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QUESTION 14 
The Hon. LYNDA VOLTZ: Ms Donnelly, in the last hearing I did ask you about 
notification to people about their green slip refunds. At the time I asked if you had 
included in the letter that you wrote to people that they could actually claim their 
refund by just calling, rather than going online. Do you have a response to that?  
Ms DONNELLY: I may ask Ms Maini. I know there have been some revisions to the 
letter that is being sent out.  
Ms MAINI: Yes. The letter has been modified to include that anyone can actually go 
to a service centre, call, or go on the website. There have been revisions to that 
letter.  
The Hon. LYNDA VOLTZ: That was my question. My question was the letter was 
sent to everybody, prior to the 30 September cut-off date, to claim whether that 
included that they could ring up and get their refund.  
Ms DONNELLY: What Ms Maini was explaining was subsequent to that, the letter 
has been modified. I would also like to advise the Committee that the deadline for 
claiming refunds has been extended into the middle of next year.  
The Hon. LYNDA VOLTZ: Ms Maini, do you have it? Have you got a copy of that 
letter?  
Ms MAINI: No, I do not. I can provide that. 

 

ANSWER: 

A copy of the revised letter as at October 2018 is provided at Appendix 7. Noting, 

these letters undergo ongoing revisions, including updating based on customer 

feedback. 

QUESTION 15 
The Hon. LYNDA VOLTZ: It says go to the website. Ms Maini, what is the 
percentage of people over 65 who do not have internet access?  
Ms MAINI: I do not have that information.  
The Hon. LYNDA VOLTZ: It would be lower than the general population, though, 
would it not?  
Ms DONNELLY: I would be happy to take that on notice. I am not an expert on that 
but I think I could take it on notice.  
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The Hon. LYNDA VOLTZ: Ms Donnelly, you took it on notice the last time.  
Ms DONNELLY: We have actually advised the Committee that there have been 
changes to the letter since the last hearing.  
The Hon. LYNDA VOLTZ: Yes, but you have not sent the letter out. That is correct, 
is it not?  
Ms DONNELLY: There will be a new letter coming out next week.  
The Hon. LYNDA VOLTZ: There will be a new letter from Victor Dominello, will 
there?  
Ms DONNELLY: From next week.  
The Hon. LYNDA VOLTZ: Will that be signed by the department, or the Minister?  
Ms DONNELLY: I will have to confirm.  
The Hon. DANIEL MOOKHEY: Incidentally, will that letter inform people of the 
service administration charge that is being applied?  
Ms DONNELLY: I would take that on notice. I have not seen the formal draft.  
The Hon. LYNDA VOLTZ: While you are taking things on notice, can you inform us 
at this point in this State how many pensioners have not received their compulsory 
third party [CTP] insurance refund?  
Ms DONNELLY: I am not sure that we are able to ascertain whether someone is a 
pensioner or not.  
The Hon. LYNDA VOLTZ: Everyone who is a pensioner gets a free registration. How 
can you not identify who is a pensioner?  
Ms DONNELLY: At the point where they apply for a refund? I would need to take that 

on notice. 

ANSWER 
The revised letter is addressed from Minister Dominello. 

The revised letter does not disclose the fee. On the Service NSW website and SIRA 

website, customers are advised there is a small administration fee and that those 

parties that are eligible will receive a refund between $10 and $120.  

SIRA does not have access to the gender, age or other demographic characteristics 

of those people who have not yet received refunds. 

