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Service 1: Scheme Regulation
Regulation of scheme participants for compliance with legislative requirements.

1 
Workers’ Compensation 
Regulatory Framework Regulating employers
As part of the continuous improvement 
focus within Regulatory Services, a Workers’ 
Compensation Regulatory Framework (the 
Framework) was approved by the Board in  
June 2016. The Framework provides staff with a 
‘one stop shop’ for all regulatory tools.

In the course of developing the Framework:

• all regulatory tools were reviewed and   
 updated

• regulatory policies were developed for all   
 stakeholders 

• supporting regulatory processes were   
 developed

• reviews were undertaken of all Standard   
 Operating Procedures

• a Quality Criteria Checklist was produced to  
 ensure document standards are maintained.

Regulatory policies for employers, insurers,  
self-insurers, service providers and 
communications and education are available to 
stakeholders on the WorkCover WA website. All 
documents will be reviewed on an annual basis. 

This scheme service contributes to, 
and is aligned with:

Government Goals:

 
WorkCover WA strategic goal:

1 - Strategic scheme management

Sustainable Finances 

Future Jobs and Skills 

Stronger Communities 

Better Places

WorkCover WA devotes significant resources to 
regulating employers for compliance with their 
obligations under the Workers' Compensation and 
Injury Management Act 1981 (the Act) through the 
application of an Employer Compliance Framework.

During 2017/18, employer compliance activities 
included:

• expired policy enquiries

• assessment of policy cancellation    
 requests

• investigations into suspected:

 – breaches of an employer’s legal  requirement  
 to hold workers’  compensation  insurance to  
 cover all workers

 –  late/irregular weekly payments to injured  
  workers

 –  fraud

• proactive campaigns to educate    
 employers and identify non-compliance in  
 particular industries and suburbs (refer to   
 page 46 for further information) 

• regional compliance visits (refer to page 44 for  
 further information).
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Figure 18: 2017/18 compliance outcomes

Figure 19: 2017/18 KPI effectiveness indicator related to employer 
compliance

  Compliance inspections 
 

  Compliance investigations 
 

  Letters of caution sent  
 

  Infringement notices issued  
 

  Prosecutions completed 
 

  Enquiries into lapsed/  
  expired policies  
   
  

 
WorkCover WA’s effective regulation of employers 
is also demonstrated through the following 
Agency Key Performance Indicator (KPI) of 
effectiveness:

2,230

83

43

4,515

2,512

529

6,707

Enquiries into policy    
cancellations 

Target= 6

Result = 4

1.1 
Ref 
p. 98

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

Implementation of a new 
investigation model
Since the 2014 introduction of infringement notices 
for less serious breaches of workers’ compensation 
legislation, modified penalties have been applied 
on more than 95 percent of all enforcement cases. 
As this outcome is less time and resource intensive 
than preparing cases for prosecution, it was 
recognised that WorkCover WA’s processes could be 
simplified to reflect a less rigid approach to 
investigation.

The objectives were to update the investigation 
model to:

• recognise the more administrative nature of  
 the majority of investigations

• create greater transparency and consistency  
 in compliance decision-making

• streamline processes and remove delays,   
 duplication and unnecessary steps.

A new investigation model, supported by internal 
policies and templates, was introduced on  
1 March 2018 and underpinned by Service 
Standards implemented in April 2018. Standards 
have been developed to reflect good practice in 
case management, investigations, administrative 
decision making and customer service. 

The new investigation model has resulted in 
the number of compliance investigations more 
than doubling from 1,161 in 2016/17 to 2,512 in 
2017/18. Data collected through this model is also 
being used to improve the targeted detection 
of businesses that employ workers without 
workers’ compensation insurance. WorkCover WA 
Inspectors are assigned geographical portfolios 
to enlarge the Agency’s regulatory footprint and 
provide more effective detection of uninsured 
employers. 

This project was successfully completed in 
2017/18. 
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KIMBERLEY

PILBARA

MID WEST
GASCOYNE

GOLDFIELDS-
ESPERANCE

WHEATBELT
PERTH

PEEL

SOUTH WEST GREAT 
SOUTHERN

Regional plan
WorkCover WA aims to ensure all employers, 
irrespective of where they operate within the 
State, comply with their obligations in relation to 
workers’ compensation and injury management.

To increase WorkCover WA’s presence in the 
regional areas of Western Australia (WA), 
WorkCover WA maintains a three year 
 Regional Plan to ensure systematic compliance 
and educational activities within the regions.

This year WorkCover WA completed all remaining 
visits in the 2015-2018 Regional Plan. The visits 
were well received by employers, insurers, 
insurance brokers, workers and medical service 
providers in the areas. A new Regional Plan for 
2018-2019 has been approved.

For further information on our regional activities in 
2017/18 see Case study 1: Regional activity below.

Case study 1: Regional activity
Under the Regional Plan, WorkCover WA visited 
nine regional centres in 2017/18. During the visits, 
WorkCover WA conducted workplace compliance 
inspections and delivered education seminars 
to medical clinics, employer groups and regional 
insurance branches.
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Pilbara

In August 2017, WorkCover WA carried out 
87 inspections on businesses in Karratha and 
Dampier. The majority of businesses visited were in 
the retail industry. WorkCover WA inspectors also 
consulted a local insurance broker during the visit 
to provide education.

Goldfields

In September 2017, WorkCover WA carried out 
124 inspections on businesses in Esperance, 
Ravensthorpe and Hopetoun. WorkCover WA 
inspectors also met with Ravensthorpe Regional 
Council, Esperance Chamber of Commerce and 
Esperance Business Local during the visit.

Kimberley

In October 2017, WorkCover WA carried out 
64 inspections on businesses in Kununurra. 
The majority of businesses visited were in the 
mechanical repair, tourism, retail and café 
industries. Inspectors also met with Kimberley 
Small Business Support, who expressed interest 
in having WorkCover WA involved in annual 
information sessions for business owners in 
Kununurra and Broome.

Wheatbelt

In October 2017, WorkCover WA travelled to the 
Wheatbelt town of Dallwallinu to deliver a joint 
presentation with Local Government Insurance 
Scheme (LGIS) to local shire representatives and 
educational materials to the town’s medical 
practice. 

WorkCover WA inspectors also visited Jurien Bay, 
Lancelin, Gingin and Toodyay in November 2017 
and carried out 71 inspections on businesses in the 
area. 

