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Elizabeth Bryan: Good morning ladies and gentlemen and welcome to the Insurance 

Australia Group Limited 2017 Annual General Meeting. My name's Elizabeth Bryan and 
I'm the Chairman of your company.  I'm looking forward to our conversations during the 
course of this meeting. 
 
The Company Secretary has informed me that a quorum is present and I therefore declare 
the meeting open. In doing so, I would like to respectfully acknowledge the Gadigal people 
of the Eora nation and the traditional custodians of this land and to pay my respects to 
their elders both past and present. 
 
Let me begin by introducing my colleagues to you who are on the Board.  On the stage 
with me from my very far left is Philip Twyman.  Philip is the Chairman of our Risk 
Committee.  Next to him is Tom Pockett.  Tom is the Chairman of our Audit Committee.  
Next to him is Jonathan Nicholson, and then we come to Chris Bertuch, who has the best 
title - our Group General Counsel and Company Secretary. 
 
If I go to the other side, Peter Harmer is on my right who is our Managing Director and 
Chief Executive Officer and who you'll be hearing from later.  Next to him is Duncan Boyle 
and next to Duncan is Helen Nugent.  Helen is the Chair of our People and Remuneration 
Committee. Next to Helen is Hugh Fletcher who is Chairman of IAG New Zealand and 
runs the Board there for us, and next to Hugh is Alison Deans.   
 
Also, we have here today Mr Andrew Yates - if you could stand up Andrew - representing 
the company's Auditor, KPMG.  Also present is our share registry, Computershare, and 
our legal advisor, King & Wood Mallesons. 
 
We're also joined by members of IAG's executive team who are in the front row, and I'd 
also like to welcome shareholders who are viewing this meeting via webcast. 
 
So before we begin, there are some housekeeping matters that I'd like to mention.  First of 
all, as a courtesy to all of us attending today, please ensure that your mobiles phones are 
either turned off or set to silent for the duration of the meeting.  I can see the executive 
team reaching into their pockets; well done. 
 
Those of you who are entitled to vote at this AGM were given a keypad and a data card as 
you came into the auditorium.  The keypad will be used to record your voting intentions on 
each resolution that's put to the meeting.  An instruction chart slide will be shown on the 
screen behind me when you're asked to vote, and there'll also be staff available to assist 
you. 
 
If you're unable to remain for the whole of the meeting and vote on each resolution you will 
be able to register your voting intentions either using the handset or on a voting card at the 
desk located just outside the auditorium. 
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So let me thank all those shareholders who took the time to send a question to the 
company before the AGM.  We have responded to many of these questions in the 
addresses that will be delivered by me and by Peter today, and we've also published 
responses to the most frequently asked of the questions on our website.   
 
Of course, you will be provided with time for further questions today as we move through 
our business. 
 
I now declare the polls to be open.  Before we commence the formal business of the 
meeting I would like to address you, and I'll then ask Peter to provide a more detailed 
review of our operational performance and strategy, and an update on the Group's outlook 
for the current financial year. 
 
Chairman’s address  

 
So let me turn to my Chairman's address.  Again, it is a great pleasure to welcome you to 
IAG's 2017 Annual General Meeting.  This meeting is an important opportunity for 
shareholders to hear about how their company is performing and to ask questions about 
operations and results.  There will be ample time to do this today, but it's also an 
opportunity for you to learn more about your company and that's where I'd like to start 
today. 
 
When I stood here last year nervously at my first IAG Annual General Meeting as 
Chairman I said how pleased I was to join a company with such a great purpose: to make 
your world a safer place.  I described the commitment to this purpose as the glue that 
holds together the enormous technical skills and the customer service focus that makes up 
our successful insurance business. 
 
This year these bonds were further strengthened as we continued to help our customers 
affected by natural disasters, as we improved the way we meet our customers' needs, as 
we sought new opportunities to bring our purpose to life, and as we found ways to 
contribute more broadly to the community. 
 
Businesses today face a big challenge.  Being good at their core business with the sole 
purpose of producing profits is no longer enough.  The success of capital investment used 
to be measured by strong returns.  
 
Now directors and management teams alike are expected to take a much broader and 
longer term view of the role the organisation plays and of the enormous contributions they 
can make to society and to other stakeholders. 
 
Those of us who run companies face a challenge; a challenge to find, communicate and 
deliver on these social contributions, and to do this in a way that is meaningful and that 
creates value for the shareholders and the community.  This what we're trying to do at IAG 
and we think we will succeed because of the nature of our business.  
 
General insurance is all about mitigating the suffering that unexpected events can cause 
for customers.  Mostly we do that by paying insurance claims after an event, but we can 
also use our enormous technical knowledge and our experience to take steps to help 
mitigate the harmful impacts of these events before they hit our customers' lives. 
 
Let me give you some examples of this approach in action.  From everyday claims to 
significant natural disasters we continue to excel at what we do best: helping customers 
recover from loss.   
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The three largest events this year - Tropical Cyclone Debbie in northern New South Wales 
and Queensland, the Kaikoura earthquake in New Zealand and the northern Sydney 
hailstorms - together led to over 40,000 claims and these claims accounted for just some 
of the almost $9 billion we paid in claims this year. 
Through these payments, we made an important contribution to helping our customers 
and their communities recover and rebuild their lives.  
 
But we do much more than pay claims. We are there to help communities mitigate the 
impact of these events. For example, ahead of Cyclone Debbie, we had emergency 
supplies and equipment up in the cyclone areas. After its impact, we provided on-the-
ground support that ranged from emergency accommodation and financial assistance to 
access to things like trauma counsellors.  
 
These events are powerful demonstrations of the partnerships that we have developed. To 
deliver these service, we're partnering with the State Emergency Services in Queensland 
and New South Wales and with the Australian Red Cross nationally to help them to assist 
all those in affected areas, not just our customers.  
 
Indeed, partnerships are how we bring our purpose to life in the broader community. With 
the Australian Red Cross, we are helping communities prepare for, respond to and recover 
from emergencies. Together, we're developing a digital emergency preparedness tool that 
demonstrates the best preparation and recovery options for Australian emergency 
situations.  
 
Helping people prepare for or prevent the disruptions that come with natural disasters is 
good for the community, and it's also good for our business because it builds trust and it 
reduces the cost of claims.  
 
Secondly, we have partnerships with the New South Wales and the Queensland State 
Emergency Services, aimed to improve to community awareness so that people can 
reduce the impact of natural disasters. A good example of that is the StormSafe program 
which encourages people to prepare their homes in advance of the storm season.  
 
We're pleased that the people from the Australian Red Cross and the New South Wales 
State Emergency Services will be in the foyer after the meeting to talk to you about these 
developments and to bring them to life.  
 
Around 18 months ago we began a very different kind of partnering relationship. We 
established our Consumer Advisory Board to hear from consumer groups who represent 
the people, families and businesses that we protect.  
 
The insights about customers that we have gained from this forum have led to some really 
important developments. For example, we've appointed someone within our company 
whose sole responsibility is to develop services and systems and to support vulnerable 
customers. We've removed mental illness exclusions from our travel policies and now 
mental illness is treated as a general medical issue, reflecting community expectations 
that those affected should not be singled out.  
 
And we've engaged our Consumer Advisory Board to help us to revise our approach to 
product design principles. Our products and services must meet the needs and 
expectations of our customers, they must deliver fair value for money, and they must 
protect our customers from the risk of unexpected financial loss and as well, they've got to 
be easy to understand.  
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One of the things about IAG that makes me most proud is the way we look outward to the 
wider community to see where we can make a difference to the lives of all of those we 
touch. Helping to solve community issues is something we believe corporations must 
increasingly do.  
 
This year, we began a program to help communities become more connected. We talked 
to individuals and resilience experts and found the most important issue we should focus 
on was the general breakdown in community. People feel less connected than they would 
like to be, and that led to our Good 'Hoods initiative. Good 'Hoods is helping people work 
together to create more resilient communities.  
 
For example, we're working with the community in Blacktown in western Sydney to build 
economic inclusion. We're partnering with a start-up called Catalyser to help businesses 
created by refugees and immigrants succeed. Once they're successful, they'll be able to 
help their communities.  
 
Another group we're supporting is the farming community. We insure just over half the 
farming businesses throughout Australia, and we're acutely aware of the challenges faced 
by farmers and by rural communities. With our partners, the National Farmers Federation 
and Lifeline, we're working to understand these challenges. We will then identify how we 
can promote safety and resilience and how we can support those facing issues that arise 
from these unique circumstances.  
 
Technology is also helping us transform the way we work, the products we offer and how 
we can deliver them. Peter will talk to you about how digital platforms are helping us 
transform our businesses, but I want to highlight some of the examples where technology 
advances are supporting our purpose.  
 
Let's start with the extremely dangerous issue of drivers attempting to cross flooded roads. 
State Emergency Services told us that often they only became aware that roads were 
flooded when people had to be rescued. The DipStik monitor that we feature on the cover 
of our annual review this year helps solve this problem. It constantly monitors water levels 
and it sends messages when they rise so that floodwater warnings can be issued and 
roads can be closed.  
 
We're also investigating a number of prototypes that will enable us to better detect and 
respond to another Australian threat, and that is bushfires.  
 
And we have an eye to a future when self-driving vehicles will have a significant impact on 
transport efficiency and road safety. We are the only insurer involved in the iMOVE 
Cooperative Research Centre. This group has business, research and government 
members who will use data and emerging technology to shape the future of intelligent and 
connect transport in Australia.  
 
The increasing frequency and severity of weather events ensures climate change is a 
regular topic of conversation in our business, as it is in the community and more broadly, 
and we welcome more informed debate about how businesses are addressing the risks to 
their own operations.  
 
To us, climate change is a complex issue and a significant challenge that will influence our 
ability to manage risk and to deliver on our purpose. We've made good progress in 
reducing our own carbon footprint and we're exploring further opportunities in our own 
operations and through our suppliers. 
 
 
 
 



5  2017 AGM transcript  

Our investment portfolio continues to have very limited exposure to the highest emissions-
intensive companies. These investments account for less than 0.5% of our total portfolio, 
and our equity investment managers are actively reducing our exposure to companies that 
have the poorest environmental management strategy and that have the highest negative 
environmental impact.  
 
Our in-house natural perils experts help ensure our policies are priced to reflect risk and to 
remain commercially sustainable. We also apply this knowledge to influence public policy 
to support investment that will reduce exposure and improve resilience to natural 
disasters. Some of the groups we're working through in this area include the Australian 
Business Roundtable for Disaster Resilience and Safer Communities, Resilience New 
Zealand, and the 100 Resilient Cities organisation.  
 
A number of insurance policies we issue to business in the emission-intensive industries 
such as the broader mining and power industries is low, and these account for less than 
0.5% of the premiums we wrote last year.  
 
The policies we offer to these industries are mostly for workers compensation, and 
considering our purpose is to make your world a safer place, we believe it's important to 
provide support for workers in all industries.  
 
I've talked extensively of our work to achieve our purpose, to contribute more broadly to 
the communities in which we operate. But I can assure you that we have also focused on 
the core business performance that attracted many of you as investors in IAG in the first 
place.  
 
A brief look at some of the key results from last financial year shows the ongoing strength 
of our operations. Our gross written premium was $11.9 billion. We achieved net profit 
after tax of $929 million. We recorded cash earnings of $990 million, and this gave us a 
cash return on equity of just over 15%.  
 
Our performance for the year and our confidence in the short-to-longer-term outlook for 
the business led us to increase the final dividend $0.20 per share. The full year payment 
was $0.33 per share, which was a 27% increase on last year's full dividend. Our payout 
ratio of nearly 79% was at the top of our range.  
 
Our CEO Peter Harmer will talk to you about our performance and our results in more 
detail shortly.  
 
But before I hand over to Peter, I want to address some of the other issues you raised in 
the questions you sent in advance of this meeting.  
 
In the past years, as in this year, many questions related to executive remuneration. I 
welcome these questions. I believe our approach appropriately remunerates executives 
and works to achieve better results for our shareholders.  
 
Our executives' remuneration is made up of fixed pay, short-term incentive and long-term 
incentive. Both incentive outcomes are tied to improved business performance and 
increased shareholder value. In the 2017 financial year we took a conservative approach 
to fixed pay. Only four of the 13 members of our executive team received increases and 
these were for significant changes to their role or to reflect market pay rates.  
 
Short-term incentives depend on how executives perform against a balanced scorecard 
that has financial and non-financial measures in it.  The financial measures are growth, 
controllable operating expenses, profitability and return on equity.  Financial measures 
accounted for 60% of this year's assessment.   
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The rest of the measures are measures that make a significant contribution to our future 
results.  They include how well we served our customers, how well we worked with our 
partners, how well we worked with our people and measures issues associated with how 
well we managed risk.  All these measures are key to producing a good long-term result 
for our shareholders.  They all need to come together to make that happen.   
This year, short-term incentives for the CEO and for each member of our executive team 
were determined based on their contribution to a group balance scorecard.  This drives 
collective accountability for IAG's performance.  The Group balance scorecard outcome 
resulted in average short-term incentive payment of 64% of the achievable maximum.   
 
