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QUEENSLAND FLOODS COMMISSION OF INQUIRY
Commissions of Inquiry Act 1950

TENTH AFFIDAVIT

I, GRAHAM IAN DALE c/- 2649 Logan Road Eight Mile Plains, Brishane in the State of
Queensland, General Manager, say on oath:

BACKGROUND

1. | am the General Manager, Personal Insurance Claims, of RACQ Insurance Limited
(RACQ Insurance).

2. This affidavit is provided on behalf of RACQ Insurance in response to a notice served on
me on 11 October 2011 by Justice C E Holmes, Commissioner of Inquiry, pursuant to
section 5(1){d) of the Commissions of Inquiry Act 1950 (Qld) to provide information in
respect of matters listed in that notice (Tenth Letter of Inquiry).

3. Copies of the Tenth Letter of Inquiry and its cover letter are Exhibits 1 and 2 to this
affidavit.

RESPONSE TO TENTH LETTER OF INQUIRY

4, The matters set out below are not, or are not necessarily, matters of which | have direct
knowledge other than by having regard to the records of RACQ Insurance (which | have
done in order to provide this affidavit). | have, in answering the questions in the Tenth
Letter of Inquiry done so based on my experience, my own knowledge where possible and

relying on material maintained by RACQ Insurance or provided by others.

5. Also | have, with the assistance of others, assembled information and material to respond
to the questions the subject of the Tenth Letter of Inquiry. | have, however, not been able
to personally review all of the material which has been assembled for that purpose or
exhibited to this affidavit.
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6. While | have made every reasonable effort to ensure my answers are accurate, the short
period of time that has been allowed for my response to this and a number of other
requirements has limited the scope of my possible investigations.

7 For ease of reference | have set out in this affidavit the headings and questions from the
Tenth Letter of Inquiry and provided my response to them below.

1. In respect of paragraphs 47 to 54 of Mr Dale’s fifth affidavit, sworn 21 September
2011:
11. Identify the policyholder/s concerned.

. The palioyhoiders orc [ - I

1.2, Provide a copy of the contract of insurance which applied in respect of the
claim.

9. The following documents make up the policy documentation for _

policy:

(a) Certificate of Insurance;

® - .o N i January 2009; and
c) NG - o i January 2010.

10.  Exhibit 3 to this affidavit is a bundle of these documents.
1.3, Provide a copy of the claims notes for the claim

11.  As | have described in my Second Affidavit to the Commission, RACQ Insurance maintains
an electronic claim file through a computer system known as ClaimCenter. Exhibit 4 to this

affidavit is a copy of notes in ClaimCenter for_claim.

12.  The loss adjusters engaged by RACQ Insurance in relation to ||| Gz~
were MYI Freemans, who maintain a computer system known as Claimnet. Exhibit 5 to

this affidavit is a copy of the notes in Claimnet for | EGTcTcTNTNl -

13.  The building consultants engaged by RACQ Insurance in relation to ||| EGNG_N
claims were Stream, who also maintain an electronic file. Exhibit 6 to this affidavit is a copy

of the notes from that file for _; claim.
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1.4. Provide a chronology of the claim which includes:

1.4.1. all steps taken, and investigations made, in determining the claim
and bringing the claim to settlement; and

1.4.2. details of all communications between RACQ Insurance and the
policyholder/s concerned;

14.  Exhibit 7 to this affidavit is a chronology which includes the relevant steps taken and

investigations made in relation to the _ claim, together with
communications between _and RACQ Insurance about the claim. As
best | have been able to determine in the time | have had to prepare this affidavit, it
identifies the dates of the relevant events with a short note (but not complete statement) of
the event. As will appear from that chronology, there were many communications with the
-‘ and it is possible not all communications have been listed in the chronoclogy.

1.5. Provide a capy of any instructions, written or oral, given to the hydrologists
and any hydrolegy reports provided to RACQ Insurance.

15. As is set out in the chronology in Exhibit 7, on 11 February 2011 RACQ Insurance advised

I - it = decided to obtain an individual hydrology report in relation to
their property.

16.  The claim file contains references to the general Ipswich hydrology report, which had
already been commissioned at this time and which covered the area including [ IENEGEGzG
[ property. However, because the decision to obtain an individual report was made
before the Ipswich report had been received in March 2011, neither the Ipswich report nor
the instructions given to Water Technology in relation to it are relevant to the-
claim. In any event these documents have been exhibited to my Second Affidavit.

17  Exhibit 8 to this affidavit is the letter of instruction dated 14 February 2011 from RACQ
Insurance’s solicitors to Water Technology engaging them to prepare an individual report

into | oroperty.

18.  Exhibit 9 to this affidavit is the report provided by Water Technology in relation to [ ENEGNG
_property on 4 March 2011. The decision to accept their claim was made and

conveyed to ||| o~ 4 March 2011.

1.6. Provide details of the terms of the offer of 31 March 2011.

19.  This offer was sent to_ by email. Exhibit 47 to this affidavit is a copy of
that email and attached documents. The terms of the offer are detailed in those documents.
The proposed settliement payment was made up as {ollows:

Page 3




Building repairs $145,307.65

Contents $ 67,000.00
Accommodation $ 13.000.00
Total $225,307.65

Less amount already paid and excess -$15.300.00
Balance $210,007.65

20. As appears below:

{@) The sum paid for building repairs was the sum estimated by Stream who had heen

engaged by RACQ Insurance_ were advised that usually RACQ

Insurance would offer this scope to suitably qualified builders and undertake a
competitive tendering process and would do so in their case if that was the_
preference. They did not request that.

{b)  The sum offered on account of contents represented 50% of the contents sum

insured.

{c} The sum offered for accommeodation was calculiated at $500 per week for 26 weeks,

1.7. Provide a copy of the settlement agreement.

21 _returned the executed settlement agreement to RACQ Insurance by

email at 3.12pm on 14 April 2011. Exhibit 48 to this affidavit is a copy of the email and the

executed settlement agreement.

1.8. Provide copies of all correspondence passing between RACQ Insurance and
the policyholder/s concerned and/or their legal representatives.

22.  Exhibits 10 to 54 are copies of correspondence passing between RACQ Insurance and [JJj
I iciuding correspondence between legal representatives.

2. In respect of paragraph 273 of Mr Dale’s second affidavit, sworn 19 September
2011:

2.1. Provide details of the circumstances by which the agreements came to be
made.

23. Paragraph 273 of my Second Affidavit refers to two matters. One of these matters was the
claim made by | NI The other claim relates to a policy in the name of Mr

- - I
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24.

25.

26.

RACQ Insurance does not ordinarily ask customers te sign confidentiality agreements in
relation to claims. The usual process is as described in my Second Affidavit — once a
settlement has been agreed payment will be processed and a letter will be sent to the
customer confirming the settlement {or partial settlernent) details. On occasion, the
customer may be asked to sign an acknowledgement relating to the settlement of a claim
(for example, that they agree to the scope of works or the settlement amount).

On rare occasions situations arise which fall outside the usual claims process. On these
rare occasions RACQ Insurance may seek to put in place a specific settlement agreement
including a confidentiality clause. Usually those agreements comprise a brief, one page
document confirming the terms of the settlement. The two claims mentioned above are two
such cases.

provide further comments about each of these claims below.

Agreement signed by_

27.

28.

29,

30.

31.

32,

The circumstances surrounding the signing of the agreement signed by _

are set out in the chronology exhibited to this affidavit as Exhibit 7.

The claim was made on 11 January 2011. The loss adjusters (MY| Freemans) attended the
property on 18 January 2011 and provided their report to RACQ Insurance on 27 January
2011.

In order to make a decision in relation to the causation of the damage to the property
RACQ Insurance required hydrological advice which, at that stage, it was seeking from
Woater Technology on a regional basis.

On 1 February 2011 (before any hydrology advice had been received) RACQ Insurance
offered the] ] 2 financial hardship payment of $5,000.00. The payment was
processed on the same day.

As mentioned above, an individual hydrology report was then sought with respect to the
I property (by instructions given on 14 February 2011) and the report provided on 4
March 2011. That same day (i.e. on 4 March 2011} a decision was made to accept the
claim.

On 4 March 2011 RACQ Insurance informed_ by telephone that their claim had
been accepted. That same day (i.e. on 4 March 2011) RACQ Insurance also approved and

processed a further $10,000.00 advance payment t_ and confirmed
that they were now eligible for the accommodation benefit under their policy. It was agreed

Signed:
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33.

34.

35.

36.

37

Signed:

thatj N v.ou!d investigate alternative accommodation options over the
weekend and would revert to RACQ Insurance the next week.

On 6 March 2011 RACQ Insurance emailed NN :onfirming, amongst other
things, that RACQ Insurance was now waiting for the |l to advise what they wanted
to do about the accommodation benefit.

On 9 March 2011 RACQ Insurance called the [ to discuss their claim. In that
telephone conversation the-‘ advised that they wanted a cash settlement of their
claim and stated that their claim was for $500,268.00 which they stated they considered
was a fair settlement of their physical property loss and threatened legal action unless the
claim was settled to their satisfaction. During this telephone call Il indicated that
the [l wished to include the maximum accommodation benefit as part of the cash
settlement of the balance of their claim.

The sum insured under the policy was $324,000 for building and $134,000 for contents in
each case subject to the 50% policy limit as provided for under the terms of the policy
(excluding various additional benefits that may also be claimable - e.g. alternative
accommodation). The sum of $500,268.00 for physical property loss demanded by the
- was considered very likely to be substantially in excess of any settiement payable
under the terms of the policy (as ultimately was the case). On 18 March 2011 RACQ
Insurance sent an email to [ NG -onfirming that the previous offer for I

I (o use the alternative accommodation coverage within the policy remained and
RACQ Insurance still awaited their further advices in this regard.

On 25 March 2011 RACQ Insurance sent an email to [ ENGcNzNzNNE advising them
that the accommodation benefit had been available to them since 4 March 2011 and
remained immediately open to them if they wanted to use it.

Around this time numerous public statements were made byl cr about the
- which were critical of RACQ Insurance, particularly on social media. provide the

following examples:

{a) On 17 March 2011 a report appeared in the Queensland Times which stated N
-had been informed by RACQ [Insurance] that she would receive “just 50% of
the damage bill”.
{b)  On 20 March 201 1_posted the following on Twitter:
‘| have a badly infected abcess | believe it is from living in these conditions

THANKS a heaps racq might come pop it in your shop tomorrow”
(¢) ©On 21 March 2011 | posted the following on Twitter:
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38.

30,

“nearly 80 days and still no answer SHAME ON YOU RACQ your behaviour is
disgusting.”

(d)  ©on 22 March 2011 rosted the following on Twitter:

“Still waiting RACQ 78 days and counting — pathetic pathetic pathetic you are
an awful company to be insured with worst decision of my life”.

(e)  ©On 27 March 2011 an online petition was published by including the
following:

This company [RACQ] chose not to provide emergency accommodation to its
policyholders, it chose not to honour claims and it has left many families
waiting for over 75 days for an answer white they continue to advertise their
speedy claim policy and apparently funny ads. The behaviour of this company
and its employees is a disgrace.”

()  On 29 March 2011 | posted the following on Twitter:
“Still here waiting no change RACQ U SUK".

Exhibit 55 is a document recording various statements made by_in
social and mainstream media including the above examples.

RACQ Insurance did not believe public statements such as those referred to above were
correct or could be regarded as fair comment on their dealings with the [ RACQ
Insurance formed the view that public statements of this nature seem to have been aimed
at inciting prejudice against RACQ Insurance. These statements made no reference to their
claim having been accepted, the payments already made or the offers of alternative
accommodation, and therefore created an impression that RACQ Insurance was doing
nothing (indeed one statement specifically said there was no change) and that RACQ
Insurance was responsible for the-living conditions at that time.

As mentioned, in fact:

(8 Sums totalling $15,000 had been paid to the |ili} the first $5,000 approximately
22 days after the inundation and the next $10,000 approximately 31 days later.

{b) _ claim had been accepted.

(¢) NN - 4 March (and again thereafter) had been offered the
opportunity to obtain alternative accommodation for which RACQ Insurance would

pay.

Sgned- -
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40. Inall of the circumstances it was appropriate to include a confidentiality provision in the

agreement sent to| I o 31 March 2011 in the hope that it might prevent
any continued false publicity by them.

41 On 31 March 2011 RACQ Insurance sent i - o2 with a settlement
offer for their claim including, as they had requested, an amount for the accommeodation
benefit. The covering email to this offer stated that if the- had any queries or
required any clarification or wanted to discuss the offer they should not hesitate to contact
Mr- The email also attached the scope of works for the required repairs to their
home, the engineer's report and the report by the RACQ Insurance Q & T Loss Adjuster.

42. In between that offer being sent and its subsequent acceptance by the - there were
further public statements made by or about the |JJj which were critical of RACQ
Insurance.

43. | provide the following details:

(@) ©On5 April 2011 the- attended a public meeting in Ipswich.
@  Atthis meeting | EGcNcNGNG o aong with I .-

wearing a shirt identifying RACQ, stated *I'm annoyed the insurance company

won't pay out” and ‘[l live in a tent, and I'm sleeping on a camp stretcher”.
(i)  These comments were included in television coverage of the meeting.

(b}  ©On 7 April 2011 the Channel Nine Today show included a story about the || .

(il  The segment gave extensive coverage to_living
arrangements, with the reporter | N stating that [ had been

sleeping on a camp stretcher for three months.

(i) | s=id about their insurance company “I just want them to pay
out now”.

{ii)  The reporter said that RACQ Insurance had offered the- a settlement
but the figure was for less than their policy was worth. No other details were

provided.
44.  As to the matters referred to in the previous paragraph | again state:

{a) On 1 February 2011 RACQ Insurance approved and processed a $5,000.00
Financial Hardship payment to NG

(b)  On 4 March 2011 RACQ Insurance informed_ by telephone that their
claim had been accepted. On that same day, RACQ Insurance also approved and
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{©)

(d)

{e)

(0

(@)

(h)

processed a further $10,000.00 advance payment to [ ENEEEN -
confirmed that they were now eligible for the accommodation benefit under their
policy. It was agreed that I «ould investigate alternative
accommodation options over the weekend and would revert to RACQ Insurance the
next week.

On 6 March 2011 RACQ Insurance emailed [N confirming, amongst
other things, that RACQ Insurance was now waiting for the-to advise what
they wanted to do about the accommodation benefit.

On 8 March 2011 during a telephone call to discuss the claim_ indicated
that the [Jffwished to include their maximum accommodation benefit as part of
the cash settlement of the balance of their claim.

On 18 March 2011 RACQ Insurance sent an email to | confirming
that the previous offer for _ to use the alternative accommeodation
coverage within the policy remained and RACQ Insurance still awaited their further
advices in this regard.

On 25 March 2011 RACQ Insurance sent an email to_ advising
them that the accommodation benefit had been available to them since 4 March

2011 and remained immediately open to them if they wanted to use it.

On 31 March 2011 RACQ Insurance sent ||| - cmai with a
settlement offer for their claim including an amount for the accommeodation benefit.
The covering email to this offer stated that if the [ i} had any queries or required
any clarification or wanted to discuss the offer they shouldn't hesitate to contact JJJJjj

The Stream claim notes indicate that Il went through the scope of work
prepared for the claim with Stream and contended that the estimate was too low, but
neither [ ~or [ -=is<< any concerns about the amount of the
settlement offer or its terms directly with RACQ Insurance before accepting the offer
on 14 April 2011,

45. Inlight of the above | believe that at least from 4 March 2011, given that at this point RACQ
Insurance had paid the-$15,000.00 and offered to pay for alternative
accommodation, there was no need forl I ‘o be sleeping in a camp stretcher

in a tent in his bedroom.

46.  Again, these public statements made no reference to the payments already made or the

offer of alternative accommaodation and therefore created an impression that RACQ

Signed:
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47.

Insurance was responsible for the-living conditions at that time. The public
statements, which were picked up and repeated on numerous occasions in the media after

5 April, were therefore misleading.

Only after this round of publicity {adverse to RACQ Insurance) did_
accept the 31 March 2011 offer (which they did on 14 April 2011).

Agreement signed by Mr and Mrs-

48,

40,

50.

51.

52,

53.

Signed

Mrs -raised a concern that she had been told when the floods were imminent that she
would be covered under her policy if her home was inundated. The relevant call recording
was located, and this concern was established to be valid. In the course of discussions with
Mrs -regarding her concern she stated that she was going to apply for an ex gratia
payment based upon a quote that she had obtained from her builder for the cost of repairs
to her property. After careful consideration, RACQ Insurance decided that it was

appropriate in the particular circumstances to negotiate an ex gratia settlement with Mr and
v
In the circumstances of this particular claim, and having regard to the fact that there was to

be an ex gratia payment, RACQ Insurance asked Mr and Mrsjjjjjiito sign a settlement
agreement which included a confidentiality provision.

22. Provide copies of the agreements and any related correspondence;

The settlement agreement signed by_ is exhibited as Exhibit 48 to this
affidavit. The correspondence between RACQ Insurance and _ is
exhibited as Exhibits 10 to 54 to this affidavit.

The settlement agreement signed by Mr and Mr- is exhibited as Exhibit 56 to this
affidavit. The correspondence between RACQ Insurance and Mr and Mrs|jjjjjjjifregarding
the settlement agreement is exhibited as Exhibits 57 to 58 to this affidavit.

2.3 Provide copies of the claims notes for each claim to which the agreements
related.

The ClaimCenter notes for | EINIEINIIIIEIIE /2im are exhibited to this affidavit as
Exhibit 4.

The ClaimCenter notes for Mr and Mrs-claim are exhibited to this affidavit as
Exhibit 59.
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2.4, Provide a copy of the contract of insurance which applied in respect of each
claim.

54. The policy documents for _contract of insurance are exhibited to this
affidavit as Exhibit 3 to this affidavit.

55. The following documents make up the policy documentation for Mr and Mrs- policy:
(a) Certificate of Insurance sent to Mr and Mrs [Jij in August 2010; and

® | et to Mr and Mrs i in August 2010.

56. Exhibit 60 to this affidavit is a bundle of these documents.

SWORN by GRAHAM IAN DALE on 20 October 2011 at Brisbane in the presence of:

Bamste#SohmtorHushse—ef—the—Peaeel
PXS10096653 413031742

Page 11



INDEX

No. Document Date Page
1. Letter from Her Honour Catherine Holmes 11/10/11 1
2. Tenth Letter of Inquiry 11/10/11 3
3. Contract Documents — | 13/01/10 6
4. ClaimCenter Notes — | IR 27/04/11 94
5. MYI Freemans ClaimNet summary 05/10/2011 131
6. Stream details summary 05/10/2011 138
7. Chronology undated 143
8. Letter from CGW to Water Technology with instructions for

individual site analysis 14/02/11 171
9. Individual hydrology report - i} I 'Pswich March 2011 204
10.  File Note regarding call from | 25/01/2011 229
11.  Letter from RACQ Insurance to | I rciccting

financial hardship claim 28/01/2011 231
12.  Letter from RACQ Insurance to approving

financial hardship (incorrectly dated 28 Jan 2011) 01/02/2011 234
13.  Letter from RACQI to NN 10/02/2011 236
14, Email from | tc RACQ Insurance 27/02/2011 242
15.  Email from | tc RACQ Insurance 27/02/2011 244
16.  Email from | tc RACQ Insurance 27/02/2011 246
17. Email from | tc Brad Heath 01/03/2011 248
18.  Letter from RACQ Insurance to | 01/03/2011 250
19.  Email from RACQ Insurance to | ¢ clcsing

letter exhibited as Exhibit 18 01/03/2011 252
20.  Letter from RACQ (Club) to 01/03/2011 254
21, Email from | to Brad Heath 01/03/2011 256
22.  Email from | tc Brad Heath 02/03/2011 260
23.  Letter from RACQ Insurance to | N 03/03/2011 263
24.  Email from Brad Heath to | cc'osing letter

exhibited as Exhibit 23 03/03/2011 266
25.  Email from | to \Vater Technology 03/03/2011 268
26.  Email from | o I \'ith urdate 06/03/2011 270
27.  Email from | tc RACQ Insurance regarding

Facebook comments 07/03/2011 272
28.  Email from Brad Heath to || N 08/03/2011 275
29.  Email from N B coarding

attempts to make contact 08/03/2011 277



Email from | B coading calling

back 08/03/11 279
Email from | - 08/03/2011 282
Email from | - B 2tteching spread

sheet for contents 08/03/2011 285
Email from | B covesting 2008

claim documentation 16/03/2011 308
Email from | I 2cknowledging

request for 2008 claim documents 17/03/2011 311
Email from I ‘o I egarding

newspaper article 17/03/2011 314
Email from | I 'co2rding policy

limits 18/03/2011 319
Email from | B covesting update

on 2008 documentation 22/03/2011 324
Email from | B 'coarding 2008

claim documentation 23/03/2011 330
Email from | tc Brad Heath 23/03/2011 337
Email from || I 'co2rding 2008

claim documentation 23/03/2011 339
Email from Brad Heath to | NNEENGEE 24/03/2011 346
Email from | ©c B -roViding update  25/03/2011 348
Email from | B 2ttaching part 1 of

documents from previous claim 25/03/2011 350
Email from | B 2ttaching part 2 of

documents from previous claim 25/03/2011 378
Email from | I 2ttaching part 3 of

documents from previous claim 25/03/2011 396
Email from | I \'ith update on

scope of works 30/03/2011 422
Email from N o I 1 oarding

settlement of claim (including all attachments) 31/03/2011 426
Email from | - \'ith signed

settlement acceptance 14/04/2011 474
Email from I o I ' ding

settlement payout 15/04/2011 478
Email from | I otifying of

processed settlement 15/04/2011 482
Letter from Legal Aid to RACQ Insurance 15/04/2011 486
Email from Legal Aid QLD to Graham Dale enclosing letter

exhibited as Exhibit 51 15/04/2011 490
Letter from McCullough Robertson to Legal Aid QLD 15/04/2011 492
Letter from McCullough Robertson to Legal Aid QLD 19/04/2011 495

I edia history summary 07/02/2011 500



56.
57.

58.
59.
60.

Signed Settlement Acceptance — |l

Email from RACQ Insurance to |l nc'osing
settlement acceptance sheet

Letter from | to RACQ Insurance
ClaimCenter Notes — |
Contract Documents —-

28/02/2011

28/02/2011
23/02/2011
12/10/2011

Various

519

521
524
528
541



Exhibit 1






Exhibit 2









Exhibit 3



Renewal - Certificate of Insurance
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Home and Contents Insurance Direct debit amount
$60.24

Your policy number

]
T[N Lyt L 040

_ Customer service
]

1319 05
EAST IPSWICH QLD 4305

Website
www.racqinsurance.com.au
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.

Date of issue 13 January 2010



Renewal - Certificate of Insurance
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Home and Contents Insurance

Your Duty of Disclosure

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

Date of issue 13 January 2010
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Home and Contents Insurance Your policy number

Customer service
What you must do 131905

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.

Claims hotline
137202

Policy holders

] Website

www.racginsurance.com.au

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:
I ich:
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  notincluded
Pet cover n/a not included
Group Cover n/a not included
Selected Personal ltems n/a not included
Advanced cover notincluded  not included
Flood and storm surge not included  notincluded

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.

Date of issue 13 January 2010



Renewal - Certificate of Insurance
Page 4 of 5

Home and Contents Insurance Your policy number

Customer service

Mortgagee 1319 05

Security installed

WESTPAC BANKING CORPORATION holds the first mortgage

Claims hotline

deadlocks (key operated inside and out) on all external doors, other than 137202

security or screen doors

a burglar alarm Website

www.racginsurance.com.au

Excess you contribute to any claim

GST

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.

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.

Date of issue 13 January 2010
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Direct Debit Confirmation Certificate
Page 50f 5

Home and Contents Insurance Your policy number

Customer service
] 131905

EAST IPSWICH QLD 4305 Claims hotline
137202

Website

WWW.racqinsurance.com.au
RACQ Insurance (Direct Debit User ID number |l

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

Monthly debit
Policy number/s Insured amount

A
]

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

Monthly debit
Policy number/s Insured amount

B B 0
]

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.

Date of issue 13 January 2010
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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:

e 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

e Visit one of our branches during business hours

e  Email us with your Home and Contents claim or
documents enquiries at:
racq_houseclaims@racgi.com.au

and we will respond during business hours

e \Visit our website: www.racqginsurance.com.au

17



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:
e The Insured events listed on pages 16 to 22
e The Additional benefits for your home and contents
listed on pages 35 to 47
e Emergency Home Assist on page 47
e Options that you can add to your policy by paying
more:
e Motor burnout
Advanced cover
Group and/or selected personal items cover
Pet cover
Flood and storm surge
This policy does not cover flood unless we
have agreed and it is shown on your
certificate of insurance.
e Llandlord's fixtures and fittings
e Mortgagee's interest in a home unit
e 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 certificate of insurance and this PDS.

18



Important information about your policy

Policy benefits

The table shown below is a summary of the policy benefits

available. Please read the PDS for details of the extent of

cover provided.

Cover provided

Additional living expenses

Attendance by a security firm
Breakage of glass

Campus cover

Clean up costs

Contents while in storage

Contents in transit

Contents in a safe deposit box

Credit card misuse

Damage caused by emergency
services

Demolition and redesign costs

Emergency Home Assist

Emergency and alternative
accomodation

Funeral expenses

Contents cover up to 10% of
sum insured

Contents cover up to $750
Up to the sum insured
Contents cover up to $5,000
Up to 10% of the sum insured

Contents cover up to the sum
insured

Contents cover up to the sum

insured for contents in transit

to a new permanent address in
Australia

Contents cover up to 10% of
the sum insured

Contents cover up to $1,500
Home cover up to $1,000

Home cover up to 10% of the
sum insured

Home cover up to 10% of the
sum insured

Up to $5,000

35

85
36
37
38
38

39

39

40
40

40

47
41

41
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Important information about your policy

Policy benefits

Cover provided

Inflation protection at
renewal

Loss of rent

Peace of mind protection

Professional documents

Re-key, recode or replacement
of locks

Removal of debris
Special occasion gifts

Storage of contents after an
event

Storm damage to pool and/or
spa covers

Temporary removal of
contents

Theft of purchased water

Uninsured visitor's contents

Increase your sum insured at
renewal

Home cover up to 10% of the
sum insured

Home cover increase sum
insured by the annual inflation
protection adjustment in the
event of a claim

Contents cover up to $1,000

Home cover up to $500

Up to 10% of the sum insured
Contents cover up to $1,000

Contents cover up to 10% of
the sum insured

Home cover up to $500

Contents cover up to 20% of
the sum insured

Contents cover up to $200
Contents cover up to $500

42

42

43

43
43

44
44
45

45

46

46
46
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Important information about your policy

Policy discounts that you may be entitled to

No claim discount

Age discount

Senior card holder
discount

Alarm discount

Combined discount

Multi - policy
discount

Membership loyalty
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.

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.

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.

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.

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%.

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.

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

21



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 certificate of insurance.

The certificate of insurance is a separate document that
forms part of your policy. It describes the type of insurance
you have taken out, and provides specific details about
your building, contents and other items of value covered
under your policy. It also specifies the limits of cover

(sums insured), additional benefits, optional covers, the
period of insurance, any special conditions, details of any
excesses that apply and premium payment. Please check
any certificate 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-off period

When you take out or renew a policy with RACQ Insurance
we provide a cooling-off period of up to 21 days. The
cooling-off 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-off 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-off period and the premium paid for
the policy will be refunded in full providing a claim has not
been made.

22



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 specific
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.

23



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.

24



Words [ terms

Word / term

Accidental

As new

Business

Collection

Common area

with special meanings

Unexpected and unintended from your point
of view.

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

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

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

ethe 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.

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.

The area of a community title scheme, strata
title scheme or flats 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.

25



Words / terms with special meanings

Woutem |weanng

Consequential loss

Contents

Cost to us

Emergency

Excess

Family or your family

Fixed swimming pool

Flood

Any loss or additional expense arising

indirectly from an event that is covered by

this policy. For example consequential loss

may be:

eany additional expense in replacing
undamaged property so as to create a
uniform appearance;

ethe inability to match the bricks following
impact damage to a brick wall;

ereduction in value following repair or
replacement of lost or damaged property.

Your contents shown as insured on page 29.

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.

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.

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

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.

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

Rising water which enters your home as a
result of it running off or overflowing from
any origin or cause. This policy does not
cover flood unless we have agreed and it is
shown on your certificate of insurance.

10
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Words / terms with special meanings

Word [ term

Flash flood and
stormwater run-off

Forcible entry

Home

Insured property

address

Negotiable instrument

Open air

Pair/set

Personal items

Policy

Renovations

Retaining wall

Specified contents

A sudden flood caused by heavy rain that

fell no more than 24 hours prior to the flash
flood or stormwater run-off.

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.

Your home shown as insured on page 23.

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

Cash, bank notes, savings certificates, money
orders, gift vouchers, stamps (not part of a
collection).

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

Contents items or articles that are regarded
as a unit.

Examples are earrings, golf clubs, candle
holders, dinner set, ornaments.

Your personal items shown as insured on
pages 50.

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

When any part of the roof, floor or

the external walls are removed for the
purpose of additions, alterations, repairs or
decoration.

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

Contents items that have a higher value
than the limit shown on page 34. You will
need to have them specifically listed on your
certificate of insurance and pay an additional
premium.

11
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Words / terms with special meanings

Woutem |weanng

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 fixed An inflatable or aboveground swimming pool

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
influence 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.

12
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Words / terms with special meanings

ord ftem—Meaning |

We, us

You, your

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

The person or persons shown as the policy

holder/s on the certificate of insurance and
your family who usually reside with you at
the property address.

13
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Calculating your sum insured

Help with calculating your home sum insured
Your home building sum insured needs to be sufficient 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

e RACQ Insurance website calculators
www.racginsurance.com.au

e 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
suffer loss or damage to your home.

14
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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
specifically noted on your certificate of insurance and
insured for their full value.

15
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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 certificate 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 certificate 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.

16
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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:
xcaused by rain, hail or snow after it
has reached the ground;
xcaused by rain or wind entering the
home unless it enters through an
opening in the windows, walls or roof
made by a storm;
Xto garden borders, paths, driveways,
paving, free standing or retaining
walls (whether or not part of the
home), tennis courts and other playing
surfaces;
xto paint and/or external coatings of
buildings when there is no structural
storm damage to other parts of the
home;
Xto swimming pool and spa covers,
liners and the like other than loss or
damage covered under Additional
benefit; Storm damage to pool and/or
spa covers on page 45;
%10 a glasshouse whether constructed
principally of glass or not;
xduring the first 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

e to replace a policy with us or another
insurer from the date and time that
other policy expired.

xcaused by storm surge;

xcaused by power surge.

Tsunami

Earthquake

x Not covered

17
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Insured events you are covered for

Damage caused by weather...

What is covered What is not covered

Flash flood and Loss or damage caused:

stormwater run-off xby flood;

A sudden flood caused by xto swimming pools or spas and their
heavy rain that fell no more covers, liners and the like;

than 24 hours prior to the xto the water in swimming pools or
flash flood or stormwater spas;

run-off xby water being absorbed through

floors, external and internal walls of
your home (including rising damp)
and any subsequent loss or damage to
contents including carpets;
xby hydrostatic pressure building
up below or behind any part of
your home or structure including a
swimming pool, spa or tank;
xto garden borders, paths, driveways,
paving, free standing or retaining
walls (whether or not part of the
home), tennis courts and other playing
surfaces;
X by storm surge or any other action of
the sea;
Xby power surge;
xduring the first 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
e to replace a policy with us or another
insurer from the date and time that
other policy expired.

Lightning including Loss or damage caused:
power surge caused by xby power surge or power fluctuations

lightning strike not caused by lightning;
xwhere there is no reasonable evidence

that lightning was the cause of
damage.

x Not covered

18
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Insured events you are covered for

Criminal acts against you...

What is covered What is not covered

Theft including attempted Loss or damage caused by

theft or burglary theft, vandalism, malicious or
intentional damage:
Vandalism. malicious or Xby someone who entered the

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

xby the tenant of your home
or any persons invited by your
tenant to enter the home;

Xto cash, negotiable instruments
or legal tender when entry
is gained through an open
or unlocked door, window or
skylight;

Xto 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;

xfrom common areas;

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

intentional damage

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

% Not covered

19
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Insured events you are covered for

Accidents that cause damage to your home and/

or contents...

What is covered

Bursting, leaking,
discharging or overflowing
of liquids from:

e dish and clothes washing
machines;

e water catchment trays of
refrigerators, freezers and
evaporative air conditioners;

e waterbeds;

® pipes, gutters, drains designed
for carrying liquid which are
fixed or connected to the home;

e fixed domestic apparatus such
as but not limited to water
tanks, lavatory cisterns and pans,
baths, basins, sinks but not a
shower recess or cubicle;

ewater 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.

x Not covered

What is not covered

Loss or damage caused:

xto the apparatus or device
which burst, leaked, discharged
or overflowed (this includes a
shower recess or cubicle);

X by the escape of liquid occurring
as a result of a gradual process
of bursting, leaking, discharging
or overflowing unless you can
show:

e 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

e 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.

xby a leak that you knew about
and had not fixed before the
loss or damage occurred;

xif 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.
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Insured events you are covered for

Accidents that cause damage to your home and/

What is not covered

or contents...

What is covered

Impact

Impact at or adjacent to the

property address by:

®a vehicle or craft designed for
use on, the road or water;

® 3 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;

e aircraft;

® 3 satellite dish, solar hot water
tank, television or radio aerial
which breaks or collapses.

Explosion

x Not covered

21

Loss or damage caused:

xto 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;

Xby 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;

Xthe cost of removing the tree
stump.

Loss or damage caused:

Xto a vessel or apparatus that is
the source of an explosion;

xif your home was deemed to be
unoccupied at the time the loss
or damage occurred.
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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:
xwhere there was no flame; or
xwhere your home or contents
have not caught fire; or

xwhere fire or heat was required
as part of a process such as but
not limited to a stove, fireplace,
chimney, oven, electric element,
iron or saucepan.

Loss or damage:
xarising from bushfire for the
first 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.
xif your home was deemed to be
unoccupied at the time the loss
or damage occurred.

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

% Not covered
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Your home

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

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

efixed wall coverings, ceiling coverings and floor coverings excluding
carpets;

e fixed barbecues, clothes hoists, external blinds and awnings, shade
sails, aerials and masts;

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

e fixed swimming pools, spas or saunas and their associated pump
motors and filters;

e fixed outdoor water tanks;

e fixed solar appliances;

e paths and paving and playing surfaces;
e fencing, walls and gates;

e garden borders and driveways;

e puilt-in furniture;

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

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

3 transportable home that is fixed 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;
e is used by you solely as your permanent or temporary residence;

e includes its fixtures and fittings and annexe, but not a fabric annexe

over five years old.

e |andlord's:
e fixtures and fittings;
e floor coverings and carpets;
e light fittings and window coverings.
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Your home

What we do not insure as your home

What is not covered:

xretaining walls;
xtemporary homes or structures;

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

xfloor carpets other than landlord's carpets;
xa hotel, motel, boarding house or barracks;

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

xthe land on which your home is constructed;

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

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

Xboat jetties, pontoons or a wharf except if shown on your certificate
of insurance as being part of your home;

xglasshouse or greenhouse whether constructed principally of glass or
not;

xa home unit other than a duplex unit;
xtemporary/non fixed swimming pools or spas;

xlawns, trees, shrubs, plants and hedges.
x Not covered
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Your home

Settling your claim

If your certificate 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
certificate 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 first
pay to a mortgagee or credit provider who is identified on
your certificate 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 floor 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

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 certificate of
insurance less any applicable
€XCess;

®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,
floor 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.

Landlord fixtures and
fittings

We will pay up to 5% of your
home sum insured.

Any amount we pay for this
benefit will reduce your home
sum insured by a corresponding
amount.

You can choose to insure a higher
amount for landlords fixtures and
fittings as an optional cover (refer
to page 53).

x Not covered

We will not pay for:

xadditional expenses for
replacing or matching
undamaged parts to create a
uniform appearance; or

xextra 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.
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What is 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,

floor 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 certificate of insurance caused

by the following Insured Events:

e Fire;

® Explosion;

e Lightning;

e Farthquake;

e 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:

e carpets - fixed and unfixed;

e contents in the open air;

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

e firearms legally registered and stored;
e furniture and furnishings;
e furniture and furnishings in an office 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-fixed light fittings;

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

* remote-controlled models or toys;
e personal items;

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

e temporary/non-fixed swimming pools;

® non-structural fixtures and fittings 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;

e |landlords fixtures and fittings for which you are responsible under the
rental agreement and non-structural fixtures and fittings 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:

X

xstructural improvements to the home;

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

xregistered securities;

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

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

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

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

xlawns, trees, shrubs, plants and hedges;

Xpets, livestock, fish or birds;

xcredit, debit or any other form of financial transaction card;
xcontact lenses while engaged in sporting and water activities;

xstock in trade or any property or materials used in a business, other
than tools of trade and home office equipment;

xmobile phones and their accessories;

Xapparatus or appliances permanently fixed to the gas, plumbing or
electrical systems;

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

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

Not covered
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Your contents

Settling your claim

If your certificate 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

e 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 certificate
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:

* floor 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 We will not pay for loss or damage

negotiable instruments

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

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.

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.

x Not covered

32

caused by:

xentry gained through an
unlocked door, window or
skylight.

We will not pay for loss or damage

caused by:

xtheft from common areas;

xtheft from locked or unlocked
motor vehicles;

XImpact.
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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 specifically listed on

your certificate of insurance if they are lost or
damaged as a result of an insured event:

e computer equipment including associated
hardware and accessories;

e office equipment (other than computers,
associated hardware and accessories);

e copy written purchased software for which you
hold a licence but not custom written software
and data;

e furniture and furnishings in an office or surgery
in your home.

Refrigerated foodstuffs and goods We will not pay for
We will pay up to $500 in total for spoilage loss or damage to:
of foodstuffs and other goods stored in your *a refrigerator or
domestic freezers or refrigerators (including freezer caused by
the reasonable cost of temporary alternative spoiled food.
refrigeration and ice) if caused by an insured

event covered by this policy.

Renovations to your home

If the home in which you reside is undergoing

renovations, then until the roof, floor 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

certificate of insurance caused by the following

Insured Events:

e Fire;

® Explosion;

e Lightning;

e FEarthquake;

e Riot or civil commotion;

¢ |mpact 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.

x 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)

* Cameras and camera accessories

*Movie or video cameras and
camera accessories

*Hand woven rugs and mats

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

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

* Stamp collections and collector's
non-negotiable currency

* Collections, medals or
memorabilia

* Group cover for personal items
listed on page 51
Includes accidental damage
cover in Australia or New
Zealand

* Selected personal items cover
for items listed on pages 51
Includes accidental damage
cover in Australia or New
Zealand

Additional benefits or options

All other contents items

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

Up to $2,000 total
Up to $2,000 total

Up to $1,000 each
Up to $5,000 in total

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

Up to $2,000 in total
Up to $2,000 in total

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

Up to the sum insured for that
item listed on your certificate of
insurance

Up to the limit shown for that
additional benefit or option

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 specifically listed on your certificate 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 benefits we provide for you

What is 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 unfit to live
in, we will pay for your reasonable
additional living expenses until
the home or home unit is fit 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 benefit for any one
claim is 10% of the contents sum
insured.

Attendance by a security
firm

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

x Not covered

What is not covered

We will not pay for:

Xrent;

xany other direct accommodation
costs.

We will not pay for:

Xany amount unless the security
firm attendance was in
connection with a claim for an
insured event for which we have
agreed to pay.
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Additional benefits we provide for you

What is 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:

o fixed glass;

®a sky light;

® porcelain, marble, granite,
fibreglass or polymarble in a
sink, basin, shower base, bath or
toilet;

e 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 benefit for any one
claim is the home sum insured.

x Not covered

What is not covered

We will not pay for damage to or

breakage:

xwhere the break does not extend
through the entire thickness of
the item;

xof glass in a glasshouse,
conservatory or greenhouse;

xof any tiles or tiled furniture
forming part of the home;

xif your home was deemed to
be unoccupied at the time the
damage to or breakage occurred.
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Additional benefits we provide for you

What is 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 benefit for any one
claim is the contents sum insured.

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.

x Not covered

We will not pay for damage to or

breakage:

xwhere the break does not extend
through the entire thickness of
the item;

xof a picture tube or screen of a
television or visual display unit
except if advanced cover applies
to contents;

xof glass forming part of a radio
or clock, vase, ornament or lamp
except if advanced cover applies
to contents;

xof glass in a picture frame other
than a wall hanging picture
frame;

xof glass in mirrors normally
carried by hand;

xif 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,
fibreglass, polymarble or ceramics.

We will not pay for:

X|oss of or damage to cash
or negotiable instruments,
jewellery of any kind, watches,
gems, gold, silver or any other
precious metal;

xtheft from common areas or
open air;

xtheft without signs of forcible
entry;

Xany amount that we have
agreed to pay for under the
Additional benefit: Temporary
removal of contents on page 46.
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What is not covered
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Additional benefits we provide for you

What is 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;

e the debris left after police
forensic testing.

If your home is insured, we
will clean up graffiti 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 benefit 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 benefit for any one
claim is the contents sum insured.

x Not covered

We will not pay for:

x|oss of or damage to cash
or negotiable instruments,
jewellery of any kind, watches
gems, gold, silver or any other
precious metal;

Xstorage of contents beyond 60
consecutive days commencing
on the first day of storage, or
extending beyond the period
of insurance shown on your
certificate of insurance.
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What is not covered
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Additional benefits we provide for you

What is covered What is not covered

Contents in transit We will not pay for:

Contents cover If you are moving ~ *damage sustained during

to a new permanent address in loading or unloading of the
Australia, we cover you for loss or conveying vehicle;

damage to your contents caused *loss of or damage to cash or
by an insured event occurring negotiable instruments.

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 fire, flood, 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 benefit for any one
claim is the contents sum insured.

Contents in a safe deposit We will not pay for:

B X|oss of or dgmage to cash or
Contents cover We will cover loss EgRielele (S ISiE

or damage caused by an insured

event to your contents whilst

your contents are located in a

safe deposit box at a financial

institution.

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

Contents cover limits apply as
shown on page 34.

X Not covered
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Additional benefits we provide for you

What is covered

Credit card misuse

Contents cover If your contents

are shown as covered on your

certificate of insurance we will

pay up to $1,500, if a credit card

or financial transaction card is lost

or stolen anywhere in Australia

and someone other than:

®you; or

esomeone living at the property
address,

illegally uses them to steal money

from your account or buy goods

for which you become liable.

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.

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:

esurvey work;

e design work;

e related legal work;

e exploratory work necessary to
locate the cause of the damage;

e demolition.

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

What is not covered

We will not pay if:

Xa person misused the credit
or financial transaction
card because they found or
had access to your personal
identification number or other
access details; or

xyou did not notify the financial
institution or credit provider
within 24 hours of the credit or
financial transaction card being
discovered lost or stolen; or

xthe financial institution or credit
provider provides indemnity for
any loss; or

xyou broke the terms and
conditions under which the
credit or financial transaction
card was issued.

We will not pay for:

Xxany 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.

x Not covered
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Additional benefits we provide for you

What is covered What is not covered

Emergency and alternative We will not pay for:
accommodation xalternative accommodation for
Home cover If your home was more than 12 months from the
owned and occupied by you time the damage occurred.
immediately prior to it being
damaged by an insured event
rendering it unfit to live in, we will
pay for your:
® reasonable emergency

accommodation for up to 14

days; and
e alternative accommodation

(limited to the rentable value

of your home immediately prior

to the damage occurring), until

your home is fit to live in.

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

We will not pay for:

xdeath resulting from an event
that occurred away from the
insured address;

xdeath occurring more than 90
days after the event that caused
it.

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.

x Not covered
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Additional benefits 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 certificate of insurance at
renewal will show the building
and/or contents sum insured and
the premium applying.

Loss of rent We will not pay for:

Home cover If you did not occupy X|oss of rent for more than 12
the home, and it was with our months from the time the
prior knowledge rented to others damage occurred.
immediately prior to it being

damaged by an insured event

rendering it unfit 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

fit to live in.

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

x Not covered
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Additional benefits 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:
® [ncrease the sum insured by
the current annual inflation
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

eyou have reported the theft to
the police; and

e the keys had your property
address or other identifying
information with them.

No excess is applicable to this
additional benefit.

x Not covered
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Additional benefits 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 benefit for any one
claim is 10% of the home and/or
contents sum insured, whichever is
applicable.

Special occasion gifts We will not pay for:

Contents cover We will xloss of or damage to cash or
automatically increase your sum negqtiable instruments or
insured to cover gifts you have mobile phones.

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.

x Not covered

44



Additional benefits we provide for you

What is covered What is not covered

Storage of contents after an We will not pay for:

event %]oss of or damage to cash

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

Contents cover If the home in
which your contents are contained
is damaged by an insured event
rendering it unfit 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 fit 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 benefit 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.

Storm damage to pool and/  We will not pay for:

or spa covers xany amount where we have not
Home cover We will pay up to agreed to pay for storm damage
$500 for loss or damage to your to other parts of your home
pool or spa cover or liner as a arising from the same event;
result of a storm. X|oss or damage to your pool or

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

x Not covered
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Additional benefits we provide for you

What is 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.

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 benefit.

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.

x Not covered
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What is not covered

We will not pay for:

xcontents outside Australia;

X|oss of or damage to cash or
negotiable instruments;

x|oss or damage while on your
person or in transit caused by
theft, storm, flash flood and
stormwater run-off, tsunami,
vandalism, malicious or
intentional damage or impact;

xcontents temporarily removed
for a period exceeding 30 days.

We will not pay:

xwhere you have not reported
the theft to the police;

xfor theft of water without signs
of forced entry to your insured
property.

We will not pay for:

xcash or negotiable instruments;

xmobile phones;

xjewellery;

Xlaptop computer and computer
accessories;

xvisitor's contents insured under
any other insurance.
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Additional benefits we provide for you

What is covered What is not covered

Emergency Home Assist XThe Emergency Home Assist
Home and/or Contents cover service can only be used
We provide you with the following as an emergency service. If

benefits if this policy is current at the you require a t.rades person
time when an emergency happens. We  for general maintenance

do not charge you for these benefits. or non-emergency work,
you should consult a local

In the event of an emergency our services directory or the

support team are there to assist you Yellow Pages.

24 hours a day. Simply call 1800 800

552.

Immediate help in the event of an

emergency:

e where possible you will be advised
of simple measures that you can
take to minimise damage;

e we will consult a unique
computerised listing, to find the
trades person you need;

e 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;

e wherever possible we prefer to
use local trades persons, as they
generally provide a quick, reliable
service;

e 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;

e 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.

x 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
certificate of insurance will show which covers operate. All
optional covers are subject to the terms and conditions of

this policy.

What is 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:

e 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;

e 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

foodstuffs and other goods that

have spoiled as a result of:

®a motor in a refrigerator or
freezer burning out or fusing; or

e the failure to supply electricity
by any public electricity
provider.

The most we will pay for food
spoilage is $500.
X Not covered

What is not covered

We will not pay for:

Xxany motor or sealed unit over 10
years old;

Xany equipment, component or
apparatus that is not an electric
motor;

Xa motor covered by a guarantee
or warranty;

Xxa motor used in any business;

xany printed circuit board;

xcost of removing and replacing
a submersible pump;

x|oss or damage to a refrigerator
or freezer caused by spoiled
food;

xspoiled goods where the
refrigerator or freezer is over 10
years old;

xspoiled goods caused by the
tripping of a safety switch
unless caused by an Insured
Event.
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Optional covers for extra peace of mind

What is covered

Advanced cover
Home and/or contents cover
In addition to insured events cover,
advanced cover also covers you for
accidental damage to:
evour home when it is insured by
this policy, and
® the contents described below
when contents are insured by this
policy:
¢ indoor and outdoor furniture;
e 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;
e kitchen, dining room, lounge
room, bedroom and bathroom
ware and floor 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.

X Not covered
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What is not covered

Accidental loss or damage

caused:

Xby the events or circumstances
set out in section When you
are not covered on pages 59
to 61;

xby any insured event other
than to the extent provided
for in this policy;

Xby tenants;

xto your home or contents if
your home is let to tenants;

Xby renovating or
reconstruction of your home;

Xby power surge unless caused
by an insured event at the
property address;

xby mechanical, electrical
or electronic breakdown or
failure other than the cover
provided by the motor burnout
option;

xby cracking, chipping or
breakage of glass, glassware
or china ordinarily carried by
hand while in use;

Xby minor dents, scratching or
chipping to property such as
walls, roofs, floors, benches or
furniture;

Xby scorching by a cigarette,
cigar, pipe, tobacco, ash or
other substance, or where fire
or heat was required as part of
the process;

Xto 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
benefit;

xif your home was deemed to
be unoccupied at the time
the accidental loss or damage
occurred, this does not apply
for motor burnout.
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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 specified. If you choose this option
it will be shown on your current certificate of insurance.

Option | Maximum sum insured | Maximum overall
for any one item 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 certificate 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:

e bicycles and their accessories;

®binoculars and telescopes;

®blankets, travel rugs, towels;

e cosmetics, toiletries,
hairdryers, shavers;

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

e firearms;

e |eather 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;

e 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;

e prescription sunglasses and
spectacles;

esaddles;

®sewing machines;

®sporting equipment excluding
clothes;

e watches.

x Not covered

We will not pay for:

xmotorised bicycles or motorised
scooters;

*musical instruments, firearms and
sporting equipment (including
fishing gear) while being used for
their designed purpose except lawn
bowls;

xwatercraft and their spare parts
and accessories;

xdamage to firearms caused by
rusting, derangement, explosion or
bursting of a barrel;

xany unregistered firearm or firearm
not stored in accordance with
relevant law;

xglass in camera lenses, watches,
clocks, or scientific instruments,
unless other parts of the item are
damaged in the same accident;

Xitems or equipment:
® undergoing cleaning or repair;

e 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 fire
or theft following forcible and
violent entry to a home.

Xitems or equipment where loss or
damage has been caused by:

e 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.

xany contents items used for a
business purpose.
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Optional covers for extra peace of mind

What is covered

Pet cover

Contents cover We pay for the
reasonable costs of veterinary
treatment for accidental injury or
illness suffered by your pet dog or
cat identified on your certificate
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 benefit
under this optional cover must

be supported by a veterinary
certificate completed by the
attending veterinary surgeon. This
certificate forms part of the RACQ
Pet Insurance Claim Form. The
cost, if any, for the completion

of the certificate is not payable
under this optional cover.

The excess payable for each claim
under this section is $50 and

if your certificate of insurance
shows an additional pet excess
then these excesses will be added
together.

x Not covered

What is not covered

We will not pay for:

xcosts or expenses relating to or
resulting from the loss or death
of your pet dogs or cats or their
becoming lost;

Xroutine, elective or preventative
veterinary treatment such
as vaccinations, spaying or
heartworm testing;

xtreatment of an illness(es) or
disease(s) that pre-existed the
commencement of this optional
cover;

Xtreatment of congenital
e defects
® abnormalities

xtreatment of injury or illness
arising from or connected with a
business, occupation or sporting
event (excluding dog and cat
shows) or animal hunting event;

xtreatment of a pet that does not
permanently reside with you.
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Optional covers for extra peace of mind

What is covered

Flood and storm surge
This policy does not cover flood
unless we have agreed and it

is shown on your certificate of
insurance.

