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Section 1

Introduction /




Section 1.1

What is LMI?

Lenders' Mortgage Insurance (LMI) covers the Lender in the event of the Borrower defaulting on their loan. If the
property is sold and the amount from the sale is insufficient to pay the loan in full, this insurance will cover the

Lender for the shortfall. The Insurer may then exercise their legal right to recoup this shortfall from the Borrower.
The Lender applies for LMI, not the Borrower and the premium is usually passed on to the Borrower as a cost of

providing the loan.

LMI should not be confused with Mortgage Protection Insurance, which covers borrowers for the payment of
their mortgage instalments in the event of unforeseen circumstances. This insurance is paid annually and can

vary depending on the outstanding balance of the loan.

The fee for LMI is paid as a once only fee at loan settlement and varies depending on the amount being

borrowed and loan to valuation ratio (LVR).

LMI helps Lenders broaden the net of who they are able to lend to by taking some of the risk out of lending the

money. It means that more people are likely to get a loan and the home they want sooner.

LMI providers are heavily regulated by government authorities. The purpose of this is to make sure the insurers
hold sufficient money in reserve to pay all likely claims. These reserves, with government regulation, gives
lenders the confidence to offer competitive loan terms to prospective home buyers. This shows the important
role that QBE LMI plays in the home loan lending market.
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Section 1.2

Online Resources

QBE LMI’'s website contains lots of useful information including Hardship, Arrears and Claims documentation
and forms. The website is available at:

www.gbe.com/Imi

Figure 1

@ QBE Contactus  |miCONNECT MOBILE m Q

About ~ Lenders v | Borrowers ~ | Inthe community Newsandreports ~

Lenders’ Mortgage Insurance

QBE Australian Housing Qutlook 2018-2021 out now

I'm alender ~ andwantto read the QBE Housing Qutlook ~ m

Understanding LMI

Achieving the dream of home ownership can be one of the most
exciting times in your life. It can also be one of the most difficult
to achieve due to the length of time it can take to save the
traditional 20% home deposit required by your bank.

Lenders” Mortgage Insurance {LMI) provides lenders with a way
to accept a smaller deposit from you. By reducing the deposit
required, you may be able to purchase a home much earlier, or
buy a better located or better-quality property, than your
deposit would otherwise have allowed.

Discover more about EMI
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IMICONNECT® is an online portal which tracks the progress of your claim, stores information on your
policy and provides Lenders with online access to submit claims and associated documents, reducing the need

to fax or email saving time, money and the environment!!

If you would like to arrange a demonstration of IMICONNECT® and its benefits, please contact your QBE

LMI Partnership Manager.

Figure 2

About ~ Lenders v Borrowers v In the community News and reports v

Home » Lenders » Tools » |ImiCONNECT

ImiCONNECT®

Simplifying the paperwork

QBE LMI provides ImiCONNECT® to all our business clients to streamline the processing of lenders” mortgage
insurance, cutting out the paperwork.,

Our online system covers the lifecycle of the application, from calculating/estimating the premium, application
submission, portfolio reconciliation and maintenance, through to claims processing.

You can now monitor and manage every step of your customers” applications, saving vou time and putting you back
in control.

Useful functions
ImICONNECT® enables you to:

= Calculate the LMI premium and servicing capacity

= Submit your LMI proposal

« Streamline the premium payment process

» Do real-time searches of your applications, approvals and policies
= Manage your arrears process

» Submit and manage your claims

» Simplify portfolio reconciliations

Even if you don't submit applications to us electronically, it still makes sense to use ImiCONNECT® because:

= No set up - ImiCOMNECT® is accessible directly though QBE LMI's secure website
» Free Help Desk support and training are available

Click here to go to ImiCONNECT

For more information on the solution that's right for you, contact yvour Senior Partnership Manager.

Lenders and Brokers Resource Centre

In addition to our online processing tool - IMiCONMNECT® - we also have a range of reports, analysis and tools
available for lenders and brokers.

@QBE Comtactus  ImiCONNECT MOBILE Q,
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Hardship and Arrears documentation can be found under the Forms tab. These forms are used by Lenders to
report monthly arrears and for lodging hardship requests.

Figure 3

S QBE

Ahout ~ Lenders ~ Borrowers ~

Home 3 Lenders » Forms and processes

Contactus  ImICONNECT MOBILE ImiCONNECT Q

In the community News and reporis ~

Forms and processes

For underwriting, arrears reporting, capital markets and claims.

Please contact your LMI Partnership Manager if you require further assistance.

ImiGUIDE

Find out about the products LMI
offers in our ImiGUIDE.

= ImiGUIDE

.|
Arrearsreporting

QBE LMI insured loans that are 90
days in arrears or more need to be
reported to us each month.

= Arrears template

You can also submit your arrears
report via ImiCONNECT. Speak to
your LMI partnership manager if you
don't have access to ImiCONNECT.

Underwriting forms

These forms are designed to
streamline the application process
and make it easier to do business
with us.

