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This scheme service contributes to, and is 
aligned with:

Government Goal(s):

3 - Results-Based Service Delivery

Also:  
4 - Stronger focus on the regions 
5 - Social and environmental responsibility

WorkCover WA strategic goal:

1 - Strategic scheme management

Regulating  
employers

Employer compliance with obligations under the 
Workers’ Compensation and Injury Management 
Act 1981 (the Act) is fundamental to the ongoing 
integrity and success of the scheme.  
WorkCover WA devotes significant attention to 
employers through the application of an Employer 
Compliance Framework.

During 2015/16 the Regulatory Services Division 
further refined the Employer Compliance Framework 
which defines:

• WorkCover WA’s risk-based approach to 
compliance activities

• methods used to detect instances of  
non-compliance

• core strategies used to encourage compliance: 
education, engagement and enforcement.

The refinements made to the Employer Compliance 
Framework resulted in:

• clearer definition of the Agency’s overall 
approach to employer regulation, including the 
development of new enforcement processes 

• improved Enforcement Criteria to more 
objectively determine appropriate enforcement 
action (letters of caution, infringement notices, 
prosecution). Development of statistical 
methods of detecting non-compliant employers 
via a predictive tool which uses analytical 
intelligence as explained on page 53.

Figure 15 outlines the outcomes of the Agency’s 
2015/16 employer regulatory activities.

723 Compliance inspections

Figure 15: 2015/16 compliance outcomes
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cancellations

Service 1: Scheme Regulation

Regulation of scheme participants for compliance with legislative requirements

Report on operations | WorkCover WA 2015/16 Annual Report

41

| Contents page |



42

Report on operations | WorkCover WA 2015/16 Annual Report

Targeted regulatory 
education
Scheme trends inform the delivery of regulatory 
education for all stakeholders. In the employer 
context, educational activities are targeted at 
industries that have presented a higher risk of 
non-compliance with the duty to maintain workers’ 
compensation insurance.

Regional compliance visits
WorkCover WA contributes to Government Goal 3 
(Results-Based Service Delivery) and Government 
Goal 4 (Stronger focus on the regions) by 
conducting educational and employer compliance 
visits to regional areas. WorkCover WA’s regional 
compliance activity is recorded below.

Recent compliance inspections of 178 acrylic nail 
businesses across Perth identified that one in four 
employers within this industry did not hold the 
required insurance. As a result these employers 
were issued infringement notices.

Targeted communication activities were 
developed to raise awareness of the legal 
requirement to have workers’ compensation 
insurance within this industry. As many of these 
employers did not speak English as their first 
language and conveyed difficulty understanding 
their requirements as employers, this involved 
publishing translated advertisements and articles 
within Vietnamese and Chinese community 
newspapers, and translating resources on the 
WorkCover WA website.

The results of the targeted regulatory education 
campaign will be available in the next financial 
year.

“...tiệm thẩm mỹ bị phạt 12,968 đô-la 
vì không mua bảo hiểm bồi thường 
công nhân viên.”

Tuyển dụng người và điều hành doanh nghiệp mà không mua bảo hiểm bồi thường công nhân viên cho tất cả công nhân viên của quý vị là trái luật.

Muốn biết thêm thông tin, xin quý vị gọi số 1300 794 744  
hoặc truy cập www.workcover.wa.gov.au/vietnamese

Quý vị có thể dễ dàng mua bảo hiểm của các công ty bảo hiểm được liệt kê trên trang mạng của WorkCover WA hoặc qua trung gian nhà môi giới bảo hiểm.

Christmas and Cocos (Keeling) 
Island 
WorkCover WA has a biennial Service Delivery 
Agreement with the Commonwealth Government. 
This Agreement ensures compliance obligations 
are being met in the Indian Ocean Territories, and 
education and advice is available to local employers 
and injured workers.

In November 2015, two WorkCover WA inspectors 
visited the Christmas and Cocos (Keeling) Islands 
for 10 days to educate stakeholders about workers’ 
compensation and promote employer compliance 
with the Act. 

Activities undertaken during the visit included:

• increasing stakeholder knowledge and 
understanding of workers’ compensation, injury 
management, return to work practices and noise 
induced hearing loss (NIHL). Employers and 
medical practitioners formed the primary focus 
for these activities

• meeting injured workers and employers to 
respond to specific enquiries about workers’ 
compensation.

A total of 125 compliance inspections were also 
completed and 97 businesses were confirmed to be 
employers. Following the inspections, enforcement 
action was taken against 15 employers.

To ensure that regulatory education campaigns 
are targeted at high risk industries, a predictive 
intelligence tool was developed in 2015/16. For  
more information on the tool, refer to  
‘WorkCover WA Communications Strategy 2016-18, 
Predicting industry compliance’ on page 53.

Vietnamese and Chinese  
Business Communities Plan

“……美容医疗公司因无员工工

伤保险被罚$12,968。”

雇用员工并经营生意却没有购买保障

全体员工的工伤保险是违法的。

西澳劳保局（WorkCover WA）网站

上列有保险公司的名单，以方便企业

购买保险。企业也可从保险经纪人处

购买保险。
了解详情，请致电1300 794 744， 

或访问www.workcover.wa.gov.au/chinese
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Geraldton 
Two WorkCover WA inspectors visited Geraldton for 
five days in June 2016 to educate stakeholders about 
workers’ compensation and injury management, and 
promote employer compliance with the Act. 

