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Supplementary Submission 
 
In the 9 months since we made our initial submission to this inquiry, financial 
counsellors have continued to support their flood-affected clients following the 
devastating floods of 2022.  Through this work, more systemic insurance related 
problems have continued to emerge, particularly out of Victoria. 
 
In addition to this, two more catastrophes have occurred in the state of Queensland.  
This has provided us with the opportunity to compare the insurance response to 2022 
and gain an understanding of what has changed and what has stayed the same. 
 
This report is submitted on behalf of Financial Counselling Australia, Financial 
Counselling Victoria and Financial Counsellors Association of Qld.  We wish to thank 
the financial counsellors who have taken the time out of their busy schedules to 
contribute to this report by submitting case studies.  We are particularly grateful to the 
Port Douglas Community Centre for their in-person support of FCA on a recent visit to 
far north Queensland.  
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The experiences of policyholders before, during and after making claims 
 

Cash settlements 
In our initial submission, we touched briefly on inadequate cash settlements being 
offered by insurers as well as the life changing outcomes financial counsellors were 
able to negotiate on behalf of their clients.   
 
We now have data that shows what we believe to be the widespread practice of offering 
inadequate cash settlement amounts.  The table below shows that financial 
counsellors were able to negotiate a total increase of more than $3.3 million for cash 
settlements offered to 40 clients.  This is an average of an additional $83,182 per client.  
 

  

 
This data was sourced from just one financial counselling agency servicing a small area 
of regional Victoria.  Increases in cash settlements were negotiated across both building 
and contents claims for the following reasons: 
 
• overturning of previously declined claims 
• problems with the scope of works 
• temporary accommodation 
• uplifts requested 
• non-financial loss compensation 
 
On the next page is the breakdown of the data showing the 10 different insurance 
brands involved.  Approximately one third of the clients were initially offered nothing. 
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Insurer Initial Offer Actual Payout $ Difference 
APIA $0.00 $3,150.00 $3,150.00 
CGU $0.00 $3,150.00 $3,150.00 
Hollard $0.00 $8,000.00 $8,000.00 
RACV $0.00 $14,128.55 $14,128.55 
RACV $217,000.00 $234,849.89 $17,849.89 
Allianz $0.00 $18,000.00 $18,000.00 
AAMI $13,726.00 $32,626.00 $18,900.00 
Allianz $347,718.07 $370,422.07 $22,704.00 
QBE $38,043.00 $63,856.02 $25,813.02 
QBE $0.00 $28,183.83 $28,183.83 
CGU $0.00 $29,756.29 $29,756.29 
Hollard $150,000.00 $180,000.00 $30,000.00 
Allianz $120,330.00 $150,752.00 $30,422.00 
AAMI $200,000.00 $233,000.00 $33,000.00 
Suncorp $23,957.17 $58,194.12 $34,236.95 
APIA $59,823.87 $94,469.93 $34,646.06 
Allianz $149,148.25 $189,148.25 $40,000.00 
RACV $0.00 $41,876.00 $41,876.00 
Hollard $0.00 $46,000.00 $46,000.00 
QBE $285,000.00 $333,000.00 $48,000.00 
CGU $214,564.17 $264,227.04 $49,662.87 
CGU $255,300.00 $306,360.00 $51,060.00 
CGU $217,136.27 $268,886.00 $51,749.73 
CGU $143,594.00 $201,920.00 $58,326.00 
CGU $205,115.87 $263,874.95 $58,759.08 
Hollard $0.00 $60,000.00 $60,000.00 
Hollard $3,239.78 $70,370.00 $67,130.22 
RACV $0.00 $78,331.49 $78,331.49 
CGU $172,985.66 $251,319.11 $78,333.45 
AAMI $123,000.00 $221,330.82 $98,330.82 
CGU $166,197.56 $279,219.60 $113,022.041 
Hollard $101,500.00 $215,719.00 $114,219.00 
RACV $50,000.00 $167,200.00 $117,200.00 
Hollard $23,398.37 $192,713.06 $169,314.69 
Budget Direct $200,283.00 $381,967.00 $181,684.00 
WFI $167,265.80 $355,276.29 $188,010.492 
Allianz $349,429.07 $551,989.94 $202,560.87 
Allianz $184,959.13 $449,000.00 $264,040.873 
RACV $0.00 $396,300.00 $396,300.004 
RACV $167,000.00 $568,438.80 $401,438.805 
Total $4,349,715.04 $7,677,006.05 $3,327,291.01 

 
1 Case study 1:  James and Candice 
2 Case study 2:  Mary and Stan 
3 Case study 3:  Rachel and Kyle 
4 Case study 4:  Bev and Ian 
5 Case study 5:  Natalie and Nathan 

Inquiry into insurers’ responses to 2022 major floods claims
Submission 6 - Supplementary Submission



6 
 

Deeds of release 
When an insured accepts a cash settlement offer from an insurer, the insurer will 
require that a deed of release be signed as a condition for funds to be transferred to the 
insured.  Insurers do this to prevent their customers from disputing the claim in the 
future.  Financial counsellors have noted two main problems with the use of deeds of 
release in the context of home and contents insurance. 
 
