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Welcome,

Firstly, we want to thank you for your interest in ReThink CTP and
for taking the time to be involved in the discussion about the future
of Queensland’s motor injury insurance scheme.
This is one of the most important social insurance schemes in the
state because it is about providing help to people who are injured
in motor vehicle crashes on Queensland roads - our daughters,
sons, mums and dads - all the people you love and cherish.
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INTRODUCING
QUEENSLAND'S
CTP SCHEME AND
RETHINK CTP
The ReThink Guide has
been developed to
provide information about
Queensland’s motor
injury insurance (CTP)
scheme as it stands
today and to explore the
pros and cons of the
current scheme.

I am a consulting actuary and I have been
engaged as a subject matter expert to assist the
Citizens’ Jury.
The CTP scheme is complex, with an endless range
of small details and legal complexities. The goal of
the Jury is to form views on the main features of the
scheme, not all the details. For a range of reasons,
therefore, this Guide deals with what we think are
the main aspects and is not a complete description
of all aspects of the scheme. I have reviewed the
Guide and in my view it is a reasonably fair overview.
If there are important errors or omissions we ask you
to bring them to our attention so that the Jurors and
community are not misinformed.

Geoff Atkins
Finity
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What is ReThink CTP?
ReThink CTP is an advocacy initiative of RACQ. We’re asking
you – the motorists who pay for the scheme and the people the scheme
was designed to protect – to get involved by learning more about CTP
and recommending the changes (if any) you would like to see.

HOW TO LEARN MORE
Rethink CTP information guide and videos

What is CTP?

rethinkctp.com.au information hub

The letters stand for Compulsory
Third-Party Insurance, but it is
essentially Queensland’s motor
injury insurance scheme.

HOW TO HAVE YOUR SAY
All Queensland road users

Community
Survey

Website
Snapshot Surveys

Community
Workshops

Feedback via social media
and rethinkctp.com.au

Industry experts, stakeholders and people who have accessed the
CTP scheme and who work in the industry
Public submissions

Feedback via social media and rethinkctp.com.au

COM M UNI TY F E EDBACK , PUBLIC SUBMISSIONS
A ND SURVEY ANALYSIS

CITIZENS’ JURY
In-depth Citizens’ Jury deliberations, informed by stakeholders,
witnesses, CTP experts and community feedback

Citizens’ Jury develops recommended improvements to the motor injury insurance
scheme which are submitted to the Motor Accident Insurance Commission and
Queensland Government for consideration.
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Queensland operates a fault-based
motor injury insurance scheme.
This means people who are
injured in a motor vehicle crash
must demonstrate legal fault by
the driver of a motor vehicle to
get cover.
In other words, the CTP scheme
only covers those people whose
injuries are caused by the fault of
the driver of a motor vehicle.
The scheme also only covers
personal injuries - not damage
to cars or other property.

CTP
insurance

The CTP scheme is regulated
and managed by the State
Government authority, the
Motor Accident Insurance
Commission (MAIC).
Four insurers – RACQ, Suncorp,
QBE and Allianz – provide
CTP insurance for the motorists
of Queensland.
It is compulsory to have this
insurance and in Queensland
it is purchased with the registration
of your vehicle.

Third party motor
vehicle insurance

The price of your CTP cover
depends on the vehicle type (such
as a private car, motorcycle, bus
or taxi) and the price limits are set
by the State Government.
CTP is one of three different
car insurances, as shown below.
You can find out more about the
history of CTP in Queensland on
page 48.

Comprehensive motor
vehicle insurance

It protects those
injured by another
driver / vehicle.

For vehicle repairs or
replacement of other
vehicles only.

For vehicle repairs or
replacement to both
yours and other vehicles.

The only MANDATORY
insurance motorists pay
and is connected to
vehicle registration.

OPTIONAL insurance
cover you pay for separate
to your registration.

OPTIONAL insurance cover
you pay for separate to
your registration.
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In this guide we take a look at how
Queensland’s CTP scheme works now,
how it compares to other states and
propose some big questions for you to
consider under four key areas:
Cover
Who should the CTP scheme help after a crash?
How should the scheme respond to future changes in
how we move about and new technology?

Benefits
What support should the CTP scheme provide an
injured person?

Cost trade-offs
Given there are inevitable trade-offs needed to balance
cover and benefits with cost of premiums, if you think the
CTP scheme in Queensland needs to change, what do
you believe the priorities are?

Navigation
What improvements could be made to the way the
scheme supports injured people to navigate through the
claims process?

This guide is intended
to encourage rigorous
debate and help you to
develop your thoughts
and recommendations
on how our motor injury
insurance (CTP) scheme
could be improved to
better support people
injured on our roads,
now and into the future.
In this guide we will refer to:
Injuries
which include all injury including
fatalities
Vehicles
which includes all vehicles requiring to
be registered in Queensland
Drivers
which also includes motorcycle riders
Passengers
which also includes pillion
Benefits
provided for an injured person's
provable claim
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CTP SCHEME
COVER

02

In this section we consider
who’s covered under
the current CTP scheme
and ask who the scheme
should help after a crash.
We also explore emerging
technology and changes in
how we move about and
ask questions about how
the scheme should respond
to these changes.
How it works now
What about the future?
ReThink time: What do
you think and why?

There are many people
who use our roads – motorists,
cyclists, pedestrians, ride
share - and there are also
driverless vehicles and other
electric vehicles.
Does the CTP scheme need
to change to keep up?
08 RETHINK CTP GUIDE
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CTP cover in common
crash scenarios
No one crash is ever the same. Fault for each
crash is determined on a case-by-case basis and
is often complex.

One of the difficult concepts with
Queensland’s motor injury insurance
scheme (and one of the least
understood) is that it only covers
an injured person if that person can
demonstrate that another driver
was ‘at fault’ or ‘negligent’ in causing
the injury.

Who should the CTP
scheme help after a crash?
How it works now

In most motor vehicle crash scenarios,
it is straightforward to work out whether
a person is covered or not - as shown
on the right.

You will be covered by the CTP scheme if you are injured by:
• A vehicle and the crash was caused by a driver who was not yourself
• A vehicle that is not insured, unidentified (hit and run), has an interstate registration
or the crash happened interstate

Fault or negligence has a legal
definition for the scheme. It’s not
always what a person might think is
someone’s ‘fault’.

You will not be covered by CTP in Queensland, if you are injured, and
• You are the person who is negligent
• No driver is negligent
• No one is to blame (such as animal strike, medical incident)
• A bicycle or pedestrian caused the crash

There are additional complications,
one of which is when an accident is
nobody’s fault.

