover  
 • Group and/or selected personal items cover 
 • Pet cover 
 • Flood and storm surge 

 This policy does not cover "ood unless we

  have agreed and it is shown on your

 certi#cate of insurance. 
• Landlord’s "xtures and "ttings 
• Mortgagee’s interest in a home unit

• Legal liability insurance. 

All policy limits and values include all relevant statutory 
charges and taxes. This policy does not cover you for 
everything. For further details of the cover and the 
amounts we will pay for any claim, please read this Product 
Disclosure Statement (PDS).

If you decide to take out insurance with us, we will provide 
you with the cover you have chosen as described in your 
current certi"cate of insurance and this PDS.

We will send you a notice before the policy expiry date and 
we will tell you of any changes to this PDS in writing by 
providing you with a Supplementary PDS (SPDS). 
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Important information about your policy

Policy benefits
The table shown below is a summary of the policy bene"ts  
available. Please read the PDS for details of the extent of 
cover provided.                                        

Cover provided Bene"t Page

Additional living expenses Contents cover up to 10% of 
sum insured

35

Attendance by a security "rm Contents cover up to $750 35

Breakage of glass Up to the sum insured 36

Campus cover Contents cover up to $5,000 37

Clean up costs Up to 10% of the sum insured 38

Contents while in storage Contents cover up to the sum 
insured

38

Contents in transit Contents cover up to the sum 
insured for contents in transit 
to a new permanent address in 
Australia

39

Contents in a safe deposit box Contents cover up to 10% of 
the sum insured

39

Credit card misuse Contents cover up to $1,500 40

Damage caused by emergency 
services

Home cover up to $1,000 40

Demolition and redesign costs Home cover up to 10% of the 
sum insured

40

Emergency Home Assist 47

Emergency and alternative 
accomodation

Home cover up to 10% of the 
sum insured

41

Funeral expenses Up to $5,000 41
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Important information about your policy

Policy benefits                                  

Cover provided Bene"t Page

In$ation protection at 
renewal

Increase your sum insured at 
renewal

42

Loss of rent Home cover up to 10% of the 
sum insured

42

Peace of mind protection Home cover increase sum 
insured by the annual in$ation 
protection adjustment in the 
event of a claim

43

Professional documents Contents cover up to $1,000 43

Re-key, recode or replacement 
of locks

Home cover up to $500 43

Removal of debris Up to 10% of the sum insured 44

Special occasion gifts Contents cover up to $1,000 44

Storage of contents after an 
event

Contents cover up to 10% of 
the sum insured

45

Storm damage to pool and/or 
spa covers 

Home cover up to $500 45

Temporary removal of 
contents  

Contents cover up to 20% of 
the sum insured

46

Theft of purchased water Contents cover up to $200 46

Uninsured visitor’s contents Contents cover up to $500 46
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Important information about your policy

Policy discounts that you may be entitled to

Discount type Bene"t

No claim discount You may be entitled to a no claim premium 
discount of up to 7% on your home and contents 
premium if you have not made a claim in the last 
12 months.

Age discount You may be entitled to a 10% premium discount 
where at least one (1) nominated insured is aged 
55 years or over and the insured’s own owner/
occupied dwelling is being insured. 
Also a 15% premium discount may apply where 
at least one (1) nominated insured is aged 55 
years or over and the contents are being insured 
in either an owner/occupied or rented dwelling.

Senior card holder 
discount

A 15% premium discount may apply for 
Queensland Seniors Card Holders on Building 
Insurance and 25% discount may apply on 
Contents Insurance. The discount is restricted to 
owner/occupier’s building and/or contents and 
tenant’s contents only.  The Seniors Card Holders 
Discount does not apply in addition to the 
existing age discount.

Alarm discount You may be entitled to a premium discount of 
up to 10% on your contents premium for having 
an alarm installed that is monitored 24 hours per 
day 7 days a week by a monitoring facility.

Combined discount If you are an owner/occupier, by combining your 
home and contents onto the one policy, you may 
be entitled to a combined premium discount of 
up to 13%. 

Multi – policy 
discount

If you have three (3) or more qualifying policies/
covers, currently with RACQ Insurance, you may 
be entitled to a premium discount of up to 5% 
for each qualifying cover.

Membership loyalty 
discount

You may be entitled to a premium discount 
of up to 17.5% based on your current RACQ 
Membership level.
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Important information about your policy

The PDS and SPDS describe the types of insurance cover 
available to you. Please read these documents carefully 
and keep in a safe place along with your certi"cate of 
insurance.   

The certi"cate of insurance is a separate document that 
forms part of your policy. It describes the type of insurance 
you have taken out, and provides speci"c details about 
your building, contents and other items of value covered 
under your policy. It also speci"es the limits of cover 
(sums insured), additional bene"ts, optional covers, the 
period of insurance, any special conditions, details of any 
excesses that apply and premium payment. Please check 
any certi"cate of insurance you receive when you start your 
policy and each time you vary or renew it.

RACQ Insurance Limited is the issuer of this insurance and 
is responsible for the obligations set out in our PDS and any 
SPDS documents.

Cooling-o# period

When you take out or renew a policy with RACQ Insurance 
we provide a cooling-o# period of up to 21 days. The 
cooling-o# period starts from the date and time this policy 
was issued, or from midnight immediately preceding any 
renewal date. 

If you wish to take advantage of the cooling-o# period and 
cancel this policy from the date and time this policy was 
issued, you must advise us during the cooling-o# period 
and the premium paid for the policy will be refunded in full 
providing a claim has not been made.
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Important information about your policy 

Duty of Disclosure
The Insurance Contracts Act 1984 requires us to give you 
information about your insurance and for you to give 
complete and accurate information to us. Before entering 
a contract of insurance with us, and each time you vary 
or renew your policy, we will ask you a number of speci"c 
questions.

What you must tell us
When answering our questions, you must be honest and you 
have a duty under law to tell us anything known to you, 
or which a reasonable person in the circumstances, would 
include in answer to the questions. We will use the answers 
in deciding whether to insure you and anyone else to be 
insured under the policy, and on what terms.

Who needs to tell us
It is important that you understand you are answering our 
questions in this way for yourself and anyone else whom 
you want to be covered by this policy.

If you do not tell us
If you do not answer our questions in this way, we may 
reduce or refuse to pay a claim, or cancel the policy. If you 
answer our questions fraudulently, we may refuse to pay a 
claim and treat the policy as if it had never existed.

If you do not understand
If you do not understand your duty, please contact us.
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Important information about your policy 

Evidence of ownership
We require you to keep evidence of the purchase and value 
of your building and contents. 

You may be required to provide proof of ownership and 
evidence of its value if you make a claim under this 
policy. Such proof includes but is not limited to receipts, 
valuations, model and serial numbers, photographs, credit 
card or bank statements.

Personal information
The personal information you give us is used to set-up 
and administer your Household Insurance Policy. It is 
used to determine the extent of insurance risk that you 
have proposed and plays a role in determining fair and 
competitive premiums. If you make a claim, your personal 
information enables us to determine your entitlement. 
If you do not provide the information we request then 
this can either delay or prevent us from providing the 
insurance you want or allowing your claim. To obtain a 
copy of our Privacy Statement please visit our website,                      
www.racqinsurance.com.au

General Insurance Code of Practice
The purpose of the General Insurance Code of Practice is to 
establish standards of practice for insurers that we at RACQ 
Insurance adhere to and support.  You may obtain a copy 
of the Code from the Insurance Council of Australia web 
site www.insurancecouncil.com.au or by phoning them on 
1300 728 228.
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Words / terms with special meanings       
Word / term Meaning

Accidental Unexpected and unintended from your point 
of view.

As new Repair or replacement with new items or 
materials regardless of the age of the insured 
item or property.

Business Any business, trade, profession or other 
activity from which income is earned except:
casual baby sitting, casual child minding 

or garage sales of a domestic nature, all 
conducted at the property address; and 
the domestic rental of a home if the home 

is insured under this policy, provided you 
have previously told us that the home is 
rented out.

Collection A number of items that have been gathered 
together according to some unifying 
principle or orderly arrangement as part 
of an interest or hobby with the intent of 
collecting. Examples include but are not 
limited to collections of coins, stamps, 
models, toys, badges, and spoons, and unless 
we agree collections would exclude items 
bought for consumption, such as a wine 
collection. 
Contents cover limits apply as shown on 
page 34.

Common area The area of a community title scheme, strata 
title scheme or $ats which does not form 
part of your lot or tenancy, including but 
not limited to garages, storage areas, parking 
areas, walkways and stairwells that are not 
secure and over which you do not have 
exclusive use under the by-laws of your body 
corporate or tenancy agreement.
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Words / terms with special meanings  
Word / term Meaning

Consequential loss Any loss or additional expense arising 
indirectly from an event that is covered by 
this policy. For example consequential loss 
may be:

any additional expense in replacing 
undamaged property so as to create a 
uniform appearance; 
the inability to match the bricks following 
impact damage to a brick wall; 
reduction in value following repair or 
replacement of lost or damaged property.

Contents Your contents shown as insured on page 29.

Cost to us What it would cost us, including any 
discounts that are available to us, to repair or 
replace the item or property at the time the 
loss or damage occurred.

Emergency Is a circumstance, which poses an immediate 
threat to the physical safety of your home 
or contents, such as a burst water pipe or 
during a storm a branch falls through the 
roof of your home.

Excess The amount you have to pay us or bear 
towards the cost of a claim under this policy. 
All excesses are shown on your certi"cate of 
insurance.

Family or your family Your spouse, your de facto spouse, your 
parents and parents in-law, your brothers 
and sisters, your or your spouse’s or de facto 
spouse’s children, who all usually reside with 
you at the insured property address.

Fixed swimming pool Includes an in ground pool or an above 
ground pool and their "xed accessories 
where erection or installation of the pool 
required earthworks, construction of decks, 
ladders, fencing or the like of a permanent 
nature.

Flood Rising water which enters your home as a 
result of it running o# or over$owing from 
any origin or cause. This policy does not 

cover "ood unless we have agreed and it is 

shown on your certi#cate of insurance.
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Words / terms with special meanings 

Word / term Meaning

Flash $ood and 
stormwater run-o#

A sudden $ood caused by heavy rain that 

fell no more than 24 hours prior to the $ash 
$ood or stormwater run-o#.

Forcible entry Unlawful entry into your home or living 
quarters including unlawful use of keys or 
lock picking. Forcible entry does not mean 
opening an unlocked door, window or 
skylight.

Home Your home shown as insured on page 23.

Insured property 
address

The property address shown on your 
certi"cate of insurance as the location of the 
insured home and/or its contents.

Negotiable instrument Cash, bank notes, savings certi"cates, money 
orders, gift vouchers, stamps (not part of a 
collection).

Open air Means anywhere within the insured’s 
property address that is not fully enclosed 
and lockable.

Pair/set Contents items or articles that are regarded 
as a unit.
Examples are earrings, golf clubs, candle 
holders, dinner set, ornaments.

Personal items Your personal items shown as insured on 
pages 50.

Policy The contract includes:
 your application for insurance and any 
application for renewal;
 this PDS;
 the certi"cate of insurance;
 any issued SPDS.