+ Proposal
+ Loan discharge advice
« Policy variations request

You can also submit your proposal
via Lite eBusiness or our B2B
eBusiness solution. Speak to your
LMI partnership manager if you
don't have access to these portals.

Claim forms and tools

If the worst comes to pass and you
need to make a claim, the
documents below outline the claims
process and the steps you need to
take to lodge a claim.

« Our claims process: when and how
to make a daim
« Claim for loss form

You can also submit your claim via
ImiCONNECT. Speak to your LMI

partnership manager if you don't
have access to ImiCONNECT.

Hardship and repayment
assistance

QBE LMI seeks to preserve home
ownership whenever possible and is
here to support you and your
customers should they experience
short-term difficulties in mortgage
repayment.

= AUS hardship assistance guidelines
= AUS hardship request form

Capital Market forms

To allow you to prepare your loan
pool data we have created templates
and guidelines which will reduce the
amount of effort required and
streamline the end-to-end process.

Quotations

= Product guidelines
» Quotation request form
= Quotation data collection template

Assignment and novations

= Assignment guidelines

= Assignment request form

= Assignment data collection
template
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Section 2.1

The Claims Function

The claims team works with Lenders to review arrears reports, enabling accurate provisioning for a potential
claim.

QBE LMI have a dedicated Borrower Assistance team that works closely with our lenders to support the
provision of Hardship assistance to homeowners who are experiencing temporary difficulty in making their
mortgage repayments.

The Claims team also works with internal and external stakeholders Pre-claim to minimise potential losses
during a Mortgagee in Possession (MIP) sale or a voluntary Borrower Sale with a shortfall.

If the sale of a property results in a shortfall, a Claim is submitted to QBE LMI by the Lender. All claims are
processed within the Insurance Contracts Act guidelines and take into account the relevant LMIP and the
Lender's Credit Policy.

Following the payment of a claim, the debt is legally assigned to QBE by way of Deed of Assignment and Notice
of Assignment. Where the shortfall is deemed to be recoverable, the matter is referred to a Mercantile Agent for
Recovery action, and where applicable, trustees in bankruptcy will be advised of the borrower's liability to QBE.

The team encompasses several functions:

Arrears
Reporting Pre-claim Recoveries
Hardship Claims
Management
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Section 2.2

Arrears Reporting

2.2.1 Overview

As part of the Master Agreement, Lenders are required to report any account that is 90 days or more in arrears.
The Arrears Reporting team reviews these reports and investigates large portfolio movements whilst maintaining
and assuring the accuracy and consistency of data over the entire arrears life-cycle. The data received is
important to QBE as it allows us to provision in the event of a claim.

2.2.2 The Arrears Reporting Template

Below is a screenshot of the Arrears Reporting template. Lenders are required to complete the template and
forward to the arrears team by the 12th of each month to ensure the report can be processed and any
inconsistencies clarified prior to the end of the month.

Figure 4

Iin aears repin : ' : o "
tmplate Please return completed Report by the 12th of each month to: L-S

| arrears@gbe.com
|LENDER NAME: QBE
|Advice of QBE Insured Loans in Arrears as at :
|Completed by:
|Phone:

|Fax:
|Email:

Payment
Frequency
(W, F, M)

Scheduled
Payment Amount

Total Arrears Current Insured

Count QBE LMI Policy No. Borrower Surname Borrower First Name Loan Account No Amount Vion Balance.

Current Collection Status

1

| Template !IDefufheadmgsandstms | Ieﬁn on of arrears | @ I o)

The second tab on the template (refer Figure 4 highlighted in red), provides a list of the definitions of the
headings in the template and a list of examples of the Current Collection Status choices available in the
dropdown box in column J of the template.
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Figure 5

arrears|reporting

template QBE
Heading Definition
QBE LMI Policy No. The QBE LMI Policy number for this loan file
|Borrower Surname, First Name The name of the primary borrower where available
Loan Account No The Lender's primary loan account number
Scheduled Payment Amount The amount of each instalment
|Payment Frequency The requla nts made - weekly, fortnightly or month

Total Arrears Amount

The total amount of missed payments or payments overdue (excluding any other

Current Insured Loan Balance

The balance of all loan accounts, if there is more than one account for this policy.

|Current Collection Status

Code representing the most recent action taken by the Lender

Under Arrangement

Complaints

Stat Notices/Letter of Demand issued
Borrower Sale - sold no shortfall with
|Deceased Estate

ing settiement

Legal action started however borrower is making payment arrangement, e.g.. Super

ement - FOS/ICOSL

Account is u
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Please note that the “Hardship” Collection Status in the Arrears Report does not replace the requirement for
Lenders to refer hardship applications to the QBE Borrower Assistance team. Please refer to the next chapter for
the relevant information in relation to hardship applications.

The third tab of the Template (refer Figure 4 highlighted in green), provides clear descriptions of what
constitutes arrears for the purpose of this report. Policies with arrears should be recorded on the template and
updated monthly until the arrears on the loan is either cleared or the loan is discharged.