The visit focused on:

• improving employers’ and insurance brokers’ 
knowledge and understanding of workers’ 
compensation, injury management and return to 
work practices 

• targeted inspections of workplaces in the 
building and construction industry in and 
around Geraldton, to promote compliance with 
the Act.

There were 88 inspections completed and  
58 businesses were confirmed to be employers. 
Following the visit, five businesses are the subject of 
further investigation.

Noise induced hearing loss 
In 2015/16, WorkCover WA continued to offer advice 
and guidance to workers and employers across the 
State with regards to NIHL related tests and claims. 
Figure 16 outlines the Agency’s activities to monitor 
and manage NIHL claims.

765 Workers identified with potential 
NIHL claims

Figure 16: Involvement in noise induced hearing loss
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permanent hearing loss)

Subsequent election claims (additional 
five percent permanent hearing loss)

Full audiological assessments 
arranged
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approved insurers and self-insurers, registered 
agents, approved workplace rehabilitation providers 
(WRPs), approved medical specialists (AMS), 
approved audiometric officers, audiologists and 
audiometrists. 

Regulation of service providers in 2015/16 included:

• approval and monitoring of service providers 
(Table 5)

• annual review of the performance of approved 
insurers and self-insurers to measure compliance 
and identify areas for service improvement

• audits of workplace rehabilitation providers, 
insurers and self-insurers 

• investigation of complaints against service 
providers (Table 6)

• provision of training and workshops to groups of 
service providers about their roles and the role of 
WorkCover WA

• regular meetings with service providers and 
representative bodies to ensure open and 
collaborative responses to issues.

WorkCover WA continued to approve and monitor 
service providers in 2015/16 to ensure compliance 
with the Act and the delivery of appropriate 
standards of service. Service providers include 

Regulating  
service providers

This scheme service contributes to, and is 
aligned with:

Government Goal(s):

3 - Results-Based Service Delivery

Also: 
5 - Social and environmental responsibility

WorkCover WA strategic goal:

1 - Strategic scheme management

2 - Leadership

Table 5:  Approved and 
monitored service providers

Type of service 
provider

Approved 
in 2014/15

Approved 
in 2015/16

Monitored 
as at  

30/6/2016*

Insurers 0 0 9

Self-insurers 1 0 25

Registered  
agents

200 261 243

Workplace  
rehabilitation  
providers

8 41 45

Approved  
medical  
specialists

16 27 278

Audiometric  
officers,  
audiologists & 
audiometrists

79 50 502

Totals 304 379 1,102

*Reflects the total number of approved service providers  
in the scheme as at 30 June 2016.
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Table 6:  Complaints against 
service providers

Type of service 
provider

2012/13 2013/14 2014/15 2015/16

Insurers 17 4 11 7

Self-insurers 1 0 0 2

Registered  
agents

6 1 7 2

Workplace  
rehabilitation  
providers

7 1 2 7

Approved  
medical  
specialists

1 5 2 0

Audiometric  
officers,  
audiologists & 
audiometrists

0 0 0 0

Total  
complaints

32 11 22 18

Insurers and self-insurers 
WorkCover WA monitors approved insurers and 
self-insurers to ensure compliance with performance 
indicators and statutory requirements.

Annual performance review
The performance of all approved insurers is reviewed 
annually by the WorkCover WA Board (the Board). 
The Annual Review Report 2014/15 was considered by 
the Board in November 2015. The report provided an 
assessment of approved insurer performance with a 
focus on:

• financial management and viability
• material and financial resources
• claims management
• data management and reporting
• complaints
• standards of service. 

Biennial audit
WorkCover WA conducted audits of insurers and 
self-insurers in 2015/16 to ensure compliance with 
performance indicators and legislative requirements. 
Audits are also an effective means of identifying 
service issues and fostering a culture of continuous 
improvement. The audits indicated overall good 
compliance and provided insurers and self-insurers 
with specific improvement goals.

Complaints against approved 
insurers and self-insurers
WorkCover WA manages complaints about approved 
insurers and self-insurers in accordance with the 
Complaints Against Scheme Participants Policy. 
Processes and procedures for making a complaint 
are available on the WorkCover WA website.

In 2015/16 there were seven complaints against 
approved insurers, compared with 11 in the previous 
year. Of these complaints, one was substantiated, 
one was proven to be unsubstantiated, two were 
resolved by the parties and two were outside 
WorkCover WA’s jurisdiction. One complaint remains 
under investigation as at 30 June 2016. 

In 2015/16 there were two complaints against 
self-insurers, compared with none in the previous 
year. One complaint was substantiated and one 
withdrawn.

WorkCover WA encourages the use of the insurer’s 
internal dispute resolution process to resolve 
complaints and disputes in the first instance.
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Registered agents
WorkCover WA registers agents who may represent 
parties in proceedings in the Workers’ Compensation 
Conciliation and Arbitration Services (CAS). 

Registered agents are subject to performance 
monitoring by WorkCover WA for compliance with 
the Registered Agents Code of Conduct.

Most registered agents are employees of 
insurers, self-insurers, law firms or representative 
organisations and act under the instruction of their 
employer. 

In 2015/16, WorkCover WA approved 261 registered 
agents, of which six were independent registered 
agents. 

Complaints against registered 
agents
There were two complaints about registered agents 
in 2015/16, both of these relate to independent 
registered agents. One complaint was withdrawn 
and one remains under investigation.

Workplace rehabilitation 
providers 
Approved WRPs assist injured workers to return to 
work through various activities including workplace 
visits, vocational assessment, host employment 
placements and redeployment. 

WRP approvals are valid for three years. In 2015/16 
WorkCover WA renewed 31 existing WRPs and 
approved 10 new WRPs.