Our long-term incentive is built round performance rights that only vest if IAG delivers 
superior financial performance.  To judge this, we measure cash return on equity of three 
years and total shareholder return over four years.  This year, the cash return on equity 
hurdle for the three years to 30 June 2017 vested in full.  Based on IAG's total shareholder 
return ranking for the four years to September 2016, the vesting outcome was 56%.   
 
The second area of interest that you showed in your questions was how we select 
potential candidates as directors.  We regularly review our Board to ensure we maintain an 
appropriate mix of skills, knowledge, diversity and experience.   
 
Most of our directors have experience in insurance, finance, risk, digital, business 
development, strategy and marketing and customer services.  They know a lot more than 
they look.  We also look for experience that will help us to meet our obligations as an ASX 
listed company and to support the business operations, strategy and growth, so we can 
deliver the best outcomes for our shareholders and for our customers.   
 
Under our constitution, directors who are appointed to the Board during the year must 
stand for election at the annual general meeting.  Our notice of meeting for today lists two 
directors – Duncan Boyle and Helen Nugent – who are standing for election on this basis.  
Our constitution also requires a third of the directors to retire each year and this year's 
retirees are Alison Deans and Tom Pockett. 
 
Tom has offered himself for re-election while Alison has decided to leave the Board 
following this meeting.  I'm sure that you will join with me in thanking Alison for her 
contribution over the four years that she has been on our Board and in wishing her well for 
her future.   
 
We'll hear from each of the candidates who are standing for election shortly.  Having 
highlighted the skills of the directors who make up your Board, I'd like to recognise their 
contribution to our company and to thank them for the support and guidance they've given 
me and our management team through the year.   
 
It now gives me great pleasure to ask our Managing Director and CEO, Peter Harmer, to 
address the meeting.  Peter. 
 
CEO’s presentation 
 
Peter Harmer: Thank you, Elizabeth.  Well, good morning, ladies and gentlemen.  I'd like 

to add my welcome to Elizabeth's.  It is my great pleasure to take you through some of the 
highlights of our performance over the last financial year.   
 
We achieved another sound result from our core businesses in Australia and New Zealand 
in what has been a relatively tough operating environment, particularly from a claims 
perspective.   
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Our results reflect the ongoing strength and integrity of our brands.  They reflect our 
sharpened customer focus and they reflect the quality and the passion of our people.  
Gross written premium growth was in line with the updated guidance we provided in 
February, but was higher than we expected at the beginning of the financial year, in part, 
due to better than expected retention rates in our commercial business.   
 
Our reported margin of 14.9% was in the upper half of the guidance that we provided in 
June and it included higher reserve releases than we originally expected, which were 
partially offset by natural peril claims, being $140 million above our expectations.  Our 
underlying margin was slightly lower than we predicted at the half, due to two significant 
factors.  First, we incurred some individual commercial losses that were much larger than 
we would expect to see in a usual year, and secondly, we experienced some ongoing 
claims inflation, particularly in motor and we're addressing this through pricing, but there is 
a slight timing issue.   
 
Over the course of the year, we continued to focus on our three strategic priorities of 
customer, simplification and agility.  I'll talk to the progress that we're making against each 
of these priorities shortly.  We've also made good progress on a number of initiatives that 
build capability and efficiency into our business.  These initiatives break down into two 
teams: leading and fuelling, which we've talked to you about previously.   
 
Our leading theme has us focused on the needs of our customers today and those of 
tomorrow, while our fuelling theme ensures that we have an efficient modular and agile 
operating platform that creates the capacity for further investment in our leading activities.   
 
Under our leading theme, we substantially upgraded our customers' digital experience.   
24% of NRMA's new business is now transacted online, as are 32% of all renewals and 
1.6 million customers now have an active online account resulting in over 800,000 self-
service transactions.  This has resulted in nearly 350,000 fewer inbound calls, which frees 
our people to help with more complex customer inquiries.  
 
We've established five NRMA insurance kiosks in retail centres, so we can maintain the 
face to face contact our customers value and cater for customers who want to use our 
self-service and digital options.  You can experience a kiosk in the foyer after the meeting.   
 
In the year ahead, we're extending our customer model to New Zealand and Asia and we'll 
be more closely aligning our products to our customers' needs in these markets too.  Our 
goal is to move from being a product centric company to one completely focused on our 
customers.  To help us do this, we've centralised all data for all our products across all our 
brands, so we can now see how we're meeting the complete needs of an individual 
customer.   
 
In terms of simplification, we're now well advanced on the claims component of our 
systems consolidation as we move to a single guidewire platform.  When this is completed 
later next year, we'll be able to provide an even better service to our customers, because 
our people will be able to handle claims and offer support when and where it is needed, no 
matter where they are based.   
 
We recently announced the creation of a single Australia division headed by Mark Milliner, 
which is an important step in our overall simplification program.  It centralises 
accountability for customer, product, distribution and operations for all of our Australian 
brands, which will speed up decision-making, as we respond to the ever-changing needs 
and expectations of our customers.   
 
At the beginning of August this year, we consolidated our nine Australian insurance 
licences down to two, addressing another layer of unnecessary complexity.  Overall, our 
simplification program is well on track.   
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Agility is the way we describe being able to adapt to the changing needs of our customers 
and of our people.   
 
Our progress in this area includes opening Firemark Labs' innovation hubs in Singapore 
and Sydney.  We're now supporting five start-ups here in Sydney, which are working with 
our teams and our customer insights to solve challenges or to create new opportunities for 
our customers.   
 
We've already developed and are testing a smartphone that will reward good driving 
behaviour.  The app tracks whether drivers use their phones in the car trip for any reason 
whatsoever and will offer rewards to motivate good driver behaviour.  From a people 
perspective, we are well advanced with the rollout of our management framework, 
Leading@ IAG.   
 
This helps our people better understand what is expected of them and empowers them to 
make decisions that can bring our purpose to life.  To become an agile organisation, we 
need our people to have a sense of alignment with our purpose of making your world a 
safer place and greater clarity on how they can respond to the evolving needs of our 
customers.   
 
Agility at IAG means being connected to our customers.  It means being connected to our 
partners and it means being connected to our people.  It means building stronger 
relationships and having a clear focus on achievement.  We want to create a real sense of 
belonging.  We have an organisational design that supports this approach and we 
measure our progress regularly.   
 
Shareholders may be aware that we use a shared value approach to help us establish 
tight connections between our business objectives and our goals for the communities in 
which we operate.   
 
The focus on trust in a relationship between business and their stakeholders reinforces to 
us the importance of staying connected to our customers and communities, so that 
together we can create solutions that respond to their needs.  This year, we launched our 
Confident Communities program, which aims to create a nation ready for anything.   
The first step was the launch of the Good 'Hoods campaign that Elizabeth mentioned in 
her address.   
 
We're now moving deeper into communities with Good 'Hoods projects, such as our work 
with the Murrindindi Shire in Victoria.  Here, we're working with the local council, Australian 
Red Cross, a local university and community leaders to assess risk and develop resilience 
plans for this area, which was devastated by the Black Saturday bushfires of 2009.   
 
In September we were very proud to be named number 29 on the Fortune 50 Change the 
World list.  This recognises the top 50 companies who have innovative strategies that 
positively impact the world.  
 
Looking at our outlook in a little more detail.  We're predicting low single digit growth in 
gross written premium.  This includes ongoing rating responses to short-tail claims 
inflation, especially in motor.  It assumes further traction with commercial rates in Australia 
and New Zealand.  Guidance also includes the loss of up to $60 million of gross written 
premium from exiting certain channels in our Swann business and it reflects significant 
reductions in New South Wales compulsory third-party or greenslip rates following the 
government's reform to the scheme.   
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We've lowered the cost of our greenslips by 8% since 1 July and we expect further 
decreases in the future.  We're expecting our reported margin to be in the range of 12.5% 
to 14.5% and this includes a stronger underlying performance as rating actions earn 
through, and the size of commercial large losses reverts to a more normal pattern.   
 
It will include a neutral impact from our optimisation activities, and it assumes reserve 
releases of at least 2% of net earned premium. 
 
I'll finish by talking to you again this year about how we can continue to deliver strong 
returns for you.  We believe that continuing to grow in our core markets of Australia and 
New Zealand and combining this with a focus on improving the efficiency of our business, 
together with some thoughtful capital management, we can deliver 10% compound annual 
growth in our earnings per share over the next three to five years. 
 
I also want to comment briefly on our Asia business.  As shareholders know, over the last 
12 to 18 months we've been looking for opportunities to increase our investment in our key 
markets of Thailand, Malaysia and India.  We've not been able to find the right 
circumstances, so it is unlikely we'll make further investments in Asia in the short term. 
 
Our core business has many strengths but at its heart is our unwavering commitment to 
our purpose to make your world a safer place.  In this age of declining public trust in large 
institutions, we believe we will grow and strengthen our business by continuing to deliver 
on our purpose and fulfil our promise.   
 
It's why we have the most loyal customers.  It's why we continue to invest in market 
leading capabilities.  It's why we innovate for better customer experiences.  It's why our 
brands are the most trusted in the market and it's why I'm incredibly proud of our people 
who make this happen. 
 
Like most insurance companies, we will fail or we will succeed based on how we live up to 
our promise to be there when our customers need us most, and I'm confident that we will 
succeed, and I thought I would share with you the reason for that confidence by showing 
you how we lived up to our promise for customers affected by Tropical Cyclone Debbie. 
 
  
Business of the meeting  

 
Elizabeth Bryan: Thank you Peter.  It's hard to beat the video.  Okay, so now I'm going to 

move onto the more formal part of the meeting.   
 
The notice convening this meeting has been sent to all shareholders.  There are five items 
of business before the company's AGM this morning and these are set out in the notice of 
meeting.  If you have individual matters that you wish to raise please raise them with the 
staff at the information desk in the foyer.  The only items of business that come before the 
meeting today are those specified in the notice of the meeting. 
 
Shareholders will have an opportunity to ask questions about and to make comments on 
the business before the meeting, and I ask that speakers confine their questions and their 
comments to the particular resolution that's being discussed at the time they ask their 
questions. 
 
To allow all shareholders at today's meeting a reasonable opportunity to be heard, I ask 
that speakers restrict themselves to no more than two questions when they're invited to 
speak.  If you'd like to ask a question about an item of business please press the 
microphone button on your handset and you'll be placed in a queue.  When I call on you to 
ask your question please move to the microphone in the aisle that's nearest to you and 
speak to the meeting. 
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Only attendees who are issued with a handset and a data card are entitled to speak on the 
business before the meeting.  If you require assistance please raise your hand and an 
attendant will come to help you.   
 
Before we move to the business of the meeting I confirm that the minutes of the last 
Annual General Meeting of shareholders held on 21 October 2016 have been approved 
and were signed by me as Chairman of that meeting.  The minutes are available for 
inspection by shareholders at the information desk in the foyer. 
 
Resolution 1: Receipt of the financial statements 
 

We'll now move to the first item of business - receipt of the financial statements.  This item 
is not subject to a vote and therefore does not require the use of your handset for voting, 
although you may use it to register to ask a question. 
 
The company's financial statements for the year ended 30 June 2017, the Director's 
statement and report and the Auditor's report on the financial statements are before the 
meeting.  A copy of these statements and reports was published in the 2017 Annual 
Report and sent to those shareholders who requested copies.  Shareholders also have 
had the opportunity to view the statements on the company's website. 
 
The purpose of this item is to provide an opportunity for shareholders to ask questions and 
to make comments about the company's performance, operations and management.  All 
questions to the Auditor should in the first instance be addressed to me as Chairman and 
if appropriate I'll ask Andrew to address the meeting.   
 
For those who want to say something on remuneration, please bear in mind that we have 
a separate resolution on the Remuneration Report.   
 
So the floor is now open for comments or questions on the financial statements.  If anyone 
wishes to speak in relation to this item please register your interest by pressing the 
microphone symbol on your handset and wait until I call on you.  At that time please move 
to the microphone in the aisle nearest you and ask your questions.   
 
Before we move to questions and answers I invite Peter Harmer as CEO to join me at the 
lectern. 
 
Okay, so I have a list of questions that I can see on the screen down here in front of me 
and I'll call people in the order that they appear on that list.  So the first name I have on the 
list is Rachael Deans. 
 
Rachael Deans: (Shareholder) Good morning.  Last week the Insurance Council CEO, 
Rob Whelan, said that the industry is now having its voice heard on climate change and 
on mitigating the impact of extreme weather with flow-on effects on premiums.  But other 
than a measly two-and-a-half-page submission to the Senate Inquiry, the Insurance 
Council has not mentioned climate change once since its inaugural climate policy was 
released in August last year. 
 
Given that our national emissions are steadily rising, the Federal Government is clearly not 
interested in adaptation and energy policy is dictated by climate denialists.  Can the Board 
explain how the Insurance Council can claim that its voice is actually being heard? 
 