Queensland motor injury insurance snapshot
For people injured
in a crash where
others are to blame

Compulsory Third Party
(CTP) insurance scheme

For people injured
by unidentified or
unregistered vehicles

Nominal
Defendant

For
catastrophically
injured people

National Injury
Insurance Scheme QLD

Protection for:

Protection for:

Protection for:

Those not at fault in a crash,
providing someone is found
wholly or partially at fault.

Those injured in a crash where
the vehicle at fault was
unidentified or unregistered and
did not have CTP insurance.

Seriously injured people,
regardless of who was at
fault. Eligibility to access
the scheme is dependent
on the person having
a catastrophic injury, like:

Paid for by Queensland
motorists from their
compulsory CTP cover at
time of registration.

Paid for by Queensland
motorists from their
compulsory CTP cover at
time of registration.

Multiple/upper limb
amputation
Traumatic brain injury
Spinal injury (eg paraplegia)
Paid for by Queensland motorists
from their compulsory CTP cover
at time of registration.
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For ‘at fault’ drivers who
can’t identify anyone else
at fault and who don’t
have catastrophic injuries

No
Protection

Common scenarios which
may result in a crash and injury
to you and others:
Animal strikes
Unexpected and unknown
health impacts (such as
heart attack/seizure)
Rock thrown at your
windscreen
Tyre blowouts
Child running onto the road
Single vehicle crashes

For example, if a kangaroo were to
jump in front of the car, the passengers
would be covered because they can
blame the driver, but the driver is not
covered because they cannot blame
the kangaroo.
Another example that arises is if a driver
has had a seizure or heart attack and
crashes into pedestrians.
The pedestrians (whether they be
children or adults) would not be
covered by the scheme because legally
the driver was not ‘at fault’.
Another complication arises if the
driver cannot legally be ‘blamed’. For
example, a child running onto the road
will not be covered if the driver could
not reasonably avoid them. However,
a person can be found partly but not
totally at fault. This is referred to as
‘contributory negligence’ and a person
who was 50% at fault will only receive
50% of the settlement sum. If you were
20% at fault you would get 80% of the
settlement sum.

In a single vehicle crash
where both driver and
passengers are injured, the
driver is not covered but the
passengers may be.

In a multi-vehicle crash,
where multiple passengers
and drivers are injured, only
the driver of the vehicle
most at fault is not covered.

In a crash where a vehicle
collides with a cyclist or
pedestrian and the cyclist/
pedestrian and driver are
injured, only the driver is
not covered.

If a kangaroo were to
jump in front of the car
and this crash injures any
passengers and the driver,
everyone is covered except
the driver.

If the driver unknowingly
suffers a medical episode
that causes a crash, the
‘inevitable accident’ defence
could mean those injured in
the crash are not covered
by the scheme.
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Queensland
operates under
a fault based
common law
scheme - what
does this mean?
Common law is based on a series
of judgements made on cases
that together form a common
understanding.
Under the umbrella of common
law there’s Tort law where the
concept of negligence sits.
Negligence is the foundation of
the Queensland CTP scheme,
where you owe a duty of care to
others driving on the road.
If you breach that duty, damages
($) will flow from that.

CTP cover across Australia
Each state and territory is responsible for the
design and management of its own CTP scheme.
There are three main types of CTP scheme in effect
in Australia. ‘Fault based’, ‘no fault’ and a ‘hybrid’
that blends no fault and fault based together. To
understand the differences between these scheme
designs refer to page 46.
Road User
Scheme type

QLD

VIC

TAS

NSW

SA

Fault
based

Hybrid

Hybrid

Hybrid
Hybrid
(6-month
no fault)

WA

ACT

NT

Fault
based

Hybrid
(5-year
no fault)

No-fault

Queensland's CTP is an at fault
scheme, which requires the injured
person to prove negligence on
the part of another driver. For the
injured person to then receive a
settlement sum from the insurer or
damages awarded by the court,
the injured person must prove the
extent of their loss due to injury
from that negligence.

No-fault
coverage
Common law
access*
No-fault coverage
for children
*Common law access is applicable if the injured person meets certain thresholds within these particular schemes.
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Benefits of the current CTP scheme
Affordability will remain an important issue for
Queensland motorists and it should be recognised
that the stability of the Queensland scheme for
many decades has contributed to one of the most
inexpensive CTP premiums in Australia.
The stability of the Queensland
scheme which provides
‘common law’ benefits is often
praised for its refusal to force
a “one size fits all” mentality on
personal injury claims.
Some of the primary
objectives of the CTP
scheme in Queensland are:
• To promote and encourage,
as far as practicable, the
rehabilitation of claimants who
sustain personal injury because
of motor vehicle accidents. *
• To encourage the speedy
resolution of personal injury
claims resulting from motor
vehicle accidents. *
• In operation, this means the
early rehabilitation intervention
required by the scheme
ensures the best chance of
recovery for the injured person
in the event a claim is lodged.
While an injured person is
receiving rehabilitation, the
legal aspects of the claim can
progress at the same time,
which includes the settlement
of the claim.

Other important benefits of the
Queensland CTP scheme are:
• Early determination of fault
under the scheme ensures
the injured person can focus
on their rehabilitation and
recovery.
• The scheme requirement
of the supply of a medical
certificate with the claim form
ensures that only people with
genuinely diagnosed injuries
can claim under the scheme.
• There is cover in the scheme
that provides for most crashes
caused by drivers which is only
limited by illegality.
• An injured person can be
eligible to claim for scheme
benefits even if they were
partly to blame for the crash.
• Other road users including
pedestrians, bicyclists,
motorcycle riders, skateboard
and scooter riders who have
been injured by the fault of a
driver are also able to claim
from the scheme.

*Motor Accident Insurance Act 1994 as amended.
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• There is the opportunity for
the injured person to provide
details of their ongoing
medical and other issues
clearly and transparently
at a scheme compulsory
conference.
• There are strict time limits
in the legislation that the
insurers must abide by, which
ensure the injured person's
claim moves through the
claim journey without
unnecessary delay.
• An injured person’s common
law access to damages is
only slightly restricted by the
scheme and this contributes
to scheme affordability for
motorists.
• By achieving finality, it
supports the themes of
self-determination and
empowerment which
are so important to those
with disabilities.

