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What data have we collected?

Extreme Weather Event Services as percentage Clients / Services by Disaster type - Nov 19 - Apr 21
of total ILS services, Jan 22-Sep 23 =
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ised by flood and storm clients, 1 Jan 22 - 30 Sep 23 o Woee

fers made up the highest proportion of Financial Rights’ clients. Around 42%
ut storm-related matters. This led to the provision of 434 services. Around
Fd about hail leading to the provision of 277 services.
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Why have we collected the data?

e Many people are swayed by touching personal stories or outrageous
tales of poor financial firm behaviour

e However, most decision makers are numbers people — they need data,
e Data collection can be used to:

o ldentify systemic issues, trends and case studies

o Be the canary in the coalmine for regulators and industry

o Advocate for and effect change for consumers
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How did we collect the data?
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Main

utcome

Conflict check

Conflict check notes

Advice checked by

{OLD) Other debt type

Court/Tribumnal

Problem description 1

Problem description 2

DOther izzues

Main reason for hardship

[Advice only] / Feedback

1002 Ma conflict

9950 To be checked

1100 Hardship - Credit law

1310 Debt collection - can't pay/hardship

2750 Domestic Viclence

9950 Other - Give details

reazon for hardship-Other DOMEstic Vislence

e CLASS is not data friendly

e Limited ability to list product
types and problems
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How did we collect the data?

Funding Category MLAP Insurance -
ds!
g K eyW O r S - Problem Typs | Insurance - stomn/flood x a
o unatural dlsasteru Primary Law Type Commanwealth law - Civi -
Assigned To . Claire Khoury x A
o type of disaster e.g. flood S p— .

o ‘“insurance” or “financial hardship”

poor claims handling X
. home building and contents insurance X
underinsure

no flood cover X

poor communications X m

premium increase X

o Insurance type e.g. home insurance

|
m
=]
=]
m
=1
m
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press enter/return key to add keyword

o Issue e.g. maintenance, delay 2
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How did we collect the data?

— T —
vehicle insurance

mortgage stress arrears 52k Plenti Caravan, Toyota

e | AL | Pt ot et el | S84 e Data entry is manual — not automated

APIA Cash Settlement home building and contents
insurance natural disaster,flood storm,guantum, further 304477
77

damage,poor quality repairs temporary D t I 1 1 t- I
accommeodation,poer claims handling . a a C eanlng IS essen Ia
Victoria, Oct 2022 flood,GIO, natural

13/07/2023 C240279 disaster,assessor/assessment,quantum scope of workshome 5294485

e Words used need to be consistent and

requested documents MRMA claim declined ,natural
disaster,2020 NSW storm,storm,poor claims

LT C240334 handling,vulnerability, poor guality repairs relationship,home 5224547 b aS e d O n a taxo n O m y

building and contents insurance

13/07/2023 C239080

Comprehensive car insurance Youi,Cannot warrant
work,Cash settlement Insufficient cash settlement

17/07/2023 £239877 . ; 5294567 1 H

- amount,moteor vehicle insurance poor claims I D t | g | d t k
handling,guantum,natural disaster,storm, hail,underinsured . a a C eanln IS manua an a eS
WF| potential denial, cause of damage, storm

17/07/2023 C240366 damage,DUGF strata insurance, poor quality 5294585 h 0 u rS
repairs,storm,natural disaster

Allianz,delays,flood home building insurance,total loss,cash
18/07/2023 C240406 settlement natural disaster,poor claims 5294829
handling,underinsured,feb 22 retaining wall

strata community insurance,delays,home building
insurance,temporary accommodation, DUGF remserve,angle

18/07/2023 C240415 5284641
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How did we analyse the data?
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7 3 Aug | Open Date|
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A (5P Wrap Text General
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e EXxcel pivots and counts S
op DR ] s
Unique client (All) |
disaster TRUE
insurance __TRUE
- 3
:Z::!a'ms handling :(]]::: i::: Unique client (Al — Issues raised by flood and storm clients, 1 Jar‘
Wear and tear 7.4% 6.7% disaster TRUE -
M/D/WET 17.6% insurance  TRUE B4
Settlement 195%  19.1% Maint TRUE x
Pre-existing damage 5.9% 5.5% Storm TRUE x
Poor communications 6.9% 4.6% Hail TRUE x
Temporary Accomodation 8.1% 5.5%
Underinsurance only 6.9% 7.0% Row Labels - Count of Service ID_Sum of Unique client
Uninsured only 1.6% 1.9% <2022
Uninsured and uninsured only 0.7% 0.7% Jan 1 1
Underinsurance and uninsured 109 84 Feb 2 2
Underinsurance and uninsured% 9.2% 9.6% Aug 1 1
Oct 2 1
ue [- E® Nov 1 0
Maintenance/Defect/Wear & tear/i _ 28.7% 29.2% =2023 mService % mClient %
Maintenance 17.1%  16.7% Jan 1 0
Defect 103%  10.5% Feb 1 0 Maintenance
Wear and Tear 7.1% 6.7% Mar 2 2
Pre-existing damage 5.9% 5.5% May 3 0
Poor claims handling 41.9%  38.5% Jun 1 1 [}
De"*IV - 14-2: 23-3: n:" ; 3 3 Claims handling issues raised by flood and stof
Quality of repairs 13.1° 12.7 Grand Total 18 1
Poor communications 6.9% 2.6% 1Jan22-305ep 23
Assessment/Assessor 69%  6.4% f—r
Cash Settlement 19.5%  19.1% s00% -
Scope of Works 7.9% 7.9%
initi 7.9% 6.6% e —
Under or Uninsured 9.2% 9.6%
Temporary Accommedation 8.1% 5.5%
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Where have we used the data?

e EXxposed: Insurance problems after extreme Financial Rights
Weather events LEGAL~YCENTRE

: Exposed:
e Consumer Governance Committee of the et ot ohleinz Sfier

General Insurance Code of Practice: Making extreme weather events
Better Claims Decisions

e ASIC Claims Handling Inquiry
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