Elizabeth Bryan: Rachael thank you very much for that question.  You raise a very, very 
important issue that's important and of concern to all of us.  We're not going to be able to 
answer for the Insurance Council for you today, although I'll give Peter a chance, but the 
Insurance Council needs to address that itself. 
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But let me first reiterate again how important the issue is that you raise.  At IAG we're 
proud of what we're doing in this area and I'd just like to remind you about where we 
stand.   
 
So first of all, at IAG we accept the science of climate change.  We accept the fact that 
manmade contributions to this exist and we - sorry - and we work very hard within our 
business to make sure that our organisation doesn't contribute to climate change. 
 
So, Peter, you have more to do with the Insurance Council than I do.  Perhaps you'd like 
to make some comments that go to some of Rachael's concerns. 
 
Peter Harmer: Thanks Elizabeth and again thank you for your question Rachael.  It is an 
incredibly important issue, as you pointed out, and as Elizabeth has affirmed.   
 
Of course, the Insurance Council of Australia represents all of the insurance companies 
that operate in Australia, and like any industry lobby group, it needs to make sure that it 
does fairly reflect the views of all of those companies. 
 
That in itself is the reason why we do have a very loud voice as IAG on matters of climate 
change.  We participate in the global dialogue through our involvement in bodies such as 
the United National Environment Program.  We were founding signatories to the principles 
for sustainable insurance and responsible investing, and Elizabeth described for you the 
influence that that's had our portfolio as well as our investment portfolio. 
 
Elizabeth mentioned that we have been carbon neutral since 2012.  We had a target to 
achieve a 10% real reduction by 2020.  We're already at close to 20%.  We'll reset that 
target for us.   
 
So climate change is - as important as it is, what is also incredibly important is protecting 
the lives and the livelihood of our customers and the communities in which they live, and 
it's one of the reasons why we formed the Australian Business Roundtable for Disaster 
Resilience & Safer Communities five years ago. 
 
So we've been lobbying government at both a federal and state level and now more 
recently at the local level to consider investments that would reduce the risk of disasters 
for these communities.   
 
We see only too regularly every year - you saw some of it on the video that we showed 
today - the terrible impact that these events - which are becoming more frequent and more 
severe and we believe driven by changes in our climate.  
 
It's incredibly important that the government invests in making these communities safer. 
So we really do fight on both fronts as IAG, trying to make sure that we have, as a 
company, that we are minimising our footprint, our own carbon footprint and I think we 
should be quite proud - you should be quite proud of our achievements in that regard, but 
also the safety of our customers in our communities is just incredibly important to us. 
 
Rachael Deans: (Shareholder) I'm just wondering why the Minerals Council has been so 
much more successful in lobbying than the Insurance Council. 
 
Peter Harmer: That's a very good question, that might be a question you have to put to the 
Insurance Council. 
 
Rachael Deans: (Shareholder) Thank you. 
 
Peter Harmer: Thank you. 
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Elizabeth Bryan: So next on my list is Mr Daniel Gocher. 
 
Daniel Gocher: (Analyst, Market Forces) Good morning. 
 
Elizabeth Bryan: Good morning. 
 
Daniel Gocher: (Analyst, Market Forces) Earlier this month QBE declared that 2017 would 
likely prove to be the costliest year in the history of the global insurance industry. I see you 
nodding, Mr Harmer. Does the Board agree with this view and if so, at what point will 
climate change impacts force the insurance industry to take a decisive public action on 
climate policy, particularly in this country? 
 
Elizabeth Bryan: Okay, thank you again for that question. We seem to have been quoting 
the Insurance Council and QBE here today, but we'll see what we can do with that. Peter, 
perhaps you might take that one up for me. 
 
Peter Harmer: So Daniel, thank you for your question. I think as you would appreciate, we 
don’t have an exposure outside of the markets in which we operate, so I can only confirm 
what I've read, which is clearly what you've read, which is that the industry does expect 
2017 to be one of the most costly on record.  
 
I don’t know of too many insurance company CEOs, certainly none that I talk to, that deny 
climate change is having an impact on the frequency and the severity of these major 
weather events. There are a number of bodies that have been formed by insurance 
companies or insurance companies participate in, such as the Insurance Development 
Fund, such as the United Nations programs that we spoke about earlier, where the 
industry is taking, I think, a role in shaping policy as well as community reactions to make 
sure that they are kept safe.  
 
I think your question suggests quite reasonably that there's always more that we can do 
and I think that that's something that we, as IAG, are very proud to have a voice in driving 
not only here in Australia, but through the United Nations around the world.  
 
Daniel Gocher: (Analyst, Market Forces) All right, you know I've got a follow up. I think 
what the public expects of IAG is just greater public advocacy. We've probably seen 10 
years of the most toxic debate around hedging policy that you could imagine and given 
that IAG is at the forefront of climate change, I guess there's a community expectation that 
companies like IAG are out there advocating for tougher action on climate. 
 
On two submissions IAG made to federal inquiries, they advocated for a 1.5 degree 
warming limit. The government's policies currently don't even adhere to two degrees. I 
know you're going to try and evade this question, but I'd love to know how you 
communicated your ambition for 1.5 degrees versus the government's really pathetic 
attempts at limiting warming to two degrees. 
 
Elizabeth Bryan: We agree with the proposition you're putting to us, that companies, 
particularly companies like ours that live near the coalface of the effects of climate change 
need to be active. We are active and as we've sought to explain to you this morning, we're 
active across a wide range of matters, not just government lobbying.  
 
There are many people involved in government lobbying, we're there, we're doing our bit.  
But we're also trying to extend that out towards matters that deal with the climate where 
we can have a direct effect and that was really the direction that Peter and I were talking 
about today when we were describing the sorts of things we can do. So lobbying, very 
important, we're involved in it, but also we're involved in direct action with our communities 
and with our customers. 
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Daniel Gocher: (Analyst, Market Forces) Thank you. 
 
Elizabeth Bryan: Next on the list is Mr Joe Nagy. 
 
Joe Nagy: (Shareholder) Thank you, Madam Chair. It's not my custom to make these 
comments, this is probably the first time I've done this, but your annual report is one of the 
finest, if not the best, that I've ever seen in my career of several decades as a financial 
analyst, corporate small business credit manager with one of the world's largest banks and 
subsequently as a credit trainer for Australian banks and Asian banks. IAG's result could 
not have been achieved without your Board, management and staff, all of whom deserve 
the highest compliments. 
 
However, there is one note of caution and that's one word, growth. In the last few days 
we've seen a disastrous situation with a global company. It has lost billions of dollars 
because of its poorly thought out and executed acquisition and overseas expansion. Of 
course, you know what I'm referring to, it's Rio Tinto. It's a debacle that serves a lesson for 
all companies and hopefully this will never occur with IAG. Thank you. 
 
Elizabeth Bryan: Okay, thank you very much for those comments, Mr Nagy and can I 
perhaps encourage you, given the pleasure the Board had in listening to your comments, 
first of all to thank you and if you're only a rare commentator, can I encourage you to 
pursue the art. You make some important points. 
 
Corinna Hall: (Shareholder) Good morning. It's interesting, 17 years after the 
demutualisation that you're now putting the customer at the forefront, because of course 
when it was a mutual company, NRMA put all its members always at the forefront, so 
that's very nice to see customers are now becoming much more important.  
 
I would add a few questions about your underwriting algorithms. I am a fairly loyal 
customer, I've been various policies with NRMA, IAG for 20 years, but in the past year I've 
defected on two of my policies. You're now aligned with Coles and they are cannibalising 
your portfolio. The comprehensive car insurance policy, I switched to Coles because it was 
$160 cheaper. We bought a house and the building and contents policy went with 
CommBank because their policy was an awful lot cheaper. This is despite the fact that I 
have a multi policy discount and multi-year discount with IAG. Are you really rewarding 
loyal customers, customers that don't put many claims in?  
 
The deputy mayor of Auburn has put 17 claims in for car insurance policies. I have not put 
any claims in, but you charge me an awful lot of money and I've defected. Are you really 
doing the right things in your underwriting? 
 
Elizabeth Bryan:  Thank you. First of all, we're very, very sorry that you feel you have 
defected from us.  
 
Corinna Hall: (Shareholder) I still have quite a few other policies, but two of them I have. 
 
Elizabeth Bryan: Right, okay. Let me just put a bit of a perspective on that. All policies are 
not the same. Your Coles policy that you have is actually underwritten by IAG, it's part of 
our brand and it's a policy that has been designed to provide low cost cover. So it's more 
of a no-frills cover. We have other covers that provide a greater level of cover and greater 
service. So not all insurance policies are the same. 
 
We do value our customers and part of meeting our customers' needs is to make sure that 
we have a suite of policies that meet their particular needs and meet the issues that 
they're looking for.  
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So to move to a lower cost policy might well be a very sensible choice for you to make and 
the Coles policy might well provide you with exactly what you want.  
 
I'm going to ask Peter to pick up more of the details of this, but just let me say, you 
correctly said that we started as a mutual and I don’t think in the culture of IAG and 
amongst the people who work at IAG we've ever really lost the feel for a mutual. So the 
fact that we're there to serve our customers, we're there to make their world a safer place, 
is something that fits very, very nicely with the people of IAG who many, many of them 
started their careers in a mutual. So we're still there, under a different structure. 
 
Peter, you might deal with some more details on that one. 
 
Peter Harmer: Yeah, thank you and Corinna, thank you, we're aware of a number of 
circumstances such as you've raised and we certainly won't always be the cheapest in the 
market. What we want to focus on though is being the best in the market when it comes to 
actually meeting your claim and making sure that that's a seamless, very smooth 
experience for you.  
 
Having said that, we have recognised that we've had a need over the last number of years 
to invest our data and our analytics. Our Chief Customer Officer, Julie Batch, has led the 
charge in the last two years in significantly upgrading our ability to improve these 
algorithms that will be able to help us select the better customers more efficiently than 
you've shown we're doing today.  
 
So I'd ask you to stay with us, hold the course; I think you'll find that the work we're doing 
around simplifying our business and we've committed to reducing our operating expenses 
by 10% by 2019, all of those activities will flow through into our ability to be perhaps more 
competitive into the future. But again, I appreciate you bringing this to attention.  
 
Corinna Hall: (Shareholder) Well this is quite a longstanding issue, because I was actually 
the market research manager of IMA and I brought various issues to the attention to 
Graeme Adams, who was then the underwriting manager and I gave the example of the 
car being kept in a locked, secure garage and being charged a fortune for a car that I used 
once or twice at weekends. It doesn't seem to me that your algorithms have moved with 
the times. 
 
The car that I have goes on two trips about five kilometres a week. I am not working, it is 
not going in the rush hour, it is not going long distances, so I do not need a big, high, fancy 
comprehensive car insurance policy, but you have not moved with the times. The 
questions that you ask on the internet, when I applied for the policy, did not reflect the low 
usage of my car. 
 
Peter Harmer: Thank you and we take that on board. But I think what you'll find is that by 
actually being able to support Coles insurance, we've been able to meet your needs at 
$106 less. 
 
Corinna Hall: (Shareholder) Well it's better that the money is going to IAG than AAMI or 
QBE. 
 
Peter Harmer: We think so too, thank you very much. 
 
Elizabeth Bryan: So next on the list is Marina Choudhury. 
 
Marina Choudhury: (Shareholder) Morning.  
 
Elizabeth Bryan: Morning. 
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Marina Choudhury: (Shareholder) In the federal budget earlier this year, the government 
cut funding to NCCARF, the National Climate Change Adaptation Research Facility and 
committed only $26 million to disaster resilience rather than $200 million suggested by the 
Productivity Commission. 
 
Given our company's laudable work on adaptation, particularly through the Australian 
Business Roundtable, has the company committed its disappointment with the Federal 
budget and how can it ensure that the government takes adaptation seriously? 
Elizabeth Bryan: Okay, we're getting a lot of questions about how well we manage the 
government. I'll let you in to a little secret here. Not much better than the rest of you. So 
Peter, you might pick that one up for me. 
 
Peter Harmer: Yeah, thank you. Thanks for your question and I must admit, I did find some 
of it hard to hear, so I think I got the general gist of your question. The Productivity 
Commission did a lot of work with us and the Australian Business Roundtable for Disaster 
Resilience and Safer Communities. That work informed the Productivity Commission's 
report and did recommend an investment of $200 million per annum in disaster mitigation.  
 
The Australian Business Roundtable advocated an investment of $250 million a year, so 
we were firstly disappointed that the Productivity Commission was recommending a lower 
sum. We were also disappointed it took the federal government 15 months to respond to 
the Productivity Commission's report and in fact rejected all of its findings out of hand. 
Have we made our displeasure known to government? Certainly. Has it made any 
difference? Not really. 
 