Premium The amount you pay to obtain the 
insurance cover. It includes any compulsory 
government statutory charges, levies, duties 
and taxes where applicable. 

Renovations  When any part of the roof, $oor or 
the external walls are removed for the 
purpose of additions, alterations, repairs or 
decoration.

Retaining wall A wall which is not part of the residential 
building, designed to hold back or prevent 
the movement of earth or water.
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Words / terms with special meanings  

Word / term Meaning

Speci"ed contents Contents items that have a higher value 
than the limit shown on page 34. You will 
need to have them speci"cally listed on your 
certi"cate of insurance and pay an additional 
premium.

Sporting equipment Is equipment used in sporting activities 
(whether or not for competition), leisure and 
recreational activities. Sporting equipment 
does not include, camping equipment, 
diving equipment, parachute, model craft, 
hang glider, aircraft, motor vehicle, motor 
cycle, trail bike, mini bike, motorised go-
cart, or any spare part or accessory for the 
equipment (including any helmet, gloves, 
boots, goggles or over-suit).

Storm A violent disturbance of the atmosphere 
associated with strong winds including a 
cyclone, lightning, heavy rain, hail or snow, 
but not continuous bad weather by itself.

Storm surge An increase in the level of the sea associated 
with a tropical cyclone or other intense 
storm.

Temporary/non "xed 
swimming pool

An in$atable or aboveground swimming pool 
or spa mounted on their own accessories or 
on a temporary site.

Terrorism An act, including but not limited to the 
use of force or violence and/or the threat 
thereof, by any person or group(s) of persons, 
whether acting alone or on behalf of or 
in connection with any organisation(s) or 
government(s), which from the nature or 
context is done for, or in connection with 
political, religious, ideological, ethnic or 
similar purposes, including the intention to 
in$uence any government and/or puts the 
public, or any section of the public, in fear.

Tools of trade Any tools whose principal use is in 
connection with a business.

Tsunami An ocean wave that has its origins in an 
under water earthquake or volcano.
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Words / terms with special meanings  

Word / term Meaning

Unoccupied The home situated at the insured property 
address has not been occupied for more than 
60 days, and we have not been told of this 
beforehand. Occasional overnight stays of 
less than one night a week on average during 
the 60 day period does not mean the home is 
being occupied.

We, us RACQ Insurance Limited. 
ABN 50 009 704 152
AFS Licence Number 233082.

You, your The person or persons shown as the policy 
holder/s on the certi"cate of insurance and 
your family who usually reside with you at 
the property address.
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Calculating your sum insured

Help with calculating your home sum insured
Your home building sum insured needs to be su+cient to 
cover the cost of rebuilding your home in the unfortunate 
circumstance of total destruction by an insured event.  
    
The cost of rebuilding is based on the materials and labour 
needed - not your home real estate market value.

You can refer to the following sources to assist in 
calculating a reasonable sum insured for your building:
 building industry professionals, such as licensed 

builders, architects or valuers 
 RACQ Insurance website calculators    

www.racqinsurance.com.au 
 ask us for a copy of our valuation guide.   

     
For each subsequent renewal, we will increase your selected 
sum insured to allow for increased building costs as detailed 
on page 42.

You are responsible for calculating the sum insured on 
the cost of rebuilding your home. If you do not have an 
adequate sum insured, you may be out of pocket if you 
su#er loss or damage to your home. 
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Calculating your sum insured

Help with calculating your contents sum insured
When you add up the replacement value of your household 
contents, it can be more than you think. Contents insurance 
covers items in your home, from furniture and carpets to 
valuables and sentimental items.

How much cover do you need?
By telling us exactly how much cover you require for your 
contents, you know for sure that you’re not wasting money 
on cover you don’t need. To make sure your contents 
are fully covered, go through the house room by room 
and write down what it would cost to replace each item 
at today’s prices. You may also refer to the calculators 
available on the RACQ Insurance website or ask us for a 
copy of our valuation guide.

‘New for old’ cover
This means that if your contents (not clothing) get 
damaged or stolen, and we can not or elect not to repair, 
we will replace your contents.

Protecting valuable items
If you’ve got valuable items worth more than the amounts 
shown on page 34 – for example if you have a piece of 
jewellery worth more than $2,000 or works of art worth 
more than $2,000 - let us know, as these need to be 
speci"cally noted on your certi"cate of insurance and 
insured for their full value.
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Insured events you are covered for

If your home is covered by this policy the word home will 
be shown on your certi"cate of insurance. We cover your 
home for loss or damage caused by any of the insured 
events, which happen at the property address during the 
period of insurance.

If the contents of your home are covered by this policy, 
the word contents will be shown on your certi"cate of 
insurance. We cover your contents for loss or damage 
caused by any of the insured events, which happen at the 
property address during the period of insurance.

We cover you for loss or damage caused by the insured 
events listed on pages 16 to 22. If you want protection 
from loss or damage caused by other events you should 
consider the “Optional covers for extra peace of mind” 
section of this policy.
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Insured events you are covered for

Damage caused by weather...

What is covered What is not covered

Storm Loss or damage:
Ocaused by rain, hail or snow after it 

has reached the ground;
Ocaused by rain or wind entering the 

home unless it enters through an 
opening in the windows, walls or roof 
made by a storm; 
Oto garden borders, paths, driveways, 

paving, free standing or retaining 
walls (whether or not part of the 
home), tennis courts and other playing 
surfaces; 
Oto paint and/or external coatings of 

buildings when there is no structural 
storm damage to other parts of the 
home; 
Oto swimming pool and spa covers, 

liners and the like other than loss or 
damage covered under Additional 
bene"t; Storm damage to pool and/or 
spa covers on page 45;
Oto a glasshouse whether constructed 

principally of glass or not; 

Oduring the "rst 48 hours of the initial 
period of insurance of this policy 
unless we have issued it to you: 
 in conjunction with your signing a 
contract to purchase the home; or 
 to replace a policy with us or another 
insurer from the date and time that 
other policy expired.

Ocaused by storm surge; 
Ocaused by power surge.

Tsunami

Earthquake

O  Not covered
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Insured events you are covered for

Damage caused by weather...   

What is covered What is not covered

Flash "ood and 
stormwater run-o# 
A sudden $ood caused by 
heavy rain that fell no more 
than 24 hours prior to the 
$ash $ood or stormwater 
run-o#

Loss or damage caused:
Oby $ood; 
Oto swimming pools or spas and their 

covers, liners and the like; 
Oto the water in swimming pools or 

spas; 
Oby water being absorbed through 

$oors, external and internal walls of 
your home (including rising damp) 
and any subsequent loss or damage to 
contents including carpets; 
Oby hydrostatic pressure building 

up below or behind any part of 
your home or structure including a 
swimming pool, spa or tank; 
Oto garden borders, paths, driveways, 

paving, free standing or retaining 
walls (whether or not part of the 
home), tennis courts and other playing 
surfaces; 
Oby storm surge or any other action of 

the sea; 
Oby power surge; 

Oduring the "rst 48 hours of the initial 
period of insurance of this policy 
unless we have issued it to you:
 in conjunction with your signing a 
contract to purchase the home; or 
 to replace a policy with us or another 
insurer from the date and time that 
other policy expired.

Lightning including 
power surge caused by 
lightning strike

Loss or damage caused:
Oby power surge or power $uctuations 

not caused by lightning; 
Owhere there is no reasonable evidence 

that lightning was the cause of 
damage.

O  Not covered
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Insured events you are covered for

Criminal acts against you...    

What is covered What is not covered

Theft including attempted 
theft or burglary 

Vandalism, malicious or 
intentional damage

Loss or damage caused by 
theft, vandalism, malicious or 
intentional damage:
Oby someone who entered the 

home with your consent or the 
consent of someone usually 
living there; 
Oby the tenant of your home 

or any persons invited by your 
tenant to enter the home; 
Oto cash, negotiable instruments 

or legal tender when entry 
is gained through an open 
or unlocked door, window or 
skylight; 
Oto contents in a room in a 

boarding house, dormitory, 
nurses quarters, barracks or 
the like when entry is gained 
through an open or unlocked 
door, window or skylight; 
Ofrom common areas;
Oif your home was deemed to be 

unoccupied at the time the loss 
or damage occurred.

Riot or civil commotion 
including the acts of lawful 
authorities in controlling 
such occurrences

O  Not covered
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Insured events you are covered for

Accidents that cause damage to your home and/
or contents...     

What is covered What is not covered

Bursting, leaking, 
discharging or over"owing 
of liquids from:

 dish and clothes washing 
machines; 
 water catchment trays of 
refrigerators, freezers and 
evaporative air conditioners; 
 waterbeds; 
 pipes, gutters, drains designed 
for carrying liquid which are 
"xed or connected to the home; 
 "xed domestic apparatus such 
as but not limited to water 
tanks, lavatory cisterns and pans, 
baths, basins, sinks but not a 
shower recess or cubicle; 
water mains located at or 
adjacent to the property address.                            

Locating the source of leaks                                  
If damage has been caused to your 
home by the escape of liquid, we 
will pay for the reasonable cost of 
locating the source of the escape 
if it is unknown.

In addition to the home sum 
insured, the most we will pay for 
locating the source of the escape 
in any one claim is 10% of the 
home sum insured.

Loss or damage caused: 
Oto the apparatus or device 

which burst, leaked, discharged 
or over$owed (this includes a 
shower recess or cubicle); 
Oby the escape of liquid occurring 

as a result of a gradual process 
of bursting, leaking, discharging 
or over$owing unless you can 
show: 
 if your home is damaged – 
that this policy covered your 
home and it was current for 
the whole of the time that the 
damage was occurring; or 
 if your contents are damaged 
– that this policy covered your 
contents and it was current for 
the whole of the time that the 
damage was occurring; and 
 you or any tenant of your 
home could not reasonably 
have been expected to have 
known that the process was 
occurring.

Oby a leak that you knew about 
and had not "xed before the 
loss or damage occurred;
Oif your home was deemed to be 

unoccupied at the time the loss 
or damage occurred.

                                           

We will not pay for the cost of 
the escaped liquid.

O  Not covered

576



21

Insured events you are covered for

Accidents that cause damage to your home and/
or contents...                                           

What is covered What is not covered

Impact
Impact at or adjacent to the 
property address by: 

 a vehicle or craft designed for 
use on, the road or water; 
 a falling tree or part of a tree 
including the cost of removal 
and disposal of the tree or 
branch that has damaged the 
home; 
 space debris or debris from a 
rocket or satellite; 
 aircraft; 
 a satellite dish, solar hot water 
tank, television or radio aerial 
which breaks or collapses.

Loss or damage caused: 
Oto garden borders, driveways, 

paths, paving, playing surfaces, 
underground services or 
retaining walls caused by a 
vehicle or craft designed for use 
on the road or water; 
Oby a tree or part of a tree cut 

down by you or any person 
living in the home or any 
person acting with your or their 
consent; 
Othe cost of removing the tree 

stump.

Explosion Loss or damage caused:
Oto a vessel or apparatus that is 

the source of an explosion;
Oif your home was deemed to be 

unoccupied at the time the loss 
or damage occurred.