Home and/or contents cover

We cover you for loss of or
damage to your home or contents
caused by flood 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;

e contents sum insured, if
your contents are insured for
damage caused by flood 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.

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

efloor coverings;

elight fittings;

ewindow coverings; and

eother fixtures and fittings.

We will pay up to the specified
sum insured, for loss or damage
to the fixtures and fittings
specifically listed on your
certificate of insurance caused by
an insured event and:
eMotor burnout; or
*Flood and storm surge which
happens during the period of
insurance, if they are shown as
covered on your certificate of
insurance.

x Not covered

What is not covered

We will not pay for loss or damage

to:
Xpaths, driveways, paving,
retaining walls(whether or not
part of the home), tennis courts
or other playing surfaces;
%shade or sail cloth;
xfabric awnings, swimming pool
and spa covers or liners and the
like;
xglasshouse whether or not
constructed principally of glass;
Xwater in swimming pools or
spas;
xyour property during the first
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

e to replace a policy with us or
another insurer from the date
and time that other policy
expired.
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Optional covers for extra peace of mind

What is covered What is not covered

Mortgagee's interest in a We will not pay for:
e xlegal liability.

We will pay the mortgagee shown

on your certificate 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;
e the lesser of the sum insured
shown on your certificate
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.

x 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 certificate 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

e 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 certificate 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;
e 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 certificate of insurance, but only if
the damage is caused by insured events fire or
bursting, leaking, discharging or overflowing 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 final 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:

e death or bodily injury to you or them;

® Joss of or damage to property owned by you or them;

® damage to property in your or their physical or legal
control;

e fines, 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, effluent or pollution.

We do not cover you or any person for legal liability caused

by, through or in connection with:

e 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 flotation 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:

eare 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
eare 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
ewould 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;

e 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 xactions of the sea
but we will cover:
® Tsunami;

e Storm surge (if the optional cover
Flood and Storm surge applies to

your policy).
an event outside the period of xany event or accident that occurs
insurance outside the period of insurance
shown on your certificate of
insurance.
birds xbirds, except glass breakage to

windows and doors.

breaking the law xfailure to comply with applicable
laws and regulations;

xany failure to comply with any
legislation relating to firearms;

xthe supply or consumption of
alcohol or drugs;

Xyour or their acts or omissions
occurring during the course of any
criminal or illegal act;

xthe 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 xany business being conducted at
the property address, except a
business conducted from a home
surgery or home office.

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

confiscation xconfiscation, nationalisation or
requisition of property by any
government or local authority.

X Not covered
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When you are not covered - general

exclusions

Exclusions

computers, data

defective or faulty
workmanship

deliberate acts

erosion, landslide

failing to take care of the
home or contents

fraud

x Not covered

When you are not covered

xfailure of any computer program
or electronic system to process any
form of data including day or date
functions properly and accurately;

Xthe loss of data or information
however kept or stored;

Xa computer virus;

xcomputer hacking.

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

By:

xany 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;

Xyou 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;

Xa 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.

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

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

xfraud or attempted fraud including:
e the passing of valueless cheques
or negotiable instruments; or
® promises that are not
subsequently honoured.
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When you are not covered - general
exclusions

Exclusions When you are not covered

loss not attributable to any xproperty being lost when its loss is
identifiable event not attributable to any identifiable
event or which has been misplaced.

radioactivity xradioactivity or the use, existence
or escape of nuclear fuel, material
waste or action of nuclear fission.

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

terrorism, war xan 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;

xwar or other acts of a foreign

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

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

vermin, termites or insects xvermin, termites or insects.

watercraft xusing or owning any watercraft
unless:

e it is a sailboard, windsurfer,
surfboard, canoe, kayak, non-
motorised surfski, waterski
or remote-controlled model
watercraft.

wear, tear, rust, mould xwear, 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.

x Not covered
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Important information about the cost of
this policy

How we calculate your premium

Rating criteria Affect on premium

Sum insured of the home and The amount of sum insured

contents 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
effect on the frequency and cost
of claims. For example: tile roofs
may be more succeptable to storm

damage.
Location of the home and The location of the home and
contents contents may influence the

likelihood of theft and burglary
claims and susceptibility to
natural perils.

Age of the home The age of the home can
affect 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 | Your premium may
increase if: decrease if:

You change
your sum
insured

You change
where you
live

You change
the options
on your
policy

You change
your excess

You increase your sum
insured.

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

You add motor burnout
option.

You elect to take a nil or
lower excess.
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You decrease your sum
insured.

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

You remove the motor
burnout option.

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 different, 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
certificate of insurance.

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

e contents, including specified contents
items;

e property insured under Group and/
or Selected personal items cover,
when the words burglary and theft
excess appear on your certificate 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 certificate of insurance.
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Important information about the cost of

this policy

Policy costs and charges

Cancellation fee

Pay by the month

Claims costs that you may bear

If you cancel your policy during the
period of cover (apart from the 21
day cooling-off 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.

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.

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 suffer 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 efficient 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 offender;
* immediately send us any correspondence you receive
about the claim. This includes telling us if you became
aware of any pending court proceedings or offers of
settlement;
® give us any information, written statements, evidence
and help we may need in defending, prosecuting and
investigating the claim. This may include:
easserting rights against any person nominated by us;
eattending an interview with our assessor or
investigator;

eassisting any agents appointed by us such as
solicitors;

eattending court to give evidence.
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Claims information and requirements

What you must do

e advise us of any impending prosecutions or inquest;

® keep damaged property for our inspection;

e 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:

e 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 official enquiry and
undertake the defence in any court of any alleged
offence in connection with an event covered by your

policy.
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Claims information and requirements

What can affect your entitlement

If you do not comply with any condition of your policy or
certificate of insurance, it can affect how much we pay.
If the insured property is not kept in good condition and
reasonable care is not taken to safeqguard it from loss or
damage, this may affect 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 reqular written
valuations for items of a unique nature such as jewellery,
paintings, works of art or watches from a qualified,
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
certificate 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 first

e The first thing you should do is call 13 7202 and speak
to one of our staff;

* If your complaint relates specifically to a claim, speak
with the claims officer handling your claim;

® |f the staff 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

e 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 first tried to resolve it with us.

e 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 final.

® 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.racginsurance.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:

e the information you provided to us when you purchased
or varied the policy, and at each renewal;

e this PDS;

® the certificate of insurance.

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

If two or more persons are named as the insured on the
certificate of insurance, each of them is responsible both
individually and together for:

e the completeness and accuracy of information in any
application forms, statements, claims or documents
supplied by any one of them to us; and

e compliance with the conditions of this policy.

What you must do
You must:
e 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;
e prevent further damage or legal liability occurring.
® advise us in writing as soon as possible:
e 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;
e if you commence any business activities from your
home;
e of any physical changes in or around your home or
contents which increases the risk of loss or
damage occurring; 20
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General conditions

What you must do
e of any criminal convictions that you or any person
residing with you have had recorded against you
or them.
e 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:

e refuse to pay a claim or reduce the amount we pay;
and

e cancel the policy; and

e 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 certificate 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 certificate of insurance or the interim cover certificate,
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 first 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, effective date
and time of such cancellation.

Policy comes into force

This policy comes into force on and from the first date of the
period of insurance shown on the certificate of insurance or
interim cover certificate 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 confirm it in
writing to you or endorse it on your policy or certificate
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-
off period” provisions of this policy you may cancel your
policy by advising us in writing. The cancellation takes effect
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 first
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 first 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
financial 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 certificate 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 notification 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 financial 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 financial institution.

The following terms and conditions apply when you elect to

pay your premium by this direct debit method:

e if your bank account details change you will need to
tell us not less than 14 days before your next monthly
instalment is due;

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

e when you have paid the first instalment, insurance
cover commences on and from the first effective date
and time shown on your certificate of insurance;

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

e if aninstalment 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

Wouldn’t be without them

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.racginsurance.com.au

92



RACQ:Insurance

Household Insurance Supplementary Product Disclosure Statement

This Supplementary Product Disclosure Statement (SPDS) is dated the 25" October 2009 and applies to policies with a
renewal date, on or after the 25" 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.racginsurance.com.au
e calluson 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.racginsurance.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: racginsurance.com.au RHHBY 10/09
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[
Open | Adj: -(

| DoL: 10/01/2011 | St:

Technical Claims - Team E) | |

[Summary

Loss Date
Notice Date
Loss Location
Description

Financials

10/01/2011 08:00 AM
12/01/2011 05;38 PM

EAST IPSWICH, QLD 4305

Due the heavy rain the pipes have backed up and into the gutters of the property. Water pouring through
out the house and the electricity gone. The house in under water now due to the flooding.

Remaining Reserves $214.50
Future Payments
Total Paid $228,307.65
Coverages
Property #
Type Contents, Building
Sum Insured $458,000.00
[Exposures
# Type Coverage Claimant Status | Remaining Future Paid
Reserves Payments
1 Property Building Open - $158,007.65
2 Personal Property Contents Closed - $62,000.00

user: NN

27/04/2011 08:54 AM




ciim: I |

M| | DoL: 10/01/2011 | St:

Open | Ad/ N T<chnical Claims - Team E) { |

Paymenis)
Stream Group Aust Ply Ltd  Payee

WESTPAC BANKING Mortgagee
CORPORATION
Additional Insured

I s ured, Claimant, Main Contact, Reporter, Incident Party, Payee

Listing of Jobs
Job Number Exposure Fulfilment Status Payment Vendor Estimatas FOCUS FOCUS Status
Path Application Vendor
(2) 1st Party  Cash Complete, Paid Cash $10,000.00 Not applicable
Personal Settlement Settlement
B (1) 1stParty  Cash Complete, Cash $158,307.65 Not applicable
- Settlement Payment Settlement
Requested
(2)1stPaty Cash Complete, Cash $52,000.00 Not applicable
Personal Settlement Payment Settlement
Property - Requested
$220,307.65
Parties Involved
Name | Roles | Phone
Infelara Payee
MY1 Freemans Lid (All Payee

Page 2

27/04/2011 08:54 AM
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claim: ||| | | DoL: 10/01/2011 | St:
Open | Adj: echnical Claims - Team E) | |

Planned Activities
Due | Priority | Subject Assigned To
26/07/2011 Urgent *w=+ ALL COMMUNICATION TO _ONLY
29/04/2011 Normal Conduct file review
09/05/2011 Normal Follow up MY| Additional fees
Litigation

Associated Claims

Latest Notes
Integration User
14/01/2011 11:11 AM
Adjuster Workflow
ACTION: On Site datasheet printed for internal Loss Adjuster OUTCOME: Loss Adjuster assigned NEXT
ACTION: Await 1st report from Loss Adjuster
14/01/2011 11:07 AM

User_ Page 3 27/04/2011 08:54 AM

97



Claim:_ | | DoL: 10/01/2011 | St:
upen | Adj: Technical Claims - Team E) | |

—ACTION: Intern;Loss Adjuster a_ssignmeFt submitted OUTCOME: Scheduled_event su_bmitted NEXT
ACTION: Await scheduled event completion

j

21/04/2011 01:38 PM

Review and Approve payment
ACTION Payment approved for engineering fees OUTCOME Nil ACTION Payment to be sent

21/04/2011 01:32 PM

Engineering Payment
ACTION: Received invoice from Intelara integrated solutions QUTCOME: Payment $2475.00 Consulting
Engineering Services NEXT ACTION: Fallow up MY fees

16/04/2011 09:44 AM

ACTION: Payment Stream Fee $275.00 OUTCOME: nil NEXT ACTION: Await payment approval from
management

User: - Page 4 27/04/2011 08:54 AM
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claim: NG

| | DoL; 10/01/2011 | St

pen | Ad: Technical Claims - Team E) | |

_ — ——

15/04/2011

EMAIL to Underwriting - Large
Loss

15/04/2011

Payment

15/04/2011

Payment created

15/04/2011

02:33 PM - — T -

From: [ sent: Friday, 15 April 2011 2:32 PM To: RACQI Underwriting Subject: Referral to
Underwriting - CAT 115/ 116 CASH SETTLEMENT - Considerable Amount

11:30 AM

Action - As per previous comment payment for the amount of $210,307.65 is in order Gutcome - Claim
referred to Dept Manager as amount is over TL delegation Next Action - Await payment approval from
management

10:11 AM

ACTION: Payment created for insured OUTCOME: Building $145,307.65 + Alternate Accomodation
$13,000.00 = $158,307.65 Contents $67,000.00 less $15,000.00 already paid = $52,000.00 Total payable
$158,307.65 + $52,000.00 = $210,307.65 PAYMENT to INS $210,307.65 less $300.00 xs = $210,007.65
via EFT NEXT ACTION: Await MY! addional fees

10:11 AM

Page 5 27/04/2011 08:54 AM
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ciaim: [

| | DoL.: 10/01/2011 | St:

pen j: echnical Claims - Team E) | |

15/04/2011

Settlement Agreed

13/04/2011

13/04/2011

Discussion with-

Action Job has bec-;l reviewed and approvetﬁ)utcome - Ciaim_referred to Dept I\Eznager ;s amount is over
TL delegation Next Action - Await Management Approval

09:32 AM

ACTION: Received signed Settlement Acceptance document from insureds agreeing to setflement as
proposed. OUTCOME: Will now make immediate payment to insureds as follows: Building repairs =
$145,307.65 Contents (50% limit) = $67,000.00 Alternate Accommodation = $13,000.00 Sub total =
$225,307.65 Less amounts already paid of $15,000 Less excess of $300 AMOUNT TO BE PAID =
$210,007.65 via EFT NEXT ACTION: Finalise fees to complete claim.

05:05 PM

Action: Ins called to speak with IDR Outcome: Adv ‘-a/hrs and gave ins a couple of choices.
Ins adv that she will send an email attn IDR. Next Action: n/a

11:32 AM

ACTION: Called Mo forow up settiement offer. oUTcoME: I aavised they are not ready to
respond to the offer yet, and that he wi come back to me at a later time. | mentioned the temporary
accommodation aspect to which responded that th itprogressed this as they had not
received any money for this from RACQI. | again clarified to that the offer for temporary
accommodation had been made some time ago is was Included in the offer of settlement as
previously requested by him. NEXT ACTION:deised he would come back to me when they were

Page 6 27/04/2011 08:54 AM
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| CN; | DoL: 10/01/2011 | St:
Open | Adj: Technical Claims - Team E) | |

13/04/2011

Call to Insureds

11/04/2011

06/04/2011
updated

I hich ra ithout direction to messagebank. Rang mobile for t 9.54am who advised
I needed to talk to and he would be back in approx 45 mins. Agreed to cal{|Jlillback later.

= = — — = = = — =

ready to respond to our settlement offer.

09:55 AM
ACTION: Rang insureds to follow up on progress with settiement offer. OUTCﬁﬂiI' Rang mobile for

NEXT ACTION: Call o follow up.

11:26 AM

ACTION: Revie; i sist administration staff member on 8/4 to print notes out as per request for
Exec Manager - OUTCOME: N/A

04:04 PM

ACTION: Building and Contenis Reserves updated OUTCOME: Contents reserve changed to $62,000.00
as $10,000.00 emergency payment has been paid NEXT ACTION: Await- to Review and Approve
reserve changes

Page 7 27/04/2011 08:54 AM
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CN: | DoL: 10/01/2011 | St:
upen | Ad): chhical Claims - Team E) | |

—_ = —

— — — — — —

31/03/2011

Emailed Settlement Offer

05:40 PM

Setttement offer emailed as follows: e are now in a position to detail our full and final
settlement offer for your claim. | have atiached relevant settlement documentation for your review and
where appropriate your completion and return, To support this offer | have also attached a numbaer of
documents including: & The scope of works for the required repairs to your home. § The engineers repoit
which has been incorporated into the scope for repair. ¢ The report by our Quality & Technical Loss
Adjuster. | would also make the following clarifying comments to assist in this process. Building 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
setflement amount. in our normal process we would offer this scope to suitably qualified builders and
undertake a competitive tendering process. We are on this accasion prepared to offer this full amount,
howaver if it is your preference we are still prepared to offer the scope for competitive tender (including any
builders of your choice). However shouid the cost to complete the repairs as scoped receive a tender below
the amount currently estimated we would need to cansider 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 Accommeodation We have discussed this additional benefit several times and as agreed | 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. 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 8 months alternative accommodation (26 weeks) and thls Is now reflected in our offer as
detailed. | am out of the office now until next Tuesday, however | will be checking my emails when able. If
you have any queries or require any further clarification please dongt hesitate to email me and | will
respond as soon as possible. Alternately, should you wish to discuss this further please let me know and |
will call you on my return to the office on Tuesday. Regards,

Page 8 27/04/2011 08:54 AM
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Claim: I

CN: | DoL: 10/01/2011 | St:
pen J: echnical Claims - Team E) | |

25/03/2011

Emails to Insureds

25/03/2011

Emalil to Insured

= — = — —= = ———
05:02 PM

Today passed emiails to insureds including documents from 2008 claim.

05:00 PM

As promised this email provides a further update on progress with your current claim,
for documentation from your previous claim in 2008. | also have your latest email to our
CEQ 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 fo investigate this further over the following weekend
and advise me of the outcomes. In a later discussion on the Sth 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 | agreed to include In our
final offer. Your comments were that you had an expectation that the maximum benefit (10% of the home
sum insured) should be applied, to which | explained that | 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. Importantly, 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 10% of your home sum insured. | 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, | will
include an allowance for this in the final settlement offer. Loss Adjusting Report | note your comments to
our CEQ regarding inaccuracies in this report. As previously explained, we utilised these providers to
determine only that a property was inundated and some general infarmation in this regard. You are aware
that for all other aspects we have utilised suitably quaiified personnel to progress your claim including a
hydrologist, an engineer, and building trade qualified consultants. As soon as | am able to collate the
information being provided by these specialists | 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 | will be emailing this documentation to you. | will spread this aver a number of emails as there
are a number of attachments to include.
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23/03/2011
Record of 2008 Claim at MYIF

23/03/2011

Email Response to Insured

= — — — =— =
02:46 PM

ACTION: emailed MYIF requesting copy of 2008 claim. OUTCOME: MYIF confirm file is archived and they
will advise on delivery position asap. NEXT ACTION: Will continue to work on collating records for 2008
claim and awaiting engineer and SOW for current claim.

02:45 PM

As advised in my emall last Thursday | acknowledge your request for the documentation
associated to your claim in 2008 and am collating this as quickly as possible, however this represents a
significant amount of documentation to collate. Further, at the time of this previous claim we utilised
external loss adjusting service providers to manage certain aspects of claims and it is likely that not all
documentation relevant to this loss is currently held by RACQI and is secured in the records of our provider.
| am making inquiries in this regard and will advise you of the outcome when able. | expect to be able to
provide some initial documentation soon once this is collated, and am happy to attach this to emails as you
have requested. | will provide you with a further update by the end of this week. Also, | am still tc receive

both the engineers report and scope for repair documentation for your current claim and will act on this
once received, Regards,
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23/03/2011

Email from Insured

18/03/2011

Email to Insured

02:43 PM

Is there an issue for RACQI in supplying the documentation of the 2008 claim to us? Since it is sitting
©on your desk | am finding it hard te believe that there is an issue with providing us a copy. | feel that it is
unfair of RACQ not to provide the information that we are asking for in a timely fashion, we also need to
review this informatior: before we can accept an offer of settiement, this includes all information that you
held in regards to the 2008 claim and the current information that you hold for the January 2011 claim. | am
sure that RACQI do not expect us to accept blindly everything we are told by you. As you have refused us
access to several areas of our policy until you receive documentation and reports stc, we believe that we
are entitled to see what information you are using to caiculate this claim. Please let me know asap a date
that you will be able to provide this information by. As stated in a previous email we will be happy to receive
this information via email if it is more convenient for you. Looking forward to your speedy delivery of this
information

02:34 PM

_your email is acknowledged and points noted. To clarify any confusion, our PDS pravides cover
for damage caused to your home and/or contents by Flash Flood and Stormwater run-off, limited to $25000
or 50% of the sum insured whichever is the greater. The reason | raised this in my earlier email was justfo
try and ensure that you understood that this is not the same thing as paying for 50% of your damage. Our
previous offer for you to utilise the Alternative Accommadation coverage within your policy remains and |
still await your further advice in this regard. As agreed our engineer will be on site this afternoon to
complete their inspeaction and our provider preparing the detailed scope for repair will be on site Monday
morning, bath accompanied by who will be your point of contact. We will continue to make every effort
1o expedite your claim as we have discussed.
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18/03/2011
Email from Insured 11.58pm 17/03

17/03/2011

Emalil to Insured

02:33 PM

HeIIo-Thank you for your email of todays date. lts 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.d_ oes 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 piain english. We 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 | have already expressed to you your contract required us to be provided with
emergency accommodation from the date our house was rendered uninhabitable. Again | 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 offer of settlement to us whatsoever be it
50% 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.ﬁ
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. Cheersi

UJ.UU FM

Thanks for your email -I acknowledge your request for documentation from your 2008 claim and will
get to this as soon as poSSIOe. 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 provide this detail in
support of our settlement offer to you. | 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 quantify your claim in
line with the coverage detailed in your policy. Regards,

ser: Faul Faulkner
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17/03/2011

Email from Insured

16/03/2011

15/03/2011

02:59 PM

Hi - You normally require requests to be done in writing, so | 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 inctudes all assessments efc that were done. Also |
would ask that you provide the name of the person attending my home on Monday. | will also require a
copy of the information that was provided to you by the builder regarding this property claim, as | have
stated before | am wanting to confirm that the information that is being looked at is fully encompassed and |
am unable to do that with racgi not providing this decumentation. | 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 | want
is for you to present me with a scope that fails to cover all items(as this has happened on the previous
claim, | 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 | know what is gone and what has not | know the different areas etc.
To be honest | feel that my family has suffered enough from racqi's aclions. 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

02:09 PM

ACTION: Have arranged site meseting for the engineer and Stream. OUTCOME: | have contacted

with update and confirmed that the site meeting with the engineer is Friday 18/03 at 2:30pm. Also the site
meeting for the scope of works with Stream is Monday 21/03 at 9am.JJlls happy with this outcome.
NEXT ACTION: Await final reports from Intelara and Stream to come in.

06:18 PM
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Reinsurance

15/03/2011

Discussion with -

15/03/2011

Discussion with-

- - - B

First advice provided to reinsurers

04:55 PM

ACTION: Had a discussion with regarding the progress of the claim. As with -earlier.

expressed his fru i ith not being able to progress the claim following such a lengthy wait for
authorisation. Explained to e are moving quickly to iuantiﬁ/ the loss for both building and
contents to be able to make a settlement offer. OUTCOME: Il requested consideration for a
“substantial payment" towards the claim to allow them to commit to future expenses that will be
experienced during the process of reinstating the home Including draughting costs. | agreed to consider this
and come back before the end of this week. NEXT ACTION: Am finalising engineering inspection and
through Q & T LA am arranging for a detailed scope for repair to be actioned asap next week which will
need to include relevant parts of the engineering advice.

ACTION:-:alIed to discuss claim, She requested an update from Q & T visit and | confirmed | would
have a report by the end of today. Advised that we are finalising engineer inspection and would confirm
details asap. Advised we would then pe of repair completed and would then be in a position to
make a settlement offer, 0UTCOME:Wremains frustrated with the delays since lodgement. Have
expressed to her that we are moving with urgency to gather the necessary informati finalise a
settlement that represented their entitiement under the policy. NEXT ACTION: _ﬂ?s to ring me later to
discuss the claim. We are moving to finalising the engineer appointment and then prepare a scope for
repair once this information is fo hand.
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12/03/2011 11:56 AM

Large Loss Notification
ACTION: Large loss notification OUTCOME: Form uploaded - EMAIL sent to all parties involved NEXT
ACTION: Await L/Adjusters next report

11/03/2011 04.54 PM

Discussion with insured
ACTION: Called insured following site visit by Q & T Loss Adjuster yesterday. Advised am now waiting for a
detailed report however | am in a position to want to hav ineering inspection completed on the
home, particularly the stumps. OUTCOME: Agreed with What | will arrange for an engineering
inspection for next week. As a result of visit reserves can be adjusted to reflect 50% of sum insured
at this time although no determination of quantum has been finalised yet. NEXT ACTION: To apoint
engineer and have Q & T co-ordinate inspection. Once this info is received and Q & T report collated we
will then move to arrange for a detailed reapir scope estimate to be completed.

11/03/2011 01:16 PM

ACTION: EMAIL received from [l advising Large Loss Estimates OUTCOME: Rebuilding
$100,000.00 + Alternative Accommodation up to $60,000.00 = $160,000.00 Contents replacement
$90,000.00 NEXT ACTION: Await -next review
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09/03/2011

Discussion with Insureds

05:24 PM

Called and discussed claim further with -and _at 9.30am today. This was a
pre-agreed call following my recent discussions regarding the progress of their recent claim. They have
previously advised they will be requested cash settlement of their claim and made it very clear that should
we be unable to agree a final settlement amount that they would proceed with legal action, and this would
include a number of further claims including the emational and health issues experienced etc. They have no
confidence in the Financial Ombudsman Service (FOS) as they believe they represent insurers and not
consumers, and as such see legal action as their avenue to dispute the claim should this need arise.

ave provided an initial spreadsheet documenting progress they had made with
preparing a Contents Loss schedule. This was supplied to me overnight and from an initial review totals
approx $170k. began by commenting that should RACQI decide to apply the 50% PDS limit for
Flash Flood that this would be challenged. This is initially based on the fact that they had what they
consider to be a very similar claim previously which was paid in full. | confirmed that this previous claim

{ Nov 2008) included a portion of storm damage loss as | had previously advised, and they
believe this is the case for this current claim also. | again confirmed that we would consider this issue as
part of the claim process. With the thought that RACQI would look to apply the Flash Flood limit they have
considered all aspects of the PDS where they feel RACQI should respond and have totalled an amount of
$500,268.00 which they consider represents a fair settlement for their ¢ physical property loss;. They
believe this also mitigates potential future liabilities from RACQI including dealing with asbestos issues in
the home {volunteers apparently removed without suitable protection), and builder performance
management. In coming to this amount they have considered that approx 1/3rd of the home previously
damaged in 2008 has been damaged again. They have simply multiplied this to estimate the current cost
for the flash flood loss. They have further calculated what they believe to be storm related damage at an
amount of $79,695.00 for the building loss and $35,37Wntents loss, and that this damage was
caused prior to the impact of the flash flood inundation ] went on to explain that they had water
inundation from overflowing gutters during the storm. Also, they believe the water downpipe attached to a
stump post has had a significant enough water flow to wash away an area around a stump and that this has
undermined this area. They also believe there are underpinning concerns with the stumps on the north and
western sides of the property, and a gap has appeared at the rear steps. There was apparently an
éemergency architect;, inspection that was referred to an engineer who provided some initial advice in this
regard, however would not provide any advice in writing. They then went on to advise which Additional
Benefits they feel should apply to their claim and that they believe they should be cash settled for the
maximum benefits | these cases, including: Emergency/Aiternative Accommadation ¢| advised that
they only similar property (aithough it lacked some features such as air conditioning, and they needed a
place that would have pets) they have located for rent in the area was listed for $675 per week. Demolition
and redesign costs ¢, they believe that there will be considerable costs incurred with sngineers etc due to
damage to stumps etc. Additional Living Expenses 4, including paying for power at the damaged home for
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building purposes, transfer of telephone lines, Foxtel. Breakage of Glass ¢, referring to the damage bath
and marble surface during the inundation. Uninsured Visitors contents ¢ referring to loss of contents by
someone who was looking after the home while they were overseas immediately prior to the event,
however no further details were provided. Removal of Debris ¢ as a result of both the Building and
Contents losses. Special Occasion Gifts ¢, for gifts purchased from overseas but not passed on.
Professional Documents ¢, for documents such as compliance certificates lost in the event. Once
Wded this information we continued to discuss the actual loss cause and we have agreed for|

Quality & Technical Loss Adjuster) to inspect the property on Thursday 10th March. | explained to

_ hat we will need to see evidence of storm damage for this to be considered. Further. ould
complete an initial inspectio were welcome to communicate all concerns or issues they want
considered. | cleg viseMlhat this process needed to be without compromise and should other
parties approach he will be instructed to immediately withdraw from the property. fully
understood this and agreed to comply as he did with the Hydrologist visit. Finally, with regard to
¢non-physicaly claimsg-explained that his 10 year old son[Jillhas been diagnosed with
depression; has been having regular migraines, and he had injured his wrist while trying the make
the home liveable. They believe they would be entitled to pursue claims in this regard should the matter
proceed down a legal path. We have agreed to continue to work togsther in the hope of agreeing an
acceptable cash settlement amount for the claim.

08/03/2011 05:09 PM
Attempts to contact
ACTION: Received call message from _equesting a call back specifically to-

mobile number. QUTCOME: Called number at 12.42pm and 5.08pm howaver no reply. NEXT ACTION: Will
send email acknowledging call and attempt to contact again tomorrow.

07/03/2011 05:25 PM

ACTION: Called _o progress claim. OUTCOME:-advised they were still discussing

Call to Insured
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07/03/2011

Email to Insured

04/03/2011

Discussion with Insureds

insureds to progress claim quantification and settlement.

05:23 PM
ACTION: Emailed confirmatj r discussion to insureds as requested. OUTCOME: Email as follows
sent Sunday 06 March... Hi Further to our conversation on Friday afternoon | can confirm as

follows: ¢, RACQI has made a decision that damage to your property is covered by the policy as a result of
storm water run-off (at your property specifically). ¢ Our PDS limits cover for stormwater run-off at 50% of
the sum insured. You have advised that you believe other storm damage has impacted the property and we
will investigate this further through the quantification process. ¢, RACQ[ has agreed to immediately make a
further payment of $10K (previously $5K paid under financial hardship) and that the $15K will be deducted
off your final nts settlement. We processed this payment by EFT on Friday. ¢, We have agreed that
you andﬂvill investigate alternative accommodation options over the weekend and discuss with me
further early next week. ;, We have agreed that next week we will progress the quantification process for
both building and contents. §, During the conversation you made specific comment regarding your desire to
receive a cash seltlement for the entire claim. | have agreed to work with you to achieve this outcome.
Regards NEXT ACTION: To contact to progress claim.

05:03 PM

AcTioN: Conversation with |l ©orows: cutcoME: ¢ confirmed RACQI has made &
decision to accept their claim aue 10 storm water run-off (at their property specifically). ;Confirmed the
stormwater run-off PDS limits at 50% of sum insured. Confirmed current sums insured¢ s. ¢ Agreed to make
further payment of $10K (previously $5K paid under financial hardship) and that the $15K would be
deducted off their final contents settlement {llllllconfirmed they have only limited clothing items
remaining). We have processed this payment by EFT today. ; Agreed iand I vill now
investigate alternative accommaodation options over the weekend and discuss with me further early next

some aspects and they would call me back tomorrow to discuss further. NEXT ACTION: Awaiting_c-all from
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o B - week. i,_Agreed that next _would proggs the quantification process for both building and contentf1
¢ During the conversation made specific ¢ regarding their desire to receive a cash
settlement for the entire claim. | have agreed with that in the circumstances | am happy to work with

them to achieve this outcome. NEXT: Claim to be progressed.

I
01/03/2011 12:50 PM
Complaint addressed to-eceived via RACQ Club. Forwarded on lh-M Cat team

to respond/escalate.PF

28/02/2011 05:41 PM

MYI Invoice
Action: MY/ Invoice Outcome: Invoice paid for $550 Next Action: Fup claim

25/02/2011 03:52 PM
Insured.
ACTION: Rang -o update him on progress. Advised that the hydrology investigalj e
incomplete and we aim to now have these finalised next week. OUTCOME: Agreed with hat |

would update him again next week. NEXT ACTION: Awaiting complation of hydrology investigations to be
able to determine claim.
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24/02/2011

Discussion with Insured

24/02/2011
CLAIM PROGRESS

16/02/2011

11:31 AM

ACTION: Replied to a message from late yesterday from -)l'l progress. OUTCOME: Advised | was
not in receipt of our hydrology information specific to their property as yet and so could not determine their
claim at this time. Advised our hydrologist are working hard to progress the information as Quickly as
possible and we need to give full consideration before any decisions can be made. We discussed that
some other insurers had moved to decline claims in the Ipswich area this week. | explained that our PDS
wordings differ and we were collatinf hydrology information that specifically addressed our wording so we
can fully consider claims, and that it cannot be assumed that RACQI would follow other insurers. NEXT
ACTION: To pravide further update before the end of the week regarding progress.

11:13 AM

ACTION Ins lled re claim progress , and advised she has been calling-vith no luck.
QUTCOME Called HH claims and whilst waiting on the call dropped out. HH claims advised they will call
ack NEXT ACTION

02:30 PM

ACTION: CGW confirmed hydrolggist in Inswich area today and would be contacting insured to arrange
visit. OUTCOME: Rang insured nd advised this and confirmed suitable to visit this afternoon.
Reiterated fo hat the process heeded to be completed without interference which he
acknowledged. Iso advised that he had details i s from up the sireet and agreed to
pass these on to the hydrologist. NEXT ACTION: Advised“would come back to him before the
end of next week following receipt of the hydrology report.
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14/02/2011

Photos

11/02/2011

Call from Insured

11/02/2011
Email to CGW for Water Tech

08:44 AM

During discussions with Insured several weeks ago, images were SMS'd to my mobile. Uploaded same to
claim. There was no narrative attached to these photos so unsure what purpose sending same was. PF

Ut IV

Received a further call from Mr -advising they were completing a television interWr this
evening and were likely to be asked when the Ipswich hydrology report was expected. off

communicate any information on this on behalf of RACQ! however | declined the offer to comment.em
was comfortable with this.

06:56 PM

This communication (including any attachments) is confidential and contains legally privileged information.
it has been prepared for the purposes of giving and/or receiving legal advice and/or for the purposes of
legal proceedings. P not send this communication or any attachments to any perscn cther than the
intended recipients. ﬂPIeasa instruct Water Technology to complete an individual site inspection for
this claim. We have attached a range of information regarding this claim that requires this action, including
the claim lodgement comments where our insured suggests pipes and gutters have overflowed and noting
the loss date as 10th January. We have also included information regarding a previous water inundation
claim which may assist Water Tech in their assessment. it would also be appropriate to inform Water Tech
that this loss has attracted significant media interest and should their inspection and assessment activities
encounter any interference then they are instructed to halt work, withdraw, and advise you accordingly. |
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|

11/02/12011

Discussion with Insured

11/62/2011

Outcome

have spoken to Mr -mevening and confirmed this process;| have also agreed with that
this process will occur without external interference which might compromise the process. Can you please
confirm the appointment of Water Tech. While we acknowledge the work volumes at this time we need this
completed with all urgency and their advice on a delivery timeframe at the earliest i uld be
appreciated. Please contact me if you require any additional information. Regards.M(Dip Bus -
FLM)

06:18 PM

ACTION: Discussed insureds claim and current position. OUTCOME: Advised Mr-hat while we are
still awaiting the hydrology report for the Ipswich region, we have identified some unique circumstances
specific to the claim including the description of how water entered the home, and the fact that we have
previously settled a claim for water inundation at the same property. As a result of these circumstances we
have decided to have an individual site inspection repart completed on their property. We discussed and
agreed on the need for this wark to be completed without interference from other parties which might
compromise the inspection. NEXT ACTION: Have sent these instructions via CGW to be passed to Water
Tech and requested confirmation of a delivery timeframe. Awaiting response,

01:46 PM

IDRC upheid decision that claim cannot be determined as one for acceptance until hydrology report is
available. Docs uploaded to ClaimCenter. PF

Page 23 27/04/2011 08:54 AM

117



| CN | | DoL: 10/01/2011 | St:
Open | Adj: {Technical Claims - Team E}) | |

= — == — = ——
02/02/2011 08:54 AM
Site Report Attached
ACTION: RECEIVED MYIF site report and uploaded to Claim Centre, QUTCOME: SITE report and email
uploaded. NEXT ACTION: WFO to review site report.
02/02/2011 08:49 AM
IDR
IDR received P/H complaint, however appears we are still awalting Loss Adjuster's repoit, 7?
01/02/2011 04:49 PM
ACTION Approved payment for $5000.00 OUTCOME nil NEXT ACTION Await MY| Report
01/02/2011 04:45 PM
Hardship Payment

and NEXT ACTICN: Await MY report

ACTM be made to insured for Financial Hardship OUTCOME: Payment $5000.00 to -
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01/02/2011

Financial Hardship.

30/01/2011

EMail re complaint

28/01/2011

Called Insured

==
12:27 PM
Further consideration has been given to the request by the Insured with relatj i rdship. To
this end, we are prepared to make an advance payment of $5000. Spoke to & offerred an

advance payment which he accepted. It has been explained that this is not an ex-graua, ana is an advance
payment being made under the policy. As such, if the claim is accepted, this amount would be deducted
from any subsequent payment. EFT details taken & passed for immediate payment. Insured has been
advised his complaint re acceptance of the claim is continuing through our IDR process. PF

10:16 AM

Email to -to review complaint by Insured (as detailed in my previous comments) to review &
respond.

03:20 PM

Called Insured - advised at this point in time, there is not sufficient information for us to consider
payment under the financial hardship for the preceeding reasons. Insured said she expected that would be
the case, and she does not care about that anyway, she is complaining that she is trying to claim for the
emergency accomodation under the PDS. | ecxplained as previously when | advised | was coinsidering
under financial hardship that the PDS did not respond until it was determined whether the claim was one for
acceptance. She states she was declined for financial assistance today because RACQI will not make a
decision and we are destraying their lives. | advised that we are awaiting a hydrology report before we can
do this. Insured stated she just wants an answer, and we are emotionally damaging her child by making
them live in a (bus?). | advised that if she wishes to dispute the decision not to allow temporary
accomadation, | will need to refer the complaint to the appropriate person to review & respond. | explained
that this is the first step in the IDR process. Insured said yes. Insured also states she will not accept an
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area hydro report, as the circumstances of their loss is much different. Added to CRS - final decision
required re ability to accass benefits under policy required within 45 days from 25/1/11. COmplaint #

28/01/2011 01:48 PM

Financial Hardship
Review complete. There insufficient evidence available at this time to confirm that the loss is covered under
the policy. | have spoken to the loss adjuster who attended, and he has inspected this property and > 15
others in the immediate area, and he is of the opinion (noting not a specialist in this field) that the damage
is due to flood and not flash flood. Under the COP, the Insured needs to demonstrate that they have an
entitlement under the PDS, and this cannot be confirmed. With regard to fasttracking assessment, we are
awaiting hydrologist report and sue to the circumstances & demands, we are unable to fasttrack this.

27/01/2011 04:51 PM

Financial Hardship
is handling this. Handwritten notes kept, however brief overview: 25/1 After discussion with Insured
nave obtained further information into the circumstances of the looss in Nth Ipswich & contacted Assessor.
Spoke to Insured twice 27/1 Spoke to Insured this morning & obtained further information. Discussions held
with CG & GD re this matter. Awaiting Assessor to call. 2 calls placed to Insured re update.

25/01/2011 04:49 PM

Flnancial Hardship

I have emailed MY1 requesting detalls of the assessor who attended the property to obtain further details re
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his inspection so | can furthe rconsider the request, and am making enquiries re flood impacts. Catled
Insured _ rang & eventually disconnected with na voicemail (4:49pm). |
25/01/2011 02:40 PM

Financial Hardship.
Call received from Insured - states their property was flooded hours before the Bremner river broke banks,
and was > 1 km away. States it was stormwater which damaged the property, not the river water. Points out
she had a claim in 2008. | have stressed that we have not made a decision on the claim as yet, and a
hydrologist report is required. She states she has been told this will not be until Mid February and they are
in urgent need of accomodation. Reasons: self employed, lost all tools so no abillity to continue employment
and have appiled to Centrelink. Cannot wash cook use toilet etc, and they are sleeping on a donated
matress. They have nowhere to go and no electricity, and her child is mentally distre result of it
all. States no accomodation (rental) in Ipswich so not sure what they can do. Insured then stated
that he had a copy of PDS 01/11 and page 37 he believes entitles them to payment under the policy as
whilst it says an insured event, other sections state an insured event which we have agreed to pay. |
advised the Ins | would consider whether this fell within the Financial Hardship section of the Code, and if
so, whether they are entitled to an advance payment. Undertook to contact back this afternoon jus
confirm timeframe. Insured rang to request Fin Hardship Fri 20/1/11. Code allo business days.lh

to provide further info re flood zoning & [ will then discuss with assessor.

25/01/2011 02:18 PM

ACTION: received a call from the insured -reviewed the notes from HH Claims GSO|
relation to the claim, advised this claim was referred to Dispute Resolution 0 speak to insurn
OUTCOME: Calf transferred tojillfrom Dispute Resolution NEXT ACTION: Await advice from i
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25/01/2011
CLAIM ENQUIRY

25/01/2011

Insured Phoned

UZ1o PM

ACTION Ins-called very upset and screaming on the phone re the press release for $20 million and
she is demanding emergency accomodation this afternoon , as her child is having accidents all the time.
OUTCOME ftried to calm ins down and explained the $20 million to her and then husband came on the
phone and said the PDS states they can emergency accomodation now. Called Team E and trsf ins
through NEXT ACTION Await MY report

11:36 AM

ACTION: RECEIVED call from Mrs Insured wherein she advised that she was flooded in 2008 and her
claim was paid. In that circumstance they at least had the upstairs area of the home to live in. The Insured
has advised that in this circumstance they are living in a borrowed bus, with no kitchen or bathroom. They
do have a toilet, however they're utilizing the neighbours facilities. The Insured advised that the situation
which they are currently living in is "absolute ****", The Insured's do not have the money to properly clean
the premises, and pointed out that they called prior to Ipswich being flooded. The Insured claims her house
was under water before the Bremer River came up. Insured advised that she wants either temporary
accommodation if a hydrologist is not attending until mid-feb, or for a hydrologist to attend within the next
24 hours. The Insured wanted to know when a hydrologist would be out. | advised that they would not be
attending her property specifically. The Insured advised that these reports will be based on the lay of the
land, and her property is completely different. The Insured advised that they need emergency
accommodation, as the evacuation centres out there have been closed down, The Insured also advised
that her child (10yr old) is having accidents (soiling themself) due to the trauma of this event. The Insured
advised that RACQ are choosing not to do the right thing, and its not far for this to take a month. RACQ
should honour the emergency odation, as what is happening to them is cruel. OUTCOME;
REFERRED to CAT ManewI Claim to be referred to [Jjwithin the CAT team, NEXT ACTION:
CLAIM to be reviewed by
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25/01/2011 11:17 AM

ACTION: spoke with mrs ins 24/01/11 OUTCOME: Mrs ins adv that they are living in a van at the front of
thier house, they cannot find any sort of accomodation via friends, family, neighbours etc, and are only able
to find very expensive hotel/motel accomodation. Mrs ins adv that her site is very different to others and
states that her house was allready underwater proir to the bremmer river flood. Mrs ins alsc advised that
she has been in touch with water Tec to ask if her site can be attended to which they denied having any
RACQI work in ipswich. Mrs ins wants temp accomodation to which i have advised that we are unable to
assist with at the moment due to awaiting hydrology reports, to determine claim. Mrs ins was not satisfied
with this respanse. NEXT ACTION: awaiting report.

25/01/2011 10:12 AM

-called:

ACTION: has been expecting a call from-in hh claim re: hydrologist to attend. OUTCOME: cll xfered to
TEZ in hh claims. NEXT ACTION: hh claims to review.

25/01/2011 10:02 AM

ACTION: Received call from T/Claims enquiring about process for hydrologists on behalf of the insd.
Advised that RACQI will be authorising hydrologists to provide reports to us for areas to determine If flood
or flash flood. These reports won't be available til February at this stage.
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24/01/2011

Ins ‘-called

21/01/2011

Contacted MYI Freemans

20/01/2011

Discussion with Insured

03:38 PM

ACTION: Ins called wanting to know the name of the hydragologists we will be using. OUTCOME: Called
through to [Illlin hhc who adv she will look into this and call ins back. Adv Ins of this who was very
unhappy. Ins adv that it is not good enough that nnot live in her home and she cannot find out if she
is on a list for a hydrologist. Trans ins through toﬁan hhc to discuss NEXT ACTION: Await outcome of
discussion with hhc

02:41 PM

ACTION: Contacted MYI to enquire if they have assessed INS property OUTCOME: Spoke to [ o
advised MY| attended on the 18/1 and their report should be received 24/1 NEXT ACTION: Await MY
Report

04:16 PM

Action: Mr '-iransferred through to_from Tez Earle. Outcome: Discussion held and in
particular regarding temporary accommodatin requirements for defined peril. This discussion was at length
and again explained to the Customer that although we are awaiting loss adjusting and hydrology reports we
are making every effort to have these docs submitted to us as soon as possible so that we can make a
decision on the claim and Inform them accordingly. Insured still did not appear satisfied with this, and an at
length discussion was held. Next Action: Reitterating that we are doing everything possible and will
communicate with him as soon as possible.
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20/01/2011

new claim

20/01/2011

Contact

20/01/2011

02:39 PM

ACTION: reviewed new claim estimate. OUTCOME: updated scope of works and ned. NEXT ACTION:
await MYIF and hydrologist reports.

02:38 PM

ACTION: RECEIVED call fromdvising that we should honour the temporary
accommodation. | advised that temporary accommeodation is provided for Insured Event's; As we are yet to
determine if the damage is a result of an Insured Event, we cannot offer temporary accommodation. The
Insured was not satisfied with this, and advised "it is appauling that your company would admit to that". The
Insured said we had the loss adjuster's report; which we do not. The Insured requested fo speak with a
manager, | advised that she was unavailable at this time. The Insured advised that he wo advised
that it may be for some time. QUTCOME: CALL transferred through to HHC Cat ManagerWNEXT ‘
ACTION: AWAIT MYIF and Hydrologist Reports.

02:15 PM

ACTION: Ins-alled to adv why racqi is not in a position of offer emergency accomodation, ins
requested to speak with management. OUTCOME: Ins would not allow me to discuss, Trans ins to HH
Team E. NEXT ACTION: HHC to review.
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20/01/2011 02:08 PM_

contact
ACTION: contact from _wanting to know decision on claim as we've received assessors
report, advised him that we have not received their report and have checked the mail inbox and it's not
received and even if we had of received it we are still awaiting hydrologists report to determine if claim is
aone of flood or flash flood as flood is not covered. He said we need to honour this claim and put them up in
temp accom. Advised him that the policy states we will pay for temp accom if the home is damaged due to
an insured event and we need the hydrologist report to determine this. We were going around and around
in circles and his wife was very abusive in the background. I asked him if he's contacted the evacuation
centre and he said they are all closed and we need to pay to put him up in temp accom. He asked to speak
to my supervisor and | said that she's not going to tell him anything different to what | have told him and |
said that she's unavailable at the moment but we would contact him once we have received both the
assessors report and hydrologist report. He said he would hold on the line for the supervisor and if she
wasn't available then her supervisor. In the end | said to him that we are just going around in circles and [
couldn't tell him anything further only that we will contact him once reports received and that | would now be
ending the call. He said that if | was to end the call he will be calling the insurance ombudsman. In the end
the call was terminated. OUTCOME: nil. NEXT ACTION: await MYIF and hydrologist reports.

20/01/2011 01:56 PM
ACTION: mr and mrs ins called not happy with the timeframe and was adv by adjustor that report has
been sent through to us 2 days ago and is not happy with claim not being approved and ins r sting to
accomodation and food loss to be reviewed also OUTCOME: adv ins after speaking with ﬂ‘mm
TEAM E that the email was only claim acknowledgement and no report has been received regardless as to
what ins w - ins stated |/adjustor who attended adv that they had send it through on the same day of
inspection. @lso adv waiting for hydrologist report to be received and reviewed - ins beleives only the
one person attended and they would not have been done. adv this would have beeq i
completed alsc. and awaiting for report to be received and reviewed trans call toMm
speak with mr ins. NEXT ACTION; await for MY] FREEMANS REPORT
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TIME FRAMES QRY

14/01/2011

Loss Adjustment Appointment

14/01/2011

19/01/2011 o

09:13 AM

ACTION: Insd calied to check prog of claim ¢ she adv had been seen by MY| Freemans and they would be
sending a rpt through 18/01/11 - adv that we had not received at this point - once this had been uploaded to
file and claims had reviewed she would be contacted. OUTCOME: NEXT ACTION: Await outcome/1st
report from L/Adjusting

11:0b AM

Action; Claim details sent to MY Freemans marked urgent. Requested MY Freemans contact Insured to
arrange alternative accommodation. Outcome: No outcome as yet. Next Action: HHC to await report from
MY Freemans. Please disregard auto generated note on this claim.

10:10 AM

Action: ing has called o enquire on what the: In relation to the evac centre they are staying at
closing on the weekend. Outcome: Spoke toﬂin HH team e who adv of the other evac centres in the
area. Ins adv that these going fo be filling up due all the schools closing and every one lese going
to the church's. Spoke to in L/adj who adv would arrange for the loss adjuster to be notified it is
urgent and was adv that the ins can contact MYIF if they haven't heard anything by lunchtime and discuss
they're options with them, Next action; await loss adjuster,
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Mrs Ins [Jlcalled

13/01/2011

12/01/2011

Landing Page Details

Action: Mrs Ins called to adv they are closing the Ipswich evacuation centre this Saturday. Outcome: HHC's

= — — — —
13/01/2011 07:43 PM
to review Next Action: HHC's to review.
13/01/2011 11:27 AM

ACTION : re POO for damaged contents as covered with mud and sewerage OUTCOME : Spoke with
William re POO required . Advised that photos will be sufficient, Ins has asked about emergency
accommeodation if asked to leave evacuation centre. Provided Emergency Home Assist should Ins call after
business hours NEXT ACTION :LA to attend when able

08:07 AM

Action: Ins-called to advise that water has gone down enough for l/adj to attend. The water went as
far as the ceiling so the whole house has been affected Outcome: Advised—it's been put through as
urgent so Vadj will be in contact, but can't give her a fime frame due to the amount of claims. Ins
understoad Next Action: L/Adj to attend

05:46 PM

‘H’im Summa jm Number ismmlly saved, Reporter Name: -
Insured Name: | MR Team Assignment: Major Event - Case

Managed Claim Excess: $300 (Please explain paymenti friéihod) Insured advised that in the past 5 years,
they or anyone on the policy has not been convicted of a criminal offence. Declaration accepted Case

o -
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Managed Claim Eue to the particular circum;a.nces of your clairr?a claims specialist—will be in-c;ntact to
further discuss and progress your claim Emergency & Urgency Type Reason Property not habitable
flooding through the property Please confirm customer next steps
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::: ClaimNet - Full claim history :::

ccerno

Quick search: Claim No.

File index

* Clalm summary

Assessment
2 Circumstances

3 Policy detalls

» Policy issues

> Risk analysis
Financial

» Extent of loss

» Payments

» Adjuster fees

People

¥ cerno claim team

» Insured detalls

» Client details
#® Third parties

» Associated parties

» Reports & attachments
» Full claim history

¥ Service performance

Storm - Closed

Insured:
Your Ref:
Assigned to: Gold Coast Clalms Unit, -

Policy response;

Under evaluation

Full clailm history

Date

" 29-04-11

" 29-04-11
27-04-11
15-0C4-11

’ 14-03-11
15-02-11
27-01-11
15014
14-01-11
14-01-11
14-01-11

https://extranet.freemans.com.au/claim_history.j sp

Type
File Note

Fee

File Note
File Note
PPA

Fee

Report

File Note
Attachment
QuickAck
File Note

- o

Go »Detalled search

Reserve: $0.00

Cerno Ref: -

Office: Brisbane

Description
File received in GCCU

Fee for RACQ Insurance Brisbane
File sent to Gold Coast

Final Fees Requlred

Present Position Advice (email) by
Fee for RACQ Insurance Brisbane
First Assess Site Report Flood Event
Phone Afiswer - Insd

New Instructions

Acknowledgement (email) by -

Telephoned Insured

Privacy policy - Terms of use - Help - Logout
© Copyright 2011 Cerno Ltd

»Home >Lodge ¢claim »My profile

Wons
»Add to watch list
2Create file note

?Pript_er fﬂeng!y Q
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ClaimNet - Acknowledgement (email) :::

ccerno

Quick search: Claim No.