Complaints against workplace 
rehabilitation providers 
There were seven complaints against WRPs in 
2015/16, compared to two in the previous financial 
year. None of the complaints were substantiated. 

Audiometric officers, 
audiometrists and 
audiologists 
Audiometric officers, audiometrists and audiologists 
(AAOs) are approved by WorkCover WA to conduct 
air conduction hearing tests. A regulatory framework 
ensures high standards are maintained for the 
processing of hearing tests and audiological testing.

In 2015/16 WorkCover WA approved 50 AAOs to 
operate within the scheme. 

Complaints against approved 
audiometric officers, audiometrists 
and audiologists 
There were no complaints recorded against AAOs in 
2015/16.

Approved medical specialists 
WorkCover WA designates medical practitioners as 
AMS qualified to assess an injured worker’s degree of 
permanent impairment.

WorkCover WA will implement the National 
Permanent Impairment Guidelines based on the 
American Medical Association 5th edition Guides in 
2016/17. WorkCover WA is currently working with 
other jurisdictions to develop and adopt a consistent 
approach to meet the training needs of AMS.

For more information refer to ‘Implementation of 
National Guidelines for the Evaluation of Permanent 
Impairment’ on page 48.

In 2015/16 WorkCover WA approved 27 AMS. 

Complaints against approved 
medical specialists 
There were no complaints recorded against AMS in 
2015/16.
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A key goal of WorkCover WA is to ensure the stability 
and fairness of the workers’ compensation scheme 
by ensuring worker entitlements, premium rates and 
provider fees are fair and reasonable. 

During 2015/16 WorkCover WA made indexed 
adjustments to:

• the entitlement limits of injured workers 

• recommended premium rates for workers’ 
compensation insurance policies

• fees payable to medical and health providers 
operating in the workers’ compensation scheme.    

Improving scheme 
performance

This scheme service contributes to, and is 
aligned with:

Government Goal(s):

3 - Results-Based Service Delivery

Also: 
2 - Financial and economic responsibility 
5 - Social and environmental responsibility

WorkCover WA strategic goal:

1 - Strategic scheme management

2 - Leadership

Permanent impairment 
assessment framework 
In 2015/16, attention was focused on the permanent 
impairment assessment framework. Permanent 
impairment assessment is a key element of the 
WA scheme used by workers to access lump sum 
benefits and to support an election to pursue a 
common law claim. 

Two projects were undertaken during this financial 
year:

• internal review of the permanent impairment 
assessment framework

• preparation for implementation of National 
Guidelines for the Evaluation of Permanent 
Impairment.

Review of permanent impairment 
assessment framework
In 2015/16 a detailed internal review of the 
legislative and operational aspects of the 
permanent impairment assessment framework was 
completed. The review examined opportunities to 
improve administrative systems and governance 
arrangements.

The assessment framework review was cognisant 
of legislative review recommendations affecting 
permanent impairment assessment, and work 
underway to implement a standard national 
permanent impairment guidelines and training 
package for impairment assessors across Australia.

The assessment framework review identified a 
number of potential changes to the framework in 
areas such as:

• status of non-specialists

• impairment assessment training

• AMS competency

• complaints procedures.

The recommendations arising from the assessment 
framework review will be further considered as part 
of developing and implementing a new workers’ 
compensation and injury management statute. 
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Implementation of National 
Guidelines for the Evaluation of 
Permanent Impairment 
The WorkCover WA Guides for the Evaluation of 
Permanent Impairment (WA Guides) is a regulated 
publication used to guide the evaluation of an 
injured worker’s degree of permanent impairment by 
medical practitioners.

WorkCover WA has been working with other workers’ 
compensation jurisdictions, under the auspices 
of Safe Work Australia, to develop a nationally 
consistent impairment assessment guide and a 
training package for assessors.

During 2015/16 WorkCover WA finalised 
appropriate modifications to the national guides to 
accommodate the specific requirements of the WA 
legislative regime. The proposed new WA Guides 
have been endorsed by the Board and Medical 
Committee. Subject to formal approval by the 
Minister for Commerce the new WA Guides will be 
published and come into effect in Western Australia 
in late 2016.

The implementation of the new WA Guides will 
follow a training program for AMS and other 
stakeholders. The WA Guides will also be supported 
by revised Guidance Notes, administrative forms and 
fact sheets.

Targeting injury management 
and return to work practices
WorkCover WA continues to explore ways to improve 
injury management and return to work outcomes 
and practices for workers and employers.

In 2015/16 the Agency participated in a national, 
multi-year project undertaken by Monash University 
to develop clinical guidelines to assist general 
practitioners (GPs) in assessing, diagnosing and 
managing work related mental health conditions. 

The project brings together two injury management 
focus areas for the Western Australian workers’ 
compensation and injury management scheme: 

• the engagement of GPs in injury management 
and return to work processes 

• minimising the impact of psychological injury 
and mental health conditions.  

Recent and ongoing efforts in ‘injury management’ 
and ‘return to work’ will also be showcased at 
WorkCover WA’s Return to Work Conference 2017. For 
more information about the upcoming Conference 
refer to ‘Consultation and engagement with 
stakeholders’ on page 59.
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Data quality framework for 
claim and policy data 
Claim and policy data provided by insurers and  
self-insurers underpins a range of  
WorkCover WA activities including insurance 
compliance, development of recommended 
premium rates and provider performance 
monitoring. Access to high quality data is essential.