QUESTION 16 
Mr DAVID SHOEBRIDGE: What is the balance? You have explained some of it. You 
have put an extra $480 million. There is still $100 million unaccounted for from the 
$1.5 billion—more than $100 million; about $120 million.  
Ms DONNELLY: I am happy to take that on notice and give you an explanation. We 
have constructed this in a way to provide information about the four categories that 
the Committee has asked for. I am not entirely sure that there would not be 
payments beyond the five years. I think that maybe the explanation, but I would like 
to confirm that.  
The CHAIR: Let us get a specific explanation on that.  
Mr DAVID SHOEBRIDGE: You will explain that missing $120 million one way or 
another?  
Ms DONNELLY: Certainly.  
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Ms MAINI: I can.  
The Hon. DANIEL MOOKHEY: Over what period of time?  
Ms MAINI: This is from 1 December. I can provide that by insurer. For Allianz, it is 
seven; GIO-Suncorp, one; NRMA is six.  
Mr DAVID SHOEBRIDGE: Again we see Allianz at the top of the pack in terms of the 
number of surveillance.  
The Hon. TREVOR KHAN: Which may or may not be an issue, depending upon 
exposure.  
Ms MAINI: And how many matters they have.  
Mr DAVID SHOEBRIDGE: Perhaps you might take this on notice to show what, if 
anything, you are doing about that. But could I also make this observation: The clear 
guidelines that have been put in place in this regard seem to be having an impact.  
Ms DONNELLY: Yes. 

ANSWER: 

The Motor Accident Guidelines clause 4.137 to clause 4.143 outline Insurer 

responsibilities concerning the use of claimant surveillance.  The scheme has been 

effective in minimising complaints associated with surveillance, with 14 instances of 

surveillance reported since 1 December 2017.   

QUESTION 19 
The Hon. DANIEL MOOKHEY: I do. If you have the data to hand it would be good to 
get this orally today or at least on notice. Since the new scheme last year, December 
2017, how many complaints have been received about insurer conduct by insurer? 
How many active investigations are completed investigations and have been 
completed, ideally by insurer? How many enforcement actions have you 
undertaken? The data itself I am happy for you to take on notice. If you would like to 
tell us now in general: Have you undertaken any enforcement actions?  
Ms DONNELLY: I am sorry, so there were four questions there. I know that Ms Maini 
will have the answer to some of those. It was: How many complaints?  
The Hon. DANIEL MOOKHEY: The general question is—the data-based question is 
the number of complaints by insurer, the number of active investigations by insurer, 
and the completed investigations by insurer, and then the number of enforcement 
actions by insurer. That would be very useful to have, but if you have not got that 
data now—and given that we have a minute left—if you are able to tell us about the 
enforcement action strategies in general in the past 12 months that SIRA has 
undertaken or adopts, it would be very useful. Have you got any major investigations 
and enforcement actions that you can tell us anything about today?  
The CHAIR: You can take that on notice.  
Ms MAINI: What we do have is—I will start with complaints in general.  
The Hon. DANIEL MOOKHEY: Yes.  
Ms MAINI: From January to August—and this includes old scheme and new 
scheme—we have 400 complaints. When I was here last we said that we were 
introducing a new complaints model from 11 June, which has a front-line complaint 
resolution and an escalation model.  
The Hon. DANIEL MOOKHEY: Yes.  
Ms MAINI: With those we have, in terms of front-line complaints, we have received 
for claims 173. From premium and green slip—I can break all of this down and 
provide this to you in more detail.  
The CHAIR: Perhaps on notice.  
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• Regular review and updating the Claims Handling Guidelines to ensure best 

practice claims and injury management is reflected in the guidelines (it is a 

condition of the licenced insurer that they comply with the Guidelines).   

• Implementation of a self-assessment claims quality assurance tool for 

insurers to monitor and report against the principles, objectives and 

obligations under the MACA and MAIA scheme. Insurers have until 5 

November 2018 to submit their completed reports. 

• SIRA is carrying out claim file reviews to assess and report on insurer claims 

management to ensure claims management and internal processes are in line 

with the Legislation and Guidelines and focused on customer recovery.  

• Exception reporting  

• Biannual review of insurer correspondence 

• Monitoring of complaints, compliments, feedback   

• Quarterly reviews with Insurer Senior Executives to discuss claims customer 

satisfaction results, complaints, compliments, trends in relation to claims and 

injury management, provider behaviour, internal review and dispute outcomes 

(which will include litigated matters).  These reviews monitor insurer 

performance against the rest of the industry    

• Annual review of insurer’s business plans (which include the insurer’s claims 

philosophy, insurer resourcing, training plans, initiatives to improve customer 

outcomes) 

 

 

 




