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1.1 CNF completed and 
sent by CR via web 

portal to MIB or Insurer 
(first part Annex 1)

1.3 CM receives 
and visualizes the 
CNF sent by CR

1.2 CR sends a 
light version of 

CNF to defendant

1.8 the CM 
accepts the 

CNF

1.6A CM 
reassign the 

CNF to 
another CM 1.13 Liability 

decision?

Admitted OR
contrib alleged

in relation with seatbelt

1.15 No Stage 1 
costs for Liability 

Admitted with Neg

Admitted
with negligence

OTHER than seatbelt

1.17 Claim leaves process in case 
of liability not admitted

OR
contrib alleged (other than seatbelt)

OR
response out of time scale (Note A)

Not admitted

1.5 Accept the 
CNF?

1.6 Reassign to 
another Compensator 

or Reject to CR?

NO

1.6B CM 
rejects the 
CNF to the 

CR

START

REASSIGN

REJECT TO CR

1.12 CM compiles 
the CNF (second 
part Annex 1) and 

takes a decision for 
the liability

1.10 Does
Art 75 apply?

1.9 CM = MIB?
NO

NO

YES

STAGE
2-1

YES

1.7 Notification 
to CR

1.11 Notification to 
CR that Art 75 

applies.
Time limit increases 
from 15 to 30 days

1.4 Notification to 
CR (CNF sent to 

CM)

1.16 Liability not 
admitted. Claim 
leaves process.

Note for the 15 days period:
The Claim Handler of the branch to which the claim is 
allocated can, at any time, re-allocate the claim to another 
branch within the same Compensator.

Note for 1.6:
A CNF can be rejected by the Compensator if the 
Compensator believes that the CR sent it to the wrong one 
(it could happen, even if it s quite unlikely)

1.18 Child 
claimant?

No

Yes

YES

1.19 Notification 
to CR (Liability 

decision)
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2.1 CR posts a Medical 
Report form to a Doctor 

(OUT OF SYSTEM)
Note: the CR can 

download a template of a 
MR in pdf, if they want.

2.6 CR fills in the 
interim settlement 
pack and sends it 
together wit the 

MR

Yes

2.8 CM 
acknowledges that 

they must pay 
within 10 days

2.9  CM must decide 
whether to pay the full 

amount or a partial 
amount between £1000 
and the value requested 
by the CR (15 days that 
can be extended to 30) 

= 1000 £> 1000 £

NO

2.10 Did
CM accept the total 
payment > £1000 or 

a partial value?

Partial amount
Total

2.11 CR takes a 
decision about the 
offer for a partial 

payment

2.17  CR sets 
Payment 

received / not 
received

Yes

10 Business days in case of £1000, 15 (can be extended to 30) BDs if more than £1000 are requested and/or for subsequent ISP forms

2.2 The CR receives a 
Medical Report accepted 

as accurate

2. 3 Ask for
an Interim 
payment?

2. 7 Amount 
requested?

2.16 Payment 
received?

NO

2.19 Offer for 
partial payment 

not accepted. The 
claim leaves the 

process

Yes

Note for 2.16:
Within 10 (or 15 or 30) business days, the CR can only click a button: 
 Payment received .
After 10 (or 15 or 30) business days, if the CR opens the Case to 
work with it, 3 buttons are available:
 Payment received ,  Payment not received (within 10 or 15 or 30 
days),  Still wait for payment  (this last one is used only to keep 
waiting)
The  10 (or 15 or 30) business days  constraint is needed only for 
monitoring purposes

STAGE
2-2

START (from 
stage 1)

2.18 Is this item 
coming from step 

2.14 ?

Yes

Accepted

2.13 CM 
acknowledges that 
they must pay the 

partial amount 
within 15 (or 30) 

days

2.12 Offer for 
partial amount 

accepted?

2.14 CM 
acknowledges that 

they must pay 
£1000 in any 

case, within 15 (or 
30) days

Not accepted

NO

2.15 CR gets the 
claim in their 
 Waiting for 

payment  queue2.5 CR uploads 
the MR

2.4 Is the 
claimant a child?

Yes

NO

Note for 2.4:
If a CR clicks the button to ask for 
an Interim payment, the system 
must check if the Claimant is a 
child.
IF the claimant is a child, the 
system informs the CR that the 
Interim payment can t be 
requested (and goes directly to the 
stage 2.2)

Reject ISP

Reject ISP

Interim payment decision timeout

Interim payment decision timeout

Legenda:

           question on user side

           question on system side

Note for 2.7:
From the second interim 
Settlement pack on, the 
system always considers 
the amount > £1,000 
(because it considers the 
sum of the amounts of all 
ISP forms)

2. 3 Ask for
an Interim 
payment?