During 2015/16 WorkCover WA focused its data 
quality approach by establishing a Data Quality 
Framework to:

• define and document the quality of claim and 
policy data

• set relevant benchmarks for best practice.

The Data Quality Framework will assist in a transition 
from spreadsheet based data collection to an 
approach based solely on unit record data.

The Data Quality Framework was developed in 
consultation with insurers and includes specifications 
for pre and post production activities to support 
improved data quality.

In addition to documenting the Framework, 
reporting tools were developed to measure and 
report on existing data quality and identify emerging 
data quality issues.

During 2016/17 the elements of the Framework will 
be progressively operationalised within business 
practices and systems. 

Transition to ANZSIC 2006 for 
recommended premium rates
During 2015/16 WorkCover WA continued to work 
with stakeholders to transition premium rating 
classifications (PRC) based on the Australian and  
New Zealand Standard Industry Classification 
(ANZSIC) 1993 to classifications based on the ANZSIC 
2006 standard. 

During 2015/16 WorkCover WA commissioned the 
scheme actuary to produce indicative premium rates 
based on the new industry classifications. These 
indicative rates were used to assess the likely impact 
of the new classifications on industry classes and 
employers.

A transition plan will be implemented in 2016/17 to:

• address any data or actuarial issues associated 
with the implementation of the new 
classifications 

• inform employers and other relevant 
stakeholders of the premium rating classification 
changes.

The transition to premium rate classifications based 
on ANZSIC 2006 is planned to take place in the 
2017/18 financial year.

 

Definition of industrial award
In April 2016 a new regulation was effected which 
expanded the definition of ‘industrial award’ in the 
Act. 

The regulation clarified workers covered by 
Commonwealth industrial instruments are ‘award’ 
workers for the purpose of calculating weekly 
compensation payments under the Act.

Legislative Review Phase 2
In October 2014 the WA Government approved the 
drafting of a bill to repeal and replace the Act. This 
followed extensive consultation with stakeholders. 
Drafting instructions are currently with the 
Parliamentary Counsel’s Office.

Progressing  
legislative reform

This scheme service contributes to, and is 
aligned with:

Government Goal(s):

3 - Results-Based Service Delivery

Also: 
2 - Financial and economic responsibility 
5 - Social and environmental responsibility

WorkCover WA strategic goal:

1 - Strategic scheme management

2 - Leadership
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This scheme service contributes to, and is 
aligned with:

Government Goal(s):

3 - Results-Based Service Delivery

Also: 
2 - Financial and economic responsibility

WorkCover WA strategic goal:

1 - Strategic scheme management

2 - Leadership

Resolving disputes

WorkCover WA’s CAS provide a fair and cost effective 
system to resolve disputes that:

• is timely

• accessible, approachable and professional

• minimises costs to parties to disputes

• in the case of conciliation, leads to final and 
appropriate agreements between parties in 
relation to disputes 

• in the case of arbitration, enables disputes not 
resolved by conciliation to be determined with 
as little formality and technicality as practicable.

In addition to facilitating the resolution of 
disputes by conciliation, the Conciliation Service 
is responsible for recording finalised workers’ 
compensation claims through settlements  
(i.e. registration of memoranda of agreement and 
common law settlement deeds) and the processing 
of documents submitted in relation to common law 
matters.

The Conciliation Service registered 4,327 
Memoranda of Agreement in 2015/16.

CAS initiatives to improve service delivery in 2015/16 
included:

• an external evaluation of the effectiveness of 
CAS

• introduction of a Pre-Arbitration Conference 
Pilot Program

• ongoing enhancement of the core business 
management system (Dispute Case 
Management System)

• continuation of the Conciliation Officer 
Development Program.

Dispute resolution 
performance
The objective of the Conciliation Service is to provide 
a timely and effective service to assist parties to 
resolve their dispute by agreement. The focus of the 
Arbitration Service is resolving disputes according 
to their substantial merits. The following figure and 
table illustrates WorkCover WA’s achievement of 
these objectives, including numbers of applications 
accepted and cases completed. In Table 7, KPI 
effectiveness indicator 1.2 relates to Conciliation 
Services and 1.3 to Conciliation and Arbitration 
Services combined.

Initiatives to build on relationships and collaborate 
with stakeholders in 2015/16 included:

• delivery of targeted advocacy training (refer to 
Case Study 2 on page 52)

• establishing processes for the development, 
consultation and communication of Arbitration 
Service Practice Directions

• consultation via the Dispute Services Users 
Group  (Users Group).

Service 2: Scheme Services

Provision of effective and equitable dispute resolution and other services to scheme participants
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2,132 Conciliation applications 
accepted

Figure 17: 2015/16 CAS applications and cases*

2,171

511

521

Conciliation cases completed

Arbitration applications 
accepted

Arbitration cases completed

* The figures for conciliation and arbitration cases 
‘completed’ include some applications which were 
accepted for lodgement in previous financial years.

Table 7: 2015/16 KPI effectiveness 
indicators related to CAS

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

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 = 90.0%

R = 86.8%

T = 97.0%

R = 96.2%

Dispute Services Users Group
The Users Group was established as a means of 
engaging and consulting with key stakeholders 
involved with CAS including legal practitioners and 
registered agents. It provides an effective forum for 
the two-way exchange of information regarding 
the operations of CAS and workers’ compensation 
dispute resolution matters in general.

In 2015/16 the Users Group met on two occasions 
and considered a range of initiatives and issues 
including:

• the Advocacy Training Program

• Arbitration Service Practice Directions

• attempts to resolve disputes prior to lodging a 
conciliation application

• pre-arbitration conferences

• security within CAS.