Firstly, there is the all-too-late realisation that the cash settlement amount was not 
sufficient to carry out the necessary repairs.  Unknowingly accepting an insufficient 
cash settlement offer happens because most insureds are not qualified tradespeople.  
They trust that their insurer has offered them a fair sum based on an assessment of the 
damage carried out by an insurer-appointed expert.  If a deed of release has been 
signed, there is no recourse for the insured because they have legally accepted the 
terms of the settlement. 
 
Secondly, deeds of release contain confidentiality and non-disparagement obligations.  
Financial counsellors who encouraged their clients to speak at the public hearings for 
this inquiry were repeatedly told they were too scared to speak because they had signed 
a deed of release.  They feared that if they spoke out, their insurer would take civil action 
against them for breaching their confidentiality and non-disparagement obligations. 
 

Buying a home in a flood zone 
On 1 February 2024 when we appeared at the public hearing for this inquiry, we were 
asked by Mr Garth Hamilton MP about whether there is a process that helps people 
understand their risk prior to purchasing a home.  This question was asked in the 
context of vulnerable people purchasing low-cost housing in flood zones. 
 
An important point missing from the discussion was that people will make the best 
decisions they can with the limited resources available to them.  This means that even if 
good quality risk information were freely available to people prior to purchasing a 
property, it would not necessarily influence their decision making.  The reality is that 
housing in flood zones is affordable, and some people will therefore decide that owning 
a home in a flood zone is better than owning no home at all.  For some, dealing with a 
flood every now and then, is a necessary risk for the security of home ownership. 
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Temporary accommodation 
 

Claims that take longer than 12 months to resolve 
Financial counsellors continue to support clients with their insurance claims two years 
on from the major floods of 2022.  When claims take longer than a year to resolve, this is 
problematic for temporary accommodation arrangements as most additional benefit 
inclusions are for a period of 12 months. 
 
Financial counsellors have several cases with Allianz where the claims have taken more 
than twelve months to resolve due to the insurer’s insistence that multiple expert 
reports be sourced.  In one case, a client had to wait for nine months for the ground to 
dry before an expert report could be done.  When the report was finally completed, it 
supported the client’s claim and works were eventually approved.  However, Allianz 
refused to provide temporary accommodation beyond 12 months. 
 
We say that when the 12-month period begins is crucial. Where it is demonstrated that 
the delay was due to the actions or advice of an insurer, that period should not be to the 
disadvantage of the insured. 
 

Tourist Towns 
The December 2023 floods in far north Queensland were the worst in recorded history 
with waters rising 2.4 metres above the 1-in-100-year annual exceedance probability.  
 
Cairns and surrounding towns such as Port Douglas are also heavily reliant on tourism.  
Wayne Reynolds, general director of Tropical Tourism North Queensland was quoted in 
the media as saying, “We were looking at running into 100 per cent occupancy before 
Jasper and the flooding – that dropped away to 40 to 50 per cent occupancy.” 
 
The loss of tourist bookings meant that displaced locals initially found it easy to find 
temporary accommodation.  However, when the tourists began to return in the middle 
of 2024, locals found themselves displaced again, having to vacate their 
accommodation to make way for the tourists.    
 
One example of this was a 94-year-old man with mobility issues and a terminal illness, 
who lost his temporary accommodation due to the beginning of the tourist season.  His 
insurer would only pay for his accommodation a month at a time, a practice that caused 
unnecessary anxiety and ultimately led to the insured having to vacate the 
accommodation for a tourist. 
 
Thanks to the kindness of a neighbour, the insured was able to secure accommodation 
in a very small motel room close to his home.  The motel room does not have adequate 
facilities to cater to the insured’s mobility issues, has no cooking facilities, and no 
laundry facilities, but the man said that he considered himself lucky because the 
people at the motel were “looking out for me”.  
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Inflexibility 
In the wake of Tropical Cyclone Jasper and the record-breaking flooding that it brought, 
community service workers have reported a lack of flexible temporary accommodation 
options being offered by insurers.  Given the unreliable nature of tourist 
accommodation and that townships in far north Queensland are spread out over great 
distances, flexibility is important when thinking about how to keep people connected to 
their communities.   
 