File index
» Claim summary
Assessment

» Circumstances

» Policy details

* Poficy Issues

» Risk analysis
Financlal

> Extent of loss

» Payments

» Adjuster fees
People

» cerno claim team

» Insured details

> Client details

2 Third parties

2 Associated parties

» Reports & attachments
2 Full claim history

» Service performance

hitps://extranet.freemans.com.auw/quick_ack.jsp

Go »Detailed search »*Home 2»Lodgeclaim »My profile

Storm - Closed
Insured:

Actions
»Add to watch list
#»Create file note

Reserve: $0.00
Your Ref: Cemo Ref:

Assigned to: Gold Coast Claims Unit,- Office: Brisbane ®Printer friendly Q

Pelicy response: Under evaluation

Acknowledgement {email)

Emalled to: racqi.corm.au

Subject: Acknowledgement - Storm -W Your Ref: [ cour
Ref: -'}nstructlng . 5

Date! 14-01-11

Insured: Ms Sltuation of loss: Mast Ipswich QLD 4305* Your ref;
g officer: Househ ms* Our ref: [ Cfiice: MY Freemans Brisbane*

Phone no: 07 3867 4600* Fax no; 07 3867 4699* Email: brishane@myifreemans.com.au* Thank you for
your instructions, we acknowledge recelpt of your claim. *If you have been provided with access te
Freemans ClaimNet, you can view your claim online at
*https://extranet.freemans.com,au/serviet/au.com.lcconsulting.freemans.serviet. SearchServiet?

cheicel =c|alm__number&searchParaml=_m=°Please note immediate access attempts may be
unsuccessful due to Job transfer timing. If so please allow further time. * In the meantime if you have any
queries, please do not hesitate to contact me. * Regards =_ MYI Freemans Brisbane

Privacy policy - Terms of use - Help - Logout
© Copyright 2011 Cerno Ltd
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22z ClaimNet - PPA (email) ::: Page 1 of 1

ocerno _

Quick search: Claim No. GO X Detailed search P»Home »Lodgeclaim » My profile

File index sm-r_ni - cr-osa:a Acﬁons

» Claim summary Insured:_ Reserve: $0.00 »Add to watch list
Your Ret: [ cerno ret: [ BCreate file note

Assessment
» Clreutmstances Assigned to: Gold Coast Claims Unit,- Office: Brisbane ,,’,Pri’,‘ff ffi,ﬁ‘f'g'?, Q
» Policy details olicy response: Under evaluation
> Policy Issues -

» Risk analysis -
Present position advice {email)

Financiai Emailed to: -@racqf-comau

» Extent of loss Subject: Present Position Advice - Storm - Your Ref:
» Payments (our Ref:

Date: -03-
» Adjuster fees a 14-03-11
Author:
People ettt e L x vy - T
2 cerno claim team Claim Details*

* Tnsured's Name:;
Your ret: SRR :msSituatIon of
2 Insured details East Ipswich QLD 4305% Date o7 loss: 10 January aim type: Storm* Policy

. type: Household* Policy number: Not advised* Reserve: $ 0.00* * Status Summary*

» Client details * Insured contacted* * * Additional Comments® —--—---mve-
* We refer to our initlal report dated 20 Janvary
*» Third parties + 2011 and advise as follows.*We are currently awalting recelpt of a hydrologist report and will report;
: further on receipt of same.* If you have been provided with access to Freemans ClaimNet, you can view
» Associated parties your claim online at

*https://extranet.freemans.com.au/serviet/au.cam.icconsulting.freemans.setvlet. SearchServiet?

» Reports & attachments cholcel=c|alm_number&search?aram1=_C-ORegards*_ MYI Freemans Ltd*
Contact telephone: 07 3867 4606

® Full claim history et e e

» Sarvice performance

Privacy policy - Terms of use - Help - Logout
© Copyright 2011 Cemno Lid
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::: ClaimNet - File note :::

File index
» Claim summary

Assessment

* Circumstances

» Policy detalls

2 Policy Issues

# Risk analysis
Financial

» Extent of loss

3 Payments

3 Adjuster fees
Paopla

2 cerno claim team

» Insured detalls

» Client details

» Third parties

» Assoclated parties

* Full claim history

» Service performanu

https://extranet.freemans.com.au/file_note.jsp

» Reports & attachments

ccerno

Quick search: Claim No.

Go P Detailed search

Storm - Closed
Insured:

Your Ref:
Assigned

0ld Coast Claims Unit, -
I

Policy response: Under evaluation

Reserve: $0.00
Cerno Ref:

Office: Brisbane

File note details

Title: Phone Answer - Insd
Date: 17-01-11

Insd cailled our office - Transferred to Brisbane office.

Privacy policy - Terms of use - Help - Logout
© Copyright 2011 Cerno Ltd

2Home 2>Lodge claim > My profile

PAdd to watch list
¥Create file note
eeinter menaty &

Page 1 of 1

05/10/2011

135



:» ClaimNet - File noté 2

Quick search: Claim No.

File index
> Claim summary

Assessment

» Circumstances

» Policy details

» Policy issues

» Risk analysis
Financlal

» Extent of loss

> Payments

» Adjuster fees
People

» cerno claim team

» Insured details

» Client detalls

» Third partles

» Assoclated parties
» Reports & attachments
2 Full claim history

» Service performance

https://extranet.freemans.com.av/file_note.jsp

©cerno

-

Go »Detailed search »Home »Lodge claim P My proflle
Storm - Closed - Actions
Insured: Reserve: $0.00 »Add to watch list
Your Ref: cerno Ret: [ *Create fle note
Assigned to: Gold Coast Claims Unit, Lisa-Marle Office: Brishane - @Printer friendly &

Bateman
Policy response: Under evaluation

File note details

Title: Final Fees Required
Date: 15-04-11

.

Please send through your final fees of $214.50 so we can close our file

Privacy policy - Terms of use - Help - Logout
© Copyright 2011 Cerno Ltd
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:2: ClaimNet - File note :2

Quick search: Claim No.
Flle index
¥ Claim summary

Assessment
# Clrcumstances

» Policy detalls

» Policy issues

@ Risk analysis
Financial

» Extent of loss

» Payments

» Adjuster fees
People

2 cerno claim team

» Insured details

> Client details

» Third parties

» Associated parties
» Reports & attachments
¥ Full claim history

» Service performance

https://extranet.freemans.com.au/file_note.jsp

©cerno

sﬁﬁh-q e e
Insured:
Your Ref:

- Assigned to: Gold Coast Claims Unit, Lisa-Marie

Bateman

File note details

Title: Teleph

Go XDetalled search 2Home PLodge claim » My profile

. Actlons

Reserve: $0.00 2»Add to watch list
cerno ret: | »Create file note
Offlice: Brisbane ®Printer friendly &

Policy response: Under evaluation

oned Insured

Data: 14-01-11

e LTTUL __ T - e

Author:

The Insured has been calli
have to leave the evacuati

ng and is very concerned about the state of her home. She advised that she will
on centre tomorrow and can't go to the next one as it is about 30 minutes from

her heme. She said she has had an offer of a motorhome from a gentleman for $80 per week. She has

people in her homne at the
items being thrown away.

moment cleaning, etc. She has taken heaps of photos and is making a list of
She was asking about an emergency payment. I have advised her to get the

infotmation from the centre where she is staying. She advised she has the paperwork but couldn't take It

- down to Centrelink today.

She advised it would take two days to get the payment through. I asked her if

the gentleman would be understanding about the payment. She said he would be. So I encouraged her to

get the payment through.
sunburn and sunstroke.

Advised we would attempt to prioritise her claim. She said she has very bad

Privacy palicy - Terms of use - Help - Logout

© Copyright 2011 Cerno Ltd
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Chronology regarding Mr and Mrs |l

Date of
Contact

Mode of

communication

Details of Communications and events

10/01/11

N/A

Mr and Mrs | home at I 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 Jjjjjilijto take further details and
formally lodge the claim. Mrs Jjjjjjiistates 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 Il c2''s 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 ] c2!ls 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 |l c2''s 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 ] c2''s 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 Jij 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 Jili| 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

MY| 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 |l c2!ls 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 il ca'! 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 ] 2sks 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|jjjjjij 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 |jjjilistates 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 I c2!ls 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 [Jjii] 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 I "' is 202in 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 Jlli] 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 Il c2's 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 Jli| 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 Il on a list to have a report prepared for their
property. Mrs JJili] is transferred through to the household

claims team.

Once the call has been transferred, Mrs I states that
Water Technology have told her that they have no instructions
from RACQ Insurance to prepare any reports dealing with
Ipswich. Mr{jjil] states that an individual report is needed
for her property because it was already inundated before the
Bremer River flooding occurred. Mrs |Jili] rereats 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 i 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 Il c2''s 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

I c'aim is referred to the Operations Manager, |
I 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 ||l
are concerned about delays and that they are homeless and

require emergency accommaodation for basic living needs.

25/01/11

2.07pm

Telephone

Mrs ] ca's RACQ Insurance. She is demanding
emergency accommodation this afternoon. Mrs Jil| savs
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 Il sreaks 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|Jl| @'so 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 I 202in 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
I 2nd 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 il 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 |l from MY| 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 Il 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 i 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 Mode of Details of Communications and events
Contact | communication

01/02/11 Telephone RACQ Insurance telephones || 2d offers him

12.27pm 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 || I cofirming 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 N/A The advance payment of $5,000 is processed by RACQ

4.45pm Insurance for EFT payment.

07/02/11 Telephone Mrs ] c2!ls RACQ Insurance to ask for the email
address for the CEO. She is told to send her email to the

3.53pm

address racg@racg.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 I 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.
Il 2t RACQ Insurance informs Mrs ] that she is their
case manager and she will be happy to assist with any future

guestions.
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Date of

Contact

Mode of

communication

Details of Communications and events

10/02/11

Letter

RACQ Insurance writes to Mrs |Jjjjjijand 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 I 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

I the Event Manager of the Dedicated Response
Team reviews Mr and Mrs [ c'aim-

Mr I subsequently contacts Mr ] a2nd 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 MrJjjij in which he
advises that the [Jjili] 2re rarticipating 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 'pswich.

16/02/11

2.30pm

Telephone

RACQ Insurance calls Mrjjjjilij and informs him that the
hydrologist intends to inspect Mr and Mrs || rremises
today if this is suitable.

16/02/11

N/A

Water Technology inspect the insured’s property.
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Date of

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

rs [

24/02/11

11.14am

Telephone

Mrs Il ca!ls RACQ Insurance. Her call is lost while being
transferred to the household claims team.

24/02/11

11.31am

Telephone

RACQ Insurance calls Mrs |l Vsl 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 i 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 |l c'aim. 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|l] 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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Date of Mode of Details of Communications and events
Contact | communication
01/03/11 Letter Bradley Heath sends a letter to Mrs |Jjii§ by email
1.29pm 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 Email Mrs ] sends an email to Bradley Heath responding to
4.03 his letter. She asks when a decision will be made on their
.03pm
P 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 Email Mrs Jl] emails Bradley Heath asking for contact details of
the hydrologist and urging that a decision be made on their
5.15pm .
claim.
03/03/11 Letter RACQ Insurance sends a letter to Mr and Mrs|ili] The
letter says that a decision should be made on their claim by
04/03/11.
03/03/11 Telephone Mrs Il ca!ls RACQ Insurance and asks to speak with
1.38pm Bradley Heath.
03/03/11 Email Mrs Il sends an email to Water Technology (copy to
2.02pm 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 |Jili] rroperty under cover of legal

advice from RACQ Insurance’s solicitors dated 4 March 2011.
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Date of Mode of Details of Communications and events
Contact | communication
04/03/11 Telephone RACQ Insurance calls Mrs i and informs her that a
decision has been made to accept their claim due to storm
4.03pm

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 |l 2"¢ 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
I accepts this offer. Mrs Jil] says that she and Mr
I !l now investigate alternative accommodation
options over the weekend and discuss with RACQ Insurance
further early next week. RACQ Insurance asks whether Mr
and Mrs |l have a preferred builder for their repairs and
Mrs Il savs that they would prefer to cash settle their
claim. RACQ Insurance says that they are happy to work with
her to do this. Mrs Jili] says that she had received some
preliminary verbal advice that an engineer would need to
inspect their house. Mrs i 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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Date of

Contact

Mode of

communication

Details of Communications and events

06/03/11

Email

RACQ Insurance sends an email to Mr and Mrs |l
confirming the conversation on 4 March and that:

e« RACQ Insurance has accepted their claim;

e the PDS limit for storm water run-off at 50% of the
sum insured is applicable;

e 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 ]l have indicated that they will investigate
alternative accommodation options over the weekend;

 RACAQ 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 | I 2
RACQ Insurance has been polite and helpful.

07/03/11

5.19pm

Telephone

RACQ Insurance calls MrJjjji§ to progress the claim. Mr
I 2dvises 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 Il 'eaves a message requesting RACQ Insurance to
call back on Mrs Jli] mobile number.

08/03/11

12.42pm

Telephone

RACQ Insurance calls Mrs |Jii§ mobile number but there

iS no answer.
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Date of Mode of Details of Communications and events
Contact | communication
08/03/11 Telephone RACQ Insurance calls Mrs |Jiij mobile number but there
5.08pm is no answer.
08/03/11 Email RACQ Insurance sends an email to Mrs ] 2dvising that
5.14pm they have been unable to reach her on her mobile phone.
08/03/11 Email Mrs ] sends an email to RACQ Insurance saying that
6.21pm she was meeting with a builder and asking for a call back from
RACQ Insurance the next morning at 9.30am.
08/03/11 Email RACQ Insurance sends an email to Mrs [Jjjjjij 2dvising that
8.17pm they will call her tomorrow.
08/03/11 Email Mrs ] sends an email to RACQ Insurance with a
11.10pm spreadsheet setting out their calculation of the amount of their
contents loss.
09/03/11 Telephone RACQ Insurance calls Mr and Mrs i} to discuss their
claim. They confirm they want a cash settlement of their claim
9.30am

and state that if the claim is not settled to their satisfaction
they will proceed with legal action. Mr and Mrs i} state
that their claim totals $500,268.00 which they consider

represents a fair settlement of the physical property loss.

Mr I 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 || N
(Quiality and Technical Loss Adjustor) will inspect the property
on 10/03/11 for verification of evidence of storm damage and
that I needs to be allowed to carry out the
inspection without interference. Mr ] 2dvises that his|Jjj
year old son, il 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.

159



17

Date of Mode of Details of Communications and events
Contact | communication

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

11/03/11 Telephone RACQ Insurance calls MrJjjjij following the site visit by the

4.50pm RACQ Insurance Q&T Loss Adjuster on 10/03/11. Mr |l
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 Email RACQ Insurance emails instructions to Intelara Engineers to

10.15am inspect Mr and Mrs |l rroperty.

15/03/11 Telephone Mrs |l c2!ls RACQ Insurance to discuss the claim. She

2.04pm requests an update from Q&T'’s visit. Mrs i 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|Jl| says that Mr | Wi!l call later to
discuss the claim.

15/03/11 Telephone Mr Il c2!ls RACQ Insurance regarding the claim and

4:55pm 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 I 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.

160



18

Date of Mode of Details of Communications and events
Contact | communication

16/03/11 Email Mrs ] emails RACQ Insurance requesting information
about their 2008 claim and asking for information about the

10.40am
assessment process.

16/03/11 Telephone An RACQ Insurance Q & T loss adjuster calls Mrs |Jil] to

1.54pm arrange for a site meeting for the engineer and Stream. Mrs
I s 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 Email An RACQ Insurance Q & T loss adjuster emails | NN

2.00pm confirming that an engineer and Stream have made
appointments to assess the property.

17/03/11 Email RACQ Insurance acknowledge Mrs || reavest

2.58pm 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 Email Mrs ] emails RACQ Insurance requesting copies of all

2:59pm documentation regarding to the JJilij 2008 claim and also
requesting names of the people attending their property on
21/03/11. Mrs |l 2'so requests copies of all
documentation prepared by the builder regarding the property
claims.

17/03/11 Email RACQ Insurance emails Mrs Jjjij rroviding the requested

3:00pm 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 i 's 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 i 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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Date of Mode of Details of Communications and events
Contact | communication

17/03/11 N/A Stream open file with appointment booked for 9.00am to meet

3.02 pm I from RACQ Insurance onsite.

17/03/11 Email Mr Il sends an email to RACQ Insurance responding to

11:58pm the email of 3.00pm that day.

18/03/11 Email RACQ Insurance sends an email to Mr|Jili]- The email

2.01pm confirms RACQ's previous offer for Mr and Mrs |l to
utilise the alternative accommodation coverage within the
policy and that RACQ still awaits Mr and Mrs |Jili] 2dvice
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
I roint 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 || rroperty.

22/03/11 Email Mrs Jll] emails RACQ Insurance asking for an update on

12.19pm the provision of documents from the 2008 claim.

23/03/11 Email Mrs ] sends an email to RACQ Insurance chasing up

12.08pm the documentation relating to their 2008 claim.
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Contact

Mode of

communication

Details of Communications and events

23/03/11

12.38pm

Email

Mrs il sends an email to Bradley Heath complaining that
the |l 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 i advising that her comments
in her email the previous day will be passed on to the person

managing her claim.
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Date of Mode of Details of Communications and events

Contact communication
25/03/11 Email RACQ Insurance sends an email to Mr and Mrs |l
9.09am 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 |JJilij uron acceptance
their claim on 04/03/11, that this was discussed at this time
and that the il \vere 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 |Jil| that
the proposed offer for settlement for their claim would include
this benefit, at which time the |JJilij €xrressed 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 ||l
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 |Jjilij and the extent of
coverage under the policy for that item is explained.

The emalil states that RACQ Insurance appreciates the
current rental market and the JJjilij rersonal
circumstances (pets, etc.) make it difficult, however that if the
I /ish 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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Details of Communications and events

(continued)

The email then refers to the loss adjusting report and to the
I 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 [JJiili] 2re 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 |Jili] 2nd 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 MY| Freemans
regarding the |JJl] 2008 claim.

25/03/11
3.24pm

Email

RACQ Insurance sends documents relating to the 2008 claim
to Mr and Mrs JJi§ 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 ]l 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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Date of Mode of Details of Communications and events
Contact | communication
31/03/11 Email RACQ Insurance receives the scope of works from Stream.
3.10pm The total figure is $145,307.65.
31/03/11 Email RACQ Insurance emails Mr and Mrs |Jili] 2 settlement
offer for their claim. Attached to the offer are copies of the
5.09pm

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 | Jjilij rroperty 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, |
I (\vearing a shirt that identified RACQ) states that —

. “I'm annoyed the insurance company won't pay
out”; and
. “l 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 |l
I showind I 2 ound the ] home and

the tent he has been sleeping in. Ms | savys that “his
childhood, to a degree, has been stolen, not by the flood
water but RACQ".

I stotes on the show “100% not this 25% crap

because I'm sick of it, | just want them to pay out now”.

13/04/11

9.55am

Telephone

RACQ Insurance telephones Mr and Mrs |Jjjij to follow up
their response on the settlement offer. Mr i mobile
phone rings out with no direction to message bank. Mrs
I 2s\ers her phone but states that she needs to talk to
Mr I 2nd he will be back in approximately 45 minutes.
RACQ Insurance agrees to call Mr ] back later.

167



25

Date of

Contact

Mode of

communication

Details of Communications and events

13/04/11

11.30am

Telephone

RACQ Insurance calls Mr i 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 ] resronds that they
haven't progressed this as they have not received any money
for this from RACQ Insurance. RACQ Insurance states to Mr
I that the offer for temporary accommodation was made
some time ago and this was included in the offer of
settlement. Mr il 2dvises 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, jJJjjjij 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 l] 2dvises 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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Date of Mode of Details of Communications and events
Contact | communication

13/04/11 Telephone Mrs ] te'erhones RACQ Insurance and wants to speak

5.05pm 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 |Jili§ says she will
send an email marked to the attention of the Internal Dispute
Resolution Team.

14/04/11 Website RACQ issues “Get the Facts” on its website.

1.49pm

14/04/11 Email Mr Il sends an email to RACQ Insurance replying to the

3.12pm email containing the settlement offer from 31/03/11 attaching
the signed settlement offer.

14/04/11 Telephone Mr Il c2!ls Customer Dispute Resolution Officer at

4.56pm 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 |Jjjjjilj over the
course of the evening regarding the “Get the Facts” posting.

14/04/11 Newspaper The Courier Mail publishes a story about Mr and Mrs |

7.48pm 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 il c'aim.
Mrs ] confirms that she received $15,000 from RACQ
Insurance before the Ipswich meeting.

15/04/11 Email RACQ Insurance replies to Mr |l email from 3.12pm

8.18am 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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Date of Mode of Details of Communications and events
Contact | communication

15/04/11 Telephone Graham Dale telephones | I to discuss
concerns regarding “Get the Facts”. Mr|Jjjjjij advises at
outset they have appointed legal representation. Mr |l
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 Letter RACQ Insurance receives letter from Legal Aid Queensland

12.06pm 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 Email RACQ Insurance sends an email to Mr Jilij confirming that

3.14pm their settlement payment has been processed via EFT.

15/04/11 Television ABC Lateline broadcasts a story with reporter ||
about Mr and Mrs |l

16/04/11 Television ABC News 24 broadcasts a story on the |Jjji§ family.

18/04/11 Television Channel 9 Today Show has a story about Mr and Mrs |l

19/04/11 Letter McCullough Robertson writes to Legal Aid Queensland
regarding the |

PXS10096653 4130314v1
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COOPER GRACE WARD

AWYERS

QOur Ref: SAD2:AJC3 10091926 Level 21, 400 George Street
Briskane 4000 Australia

GPQ Box 834, Brisbane 4001

T 61732312444
F 617 3221 4356

14 February 2011

vir [

Director WWW.Cgw.com.au

Water Technology
93 Boundary Road
West End Qld 4101

Email:-@watech.com .au
Dear Mr -

Water Technology independent analysis - water inundation

We act for RACQ Insurance Limited (RACQI).

ABN 95 591 904 639

Thank you for offering your services to provide hydraulic engineering evidence.
Scope of work

The purpose of this letter is to formally engage you to provide an independent analysis of the
cause of water inundation to a property at“ East Ipswich, Queensland 4305

{property).

Background

2. RACQI provides household insurance for properties located in Queensland and Northern New
South Wales. Queensland has recently suffered unprecedented flooding events throughout the
State.

3. As a result, there has been a claim made by the owner of the property against RACQI's policy
for loss and damage that was caused by water inundation at the property on 10 January 2011.

4. We are instructed by our client that at the time of the insured’s claim, the insured noted that the
vast majority of damage was caused by water leaking/overfiowing from storm water pipes and
drains.

5. The loss assessor's preliminary observations indicate that water entered the insured’s house as
a consequence of the drainage system not being able to cope with the volume of rainwater
experienced at the property.

6. In addition, we are instructed that the insured’'s property was also inundated on 18 November
2008. The facters surrounding the inundation on 19 November 2008 may be relevant to your
current investigations. Accordingly, we have attached a copy of the loss assessor’s reports
based on an inspection undertaken on the property on 20 November 2008.

Causes of water inundation

7. For the purpose of your analysis and the preparation of any report, please note that you are
instructed to assume the following:

{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 fiood and stormwater run off — is a sudden flood caused by heavy rain that fell
no more than 24 hours prior to the flash floed or stormwater run off; and
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(¢} 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 completely immersed in water).

Your instructions

8.

10.

11.

In light of the above, we request your opinion (setting out your reasons) on whether:
(a) the property sustained water inundation exclusively by flood;
(b) the property sustained water inundation exclusively by flash flood and stormwater run off;

(c} the property sustained water inundation by a contribution of both flash flood and
stormwater run off; and

(d) if the property sustained water inundation by a contribution of both flash floed and
stormwater run off:

(i) to what extent was that water inundation caused by flood,;

(i)  to what extent was that water inundation caused by flash flood and stormwater run
off, and

(i)  what cause of water inundation occurred first.

If the property falls within sub-paragraphs 8(b) and {c), please state whether natural cr human
factors may have contributed to the water inundation.

If you are uncertain as to which of the above categories the property fails into, please identify
this uncertainty, give your reasons for that uncertainty and so far as possible identify any further
information or investigation which might help clarify the positicn.

Please note that before preparing any draft report, we will need to meet with you in conference
to discuss your preliminary opinions.

Formal requirements

12.

13.

It is of course possible that litigation could result from the floods and in that event we may wish
to call upon you to provide evidence as an expert withess. Consequently, it is important that your
report be prepared with that possibility in mind. For present purposes we request that your
report comply with the Uniform Civil Procedure Rules 1999 (Qld) relating to expert reports.
Enclosed is a copy of the relevant section of the court rules.

You will note that the court rules require that your report contain the following matters:
(a) your qualifications;
(b)  all material facts, whether written or oral, on which the report is based;

(c} references o any literature or any other material relied upon by you to prepare your
report;

(d) if an inspection, examination or experiment was used or relied upon:
(e) adescription of what was done;

il whether it was done by the expert or under the expert's supervision;
(g} the name and qualification of any other person involved; and

(h}) the result;

(i) a summary of the range of available opinions on the matter and reasons you adopted a
particular opinion;

H summary of conclusions reached by you; and
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(k)  astatement about whether access to any readily ascertainable additional facts would
assist you in reaching a more reliable conclusion.

14. Please also confirm at the end of your report as follows;
(a) the factual matters stated in the report are, as far as you know, true;
{(b)  you have made all enquiries considered appropriate;
{c) the opinions stated in the report are genuinely held by you;
{d) the report contains references to all matters you consider significant; and
(&)  you understand your duty to the court and you have complied with the duty.
Timing of your work
15.  We require your report for the property urgently.

16. We would appreciate if you could provide us with an estimated timeframe for completion as
soon as possible; letting us know when you might first be able to confer with us; and then when
you might be able to provide your report.

Your contacts

17.  Your primary contacts are;

@ | -er. P e i I oo con o
) I Partver, PN - R cav. com.au;
(c) _ Associate, Ph | EGNGNGzG6 =2 ,-@W; and

o | 7 o G con o

Fees and expenses

18. We understand that there is an initial outlay of costs for travel and accommadation and car hire
and that any pricing structure is indicative and will be reflective of the number of inspections.

19.  Wae confirm that we are instructed that RACQH will accept $1600 ex GST for the Individual Site
Claim (standalone) Report.

20. Please let us know if there are any variables which may lead to your costs exceeding this
amount,

Legal privilege, confidentiality and intellectual property

21.  Your report is being sought for the purpose of enabling us to provide legal advice, and in relation
to contemplated litigation. As a result, it will be subject to legal professional privilege, and you
must net release your report, or communications exchanged between us in relation to your
report, to third parties without our client's consent.

22. In addition to the above privilege, all information relating to your engagement (including our
client's instructions, the results of your investigation, any notes you prepare) will be confidential.
This means you cannot disclose, in any way, information relating to your engagement by our
client to third parties without our client’s consent (unless otherwise required to do so by law).

23.  Our client will retain all intellectual property rights in relation to anything you produce in the
course of your engagement.

24.  We are instructed that the property has been the subject of media attention. Therefore, if you
experience any interference from the media or any third party sources, please cease your
investigations immediately and contact us.
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Moving forward
We look forward to meeting with you shortly to discuss your preliminary observations.

If you have any queries, please contact us.

Yours faithfully
COOPER GRACE WARD

Lawyer

T

F 617 3231 8429

E I & cov-com.au SAD210091926 3656044v1

Partner

This electronic transmission (and any following pages) is confidential, may contain legally privileged information and is
infended solely for the named addresses. If you receive this document in error, please destroy it and advise the sender.
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[r422]

422 Noncompliance is contempt of court

Failure to comply with a subpoena without lawful excuse is
contempt of court and the person who failed to comply may
be dealt with for contempt of court.

Note—
See also rules 901 to 903.

Part 5 Expert evidence

Division Preliminary

423 Purposesof pté
The main purposes of this part are to—

(a) declare the duty of an expert witness in relation to the
court and the parties; and

(b) ensure that, if practicable and without compromising the
interests of justice, expert evidence is given on an issue
in a proceeding by a single expert agreed to by the
parties or appointed by the court; and

(c) avoid unnecessary costs associated with the parties
retaining different experts; and

(d) allow, if necessary to ensure a fair trial of a procecding,
for more than 1 expert to give evidence on an issue in

the proceeding,

424  Applicetion of pt 5

(1) This part does not epply in relation to a witness giving
evidence, whether orelly or in writing, in a proceeding who
is—

‘Page 248 Reprint 7D effective 10 December 2010
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(a) aparty to the proceeding; or
(b) & person whose conduct is in issue in the proceeding; or

(c) a doctor or another person who has given or is giving
treatment or advice in relation to an injured person if the
evidence is limted to 1 or more of the following matters
in relation to the injured person—

(i) the results of any examination made;
(if) a description of the treatment or advice;
(iii) the reason the treatment or advice was, or is being,
given;
(iv) the resuits of giving the treatment or advice.
(2) This part also does not apply in relation to a proceeding for
minor claim in a Magistrates Court.

425 Definltions for pt 5
In this part—
appointed expert means an expert appointed under division 3
or 4, including a court appointed expert.
court appointed expert means an expert appointed by the
court under division 3 or 4.
experf means a person who would, if called as a witness at the
trial of a proceeding, be qualified to give opinion evidence as
an expert witness in relation to an issue arising in the
proceeding.

report, for a proceeding, means a document giving an expert’s
opinion on an issue arising in the proceeding,

Reprint 7D sffactive 10 December 2010 Page 249
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Division 2 Evidence given by an expert

426  Duty of expert

(1) A witness giving evidence in a proceeding as an expert has a
duty to assist the court.

(2) The duty overrides any obligation the wimess may have to any
party to the proceeding or to any person who is fiable for the
expert’s fee or expenses.

427  Expert evidence

(1) Subject to subrule (4), an expert may give evidence-in-chief in
& proceeding only by a report.

(2) The report may be tendered as evidence only if—

(a) the report has been disclosed as required under rule 429;
or

(b) the cowrt gives leave.

(3) Any party to the proceeding may tender as evidence at the
trial any expert’s report disclosed by any party, subject to
producing the expert for cross-examination if required.

(4) Oral evidence-in-chief may be given by an expert only—
(a) inresponse to the report of another expert; or

(b} if directed to issues that first emerged in the course of
the trial; or

(c) if the court gives leave.

428 IRequirements for report

(1) Anexpert’s report must be addressed to the court and signed
by the expert.

(2) The report must include the following information—
(2) the expert’s qualifications;
Page 250 Reprint 7D effective 10 December 2010
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)
(c)
(d)

(©

®
t:9)

all material facts, whether written or oral, on which the
Teport is based;

references to any literature or other material relied on by
the expert to prepare the report;

for any inspection, examination or experiment
conducted, initiated, or relied on by the expext to prepare
the report—

(1) adescription of what was done; and

(i) whether the inspection, examination or experiment
was done by the expert or under the expert’s
sopervision; and

(iii) the name and qualifications of any other person
involved; and

(iv) the result;

if there is a range of opinion on matters dealt with in the
report, a summary of the range of opiniom, and the
reasons why the expert adopted a particular opinion,;

a summary of the conclusions reached by the expert;

s statement about whether access to any readily
ascertainable additional facts would assist the expert in
reaching a more reliable conclusion.

(3) The expert must confirm, at the end of the report—

@
(b)
(€

the factual matters stated in the report are, as far as the
expert knows, true; and

the expert has mede all enquiries considered
appropriate; and

the opinions stated in the report are genuinely held by
the expert; and

(d) the report contains reference to all matiers the expert
considers sighificant; and
(¢) the expert understands the expert’s duty to the court and
has complied with the duty.
Reprint 7D effective 10 Decamber 2010 Page 251
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429  Disclosure of report

A party intending to rely on a report must, unless the court
otherwise orders, disclose the report—

(2)
®)

(©)

if the party is a plaintiff—within 90 days after the close
of pleading; or

if the party is a defendant—within 120 days after the
close of pleading; or

if the party is not a plaintiff or defendant—within 90
days after the close of pleading for the party.

4288 Supplementary report
(1) If an expert changes in a material way an opinion in a report
that bhas been disclosed, the expert must, as soon as

practicable, provide a supplementary report stating the change
and the reason for it.

@

The supplementary report must comply with rule 428 and be
disclosed as soon as practicable.

428B Court may direct experts to meet

(1) The court may, at any stage of a proceeding, direct experts to
meet and——

2

(a)
(®)

()

identify the matters on which they agree; and

identify the matters on which they disagree and the
teasons why; and

attempt to resolve any disagreement.

The court may, for the meeting—

(a)
®)
©

set the agenda; and
specify the matters the experts must discuss; and

direct whether or not legal representatives may be
present; and

Page 262
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(d) give directions about the form of any report to be made
to the court about the meeting; and

(e) give any other directions the court considers
appropriate.

(3) Evidence of anything done or said, or an admission made, at
the meeting is admissible at a trial of the proceeding only if all
parties to the proceeding agree.

{4) However, subrule (3) does not apply to a report made to the
court about the meeting identifying the matters mentioned in
subrule (1)(a) or (1)(b).

429C Immunity

An expert has the same protection and immunity for the
contents of a report disclosed as required under these mles as
the expert could claim if the contents of the report were given
orally at a trial of the proceeding in which the report is
disclosed.

29D Costs

When deciding the order to make about the costs of a
proceeding, the court may consider, in allowing, disallowing
or limiting the costs for an expert’s report prepared for a party
on an issue, the extent to which the proceedings may have
been facilitated by the appointment of a person as the only

expert in relation to the issue.
Division 3 Experts appointed after proceeding
started

428E Application of ¢iv 3
This division applies only in relation to proceedings in the
Supreme Court.

Reprint 7D effective 10 Dacember 2010 Page 253
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429F Definition for div 3

In this division—
court means the Supreme Court.

4293 Appointment of experts

(1

2)

3

If, after a proceeding has started, 2 or more parties agree that
expert evidence may help in resolving a substantial issue in
the proceeding, subject to rule 429H, those parties may in
writing jointly appoint an expert to prepare a report on the
issue.

If parties to a proceeding are not able to agree on the
appointment of an expert, subject to mles 4291 and 429K, any
party who comsiders that expert evidence may help in
resolving a substantial issue in the proceeding may apply to
the court for the appointment of an expert to Prepare a report
on the issue.

Subject o rules 4297 and 429K, the court may, on its own
initiative and at any stage of & proceeding, if it considers that
expert evidence may help in resolving a substantial issue in
the proceeding, appoint an expert to prepare a report on the
issue.

429H Expert appointed by parties

I

An expert may be appointed under rule 429G(1) only if—

(2) the parties appointing the expert agree in writing on the
following matters—

(i) the issue in the proceeding the expert evidence
may help resolve;

(i) the identity of the expert;

(iii) when the report must be prepated by the expert and
given to the parties to the agreement;

Page 264
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e

&)

@

)

(6)

™

(iv) liability for fees and expenses payable to the
expert; and
(b) the expert has been made aware of the content of this
part and consents to the appointment.

A copy of the agreement must be—

(a) signed by each party to the agreement; and

(b) filed in the court; and

(c) after being filed in the court, immediately served on any
other party to the proceeding who is not a party to the
agreement.

The parties to the agreement must give the expert a statement

of facts, agreed to by the parties to the agreement, on which to
base the report,

However, if the pariies to the agreement do not agree on a
statement of facts, then—

(a) unless the court directs otherwise, each of the parties to
the agreement must give the expert a statement of facts
on which to base the report; and

(b) the court may give directions about the form and content
of the statement of facts to be given to the expert,

The report is taken to be disclosed for this part if —

(a) a copy of the report is given to each party to the
agreement; and

(b) within 14 days after the day by which all parties to the
agreement have received a copy of the report, each party
to the proceeding who is not a party to the agreement is
given a copy of the report.

Unless the court otherwise orders, the expert is the only expert

who, in relation to the parties to the agreement, may give

evidence in the proceeding on the issue.

Unless the court otherwise orders, each party to the

proceeding has the right to cross-examine the expert,

Reprirt 7D effective 10 Dacember 2010 Page 255
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429 Expert appolnted by court on application

M

)]

)

@
®

A party applying to the court for appointment of an expert
under rule 429G(2) must serve a copy of the application and
the supporting material on each other party to the proceeding.

The supporting material mnst—

(a) state the issme in the proceeding that expert evidence
may help resolve; and

(b) name at least 3 experts who—

(i) are gualified to give expert evidence on the issue;
and

(ii) bave been made aware of the content of this part
and consent to being appointed; and

(c) state any connection known to the applicant between an
expert named and a party to the proceeding,

When bearing the application, the court may receive other
material and make other enquiries to help decide which expert
to appoint.,

The court may appoint an expert other than an expert named
in the supporting material.

The court may appoint an expert only if the expert has been
made aware of the content of this part and consenis to the
appointment,

429) Expert appointed by court on court Inltiative

1)

In deciding whether to appoint an expert under rule 429G(3)
in relation to an issue in a proceeding, the court may—
(a) ask each party to name at least 3 experts who—
(1) are qualified to give expert evidence on the issue;
and

(i) have been made aware of the content of this part
and consent to being appointed; and

Page 256
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2}
&)

(b) require each party to state any connection between an
experi named and a party to the proceeding; and

(c) receive other material and make other enquiries to help
decide which expert to appoint.

The court may appoint an expert other than an expert named
by a party to the proceeding.

The court may appoint an expert only if the expert has been
made aware of the content of this part and consents to the
appointment.

429iC Considerations for court when appointing 2n expert

(1)

@

In deciding whether to appoint an expert under rule 429G(2)
or (3) in relation to an issue in a proceeding, the court may
consider—

(a) the complexity of the issue; and

(b) the impact of the appointment on the costs of the
proceeding; and

{c} the likelihood of the appointment expediting or delaying
the trial of the proceeding; and

(d) the interests of justice; and

(e) any other relevant consideration.

If the court considers an expert is the most appropriate expert
to belp resolve an issue in the proceeding, the court may
appoint the expert even if the expert has already given a report
to a party in the proceeding on the issue or on another issue in
the proceeding.

429L. Report by court appointed expert given o registrar etc.
(1) Unless the court otherwise orders—

() acourt appointed expert appointed in relation to an issne
in a proceeding must—

Reprint 7D effective 10 December 2010 Page 267
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(i) prepare a report on the issue; and

(i) give the report to the registrar together with
sufficient copies of the report for all parties to the
proceeding; and

(b) the registrar must—

(i) file the report in a sealed envelope; and

(ii) within 7 days after receiving the report, forward a
copy of it to each party 1o the proceeding.

(2) The report is taken to be disclosed for this part if the registrar
forwards copies of the report to all parties as required,

4280 Orders and directions for court appointed experts

(1} The court may make the orders and give the directions it
considers appropriate in relation to a court appointed expext,
including, for example, 1 or more of the following orders or

directions—
(8) anorder or direction to facilitate the expert’s preparation
of & report;

(b) adirection about aey of the following matteys——

(i) a party giving the expert written information
relevant to the preparation of the report and
forwarding a copy of the written information to
cach other party,

{(ii) the extent a party may communicate with the
expert;

(iii) an jnspection, examination or experiment by the
€xpert;

(iv) the expert obtaining & report from another expert in
2 discipline relevant to the issue in relation to
which the expert was appointed;

(c) adirection about any of the following matters—
(i) when the expert must give the registrar the report;

Page 256 Reprint 7D effective 10 Degember 2010
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@

3)

(ii) liability for fees and expenses payable to the
expert;
(iii} payment of any expenses incurred by the registrar;
(d) an order permitting cross-examination of the expert
before an examiner under part 2 or before the trial starts.
If the court directs that a report from snother expert may be
obtained by a court appointed expert, the other expert’s report

must be attached to the court appointed expert’s report when it
is given to the registrar,

The court may receive in evidence the report of a court
appointed expert on terms the court considers appropriate.

429N Consequences of court appointment

(1)
(2)
3)

This rule applies if the court appoints an expert in relation to

an issue in a proceeding.

Unless the court otherwise orders, the expert is to be the only

expert to give evidence in the proceeding on the issye,

However, the court may, on its own initiative or on application

by a party, appoint another expert (the other expert) to prepare

a report in relation to the issne if—

(a) after receiving a report from the expert originally
appointed (the first expert), the counrt is satisfied—

(i) there is expert opinion, different from the first
expert’s opinion, that is or may be material to
deciding the issue; or

{ii) the other expert knows of matters, not known by
the first expert, that are or may be material to
deciding the issue; or

(b) there are other special circumstances.

Reprint 7D effective 10 Dessmber 2010 Page 259
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4290 Court may direct access to information

(1) 'The court may direct a party to & proceeding who has access
to information reasonably necessary for the Preparation of a
report by an appointed expert—

(8) to give the court or the expert a docurnent stating the
information; or

(b) to otherwise make the information reasonably available
to the expert.

(2) Subrule (1) does not limit the directions a court may give
under rule 420M.

429P Expert may apply for directions

(1) An appointed expert may apply to the court for directions to
facilitate the preparation of a report.

(2) The application must be served on the parties to the
proceeding and on any other person directed by the court.

(3) The court may give the directions the court considers
appropriate, including directions about an inspection,
examination or experiment for the expext’s report.

Division 4 =xperts appointed before
praceeding started

429Q1 Definition for div 4
In this division—

court means the Supreme Court.

4298 Expert appointed by disputants
(1) This rule applies if, before any proceeding is started, 2 or
more persons (the disputants) agree in writing. on the
following matters—

Page 260 Reprint 7D etfective 10 December 2010
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(a) there is a dispute between them that will probably result
in a proceeding and obtaining expert _evidence
immediately may help in resolving a substantial issue in
the dispute;

(b) the identity of an expert from whom a report should be
obtained;

(¢) when the report must be prepared by the expert and
given to the disputants;

(d) liability for fees and expenses payable to the expert.

(2) The disputants may in writing jointly appoint the agreed
expert to prepare a report giving an opinion on the issue,

(3) The appointment must be expressed to be made under this
rule.

(4) The disputants may appoint the expert only if the expert has
been made aware of the content of this part and consents to
the appointment.

(5) Rule 428(2) and (3) apply in relation to the report,
(6) Unless the court otherwise orders, in any proceeding started in
the court between the disputants in which the issue is relevant,

the expert is to be the only expert who, in relation to the
disputants, may give evidence on the issue.

4298 Expert appointed by court on spplication

(1) 'This rule applies if, before any proceeding is started, a person
(the first person) believes on reasonable grounds that—

(@) there is a dispute between the first person and 1 or more
other persans that will probably result in a proceeding;
and

(b) obtaining expert evidence immediately may help in
resolving a substantial issue in the dispute,

(2) The first person may apply to the court for the appointment of
an expert to prepare a report giving an opinion on the issue.
Reprint 7D effective 10 December 2010 Page 261
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(3) The application and the supporting material must be served on

@

&)

(6)

M

the other person or persons.
The supporting material must—
(a) describe the nature of the dispute; and
(b) state the issue in dispute that expert evidence may help
resolve; and
(c) indicate why the report should be obtained immediately;
and
(d) name at least 3 experts who—
(1) are qualified to give expert evidence on the issue:
and
(i) have been made aware of the content of this part
and consent to being appointed; and
(e) state any previous connection between an expert named
and the first person.
The court, on being satisfied in relation to the matters

mentioned in subrule (1)(a) and (b), may appoint an expert to
give a report on the issue.

The court may appoint an expert other than an expert named
in the supporting material.

In deciding whether to appoint an expert, the court thay
consider—

(2)
®

(c)

(d)
(e)

the complexity of the issue; and

the impact of the appointment on the costs of the
contemplated proceeding; and

the likelihood of the appointment expediting or delaying
the contemplated proceeding; and

the interests of justice; and
any other relevant consideration.

(8) The courtmay give directions as to—

Page 262
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&)

(10
(11)

(12)

(13)

Part7

(a) the time in which the report is to be prepared and given
to the first person; and

(b) any filing of the report.

The court may make orders and give directions to facilitate the
expert’s preparation of a report.

Rule 428(2) and (3) apply in relation to the report.

Unless the court otherwise orders, in any proceedig g started in
the court between the first person and 1 or more of the other
persons in which the issue is relevant, the expert appointed
under this rule is to be the only expert who, in relation to those
persons, may give evidence on the issue.

The fees and expenses of an expert appointed under this mule,
and the costs of the application, are to be bome by the first
person, unless and uatil the court otherwise orders either on
the application or in any proceeding started between the first
person and 1 or more of the other persons in which the issue is
relevant.

The court may give directions as to the right to cross-examine
an expert appointed under this rule.

Affidavits

430 Conients of affidavit

&y

)

Except if these rules provide otherwise, an affidavit must be
confined to the evidence the person making it could give if
giving evidence orafly,

However, an affidavit for use in an application becanse of
default or otherwise for relief, other than final relief, may
contain staternents based on information and belief if the
person making it states the sources of the information and the
grounds for the belief.

Reprint 7D effective 10 Decembeor 2010 Page 263
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Mclarens Young
International
GLOBAL CLAIMS SERVICES

27179 Given Terrace
Paddington, Qid 4084, Australia
PO Box 1039

Millon, Qld 4064, Australia

Tel: +81 (0)7 3369-4044

Fax: +61 (0)7 3369-1132
brisbane @ melaransyoung.com

Ou Ref: BNE030633 «GMCAU»
McLarans Young (Qid) Pty Lt
Your Rek I ABN 45 107 832 025
Date: 1 December 2008
The Manager
RACQ Insurance Limited
PO Box 3004
Logan City QLD 4114
FIRST REPORT
DOMESTIC - STORM DAMAGE
AU SEQ storm event commencing 16 Nov 2008
CLAIM NUMBER I
INSURED
East Jpswich, Qid 4305
POLICY Type: Householders
Number: To be acdvised
Period: From Tuesday, 12 February 2008 To
Thursday, 12 February 2009
Deductible: $100.00
SITUATION OF LOSS - East Ipswich Qid 4305
DATE OF LOSS Wednesday, 19 November 2008
DATE OF INSTRUCTION Thursday, 20 November 2008 at 08:30 am
DATE OF CONTACT Thursday, 20 November 2008
DATE OF INSPECTION Thursday, 20 November 2008
CAUSE Storm
DAMAGE Extensive damage to building & contents
BALANCE OF RESERVE AUD 69,900.00
lterns Description Sum Insured Payment Now Balance of Reserve
Recommanded
1. Buildings 212,000.00 40,000.00
2. Contents 71,000.00 5,000.00 30,000.00
3. Deductible -100.00
4, Estimated Fees & NIL
Expenses
All Reserve / Paymeant amounts in Australian 5,000.00 69,900.00

Doilars

192



I Pacez

DESCRIPTION OF RISK

The insured risk is highset weatherboard home with a brick base and iron roof. The insured
has owned and occupied the home for 2 years.

CIRCUMSTANCES

The loss arises from the storm event affecting South East Queensland commencing Sunday
16 November 2008,

In the Insured's case the drainage system has been unable to cope with the volume of
rainwater experienced. There is also a storm water drain at the rear of the property which
drains directly into the Bremer River. This storm water drain has overflowed as a result of
the deluge and allowed water to pool in the back area, rising to approximately 1.5 metres
and inundating the downstairs of the insured's home.

EXTENT OF DAMAGE

There is extensive damage to the building and the majority of contents stored in the
downstairs area are beyond salvage.

We have appointed _from Insurance Construction Ceonsultants to attend
and submit a scope of works for the building repairs.

We also instructed Insight Restorations to attend to assist with stripping out and cleaning
the downstairs area for hygiene purposes.

The insured has submitted a schedule of the claimed content items and we are presently
reviewing this list.
POLICY LIABILITY

The majority of the damage has been caused by the overflow of the storm water drain.
There would be a connection from the insured's residence to this main drain and under
the circumstances we believe that the Defined Event: Bursting, leaking, discharging or
overflowing of liquids from:

e pipes, gutters drains designed for carrying liquid which are fixed or connected to the
home

would apply, however there is also damage which would have been caused by rainwater
run-off.

We submit the above for your consideration and ask you to confirm if you will apply the
Policy limitations for flash flood and stormwater run-off,

The attached photographs depict the location of the stormwater drain at the rear of the
property, together with the height of the water inundation and may assist you with your
policy determination.

SALVAGE

There is no salvage.

RECOMMENDATIONS FOR PAYMENT/SETTLEMENT

We recommend an emergency payment of $5,000.00 to the insured {o enable them to
replace essential content items.

Payoe |
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Postal Address |
Booval Qld 4304

{ABN N/A

Tax Invoice Number N/A

Tax Invoice Valid (Yor N) 'Yes

|Building, Contents, Other Contents

lInvoice Amount IN/A

[Less Excess [To be deducted at a later date

Amount Payable [85,000.00

Comments / Description Emergency payment for essential content
tems.

FURTHER ACTIONS

Qur further report will follow in due course.

ATTACHMENTS

1. Photograhs of building & contents damage.

MCLARENS YOUNG INTERNATIONAL

AGLA, ANZIIF (Snr. Assoc.), Dip. Bus. (Loss Adj.)

Loss Adjuster

ODI: {07) 3368-5907
ile:

mclarensyoung.com
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PHOTOGRAPHS - RACQ Insurance Limited
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Photograph 2
Lowest point of property at rear and storm water manhole
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Photograph 4
Rear downstairs bricked in area - shows height of water level.

our Re:: [

196



PHOTOGRAPHS RACQ Insurance Limited
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Laundry

Photograph 3
Storage area
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ﬁ%YI Mclarens Young
International
GLOBAL CLAIMS SERVICES

Our Re: I
You Ret I

Data; 4 Dacambsr 2008

The Manager

RACG Insurance Limited
PO Box 3004

Logan City QLD 4114

DOMESTIC - STORM DAMAGE

SECOND REPORT

27179 Given Temace
Paddington, Qid 4062, Australia
PO Box 1039

iban, Qld 4064, Austaiia

Tal: +61 {0}7 3380-4044

Fax; +61 {0)7 3360-1132
hrishane &mclaransyoung.com

McLarens Young (Qld) Pty Lid
ABN 45 107 932 025

AU SEQ storm event commencing 16 Nov 2008

CLAIM NUMBER
INSURED
East Ipswich, Qiid 4305
POLICY Number: To be advised
SITUATION OF LOSS East Ipswich QId 4305
DATE OF LOSS Wednesday, 18 November 2008
BALANCE OF RESERVE AUD 71,400.00
Items Description Sum Insured Praviously Balance of Reserve
Hecommended
1. Buiidings 212,000.00 40,000.00
2.  Contents 71,000.00 5.000.00 30,000.00
3. Deductible -100.00
4, Estimated Fess & 1,600.00
Expenses
All Reserve / Payment amounts in Australian 5,000.00 71,400.00
Dollars
DEVELOPMENTS

We refer o our previous report dated 1 December 2008.