Midwest

In November 2017, WorkCover WA officers visited 
Geraldton, Dongara and Kalbarri and carried 
out 52 inspections on businesses in the area. 
The officers also delivered a joint presentation 
with LGIS to representatives from the Shires of 
Geraldton, Dongara, Carew and Mingenew, and 
held meetings with local insurers, insurance 
brokers, accountants and a business advisory 
service.

Great Southern

In February 2018, WorkCover WA inspectors carried 
out 86 inspections on businesses in Albany and 
met with four local insurance brokers during the 
visit. Information packs were provided to six local 
medical practices in the region to raise awareness 
of WorkCover WA’s gpsupport website and where 
to direct injured workers for more information.

South West

In May 2018, WorkCover WA officers conducted an 
educational visit to Bunbury. The officers attended 
a BizLinks Forum event and conducted a pop up 
information booth at Bunbury Forum. They also 
visited three insurers, five insurance brokers, eight 
medical practices, three health care providers, 
WorkSafe WA and South West MLC Adele Farina’s 
office to provide education and deliver information 
packs. 

Gascoyne

In May 2018, WorkCover WA carried out 40 
inspections on businesses in Carnarvon and  
Coral Bay. Businesses that were inspected included 
a hairdresser, real estate agents, cafes, tour 
operators and retail stores.  

WorkCover WA also provided education and 
delivered information packs to the Shire of 
Carnarvon, Carnarvon TAFE, Carnarvon Medical 
Health Campus, Carnarvon Medical Centre, 
insurance brokers and Coral Bay Nursing Post.

Christmas Island

WorkCover WA, in collaboration with the 
Commonwealth Government, visited Christmas 
Island in May 2018. Inspections were conducted 
on 77 businesses, with the majority in the mining 
and retail industry. WorkCover WA officers also held 
meetings and delivered educational packs to social 
workers, health services, the Shire of Christmas 
Island and the Indian Ocean Territories office. 

Indian Ocean Territories Service 
Delivery Arrangement
WorkCover WA has a 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 2017/18 WorkCover WA and the Commonwealth 
Department of Infrastructure and Regional 
Development completed a new Service Delivery 
Agreement which runs from 1 July 2017 to  
30 June 2021.
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As part of the campaign, WorkCover WA held a 
Residential Construction Industry Seminar on  
10 April 2018. Further information on the 
Residential Construction Industry Seminar can be 
found on page 63. WorkCover WA also exhibited 
at the Perth Tradies Expo from 22 to 24 June 2018. 
Further information on the Tradies Expo can be 
found on page 64.

Targeted regulatory 
education
WorkCover WA’s Education Plan aims to raise 
awareness of our Agency and the rights, roles 
and responsibilities of various parties within the 
scheme. 

WorkCover WA’s targeted regulatory education 
campaigns are explained in further detail below. 

 
Case study 2: Industry campaigns
Hand Car Wash Campaign

The first industry campaign ran from July to 
September 2017 and focused on the car wash 
industry. During the campaign, WorkCover WA 
inspectors conducted 24 inspections. One 
employer was prosecuted for failing to hold 
insurance and others were issued with 
infringement notices.

Educational letters were distributed to car wash 
employers selected at random and to key industry 
representatives including the Australian Car Wash 
Association (ACWA), Small Business Development 
Corporation (SBDC) and the Chamber of 
Commerce and Industry Western Australia (CCIWA).

Two WorkCover WA officers attended an ACWA 
meeting in March 2018 to discuss campaign 
findings and industry specific workers’ 
compensation concerns, such as the use of 
contractors in car wash businesses.

This emerging industry continues to be monitored 
by WorkCover WA and our Agency has been 
working with ACWA to educate business operators 
about their workers’ compensation obligations. 

Road Freight, Restaurants and Cafes Campaign

The second industry campaign ran from October 
to December 2017 and focused on road freight 
services, restaurants and cafes. 

WorkCover WA sent letters to the SBDC, CCIWA, 
Transport Workers Union, WA Road Transport 
Road Association, National Road Transport 
Association, Transafe WA, National Restaurant 
Association, and the Restaurants and Catering 
Industry Association of WA. The letters directed 
recipients to the WorkCover WA website and 
acted as an informative tool to educate industry 
representatives of the Agency’s role in the scheme 
and to remind employers of their duty to hold 
workers’ compensation insurance.

An article was published in Wheels Magazine in 
December 2017 further promoting the campaign’s 
key messages to transport operators. 

The campaign was a success, with WorkCover WA 
inspectors conducting 408 inspections.

Residential Construction Industry Campaign

The final industry campaign ran from January 
to June 2018 and focused on the residential 
construction industry. WorkCover WA inspectors 
conducted compliance checks during this time on 
painters and bricklayers.

Articles and advertisements were published in 
industry publications including Master Builders 
Magazine and the Housing Industry Association’s 
Building News. An educational email was also sent 
to residential construction industry associations 
and over 300 employers advising them of the 
campaign and of their duty to hold workers’ 
compensation insurance.

A Residential Construction Industry Seminar was held on  
10 April 2018. For more information go to page 63.
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GP campaign
The GP campaign was developed in 2017/18 with 
the aim of educating general practitioners on their 
role within the scheme and the importance of 
Certificates of Capacity.

As part of the campaign, WorkCover WA 
determined the top ten suburbs in WA with 
the highest number of workers’ compensation 
claims and targeted medical centres within 
these suburbs. Educational emails and resources 
were sent to over 70 medical centres in suburbs 
including Baldivis, Ellenbrook and Thornlie.

Articles were also published on the WorkCover WA 
and gpsupport websites, and educational posts 
published on our Twitter and Facebook pages. 

In 2018/19, WorkCover WA will publish further 
articles and advertisements in relevant medical 
publications. The results of the campaign will be 
available next financial year.

Business insurance packages
In 2017/18 WorkCover WA identified a number of 
cases where employers mistakenly believed their 
‘business insurance package’ covered them for 
workers’ compensation. Many of these packages 
specifically exclude workers’ compensation liability.

In response to these findings, WorkCover WA ran 
a targeted education campaign which involved 
submitting e-news articles to relevant agencies 
and associations. The articles advised employers to 
check they had adequate workers’ compensation 
insurance coverage, and this information was also 
published on the WorkCover WA Facebook and 
Twitter accounts.