Pre-arbitration conferences
A pilot program of pre-arbitration conferences 
commenced in 2016 in response to frequent 
discontinuance or settlement of arbitration matters 
just prior to a scheduled arbitration hearing. As 
part of the pilot, parties agree to participate in a 
conference (on a voluntary basis) held one month 
prior to the scheduled arbitration hearing. This is 
intended to narrow the issues in dispute prior to 
the arbitration date, and to minimise the resource 
impact of late discontinuance of matters.

The pilot program is still in its early stages and a 
review of its effectiveness will be undertaken in 
2016/17.

Conciliation Officer 
Development Program
The Conciliation Officer Development Program was 
first established in April 2014 to develop a pool of 
suitably skilled WorkCover WA staff to undertake 
the role of Conciliation Officer. This is a graduated 
program which builds skills and knowledge over a  
13 week period, in a supportive environment. 

The Program continued throughout 2015/16 with 
one staff member successfully completing the  
13 week program and another joining the program 
in May 2016. This has increased the capacity of the 
Conciliation Service to maintain appropriate staffing 
levels and service delivery.

Arbitration Service  
practice note
Practice notes are a common tool used in courts 
and tribunals. Practice notes are typically descriptive 
procedural documents that relate to a specific issue.

The Act authorises the Registrar, Arbitration to issue 
practice notes about the practice and procedure 
of arbitrators. The purpose of this project was 
to establish the processes for the development, 
consultation and communication of practice notes. 
The project was also used to introduce an initial 
practice note.

The initial practice note relates to interlocutory 
applications, procedures and consultation 
requirements and is available on the WorkCover WA 
website. 

The processes used to create and implement the 
practice notes were effective and future practice 
notes will be issued.
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Review of the Rules
Amendments to the Workers’ Compensation and 
Injury Management Conciliation Rules 2011 and the 
Workers’ Compensation and Injury Management 
Arbitration Rules 2011 (the Rules) took effect from 
1 July 2015. The amendments followed a 2014/15 
review which sourced feedback from stakeholders 
regarding the operation of the Rules.

Changes to the Rules have resulted in improved 
operational practices and increased efficiency in 
conciliation and arbitration, particularly:

• more timely filing of documents by parties 
across both services

• more consistent filing of notices consenting or 
opposing interlocutory applications prior to 
hearing, enabling the Arbitrator to anticipate 
and prepare for the parties’ respective arguments

• confirmation that (in most cases) the written 
statement of a witness would stand as his or 
her evidence in chief, significantly reducing 
the instances where evidence is sought to be 
adduced orally and in turn reducing hearing 
times.

Advocacy Training Program
On 8 March 2016, 60 legal practitioners and 
registered agents attended the Advocacy Training 
Program held in the conference suite at  
WorkCover WA. 

The delivery of an Advocacy Training Program 
engaged and consulted stakeholders involved  
with CAS. 

Refer to Case Study 2 for more detail.

Arbitration is an important dispute resolution 
service provided by WorkCover WA. A recent 
review identified that good advocacy skills can 
significantly improve outcomes at arbitration. 
In response to these findings WorkCover WA 
developed and delivered an Advocacy Training 
Program in March 2016.

Aimed at legal practitioners and registered agents 
who regularly appear before the Arbitration 
Service, the training program attracted  
60 attendees.

Program content
Delivered over a half day, the Advocacy Training 
Program was divided into three sessions and was 
accredited to provide Continuing Professional 
Development points.

Session one, presented by Principal Registrar 
Melville of the District Court of Western Australia, 
provided practical advice and real-life examples 
of the issues facing those preparing matters for 
arbitration.

In the second session, Member Quinlan (State 
Administrative Tribunal), presented on written 
advocacy, highlighting how the investment of time, 
effort and forethought to produce good written 
statements and submissions, will place clients in 
the best possible position with a decision maker.

The final session, presented by His Honour Justice 
Chaney, Supreme Court of Western Australia, 
covered the elements and importance of good oral 
advocacy.

Evaluation 
Evaluation results from the Advocacy Training 
Program showed that attendees strongly agreed 
the training improved their knowledge about 
what is required of them when appearing 
before the Arbitration Service. As a result their 
confidence in effectively presenting evidence 
(oral and written) and making submissions before 
the Arbitration Service increased.

Feedback suggested participants found the 
program practical and useful. The insights 
and perspectives of decision makers was well 
received, as were the practical case extracts, 
information handouts, tips and examples 
provided.

Future training
Due to the success of the Advocacy Training 
Program further training will be considered in 
2016/17. 

Case Study 2:  
Engagement with stakeholders of WorkCover WA’s 
Conciliation and Arbitration Services 
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“A particular highlight was hearing insights 
from Justice Chaney. His presentation and  
sense of humour made for an excellent  
listening experience.”

“The training was a great opportunity to come 
together with my peers and learn some  
new skills in the art of advocacy. All of  
the presentations were very relevant, 
helpful and practical.”
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WorkCover WA offers education, advice and 
assistance to workers, employers and all other 
stakeholders via a range of methods and resources. 
The provision of education and information is a vital 
WorkCover WA service aimed at establishing and 
increasing stakeholders’ knowledge of rights and 
responsibilities in regards to workers’ compensation 
and injury management.

WorkCover WA 
Communications Strategy 
2016–18
In 2015/16 WorkCover WA developed the External 
Communications Strategy 2016–2018 (the Strategy). 
The Strategy outlines the basis for the delivery 
of activities against the following themes of the 
WorkCover WA 2015–2018 Strategic Plan:

• empower scheme participants through advice 
and education

• continue to positively influence stakeholder 
behaviour.