CLAIM AND ADJUSTMENT

We have concluded a further meeting with the Insured in which we reviewed the schedules
prepared which are 23 pages. The Insured is anxious to have three items replaced which
are in the schedule attached. We have advised the Insured that your office will be
coordinating the replacement of those items or alternatively you may wish to consider a

£ash settlement.
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We are continuing to review and prepare the remaining documentation.

ATTACHMENTS
1. Property Loss Schedule (3 items)

MCLARENS YOUNG INTERNATIONAL

-AULA. ANZIIF {!nr. Assoc.), Dip. Bus. {Loss Adj.)

Loss Adjuster

mclarensyoung.com

Page 2
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A Y McLarens Youn 219Gk Teraos
M I Internationat OB o Miata

GLOBAL CLAIME SERYICES Mittary, Qld 4064, Ausirakia
Tel: +61 {0)7 3259-4044

Fau: +61 (0)7 3368-1132

brisbane @mclaren: Koo ]
S -

N MeLarens Young (Qid) Pty Lid
Your Rel: ABDN 45 107 932 025

Date: 31 December 2008

The Manager

RACQ Insurance Limited
PO Box 3004

Logan City QLD 4114

THIRD REPORT
DOMESTIC - STORM DAMAGE
AU SEQ storm event commencing 16 Nov 2008

CLAIM NUMBER I
INSURED F
East Ipswich, Qld 4305
POLICY Number: To be advised
SITUATION OF LOSS R < osvich Oic 4305
DATE OF LOSS Wednesday, 19 Novemnber 2008
BALANCE OF RESERVE 44,500.00
Iltems Description Sum Insurad Previously Payment Now Balance of Reserve
Recommended Recommended
1. Bulldings 212,000.00 40,000.00
2. Contents 71,000.00 5,000.00 72,553.00 3,000.00
3. Deductible -100.00 0.00
4. Estimated Fees & 1,500.00
Expenses
5,000.00 72,453.00 44,500.00
DEVELOPMENTS

We refer to our Second Report of 4 December 2008, together with subsequent discussions
with your ofiice and we now advise the present position.

POLICY LIABILITY

As discussed with your office, we reiterate that the resulting damage in the first instance
occurred from water overflowing from gutters that are fixed to the premises which caused
the main damage, but was further complicated with further run off water which was
superimposed over the contents items that were already damaged to such an extent that
replacement was warranted.

Accordingly, the damage is as a result of bursting, leaking and overtlowing.
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We confirm that no policy limit will be exceeded in this instance for flash flood or storm
water run off.

NATURE AND EXTENT OF LOSS

The completion of the Scope of Works has been attended 1o by Insurance Construction
Consultants Pty Ltd who have provided your office with a copy of that scope of works.

We have now coordinated guotations from Command Building Services and the Insured is
obtaining the alternative quotation. When that documentation has been provided, we wili
again report with our recommendations.

The Insured did have some questions regarding that scope of works and we are awaiting
that correspondence from the Insured to review.

Contents

The Insured has attended to the completion of the schedules which total twenty pages and
which we have condensed to tan pages, which we now enclosa.

As is evident from the schedule, the Insured's loss on the lower level was extensive which
was clearly evident at the time of our inspection. We have reviewed the schedules with the
Insured in a meeting which was extensive and adjustments to the amounts claimed have
been made. The Insured’s initiat claim without applying limits is for $99,484.00 but that still
does not include the replacement of the carpet.

We confirm that your office has already attended to replacement of ltems 1, 4 and 6 and
those replacement prices have been included in the schedule.

We have proceeded with our adjustment of the claim, applying limitations to CDs, DVDs,
audio and video tapes, records, computer discs, games, cartridges and consoles. This in
particular applies to ltems 32, 33, 34, 36, 53, 85, 86, 87, 149, 209, 216, 217 and 228, We
have limited those items to $5,000.00. Howevar, in respect to Item 149, this relates to
computer software which may not have been subject to that limitation.

Concerning the clothing items, the amounts shown represent the depreciated amount after
appiying thirty three percent depreciation across the board for all of the items. The Insured
advised that there were other clothing items that were old which have not been included in
the amount claimed. The Insured was more concerned with those more recent purchases
over the last three years.

During our reinspection we can confirm having sighted items, in paricular candles and
make up which the Insured collects and the quantities claimed in the schedules are fair and
reasonable. The nsured had the items as they assist with her allergies. The Insured
advised that your office has paid a amount of $300.00 for food, however, we have adjusted
that amount to $500.00 as there was food contained in the refrigerator on the upper level
which had deteriorated due to the loss of power.

From our review of the items, we are satisfied that these amounts are in keeping with the
life style of the Insured and from furniture items which escaped damage on the upper level.

The adjustments we applied reduced the loss to $88,007.00, which still exceeds the sum
insured.

Should your office concur with the limitation of the claim to take into account the computer
discs, we would recommend a further payment ta the Insured for the palicy limit of the
contents, less the monies that have already been outfayed in the emergency payment,
replacement of those electrical items and the loss of food. We understand that those
amounts are for $2,147.00, $5,000.00 and $300.00 respectively which total $7,447.00. The
paymant to your Insured is for $72, 553.00.
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PAYMENT RECOMMENDATION
We recommend that the following be paid:

[Payee

qPostal Address

Bogoval Qld 4304

ABN N/A
'Tax Involce Number N/A
Tax Invoice Valid (Yor N) N/A
Building, Contents, Other Contents
invoica Amount $80,000.00
I_ess already paid and Excess $ 7.547.00

mount Payable $72,453.00
|Comments / Description Contents as per Schedule
FURTHER ACTION
When we are in receipt of quotations for the reinstatement, we will again report with our
recommendations.
ATTACHMENTS

1. Schedule of Loss
MCLARENS YOUNG INTERNATIONAL

Loss Adjuster
DDl {07) 3368-5907

Mcbile:+61 {0)4 1814-3222
mclarensyotng.com

ACLA, ANZIIF (Snr. Assoc.), Dip. Bus. {Loss Ad.)
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The January 2011 Flood — | pswich

March 2011
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COPYRIGHT: The concepts and information contained in this document are the property of Water Technology Pty Ltd.
Use or copying of this document in whole or in part without the written permission of Water Technology Pty Ltd

constitutes an infringement of copyright.

LIMITATION: This report has been prepared on behalf of and for the exclusive use of Water Technology Pty Ltd’s Client,
and is subject to and issued in connection with the provisions of the agreement between Water Technology Pty Ltd and its
Client. Water Technology Pty Ltd accepts no liability or responsibility whatsoever for or in respect of any use of or reliance

upon this report by any third party.

Water Technology

93 Boundary Street

PO Box 5700

West End QLD 4101
Telephone (07) 3105 1460

Fax (07) 3846 5144
ACN No. 093 377 283
ABN No. 60 093 377 283
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The January 2011 Flood - Ipswich

1 INTRODUCTION

1.1 Overview

The property at ||} I E2st 'pswich 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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The January 2011 Flood - Ipswich

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. “Floodplain Management in Australia: Best Practice Principles and Guidelines — SCARM

Report 73”, 2000, CSIRO.

2. “Queensland Urban Drainage Manual”, Second Edition, 2008, Queensland Government

Natural Resources and Water.

3. “Mitigating the Adverse Impacts of Flood, Bushfire and Landslide - State Planning Policy

Guideline SPP1/03”, June 2003, Queensland Government.

4. “Australian Rainfall and Runoff — Volume 1 — A Guide to Flood Estimation”, 1998, Institution

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
1inY [years] (eg a probability of 1in 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
of a particular event in probabilistic terms (eg a “100 year ARI flood” can
also be described as a flood with an AEP of “1%”” or “1 in 100”). The ARI of
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, open, free draining basin that temporarily “detains” collected
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

Refer to “Runoff” and “Stormwater Flooding”.

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.
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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
amount of rainfall that drains along the surface and into the “drainage
system” or directly into receiving waters. Local runoff is that which occurs
locally to a point in question (i.e. within a backyard) and has not yet
reached a drainage system.

Stormwater Flooding

CSIRO (2000) defines as “inundation by local runoff caused by 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
to overflow.”

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.

RACQI’s policy has the following relevant definitions:

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

¢) 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

taken between the commencement of “flood-causing” rainfall and the time for a particular site to be

flooded as RACQI’s definition will result in a wider geographic region meeting this definition than the
standard definition defined in CSIRO (2000).
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3 OCCUPANT’S TIMELINE OF EVENTS

3.1 Details of Insured Property

The insured’s property is a two storey weatherboard house located at _, Ipswich.
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:

© I (occupant of IR
+ I (occupant of I
* [ (occupant of IR

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* Event
Tue 11 Jan 0600 Water running into yard of the subject property from the backyard of JjJjj
I

1100t0 1230 | Very heavy rainfall

. Overland flow across the gravel driveway of |l (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 jjjjjij beside property

. Water is still flowing into Stormwater drains in || | NN

. Water in the street stormwater drains was spilling over the road
towards the Bremer River

. Bremer River had just started to “go over its banks” but the Bremer
River water was not visible from |Jij adjacent to the subject

property
1500 Rain stopped
1900 . Owner returned to property

. Water approximately 11linches (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

J Bremer River had not crossed Blackall St

Wed 12 Jan Between 0200 | Bremer River water crosses |||

and 0330
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 ||| Il The following is of note:
. The catchment area is approximately 2.73 ha.

— | s contained within a large depression bounded by |l 2 '

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.

Avisual inspection of |l 2 | indicates the following:

. The low point in the kerb and channel is in ||| I Peside the I rroperty. 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 | cirecting 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 | NG
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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
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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.

J 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.

120 ‘ ‘ ‘

M Nov 2008 (18th - 20th)
100

® Jan 2011 (10th - 12th)

80

60

Rainfall (mm/hr)

40

20

O,Jj_l.,_l_..‘ [I ll-l‘l |IL|.I. IJ wl L IL‘ ; ‘ 1 ;
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Normalised Time (hours)

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™ of January 2011 and concluding some 9 hours later at approximately 1500. This event is more
likely to produce stormwater runoff flooding at |l 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.

11

219



J1680-28

The January 2011 Flood —_ Ipswich

70 ‘ ‘

60 m Tallegalla

M Brassall

50
E 40
£
£ |
E 30
E
©
o

zo |

10 I

] Ll ke Ll

O N O N O N
s 9° s P s S
& & & & & &
§ S R o < o
Date/Time

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 || \vas inundated
to the extent of approximately 1m above the 1* floor level.

It has therefore been necessary to consider as part of the investigation of the inundation of the
property at| il the mechanisms that lead to broad scale flooding in this region.

5.2 Meteorology

The National Climate Centre’s Special Climate Statement 24 (BoM, 25 January, 2011) provides an
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
Bureau’s regular 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,
with Brisbane’s three-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

15

223



J1680-28
The January 2011 Flood - Ipswich

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 fallen over the dam’s catchment
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 I oroperty 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 ||

i 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.

J 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 ||} JJEEEE 2d 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| ]l Showing Height of First Floor above
the Ground

(Source: I
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Figure 7-2 Field Gully in Backyard of Property
(Source: Water Technology)

Figure 7-3 Rear of Property Looking Towards|Jjij Street
(Source: Water Technology)
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Figure 7-4 Corner of ]l anJ I Looking Towards the Bremer River
S s on the Left of the Photo) (Source: Water Technology)

Figure 7-5 Corner of Jl 2 shovins

S s in the centre of the Photo) (Source: Water Technology)
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RACQ  insurance oo wevmmicEcLug

RCOLETF (500%(1)

Logan City QLD 4114
To reply, please call direct on 07 3381 8841
Or Facsimile on 07 3219 0489

28 Janusty 2011

EAST IPSWICH QLD 4305

Ciaim Numbar:
Property: East lpswich QLD 4308

Dear Mr and Ml

We are responding 1o your request for urgent financial assistancs as a result of the above claim.
RACQI subscribe to the General Insurance Code of Practice which provides that:

covared by your policy.
Your claim wilf now continue to proceed through the RACQ Insurance claims process,
If you are dissatisfied with the position we have taken in relation to this matter, RACQ Insurance has en

appeal process that we would like you to be aware of. We have enclosed a Customer Information Shest
outiining this process should you wish to dispute our decigion. This entire process is at no cost to you.

If you have any questions or need more Infetrnation, phmulluson-

Customer Dispute Rasolution Manager

P Drive - Financia Herdship FHDECO1 VM
Last Update: 24/02/06

RACQ Insurance Limited AsN 50009 704452
% Motoring W bswonce W Tvel  \o' Hnouce
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RACQ Insurance

CUSTOMER INFORMATION SHEET

HOW TO MAKE A COMPLAINT
RACQ Insurance provides a free and impartial review process established to attend to any complaint you
may have in relation to our products or our claims pracess.

Please refer your complaintio us by writing to RACQ Insurance - Customer Dispute Resolution Department
PO Box 3004 Logen City, QLD 4114 or by telephoning (07) 3361 2141 or on 13 7202 outside normal

-business hours. Your complaint will be referred to the relevant manager wha will raview the matter and

respond within fifteen business days of our receiving notice of the complaint, When you write or call,
please provide a telephone number at which you may be contacted.

if your complaint Is not resoived to your satisfaction:

If you are dissatisfied with the outcome of the manager’s review you can have your complaint escalated
to the next stage of the free and impartial review process.

You can request the matter be referred to the RACQ Insurance Intemnal Disputes Resclution Committee
where the matter will be treated as a dispute. The Committee is made up of a selection of business
representatives with the appropriate knowledge, skills and autherity to deal with the dispute. Your dispute
will be coneidered and you will be notified of the committee’s decision within fifteen business days of our
receiving notice of the dispute. There is no cost for the above process.

If your dispute remains unresolved to your satisfaction:

RACQ Insurance is a member of the insurance industry approved extemal dispute resolution service
known as the Financial Ombudsman Service Limited. The Financial Ombudsman Service Limited is in
place to assist in resolving disputes betwsen consumers (you) and the participating financia! service
provider (RACQ Insuranca).

Note: The Financial Ombudsman Service Limited requires that our intemal dispute process be aliowed
the opportunity to resolve your complaint prior to being referred to the service for its review and
consideration.

You can contact the Financial Ombudsman Service Limited, who can advise you whether your dispute is
one which falls within their Terms of Reference. Just write to the Finandial Ombudsman Service Limited,
GPO BOX 3, Melbourne VIC 3001 or telephone 1300 780 808 (local call cost for consumars outside the
Melbourne metropolitan area). Further information can also be oblained by visiting their website at
www.fos.0rg.au.

RACQ Imsurance Limited
ABN 50.009 704 152 - AFSL No. ZAJ0H2

RLETZ 0l/1 %
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) ‘ RACQ INSURANCE CLAIMS
P Q Box 3004

Logan City QLD 4114

To reply, please call direct on 07 33671 8841
or Facsimile on 07 3219 0489

28 January 2011

EAST IPSWICH QLD 4305

mt Ipswich QLD 4305
Dear Mr and Mrs-

This letter confirms our telephone conversation on the 1 February 2011.

Claim Number:
Praperty:

In accordance with section 3.7(b) of the General Insurance Code of Practice, your request for financial
hardship has been considered and approved.

As advised your advance payment of $5,000 will be processed via electronic funds transfer to ypur
nominated account.

RACQI has made the advance payment to you based on the information knowr: by RACQI at the time of
your request for financial hardship assistance. Your claim is still being assessed by RACQI and RACQ! will
be advising you on whether your claim has been approved after its investigations have been completed.
The payment is made subject to the terms of your policy and without admission by RACQ.

This means that in the event that RACQI become aware of further information that suggests that some or all
of your loss or damage is not covered by your policy, RACQI can decline your claim in full. RACQI can also
request that the advance payment made te you be repaid to RACQI.

If upon completion of RACQF's investigations, your claim is approved, RACQI will deduct the amount of the
advanced payment from the amount that will be paid in response to your claim.
If you have any questions or need more information, please call us on -

Yours faithifully,

Customer Dispute Resalution Manager

P Drive — Financlal Hardship FHDEC01 V4
Last Update: 24/02/06
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RACQ Insurance o i L T

B P Amey

Ph: (07) 3361 2444 Fax: (07) 3219 7955
ABN 50 009 704 152

10 February 2011

EASTIPSWICH Qld 4305

—
R —

We refer to previous correspondence in relation to your claim and advise at your
request the Internal Dispute Resolution Committee reviewed your claim on
Thursday 10 February 2011.

The Committee has reviewed your file and advise the Committee has agreed with the
decision of the Claims Department as conveyed to you on the 28t January 2011,
Based on the facts presented, the Committee has upheld this office’s previous
decision that before we can determine whether your policy will respond to your
claim, the Claims Department will require a hydrologist report to verify whether your
claim is a result of an Insured Event.

The Committee further agrees that before emergency and alternative accommodation
can be provided in line with the terms and condition s of your policy, your home
would need to be damaged by an Insured Event rendering it unfit to live in.

RACQ Insurance Home and Contents insurance is designed to provide you with
cover for your home and contents in the case of loss or damage caused by an
Insured Event,

The RACQ Insurance Household policy PDS _ provides cover for: The
Insured Events listed on pages 17 through to page 22.

Insured events you are covered for

If your home is covered by this policy, the word home will be shown on your
certificate 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,

Your home is defined as, your residential building situated at the insured property
address including in part, fixed swimming pools, spars or saunas and their
associated pump motors and filters.

We refer your attention to the following section of your current Household Insurance
RHHBZ 10/09 Product Disclosure Statement, found on page 41 which states in

part:

RACQ Insurance Limited ABN 50 007 704 {52
™ M o b S/ ®  Temal % Fnnnco
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RO FTH NS

Ph: {07) 3361 2444 Fax: (07) 3219 7955
ABN 50 00§ 704 152

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 unfit to live in.

The decision by the Committee is the final step in this stage of your internal appeal
process. If you are dissatisfied with our internal dispute resolution (IDR) decision
you may refer your dispute to the Financial Ombudsman Service Limited (FOS).

The FOS provides a free and independent dispute resolution service for consumers
who have general insurance disputes that are covered by its Terms of Reference. If
you wish your dispute to be reviewed by FOS you must refer your dispute to FOS
within two years of the date of the IDR decision. You can do this by contacting FOS
at:

Financial Ombudsman Service Limited
GPO Box 3
Melbourne, Vic 3001

1300 78 08 08 (National toll free)
Tel: (03) 9613 6300 Fax: (03) 9613 6399

Email: infofos.org.au
Website: www.fos org.au

Alternatively, you may wish to seek legal advice at your own cost.

Yours faithfully

ZIIF (Snr, Assoc.) CIP, JP (Qual)
Chairman - Internal Disputes Resolution Committee

RACQ lnsurance Limited A 50009704 (53

Maotarine % Insurance N\ Tertual ™ Finanre
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From:
Sent:
To:
Cc:

Subject:
Attachments:

Sunday, 27 February 2011 9:55 AM
racq

ATTN Mr Bradley Heath - Chief Executive Officer

g

Mr Bradley Heath

Chief Executive Officer
RACQ Insurance

PO Box 4

SPRINGWOOD QLD 4127
27/02/2011

Dear Mr Heath

I am writing to inform you that I have removed RACQ as my CTP insurer
from my Ford vehicle due to the disgraceful way that we have been
treated by your company.

It is nearly seven weeks since we lodged a claim for water damage to
our property and we are still waiting to be told if RACQ has decided to
accept this as an insured event, we have been declined emergency
accommodation from the first day we spoke with your representatives.
We cannot access the government grants to make our home at least
habitable because of the inability of your company to stay within the
Code of General Insurance guidelines which you subscribe to. We have
no amenities in our home except a toilet, no bath, kitchen or laundry.

I ask that you get this matter sorted immediatly, my family is suffering
severe emotional distress and you are waiting for a hydrology report. I
could never have imagined that we were insured by such a heartless
incompetent company that would leave my family to suffer physically,
emotionally and financially in this way.

Yours sincerely

East Ipéwich 4305
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From
Sent:
To:
Cc:

Subject:
Attachments

Sunday, 2/ February 2011 9:58 AM

ATTN Mr Bradley Heath CEO
—Jpg

Mr Bradley Heath

Chief Executive Officer
RACQ Insurance

PO Box 4

SPRINGWOOD QLD 4127
27/02/2011

Dear Mr Heath

I am writing to inform you that I have removed RACQ as my CTP insurer
from my Daihatsu vehicle due to the disgraceful way that we have been
treated by your company.

It is nearly seven weeks since we lodged a claim for water damage to
our property and we are still waiting to be told if RACQ has decided to
accept this as an insured event, we have been declined emergency
accommodation from the first day we spoke with your representatives.
We cannot access the government grants to make our home at least
habitable because of the inability of your company to stay within the
Code of General Insurance guidelines which you subscribe to. We have
no amenities in our home except a toilet, no bath, kitchen or laundry.

I ask that you get this matter sorted immediately, my family is suffering
severe emotional distress and you are waiting for a hydrology report. I
could never have imagined that we were insured by such a heartless
incompetent company that would leave my family to suffer physically,
emotionally and financially in this way.

Yours sincerely

East Ipswich 4305
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From
Sent:
To:
Cc:

Subject:

Attachments:

Sunday, 27 February 2011 10:01 AM
rac

‘ Heath CEO

Mr Bradley Heath

Chief Executive Officer
RACQ Insurance

PO Box 4

SPRINGWOOD QLD 4127
27/02/2011

Dear Mr Heath

I am writing to inform you that I have removed RACQ as my road side
assistance provider for our vehicle due to the disgraceful way that we
have been treated by your company.

It is nearly seven weeks since we lodged a claim for water damage to
our property and we are still waiting to be told if RACQ has decided to
accept this as an insured event, we have been declined emergency
accommodation from the first day we spoke with your representatives.
We cannot access the government grants to make our home at least
habitable because of the inability of your company to stay within the
Code of General Insurance guidelines which you subscribe to. We have
no amenities in our home except a toilet, no bath, kitchen or laundry.

I ask that you get this matter sorted immediately, my family is suffering
severe emotional distress and you are waiting for a hydrology report. I
could never have imagined that we were insured by such a heartless
incompetent company that would leave my family to suffer physically,
emotionally and financially in this way.

Yours sincerely

East Ipswich 4305
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Subject:

From:

FW: ATTN MR BRADLEY HEATH - URGENT

Sent: Tuesday, 1 March 2011 8:04 AM

To: rac
Cc:

Subject: ATTN MR BRADLEY HEATH - URGEN

Mr Bradley Heath

Chief Executive Officer
RACQ Insurance

PO Box 4

SPRINGWOOD QLD 4127
1/03/2011

Dear Mr Heath,

It is now 7 weeks since we lodged our claim with your company. We still
do not even have an answer. We are STILL waiting for a hydrologist
report. Please explain to me why this is taking so long. What sort of
company do you run? How long must my family suffer at your
companies hands?

Why do you not reply to emails to queries? What will it take to get an
answer to our claim? Please have the common courtesy to respond with
the answers I need. I could never have imagined that your company
would have been so incompetent and cruel to its customers.

I am sure that you and your family are quite comfortable at home, you
probably have hot water, a kitchen, a shower or two in your house and
maybe even a washing machine. I am sure that in the evening after a
nice family dinner you tuck your children into their nice warm clean beds
and they sleep peacefully, well all I want the same for my family and
your company is making sure that I cannot provide this for mine. Please
tell me what you would do if you where in my position.

I want this sorted out immediately, YOU need to sort this out! I have
waiting long enough. My family has been living in less than 3rd world
conditions because of RACQ's stalling tactics. As the CEO you and your
staff you should all be ashamed of yourselves for what you are doing to
your policy holders.

You have had ample time plus more.

East Ipswich, 4305
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. RACQ Insurance Limited ABN 500U9 /04 152
} o Insurance 2649 Logan Read, Eight Mile Plauns, Qid 4113 | PO Box 4, Sprngsood, Qid 4127
3 Pi: (07) 3361 2424 Fax: (07) 3841 2995 Wieb: racqinsurance.com.ou

%' Motorilng & Insuramce W Finonce & Travel

1% March 2011

East IpSWICh 4305

oe- I

| refer to your emails dated 27" February 2011 and your decision to discontinue your CTP
policies with RACQ Insurance. | note that you have also decided to cancel your RACQ road
side assistance. | can advise this will be replied to under separate cover.

The severe Queensiand weather events have been devastating and unprecedented. Due to
the complexity of these events, we are working with a range of providers to manage claims
as fast as possible, but there is enormous pressure on the number of resources available to
the industry at this time. Further, all the information needed for us to investigate claims has
simply not been available.

To assist you with your immediate needs | note that we provided a $5,000 emeargency
payment to you on 2 February 2011. | trust that this has been of some assistance to you and
your family.

| note from your claim file that we have provided regular updates te you on the progress of
your claim. In the last discussion with you on Friday 25 February 2011, we advised you that
unforfunately we are still waiting on the outcome of our invesligations for lpswich and your
property in East Ipswich. | do sincerely apologise for the delay, but | wish to assure you that
we are doing everything we can to finalise your claim.

RACQ Insurance remains commitied to assisting all customers and expects to be in a
position to give further advice as soon as our investigations are completed.

Yours faithfully

Bradley Heath
Chief Executive Officer
RACQ Insurance Limited
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From: racq

Sent: Tuesday, 1 March 2011 1:29 PM

To:

Subject: Emails - Sunday 27th February and Tuesday 1st March
Attachments: document2011-03-01-103554.pdf

pear [

We refer to your emails of Sunday 27" February and Tuesday 1% March. Please refer to the attached letter which
has been express mailed to you today.

Regards

Bradley Heath
Chief Executive Officer
RACQ Insurance Limited
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RACQ Operations Pty Ltd ABN 80 009 663 414
Agent for the RACQ Group

2649 Logan Road, Eight Mile Plains, Qld 4113 | PO 30x 4, Springwood, Qid 4127
T(07) 3361 2444 W racqg.com

N\ Motoring . Insurance . Travel . Finance

Telephone: (07)-
Facsimile:  (07)

1 March 2011

EAST IPSWICH QLD 4305

Dear Mr & Mrs-

Thank you for your recent correspondence directed to the CEO of RACQ Insurance

We acknowledge your request to cancel your roadside assistance membership with
the RACQ and confirm that this has been completed.

We thank you for your past support of the organisation.

neral ager Operations

C:\Documents and SellingsVianders2\Local Seltings\Temporary Internet Files\Contenl.Oullook\PHPUEC5T\15682667 Tarrant Confirming cancellation 01 03 11.doc

Club of Queensian nce Limited ABN 50 009 704 152,
2009716 465, RA RACQ Investments No.2 Pty Ltd ABN 59060316 216

997 104 as trustee 893 161
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Subject: FW: ATTN Mr Bradley Heath
From:

Sent: Tuesday, 1 March 2011 4:03 PM

To: rac

Cc:

Subject: ATTN Mr Bradley Heath

Dear Mr Heath,
Thank you for your response.

Unfortunately you still have not answered my question, | feel | may have not been
clear about what | information | wanted from you.So please let me make this as
clear as possible. When will we have a decision about our insurance
coveraae? When will we be aiven the Emeraencv accommodation that is
provided in our policy? Do vou believe that 7 weeks after a claim is lodaed is
an appropriate time frame to still be waiting for an answer?

Page 37 of your PDS offers to provide us with Emergency accommodation, once
our house has become uninhabitable, it does not use the phrase included in all your
other benefits "subject to acceptance of the claim.”

It only requires us to lodge a valid claim for an insured event. Our home was
rendered uninhabitable by water damage the day before the Bremer flooded.
Therefore our claim is for a valid insured event regardless of if you subsequently
accept the claim or not. This portion of the claim ie. 10% of the insured amount was
due immediately. What else can 'Emergency' mean. My husband has achieved a
gold membership with your company and we have both been long time supporters
of your company and it is only out of that loyalty that we gave you all of our
insurance business. We note that you are experiencing difficulties with resources
but this is not an excuse for not paying the portions of claims (ie. Emergency
accommodation) that are not dependent on a hydrologist to determine eligibility.

You may not realize that prior to the rain in (December2010/January2011) that your
company did not have any arrangements with Water Technologies to cover the
Ipswich council area but the Bureau of Meteorology was predicting a major flood, it
is most reprehensible of your company, a "Queenslander"” to have failed to have
been adequately prepared for a state of emergency that was known to be coming.
Further more by the end of the 4th week after our claim was lodged your company
had still not reached a contractual arrangement with Water Technology or any other
company for our area.

You may care to investigate on our behalf why a further 2 weeks has elapsed since
the Water Technology hydrologist came to our property and they have to declined to

1
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forward their report to you. We know that they were provided with adequate
information to clearly establish that our house was partially damaged by a storm and
further damaged by water inundation as a consequence of the same storm. They
have spoken with numerous independent witnesses including a SES team leader
who was present when our home was inundated the day before the Bremer rose,
they have also spoken to a geologist who witnessed the entire event. We provided
photos which demonstrated that the inundation could not be riverine.

The only reason | can think of for Water Technology continuing to unacceptably
delay the report is that it conflicts with the larger more lucrative lpswich wide report
where it appears that they feel they have running orders from your organization to
minimize your pay out.

| acknowledge the receipt of an emergency payment of $5000.00 dollars for
hardship that originally we were declined for. For how long do you expect this
money to last? We are still responsible for our bills, for feeding our family, paying
your insurance premiums (which have been increased by $13.00 a month approx -
you may want to explain that to me as well please.) and for replacing a few clothes
school expenses, psychological appointment expenses for our son who is in
extreme distress, fuel etc. We can no longer work and are now totally reliant on
Centrelink payments. We are still required to pay registration on our cars, rates on
our home, the house payment (the banks will only give us a short stay from the

payments, they cant wait forever either.) The age this
money out over 7 weeks it comes to $714.28 that gets
stretched more and more .. so how long do 'y If we were in

suitable accommodation we would be able to replace the items we have lost and be
better prepared to face the daily grind that we are facing.

My other issue is the "updates”, most of the time we call you! The result of all of
these conversations is the same - we don't know - we can't give you a date - you
must understand our position we are very busy - we are unable to provide
emergency accommodation - we are waiting for the hydrologist reports - the
hydrologists need more time - other insurers are declining claims already on
hydrologist reports but our wording is different (ADAM), and many more these are
not updates they are excuses. We are not prepared to consider that matter (the
matters that he indicated he would not consider were the ones put to him by the
ombudsman's office)- but you would have been flooded by the Bremer 12hrs later
anyway - these 2 pearlers came from-the contact in RACQ for the
ombudsman's office.

It has been our experience that ttitude is representative of almost all of your
employees that are part of the event management team. They lack compassion,
thourough knowledge of insurance law, we have often been treated with disdain, we
feel that they have simply not been prepared adequately for dealing with people
who have been through a disaster.

We need an answer to our claim not excuses as to why you haven't made a

decision yet.
2
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Thank You

From: racq <racg@racq.com.au>

To: '

Sent: Tue, 1 March, 2011 1:29:22 PM

Subject: Emails - Sunday 27th February and Tuesday 1st March

Dear Mrs -

We refer to your emails of Sunday 27" February and Tuesday 1% 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

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@racg.com.au or contact RACQ on 13 19 05
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From:

Sent: Thursday, 3 March 2011 8:54 AM

To: Rocco Russo

Cc: DALE, Graham;_

Attachments: I (swich) Option 2.00C; | (rswich) 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@racqgi.com.au | Web: www.racginsurance.com.au

From: I [ailto:sustainabilityl @rocketmail.com]
Sent: Wednesday, 2 March 2011 17:15

To: racq

C<ll ©ipswich.gld.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 | request this information. | 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 myjjjyear old Jjjjdoes not have a safe bed to sleep in
tonight.

Yours Sincerely and awaiting your reply

--- On Tue, 1/3/11, racq <racg@racg.com.au> wrote:

From: racq <racq@racg.com.au>
Subject: Emails - Sunday 27th February and Tuesday 1st March

1
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To:
Received: Tuesday, 1 March, 2011, 3:29 AM

Dear I

We refer to your emails of Sunday 27" February and Tuesday 1% 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.racg.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@racqg.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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RACQ INSURANCE Limited

ABN 50 009 704 1522649 Logan Road Eight Mile Plains QLD 4113
Insurance Trading as RACQ Insurance PO Box 4, Springwood Qld 4127
www.racginsurance.com.au Ph: (07) 3361 2444 Fax: (07) 3841 2995

3 March 2011

I 4

East Ipswich Qld 4305

vear I I

Thank you for your email received on 1* and 2" March 2011.
| assure you that RACQ Insurance 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. | will try to explain why | 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 Ipswich. As best as we can understand, it is not possible to arrive at quick
and definite conclusions about what caused the situation.

In fact, it has been reported in the media that a number of leading experts are currently considering
the situation for the Insurance 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 Insurance has made requests to Brisbane City Council and Ipswich 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 Insurance’s control and unfortunately have caused delays.

For RACQ Insurance’s part, we have established 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 Insurance 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 Insurance Limited
ABN 50 009 704 152/ AFSL No. 233082

N\ Motoring  \. Insurance \.. Finance =\ Travel
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RACQ Insurance

In 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 $5,000 payment we have made to you was something we did outside your policy in light of your
personal circumstances.

We have given your claim priority in light of your individual circumstances. In 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 Insurance’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 Ipswich)
requires a consideration of regional issues as well as individual circumstances. I'm sure you will
appreciate that RACQ Insurance has legal obligations to various people and cannot simply pay claims
on the basis of assumed conclusions.

Although RACQ Insurance’s representatives are seeking access to hydrodynamic models from the
Ipswich City Council to assist with assessing claims {access has not yet been granted despite
requests), RACQ Insurance is also looking at other options to enable it to make decisions on some
claims immediately. Despite this, your claim is one of the claims where RACQ Insurance is seeking to
make an immediate decision.

I’'m sorry that it has not been possible to make a decision on your claim earlier. | 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 Insurance Limited

RACQ Insurance Limited
ABN 50 009 704 152 / AFSL No. 233082

. Motoring \_ Insurance @ \_ Finance  \. Travel
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racq
day. 3 March 2011 2:39 PM

Emails - Tuesday 1st March and Wednesday 2nd March 2011
D - -+ 201 oot
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From:

Sent: Friday, 4 March 2011 10:14 AM
To:

Subject: FW: Hydrology report

FYI

Director

WATER TECHNOLOGY @ ® 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:
Su .

Hi
| am the owner of

I
East Ipswich 4305

| have been told by our insurers that the reason that they are not able to make a decision on our claimis that
you have not provided them with the Hydrology report.

1. Please provide a date of when it will be sent to RACOQ.

2. Would you please explain to me why after morethan 2 weeksthisreport isnot 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. | 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.

| 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
I
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From:

Sent: sunday, 6 March 2011 6:15 PM
To:

Subject: RALLI Claim

Further to our conversation on Friday afternoon can confirm as follows:

RACQI has made a decision that damage to your property is covered by the policy as a result of storm water
run-off {at your property specifically).

Our PDS limits cover for stormwater run-off at 50% of the sum insured. You have advised that you believe
other storm damage has impacted the property and we will investigate this further through the
quantification process.

RACQI has agreed to immediately make a further payment of $10K (previously $5K paid under financial
hardship) and that the 515K will be deducted off your final contents settlement. We processed this
payment by EFT on Friday.

We have agreed that you and -will investigate alternative accommodation options over the
weekend and discuss with me further early next week.

We have agreed that next week we will progress the guantification process for both building and contents.

During the conversation you made specific comment regarding your desire to receive a cash settlement for
the entire claim. have agreed to wark with you to achieve this outcome.

Regards,

Dip Bus - FLM)

Executive Manager - Household Claims & Loss Adjusting

RACQ - Insurance

FO Box 3004
Logan City DC QLD 4123

Fax:
Email:

Phone:
Mobile;

racqi.com.au
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Subject: FW: ATTN Mr Bradley Heath, CEO RACQI, CEOQ RACQ, Senior Executives RACQ &
RACQI

From:

Sent: Monday, 7 March 2011 2:35 PM

To: racq

Subject: ATTN Mr Bradley Heath, CEO RACQI, CEO RACQ, Senior Executives RACQ & RACQI

Dear Mr Heath and Company Executives,

| am writing to voice my dismay at the inability of RACQ to be fair. | have recently left fair comments and statements
on your RACQ facebook site. My comments were removed and | have been banned from the ability to leave
comments on your site. It has been insinuated that | have harassed other members through their positive replies
which is a complete lie,

Your staff deleted comments that my son had made, this is disgraceful, your company has put him through hell, he
was polite and courteous and simply expressed his feelings, he has access to a facebook account that | allowed him
to use. This account is a valid legal account. Your staff had no right to remove what he said. You are discriminating
against us because we will not give you favorable comments on the facebook page. Your staff continue to make
statements that are untrue, they continue to discriminate against me and continue to refuse my right to reply.

| believe that your staff complained about a page that we were running and had it closed down, thank you for
removing one of our support pages that gave a place for people to come and help each other.

Your company does not like negative comments or publicity at all, that | do understand. But you leave people no
options but to seek this as their remedy to their situations. How would you feel if after over 50 days you had not
received an answer to your claim and were left in limbo, then to add insult to injury you have had your commercials
running to advertise your "speedy" claims and commitment to Queenslanders. It is like rubbing salt into the wound
every time that your advertising is shown. The facebook page we had was a place for people like me to go to chat to
others and to try to work on how to get by while we were waiting for an answer. | appreciate that at day 62 (Friday
Afternoon 4.20pm) we were called to confirm that you were accepting our claim. We are "now" entitled to use the
emergency accommodation feature in our policy, this particular item has been one of the biggest issues | have had
with your company, when exactly did you think our 'emergency' began | am sure that you cannot believe that at day
52 this is appropriate | think that you may need to rename that particular item in peoples policy.

My family has lived 52 Days of Hell, it is not fair that we have been left in this position. Mr -Nho is
assigned to our case has been polite and as helpful as he possibly could be since we began taiking with him. He is

the one person in your company that is a credit to you the rest of the staff that | have had contact with have all left a
lot to be desired when it comes to customer service, compassion and contact.

We are not the only family that are in this position - there are many families in Ipswich and surrounds that are still
waiting for answers. Obviously we all keep in touch and talk, it is the only support we have, we are meeting for coffee
this Saturday the 12th March at 12.00 at NANDOS Ipswich to have coffee and chat about where we are all at, we
would like to extend an invitation to you to attend and speak with the families that are affected, come and meet the
people not the policy number. We are human beings, we are hurting and we need for this to be resolved. Come and
see the human side of what RACQ delays are causing, spend some time with the kids and talk to them about how
they feel, talk to the mum'’s and dad's and to just everyday people. We will not bite, we wont yell, we will just be
having coffee and talking about real issues that are affecting us all. Step out of the world you are in and into ours for
just a moment and you may have a better comprehension of where we are coming from in our requests to you.

May | suggest a number of things.

1. Provide a reasonable date that these families WILL have an answer to their claims and  stick to it. Really it should
be within 48hrs,

2. Please don't use excuses for the delays.

3. Reword your policies without the smoke and mirrors so this sort of complication cannot happen again

Hopefully you can take these suggestions on board, and there are many more constructive suggestions that many of
these families could give you, that would help you provide a better service if you gave them the time to talk to them.

We are looking forward to meeting you all in person on Saturday.
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From: racq

Sent: Tuesday, 8 March 2011 12:06 PM
To: _ B
Subject: Correspondence of 7th March 2011

Thank you for your note of 7" March

We understand that there may be different views on how to handle unprecedented situations such as this and we
certainly have regard to all feedback from our customers. RACQ Insurance has done everything it can to progress
things in the best way possible in difficult circumstances.

We can only assure you that RACQ Insurance is working very hard with specialists to determine claim outcomes for
its customers and will continue to keep customers informed of progress with all claim assessments.

I am grateful for your comments about -who will continue to work with you in relation to your claim.
Yours faithfully

Bradley Heath
Chief Executive Officer
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From: P
Sent: uesday, arch 2011 5:14 PM

Subject: aim -

Hi - received Il message earlier today requesting a call back to your mobile number. | have tried
several times today but received no answer.

Will try again tomorrow.

Regards.

I (i Bus - FLM)

Executive Manager - Household Claims & Loss Adjusting

RACQ. insurance

PO Box 3004
Logan City DC QLD 4123

Phone: 07 I
Email: [t @racai.com.au
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Wright, Adam

S P N 4 0 0 ¢ i
To:
Subject: | .

Hi

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 a: . is here. [ am wondering if you would have time to
call us at 930 am tomorrow morning so and [ 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 a 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:
B =

Recerved: Tuesday, 8 March, 2011, 7:13 AM

Hi il - received I ncssage 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.

I (v Bus - FLM)

Executive Manager - Household Claims & Loss Adjusting

RACQ Insurance

PO Box 3004

Logan City DC QLD 4123
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From:

Sent: 2011 8:17 PM
To:

Subject: Re: RACQI Clainjii N

Thank- sorry I missed you both earlier.

I was to be in a meeting at 9.30am but I will try and change this first thing tomorrow so we can catch up and
work on your claim.

If for any reason I can't make this time I will call you earlier and set up another time, but will do all I can to
make 9.30am.

If you have anything you would like me to consider before we talk feel free to emai] this through and I'll
look at it for you.

ipeak to you both tomorrow.

Regards,

Dip Bus - FLM)

Executive Manager -Household Claims & Loss Adjusting
RACQ Insurance

PO Box 3004

Logan City DC QLD 4114

Phone:
mobile

Email: (@racqi.com.au
Hi

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 is here. I am wondering if you would have time to
call us at 930 am t morning s and I can sit and talk with you and no disruption,

will be back from mfootball training in about 20min so if you are still working we could do it then
not tomorrow at 930am 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

Subject L O e
O IVIAICIL, ZUL1, FI10 ALVl

To:

Receivea: 1ucsaay,

1
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Hi - Teceived -message earlier today requesting a call back to your mobile number. Ihe
tried several times today but received no answer.

Will try again tomorrow.

Regards.

Executive Manager - Household Claims & Loss Adjusting

<image00! jpg>

PO Box 3004

Logan City DC QLD 4123

Phone:

Email: @racagi.com.au

This communication has been sent on behalf of RACQ Insurance Limited [RAGQI). The Information eomtained in this communication may be privileged an
confidential. If you are not the intended racipient, 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 is 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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From:

Sent: Tuesday, 8 Marc 11 11:10 PM
To:

Subject: Re: RACQI Claim

Attachments: RACAQ list for contents DRAFT.xlsx

Hi Again-.

I have attached the excel worksheet I am currently doing for contents, this is not a completed document as it
is extremely difficult both physically and emotionally to try to get everything down on paper. There are
many things that are still in note form that I am trying to put in. Most of the costings are approx replacement
value by searching through online stores etc. If you need any clarification about any of the items please let
me know it is hard sometimes because I can know what it means and you can only guess by what [ have
written. My apologies for that. If I can be clearer or more precise I will beigll;aves for school in the
morning about 8.15 if that helps you at all we will be free at that time to talk as well.

Thanks

— on 'Tue, 3:3/11 | - -

Thank- sotry I missed you both earlier.

I was to be in a meeting at 9.30am but I will try and change this first thing tomorrow so we can catch up and
work on your claim.

If for any reason I can't make this time I will call you earlier and set up another time, but will do all [ can to
make 9.30am.

If you have anything you would like me to consider before we talk feel free to email this through and I'll
look at it for you.

Speak to you both tomorrow.

Regards,

(Dip Bus - FLM)
EXxecuuve Manager -Household Claims & Loss Adjusting
RACQ Insurance
PO Box 3004
Logan City DC QLD 4114

Phone
mobil
Email;
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[

I was with a builder at 5 when you rang I forg
Evenings are quite difficult to work aro is here. I am wondering if you would have tin
call us at 930 am tomorrow morning so and I can sit and talk with you and no disruption,
will be back from|Jjlfootbal training in about 20min so if you are still working we could do it
not tomorrow at 930am would be good, we will need about half an hour of your time and I have an e
document that is almost ready to email you so you can go through it.

my phone downstairs with me

Thanks

rror::

Subject: RACQI Claim HH01251399
To:

Reclven: TUCIUAY s O IVLIAIGLL, ZUL 1, §.L0 £21V]

Hi - ..received message earlier today requesting a call back to your mobile number.
tried several times today but received no answer.

Will try again tomorrow.

Executive Manager - Household Claims & Loss Adjusting
<image0Q!.jpg>

PO Box 3004

Logan City DC QLD 4123

Email: -’&),racgi.com.au
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This communicetion has heen sent on behalf of RACQ Insurance Limited [RACQ!]. The information contained In ihis communication may be privileged an
confidential. If you are not the intended recipient, any use, disciosure or copying of this communication is expressly prohibitad.

If you have recelved this communication In eror, please delste It immediately. RACQI and Its associated entities do not warrant or represent that this
communication [including any enclosed files]j is free from electronic viruses, faults or defects.

This communication has been sent on behaif of RACQ Insurance Limited [RACQI). The informalion centained in this communication’ may be privileged and
confidential. If you are nat the intended recipient, any use, disclosure or capying of this communication is expressly prohibited.

If you have recelved this communication in error, please delete it immediately. RACQH and ifs associated enfiies do not warrant or represent that this
communicatlon [Including any enclosed files] is free from electronic viruses, faults or defects.
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ENTRY BUILDING # of items
Floor tiles

Paint work

Light fixture

Wall repair

Trim color reflected throughout open plan house
Front Door

Front Screen Door

Ceiling damage

Repair round Window

Damage to cutside roof

Electrical wiring replacement

ENTRY CONTENTS

Shoe racks Pine

Side table - oak

Telephone table - oak

two way radios and chargers
Red Vase Partylite

Candles and candle holders

=
(Y

N R R R R WN O

Sof each

$70.00
$40.00
$60.00
$245.00
$25.00
$700.00
$300.00
5140.00
$180.00
$25.00
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TOTAL

$770.00
$240.00
$480.00
$450.00

$75.00
$700.00
$300.00
$560.00
$180.00
$175.00

$3,930.00
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BUILDING LOUNGE
Timber floor damage
Trim Colour to match

LOUNGE CONTENTS
Massage Chair

TV Unit

Rug - Red

# ltems

1

S each

$2,995.00
$495.00
$250.00
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TOTAL

$2,595.00
$495,00
$250.00

$3,740.00
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RUMPUS BUILDING

Ceiling

Light Fitting

Air Conditioner - Split System
Walls

Repaint

RUMPUS CONTENTS

Lino (through out all downstairs)
52" LED TV

Wil

WII Accessories {wii fit - xtra remotes etc)
Treadmill (electric

Ab Circle Pro

Step Machine

Tv Unit (chipboard)

Book Shelf

Purple Rug

3 Seater Lounge

Curtains & cushions {custom made)
Blu Ray Player & hard drive

HD Foxtel digital Box and install

#ltems

N

N

10

PR R R R R

10

Y

S each

3,295.00

6,000.00
2,995.00
495.00

1,995.00
400.00
500.00
495.00
300.00
250.00
900.00

8,000.00

1,295.00

TOTAL

$3,295.00

$6,000.00
$2,995.00
$495.00
$600.00
$1,995.00
$400.00
$500.00
$495.00
$300.00
$250.00
$900.00
$8,000.00
$1,295.00

$27,520.00
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BED 4 BUILDING
French Doors
Trim

BED 4 CONTENTS

Privacy screen

Massage Table

Desk

9 cube shelf system

Hawleys Nail drill - floor pedal mount
Desk Chair

ergonomic stool

wax pot

Waxing accessories strips, sticks etc)

# items
2

R NR R R R e

100

S Each

$200.00
$695.00
$400.00
$495.00
$675.00
$300.00
$109.00
$195.00

TOTAL

$200.00
$695.00
$400.00
$495.00
$675.00
$300.00
$218.00
$195.00
$300.00

$3,478.00
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LOUNGE CONTENTS

52' LED Television
VCR/DVD Combo with Hard drive
Large coffee table

Recliner

Lounge Chairs

Wooden tea server trolley
Vases - partylite

Candles

HD Leads

Foxtel HD Box

Foxtel HD Remotes

DVD's

Window Blind wooden slat

DINING CONTENTS

10 Seater dining table {extendable to 12)
Formal suede chairs

Beokshelf - Pine

2 drawer filing cabinets metal
Roller Storage

water feature vase

Laptop Canon

Muitifunction Printer

Phone fanswering machine
modem wireless

round oak table

Vases - with inserts

digital cameras SLR Canon 3000
Laptop Dell - Old but working
Filing inserts (50 per box)
DPocuments

passport | NEGN
Birth/marriage/Comm Certificates
Taxation Decumentation
Pictures/frames

Window Blind- wooden slats

# Items

S each
$3,500.00
$795.00
$245.00
$999.00
$800.00
$50.00
§265.00
50 $2,500,00
$119.00

W NR R R

[EY1

2 $75.00
300 $22.00
1 $285.00

$3,000.00
$129.00
$895.00
$159.00
$58.00
$280.00
$1,995.00
$585.00
$279.00
$240.00
$150.00
$189.00
$1,798.00
$678.00
$25.00

TR NWER P B R B R R R O

1 5285.00
8 Varied

20 varied
1 $156,00

TOTAL

$3,500.00
$799.00
$245.00
$999.00
$800.00
$50.00
$265.00
$2,500.00
$505.00

$150.00
$6,600.00
$285.00

$3,000.00
$1,032.00
$895.00
$318.00
$58.00
$280.00
$1,995.00
$585.00
$279.00
$240.00
$150.00
$189.00
$3,596.00
$678.00
$150.00

$285.00

$300.00
$156.00
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$30,974.00
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KITCHEN/PANTRY CONTENTS

Fridge 2 Door side by side 700t

Microwave

Dishwasher - duel door
Coffee Machine
Tupperware

Plastics

Knife Blocks inc knives
Racks stacking shelves
Lunch boxes/drink bottles
Large melamine bookshelves
Large Pine shelf - curved
Fridge 350 litre

Slushi maker

Bench top oven
Sunbeam Juicer

Blender Set

Pop corn machine

Slow cooker

Dinner Sets 12 setting
Cutlery Set 18 setting
Glass Ware 12 setting
General cutlery

General dinner wear
coffee mugs

[ N W

o]
(=]

100

[
[ I - (L

Ul = N W R R R e e e N

50

$ Each

$2,800.00
$575.00
$1,200.00
$895.00

$10.00
$275.00
$20.00
$20.00
$95.00
$300.00
$600.00
$80.00
$350.00
$386.00
$220.00
$87.00
$120.00
$180.00
$799.00
$130.00

$5.00

TOTAL

$2,800.00
$575.00
$1,200.00
$895.00
$4,000.00
$1,000.00
$550.00
$180.00
$400.00
$380.00
$300.00
$600.00
$80.00
$350.00
$386.00
$220.00
$87.00
$360.00
$360.00
$799.00
$650.00
$250.00
$150.00
$250.00
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$16,822.00
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I 00 CONTENTS # Item

Bed/Desk Combo

Bookshelf

step shelving 9 bucket

Office Chair

Matress

Clothes rack

Books

Desktop Computer Dell

Computer Games and Software
Playstation 3

Playstation Games

Nintend DS Large Screen

Board games

Lego Collections

Lego individual kit

Remote Control Toys

DVDs

School - Uniforms, books, bag etc
Sports Gear boots, skins, mouthguard etc
9 Buckets varied toys

22' LED digital TV

Bluray player/storage Hard drive
NRL card collections 2008.2009.2010
Foxtel HD box & remote

Brother multifunction

SLR Digital - oider

Computer accessories headphones web cam

Clothes many
Shoes many
Presents from travels - Paris/Wales/England many

S Each
$1,600.00
2 $395.00
2 $350.00
1 $80.00
1 $895.00
1 $150.00
300 Varied
1 $1,200.00
20 Varied
1 $600.00
30 $60.00
1 $498.00
15 $99.00
4 5157.00
40 $30.00
5 $85.00
50 $22.00
20 varied
15 varied
9 5200.00
1 $500.00
1 $795.00
3 varied
1
1 $595.00
1 $1,100.00
12 $100.00

TOTAL
$1,600.00
$790.00
$700.00
$80,00
$895.00
$150.00
$4,500.00
$1,200.00
$3,000.00
$600.00
$1,800.00
$498.00
$1,485.00
$628.00
$1,400.00
$425.00
$1,100.00
$1,000.00
$2,000.00
$1,800.00
$500.00
$795.00
$3,000.00

$595.00
$1,100.00
$1,200.00
$3,000.00
$600.00
$2,000.00
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538,441.00
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OUR ROOM CONTENTS

King size bed

Matress

Bed side tables

Cupboards

52" LED Digital HD TV

TV Unit Pine

DVD's

Bluray storage

wireless receiver

Wedding Dress

Clothes -

Clothes

Shoes - Doc martins
Personal Items (description available)
creams/perfume/medication
Antigue Mirror

Lamps electrical etc

Science electric ball

# Items

many
many

many
many

many

PR NN e

50
1
1
1
2

1

1

S Each
$4,000.00
$7,000.00

$250.00
$200.00
$3,500.00
$395.00
$22.00
$795.00
$325.00
$3,000.00
varied
varied
$250.00
varied
varied
$2,000.00
varied
$300.00

TOTAL
$4,000.00
$7,000.00

$500.00
$400.00
$3,500.00
$395.00
$1,100.00
$795.00
$325.00
$3,000.00
$2,500.00
$5,000.00
$500.00
$4,000.00
$1,000.00
$2,000.00
$300.00
$300.00
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$36,615.00
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GENERAL HOUSEHOLD CONTENTS # ltems $ Each TOTAL

Power Boards - surge protecters 9 $150.00 $1,450.00
HD cables 5 $119.00 $595.00
Phones/Chargers etc 10 varied $500.00
BB

Fencing
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§2,545.00
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BED 3 & LINEN CLOSET CONTENTS i ltems
Futon Lounge

Bookshelf Black Chipboard

Playstation Accessories Band Hero etc
Set of Drawers 9

Lamps

foam matress

throws

Towels Bath sheets Lorraine Lea Linen
Towels Bath standard Lorraine Lea Linen
Sheets LLL King Bed Sets

Sheets LLL King Bed Single

Sheets LLL Single Bed Sets

Sheets LLL single Bed singles

King Bed Underlay LLL

Single Bed Underlay LLL

Doona Cover sets King LLL

Doona cover sets Single LLL

Feather Doona King

Feather doona Single

Blankets - mixed

Face washers

Hand towels

Tea towels

Table cloths

Pillows

Tools - Screw drivers sets hammers etc Varied
Spare Bulbs ( Household LED }

$'Each
1 $1,000.00
1 $129.00
15 $2,000.00
1 $150.00
2 $99.00
1 $100.00
2 $100.00
20 $59.00
20 $39.00

10 Varied
15 $70.00
10 $105.00
5 $40.00
1 $875.00
1 $295.00
5 $285.00
5 $125.00
2 $450.00
2 $300.00
15 $150.00
20 $7.00
20 $12.00
40 $5.00
10 $75.00
10 $95.00

Varied
50 $10.00

TOTAL
$1,000.00
$129.00
$2,000.00
$150.00
$193.00
$100.00
$200.00
$1,180.00
$780.00
$1,400.00
$1,050.00
$1,050.00
$200.00
5875.00
$295.00
$1,425.00
$625.00
$900.00
$600.00
$2,250.00
$140.00
$240.00
$200.00
$750.00
$950.00
$1,500.00
$500.00
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$20,687.00
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LAUNDRY CONTENTS

Combined washer and dryer

Dryer

Food in Freezer

500litre Deep Freezer

Iron and board

Washing powders/Liquids cleaning etc
Nails, screws, 3M hooks etc

Dog Food

Dog accessories - chains, bowls etc
Dog medication

# Items

many

many
many

many

1
1

1

2

4

4

$ Each

$1,499.00

varied

$389.00

$1,200.00

varied
varied
varied

varied

$109.00

$80.00

TOTAL

$1,495.00
$389.00
$1,000.00
$1,200.00
$320.00
$500.00
$300.00
$436.00
$200.00
$240.00

$6,084.00

307



Exhibit 33

308



From:

Sent: Wednesday, 16 March 2011 10:40 AM
To:

Subject: Re: RACQI Clai

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
wevious 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 racgi'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

..received message earlier today requesting a call back to your mobile number. I have
ried several times today but received no answer.