Letters were sent to approved and other 
commercial insurers requesting their ‘business 
insurance’ product advertisements be clear about 
whether workers’ compensation insurance was 
included or not. WorkCover WA worked directly 
with one large business insurance provider to 
correct information on their website. 

The issue was also promoted at the Insurance 
Brokers’ Breakfast Seminar in December 2017. See 
page 63 for more information about this event.

Noise induced hearing loss
In 2017/18, WorkCover WA continued to offer 
advice and guidance to workers and employers 
across the State with regards to noise induced 
hearing loss related tests and claims.

 
 
Figure 20: Involvement in noise induced hearing   
loss in 2017/18

Workers identified with potential 
noise induced hearing loss claims 

Full audiological assessments 
arranged

Otorhinolaryngology (ear, nose and 
throat) assessments of occupational 
hearing loss arranged

Successful claims for work-related 
gradual onset noise induced 
hearing loss

First election claims (10 percent 
permanent hearing loss)

Subsequent election claims 
(additional five percent permanent 
hearing loss)

738

140

92

206

100

8
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Regulating service providers

WorkCover WA approves and monitors 
service providers to ensure compliance 
with the Act and an appropriate standard 
of service delivery. WorkCover WA approves 
and monitors the following service 
providers:

• insurers and self-insurers

• registered agents

• workplace rehabilitation providers 

• approved medical specialists 

• audiometric officers, audiologists and  
 audiometrists. 

Regulation of service providers in 2017/18 
included:

• 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

• approval, renewal and reinstatement   
 of workplace rehabilitation providers and   
 registered agents

• review of service delivery proposals 

• approval of a self-insurer

• revocation of a self-insurer

• investigation of complaints

• regular meetings with service providers and  
 representative bodies

• delivery of regulatory education to influence  
 best practice service provision.

*Reflects the total number of approved service providers in the 
scheme as at 30 June 2018. 

#Seven insurers were renewed in November 2016 as a 
consequence of the expiry of their current period of approval. The 
approval of one insurer had not yet expired.

Table 4: Approved and monitored service providers

Type of  
service provider

Total  
Approved  
(2016/17)

Total 
Approved 
(2017/18)

Monitored 
as at 

30/6/2018*

Insurers 7# 0 8

Self-insurers 0 1 24

Registered agents 221 243 225

Workplace 
rehabilitation 
providers

3 4 46

Audiometric 
officers, 
audiologists and 
audiometrists

58 48 433

Approved medical 
specialists

7 9 267

Totals 296 305 1,003

This scheme service contributes to, 
and is aligned with:

Government Goals:

WorkCover WA strategic goal:

1 - Strategic scheme management

2  - Leadership

Sustainable Finances 

Stronger Communities 
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Table 5: Complaints against service providers

Type of  
service provider

2014/15 2015/16 2016/17 2017/18

Insurers 11 7 4 5

Self-insurers 0 2 0 1

Registered agents 7 2 2 2

Workplace 
rehabilitation 
providers

2 7 0 0

Audiometric officers, 
audiologists and 
audiometrists

0 0 0 0

Approved medical 
specialists

2 0 2 0

Total complaints 22 18 8 8

WorkCover WA  
Online Services
WorkCover WA’s Online Services project continued 
throughout 2017/18 with a focus on streamlining 
and digitising a number of insurer, noise induced 
hearing loss (NIHL) and workplace rehabilitation 
processes. 

Processes included in the 2017/18 project 
were those used daily by insurers, self-insurers, 
audiometric officers, audiometrists, audiologists 
and workplace rehabilitation providers. The new 
online services were scheduled to be finalised and 
released in the first week of 2018/19. 
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Insurers and self-insurers
WorkCover WA monitors approved insurers 
and self-insurers to ensure compliance 
with performance indicators and statutory 
requirements. Improvements were made 
by WorkCover WA in 2017/18, with policy 
cancellations and 75% leave loading requests 
now being lodged through WorkCover WA Online. 
More information about WorkCover WA Online for 
insurers and self-insurers is on page 49.

WorkCover WA approved insurers
• Allianz Australia Insurance 

• Catholic Church Insurances

• CGU Workers’ Compensation (Insurance   
 Australia Group) 

• GIO Insurance (AAI Limited)

• Guild Insurance 

• QBE Insurance 

• WFI Insurance (Insurance Australia Group) 

• Zurich Australian Insurance

• Insurance Commission of WA* 
 *insurance covering WA State Government   
 workers 

WorkCover WA approved  
self-insurers

• Alcoa World Alumina

• Arrium Ltd (revoked 9 October 2017)

• ANZ Bank 

• BHP Billiton 

• Bluescope Steel

• BP Australia

• Brambles

• Bristile

• Cockburn Cement

• Competitive Foods Australia

• CSR

• Holcim (Australia) Holdings

• Inghams Enterprises 

• ISS Facility Services Australia

• Metcash

• Myer

• Onesteel (approved 3 January 2018)

• Primary Health Care

• South32

• St John of God Health Care

• Wesfarmers

• Western Australian Local Government   
 Association

• Westpac Banking Corporation

• Woodside Energy

• Woolworths Group

Annual performance review
The performance of approved insurers is reviewed 
annually by WorkCover WA. The Annual Review 
Report 2016/17 was considered by the Board 
in November 2017. The report provided an 
assessment of approved insurer performance 
under the following categories:

• service delivery and claims management

• settlements and disputes

• data submission

• audit results. 

While all insurers were considered to meet 
service expectations, some insurers received 
“improvement letters” seeking commitment to 
address issues where performance fell below the 
benchmark or the insurer average. 

WorkCover WA audits of insurers and self-insurers 
considered the management and application of 
internal dispute practices by insurers and  
self-insurers. Opportunities for improvement were 
identified and relayed where appropriate. 
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WorkCover WA also wrote to all insurers following 
the 2016/17 review seeking an improvement in the 
timeliness and quality of policy and claims data 
submitted. Whilst this remains an area of focus, all 
insurers demonstrated some improvement in the 
timeliness of policy data submitted.

Complaint investigations 
against approved service 
providers
WorkCover WA manages complaints about 
approved service providers in accordance with the 
Complaints Against Scheme Participants Policy. 

Processes and procedures for making a complaint 
are available on the WorkCover WA website. 

WorkCover WA encourages the use of service 
provider internal dispute resolution processes 
to resolve complaints and disputes in the first 
instance.