Policies to be included in this report are:

Policies with arrears equal to or greater than 90 days in accordance with APRA standard AGN220.1,
paragraph 15;

Policies with arrears less than 90 days which were reported in last month’s report;

Any policy where the lender is in possession of the mortgaged property;

Any policy where the borrower intends to sell the mortgaged property which is likely to result in a
shortfall;

Any policy where the loan has exceeded the term of the loan as outlined in the loan contract;

Any policy where another mortgagee intends to the sell the mortgaged property;

Policies with any other defaults, including but not limited to:

(0]

(0]

(0]

(0]

The borrower/guarantor has become bankrupt or placed under administration/wound up;
A default under a mortgage over the mortgage property other than the insured mortgage;
The borrower/guarantor is deceased;

The mortgaged property suffers any damage or destruction;

Policies with active Hardship within the definitions of APRA'’s standard APS 200;

Prior months reported policies in arrears that are now cured.

12
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Section 2.3

Hardship

2.3.1 Overview

Under the National Consumer Credit Protection Regulations (NCCP), there are no prescribed grounds for
making an application other than the borrower's inability to meet the obligations under a credit contract. Common
examples include illness and/or unemployment but any other reasonable cause may also be considered.

At QBE LMI we are committed to making the dream of home ownership a reality for more Australians and
wherever possible, ensuring that Australians have the opportunity to retain their homes when experiencing
genuine mortgage stress.

We have a dedicated Borrower Assistance team that works closely with our lenders to support the provision of
assistance to homeowners who are experiencing temporary difficulty in making their mortgage repayments.

Under the terms of our LMI Policy, our prior written consent is required before you (the Lender) enter into any
arrangement with a borrower to postpone repayments.

There are no limits to the form of hardship variation that can be requested. Examples include:

a)
b)
c)

d)

Extending the term of the credit contract and reducing the repayments; or
Postponing repayments during a specified period (without extending the term of the loans); or
Extending the term of the credit contract and postponing repayments during a specified period; or

Capitalisation of existing arrears.

A full copy of the QBE LMI Hardship Guidelines can be found on the “Forms” page at www.qgbe.com/Imi

13
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2.3.2 The Hardship Template

Figure 6

QBE LMI Repayment Assistance @

Request Form

e ————— CBE

Tvpe af request (select one optien):

Data reguest recelved fram
eouivalent EBcrrower (varbal or writier)

equevatent

Othor: Pisase specty.

QEE Ll Poticy Auiber
Mortgags ManagariLander number

Lender sceaunt number

Barrower name

Sacurity address

i st e [y

Current total balance s

Current redrsw of aitears ameunt | ¢

Current LVA |

Palicy type Payment type.

Current manthly payment

-

Aeduced repayment amount

[

Tatal assistant smount reauired |
Arrars tohe capitalized I

Mepayment history last 12 montns

Projoctad end LUR Laan maturity date.

Current LVR I

Latest vatuation date

Daw assistance 10 commence. Date assistant o end

Lengers recomemendation

re—
. ImISELF e5%
: Vo "
Privacy Act 1568 (Cih 12 QBE LI 2 thet GBE LK

Amachment checaist:

QBE LAl repavment sssistance request farm -~

Borrawesis Staterment of Finacial Positian 10 pa
Requesizd by Aplication

| Summary

Email 1

Contact number

PO BoxRISAT Rowal Exchangs Sydney NSW 1223
Fhare 02 9231 7777 Fax 038021 1357
mverzas

Figure 7

Examples of documentation to support the borrower/s’ reason for hardship request:
Reduced ncome
+ Letter from borrower s empioyer

or
= Letter from bomowens accountant

or
- Paysiios

Unemplayment.
- Employment separation corificatelistier

é
i
!

Compsensation/Workcowsr documents

Deceasedmatter
- Copy of death certificate

Change in reiationship

- Family law court Socument
or

= Lettorfrom solicitos

Sate of property
« Contractof sase

or
*  Sabes agency agreement

omer
- Please specily
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Section 2.4

Pre-Claim

2.4.1 Overview

The “Pre-Claim” process refers to the process that a Lender undertakes to realise the shortfall, by either MIP
sale or Borrower Sale.

QBE works with Lenders throughout this process to ensure the actions undertaken by the Lender are within the
parameters of the Agreement between both parties. This ensures that the potential loss as a result of the actions
taken by the Lender are covered in the event of a claim or that appropriate provisioning is in place for items
which are not deemed to be claimable under the LMI policy.

Throughout the Pre-Claim process, all actions taken should be in the best interest of the Borrower to minimise
the shortfall of the outstanding debt.

QBE encourages Lenders to remain in contact with the QBE Claims Team throughout the MIP and Borrower
Sales processes to ensure clarity and transparency through to the Claim lodgement.

QBE also encourages Lenders to rely on the QBE Claims Team'’s experience and knowledge should any
complex issues arise which may require a different point of view.

The QBE Claims team is not in a position to provide instructions to the Lender in relation to actions following a
default by a Borrower, as the account is under the control of the Lender. QBE can, however, agree with
recommendations provided by the Lender or make suggestions for a different course of action.