O  Not covered
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Insured events you are covered for

Accidents that cause damage to your home and/
or contents...                                           

What is covered What is not covered

Fire Loss or damage caused by 
scorching, melting, heat damage:
Owhere there was no $ame; or 
Owhere your home or contents 

have not caught "re; or 
Owhere "re or heat was required 

as part of a process such as but 
not limited to a stove, "replace, 
chimney, oven, electric element, 
iron or saucepan.

Loss or damage:
Oarising from bush"re for the 

"rst 48 hours of the initial 
period of insurance of this policy 
unless we have issued it to you:
 in conjunction with your 
signing a contract to purchase 
the home; or 
 to replace a policy with us or 
another insurer from the date 
and time that other policy 
expired.

Oif your home was deemed to be 
unoccupied at the time the loss 
or damage occurred.

Acts of animals OLoss or damage caused by pets, 
animals or livestock kept by you 
or any person usually living in 
your home.

O  Not covered
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Your home

What we insure as your home  
Your residential building situated at the insured property 
address including:

 other buildings such as garages, sheds, pergolas, carports and the like 
that are used for domestic purposes;

 "xed wall coverings, ceiling coverings and $oor coverings excluding 
carpets;

 "xed barbecues, clothes hoists, external blinds and awnings, shade 
sails, aerials and masts;

 outdoor water and sullage pumps attached to service pipes or drains;

 "xed swimming pools, spas or saunas and their associated pump 
motors and "lters;

 "xed outdoor water tanks;

 "xed solar appliances;

 paths and paving and playing surfaces;

 fencing, walls and gates;

 garden borders and driveways;

 built-in furniture;

 gas, water, electricity or other services (whether underground or 
not) that are your property or that you are legally liable to repair or 
replace;

 apparatus or appliances permanently "xed to the gas, plumbing or 
electrical systems including "xed or built in:
 air conditioning units, ovens, stoves, range hoods and dishwashers;
 ceiling fans and ceiling exhaust fans.

 a transportable home that is "xed to foundations anchored into the 
ground and connected to all services on the site; 

 an unregistered caravan or mobile home which:
 is not used on a public road;
 is used by you solely as your permanent or temporary residence;
 includes its "xtures and "ttings and annexe, but not a fabric annexe 
over "ve years old.

 landlord’s:
"xtures and "ttings;
 $oor coverings and carpets;
 light "ttings and window coverings.
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Your home

What we do not insure as your home                  

What is not covered:

Oretaining walls;

Otemporary homes or structures;

Ohomes under construction or reconstruction other than as provided 
for in renovations to your home on page 28 of this policy;

O$oor carpets other than landlord’s carpets;

Oa hotel, motel, boarding house or barracks;

Ofences, sheds, stables or other structures used or intended to be used 
for agricultural business purposes or any other business;

Othe land on which your home is constructed;

Oa campervan, bus, semi-trailer, rail carriage, tram, watercraft or 
aircraft;

Oa caravan or mobile home which is:
 registered;
 used on a public road; or
 not used solely as your permanent or temporary residence.

Oboat jetties, pontoons or a wharf except if shown on your certi"cate 
of insurance as being part of your home;

Oglasshouse or greenhouse whether constructed principally of glass or 
not;

Oa home unit other than a duplex unit;

Otemporary/non "xed swimming pools or spas;

Olawns, trees, shrubs, plants and hedges.

O  Not covered
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Your home

Settling your claim                                        
If your certi"cate of insurance shows that you have home 
insurance we will cover your home for loss or damage as a 
result of an insured event occurring during the period of 
insurance.

We may choose at our option to:
 rebuild or repair your home as new; or
 pay you the cost to us of rebuilding or repairing 

your home as new including any additional costs 
(relating only to that part of the home that was 
damaged) necessary to comply with government or 
local government laws existing at the time of damage 
occurring, provided that at the time of original 
construction the laws and by-laws prevailing then were 
complied with; or

 pay you the home sum insured; or
 settle, when allowance for wear and tear or lack 

of maintenance of the property is to be made, as 
explained in “Claims settlement other than on an as 
new basis” on page 26.

We will pay up to the home sum insured shown on your 
certi"cate of insurance less any applicable excess.

If we choose to pay you the cost to us of rebuilding or 

repairing your home or the home sum insured, we may "rst 
pay to a mortgagee or credit provider who is identi"ed on 
your certi"cate of insurance, the amount owing by you to 
the mortgagee or credit provider in respect of the mortgage 
of your home up to the home sum insured.

  

The terms and conditions of this policy apply to a 
mortgagee or other credit provider in the same manner as 
they apply to you.  

We will pay for materials of a similar kind and quality if the 
original materials are not readily available in Australia.

 

If the home is totally destroyed and we choose to rebuild it, 
you may choose to rebuild it on another site but only if we 
have agreed. 
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Your home
                                                                  
Claims settlement other than on an as new basis
The amount we pay for rebuilding or repairing damage will 
be reduced from an as new basis to an amount that would 
place you in the same position you were in immediately 
before the loss or damage occurred with due allowance for 
age, wear, tear and where applicable, lack of maintenance 
of the property in the following circumstances:
 where the home was not in a sound condition or 

well maintained at the time of the loss or damage 
occurring;

 where you are the landlord, for $oor carpets that were 
damaged that were over 10 years old;

 if the rebuilding or repairs of your home are not 
commenced by you within 12 months from the date 
of loss, unless you can demonstrate a longer period of 
time is reasonable;

 if you do not cooperate with us in exercising our 
option to rebuild or repair your home.
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Your home

The most we will pay you for home claims 
What is covered What is not covered

Flash "ood and stormwater 
run-o#
We will pay up to 50% of your 
home sum insured or $25,000, 
whichever is higher.

Rebuilding or repairing of 
that part of the home that 
was damaged or destroyed
We will pay:

 up to the home sum insured 
shown on your certi"cate of 
insurance less any applicable 
excess; 
 50% of the cost of repairing 
or replacing up to 2 kilometres 
of dividing fences, walls and 
gates that form part of a shared 
boundary; 
 replacement of window, wall, 
$oor or ceiling coverings in the 
room, hall or passageway where 
the damage is evident; 
 materials of a similar kind and 
quality if the original materials 
are not readily available in 
Australia.

We will not pay for:
Oadditional expenses for 

replacing or matching 
undamaged parts to create a 
uniform appearance; or 
Oextra costs of rebuilding or 

repairing your home to a better 
condition than when the home 
was damaged or destroyed.

If, prior to the loss or damage, 
your home or part of it was 
intended to be demolished or was 
subject to demolition order, we 
will pay only the salvage value of 
the home or that part as if it had 
already been demolished.

Landlord $xtures and $ttings
We will pay up to 5% of your 
home sum insured.
 
Any amount we pay for this 
bene"t will reduce your home 
sum insured by a corresponding 
amount. 
 
You can choose to insure a higher 
amount for landlords "xtures and 
"ttings as an optional cover (refer 
to page 53).

O  Not covered
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Your home

The most we will pay you for home claims 

What is covered What is not covered

Renovations to your home 
If the insured home is undergoing 
renovations, then until the roof, 
$oor or external walls have been 
replaced, the cover provided by this 
policy is limited to loss or damage 
to the home and building materials 
at the property address shown on 
the certi"cate of insurance caused 
by the following Insured Events:

 Fire; 
 Explosion;
 Lightning;
 Earthquake;
Riot or civil commotion;
 Impact and damage caused by 
abnormally high winds.
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Your contents

What we insure as your contents
Those household goods and personal items located in your 
residential building situated at the insured property address 
including:

 carpets - "xed and un"xed;

 contents in the open air;

 electrical appliances such as washing machines, refrigerators, freezers, 
dryers, portable heaters;

 "rearms legally registered and stored;

 furniture and furnishings;

 furniture and furnishings in an o+ce or surgery in your home;

 home entertainment appliances such as TVs, DVD players, stereo 
systems;

 household tools and tools of trade;

 internal blinds and curtains;

non-"xed light "ttings;

 non-registered:
 golf buggies;
 motorised wheelchairs;
lawn and garden appliances.

 remote-controlled models or toys;

 personal items;

 sailboards, windsurfers, surfboards, canoes, kayaks, non-motorised 
surfskis, waterskis;

 temporary/non-"xed swimming pools;

 non-structural "xtures and "ttings not insurable by any other policy 
of insurance if you own and occupy a home unit that is part of a 
community title scheme or strata title scheme;

 landlords "xtures and "ttings for which you are responsible under the 
rental agreement and non-structural "xtures and "ttings installed by 
you with the permission of your landlord.
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Your contents

What we do not insure as your contents 

What is not covered:

Ostructural improvements to the home;

Otravel tickets or other forms of tickets or coupons, lottery tickets and 
competition entry forms and the like;

Oregistered securities;

Oprecious metals in the form of bars or bullion, precious or semi-
precious uncut or loose gems;

Omotor vehicles, motor cycles, trail and motor bikes, motorised 
scooters, trailers and caravans, their tools, parts, spare parts and 
accessories whether "tted or not;

Ogolf buggies or motorised wheelchairs that are required to be 
registered;

Oaircraft or watercraft, their tools, parts, spare parts and accessories 
whether "tted or not (other than sailboards, windsurfers, surfboards, 
canoes, kayaks, non-motorised surfskis, waterskis or remote-
controlled models or toys);

Olawns, trees, shrubs, plants and hedges;

Opets, livestock, "sh or birds;

Ocredit, debit or any other form of "nancial transaction card;

Ocontact lenses while engaged in sporting and water activities;

Ostock in trade or any property or materials used in a business, other 
than tools of trade and home o+ce equipment;

Omobile phones and their accessories;

Oapparatus or appliances permanently "xed to the gas, plumbing or 
electrical systems;

Ocontents of a caravan or mobile home which is, or is required to be 
registered;

Othe following items of property when they are contents of a caravan 
or mobile home:
 sailboards, windsurfers, surfboards, canoes, kayaks, non-motorised 
surfskis, waterskis and their spare parts and accessories;
 musical instruments, sporting equipment;
 computer equipment;
 collections of any kind.

O  Not covered
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Your contents
 
Settling your claim
If your certi"cate of insurance shows that you have 
contents insurance we will cover your contents for loss or 
damage as a result of an insured event occurring during the 
period of insurance.

We may choose at our option to:
 repair the item as far as reasonably possible to the 

original condition it was in, using materials that are 
readily available in Australia; or

 replace the item with a new item (regardless of brand 
or supplier) which is available in Australia and which is 
its nearest equivalent (in terms of quality and price) at 
the time of loss or damage; or

 if you do not want us to repair or replace an item, we 
will pay you the reasonable cost to repair or replace 
the item, but only if we have agreed to this; or

 pay you up to the contents sum insured, or if you have 
chosen Selected personal items cover, pay you the sum 
insured for that item; or

 If you have chosen Group cover, pay up to the 
maximum overall sum insured limit.

We will pay up to the sum insured shown on your 
certi"cate of insurance less any applicable excess.
 
If an insured item consists of a pair, set or collection, we 
will pay only for the repair or replacement of the lost or 
damaged part. If we cannot repair or replace the part, we 
will pay the proportional replacement value of only that 
part. We do not pay for any decrease in the value of the 
pair, set or collection. If we replace or pay for an item, the 
lost or damaged item becomes our property. 