What about the future?
The way people choose to move about is
changing. The rising cost of running a vehicle,
environmental considerations and public transport
limitations have led to the introduction of new
and innovative modes of transport.
Some emerging and growing alternative transport
preferences include:
• Electric scooters, bikes and segways
• Bicycles
• Subscription car services (e.g. Go Get)
• Ride share (e.g. Uber)
• Autonomous vehicles (e.g. Tesla)
• In the future we could even see manned drones
or one person planes

New and innovative
modes of transport
are hitting our streets.
Fitness, fun and the way
people choose to move
about, is changing.

Currently people injured by bicycles (electric or
otherwise), motorised scooters, segways and the
like are not covered under the CTP scheme and
must rely on other forms of legal recourse.
Autonomous vehicles have been considered
nationally and guidelines recommend that the
same CTP cover should be available to anyone
injured by or in an autonomous vehicle.
At present the coverage is based on vehicle
registration. An electric bicycle or scooter only
needs to be registered if it has a top speed of
more than 25 kph.
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ReThink time
What do you think and why?
Does the current CTP scheme cover meet your needs?
If not, what do you believe could be improved?
No change
Keep as is now. An injured person can
claim if they can demonstrate that the
crash was the fault of the driver
of a vehicle.

Options to consider

?

THE BIG
QUESTION

Who should the CTP
scheme help after a
crash?
Some questions for you to
consider for the future:
• Is it important the scheme is
designed to automatically cover
new transport options?

Some cover for those who caused the
crash, but less than those who didn’t.

• Do you have any ideas about
how this can be done?

The same cover for anyone injured,
regardless of who was at fault.

• Are there other types of vehicles
that should be required to be
registered and have a form of
compulsory injury insurance
(such as scooters and electric
bicycles)?

Extend cover to some people who currently
can’t claim, but should be able to claim,
such as blameless crashes (as a result of
animal strikes, medical emergencies, loose
gravel on road and the like).
Moral application – different rules for
those who are breaking the law (criminal
activity, unregistered vehicle) and cause
injury to themselves and others.
Extend the scheme so it covers people
injured by an electric bicycle, scooter or
the like (the owner might be required to
pay the premium or the owner might not).

• If so, what form should this take
and why?
• What should be classed as
a ‘vehicle’?

Moral exceptions – children who are
negligent and cause a crash. Should they
be helped if they are injured, even though
the driver may not have been negligent in
their driving?
Are there other considerations?
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CTP SCHEME
BENEFITS

03

In this section we consider
what support the CTP
scheme should provide an
injured person. We explore
the current benefits and
how these are delivered;
limits applied now and
some possible alternatives.
How it works now:
• Benefits currently provided
• Delivery of benefits
• Limits on available benefits
Responding to
sensitive claims
ReThink time: What do
you think and why?

Under CTP insurance
protection, you are entitled
to a range of treatment and
benefits to support you in
your recovery from injury.
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Injury severity and benefits

What support should
the CTP scheme provide
an injured person?
How it works now
In simple terms CTP motor injury
insurance provides financial support for:
Treatment and care
This can include medical, hospital, allied
health, rehabilitation and home care.

The scheme regulator, MAIC, collects data about claims
that includes an indicator of the severity of injury.
The number of claims received in the scheme is weighted
toward minor injuries, and the average cost of a claim is
highest for the most severe injuries.
Injury severity

Quality of Life
A lump sum amount to compensate for
the general impact on your life – this is
referred to in the scheme as ‘pain and
suffering’ or ‘general damages’.

% of CTP
claims *

Average settlement
(paid by insurer and
before legal fees are
deducted)

01: Minor

Bruising or cuts to skins, general soft tissue
injuries like whiplash

73%

$60,591

02: Moderate

Most fractured bones like sternal
(chest) or some partial tears like to the
rotator cuff (shoulder) or meniscal tear
to the knee

14%

$150,389

03: Major

Serious fractures like femur
(thigh bone) or below the knee, above
ankle amputation

04: Severe

Serious amputations like above the knee,
brain or spinal cord injuries (paraplegia
or quadriplegia), injuries to the chest or
abdomen involving organs

Loss of income
Loss of income while you are off work
because of the injury, as well as an
amount for potential future loss of your
capacity to earn an income (includes
superannuation).

Type of injury

05: Critical
06: Predominantly
fatalities

Fatality

07 and 08:
Administrative**

Unconfirmed injuries/business
claims/nervous shock

09: Linked to severity
01 for data analysis

Psychiatric injury (Post Traumatic
Stress Disorder)

$310,400

8%

$822,296
$1,936,679
$362,816

5%

$22,073
As for severity 1

* MAIC 2018/19 Annual Report on the % of claims per injury severity in QLD.
**Administrative means that the injuries have not been diagnosed and so cannot be coded as one of the other types of injury
or could be classified as psychological injury only.

Legal representation
An injured person is entitled to be
represented by a lawyer, and if the
injured person receives a settlement sum
the insurer may be required to contribute
to part of the injured person’s legal fees.
The injured person will then need to pay
the remainder of their legal fees in line
with their contract terms.
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Responding to sensitive claims including fatal injuries
and loss of dependency
When a person is fatally injured by the actions of another driver, the details of the benefits are different, but the
principles applied are similar.
For the purposes of this guide we will focus on injured people, but in the event of a fatal injury, the family of the
person who has passed away could claim under the CTP scheme.
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Delivery of the benefits

In Queensland, scheme benefits are commonly delivered
as a settlement sum payment to the injured person,
often some time after a claim for benefits is made.
The main exceptions are that
initial ambulance and public
hospital costs are covered
automatically by the government,
and continuing treatment and
rehabilitation costs can be paid
along the way by the insurer by
agreement and where the CTP
scheme is applicable.

How benefits are paid
Settlement Sum
The settlement sum in Queensland
is regulated by both statute and
common law. This means that
the amount of benefit the scheme
pays an injured person, has no set
amount and is often calculated
by using previous court decision as
a guide.
Once a settlement sum payment
is made, the injured person exits
the CTP scheme and becomes
responsible for any ongoing
expenses those injuries cause.
The time it takes for a settlement
sum payment to be made varies
depending on circumstances
unique to that person, such as the
time it could take for the full extent
of the injuries to be known,

the recovery of the injured
person or their desire to exit
from the CTP scheme.

to meet threshold criteria of at
least six hours per week for more
than six months.

In most cases, the settlement sum
is negotiated between the injured
person and the insurer but there
are times where a Court may
be asked to determine the
damages awarded.

Treatment expenses are funded
by the insurer when the treatment
is considered reasonable and
appropriate.

