
Annual Report

2015/2016

A workers’ compensation and injury management scheme that works for all



2

Introduction | WorkCover WA 2015/16 Annual Report

 3 Introduction
 3  About this report

 4 About us

 7 Year in review

11  Section 1: Agency in focus
12 Agency brief

12  Organisational structure

14 Leadership

18 Strategic planning

23 Enabling legislation

24 Governance

31 Performance Management Framework

33 People

34 Section 2: Scheme performance
35 Open and transparent reporting

35 Comparative overview

36 2015/16 scheme performance 

40 Section 3: Report on  
 operations
41 Service 1: Scheme Regulation

50 Service 2: Scheme Services

61 Section 4: Opportunities and challenges
62 Opportunity and accessibility

64 Equality and inclusion

65 Safety, health and wellbeing

66 Agency challenges

67 Information technology initiatives

68 Section 5: Disclosures and  
 legal compliance
69 Report on funds management

71 Other financial disclosures

77 Ministerial directives

77 Governance disclosures

82 Legal compliance

85 Government policy requirements

87 Section 6: Key Performance Indicators
88 Additional Key Performance Indicator information

90 Key Performance Indicators

102 Section 7: Financial statements and notes
103 Financial statements

107 Notes to the financial statements

Contents

WorkCover WA

Annual Report 2015/16 

© WorkCover WA, Government 

of Western Australia 2016

ISSN 1839 - 1281 

ISSN 1839 - 129X

Good Governance Guide Checklist  

on pages 78-79.



3

Introduction | WorkCover WA 2015/16 Annual Report

This publication may be copied in whole or part, with 
acknowledgement of WorkCover WA.

About this report

This report provides a comprehensive account of 
our oversight and regulation of Western Australia’s 
workers’ compensation and injury management 
scheme over the past year. An introduction to 
WorkCover WA (the Agency) and our year in review 
begins on page 7. For detailed information refer to 
section(s):

1. Agency in focus » p. 11

2. Scheme performance » p. 34

3. Report on operations » p. 40

4. Opportunities and challenges » p. 61

5. Disclosures and legal compliance » p. 68

6. Key Performance Indicators » p. 87

7. Financial statements and notes » p. 102

This report is consistent with the Public Sector 
Commission’s Western Australian Public Sector 
Annual Reporting Framework for the 2015/16 
Reporting Year and the Department of Treasury’s 
Model Annual Report for Net Cost of Service 
Statutory Authorities. 

In compliance with these guidelines, costs 
were minimised for production and printing, 
ensuring printed copies are limited. Every report 
is subsequently published on the WorkCover WA 
website www.workcover.wa.gov.au. The report 
conforms to State Government requirements for 
accessibility and readability, and can be viewed in 
PDF format as a whole, in sections or in an accessible 
Microsoft Word format. Alternative formats are 
available on request.

Introduction | WorkCover WA 2015/16 Annual Report

Welcome to our 2015/16 Annual Report

Greg Joyce 
Chairman 
WorkCover WA 
26 August 2016

Michelle Reynolds 
Chief Executive Officer 
WorkCover WA 
26 August 2016

Statement of compliance
To The Hon Michael Mischin MLC, Minister for 
Commerce.

In accordance with section 63 of the Financial 
Management Act 2006, we hereby submit for your 
information and presentation to Parliament the 
report of the WorkCover Western Australia Authority 
for the financial year ended 30 June 2016.

The Annual Report has been prepared in accordance 
with the provisions of the Financial Management 
Act 2006 and, where applicable, a statement 
acknowledging the incorporation within the Report 
of any special reporting requirements imposed upon 
WorkCover Western Australia Authority by any other 
written law.
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About us
Our profile
WorkCover WA is the government agency 
responsible for managing the workers’ 
compensation and injury management scheme in 
Western Australia (WA).

Our role includes:

• providing strategic policy advice to 
Government regarding workers’ compensation 

• regulating employers and service providers, 
and monitoring compliance with the Workers’ 
Compensation and Injury Management Act 1981 
(the Act)

• educating workers, employers and others 
about workers’ compensation and injury 
management

• providing an independent dispute resolution 
service for workers’ compensation issues.