Will try again tomorrow,

Regards.

Executive Manager - Household Claims & Loss Adjusting
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WCQY Insurance

PO Box 3004

Logan City DC QLD 4123

This commkinicati
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I
Sent: ursday, arch 2011 2:58 PM

To:

Subject: !! !!!!!.I)I !!|a|m I

Thanks for your email [l -

I acknowledge your request for documentation from your 2008 claim and will get to this as soon as possible.

I 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 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 |JJjjilj) and we are moving as
quickly as possible to quantify your claim in line with the coverage detailed in your policy.

Regards,

I (0ic Bus - FLM)

Executive Manager - Household Claims & Loss Adjusting

RACQ Insurance

PO Box 3004
Logan City DC QLD 4123

Phone

Mobile:_i
Fax: ‘

Email:_:@_racgi.com.au

From: [} |
Sent: Wednesday, 16
To:
Subject: Re: RACQI Claim [IIIENEGEGEN’

o

g
arch 2011 10:40 AM

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 [ 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 fixed Also , as this is my home I know what is gone and what has not T 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

wrote:

— on Tue, 8311, [ D

Subject: RACOI 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.

B (Dip Bus - FLM)

Executive Manager - Household Claims & Loss Adjusting

RACQ Insurance

PO Box 3004

Logan City DC QLD 4123

Phone: I
Email:_:@racgi.com.au

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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I
Sent. L o o e
|

To:

Subject: !! !!!!l !|a|m ]

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. |Jjj 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 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 [ have already expressed to you your contract
required us to be provided with emergency accommodation from the date our house was rendered
uninhabitable. Again [ 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
offer of settlement to us whatsoever be it 50% 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, 17/3/11, | I o '-:
From: i com.au>

Subject: RE: RACQI Claim
To: "N I

Received: Thursday, 17 March, 2011,

lW‘ B >

Thanks for your email [JJil}-
[ acknowledge your request for documentation from your 2008 claim and will get to this as soon as possible.

I B 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.
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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 i) and we are moving as
quickly as possible to quantify your claim in line with the coverage detailed in your policy.

Regards,

I (0 Bus - FLM)

Executive Manager - Household Claims & Loss Adjusting

RACQ insurance

PO Box 3004

Logan City DC QLD 4123

Phone: I
Mobile: I

Fax: 07 34232487

Email: -.@racgi.com.au

From: N W - N I_A ) - 1
Sent: Wednesday, 16 Marc :
To:

Subject: Re: RACQI Claim || ENENEGNG

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

I
- On Tue, 33/11, | - <o(c

From: [N NN I @i com.cu>
)

Subiegl .
To:
Received: Tuesday, arch, 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.

I 10 Bus - FLV)

Executive Manager - Household Claims & Loss Adjusting

RACQ Insurance

PO Box 3004

Logan City DC QLD 4123

Phone: [N
Email: ||l @racqi.com.au
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This communication has been sent on behalf of RACQ Insurance Limited [RACQI]. The information contained in this communication may be privileged and confidential 1f
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

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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]
Sent: riday, arch 2011 2:01 PM

To:

Subject: Mz aim [

I vour 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 $25000 or 50% of the sum insured whichever is the greater. The reason | 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% of your 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 byjili] who will be your point of
contact.

We will continue to make every effort to expedite your claim as we have discussed.

I (Dip Bus - FLM)

Executive Manager - Household Claims & Loss Adjusting

RACQ Insurance

PO Box 3004
Logan City DC QLD 4123

phone: I

Fox. |
Email: _:@racgi.com.au

From: I I S
rc .

Sent: Thursday, 17 Ma
To:

Subject: RE: RACQI Claim |

Hello [l

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 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 [ 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 confirm that you have made no
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offer of settlement to us whatsoever be it 50% 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, 17311, || N N 2 o cqi.com.au> wrote:
Feom: D Y

Subject: RE: RACQI Claim [ |
To:'

L ]
Received: Thursday, 17 March, 2011, 4:

Thanks for your email [}

[ acknowledge your request for documentation from your 2008 claim and will get to this 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 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 [Jjj) and we are moving as
quickly as possible to quantify your claim in line with the coverage detailed in your policy.

Regards,

B i 5 - FL)

Executive Manager - Household Claims & Loss Adjusting
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RACQ Insurance

PO Box 3004

Logan City DC QLD 4123

Phone: NN
Mobile: I

Fax: 0734232487

Email:_Dracgi.com.au

From: I NN N | I
Sent: Wednesday, 16 Marc :
I

To:

Subject: Re: RACQI Claim |G

i
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 [
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. [ 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 [ 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

I
- On Tue, 8/3/11, | NN I A o

From: ||| N ©:2cqi.com.au>

Subject: RACQI Claim )
To: g
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Received: Tuesday, 8 March, 2011, 7:13 AM

Hi | - - -received [l message earlier today requesting a call back to your mobile number. 1 have
tried several times today but received no answer.

Will try again tomorrow.

Regards.

I (Dip Bus - FLM)

Executive Manager - Household Claims & Loss Adjusting

RACQ Insurance

PO Box 3004

Logan City DC QLD 4123

Phone: I
Email:_:@racqi.com.au

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

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

323



Exhibit 37

324



From:

Sent: QT ZUN b &, 19 PV
To:

Subject: KE! KAGUI Claim HH01251389

Could you please give me an eta on the information arrival of the 2008 claim. I am happy to receive it all
through email if that makes it any easier for you.
Thank you

--- On Fri, 18/3/11 (@racgi.cont.au> wrote:

‘@racqi.com.au>

Subject: RE: RACQ! Claim NG
To:
‘Received: Friday, 18 March, 2011, 4:00 AM

-, 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 $25000 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% of your 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 -Nho will be your point of
contact.

We will continue to make every effort to expedite your claim as we have discussed.

Executive Manager - Household Claims & Loss Adjusting
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RACQ. Insurance

PO Box 3004

Logan City DC QLD 4123

rhon [N

Fax: 0734232487

Email: -@ragi.com.au

Sent: hursdail 17 March 2011 11:58 PM

To:

subject: RE: RACQI Claim -

el

Thank you for your email of todays date. Its nice to know that you are not so busy that you are unable to
{ind 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 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

ninhabitable. 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
offer of settlement to us whatsoever be it 50% or otherwise. This fact is abundantiy 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, 17/3/11, _@,mcqi.camau> wrote:
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Received: Thursday, 17 March, 2011, 4:57 AM

Thanks for your email-

[ acknowledge your request for documentation from your 2008 claim and will get to this as soon as possible.

is arranging to visit your property on Monday with our independent provider and will be the contact point
or 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.

Tike you we need to be confident that the repair scope includes all necessary repairs within the coverage of your
~laim 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 (o and we are moving as
quickly as possible to quantify your claim in line with the coverage detailed in your policy.

Regards,

-

Executive Manager - Household Claims & Loss Adjusting

RACQ - insurance

PO Box 3004

Logan City DC QLD 4123

Fax: (734232487
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Email: -@racqi.com.au

From

Senf; arch 2011 10;40 AM

To:
subject: Re: kACQ! Claivs [

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 Iknow 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

oo, w2

.receive-message earlier today requesting a call back to your mobile number. I have
tried several times today but received no answer.

Will iry again tomorrow.

Regards.
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Executive Manager - Household Claims & Loss Adjusting

RACQ. Insurance

PO Box 3004

Logan City DC QLD 4123

phorc SR

Email: pracqi.com.au

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 prehibited,

[f you have received this communication in eror, please defete it immediately, RACQI and its associated entities do not warrant cr represent that this communication
[including any enclosed files] is frec from electronic viruses, Faults or defects,

This cemmanication 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 errot, please delete it immediately, RACQI end its associated entities do not warrant or represent that this communication

[including any enclosed files] is free 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
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 ervor, pleasa 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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From:
Sent: Aladloass barch 2011 12:08 PM

To:
-ATI'N Mr Bradley Heath CEO RACQ

Cc: racg@racq.com.a
Subject: RE: RACQI Claim

Is there an issue for RACQI in supplying the documentation of the 2008 claim to us? Since it is sitting on
your desk I am finding it hard to believe that there is an issue with providing us a copy.

I feel that it is unfair of RACQ not to provide the information that we are asking forina timely fashion, we
also need to review this information before we can accept an offer of setflement, this includes all
information that you hold in regards to the 2008 claim and the current information that you hold for the
January 2011 claim.

[ am sure that RACQI do not expect us to accept blindly everything we are told by you. As you have refused
us access to several areas of our policy until you receive documentation and reports ete, we believe that we
are entitled to see what information you are using to calculate this claim.

Please let me know asap a date that you will be able to provide this information by.
As stated in a previous email we will be happy to receive this information via email if it is more convenient
for you.

Looking forward to your speedy delivery of this information

on e, 1511 | -
Subi'ect: RE: RACiiI Cla

To:
Recerved: fniday, I8 March, 2011, 4:00 AM

-, 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 $25000 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% of your 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 moming, both accompanied by-who will be your poin of
contact.
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We will continue fo make every effort to expedite your claim as we have discussed.

Executive Manager - Household Claims & Loss Adjusting

RACQ Insurance

PO Box 3004

Logan City DC QLD 4123

Fax: 0734232487

Email: -@racgi.com.au

Sent: Toniouay, 17 ViG] 2U 11 L1.00 LIV
To: [
Subject: RE: RACQI cm:_

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

negotiations with you in the newspapers. does recall some time ago referring the newspaper to your
PDS document { the one that is freely avadllavic 10 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.

us no questions except for the correct spellini of our names. We have not and will not conduct our

We 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 confirm that you have made no
offer of settlement to us whatsoever be it 50% 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,
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pxpressed surprise that you would still believe that everything written in the newspaper is true.
Poss ibly you still believe in the Easter Bunny and would you be able to organize for him to deliver our
settleement wrapped in a chocolate egg.

Cheers

“hanks for your emai-

Iacknowledge your request for documentation from your 2008 claim and wil! get to this as soon as possible.

LS 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 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 recgive i 0% of the damage bill.
Just to confirm this has never formed any part of my communications with you (o ) and we are moving as
quickly as possible to quantify your claim in line with the coverage detailed in your policy.

Regards,

Executive Manager - Household Claims & Loss Adjusting

RACQ - insurance
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PO Box 3004

Logan City DC QLD 4123

vosic: I

Fax: 0734232487

Email: -@racqi.com.au

— —
Sent: !ednesﬂa , 16 March 2011 10:40 AM
To:*

Subject: Re: RACQI Clairr_

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 possibie, 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
or 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/ Il_@’acqi.com. au> wrote:

Received: Tuesday, 8 March, 2011, 7:13 AM

Hi-. .received- message carlier today requesting a call back to your mobile number. I have

4
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tried several times today but received no answer.

Will try again tomorrow,

Executive Manager - Household Claims & Loss Adjusting

ICQ. Insurance

PO Box 3004

Logan City DC QLD 4123

i.com.au

This communication has been sent on behalf of RACCQ Insurance Limited [RACQI], The information contained in this communication may be privileged and confideniial; If
you are not the intended recipient, any use, disclasure or copying of this communication is cxpressly prohibited.

If you have received this communication in error, please delete it immediately. RACQI and its associated entities do not wareant or represent that this communication
[including any enclosed files} is free ftom 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 confidential, If -
you are not the intended recipient, any use, disclosure or copying of this communication is expressly prohibited.

If you have reccived this communication in error, please delete it immediately, RACQ! and its associated entities do not warrant or tepresent that this communicatien
[including any enclesed Files] is free from electronic viruses, faults or defects,
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This communication has been sent on behalf of RACQ Insurance Limitsd [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 delste it immediately, RACQI and its associaled entiies do not warrant ar represent that this
communication [including any enclosed files] ig free from electronic viruses, faults or defects.
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Subject: FW: ATTN Mr Bradley Heath CEO RACQI
From:

Sent: Wednesday, 23 March 2011 12:38 PM

To: racq

Cc:

Subject: ATTN Mr Bradley Heath CEO RACQI
Dear Mr Heath,

I am rather surprised at day 78 to be still writing to you in regards to a decision of our claim.

There are a number of points that I feel I must point out to you in regards to your emergency
accommodation section in your policy,

At day 52 we were told that yes we were able to access this part of our policy. Granted we appreciate that
very much except that we are unable to get any information in regards to how long you will pay for this
accommodation for, how much will be paid etc etc. In my discussions with Mr he has stated that
RACQI will only pay for the time that his builders state it will take to do the repairs, and since he is still
waiting for all of the reports he requires we still do not have an answer. We do not have the financial ability
to pay both rent and our house payments and we have no interest in getting caught out by RACQI again and
being put in a position of even further hardship because of that. We required RACQ to provide us with an
amount and a time frame and a guarantee that they will cover this item and we have still not got that from
RACQI Do you really believe that 26 days after your Acceptance of our claim (mind you that is in
addition to the 52 days after we actually lodged a valid claim) is appropriate to be still leaving us
uninformed.

I have requested that we be provided information from the claim we made in 2008 - a copy of the file as it
has been mentioned and referred to several times, we are wanting to go through this information to make
sure that it is accurately being represented to us, I am sure that RACQI does not have an issue with
supplying this information. I have also requested that we be provided with the current reports for the Jan
2011 Claim, again I am sure that you do not expect us to blindly accept what RACQI state as truth and fact.
We do require this information as soon as possible, we would like to have this issue resolved as quickly as
possible, and to be honest I think we have been more than patient with RACQI. 78 Days is a long time to
not be given answers and it appears that RACQI are happy to make this last as long as possible, this is
harming my family greatly as I am sure I have explained on several other occasions. To date the only
information that I have received has been the initial report from the first Loss Adjuster that RACQI sent to
my home, I am wondering if you have actually read his report on my home? If you would like to have a
look at it you will see that he has marked several areas incorrectly - Emergency accommodation needed -
NO - Will be needed for rebuilding - NO Is there asbestos in the home - NO Well in fact all of these are
incorrect - this is part of the reason we require this information, it is obvious that there are glaring errors in
that report and we wish to make sure that there are no more obvious or underlying errors in the ones you are
using now.

I would appreciate it if you would let me know asap exactly where RACQ is at with our claim and a date
that i will receive the material requested by.

I am sure that you can understand the urgency of this matter,
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From:

Sent: arch 2011 1:33 PM

To:

Subject: Re: RACQl Ciam [IIIATTN Mr Bradiey Heath CEG RACQI

As advised in my email last Thursday | acknowledge your request for the documentation associated to your claim in
2008 and am collating this as quickly as possible, however this represents a significant amount of documentation to
collate.

Further, at the time of this previous claim we utilised externat loss adjusting service providers to manage certain
aspects of claims and it is likely that not all documentation relevant to this loss is currently held by RACQI and is
secured in the records of our provider. | am making inquiries in this regard and will advise you of the outcome when
able,

I expect to be able to provide some initial documentation soon once this is collated, and am happy to attach this to
amails as you have requested. | will provide you with a further update by the end of this week.

Also, | am still to receive bath the engineers report and scope for repair documentation for your current claim and
will act on this once received.

Regards,

{Dip Bus - FLM)
Executive Manager - Household Claims & Loss Adjusting

RACQ . insurance

PO Box 3004
Logan City DC QLD 4123

phone: I

Email: -ﬁJracgi.com.au
Sent: EE———

e 1 %Al el B GmWah b AR B BB

Cc: racq@racg.com.au

Subject: RE: RACQ! Clairr-A'lTN Mr Bradley Heath CEO RACQL

Is there an issue for RACQI in supplying the documentation of the 2008 claim to us? Since it is sitting on
your desk I am finding it hard to believe that there is an issue with providing us a copy.

I feel that it is unfair of RACQ not to provide the information that we are asking for in a timely fashion, we
also need to review this information before we can accept an offer of seitlement, this includes all
information that you hold in regards to the 2008 claim and the current information that you hold for the
January 2011 claim.

I am sure that RACQI do not expect us to accept blindly everything we are told by you, As you have refused
us access to several areas of our policy until you receive documentation and reports etc, we believe that we
are entitled to see what information you are using to calculate this claim.



Please let me know asap a date that you will be able to provide this information by.
As stated in a previous email we will be happy to receive this information via email if it is more convenient
for you.

Looking forward to your speedy delivery of this information

racgi.com.a>

Recetved: triday, 18 March, 2011, 4:00 AM

- 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

nd Stormwater run-off,, limited to $25000 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% of your 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-fho will be your point of
contact.

“Ve will continue to make every effort to expedite your claim as we have discussed.

Executive Manager - Household Claims & Loss Adjusting

RACQ - Insurance

PO Box 3004

Logan City DC QLD 4123
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Fax: 07 34232487

Email: -@;agi.com.au
Sent: Thursday, 17 March 2011 11:58 PM

To: I
Subject: RE: RACQI Clain-

Hello -

Thank you for your email of todays date. Tts 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
"1s no questions except for the correct spelling of our names. We have not and will not conduct our
negotiations with you in the newspapers. ﬁdoes 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 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 confirm that you have made no
offer of settlement to us whatsoever be it 50% 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
ettlement wrapped in a chocolate egg.

Cheers

(@racqi.com.au>

Recerved: Thursday, 17 March, 2011, 4:57 AM

Thanks for your emai l-
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I acknowledge your request for documentation from your 2008 claim and will getto this  soon as possible.

is arranging to visit your property on Monday with our independent provider and will be the contact point
tor yoll. 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 seitlement offer to you.

Just to confirm this has never formed any part of my communications with you (or ) and we are moving as

I note in a recent article you are quoted as being told by RACQ that you would receive just 50% of the damage bill.
quickly as possible to quantify your claim in line with the coverage detailed in your pollcy.

Regards,

Executive Manager - Household Claims & Loss Adjusting

RACQ  insurance

PO Box 3004

Logan City DC QLD 4123

Fax: 0734232487

Email: -@racqi.com.au
Sent: ¥ WAl LIW O RAEL LAF LVIGLWEL SV L L LUSTU £SYL

To:

Subject: Re: RACQI Claim _
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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. [ 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 [ am unable to do that with racqi not providing this documentation. T 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 racgi'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

Hl- recelved-message earlier today requesting a call back to your mobile number. I have
tried several times today but received no answer.

Vill try again tomorrow.

Regards.

Executive Manager - Household Claims & Loss Adjusting

RACQ insurance
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PO Box 3004

Logan City DC QLD 4123

Phone [
Email: -@racqi.com.au

This communication has been sent on behalf of RACQ Tnsurance 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 js expressly prohibited.

If you have reccived 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.

Thig communication has been sent on behalf of RACQ Insurance Limited [RACQI] The information contained in this communication may be privileged and confidznial, IF
you are not the intended recipient, any use, disclosure or copying of this communication s expressly prohibited.

[T you have received this communication in crror, please delete it immediately, RACQI and its asseciated entities do not warrant or represent that this communication
[including any enclosed files] is free from electronic viruses, faults or defects.

This communication has been sent on behalf of RACQ Insurance Limiled [RACQI). The Information contalned in this communication may be privileged and

confidential. If you are not the intended recipient, any use, disclosure or copying of this communication is expresely prohibited.

¥ you have received this communication in error, please delete it immediately. RACQ! and its associated entities do not warrant or represent that this
smmunication [including any enclozed files] is free from electronic viruses, faults or defects.
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From: racq
Sent:
To:
Subject

Thank you for your email received on 23rd March 2011.

23rd Marcn 2011

| assure you again that RACQ Insurance is committed to resolving your claim as quickly as possible.

| am aware of the progress of your claim and | will pass on the comments from your email to_

As previously agreed,-NilI update you on your claim by the end of the week and the points you have raised
iwill continue to manage your claim to completion with- and yourself.

Yours faithfully

Bradley Heath
Chief Executive Officer
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Sent: riday, arch 2011 9:09 AM

To:
Subject: aim

As promised this email provides a further update on progress with your current claim, and your requests for
documentation from your previous claim in 2008. | 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 4™ 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. In a later discussion on the 9™ 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 | agreed to include in our final offer. Your comments were that
you had an expectation that the maximum benefit (10% of the home sum insured) should be applied, to which |
explained that | 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.

Importantly, 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 10% of your home sum insured. | 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 | will be happy to manage this within your claim. Alternately, | will include an allowance for this in the final
settlement offer.

Loss Adjusting 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 | am able to collate the information
being provided by these specialists | 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 | will be emailing this documentation to you. | will spread this over a number of emails as there are a
number of attachments to include.

Regards,

I (Oir Bus - FLM)

Executive Manager - Household Claims & Loss Adjusting

RACQ insurance

PO Box 3004
Logan City DC QLD 4123

phone: I
Email: _:@racgi.com.au

349



Exhibit 43

350



From:

Sent: Friday, 25 March 2011 3:24 PM
To: ﬂ

Subject:
Attachments:

First email with attached documents from previous claim.

Regards,

(Dip Bus - FLM)
~xecutive Manager - Household Claims 8 Loss Adjusting

RACQ . insurance

PO Box 3004

Logan City DCQLD 4123

Phone;

Email [(@racgi.com.au
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RACQ Insurance Ltd

50009 704 152

2649 Logan Rd, Eight Mile Plalns, QLD 4113
PO Box 3004, Logan City, QLD 4114

Telephone 137 202 Facsimile (07) 3031 2750

7 January 2009

BOOVAL QLD 4304

o [

Household Insurance

Loss Date: 19/11/2008
Loss Cause: Storm
Claim Number:

We are pleased to advise you that we are ready to settle the contents portion of your claim. Your
claim settlement has heen calculated as follows:

Total Centents Sum Insured $80000.00
Less Previous Contents Payments  $17947.00
Less Policy Excess $ 100.00-
Less Remaining Premium §_ 5583-
Total Settlement $60097.17

Payment as indicated above will be forwarded to you shortly and as agreed, payment will be
made by EFT.
If you have any questions or need more information please call us on 137 202,

Sincerely

Customer Service Officer
d@racgi.com.au
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.Country Comfort Ipswich

*250 South Station Road
Raceview, Queensland 4305

=" Ph (07) 3202 4622 Fax 07 38121447
manager.ipswich@countrycomforthatels.com

EAST IPSWICH, QLD 4305

1 01/04/2009 | :
{oaiodizum| 216 |
1 216 | ADCOMMODATION
{ 216 | ACCOMMODATION
216 | ACCOMMODATION
26 | VISA- 612451

Balance Dus

Summary and Taxes
i Taxable Seles

GST 10.00%

Pagalof1

Tax Invoioe
ABN: 83003 181 780

10| - 080]

180.04]. 0:004

. 180,00} 0003
180,00 0.00i

180,00 0007

.00 SO0.G0 ]

Muceigh for

ia/18 39vd

ANSUY L

TLLLPERELDR

818,20
BLBO

[PPSR

lE:BD 800Z/58/81
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RACCQ Insurance Ltd

50 009 704 152

2648 Logan Rd, Elght Mile Plains, QLD 4113
PO Box 3004, Logan City, QLD 4114

Telaphone 137 202 Facsimile (07) 3031 2750

7 April 2009

BOOVAL QLD 4304

o I

Household Insurance

Loss Date: 18/11/2008
Loss Cause: Storm
Claim Number:

We are pleased to advise you that we are ready to partially settle your claim in the amount of
$900.00

Your claim settlement has been calculated as follows:

Temporary Accommodation $ 900.00
Total $ 900.00

Payment as indicated above will be forwarded to you shortly and once accepted represents
partial settlement of your claim. As agreed, payment will be made by EFT.

Sincerely

racqi.com.au
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RACQ insurance Ltd

50 009 704 152

2843 Logan Rd, Eight Mils Plains, QLD 4113
PO Bex 2004, Logan City, QLD 4114
Telephona 137 202 Facsimila (07) 3031 2750

9 January 2009

BUOVAL (LD 4304

Household insurance

Loss Date: 19/11/2008
L.oss Cause: Storm
Claim Number:

We are pleased to advise you that we are ready to partially seftle your claim. Your claim
settlement has been calculated as follows:

Emergency Accommodation $145.00
Total Settlement $145.00

Payment as indicated above will be forwarded to you shorily and as agreed, payment will be
made by EFT,

If you have any questions or need more information please call us on 137 202.

Sincerely

ustomar Sarvice Officer
@racqgi.com.au
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RACQ Insurance

2649 Logan Rd
Eight Mile Flains 4113
P.0O. Box 3004
Logan City QLD 4114
ABN 50 06% 704 152
Letter of Authority
Date: 08.12.2008
To: Harvey Norman Facsimile No.: -
Attention: [ No. of Pages: 1
Insured
Situation Address: East Ipswich Q 4305
Claim No.:
Contat o G I

Please supply the following to the client and invoice RACQ Insurance, quoting
the above mentioned claim details and attach the signed release form:-

“Electrolux Sl';g',Ffont_LbadefWéshingMachiﬁc — Model EWF,IOSS, - $758.00

Simpson 6kg Dryer - Model 39S600M - $438.00

_Deliveg: ,,$1 00,00 Total f\.uthorisa_tion - $1296.00

Note: Please contact insured on above telephone number to arrange
repairs and/or collection of goods.

Yours Faithfully,

Household Claims Department

If you did not receive any of the above pages or can not resd any pages, please contact us

immediately on 3361 2444,

Release Form
(Please attach to Service Providers Tax Invoice)
This form is to certify that the supply of the goods has been completed to my/our
satisfaction.

Client Name:

Claim Number: _

Service Provider/Supplier: . .

Client Signature: = — ‘ e
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RACQ Insurance

2649 Logan Rd
Eight Mile Plains 4113
P.O. Box 3004
Logan City QLD 4114
ABN 50 009 704 152
Letter of Authority
Date: 08.12,08
To: Facsimile No.: 03 9721 8480
Attention: No. of Pages: 1
msured: [N

Situation Address: East Ipswich Q 4305

Claim No.: _
Contact No: (H) ||

Please supply the following to the client and invoice RACQ Insurance, quoting
the above mentioned claim details and attach the signed release form:-

“Westinghouse 500L Chest Froezer - Model WCMS000WA - $951,00

_Delivery —No Chargﬂé

**% Please note that Insured is at fhe Ipswich Store where there is one of the above
products in stock. Sale is being arranged through Craig. Insured requires the freezer to
be delivered ASAP due to $2000 Crisco Hamper Delivery tomorrow. ¥*+*

“Total Authorisation for $951,00

Note: Please contact insured on above telephone number to arrange
repairs and/or collection of goods.

Yours Faithfully,

Household Claims Department

If you did not receive any of the above pages or can not read any pages, please contact us

immediately on 3361 2444.

Release Form

(Please attach to Service Providers Tax Invoice)
This form is to certify that the supply of the goods has been completed to my/our
satisfaction.

Client Name:

Claim Number: =
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Service Provider/Supplier:

Client Signature: .
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Tel: 07 5523 3122

COMMAND ==&
B - = ey L g A ‘ b £ "y T
_ Building Services  umdmeydis
) PO Box: 6520
ACHN: 132 546 707 Emak: command@eommandbuldingservices.com.ay Tweod Hoads South
NSW, 2486
Date: 13/01/2009
Quote:
To: MclLarens Young Intermational BNE
From: Command Building Services
Attention: Global Claims McLarens Young Int
Email: mc 400m
SUBJECT:
Our Job No:
Insured: Name:
Site Address: East Ipswich, QLD, 4305
Phone No:
Mobile:
Insurer: RACO Insurance Limited
Insurers Ref:
ABN: 50 009 704 152
SCOPE OF WORKS:
Scope of Works Attached
Amount $ 5380000
Variation: $
GST: $ 5,380.00
Total: $ 5918000
Thank you for giving Command Bullding Services the opportunity to quote Page 1 of 7
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SCOPE OF WORKS

" Pages
REBUILDING OF WATER DAMAGED DWELLING
EAST IPSWICH Q4305 ISSUE A

{B] SCOPE OF WORKS

B1.0 _ EXTERNAL WORKS

1.04 EXTERNAL CLEANING
Wash and clean {including pressure clean as required) the extetior of the entire lower floor
level of the dwelling to remove all irace of water debris, waler stains and the like. This
inciudes all existing external walls (face brickwork, weatherhoard cladding and the masenry
retalning walls surrounding the external walkways), columns, doors, windows sto.
Pressure clean the existing concrete walkways to remove all debris.

B2.0 bk R FLOOR LEVEL -. ANT|-MICRO E E
The lower floor ievel of the dwelling has been Inundated by water and possible asscelated
confaminants. Allow to have an antl-mlecroblal chemical treatment applied fo the hard
surfaces throughout the entire lower floor lavel that may have been in contact with and may
have been contaminated by the water i.e., floors, wall siuds, bottom plates, doors ets,
The anti-microbial treatment must be applied by a QBSA licensed operator.

UMPUS R - O

NB: It is our opinlon that the existing eracks within the concrete fioor slab are pre-existing
seitlement cracks which are not atiributable to waler demage. Repair works to these
setflement cracks are not Included within this Scope of Works.

3.01 Due to the Jarge amount of damage sustained, remove the remalning plasterboard wall |,
sheeting from all walls. Nate that exisfing cornices wiil require removal to taciltate the | I
remaval of wall sheeting — the existing cornices must be neatly removed by scoring along the |
edge of the cornices with a sharp Stanley knife to avaid damage to the exlsting eeillng linings. ]
Make good te all celling linings as required In preparation for repainting. :

Carefully remove wall linings where abutting the square set plasterboard linings enclosing the
floor bearers to avoid damage to these linings ~ make good as required to match exiating,

Remove all internal architraves, cover strips and cover moulds fo all doors and windews to
facllitate removal of wail inings.

Thoroughly clean and vacuum all wall cavities to remave all debris. Rafer to clausa B2.0 and
apply an anti-microblal chemical treatment to all wall cavities prior to refining the walls.
Supply and install new fiush set plasterboard wall linings, full height to the Internal face of alt
timber stud framed walls.

Supply and install new timber skirtings to alf walls 16 matoh existing.

Supply and install new timber architraves, cover strips and cover moulds to all doors and
windows to maich existing.

Supply and Install new plasterboard comices to all wall and celling junctions to match
exlsting.

3.02 Wash, clean and service the miuminium framed doors and windows Lo ensure smaoth
operation. Replace any missing or damagaed flyscreens to match existing.

Remove and replace the cracked glass to the window adjacent to the Laundry.

I p—

Thank you for giving Command Building Services the opportunity to quote Page 2 of 7
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SCOPE OF WORKS o T - . Pigei I
REBUILDIN WATER DAMAGED DWELLING
i. EAST IPSWICH Q4305 . . ISSUB A

3.03 Remove the pair of timber framed glass doors leading from the Rumpus Room to the
Bedroom. Eage and adlust the doors, prepare and refurbish the doors in readiness to
rehang. Make good to the existing timber reveals and rehang the doors te match existing.

3.04 Supply and install two new hollow core flush panel doors to the existing doorways to the
Linen Store and Laundry. Make goad to the existing door jambs. Supply and Install new door
hardware to match exisiing door hardware - eonfirm by site inspsction and discussion with
the Insured.

3.05 Carpet fioor coverings have been removed. Thoroughly clean the existing concrete floor slab :
in readiness for new carpet floor coverings which will be supplied and installed by others
under a separate building contract.

3.06 Wash, clean and repalnt the existing tmber sfair stringers and risers to match existing. Re-
sand and re-stain the existing stair treads to match existing.

Repalnt the wall mounted timber handrall.

Paint the lowet flaor Jevel side walls of the stairwell to the nearest cut-off peints at the internal
and external corners of the stalirwell.

B4. BEDROOM — LOWER FLOOR LEVEL

4.01 Due fo the large amount of damage sustained, remove the remaining plasterboard wall
sheeting from all walls. Note that existing comices will require removal to facitate the
removal of wall sheeting ~the existing cornices must be neatly removed by scoring along the
edge of the cornices with a sharp Stanley knife to avoid damage to the axisting celfing linings.
Make good to all ealling linings as required In preparation for repainting.

Remove all internal architraves, cover sirlps and cover moulds to all doors and windows to
facliltate removal of wall linings.

Thoraughly clean and vacuum all wall cavitles to remove all debris. Refer to clause B2.0 and
apply an anfimicrobial chemical freatment to ail wall cavities prior to relining the walls.
Supply and install new flush set plasterboard wall linings, full height to the internal face of all
timber stud framed walls,

Supply and install new timber skirlings to all walls to mateh existing.

Supply and install new tmber architraves, cover sitips and cover moulds to all doors and
windews to match existing,

Supply and install new plasterboard cornices to all wall and cefling junclions to match
existing.

4.02 Remove the existing external docr and replace with a new solld core exterior grade flush
panel door to sult the existing opening. Reuse the existing door closer on the new doer.
Supply and install all other new door hardware to match exlsting.

4.03 Supply and install twa (2) new timber louvred doors 1o the bulif-in wardrobe to sult the
existing opening. Reuse the exisiing timber reveals and supply and inatall new archiiraves.

4.04 Remove the exlsting intemal shelf and hanging rail and replace with a new shelf and hanging
rail. New shelf to be constructed from 18mm white melemine faced particleboard with
matching support rails as required to ensure a robust installation.

4.05 The Insured advised that the desk io the recess adjasent fo the wardrobe had been
extensively water damaged and has been removed during the Iniiial clean-up.

Thank you for giving Command Buiiding Services the opportunity to quote Page 3of 7
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"SCOPE OF WORKS PageT

REBUILDING OF WATER DAMAGED DWELLING
EASTIPSWICH Q4308 : — T}

it would appear that this deak is loose furniture and regarded as a contents item which will be
replaced hy others under a separate conlract.

4.08 Wash, clean and service the afuminium framed window to ensure smooth operation. Remove
and replace ihe existing flyacreens to malch existing.

407 Carpel floor coverings have been removed. Thoroughly clean the existing concrete floor slab
in readiness for new caspet ficor coverings which will be supplied and installed by others
under a separate building contract.

B50 _ LINEN STORE - LOWER FLOOR LEVEL

5.01 Due to the large amount of damage sustalned, remove the remalning plasterboard wall
sheeting from aft walis. Note that existing cornices will require removal to facilitate the
removal of wall sheeting - the existing carnices must be neatly removed by scoring aleng the
edge of the comnices with a sharp Stanley knife to avold damage to the existing ceiling linings.
Make good to all cefling finings as required in preparation for repainting.

Remove all internal architraves, cover strips and cover maulds to all doors and windows to
facilitate removat of wall linings.

Thoraughly clean and vacuum all wall eavities to remove all debris. Refer to clause B2.0 and
apply an antl-microblal chemioal treatment to all wall cavities prior to relining the walls.
Supply and Install new flush set plasterboard wall linings, full height te the Internal face of all
timber stud framed walls,

Supply and install new timber skirtings 1o all walls to match exlsting.

Supply and install new timber architraves, cover strips and cover moulds to the door to match
existing.

Supply and Install new cornices to all wall and calling Junctions to malch existing.

5.02 Thoroughly clean the existing concrete floor slab and prepare for new sheet vinyl floor
goverings.

Supply and instal! new sheat vinyl ta the entire floor area of the Linen Store — alfow the P.C.
5um of thirty dellars ($30.00) per square metre for the supply (only) of the new sheet vinyl.

5.03 Supply and install new shelving fixed to the walls of the Linen Store. Al shelving to be
constructed from 16mm white melamine faced particleboard with matehing .adder support
framing to ensure a robust instaliation. Install the following shelving:

(a) Seven (7) equally spaced shelves nominally 250mm deep x 2000mm long mounted on
the slalrwell side wall of the: Linen Store.

{b} Four (4) equally space shelves nominally 600mm deep x full width of the rear wall of the
Linen Store,

B6.0 LAUNDRY - LOWER FLOOR LEVEL

6,01 Due to the large amcunt of damage sustained, remove the remaining plasterboard wall
sheeting from all walls to Laundry and associated hallway. (Note that no cellings or cornices
exist to the laundry area),

Remove all Internal architravas, caver strips and caver moulds to all doors and windows to
facllitate removal of well linings.

Thank you for giving Command Building Services the oppartunity to quote Page 4 of 7
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'SCOPE OF WORKS T  Pages
REEUILDING OF WATER DAMAGED DWELLING

6.02

6.03

8.04

.05

6.08

8.07

6.08

8.09

6.10

Thank you for giving Command Bullding Services the opportunity to quote

| EAST IPSWICH Q4505 _IBSUE A

Thoroughly clean and vacuum all wall cavities to remove all debris. Refer to clause B2.0 and
apply an anti-microbial chemical treaiment to all wall cavilles prior to relining the walls.
Supply and install new fiush set plasterboard wall linings, full helght to the internal face of all
timber stud framed walls.

Supply and Install new timber skirtings to all walls to match existing.

Supply and install new timber architraves, cover sirips and cover moulds to the doors and
windows to match exlsting,

Su.pflly and install new plasterboard comices to all wall and ceiling junctions to match
existing.

Remave the existing laundry tub and cabinet and supply and Install a hew polyester powder
coated galvanised steel laundry cablnet with siainless steel bowl fo match existing.
Resonnect all services thereto,

Wash, clean and service the aluminjum framed windows to ensure smooth operafion.
Replace any damaged or missing flyscreens to match existing.

Supply and install a new floor mounted cupboard unit fixed to the wall backing onto the
Rumpus Room. Cupboard to be nominally 2000mm long x 600mm wide 3 800mm high
constructed from:

{(a) 16mm white melamine faced particleboard earcass comprising 120mm high recessed
kick plate, bottom shelf and mid-shelf, back and gables

{b) Four (4) selected colour laminate plastic faced doors with pult handies.

{¢) 32mm square edged laminate plasfic faced benchtop.

Supply and Install 150 % 150 white gloss splashback tiles to the wall between the iop of the
laundry tub and the underside of the window for the full witith of the lauridry tub,

Supply and install 150 x 150 white gloss wall tiles nominally 00mm high for a length of
7650mm to the two walls in the corner of tha Laundry behind the washing machine.

Supply and install a pair of new hollow core, flush panel doors complete with timber door
reveals, architraves and doeor hardware (flush pulls) ete to the existing opening to the finen
cuphoard within the laundry.

Supply and install six (8) equally spaced white melamine faced 16mm parficleboard shelves
within the linen eupboard, Provide matching support framing to shsure a robust installation.
Shelves to be full widih and full depth of the cupboard — confirm all dimensicns by site
inspection.

Thoroughly clean the existing concrete fioor slab and prepare for new sheet vinyl floor
coverings,

Supply and Install new sheet vinyl to the entire fioor area of the Laundry including the (nen
cupboard, stere below the stairs and the passage leading to the external doorway. Allow the
I'-’I.C. Sum of thirty dollars ($30.00) per square metre for the supply (anly) of the new sheet
vinyl.

Supply and install a new hollow core flush panel door to the existing opening ta the siore
below the stajrs complete with new timber door reveals, architraves and door hardware.

Remove and replace the existing external door to the end of the passageway with anew solid
core exterior grade door to mateh existing. Reuse the existing deer hardware on the new
dear, Paint/repaint the door, reveals, architraves etc internally and exiernally.

Page 5 of 7
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SCOPE OF WORKS =~ o ' o Page 0
RE

WATER DAMAGED DWELLING
Bl EAST [PSWICH G4305 ISSUE A

6.11

Provide new flush set plasterboard wall linings and skirtings to the store balow the staire - ta
metch existing.

BLO _ STORERQOM

NE:

7.01

7.02

T.03

7.04

7.05
7.08

No celling existed to this reom. Mo wall linings existed fo the stud framed nib wall between
the extsrnal wall and the shs column, This raem was unpainted prior to the water damage.

Wash, slsan and service {he existing roller door. Inspect the door for any Impact damage
from the water and make good. If unable to make good allow fo remave and replace ihe
roller doar with a new roller door to maltch exiating.

Thoroughly elean and vacuum ajl timber stud framed wall cavities to remove all debris, Refer
to clause B2,0 and apply an anti-microbial ehemical traatment fo all wall cavitles prior to
relining the walls,

Supply and install new flush plasterboard wall linings to the lower half of the walls where the
existing wall linings have been remaved. New wall sheeting to be flush set ta the existing wall
IInings abave,

Supply and instali new timber skirtings to all walls to match existing,

Remave three (3) wall sheets to the upper half of the walls where holed or otherwlse
damaged. Replace with new flush set wall linings to match existing.

Note that the wall linings within the Storeroom were never painted. Prepare the new wall
linings for repalnting (flush set, sand etc) but do not paint the walls within this room.

Supply and install a new hollow core flush panel door to the existing door opening fo the
Laundry eomplete with new fimber door reveals, architraves and door hardware.

Wash, clean and service the aluminium framed windows fo ensure smooth aperation.
Replace any damaged or missing flysereens to match existing.

Thoroughly clean the exisfing conerets floor slab — no floor eaverings to this room.

Supply and install a new verlical open shelf storage unit haminally 2000mm high x 1000mm
wide x 350mm deep located in the corner of the raom adjacent to the roller doar, Storage unlt
to be cohstructed from 16mm white melarnine faced particieboard comprising recessed kick
plate, gable ends, top, back and internal shelves at nomial 500mm centres. Provide
matching support framewark as required to ensure a robust installation,

E&0 _ BLECTRICAL SERVICES

8.01

8.02

8.03
804

Thank you for giving Command Building Services the opportunity to quote

Allow to tesl and recommission/reinstate the entire slectrical installation throughout the lower
floer level of the dwelling to aomply with all eurreni Codes and Standards. Replace all water
damaged compohenis.

Remove and replace any water damaged electrical outlets (power points, telaphone outlats,
television aerial outlets ete), wiring ete 1o the lower flocr level — confirm by site inspection and
testing.

Note that all existing light fittings are o remain as they have been unaffected by the water,
Supply and install smoke alarms to protect the lower floor level of the residence in

accordance with BCA Part 3.7.2 and AS 3786 and connected o consurmner maln power. A
licensed eleclrican is to provide certificats of instaliation at final inspection.

Page 6 of 7
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"SCOPE OF WORKS ' T ' Page 10
REBUILDING OF WATER DAMAGED DWELLING
‘_EAST IPSWICH Q4305 _ ‘ JSSUEA

B.O5 Inspect, test and reinstate the existing security system fo ensure correct functioning. Remove
and replace any water damaged components.

TING (G

(A) All paint colours are to malch existing ~ determine by Site Inspection and eonsultation with
the Owners.

(B) Where exising water damaged finishes are scheduled to be repainted, allow to provide a
‘bleed coat' sealer as necessary to comply with manufacturers specifications prior fo
repainting.

Note that painting will be entirely rejected if any water damage shows through the completad
painting installation,

(C) Premium quallly paints manufaetured by Taubmans, Duluy, Berger, Walpamur or Watlyl are
equally acceptable. Do not mix palnts of different manufacture or apply coats over preparatory
coats by a different manufacturer,

{D) All new building items unless pre-finished are to be painted as specified below.
Note that if a substrate that is scheduled to be painted is not specifically listed below, paint in
accordance with relevant Australian Standards, manufacturer's specifications and first class
frade practice.

(E) EXTENT OF PAINTING WORK:

(a) Refer to clause B1.01 and noie that all external surfaces to the entire lower floor level are to
be washed and cleaned fo remove all frace of waler debris, water stains and the llke,
Paintrepaint the external door from the bedroom and the external door from the laundry
Hall. No other external painting is required.

{b) Repaini all internal areas of the lower floor level excluding the Storeroom (which Is to
remain unpainted). Refer to clause B3.08 for extent of painting to stairwell walls,

INTERNAL SURFACES
(@) Internal Plaslerboard Walls / Cellings
0] Cne (1) coat sealer (acryllc)
(i) Two (2) coals iow sheen acrylic !

(b internal Timber Doors / Trims, Linings

(M One (1) coat undercoat (oll basad)
(ii) Two (2) coats gloss enamel

(e) Internal Fibre Cement

)] One (1) coat sealer (acrylic)
() Twa (2) coats semi gloss acrylie

END OF SCOPE OF WORKS

Thank you for giving Command Building Services the opportunity to quote Page 7 of 7
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From: _

Sent:
To:

Subject: RACQI Clai
Attachments:

2nd email with attached documents from previous claim.

Regards,

'Dip Bus - FLM)
‘Xxecutive Manager - Household Claims & Loss Adjusting

RACQ - insurance

PO Box 3004
Logan City DC QLD 4123

Mobile

Fax:
Email: @racgi.com.au
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RACQ Insurance Ltd

50 009 704 152

2648 Logan Rd, Eight Mile Plains, QLD 4113
PO Box 3004, Logan City, QLD 4114
Telephone 137 202 Facsimile (07) 3031 27560

7 January 2009

BOOVAL QLD 4304

oo

Household Insurance

Loss Date: 1911172008
Lass Cause: Storm
Claim Number:

We are pleased to advise you that we are ready to seftle the contents portion of your claim. Your
claim setttement has been calculated as follows:

Total Contents Sum Insured $80000.00
Less Previous Contents Payments  $17947.00
| ess Policy Excess $ 100.00-
Less Remaining Premium $_ 5583-
Total Settlement $60997.17

Payment as indicated above will be forwarded to you shortly and as agreed, payment will be
made by EFT.

If you have any questions or need more information please call us on 137 202.

Sincerely

ice Officer
racqi.com.au
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RACQ Insurance Ltd

50 009 704 162

2649 Logan R4, Eight Mile Plains, QLD 4113
PO Box 3004, Lagan City, QLD 4114
Telephone 137 202 Facsimile (07) 3031 2750

28 November 2008

Booval QLD 4304

Dear Mr and Mrs-

Household Insurance

Loss Date: 19/11/2008
Loss Cause:

Claim Number:

We are pleased to advise you that we are ready to partially settle your claim in the amount of
$ 500.00

Your claim settiement has been calculated as follows:

Emergency Payment $ 500.00
Total $ 500.00

Payment as indicated above will be forwarded to you shortly and once accepted represents
partial settlement of your claim. As agreed, payment will be made by EFT.

Sincersly
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RACQ Insurance Ltd

50 008 704 152

2649 Logan Rd, Eight Mile Plains, QLD 4113
PO Box 3004, Logan City, QLD 4114
Telephene 137 202 Facsimile (07) 3031 2750

8 December 2008

PO BOX 608
BOOVAL QLD 4304

Dear Mr & Mr-

Household insurance
Loss Date: 19/11/2008

Loss Cause:
Claim Number:

We are pleased to advise you that we are ready to partially settle your claim in the amount of
$ 5000.00

Yeur claim settiement has been calculated as follows:

Emergency Payment $ 5000.00
Total $ 5000.00

Payment as indicated above will be forwarded to you shortly and once accepted represents
partial settlement of your claim. As agreed, payment will be made by EFT.

Sincerely
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RACQ: Insurance Ltd

50 008 704 152

2649 Logan Rd, Elght Mile Plains, QLD 4113
PO Box 3004, Logan City, QLD 4114
Telephone 137 202 Faceimile {07) 3031 2750

18 December 2008

BOOVAL QLD 4304

Household Insurance
Loss Date: 18/11/2008

Loss Cause: St

Claim Number; h

We are pleased to advise you that we are ready to partially settle your claim in the amount of
$ 10,000.00

Your claim settlement has been calculated as follows:

Emergency Payment $10,000.00
Total $ 10,000.00

Payment as indicated above will be forwarded to you shortly and once accepted represents
partiat settlement of your claim. As agreed, payment will be made by EFT.

