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Introduction 

1. This Code of Conduct is issued by the Principal Claims Assessor (PCA) of the Motor Accident 
Claims Assessment and Resolution Service (CARS) under s 105(3) of the Motor Accidents 
Compensation Act 1999 and applies to all Claims Assessors. 

2. This Code seeks to provide guidance to Claims Assessors in the performance of their statutory 
functions as Claims Assessors. It also sets out the standards of behaviour expected of all Claims 
Assessors. Many of the standards set out in this Code are in general terms however this Code is 
intended to provide practical assistance to Claims Assessors in performing their duties at CARS 
and in identifying and resolving situations which may present ethical conflicts.  

3. This Code of Conduct is based to a large extent on the work of the Administrative Review Council 
and Claims Assessors should consult its publication “A Guide to Standards of Conduct for 
Tribunal Members” for more information and an explanation of many of the clauses of this 
Code. Assessors may also wish to consult the PCA for assistance or guidance in applying this 
Code to their assessment work. 

4. Compliance with this Code is a term of the Claims Assessor’s engagement with CARS. If a Claims 
Assessor does not comply with the Code, the PCA may direct the Assessor to take specified 
action to improve his or her conduct. Breaches of this code may be referred to the Assessors 
Practice Group. Serious breaches may result in the revocation of a Claims Assessor’s 
appointment. 

General Principles 

5. A Claims Assessor should ensure that they exercise their duties consistent with the object of the 
Act and CARS to provide a timely, fair and cost effective system for the assessment of claims. 

6. In the performance of their duties, Claims Assessors must demonstrate fairness, integrity, 
impartiality, expertise and timeliness. 

7. In the conduct of their assessments Claims Assessors must at all times abide by the principles of 
natural justice and procedural fairness. 

8. In the performance of their duties, Claims Assessors must respect the diverse communities CARS 
serves and understand their differences and actively assist in making CARS an accessible dispute 
resolution service. 

Respect for the Law 

9. A Claims Assessor must demonstrate a respect for the law in the performance of their 
assessment responsibilities by maintaining and upholding the integrity of the Motor Accidents 
Compensation scheme, State Insurance Regulatory Authority (SIRA), the Motor Accidents Claims 
Assessment and Resolution Service and the administrative decision-making assessment process. 

10. A Claims Assessor should demonstrate a respect for the Motor Accidents Compensation scheme 
in the conduct of their professional life (outside their role as a Claims Assessor). 

11. A Claims Assessor should demonstrate a respect for the law in their private life. 

12. A Claims Assessor must notify the PCA as soon as practicable: 
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a. of any complaint made against the Claims Assessor in their professional life which has 
been referred to the Legal Services Commission, the Law Society or the Bar Association; 

b. of any police charge or traffic infringement against them which may result in a loss of 
driving license; and 

c. of any matter which may lead to the revocation of the Claims Assessor’s appointment as 
set out in the terms of engagement. 

Fairness 

13. A Claims Assessor should provide each party to an assessment with an opportunity to put their 
case. 

14. A Claims Assessor should ensure assessments are conducted in a manner which is transparent 
and seen, by the parties and all participants in the assessment, to be fair. 

15. A Claims Assessor must ensure that decisions are made according to the law, with due regard to 
fairness and equity and based on relevant and logically probative information. 

16. A Claims Assessor should act without bias and in a way that does not give rise to an 
apprehension of bias in the performance of their CARS responsibilities. 

17. A Claims Assessor should be pro-active and comprehensive in disclosing to all interested parties 
associations or interests that could conflict (or appear to conflict) with the assessment of a 
claim. A Claims Assessor should have regard to the potential impact of activities, interests and 
associations in their private life on the impartial and efficient performance of their assessment 
responsibilities. 

18. A Claims Assessor should not accept gifts or benefits (including invitations to functions) unless 
they are of a token nature and where this could not reasonably be perceived to compromise the 
impartiality of the Assessor or CARS. If a gift or benefit is offered and it is more than of a token 
nature, even in circumstances where the gift or benefit is declined, the Claims Assessor should 
notify the PCA immediately. 

19. A Claims Assessor should be cautious in their acceptance of invitations to functions by legal firms 
or insurance companies. 