Defined Benefits
Defined benefits have been
adopted in other states in Australia
and have payment amounts
capped based on a variety of
factors relating to the injured
person including their role in a
crash (whether at fault or not)
and the seriousness of their injury.

Limits on the
available benefits
In Queensland there are a variety
of rules in place that predetermine
the amount of benefits an injured
person can receive. These include:
Treatment and Care
Unpaid care provided to an injured
person by family or friends needs

Loss of income
Future loss of income benefits has
a limit of no more than three times
the average gross weekly wage
of a fulltime adult in Queensland
(presently around $1,527/wk).
Quality of life (often referred to
as ‘pain and suffering’ or ‘general
damages’)
The damages for this benefit is
dependent on a person’s injury
and how serious it is.
Legal expenses
The contribution an insurer makes
to an injured person’s legal fees
is determined by a scale set by
the courts or in some cases, the
legislation and is often unknown
until a settlement sum payment
has been negotiated or a court
has made an award for damages.

CTP benefits across Australia*
This table shows the different scheme types in each Australian state and the level of cover that applies.

Road User

QLD

VIC

TAS

NSW

SA

WA

ACT

NT

Scheme
type

Faultbased

Hybrid

Hybrid

Hybrid
Hybrid
(6-month
no fault)

Faultbased

Hybrid
(5-year
no fault)

No-fault

Benefit
mechanism

Settlement
sum

Defined
benefits

Defined
benefits

Some
defined
benefits

Settlement
sum

Defined
benefits

Defined
benefits

Settlement
sum

*F
 or more information about the different types of scheme delivery see page 46 and 47 of the Appendices.
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When an injured person is
represented by a lawyer, they may
receive an insurer contribution
towards their legal costs if the
threshold has been met. However,
the injured person will still need to
pay their own proportion of legal
professional fees in line with their
contract terms. In Queensland,
the unique legal fee rule of 50/50
applies which means that a lawyer
is not permitted to charge their
injured client more than 50% of
their settlement sum.

Other considerations
If you are partially responsible for
the crash, this will be reflected in
the benefits you receive.
For example, if you were
considered 20% responsible, your
benefits would be reduced by
20%. This is called ‘partial benefits
for contributory negligence’.
Future losses an injured person
may incur because of their injuries
are estimated based on the cost
of those losses at today’s value
(present value).
Once the estimate has been
calculated, a discount amount
of between 10-15% is then
deducted from that amount
for future contingencies that
are unknown at the time of
payment (eg. early retirement).

Responding to
catastrophic injuries
National Injury Insurance Scheme
Queensland (NIISQ)
In 2016, Queensland introduced a scheme
specifically for those suffering catastrophic injury
from a motor vehicle crash, such as permanent spinal
cord damage and brain damage of a moderate or
severe impact. Similar schemes were established
around Australia after the introduction of the NDIS
(National Disability Insurance Scheme).
For people who qualify for the scheme, regardless of
whether they were at fault in causing the injury (no
fault cover), NIISQ covers treatment and care costs
for as long as necessary, in some cases for life.
The entitlements are defined as ‘necessary and
reasonable treatment, care and support’. NIISQ does
not pay any income replacement. The scheme is run
by the Queensland Government and is paid for by a
levy, as part of the CTP cost, along with registration.
The current levy is $90.50 for a car (this varies by
type of vehicle).

How NIISQ interacts with CTP
Where another driver is at fault
A catastrophically injured person, where another
driver was to blame for the crash, is covered by
CTP for components of compensation other than
treatment and care, such as future lost income. If an
injured person is a NIISQ scheme participant and is
accepted into the scheme for life, the injured person
can choose to receive a lump sum payment and 'opt
out' of the scheme.
Where the injured person is at fault
If the injured person is at fault, they have no cover
from the CTP scheme, but can participate in NIISQ if
they qualify based on the severity of the injury.
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ReThink time
What do you think and why?
Does the current CTP scheme’s delivery of benefits meet your needs?
If not, what do you believe could be improved?
Current scheme
Benefits are delivered by way of a
settlement sum paid at the end of an
injured person’s claim. The amount paid
is determined by negotiation or by court
decision, using predetermined rules and
previous court decisions as a guide.

Options to consider
Delivery of benefits
• Benefits paid throughout the life of a
person’s recovery.
• Benefits paid as an injured person
incurs them.
• Benefits paid in installments for fixed periods
of time throughout the claim process.
Benefit amounts
• Removing some or all of the
predetermined rule calculations that
fix some of the benefits an injured
person receives.

?

THE BIG
QUESTION

What support should the
CTP scheme provide an
injured person?
The focus in this section is on
how you think the scheme should
be improved in a world free of
financial constraints.
Some questions for you to
consider for the future:
• How could support to an
injured person be improved or
delivered better?
• What benefits or compensation
should the CTP scheme provide
to an injured person?

• Defining some or all of the benefit
amounts for the injured person.
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CTP SCHEME
COST
TRADE-OFFS

04

In this section we consider
the need to balance cost
with cover and benefits.
We explore how much
money is entering the
scheme (money motorists
pay) and how those scheme
funds are distributed to
everyone involved.
Getting the balance right
Where your dollar goes now
Cost and cover comparison
by state and territory
Identifying priorities

Queensland’s motor injury
insurance scheme (CTP)
is funded by all registered
motorists in Queensland.
Every state’s cover is different
and CTP insurance charges
are different.
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Getting the balance right

Queensland CTP Insurance

There are inevitable
trade-offs needed to
balance cover and benefits
with cost of premiums.

This graphic shows a breakdown of where
each dollar of your premium payment goes –
taken at one point in time

What do you believe the
priorities are?

Delivery costs

Delivery costs are funds that are received by the insurer from the motorists, invested and
used to fund payments to various parties.

Injured person
(claimant) benefits

Claim benefits are funds that are paid to or on behalf of the injured person by the insurer
from those investments.

32 cents
Insurer costs, administration
and investment return

31 cents
Claimant in the hand
(settlement sum)

Benefits paid to the injured
person by insurer. From this
31 cents, the injured person
pays their legal fees in line
with their contract terms
(if they have engaged a
lawyer).
The amount that is
received in the hand of the
injured person, if they are
represented by a lawyer, is
unknown to the scheme as
it is not reported to MAIC.