2.4.2 Mortgagee in Possession (MIP)

2.4.2.1 Possession

The Lender must advise QBE of the possession date and type within fourteen (14) days of securing possession
to allow accurate provisioning for any potential losses.

The Lender should also ensure the security property has suitable general insurance once possession has been
secured, to protect the Lender if any damage occurs to the security property while in possession.

2.4.2.2 MIP Valuation and Agent Appointment
An MIP Valuation must be forwarded to QBE for all MIP properties.

The MIP valuation should meet QBE LMI requirements set out in Annexure 2 of this document.

In some instances, if there is a large discrepancy between the Original valuation and the MIP valuation (20% or
more), QBE will require a Retrospective Valuation as at the date of the Original valuation.

A Retrospective valuation gives an indication as to what the original value should have been at the time of
underwriting. This will be used as evidence if QBE chooses to seek recourse from the original valuer for any loss
suffered as a result of relying on the original valuation.

Note: The retrospective valuation should be obtained from a valuer whom is independent from the Original and
MIP valuations to remove any conflict of interest which may arise. For further requirements in relation to
Retrospective valuations, please refer to Annexure 3 of this document.

QBE will advise the Lender when a Retrospective valuation is required to be obtained.

O
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When appointing a Real Estate Agent, QBE requires the Lender to obtain a minimum of two (2) Market
Appraisals from local real estate agents.

The appraisals should include the following:

. An estimated sales range;
. Comparable sales;
. A proposed marketing schedule and costs (recommended maximum 1.5% of appraisal amount);
. Proposed commission - below is a guide QBE recommends using when reviewing commission amounts:
0 Maximum 4.4% where the Market Value does not exceed $250K;
0 Maximum 3.3% where the Market Value does not exceed $500K;
0 Maximum 2.2% where the Market Value exceeds $500K
0 Maximum $10,000 for fixed rate commissions
. Colour photos of the property, highlighting any recommended repairs.

QBE's preferred method of sale is by public auction as this ensures that the best sale price is obtained, and the
market is fully tested.

It is recommended that the private treaty method sh  ould only be used where an auction is not viable (i .e.
in remote areas or vacant land sales where there is an abundance of vacant land being sold) and should
be supported by the MIP valuer's recommendation

2.4.2.3 Repairs

If the mortgaged property suffers any damage or destruction (except reasonable wear and tear), the Lender
must ensure that it is restored as nearly as possible to its condition at the date of commencement of insurance.

QBE will meet a claim under the Agreement only when the mortgaged property has been restored.
QBE agrees to cover any work up to $8,000, with any cost over not insured under the Agreement.

Quotes for repairs exceeding $8,000 should be forwarded to QBE to determine if the costs will be covered in the
event of a claim.

. One quote is required for individual items that will not exceed $500;
. Two quotes are required for items that will exceed $500;
. Quotes for work must be provided by a registered/licensed company.

When reviewing quotes, each policy is reviewed on a case by case basis and the following factors are taken into
consideration to determine whether the costs will be covered:

. The age of the property;

. Loan purpose (e.g. construction, home improvements);

. The condition of the property at commencement of insurance;

. The extent of work required;

16 & QBE



. The "as complete" value.

Note: If the Lender decides not to complete the work, QBE may consider itself disadvantaged by the Lender's
decision and this may be taken into consideration in the event of a claim.

2.4.2.4 Marketing and Offers

QBE agrees with the industry standard of a minimum four-week marketing period for an auction campaign to
ensure appropriate feedback is obtained prior to auction.

QBE recommends that weekly marketing reports are received from the agent and forwarded to QBE to be
retained on file.

The property should also be maintained throughout the campaign. ie mowing, yard maintenance, pool cleaning
etc.

On the day of auction, QBE endorses the use of a “fall back” figure as well as a reserve figure. This allows the
agent to negotiate with any potential purchasers on the day of auction should the property be passed in.

When setting a reserve at auction, the Lender should ensure the following:

. The MIP valuation should not be more than 90 days old;

. The reserve must not be less than the upper range of the MIP valuation;

. The fall-back figure must not be less than the lower range of the MIP valuation;

. The “as complete” valuation figures should be used if the required repair work has been completed.

For Private Treaty campaigns, the initial list price should not be less than the upper range of the MIP valuation,
or the upper range of the “as complete” valuation if the required works have been completed.

QBE understands that the market feedback may differ from the valuer’s opinion and the reserve and fall back/list
price recommended may not fit in the above guidelines. In these instances, please contact the Claims team to
discuss the details prior to the auction or listing.

Lenders are encouraged to liaise with QBE in relation to properties which have been on the market for an
extended period. The QBE Claims team are experienced in different strategies which could be used to generate
interest in these properties to help achieve a sale and minimise costs.

QBE expects all offers to be fully negotiated by the Lender. If an offer falls outside the current MIP valuation
range, QBE requires commentary from the valuer in support of the offer prior to acceptance.

When forwarding an offer to QBE for consent, the Lender should also provide a recommendation of whether or
not the offer should be accepted.
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2.4.3 Borrower Sales

QBE supports and encourages the sale of a security property by the Borrower in circumstances where it is
agreed that such action is in the best interests of the Borrower. This will maximise the sale price and reduce the
costs associated with securing possession of the property.