Accountability and Transparency 

20. A Claims Assessor must be as open as possible about all decisions and action (including lack of 
action) taken in the performance of their assessment responsibilities. 

21. A Claims Assessor should conduct hearings and make decisions with due rigor, diligence and 
intellectual honesty. 

22. A Claims Assessor is accountable for decisions and actions taken as a Claims Assessor and must 
fully participate in all scrutiny regimes (including legislative and administrative scrutiny). 

23. Claims Assessors should regularly review and evaluate their own performance and capacity as 
an Assessor. 
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Independence 

24. A Claims Assessor should perform their assessment responsibilities independently and free from 
influence external to assessment proceedings. 

Diligence and Timeliness 

25. A Claims Assessor should be diligent and timely in the performance of their assessment 
responsibilities. 

26. A Claims Assessor should take reasonable steps to maintain and to enhance the knowledge, 
skills and personal qualities necessary for the effective performance of their assessment 
responsibilities. 

27. A Claims Assessor should participate in training programs provided by CARS. 

28. A Claims Assessor should ensure wherever possible that decisions are consistent with previous 
decisions, guidance material and practice notes issued by CARS or provide detailed reasons 
where they are not followed. 

Integrity 

29. A Claims Assessor should act honestly and truthfully in the performance of their assessment 
responsibilities. 

30. A Claims Assessor should not knowingly take advantage of, or benefit from, information not 
generally available to the public obtained in the course of the performance of their assessment 
responsibilities. 

31. A Claims Assessor should not use their position as an assessor to improperly obtain, or seek to 
obtain, benefits, preferential treatment or advantage for the assessor or for any other person or 
body. 

32. A Claims Assessor should be scrupulous in the use of CARS resources. 

33. In private and professional life, a Claims Assessor should behave in a way that upholds the 
integrity and good reputation of CARS. 

Respect for persons and privacy 

34. A Claims Assessor is required to be patient, dignified and courteous to parties, witnesses, 
representatives, CARS, MAS and SIRA staff and others with whom the Assessor deals and should 
require similar behaviour of those subject to their direction and control. 

35. A Claims Assessor should endeavour to understand and be sensitive to the needs of persons 
involved in proceedings before CARS and if necessary take into consideration any special needs, 
such as language, cultural background, literacy or disability. 

36. A Claims Assessor and those subject to their direction and control must respect the 
confidentiality of the matters that are provided for assessment.  

a. A Claims Assessor must comply with the Information Protection Principles in Part 2, 
Division 1 of the Privacy and Personal Information Protection Act 1998.  

b. A Claims Assessor must comply with the Health Privacy Principles in Schedule 1 of the 
Health Records and Information Privacy Act 2002.  
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Suspect Corrupt Conduct 

37. If a Claims Assessor becomes aware of an instance of corrupt conduct, maladministration or 
criminal conduct relating to CARS, they must report this promptly to the PCA or the Chief 
Executive of the SIRA if the conduct is that of the PCA.  

Media and Public Comment 

38. Claims Assessors may not provide comment to the media on matters that are before them for 
assessment, or have been dealt with by them. 

39. If a Claims Assessor is involved in providing comment to the media on a matter unrelated to 
their CARS responsibilities, they should not identify themselves as Claims Assessors. 

40. A Claims Assessor must refrain from engaging in activities or expressing opinions that might 
diminish the standing of the SIRA, CARS or the Scheme or compromise their ability to deal with a 
specific case. 

41. If a Claims Assessor accepts an invitation to speak at a conference or seminar (in their role as a 
Claims Assessor) they should notify the PCA and provide a copy of the seminar paper as soon as 
practicable before the conference or seminar.  

Responsibility of Principal Claims Assessor 

42. The Principal Claims Assessor should assist Claims Assessors to comply with the standards of 
conduct and to perform their assessment responsibilities, through the provision of appropriate 
leadership, training and support. 

43. The Principal Claims Assessor must report to the Director of Assessment Services, SIRA any 
instance of corrupt conduct, maladministration or criminal conduct relating to CARS of which the 
PCA becomes aware either in the PCA’s own right or as reported by a Claims Assessor.  
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