Our purpose
WorkCover WA’s purpose is to lead a contemporary, 
healthy and integrated workers’ compensation 
scheme that is fair, accessible and cost-effective for 
all participants through:

• providing advice and guidance about workers’ 
compensation and injury management and 
return to work practices

• active, responsive and transparent management 
of the scheme 

• focused information, education and compliance 
activities 

• fair and timely dispute resolution

• a strong service focus.

Our vision
A workers’ compensation and injury management 
scheme that works for all.

Our strategic direction
This year marked the commencement of  
WorkCover WA’s 2015–2018 Strategic Plan (see  
page 18). The 2015–2018 Strategic Plan sets out three 
goals directing WorkCover WA’s activities:

Goal 1: Strategic scheme management

We will ensure the sustainability and strong 
performance of the scheme.

Goal 2: Leadership

We will lead continuous improvement of the scheme.

Goal 3: Agile & innovative organisation

We will strive to ensure WorkCover WA has the right 
people, culture, systems and processes.
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“
”

As WorkCover WA embarks on its new 2015–2018 Strategic Plan we 
know we must have the right culture, systems and processes in place 
to enable us to deliver the best possible workers’ compensation and 
injury management outcomes for the Western Australian community.

- Michelle Reynolds, CEO WorkCover WA

| Contents page |



Our values
Service
• We are clear about what we will deliver

• We consider our customers and their needs

• We commit, act and deliver

Excellence
• We are proactive, positive, flexible and act 

strategically

• We recognise that change is constant and that it 
can bring opportunity

• We build on opportunities

Respect
• We embrace diversity and individual differences

• We seek to understand and recognise peoples’ 
interests and rights

• We are fair and prompt in our actions and 
dealings with others

Integrity
• We are trustworthy and accountable

• We act in a consistent and impartial manner

• We are transparent in our decision making

Collaboration
• We work as a team

• We value the contribution of others

• We embrace a culture of open  
communication

5

Case Study 1:  
Living our values
Each year the four staff working on our Advice 
and Assistance line respond to an average of over 
20,000 external requests for information.

Almost all calls come from workers and 
employers navigating sometimes complex and 
often unfamiliar workers’ compensation and 
injury management issues. Providing trustworthy, 
accurate and impartial advice is the defining 
attribute of the Advice and Assistance Unit’s work.

“We never forget that we are dealing with real 
people experiencing real situations and that every 
case is different,” said Team Leader Linda Paisley.

Listening to our callers and being responsive 
to their needs allows the Agency to continually 
improve services and respond to what might be 
issues within our scheme.

In 2015/16 WorkCover WA proactively examined 
24 months of call data from Advice and 
Assistance to help us understand how we could 
improve the service. This effort directed us to 
improve our website and to identify and respond 
to frequently asked questions in a consistent 
manner.

For more information about the call data analysis 
refer to ‘Call data mining’ on page 53 in Section 3: 
Report on Operations. 

Team Leader Advice and Assistance Linda Paisley and  
Senior Registration Officer Brett Rothwell.
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Our stakeholders 
Workers and employers are the primary stakeholders 
of the Western Australian workers’ compensation and 
injury management scheme.

Many other stakeholders support the effective 
operation of the scheme by providing services to 
workers who have a work-related injury or disease 
and assisting employers to meet their obligations 
under the Act.

These stakeholders contribute to the primary 
scheme objective of returning an injured worker to 
safe and sustainable work as follows:

Workers & 
employers

Legal practitioners & 
registered agents

Audiologists & 
audiometric  

officers
Approved medical 

specialists

Assist with claims assessment,  
claims management &  
dispute resolution

Primary  
stakeholders

Insurers & 
self-insurers

Workplace  
rehabilitation  

providers

Allied health practitioners 
such as physiotherapists  

& psychologists

General practitioners &  
medical specialists

Assist with  
injury management  
& return to work

| Contents page |



Year in review
WorkCover WA Chairman 
and CEO report
This financial year marked the commencement of 
the WorkCover WA 2015–2018 Strategic Plan. The 
Strategic Plan positions us to meet the challenges 
ahead with renewed purpose, through a focused 
approach to strategic scheme management, 
leadership and innovation. Refer to Section 1: Agency 
in focus on page 11 for more information.