We are well connected in with the various arms of government that actually consider these 
issues, particularly with the Department of Emergency Management. But what we've found 
in the last six to 12 months is that we're getting more receptivity at a state government 
level. In addition to that, we're finding that local governments are looking for ideas and 
solutions as well. 
 
So through the Australian Business Roundtable, we're doing a lot of work around such 
things as resilience bonds. We realise that government won't necessarily be the answer to 
these problems and we can berate them until we're blue in the face and it probably will not 
make a difference. So we need to find a solution ourselves, so if we can find a way of 
actually making these resilience bonds economically feasible, we'll be able to fund local 
governments to build the weirs on their rivers, we'll be able to fund local councils to create 
fire breaks, we'll be able to fund work to put transmission lines underground, making 
community safer. Thank you for your question. 
 
Marina Choudhury: (Shareholder) Thank you. 
 
Elizabeth Bryan: Thank you. Right, returning to the list, the next one is Mr Richard Wilkins. 
 
Richard Wilkins: (Shareholder) Thank you, Chairman. Good morning. I am here both as a 
personal shareholder and representing the Shareholders Association with my colleague, 
Ian Graves. We have proxies from 500 shareholders for about 2.5 million shares. Very 
much like to thank you again for the recent meeting you had with us and also, as usual, 
the general assistance of your colleagues and Mr Nagy has slightly stolen my thunder but 
I completely agree that once again, the quality of the whole suite of IAG's reporting, not 
merely financial, is exceptionally good and just seems to somehow get better every year.  
 
Of course, we congratulate you on another year of good results. 
 
I just have a question about regulatory capital please. The Berkshire Hathaway deal was 
hoped to provide or to release about $700 million of regulatory capital and in the 2016 
financial year, about $400 million of that did come through.  
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Not much seems to have been said this year, so I wonder how much further came through 
in FY17 and will the remainder of the $700 million be achieved by June 2018? Thank you. 
 
Elizabeth Bryan: Thank you Richard. Thank you for that question. I understand that we 
have about another $150 million that's come through. I'm looking down at our CFO who's 
nodding, which is always an excellent sign.  
 
Richard Wilkins: (Shareholder) Thank you very much. A quick rider on that, the very 
welcome extension on the Munich Re quota share, it's good that it's extending in time. Am 
I right in thinking that that extension won't actually have any effect on regulatory capital? 
 
Elizabeth Bryan: That one I'm going to need to pass to Peter. 
 
Peter Harmer: No, it won't, Mr Wilkins, because it hasn't actually changed. We've just 
extended the existing programs. There will be no change. 
 
Richard Wilkins: (Shareholder) Thank you very much. 
 
Elizabeth Bryan: Mr Kevin Daley. 
 
Kevin Daley: (Shareholder) Good morning.  
 
Peter Harmer: Morning. 
 
Kevin Daley: (Shareholder) One of the major contributors to your profit result was the 
reduction in charges that were made for reinsurance. I'm just wondering whether that 
reduction in reinsurance charge came about because reinsurance rates fell or whether you 
reduced your coverage. 
 
Elizabeth Bryan: Right, so that's definitely in Peter's bailiwick. 
 
Peter Harmer: Yes, thanks for your question, Mr Daley. In fact, we did take the 
opportunity, because rates were lower, to buy slightly more coverage, so we haven't 
actually reduced our coverage. It is a function of global pricing, global capital flows, so 
we've been able to take advantage of some better pricing conditions in the marketplace. 
 
Elizabeth Bryan: Thank you. Mr Brian Gates. 
 
Brian Gates: (Shareholder) Good morning, Madam Chair. I have two questions. First one 
was about the DipStik flood monitoring system. Actually, first of all, better mention I'm with 
the Wyong State Emergency Service, so it's personal. Could you tell me when this system 
will be expanded to the Wyong Shire Council area? Also, could you add on automated 
boom gates to be attached to this system as well? 
 
Elizabeth Bryan: It's very, very pleasing to see that someone from State Emergency 
Services is interested in our DipStik. I don't know when it's going to be expanded to 
Wyong. We're running a trial on it now, but Peter, you might be able to give more 
clarification. 
 
Peter Harmer: Maybe if I try and deal with both parts of the question and standing here 
today, I don't know the actual rollout schedule, but we'll be able to take some details at the 
desk outside after the meeting and we'll be able to give you that answer in the next day or 
so. 
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But I doubt very much that the technology will be capable of tripping automatic boom 
gates. In fact, the way it's designed to work is that the technology does send a signal to 
the SES office and they can actually get out to the affected roadway and close the road 
before it becomes impassable. 
 
Brian Gates: (Shareholder) Okay, fine. Second question was about the customer service 
centres, as to say with the Wyong Shire. The customer service centre has been 
transferred from Westfield to Tuggerah, it's a Super Centre. First of all, we weren't 
informed beforehand, which had confusion on the day. When I attended, we have about 
half-a-dozen people. It was lucky that there was a lady who was an employee who was - 
who noticed that their invention had been transferred to the Westfield Super Centre. 
 
Unfortunately, a super centre doesn’t have any public transport, so if you don’t have any 
vehicle it's impossible to get there. When I got there, I tried to pay by cash and I was told I 
had to pay - had to - that they don’t take cash, which means I had to go back to Westfield 
to pay the - pay my policy. 
 
Actually, while I was there, there were only two customer service - two people doing 
customer service and there were two people on the phone, which caused a bit of angst 
with the customers. Is there any way of, say, improving this system or not? 
 
Elizabeth Bryan: Okay. We're sorry that you've had that experience. Peter might explain to 
you a little bit about why we manage things that way. 
 
Peter Harmer: Yes. I think - I mean it's tremendous feedback. I wasn’t aware that, in fact, 
we didn’t have any signs up advertising that the branch was about to move. Perhaps it 
was that there were signs, but they weren’t there long enough to capture everybody who 
was coming to Tuggerah before it actually shifted to Westfield. 
 
What - I think the other comment I would make is that the decision to stop taking cash into 
our branches was a difficult one but, at the end of the day, we found that very few of our 
customers were, in fact, paying by cash and were preferring to use other methods, and we 
do have the arrangement with Australia Post.  
 
Again, Mr Gates, I think if we can take that issue on notice, and as we get back to you on 
the roll-out of the DipStik technology, we'll try and solve that problem for you as well. 
 
Previous Speaker: Okay. Thank you. 
 
Peter Harmer: Thank you. 
 
Elizabeth Bryan: Thank you. Mr Brian O'Kane. 
 
Brian O'Kane: (Shareholder) Thank you, Madam Chair. Firstly, I'd like to congratulate the 
Board and the senior management team on the fantastic year we've had. Somebody has 
been working very, very hard, and it's a great achievement. 
 
Elizabeth Bryan: Thank you, Mr O'Kane. It's wonderful to have that acknowledged. For the 
Board and on behalf of the management, thank you. 
 
Brian O'Kane: (Shareholder) At our 2016 meeting I made two requests to the Board. (1) 
that we get paid our dividend in cash, not gold, silver, gold pieces. That was agreed to and 
that has happened. Number two, I also made a request that - I'll just get to that in a 
minute. The other one I want to do is congratulate how well we have achieved right 
through the whole year because - now it's come to me. 
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The request I made was that we look at getting the assessors more into looking at what 
they do. I want to see assessors going out to have a look at jobs, not in a prestige car and 
a suit. I want to see them going out with a ladder on top of a ute, where they could get up 
and have a look. I've been assured that that has been looked at, and I congratulate Peter 
and the senior management team for doing it. 
 
You talked about the future. I am very, very concerned about the future for insurance 
companies. We've had one major company in trouble in Australia at the moment. I want to 
stand here in years to come and still get a say on getting a dividend, but it's going to be 
very difficult. I'll give you an example. I am so happy that you're working with the SES 
because in Wollongong, in February, we had a late storm. The first 16 houses that SES 
went to - because rain was coming in their houses - it was coming from the drains. Their 
drains were blocked. That’s 16 houses. 
 
Now, the storm's not to blame for that. That’s the drains. We’ve seen in Melbourne the first 
20 fires that they came to this year, the Melbourne Fire Brigade, in their report, put down 
that the 20 houses were from the solar systems on the roof and lack of household 
maintenance. It wasn’t the storm that done the damage in Melbourne - the fires, I'm sorry. 
It was the cables were perished. They haven’t been replaced. They’ve been up there for 
10 and 15 years in sunlight. They haven’t been replaced.  
 
Household maintenance in this country is out of control. It's not getting done. We had the 
SES - a young operator in the SES in Rockhampton was driving around before Kerry 
came. He looked up and he's seen how many houses had blocked drains. He immediately 
reported to the council, and they begged the people - like they did in Wollongong - they 
got to the radio station and they also got to the TV - clean out your drains. 
 
That’s not the role of the SES, but they’ve done it. We've had that - also out of the control 
of the insurance companies. The insurance companies have got to get on to these 
councils. How long has anyone in this room seen council officers clean out the drains in 
the streets? Drive on any freeway and you'll see all the drains have got - and that’s why 
this local flooding's coming. It's not the storm. It's not the climate change. This is coming 
from our own doings.  
 
Then you had that case in Sydney in March where we had 384 mls of rain in a month - 
record, record. It wasn’t a record at all. Some old codger like me, they came up and said 
hang on a minute, in 1941 we had 410 mls. Climate change is getting blamed for a lot of 
things it shouldn’t be. Most of it is our own making. That’s what I want to look at. 
My last thing, Madam Chair, do you mind if I say something to my fellow shareholders that 
relates to this meeting. 
 
Peter Harmer: Yes. 
 
Brian O'Kane: [Unclear]. 
 
Elizabeth Bryan: Sorry? 
 
Brian O'Kane: Do you mind if I say something to my fellow shareholders? 
 
Elizabeth Bryan: No, but go ahead. I think they’ve got the fact that they need to clear out 
their drains, and we second that. We second - from up here gutter clearing is really 
important. Don’t go up the ladders yourself. Get some young kid to do it. 
 
Brian O'Kane: This won't be an insult, Madam Chair. I went to work at 13 years of age. I 
retired at 66 and a half and I've been a labourer all my life. I've got shares in 41 Australian 
companies, my wife and I, and I take great interest in them.  
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In this country I cannot believe the greed and the jealousy mostly in this country, that’s 
going on in this country. This whinge from shareholders about directors and senior 
management's salaries is ridiculous. If we want good people and we want to get a good 
dividend, we've got to pay for it. The only way we can pay for it, having good people. 
We've got good people in this company, and a lot of other companies, but we've got to pay 
for it. We're not going to get it for nothing. This whingeing about executives' salaries is only 
jealousy. Madam Chairman… 
 
Elizbeth Bryan: Thank you, sir. You're pure gold.  
 
Brian O'Kane: Madam Chairman, it is going to be hard going in the future with this 
company. I don’t know if we have a member on our Board, on the Business Council of 
Australia. Have we? 
 
Elizabeth Bryan: No, we don’t, but we are a member of the Business Council. Peter 
represents us at the Business Council as a chief executive.  
 
Brian O'Kane: Peter, as an Australian, I want you to push tooth and nail to get the 
Government to reduce this company tax level. We've got to get it done because if we don’t 
we're going to get left behind. It has to come down. It's far too high.  
 
When I saw Donald Trump and Theresa May walking across the lawns of Capitol Hill, 
holding hands, I took that as a message. They are both switched on to get to 15%. Donald 
Trump, to get to 15, he's got to 20. If we don’t change it, we can't wait until 2025. We've 
got to do it now, so keep pushing for that, Peter, otherwise we're in trouble, and we all 
want to keep getting a good dividend. Thank you. 
 
Elizabeth Bryan: Okay. Thank you. Thank you very much for those comments. Now, let 
me go to Mr Gregory Simoni. 
 
Gregory Simoni: (Shareholder) Good morning, all, and through Ms Bryan. Now, I want to 
treat the IAG total revenue like a big pot. On the concentration, which I spoke about last 
year, we've got 74.6% in Australia, 16.6% in New Zealand and 3.1% in Asia. Now let's 
bring this pot - get some water in there, bring it to the boil, and then you have pieces in 
this pot that stick out. 
 
They are the tax expenses which our previous speaker talked about. You have the New 
South Wales fire levy, the Victorian fire levy. Then, as you’ve said in your - the 
presentations at the start - we've got the rain, wind, hailstorms in New South Wales, 
Melbourne South Australia. Then you can add on Cyclone Debbie. 
 
Now, would the Board be satisfied if your competitors - say Everest Re, QBE Insurance or 
Suncorp - had over 70% of the market segment in Australian general insurance? Then 
would you deny that such a percentage would affect your control in your internal 
processes, deny the plurality of your services, deny the way in which your employees 
participate, deny the influence of your political advocacy, but acknowledge that there's 
possibly no opportunity outside this 70% segment that would enable you to, say, put back 
into the pot - the total revenue pot - and allow your total revenue to be 33% Australia, 33% 
Asia and 33% New Zealand? What's the go? 
 