Claims settlement other than on an as new basis 
We will adjust your contents claim for age, wear and tear 
for the following items:
 $oor carpets that were over 10 years old; 
 clothing.
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Your contents

The most we will pay you for contents claims 

What is covered What is not covered

Cash, currency and negotiable 
instruments
We will pay up to $300 for theft of, loss 
of or damage to cash, treasury notes, 
bank notes, savings certi"cates, stamps 
(not forming part of a collection) or 
other forms of negotiable instruments.

We will not pay for loss or 
damage caused by:
Oentry gained through an 

unlocked door, window or 
skylight.

Contents in the open air
For contents in the open air at the 
insured property address, we will pay up 
to the contents sum insured, if they are 
lost or damaged as a result of an insured 
event.

If the loss or damage is a result of theft, 
the most we will pay for such contents is 
5% of the contents sum insured.

Contents cover limits apply as shown on 
page 34.

We will not pay for loss or 
damage caused by:
Otheft from common areas; 
Otheft from locked or 

unlocked motor vehicles;
OImpact.

Contents in your home
For contents that are in an entirely 
enclosed and lockable part of your 
home, we will pay up to the contents 
sum insured less:

any amount paid as contents in the 
open air.

Flash "ood and stormwater run-
o#
We will pay up to 50% of your contents 
sum insured or $25,000, whichever is the 
higher, but not exceeding your contents 
sum insured.

O  Not covered
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Your contents

The most we will pay you for contents claims 

What is covered What is not covered

O%ce equipment
We will pay up to $10,000 in total for 
all items in the following groups not 
speci"cally listed on your certi"cate of 
insurance if they are lost or damaged as a 
result of an insured event:

 computer equipment including 
associated hardware and accessories;
 o+ce equipment (other than computers, 
associated hardware and accessories);
 copy written purchased software for 
which you hold a licence but not custom 
written software and data;
 furniture and furnishings in an o+ce or 
surgery in your home.

Refrigerated foodstu#s and goods
We will pay up to $500 in total for 
spoilage of foodstu#s and other goods 
stored in your domestic freezers or 
refrigerators (including the reasonable cost 
of temporary alternative refrigeration and 
ice) if caused by an insured event covered 
by this policy.

We will not pay for loss or 
damage to:
Oa refrigerator or freezer 

caused by spoiled food.

Renovations to your home 
If the home in which you reside is 
undergoing renovations, then until the 
roof, $oor or external walls have been 
replaced, the cover provided by this 
policy is limited to loss or damage to the 
contents at the property address shown on 
the certi"cate of insurance caused by the 
following Insured Events:

 Fire; 
 Explosion;
 Lightning;
 Earthquake;
 Riot or civil commotion;
 Impact and damage caused by 
abnormally high winds.

Tools of trade
We will pay up to $2,000 in total, for 
tools of trade used wholly or partly in any 
business lost or damaged as a result of an 
insured event. 

O  Not covered
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Your contents

The most we will pay you for contents claims 

What is covered What we will pay

* Watches, jewellery and gold or 
silver artefacts (but not bullion)

Up to $2,000 for each item or 
set, but not more than a total of 
$6,000

* Cameras and camera accessories Up to $2,000 total

* Movie or video cameras and 
camera accessories

Up to $2,000 total

* Hand woven rugs and mats Up to $1,000 each

* CDs, DVDs, audio and video 
tapes, records, computer discs, 
game cartridges and consoles

Up to $5,000 in total

* Paintings, pictures, drawings, 
works of art, "gurines, moulded 
objects, vases or curios (not 
being jewellery, gold, or silver 
artefacts)

Up to $2,000 for each item or 
set, but not more than a total of 
$12,000

* Stamp collections and collector’s 
non-negotiable currency

Up to $2,000 in total

* Collections, medals or 
memorabilia

Up to $2,000 in total

* Group cover for personal items 
listed on page 51

  Includes accidental damage 
cover in Australia or New 
Zealand

Up to the maximum overall sum 
insured limit shown on your 
certi"cate of insurance. Refer to 
page 50 for the maximum overall 
sum insured limits you can choose 
for your Group cover personal 
items

* Selected personal items cover 
for items listed on pages 51

  Includes accidental damage 
cover in Australia or New 
Zealand

Up to the sum insured for that 
item listed on your certi"cate of 
insurance

Additional bene"ts or options Up to the limit shown for that 
additional bene"t or option

All other contents items Up to the contents sum insured 
unless a separate limit applies

If your contents items have a value higher than the limit shown above, 
you will need to have them speci"cally listed on your certi"cate of 
insurance and pay an additional premium to ensure you are covered for 
their full value. Proof of ownership will be required in the event of a 
claim.
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Additional bene"ts we provide for you
 

What is covered What is not covered

Additional living expenses
Contents cover If you are a 
tenant or an owner-occupier 
of a home or home unit at the 
property address that has been 
accidentally damaged by an 
Insured Event during the period of 
insurance rendering it un"t to live 
in, we will pay for your reasonable 
additional living expenses until 
the home or home unit is "t to 
live in.

We will also pay for additional 
living expenses such as telephone 
or electricity connection fees 
at your temporary place of 
accommodation.

In addition to the contents sum 
insured, the most we will pay for 
this additional bene"t for any one 
claim is 10% of the contents sum 
insured.

We will not pay for:
Orent; 
Oany other direct accommodation 

costs.

Attendance by a security 
$rm
Contents cover We will pay up to 
$750 towards the cost incurred by 
you for a security "rm to respond 
to a monitored alarm signal at the 
insured property address.

We will not pay for:
Oany amount unless the security 

"rm attendance was in 
connection with a claim for an 
insured event for which we have 
agreed to pay.

O  Not covered
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Additional bene"ts we provide for you
 

What is covered What is not covered

Breakage of glass
Home cover If they are part 
of your home and accidentally 
broken, we will pay for the cost of 
repairing or replacing: 

 "xed glass; 
 a sky light; 
 porcelain, marble, granite, 
"breglass or polymarble in a 
sink, basin, shower base, bath or 
toilet; 
 glass or ceramics in a stove top, 

forming part of your home which 
happens during the period of 
insurance.

The most we will pay for this 
additional bene"t for any one 
claim is the home sum insured.

We will not pay for damage to or 
breakage:
Owhere the break does not extend 

through the entire thickness of 
the item; 
Oof glass in a glasshouse, 

conservatory or greenhouse;  
Oof any tiles or tiled furniture 

forming part of the home;
Oif your home was deemed to 

be unoccupied at the time the 
damage to or breakage occurred.

O  Not covered
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Additional bene"ts we provide for you
 

What is covered What is not covered

Breakage of glass
Contents cover If they are 
accidentally broken, we will 
pay for the cost of repairing or 
replacing glass forming part of 
an item of furniture located in 
the home at the property address 
which happens during the period 
of insurance. 

The most we will pay for this 
additional bene"t for any one 
claim is the contents sum insured.

We will not pay for damage to or 
breakage: 
Owhere the break does not extend 

through the entire thickness of 
the item; 
Oof a picture tube or screen of a 

television or visual display unit 
except if advanced cover applies 
to contents; 
Oof glass forming part of a radio 

or clock, vase, ornament or lamp 
except if advanced cover applies 
to contents; 
Oof glass in a picture frame other 

than a wall hanging picture 
frame; 
Oof glass in mirrors normally 

carried by hand;
Oif your home was deemed to 

be unoccupied at the time the 
damage to or breakage occurred.

This cover is limited to accidental 
breakage of glass forming part of 
an item of furniture. 

 
Cover does not extend to include 
breakage of other materials such 
as porcelain, marble, granite, 
"breglass, polymarble or ceramics.

Campus cover 
Contents cover We will pay up 
to a maximum of $2,000 for any 
one item, $5,000 in total for your 
contents following loss or damage 
caused by an insured event whilst  
your contents are contained  
in a residential lockable room 
where you are residing within 
any student campus located in 
Australia.  

Contents cover limits apply as 
shown on page 34.

We will not pay for:
Oloss of or damage to cash 

or negotiable instruments, 
jewellery of any kind, watches, 
gems, gold, silver or any other 
precious metal;
Otheft from common areas or 

open air; 
Otheft without signs of forcible 

entry;
Oany amount that we have 

agreed to pay for under the 
Additional bene"t: Temporary 
removal of contents on page 46.

O  Not covered
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Additional bene"ts we provide for you
 

What is covered What is not covered

Clean up costs 
Home and/or contents cover 
When your contents are lost or 
damaged due to theft, we also will 
pay the cost of cleaning up:

 any mess left inside your home 
by the persons responsible for 
the theft; 
 the debris left after police 
forensic testing.

If your home is insured, we 
will clean up gra+ti and repair 
damage caused during the process 
of police forensic testing.

In addition to the sum insured, 
the most we will pay for this 
additional bene"t for any one 
claim is 10% of the home and/or 
contents sum insured, whichever is 
applicable.

Contents while in storage
Contents cover If your contents 
have been removed from the 
property address, and are in 
storage, we will pay for loss or 
damage to your contents caused 
by an insured event which 
happens during the period of 
insurance, but only if you tell us 
beforehand and we agree to cover 
them. 

The most we will pay for this 
additional bene"t for any one 
claim is the contents sum insured.

We will not pay for: 
Oloss of or damage to cash 

or negotiable instruments, 
jewellery of any kind, watches 
gems, gold, silver or any other 
precious metal;
Ostorage of contents beyond 60 

consecutive days commencing 
on the "rst day of storage, or 
extending beyond the period 
of insurance shown on your 
certi"cate of insurance.

O  Not covered
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Additional bene"ts we provide for you
 

What is covered What is not covered

Contents in transit
Contents cover If you are moving 
to a new permanent address in 
Australia, we cover you for loss or 
damage to your contents caused 
by an insured event occurring 
during the period of insurance 
while at the old address or the 
new address for 14 days from the 
date you begin to move if you tell 
us about the move beforehand.

We will also cover your contents 
for loss or damage which happens 
during the period of insurance 
as a result of "re, $ood, collision 
or overturning of the conveying 
vehicle during their transport to 
your new permanent residence in 
Australia.

The most we will pay for this 
additional bene"t for any one 
claim is the contents sum insured.

We will not pay for:
Odamage sustained during 

loading or unloading of the 
conveying vehicle;
Oloss of or damage to cash or 

negotiable instruments.

Contents in a safe deposit 
box
Contents cover We will cover loss 
or damage caused by an insured 
event to your contents whilst 
your contents are located in a 
safe deposit box at a "nancial 
institution.

The most we will pay for this 
additional bene"t for any one 
claim is 10% of the contents sum 
insured. 

Contents cover limits apply as 
shown on page 34.

We will not pay for:
Oloss of or damage to cash or 

negotiable instruments. 

O  Not covered

595



40

Additional bene"ts we provide for you
 

What is covered What is not covered

Credit card misuse
Contents cover If your contents 
are shown as covered on your 
certi"cate of insurance we will 
pay up to $1,500, if a credit card 
or "nancial transaction card is lost 
or stolen anywhere in Australia 
and someone other than: 

 you; or 
 someone living at the property 
address, 

illegally uses them to steal money 
from your account or buy goods 
for which you become liable. 