Insurers and self-insurers
Insurers and self-insurers provide underwriting, 
claims and injury management services to 
employers and injured workers.

Complaint investigations against 
approved insurers and  
self-insurers
In 2017/18 WorkCover WA investigated five 
complaints against approved insurers, compared 
with four in the previous year. One of these 
complaints was substantiated. 

One unsubstantiated complaint against a  
self-insurer was investigated in 2017/18, compared 
with no complaints in 2016/17. 

Registered agents
WorkCover WA registers agents who may 
represent parties in proceedings in the Workers’ 
Compensation Conciliation and Arbitration 
Services. 

Registered agents are approved and regulated by 
WorkCover WA and are subject to performance 
monitoring for compliance with the Registered 
Agents Code of Conduct, as well as a gazetted scale 
of costs.

Most registered agents are employees of 
insurers, self-insurers, law firms or representative 
organisations and act under the instruction of their 
employer. Some agents are approved to operate 
as independent registered agents. Independent 
registered agents are not legal practitioners and 
cannot provide advice about matters other than 
the resolution of workers’ compensation disputes.

In 2017/18, there were 225 registered agent 
approvals, of which four were independent 
registered agents.

Complaint investigations against 
registered agents
There were two complaints against a former 
independent registered agent made in 2017/18, 
however, WorkCover WA was unable to investigate 
as the agent was not registered when the 
complaints were made.

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

Workplace rehabilitation provider approvals are 
valid for three years. In 2017/18, WorkCover WA 
approved four new workplace rehabilitation 
providers and audited four. At 30 June 2018, 
there were 46 workplace rehabilitation providers 
operating within the scheme.

Complaint investigations against 
workplace rehabilitation providers
No complaints were received about workplace 
rehabilitation providers for investigation in 
2017/18.
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Audiometric officers, audiologists 
and audiometrists
Audiometric officers, audiologists and 
audiometrists are approved by WorkCover WA to 
conduct baseline hearing tests and full 
audiological assessments for the purposes of the 
scheme. The regulatory framework ensures high 
standards are maintained for the processing of 
hearing tests and audiological testing.

In 2017/18, WorkCover WA approved 433 
audiometric officers, audiologists and 
audiometrists to operate within the scheme.

Complaint investigations against 
approved audiometric officers, 
audiologists and audiometrists 
There were no complaints recorded about 
approved audiometric officers, audiologists and 
audiometrists for investigation in 2017/18.

Approved medical specialists 
Approved medical specialists undertake 
permanent impairment assessments in accordance 
with the WorkCover WA Guidelines for the Evaluation 
of Permanent Impairment (WA Guidelines).

In order to become an approved medical specialist, 
a medical practitioner must meet specific criteria 
and complete formal training on the fifth edition 
of the American Medical Association’s Guides to 
the Evaluation of Permanent Impairment and the 
WA Guidelines. WorkCover WA may then designate 
a medical practitioner as an approved medical 
specialist qualified to assess an injured worker’s 
degree of permanent impairment.

In 2017/18, WorkCover WA designated nine new 
approved medical specialists and, as at 30 June 
2018, there were 267 operating within  
the WA scheme.

Complaint investigations against 
approved medical specialists 
There were no complaints about approved medical 
specialists investigated in 2017/18. 

Regulatory Services staff members  
Sharyn Quinn and Rhonda Doyle

Improving scheme 
performance

 
WorkCover WA ensures the stability and fairness 
of the scheme by ensuring worker entitlements, 
premium rates and provider fees remain fair and 
reasonable. 

During 2017/18, WorkCover WA made adjustments 
to:

• the entitlement limits of injured workers 

• recommended premium rates for workers’  
 compensation insurance policies

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

This scheme service contributes to, 
and is aligned with:

Government Goals:

WorkCover WA strategic goal:

1 -  Strategic scheme management

2  - Leadership

Sustainable Finances 

Stronger Communities 
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GP Clinical Guidelines for 
mental health compensation 
claims
The Institute for Safety Compensation and 
Recovery Research (ISCRR), in partnership with 
the Department of General Practice at Monash 
University (Monash), is undertaking a  
three-year project to deliver and implement 
clinical guidelines to assist general practitioners 
manage patients with mental health 
compensation claims

WorkCover WA, along with a number of Australian 
injury compensation jurisdictions, has offered 
financial support to the project, reflecting the 
national relevance and importance of the project.

Public consultation on draft clinical guidelines 
concluded in March 2018 and a final draft is 
likely to be submitted to the National Health 
and Medical Research Council for consideration 
in August 2018. The guidelines will then be 
considered for endorsement and promotion by 
relevant organisations including WorkCover WA. 

Approved medical specialists 
– Designation criteria and 
training review
In 2016 WorkCover WA implemented the National 
Guidelines for the Evaluation of Permanent 
Impairment (National Guidelines).

Following the implementation of the National 
Guidelines, WorkCover WA has undertaken 
an internal review of the designation criteria 
and training requirements to enable national 
training and recognition of interstate assessors of 
impairment.

The implementation of changes to the designation 
criteria and training for AMS will be subject to 
consultation as part of the development of a new 
workers’ compensation statute.

Review of Recommended 
Premium Rate Methodology
The purpose of this project was to review data 
development issues associated with transition 
to new industry premium rating classifications 
based on ANZSIC 2006 and to consider alternative 
premium rating methodologies for calculating 
recommended premium rates.

The review of the premium rating methodology 
sought to ensure premium rates remain fair and 
sustainable.

The Board approved the transition to new industry 
premium rate classifications commencing with 
the 2018/19 recommended premium rates. A 
temporary high and low limit to the change 
in premium rates has been applied to assist in 
managing the financial impact on employers 
associated with the transition to the new 
classifications.

Focus on injury management 
and return to work
WorkCover WA was involved with a Safe Work 
Australia project to develop a best practice 
framework for the management of psychological 
injury claims. The objective of the project was 
to adapt SuperFriend’s group life insurance 
psychological claims management framework for 
the Australian workers’ compensation sector.

This project has been finalised with the publication 
of the Taking Action: A Best Practice Framework 
for the Management of Psychological Claims in the 
Australian Workers’ Compensation Sector, which 
WorkCover WA has promoted with insurers and 
self-insurers for adoption or integration into claim 
management practices.