Elizabeth Bryan: Okay. Our major markets are Australian and New Zealand. We have a 
very important, very significant market share in those two countries. I'm not quite sure 
where the 70% has come from, but I've got my CEO thinking about that at the moment. In 
terms of our influence we are a major player in domestic insurance in this country. I think 
as Peter and I have been to some care to outline, we try and take that expertise we have 
and spread it as widely as we can to influence things towards the safety of everyone, but 
particularly through our customers. 
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I'm not sure that having a higher market share would make us any more influential than we 
are at the moment. We have other very good companies that share this domestic market 
with us and we have a very stable, respectable, well-managed general insurance industry 
in Australia. So it seems to me that the system is working okay, but Peter, in case I've 
misinterpreted something you might help me out on this one.  
 
Peter Harmer: I'll try. Mr Simoni, your question as always is very complex, so let me try 
and unpack it piece by piece if I can. I think what you're actually advocating for is better 
diversification of our portfolio rather than the concentration we have now with 74% or 75% 
in Australia.  
 
Let me say that historically, IAG has certainly sought to geographically diversify. In recent 
years, of course, that has become more difficult and we've focused very much on Australia 
and New Zealand with our select investments in Asia. We use reinsurance to achieve the 
benefits that geographic diversification would otherwise bring, so we feel that we - from a 
shareholder perspective, we are really well managed and are achieving the level of 
protection that diversification would otherwise generate for us.  
 
In terms of the strain on our system, that's a very real concern. Historically, when we've 
had major events, whether that's been in New Zealand with the earthquakes in Canterbury 
back five or six years ago, or even Cyclone Debbie more recently, there is a capacity 
overload that occurs. We've become very adept at actually rolling work around our 
network, and in fact, more so now that Mark Milliner has nearly completed the rollout of a 
single Guidewire ClaimCenter system so every claims officer in our network, whether 
they're sitting in Dunedin, whether they're sitting in Perth, will be able to support customers 
no matter where they are. 
 
I think the investments that we've made, the work that we've undertaken, has let us get to 
a position where we can spread work around our system and relieve the strain.  
They were the main questions that I pulled out of your overall question.  
 
Gregory Simoni: (Shareholder) Supplementary? 
 
Elizabeth Bryan: One more.  
 
Gregory Simoni: (Shareholder) So we have - that was the internal domestic Australian 
market now, the bigger picture is the Asia-Pacific insurance market segmentation pie. So 
from a pot to a pie, and the pie is that we have the prominence of an established Japan at 
40%. Interestingly, you have a company called Mitsui Sumitomo Insurance Group 
Holdings with in the financial year 2015 had a gross written premium of approximately 
US$2 billion.  
 
Now, in addition to Japan at 40%, you have South Korea at 10%, and of interest is Seoul 
Guarantee Insurance within financial year 2016 had approximately US$1.1 billion gross 
written premiums. These countries get extensive flooding, earthquakes, but on that pie, 
that is the South Asia-Pacific, market-aligned data analytics in 2017 suggested that the 
insurance in this current system - that is, insurance policy, which is a 14th century - it has 
14th century underpinnings - will have an annual growth dip in 2019. Now, that's the first 
since 2012, reflecting a decline in the take-up of insurance policies. So does IAG have a 
ball that can begin to roll that looks beyond insurance policies? Thank you.  
 
Elizabeth Bryan: Peter, you're on a roll.  
 
Peter Harmer: Yes. Thank you.  
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Firstly, Mr Simoni, I'm not familiar with the stats that you've quoted; I'll take them as you've 
presented them. I can only talk to the markets in which we operate and our Australia-New 
Zealand market and the markets of Thailand and Malaysia and India are continuing to 
grow. System growth in Australia and New Zealand, we typically see between 3% and 5% 
and we're experiencing that now as we speak. In India we're growing significantly faster; 
the economy there of course is at a much earlier stage of maturation. In Thailand and 
Malaysia, the economies are always a little more bumpy but long-term growth rates tend to 
hover between 5% and 8%.  
 
In our business we're exposed to I think a reasonable growth profile. If understood 
correctly, I think if you select markets in such as Korea and Japan where those markets 
are experiencing very different economic circumstances than we are - I'm not familiar with 
research that says their insurance market is going to go backwards; that doesn't actually 
surprise me. It's probably one of many reasons we choose not to be exposed in those 
markets. Thank you.  
 
Elizabeth Bryan: Thank you, Peter. Next on the list is Mr Ross McKinnon.  
 
Ross McKinnon: (Shareholder) Yes. To the Board, I'd like to ask the question do you help 
the ones on insurance policies, what happened in the floods in Queensland and the ones 
who had insurance policies like QBE, they were pushed aside because it was a 
technicality that they didn't get paid. Didn't get paid or helped with their flood issues, 
because there were technicalities in these insurance policies which were so easy 50 years 
ago but now they're getting a real problem about what you cover and what do you not. 
That's one question of the two.  
 
Elizabeth Bryan: Okay. I'm sorry, I'm not familiar with the circumstances that you're talking 
about and I'm certainly sorry if that is the feeling up there. Peter, have you got anything to 
add? 
 
Peter Harmer: I think Mr McKinnon raises a very good point, and we can't speak for QBE 
or their policies or their practices, but I think it's fair to say insurance can at times be 
unnecessarily complicated. One of the things that we're focusing on is trying to make our 
policies easier to understand. In fact, recently, we've been commended for the work we've 
done around plain English wordings. I think there's still a lot of work that can be done in 
pursuit of making sure customers know exactly what they're covered for and what they're 
not covered for.  
 
Ross McKinnon: (Shareholder) Yes, technicalities which many people don't understand in 
policies. Okay. All right, Peter.  
 
One comment you made earlier, you help the insurance companies of NRMA. Now, if you 
help them, why is there closures of Bankstown shop where you can't even get a map 
these days. It's so hard to get a map when you're not far from Bankstown, you've got to go 
all the way to Liverpool. So you're supposed to be helping NRMA and it's no help at all.  
 
Peter Harmer: Yes. I think, Mr McKinnon, we might be confusing NRMA Insurance, which 
is owned by IAG, with NRMA Motoring Services, which is still an independent mutual-
based organisation. But one of the perhaps solutions is that the material that NRMA 
Motoring Services have within their shops, maybe we could actually stock some of that 
within our retail shops. So we'll take that on notice. Thank you.  
 
Ross McKinnon: (Shareholder) [Unclear] go for a map these days.  
 
Elizabeth Bryan: Maps. Okay.  
 
Ross McKinnon: (Shareholder) Okay. See you.  
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Peter Harmer: Thank you.  
 
Elizabeth Bryan: Thank you very much. Mrs Merryn Penn. 
  
Merryn Penn: (Shareholder) Representing her. At last year's AGM, the Board was asked 
about IAG's investment in fossil fuels, to which Chair Elizabeth Bryan replied, if I can quote 
you correctly, if our investment analysts are as good as I think they are, then most smart 
investment houses are limiting their exposure to an industry that has so much risk around 
it and as such, an uncertain future. Can the Board provide an update beyond the 
presentation earlier by the Chairman on its exposure to fossil fuels, and given that its 
exposure is entirely through indexed funds, is the Board happy to let the market decide 
rather than show leadership by ruling out investment in those sectors?  
 
I have a supplementary on that question as well. Last year I asked a question at the AGM 
about letting current and potential customers know in a marketing sense about our 
divestment from fossil fuels and also being proactive about climate change. Is there any 
update on how we're letting the market know about those changes? 
 
Elizabeth Bryan: Okay, all right. Let me take the first one first, on our investment portfolios. 
I think as I said in my address to you, the exposure that our investment portfolios to high-
intensive carbon industries is very low. It's less than 0.5% of our portfolios. It is an issue 
that our analysts look at. There is a risk inherent in investing in high-intensive portfolios 
and we've been onto that for some time and it's very, very low.  
 
I think what I said in relation to a question about why doesn't the Board set rules about 
what the investment team can invest in, but it's very hard to do that. As soon as you set a 
rule, it will be [wrong] in some direction. We monitor this. We've been very pleased with 
where our portfolios sit. We don't think that we're part of your concern about investment 
houses with large exposures to high-intensive fossil fuel industries.  
So that's the first one. Can you just remind me of the second one? 
 
Merryn Penn: (Shareholder) Yes. Last year I asked about letting customers and potential 
customers know about in a marketing sense the great work that IAG is doing in terms of 
divesting from fossil fuels and also minimising its exposure to climate change. How are we 
letting the market know so people who make want to decide on joining IAG policies, how 
would they know about that?  
 
Elizabeth Bryan: Okay. In my address today and in Peter's address today, you can see 
where we're going in talking about all of these things. We have some good 
communications. Communications can only increase and it's part of what we want to do 
for our own company and for investors and potential investors it's to communicate how we 
think about these things and actually what we're doing about it. 
  
We're as focused on telling you what we're doing and how we're doing it as making 
generalised statements. I expect you'll see that communication from IAG increase over the 
years. Should we be telling more now? Probably yes, but this - we're onto it I think is the 
bottom line on that one. It's a good question and we should communicate it well.  
 
Merryn Penn: (Shareholder) Thank you.  
 
Elizabeth Bryan: All right. That leaves me with Mr Geoffrey Locke. 
Geoffrey Locke: (Shareholder) Thank you, Madam Chair. Just a point of clarification. In 
your PowerPoint slides in your initial address you indicated that the gross premiums were 
about $11.9 billion whereas in Peter Harmer's PowerPoint he stated it was $11.8 billion.  
 
Elizabeth Bryan: If you have a choice between believing me and believing Peter, I 
recommend you go for Peter every time.  
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Geoffrey Locke: (Shareholder) Well, it would be very nice if that $100 million were able to 
cascade down to the net profit.  
 
Peter Harmer: We'll make sure we find it for you.  
 
Elizabeth Bryan: All right. Thank you. Mr Peter Melsa?  
 
Peter Melsa: (Shareholder) …I often have that problem of getting those mixed up. Yes. 
Well look, it's quite clear that IAG is ahead of its peers in thinking about climate change 
and the appropriate measures to address carbon emissions. Given the feeble debate of 
Australia’s, around energy policy, at what point will IAG enter the public debate about 
energy and the need to keep global temperature below 1.5 degrees?  So I'm really asking 
can you take a bigger role in that larger debate about energy? 
 
Elizabeth Bryan: Right.  We thought we were taking a big role.  You're asking for a bigger 
role.  Yes, I mean, it's a reasonable to thing to ask.  Again, the point that we've been 
making is that we take a role in that debate, but we're focusing on what we can actually 
do.  What's in our area that we can influence and help with and we can be surer of 
delivering then than we can joining our voice to the thousands and millions of other voices.  
We're there, but we're not a determinant factor in it, but we can control what happens in 
the areas where we have customers, where we have people and where we have 
shareholders. 
 
Peter Melsa: (Shareholder) Right.  Thank you.  Yes.  Yes.  A second question, in IAG's 
sustainability report, it mentions a new climate change action plan will be produced in the 
coming year.  Can the Board provide more detail on the concrete actions that that's likely 
to include? 
 
Elizabeth Bryan: I'm not sure we can now, but we - but that's part of the earlier question 
about communicating more clearly and more often and more widely and better and so, 
yes.  Peter is looking at me.  He might be able to provide more detail. 
 
Peter Harmer: No.  I'm not looking at you for the purpose of providing more details.  What I 
would like to say is that when our new climate action or climate change action plan is 
produced, I think you will find it will satisfy many of the questions that have been asked 
here today, but it's just a little bit too early for us to share that with you now, but I would 
say - and certainly the question that we had down here as well, I think you'll find many of 
the concerns that underlie - sorry - many of the questions that underlie concerns will be 
used in the next few months. 
 
Peter Melsa: (Shareholder) Right.  Yes.  So you can't give any indication of likely… 
 
Peter Harmer: It would be a little premature to do that.   
 
Peter Melsa: (Shareholder) Okay. 
 
Peter Harmer: Thank you. 
 
Peter Melsa: (Shareholder) Thank you. 
 
Elizabeth Bryan: So I have one name left on my list down here, and that's Mr Reginald 
Lob. 
 
Reginald Lob: (Shareholder) Thank you, Chairman.  Some of my main question has 
already been raised, but firstly I would like to thank you for the manner in which you 
patiently chair this meeting.  I would like to thank the Board for being a rather fresh Board.  
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We do have Mr Twyman out here who has got the memory for the last 12 or so years and 
we have a younger member of the Board, but otherwise they're old and wise. 
Elizabeth Bryan: Nothing wrong with old and wise. 
 
Reginald Lob: (Shareholder) That wasn't intended to be that, but - thinking here too, I 
thought it's always good to have good neighbours and I was telling them that.  We had our 
immediate neighbours' trees were growing up and their leaves were getting in our gutters, 
so we approached them and they cut them down, so thank you, sir, for your interest in 
gutters.  This reference to customer service.  Well, firstly I should say it was mentioned by 
the CEO the brand is the most trusted in the business; not with me.  I wrote to you, 
Madam Chair, just before we were to renew - Madam Chairman, just before we were to 
renew policies and - because I had gone into the Wollongong office to pay the amounts 
and I asked whether I was fully insured and that and made an inquiry.  The response 
came back no.  Well, you can pay that amount, but we'll only give you 70% of it, what 
you're insured for. 
 