NO
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2.18 CR prepares 
and sends Report, 
settlement packs 
and any receipts 

(Stage2 SettPack)

2.19 Settlement 
pack received and 

considered

2.20 Review offer, 
causation and 

possibility of fraud

2.22 CM 
repudiates it
(Response to 

Stage2 SettPack)

2.27 CR 
receives the 
Response: 
Repudation

Counter offer

2.23 CM makes a 
Counter offer and 
sends it to the CR 

(Response to 
Stage2 SettPack)

Repudiate

2.28 Insurer denies or 
questions causation or 
fails to respond within 

time limit

2.33 CM receives 
a request for a 

new Counter offer

2.45 Settlement 
payment made for 

damages

2.39 
Agreement on 

final 
settlement?

Yes

NO

2.21 Confirm 
settlement of 

damages
(Response to 

Stage2 SettPack)
Confirm

15 days (not monitored)

20 days (varied by agreement)

2.24 CR receives 
the response: 
Confirmation

2.29 CR receives 
the offer

Counter
Offer
to CM

2.34 CM makes a 
new counter offer

(Response to 
Stage2 SettPack)

2.30 Does CR
want to propose a 
new counter offer?

No need for
counter offer

2.41 CM 
acknowledges

that the CR 
agreed

Note for the 20 days period (the 20 days start only when the 1st period of 15 days ends):
IF the claim is currently owned by the CM, the CM can extend the time by settng a new date of timeout.
IF the claim is currently owned by the CR, the CR can extend the time by settng a new date of timeout.
A notification is then sent to both parties
Expiration of the 20 days period:
IF the claim is currently owned by the CR, the CR can still Agree, Not to Agree, Extend the period.*
The CR can t resend a counter offer, unless they extend the 20 days period.
ELSE IF the claim is currently owned by the CM, then the claim IS MOVED BY THE SYSTEM into the 
work list of the CR (see then the case above*) 

Note for 15 days period:
Within the 15 days period, the CM 
can extend the time by settng a 
new date of timeout. A notification 
is then sent to the CR.
Expiration of the 15 days 
period:
Out of process (see step 2.28)

2.31 CR sends 
back to CM a new 

Counter offer 
(Stage2 SettPack)

2.36 Less 
than 5 days 

left?

NO

YES

2.32 Less than 
5 days left?

NO

YES

2.37 
Automatic 
extension:
+ 5 days

2.38 
Automatic 
extension:
+ 5 days

2.40 
Agreement on 

final 
settlement?

2.25 Is the 
claimant a 

child?

NO YES

STAGE
2-2 part II

YES

YES

2.44 Is
the Claimant

a child?

2.42 CR 
acknowledges

that the CM 
agreed

2.43 CR 
acknowledges

that the CM 
disagreed

NO

NO

2.26 Settlement 
payment made for 

damages

+5 days

+5 days

Note for 2.39: the +5 
days period is valid only 
if the claim comes from 
2.37 due to the 
automatic extension 
mechanism

2.35 Counter 
offer 

Accepted?

New offer

Accept
counter

offer
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NO

2.59 CR prepares 
and sends Court 

Proceedings Pack 
to CM

2.60 Insurer 
completes 

comments and 
check accuracy 

of settlement 
pack

(Annex 6)

2.61 CR 
acknowledges 
the Response 
sent by CM

5 days

END
(STAGE 3)

Expiration of the 15 days period:
The Additional Damages are not agreed.
The original Damages are agreed/not agreed as per the last offer 
made by the Compensator during the Stage 2 Settlement Pack 
negotiation.

A notification is then sent to both parties.

2.45 Do 
Additional 
Damages 

exist?

2.46 CR prepares 
and sends the Stage2 
SettPack adding the 
amount for Additional 

Damages

2.47 Settlement 
pack received 

and considered

YES

2.48 CR 
Acknowledges 

Agreement

AGREE

2.49 Is
the Claimant

a child?

YES

2.50 Settlement 
payment made for 

damages
NO

2.51 CR 
receives and 
considers the 
counter offer

COUNTER
OFFER

2.52 CM 
Acknowledges 

Agreement

AGREE

2.53 CM 
Acknowledges 
Agreement not 

reached

DO NOT
AGREE

2.55 Original 
Damages 
Agreed?

2.56 Additional 
Damages 
Agreed?

NO

YES

15 days (varied by agreement)

2.62 Claim 
leaves the 
process

YES NO

2.57 All 
damages 
agreed

2.58 Damages 
partially agreed

2.51 CR Acknowledges 
the timed out counter 

offer (for sure Additional 
damages are not 

agreed)

TIMEOUT

Claimant child:
The test about the claimant being a child is 
made only in case of AGREEMENT 
(ClaimantDOB – Date of Agreement < 18 
years) as per requirements.
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