We will not pay if: 
Oa person misused the credit 

or "nancial transaction 
card because they found or 
had access to your personal 
identi"cation number or other 
access details; or 
Oyou did not notify the "nancial 

institution or credit provider 
within 24 hours of the credit or 
"nancial transaction card being 
discovered lost or stolen; or 
Othe "nancial institution or credit 

provider provides indemnity for 
any loss; or 
Oyou broke the terms and 

conditions under which the 
credit or "nancial transaction 
card was issued.

Damage caused by 
emergency services
Home cover We will pay up 
to $1,000 to repair damage to 
your home caused by emergency 
services during the process of 
gaining entry to your home. 

We will not pay for:
Oany amount unless the 

emergency service attendance 
was in response to loss or 
damage caused by an insured 
event for which we have agreed 
to pay.

Demolition and redesign 
costs 
Home cover If your home has 
to be rebuilt or repaired after 
damage caused by an insured 
event, we will pay the reasonable 
cost of:

 survey work; 
 design work; 
 related legal work; 
 exploratory work necessary to 
locate the cause of the damage; 
 demolition.

 

In addition to the home sum 
insured, the most we will pay for 
this additional bene"t for any one 
claim is 10% of the home sum 
insured.

O  Not covered
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Additional bene"ts we provide for you
 

What is covered What is not covered

Emergency and alternative
accommodation 
Home cover If your home was 
owned and occupied by you 
immediately prior to it being 
damaged by an insured event 
rendering it un"t to live in, we will 
pay for your:

 reasonable emergency 
accommodation for up to 14 
days; and 
 alternative accommodation 
(limited to the rentable value 
of your home immediately prior 
to the damage occurring), until 
your home is "t to live in.

In addition to the home sum 
insured, the most we will pay for 
this additional bene"t for any one 
claim is 10% of the home sum 
insured.

We will not pay for:
Oalternative accommodation for 

more than 12 months from the 
time the damage occurred.

Funeral expenses
Home and contents cover We 
will pay up to $5,000 to assist 
you with funeral expenses if you 
or a member of your family die 
as a result of an insured event 
described on pages 16 to 22, and 
we have agreed to pay your claim. 

We will not pay for: 
Odeath resulting from an event 

that occurred away from the 
insured address;
Odeath occurring more than 90 

days after the event that caused 
it.

O  Not covered
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Additional bene"ts we provide for you
 

What is covered What is not covered

In"ation protection at 
renewal
Home cover When your policy is 
due for renewal, we will increase 
your building sum insured to 
allow for any increase in building 
costs. We will use industry 
home building cost guides as a 
reference.

Contents cover When your policy 
is due for renewal, we will increase 
your contents sum insured to 
allow for additional items you 
might buy during the period of 
insurance and for increases in the 
replacement cost of contents.

Your certi"cate of insurance at 
renewal will show the building 
and/or contents sum insured and 
the premium applying.

Loss of rent 
Home cover If you did not occupy 
the home, and it was with our 
prior knowledge rented to others 
immediately prior to it being 
damaged by an insured event 
rendering it un"t to live in, we 
will pay you the net loss of rental 
income (limited to the rentable 
value of the home immediately 
prior to damage) until the home is 
"t to live in.

In addition to the home sum 
insured, the most we will pay for 
this additional bene"t for any one 
claim is 10% of the home sum 
insured.

We will not pay for: 
Oloss of rent for more than 12 

months from the time the 
damage occurred.

O  Not covered
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Additional bene"ts we provide for you
 

What is covered What is not covered

Peace of mind protection   
Home cover If the sum insured 
does not fully cover the repair 
or rebuilding of your home at 
the time of any claim for loss or 
damage as a result of an insured 
event that we have agreed to pay, 
we will:

 Increase the sum insured by 
the current annual in$ation 
protection adjustment at the 
time of the loss or damage.

Professional documents
Contents cover We will cover up 

to $1,000 to replace, restore or 
reproduce professional documents 
lost or damaged as a result of an 
insured event.

Re-key, recode or 
replacement of locks
Home cover If you are the owner-
occupier of the insured home, 
we will pay up to $500 to re-key, 
recode or replace locks if:

 a key for any external door of 
your home is stolen anywhere in 
Australia; and 
 you have reported the theft to 
the police; and 
 the keys had your property 
address or other identifying 
information with them.

No excess is applicable to this 
additional bene"t.

O  Not covered
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Additional bene"ts we provide for you
 

What is covered What is not covered

Removal of debris
Home and/or Contents cover If 
your home and/or contents are 
damaged by an insured event we 
will pay for the reasonable costs 
of removing the debris.

In addition to the sum insured, 
the most we will pay for this 
additional bene"t for any one 
claim is 10% of the home and/or 
contents sum insured, whichever is 
applicable.

Special occasion gifts
Contents cover We will 
automatically increase your sum 
insured to cover gifts you have 
purchased for a special occasion. 
For example, this covers gifts 
bought for a family wedding or 
gifts bought for the Christmas 
season.

Contents cover limits apply as 
shown on page 34.

We will pay up to $1,000 in 
addition to your contents sum 
insured if a total loss occurs as a 
result of an insured event.

We will not pay for: 
Oloss of or damage to cash or 

negotiable instruments or 
mobile phones.

O  Not covered
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Additional bene"ts we provide for you
 

What is covered What is not covered

Storage of contents after an 
event

Contents cover If the home in 
which your contents are contained 
is damaged by an insured event 
rendering it un"t to live in, then 
we will pay the reasonable charges 
to remove and store your contents 
until you have found another 
place to permanently reside or 
until the home is "t to live in, 
whichever is the sooner.

We will also pay for returning the 
contents to your home.

In addition to the contents sum 
insured, the most we will pay for 
this bene"t for any one claim is 
10% of the contents sum insured.

We will also pay up to the 
remaining contents sum insured 
for any additional loss or damage 
to your contents caused by an 
insured event while they are at the 
place of storage.

Contents cover limits apply as 
shown on page 32-34.

We will not pay for: 
Oloss of or damage to cash 

or negotiable instruments, 
jewellery of any kind, watches, 
gems, gold, silver or any other 
precious metal.

Storm damage to pool and/
or spa covers
Home cover We will pay up to 
$500 for loss or damage to your 
pool or spa cover or liner as a 
result of a storm.

We will not pay for: 
Oany amount where we have not 

agreed to pay for storm damage 
to other parts of your home 
arising from the same event;
Oloss or damage to your pool or 

spa cover or liner that is more 
than 5 years old.

O  Not covered
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Additional bene"ts we provide for you
 

What is covered What is not covered

Temporary removal of 
contents 
Contents cover We will cover 
your contents for loss or damage 
caused by an insured event while 
they are on your person or located 
in any dwelling within Australia 
where you are temporarily 
residing. 

We will pay up to 20% of the 
contents sum insured for any one 
claim for such loss or damage. 

Contents cover limits apply as 
shown on page 34.

We will not pay for: 
Ocontents outside Australia; 
Oloss of or damage to cash or 

negotiable instruments;
Oloss or damage while on your 

person or in transit caused by 
theft, storm, $ash $ood and 
stormwater run-o#, tsunami, 
vandalism, malicious or 
intentional damage or impact;
Ocontents temporarily removed 

for a period exceeding 30 days.

Theft of purchased water
Contents cover We will pay up 
to $200 for theft of your water 
supply stored in an outdoor water 
tank. 

No excess is applicable to this 
additional bene"t.

We will not pay: 
Owhere you have not reported 

the theft to the police;
Ofor theft of water without signs 

of forced entry to your insured 
property.

Uninsured visitor’s contents
Contents cover We will pay up 
to $500 for uninsured visitor’s 
contents at the insured address if 
the loss or damage is caused by an 
insured event. 

We will not pay for: 
Ocash or negotiable instruments;
Omobile phones;
Ojewellery;
Olaptop computer and computer 

accessories;
Ovisitor’s contents insured under 

any other insurance.

O  Not covered
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Additional bene"ts we provide for you
 

What is covered What is not covered

Emergency Home Assist
Home and/or Contents cover
We provide you with the following 
bene"ts if this policy is current at the 
time when an emergency happens. We 
do not charge you for these bene"ts.

In the event of an emergency our 
support team are there to assist you 
24 hours a day. Simply call 1800 800 
552. 

Immediate help in the event of an 
emergency:

 where possible you will be advised 
of simple measures that you can 
take to minimise damage; 
 we will consult a unique 
computerised listing, to "nd the 
trades person you need; 
 we advise you of the name of a 
locally available trades person and 
their call out charge and where 
possible an estimate for the cost of 
the whole job. If you feel the price 
quoted is too high, we will locate an 
alternate trades person/supplier; 
 wherever possible we prefer to 
use local trades persons, as they 
generally provide a quick, reliable 
service; 
 if you want the trades person to 
call on you, we will make those 
arrangements and let you know 
what time they are expected to 
arrive; 
 we will check back with you to 
make sure the problem has been 
solved to your satisfaction.

 
Who pays for the repairs?
Initially you do, however if the 
damage relates to an insurance claim 
simply include the repair account and 
receipt with your completed claim 
form for our consideration.

OThe Emergency Home Assist 
service can only be used 
as an emergency service. If 
you require a trades person 
for general maintenance 
or non-emergency work, 
you should consult a local 
services directory or the 
Yellow Pages. 
 

O  Not covered
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Optional covers for extra peace of mind
 
The covers outlined in this section are optional and do not 
apply unless you have asked for them and we agree to 
cover you. Additional premiums apply for each cover. Your 
certi"cate of insurance will show which covers operate. All 
optional covers are subject to the terms and conditions of 
this policy. 

What is covered What is not covered

Motor burnout
Home and/or contents cover If 
the wiring of a domestic electric 
motor that forms part of your 
insured home and/or contents 
burns out, then we will pay you 
the cost of repairs or replacement 
of the electric motor, whichever 
method is the most economical. 

We will pay for: 
 re-gassing if the electric motor 
is inside a sealed refrigeration or 
air-conditioning unit; 
 a swimming pool water pump if 
it is combined with its electric 
motor, if the replacement pump 
motor cannot be bought on its 
own; 
 labour and installation costs and 
call out fees. 

Spoilage of refrigerated/
frozen goods
Contents cover When motor 
burnout option is added to your 
contents cover, we also cover 
foodstu#s and other goods that 
have spoiled as a result of:

 a motor in a refrigerator or 
freezer burning out or fusing; or 
the failure to supply electricity 
by any public electricity 
provider.

The most we will pay for food 
spoilage is $500.

We will not pay for: 
Oany motor or sealed unit over 10 

years old; 
Oany equipment, component or 

apparatus that is not an electric 
motor; 
Oa motor covered by a guarantee 

or warranty; 
Oa motor used in any business; 
Oany printed circuit board; 
Ocost of removing and replacing 

a submersible pump; 
Oloss or damage to a refrigerator 

or freezer caused by spoiled 
food; 
Ospoiled goods where the 

refrigerator or freezer is over 10 
years old; 
Ospoiled goods caused by the 

tripping of a safety switch 
unless caused by an Insured 
Event.