5 cents investigation and legal costs of claims
8 cents acquisition costs, reinsurance and
claims handling expenses
19 cents investment return (profit)

cover
14 cents
State Government levy
and statutory refunds
6 cents to Hospital and Emergency
Services levy to fund public
hospital and ambulance services

YOU
benefits

8 cents in Statutory Refunds
including Medicare, Centrelink
and Workers Compensation if
accessed by the injured person.

cost

3 cents
State Government statutory
insurance levy and transport
administration fee
3 cents
Treatment fees paid to
medical and healthcare
providers during the
injured person’s claim
process before their claim
is settled

A key objective of the Queensland government is
to maintain an affordable CTP scheme, but CTP
insurance is a balancing act.
There must be enough money in the pool of
funds to enable insurers to provide financial
benefits to support the injured person and these
funds must be available up to 21 years after the
crash in some cases.
The amount of money coming into the scheme
needs to be balanced with the amount being
paid out in settlements to ensure the scheme is
efficient, remains stable and sustainable.

17 cents
Claimant lawyer

Paid by the insurer as a
contribution to the injured
person’s legal fees.

Payment of treatment after
a claim is resolved and a
settlement sum is provided,
is the responsibility of the
injured person.

Queensland CTP Scheme: ‘The view from the middle of the road’
Presentation to Australian Lawyers Alliance 20th State Conference
Motor Accident Insurance Commission
https://maic.qld.gov.au/wp-content/uploads/2018/02/QLD-CTP-Scheme-The-view-from-the-middle-of-the-road.pdf
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CTP scheme - inflows and outflows

Distribution of CTP scheme funds

Injured people receive their benefit payment once settled - out of the funds collected and
retained from the year the crash occurred.
For example, a crash can occur in 2015, with the claim not being settled and paid until 2020.
Insurers must retain sufficient funds each year to meet all possible claims.

Insurer pays Allied Health
on behalf of the injured
person throughout the
life of the claim

Motorists pay
CTP premium

CTP SCHEME
PAYMENTS MADE 		
BY MOTORISTS,
LESS GOVERNMENT
LEVIES AND INSURER
COSTS

INSURER’S POOL
OF COLLECTED CTP
SCHEME PREMIUMS

YEAR THAT BENEFIT
PAYMENT IS RECEIVED
BY INJURED PEOPLE

This includes CTP scheme premiums
paid over multiple years. The funds
for each year vary and are tracked
separately by insurers.

Benefit payments must be
made from the funds from
the year the crash occurred
- not the year the claim was
settled.

Medicare $

Department of Transport & Main
Roads collect CTP premium

Centrelink

Government
takes their levies

2015

2015 POND

2015

2016

2016 POND

2016

2017

2017 POND

2017

2018

2018 POND

2018

2019

2019 POND

2019

Workers
Compensation

INSURER’S POOL OF
COLLECTED CTP
SCHEME PREMIUMS

Insurer Costs
Benefits received by
the injured people
Contribute to
lawyer fees
Injured people pay lawyer
fees from benefit payments
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Claim settlement
breakdown
The percentages on this
page show the average
breakdown of a Queensland
claim settlement, paid by the
insurer to the injured person.
The injured person may then
need to pay their own legal
fees if they are represented
by a lawyer often out of
their settlement sum. These
fees are unknown as there
is no requirement for them
to be reported to the state
government.

47.03%

Income loss (both past loss and
potential future loss)

22.3%

Care payments (both commercial
and non-commercial), treatment
and rehabilitation payment in
addition to the ambulance, public
hospital and any medical costs
already paid

11.3%
Legal fees
The contribution an insurer pays towards an
injured person's legal fees. An injured person
who is represented by a lawyer will need to fund
the remainder of their legal fees themselves in
line with their contract terms. In these cases, it
is common for the injured person to pay their
legal fees from their claim monies (no win/no
fee terms).

11.3%

Cost and cover comparison by state and territory
The cost of CTP insurance to
Queensland motorists is an
important issue which is why
maintaining an affordable scheme
is a key function of the Motor
Accident Insurance Commission
(MAIC).

To maintain an affordable scheme
for Queenslanders, the State
Government has to regularly
balance the money coming into
the scheme from motorists (how
much) with the money going out
to the injured people (how much

and how often). This delicate
balancing act is consistently
monitored by MAIC who set the
premium ranges for insurers each
quarter.

Quality of life (pain and suffering,
general damages)

5.8%
Insurer legal and investigation costs

2.6%

Other (including home or vehicle
modification costs or aids and
appliances)

-0.33%

Money recovered by insured driver,
other parties, uninsured owners,
interstate insurers
Source: MAIC 2018/19 Annual Report

ACT

SA

NSW

WA

QLD

NT

VIC

TAS

CTP Premium (insurer receives)

399

277

273

367

219

510

440

267

Stamp duty

-

60

40

0

-

48

20

GST

40

20

27

37

22

51

44

27

Other levies

46

32

58

-

28

-

-

-

SD, GST, other levies

86

112

85

77

50

51

92

47

Lifetime Care Levy (NIISQ)

37

115

80

-

91

-

-

-

Total Premium

522

504

438

444

359

561

532

314

10

67

10

Admin fees
Other levies

13
57

44

Registration

573

271

474

385

520

296

302

243

Total cost of registration and
CTP paid by motorist*

1095

785

979

839

937

870

835

601

*CTP fee is based on a private use sedan/wagon and registration costs based upon a 6 cylinder car with 3.5L engine
capacity and a 1,600 kg tare weight.
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ReThink time
What do you think and why?
This is where the hard thinking begins, as you work to identify
your priorities and balance what is fair and reasonable in your
view with the cost and method of delivery.
Support
Are there things you think the State
Government could be doing differently
to better support Queenslanders who
pay this insurance and people injured
on our roads?

Benefits
Is the quality and breadth of benefits
and treatment for the injured person the
main priority for you?
Do you want to see a different distribution
in the financial support available to
injured people to achieve a different
balance in funding?
Should there be more priority given to
allied health treatment and rehabilitation
- such as physio, acupuncture, massage?
Should there be more thinking on the
caps on benefits?
Should there be limits on the length
of time support is provided for certain
injury levels?
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Cover
Should more people be covered than
are at present under the Queensland
CTP scheme?
Is ensuring all people who are injured
on our roads are supported and the top
priority, even if it means higher premiums
or lower benefits for all?

Cost considerations

?

THE BIG
QUESTION

There are inevitable
trade-offs needed to
balance cover and
benefits, with the cost
of premiums paid by
motorists.
Do you think the CTP
scheme in Queensland
needs to change and
what do you believe the
priorities are?
For you, are low premiums
or better benefits a
higher priority?