In June 2018 Safe Work Australia also released the 
national guide Work-related psychological health 
and safety – A systematic approach to meeting your 
duties. 
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Progressing 
legislative reform

This scheme service contributes to, 
and is aligned with:

Government Goals:

WorkCover WA strategic goal:

1 -  Strategic scheme management

2  - Leadership

Sustainable Finances 

Stronger Communities 

Entitlements for dependants 
of deceased workers
Previously, legislation relating to entitlements for 
dependants of deceased workers was complex 
and difficult to navigate, particularly in the context 
of having lost a family member to a workplace 
accident.

In late 2017, the Minister for Commerce and 
Industrial Relations introduced a Bill into 
Parliament to significantly increase the level of 
compensation and support for dependants of 
workers killed at work. 

The Workers’ Compensation and Injury Management 
Amendment Act 2018 was passed by both houses of 
Parliament and commenced operation on  
1 July 2018.

The new provisions provide for:

• an increase in the lump sum compensation  
 payable to dependants to over half a million  
 dollars

• more than doubling the weekly allowance for  
 each dependent child 

• de facto partners having access to   
 compensation on a similar footing to married  
 spouses

• an expedited claims process.

These amendments are part of a larger legislative 
review that will develop a new workers’ 
compensation statute. For more information see 
the ‘Legislative Review’ section on page 19.

Senior Policy Officer Duane Poi
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Service 2: Scheme Services
Provision of effective and equitable dispute resolution and other services to scheme participants.

2 
Resolving disputes

This scheme service contributes to, 
and is aligned with:

Government Goals:

WorkCover WA strategic goal:

1 -  Strategic scheme management

2  - Leadership

Sustainable Finances 

Stronger Communities 

WorkCover WA’s Conciliation and Arbitration 
Services provide a fair and cost effective system 
to resolve disputes in a timely, accessible, 
approachable and professional manner. It also 
aims to:

• minimise costs to parties to disputes

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

• in the case of arbitration, enable 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 Workers’ Compensation 
Conciliation Service (Conciliation Service) is 
responsible for recording workers’ compensation 
claims finalised through settlement  
(i.e. registration of Memoranda of Agreement 
and common law settlement deeds) and the 
processing of documents submitted in relation to 
common law elections.

3,859 Memoranda of Agreement were registered in 
2017/18.

Initiatives implemented in the Conciliation and 
Arbitration Services to improve service delivery in 
2017/18 included:

• issuing three Practice Notes by the Registrar  
 to promote a more streamlined Arbitration  
 process and provide direction to practitioners

• implementing the voluntary  
 pre-arbitration conference program after a  
 successful pilot. The program facilitates   
 parties meeting ahead of a scheduled   
 arbitration hearing and, where appropriate,  
 enables the early resolution of disputes prior  
 to Arbitration. This provides significant   
 savings and the ability to allocate hearing   
 dates to other matters  enabling earlier access  
 to arbitration for all

• appointing new arbitrators and increasing  
 the pool of sessional arbitrators to maintain  
 appropriate resource levels and service   
 delivery timeframes. 
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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 which were unable to be resolved by 
conciliation according to their substantial merits. 

The following figures illustrate WorkCover WA’s 
achievement of these objectives, including 
numbers of applications accepted and cases 
completed. In Figure 21, KPI effectiveness indicator 
1.2 relates to Conciliation Services and 1.3 to 
Conciliation and Arbitration Services combined. 

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

Figure 21: 2017/18 Conciliation and Arbitration 
Services applications and cases*

Figure 22: 2017/18 KPI effectiveness indicators 
related to the Conciliation and Arbitration Service

Conciliation applications accepted

Conciliation cases completed

Arbitration applications accepted

Arbitration cases completed 

2,050

586

2,035

578

T arget= 97.0%

T arget= 90.0%

Result = 96.7%

Result = 84.1%

1.2 
Ref 
p. 100

1.3 
Ref 
p. 101

Proportion of conciliations  
completed within eight weeks

Proportion of disputes resolved 
within six months

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

In 2017/18, the group was consulted on the 
proposed amendments to the Act relating to 
compensation for dependants of workers killed 
at work. The group discussed the proposed 
referral of dependency claims directly to the 
Arbitration Service to expedite the payment of 
compensation, and provided feedback on the 
proposed administrative instruments supporting 
the determination process.

Business Process Redesign
As part of WorkCover WA’s IT Strategic Plan, 
the Conciliation and Arbitration Services have 
commenced work to progress current services to 
an online environment by 2020.

In 2017/18, the Conciliation and Arbitration 
Services completed a Business Process Redesign 
project to ensure existing processes are fit for 
purpose and effective prior to a transition online.
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Pre-arbitration conference
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 a pre-arbitration conference, parties 
agree to participate, on a voluntary basis, in a 
meeting held approximately 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 related to the late discontinuance of 
matters. 

The pre-arbitration conferences have led to a more 
efficient use of Arbitration Service resources and 
as a result the program will continue in the future. 
In 2017/18 125 pre-arbitration conferences were 
held, with 85 percent of these disputes resolving 
without the need for formal arbitration. 

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

In 2017/18, one WorkCover WA staff member 
successfully completed the Program. 

The Program has helped the Conciliation Service 
maintain appropriate staffing levels and service 
delivery, and as a result will continue into the 
foreseeable future.

Arbitrator and Conciliation 
Officer Professional 
Development
WorkCover WA continually invests in the 
professional development of conciliation officers 
and arbitrators through a combination of in-house 
and external training opportunities.

In 2017/18, in-house professional development 
opportunities were provided, including a 
renewed course on making costs decisions in 
workers’ compensation disputes, and training on 
developments in workers’ compensation case law 
in WA.

External training opportunities were also provided 
to arbitrators to enable them to meet their 
professional development obligations under the  
Legal Profession Act 2008.

The Registrar of the Arbitration Service maintains 
a library of all relevant appeal decisions and 
circulates decisions to conciliation officers and 
arbitrators to ensure their knowledge of the 
workers’ compensation law is current. Monitoring 
these decisions also assists WorkCover WA’s 
awareness of developing trends in workers’ 
compensation case law in Western Australia. 

WorkCover WA's Coordinator Registry  
Tessa Martens successfully completed the 

Conciliation Officer Development Program. 
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Education and 
information

This scheme service contributes to, 
and is aligned with:

Government Goals:

WorkCover WA strategic goal:

1 -  Strategic scheme management

2  - Leadership

Sustainable Finances 

Stronger Communities 

WorkCover WA offers education, advice and 
assistance to workers, employers and other 
stakeholders via a range of methods and resources. 
Providing 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 completed initiatives in line 
with the External Communications Strategy 
2016–2018, ensuring a systematic approach to all 
communications and education activities.

