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INTERVIEW

I t is now over 12 months since the Portal that 
was put in place to support the pre-action 
protocol for low-value personal injury claims 

in road traffic accidents went live.
Introduced as part of Ministry of Justice 

(MoJ) reforms to speed up RTA claims between 
£1,000 and £10,000, there have been highs 
and lows in its short lifespan. Some technical 
problems were strongly criticised in the early 
days but a successful ‘Release 1’ update in 
March 2011 was completed without a hitch.

So, with the Portal back in the news 
following the MoJ’s announcement that it is 
considering a proposal to extend the upper 
limit to £25,000 and to add all personal 
injury claims under £25,000 (including 
clinical negligence claims), we ask Tim Wallis, 
independent Chairman of RTA Portal Co, to 
examine the past, present and future.

Are you pleased with the Portal’s 
progress since going live?
In broad terms, yes, although we remain 
aware that there was a large degree of 
frustration and difficulty at the outset 

and that the transition from the well-
established paper system to the electronic 
portal has had its difficulties.

Has the Portal largely been a success and 
is the board happy with what has been 
achieved so far?
The initial signs have been positive and 
good progress has been made. There is now 
a very real potential to deal with matters 
more quickly – and to get claimants their 
damages earlier. 

It is still early days to evaluate ‘success’ 
overall. Initial complaints may have 
died down but in many ways it is too 
early to give sound statistical feedback 
on performance. For example, the 
Management Information system is still 
being developed and more claims need 
to be completed before a representative 
picture can emerge.

Further, it might be helpful to note that 
the Portal was designed to function as a 
specialised electronic post box and not as a 
case management system.

What were the main teething problems 
and how successfully were these 
overcome?
The bumpy start to the Portal’s life was very 
largely due to a massive IT infrastructure 

development and implementation being 
undertaken over a very short time-
span. The concept of the Portal may be 
straightforward, but delivery has been 
less so, not least because of the need 
to give a high priority to the security of 
the data. Simultaneous provision of the 
Portal service via both web browser and 
application-to-application (A2A) software 
produced additional challenges.

These issues were overcome by applying 
resources, upgrading the help desk facility, 
making technical changes and working with 
users and software houses to understand 
and then comply with their requirements.

Have any pre-defined targets been met?
The Portal continues to make good 
progress and can be relied upon to support 
the MoJ requirements introduced in April 
last year. Users and software suppliers are 
now being supported appropriately and 
given fair notice of system-critical changes 
and updates. The first major update of the 
system took place in March – this involved 
various amendments and upgrades to bring 
the portal into more complete alignment 
with the Civil Procedure Rules (CPR). The 
update seemed to go very well with very 
few comments from anyone and, in this 
respect, no news is good news. 

Online evaluation
Tim Wallis, independent chairman of RTA Portal Co, evaluates the first 
12 months of the Portal and examines the future of the online system

Tim Wallis 
is the independent chairman 
of RTA Portal Co, which is 
responsible for the management 
of the settlement portal
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What are the aims for the Portal during 
the next 12 months?
To continue to consolidate the initial 
progress, to improve the user experience 
where that is feasible and to tackle 
behaviour issues where they crop up.

A number of issues have arisen where 
organisations (both claimant and insurers) 
have attracted criticism for seeking or 
exploiting loopholes. Portal Co. is developing 
a high-level committee to deal with this. 

Precise terms of reference are being 
developed, but this committee will 
probably, at its discretion, have the ability 
to review what might be described as errant 
behaviours with a view to publishing a public 
but non-binding opinion.

Was the board at all surprised to hear the 
MoJ’s proposals to extend the scope of 
the Portal to other areas of PI?
The board that I represent does not take a 
political view on these matters. Our role is 
to provide a service. If we are asked by the 
MoJ or others about changing or extending 
that service we will engage in discussion on 

the basis of the know-how that has been 
developed over the past 18 months or so.

With the Portal still relatively new, is 
now the right time to be considering 
extending the scope?
Now is a good time to take stock and 
improve the service provided and we are 
doing that. The first software update is in 
place and others are planned. 

The idea of increasing the scope of 
the Portal has come from elsewhere and, 
although we have been asked for our 
views on this issue and have been involved 
in some discussions, it is not a matter 
to which, to date, we have devoted any 
significant resource.

To that end is there any danger of too 
much being put through a relatively new 
system in too short a space of time?
The discussions conducted on behalf of 
the board to date have often included 
feedback about what we have learned 
of the need for careful planning and 
thorough project management. 

This takes time. If insufficient time is 
allocated there is a serious risk of wasting 
resources and causing difficulties for users.

Are there any issues to tackle before this 
scope extension could be effectively 
carried out?
The necessary building blocks would need to 
be put in place in the following order. These 
are that a new streamlined system needs 
to be negotiated in respect of new claims 
types, such as employers’ liability. 

Additionally, if there is to be a financial 
extension of the current financial limit, so 
that the Portal would be used for RTA PI 
claims with a value higher than £10,000, 
there needs to be a review of the changes 
necessary to enable the Portal to deal with 
those aspects of higher value claims.

In addition, fixed fees need to be 
negotiated, and the rules need to be 
drafted and finalised so that a Business 
Requirements Document can be prepared 
and agreed with the stakeholders. Software 
can then be developed and testing and 
rolling-out can take place.   
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