O  Not covered
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Optional covers for extra peace of mind
 

What is covered What is not covered

Advanced cover
Home and/or contents cover 
In addition to insured events cover, 
advanced cover also covers you for 
accidental damage to: 

 your home when it is insured by 
this policy, and
 the contents described below 
when contents are insured by this 
policy: 
 indoor and outdoor furniture; 
 furnishings, household 
decorative items, works of art, 
wall hangings and household 
ornaments;  
 glass forming part of a picture 
tube or screen of a television 
or visual display unit, a radio or 
clock, vase, ornament or lamp; 
 kitchen, dining room, lounge 
room, bedroom and bathroom 
ware and $oor carpets; 
 household and domestic 
electrical and electronic goods, 
personal computer equipment 
and associated hardware, 

caused by any event not excluded 
by this policy, provided the damage 
occurred during the period of 
insurance while located within the 
entirely enclosed and lockable part 
of your home, apart from outdoor 
furniture that may be located in the 
open air. 

Plus, for extra peace of mind, 
advanced cover also covers you for 
loss or damage to your home or 
contents caused by motor burnout.

We pay for loss or damage in the 
same way and in the same amounts 
as we do under insured events cover. 
This means any limitations as to 
the type of damage or the amount 
we pay as set out in those sections 
apply equally to a claim under this 
optional cover.

Accidental loss or damage 
caused: 
Oby the events or circumstances 

set out in section When you 
are not covered on pages 59 
to 61; 
Oby any insured event other 

than to the extent provided 
for in this policy; 
Oby tenants; 
Oto your home or contents if 

your home is let to tenants; 
Oby renovating or 

reconstruction of your home; 
Oby power surge unless caused 

by an insured event at the 
property address; 
Oby mechanical, electrical 

or electronic breakdown or 
failure other than the cover 
provided by the motor burnout 
option; 
Oby cracking, chipping or 

breakage of glass, glassware 
or china ordinarily carried by 
hand while in use; 
Oby minor dents, scratching or 

chipping to property such as 
walls, roofs, $oors, benches or 
furniture; 
Oby scorching by a cigarette, 

cigar, pipe, tobacco, ash or 
other substance, or where  "re 
or heat was required as part of 
the process;
Oto swimming pools, outdoor 

spas and associated equipment 
including covers and liners 
except that damage as covered 
by insured events cover or as 
allowed under any Additional 
bene"t;
Oif your home was deemed to 

be unoccupied at the time 
the accidental loss or damage 
occurred, this does not apply 
for motor burnout.

O  Not covered
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Optional covers for extra peace of mind 

Group and/or selected personal items cover

Cover is provided for accidental loss or damage of the 
insured items in Australia or New Zealand or while in transit 
between the two countries during the period of insurance 
if you have insured items under group cover or selected 
personal items cover.

Group cover

By selecting one choice from the following range of sum 
insured limits available and paying an additional premium, 
you can choose to increase cover for your personal items 
included in the groups on the next page. This is a form of 
blanket cover over this group of personal items that do not 
need to be individually speci"ed. If you choose this option 
it will be shown on your current certi"cate of insurance. 

Option Maximum sum insured 
for any one item

Maximum overall 
sum insured

1 $250 $1,000

2 $500 $2,000

3 $750 $3,000

4 $1,000 $4,000

 

Selected personal items cover

For an additional premium you can increase your cover 
on personal items included in the groups on the next 
page by having them separately listed as selected personal 
items with their replacement value on your certi"cate of 
insurance.

Our claim settlement options are detailed on page 31 under 
the heading of “Settling your claim”.
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Optional covers for extra peace of mind

Selected personal items cover

What is covered What is not covered

We will pay for:
bicycles and their accessories; 
 binoculars and telescopes; 
 blankets, travel rugs, towels; 
 cosmetics, toiletries, 
hairdryers, shavers; 
 CDs, DVDs, audio and video 
tapes, records, computer discs, 
game cartridges and consoles; 
 "rearms; 
leather jackets, coats and 
furs; 
 handbags, briefcases, purses, 
wallets, suitcases, knapsacks 
and other travel bags; 
 hearing aids, medical aids, 
dentures, non motorised 
wheelchairs, walking sticks 
and crutches; 
 jewellery (not uncut or unset 
gems); 
 laptop computers not used 
for business; 
 musical instruments;
 photographic equipment; 
 portable music systems; 
 prams, strollers and other 
baby carriers; 
 prescription sunglasses and 
spectacles; 
 saddles; 
 sewing machines; 
 sporting equipment excluding 
clothes; 
 watches.

We will not pay for:
Omotorised bicycles or motorised 

scooters; 
Omusical instruments, "rearms and 

sporting equipment (including 
"shing gear) while being used for 
their designed purpose except lawn 
bowls; 
Owatercraft and their spare parts 

and accessories; 
Odamage to "rearms caused by 

rusting, derangement, explosion or 
bursting of a barrel; 
Oany unregistered "rearm or "rearm 

not stored in accordance with 
relevant law; 
Oglass in camera lenses, watches, 

clocks, or scienti"c instruments, 
unless other parts of the item are 
damaged in the same accident; 
Oitems or equipment: 

 undergoing cleaning or repair; 
 while on hire from you; 
 while on loan to someone other 
than any person usually living 
at your home except when the 
loss or damage is caused by "re 
or theft following forcible and 
violent entry to a home.

Oitems or equipment where loss or 
damage has been caused by:
 the action of light, atmospheric 
conditions or variations or 
extremes of temperature;
 lack of maintenance or gradual 
deterioration due to any cause;
 or resulting from mechanical, 
electronic or electrical breakdown 
or failure, overwinding, 
derangement or inherent defect; 
 the events or circumstances set 
out in section When you are not 
covered - general exclusions on 
pages 59 to 61.

Oany contents items used for a 
business purpose.

O  Not covered
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Optional covers for extra peace of mind
 

What is covered What is not covered

Pet cover
Contents cover We pay for the 
reasonable costs of veterinary 
treatment for accidental injury or 
illness su#ered by your pet dog or 
cat identi"ed on your certi"cate 
of insurance which happens 
during the period of insurance. 

The maximum we will pay for 
each pet is $500 in total less the 
pet excess, arising out of any one 
injury or illness. 

Any claim made for a bene"t 
under this optional cover must 
be supported by a veterinary 
certi"cate completed by the 
attending veterinary surgeon. This 
certi"cate forms part of the RACQ 
Pet Insurance Claim Form. The 
cost, if any, for the completion 
of the certi"cate is not payable 
under this optional cover. 

The excess payable for each claim 
under this section is $50 and 
if your certi"cate of insurance 
shows an additional pet excess 
then these excesses will be added 
together.

We will not pay for: 
Ocosts or expenses relating to or 

resulting from the loss or death 
of your pet dogs or cats or their 
becoming lost;
Oroutine, elective or preventative 

veterinary treatment such 
as vaccinations, spaying or 
heartworm testing;
Otreatment of an illness(es) or 

disease(s) that pre-existed the 
commencement of this optional 
cover;
Otreatment of congenital

 defects 
abnormalities

Otreatment of injury or illness 
arising from or connected with a 
business, occupation or sporting 
event (excluding dog and cat 
shows) or animal hunting event;
Otreatment of a pet that does not 

permanently reside with you.

O  Not covered
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Optional covers for extra peace of mind
 

What is covered What is not covered

Flood and storm surge
This policy does not cover $ood 
unless we have agreed and it 
is shown on your certi"cate of 
insurance. 

Home and/or contents cover 
We cover you for loss of or 
damage to your home or contents 
caused by $ood or storm surge 
which happens during the period 
of insurance at the property 
address. 

We will pay up to the: 
 home sum insured, if your 
home is insured; 
 contents sum insured, if 
your contents are insured for 
damage caused by $ood or 
storm surge. 

We will pay for loss or damage 
in the same way and in the same 
amounts as we do under Insured 
events cover.

We will not pay for loss or damage 
to: 
Opaths, driveways, paving, 

retaining walls(whether or not 
part of the home), tennis courts 
or other playing surfaces; 
Oshade or sail cloth; 
Ofabric awnings, swimming pool 

and spa covers or liners and the 
like; 
Oglasshouse whether or not 

constructed principally of glass; 
Owater in swimming pools or 

spas; 
Oyour property during the "rst 

48 hours of the initial period of 
insurance of this policy unless 
we have issued it to you: 
 in conjunction with your 
signing a contract to purchase 
the home; or 
 to replace a policy with us or 
another insurer from the date 
and time that other policy 
expired.

Landlord’s $xtures and 
$ttings
Home cover Under this cover, you 
can insure landlord’s:

$oor coverings; 
light "ttings; 
window coverings; and 
other "xtures and "ttings.

We will pay up to the speci"ed 
sum insured, for loss or damage 
to the "xtures and "ttings 
speci"cally listed on your 
certi"cate of insurance caused by 
an insured event and:

Motor burnout; or 
Flood and storm surge which 
happens during the period of 
insurance, if they are shown as 
covered on your certi"cate of 
insurance.

O  Not covered
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Optional covers for extra peace of mind
 

What is covered What is not covered

Mortgagee’s interest in a 
home unit
We will pay the mortgagee shown 
on your certi"cate of insurance 
if the mortgagee makes a claim 
on your policy because of loss 
or damage caused by an insured 
event during the period of 
insurance for which we would 
extend indemnity to you.

The most we will pay the 
mortgagee at the time of loss or 
damage is:

 the amount secured by the 
mortgage at the time of 
the loss or damage, but not 
exceeding the sum insured; 
 the lesser of the sum insured 
shown on your certi"cate 
of insurance, or the cost of 
rebuilding or repairing your 
property.

If we pay the mortgagee, then the 
rights of the mortgagee under the 
mortgage are assigned to us.

We will not pay for:
Olegal liability.

O  Not covered
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Legal liability insurance

What is covered 

When your home is insured
If home is shown as covered on your certi"cate of 
insurance, we cover you for your legal liability as owner 
or owner-occupier of your home to pay compensation 
for death, bodily injury or loss of or damage to property 
resulting from an accident which:
 happens during the period of insurance; and  
 arises or occurs within the home or within the 

domestic boundaries of the property address on which 
it stands.

When your contents are insured
If contents are shown as covered on your certi"cate of 
insurance, we cover you and any person who permanently 
resides with you at the property address, other than a 
boarder, for your or their legal liability (other than as owner 
of a home or owner-occupier) to pay compensation for 
death, bodily injury or loss or damage to property resulting 
from an accident which:
 happens during the period of insurance; and  
 occurs within Australia.

If:
 you own a home unit in which the insured contents are 

located and the body corporate has insured your unit 
for legal liability resulting from death, bodily injury or 
damage to property, we will also cover you for your 
legal liability as owner or owner-occupier of that unit 
to pay compensation for death, bodily injury or loss 
of or damage to property resulting from an accident 
which:
 happens during the period of insurance; and  
 arises or occurs within the unit or on common area 

adjacent to the unit, but only to the extent that 
such liability is not covered by the insurance taken 
out by the body corporate;

 if you are a tenant we do cover your legal liability 
arising from damage to a home or home unit 
you are renting if contents are shown as covered 
on your certi"cate of insurance, but only if 
the damage is caused by insured events "re or 
bursting, leaking, discharging or over$owing of 
liquids.
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Legal liability insurance
 
What is not covered

We will not pay for any amount that exceeds $20,000,000 
for legal liability less any applicable excess, regardless of 
the number of claims arising out of any one accident. The 
amount also includes all legal costs.