Our commitment to these goals during 2015/16 
ensured WorkCover WA continued to lead a workers’ 
compensation and injury management scheme 
that ‘works for all’  Western Australians. Nearly three 
quarters of scheme costs were expended on services 
and payments to the more than 30,000 workers who 
lodged a claim for a work-related injury or disease 
within this period. The WA scheme has consistently 
maintained one of the lowest standardised average 
premium rates in Australia and a positive funding 
ratio that is critical to scheme viability. The healthy 
state of the scheme is reflected in the analysis of 
Section 2: Scheme performance from page 34.

Greg Joyce
Chairman Michelle Reynolds 

CEO

In the pursuit of continued excellence WorkCover WA 
reviewed a number of operational areas in 2015/16, 
which involved:

• refining the Agency’s regulatory approach by 
enhancing the Employer Compliance Framework 
and Enforcement Criteria. These policy tools 
ensure a consistent and fair regulatory response 
to all employers who are found to be uninsured 
for workers’ compensation. For more information 
refer to Strategic Initiative 1 on page 19 in  
Section 1: Agency in focus.

• commissioning an independent evaluation of 
WorkCover WA’s Conciliation and Arbitration 
Services in 2015/16. The review found the 
Agency’s dispute resolution services are meeting 
their objectives of timeliness, cost effectiveness, 
fairness and accessibility. Refer to Strategic 
Initiative 2 on page 20 for more details.

• embarking on a ‘Digital First’ information 
technology plan to deliver the required 
infrastructure to support Agency operations. For 
more information refer to Strategic Initiative 4 on 
page 21.

These initiatives highlight WorkCover WA’s  
whole-of-Agency approach to innovation and 
improvement. To support this approach, staff 
participated in workshops designed to increase their 
understanding and capability around innovative 
thinking and practice. This learning is outlined in 
more detail in Section 1: Agency in focus on page 33.

WorkCover WA displayed its leadership credentials 
on a national front by assuming the role of chair of 
the Heads of Workers’ Compensation Authorities 
from 1 January 2016. For more information refer 
to ‘National collaboration’ on page 59 in Section 3: 
Report on operations.

As the Agency consolidates its strategic direction 
into the new financial year the Western Australian 
community can remain confident we have the right 
people, systems and processes in place to continue 
to deliver excellent workers’ compensation and injury 
management outcomes for all stakeholders.

7
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Year in numbers

21,928  
requests  
for advice and  
assistance handled by  
the Advice and Assistance Unit

10,083 
enquiries  
into expired policies, 
cancellations and  
lapsed/expired policies

757 
investigations  
into potential breaches 
of the Act

4,327  
registrations 
of Memoranda of  
Agreement for  
finalising workers’ compensation  
claims via settlement

2,171  
conciliations  
and  

521 arbitrations
completed

11,350 
publications  
mailed to workers, 
employers and service 
providers

2,990 hours 
of staff training 
completed

273,081  
visits 
to the  
WorkCover WA website

220 
infringement  
notices &  
prosecutions  
issued or completed  
against non-compliant employers

| Contents page |
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Figure 1: WorkCover WA income for 2015/16Year in dollars
The majority of funding (78 percent) for  
WorkCover WA’s activities is derived from insurer 
contributions, and by a direct levy on employers who 
are approved by WorkCover WA to self-insure. 

The snapshot below represents a consolidation 
of both the General and Supplementation Funds. 
Please refer to Section 7: Financial statements and 
notes on page 102 for more detailed analysis and 
disclosure.

