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THE CHALLENGE

Unfortunately, one of Ben’s customers was not happy with the outcome of his settlement process.  
Despite Ben advising the couple to engage a solicitor or conveyancing service early on – even offering local 
contacts – they wanted to manage the process themselves. As a result, necessary paperwork was not supplied 
in time, delaying the approval of finance and therefore delaying the settlement date. The customers then wanted 
Aussie Queanbeyan to pay compensation for the delay. After a failed internal dispute process, they lodged a 
complaint with the ACT Civil and Administrative Tribunal.

After a career in the banking industry, 
Ben Hennessey formed Aussie 
Queanbeyan with another mortgage 
broker in 2017. With five support 
staff, they have already gained a 
trusted reputation with their clients 
– witnessed by numerous messages 
of support they’ve received since 
publication of the recommendations 
of the Royal Commission into Banking. 

Insurance House Pty Ltd ABN 33 006 500 072 AFSL 240954.

AUSSIE QUEANBEYAN STATS
•	 2 brokers

•	 3 support staff

•	 Insurance House client since 2012

Insurance House products used:

•	 Mortgage Broker Professional  
Liability Insurance

•	 Public Liability Insurance



THE BUSINESS BENEFITSTHE INSURANCE HOUSE SOLUTION

The firm advised its professional indemnity 
insurance providers, Insurance House, of the 
complaint against it. “They just do everything for 
you,” Ben says. 

“The solicitor provided to us has been fantastic! 
He’s taking care of it all now.”

One strategy of the Insurance House solicitor has 
been to insist the complainants provide evidence 
of their claims. “We had already provided lots of 
evidence. For example, the customers claimed we 
didn’t call them over a period, but we have records 
of all the calls we made to them,” Ben says. 

“The solicitor has put the onus back on them  
to prove their own assertions.” 

Insurance House has made the process so easy for us. 
 “It was literally set and forget.”

This advice has been prepared without taking into account your personal objectives, financial situation or needs. You should therefore consider the appropriateness 
of the advice, in light of your objectives, financial situation or needs before following the advice. Please obtain a copy of, and consider the Product Disclosure 
Statement (PDS) applicable to the general insurance product before making any decision. Insurance House Pty Ltd  ABN 33 006 500 072  AFSL 240954.

For more information about Insurance House and its range of personal 
and business insurance, please visit www.insurancehouse.com

Six months later, the complaint is still before the 
ACT Tribunal, but Ben and his team have nothing 
to worry about. “Insurance House has made the 
process so easy for us,” Ben says. “It was literally  
set and forget.”

“We’d rather pay professional indemnity 
insurance and be protected,” Ben reckons.

“There are always going to be people who 
think they’ve been hard done by. The $2,000 
excess on our premium is a small price to pay, 
compared to the potential claim of $60,000  
we were exposed to!”