WorkCover WA educational 
videos
WorkCover WA has continued to add to our suite of 
educational videos that provide information and 
support for a range of workers’ compensation and 
injury management topics. 

The videos are available under the 'Educational 
videos' section of the WorkCover WA website.  
New videos launched in 2017/18 include:

• Workers’ compensation insurance: a guide for  
 employers

• Injured workers: what are my entitlements

• Dispute resolution: what happens if there is a  
 dispute

• Certificates of Capacity: guidance for doctors

• Workers’ compensation insurance: a guide for  
 insurance brokers

WorkCover WA also translated the most commonly 
viewed video, ‘Making a claim,’ in Chinese 
Mandarin with voiceover and closed captions. 

Additional videos on a further range of topics, 
including contractors and settlements, are 
scheduled to be released in 2018/19. Further 
consideration will be given to translating 
additional videos.

Table 6: Educational videos 2017/18

Video title Total views

Making a claim 1,407

Injured workers: what are my 
entitlements

1,284

Return to work 1,099

Return to work: employer guide 1,096

Case conferences 1,061

Dispute resolution: what 
happens if there’s a dispute

706

Workers’ compensation 
insurance: a guide for employers

671

Certificates of Capacity: 
guidance for doctors

426

Workers’ compensation 
insurance: a guide for brokers

326

Total 8,076
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Publications
WorkCover WA publishes a range of educational 
resources providing workers, employers and 
service providers with relevant and comprehensive 
information on workers’ compensation and injury 
management rights, obligations and entitlements.

In 2017/18, the Workers’ Compensation and Injury 
Management: A Guide for Workers (Workers’ Guide) 
was the most requested publication by mail, 
comprising 69 percent of all publications ordered. 
The Workers’ Guide was also the most downloaded 
publication, recording 33 percent of all downloads.

This financial year was the first time the number 
of publications downloaded was higher than the 
number of publications mailed. This is due to 
the increased promotion of online resources to 
stakeholders.  

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

 *Translated languages include Chinese, Italian, 
Malaysian and Vietnamese.

Figure 23: Publication distribution

Workers’ Compensation and 
Injury Management: A Guide for 
Workers

Workers’ Compensation: A 
Guide for Employers

Injury Management: A Guide  
for Employers

A technical note on contractors 
and workers’ compensation

A Guide to Noise Induced 
Hearing Loss

What happens if there is a 
dispute?

Insurance Brokers’ Code of 
Practice

TOTAL 6,896 22,393 7,726

Key 

Publications mailed

4,792

785

528

477

120

182

12

7,389

5,658

3,624

3,507

1,036

1,179

439

1,756

4,413

588

N/A

N/A

N/A

969Publications downloaded

Translated publications 
downloaded*
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WorkCover WA website
WorkCover WA’s website provides information on 
our services and the rights and responsibilities of 
stakeholders in an accessible, user-friendly format. 
Stakeholders can subscribe to Latest News updates 
from WorkCover WA and in 2017/18 our Agency 
sent 45 Latest News articles to 1,335 website 
subscribers. There were 439,960 downloads of 
publications, forms, reports and other information 
in 2017/18.

In 2017/18, WorkCover WA changed its website 
data collection software to a more accurate 
server-side analytics program. Previous software 
only captured client-side analytics. Therefore, 
the number of downloaded publications, forms, 
reports and other information is significantly 
higher than previous years. The rise in downloads 
can also be attributed to the increased promotion 
of online resources to stakeholders. 

General website statistics

Figure 23: Key downloads for 2017/18

Figure 24: Site visits 

Figure 25: Views by WorkCover WA website channels

Variations in the Prescribed 
Amount 2017/18

Workers’ Compensation  
Claim Form 

Recommended Premium  
Rates 2017/18

14,650

7,942

12,276

Total visits Unique visits

268,429

134,184

Chart Title

Returning visitor New visitor

Chart Title

1 2

239,022

158,764

119,150

40,725

38,400

31,365

16,780

16,588

Resources

Workers

Employers

Health providers

News

Service providers

Contact us

Resolving a dispute

77.7% 
New visitor

22.3%
Returning 

visitor
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Figure 26: gpsupport site views for 2017/18

22.3%
Returning 

visitor

 

 

 

  

gpsupport website
WorkCover WA continued to promote stakeholder 
engagement and cooperation via its subsidiary 
gpsupport website, a key educational tool for 
general practitioners who have an important role 
to play in the workers’ compensation and injury 
management scheme.

Three news articles were published on the 
gpsupport website in 2017/18 on topics including 
the:

• Clinical Practice Guidelines 

• launch of the ‘Certificates of Capacity –   
 guidance for doctors’ educational video 

• WorkCover WA’s GP campaign. 

Chart Title

Returning visitor New visitor

Chart Title

1 2

239,022

158,764

119,150

40,725

38,400

31,365

16,780

16,588

Resources

Workers

Employers

Health providers

News

Service providers

Contact us

Resolving a dispute

87.7% 
New visitor

12.3%
Returning 

visitor

Social media

Twitter
WorkCover WA uses Twitter to engage and 
communicate with external stakeholders. 
Information is ‘tweeted’ with links directing 
followers to the WorkCover WA website for more 
information.

During 2017/18, WorkCover WA ‘tweeted’ 83 times 
to 463 followers including workers, healthcare 
providers, business managers, human resource 
officers and advocacy groups.

Facebook
WorkCover WA’s Facebook page was launched 
in January 2018 as an additional source of 
information and education for our external 
stakeholders. 

WorkCover WA has so far accumulated 73 followers 
and published 45 posts on a range of topics 
including:

• WorkCover WA’s regional visits to Albany,   
 Bunbury and the Gascoyne  

• educational events, such as  
 WorkCover WA’s Employer Essentials and   
 Residential Construction Industry seminars

• scheme updates, such as changes to the   
 recommended premium rates.

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

This year the Unit responded to 19,939 requests 
for advice and assistance by email, letter, phone 
and onsite at WorkCover WA. The requests came 
from a broad cross section of stakeholders and 
covered topics including the claims process, 
injury management, return to work, weekly 
compensation rates and entitlements, workplace 
rehabilitation entitlements, and dispute resolution.