One example of this was a family in far north Queensland whose house was rendered 
uninhabitable following the December 2023 floods.  The house was insured for flood 
and the claim had been accepted by the insurer.  However, the family wanted to stay 
connected to their property as they had animals to care for.  They also wanted to stay 
connected to their local support network and close to their young children’s school. 
 
The insurer offered the family tourist accommodation 40 minutes away.  When they 
explained to the insurer why that would not be suitable and requested a caravan 
instead, they were denied.  As they were unable to leave their animals, they resorted to 
camping in swags in an open shed in a far north Queensland summer.  
 
On the flip side of this, Mary and Stan (see case study 2) were offered a caravan by their 
insurer following the October 2022 Victorian floods.  However, this was unsuitable for 
them due to their age-related mobility issues and their understandable reluctance to 
live near a building site.  This shows that when it comes to temporary accommodation, 
one size does not fit all.   
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Internal dispute resolution processes 
 

Objectivity 
The Australian Securities and Investment Commission outlines in Regulatory Guide 271 
– Internal Dispute Resolution that:  
 
“Financial firms should manage complaints objectively and without actual or perceived 
bias. This requires that… wherever possible, the complaint is considered by staff not 
involved in the subject matter of the complaint.” 
 
Financial counsellors lodging complaints with RACV and CGU on behalf of their clients 
have found that their complaints are often managed by the same claims manager they 
were dealing with prior to lodging the complaint.   
 
One financial counsellor had complaints with CGU for 8 separate clients, all being 
handled by the same claims manager both before and after the complaint was made. 
RACV claims handlers are given 3 days to resolve a complaint before it is transferred to 
a complaints department.   
 
Both RACV and CGU have 3 complaint levels as part of their internal dispute resolution 
process and financial counsellors have reported that there is no way to fast track 
between levels. 
 

Timeframes for an IDR response 
The Australian Securities and Investment Commission outlines in Regulatory Guide 271 
– Internal Dispute Resolution that: 
 
“A financial firm must provide an IDR response to a complainant no later than 30 
calendar days after receiving the complaint.” 
 
Financial counsellors working in disaster recovery have repeatedly shared casework 
examples with FCA where they have felt stuck in IDR after assisting clients with 
complaints to their insurers.  Insurers were found to be drip feeding their responses to 
complainants and re-setting the 30-day response clock each time.  It is only through 
experience that we as a sector have learned when to draw the line with insurers and 
escalate to the Australian Financial Complaints Authority (AFCA).  However, the average 
insured does not know when to draw the line and may not know about or feel confident 
to escalate to AFCA. 
 
An example of this is the family in far north Queensland who were denied a caravan.  
They lodged a complaint with their insurer, citing that the caravan they had sourced was 
within 10% of sum insured as per their policy.  However, every 30 days, the insurer came 
back with an offer that was marginally higher each time but still nowhere near adequate 
to purchase the caravan.  The family described feeling “worn down to nothing” by the 
IDR process and therefore too exhausted to consider an AFCA complaint.  
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Recommendations 
 
1. Allow insureds to request a review of their claim for up to 12 months after 

settlement if the claim was settled within 12 months of a catastrophe.  Clause 
90 of the General Insurance Code of Practice currently allows for insureds to request 
a review of their claim for up to 12 months after settlement only if the claim was 
settled within 1 month of a catastrophe. 
 

2. Ban the use of deeds of release in the context of home and contents insurance 
claims.  We understand they have a role to play in other insurance contexts where 
the power imbalance is less pronounced.  This is why we are only recommending 
this ban in the context of home and contents insurance claims. 

 
3. Provide temporary accommodation for 24 months after a catastrophe.  We think 

this would incentivise more efficient claims handling by insurers. 
 
4. Proactively ask customers what type of temporary accommodation will be 

suitable for their needs and provide examples of options available to them. 
 
5. Ban the practice of internal complaints being handled by the same claims 

manager. 
 

6. Make the Resilient Homes Fund a nationally available scheme.  FCA has worked 
closely with both the Queensland the New South Wales schemes.  The Queensland 
scheme has been particularly effective in achieving its mandate to buyback, raise 
and resiliently retrofit flood-affected homes.  However, we have noted that many 
impacted communities outside of south east Queensland and the Northern Rivers 
were not eligible for the scheme.  Should a national scheme be established, we urge 
the government to consult with community service organisations such as FCA 
during the design process. 
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