Sincerely
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RACQ insurance Ltd

50 009 704 152

2648 Logan Rd, Eight Mile Plaing, QLD 4113
PO Box 3004, Logan Clty, QLD 4114

Talephone 137 202 Facsimlle {07) 3031 2750

21 November 2008

BOOVAL QLD 4304

Household Insurance
Loss Date: 19/11/2008

Loss Cause: 5

Claim Number:

We are pleased to advise you that we are ready to partially settle your claim in the amount of
$300.00

Your claim settlement has been calculated as follows:
Food - Refrigerated/Frozen ¥ 300.00
Total $ 300.00

Payment as indicated above will be forwarded to you shortly and once accepted represents
partiai settlement of your cfaim. As agreed, payment will be made by EFT.

Sincerely

Customer Service Officer
@racgi.com.au
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[ZTTP ON TW/XL] EV:iST I¥d 60, 20/90

Playal Pty Limited A.C.N. 121 261 232 7 A.B.N, 43 253 748 351 .
as Trustes of the Flayel No 2 TEuwt *
erading as

Harvey Norman Elestrics Rspley
Elactrical Rspley
1411-1419% Gympie Road Aspley QLD 4034
Phona: Q07 23834 1100 Fax: 07 3834 1133

-

TAX INVOICE

=

IRVOICE REDPRINT 573665 08/12/08 16:23:33 §2 2382219
RACQ INSURANCE LIMITED Assist; 29

ABN 500058704152 cust §: 27700

PO BOX 3004 8Type : INSURANCE SALES
LOGAN CITY QLR 4114 oper : 29 - 5999
Product oty Pr;ge o thal
EWF1083 1.00 100%.00 251.00 758.00

ELECTROLUX 8.0KG LOOORPM 3PIN
Ses manufacturers documentatien for Warranty Dmtalls
* TAKEN * on 12/12/08

WARRANTYDECLINE 1.00 0.00 0.00
EXTENPED WARRANTY DECLINE
EWF1083 ELECTROLUX B8.0KG

* TAKEN * on 12/12/08

359600M 1.00 538,00 i01.00 438,00
SIMPSON 6KG CLOYHES DRYER
See manufacturers documentation for Warranty Detalls

* TAKEN * on 12/12/08

WARRANTYDECLINE 1.00 0,00 0.00
EXTENDED WARBANTY DECLINE
395600M SIMPSON BKG CLOTH

* THRREN * on 12/12/08

-—~ ins comp to pay 51,296.00
——= pust 1'._0 pa.y nll B

Please choosa carefully. Ne refund of exchange given

unless your purchase is defactive or a refund or exchange ls
raguired by statute. Proof of purchame is required for
refund or exchange.

pickup/Delivery hddreas:

Delivery Fee 100.¢0 )

EAST IPSWICH Total 1296.00

QLD 4305 G.8.7. Coutent 108.73 1
INV PENDING 0.00 ‘
BALANCE OWING 1296.00
0/STNDING DEBT 1286.00

Clalm or Ref, num:

A=sessSor 3 2T7700/R.A.C.Q INSURANCE

LE/6D  3O%d ATTISY NH

ECTIPERELD B2iET B6EZ/2B/98
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o oot Limited INSURER COPY
841 Mouniin Highay TAX INVOICE/CUST ORDER
B ter
Tek 1300 553 309 A3G8920Q
Fax: 03 9277 7214 INSURER COPY
ABN 52 058 868 018 A3G8 0;&12?
: hvoi'cék'll'o: 'Doliwr To:
RACQ INSURANCE LIMITED
PO BOX 3004 :
LOGANCITY DC 4114 QLD ‘ IPSWICH 4305 Qo f*
. Phnna- ARt Ph: NA .
|INS: RACQLO00 | PICK UP

. WCM5000WA

500LTR CHEST FREEZER WITH 2
Westinghouse

: PLS ARRANGE DEL TODAY

951.00

7 GSTTotal | 86145 | | ovo| ssro0
Betterment O.M Less BMMeWss 1B 000

All goods taken. __ ' o —
‘ Excess 0:00° Balance | 951,00

Terms and Conditions of Sate
1, All Gowds destsibed on Ihis Involce must be paid in full within 14 days of availapllity of Stock In the Clive Pecters Warehouse, Any variatin 1o this Arrangement must be clearly noteg
under Special Contiitions on all coples of this invoice. 2, No dlalms for warranty, express or implisd, will be recognised unless this Invoice or other salistsclony evidence of purchasa 15
preduced, 3. Delivery dates are estimated 2rd Clive Peaters will nol be responsible for delays beyond our control. 4, Clasms In respect of Goods damaged on dallvery ara recogrised only I
recelved within 24 haurs of such delivery. . Daposits may rot be refundable "2 of Aght* wiere the Gustomer cancals the Order. 6. Clive Peetars reserves the right o make a second
delivery charge in the event of the Custamer not being at the delivery location on Ihe agreed defivery date, 7, Prices quoted are subject to increase If sales taxes or dulles are Increased
prior 1o the dace of delivery or if new taxes and tevies are Imposed. B, Glive Peelers ratains ownarship of the Goods destribed on this Invoice untl the Goods are pald far in full. 9. Al
llems marked as Taken have been receivad in good sonditfon. 10, All conditions are subject ko the Customars Aghts under relevant consumer protection laws.
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%Y MeLarens Young

International

21179 Qiven Teace
Paddington, Qd 4064, Ausiralla
PO Bax 10539

Milten, id 4064, Australl
SLOBAL CLAMS SERVIGES Tt 261 )7 6604014
Fax: +B1 (0)7 3369-1132
brisbane @melareneyaung.com
McLarens Yaung (Qld) Py Lid
Your Rek - ABN 45 107 632 025
Date: 1 December 2008
The Manager
RACQ Insurance Limited
PO Box 3004
Logan Gity QLD 4114
FIRST REPORT
DOMESTIC - STORM DAMAGE
AU SEQ storm event commencing 16 Nov 2008
CLAM NUMBER |
INSURED
East Ipswich, QId 4305
POLICY Type: ‘Householders
Number: To be advised
Pericd: From Tuesday, 12 February 2008 To
Thursday, 12 February 2009
Deductible: $100.00
SITUATION OF LOSS I - oswich Qia 4305
DATE OF LOSS Wednesday, 19 November 2008
DATE OF INSTRUCTION Thursday, 20 November 2008 at 08:30 am
DATE OF CONTACT Thursday, 20 November 2008
DATE OF INSPECTION Thursday, 20 November 2008
CAUSE Storm
DAMAGE Extensive damage to building & contents
BALANCE OF RESERVE AUD 69,800.00
iterns Pascription Sum Insured Payment Now Balance of Reserve
Recommended
i. Buildings 212,000.00 40,000.00
2. Gontsnis 71,000.00 5,000.00 30,000.00
3. Deductible -100.00
4, Estimated Foss & NIL
Expenses i .
All Reserve / Payment amounts in  Australian 5,000.00 69,900.00
Dollars
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I

DESCRIPTION OF RISK

The insured risk is highset weatherboard home with a brick base and iron roof. The insured
has owned and occupled the home for 2 years.

CIRCUMSTANCES

The loss arises from the storm event affecting South East Queensland commencing Sunday
16 November 2008.

In the Insured's case the drainage system has been unable to cope with the volume of
rainwater experienced. There is also a storm water drain at the rear of the property which
drains directly into the Bremer River. This storm water drain has overilowed as a result of
the deluge and aflowed water to pool in the back area, rising to approximately 1.5 metres
and inundating the downstairs of the insured's home.

EXTENT OF DAMAGE
There is extensive damage to the building and the majorily of cantents stored in the

downstairs area are W
We have appointed from Insurance Construction Consultants to attend

and submit a scope of works for the building repairs.

We also instructed Insight Resiorations to attend to assist with stripping out and cleaning
the downstairs area for hygiene purposes.

The insured has submitied a schedule of the claimed content items and we are presently
reviewing this list.

POLICY LIABILITY

The majority of the damage has been caused by the overflow of the storm water drain.
There would be a connection from the insured’s residence to this main drain and under
the circumstances we believe that the Defined Event: Bursting, leaking, discharging or
ovetflowing of liquids from:

e pipes, gutters drains designed for carrying liquid which are fixed or connected to the
home

would apply, however there is also damage which would have been caused by rainwater
run-off.

We submit the above for your consideration and ask you to confirm if you will apply the
Policy limitations for flash flood and stormwater run-off.

The attached photographs depict the location of the stormwater drain at the rear of the
property, together with the height of the water Inundation and may assist you with your
policy determination.

SALVAGE

There is no salvage.

RECOMMENDATIONS FOR PAYMENT/SETTLEMENT

We recommend an emergency payment of $5,000.00 to the insured to enable them to
replace essential content items.

[Payes. - N
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Page 3

Eﬂ's:‘almddress
ABN

aX Invoice Number _ N T
Tax Invoice Valid (Yor N) Tes

i l]lldlnfg, Contents, Other  ~~ ~ |Cofitents

nvoice Amount NA

L.ass Excoss e be deducted at a later date
jAmount Payable _ . —_._1$5,000.00 . . .
iComments / Description Emergency payment for essential content
- ‘Items,

FURTHER ACTIONS

Qur further report will follow in due course.
ATTACHMENTS

1. Photograhs of building & contents damage.

MCILARENS YOUNG INTERNATIONAL

AGLA, ANZIIF (Snr. Assoc.), Dip. Bus. (Loss Adj.)
Loss Adi

DDI:
Mobi

r@mclarensyoung.com
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PHOTOGRAPHS - RACQ Insurance Limited
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Photograph 2

Lowest point of property at rear and storm water manhole
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Photogra|
Outside ar

Photograph 4 ' S
Rear downstairs bricked in area - shows height of water level.
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PHOTOGRAPHS - RACQ Insurance Limited

Photogra
Laundry

N
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SETHV S

Photograph 3
Storage area

392



_ M

393



FAY] Hetarons Youg

GLOBAL CLARS SERVICES

ore [N
vore [

2/ 179 Given Termace
Paddington, Qld 4064, Austiaka
PO Box 1038

Milton, Qld 4064, Australia

Tal: 451 (0)7 33604044

Faw; +61 (07 3360-1132
bytabane @mclarensyoung com

McLarens Young (Qkd) Pty Lid
ABN 45 107 932 026

Dats; 4 Dacerber 2008

The Manager

RACQ Insurance Limited
PO Box 3004

Legan Gity QLD 4114

SECOND REPORT

DOMESTIC - STORM DAMAGE
AU SEQ storm event commencing 16 Nov 2008

CLAIM NUMBER I
INSURED
East ipswicn, Qld 4305

pPoLICY Number: To be advised

SITUATION OF LOSS I E:st 'psvich Qid 4305

DATE OF LOSS Woednesday, 19 November 2008

BALANCE OF RESERVE AUD 71,400.00

Hems Dascription Sum msurad Previously Balance of Reserve

Recommended
1. Buldings 212,000.00 ' ~40,000.00
2.  Contents 71,000.00 5,000,00 30,000.00
3. Daductible -100.00
4. Estimated Fees & 1,500.00
Expenses — -

All Reserve / Payment amounts in Australlan 500000 71,400.00

Dollars

DEVELOPMENTS

We refer to our previous report dated 1 December 2008.
CLAIM AND ADJUSTMENT

We have concluded a further meeting with the Insured in which we reviewed ihe schedules
prepared which are 23 pages. The Insured is anxious to have three ltems replaced which
are in the schedule attached. We have advised the Insured that vour office will be
coordinating the replacement of those items or ailernatively you may wish to consider

cash settloment.

394



We are continuing to review and prepare the remaining documentation.

ATTACHMENTS
1. Property Loss Schedule (3 itams)

MCLARENS YOUNG INTERNATIONAL

ACLA, ANZIIF (Snr. Assoc.), Dip. Bus. {Loss Adj.)
Loss Adjuster
DDI:

@mclarensyoung.com
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From:

Sent:

To:

Subject:
Attachments:

Final email with attached documents from previous claim.

Please note the final attachment Is of an email received from MY| Freemans. This includes an attachment detailing

the Scope of Works for the repairs completed for this claim. This was not held on RACQI records so | have needed to
have this retrieved from archive at MYIF. Note the extent of this document in their records excludes the standard
atroductions which includes ICC fees for service etc.

Regards,

| [ChEeRy)

Executive Manager - Household Claims & Loss Adjusting

RACQ. Insurance

PO Box 3004
Logan City DC QLD 4123

Mobile:
Fax: 0734 A8
Email:ﬂ@racgicom.au
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PAGE B1/82

Rorsones oe:aa [

OBSA Lic 63918

Alterations, Extensions, Repairs, Pergolas,
Decks, Stairs, Handrails

Small Jobs QK Quotes

Works at East Ipswick QId 4305,
Rebuilding of water damaged dwelling, -

After 3(three) site inspections and thorough study of scope of
works provided by INSURANCE CONSTRUCTION
CONSULTANTS PTY LIMITED.dated Dec 2008, I have
pleasure in providing the following quotation:

« 1. Take down all wall sheeting including cornices throughout
lower level. _
2. Clean all wall cavities and axeas of need and provide an
Anti- Microbial treatment spray to complete lower floor.
3. All electrical inspected and tested and replaced as required.
Supply and install new smoke alarms to lower floor in
accordance with BCA part 3.7.2 and AS 3786.
4, Resheet complete including cornices.(With note to areas that
were not sheeted to be outside scope of works.) Set and sand in
preparation for painting.
S. Provide new doors throughout and all mouldings in same
profile.
6. Shelving and other fixed storage areas to be repaired to
oxiginal and painted complete.
7. Total inside repainted with specnﬁed paint brands and types
as scope of works outlines.
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8. Supply and install vinyl to lIaundry floor, linen, nnder stairs
storeroom, and passage to external door.( Only in this area are
floor coverings replaced ).

9, All flyscreening replaced ox repaired and cleaned as
required.

10. All joinery to lower level cleaned, washed, and serviced to a’
smooth working condition.

11. Al external lower level walls washed and cleaned to
remove all trace of water debris or stains. (including masonry
retaining walls adjacent. '

12. All concrete walkwsays pressure cleaned.

13. All works to conform to Building code of Australia and all
sub-contractors to be ligensed with Q.B.S.A.

14. All building insurances included in quote, and this
documentation proyided at-time of contract sigming.

15. Approximatestart date is 21* Feb and works duration
estimafe is 22 working days.

Total including GST | $62,257.00

Q.B.S.A. lic# 63918,

399



% #§ Mclorens Youny
71 ¥ § Internationa!

GLOBAL CLAIMS SERVICES
ur et ]
Dele: 31 December 2008

The Manager
RACQ Insurance Limited

27179 Given Terrace
Paddinglon, Gld 4064, Australia
PQ Box 1038

Mifion, Qld 4064, Australia

Tel: 481 (0)7 3369-4044

Fax: +81 (0)7 3368-1132

briskane@melarensyoung.com

MeLarens Young (Qld) Pty Lid
ABN 45 107 832 025

PO Box 3004
Logan City QLD 4114
THIRD REPORT
DOMESTIC - STORM DAMAGE
AU SEQ storm event commencing 16 Nov 2008
CLAIM NUMBER
INSURED
East Ipswich, Qld 4305
POLICY Number: To be advised
SITUATION OF L.OSS East Ipswich Qld 4305
DATE OF LOSS Wadnesday, 19 November 2008
BALANCE OF RESERVE 44,500.00
ltems Description Sum insured Previously Payment Now Balance of Reserve
_ . Recommended Recommended
1. Buiidings 212,000.00 T B 40,000.00
2. Contenis 71,000.00 5,000.00 72,553.00 3,000.00
3. Deductible -100.00 0.00
4, Estimated Fess & 1,500.00
Expenses i ) i - .
" 5,000.00 72,453.00 44,500.00
DEVELOPMENTS

Woe refer to our Second Report of 4 December 2008, together with subsequent discussions
with your office and we now advise the present position.

POLICY LIABILITY

As discussed with your office, we reiterate that the resulting damage in the first instance
occurred from water overflowing from gutters that are fixed to the premises which caused
the main damage, but was further complicated with further run off water which was
superimposed over the contents items that were already damaged to such an extent that

replacement was warranted.

Accordingly, the damage is as a result of bursting, leaking and overflowing.
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We confirm that no policy limit will be exceeded in this instance for flash flood or storm
water run off,

NATURE AND EXTENT OF LOSS

The completion of the Scope of Works has been attended to by Insurance Construction
Consultants Pty Ltd who have provided your office with a copy of that scope of works.

We have now coordinated quotations from Command Building Services and the Insured is
obtaining the aliernative quotation. When that documentation has been provided, we will
again report with our recommendations.

The Insured did have some questions regarding that scope of works and we are awalting
that correspondence from the Insured to review.

Contents

The Insured has attended to the completion of the schedules which total twenty pages and
which we have condensed to ten pages, which we now enclose.

As is evident from the schedule, the Insured's loss on the lower level was extensive which
was clearly evident at the time of our inspection. We have reviewed the schedules with the
Insured in @ meeting which was extensive and adjustments to the amounts claimed have
been made. The Insured’s initial claim without applying limits is for $99,484.00 but that still
does nct include the replacement of the carpet.

We confirm that your office has already attended to replacement of tems 1, 4 and 6 and
those replacement prices have been included in the schedule.

We have proceeded with our adjustment of the claim, applying limitations to CDs, DVDs,
audio and video tapes, records, computer discs, games, cartridges and consoles. This in
particular applies to ltems 32, 33, 34, 36, 53, 85, 86, 87, 149, 209, 218, 217 and 228. We
have limited those items to $5,000.00. However, in respect to ltem 149, this relates to
computer software which may not have been subject to that limitation.

Concerning the clothing items, the amounts shown represent the depreciated amount after
applying thirty three percent depreclation across the board for all of the items. The Insured
advised that there were other ciothing items that were old which have not been included in
the amount claimed. The Insured was more concerned with those more recent purchases
over the last three years.

During our reinspection we can confirm having sighted items, in particular candles and
make up which the Insured collects and the quantities claimed in the schedules are fair and
reasonable. The Insured had the items as they assist with her allergies. The Insured
advised that your office has paid a amount of $300.00 for food, howsver, we have adjusted
that amount to $500.00 as there was food contained in the refrigerator on the upper level
which had deterlorated due to the loss of power.

From our review of the items, we are satisfled that these amounts are in keeping with the
life style of the Insured and from furniture items which escaped damage on the upper level.

The adjustments we applied reduced the loss to $88,007.00, which still exceeds the sum
insured.

Should your office concur with the limitation of the claim to take into account the computer
discs, we would recommend a further payment to the Insured for the policy limit of the
contents, less the monies that have already been outlayed in the emergency payment,
replacement of those electrical items and the loss of food, We understand that those
amounts are for $2,147.00, $5,000.00 and $300.00 respectively which total $7,447.00. The
payment fo your Insured is for $72, 553.00.
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PAYMENT RECOMMENDATION
We recommend that the foliowing be paid:

S —  —

Postal Address

i - . .. |Booval Qld 4304

ABN N/A

[rax invoice Number_  INA

Tax Invoice Vatid {(Yor N) N/A

"luildiﬁ'g, Contents, Other _ Contents L
Anvoice Amount { $80,000.00

lless already paldandExcess ~ ~ |$ 7.547.00

‘iAmount Payable $72,453.00

{Comments / Description ‘Contents as per Schedule
FURTHER ACTION

When we are in receipt of quotations for the reinstatement, we will again report with our
recommendations.

ATTACHMENTS
1. Schedule of Loss

MCLARENS YOUNG INTERNATIONAL

AULA, ANZIIF (Snr. Assoc.), Dip. Bus. (Loss Adj.)

Loss Adjuster
Mobil

-@mclarensyoung.com
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2 Mctarens Youn
“YI internationat ¢

GLOBAL CLAMS SERVILES

Qur Ral:
Your Ref:
Dale; 6 Fabruary 2008

The Manager

RACQ Insurance Limited
PO Box 3004

Logan Gity QLD 4114

FOURTH REPORT

DOMESTIC - STORM DAMAGE

27179 Given Tamacs
Paddington, Qld 4064, Austrafia
PO Box 1020

Mittor,, Qld 4064, Australia

Tak +81 (07 3360-4044

Fax: +61 (0)7 3360-11a2
brishans & melarensysung.com

MeLarens Young {Qkd] Ply Lid
ABMN 45 107 532 025

AU SEQ starm event commencing 16 Nov 2008

cunvonzn [

INSURED
Eaat ipswich, Qid 4305

POLICY Number: To be advised

SITUATION OF LOSS East Ipswich Qid 4305

DATE OF LOSS Wednesday, 19 November 2008

BALANCE OF RESERVE AUD 69,500.00

ltame Descripiion 8Sum insured Previously Baiance of Reserve

] e . , Recommended _
1. Buil(ﬁngs T 212000000 ) 65,000.00
2  Contents 71,000.00 77,563.00 3,000.00
3. Deducilble -100.00 0.00
4. Eslimated Fees & . 1,500.00

Expenses — —
All Reserve / Payment amounts In Australian 77,453.00 69.500.00

Dollars

DEVELOPMENTS

We refer to our Third Report of 31 December 2008 together with subsequent insiructions
with your office and we now advise the present position.

We confirm having forwarded to your office quotations for the reinstatement of the damage
from Command Building Services and NW Sielaff.

In accordance with your instructions, we have now communicated with the builder
conflrming that reinstatement of the damage may proceed in accordance with the quotation
for $62,257.00. We have requested from the bullder an invoice for $20,000.00 so that a

prograss payment may proceed.

Geiam ea
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On recaipt of that documentation we will agaln report with our recommendations.
MCLARENS YOUNG INTERNATIONAL

ACLA, ANZIIF (Snr., Assoc.), Dip. Bus. (Loss Adj.)

Loss Adjuster
DDI:'(

@mclafensyoung.Mm
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o M ) 2/ 172 Given Temace
'ﬁ wLorens Young 178 Givan Tarac
] g Rasls': Paddington, Qid 4064, Australia
MY l {nternationnt O Bax 1050
AL GLANKS SEOAGES Miton, Qld 4084, Australla
Tel: +81 {0)7 3360-4044
Fax: 461 (0)7 33601122

brisbane @ melarensysung.com
Our Raf:

McL arens Young (Qld) Py Lid
Your Raf I ABM45 107 332 025

Date: 22 February 2008

The Manager

RACQ Insurance Limited
PO Box 3004

Logan City QLD 4114

FIFTH REPORT
DOMESTIC - STORM DAMAGE
AU SEQ storm event commencing 16 Nov 2008

CLAM NUMBER I

INSURED
East [pswich, Qid 4305

POLICY Nurnber: To be advised

SITUATION OF LOSS East lpswich Qld 4305

DATE OF LOSS Wednesday, 19 November 2008

BALANCE OF RESERVE AUD 49,500.00

items Description Sum Mmsurad Previausly Payment Now Balance of Resenve

Recommended  Recommended
1. Buidings 212,000.00 20,000.00 45,000.00
2. Contents 71,000,00 77,553.00 3,000.00
3. Deductible =100.00 NIL
4. Estimated fees & 1,500.00
Expenses . » )

All Reserve / Payment amounis in Austrafian 77,453.00 20,000.00 49,500.00

Dollars

DEVELOPMENTS

Further to our Fourth Report of 6 February 2009, we naw advise the present position.

NATURE AND EXTENT OF LOSS

Building

The reinstatement of the property is proceeding which is acceptable to the Insured who has

confirmed that payment of the invoice for $20,000.00 may proceed.

The invoice, which we have retained on our file, Is In order and we would recommend

payment of that invoice.
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As further developments occur, we will again report.

PAYMENT RECOMMENDATION
We recommend that the following be paid:

{Payee ,
Fostal Address

[ABN ,
Tax Invoice Number

{Tax Invoice Valid (Yor N}

[Building, Contents, Other _

[Invoice Amount

|Less Excess P
{Amount Payable . —_§20,000.00 .
[Comments / Description —__[Progress building repairs.

MCLARENS YOUNG INTERNATIONAL

ACLA, ANZIIF (Snr. Assac.), Dip. Bus. (Loss Adj.)
Loss
DDI: (
Mobil

mclarensyoung.com

406



YI Mctarens Young
titernationst
CLOBAL TLAIKS SERIACES

Date: 25 March 2008

The Manager

RACQ Insurance Limited
PO Box 3004

Logan City QLD 4114

SIXTH REPORT

DOMESTIC - STORM DAMAGE

2/179 Given Terrace
Paddington, Qld 4084, Austrefia
PO Box 1039

Miton, Qld 4054, Australia

Tel: +81{0)7 2369-4044

Fax: +61 {0y7 33681132
brisbana @malarensyoung.com

MeoLarens Yourg {Qld) Ply |.td
ABN 45 107 832 025

AU SEQ storm event commencing 16 Nov 2008

CLAIM NUMBER
East Ipswich, Qld 4305
POLICY Number: To be advisad
SITUATION OF LOSS . East lpswich Qld 4305
DATE OF LOSS Wednesday, 19 November 2008
BALANCE OF RESERVE AUD 49,500.00
[tems Description Sum [hsured Previously Balanee of Reserve
Recommended
1. Buildings 212,000.00 20,000.00 45,000.00
2. Contents 71,000.00 77,553.00 3,000,800
3, Deductible -100.00 NIL
4. Estimated Fees & 1,500.00
Expenses » . L
All Reserve / Payment amounts in Australian 97,453.00 49,5600.00
Dellars
DEVELOPMENTS
Further to our Fifth Report of 23 February 2009 we now advise the presant positicn.
NATURE AND EXTENT OF LOSS
Building

We have liaised with the Insured who has advised that the

proceeding and she is happy with the progress.
A further progress invoice is expected from the contractor within the coming week,
As further developments occur we will again report.

progress of the building repairs is
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MCLARENS YOUNG INTERNATIONAL

5!! 5!"! !!nr. Asgsogc.), Dip. Bus. (Loss Ad).)

Loss Ad'uster
DDI:
Mobile:
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4 Mciarens Young 21178 Given Tetrace
MYI International Paddngln,0d 4064, sl

BGLOBAL CLAINS SERVICES ;ﬂmﬂg);ﬂ;;é mﬂ

Fax; 481 (0)7 93681132
brigbana & melarensyeung.com

MeLarens Young (Qld) Piy Lid
ABN 45107 932 025

Date: 31 March 2009

The Manager

RACQ Insurance Limited
PO Box 3004

Logan City QLD 4114

SEVENTH REPORT
DOMESTIC - STORM DAMAGE
AU SEQ storm event commencing 16 Nov 2008

CLAIM NUMBER I

INSURED
East Ipswich, Qld 4305

POLICY Number: To be advised

SITUATION OF LOSS East Ipswich Qld 4305

DATE OF LOSS Wednesday, 19 November 2008

BALANCE OF RESERVE AUD 29,500.00

ltams Description Sum Insured Previously Payment Now Balanca of Reserve

Recommended Recommended ,
1. Buildings T 212,000.00 20,000.00 20,000.00 25,000.00
2. Conlents 71,000.00 77,553.00 3,000.00
3. Deducible -100.00 NiL
4. Estimated Fees & 1,500.00
Expenses _ i : e

All Reserve / Paymant amounts in  Australian 97,453.00 20,000.00 29,500,00

Dollars

DEVELOPMENTS

Further io our Sixth Report of 25 March 2009 we now advise the present position.
NATURE AND EXTENT OF LOSS
Building

The contractor has submitted a further progress invoice for $20,000.00. We have liaised

with the Insured who has confirmed that payment of that invoice may procsed.
On receipt of further documentation, we will again report with our recommendations.
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PAYMENT RECOMMENDATION
We recommend that the following be paid:

JIT_PaYee |
|Postal Address i ,
N {ikholo.. QId 4306

{ABN 154 338 841 §22

{Tax InvoiceNumber 40

Tax Invoice Valid (Yor N) Yes

[Building, Contents, Other —Buiding

Hlnvoice Amount -EE0,000.00

|Less Excess ' . |Previgusly deducted

{Amount Payable $20,000.00 ‘
[Eomménts'i Description . Progress payment - building repairs

MCLARENS YOUNG INTERNATIONAL

ACLA, Al
Loss Adj

NZIIF (Snr. Assoc.), Dip. Bus. (Loss Adj.)
uster

@mclarensyoung.com
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&7 Y Melarens Young
M International
GLOBAL CLAIMS SERYIGES

Date; 7 May 2009

The Manager

RACQ Insurance Limited
PO Box 3004

Logan City QLD 4114

DOMESTIC - STORM DAMAGE

EIGHTH REPORT

2/179 Glven Tenacs
Padicingtan, Qld 4084, Australia
PO Box 1030

Riitton, Qid 4064, Auslralla

Tel: +61 (0}7 3366-4044

Fax: +61 {0)7 3369-1132
brisbane @ melarensyoung.com

MeLarens Youag {Qld) Pty Ltd
ABN 45 107 932 025

AU SEQ storm event commencing 16 Nov 2008

CLAIM NUMBER

INSURED
East Ipswich, QId 4305
POLICY Number: To be advised
SITUATION OF LOSS East Ipswich Qld 4305
DATE OF LOSS Wednesday, 19 Navember 2008
BALLANCE OF RESERVE AUD 29,500.00
ltems Description Sum Insurad Previcusly Balance of Reserve
. Recommended
1. Buildings ~212,000.00 '40,000.00 25,000.00
2. Contents 71,000,00 77,553.00 3,000.00
3. Deductible -100.00 NIL
4, Estimated Fees & 1,500.00
Expenses — -,
All Reserve / Payment amounts in Australian 117,453.00  29,500.00
Dollars
DEVELOPMENTS
Further to our Seventh Report of 31 March 2009 we now advise the present position.
NATURE AND EXTENT OF LOSS
Buliding

The reinstatement of the residence has been completed by the builder MW Sielaff who has
now submitted the final invoice for $22,257.00. We liaised with the Insured who has advised
that there are still minor works that require repair and the payment of the invoice has been
delayed for recommendation until such time as these minor works are atiendsd t0o.
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As further developments occur, we will again report.

MCLARENS YOUNG INTERNATIONAL

Gavin McCurley

ACLA, ANZIIF (Snr. Asscc.), Dip. Bus. (Loss Adj.}
Loss Adjuster
DDI: (

-'@mclarensyoung.com
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MY

Cur Ref.

Your Rel:

Moltrens Young
tnterdationni
GLOBN. CLAMS SERVIDES

10 June 2008

The Manager
BACQ Insurance Limited

2/ 175 Glven Terrace
Peddington, Qld 4084, Australla
PO Box 1039

Milion, Qld 4064, Ausfratia

Tel: +81{0}7 3360-4044

Fax: +81 {0)7 4368-1122
brishane @melarengyoung.cam

MeLarens Young Qid) Ply Ltd
ABN 45 107 932 025

PQ Box 3004
Logan City QLD 4114
NINTH REPORT
DOMESTIC - STORM DAMAGE
AU SEQ storm event commencing 16 Nov 2008
CLAIM NUMBER N
INSURED
East Ipswich, Qid 4305
POLICY Number: To be advised
SITUATION OF LOSS East Ipswich Qld 4305
DATE OF LOSS Wednesday, 19 November 2008
BALANCE OF RESERVE AUD 4,500.00
ltems Description Sum Insured Previously Payment Now Balance of Reserve
) ______ Racommended Recommended _
1. Eiiidings 21200000 40,000,00) HpaEm NIL.
2. Conlenis 71,000.00 77,553.00 4,000.00
3.  Deductible -100.00 NIL
4. Estimated Feea & 1,500.00
Expenses ) : .
Slrl?esews / Payment amounts in Austraiian " 117,453.00 24,842.00 4,500.00
ollars
DEVELOPMENTS

Woe refer to our

wir

awaiting confirmation from the Insured an the acceptance of the repairs.

We have now been advised by the Insured that all of the works have now been completed
satisfactorily and payment of the invoice fro

| may proceed.

i Report of 7 May 2009 and more recently telephone conversations
pf your office on 9 June 2009 wherein we advised that we were still
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We have been advised by Insurance Constructions Consultants Pty Lid that their invoice for
$2,585.00 is unpaid. Their report was sent directly to your office, therefore we were of the
opinion that this invoice had been paid by your office. As this may not be the case, we would
recommend payment of that account.

We are awaiting the final invoice for Insight Restorations for their involvement in the
disposal of the contents items.

As further developments occur, we will again report.

PAYMENT RECOMMENDATION

We recommend that the following be paid:
TPayee_ Trisurancs Consiructions Consultants Pty Lid |
|Postal Address {PO Box 1354 i
‘ _ . xenford_Qld._ 4210

ABN 3 090 437 139

ax Invoice Number~ "Rot provided

[Tax Invoice Valid (Yor N) ¥es

Buildi_nQ, COhteﬁt:S. Other - Building

involce Amount 2,585.00
[Less Excess reviously deducted
|Amount Payable 152,585.00

[Comments / Description Sreparalion of S00pe of Works

[Payée o
Postal Address

i e . Kholo Qld 4308
IABN 54 338 841 822
Tax Involce Number 41

Tax Invoice Valid (Yor N) Yes

Building, Conients, Other Building

_nvoicg. Armount o $22,257.00 "
E.eééEibess L [Previously deducted
Amount Payable '-%2,257.00
[Comments / Description ' JBuilding repairs

MCLARENS YOUNG INTERNATIONAL

ACLA, ANZIIF (Snr. Assoc.), Dip. Bus. (Loss Adj.)
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Loss Adjuster
Mabil

-@mclarensyoun.oom
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7 R 2/178 GivenT
MY [ Yo
o N k ) o 103
GHOERL SLAS BERVICES #’;m ?}‘5;;":;‘.;;‘.‘;:‘:?‘“
Fax; +61 (0)7 2368-1132
Our Ret: _ brigbans @mclarensyoung.com
Your Ref: MeLarans Young (Qid) Pty Lid
o - ABN 45 107 B2 n25
Data: 13 July 2008
The Manager
RACQ Insurance Limited
PO Box 3004
Logan City QLD 4114
TENTH AND FINAL REPORT
DOMESTIC - STORM DAMAGE
AU SEQ storm event commencing 16 Nov 2008
CLAIM NUMBER _
INSURED
East ipswich, Gid 4305
POLICY Type: Householders
Number: To be advised
Period: From Tuesday, 12 February 2008 To
Thursday, 12 February 2009
Deductible: $100.00
SITUATION OF LOSS B ot osvich Qi 4305
DATE OF LOSS Wednesday, 19 November 2008
DATE OF INSTRUCTION Thursday, 20 November 2008 at 08:30 am
DATE OF CONTACT Thursday, 20 November 2008
DATE OF INSPECTION Thursday, 20 Novemnber 2008
CAUSE Storm
DAMAGE Extensive damage to building & contents
ADJUSTED LOSS AUD 148,755.85
ftems Deserlption Sum Insured Previously Payment Now Adjusted Loss
. Recommended Reocommended
1. Bulkdings 212,000.00 64,842.00 3,364.65 €B,206.65
2. Contents 71,000.00 77,553.00 77,553.00
3. Deductible -100.00 -100.00
4. MYl Fees & Expenses 4,006.20 4,096.20
Al Reserve { Payment amounts in Australian 142,395,00 7,460.865 149,755.85

Dollars
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DEVELOPMENTS
Further to our Ninth Report of 10 June 2009 we now advise the present position.
NATURE AND EXTENT OF LOSS

We engaged Insight Restorations to attend to the emergency works which involved stripping
of the wall linings to determine the extent of the damage, making safe the electricals which
needed to be compliant with electrical requirements and disposal of the contents. The
invoice from Insight Restorations for $3,364.65 is enclosed and in order.

As there is nothing further requiring our attention, we have closed our file and attach our
memarandum of fees. Thank you for your consideration.

PAYMENT RECOMMENDATION
We recommend that the following be paid:

|Payee ' lInsight Restorations

{Postal Address O Box 3188
lewstead Qld 4006

[ABN ) 198 993 280 591

|Tax Invoice Number s 2

Tax Invoice Valid (Yor N) _JYes

Building, Contents, Other _ Euildi‘ﬁg"'

linvoice Amount _ [§3,364.85

Less Excess Previously deducted

Amount Payable _ #3‘,364.65

[Comments / Description Emérgency works

_MclLaréns Young International _
Wesipac Banking Corporation, Milton Branch
BSB: ‘

Building, Contents, Qther

finvolce Amount 154

|Less Excess . N/A ‘
tAmount Payal:le i 15409620~
|Comments / Description [Fee
ATTACHMENTS

1. Tax Invoice from Insight Restorations
2. MYI Tax Invoice BNE030633-01

MCLARENS YOUNG INTERNATIONAL
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ACLA, ANZIIF (Snr. Assoc.), Dip. Bus, (Loss Adj.)
Loss Adi
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RACQ Insurance Ltd

50 009 704 152

2648 Logan Rd, Eight Mile Plains, QLD 4113
PQ Box 3004, Logan City, QLD 4114
Telephone 137 202 Facsimile (07) 3031 2750

8 December 2008

PC BOX 606
BOOVAL QLD 4304

Household Insurance

Loss Date: 19/11/2008
Loss Cause: Storm
Claim Number:

We are pleased to advise you that we are ready to partially settle your claim in the amount of
$ 5000.00

Your claim settlement has been calculated as follows:

Emergency Payment $ 5000.00
Total $ 5000.00

Payment as indicated above will be forwarded to you shortly and once accepted represents
partial settlement of your claim. As agreed, payment will be made by EFT

Sincerely

Customer Service Officer
@racgi.com.au
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NS W
_ Glﬂm wm 27179 Given Tarrare o
QY' infernational m&“‘;‘u‘:ﬁh
CES , Qi 408
GLOBAL CLAMS SERVICES by aa‘ésm
Fax: +61 (07 3368-1132
our e _ brighane @molarsnsyoung.com
McLarens Young (Qki) Pty Lid
Your Rat: I ABN 45 107 832 025
Date: 20 Novamber 2008
The Manager
RACQ Insurance Limited
PO Box 3004
Logan City QLD 4114
NEW FILE ACKNOWLEDGEMENT

We acknowledge new case instructions which are confirmed as follows:

POLICY NUMBER
APPQINTED BY
INSURED

TYPE OF LOSS

DATE OF LOSS
ADJUSTER

DATE OF INSPECTION

Special comments (If any):
I

To be advised
To Be Advised

East Ipswich, Gid 4305
Domestic - Storm Damage
Wednesday, 19 November 2008
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From:

Sent: Friday, 25 March 2011 3:14 PM
To:

Attachments: B sow pdi

Fron— [mailto_@myifreemans.com.au]
Sent: Friday, 25 March 2011 3:09 PM
To:

Subjec: ot Cor I

As discussed I attach for your reference an extract of the document prepared by Insurance
Construction Consultants for the scope of works relating to the above claim. The document does not
include the standard introduction by Insurance Construction Consultants.

Should you have any queries please do not hesitate to contact me.

Regards

MYIFreemans Ltd

Email: _'@mylfreemans.com.au

Caution: This email is intended only for the addressee(s) and may contain material which is
confidential or subject to legal privilege. If you have received this message in error, please delete it
immediately and advise the sender by return email.
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From:

Sent: Wamh 2011 3:54 PM

To: ]

Subject: RE: Racal Claim [ NG

Not received to date however am monitoring and will provide a response as soon as received. Am still expecting
this to be this week,

Regards,

e

Executive Manager - Household Claims & Loss Adjusting

RACQ. Insurance

PO Box 3004
-ogan City DC QLD 4123

phone N
Email: -:@racgi.com.au

ror [
Sent: Wednesaay, 5U Marcn ZUL1 3.49 PM

To: ,
Subject: Re: RACQI Claim _;
I
do iou have the scope of works as yet, the builders report, the engineers report etc.
==~ On Thu, 24/3/11, @Wracgi.com.au> wrote:

(@racqi.com.au>

As promised this email provides 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
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To clarify, this Additional Benefit became available to you upon acceptance of your claim on the 4™ 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. In a later discussion on the 9" 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 (10%
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.

Importantly, 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 o a maximum amount equal to 10% 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 Adjusting 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 2 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 [ 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,

Executive Manager - Household Claims & Loss Adjusting
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ICQ. Insurance

PO Box 3004

Logan City DC QLD 4123

Email: -@rmi.com.au

This communication has been sent on behalf of RACQ Insurance Limited [RACQI]. The information contained in this communication mey be privileged and
confidential. If you are not the iritended regipient, any use, disclosure or copying of this communication is expressly prohbited.

if you have received this communication in error, plaase delete it immediately. RACQH anid its associated entities do nat wareant ar represent that this
communication lincluding any enclosed files] is free from electronic viruses, faulis or defects.
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Sent: ursday, arch 2011 5:09 PM
To: ‘

Subject: aim

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 | have also attached a number of documents including:

e The scope of works for the required repairs to your home.
e The engineers report which has been incorporated into the scope for repair.
e The report by our Quality & Technical Loss Adjuster.

I would also make the following clarifying comments to assist in this process.

Building 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 qualified 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 | 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.

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.
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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 office now until next Tuesday, however | 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 | 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,

I I (Di Bus - FLM)

Executive Manager - Household Claims & Loss Adjusting

RACQ insurance

PO Box 3004
Logan City DC QLD 4123

phone: SN
Email: | @racai.com.au
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RACQ insurance

RCOLET | 0%/09(i)

RACQ Insurance Ltd

50 009 704 152

2649 Logan Rd, Elght Mile Plains, QLD 4113
PO Box 3004, Logan City, QLD 4114
Telephone 137 202 Facsimile (07) 3031 2750

31 March 2011

EAST IPSWICH 4305

Dear [N N

Id Insurance Clai |
We are please to advise we are now in a position to offer a full and final settiement for your claim.

This full and final settlement offer has been calculated as follows:

Building repairs including engineers recommendation $145,307.65
Contents (limited to 50% of your sum insured) $ 67,000.00
Allowance for Alternative Accommodation $ 13.000.00
Sub total $225,307.65
Less amount already paid ($15000.00) and excess ($300) $ 15,300.00
F FINA EMENT OFFER $210,007.65

To accept this offer please complete and return the attached form.

If you are dissatisfied with the position we have taken in relation to this matter, RACQ Insurance has
an appeal process that we would like you to be aware of.

Enclosed is a Customer Information Sheet outlining this process should you wish to dispute our
decision. Please read the Customer Information Sheet carefully to ensure your claim complies with
the requirements determined by the external dispute resolution service.

Regards,

Executive Manager — Household Claims & Loss Adjysting

RACQ Insurance Limited ABN 50 009 704 152
. Motoring \. Insurance \_ Travel \_ Finance
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RACQ Insurance

RCOLET 09/09())

CUSTOMER INFORMATION SHEET

HOW TO MAKE A COMPLAINT

RACQ Insurance provides a free and impartial review process established to attend to any complaint
you may have in relation to our products or our claims process.

Please refer your complaint to us by writing to RACQ Insurance - Customer Dispute Resolution
Department PO Box 3004 Logan City, QLD 4114 or by telephoning 13 72 02. Your complaint will then
be reviewed and referred to the appropriate staff by our complaint manager. If you are not satisfied
that your compiaint is resolved, we can escalate your complaint to the next stage of the free and
impartial review process in our Internal Disputes Resolution (IDR) process.

Within the RACQ Insurance Internal Disputes Resolution (IDR) process, the matter will be treated as
a dispute. The IDR is an RACQ Insurance representative, independent of the claim decision process,
with the appropriate knowledge, skills and authority to deal with the dispute. Your dispute will be
considered and you will be notified of the IDR decision within fifteen business days of our receiving
notice of the dispute. There is no cost to you for the above process.

If your dispute remains unresolived to your satisfaction:

RACQ Insurance is a member of the insurance industry approved external dispute resolution service
known as the Financial Ombudsman Service Limited. The Financial Ombudsman Service Limited is in
place to assist in resolving disputes between consumers (you) and the participating financial service
provider (RACQ Insurance).

Note: The Financial Ombudsman Service Limited requires that our internal dispute process be
allowed the opportunity to resolve your complaint prior to being referred to the service for its review
and consideration.

You can contact the Financial Ombudsman Service Limited, who can advise you whether your
dispute is one which fails within their Terms of Refersnce. Just write to the Financial Ombudsman
Service Limited, GPO BOX 3, Melbourne VIC 3001 or telephone 1300 780 808 (local call cost for
consumers outside the Meibourne metropolitan area). Further information can also be obtained by
visiting their website: www.fos.org.au.

RACQ Insurance Limited ABN 50 009 704 152
™. Motoring \_ Insurance \. Travel @\ Finance
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31 March 2011

SETTLEMENT ACCEPTANCE

Household Insurance Claim

insureds: T
Claim Number: _

Damaged Property: I B CAST IPSWICH, QLD 4305

We I B 22 cc that payment by RACQ Insurance of the total amount of:

Two Hundred & Twenty-Five Thousand, Three Hundred & Seven Dollars, & Sixty Five Cents
($225,307.65)

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 final settlement of our claim is Two Hundred & Ten Thousand, & Seven Dollars, &
Sixty Five Cents ($210,007.65)

We agree that by accepting payment we are acknowledging that RACQ Insurance 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: I
Signature:

Date:

Name: I

Signature:

Date:

Witness Name:
Signature:

Date:
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Stream

31/03/2011

RACQ INSURANCE
2649 Logan Road
EIGHT MILE PLAINS
QLD 4113

For The Attention of: _

SCOPE OF WORK

Dear-‘

CUSTOMER: Ms , East Ipswich Q 4305
CLIENT REF:
STREAM REF:

As per your request we engaged one of our licenced building consultants [ I
— 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,

!tream tl>uildassist

Claims Team
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Our Rel No -

AIR CONDITIONING

No.

BUILT IN FLOOR COVERS

No

'TEM NAME

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

ITEM NAME
Vinyl

(a) Supply and install new vinyl to match
existing to all downstairs rooms

Supply and install new vinyl to match
existing to upstairs rear entry, laundry,

and toilet
Floor

(a) Sand and polish to match existing to
kitchen, pantry, lounge room, dining

room, bedroom 2 and 3

PRELIMINARIES

No

RETAINING WALL / PIERS

ITEM NAME
Statutory Insurance

(a) BSA Insurance Premium
Construction Management
(a) Provision of supervision.

Waste Management

(a) Provision of 6 cubic metre skip.

No. [ITEM NAME

1

EXTERNAL WORKS

No.

TEM NAME

Stream Group Aust Pty Ltd.
Address: P O Box 7128, Brendale, Qld 4500 Ph: 1300 766 980 Fax: 1300 766 982 ABN: 90 128 027 501 BSA

LIC: 1135193

Scope of Works

MATERIALS
QTYy UNIT
5.00 ea
Total
MATERIALS
QTY UNIT
60.00 m2
18.00 m2
85.00 m2
Total
MATERIALS
QTY | UNIT
1.00 No
200 ea
Total
MATERIALS
QTY UNIT
1.00 Lot
Total
MATERIALS
QTY UNIT

LABOUR
QTY UNIT

500 ea

$ 11,220.00

LABOUR
QTyY UNIT

60.00 m2

18.00 m2

85.00 m2

$ 10,665.60

LABOUR
QTYy UNIT

8.00 hrs

$2,700.39

LABOUR

QTY UNIT

$ 29,040.00

LABOUR
QTyY UNIT
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Qur Ref No _

Flyscreens to all windows on lower level x
1 11 and remesh front security screen door 12.00 ea 15.00 hrs

PC sum for repairs to kids fort/ cubby 1.00 Lot
house in back yard $1100.00 ’

Pressure clean all external brickwork and
3 cladding on lower level on completion of 1.00 Lot
repairs

Total $ 6,039.00

LAUNDRY / REAR ENTRY

MATERIALS LABOUR
lo. ITEM NAME QTY UNIT QTY UNIT
1 Kitchen Joinery/Cabinetry

(a) Supply and install new shelf unit
behind back door 1000mm x 500mm x 1.00 Lot 2.00 hrs
900mm high

gtg)oﬁrﬁp;ysgg% irr:1stall 6 shelves to linen 6.00 ca 400 hre

Total $ 1,293.60

BATHROOM
MATERIALS LABOUR
No. ITEM NAME Qry UNIT QTY UNIT
1 Carpentry - - -

(a) Remove terrazo floor covering and
prepare floor for waterproofing and new 1.00 Lot 12.00 hrs
tiles

(b) Internal Door

- Flush panel- remove and replace
including jamb 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 22.00 m2 8.00
assosiated moldings

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 with Australian 15.00 m2 8.00
Standard (AS3740)
(c) Basin
- Replace to match existing 1.00 ea 4.00
4 T ng - -
(a) Supply and install new ceramic tiling
to floor, walls around bath / shower up to 18.00
1800mm high and splashback PC sum ’
for supply $35m2

5 Bathroom Joinery/ Cabinetry
(a) Vanity unit- full replacement 1.00 ea 6.00 hrs

m2 18.00 m2

Stream Group Aust Ply Lid
Address: P O Box 7128, Brandale, Qid 4500 Ph: 1300 766 980 Fax, 1300 766 982 ABN: 90 128 027 501 BSA
LIC 1135193
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Our Rel No EJ2541

LOUNGE ROOM

Carpentry Remove and replace Masport
free standing fireplace PC sum for supply
$1600.00

KITCHEN

PAIN

(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 in 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 for 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 middie
(c) Timber skirtings and moldings upper
and lower levels
(d) Internal Door Supply and install 2 @
620mm, 4 @ 770mm and 2 @520mm

all hardware and jambs
(e) External Door Supply and install new
front and rear 870mm x 2040mm hollow
core external doors, reuse hardware

TING LOWER LEVEL

Slream Group Ausi Ply Lid

Address P O Box 7128, Brandale, Qld 4500 Ph: 1300 766 980 Fax: 1300 766 982 ABN: 90 128 027 501 BSA

Lic: 1135193

$11,167.20

$10,375.20
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QOur Rel No E£32541

No. ITEM NAME
1 Painting
(a) Reinstated plasterboard/ FC
- Walls and moldings- seal, prepare and
repaint to match existing
- Ceiling- Seal, prepare and repaint to
match existing
PLASTERBOARD
No. ITEM NAME
1 Dry Lining/Plastering
(a) Cornice- Remove and replace
- 90mm cove to match existing to all
ceilings on lower level
(b) Plasterboard
- Ceiling sheeting 10mm- remove,
prepare framework, supply and fit
- Wall Sheeting - remove, prepare
framework, supply and fit to all lower level
walls
- Fire check wall sheeting- remove,
prepare framework, supply and fit to wali
behind fireplace at top of stairs
| (€) VJ Lining
- Solid timber to match existing to rear
entry/ laundry, toilet and pantry
ELECTRICAL
No. ITEM NAME
1 Electrical

(a) Electrical Wiring, Reinstate all
lights,power points, tv, foxtel and phone
to property including basic light fittings PA
sum $3500.00 Note all power and light
has been rectified upstairs

(b) Alarm system Reinstate / replace PA
sum $1500.00

PAINTING UPPER LEVEL

TEM NAME

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

Siream Group Ausl Ply Lid
Addrass P O.Box 7128, Brendale, Qid 4500 Ph: 1300 766 980 Fax: 1300 766 982 ABN: 90 128 027 501 BSA

LIC 1135193

QrTyYy UNIT Qry UNIT
312.00 m2 312.00
60 00 m2 60.00
Total $ 7,365.60
MATERIALS ~ LABOUR
QTY UNIT QTY | UNIT
70.00 Im 16.00 -
60.00 m2 60.00
312.00 m2 312.00
13.00 m2 4.00
51.00 m2 51.00 -
Total $ 19,839.60
" MATERIALS LABOUR
QryY UNIT QTyY UNIT
1.00 Lot
1.00 Lot
Total $ 6,600.00
MATERIALS LABOUR
Qry UNIT QTY UNIT
330.00 m2 330.00

436



Our Rel No  E32541

Siream Group Aust Pty Lid

Address: P.O.Box 7128, Brendale, Qld 4500 Ph: 1300 766 980 Fax: 1300 786 982 ABN. 90 128 027 501 BSA

LIC 1135193

Total| $9,365.40
FRONT ENTRY
L ) - MATERIALS LABOUR
No. ITEM NAME Qrty UNIT QTYy UNIT
1 Painting - - - -
(a) Existing Plasterboard/ FC - - - =
- Walls and moldings- seal, prepare and )
repaint to match existing 10100 m2 16500 .
- Ceiling- Seal, prepare and repaint to _
______ match existing | _5_00__ ﬁ_T:? - ?00 L
2 |Tiing 2 - : .
(a) Prepare timber floor under tiles (
ceramic tile underlay ) 1.00 IjOt 8,00 hrs
(b) Remove and replace ceramic floor
tiles 300mm x 300mm PC for supply 5.00 m2 5.00 m2
| $35m2
- - Total $2,199.78
Grand Total $ 145,307.65
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consultants managers advisors.

