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Purpose of your paper: To provide an outline of recent work undertaken by the TAC to enable more 

streamlined service delivery and to improve the client’s experience in their dealings with the TAC.  

The main aim of the project was to identify clients who are in a position to manage their recovery 

without the need for multiple interactions with the TAC. 

 

Synopsis: Accidents covered by injury schemes such as the TAC result in a broad range of injuries 

with, in turn, a broad range of injury severity.  For example, some TAC clients require a small number 

of physiotherapy treatments whereas others will require ongoing treatment and services for life.  In 

TAC’s case, the majority of clients require treatment and services of less than $10,000, with a small 

number of clients (less than 20%) being responsible for the vast majority of scheme cost. 

 

In trying to improve both the experience of the client and focusing the TAC’s limited resources on 

those clients who require assistance, the TAC has identified a significant proportion of clients who are 

in a position to manage their own recovery without the need for direct intervention by the TAC.  By 

providing these clients with automatic entitlement to a capped number of services these clients can 

start their recovery without needing to wait for the TAC to authorise services.  A benefit of this 

approach is that TAC staff can spend more time assisting those clients with severe injuries or those 

that need assistance in their recovery process. 

 

The TAC has developed a set of client profiles as well as a predictive model to assign clients to these 

profiles which is a significant component of the future business model. This paper will examine both 

the approach to developing the profiles and predictive model as well as the broader business 

context of the change being undertaken.  

 

 

 

 

 

 

 

 

 