Table 1: WorkCover WA  
totals for 2015/16

Revenue $27.397 million

Expenditure $23.094 million

Wages and salaries and associated employee benefit 
expenditure, accounts for the majority of Agency 
expenditure. The remaining funds were expended 
on uninsured claims, supplies and services, 
accommodation and other expenses.

Refer to Figure 2 for a breakdown of expenditure.

Full financial analysis and disclosures  
available at:

• Report on funds management » p. 69
• Financial statements and notes » p. 102

Figure 2: WorkCover WA expenditure 2015/16

Year scorecard
2015/16 performance snapshot
The outcomes of WorkCover WA’s activities and 
services are measured by Key Performance Indicators 
(KPIs) comprised of effectiveness and efficiency 
indicators. The 2015/16 scorecard provides a 
snapshot view of our performance for the year.

Full explanations on all measures, analysed against 
previous years and set targets, are located on the 
page(s) referenced under each indicator in Tables 2 
and 3.

Figure 3 summarises the delivery of our 2015/16 
Strategic Initiatives. 

Table 2: Indicators of effectiveness snapshot

Description 2015/16 Target (T)  
and Result (R)

1.1
Ref. 
p. 92

Number of  
non-compliance 
events identified as 
a result of a claim on 
the General Account

1.2
Ref. 
p. 94

Proportion of 
conciliations 
completed within  
eight weeks

1.3
Ref.
p. 94

Proportion of 
disputes resolved 
within six months

T = 7

R = 9

T = 97.0%

R = 96.2%

T = 90.0% 

R = 86.8%

78.41% 
Insurer 
contribution

4.81% 
Other revenue

9.28% 
Interest revenue

7.51% 
Employers’ 
Indemnity 
Supplementation Fund

64.48% 
Employee 
benefits expense

0.13% 
Loss on  
disposal of  
non-current 
assets

6.19% 
Other  
expenses

13.80% 
Supplies  
and services

0.22% 
Grants and 
subsidies

3.98% 
Depreciation 
and amortisation 
expense

8.71% 
Claims  
expense

2.49% 
Accommodation 
expenses

| Contents page |
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Table 3: Indicators of efficiency snapshot

Description 2015/16 Target (T)  
and Result (R)

1.1
Ref.  
p. 96

Average cost 
per employer 
compliance 
activity

1.2
Ref.
p. 97

Average cost per 
approved and 
monitored service 
provider

1.3
Ref.
p. 98

Average cost per 
client contact 
to provide 
information and 
advice

2.1
Ref.
p. 99

Average cost 
to complete a 
conciliation

2.2
Ref.
p. 100 

Average cost 
to complete an 
arbitration

2.3
Ref.
p. 101

Average cost 
to process a 
Memorandum  
of Agreement

Figure 3: Delivery of 2015/16 Strategic Initiatives

T = $299

R = $281

T = $3,581

R = $3,472

T = $101

R = $106

T = $1,993

R = $2,095

T = $10,100

R = $10,084

T = $369

R = $339

Commitment:

Employer Compliance Strategy

Outcome:

Employer Compliance Framework and 

Enforcement Criteria were successfully 

completed and implemented.

Commitment:

Standard Operating Environment (SOE) and 

Infrastructure Replacement program (Stage 1&2)

Outcome:

A complete infrastructure refresh and SOE 

replacement was completed across the Agency.

WorkCover WA Windows XP computers have 

been replaced with Windows 10 running in a 

virtual desktop environment.

Delivered

Delivered

In progress

Delivered1 2 
Commitment:

Conciliation and Arbitration  

Services (CAS) Evaluation

Outcome:

WorkCover WA contracted the Australian 

Centre for Justice Innovation (ACJI) at Monash 

University to complete an evaluation of CAS. 

Results from the evaluation found that CAS 

meets core objectives and stakeholders are 

satisfied with CAS.3 
4

Commitment:

GP Clinical Guidelines for Mental Health 

Compensation Claims (Stage 1)

Outcome:

WorkCover WA participated in a national 

research project which will deliver guidelines 

to assist GPs with the management of mental 

health claims.

This initiative is due to be completed in 

2018/19.
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