How does the CTP premium affect your
household budget?
What are your perspectives on the
affordability of owning and running
a car?
Should CTP premiums be separated
from registration?
Should there be different premiums
for different drivers and different vehicle
types?
Who should pay CTP?
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CTP SCHEME
NAVIGATION

05

In this section we consider
whether improvements
could be made to better
support injured people as
they navigate their way
through the CTP scheme.
We explore the information
currently provided, whether
people know what to
do after a crash and if
they feel supported and
confident in the process.
How it works now
ReThink time: what
do you think and why?

Do you know much
about your CTP insurance?
Would you know what to
do if you were injured in a
crash and wanted to access
the scheme?
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MAIC claimant research 2017

How it works

The claims process

There are information sources
about CTP insurance, depending
on what you want to know about
or need help with.
The three main sources of
information are the Motor
Accident Insurance Commission,
legal firms and insurers.
Motor Accident Insurance Commission (MAIC)
MAIC is the primary gateway for information
regarding CTP.
It provides information and fact sheets via its website
www.maic.qld.gov.au
MAIC has dedicated personnel to assist with information
about the CTP scheme as needed.

Legal firms
There are personal injury legal firms in Queensland who
manage claims on behalf of the plaintiff (the injured
person) and firms who manage claims on behalf of the
defendant and plaintiff.
The majority of people, 81.5%*, who are injured in a
crash use a legal firm for help in managing their claim.
18.5% of injured people choose to deal with the
insurer directly.

Insurers
There are four CTP insurance providers in Queensland:
Suncorp, RACQ, Allianz and QBE.
Insurers are not legal practitioners and are not legally
allowed to provide advice on the benefits available to you
for your claim. They can however help you through the
claims process directly.

*MAIC Annual Report 2018/19
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How injured
Queensland
CTP scheme
participants
viewed scheme
support
information

Beginning

During

Reflecting on

39%

81%

50%

of claimants knew they could
lodge a CTP claim when they first
had their accident.

received insurer funded treatment
or rehabilitation

of claimants reported having
a good understanding of the
CTP claims process

Legally represented
37%
Direct claimants
49%

Top 3 sources of awareness:
Advice from family,
friends or colleagues

Claimant research conducted by
MAIC in 2017 revealed that the
top three sources of information
about lodging a claim were
received from:
• Family and friends or
colleagues;
• Already knew they could bring
a claim; and
• Advice received from a
lawyer.
Participants of the survey also
revealed that the industry jargon
and lack of understanding about
the CTP claim process prompted
the majority of participants to
engage a lawyer.
Within the Queensland CTP
scheme (at the time of the
survey) over 85 percent of injured
people who lodge a claim for
benefits seek advice from a lawyer
to help with their navigation of the
claim process.
20 percent of survey participants
suggested that knowledge
about the CTP claim process or
education for injured scheme
participants should be improved.

Already knew
they could
Informed by a
legal professional

53%
of legally represented claimants
engaged a lawyer due to a lack
of understanding of CTP claims
process & industry jargon.

Reasons for choosing a
particular lawyer:
Referral from
family and friends
Advertising

Legally represented
80%
Direct claimants
88%

71%
of those who received insurer
funded treatment or rehabilitation
felt it was easy to organise
Legally represented
71%
Direct claimants
77%

19%
experienced a delay in receiving
their treatment or rehabilitation.
The top 3 reasons reported were:
01 The insurer taking a long
time to approve the treatment/
rehabilitation
02 The time taken by a medical
professional/health provider to
provide recommendations
03 Having to wait for an
appointment with a medical
professional/health provider

Legally represented
49%
Direct claimants
58%

Among legally represented
claimants, the 3 most important
aspects of the claims process were:
01 Easy access to treatment/
rehabilitation
02 Quality of service from lawyer
03 Independent information from
CTP regulator
Among direct claimants, the 3
most important factors were:
01 Easy access to treatment/
rehabilitation
02 Quality of service from insurer
03 An easy claims process
Top comments/suggestions to
improve CTP claims process:
Educate claimant/increase
knowledge of process
21%
Improve timeliness
13%
Increase ease of dealing with insurer

Insurer, doctor,
union etc.

8%
Larger/future compensation
7%
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Information about the
claim process
For injured people who wish to lodge a claim for
benefits in the Queensland CTP scheme, there’s a
variety of tools available via the MAIC website at
https://maic.qld.gov.au/for-injured-people/
These tools can assist an injured person navigate the
claim process and highlight what an injured person
could expect from the claim process once their
journey in the scheme has commenced.

Did you know?
There are strict time limits in place for:
• An injured person to lodge their claim for
benefits after their crash
• Insurers to consider an injured persons’ request
for treatment
• Injured people keeping the insurer informed of
changes in circumstances
• Both the injured person and the insurer to
disclose material they have obtained
to each other
That insurers must comply with specific
rehabilitation guidelines?
That there are different claim forms that can be used
to lodge a claim within the Queensland CTP scheme
depending on the injury type (eg. non-fatal and fatal)?
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CTP claims - some steps in the process
Step

Timeframe

Notify the Police

As soon as possible.

Seek medical attention

As soon as possible.
A medical certificate is required as part of the claim
lodgement process.

Lodge claim with
insurer by completing a
claim form

If unidentified / unregistered vehicle is involved, within 3 months to the
Nominal Defendant.
Or
Within 1 month of receiving legal advice.
Or
Within 9 months of the date of crash or from date of first injury
symptom.

Insurer responds to
claim

14 days from date of receipt to advise if the claim form has been
correctly submitted (next steps do not progress until the claim form is
accepted).

Injured person requests
treatment funding from
the insurer

Within 10 days from date of request for treatment funding approval
must be approved or declined by the insurer.

Rehabilitation service
provider requests
reimbursement of
expenses or payment of
services from insurer

Within 21 days from date of receipt of valid tax invoice.

Injured person requests
reimbursement of
expenses from insurer

Following an admission of fault by the insurer, 21 days from date
insurer receives proof of the expense.

Insurer decides who is
at fault for the crash

6 months from the date the claim form has was accepted. Fault must
be decided before an injured person can request claim settlement.

Evidence gathering
and disclosure of
information to assess
insurance claim

This is ongoing throughout a claim. Both the insurer and injured person
must share with each other information they gather within 1 month of
receiving the information. Evidence gathering may include medical,
employment and expenses information.

Insurer or injured person
requests for lump sum
payment to be made
for claim completion

As soon as practical after claim form is received by the insurer. The
insurer needs to be able to identify who was at fault to be able to pay.