The following projects were completed to assist 
in the development and implementation of the 
Strategy.

Project 1: Digital optimisation 
The WorkCover WA website was assessed in 
2015/16 to gauge whether the Agency’s main 
educational resource continues to meet the needs 
of stakeholders. Scenario-based qualitative exercises 
were conducted with employers and workers to test 
the useability of the website. 

Results were positive with the site found to be  
user-friendly and easy to navigate. The final report 
made recommendations for minor improvements, 
which were implemented in 2015/16. These 
included:

• adjusting the colour of web links so they are 
more visible

• revising content explaining technical processes 
to be more easily understood.

This scheme service contributes to, and is 
aligned with:

Government Goal(s):

3 - Results-Based Service Delivery

Also: 
4 - Stronger focus on the regions

WorkCover WA strategic goal:

1 - Strategic scheme management

2 - Leadership

Education and  
information

Project 2: Call data mining
Two years of telephone call data from the  
WorkCover WA Advice and Assistance Unit was 
also analysed to identify any trends in incoming 
queries from injured workers, employers and other 
stakeholders. The report provided opportunities to 
improve the way queries are recorded to increase 
the usefulness of this intelligence source, and 
highlighted areas that needed new or improved 
educational material.

Project 3: Predicting industry 
compliance 
Understanding where best to place resources is 
critical to delivering good regulatory outcomes.

In 2015/16 a predictive intelligence tool was 
developed which allows WorkCover WA to identify 
which industries present both a high risk of  
non-insurance and a high risk of claims. The tool 
uses data drawn from a number of known risks and 
behavioural factors. Completed in April, the first 
Industry Compliance Matrix Report identified the 
following industries present a higher risk of future 
non-compliance and/or claims:

• building construction

• construction services

• road transport.

An education campaign is in development to raise 
awareness of workers’ compensation and injury 
management obligations within these priority 
industries in 2016/17.
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Publications
WorkCover WA publishes a range of educational 
materials providing workers, employers and service 
providers with relevant and comprehensive sources 
of information.

In 2015/16 the Workers’ Compensation and Injury 
Management: A Guide for Workers (Workers’ Guide) 
was again the most requested publication by mail, 
comprising 60 percent of all publications ordered. 
The Workers’ Guide was also the most downloaded 
publication, recording 32 percent of all downloads.

WorkCover WA publications can be downloaded from 
the resources section on the WorkCover WA website 
– www.workcover.wa.gov.au/resources/forms-
publications

Workers’ Compensation  
and Injury Management:  
A Guide for Workers

6,788 3,405

Publication Mailed Downloaded

Figure 18: Publication distribution

Workers’ Compensation:  
A Guide for Employers 1,746 3,083

Injury Management:  
A Guide for Employers 1,632 1,612

A technical note  
on contractors and  
workers’ compensation

547 1,707

A Guide to Noise  
Induced Hearing Loss 252 255

What happens if there  
is a dispute? 202 463

Insurance Brokers’  
Code of Practice 183 116

Total 11,350 10,641

Website
The Agency maintained an informative internet 
presence throughout 2015/16, presenting 
information about stakeholders’ rights and 
responsibilities and WorkCover WA’s services and 
expertise. These are all presented in an accessible, 
accurate and user-friendly format. This included 
the distribution of 25 latest news articles to 1,192 
WorkCover WA website subscribers.

Other website outcomes for 2015/16 are outlined 
below.

Downloads
There were a total of 103,560 unique downloads of 
publications, forms, reports and other information in 
2015/16. This is a nine percent increase from 2014/15 
and can be largely attributed to the improved 
usability of the WorkCover WA website.

Figure 19: Top downloads 2015/16

Variations to the Prescribed 
Amount 2015/16

Workers’ Compensation 
Claim Form

Recommended Premium 
Rates 2015/16

Form 100 – Application  
for Conciliation

10,483

6,811

4,374

2,028
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General website statistics

48% 
New  
visitor

52% 
Returning 
visitor

Figure 20: Site visits

273,081  
      Total visits

Figure 21: Views by WorkCover WA website channels
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gpsupport website
WorkCover WA developed the gpsupport website 
(gpsupport.workcover.wa.gov.au) last financial year 
to provide a centralised educational resource for GPs 
involved with treating injured workers and assisting 
them through the return to work process.

In 2015/16, the gpsupport website was redesigned 
to match the WorkCover WA website’s style and 
functionality. The website is now more  
user-friendly and easier to navigate. The content was 
refined, enhancing the quality of our GP resources. 
Feedback about the revised site has been very 
positive. Through latest news articles on the site, and 
promotion at relevant events, WorkCover WA will 
continue to encourage use of the site as a key injury 
management and return to work resource for GPs.

Twitter
WorkCover WA uses Twitter to engage and 
communicate with external stakeholders. Important 
and relevant information is tweeted with links 
directing followers to a corresponding page on 
the WorkCover WA website for comprehensive 
information.

During 2015/16 WorkCover WA ‘tweeted’ 61 times 
and accumulated 287 followers including workers, 
healthcare providers, business managers, human 
resource officers and advocacy groups.

Figure 22: gpsupport site visits

Figure 23: gpsupport traffic sources

75% 
New 
visitor

25% 
Returning  
visitor

82% 
Referral  
traffic

12% 
Direct  
traffic

6% 
Search 
traffic

Advice and  
Assistance Unit
WorkCover WA’s Advice and Assistance Unit is the 
Agency’s frontline service for workers, employers 
and other service providers who require immediate 
guidance related to workers’ compensation and 
injury management matters. 