In 2017/18, data collected from requests for 
advice and assistance were categorised based on 
stakeholder type and where possible, organisation. 
This helped to inform and determine appropriate 
targeted regulatory activity and education. 

Another initiative introduced and trialled in 2017/18 
was a live chat feature on the WorkCover WA 
website, enabling stakeholders to directly message 
an Advice and Assistance Officer online with their 
queries. Over the two month trial, 217 chats were 
received. This feature will be reviewed in 2018/19. 
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Training and 
seminars
During 2017/18, WorkCover WA delivered a range 
of events in the form of seminars, information 
sessions and presentations. The events informed 
stakeholders and the general public about workers’ 
compensation and injury management rights, 
obligations and responsibilities. The events also 
promoted collaboration and mutual respect 
between stakeholder groups by providing insight 
into the various elements of the scheme.  
Table 7 outlines some of the events delivered by 
WorkCover WA in 2017/18. 

WorkCover WA seminars
Welcome to WorkCover WA
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 4 seminars in 2017/18, 
informing and educating 182 stakeholders 
about the scheme. Attendees included workers, 
employers, and scheme and service providers.

WorkCover WA received positive feedback for the 
seminars, including:

• “All the speakers were knowledgeable and   
 delivered information and resources clearly   
 and precisely.” 

Table 7: Events delivered by WorkCover WA in 2017/18

Event name Target stakeholder Event details

Welcome to  
WorkCover WA Seminar

Employers, service providers, 
health providers

Provides an introduction to the workers’ 
compensation and injury management 
scheme in Western Australia and  
WorkCover WA. 

Insurance Brokers’ 
Breakfast Seminar

Insurance brokers, insurers,  
self-insurers

Updates stakeholders with WorkCover WA’s 
activities and current priorities, and relevant 
statistics and trends. 

Residential Construction 
Seminar 

Employers, contractors,  
sub-contractors 

Overviews the role of WorkCover WA 
and discusses employer obligations and 
contracting arrangements. 

Approved Medical 
Specialist Training

Specialist and  
non- specialist medical 
practitioners 

Provides training to specialist and  
non-specialist medical practitioners seeking 
to become designated as WorkCover WA 
Approved Medical Specialists. 

• “I was very pleased with the information given  
 and the commitment to ongoing contact should  
 I need to be in touch in the future.”

A number of attendees commented they would 
like further information in relation to injury 
management coordination and the return to 
work process. To help improve future seminars, 
WorkCover WA added more information about 
these topics to the presentation. 

Figure 27: 2017/18 Welcome to WorkCover WA 
seminar attendance*

* Based on feedback from 135 attendees

Employer  
49%

Worker 
7%

Service provider 
14%

Other/no response 
16%

Health provider 
14%

?
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Insurance Brokers’ Breakfast 
Seminar
The 2017 Insurance Brokers’ Breakfast Seminar was 
held on Friday 8 December at Crown Perth. This 
was the eighth 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.

The event included a keynote presentation from 
generational expert Claire Madden that discussed 
the trends redefining the future of work. The 
seminar helped insurance brokers:

• learn more about WorkCover WA and the WA  
 scheme

• better understand WorkCover WA’s regulatory  
 role

• receive feedback about how the services   
 of brokers are perceived by stakeholders   
 and where the interface between insurers,  
 brokers, employers and workers can be   
 improved

• hear about latest scheme trends and   
 developments.

Nearly 200 brokers attended the event. The 
presentation was rated as either ‘good’ or ‘excellent’ 
by 90 percent of surveyed attendees, with  
100 percent indicating they would recommend the 
seminar to others.

The seminar also provided a platform for the 
launch of WorkCover WA’s latest educational 
video, ‘Workers’ compensation insurance: a guide for 
insurance brokers’. For more information in relation 
to the video read WorkCover WA Educational 
Videos on page 58.

Residential Construction Industry 
Seminar
WorkCover WA held the Residential Construction 
Industry Seminar on 10 April 2018. The seminar 
was held in response to data showing the industry 
was one of the top two industries most at risk 
of employers not holding adequate workers’ 
compensation insurance.

The seminar aimed to educate employers in the 
industry about their rights, roles and obligations 
under the scheme. Twenty six employers attended 
the event, ranging from bricklayers and builders, to 
painters and plumbers.

Positive feedback was received, with 100 percent 
of attendees indicating the seminar better 
informed them about workers’ compensation and 
employer obligations. 

The seminar was held to coincide with  
WorkCover WA’s Residential Construction 
Industry Campaign. More information about the 
campaign is available under Case Study 2: Industry 
campaigns on page 46.

CEO  Chris White presenting at the Insurance 
Brokers' Breakfast Seminar. 

Approved medical specialist 
training
In order to become an approved medical specialist, 
medical practitioners must complete formal 
training in permanent impairment assessment, 
including a WA-specific session.

In 2017/18, WorkCover WA held one training 
session on the WA permanent impairment 
assessment regime and registered nine new 
approved medical specialists.

Presentations on request
WorkCover WA delivers a range of tailored 
presentations to stakeholders upon request. 
During 2017/18, the Agency delivered eight 
external presentations to stakeholders including 
regional shires, physiotherapists and insurers. 

The presentations focused on:

• the role of WorkCover WA

• the workers’ compensation scheme

• the claims process

• injury management and return to work.

Introduction Agency in focus Scheme 
performance

Report on 
 operations

Opportunities 
and challenges

Disclosures and 
legal compliance

Key performance 
indicators

Financial  
statements and  

notes
GGG checklist

https://www.workcover.wa.gov.au/resources/educational-videos/#brokervideo
https://www.workcover.wa.gov.au/resources/educational-videos/#brokervideo


64

External seminars
WorkCover WA presents and exhibits at a number 
of external events and seminars each year. These 
activities enable workers’ compensation and 
injury management information and practical 
advice to be provided to hundreds of interested 
stakeholders.

Bizlinks
BizLinks events are hosted by the Small Business 
Development Corporation and provide  
WorkCover WA the opportunity to educate 
small business owners about their workers’ 
compensation and injury management 
obligations. In 2017/18, WorkCover WA presented 
at BizLinks seminars in Perth and Bunbury.