We will not pay for legal costs you incur unless such costs 
are incurred with our prior written approval.

If we pay out the maximum amount for loss or damage to 
the home or contents less any applicable excess, the cover 
for legal liability ceases from the date of the "nal payment.

We do not cover you as owner-occupier or any person who 
resides with you at the property address for legal liability 
arising from:

 death or bodily injury to you or them;
 loss of or damage to property owned by you or them; 
 damage to property in your or their physical or legal 

control;
 "nes, penalties or punitive, exemplary or aggravated 

damages or the costs associated with the enforcement 
of any law or regulation relating to any kind of 
emission, e?uent or pollution.

We do not cover you or any person for legal liability caused 
by, through or in connection with:
 the ownership or occupancy of any building or land 

other than a home (and its domestic land) insured by 
this policy; 

 the ownership or occupancy of a home unit, other than 
to the extent provided for in this section when the 
contents of that home unit are insured by this policy; 

 your or their use, ownership or control of a vehicle 
(other than a bicycle, golf buggy, wheel chair, or ride 
on mower or other garden appliance, which is not 
registered, nor required by law to be registered); 

 an aircraft other than a model aircraft; 
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Legal liability insurance
 
What is not covered
 any watercraft other than a sailboard, surfboard, 

canoe, kayak, rowing boat, non motorised surf ski or 
hand held $otation device or model boat; 

 aircraft landing areas; 
 any business you or they are engaged in or associated 

with; 
 tree lopping or felling by you or any person acting with 

your or their express or implied consent; 
 a home under construction; 
 alterations, additions, repairs or decorations to your 

home, where the total cost of such work exceeds 
$50,000; 

 the transmission of any communicable disease or 
infection; 

 illness or disease caused by asbestos; 
 ownership of a boarding house; 
 any breach of building regulations such as a 

requirement to install smoke detectors; 
 failing to provide a swimming pool fence, child 

resistant barrier or gates and doors that restrict access 
to the pool or spa as required by law;

 the ownership or control of a pet, domestic animal or 
livestock, unless reasonable steps were taken to comply 
with relevant legislation; 

 an agreement including a rental agreement, unless 
the liability would have been incurred without the 
agreement existing; 

 libel or slander; 
 bodily injury to or death of any person to the extent 

that you or they: 
are deemed to be employed by you for the purposes

 of the relevant workers compensation legislation or
 are injured in circumstances where their employment
 or deemed employment with you give rise to workers
 compensation exposure on your behalf or on behalf of
 your workers compensation insurer; 
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Legal liability insurance
 
What is not covered 

are entitled to indemnity for such liability under any
 fund, scheme, policy or insurance or self insurance
 arrangement created, issued pursuant to or required
 by any law relating to workers’ or employees’
 compensation; or
would have been entitled to such indemnity if you

 had complied with your obligations pursuant to such
 law.

 any law relating to workers’ or employees’ 
compensation; 

 any law relating to employment practices, including 
discrimination, equal opportunity and unfair or 
wrongful dismissal; 

 the provisions of any industrial award or agreement 
or determination where such liability would not have 
been imposed in the absence of such industrial award 
or agreement or determination; 

 any contract of employment or workplace agreement;
 if your home was deemed to be unoccupied at the time 

the loss or damage or injury occurred. 
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When you are not covered - general 
exclusions 

These general exclusions apply to all sections of your policy. 
We will not pay for loss or damage or the incurring of a 
legal liability caused by:

Exclusions When you are not covered

actions of the sea Oactions of the sea 
but we will cover:
 Tsunami; 
 Storm surge (if the optional cover 
Flood and Storm surge applies to 
your policy).

an event outside the period of 
insurance

Oany event or accident that occurs 
outside the period of insurance 
shown on your certi"cate of 
insurance.

birds Obirds, except glass breakage to 
windows and doors.

breaking the law Ofailure to comply with applicable 
laws and regulations; 
Oany failure to comply with any 

legislation relating to "rearms; 
Othe supply or consumption of 

alcohol or drugs; 
Oyour or their acts or omissions 

occurring during the course of any 
criminal or illegal act; 
Othe intended results of any act or 

omission by you or them or the 
results of any reckless or malicious 
act committed or omitted by you 
or them.

business activity Oany business being conducted at 
the property address, except a 
business conducted from a home 
surgery or home o+ce.

consequential loss Oany loss or additional expense 
arising indirectly from an event 
that is covered by this policy.

con"scation Ocon"scation, nationalisation or 
requisition of property by any 
government or local authority.

 O  Not covered
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When you are not covered - general 
exclusions 

Exclusions When you are not covered

computers, data Ofailure of any computer program 
or electronic system to process any 
form of data including day or date 
functions properly and accurately; 
Othe loss of data or information 

however kept or stored; 
Oa computer virus; 
Ocomputer hacking.

defective or faulty 
workmanship

Othe inherent defect or defective 
or faulty workmanship, design or 
manufacture.

deliberate acts By: 
Oany person who enters the home 

or home unit at the property 
address with your express or implied 
consent or that of a person you 
have given permission to invite 
people onto your property address; 
Oyou or a person residing with you 

including a family member or 
boarder or a person acting with the 
express or implied consent of you or 
those persons; 
Oa tenant, any person residing with 

a tenant or any person who enters 
your home, home unit or the 
property address with the express 
consent or implied consent of a 
tenant or any person residing with 
a tenant.

erosion, landslide Oerosion, landslide, subsidence, earth 
movement (except earthquake), 
earth shrinkage or expansion no 
matter how caused.

failing to take care of the 
home or contents

Ofailure to maintain the home and its 
contents in good condition.

fraud Ofraud or attempted fraud including:
 the passing of valueless cheques 
or negotiable instruments; or 
 promises that are not 
subsequently honoured.

O  Not covered
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When you are not covered - general 
exclusions 
 

Exclusions When you are not covered

loss not attributable to any 
identi"able event

Oproperty being lost when its loss is 
not attributable to any identi"able 
event or which has been misplaced.

radioactivity Oradioactivity or the use, existence 
or escape of nuclear fuel, material 
waste or action of nuclear "ssion.

seepage, pollution Oseepage, pollution or 
contamination by any substance no 
matter how caused.

terrorism, war Oan act of terrorism directly or 
indirectly caused by, contributed 
to by, resulting from, or arising out 
of or in connection with biological, 
chemical, or nuclear weapons, 
pollution or contamination caused 
by the aforementioned; 
Owar or other acts of a foreign 

enemy (whether war is declared or 
not) or revolution.

trees, shrubs or plant roots Othe actions of trees, shrubs or plant 
roots.

vermin, termites or insects Overmin, termites or insects.

watercraft Ousing or owning any watercraft 
unless:
 it is a sailboard, windsurfer, 
surfboard, canoe, kayak, non-
motorised surfski, waterski 
or remote-controlled model 
watercraft.

wear, tear, rust, mould Owear, tear, rust, corrosion, 
rot, mould, action of light or 
atmospheric or climatic conditions 
including damage caused by wind, 
rain or sand happening over an 
extended period of time.

 O  Not covered
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Important information about the cost of 
this policy

How we calculate your premium 

Rating criteria A#ect on premium

Sum insured of the home and 
contents

The amount of sum insured 
chosen for the home and contents 
will impact on the premium level. 
A higher sum insured generally 
means an increased premium.

Construction of the home The type of construction and 
the materials used will have an 
e#ect on the frequency and cost 
of claims. For example: tile roofs 
may be more susceptible to storm 
damage.

Location of the home and 
contents

The location of the home and 
contents may in$uence the 
likelihood of theft and burglary 
claims and susceptibility to 
natural perils.

Age of the home The age of the home can 
a#ect the general condition 
and maintenance level of the 
home which can impact on the 
frequency and cost of claims.

The amount of excess A higher excess will reduce the 
amount of premium you pay.

The type of options chosen The more optional covers chosen 
the higher the premium you  pay.
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Important information about the cost of 
this policy

How your premium can change 

Action Your premium may 
increase if:

Your premium may 
decrease if:

You change 
your sum 
insured

You increase your sum 
insured.

You decrease your sum 
insured.

You change 
where you 
live

You move into an area 
with a high crime rate or 
increased risk of storm, 
$ood or cyclone.

You move into an area 
with a low crime rate or 
reduced risk of storm, 
$ood or cyclone.

You change 
the options 
on your 
policy

You add motor burnout 
option.

You remove the motor 
burnout option.

You change 
your excess

You elect to take a nil or 
lower excess.

You elect to take a higher 
excess.
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Important information about the cost of 
this policy 

Policy costs and charges
Excess When you make a claim and you are 

required to pay an excess to us, we tell 
you when to pay that excess, how to 
pay it and we may direct you to pay it 
to a third party on our behalf. In some 
cases we may deduct the excess from 
the amount we pay you. 

When loss or damage occurs to both 
your home and contents because of 
the same insured event, you will only 
be required to pay one excess. If the 
excesses are di#erent, you will have to 
pay the higher excess.

The total amount payable for loss or 
damage caused by earthquake during 
any period of 48 consecutive hours 
will be reduced by the amount of the 
Earthquake excess shown on your 
certi"cate of insurance. 

In addition to any other excess that 
may apply, an excess will apply to a 
claim for theft of:

contents, including speci"ed contents 
items; 
 property insured under Group and/
or Selected personal items cover, 
when the words burglary and theft 
excess appear on your certi"cate of 
insurance followed by the amount of 
excess applicable.

Direction to pay excess
In the case of a repair or the supply of 
goods or services, unless we advise you 
otherwise, you are required to pay the 
excess, if any, to the repairer or supplier 
as our agent. Your appointment as our 
agent is for the sole purpose of paying 
to the repairer or supplier the excess 
which you owe us.

There may be more than one excess 
that applies.
The applicable excess or excesses are 
shown on your certi"cate of insurance.
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Important information about the cost of 
this policy 

Policy costs and charges
Cancellation fee If you cancel your policy during the 

period of cover (apart from the 21 
day cooling-o# provision) and you 
have paid an annual premium then 
the refund will be calculated on 
a pro rata basis for the unexpired 
period of cover less 10% for 
administrative costs (a maximum 
fee of $80.00 would apply with a 
minimum fee of $10.00 when the 
pro rata cancellation refund is under 
$100.00).

There is no refund if you have been 
paying monthly.

Pay by the month If you choose to pay by the month 
using the direct debit method, an 
annual fee may apply. The applicable 
fee or fees are shown on your 
certi"cate of insurance. 

Please note our premium discounts 
do not apply to such fees.

Claims costs that you may bear Where a claim is made that would 
otherwise be covered by your policy, 
but the claim amount (as assessed by 
us) is less than the excess you have 
to pay, we will not manage those 
claims.
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Claims information and requirements

How to make a claim
If your home and/or contents su#er loss or damage, or an 
accident happens that might lead to a claim simply call us 
on 13 7202 or go into any RACQ Branch.

Our consultants are available to help you 24 hours, 7 days 
a week. We will explain the claim process and advise you of 
what you need to do to assist the e+cient progress of your 
claim.