A call recording functionality that was implemented 
in 2014/15 enabled WorkCover WA to improve the 
quality of this service and identify specific training 
needs in 2015/16.

This year the Unit responded to 21,701 requests for 
advice and assistance by email, letters and over the 
phone from a broad cross section of stakeholders 
(predominantly workers and employers) and  
227 onsite queries received at the WorkCover WA 
reception desk. Topics covered included the claims 
process, injury management, return to work, weekly 
compensation rates and entitlements, workplace 
rehabilitation entitlements and dispute resolution.

Advice and Assistance staff received ongoing 
training focused on managing calls to provide timely 
and practical information and assisting callers who 
are experiencing difficult and stressful situations.
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Training and  
seminars
During 2015/16 WorkCover WA delivered a range 
of events in the form of seminars, information 
sessions and presentations. The activities informed 
stakeholders and the general public about issues 
surrounding workers’ compensation and injury 
management. These engagement activities also 
promoted collaboration and mutual respect 
between stakeholder groups by providing insight 
into the various elements of the scheme.

Welcome to WorkCover WA 
seminars
Welcome to WorkCover WA seminars are regular 
events in the Agency’s calendar. Providing an 
introductory overview of WorkCover WA and its 
role within the workers’ compensation and injury 
management scheme, the seminar offers attendees 
an opportunity to discuss individual queries and 
concerns with experienced divisional heads.

WorkCover WA conducted four seminars in 2015/16, 
informing and educating 206 stakeholders about the 
scheme.

In December 2015, a review of the format and 
content of the Welcome to WorkCover WA seminar 
presentation was conducted. An outcome from 
this review included developing a more substantial 
section within the presentation on injury 
management and return to work information.

Feedback on the seminars in 2015/16 has been 
positive, with the revised injury management and 
return to work section receiving high praise in recent 
event evaluation forms. 

Insurance Brokers’ Breakfast 
Seminar
The 2015 Insurance Brokers’ Breakfast Seminar was 
held on 10 December at Crown Perth. This was the 
sixth seminar since the commencement of the series 
in 2006, continuing WorkCover WA’s commitment 
to engaging with insurance brokers in collaboration 
with the National Insurance Brokers Association. 

Including a keynote presentation about the 
‘changing face of work’, the purpose of the seminar 
was to enable insurance brokers to:

• learn more about WorkCover WA and the 
Western Australian workers’ compensation 
scheme

• better understand WorkCover WA’s regulatory 
role

• hear about the latest scheme trends and 
developments.

The seminar was fully subscribed with 186 attendees, 
an increase from 117 the previous year. Feedback 
from attendees was positive and 82 percent of 
attendees indicated in their evaluation they would 
recommend the seminar to others.

General Manager Conciliation and Arbitration Services Wendy Attenborough delivering a  

presentation at the 2015 Insurance Brokers’ Breakfast Seminar.
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Approved medical specialist 
training
AMS are medical practitioners approved by 
WorkCover WA to carry out particular medical 
assessments.

AMS play an integral role in the scheme by assessing 
injured worker permanent impairment as part of the 
claims process. In order to be approved as an AMS, 
medical practitioners must complete formal training 
in permanent impairment assessment, including a 
WA specific session.

There were 27 new AMS registered in 2015/16 and 
one training session about the WA permanent 
impairment regime for prospective AMS was 
delivered.

Future AMS training initiatives will align with the 
National Permanent Impairment Guidelines which 
will be implemented in 2016/17.

Presentations 
Presentations on request 
WorkCover WA delivers a range of tailored external 
presentations to stakeholders upon request.

During 2015/16 the Agency delivered  
13 external presentations including small business 
owners, universities and health providers. These 
presentations focused on:

• employer obligations and the roles played by 
different parties (relevant to the audience)

• injury management and return to work 
information for health providers such as GPs, 
medical staff and occupational therapy students. 

Conferences and seminars 
In 2015, WorkCover WA presented a variety of 
external events including:

• Australian Insurance Law Association Seminar 
2015. This seminar was entitled  
‘WorkCover WA – How they see things’ and gave 
WorkCover WA the opportunity to present latest 
scheme trends and issues, CAS updates and 
practice experiences

• Fluoro Conference 2015 hosted by IFAP. This 
Conference gave WorkCover WA the opportunity 
to reinforce workers’ compensation and injury 
management obligations with reference to 
the current challenges faced by Australian 
businesses, employers and safety leaders

• Injury Schemes Seminar ‘Road to Recovery’ 
hosted by the Actuaries’ Institute. This seminar 
provided an opportunity for actuaries, scheme 
administrators, and injury and disability 
specialists to better understand the experiences, 
challenges and opportunities for injury schemes 
across Australasia. WorkCover WA presented 
a Western Australian scheme update at the 
seminar.
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Advisory Officer Daniel McBride at the Perth Franchising Expo.
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Consultation and engagement 
with stakeholders 
Small business events
Small business employers are a focus area for 
communication activities and in 2015/16  
WorkCover WA participated in the following targeted 
education events:

Perth Franchising Expo 
WorkCover WA exhibited at the Perth Franchising 
Expo held at Crown Perth in May 2016. Following 
a number of prosecutions of WA franchisees over 
the past two years, attending the expo formed 
part of WorkCover WA’s ongoing efforts to engage 
with existing and prospective franchise business 
owners about workers’ compensation and injury 
management obligations.