I said, but, our house is on the side of a hill.  We've got a little laneway to get in.  I said, oh, 
well, I'll fill a form in.  Got the computer, got the computer up.  The computer didn't work.  
You'll have to fill it in at home.  A representative phoned me and made - indicated - that 
individual indicated - phoned on your behalf - that I would be phoned on the Monday.  
When business hours had just about finished, I moved to another company, because we 
have outages.  We've had a two-day outage with lines and nobody has had the internet.  
This took on another interest.  I pointed it out to the Chairman - president of our local 
senior's club, Probus Club, 80 at the meetings.  He said, well, get somebody to speak 
about insurance policies.  Understanding your policies.  But nobody will.  Nobody.  
Insurance Council of the - well, you can go onto our website.   
 
Insurance policies are very hard to understand.  I phoned a person in the country, in a 
country city town and fluke - by fluke he would talk to me a little bit.  He said, well, it's very 
hard.  Bill Bloggs out there on his farm, his barn burns down.  He gets his insurance paid.  
Johnny Green next-door barn happens to burn - well, they're not going to be - well, 
somewhere else.  They're not conspiring to have them burnt - barns burnt down, but it's 
not paid out, because it's a different company and it's not covered.  You've got to really go 
through these policies.  Madam Chair - incidentally, I went into another NRMA office 
thinking I might be able to get a little bit of face to face and I just - too long.  I waited and 
waited and waited.  It was an agency.  Off I went.  Now, you need to know if you've got 
policies that you've got to prove things.   
 
How many people know with their home contents policies they've got to have photos of 
things of value?  Now, many of us have got furniture.  My father made our furniture, dining 
room furniture, back in - in the late 1920s.  Now, I've got to have it valued.  It goes on 
other things.  We've got a few - I presumably have got to go through my library and there's 
lots.  It cost me $100, because I'm still following a particular interest.  Madam Chair, can 
we please have some forums where it's - insurance will be explained to us.  Thank you. 
 
Elizabeth Bryan: Okay.  Okay.  Thank you for that, and thank you for letting us know, and 
I'm very sorry that you've run into that trouble with the insurance industry.  It shouldn't be 
as complicated as that for you.  You shouldn't have to go through that kind of experience.  
I'm not aware of facts behind the case, but I would ask if Mark Milliner, who is charge of 
our Australian business, will seek you out during lunch and get down to the bottom of what 
we might do to help you with all of that. 
 
Reginald Lob: (Shareholder) Well, if you do, you'll get IAG - IAG will be doing something 
nobody else will do.  I've contacted other major insurers.  No, no, no.  That's… 
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Elizabeth Bryan: Okay.  Well, let's see what we can do about it and, Mark, if you could 
follow that up for me afterwards.  Thank you very much.  Now, while we've been talking a 
few more names have come onto the list, so we're not done yet.  Dr John Hutchinson. 
 
John Hutchinson: (Shareholder) Madam Chair, I would like to thank IAG for sending me 
through living hell over the last eight months due to the northern suburbs hailstorm.  That's 
another story.  My two questions are how many years of franking credits are held in 
reserve at the current year's rate?  The second question is how much has IAG contributed 
to war veterans' charities, such as Legacy, in the last 12 months? 
 
Elizabeth Bryan: Okay.  All right.  Peter, I'm going to have you think up those numbers 
while I get over the living hell.  So that's - it's very unfortunate that you had an experience 
you'd describe that way with the hailstorms.  Again, I think, Mark, you're going to be a bit 
busy over lunchtime, but I'd like it if you could actually understand a little more of what 
went on behind that. 
 
John Hutchinson: (Shareholder) He'll a need building degree and four-year university 
degrees to understand the problem. 
 
Elizabeth Bryan: He will be okay.  Trust me on that one.  Perhaps, Mark, you might stand 
up, just so both gentlemen can see who you are.  Okay.  All right, Peter, the franking 
credits and the contribution to Legacy. 
 
Peter Harmer: Right.  I think, Dr Hutchinson, that we have something in the order of one to 
two years of franking credits available to us… 
 
John Hutchinson: (Shareholder) You're thinking or you know? 
Peter Harmer: If you would like to know exactly, we'll need to see you after the meeting, 
but I think it's between one and two years. 
 
John Hutchinson: (Shareholder) I'll see you after… 
 
Elizabeth Bryan: Can you answer that, Nick? 
 
Nick Hawkins: Hi.  I mean, what happens with the franking credits is that they get 
refreshed as the company is paying tax, so they have come down a little bit over the last 
couple of years, driven by the dividends, but also, we did a special dividend of $0.10 per 
share, so that number has come down.  So if we could - so to Pete's comment, one to two 
years, but that's assuming we're not paying any more tax.  Of course, we are making 
money and we are paying tax in Australia, which actually refreshes that franking count.  So 
our intention at the moment with the balance of our business and the way we pay tax 
predominately in Australia where the bulk of the earnings are that we would expect to be 
able to continue to pay fully-franked dividends going forward. 
 
John Hutchinson: (Shareholder) So you're saying you've got one year's worth, by the 
sound of it, have you? 
 
Nick Hawkins: We've got a couple of years if we don't pay any more tax, but we are… 
 
Nick Hawkins: As an example, we're about to pay a $170 million tax instalment to the 
Australia government, which in itself creates a lot of more franking credits, so it's a moving 
target all the time. 
 
Elizabeth Bryan: So we're a company that generates a strong franking credit balance, I 
think, is what Nick's saying to you. 
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John Hutchinson: (Shareholder) The second question is contributions to veterans' 
charities, in particular, the guys coming back from Vietnam who've lost their marbles and 
in particular into perhaps Legacy, as an example? 
 
Peter Harmer: I can't answer that specifically, but, again, if you give me your details later, 
I'll be able to let you know. 
 
John Hutchinson: (Shareholder) Thanks. 
 
Elizabeth Bryan: You're speaking to an ex-military officer here, so he will talk to you about 
it.  Dr Pamela Grey. 
 
Pamela Grey: (Shareholder) Every year I make this point and nothing ever results.  But 
because of the recent complaint that there isn't enough information about the law, I would 
reiterate that progress of automated legal intelligence is continuing and I do have our 
latest paper her on where it's going if you would like a copy. It is most important that 
organisations like this which deal in a framework of very complex law make available in 
their foyers to members the quick court technology the emerged in the 1990s in America, 
which rests on expert systems technology.  
 
It's very important that you start to introduce those advantages to people in the foyer of 
your offices and that way people can find out what the complexity of the law means, what 
the complexity of the policies mean, interpretations of them and so forth. Now as I've 
explained before, I'm the trustee of a charity called Grays Institute and fortunately I had a 
son who was able to develop science expertise and mathematical expertise and I've been 
working with him to expand the limitations of lawyers' expertise. 
 
So we now have technology that's easy to implement, we just need to get organisations 
like this on board to provide those quick courts in their foyers. That way people can find 
out all about the very complex area of insurance law and how it is implemented by 
organisations such as this. 
 
Elizabeth Bryan: Thank you Dr Gray. Thank you very much for those comments. 
 
Pamela Gray: (Shareholder) Would you like me to hand down the paper? 
 
Elizabeth Bryan: Sorry? Yes. Our General Counsel, Chris Bertuch. So Jill, could you go 
and pick up the paper for us please? 
 
Pamela Gray: (Shareholder) Thank you. 
 
Elizabeth Bryan: Thank you very much. Mr Matthew Botour. 
 
Matthew Botour: (Shareholder) Hi, thank you for the excellent presentation today. One of 
the figures I observed during the presentation was the gender target of 33% of women in 
senior management roles. Given one of the stated IAG values is being braver, do you 
believe this represents an ambitious enough target? 
 
Elizabeth Bryan: No, I'm a woman, 50% will start to resonate with me.  But the reason that 
we've set a 30% target is you have to set a target that within the timeframe you've set it, 
you have a reasonable chance of meeting. Yes? 
 
Peter Harmer: I think actually our target is 40%, we're currently sitting at 33% or 34%. But 
as Elizabeth said, even 40% is insufficient. 
 
Elizabeth Bryan: 10% short. 
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Peter Harmer: 10% short. 
 
Matthew Botour: (Shareholder) Thank you very much. 
 
Elizabeth Bryan: We'll get there. I've been saying we'll get there for most of my career. I 
hope I live to see it. 
 
Peter Harmer: Well you're in a position to do something about it. 
 
Elizabeth Bryan: I am doing something about it, Peter. Okay. Marco Gagliardi. Did I get 
that right? 
 
Marco Gagliardi: (Employee, IAG) Hi, I work at Hurstville Home Claims, I'm speaking on 
behalf of my work colleagues and the Finance Sector Union. My question today is over the 
past 12 months IAG have been aggressively restructuring, offshoring our jobs and forcing 
us to train the very people who are replacing us. Will you tell us what parts of the business 
you are committed to keeping in Australia and what plans IAG has to re-skill workers for 
these jobs? 
 
Elizabeth Bryan: Okay, thank you. You've raised a very, very important task - a very, very 
important issue for all of us. We're into an era now where technology is changing the way 
we work in service companies, like IAG, but across many other service companies. So you 
get words like digital change, get words like outsourcing, get words like artificial 
intelligence, they're all words that are dealing with the same phenomena, which is the 
technology change that is happening.  
 
No one company or any group of companies is really going to be able to sit outside this if 
they want to continue to be a sustainable, profitable organisation. So it raises a very, very 
significant issue and you've pointed to some elements of it. I think the real question that 
companies like ours and others are going to have to deal with is, is their people. They're 
going to need to be able to very clearly communicate to their people what this technology 
might mean. They're going to have to find ways of training and preparing their people so 
that they can take advantages of the new jobs that are created, so if they don't wish to do 
that, so that they're resilient and so that they're flexible and so that they're prepared to 
move into other areas. 
 
It's going to become, in my view, a bigger and bigger matter for companies like ours, right 
across the services sector. We're very aware of it and we are working very hard to see if 
we can deal with it as well as we possibly can in looking after the interests of our people. 
The other thing that is characteristic of this change and the reason why it's very difficult to 
answer the specifics in your question, is exactly what it's going to mean, how fast it's going 
to come and the areas it's going to hit into.  
 
So the concern is appreciated. Your lobbying and intention on it is something we wish to 
engage with you on. We are starting on this journey as many others are and it's an issue. 
It's a real issue. We've been talking about climate change; this is an issue of that 
magnitude, I think. So I can't really give you the specific answers. I don't really know the 
specific answers and if I did, it would only be a guess. But it's a big issue and it's our  
recognition of it that I think really matters. 
 
Do you want to have a go at that? 
 
Peter Harmer: I just think maybe if I can, Marco, firstly welcome. The Hurstville office does 
a wonderful job in serving our customers and as Elizabeth said, we know this is an 
unsettling time for many, in fact I think for all of us.  
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On one had we have some tremendous advances that technology is making for us in our 
lives, but at the same time, of course, it's creating a lot of disruption and dislocation in 
what we've seen as traditional jobs across many industries all around the world. 
 
I think the Board and the management team are very focused on trying to help our people 
transition through this as successfully as we can. Whilst automation is actually reducing or 
even eliminating some roles, technology itself is actually creating new roles, whether it's in 
digital, whether it's in customer experience, whether it's in data and analytics.  
 
Unfortunately, the skill sets required to perform both functions aren't the same. So 
retraining and re-deploying people is a key focus for us. 
 
We have launched a program called Future Me recently which will continue to develop and 
sophisticate over time and it helps all of our employees who may feel that the role they 
performed might be automated by technology and therefore might be at risk; it helps them 
to actually understand if that is a possibility and it helps them actually figure out what it is 
that they might look to do next. If we can retrain them, reskill them to continue to work with 
IAG, that is our preference.  
 
But if that's not possible or in fact if the employee doesn't want that for themselves, then in 
fact what we want to do is to give them some life, I guess, experiences that they can take 
into the next chapter of their life. That would include such things as preparing themselves 
through CVs, et cetera, to productively move somewhere else in the workforce. 
 
To date, in fact, we've had a number of people who have already reskilled and retooled 
and you mentioned training of some folk, with some of our partners in other parts of the 
world. That's an example of actually a new career path. So some of our people have 
actually now moved from perhaps accounts payable or accounts receivable to actually 
training people to perform some of these roles that ultimately will be automated. 
 
As Elizabeth said, this is a global phenomenon which is quite disruptive and we're 
determined to make sure that we manage this as effectively as we can for our people. But 
thank you for your question. 
 
Marco Gagliardi: (Employee, IAG) Thank you. 
 
Elizabeth Bryan: All right. So I've now come to the end of my queue of people asking 
questions. Thank you very much for your participation, it's been a really interesting and 
excellent discussion that's ranged across vast parts of our business and I hope Peter and I 
have been able to give you a little more insight into how we think about all of these things. 
 