Injured person lodges
an official court action
against the insurer

Within 3 years of date of crash.
OR
Until your 21st birthday if you are injured and under 18 years of age.
OR
Within 60 days of a Compulsory Conference (formal conference
where written final offers are exchanged) and where the lump sum
offer has not been accepted by either party.
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?

ReThink time
What do you think and why?
Does the current CTP scheme
navigation meet your needs?

THE BIG
QUESTION

If not, what do you believe
could be improved?
How it works now
In the majority of cases, the injured
person wishing to lodge a claim for
benefits in the CTP scheme engages a
lawyer because of a lack of understanding
about the claim process or because of the
use of industry jargon.

What improvements could
be made to the way the
scheme supports injured
people navigate through
the claims process?
What information would
make it easier to navigate
the scheme?

Possible options for consideration
Better educational pathways about the
claim process.
Increased community awareness about
the CTP scheme.
Improved claim pathways for types of
injury claims
Improved education and awareness of
treatment professionals to support their
injured patients.
Stronger obligations on industry
stakeholders to support injured people
through their scheme journey.
Simplified pathways for an injured person
to access rehabilitation and treatment.

XX
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APPENDICES

06
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The CTP scheme is
complex, featuring a vast
range of small details
and legal requirements.
Here we have provided
additional detail about
some aspects of motor
injury insurance if you are
interested in learning more.
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CTP across Australia
In Australia, there is no
national CTP scheme.
Each state/territory is
responsible for the design
and management of its
own CTP scheme and as a
result, there are differences
in cover for motorists and
benefits available to the
injured road user.
While every registered
vehicle owner in Australia
must contribute to the CTP
scheme where their vehicle
is registered, the type of
scheme that exists in each
state/territory varies.
These variations include
differences in the price a
motorist pays for the cover,
eligibility for access into the
scheme by the injured road
user and the type of funding
available for the injured road
user for their recovery.

The three main
types of CTP
scheme
Fault based scheme
A ‘fault based’ scheme will only respond
to the injured road user, when they can
prove that another driver is to blame for
the crash that injured them. In the crash
scenarios where the injured road user
was responsible for the crash themselves,
the scheme will not help them. The only
remaining states in Australia operating a
‘fault based’ scheme is Western Australia
and Queensland.
What this ‘fault based’ scheme means
for the injured road users in these states is
that access to the scheme is on a crashby-crash basis and the injured person’s
role in the crash plays an important factor
in whether the scheme will respond.
Because of this type of scheme design, this
may cause delays in the injured person’s
ability to access critical treatment and
recovery support from medical providers
unless they pay for it themselves.
However, in both Western Australia and
Queensland’s ‘fault based’ schemes, once
the injured person has access to the
scheme, they can remain in the scheme
for much longer and the benefits they
receive are often by way of lump sum
compensation. The injured person also
has the right in these schemes to access
common law, which protects the injured
persons right to sue the driver who caused
the crash.
In both ‘fault based’ schemes in Australia,
children who are considered 100%
responsible for a crash (eg. running out in
front of a car with no warning or visibility
by the driver), will not be eligible for
scheme benefits.
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No fault scheme
A ‘no fault’ scheme will allow
every injured road user access to
that state/territory CTP scheme,
irrespective of whether they
caused the crash themselves or
it was caused by someone else.
In Australia, only the Northern
Territory has a full ‘no fault’
scheme with specific defined
benefits available to the
injured person.
What this ‘no fault’ scheme
means for injured road users on
Northern Territory roads is they
will certainly have access to their
CTP scheme. However, time limits
on how long an injured person is
allowed to remain in their scheme
or the types of benefits that their
scheme will fund are all defined
and very specific.
As part of the Northern Territory’s
pure ‘no fault’ scheme, common
law entitlements for the injured
person do not exist. Common law
benefits can be simply described

where someone suffers harm or
loss that was the fault of someone
else, that person who suffered the
harm/loss is generally entitled to
recovery money (compensation)
from the person who caused the
harm/loss.

Hybrid scheme
A ‘hybrid’ scheme can be
described as a blended scheme
between ‘fault based’ and ‘no
fault’ schemes where access and
benefits by the injured road user
vary depending on the injured
persons role in the crash or the
nature of their injuries. ‘Hybrid’
schemes exist in all remaining
states and territories in Australia
being Victoria, Tasmania, New
South Wales, South Australia and
the Australian Capital Territory.
‘Hybrid’ schemes by design are not
all the same and in Australia vary
state to territory. Some ‘hybrid’
schemes in Australia, will give

access to the injured person if they
caused the crash, but may have
very strict time limits on how long
the scheme will help that injured
person and what types of benefits
the scheme will fund to help them
recover from those injuries.
Payment of benefits in ‘hybrid’
schemes also vary, with South
Australia the only state that
provides the injured person a
lump sum payment. All other
states/territory will provide the
injured person predefined funding
benefits based on a variety of
factors including the type of injury
and the injured persons role in the
crash.
In all the ‘hybrid’ schemes in
Australia, in situations where the
injured person did not cause the
crash, the schemes will allow the
more seriously injured people to
access common law benefits
which means their right to obtain
compensation from the driver that
caused the crash is protected.
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History of CTP
in Queensland
Queensland has
operated a ‘fault
based’ scheme since
1936, which is only 6
years after the world’s
first compulsory
motor injury
insurance scheme
was introduced.

1936

2016

Introduction of a common law
‘fault’ based Compulsory Third Party
(CTP) scheme governed by the
Motor Vehicles Insurance Act 1936.

Third major change
Introduction of the National Injury Insurance
Scheme Queensland (NIISQ) which created
a specialised scheme to care for those
catastrophically injured road users (regardless
of fault). The purpose of the scheme was to
ensure that these significantly injured people
receive the appropriate care and support
benefits for life where required. To fund this
scheme, a levy on motorists CTP insurance
was introduced.

1994
Following lengthy delays after
review in 1989 – the Motor
Accident Insurance Act 1994.
The Motor Accident Insurance
Commission (MAIC) was
established as the regulatory
authority whose responsibility
would be the ongoing
management of the CTP scheme.
As part of this scheme change,
greater focus was put on the
injured persons rehabilitation
and more clearly outlined
responsibility of both the injured
person and the insurers.

Over the years, a
variety of changes
to Queensland's
CTP scheme have
occurred.

An amendment was made
to the Motor Accident
Insurance Act 1994 that
prohibited CTP insurers from
paying commissions and
other incentives to parties
for directing CTP insurance
business to the insurer (eg.
car dealer, broker or agent).