There were over 900 visitors at the Expo and the 
WorkCover WA stand was well attended. The 
majority of queries received were from prospective 
franchisees who were unaware of workers’ 
compensation and injury management obligations. 
WorkCover WA also encouraged franchisors to 
incorporate the WA workers’ compensation and 
injury management scheme requirements into their 
inductions for new franchisees. 

ATO Business Conversations
WorkCover WA exhibited at the ATO Business 
Conversations in June 2016. This event provided 
WorkCover WA with the opportunity to network with 
small business owners and answer queries in relation 
to workers’ compensation insurance, various working 
relationships, and claims processes. More than 75 
small business owners were in attendance at the 
event.

Bizlinks
WorkCover WA presented at the BizLinks seminar 
in May 2016. The event was hosted by the Small 
Business Development Corporation and nine 
government agencies presented to 61 attendees.  
The event provided WorkCover WA with the 
opportunity to educate small business owners on 
their workers’ compensation and injury management 
rights and obligations. The event was a success 
with a number of attendees remarking that prior to 
the seminar they were unaware they were legally 
obligated to have workers’ compensation insurance.

Return to Work Conference 2017 
Planning and coordination of the  
WorkCover WA Conference 2017 commenced in 
2015/16. The Conference will build on the success of 
the inaugural 2015 Injury Management Conference. 
The Conference forms part of WorkCover WA’s 
commitment to promoting and influencing best 
practice in injury management and return to work.

The Conference will also provide an important 
educational platform to drive the ongoing 
achievement of positive return to work outcomes for 
injured workers. Outcomes will be reported in the 
2016/17 Annual Report.

Collaboration
The Agency collaborates with others to contribute 
to the effective management of the workers’ 
compensation and injury management scheme. 
Such collaboration is aimed at ensuring ongoing 
improvement of workers’ compensation outcomes in 
WA and nationally. 

National collaboration
Heads of Workers’ Compensation 
Authorities
On 1 January 2016, WorkCover WA assumed the 
role of chair of the Heads of Workers’ Compensation 
Authorities (HWCA). HWCA comprises the Chief 
Executives (or their representatives) of the peak 
bodies responsible for the regulation of workers’ 
compensation in Australia and New Zealand. This 
includes Australia’s 10 workers’ compensation 
authorities and the New Zealand Accident 
Compensation Corporation.

HWCA’s vision is to promote and implement best 
practice in workers’ compensation arrangements 
in Australia and New Zealand in the areas of policy 
and legislative matters, regulation and scheme 
administration. HWCA also liaises with Safe Work 
Australia on workers’ compensation matters.

As chair of HWCA, WorkCover WA will provide 
executive and policy level support for meetings and 
national projects. WorkCover WA will also maintain 
an active role in driving a strategic policy agenda and 
change.
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Strategic Issues Group –  
Workers’ Compensation
WorkCover WA’s Chief Executive Officer is Western 
Australia’s representative on the Safe Work Australia 
Strategic Issues Group – Workers’ Compensation 
(SIG-WC). SIG-WC is a forum for workers’ 
compensation authorities and social partners to 
discuss national policy issues. SIG-WC has a strategic 
focus and develops initiatives to improve workers’ 
compensation arrangements across Australia. 

Some of the key activities progressed in 2015/16 by 
SIG-WC include: 

• work to implement nationally consistent 
arrangements for the assessment of permanent 
impairment

• publication of key benchmark reports including 
the Comparative Performance Monitoring 
Report and the Comparison of Workers’ 
Compensation Arrangements in Australia and  
New Zealand.

Personal Injury Education 
Foundation
WorkCover WA is a member of the Personal Injury 
Education Foundation (PIEF, www.pief.com.au) and 
continued to support programs developed by PIEF 
during 2015/16.

In 2015/16, PIEF provided return to work and case 
management training for professionals working with 
people with injuries (such as case managers and 
employer representatives). 

State collaboration 
Public Sector Safety and Injury 
Management Steering Committee
WorkCover WA is a member of the Public Sector 
Safety and Injury Management Steering Committee, 
which consists of representatives from WorkSafe, 
the Department of Commerce, RiskCover, the Public 
Sector Commission and UnionsWA.

Industrial Foundation for Accident 
Prevention
WorkCover WA’s cooperative partnership with the 
not-for-profit Industrial Foundation for Accident 
Prevention (IFAP) continued in 2015/16 by providing 
free information sessions to injured workers. IFAP 
is a registered training organisation providing 
education and information to injured workers about 
the workers’ compensation, injury management and 
return to work process.

In 2015/16, 10 free IFAP seminars were delivered to 
77 injured workers.

Commission for Occupational 
Safety and Health
The WorkCover WA Chief Executive Officer attends 
meetings of the Commission for Occupational 
Safety and Health. The Commission consists of 
representatives from employers, employees, 
government and people with expertise and 
knowledge in occupational safety and health 
matters. WorkCover WA provides ongoing support to 
the Commission’s objectives in the form of statistical 
data about work-related injury and disease.

Healthier Workplace WA
WorkCover WA has been working with Healthier 
Workplace WA (HWWA) to help promote better 
employee health through decreases in smoking and 
alcohol intake and increases in physical activity and 
healthy eating. WorkCover WA is a long standing 
member of the Advisory Group which provides ideas, 
feedback and support to HWWA to disseminate 
information about the program.

WorkCover WA’s own Safety, health and wellbeing 
initiatives are detailed in Section 4: Opportunities and 
challenges on page 65. 
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