Our Ref: _[
28 March 2011

RACQ Insurance
PO Box 3004
LOGAN CITY QLD 4123

Attention: Mr|IIIENEGNEG
Email: | @racai.com.au

Dear Sir

RE: STRUCTURAL INSPECTION REPORT
ADDRESS: , EAST IPSWICH
INSURED: '
INSURER:

As requested, we inspected the above residence 18/3/11 to investigate and report on the
possible structural damage to the lower level support structure identified by you.

Building Description

The two-storey timber framed residence is approximately 50 years old. The pitched roof is
clad with custom orb profile roof sheet, upper level external walls are clad with weatherboard
and the lower level part brick veneer and part weatherboard. The lower level floor is concrete
slab on ground and the upper level timber flooring.

At the time of inspection, the plasterboard lining to the iower level interior walls had been

stripped out.
The residence is situated on the south-east comer intersection of ] and IS reets

_ runs east-west.

Refer to attached Sketch SK1 for locality and part lower level layout of the residence.
Inspection Observations

The lower level of the residence had been completely submerged during the flooding
that occurred in January 2011 and the upper level walls submerged part height.

Along the northern and eastern elevation, the lower level floor slab is below ground
level external to the residence. Refer photo 030.

. There is a part-height masonry retaining wall along most of the length of the lower
level of the northern and eastern elevations with load-bearing masonry piers
extending up from the top of the wall to support the timber floor bearers and the
external northern and eastern walls of the upper floor directly above it.

Refer photo 013.

Head Office Brisbane
Level 3, Northpoint
231 North Quay
Brisbane QLD 4000
+61 73236 1100

+61 7 3236 1155

Intelara Pty Ltd ABN 70093 117232 info@intelara com
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The lower external walls to the northern and eastern elevations of the residence are
set back under the upper level northern and eastern walls with an 800mm wide
access way between the retaining wall and the lower level northern and eastern walls
Refer photo 010.

The top of the 9m long masonry wall portion along the northern elevation is 1400mm
above the concrete access way ground slab

The northern masonry retaining wall retumns to the eastern elevation and extends
south from the north-east corner of the home. The top of the wall steps down from
1400mm to 1000mm to 800mm above the lower level access way slab and the wall
stops at a concrete stump and south of that again there is no retaining.

The upper level floor and walls over the masonry wall were originally supported on
concrete stumps spaced at approximately 2200mm cts. Refer photos 028 & 029.

Three such stumps remain at the western end of the northemn elevation and one at
the southem end of the eastern elevation.

The masonry retaining wall along the northemn elevation is leaning inwards at its top
for most of its length 60-75mm out of vertical over its 1400mm height but Omm at the
north-east comer where it is restrained by the intersecting masonry wall returning to
the south.

The return retaining wall to the eastern elevation is plumb.

The 1m high 400x200mm load bearing masonry piers that extend upwards from the
top of the wall to support the floor bearers and northern elevation wall over have
moved southwards at their top but not as much as the southward lateral movement
noticeable at the top of the wall. The loss of bearing of the timber wall bearer on the
vertical supporting pier is of concemn structurally. Refer photos 025 & 026.

There are horizontal cracks in the mortar bed joints of the piers where they come off
the top of the leaning northem elevation wall. Refer photos 021 & 023.

Unable to ascertain details of footings, reinforcement or corefilling, if any, to the
retaining wall/piers.

The three concrete stumps supporting the upper floor and external wall over at the
western end of the northem elevation are also leaning inwards (to the south) at their
top. Refer photo 028.

To the eastemn elevation there is a roofed timber framed stair to access the upper
level floor level from the rear yard. It is supported on a concrete base slab that has
broken and settled unevenly on the fill supporting it on the external side of the
masonry retaining wall. Refer photo 012.

Timber framing to the stair has pulled away from its original position and the vertical
posts supporting the stair and roof are noticeably bowing and not plumb. Refer
photos 041 & 044.

Steel corner post supporting the south-east comer of the home is noticeably out of
plumb. Refer photo 015

Vertical join in the weatherboards of the eastern elevation below the window is
opened up slightly wider at the bottom than the top under the window sill.
Refer photo 053.

INTELARA PTY LTD Page 2 of 20
8581rpb01.doc
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It was reported that water was spurting out of the ground at the base of a stormwater
down pipe cast into concrete at the base of a steel tube post second to the west from
the south east corner post along the south side of the residence. Refer photo 009.

Residenca is sited in a former gully with the land to the east and south rising up away
from the residence and the earth embankments to q Streets to the
north and west sides of the property effectively damming the gully leaving the home
in a depression with provision for drainage through a small pipe that runs westwards
under ] Strest. Refer photo 056

Conclusions

The residence and property was flooded in the January 2011 floods with water reaching well
above the upper level floor.

It is our opinion that the ground soils within the property with some six metres of water over
the surface level of the ground became very saturated to some depth. When the flooding
receded, the soil behind the retaining wall, particularly along the northern masonry wall
supporting the residence over remained saturated and exerted a much greater lateral force
on the wall than the dry soil that existed there before the flooding, exceeding the flexural
capacity of the wall bending the wall inwards, near its mid-height, and also displacing the
support position of the wall beneath the timber floor and wall bearers southwards. The
horizontal cracks in the bed joint of the masonry where the pier is supported on the top of the
wall is caused by the bending in the masonry as a result of the retained saturated soiis
pushing against the wall.

The lateral movement of the top of the masonry piers away from the timber bearers
supporting the timber external wall is of concern structurally as the bearer is not otherwise
connected to the floor bearers and the load in the external wall is not just the wall itself but
also the roof load it is carrying.

The masonry retaining wall (to the north elevation) cannot be made good and needs to be
demolished and rebuilt, complete with new footing. The three concrete stumps to the
western end of the north elevation need replacement to reinstate piumbness and support of
the floor/wall over and we recommend this be achieved by extending the retaining wal to the
western end of the northern elevation. Refer attached SK2 for detail.

The soil supporting the stair base slab to the rear of the building has settled likely as a resuit
of accelerated consolidation of loosely placed backfill to the eastem facing masonry retaining
wall when it was built, due to water saturation from the flooding.

The rear stair landing framing itself is in poor condition pre the flooding with very rusty nails
in joints and repair work evident. None-the-less we cannot discount buoyancy effects lifting
and displacing the stair timbers and (breaking) the supporting concrete base.

The opened up vertical joint in the weatherboard eastem elevation wall similarly cannot be
dismissed. It is likely due to buoyancy movement of the timber framing when the home was
immersed then flood water receded.

Similarly the south-east comer steel post is grossly out of plumb and as with the other
movement in the eastern elevation we cannot dismiss this as not being flood immersion
related.

The water spurting out of the ground, we suspect is due to the base of the roof stormwater
downpipe joint in the ground being faulty and spurting when surcharged. The surcharge is
likely due to downstream pipe blockage or downpipes flowing full and unable to get away
causing the stormwater to backup the down pipe and generating hydrostatic pressure in the

INTELARA PTY LTD Page 3 of 20
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pipe. 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 stormwater pipe
need to be investigated and repaired/made good as required.

Scope of Works for Repairs

1.

Install temporary props to floor and wall bearers as required to enable complete
removal of the masonry retaining wall, masonry piers and concrete stumps along the
entire northern elevation.

Excavate soil along northern side of existing retaining wall to enable new footing to
new masonry retaining wall and piers to be constructed to detail
—Refer sketches SK2, 3 & 4 attached.

Pack timber bearers to top of concrete masonry piers with rammed near dry
cement:sand grout. Tie bearers to piers reusing existing bent anchor bolt detail.
Remove props 3 days after work to wall piers completed and backfill wall and level
off yard area.

Paint new exposed faces of reinforced masonry wall and piers to match in with
adjoining. Two coats acrylic white minimum to suit.

Remove rear steel stringer stair and precast concrete treads and save for reuse.
Demolish rear stair framing, roof and footing slab and rebuild to be similar in
appearance and detail as original but compliant in design. Reinstall steel stringer
stair. Paint new stair construction similar to existing scheme and colours and match

into existing framing/cladding.

Prop south east comner of residence and remove comner steel post and footing.
Install new footing to similar size/ detail (minimum) as existing. Reuse existing post
and reinstall plumb and bolt to bearer and footing to similar detail as existing.
Remove props when concrete has reached 20Mpa compressive strength. Make
good/ level ground around base of post.

Prop bearers supported on second steel tube column to west of south-east corner
post leaving sufficient clearance to allow removal of concrete capping at base of post
covering PVC pipe. Inspect the PVC pipe for cracks and faulty joints and pressure
test as required to identify leakage point(s) in vicinity of post base. If this pipe is OK,
inspect and pressure test the adjoining waste pipe/drain. Excavate and probe the
ground the post footing is founded in to confirm founding material to post has not
been compromised/weakened by water spurting from pipe. Iinspect footing and HD
bolts and base plate to base of post. If founding material uncompromised,
repair/replace pipe/joints as required then backfill excavation and pipe with N25
concrete leaving neat concrete base to post base similar to adjoining existing post
bases. If footing founding material compromised, replace footing to same concrete
detail (minimum) together with new cast in same size hot dip gal HD bolts to refix
base of steel post. Remove props when concrete has reached 20Mpa compressive
strength. Make good/ level ground around base of post.

Fill opened up vertical joint in weatherboard sill beneath window with flexible filler
external and internal. Paint locally to match in with adjoining.

INTELARA PTY LTD Page 4 of 20
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Standards for Repair Work

All work to be carried out strictly in accordance with the relevant provisions of the
Building Code of Australia.

. Al reinforced concrete work to AS3600

. All reinforced masonry concrete work to AS3700

All plumbing work to AS3500

For references purposes, we attach several photos from our inspection.

Photo 009

Photo 010
Photo 012

Photo 013

Photo 015
Photo 021
Photo 023
Photo 025
Photo 026
Photo 028

Photo 029

Photo 030

Photo 041
Photo 044
Photo 053

Photo 056

INTELARA PTY LTD
8581rpb01.doc

View of base of roof stormwater down pipe where water reportedly spurted
from the ground

View of retaining wall to north elevation looking west

Rear view of residence. Note external rear stair to right and out of plumb
steel post to left side.

View of top of retaining wall along the base of the northern elevation
looking west from side boundary

Out-of-plumb steel post to south-east comer of residence

Horizontal crack in bed joint at top of retaining wall where pier is supported
Horizontal cracks in top of retaining wall and note lean on wall at top
Bearer supporting northern wall well off set from supporting masonry pier.
Ditto 025

Two of the three original concrete stumps at the western end of the
northern wall. Note the scaffolding plank retaining

View of stumps and retaining wall along northern elevation looking east
from west end of residence.

Western end of masonry wall to northem elevation looking east. Note the
broken masonry and steel anchor bolt

Rear stair landing timber framing from underneath
Rear stair —note bowed and out of plumb posts supporting roof.

Vertical joint in weatherboards beneath window to eastern elevation
opened up.

View of [Jjjjjj Street boundary fence (left) looking west

Page 5 of 20
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We trust that our comments assist you with your assessment.

Should you require any further information, please do not hesitate to contact the
undersigned at this office.

Yours faithfully

Enc.'Sketches SK1 to 4
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PHOTOS

Photo 002

Phoio 001

Photo 004
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Photo 008

Photo 007
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Photo 014

Photo 016

nge 10 of 20

INTELARA PTY LTD
8581rpb01A.doc

447



Photo 017 Photo 018

Photo 019 Photo 020
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Photo 021 Photo 022

Photo 023

Photo 024
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Photo 026

Photo 025

Photo 027

Photo 028
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Photo 030

Photo 029

Photo 032

Photo 031
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Photo 034

Photo 033

Photo 036

Photo 035
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Photo 038

Photo 039

Photo 040
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Photo 041

Photo 043 Photo 044
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Photo 050

Photo 049

Photo 052

Photo 051
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Pheto 053

Photo 055
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INSPECTION REPORT OF CLAIM - | R

MR N an I T I - AST

[PSWICH QLD 4305

This report contains an overview of the claim, summary and recommendations

Date of Report: 11" March 2011

Approximate Date of Loss: 10" January 2011

Claim Number: I

Assessor: MYI Freemans

Reported Cause of damage: Flash Flood, Storm and Flooding
Status of Claim: Under Review

Summary:

| have attended site and inspected the insured property on Thursday 10" March 2011. This was by
the request of Executive Manager of Household Claims |l 2nd the insured. | 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. | have questione(— 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. | 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. il 2'sc 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.

I 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. [ be'ieves that the stormwater flash flooding height was

approximately Im high in the top storey and then the flood water level reached approximately 2.4m.

I 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. | JJif ensineer 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. | 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.
I s 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. | believe that these walls
would need to be painted to the height of the timber cornice. | 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 110m2

e Wash, clean and repaint the timber T&G VJ linings through out

e Wash, clean and repaint the timber skirtings and architraves

e Supply and install new plasterboard wall sheets to the bottom half of the stairwell wall

e 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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e Sand and polish the timber floor to the lounge, dining, hall, pantry and two bedrooms.
e Supply and install new carpet to the sunroom.

e Supply and install new vinyl to the WC and rear entry areas

e Remove and realign all doors and clean and repaint.

Lower Level: approximately 65m2

e Clean all wall cavities and areas of need and provide an Anti-Microbial treatment spray
e Supply and install all new plasterboard ceilings and cornice through out

e Supply and install all new plasterboard wall sheets through out

e Supply and install new skirting, architraves and doors

e Sand, seal and paint all the new plasterboard and fittings

o All electrical inspected and tested and replaced as required

e Supply and install new timber look alike vinyl flooring through out

e Supply and install new timber French 8 lite doors to rumpus room

e Supply and install new chipboard shelving in storage room and cupboard under the stairs
e Supply and install new laundry tub

e All joinery to be cleaned and serviced to a smooth working condition

External Repairs:

e Wash and clean brickwork from water stains

e Engineer to scope the repairs needed to the stumps
e Replace four air conditioning units

e 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 | 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. | would be recommending that a building reserve of $140,000 be set, reviewable following
engineer review and preparation 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.
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Quality & Technical Loss Adjuster
RACQ Insurance

BSA Licence 1044356

—_—
——
——
—
—

——(
—i
—rq
—
r—n'\.‘

—~ g

~4

- !

This photo shows the roof valley that overflowed and wall with the feature window is the
wall that had the rainwater running down internally.
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The internal wall that the stormwater has ran down.

466



INSPECTION REPORT OF CLAIM - | -

MR I and I ~ [ I /ST

[PSWICH QLD 4305

street height.
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This photo shows the rear downpipe has dislodged from the gutter

stump movement.
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This photo shows the sunroom that has had the asbestos stripped out by 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 pantry and the general condition of the VJ walls.

The bathroom asbestos ceiling that the volunteers have removed in the clean up.
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I
Sent: ursday, p ;

To: W
Subject: e: aim | - Scttement Offer
Attachments: img001.jpg

From:' ‘ “@racqi.com.au>
To: F‘ j N ,
Sent: Thursday, arch 2011 5:0

Subject: RACQI Claim || - Scttement Offer

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.
e The engineers report which has been incorporated into the scope for repair.
e  The report by our Quality & Technical Loss Adjuster.

I would also make the following clarifying comments to assist in this process.

Building 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 qualified 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 office 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 office on Tuesday.

Regards,

I (0iv Bus - FLM)

Executive Manager - Household Claims & Loss Adjusting

RACQ insurance

PO Box 3004
Logan City DC QLD 4123

Phone:
Email: i(@racqi.com.au

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 RACQ! 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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31 March 2011

SETTLEMENT ACCEPTANCE

Household Insurance Claim

Insureds: l. I

Claim Number:
Damaged Property: I B £AST IPSWICH, QLD 4305

We B B 22rec that payment by RACQ Insurance of the total amount of:

Two Hundred & Twenty-Five Thousand, Three Hundred & Seven Dollars, & Sixty Five Cents
{$225,307.65)

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 final settlement of our claim is Two Hundred & Ten Thousand, & Seven Dollars, &
Sixty Five Cents ($210,007.65)

We agree that by accepting payment we are acknowledging that RACQ Insurance 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: /Lf —

Name

Signature:

Date: IL('L{«' Y,

Witness Name:
J
Signature: (LEte T2 ,a/;/zﬂl,r Abov’ - s
Fa
Date: Wt DD wiiakss facd oTAs S\S
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From:

_ s m— - i— N E—— _ %

Sent: iL2011 8:18 AM
To:
Subject: RE: RACQI Claim _ Settlement Offer

Thank you for your email [l

I will arrange for the agreed settlement of $210,007.65 to be paid via EFT to you today.

Regards,

 T——

Executive Manager - Household Claims & Loss Adjusting

RACQ - Insurance

PQ Box 3004
Logan City DC QLD 4123

Phon
Mobil
Fax: 07 34232487

Email: -@racgi.com.au

From :T_
Sent: Thursday, 14 April 2011 3:12 PM

Tn:*

Subject: Re: RACQI Claim _- Settlement Offer

From: ‘ i u>
To:
Tobject: RAC Caire R

jubject: RACQ! Claim| - Seitlement Offer

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:

The scope of works for the required repairs to your home.
The engineers report which has been incorporated into the scope for repair.
*  The report by our Quality & Technical Loss Adjuster.

I would also make the following clarifying comments to assist in this process.

Building Repairs
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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 qualified 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 cxceed 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 [ have considered this, along with the
circumstances invelved 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.

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.

Tam out of the office now until next Tuesday, however I will be checking my emails when able. If you
.lave 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 office on Tuesday.

Regards,

(Dip Bus - FLM)
Executive Manager - Household Claims & Loss Adjusting

RACQ - insurance

PO Box 3004
Logan City DC QLD 4123

Phone: ‘
Email: ([@racqi.com.au
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This communication has been sent on behalf of RACQ Insurance Limited [RACQI]. The Informatien 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 recelved this communication in error, please delete it immediately. RACQ! and its associated entities do not warrant or represent that this
commuication [including any enclosed files] Is free from electronic viruses, faulls or defects.
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From:

Sent: Frid 12011 3:14 PM

To:

Subject: Fw: RACQI Claim || - s<ttement offer
Attachments: img001.jpg

Hell

Further to my earlier email | confirm we have now processed the agreed settlement via EFT. | have attached a copy
of the settlement acceptance document for your records.

Regards,

I - o - )

Executive Manager - Household Claims & Loss Adjusting

RACQ Insurance

'O Box 3004
Logan City DC QLD 4123

Mobile
Fax:
Email: W@racgi.com.au

From:
Sent: Friday, 15 April 2011 8:18 AM
To:

Subject: RE: RACQI Claim_ - Settlement Offer
Thank you for your email -

I will arrange for the agreed settlement of $210,007.65 to be paid via EFT to you today.

" .egards,

I o 5. -ruv)

Executive Manager - Household Claims & Loss Adjusting

RACQ . insurance

PO Box 3004
Logan City DC QLD 4123

Phone: 07
Mobile:
Fax: 07 34232487

Email:_ﬁ)racgi.com.au

Fi'blh:
Sent: Thursday, 14 April 2011 3:12 PM

To:ﬁ

subject: Re: RACQI Claim (| s<ttiemert offer

X
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From: racgi.com.au>
To:

Sent: Thursday, 31 March 2 -
Subject: RACQI Clai - Settlement Offer

We are now in a position to detail our full and final settlement offer for your claim.

I'have attached relevant settiement documentation for your review and where appropriate your completion
and return.

To support this offer I have also attached a number of documents including:

»  The scope of works for the required repairs to your home.
*  The engineers report which has been incorporated into the scope for repair.
The report by our Quality & Technical Loss Adjuster.

I ' would also make the following clarifying comments to assist in this process.

Building 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 qualified 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 aitached report, and the recommendations have been included in the repair scope as
“etailed.

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 T 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.

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.
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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 accommeodation (26 weeks) and this is now reflected in our offer as detailed.

I am out of the office 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 office on Tuesday.

Regards,

B i 50 - FLV)

Executive Manager - Household Claims & Loss Adjusting

RACQ Insurance

PO Box 3004
Logan City DC QLD 4123

Jhone:

Email: ([@racqi.com.au

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.

485



Exhibit 51

486



ourRef:  MAF(flood): N Contact:

. " T H
Date: Friday, 15 April 2011 Forephane gg;g o 5aaa

E-mail: cpuadvice@legalaid.qld.gov.au

Graham Dale

RACQ Insurance

PO Box 3004

LOGAN CITY QLD 4114

Facsimile No: 07 3219 0489

Email:_@racqi.com.au

Dear Colleague

I - . 7 PswicH QLD 4305

We refer to the public statement issued by RACQ on Facebook yesterday afternoon
which is republished on the RACQ website.

The document discloses information from which the identity of and his

parents, is apparent or can be reasonably ascertained as
defined In 8.6 of the Prnvacy Act 1988 (Cth). We have been asked to respond to you on
their behalf.

Of grave concern is the fact that the public statement:
1. breaches the privacy of and
2. contains information that is inaccurate and/or incomplete such that it is
misleading and inaccurate.

The - acknowledge that the RACQ provided an offer of settlement on 31 March
2011 which they accepted on 14 April 2011.

However, the settlement offer, terms of the offer and acceptance of the offer was not
information in the public domain and is personal information of the

RACQ has published and disclosed this information without the consent, express or
implied, of the - in direct contravention of National Privacy Principle 2 of the
Privacy Act 1988 (Cth).

The [l have been damaged by the unauthorised disclosures of their personal
information by RACQ.

It is also of great concern that the information disclosed by RACQ is inaccurate and
incomplete so as to be misleading because the public statement implies that the

have been fully compensated for their loss and fully compensated in a timely
way such that there was no need for them to live in substandard conditions of

accommodation.
44 Herschel Street Telephone: 1300 65 11 88 GPO BOX 2449
BRISBANE QLD 4000 www.legalaid.gld.gav.au BRISBANE QLD 4001

ABN: 69 062 423 924 DX 150 BRISBANE DOWNTOWN
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15/04/2011 2

However RACQ did not acknowledge that their offer of settlement does not fully
compensate the-for the damage they suffered.

RACQ accepted that the flooding that affected the [JJJllif was fiash flood. There are
limits in the policy which mean that even when RACQ accepts a flash flooding claim,
they will pay a maximum of 50% of the sum insured.

RACQ offered to pay 50% of the contents lost. In relation to the building claim RACQ
offered $145,000, which was less than 50% of the sum insured. Our client’s building
quote was $225,000.00.

The- damages were over $370,000.00 (including emergency accommodation)
and RACQ have offered $225,000.00.

In relation to RACQ's comments that there was a payment for emergency
accommodation, the payment was given to theﬂfer essential contents. The
reality is the only 4br house available for rent in the area as of last week was $677.00
per week and given that the did not have any contents they could not

have signed a lease, paid for rent and purchased essential goods and clothing. We do
not believe it is possible to rent a property without signing at least a 6 month lease,
especially given the housing shortage in Ipswich. It is disingenuous to suggest that the
initial payment made was able to be used by the family to rent suitable accommodation
in the Ipswich area.

The settlement agreement included a confidentiality clause.

to sign a settlement agreement that included a
confidentiality ¢ I our view was against public policy as it sought to restrict
the ability of th to discuss their case with anyone even though they are at law
required to disclose any claims to future insurers. In fact the confidentiality clause was
so wide that they could not have spoken to a lawyer or arguably disclosed the
agreement in any legal proceedings seeking to enforce the agreement.

RACQ were requiring the

in any event, in light of the immediate and misleading disclosures by RACQ following
ment, we believe this amounts to a waiver by RACQ of the obligations on the
to maintain confidentiality.

It addition, we are of the view that the RACQ public statemenits also breachés the

RERLE SENCIE R S upe

As you have already disclosed misleading information to the public, it is no longer
adequate to simply remove the information from the public domain. The

require that RACQ correct the information, as provided for in the National Privacy
Principle 6, and pay compensation to them for the breach of their privacy.

Please provide:

1. adraft copy of the information you propose publishing to correct the incorrect
and incomplete information already disclosed by you so that theﬂcan
approve and authorise its disclosure; and

2. your proposal for compensating the-for the breach of their privacy:;
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15/04/2011 3

by close of business Tuesday, 19 April 2011.
If we do not receive a response from RACQ, we will seek instructions from the-

to lodge a complaint with the Federal Privacy Commissioner requiring an immediate
investigation of RACQ.

Yours sincerely,

per

Leial Aid aueensland

Senior Solicitor/Consumer Advocate
Civil Justice Services (consumer protection)
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From: Blegalaid.qld.gov.au)
Sent: Fnday, 15 April 2011 12:06 PM

To: DAL

Ce:

Subject:

Attachments: lenter of compiaint finglised.doc

<<letter of complaint finalised.doc>> please see attached. Please respond by close of business Tuesday 19 April
2011.

The Consumer Emtection Unit at Legal Aid Queensland provides advice and representation specialising in consumer
injustices inciuding disputes with credit providers and insurers. Advice can be booked by calling 1300 65 11 g8 or Soo

Sergeant on 3238 3232,

| Senior Solicitor/ Consumer Advocate | Consumer Protection Unit) Legal Aid Queensland p 3238
3015 f3238 3400

JISCLAIMER: The contents of this email (including any attachments) are confidential and privileged and are intended only for the
addressee. Any confidentiality or privilege is not waived or last because this email has been sent to you by mistake. Any
unauthorised use of the contents of this email is expressly prohibited.

If you receive this email in error, please contact us, then delete the email,
Emails may be interfered with, may contain computer viruses or other defects and may not be successfully replicated on other

systems. We give no warranties in relation to these matters. If you have any doubts about the authenticity of an email purportedly
sent by us, please contact us immediately.
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ourRef:  MAF(fiood): [ Contact: .
] one:
Date: Wednesday. 6 JUIV 2011 Facsimlle: (0:3 3238 3540
E-mail: Cpuadvice@legalaid.qid.gov.au

Graham Dale

RACQ Insurance

PO Box 3004

LOGAN CITY QLD 4114

Facsimile No: 07 3219 0489

Email:-@racqi.com.au

Dear Colleague

I < . (PswicH QLD 4305

We refer to the public statement issued by RACQ on Facebook yesterday afternoon
which is republished on the RACQ website.

The document disclo i j m which the identity o_ and his

parents, is apparent or can be r |a50Mably asceriained as
defined in s.6 of the Privacy Act 1988 (Cth). We have been asked to respond to you on
their behalf,

Of grave concern is the fact tha i .
2. contains information that is Inaccuiate ana/or Incomplete such that it is
misleading and inaccurate.

The Il =cknowledge that the RACQ provided an offer of settiement on 31 March
2011 which they accepted on 14 April 2011,

However, the settlement offer, terms of the offer and acceptance of th was not
informaticn in the public domain and is personal information of theﬂ

RACQ has publi d disclosed this information without the consent, express or
implied, of the in direct contravention of National Privacy Principle 2 of the
Privacy Act 1988 (Cth).

The- have been damaged by the unauthorised disclosures of their personal
information by RACQ.

It is also of great concern that the information disclosed by RACQ is inaccurate and
incomplete so as to be misleading because the public statement implies that the

have been fully compensated for their loss and fully compensated in a timely
way such that there was no need for them to live in substandard conditions of

accommodation.
44 Hergchel Street Telephone: 1300 66 11 88 GPOD BOX 2448
BRISBANE QLD 4000 www. legalaid.qld.gov.au BRISBANE QLD 4001

ABN: 69 D62 423 p24 DX 150 BRISBANE DOWNTOWN
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However RAcgd'Mcknowlede that their offer of settlement does not fully
compensate th for the damage they suffered.

RACQ accepted that the flooding that affected the -fvas flash flood. There are
limits in the policy which mean that even when RACQ accepts a flash fiooding claim,

they will pay a maximum of 50% of the sum insured.

RACQ offered to pay 50% of the contents lost. In relation to the building claim RACQ
offered $145,000, which was less than 50% of the sum insured. Our client's building
quote was $225,000.00.

The IIE damages were over $370,000.00 (including emergency accommodation)
and RACQ have offered $225,000.00.

In relation to RACQ's comments that there was a payment for emergency
accommodation, the payment was given to the ﬂfcr essential contents. The
reality is the only 4br house avaitable for rent in the area as of last week was $677.00
per week and given that the did not have any contents they could not

have signed a lease, paid for rent and purchased essential goods and clothing. We do
not believe it is possible to rent a property without signing at ieast a 6 month lease,
especially given the housing shortage in Ipswich. It is disingenuous to suggest that the
initial payment made was able to be used by the family to rent suitable accommodation

in the Ipswich area.

The settlement agreement included a confidentiality clause.

RACQ were requiring the [ to sign a settlement agreement that included a
confidentiality cl t in our view was against public policy as it sought to restrict
the ability of the to discuss their case with anyone even though they are at law
required to disclose any claims to future insurers. In fact the confidentiality clause was
so wide that they could not have spoken to a lawyer or arguably disclosed the
agreement in any legal proceedings seeking to enforce the agreement.

in any event, in light of the immediate and misleading disclosures by RACQ following
the settilement, we believe this amounts to a waiver by RACQ of the obligations on the
to maintain confidentiality.

In addition, we are of the view that the RACQ public statements also breaches the
Insurance Code of Practice.

As you have already disclosed misleading information to the public, it is no longer
adequate to simply remove the information from the public domain. The

require that RACQ correct the information, as provided for in the National Privacy
Principle 6, and pay compensation to them for the breach of their privacy.

Please provide:
1. adraft copy of the information you propose publishing to correct the incorrect

and incomplete information already disclosed by you so that Ihe-can
approve and authorise its disclosure; and
2. your proposal for compensating the [l for the breach of their privacy;
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6/07/2011 3

by close of business Tuesday, 19 April 2011.

If we do not receive a response from RACQ, we will seek instructions from the
to lodge a complaint with the Federal Privacy Commissioner requiring an immediate
investigation of RACQ.

Yours sincerely,

per

Leial Aid Queensland

Senior Solicitor/Consumer Advocate
Civil Justice Services (consumer protection)
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Partner I
Direct line
Email @mccullough.com.au

Our reference
Your reference

MJIM:154642-00002,

MAF (flood) : [
15 April 2011

Senior Solicitor/Consumer Advocate
Legal Aid Queensland

Email cpuadvice@legalaid.qld.gov.au

Dear M-

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 |l 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 il tc remain unanswered, as permitted by National
Privacy Principle 2.1.

Having made the untrue and misleading statements that they have, the i wou!d 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
(© breached the Insurance Code of Practice.

This communication (including attachments) is only intended for its addressees and may contain privileged or confidential information. Unauthorised
use, copying or distribution of any part of this document is prohibited. If you are NOT an intended recipient please notify us immediately and destroy
the communication.

Level 11 Central Plaza Two 66 Eagle Street Brisbane QLD 4000 GPO Box 1855 Brisbane QLD 4001 Australia | ABN 42 721 345 951
Telephone 07 3233 8888 | Fax 07 3229 9949 | Web www.mccullough.com.au

Partners Bill Morrissey Kristan Butler Cameron Dean Special Counsel Consultants

Brett Heading Stuart Macnaughton Darren White Janelle Moody Prof Jeff Mann AM Kerry Prior AM

Peter McKnoulty Brad Russell Kristen Grover Troy Webb Peter Gill Tim Whitney

Guy Humble Sean Robertson David Marschke Brendan Tobin Sophie Ward Michael Wynter
James Peterson Malcolm McBratney David Downie Michael Moy Kim Trajer Prof Paul von Nessen
Peter Kennedy Mark West Tim Wiedman Lisa Blumke Prof Peter Little
Rodney Bell Matthew Burgess Michael Rochester Neal Dallas Prof Myles McGregor-Lowndes OAM
lan Hazzard Timothy Longwill Hayden Bentley Danielle Natoli Donald Palmer

Peter Stewart Diana Lohrisch Scott Butler Tim Sayer Dr Amanda McBratney
Brad McCosker Patrick Holland Matt Bradbury Belinda Hughes Phillip Toyne

Tony Cotter Trudy Naylor Scott Whitla Andrew Muir Gerard Thorpe
Damien Clarke Russell Thirgood Jeremy Kennedy Charlotte Davis

Michael McCafferty Derek Pocock Paul McLachlan Tim Hanmore

Dominic McGann Reece Walker Heather Watson

Partners, Special Counsel and Consultants of McCullough Robertson — Brisbane, Newcastle and Sydney
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Ms L Kreet

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

11635167v1 | 15 April 2011 2
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Partner

Direct line
Email

Our reference
Your reference

MJM:154642-00002

MAF (flood) : [

19 April 2011

Senior Solicitor/Consumer Advocate
Legal Aid Queensland

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 |Jjjjiilj under the Privacy Act 1968
(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

This communication (including attachments) is only intended for its addressees and may contain privileged or confidential information. Unauthorised
use, copying or distribution of any part of this document is prohibited. If you are NOT an intended recipient please notify us immediately and destroy
the communication.

Level 11 Central Plaza Two 66 Eagle Street Brisbane QLD 4000 GPO Box 1855 Brisbane QLD 4001 Australia | ABN 42 721 345 951
Telephone 07 3233 8888 | Fax 07 3229 9949 | Web www.mccullough.com.au

Partners Bill Morrissey Kristan Butler Cameron Dean Special Counsel Consultants

Brett Heading Stuart Macnaughton Darren White Janelle Moody Prof Jeff Mann AM Kerry Prior AM

Peter McKnoulty Brad Russell Kristen Grover Troy Webb Peter Gill Tim Whitney

Guy Humble Sean Robertson David Marschke Brendan Tobin Sophie Ward Michael Wynter
James Peterson Malcolm McBratney David Downie Michael Moy Kim Trajer Prof Paul von Nessen
Peter Kennedy Mark West Tim Wiedman Lisa Blumke Prof Peter Little
Rodney Bell Matthew Burgess Michael Rochester Neal Dallas Prof Myles McGregor-Lowndes OAM
lan Hazzard Timothy Longwill Hayden Bentley Danielle Natoli Donald Palmer

Peter Stewart Diana Lohrisch Scott Butler Tim Sayer Dr Amanda McBratney
Brad McCosker Patrick Holland Matt Bradbury Belinda Hughes Phillip Toyne

Tony Cotter Trudy Naylor Scott Whitla Andrew Muir Gerard Thorpe
Damien Clarke Russell Thirgood Jeremy Kennedy Charlotte Davis

Michael McCafferty Derek Pocock Paul McLachlan Tim Hanmore

Dominic McGann Reece Walker Heather Watson

Partners, Special Counsel and Consultants of McCullough Robertson — Brisbane, Newcastle and Sydney
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Ms L Kreet

(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 i 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 |JJij 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 |Jjil§ 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.

11640363v2 | 19 April 2011 2
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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

16

17

18

19

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.

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.

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).

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 | 2'c obliged to maintain the confidentiality contemplated by it.

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

21

22

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.

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.

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 |Jij for breach of privacy.
24 Our clients:
11640363v2 | 19 April 2011 3
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Ms L Kreet

(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 |Jjjiij 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 N
11640363v2 | 19 April 2011
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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.

_.n'ell- as someone just sitting round waiting for

':‘Cm:c.-. these idiots to decide, I would like to let you know that we are NOT
entitied to talk to the dedision makers or the big wigs we are not even
entitled to an email address to email them, what would you suggest we
do, we have been here for over 6 weeks, we are refused e

Yesterday at 3: 19pm

7 February 2011 — Media Release by_

East lpzwi 5
PH

0272011

For Immediate Release
FLOOD SURVIVORS PROTEST AGAINST RACQ

Protesters will speak out against insurers on Saturday 12th Febraary 2011, Policy holders are
fed up with the inability of insurance companies to assess claims in a timely manner.,

The RACQ are not adhering to the General Insurance Code of Practice, which they subscribe
to. Many families are in extreme emotional and financial hardship while the RACQ, and
other insurers, refuse the essential means to recover from this disaster.

The -hnme was flooded by storm water runoff approximately 12 hours before the
major flooding of Ipswich. We were hit by an insured event yet we have been denied
emergency accommeodation by the RACQ.

We have been hung up on several times by their staff and they continue to state that there is
nothing further they can tell us.

We will no longer accept their behaviour or their excuses any longer. The RACQ's behaviour
is harming us and other families.

All families affected are encouraged Lo atlend and have speak out.

We need to be listened to. These companies must act.

As individuals we are being fobbed off and left to wonder, As a collective we hope to push
these companies 1o take acli mediately.

The protest will be held a St, East Ipswich, 4305 on the Saturday 12th February 2011
from 10 am to 3pm.

For further information contact:
Mame
Mobile Number

I
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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. | 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-)

InsuranceVictim (G hours aga)

Since RACQ official has banned all comments from pecple on their site and are claiming
harassment, let them understand that 55 DAYS WITHOUT AN ANSWER TO A CLAIM 1S
PATHETIC AMD THEY MEED TO STOP PLAYING THE HARD DOME BY COMPANY WE ASKED
LEGITIMATE QUESTIONS ON YOUR SITE YOU CANT ANSWER SERICOUS QUESTIONS YOU
LEAVE PEQFLE IN SERICUSLY DANGERCOUS SITUATIONS DUE TO YOUR REFUSAL TO KEEP
WITHIN YOUR OWHN TIME FRAMES YOU ARE HURTING PEQFLE HOPE YOU ARE FROUD OF
YOURSELVES AND YOUR COMPANY - TAKE YOUR LYING ADS OFF THE TELEVISION AMND
EXPECT A COURT DATE FROM THOSE OF US THAT YOU HAVE SHAT ON .

InsuranceVictim (23 hours ago)

For someone with the age of 106 you would think that you would have mare respect for peaple
than what you have.

racqsux (1 day ago)

Ifthey ‘lock after their staff they way they look after their customers - they will be looking for lots of
new staff in the near future.

racqsux (1 day ago)

competitive rates - Yes, very cheap

Looking after Qlders for over 100 years.. That is debatahle. They didnt look after me in 2002 and
| walked.

Alocal you can trust - | seriously doubt that, and don't think many flood-affected Qiders will agree
with it.

THIS COMPANY HAS LOST THE PLOT AMD 1S MOT INTERESTED IMN YOU.. JUSTYOUR
PREMIUMS AMND MAKIMNG BIG FAT PROFITS.

InsuranceVictim (1 day ago)

| have to say that this message is very upsetting for those Queenslanders that are having issues
with RACQ after 55 days of waiting for answers they are somewhat disgruntled and upset. May |
suggest that you dont use this adverising until you have sorted out the issues with the recent
January floods this sort of advertising just angers those still waiting for answers as they find this
very hurtful.

25 February 2011 - Facebook

—

m —ﬁ'ne people on the other end of the phone are

ST just doing their jobs, they do not make the dedsions whether to pay out

* or not, venting at them is not the answer its the fat cats in their ivary
towers that need to hear about what their decisions are doing to
peoples lives,

W tard=v =+ 7 A0mm
esterday at . 95p
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w -.I'E"-- as someone just sitting round waiting for

B':"{U'-r these idiots to dedde, I would like to let you know that we are NOT
entitled to talk to the dedsion makers or the big wigs we are not even
entiled to an email address to email them, what would you suggest we

do, we have been here for over & weeks, we are refused e
Yesterday at 3: 14pm

-‘.‘] _fu'e are refused everything from them we are living in
Rae!

shitful conditions, we cannot make any dedsions to move forward we
cannot rent we still have a house payment to make, what do you want
us to do? I try my best to be polite, to be patient but after & and a half
weeks I dont have that in me anymaore, All we wantis an answer, look
from our side we ring and all we get is I dont know from these people,
that is not good enough if they dont know they need to get some
training and find out.they are there to take calls that reguire them to
give information and they cant. Find a different job would be my
suggestion at a company that doesnt torture its customers. If you want
to work for RACQ then thatis your dedsion you choose to work for a
company that lies and steals from its customers dont expect the
customers to be gracious about that. Would you wait for & plus weeks
for an ambulance or would you be yelling at the operator that it needs
to be here now ...

Yesterday at 3:31pm

2 March 2011 - Facebook

w _I got a letter from Eradley Heath CEQ of RACQ

",

Bh:;;,-., insurance .. same shit same company different signature ... we are
busy it is an extreme event and they are busy.. they cannot decide our
dlaim till the reports are in blah blah blah again same shit different day In
fact DAY 50 today

about an hour ago

4 March 2011 - Facebook

7 March 2011 - Facebook

506



8 March 2011 - Facebook

I
[
]
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
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21 March 2011 - Twitter
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Facebook:

ﬁ;{-’_; I had & policies ariginally with RACQ we are down to 4 and the others are coming in
; to be done, I even have to do all the work to take them away from them shitty
bastards - at least I know that in the event of an emergency we wil be covered
immediately not 3 months later,. RACQ U SUK

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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Car Insurar

%. W No Claims in

$150 Off. Bur

Reallnsuranc

Home | Bookmark | Tell Active petitions in over 75 countries

Remove the Royal Charter from RACQ
Published b'_«_on Mar 27, 2011 70 Signatures @

g Recommend & Send W 108 people recommend this. Be the first of your friends.

Target: Her Royal Majesty The Queen Of England %

Region: Australia &

Web site: http://www.facebook.com/home.php?sk=group_19383899...

Sign the petition D 2 Tweet 0 +1 0

Background (Preamble):

In 1921 Royal Automobile Club Queensland (RACQ) were granted a royal charter to use
'Royal' in their name. January 2011 many homes were hit by a natural disaster. There
were many claims put to this insurance company.

This company chose not to provide emergency accommodation to its policy holders, it
chose not to honor claims and it has left many families waiting for over 75 days for an
answer While they continue to advertise their speedy claim policy and apparently funny
ads. The behavior of this company and its employees is a disgrace.

We believe that RACQ does not deserve to use the 'Royal’ in their name and we petition
the Queen of England to remove the Royal Charter that has been granted to RACQ.

Petition:

We, the undersigned respectfully ask that Her Royal Majesty The Queen Of
England, revoke the royal charter that was granted to RACQ (Roval Automobile
Club Queensland) in 1921.

On behalf of all the policy holders that have been left in extreme hardship,
physically, emaotionally and financially by RACQ. We believe that RACQ does not
deserve the honor of using the royal title in their name.

| Sign the petition

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.qId.gov.au/_data/assets/fiIe/0003/5736_PDF

14 April 2011

15 April 2011

Apparently we are according to & poster on the website defaming RACQ since when is
teling the TRUTH defamation .. also would some one advise the stupid twat that we did
not pay for our shirts they were donated to us by an awesome chic., see they siill cant
seg the forest through the trees |,

Y 2 people like this.

orry guys I just cant let this go I need to say a few
mare things feel free to tell me to stop though.. What right does any
one have to judge what I dao - think about the flood and what people
got to save now think about having to replace everything induding the
basics - dothes medication everything then try to figure out how much it
would have cost to supply rubbish bags gloves and protective
equipment to cean out the house (all of which RACQ was responsible to
do but failed to provide this service) I know I spent over 500 dollars
providing equipment that they should have been doing...then lets ad in
that we need to eat - no electricity no fridge nothing so apart from
vegemite sandwiches buying milk every day that could only be used in
the morning because of the heat of the day etc etc etc. The lists of the
basics that we needed go on and on and on and to replace everything in
the basic range is friggen expensive (socks school uniforms, books,
shoes, shorts jocks etc etc I dont feel like I should have to explain what
I spent this money on but it seems that people want me to be
accountable for the money I received and if they took even 5 min to add
up replacing the mere basics they might think somewhat differently. The
author of the courier mail story is a deceptive character that preys on
people in their lowest times threatening to print bullshit until I gave him
answers which he twisted to his own pathetic truths this is the dassic
example of why people are crudfied unjustly in their world. He had the
heads up from RACQ as he spoke to me a the day before and was
asking dubious guestions. He is a nasty man but if you lie down with
dogs you will get fleas ... May the courier mail and RACQ be best
buddies forever because they really do deserve each other tacky and
shoddy .. another QLD “icon”™ seems all the QLD “icons” think that they
rule the state and defy their own laws rules and regulations. .. so do me
a favour -spend 20 min and do a budget and let me know how you
would sit in my position because maybe I am really an idiot and didnt do
this right all of this iz enough to make me question myself and my
reasoning ..

Erid=sw =+ O 1
rrigay at 9..249p
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Whoops forgot to get you to add the nearly 4000
dollars to rewire the top of the house (also the responsibility of this
lousy company) so we could have power and lights.. and please add in
the 800 dollars of calls that were made to racg alone in regards to the
claim .. T am sure there are a few more that I can come up with

nope back again please add a washing machine,
dryer, dishwasher - equipment to sleep in and on |, blankets pilows ...

20 April 2011 - Posted on the World Socialist Web Site:

_=

23 April 2011
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—I see that they have a link there to the alleged 'facts’

fact is this company suffers from delusions of being a Queenslander, of
being community minded and actually providing insurance, T have not

seen so much false advertising in my entire life, RACQ just are
aerseholes

April 23 at 4: 10pm - &b 3 people
29 April 2011

fes we have shut up for now but I promise you once
my family is in a safe place and we are protected then RACQ will be
getting it from both Barrels from me .. in my silence it is building and by
god they had want to watch out because I am getting angrier by the
day.. I may be guiet now but it will not be forever, and once it starts I
will not stop . they have hurt my family so badly to the point that we
need to move house, God help them cause they are gaoing to need it ..

1 hours ago

16 May 2011

Only & week and a half to go for us to be out of this hell of 2 house, just you wait
RACO we will come back and bite you so hard on the bum it is not funny look out.
RACQ's and many other insurers behaviour is downright disgusting, if they think
people will go away they better think again. You pay for insurance for a reason,
to be covered not to be crapped on when they feel they can get away with it.

24 May 2011

m-be careful with the media and the insurers
we learnt the hard way about what they will do .. the insurers thatis ..

just step carefully and dont talk to the wanker at the courier mail he is
viscous and sneaky .. and in cahoots with the insurers T am sure .. T wil
be starting my next round of anti racq attacks as soon as I have my
family in a place thatis safe .. then the shit wil fiy .. coming to screen
near you really soon,. Itis very hard for people to understand your
situation and we all have varying prablems with all of our daims but the
base point here is we have all been inundated by water and screwed
over by the insurers .. and plenty of other areas too.. hold strong mate
(easier said than done) come have a coffee with me sometime ar T will
come to you if that is easier..

15 hours aqo

e
L0 Tl aljL

20 June 2011
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24 June 2011

H Ey'- this is a long term battle and although

we are a it quiet tor now it will hit the media big time in the future-
most of us are a bit quiet until those who are still waiting get the
results either way - we dont want to jepordise their chances (not
much of a chance but still) RACQ have screwed with too many people
to let this go away - I am with you when it comes to legal aid they
are a help to some but just dont get the reality of it all for others ..
=hout an hour 300

aliaudlL a L agju

27 June 2011

i _I have a bloody big powder store for the

revolution as many of us have that is one big powder keg ready to
blow.... think they have been hard done by now wait till we get them
for real it will hurt soooo much mare and it will feel sooo damn good..
we just need to wait for a bit but it is coming and it will hurt their
business ..

IR0 e Tals
L nours ago

5 July 2011

11 July 2011

518



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 roods._ 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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28 February 2011
SETTLEMENT ACCEPTANCE

Household Insurance Claim

Insurads:

Lass Date:
Claim Number:
Damaged Property: [ BASIN POCKET, QLD 4205

We_ agree that payment of the amount ofs

'Hfty;m_ne Thousand & Séi're'rit\j. pdllér'sﬁﬁi&,ﬁ?ﬂ;m). o .

12 January 2011

+

by RACQ Insurance is made without any admission of liability, and represents full and final
settlement of our claim referred to above.

We agree that by accepting payment we are acknowledging that RACQ, Insurance has fully comptied
with its abligations in respect of our claim.

We further agree that this arrangement is confidential, and agree nat to disclose this document, or
any matters, negotiations or discussions whatsoever relating te this document and/or our clalm.

This Acceptance must be signed by all policyholder/s

Name: NI

Signature

Date:

{/)/ (44

vae: O[] OS] M1 |

Witness Name:
Slgnature:

Date: !
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From:

Sent:

To:

Subject:
Attachments:

H

Further to my discussion witl- on Friday our document is attached for your completion and return.

.doex

As discussed at your home and further with - once completed and upon payment this represents completion of
this matter and this information must remain confidential.

I am happy to receive a scanned copy once signed and witnessed and will have the payment completed immediately
into the bank accaunt you nominated in your last letter.

Thanks again for working through this with me and if you have any further queries then please don’t hesitate to
contact me,

Regards,

I (5.5 Fuv)

Executive Manager - Household Claims & Loss Adjusting

RACQ. Insurance

PO Box 3004
Logan City DCQLD 4123

Mobile
Fax: 07 34232487
Email:-@racgi.com.au
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28 February 2011

SETTLEMENT ACCEPTANCE

Household Insurance Claim

Insureds:
Loss Date: 12 Janua 1
Claim Number:

Damaged Property:

W- agree that payment of the amount of:

Fifty-Nine Thousand & Seventy Dollars ($59,070.00)

BASIN POCKET, QLD 4305

by RACC Insurance is made without any admission of liability, and represents full and final

settlement of our claim referred to above.

We agree that by accepting payment we are acknowledging that RACQ Insurance 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 J
Signature:

Date:

ame: [N

Signature:

Date:

Witness Name:
Signature:

Date:
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23" February 2011

Brighton QLD 4017

ttention: ||| N

Please find attached the building quote we have obtained from Cage Bullding (it is a 'read only' document
and [ am only able to open it by selecting that option).

Regarding the other trades that will be required (ie; plumbers and electricians), we have been trying for
days to get written quotes, to no avall. This has been a fairly comprehensive process and has involved
contacting the real estate agent, neighbours in the local area, local newspapers and local tradesman.
The feedback has been that we will have to wait approximately 4 weeks at the least to get tradesman out
to the property. Then probably another few weeks to get the quote itself written up and supplied to us.
Partly this is to do with many people having commenced the rebuilding process and hence, some
difficulty in now getting quotes at such short notice ie: this week. It appears to have been very
ambitious of us to have presumed we could have gained quotes in a few days, unfortunately.