Okay, back to the formal part. So before we move on to the items of business that are 
subject to a shareholder vote, let me remind you that we'll be conducting a poll for each 
resolution, as has been the past practice at the company's AGM. I believe this is the 
fairest way to proceed. 
 
The returning officer has given me a report of the results of the direct and proxy voting 
instructions received for each item of business and I have accepted the recommended 
results. The direct votes and proxy votes that we have already received will be combined 
with your votes in the meeting today and they'll be displayed on the screen at the close of 
the poll on each resolution.  
 
Once the polls have been closed and the votes compiled, a report on the final results will 
be announced to the ASX and then published on the company's website and made 
available at the company's registered office. 
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The first resolution at this year's AGM is to consider the company's remuneration report for 
the financial year ended 30 June 2017. The remuneration report is set out on pages 16 to 
37 of the company's 2017 annual report and provides extensive disclosures of director and 
executive remuneration. I now invite discussion on this report. 
 
As before, to speak on this resolution, please press the microphone symbol on your 
handset and wait until I call on you. At that time, please move to the microphone in the 
aisle nearest you to ask your question.  
 
Elizabeth Bryan: Okay, Mr Richard Wilkins. 
 
Richard Wilkins: (Shareholder) Thank you very much, Chairman. I'd like to ask one 
question please and then make some general observations about why we're going to vote 
as we are. In the presentation today and also in the annual report there's a very good and 
explicit statement of four major financial objectives. The very interesting and welcome one 
is the target of trying to make a 10% per annum compound growth in average earnings 
per share. Now this is not only very good for clarity, but also, I think you'd agree that's 
probably very ambitious, particularly in terms of the rather uncertain growth opportunities 
that are available as we've been discussing today. 
 
In view of the significance of such a measure and the fact that it's totally objective and 
quite easy to determine, would the Board consider adding an EPS measure to the LTI 
tranches in future years? 
 
Elizabeth Bryan: Richard, thank you for that comment, we'll take that on board and think 
about it. Remuneration, as you all know, is a controversial issue. It's something we have 
under watch all the time, particularly this year we'll be reassessing it. I think we're, as I 
said earlier, comfortable with our remuneration structure. We think it's clear, we think it's 
fair, we think it serves both the needs of our shareholders and the needs of our executive 
team, but it's a moving feast. So we'll put that on the list of things to think about. 
 
Richard Wilkins: (Shareholder) Thank you very much and on the more general point, as 
you know, we've announced that we will vote against both the rem report and the CEO's 
incentive resolution. We are very grateful for the time that you have given us and to your 
colleagues' discussion on this. We've acknowledged, well the rem report is extremely well 
presented, even better than it has been before. We would like to acknowledge several 
quite material improvements that have been made this year.  
 
We also acknowledge the thoroughness of the rem process that goes on at IAG both 
what's explicitly said and what goes on behind the scenes and I think we've, ASA, has 
tried to be very fair and equally respectful in forming its own opinions about this. So for the 
reasons we've discussed and we put in detail on our website for anybody who wants to 
see them, we're sorry that despite all the qualities, that we feel on balance, from our 
standpoint, that we're not going to be able to vote for the resolution this year.  
 
The same comments flow through into the other rem resolution and that's not in any way a 
reflection on Mr Harmer, it's just the structure of the whole thing. Having said that, we're 
very grateful for the continuing engagement with IAG; there have been a lot of good things 
happening over the last few years and we look forward to continuing to talk to you about it.  
Thank you. 
 
Elizabeth Bryan: Okay, thank you for those comments, Richard and I'll set a goal to see if I 
can persuade you during the next 12 months.  
 
Dr John Hutchinson. 
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John Hutchinson: (Shareholder) Madam Chair, military commanders who protect this 
country are not paid significantly and in particularly, not paid bonuses for winning the 
campaign. Secondly, the people, police and so on, that protect us internally against 
terrorist attacks, which is very open to occur tomorrow morning, they don't get any 
bonuses or excessive salaries. How does IAG justify the salaries and bonuses, in 
particular bonuses, against society that is protecting this company from the enemy? 
 
Elizabeth Bryan: Okay. Thank you and with those examples, you make a very strong point 
indeed. The issue that Boards have to cope with, with remuneration, is we exist in a 
marketplace for good executives. Whether the complex remuneration systems that have 
been set up and whether the levels of pay relatively are right or not, I won't even engage 
with you in that; we will all have our own views on it. 
 
But the bottom line for the Board is that to keep this company serving its customers and 
serving its shareholders as it does, it needs to be able to retain experienced and good 
executives and we operate in a marketplace to recruit them and around the edges, we can 
design a scheme that's slightly better or slightly worse. But in the end, we operate in a 
marketplace and our obligation is to the company and it's to the long-term sustainability of 
the company.  
 
So that's not a very satisfying answer to you, but it's an answer about the reality of how 
our economy is structured and how our labour market is structured. Best I can do, I'm 
afraid. 
 
Elizabeth Bryan: Mr Gregory Simoni. 
 
Gregory Simoni: (Shareholder) Thank you again and through you, Ms Bryan, I understand 
that the Board financial year 2017/2018 isn't increasing its fees, but this does follow 
increases in board fees for financial years 2016/2017 by 2%, 2015 1.5%, 2014 1.5% and 
2013 2%. So fundamentally, can the Board say that you put into action or through advice 
measure to raise capital through the current share price this morning in the 660s, net 
income on shareholders' funds, $249 million, reserve releases $457 million and the net 
decrease in outstanding claims liability from $8.974 billion in 2016 to $7 billion this year? 
 
As your market experience and industry experiences attest, your positions surely aren't 
severance. If not, then put self-appointed or self-approved Board fees increases into this 
resolution in future. 
 
Elizabeth Bryan: Okay, thank you. The control that shareholders have on Board fees is 
setting a cap. We have a certain amount of money that can be spent on these matters. If 
we wish to increase that amount of money, then I need to bring it back to the shareholders 
to have it voted on. That’s really where the shareholder control lies. 
Boards - and I'll get Chris to remind me what the cap is in a moment - but - so boards, 
usually under that cap, then have to manage whether they think their fees are competitive.  
 
They then have to manage, if they're bringing on new Board members, can they bring on 
someone a little bit early to make sure that they're properly familiar with the affairs of the 
company before their predecessor leaves. We have a little bit of flexibility to manage 
things like that, but not all that much. As shareholders you actually do have the end say on 
what the Board fees are. 
 
Okay, nothing more on the queue, so let me move on. This concludes the discussion on 
the remuneration report. I now direct that the poll for resolution 1 be taken and that 
attendees register their vote by pressing the appropriate number on their keypad, as 
shown on the screen. 
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I'm watching the votes flick through on the screens that I've got down here in front of me. 
Chris advises me when he thinks most of the votes have come in. The votes seem to have 
stopped coming in, so let me now declare the poll closed on resolution 1.  
 
Elizabeth Bryan: Okay. Thank you, ladies and gentlemen. Your votes have been added to 
the direct and proxy votes received by the voting deadline, and the preliminary result of 
resolution 1 is now shown on the screen. Based on this preliminary result the resolution 
has been carried. 
 
The second item of business today is the allocation of share rights to the company's 
Managing Director and Chief Executive Officer, Peter Harmer. Approval is sought to 
allocate deferred award rights and executive performance rights to Mr Harmer. There is a 
detailed explanation of the deferred award rights plan and the executive performance 
rights plan and the notice of the meeting. The purpose of these awards to align Mr 
Harmer's remuneration with shareholders' interests. The deferred award rights are granted 
as part of the annual short-term incentive plan. They are rights over shares which vest to 
Mr Harmer over a two-year period. 
 
The executive performance rights are granted as a long-term incentive. These share rights 
may vest between three and four years after they're granted, and then only if performance 
hurdles - which are closely aligned with value creation for shareholders - are achieved. If 
the performance hurdles are not achieved these rights will lapse.  
 
The Board, other than Peter Harmer, recommends that you vote in favour of this 
resolution. If anyone wishes to speak on the resolution please press the microphone 
symbol on your handset and wait until I call on you. At that time please move to the 
microphone. There doesn’t appear to be any discussion being requested on resolution 2, 
so I now direct that the poll for - oh, sorry. Mr Simoni. I'm sorry. Your name came up a little 
bit late. 
 
Gregory Simoni: (Shareholder) Thank you once again. Through yourself, Ms Bryan. We're 
giving Mr Harmer the opportunity to increase his pay to match the parity that the former 
CEO, Mr Wilkins, had, at least in the short term. It's a position that we have to give thanks 
to the reserve releases, which are $457 million, but those reserves are set by Government 
agencies, and the releases themselves are basically those that are lapsing or surrendering 
of workers' compensation, personal and commercial and professional indemnity claims. 
I'm hoping that the people in marketing - in your marketing department, or the employees 
on the front line which sign up the customers, also get a pay rise.  
 
Then we've got on page 50 of the annual report you’ve got net outstanding claims liability, 
financial year 2017, $7,052,000,000, down from $8,974,000,000 2016 financial year. 
That’s 15,000 workers - a workforce of 15,000 into financial year 2016 down to 13,650. 
Then we have the shareholders' funds of $249 million, up for this financial year 2017. I 
hope those employees who created the algorithms to gain from the stock market are also 
rewarded. Now, the value of this executive rights package to Mr Harmer - what are we - 
and in turning - the future, in turning IAG into one Australian division - what are you doing 
with regards to your current employees to buy into the company? That is to build on IAG 
this financial year. Or are we looking at a new beginning of IAG now into the future? 
 
Elizabeth Bryan: Thank you.  
 
Gregory Simoni: (Shareholder) And a supplementary. 
 
Elizabeth Bryan: Oh, and a supplementary. 
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Gregory Simoni: (Shareholder) Yes, we are here to talk about rights, basically, awarding 
pay to Mr Harmer, but with the use of Ernst & Young's scorecard on executive pay, what 
are you doing to ensure IAG's employees, from Mr Harmer down - their pay - rights at 
work - whilst balancing their rights against sexual, racial and religious harassment? Thank 
you. 
 
Elizabeth Bryan: Let me go back, I think to a previous answer I gave on remuneration. 
We're operating in a market of CEOs. We're very pleased with Peter Harmer's 
performance over the last couple of years in that role. He was brought in at a level below 
that of his predecessor, given the long length of experience that Mike Wilkins had. We 
have not moved Peter's fixed remuneration this year.  
 
We have set targets for him for his short-term incentive plan and for his long term incentive 
plan that I think, as I said before, I think are rigorous. They're carefully thought out and 
they're carefully measured. Peter's payments are calculated from the results that he has 
achieved against those measurements. That’s really where it goes.  
 
That structure is flowed down the organisation, so his team of people and their teams of 
people, who have helped them all benefit in the success of the company and in their 
personal contributions to the company. These benefits are lined up back with the benefits 
that go to the shareholders. The Board is comfortable that there's an alignment there. 
 
It's really - it's a judgement call. It's a reward to a successful CEO who has achieved what 
we've asked him to achieve, who we don’t think is excessively remunerated in the market 
that he comes from or on the other opportunities that face him. The Board has come to a 
balanced judgement that this is an appropriate measure to go. Again, I know it's a broad 
and general answer but, in the end, it's a judgement that the Board has to come to. I hope 
that throws some light on your question. 
 
Elizabeth Bryan: Mr Reginald Lobb. 
 
Reginald Lobb: (Shareholder) Chairman, the question of remuneration is a perpetual one. 
We, the plebs, aren’t on the level of CEOs and those who are on the Board. I say that not 
derogatorily - anyway, wrongly. What I'm - there was reference to the staff, I think in the 
tail end of the gentleman's question. I think the best thing this company can do is train 
their staff to be first class in customer service. 
 
I can remember 30, 40 years ago, NRMA, The Mutual, together with Qantas Airlines, were 
top of the scale in the training of staff. People who wanted to be well trained joined NRMA, 
The Mutual. I hope it will be like that today, IAG, the stock market listed company. Thank 
you. 
 
Elizabeth Bryan: Thank you, Mr Lobb, for those observations. All right, nothing more on 
my queue, so this concludes the discussion of resolution 2. I now direct that the poll for 
resolution 2 be taken and that attendees register their vote by pressing the appropriate 
number on their keypad, as shown on the screen. 
 
Has this poll finished? I now declare the poll closed on resolution 2. Thank you, ladies and 
gentlemen. Your votes have already been added to the proxy votes that we've received 
earlier, and the result is on the screen. Based on this preliminary result the resolution has 
been carried. 
 
This brings us to the election and re-election of directors. In order for the company to meet 
the requirements of the ASX listing rules and the company's constitution, the two directors 
who've been appointed to the Board since the last annual general meeting are offering 
themselves for election. Two directors are retiring at this meeting by rotation.  
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One of the retiring directors - Mr Tom Pockett - is offering himself for re-election. A 
separate resolution will be put for each director.  
 