In most cases a claim form is not required. You will be 
provided with one if it is required.

If you are registered for Goods and Services Tax (GST), you 
must provide us with your Australian Business Number 
(ABN) and Input Tax Credits (ITC) percentage before your 
claim can be lodged.

What you must do
If an accident happens that might lead to a claim, you 
must:
 do everything you reasonably can to limit the loss or 

damage and prevent further loss or damage occurring; 
 immediately tell the police if a criminal act might be 

the cause of the loss, damage or theft and co-operate 
with us and relevant authorities in prosecuting the 
alleged o#ender; 

 immediately send us any correspondence you receive 
about the claim. This includes telling us if you became 
aware of any pending court proceedings or o#ers of 
settlement; 

 give us any information, written statements, evidence 
and help we may need in defending, prosecuting and 
investigating the claim. This may include: 

 asserting rights against any person nominated by us; 
 attending an interview with our assessor or
   investigator; 
 assisting any agents appointed by us such as            

  solicitors; 
 attending court to give evidence.
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Claims information and requirements

What you must do 
 advise us of any impending prosecutions or inquest; 
 keep damaged property for our inspection; 
 tell us immediately if there is another insurance policy 

that provides the same cover for loss, damage or legal 
liability as this policy provides.

What you must not do
If you are making a claim you must not:
 carry out repairs or dispose of any damaged property 

unless we instruct you otherwise; 
 admit liability to anyone; 
 negotiate, pay or settle a claim with anyone.

What we may do
If an accident happens that causes loss or damage, or the 
incurring of a legal liability, we may:
 take over and conduct in your name or the name of 

any person entitled to cover under your policy, the 
defence or settlement of any claim. We have sole 
discretion in how the defence is conducted or a claim 
is settled;

 represent you or any person entitled to cover under 
your policy, at an inquest or o+cial enquiry and 
undertake the defence in any court of any alleged 
o#ence in connection with an event covered by your 
policy.
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Claims information and requirements

What can a#ect your entitlement
If you do not comply with any condition of your policy or 
certi"cate of insurance, it can a#ect how much we pay.
If the insured property is not kept in good condition and 
reasonable care is not taken to safeguard it from loss or 
damage, this may a#ect how much we pay.
If you or any other person makes a false or fraudulent 
claim, we can refuse to pay it. In either case we may also 
cancel the policy as permitted by law.

We do not have to accept a claim if your annual premium 
is overdue or if a monthly premium instalment is at least 14 
days overdue.

Proof of ownership/value
In making any claim, you may be required to produce to 
us proof of having owned the property in question, an 
accurate description of the property and its value.

You should ensure that you obtain and keep regular written 
valuations for items of a unique nature such as jewellery, 
paintings, works of art or watches from a quali"ed, 
experienced and reputable valuer in Australia. Valuations 
should include a full detailed description of the property 
that would assist us to replace the item if necessary. In 
addition, photographs, receipts or accounts of purchase 
may well prove helpful to you should you need to make a 
claim.

Loss of no claim discount
Any claim lodged will result in the loss of any existing 
no claim discount. If the policy is renewed the no claim 
discount will be reinstated after a claim free 12 month 
period of insurance.

Adjustment for outstanding premium
If we pay the maximum amount for loss or damage to your 
home and/or contents, your policy ends automatically. You 
are not entitled to any refund of premium. If you have been 
paying by monthly direct debit instalments, we deduct from 
the payment an amount equal to the outstanding monthly 
instalments for the period of insurance shown on your 
certi"cate of insurance. 

624



69

We take customer satisfaction seriously

If you have a complaint concerning this product, our 
services or a privacy issue:

Talk to us "rst

 The "rst thing you should do is call 13 7202 and speak 
to one of our sta#;

 If your complaint relates speci"cally to a claim, speak 
with a claims o+cer;

 If the sta# member or claims o+cer is unable to 
resolve your complaint to your satisfaction, you may 
ask to speak to a team leader or manager.

If you are still not satisfied:
Seek an internal review
 At your request the matter can be referred to our 

Internal Dispute Resolution Committee who will 
conduct a full review of your complaint and advise you 

of the committee’s decision within 15 business days.

If you are still not satisfied:
Seek an external review
 RACQ Insurance is a member of a disputes resolution 

service, known as the Financial Ombudsman Service 
Limited. The service will not accept a dispute unless you 
have "rst tried to resolve it with us;

 If we do not resolve your dispute to your satisfaction, 
you can contact the service which is set up to assist 
policyholders resolve their dispute. It is a free service 
to you and, although paid for by the general insurance 
industry, is a totally independent and impartial body. 
We agree to accept their determination as "nal.

 You can contact the service by:

Phoning: 1300 78 08 08 for the cost of a local call
Writing to: 
The Financial Ombudsman Service Limited,  
GPO Box 3, Melbourne, VIC 3001
Website: www.fos.org.au
Email: info@fos.org.au

This information is also available on our website: 
www.racqinsurance.com.au
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General conditions

The agreement between you and us
Your insurance cover is a legal contract between you and 
us. We agree to give you the insurance set out in the policy 
for the premium paid by you.

The contract includes:
 the information you provided to us when you purchased 

or varied the policy, and at each renewal; 
 this PDS; 
 the certi"cate of insurance;
 any issued SPDS. 

The insurance is only for the cover for which you have 
a certi"cate of insurance and only for the period of 
insurance indicated on the certi"cate. It is also subject to 
the conditions contained in this PDS or SPDS and on the 
certi"cate of insurance.

If two or more persons are named as the insured on the 
certi"cate of insurance, each of them is responsible both 
individually and together for:
 the completeness and accuracy of information in any 

application forms, statements, claims or documents 
supplied by any one of them to us; and 

 compliance with the conditions of this policy.

What you must do
You must:
 at your expense take all reasonable precautions to:

 keep your home and contents in good condition;
 protect the safety and security of any insured 

property;
 prevent further damage or legal liability occurring.

 advise us in writing as soon as possible:
 of any material change to the construction or use 

of your home;
 if you begin to lease out your home if you have

   previously told us that you reside in it or it was
   unoccupied;
 if you commence any business activities from your

   home;
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General conditions

What you must do 
 of any physical changes in or around your home or

   contents which increases the risk of loss or damage 
occurring;

 of any criminal convictions that you or any person
  residing with you have had recorded against you 

or them.
 comply with all the conditions set out in your PDS, 

SPDS and certi"cate of insurance;
 comply promptly with requirements of public 

authorities.

If you or any person insured by this policy does not tell us 
everything relevant or if you or they mislead us, we may:
 refuse to pay a claim or reduce the amount we pay; 

and 
 cancel the policy; and 
 if fraud is involved, we may treat this policy as if it 

never existed.

Payment of premium
The premium is the amount you pay to obtain the insurance 
cover. The certi"cate of insurance shows the amount of 
premium and whether you are paying annually in advance 
or by monthly direct debit instalments.

If you are paying:
 annually you must pay by the due date;
 by monthly instalments – you must pay each 

instalment by the due date.

Your agreement to pay additional premium
You agree to pay any additional premium resulting from a 
claim made under this policy between the time a premium 
notice inviting renewal of your policy is issued and the 
actual renewal date.

Non payment of premium
If you have not paid the premium by the due date shown on 
the certi"cate of insurance or the interim cover certi"cate, 
this policy will not come into force. In that case, you will 
have to reapply to us for insurance cover.
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General conditions

Non payment of premium
If you are paying your premium by monthly instalments 
and any instalment payment is overdue for a period of at 
least 14 days, we may refuse to pay a claim.

If after payment of the "rst instalment, any subsequent 
instalment payment is overdue by a period of at least one 
month, your policy will be cancelled from the date the 
instalment was due to be paid. We will send a letter to your 
last known address advising you of the reason, e#ective date 
and time of such cancellation.

Policy comes into force
This policy comes into force on and from the "rst date of the 
period of insurance shown on the certi"cate of insurance or 
interim cover certi"cate issued to you, provided you have paid 
the annual or instalment premium shown on your premium 
notice.

Variation
You may ask us to change a provision of your policy. The 
change or addition takes place only when we con"rm it in 
writing to you or endorse it on your policy or certi"cate 
of insurance, and you pay any additional premium that we 
require.

Waiver
A provision is only waived if we give you the waiver in 
writing.

Cancellation
By you

 Apart from any rights you may exercise under the “Cooling-
o# period” provisions of this policy you may cancel your 
policy by advising us in writing. The cancellation takes e#ect 
on the date we receive your request, see page 65.
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General conditions

Cancellation 
By us
We may cancel your policy at any time as permitted by law 
after giving you notice in writing. We refund any premium 
paid less an amount for the period for which you were 
insured.

Avoidance
In some cases, we may avoid the policy from its inception 
if there is on your part fraud, misrepresentation during 
negotiations, failure to disclose information or other 
breaches of your policy as set out in the Insurance 

Contracts Act 1984.

Pay by the month option

You can arrange for your bank, credit union or building 
society to debit an automatic payment from your account 
each month. All you need to do is ensure you have enough 
money in your account to cover the payments. Your "rst 
payment will be deducted approximately 10 days after 
advising us of your account/credit card details. The second 
and subsequent payments will be deducted on your 
monthly payment date. (Two payments may be deducted in 
the "rst month, depending on your monthly payment date).

Where the due date falls on a non-business day in Sydney 
and Melbourne, we will debit the amount on the next 
business day. If you are uncertain when the debit will 
be processed to your account, you should contact your 
"nancial institution directly.

How to apply
If you would like to pay your RACQ Insurance premiums by 

the month, simply call us on 13 1905.

Renewal process
You will be sent a renewal certi"cate prior to the expiry 
of your policy so you can check the details. Monthly 
instalments will continue to be debited to your account 
unless you notify us in writing to vary these arrangements.
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Pay by the month option

Important Information
You may cancel your direct debit request, stop or defer an 
individual debit amount by writing to us at Reply Paid 4, 
RACQ Insurance Limited, Pay by the month, Springwood Q 
4127. We must receive your noti"cation at least 14 days 
prior to the next due date to process your request in time.

Your direct debit amount may vary if you make any policy 
alterations.

If debits are returned unpaid by your "nancial institution 
we will either attempt to debit from your nominated 
account again or we will contact you to arrange another 
way of paying. We reserve the right to cancel the direct 
debit arrangement if 3 or more debits are returned unpaid 
by your "nancial institution.

The following terms and conditions apply when you elect to 
pay your premium by this direct debit method:
 if your bank account details change you will need to 

tell us not less than 14 days before your next monthly 
instalment is due; 

 if your credit card details change you must contact us 
not less than 2 business days before your next monthly 
instalment is due; 

 when you have paid the "rst instalment, insurance 
cover commences on and from the "rst e#ective date 
and time shown on your certi"cate of insurance; 

 if any instalment payment is overdue for a period of at 
least 14 days, we may refuse to pay a claim; 

 if an instalment of the premium remains unpaid 
for a period of at least one month, the policy is 
automatically cancelled.

On renewal you will be sent a notice prior to the expiry 
date of this policy. At that time, unless you need to make 
any changes, you need take no action as your policy will be 
automatically renewed.
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