So we were lefbwith the next best option, which was to consult and talk over the telephone to several
tradesman and has spoken to several tradesman at his work to get as close an idea as possible to

what the costs will be. Hera are the results of those consultations:

sElectrical: Estimated cost to replace complete electrical/mains switchboard, replace all power
points, replace downstairs electrical cable and lights. Installation of all electrical appliances

$5500.00

« Plumbing: Install new hot water cylinder, install new vanity, kitchen hardware and drainage

$4000.00
» Replace all curtains and flyscreens $2500.00
* Repaint exterior of house $3000.00
» Cost for replacement of electrical appliances in kitchen:
1. Stove top: $600.00
2. Qven; $800.00
3. Dishwasher $600.00
Total: $2000.00
s Loss of income (3 menths X $270 pw rent) $3240.00
Interest ont mortgage .00
« Bullding quote $38,830.00

TOTAL _seaaqBo0 £ 7,070

M A4 1/ AM/( /

{J%>
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We are confident that the above costings are as accurate as possible and are a comprehensive
reflection of what it will cost us to get our property repaired to its previous standard.

We have endeavoured to provide an honest and detziled costing and we trust that this information Is
satisfactory and will enable the payment to be made to our bank account, with no further delays.

Our account details:

Account name: _
Bank:
BSB:

Account Number:

Despite this being an extraordinarily distressing experience, we wouid like to acknowledge our meeting
last Thursday 17™ February 2011 as being one that restored our confidence and belief in an Insurance
company that we had placed so much trust in.  Thank you for your honesty and integrity.

Yours sincerely

Stove top:  $600.00
Overt: $800.00
Dishwasher: $600.00
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QUOTE ——

CAGE BUILDING SERVICLS ply itd I
ABN 89 140 757 526 = BSALIC 1181592

18 Cobb Road, Burpengary Qld 4505
Matxle: 0419 668 657

Email: [j@cagcbuiidingsenices.comau

CAGE

BUILDING

S
Date:
Quofted By:
Hasin Focket Contact #

Scope of wark

Remove and dispose of the following
Damaged kitchen

Vanity

All internal doors

Skirting's and architraves

All cornice

All gyprock wall linings

Reinstate gyprock to wall, set sand and cornice all new work

Install new doors and door furniture, install new architraves and skirting

Supply and install new kitchen and bench top, this also includes splash back tiles
Supply and instail new vanity and splash back tiles

Service all sliding windows and doors

Repaint all new work, and sand and polish floors

Bsa insurance has been included in this price $35300.00
Al rubbish created from new work to be remaved from site e e .
Sub Total $  35300.00
BST S 3530.00
Total — s _38830.00

This Quote is valid for 30 days

ABN 89 140 757 526 = BSALIC 118 1592
envALL: [lagebutdngsenices.com.an
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Claim CN:

Closed | Adj: (Technical Claims - Team E) | |

| DoL: 12/01/2011 | St:

Latest Notes

Integration User
14/01/2011 04:41 PM

Loss Adjuster Workflow

ACTION: On Site datasheet printed for internal Loss Adjuster OUTCOME: Loss Adjuster assigned NEXT
ACTION: Await 1st report from Loss Adjuster

14/05/2011 08:43 AM

VALIDATE INVOICE

ACTION: MYI invoice for remaining loss adjusting fee received. PAYMENT: Created payment to MY
$214.50 - OK TO PAY CLAIM CLOSED

eam E update

User

_ 12/10/2011 12:40 PM
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CN: | DoL: 12/01/2011 | St

Closed | Adj: Technical Claims - Team E) | |

15/03/2011

Team E update

; AClIO‘ ‘have recelved final fee invoice from MY]F $214.50. Ou*' ome Ok 1o pay Next action:
- invoice from MYIF ok to close file. : ’ o et

[OKtopay 5.

11:12 AM

ign_reviewed claim Outcome: settlement has been made to insureds as per instruction from -
waiting final fee invaice from MYIF to complete claim Next action: Await final invoice from MYIF
once paid ok fo close file.

mail sent today conﬁrmmg settlement Hi.

have today had the EFT payment completed and 50t

the next day. or so. As agreed this payment is ¢

ac_cordingly.-T.h_enk_s-agaln for working through this with: me Re_ga‘rds
Executive: Manager Household Claims & Loss Adjustlng :

02/03/2011

Agreed Settiement

ACTION; Received completed release from from insured and payment has been actioned as per note
below. OUTCOME: This finalises the matter with the insured and we can now instruct MYIF to close their

Page 2 12/10/2011 12:40 PM




| DoL: 12/01/2011 | St

Closed | Adj: 'Technical Claims - Team E) | |

file and forward a final invoice to complete claim. Have emailed insured confirming receipt of release and ex
gratia payment completed via EFT as agreed. NEXT ACTION: MYIF final invoice to close file.

| 02/03/2

AT

ACTION: MY] site report received. Payment requested as per Executiv nageme
H Payment requested for EFT as per Executive Management request.< $59,070,00-Payr
2 progress payment $550 Await MYl final inveice File back to Event Manager to furthe
~ACTION: Await MY final invoice. Event Manager to update comments. ;

7

28/02/2011 12:43 PM

Discussion with insured

ACTION: Met with insureds to discuss all circumstances. Acknowledged error in advice regarding cover for
flood and our decision to offer an ex-gratia payment in settlement of their claim. The fact that we are unable
to consider any settlement within the policy/PDS wording was fully discusesd due to there being no damage
for flood. While a final determination on the cause of damage was yet to be completed insureds were happy
to negotiate an ex gratia settlement at this time. Insureds agreed to collate documents quantifying their loss
and provide these to me for consideration. OUTCOME: Insureds provided quaniification detai 23
Feb. | considered these 24 Feb and rang and negotiated and full and final settlement with 25

Feb for $59,070.00. Have today sent a release dacument for completion and will finalise claim with ex

gratia settlement once completed and returned. NEXT ACTION: Ex Gratia settlement once release form
returned.

Page 3 12/10/2011 12:40 PM

534



ON: | DoL: 12/01/2011 | St

(Technical Claims - Team E) | |

ACTION: Have agreed to meet with insureds to discuss:claim on. Thursda 17 February. OUTCOME: T be
determlned at meeting 17/2. NEXT'ACTION: Complete meetmg and action any- agreements asa result

09/02/2011 05:22 PM

Discussion with Insured

ACTION: calied insured who had requested the claim be escalated. OUTCOME: Confirmed circumstances
as previously detafled and acknowledged and apologised for incorrect advice previously provided regarding
flood cover etc. Advised insured | wanted to complete further j jgations into this matter and agreed to
call her back by the end of business next Friday 18 February. understands that the loss is likely
to be identified as flood, but fesls betrayed and believes their ability to act on both their insurance coverage
and any opportunity to protect their property was removed by the incorrect advice received. ____JETS
received an initial estimate for repairs for approx $30-$35K. NEXT ACTION: | am arranging to make further
inquiries into this matter and will call insured back to update her.

08/02/2011 02:24 PM

Insured phoned

User: Page 4 12/10/2011 12:40 PM
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CNj | DoL: 12/01/2011 | St
0se J echnical Claims - Team E) | |

02/02/2011

Phone call to Insured

ACTION: InsurMed regarding her call on Friday that | had returned this morning. She advised she
had requested 0 call her however would talk to me. She wanted to know if we had obtained all the
call recordings she had asked for. | advised | had some calls, we were still retrieving some and same we
were unable to retrieve. Mrs tated "how convenient”. She stated the LA has advised the damage to the
home would be approx $130,000 but she has had a quote from a builder for approx $35,000 and what
should she do with it. | advised to send it into us so we can put it on the file. She asked would that sway our
decision to accept the claim because it was such a small amount. | advised that no decision regarding the
claim will be made until we recieve a report from the hydrologist. She advised she knows the report is going
to come back advising the damage was caused by flood and that she wants us to have the builders quote
because she is going to apply for an exgratia payment. She also wanted to know what decision has been
made on the fact that she had been given false and misleading information robbing her of the ability to
make an informed decisfon regarding her ins. | advised | was not aware what decisions have been made in
regard to that issue.She requested a call back from regarding that issue. She also requested

‘ Mgrs name and the name of the CEQ. OUTCOME:Ins to call me back with more info on recorded
calls she has requested and is going to email builders quote. NEXT ACTION: Advise Mgr That ins is
looking for a decion regarding the false info she was given.

m
ilable today, and requested-to speakto
vailable at this time; however- would follow it up asap.
=Y -advised that she is.available.on 07/ _
:30. OUTCOME: NIL as yet NEXT-ACTION: DISCUSS matter

i

04:42 PM

ACTION:Phoned ins regarding her request for recordings of all her phone calls to RACQ. Ins advised she

Page 5 12/10/2011 12:40 PM
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| DoL: 12/01/2011 | St:

Closed | AQ): (Technical Claims - Team E) | |

55

01/02/2011 ;

e
ki

01/02/2011

recd email

Telephone call with Insured

wants recordings of all her calls she has made to RACQ in the last 12 mths. | advised her we would need to
know dates and times to retrieve the calls. She advised she will contact her phone provider to get dates and
times. She is also aware we are able to see on her policy/claim all the times she has spoken to us and
M&;we should be able to help her with some dates as well. | advised the times she has spoken to

ere not recorded and she wanted to know why? | advised some phones in the business don't have
the facility to have calls recorded. She replied: "surprise, surprise, how convienient”, | gave her my name
and direct number for her to call me direct when she has the information and ! advised ! would get some
information in the meantime. QUTCOME: Ins to call back with call times and dates. NEXT ACTION: Await
ins call and look into dates and times of calls and how to retrieve the recordings.

] Actio Spo_ke._to-at length regardin thos

he discussion was calm and non agressive. Advised Insured-th W

report we are unable to'make a policy deterrnination. Insured indicated that she belie
considered flood by hydrology and-if the'claim is declingd she will displte and take the
far as'she can go: ‘

03:42 PM

ACTION: Recd email from AW advising WS would continue with the carriage of this matter and contact the
client after 4pm. OUTCOME: nil NEXT ACTION: await LA report and Hydrology

12/10/2011 12:40 PM
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| CN:
(Technical Claims - Team E) | |

| DoL: 12/01/2011 | St:

01/02/2011

insured returned Call

 résponsg-and call |nsured aﬁer 4pm

ACTION: emalled AW WS, PJ.regarding the prio ccmment OUTCOME: nil NEXT ACTION awalt ¢

02:14 PM

ACTION: spoke to- crying, distraught, angry. OUTCOME: Mrs-explained that we are
treating her very poarly. She advised we told her she had flood cover on tweo separate occasions - once on

the 11/01 and once late last year. She advised the LA has been and was almost certain her area would be
classed as flood. She is furious that we have told her we do not cover flood after providing prior assurance
that she was covered. She did not attempt to mitigate the flood loss following the event because she was
confident she was covered. She advised that the Attorney General has instructed her o obtain the phone
records via FOI and in accordance with the Telecommunications Act 1979. In addition, we have provided
her with false and misfeading information. When she obtains the calls she will make them available to all
media outlets and every concieveable source to ensure the public is aware. She advised all hell would
break loose on us. | explained that | would follow up the call issue with management. With regard to the
claim segment of this issue, | explained | am her case manager and that we await the LA and Hydrology
reports - she said the home is not tenanted, they have one income and will have to get a loan while she has
to wait for us. She reiterated that she would never iet RACQI forget about what we have done to them,
NEXT ACTION: seek management instruction regarding the level of coverage. Call insured back after 4pm
today to provide update.

ACTION:ins called re-missed call rom HHC OUTCOME rans -IHC NEXT A‘ TION
laim: =2 :

Page 7 12/10/2011 12:40 PM
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Claim:

01/02/2011

Called Ins Again

25/01/2011

Called Insured

11:23 AM

ACTION: Called ins left another message which included my name and contact number - QUTCOME: nil
NEXT ACTION: await LA report

e

ACTION: COMPLETED rejection activities and set Conduct Eile Revi

: UPDATED reserve. NEXT:ACTION: PURSUE

09:34 AM

ACTION: in response to insured complaint re information provided by TBC, have called and left message
on voice mail that this is receiving th i Sales and Product area and that she will receive a
call from them. NEXT ACTION: await esponse

Page 9 12/10/2011 12:40 PM
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17/01/2011 02:38 PM
Action: Ins [Illllcailed wanting to know when a LADJ would be going out as ins adv that her tenant has 3
small children and is stili living in the property and they are still without power and there is mud in the
property from the flood and they may be without sewerage. Outcome: Contacted HHLADJ and was given
contact number for MY Freemans for ins to contact. Ins adv that if they are not covered for this that they
will be campaigning against RACQ and she adv that droves of people will leave RACQ. Ins will be taking
this up with her lawyers. Ins wanted to be put through to find out about a conversation with RACQ regarding
Flood cover and will be passing the information onto her lawyers. Contacted TBC and trans call through to
discuss. Next Acticn: Await LADJ report

13/01/2011 04:28 PM

CUSTOMER COMPLAINT

Action:- ins called to confirm coverage on policy due to flood damage to property. ins claimed she has

User: Page 10 12/10/2011 12:40 PM
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spoken to a consultant two days earlier wha categorically advised insured she would be covered for flood
Outcome:- i requested the insured provide the date & time of the phone call & the insured was not prepared
to give this information on the phone. the insured adv she would contact the media & her soficitor as she is
going to have her phone records reviewed to confirm the number of the person she spoke to regarding
flood coverage. | have adv ins flood coverage is an option extra on a policy & this needs to be applied for
on the palicy. Have adv ins the claim process due to claim lodgement today. Next action:- await
assessment of the insured's property for acceptance or decline of this claim file.

: ACTION: provided details - ad diflash flood caver -ins upset-as she rung a efore
and:was adv by someone on 13.19 05 that shé deffinatly has fiood cover: is-deffinatly covered -
. -asked if she-neaded to look at policy to check = who she $poke to adv hes had eaps-of calls

13/01/2011 04:02 PM

CLAIM LODGED
ACTION: phone cut out during claim lodgement when ins contacts provide final details OUTCOME: ins to
call back NEXT ACTION.: ins to call back to obtain final information of claim.

Page 11 12/10/2011 12:40 PM
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Renewal - Certificate of Insurance
Page 1 of 8

Household Insurance Direct debit amount
$183.32

Your policy number

W g e 037 I
vR Customer service
]

13 1905
BRIGHTON QLD 4017

Website
www.racqinsurance.com.au
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.

Date of issue 14 August 2010
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Renewal - Certificate of Insurance

Page 2 of 8

Household Insurance

Your Duty of Disclosure

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

Date of issue 14 August 2010
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Renewal - Certificate of Insurance
Page 3 0of 8

Household Insurance Your policy number

Customer service
What you must do 13 1905
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.

Claims hotline

13 7202

Policy holders .

Website
www.racqinsurance.com.au

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

Date of issue 14 August 2010
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Renewal - Certificate of Insurance

Household Insurance

What optional covers are included and not included

Page 4 of 8

Your policy number

Customer service

13 1905
Home Contents

Motor burnout not included included Claims hotline
Pet cover n/a not included 13 7202
Group Cover n/a not included
Selected Personal ltems n/a included Website
Advanced cover not included included Www.racginsurance.com.au
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

HOME
LEGAL LIABILITY

Sum Insured
$290,000
$20,000,000

We adjust Home sums insured to cover rising values and costs - please check

that the new sums insured meet your needs.

Date of issue 14 August 2010
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Renewal - Certificate of Insurance
Page 50f 8

Household Insurance Your policy number

Customer service

The policy covers the Home located at: 13 1905
_ BASIN POCKET 4305 which:
!S a home ) Claims hotline
is permanently occupied by tenants 13 7202
will not be unoccupied for more than 60 consecutive days
is structurally sound and well maintained (including all outbuildings) )
Website

is not used as a trade, business or professional workplace
www.racginsurance.com.au

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

Date of issue 14 August 2010
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Renewal - Certificate of Insurance
Page 6 of 8

Household Insurance Your policy number

Customer service

What you are insured for (cont’d) 13 1905
CONTENTS AT THE HOME $33,000
LEGAL LIABILITY $20,000,000 Claims hotline
13 7202

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

. www.racginsurance.com.au
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 Iltems n/a not included
Advanced cover notincluded  notincluded
Flood and storm surge not included  notincluded

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.

Date of issue 14 August 2010
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Direct Debit Confirmation Certificate
Page 7 of 8

Household Insurance Your policy number

Customer service
13 1905

BRIGHTON QLD 4017 Claims hotline
13 7202

Website

WWW.racqinsurance.com.au
RACQ Insurance (Direct Debit User ID number ||l

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
Monthly debit
Policy number/s Insured amount

B N i
]

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
Monthly debit
Policy number/s Insured amount

B B
]

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.

Date of issue 14 August 2010
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Direct Debit Confirmation Certificate
Page 8 of 8

Household Insurance Your policy number

Customer service

Financial institution details 13 1905
Financial institution: AUSTRALIA AND NEW ZEALAND BANKING
GROUP Claims hotline
BSB number: I 13 7202
Account hame: I
Account number: ] Website

www.racginsurance.com.au

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.

Date of issue 14 August 2010
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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:

e 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

e \Visit one of our branches during business hours

e 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:
e The Insured events listed on pages 16 to 22
e The Additional benefits for your home and contents
listed on pages 35 to 47
e Emergency Home Assist on page 47
e Options that you can add to your policy by paying
more:
e Motor burnout
Advanced cover
Group and/or selected personal items cover
Pet cover
Flood and storm surge
This policy does not cover flood unless we
have agreed and it is shown on your
certificate of insurance.
e landlord’s fixtures and fittings
e Mortgagee's interest in a home unit
e 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 certificate 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 benefits
available. Please read the PDS for details of the extent of
cover provided.

Additional living expenses Contents cover up to 10% of 35
sum insured

Attendance by a security firm  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 38
insured

Contents in transit Contents cover up to the sum 39
insured for contents in transit
to a new permanent address in
Australia

Contents in a safe deposit box Contents cover up to 10% of 39
the sum insured

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

Damage caused by emergency Home cover up to $1,000 40

services

Demolition and redesign costs Home cover up to 10% of the 40
sum insured

Emergency Home Assist 47

Emergency and alternative Home cover up to 10% of the 41

accomodation sum insured

Funeral expenses Up to $5,000 41

3
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Important information about your policy

Policy benefits

Cover provided

Inflation protection at
renewal

Loss of rent

Peace of mind protection

Professional documents

Re-key, recode or replacement
of locks

Removal of debris
Special occasion gifts

Storage of contents after an
event

Storm damage to pool and/or
spa covers

Temporary removal of
contents

Theft of purchased water

Uninsured visitor's contents

Increase your sum insured at
renewal

Home cover up to 10% of the
sum insured

Home cover increase sum
insured by the annual inflation
protection adjustment in the
event of a claim

Contents cover up to $1,000

Home cover up to $500

Up to 10% of the sum insured
Contents cover up to $1,000

Contents cover up to 10% of
the sum insured

Home cover up to $500

Contents cover up to 20% of
the sum insured

Contents cover up to $200
Contents cover up to $500

42

42

43

43

44
44
45

45

46

46
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Important information about your policy

Policy discounts that you may be entitled to

No claim discount

Age discount

Senior card holder
discount

Alarm discount

Combined discount

Multi - policy
discount

Membership loyalty
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.

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.

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.

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.

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%.

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.

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 certificate of
insurance.

The certificate of insurance is a separate document that
forms part of your policy. It describes the type of insurance
you have taken out, and provides specific details about
your building, contents and other items of value covered
under your policy. It also specifies the limits of cover

(sums insured), additional benefits, optional covers, the
period of insurance, any special conditions, details of any
excesses that apply and premium payment. Please check
any certificate 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-off period

When you take out or renew a policy with RACQ Insurance
we provide a cooling-off period of up to 21 days. The
cooling-off 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-off period and
cancel this policy from the date and time this policy was
issued, you must advise us during the cooling-off 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 specific
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.racginsurance.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

Wotem |weanng

Accidental

As new

Business

Collection

Common area

Unexpected and unintended from your point
of view.

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

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

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

ethe 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.

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.

The area of a community title scheme, strata
title scheme or flats 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 e

Consequential loss

Contents

Cost to us

Emergency

Excess

Family or your family

Fixed swimming pool

Flood

Any loss or additional expense arising

indirectly from an event that is covered by

this policy. For example consequential loss

may be:

eany additional expense in replacing
undamaged property so as to create a
uniform appearance;

ethe inability to match the bricks following
impact damage to a brick wall;

ereduction in value following repair or
replacement of lost or damaged property.

Your contents shown as insured on page 29.

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.

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.

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

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.

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

Rising water which enters your home as a
result of it running off or overflowing from
any origin or cause. This policy does not
cover flood unless we have agreed and it is
shown on your certificate of insurance.
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Words / terms with special meanings

Word cim

Flash flood and A sudden flood caused by heavy rain that

stormwater run-off fell no more than 24 hours prior to the flash
flood or stormwater run-off.

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 The property address shown on your
address certificate of insurance as the location of the

insured home and/or its contents.

Negotiable instrument  Cash, bank notes, savings certificates, 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:

eyour application for insurance and any
application for renewal;

e this PDS;

e the certificate of insurance;

e 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, floor 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.

1
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Words / terms with special meanings

Word e

Specified contents

Sporting equipment

Storm

Storm surge

Temporary/non fixed
swimming pool

Terrorism

Tools of trade

Tsunami

Contents items that have a higher value

than the limit shown on page 34. You will
need to have them specifically listed on your
certificate of insurance and pay an additional
premium.

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).

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.

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

An inflatable or aboveground swimming pool
or spa mounted on their own accessories or
on a temporary site.

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
influence any government and/or puts the
public, or any section of the public, in fear.

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

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

12
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Words [ terms with special meanings

Word tenm

Unoccupied

We, us

You, your

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.

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

The person or persons shown as the policy
holder/s on the certificate of insurance and
your family who usually reside with you at
the property address.

13
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Calculating your sum insured

Help with calculating your home sum insured
Your home building sum insured needs to be sufficient 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:

® Dbuilding industry professionals, such as licensed
builders, architects or valuers

e RACQ Insurance website calculators
www.racginsurance.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
suffer loss or damage to your home.

14
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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
specifically noted on your certificate 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 certificate 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 certificate 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.

16
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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:
xcaused by rain, hail or snow after it
has reached the ground;
xcaused by rain or wind entering the
home unless it enters through an
opening in the windows, walls or roof
made by a storm;
xto garden borders, paths, driveways,
paving, free standing or retaining
walls (whether or not part of the
home), tennis courts and other playing
surfaces;
xto paint and/or external coatings of
buildings when there is no structural
storm damage to other parts of the
home;
xto swimming pool and spa covers,
liners and the like other than loss or
damage covered under Additional
benefit; Storm damage to pool and/or
Spa covers on page 45;
xto a glasshouse whether constructed
principally of glass or not;
xduring the first 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
e to replace a policy with us or another
insurer from the date and time that
other policy expired.
xcaused by storm surge;
xcaused by power surge.

Tsunami

Earthquake

X Not covered
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Insured events you are covered for

Damage caused by weather...

What is covered What is not covered

Flash flood and Loss or damage caused:

stormwater run-off xby flood;

A sudden flood caused by xto swimming pools or spas and their
heavy rain that fell no more covers, liners and the ||ke,

than 24 hours prior to the xto the water in swimming pools or
flash flood or stormwater spas;

run-off xby water being absorbed through

floors, external and internal walls of
your home (including rising damp)
and any subsequent loss or damage to
contents including carpets;
xby hydrostatic pressure building
up below or behind any part of
your home or structure including a
swimming pool, spa or tank;
xto garden borders, paths, driveways,
paving, free standing or retaining
walls (whether or not part of the
home), tennis courts and other playing
surfaces;
xby storm surge or any other action of
the sea;
xby power surge;
xduring the first 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 Loss or damage caused:
power surge caused by xby power surge or power fluctuations
lightning strike not caused by lightning;

xwhere there is no reasonable evidence
that lightning was the cause of
damage.

x 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 Loss or damage caused by

theft or burglary theft, vandalism, malicious or
intentional damage:
Vandalism. malicious or xby someone who entered the

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

xby the tenant of your home
or any persons invited by your
tenant to enter the home;

xto cash, negotiable instruments
or legal tender when entry
is gained through an open
or unlocked door, window or
skylight;

Xto 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;

xfrom common areas;

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

intentional damage

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

% 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

Bursting, leaking,
discharging or overflowing
of liquids from:

¢ dish and clothes washing
machines;

e water catchment trays of
refrigerators, freezers and
evaporative air conditioners;

* waterbeds;

® pipes, gutters, drains designed
for carrying liquid which are
fixed or connected to the home;

e fixed domestic apparatus such
as but not limited to water
tanks, lavatory cisterns and pans,
baths, basins, sinks but not a
shower recess or cubicle;

ewater 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.

X Not covered

What is not covered

Loss or damage caused:
xto the apparatus or device
which burst, leaked, discharged

or overflowed (this includes a

shower recess or cubicle);

xby the escape of liquid occurring
as a result of a gradual process
of bursting, leaking, discharging
or overflowing unless you can
show:

e 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

e 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.

xby a leak that you knew about
and had not fixed before the
loss or damage occurred;

xif 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.
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Insured events you are covered for

Accidents that cause damage to your home and/

or contents...

What is covered

Impact

Impact at or adjacent to the

property address by:

®a vehicle or craft designed for
use on, the road or water;

3 falling tree or part of a tree
including the cost of removal
and disposal of the tree or
branch that has damaged the
home;

e space debris or debris from a
rocket or satellite;

eaircraft;

® 3 satellite dish, solar hot water
tank, television or radio aerial
which breaks or collapses.

Explosion

X Not covered

What is not covered

Loss or damage caused:

xto 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;

Xby 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;

xthe cost of removing the tree
stump.

Loss or damage caused:

xto a vessel or apparatus that is
the source of an explosion;

xif your home was deemed to be
unoccupied at the time the loss
or damage occurred.
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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:
xwhere there was no flame; or
xwhere your home or contents
have not caught fire; or

xwhere fire or heat was required
as part of a process such as but
not limited to a stove, fireplace,
chimney, oven, electric element,
iron or saucepan.

Loss or damage:
xarising from bushfire for the
first 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.
xif your home was deemed to be
unoccupied at the time the loss
or damage occurred.

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

X Not covered
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Your home

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

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

e fixed wall coverings, ceiling coverings and floor coverings excluding
carpets;

e fixed barbecues, clothes hoists, external blinds and awnings, shade
sails, aerials and masts;

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

e fixed swimming pools, spas or saunas and their associated pump
motors and filters;

e fixed outdoor water tanks;

e fixed solar appliances;

e paths and paving and playing surfaces;
e fencing, walls and gates;

e garden borders and driveways;

e built-in furniture;

e 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 fixed to the gas, plumbing or
electrical systems including fixed or built in:
® air conditioning units, ovens, stoves, range hoods and dishwashers;
e ceiling fans and ceiling exhaust fans.

® a transportable home that is fixed 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;
e is used by you solely as your permanent or temporary residence;

e includes its fixtures and fittings and annexe, but not a fabric annexe

over five years old.

e |andlord's:
e fixtures and fittings;
e floor coverings and carpets;
e light fittings and window coverings.
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Your home

What we do not insure as your home

What is not covered:

xretaining walls;
xtemporary homes or structures;

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

xfloor carpets other than landlord's carpets;
xa hotel, motel, boarding house or barracks;

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

xthe land on which your home is constructed;

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

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

xboat jetties, pontoons or a wharf except if shown on your certificate
of insurance as being part of your home;

xglasshouse or greenhouse whether constructed principally of glass or
not;

xa home unit other than a duplex unit;
xtemporary/non fixed swimming pools or spas;

Xlawns, trees, shrubs, plants and hedges.
% Not covered
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Your home

Settling your claim

If your certificate 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

e 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
certificate 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 first
pay to a mortgagee or credit provider who is identified on
your certificate 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 floor 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

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:

e up to the home sum insured
shown on your certificate of
insurance less any applicable
€XCess;

®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;

e replacement of window, wall,
floor 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.

Landlord fixtures and fittings

We will pay up to 5% of your
home sum insured.

Any amount we pay for this
benefit will reduce your home
sum insured by a corresponding
amount.

You can choose to insure a higher
amount for landlords fixtures and

fittings as an optional cover (refer

to page 53).
x Not covered

We will not pay for:

xadditional expenses for
replacing or matching
undamaged parts to create a
uniform appearance; or

xextra 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.
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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,

floor 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 certificate of insurance caused

by the following Insured Events:

e Fire;

® Explosion;

e lightning;

e Earthquake;

® Riot or civil commotion;

¢ |mpact 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:

e carpets - fixed and unfixed;

e contents in the open air;

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

e firearms legally registered and stored;
e furniture and furnishings;
e furniture and furnishings in an office or surgery in your home;

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

® household tools and tools of trade;
e internal blinds and curtains;
® non-fixed light fittings;

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

e remote-controlled models or toys;
e personal items;

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

e temporary/non-fixed swimming pools;

® non-structural fixtures and fittings 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;

e [andlords fixtures and fittings for which you are responsible under the
rental agreement and non-structural fixtures and fittings 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:

xstructural improvements to the home;

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

xregistered securities;

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

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

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

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

xlawns, trees, shrubs, plants and hedges;

xpets, livestock, fish or birds;

xcredit, debit or any other form of financial transaction card;
xcontact lenses while engaged in sporting and water activities;

xstock in trade or any property or materials used in a business, other
than tools of trade and home office equipment;

xmobile phones and their accessories;

xapparatus or appliances permanently fixed to the gas, plumbing or
electrical systems;

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

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

x Not covered
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Your contents

Settling your claim

If your certificate 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

e 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

e 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
certificate 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:

e floor 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

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 certificates, stamps
(not forming part of a collection) or
other forms of negotiable instruments.

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.

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.

x Not covered
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What is not covered

We will not pay for loss or

damage caused by:

xentry gained through an
unlocked door, window or
skylight.

We will not pay for loss or

damage caused by:

xtheft from common areas;

xtheft from locked or
unlocked motor vehicles;

X|mpact.
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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

specifically listed on your certificate of

insurance if they are lost or damaged as a

result of an insured event:

e computer equipment including
associated hardware and accessories;

e office 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;

e furniture and furnishings in an office or
surgery in your home.

Refrigerated foodstuffs and goods  We will not pay for loss or

We will pay up to $500 in total for damage to:
spoilage of foodstuffs and other goods xa refrigerator or freezer
stored in your domestic freezers or caused by spoiled food.

refrigerators (including the reasonable cost
of temporary alternative refrigeration and
ice) if caused by an insured event covered
by this policy.

Renovations to your home

If the home in which you reside is

undergoing renovations, then until the

roof, floor 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 certificate of insurance caused by the

following Insured Events:

o Fire;

® Explosion;

e Lightning;

e Earthquake;

® Riot or civil commotion;

®|mpact 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.

x 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)

* Cameras and camera accessories

* Movie or video cameras and
camera accessories

*Hand woven rugs and mats

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

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

*Stamp collections and collector's
non-negotiable currency

* Collections, medals or
memorabilia

* Group cover for personal items
listed on page 51
Includes accidental damage
cover in Australia or New
Zealand

* Selected personal items cover
for items listed on pages 51
Includes accidental damage
cover in Australia or New
Zealand

Additional benefits or options

All other contents items

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

Up to $2,000 total
Up to $2,000 total

Up to $1,000 each
Up to $5,000 in total

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

Up to $2,000 in total
Up to $2,000 in total

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

Up to the sum insured for that
item listed on your certificate of
insurance

Up to the limit shown for that
additional benefit or option

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 specifically listed on your certificate 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 benefits we provide for you

What is 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 unfit to live
in, we will pay for your reasonable
additional living expenses until
the home or home unit is fit 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 benefit for any one
claim is 10% of the contents sum
insured.

Attendance by a security
firm

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

X Not covered

What is not covered

We will not pay for:

xrent;

xany other direct accommodation
costs.

We will not pay for:

Xany amount unless the security
firm attendance was in
connection with a claim for an
insured event for which we have
agreed to pay.
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Additional benefits 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:

e fixed glass;

® a sky light;

® porcelain, marble, granite,
fibreglass or polymarble in a
sink, basin, shower base, bath or
toilet;

e 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 benefit for any one
claim is the home sum insured.

x Not covered
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We will not pay for damage to or

breakage:

xwhere the break does not extend
through the entire thickness of
the item;

xof glass in a glasshouse,
conservatory or greenhouse;

xof any tiles or tiled furniture
forming part of the home;

xif your home was deemed to
be unoccupied at the time the
damage to or breakage occurred.

592



Additional benefits we provide for you

What is 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 benefit for any one
claim is the contents sum insured.

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.

X Not covered

We will not pay for damage to or

breakage:

xwhere the break does not extend
through the entire thickness of
the item:

xof a picture tube or screen of a
television or visual display unit
except if advanced cover applies
to contents;

xof glass forming part of a radio
or clock, vase, ornament or lamp
except if advanced cover applies
to contents;

xof glass in a picture frame other
than a wall hanging picture
frame;

xof glass in mirrors normally
carried by hand;

Xif 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,
fibreglass, polymarble or ceramics.

We will not pay for:

Xloss of or damage to cash
or negotiable instruments,
jewellery of any kind, watches,
gems, gold, silver or any other
precious metal;

xtheft from common areas or
open air;

xtheft without signs of forcible
entry;

Xany amount that we have
agreed to pay for under the
Additional benefit: Temporary
removal of contents on page 46.
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What is not covered
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Additional benefits we provide for you

What is 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;

e the debris left after police
forensic testing.

If your home is insured, we

will clean up graffiti 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 benefit 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 benefit for any one
claim is the contents sum insured.

X Not covered

We will not pay for:

x|oss of or damage to cash
or negotiable instruments,
jewellery of any kind, watches
gems, gold, silver or any other
precious metal;

xstorage of contents beyond 60
consecutive days commencing
on the first day of storage, or
extending beyond the period
of insurance shown on your
certificate of insurance.
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What is not covered
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Additional benefits we provide for you

What is 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 fire, flood, 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 benefit for any one
claim is the contents sum insured.

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 financial
institution.

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

Contents cover limits apply as
shown on page 34.

x Not covered
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What is not covered

We will not pay for:

xdamage sustained during
loading or unloading of the
conveying vehicle;

x|oss of or damage to cash or
negotiable instruments.

We will not pay for:
Xloss of or damage to cash or
negotiable instruments.
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Additional benefits we provide for you

What is covered

Credit card misuse

Contents cover If your contents

are shown as covered on your

certificate of insurance we will

pay up to $1,500, if a credit card

or financial 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.

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.

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:

esurvey work;

e design work;

e related legal work;

¢ exploratory work necessary to
locate the cause of the damage;

e demolition.

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

X Not covered

What is not covered

We will not pay if:

xa person misused the credit
or financial transaction
card because they found or
had access to your personal
identification number or other
access details; or

xyou did not notify the financial
institution or credit provider
within 24 hours of the credit or
financial transaction card being
discovered lost or stolen; or

xthe financial institution or credit
provider provides indemnity for
any loss; or

xyou broke the terms and
conditions under which the
credit or financial transaction
card was issued.

We will not pay for:

xany 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.
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Additional benefits we provide for you

What is covered What is not covered

Emergency and alternative We will not pay for:

accommodation xalternative accommodation for
Home cover If your home was more than 12 months from the
owned and occupied by you time the damage occurred.

immediately prior to it being

damaged by an insured event

rendering it unfit to live in, we will
pay for your:

e reasonable emergency
accommodation for up to 14
days; and

e alternative accommodation
(limited to the rentable value
of your home immediately prior
to the damage occurring), until
your home is fit to live in.

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

insured.

Funeral expenses We will not pay for:

Home and contents cover We xdeath resulting from an event
will pay up to $5,000 to assist Fhat occurred away from the
you with funeral expenses if you insured address;

or a member of your family die xdeath occurring more than 90
as a result of an insured event days after the event that caused
described on pages 16 to 22, and it.

we have agreed to pay your claim.
% Not covered
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Additional benefits 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 certificate of insurance at
renewal will show the building
and/or contents sum insured and
the premium applying.

Loss of rent We will not pay for:

Home cover If you did not occupy ~ *loss of rent for more than 12
the home, and it was with our months from the time the
prior knowledge rented to others damage occurred.

immediately prior to it being
damaged by an insured event
rendering it unfit 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
fit to live in.

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

x Not covered
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Additional benefits 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:
¢ |ncrease the sum insured by
the current annual inflation
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

eyou have reported the theft to
the police; and

e the keys had your property
address or other identifying
information with them.

No excess is applicable to this
additional benefit.

x Not covered
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Additional benefits 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 benefit for any one
claim is 10% of the home and/or
contents sum insured, whichever is

applicable.

Special occasion gifts We will not pay for:

Contents cover We will *loss of or damage to cash or
automatically increase your sum negotiable instruments or
insured to cover gifts you have mobile phones.

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.

x Not covered
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Additional benefits we provide for you

What is covered What is not covered

Storage of contents after an  We will not pay for:

event x|oss of or damage to cash
Contents cover If the home in or negotiable instruments,
which your contents are contained ~ Jewellery of any kind, watches,
is damaged by an insured event gems, gold, silver or any other
rendering it unfit to live in, then precious metal.

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 fit 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 benefit 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.

Storm damage to pool and/  We will not pay for:

or spa covers Xany amount where we have not
Home cover We will pay up to agreed to pay for storm damage
$500 for loss or damage to your to other parts of your home
pool or spa cover or liner as a arising from the same event;
result of a storm. x|oss or damage to your pool or

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

X Not covered
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Additional benefits we provide for you

What is 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.

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 benefit.

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.

X Not covered
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What is not covered

We will not pay for:

xcontents outside Australia;

x|oss of or damage to cash or
negotiable instruments;

X|oss or damage while on your
person or in transit caused by
theft, storm, flash flood and
stormwater run-off, tsunami,
vandalism, malicious or
intentional damage or impact;

xcontents temporarily removed
for a period exceeding 30 days.

We will not pay:

xwhere you have not reported
the theft to the police;

xfor theft of water without signs
of forced entry to your insured

property.

We will not pay for:

xcash or negotiable instruments;

xmobile phones;

xjewellery;

X|aptop computer and computer
accessories;

xvisitor's contents insured under
any other insurance.
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Additional benefits we provide for you

What is covered What is not covered

Emergency Home Assist xThe Emergency Home Assist
Home and/or Contents cover service can only be used
We provide you with the following as an emergency service. If

benefits if this policy is current at the you require a trades person
time when an emergency happens. We  for general maintenance

do not charge you for these benefits. or non-emergency work,
you should consult a local

In the event of an emergency our services directory or the

support team are there to assist you Yellow Pages.

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;

e we will consult a unique
computerised listing, to find the
trades person you need;

e 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;

e 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;

e 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.

X 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
certificate of insurance will show which covers operate. All
optional covers are subject to the terms and conditions of

this policy.

What is 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;

e 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

foodstuffs and other goods that

have spoiled as a result of:

®a motor in a refrigerator or
freezer burning out or fusing; or

e the failure to supply electricity
by any public electricity
provider.

The most we will pay for food
spoilage is $500.
x  Not covered

What is not covered

We will not pay for:

xany motor or sealed unit over 10
years old;

Xany equipment, component or
apparatus that is not an electric
motor;

Xa motor covered by a guarantee
or warranty;

xa motor used in any business;

xany printed circuit board;

xcost of removing and replacing
a submersible pump;

x|oss or damage to a refrigerator
or freezer caused by spoiled
food;

xspoiled goods where the
refrigerator or freezer is over 10
years old;

xspoiled goods caused by the
tripping of a safety switch
unless caused by an Insured
Event.
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Optional covers for extra peace of mind

What is covered

Advanced cover

Home and/or contents cover

In addition to insured events cover,

advanced cover also covers you for

accidental damage to:

eyour home when it is insured by
this policy, and

e the contents described below
when contents are insured by this
policy:

¢ indoor and outdoor furniture;

e 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;

e kitchen, dining room, lounge
room, bedroom and bathroom
ware and floor 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.

x Not covered
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What is not covered

Accidental loss or damage

caused:

xby the events or circumstances
set out in section When you
are not covered on pages 59
to 61;

xby any insured event other
than to the extent provided
for in this policy;

Xxby tenants;

xto your home or contents if
your home is let to tenants;

xby renovating or
reconstruction of your home;

xby power surge unless caused
by an insured event at the
property address;

xby mechanical, electrical
or electronic breakdown or
failure other than the cover
provided by the motor burnout
option;

xby cracking, chipping or
breakage of glass, glassware
or china ordinarily carried by
hand while in use;

by minor dents, scratching or
chipping to property such as
walls, roofs, floors, benches or
furniture;

xby scorching by a cigarette,
cigar, pipe, tobacco, ash or
other substance, or where fire
or heat was required as part of
the process;

xto 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
benefit;

xif your home was deemed to
be unoccupied at the time
the accidental loss or damage
occurred, this does not apply
for motor burnout.
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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 specified. If you choose this option
it will be shown on your current certificate of insurance.

Option | Maximum sum insured | Maximum overall
for any one item 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 certificate 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:

e bicycles and their accessories;

®binoculars and telescopes;

e blankets, travel rugs, towels;

® cosmetics, toiletries,
hairdryers, shavers;

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

e firearms;

e 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;

ejewellery (not uncut or unset
gems);

e 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;

e sporting equipment excluding
clothes;

® watches.

X Not covered

We will not pay for:

xmotorised bicycles or motorised
scooters;

xmusical instruments, firearms and
sporting equipment (including
fishing gear) while being used for
their designed purpose except lawn
bowls;

xwatercraft and their spare parts
and accessories;

xdamage to firearms caused by
rusting, derangement, explosion or
bursting of a barrel;

xany unregistered firearm or firearm
not stored in accordance with
relevant law;

xglass in camera lenses, watches,
clocks, or scientific instruments,
unless other parts of the item are
damaged in the same accident;

Xitems or equipment:

® undergoing cleaning or repair;

® while on hire from you;

e while on loan to someone other
than any person usually living
at your home except when the
loss or damage is caused by fire
or theft following forcible and
violent entry to a home.

xitems or equipment where loss or
damage has been caused by:

e 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;

e the events or circumstances set
out in section When you are not
covered - general exclusions on
pages 59 to 61.

xany contents items used for a
business purpose.
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Optional covers for extra peace of mind

What is covered

Pet cover

Contents cover We pay for the
reasonable costs of veterinary
treatment for accidental injury or
illness suffered by your pet dog or
cat identified on your certificate
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 benefit
under this optional cover must

be supported by a veterinary
certificate completed by the
attending veterinary surgeon. This
certificate forms part of the RACQ
Pet Insurance Claim Form. The
cost, if any, for the completion

of the certificate is not payable
under this optional cover.

The excess payable for each claim
under this section is $50 and

if your certificate of insurance
shows an additional pet excess
then these excesses will be added
together.

X Not covered

What is not covered

We will not pay for:

xcosts or expenses relating to or
resulting from the loss or death
of your pet dogs or cats or their
becoming lost;

xroutine, elective or preventative
veterinary treatment such
as vaccinations, spaying or
heartworm testing;

xtreatment of an illness(es) or
disease(s) that pre-existed the
commencement of this optional
cover;

xtreatment of congenital
e defects
® abnormalities

xtreatment of injury or illness
arising from or connected with a
business, occupation or sporting
event (excluding dog and cat
shows) or animal hunting event;

xtreatment of a pet that does not
permanently reside with you.
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Optional covers for extra peace of mind

What is covered

Flood and storm surge
This policy does not cover flood
unless we have agreed and it

is shown on your certificate of
insurance.

Home and/or contents cover

We cover you for loss of or
damage to your home or contents
caused by flood 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;

e contents sum insured, if
your contents are insured for
damage caused by flood 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.

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

efloor coverings;

elight fittings;

ewindow coverings; and

eother fixtures and fittings.

We will pay up to the specified
sum insured, for loss or damage
to the fixtures and fittings
specifically listed on your
certificate 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 certificate of
insurance.

X Not covered

What is not covered

We will not pay for loss or damage
to:
xpaths, driveways, paving,
retaining walls(whether or not
part of the home), tennis courts
or other playing surfaces;
xshade or sail cloth;
xfabric awnings, swimming pool
and spa covers or liners and the
like;
xglasshouse whether or not
constructed principally of glass;
xwater in swimming pools or
spas;
xyour property during the first
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.

53

609



Optional covers for extra peace of mind

What is covered What is not covered

Mortgagee's interest in a We will not pay for:
home unit Xlegal |Iabl||ty

We will pay the mortgagee shown

on your certificate 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:
e the amount secured by the
mortgage at the time of
the loss or damage, but not
exceeding the sum insured;
e the lesser of the sum insured
shown on your certificate
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.

x 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 certificate 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 certificate 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

e occurs within Australia.

® 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;
e 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 certificate of insurance, but only if
the damage is caused by insured events fire or
bursting, leaking, discharging or overflowing of
liquids. 55
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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 final 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:

e death or bodily injury to you or them;

® Joss of or damage to property owned by you or them;

® damage to property in your or their physical or legal
control;

e fines, 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, effluent or pollution.

We do not cover you or any person for legal liability caused

by, through or in connection with:

e 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 flotation 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:

eare 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
eare 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
ewould 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;

e 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 xactions of the sea
but we will cover:
® Tsunami;

e Storm surge (if the optional cover
Flood and Storm surge applies to

your policy).
an event outside the period of xany event or accident that occurs
insurance outside the period of insurance
shown on your certificate of
insurance.
birds xbirds, except glass breakage to

windows and doors.

breaking the law xfailure to comply with applicable

laws and regulations;

xany failure to comply with any
legislation relating to firearms;

Xthe supply or consumption of
alcohol or drugs;

xyour or their acts or omissions
occurring during the course of any
criminal or illegal act;

xthe 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 xany business being conducted at
the property address, except a
business conducted from a home
surgery or home office.

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

confiscation xconfiscation, nationalisation or
requisition of property by any
government or local authority.

x Not covered
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When you are not covered - general

exclusions

Exclusions

computers, data

defective or faulty
workmanship

deliberate acts

erosion, landslide

failing to take care of the
home or contents

fraud

x Not covered

When you are not covered

xfailure of any computer program
or electronic system to process any
form of data including day or date
functions properly and accurately;

xthe loss of data or information
however kept or stored;

Xa computer virus;

xcomputer hacking.

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

By:

xany 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;

xyou 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;

xa 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.

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

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

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

60

616



When you are not covered - general

exclusions

Exclusions

loss not attributable to any

identifiable event

radioactivity

seepage, pollution

terrorism, war

trees, shrubs or plant roots

vermin, termites or insects

watercraft

wear, tear, rust, mould

x Not covered

When you are not covered

xproperty being lost when its loss is
not attributable to any identifiable
event or which has been misplaced.

xradioactivity or the use, existence
or escape of nuclear fuel, material
waste or action of nuclear fission.

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

xan 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;

xwar or other acts of a foreign
enemy (whether war is declared or
not) or revolution.

xthe actions of trees, shrubs or plant
roots.

xvermin, termites or insects.

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

xwear, 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.
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Important information about the cost of

this policy

How we calculate your premium

Rating criteria Affect on premium

Sum insured of the home and
contents

Construction of the home

Location of the home and
contents

Age of the home

The amount of excess

The type of options chosen

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.

The type of construction and

the materials used will have an
effect on the frequency and cost
of claims. For example: tile roofs
may be more susceptible to storm
damage.

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

The age of the home can
affect the general condition
and maintenance level of the
home which can impact on the
frequency and cost of claims.

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

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 | Your premium may
increase if: decrease if:

You change
your sum
insured

You change
where you
live

You change
the options
on your
policy

You change
your excess

You increase your sum
insured.

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

You add motor burnout
option.

You elect to take a nil or
lower excess.

63

You decrease your sum
insured.

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

You remove the motor
burnout option.

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 different, 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
certificate of insurance.

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

e contents, including specified contents
items;

e property insured under Group and/
or Selected personal items cover,
when the words burglary and theft
excess appear on your certificate 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 certificate of insurance.
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Important information about the cost of

this policy

Policy costs and charges

Cancellation fee

Pay by the month

Claims costs that you may bear

If you cancel your policy during the
period of cover (apart from the 21
day cooling-off 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.

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
certificate of insurance.

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

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 suffer 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 efficient 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 offender;
* immediately send us any correspondence you receive
about the claim. This includes telling us if you became
aware of any pending court proceedings or offers of
settlement;
® give us any information, written statements, evidence
and help we may need in defending, prosecuting and
investigating the claim. This may include:
easserting rights against any person nominated by us;
eattending an interview with our assessor or
investigator;

eassisting any agents appointed by us such as
solicitors;

eattending court to give evidence.
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Claims information and requirements

What you must do

® advise us of any impending prosecutions or inquest;

e keep damaged property for our inspection;

e 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:

e 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 official enquiry and
undertake the defence in any court of any alleged
offence in connection with an event covered by your

policy.
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Claims information and requirements

What can affect your entitlement

If you do not comply with any condition of your policy or
certificate of insurance, it can affect how much we pay.
If the insured property is not kept in good condition and
reasonable care is not taken to safeqguard it from loss or
damage, this may affect 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 qualified,
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
certificate of insurance.
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We take customer satisfaction seriously

If you have a complaint concerning this product, our
Sservices or a privacy issue:

Talk to us first

e The first thing you should do is call 13 7202 and speak
to one of our staff;

® |f your complaint relates specifically to a claim, speak
with a claims officer;

e |f the staff member or claims officer 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

e 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

e 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 first tried to resolve it with us;

e |f 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 final.

® 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.racq insurance.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:

e the information you provided to us when you purchased
or varied the policy, and at each renewal;

e this PDS;

e the certificate of insurance;

e any issued SPDS.

The insurance is only for the cover for which you have

a certificate of insurance and only for the period of
insurance indicated on the certificate. It is also subject to
the conditions contained in this PDS or SPDS and on the
certificate of insurance.

If two or more persons are named as the insured on the
certificate of insurance, each of them is responsible both
individually and together for:

e the completeness and accuracy of information in any
application forms, statements, claims or documents
supplied by any one of them to us; and

e compliance with the conditions of this policy.

What you must do
You must:
e atyour expense take all reasonable precautions to:
e keep your home and contents in good condition;
® protect the safety and security of any insured
property;
e prevent further damage or legal liability occurring.
® advise us in writing as soon as possible:
e 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;
e if you commence any business activities from your
home;
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General conditions

What you must do

e of any physical changes in or around your home or
contents which increases the risk of loss or damage
occurring;

e of any criminal convictions that you or any person
residing with you have had recorded against you
or them.

e comply with all the conditions set out in your PDS,

SPDS and certificate of insurance;

e 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:

e refuse to pay a claim or reduce the amount we pay;
and

e cancel the policy; and

e 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 certificate 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 certificate of insurance or the interim cover certificate,
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 first 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, effective date
and time of such cancellation.

Policy comes into force

This policy comes into force on and from the first date of the
period of insurance shown on the certificate of insurance or
interim cover certificate 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 confirm it in
writing to you or endorse it on your policy or certificate
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-
off period” provisions of this policy you may cancel your
policy by advising us in writing. The cancellation takes effect
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 first
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 first 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
financial 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 certificate 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 notification 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.

I debits are returned unpaid by your financial 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 financial 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;

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

e when you have paid the first instalment, insurance
cover commences on and from the first effective date
and time shown on your certificate of insurance;

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

e 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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