I now turn to the resolution that Helen Nugent be elected as a Director and invite Helen to 
address the meeting. 
 
Helen Nugent: Thank you Chairman.  It is a great honour to offer myself for election as a 
non-executive Director of this very special company, IAG.  Permit me to make five points 
in support of my election. 
 
First, I have a strong background in corporate governance, having pursued a career as a 
non-executive Director for the past 18 years.  That has been involved with a number of 
publicly listed companies, such as Macquarie Group and Origin Energy and I've also been 
chairman of Vita Group and Sydney Airports.  I'm also currently chairman of the Australian 
Rail Track Corporation and Ausgrid. 
 
Second, I have been - I have worked in the financial services sector for the past 33 years.  
As a partner at McKenzie Financial Services companies were amongst my core clients.  
This included Macquarie Group and they subsequently asked me to become a director of 
that organisation which I did for 15 years.  I was also a director of strategy at Westpac 
Banking Corporation where, under the leadership and part of the executive team of 
Westpac, we undertook a major turnaround under the leadership of Mr Bob Joss. 
 
I've been chairman of Swiss Re Australia for nine years and chairman of Funds SA with a 
$26 billion investment fund of the South Australian Government, which role I had for 15 
years.  I've been chairman of a range, thirdly, of remuneration committees and I am 
currently putting that experience to use at IAG. 
 
Fourth, I have an acute understanding of the current pressures emerging in society and 
the importance of corporations sustaining trust.  This has emerged from my community 
involvement with disability groups, in education and the arts, as well as a variety of 
involvements I've had with government bodies. 
 
The fifth and really quite frankly very important final point, is that I am deeply committed to 
acting in IAG and shareholders' interests.  You have my assurance that I have the time, I 
have the energy and I have the dedication to work in your interests.  If I am elected please 
rest assure that it is a privilege I do not take lightly.   
 
I thank you in advance for your support, and I look forward to meeting many of you after 
the AGM.  Thank you. 
 
Elizabeth Bryan: Thank you Helen.  The Board, other than Helen, recommends that you 
vote in favour of the election of Helen Nugent to the Board.  If anyone wishes to speak on 
this resolution please press the microphone symbol on your handset and move to the 
microphone. 
 
I have no one in the queue so this concludes the discussion on resolution 3.  I now direct 
that the poll for resolution 3 be taken and that attendees register their vote by pressing the 
appropriate number on their keypad as shown on the screen. 
 
I now declare the poll closed on resolution 3.  Thank you for your votes and you can see 
the result on the screen behind me.  Based on this preliminary result the resolution has 
been carried.  Congratulations Helen. 
 
Helen Nugent: Thank you. 
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Elizabeth Bryan: I now turn to the resolution that Duncan Boyle be elected as a Director 
and invite Duncan to address the meeting. 
 
Duncan Boyle: Thank you Chair.  A gentleman over on our left identified two types of 
directors: the old and wise and the young.  I'm not sure which group I fit into, it might be 
neither, but I'm presenting myself today as a candidate for your Board and it would be an 
honour to represent you. 
 
I have spent my career in insurance starting as an underwriter and subsequently being 
involved in all aspects of the business.  My experience is mainly in personal and 
commercial insurance in Australasia and Europe and I completed my executive career as 
CEO of the second largest insurer in the UK. 
 
For the last 10 years I've been a non-executive director and I currently chair Tower, the 
large life insurer.  I believe our industry provides a valuable service in times of need to our 
customers; however, we live in challenging times and customer societal and regulatory 
expectations have never been higher, and more is rightly being demanded of our financial 
institutions. 
 
If you elect me I will work hard with your Board and CEO to ensure the right culture and 
good governance continues to be something that prospers at IAG.  I'd be grateful for your 
support of my nomination.  Thank you very much. 
 
Elizabeth Bryan: Thank you Duncan.  So the Board, other than Duncan, recommends that 
you vote in favour of the election of Duncan Boyle for the Board.  If anyone wishes to 
speak on this resolution please press the microphone symbol on your handset.  Mr 
Simoni. 
 
Gregory Simoney: (Shareholder) Thank you Chair and through yourself, as Mr Boyle has 
presented himself as a nominee and acknowledging his Board roles with the association 
of British insurers and Insurance Council of Australia, and having been on the Board of 
QBE, considering all your experience, is there a reputational risk in being involved with a 
corporation that has allowed senior executives to form personal and sexual relationships 
with employees under their employment, yes or no? 
 
Elizabeth Bryan: Okay, so Duncan just let me help you out on that one.  To my knowledge 
that is not an issue that's come to our attention on the Board, and I - 
 
Elizabeth Bryan: Oh, it's a reference to QBE?  Okay, alright, my apologies.  Okay.  That 
was a reference to QBE, okay. 
 
Duncan Boyle: I don't think it's appropriate for me to comment on matters relating to QBE.  
I haven't been on the QBE board for a couple of years and haven't been involved in that 
situation, so I would rather not comment any further thank you. 
 
Elizabeth Bryan: Thank you Duncan.  Okay, my apologies for fluffing that.   
 
We have another question - Mr Ernest Coles.  Mr Coles?  Okay.  It doesn't seem that Mr 
Coles is in the room so I'll move on.  That concludes the discussion on resolution 4 so I 
now direct that the poll for resolution 4 be taken and that you register your vote by 
pressing the microphone again.   
 
Okay, I now declare the poll closed on resolution 4.  Thank you for your votes and you can 
see the result behind me on the screen.  Based on this preliminary result, the resolution 
has been carried.  Congratulations Duncan. 
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Now turning to our final resolution that Tom Pockett be re-elected as a Director.  I invite 
Tom to address the meeting. 
 
Thomas Pockett: Thank you Chair and I note that I am between you and a cup of tea and 
a sandwich so my address is fairly short. 
 
It's been an honour to serve on the IAG Board since my election in 2015 and as Chairman 
of the Audit Committee for most of that time. 
 
I strongly believe in the role that insurance companies such as IAG play in the community, 
and the confidence they give to the community about going about their daily lives; in 
knowing that if things go wrong companies like IAG will be standing behind them assisting 
them through whatever crisis arises. 
 
IAG's commitment is simply expressed in our purpose of making the world a safer place.  
It is this commitment and the culture at IAG that assists our customers in managing and 
dealing with these risks, and that makes a Director on the IAG Board being very 
rewarding. 
 
Assuming I am re-elected today, I am very much looking forward to continuing to work with 
my fellow Board members and the excellent team at IAG in continuing the journey to 
achieve this mission.  I believe my experience as a senior executive and my roles on other 
boards, which are outlined in the notice of meeting, has positioned me well to take on this 
important responsibility.  Thank you very much. 
 
Elizabeth Bryan: Thanks Tom.  The Board, other than Tom, recommends that you vote in 
favour of the re-election of Thomas Pockett to the Board.  If anyone wishes to speak on 
this resolution please press your microphone button.  Okay, I have two speakers, Mr 
Gregory Simoni. 
 
Gregory Simoni: (Shareholder) Thank you once again, Madam Chair, and through you, Mr 
Pockett having your financial clout as disclosed with your roles with Woolworths Limited, 
Commonwealth Bank, Lend Lease and Deloittes, how would you consider say running 
Australia in the 21st century where one year a corporation creates a fake budget 
emergency, conspired in the knowledge that it controls a puppet Federal Government and 
its opposition through a single opinion poll? 
 
For all intents and purposes of dragnetting hundreds of thousands of youth to single out 
an individual, surely an example should be made of this individual, right?   
 
Thomas Pockett: I don't understand - 
 
Elizabeth Bryan: Thank you Mr Simoni.  Okay, no comment Tom? 
 
Thomas Pockett: No. 
 
Elizabeth Bryan: Okay, alright, thank you for your comment.  Dr John Hutchinson? 
 
John Hutchinson: (Shareholder) I probably hesitated to ask this question or make this 
comment to the previous two candidates.  The great philosophers have said, particularly at 
Harvard - the Business School have said there can be no progress without change.  Now 
what I'm seeing today it's more of the same.  If I exclude the females what I see on this 
Board is a lot of old codgers.   
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Now, I put to you that it's time that we saw at least one member, or a very low proportion 
of the Board of 40-year-olds. You'd think those 40-year-olds will be far better experts at IT 
than you guys are. What's your view on that, Tom? I'm suggesting perhaps you stand 
down and a 40-year-old move in. Thank you.  
 
Thomas Pockett: Do you want to take that Chair? 
 
Elizabeth Bryan: Right, IT. Are you happy for me to answer that one, sir, or would you like 
to hear from Tom? 
 
John Hutchinson: (Shareholder) The answers you give are very erudite, but I would like to 
hear it from [unclear] having faced this issue last year [unclear]. I realise he won't be as 
erudite as you are.  
 
Elizabeth Bryan: It's my job to look after my Directors so I will let Tom have a go, but just 
let me set it up for him a little bit.  
 
Tom runs our Audit Committee. Tom has had many, many years of experience as a Chief 
Financial Officer. There is nothing on the Audit Committee or in the details of the accounts 
or in the details of the details of the accounts that gets past Tom's eye. It's a great relief for 
me and my colleagues to know that we have department of experience in looking over our 
numbers that we eventually present to you and to the market and shareholders. So IT 
skills or not, old codgers or not, there is still a lot of value to be had in people who have 
had the experience and who have done the jobs before.  
 
It's not to say that fresh blood and young blood is not important, and I think it's certainly 
important in helping all of understand the new world, the new way of thinking about the 
world, what the young people value, what they don't value and where it's all going. And 
also having people on a board who understand the transition that's happening in our 
organisation, and part of that is always transitions that have to happen with our systems. 
But you do need to understand the whole, and to understand the whole you need to have 
at least lived long enough to have a chance to see what part of the whole is. Now 
personally, I regarded Tom as rather a young chap, but that might be saying more about 
me than about him.  
 
So Tom, with that set up, let's have your views on IT expertise.  
 
Tom Pockett: Thank you. I can't do much about turning back the clock, but I think 
experience and age gives you a lot of advantages. In my career, I've spent a lot of time 
and exposure in dealing with large IT implementation. Woolworths for example, I was the 
CFO that worked closely with the CEO on implementing a $1 billion change program in 
Woolworths, which was $600 million in distribution centres and $400 million in IT 
development. That program was implemented successfully over that time.  
 
The trick with these IT projects is to make sure that the management teams that we have 
in the companies that we work for have the skills and the appropriate knowledge. In those 
teams there are a lot of people of the ilk that you're talking about that we bring into the 
organisation to be able to help us develop the technology platforms that we need today 
and going forward and that's what we're doing at IAG.  
 
So the skills we have in our management team that implement these things is critical, and 
we do have that at IAG. I think it's a balance between experience in large-scale IT 
implementation, which I have, and the skills of the younger people that we've got in the 
team to bring new ideas and new technologies to the table. Thank you.  
 
Elizabeth Bryan: Thank you, Tom. I have one other speaker, Mr Reginald Lobb.  
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Reginald Lobb: (Shareholder) Well, I'm an old codger and I'd like to see that old codger 
outside for a bit of discussion. But that's the whole point that I made earlier. We've got a 
young female Director there, under 50. These people are experienced in insurance and 
what is relevant to insurance.  
 
Now, I don't know if the old codger over there identified himself as an engineer. I'm not 
sure, but he might be an engineer because engineers cause all sorts of problems, and I 
hope I haven’t offended him.  
 
I think we've got the right balance on the Board. I have it from inside the organisation that 
the reason NRMA is a mutual - was demutualised because it was the people under 30 
who wanted money and the older people, those over 50 or more, they were the ones that 
voted to keep it as a mutual.  
 
On the - I'm a great - I really like the music of the man in black, Johnny Cash. Well, we 
had a man in white here a little while ago, and what disturbed me, there seemed to be an 
innuendo in the remark made, and then he left. The innuendo seemed to be an insult. I 
just make it that Madam Chair - Madam Chairman, I've got to always remember that, 
Chairman. I don't believe we here would feel that way about the gentleman for re-election. 
Thank you.  
 
Elizabeth Bryan: Okay. Thank you very much, Mr Lobb.  
 
That concludes the discussion on resolution 5. I now direct that the poll for resolution 5 be 
taken and that you register your vote by pressing the appropriate number on your keypad.  
I now declare the poll closed on resolution 5. Thank you for your votes. They have been 
added to the ones that we already have and you can see the result on the screen behind 
me. Based on this preliminary result the resolution has been carried. Congratulations, 
Tom.  
 
As I indicated earlier, the final result of the polls will be provided to the ASX today and will 
be placed on the company's website and will be made available at the company's 
registered office.  
 
On behalf of the Board of Directors of the company, I thank you very much for attending 
today's meeting and for your contribution to the interesting discussions we've had on the 
business. The business of this meeting has now been completed and I now declare the 
meeting closed. I invite you to join the Directors and the management team in the foyer 
where we will have some refreshments. Thank you very much.  
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