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Ministry of Justice 
Claims Process Goes 
Live on 30 April 
Industry implications

The MoJ initiative is a milestone for the insurance industry and 
follows years of lobbying by the Association of British Insurers 
(ABI) for a simpler, quicker and more cost-effective system. The 
new regulations mean that a standard framework is applied 
across the industry, designed to reduce delays and limit legal 
costs to the consumer, which are ultimately re�ected in the cost 
of motor insurance. 

This move has been broadly welcomed by the insurance industry 
and the legal profession, as the absence of a uniform process 
to this point has led to some claims taking years to be resolved 
and, ultimately, costing more after the additional time-associated 
costs have been applied. The ABI estimates that approximately 
400,000 people could bene�t from the new processes.

The reforms will apply to personal injury motor claims with a 
value of between £1,000 and £10,000 � around 80% of all motor 
personal injury claims - and has been designed to accelerate the 
process by:

	 minimising the amount of correspondence between the 
various parties

	 reducing the scope for time-consuming litigation and 

	 avoiding duplication of work

The new process will bring visibility for claimants, solicitors 
and insurers of how a claim is progressing and everyone will 
be required to work to a strict timetable and cost structure. For 
MIB, this  will assist in achieving one of its aims; to compensate 
victims fairly and promptly.

Developing the framework

During the development stages of the project, MIB have been 
involved in an IT Project Steering Group which was formed 
to help develop an online portal - the gateway to the system 
which allows secure exchange of information back and forward 
between compensator and claimant as the claim progresses 
through the process.

This Group also included representatives from the insurance 
industry and claimant solicitors. It was important that all the 
parties involved had an opportunity to put forward suggestions 
and work together to make sure all stages of the process would 
work smoothly, ef�ciently and fairly.

In preparation for the system going live, MIB, along with 
several insurance companies and claimant representatives, 
has been conducting user acceptance tests. This involves 
running a number of test scenarios through the system to check 
for any anomalies or errors before going live. Testing is now 
nearing completion and MIB are at an advanced stage in their 
preparation to implement the system in April.

Although the MoJ reforms will only apply to personal injury 
claims of up to £10,000, MIB has introduced a similar processing 
framework to apply to higher value claims as well as claims 
falling within the Untraced Drivers Agreement. The application 
of this framework has the same aim of speeding up the process 
across the board and is now fully rolled out to all handlers who 
have received training.

Everyone across the personal injury and insurance sectors 
are committed to ful�lling a role in making the MoJ reforms 
a success. MIB is committed to the scheme�s successful 
implementation and determined to do everything possible to 
deliver fair and prompt compensation to those affected by 
uninsured drivers.

On 30 April, 2010 the long-awaited reforms put forward by the Ministry of Justice (MoJ) to 
streamline the compensation system for low-cost personal injury claims resulting from road 	
traf�c accidents will become a reality. 
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The process

The claims process has been divided into three stages with �xed costs for each. 

Stage 1: 

	 Claims sent to the defendant�s 
insurance company or, where 
appropriate MIB using a standard 
Claims Noti�cation Form (CNF) via a 
secure electronic system.

	 Insurer to respond within 15 business 
days declaring liability is admitted or 
not. 

	 MIB will be allowed a longer response 
time of 30 days to accommodate the 
time it takes for the claim relating to 
an accident with an uninsured driver 
to be reported to the Bureau. 

Fixed recoverable costs of £400 will 
apply to all claims where the insurer 
has admitted liability or admitted 
with contributory negligence for the 
claimants failure to wear a seatbelt. 

Stage 2: 

	 Following admission of liability, 
the claimant�s solicitor to obtain 
a medical report and complete a 
predetermined settlement pack.

	 The settlement pack and medical 
report are sent electronically to the 
insurer with any other documentation 
e.g. receipts. 

	 Insurer to accept offer or make 
counter offer within 15 business days 
of receipt of settlement pack.

	 If a counter offer is made, another 20 
days will be allowed for negotiation 
between parties. 

Fixed recoverable costs of £800 will 
apply to all claims during Stage 2. This 
will attract a 12.5% success fee uplift 
(where applicable) where the case 
settles.

Stage 3: 

	 If quantum (settlement) has not been 
agreed after this period, a judge will 
either review the case papers or hear 
evidence to determine quantum.. 

Separate fees of £250 or £500 (paper 
hearings and oral hearings respectively)
will be payable to claimant solicitors for 
Stage 3.   

For further information 
about the MoJ portal go to: 
www.rtapiclaimsprocess.org.uk
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In quarter four last year, MIB achieved 
an overall satisfaction score of 78%, an 
increase of 5% on the results in quarter 
one. 

Areas in which MIB excelled include 
knowledge, professionalism and clarity of 
correspondence which achieved a 77% 
satisfaction rate. Although timeliness 
and pro-activeness were not rated as 
favourably, there have been noticeable 
improvements in both areas throughout 
2009. MIB will continue to address this 
in 2010 through the introduction of a 
new diary management approach. MIB 
also remains committed to responding to 
correspondence within 10 working days 
of receipt and our current performance is 
above 98%. 

These quarterly surveys enable MIB to 
measure its level of service and it typically 
achieves above a 20% response rate. 

The survey is quick and easy to complete 
by solicitors and direct claimants and 
helps to gauge MIB�s effectiveness in 
numerous areas including phone contact, 
timeliness, and empathy. 

Examining the responses more closely, 
direct claimants are slightly more 
favourable in how they perceive MIB�s 
service, compared to solicitors and active 
steps are being taken to improve the 
service across all areas.

Comments from solicitors last year 
included, �On this case it was a very 
prompt action, a speedy recovery in 
full � excellent service.� And, �Very 
happy with the service provided. Staff 
were courteous and polite�. Direct 
applicants were also generally happy 
with the service with one claimant 
commenting: �You offer an excellent 
service and resolve matters swiftly 
and correctly�. 

 

�The results of our Customer 
Engagement Index Surveys are 
very encouraging and support 
the investment we have made in 
enhancing our service to meet the 
expectations of our customers 
over the past few years. Utilising 
the invaluable feedback from our 
customer surveys I am con�dent that 
we have all of the necessary pieces to 
build and deliver a �rst class service 
to all of our customers.� Ashley 
Sutton, Head of Customer Services

March 2010

Latest News
Customer Engagement Index
The results from the 2009 MIB Customer Engagement Index Survey have been released 
with MIB improving in all areas of customer service. 

8%

14%

78%

MIB 2009 

Customer Engagement 
Index - Quarter 4 
Performance

Since Q1the amount of satis�ed 
responses has increased from 
73% - 78%. 

Dissatis�ed customers has 
reduced from 12% - 8%. 
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