


changes in claims contact, no notice provided or introductions made. I am currently
awaiting my 5th claims manager in approximately 14 months. 

8. Have you experienced any financial issues with TAC? Life after the accident has many
financial difficulties associated. Whilst I was not working at the time of the accident, I had
the option to return. Having this option impacted has been incredibly difficult. I also learnt
later on (not from TAC) that you can have an account at the pharmacy, to have removed
the out of pocket expense would have been extremely helpful. Now I have a huge amount
of travel and pharmacy costs to retrieve, which takes concentration and brain power. 

9. Has the TAC impacted your return to work, regain independence or your mental health?
Yes. The impact on my mental health from dealing with TAC has been enormous. Request
for morning contact, ignored. The second claim manager assigned did so much damage. I
had to request a new contact. I am yet to submit an official complaint regarding the
individual I refer to, I will be acting upon this in the future. They ignored boundaries,
lacked listening skills, were combative and made comments to two of my treating team
that I was ‘avoidant and uncontactable’. This from the person who I had been assigned to
for two months and had not made contact to introduce themselves. 

10. Have you been involved in a TAC dispute? Not as yet, I do need to complete process
for long concussion diagnosis. I resent that this task again sits with me whilst everything is
difficult.

11. Have you made complaints to the TAC? I had made an informal complaint to a Team
Leader regarding second claim manager. Quick response and a quick outcome. I will be
submitting a formal complaint regarding this employee when I have the ability to do so.

12. Overall, how would you describe your experience with TAC? Infuriating and soul
crushing. I have felt as though my expertise of being ‘me’ pre and post accident are not
accurate. I have felt unheard, unsupported and bamboozled. I am frustrated by lack of
transparency or detail of decline of long concussion diagnosis. I now understand why
others give up and no longer utilise TAC, it is dehumanising. I think when the early initial
contact is made, the conversation is focused around goals and supports and feels positive.
That sets you up to believe that they are there for you, this initial conversation sets you up
for disappointment. They are an insurance body bound by precedent and timelines. 
I could say so much more but sitting in these thoughts and experiences is draining. 

13. What are your recommendations to improve the current systems at TAC? 
Make claiming travel and expenses easier.
Better clarity provided of the role of claims manger to manage expectations.
Remove goal setting, goals seem to be irrelevant throughout the TAC interactions or better
yet, build the goals into processes better, this could help identify that everyone is unique
and individual. 
Listen to people with lived experience of road trauma, their families, communities and
treatment providers.
Staff to be able to adjust communication style to meet claimants needs e.g. talk more
slowly, simplify information.