The Lender is required to notify QBE if they intend to accept a Borrower Sale that will result in a shortfall.

For QBE to consent to the shortfall sale, the Lender must provide the following documents to QBE for
consideration of the offer:

. An updated Valuation (in line with the MIP valuation guidelines);
. A copy of the signed Contract of Sale;

. A copy of the draft settlement statement (when to hand);

. An Acknowledgment of Debt completed by the Borrower;

. A Statement of Financial Position completed by the Borrower.

In all instances the Lender must apply the full net proceeds from the sale to the home loan and every effort
should be made to have the Borrower and/or any Guarantor cover the shortfall at settlement.

QBE agrees to cover the following costs incurred at settlement for a Borrower Sale:

. Borrower’s conveyancing costs up to $1,500;
. Reasonable marketing fees; and
. Apportioned Rates in relation to the security property.
. Proposed commission - below is a guide QBE recommends using when reviewing commission amounts:
0 Maximum 4.4% where the Market Value does not exceed $250K;
0 Maximum 3.3% where the Market Value does not exceed $500K;
0 Maximum 2.2% where the Market Value exceeds $500K
0 Maximum $10,000 for fixed rate commissions

Any costs outside the above guidelines will be reviewed on a case by case basis to determine if they are
claimable under the LMI policy.
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Section 2.5

Claims Management

2.5.1 When should | lodge my Claim?

A claim for loss can be lodged with QBE when the mortgaged property has been sold and settled and there is a
shortfall of funds to payout the loan in full.

The claim should be lodged within 30 days of the settlement date or within a reasonable period when all
documents and information QBE requires for assessment has been collated.

2.5.2 How do | lodge my Claim?
Once the property has been sold and settled, the Lender can forward its claim for loss to the QBE LMI Claims
team by email to Imirealisations@qgbelmi.com (preferred) or by post to:

QBE Lenders’ Mortgage Insurance Limited
PO Box R1547, Royal Exchange
Sydney NSW 1225

To ensure an efficient claims experience, QBE recommends a claim is submitted only when the information as
per the table in 2.5.3 has been compiled.

A copy of the QBE LMI claim form can be located at the bottom of the “Forms” page at www.gbe.com/Imi

Figure 8
AUS Hardship Hardship & Claim for Loss Form
Assistance Repayment (amendable Excel
Guidelines Assistance Request format)
Form
. 0.2:’5"23‘;" nehgt Q‘:]‘,’;’}l‘;”;’ = qm%%’
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2.5.3 What documentation is required?

The documentation QBE requires to be submitted with a claim to commence assessment is dependent on the
claim amount*.

To ensure an efficient claims experience, the Lender should refer to the below table when preparing a claim
submission to ensure only the required documents are uploaded with the claim:

AMOUNT OF CLAIM

DOCUMENTATION REQUIRED

$0 - $20,000

ARNIRN

Claim for loss form;
Settlement statement;
Loan statements (From drawdown to settlement).

$20,001 - $50,000

ASRNIENEN

ASRNENEN

Claim for loss form;

Settlement statement;

Loan statements (From drawdown to settlement);

Signed Loan application form (for all insured loans under the
policy);

Loan Agreement (for all insured loans under the policy);
Registered Mortgage & CT;

Legal invoices if greater than $10k;

Repair invoices if greater than $8k.

$50,001- $169,999

A N N N N VA SR NN

Claim for loss form;

Settlement statement;

Loan statements (From drawdown to settlement)

Loan application form (for all insured loans under the policy);
Loan Agreement (for all insured loans under the policy);
Registered Mortgage & CT;

Legal invoices if greater than $10k;

Repair invoices if greater than $8k;

Full supporting documents for the loan application if the effective
date of the policy is less than 3 years from the date of
possession.

$170,000 +

All documents as identified in the Claims Minimum Documents
Checklist (refer to Annexure 1).

Note: On occasion QBE may require additional information for a claim to be assessed, however this will be on a
case by case basis and a specific request will be made. These instances include but are not limited to:

Policies where a Delegated Underwriting Authority (DUA) was not held at the time of underwriting, the
compliance results were below an acceptable level at the time of underwriting; Full supporting
documents for the loan application if the effective date of the policy is less than 3 years from the date of
possession; or

Policies where the loan suffered early term arrears.

20
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2.5.4 How is your Claim for loss calculated?
QBE LMI policies are signed under a Master Agreement between the Lender and QBE. These Agreements vary
from policy to policy depending on a number of different factors including when the policy was underwritten, how
the policy was underwritten, who the insured party is and more.

The Master Agreement consists of the LMI Advice, the LMI Certificate and relies on LMI Provisions (LMIP) to set
out the terms under which QBE agrees to insure the mortgage.

The LMIP outlines the Lender’s obligations under the policy in relation to the initial loan, protecting the
mortgaged property and the actions following a default by a Borrower.

