
Innovation Sprint  
Report 

A project partnership between the QUT Centre for Future Enterprise and the  
Motor Accident Insurance Commission.

Part A: Overview 
December 2023

TEQSA Provider ID PRV12079 Australian University  |  CRICOS 00213J



Executive summary

This report provides a comprehensive overview of QUT’s proposed Motor Accident 
Insurance Commission’s (MAIC) strategic initiatives to enhance the claimant experience 
within the Compulsory Third Party (CTP) insurance scheme. Our investigation addresses 
the current challenges within the claims process, including information asymmetry, 
process inefficiencies, and the need for greater claimant empowerment and literacy. 
 
Part B of this report provides  a comprehensive overview of proposed recommendations 
by QUT to the Motor Accident Insurance Commission (MAIC) to enhance the claimant 
experience with the Compulsory Third Party (CTP) insurance scheme.

Through a collaborative effort between MAIC, QUT (Queensland University of 
Technology), and scheme stakeholders, we have developed innovative solutions 
that prioritise claimant-centric service design and leverage digital tools to streamline 
the claims process. Our proposed concepts, such as the ‘Claim Profile’ and ‘Claim 
Companion Insights’, are rooted in the principles of accessibility, intelligence, 
equity, and proactive organisation to ensure fair and efficient access to claims and 
rehabilitation services.

Our research methodology spans an end-to-end spectrum of the claimant experience, 
from driver education and immediate post-accident response to long-term recovery 
planning. The findings highlight the necessity of digital transformation within the 
CTP insurance scheme to improve operational efficiency, claimant experience, and 
scheme sustainability.

Our vision is to position MAIC as a model of excellence in insurance administration, 
with a commitment to upholding a claimant-centred approach that fosters a culture 
of compassion, efficiency, and sustainable value within the CTP insurance scheme.
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Concept Overview

These concepts are recommendations made by QUT to MAIC for further consideration 
and investigation. The two concepts in the yellow box are for exploration only.
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