2017
5 years after Uber
launched in Australia
The government recognised
that the new vehicle type
(rideshare vehicles) should be
introduced with a higher than
normal CTP insurance fee.

2019

However, there has
been little major
change to the
scheme over the last
83 years and these
changes have taken
a long period of time
to come into play
after the issues were
first identified.

2000
Introduction of price
competition to CTP.
These scheme changes
also included a clear process
for insurers to accept earlier
reporting of injured persons
claims, allow the injured
person earlier access to
treatment funded by the
insurer and allowed for
earlier resolution of claims.

1961
First major change - Nominal
Defendant Fund was first
introduced funded by a levy
within CTP insurance premium
(paid for by motorists)
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2010

2003
Second major change
Additional legislation was
introduced in Queensland
(Civil Liability Act) that
addressed the increase of
small injury claims into the
scheme that impacted on
the long-term sustainability
of the CTP scheme. This
additional legislation also
introduced a new method
for the CTP scheme to
calculate the ‘pain and
suffering’ lump sum amounts
to the injured person which
restricted those payments
based on the type of injury
an injured person had. This
legislation also introduced
restrictions on legal
advertising by law firms.

2010
An amendment was
made to the Civil Liability
Regulations which saw the
first increase in capped
monetary values for ‘pain
and suffering’ & increased
the legal costs limits
applying to injured persons
settlement amounts. From
this point on, regular reviews
to increase these values
have been conducted

3 years after ‘Claim Farmers
or ‘Crash Scammers’ were
first identified in Queensland
Queensland Parliament
passed legislation introducing
increased government
investigative powers and
penalties for law firms found
to be involved in claims
farming. This action was
taken in response to the
widespread increase of car
crash scammers in recent
years; a practice whereby
‘Claim Farmers’ would make
unsolicited and harassing
phone calls to members of
the public encouraging them
to make claims, often in cases
where injuries were minor or
where there were no injuries
at all. The personal details of
the individual would then be
sold to lawyers, sometimes
without the knowledge of the
individual, with lawyers then
profiting from lodging the CTP
claim within the scheme.
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Summary of CTP benefits in Queensland
Injured person benefit

What does your CTP
insurance policy cover in
Queensland?
In simple terms CTP motor
injury insurance provides
financial compensation for:
The cost of treatment
and care
Lost earnings (or loss of
capacity to earn in future)
Quality of life impact (known
as general damages or pain
and suffering)
Part of any legal costs you
spend pursuing your claim

CTP scheme
inclusion

Comments

Pain and suffering (known
as general damages)

These amounts are fixed depending on
the nature of the injury

Reimbursement of expenses incurred
by the injured for their recovery eg.
pharmaceutical expenses, travel
expenses to doctors, medical scan
fees, treatment expenses like physio

Some expenses may not be covered
under the scheme

Treatment fees that might be
needed to assist recovery

An insurer is only required to fund reasonable fees
for appropriate treatment for crash injuries

Reimbursement of income lost
by the injured person because of
the injury e.g. time off work

An insurer is not required to pay this until the
injured persons claim resolves

Reimbursement of holiday
expenses

If an injured person has a scheduled holiday
booked and is injured prior to the holiday, the CTP
scheme will not reimburse the holiday costs
(eg. Flights, accommodation etc.)

Care services needed because
of the injury e.g. home services
Allowances for future expenses that
might be incurred by the injured person
after they exit the CTP scheme
Allowances for future lost income that
might be incurred by the injured person
after they exit the CTP scheme
Allowances for future care services
the injured person might need after
they exit the CTP scheme
Legal fees the injured person
needs to pay

There are some situations where an insurer may
contribute to the cost of an injured persons legal
fees but the insurer does not fund all legal fees

Damage to any persons property
because of the crash e.g. car, glasses

Some items like prescription glasses or hearing
aids may be covered, although vehicle repairs
are not

Funeral costs

Funeral costs for those fatally injured when they
were not at fault only

Trustee administration and
sanction fees

Payable when there is a requirement for a trustee
to manage claim settlement funds for either an
aged minor (until they come of legal age) or an
injured person who does not have legal capacity
to manage their own financial affairs

Hospital and emergency care

Public hospital and emergency care funded by
levy paid by motorists

Partial
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Queensland’s motor injury fast facts*

There are 4.3 million vehicles
registered in Queensland

65.5% are cars and
station wagons

73%

of claims are for minor injuries
(eg. whiplash to neck/back)

Examples of feedback on Queensland's CTP scheme
gathered from rethinkctp.com.au

67%

"Individuals who own no vehicle yet drive
are never paying CTP yet the act of
driving places them and others at risk of
an insurance event (personal injury to
them or other). Individual licence would
be a much better link."

of the claims are from South
East Queensland

Michael R

81.5%

$343.20 is the average annual of injured people are
motor injury premium for a car represented by a lawyer

CTP is different in every
state – with different
protections and cost

7,841 injured people
make a claim each year

"The CTP insurer was very
gung-ho about getting her onto private
medical treatment, paying for taxis to
transport her to appointments, but has
consistently taken an unreasonable
amount of time to approve treatments,
consultations etc and refuses to pay any
kind of living allowance – meaning we,
her parents have had to fully support her
at our own expense and pay in advance
for many of the appointments she needs
and transport to these as our daughter
receives no income at all."
Linda F

“There HAS to be an easier process!”
Catherine B

* MAIC Annual Report 2018/19
https://maic.qld.gov.au/wp-content/uploads/2019/09/19-052-MAIC-Annual-Report-2018-19-web.pdf

“Before the accident I was under the
impression that if a vehicle strikes a
pedestrian then CTP is there to assist in the
pedestrian’s recovery. After the accident I
now have the impression that the process is
designed to be run by lawyers. The injured
party engages a personal injury lawyer
who makes the claim, fights it out with the
insurer's lawyers and eventually a settlement
is made. The real winner being the lawyers.
We didn't want to make extravagant
claims. We just wanted to know that all
costs incurred were going to be met. We
needed to know this asap. We didn't get
any assurance that this was going to be the
case.”
Terry C

“Enduring the claims process was
unnecessarily confusing and difficult, far
beyond the injuries of the crash. We keep
saying that the process happened to us and
not for us. It needs much improvement. Right
from the moment of hospitalisation where
medical professionals, psychological experts
and social workers are at hand to start your
body’s recovery and convalescence, there
should be informed advocate available
to, at least, get you started with any injury
claim you may be entitled to and to provide
material to you and your support, informing
you of everything to expect.”
Michael S
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