The LMIP also advises the Lender how a claim for loss is calculated, what’s covered by QBE and the items not
claimable. The following pages outline this further and also advises the User where each amount is entered in

the claim form.

Figure 9

claim|forloss|

[ g Uy

[Aszess

Seemert Que
[Outrons st srown a35ws & prone conact
|

Aemound owing 10 you at settlement date (exchuding costs incurred on sae):

Phus costs incurred on sale: (Net of GSTRITC )

Logal costs

Regars / Ceaning
Vaaton

Agerts Commssion
Awrts Avrisng
Propecty Agee(s Fees
ey

Rates / Body Comorate
derest rom selement 1 clam date
10BE LI - maienysm of 30 days)

Oner (pease spuoly)
O plase sproh) [ J

Phan conts incurmed om sake: (Net of GST RITC *)

—1

C ]

Totsl Owing
Loas sy amounts secened By you

Cloim on OBE L

To saaint prompt payment of the cClaim plesse enciose
Orgna Acphcaton

T Py

75% of e GST appicatie 10 P premem pad 1o e Pokcy

"

Po [ #ne pesse s e r
parcertage of Pe GST cametie: |
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The total amount owing to you is the total of the Loan balance on day of settlement including all costs charged to

the account in the Pre-Claim process:

. General Insurance Premiums;
. Rates;
. Reasonable legal fees incurred;
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. Property Presenter fees (up to $2,000);

. Valuations obtained throughout the Pre-claim process;
. Locksmith fees;

. All Repair costs incurred;

. Interest from last charge to settlement;

PLUS

The costs incurred on settlement as per the settlement statement:

. Rates;

. Conveyancing costs;

. Agent’'s commission and marketing fees as agreed in the Pre-claim process;

. Interest charged from settlement date to claim date (up to a maximum of 30 days).

. Any outstanding invoices not charged to the loan account prior to settlement.
Figure 10

Less any amounts received by you:

Gross sale proceeds

Rates / Insurance reimbursed

Cashflow payments not reimbursed

Amounts uninsured (Default Interest/ Default Fees etc)
Amounts outside policy (Unauthorised debits to loan account)

Claim on QBE LMI

The claim amount is calculated by subtracting the following non-claimable amounts from the amount outstanding
at the time of settlement above:

. The gross sale proceeds as per the settlement statement;

. Refunds collected on any cancelled general insurance policies or Rates reimbursed on settlement;

. Other receipts including default interest from the purchaser or payments received from the Borrower;
. Non-claimable repair costs over $8,000 unless prior consent is received from QBE;

. Default Interest/fees not previously paid by the Borrower;

. Uninsured increases and any interest associated with same;

. Any other adjustments as per, but not limited to the below table:
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ADJUSTMENT ADJUSTMENT CALCULATION METHOD

Lower Range of the “As complete” MIP valuation less the Sale

Price.
Disadvantage due to Non-completion of
repairs/restoration Please note that there may also be interest costs associated

with this adjustment due to the time the property remained on

the market as a result of the condition of the property.

As per loan statements starting from the most recent interest
charge prior to settlement, working backwards for the amount

of months delay was incurred.
Interest Accrual due to time delays
If there is a subsequent drop in the value of the property as a

result of the time delay, this may also be taken into

consideration when assessing the claim.

2.54.1RITC

Reduced Input Tax Credit (RITC) is a credit the Lender is able to claim from the ATO on some costs incurred in
enforcing a mortgage. This credit is equal to 75% of the GST portion of the charges liable for RITC. Considering
this portion is claimable in the Lender’s annual tax return, it is not claimable under the LMI policy.

Lenders are encouraged to seek advice from its Tax Specialist, however in QBE’s experience, the following
items are subject to RITC:

. Debt recovery fees including:
o] the cost of litigation to recover a debt (pre-possession);
o] the cost of lodging court documents to recover a debt, if GST has been charged (pre-

possession);
. Property valuation fees;
. Locksmith fees.

The Lender should follow its own processes in relation charging debits to a loan account and whether RITC is
removed prior to the debit or the full amount is charged.

In instances where the full amount of the GST portion is debited and RITC is to be taken out of the claim for loss,
this amount should be added to the Claim form as an “amount received by You”.
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2.5.5 What to expect

2.5.5.1 Claim Processing
QBE is committed to a fast and efficient Claims experience. The process of assessment, review and payment of
a fully documented claim is outlined below. Our Claims team work with you to ensure that your Claim for loss is
approved within the time frames outlined below and we do our best to make the process as streamlined and as

easy as possible.

QBE is also bound by the Insurance Contracts Act whereby QBE will assess and pay a claim within 14 days (10
business days) of receipt of the required claim documentation as outlined in Section 2.5.3 of this document. QBE
encourages Lenders to talk to the Claims team if they are experiencing additional delays, this ensures that any
issues can be managed effectively and within acceptable timeframes.

s
~\
Dav 1 *A Claim for loss is received by QBE and a confirmation email is
y sent to you.
\ J
4 N
eThe Claim documentation is checked by our Claim Administrator
Days 2-3 in line with section 2.5.3. If missing information is identified, a
request is sent to you. )
\
Davs 3-6 eThe fully documented Claim is assessed and if any adjustments
y are made an email is sent to you for approval.
\ J
4 3\
Davs 6-7 *QBE completes a secondary review of the Claim and if approved,
y payment is authorised.

& J
4 )
Dav 7 *QBE's Finance department is instructed to proceed with payment

y and Deeds and Notices of Assignment drafted.
J
)
Davs 8-10 ePayment confirmation (EFT advice or cheque) and Deeds and
y Notices of Assignment are sent to you.
y,
*On receipt of a Claim payment you are required to execute and )
Davs 11-15 return the Deed and Notice of Assignment to QBE for recovery
y action to commence. See section 2.6 of this document for further
L information on Recoveries. y
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2.5.5.2 Why has my Claim been returned?

There may be instances where QBE will return an incomplete claim to the Lender if the requested information
has not been received after 21 days.

If 7 days after the initial request, the information in order to finalise assessment of a claim has not been received,
QBE will send a reminder to the Lender advising the claim is on hold until the information has been received.

If another 7 days passes (14 days since initial request) without the information being received, the Lender may
be advised that it has a further 7 days to provide the requested information or the claim will be returned as
incomplete.

If a claim is returned as incomplete after 21 days, the policy is not terminated, or the file is not closed. You can
resubmit the claim once the requested documents have been located.

Simply contact the QBE claims team once the outstanding information has been located and the claim will be
reactivated and assessed within the timeline above.
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Section 2.6

Recoveries

Following claim payment by QBE, the Lender assigns the rights of the debt to QBE LMI. A Deed of Assignment
(DOA) and Notice of Assignment (NOA) is prepared by the Claims team and sent to the Lender for signing.

On receipt of the signed copies of the DOA and NOA QBE will commence recovery of the amount of the claim,
plus costs, from the Borrowers.

Once the debt has been assigned to QBE, the file is outsourced to a Mercantile Agent to commence recovery
action. The Mercantile Agent will contact the Borrower and either set up a payment arrangement, negotiate a
lump sum settlement or commence legal action to recover the debt. Every file is treated on a case by case basis
by QBE and its Mercantile Agent.

It should be noted that QBE does not charge interest or administration fees on the shortfall amount.

On occasion, QBE may request further Loan documentation from the Lender to assist with recovering the debt
from the borrower or any guarantor or to assist with a complaint that may have been lodged.

QBE and its service providers are bound by the National Consumer Credit Protection Act 2009 and appropriate
checks and measures are in place to ensure compliance with the Act is observed.
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Section 2.7

Complaints and Disputes
Customer Care Unit
The Customer Care Unit (CCU) will deal with all complaints made about QBE or its service providers.
The CCU may be contacted:
By phone: 1300 650 503
By email: complaints@gbe.com
By mail: Customer Care Unit
GPO Box 219
PARRAMATTA NSW 2124

When the CCU is advised of a complaint, if appropriate, they will refer it to the relevant business unit and
request that they attempt to resolve the matter.

All LMI claims complaints will be transferred / escalated to the Dispute Resolution team for an Internal Dispute
Resolution (IDR) review.

Dispute Resolution Team

The Dispute Resolution Team is responsible for QBE’s Internal Dispute Resolution (IDR) process. The team
conducts IDR reviews and provides a final decision on behalf of QBE.

IDR reviews are conducted by Dispute Resolution Specialists (DRS), who have the authority to provide a final
decision on behalf of QBE.

The General Insurance Code of Practice states that Dispute Resolution Team has 15 business days from the
date on which all investigations have been completed and all relevant information is available to complete the
IDR review, including providing a final decision in writing.

QBE has an overriding obligation under ASIC Regulation 165 to resolve complaints within 45 calendar days from
the first time that the customer complains to a QBE representative.

The DRS will contact the relevant business unit to request the necessary information to complete the IDR
review. You should provide the required information as quickly as possible, so that the DRS can meet these
tight timeframes.

If the complainant is not satisfied with the IDR decision then they may take their dispute to an external forum
such as the Financial Ombudsman Service (FOS) or the Credit and Investments Ombudsman (CIO) formerly
known as COSL, the Office of the Australian Information Commissioner (OAIC) or Australian Human Rights
Commission (AHRC).

However, the complainant has the right to escalate their matter to an external forum at any time during the life of
the complaint.
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Should the matter be referred to an external forum,
on behalf of QBE.

You can search the database of FOS determinations a
site.

Dispute Resolution Team will prepare the response

t the Financial Ombudsman Service (FOS) web
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Section 2.8

Contacts

Sally Anani, Head of Claims, LMI sally.anani@gbe.com
02 9231 7765
0481 908 286

Pre-claim & general claim enquiries Imirealisations@gbe.com

LMI Claims Specialists
LMI Assessment Manager

LMI Claims Assessors

General arrears, hardship, recoveries and administrative
enquiries

LMI Service Manager

LMI Service Officers

Arrears Enquiries Imiarrears@gbe.com

Recoveries Enquiries Imirecoveries@qgbe.com
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Section 2.9

Annexures

Annexure 1 — Claim Document Checklist

CLAIMS DOCUMENT CHECKLIST $170,000 +

o Claim for loss form completed and signed by the lender

o A loan statement from inception (include all related accounts)

o Legal invoices debited to the loan account > $10K

o Repair invoices devoted to the loan account > $5K

o The final settlement statement including supporting invoices

| Any additional invoices for costs included within the claim

o Copy of signed and registered mortgage or mortgage with the certificate of title

| Signed loan agreement

| The original valuation, if not already received at MIP

o Identification documents

o Refinance statements or original contract of sale (exchanged and inclusive of relevant special
conditions)

o Income verification documents (payslips, group certificate, tax returns etc.)

o Employment verification documents (employment letter and/or lender’s confirmation)

| Credit check and any other documents listing defaults (not applicable to flow claims)

| Relevant company or individual searches, for example, ABN search

o A copy of personal guarantee supporting loan centre in a company name

o Bankruptcy/liquidation documents (creditors reports if applicable)

o A copy of death certificate, will, probate etc., if applicable

o Proof of deposit/genuine savings

o A copy of your lending guidelines applicable at the time of loan approval if tranche the chance to or e-

business for claims =>$170,000

| If year one arrears, collection notes are required for all claims

Note: On occasion QBE LMI will require additional information however this will be on a case by case basis and
a specific request will
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Annexure 2 - Requirements for a Mortgagee In Posses  sion (MIP) Valuation
Following are some key requirements for MIP valuations but note is not an exhaustive list.

SELECTION OF VALUER

Must be completed by an independent Valuer, being a Valuer other than the original (or latest mortgage
security valuation- will be referred to as original) or who is not associated with the original Valuer or
Valuer firm.
Must be registered or licensed where required in that state or territory. The Valuer must hold the
following APl membership or an equivalent membership category of an equivalent professional body:

= AAPI CPV (Associate Member Certified Practicing Valuer)

= FAPI CPV (Fellow Member Certified Practicing Valuer)
The Valuer company to meet Minimum Professional Indemnity Insurance Coverage Requirements set

under 13.4 of QBE LMI Minimum Valuation Requirements of the ImiGuide located at www.gbe.com/Imi

REPORT REQUIREMENTS

Must state that the valuation can be relied upon for the purpose of mortgagee in possession. No
reference should be made to mortgage security purposes.

Acknowledge/address that the valuation can be used by QBE LMI. Include a fair market value and a
market value range based on highest and best use and a selling period considered reasonable for the
security. Valuer to make comment if the selling period is greater than 6 months. No reference should be
made to a forced sale or shortened selling period.

Include recommended repairs and an estimated associated costs (where the costs can be estimated by
the Valuer).

Include an “As if Complete” value and market value range if the repair costs exceed $8,000 and based
on all repairs being completed.

Include photos of the property including any areas requiring repair.

Annexure 3 — Requirements for a Retrospective Valua  tion
Following are some key requirements for retrospective valuations but note is not an exhaustive list.
SELECTION OF VALUER
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Must be from an independent Valuer, being a Valuer other than the original (or latest mortgage security
valuation — will be referred to as original) or Mortgagee in Possession valuer/s or who is not associated
with these Valuers or Valuer firms.
Must be registered or licensed where required in that state or territory. The Valuer must hold the
following APl membership or an equivalent membership category of an equivalent professional body:

= AAPI CPV (Associate Member Certified Practicing Valuer)

= FAPI CPV (Fellow Member Certified Practicing Valuer)

The Valuer company to meet Minimum Professional Indemnity Insurance Coverage Requirements set
under 13.4 of QBE LMI Minimum Valuation Requirements of the ImiGuide located at www.gbe.com.lmi

INSTRUCTION TO VALUER

Include the following statements:
0 The retrospective Valuer should have experience, knowledge and/or ability to understand the
security’s market at that time
o If required, the Valuer must be willing to complete a critique report and be an expert witness
when instructed by QBE LMI
Valuer must have access to and fully inspect the property.
Provide a copy of the original valuation instructions, any other documents sent to the original Valuer and
a copy of NSW expert witness guidelines.
Advise the Valuer of the exact retrospective valuation date to be assessed and if there is a change to
the property (such as use or condition) from that date
The Valuer must not have access to the original valuation. If information needs to be provided about the
original condition, such as use or improvements, provide the Valuer with assumptions. Your

assumptions should be based upon the information contained in the original valuation report.

REPORT REQUIREMENTS

Must state that the valuation is prepared and can be relied upon for the purpose of a retrospective value
assessment and any legal proceedings. No reference should be made to mortgage security or
Mortgagee in Possession purposes.
Acknowledge/address that the valuation can be used by QBE LMI.
State the date of valuation being assessed.
State the assumptions provided to them and confirm that this is the basis of the retrospective
assessment.
The Valuer to consider:

0 The relevant standards, laws and practices applicable at time and complete their retrospective

valuation accordingly
o Information known at the retrospective valuation date. Information post that date, such as sales

evidence should not be relied upon.
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