Each free BizLinks seminar involves 9-10 
government agencies presenting to 50-60 
attendees. Involvement in the seminars has proved 
successful with a number of attendees indicating 
their knowledge of workers’ compensation 
significantly increased after the event.

Edith Cowan University
In 2017/18, WorkCover WA presented to third year 
Occupational Therapy, third year Occupational 
Safety and Health, and postgraduate Human 
Resources students at Edith Cowan University. The 
presentations focused on workers’ compensation, 
the role of rehabilitation providers in the workers’ 
compensation and injury management scheme, 
and the importance of an effective return to work. 
Information provided to students formed the basis 
of either an assignment or examination question. 
Feedback indicated the presentations were well 
received and useful to students’ studies.

External exhibitions

NIFNEX Small Business Expo
WorkCover WA exhibited at the NIFNEX Small 
Business Expo on 5 May 2018. The majority 
of enquiries were in relation to workers’ 
compensation insurance, employer obligations 
and contracting arrangements. 

WorkCover WA also exhibited at the NIFNEX 
Business Essentials Expo on 15 September 2017. 
The majority of enquiries focused on contractors 
and sub-contractors, and general information 
about workers’ compensation.

Exhibiting at the expos enabled WorkCover WA 
to engage with the small business community 
and ensure small business owners were aware of 
their obligation to insure all workers for workers’ 
compensation.

Perth Franchising Expo
WorkCover WA exhibited at the Perth Franchising 
Expo at Crown Perth on 6 May 2018. Over 1,000 
people visited the Expo and WorkCover WA staff 
also made contact with the 50 other exhibitors 
present. Attending staff were kept busy providing 
information, handing out publications and 
responding to queries. The majority of queries 
came from potential and current business 
owners about better understanding their legal 
requirements and knowing when they needed to 
take out workers’ compensation insurance.

Perth Tradies Expo
WorkCover WA exhibited at the Perth Tradies Expo 
at Ascot Racecourse from 22 to 24 June 2018. 
This event provided WorkCover WA staff with the 
opportunity to liaise with tradespeople about their 
obligations, in particular regarding contracting 
and sub-contracting arrangements.

Approximately 8,000 people attended the 
three day event. Staff answered questions from 
attendees about covering workers for workers’ 
compensation insurance and contracting 
arrangements.

The exhibition coincided with WorkCover WA’s 
Residential Construction Industry Campaign. More 
information about the campaign is available under 
Case Study 2: Industry campaigns on page 46.
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Collaboration
WorkCover WA collaborates with external parties 
who contribute to the effective management 
of the WA scheme. This collaboration is aimed 
at ensuring ongoing improvement of State and 
National workers’ compensation outcomes. 

National collaboration

Heads of Workers’ Compensation 
Authorities
On 31 December 2017, WorkCover WA successfully 
completed its two-year term as 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 provided 
executive and policy level support for meetings 
and national projects. On 1 January 2018, Comcare 
assumed responsibility for chairing HWCA. 
WorkCover WA maintains an active role in driving a 
strategic policy agenda at a national level.

Strategic Issues Group – Workers’ 
Compensation
WorkCover WA’s Chief Executive Officer (CEO) is 
WA’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 2017/18 
by SIG-WC include:

• implementing Taking Action: A Best Practice  
 Framework for the Management of    
 Psychological Claims for the Australian   
 Workers’ Compensation Sector

• publishing fact sheets regarding return to   
 work experiences and outcomes of   
 employees with psychological injury claims.

• publishing key benchmark reports including  
 the Comparative Performance Monitoring   
 Report and the 25th edition of 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 in 2017/18, including the Principles of Personal 
Injury Scheme Design and Evaluation.

Australian Taxation Office
WorkCover WA has continued to work with 
the Australian Taxation Office (ATO) in 2017/18 
to identify potential employer compliance 
breaches. The ATO data is an invaluable source 
of information for proactive campaigns and 
WorkCover WA will continue to work with the ATO 
to optimise the use of data in regulatory activities. 

State collaboration

Commission for Occupational 
Safety and Health
The WorkCover WA CEO 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 also 
provides ongoing support to the Commission’s 
objectives in the form of statistical data about 
work-related injury and disease.
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https://www.safeworkaustralia.gov.au/system/files/documents/1802/taking-action-framework-2018.pdf
https://www.safeworkaustralia.gov.au/system/files/documents/1802/taking-action-framework-2018.pdf
https://www.safeworkaustralia.gov.au/system/files/documents/1802/taking-action-framework-2018.pdf
https://www.safeworkaustralia.gov.au/system/files/documents/1802/taking-action-framework-2018.pdf
https://www.safeworkaustralia.gov.au/workers-compensation/comparing-australias-workers-compensation-schemes
https://www.safeworkaustralia.gov.au/workers-compensation/comparing-australias-workers-compensation-schemes
http://www.pief.com.au
https://www.pief.com.au/documents/item/62
https://www.pief.com.au/documents/item/62
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Edith Cowan University
WorkCover WA sponsored and presented the 
inaugural undergraduate and postgraduate 
WorkCover WA Workers’ Compensation Award 
at the Edith Cowan University (ECU) School of 
Medical and Health Sciences Awards Ceremony 
in April 2018. These awards recognise the highest 
achieving undergraduate student in the Workplace 
Compensation and Injury Management unit and 
highest achieving postgraduate student in the 
Workers’ Compensation and Rehabilitation unit. 
WorkCover WA was pleased to present the awards 
to Ms Leanne Nolan and Mr Jamie Malone for 
their outstanding work in the undergraduate 
and postgraduate coursework respectively, and 
present them with a complimentary ticket to the 
WorkCover WA Biennial Conference in 2019. 

WorkCover WA also delivered presentations to 
ECU Occupational Therapy and Occupational 
Safety and Health students during 2017/18. More 
information in relation to the ECU presentations is 
available on page 64.

Healthier Workplace WA
WorkCover WA has continued to work with 
Healthier Workplace WA (HWWA) to help 
promote better employee health. Focus areas 
are decreasing smoking and alcohol intake and 
increasing physical activity and healthy eating. 
For more information on WorkCover WA’s HWWA 
inspired initiatives see ‘Health and wellness’ on 
page 71.

Industrial Foundation for Accident 
Prevention
WorkCover WA’s cooperative partnership with 
the not-for-profit Industrial Foundation for 
Accident Prevention (IFAP) continued in 2017/18 
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 2017/18, 6 free IFAP seminars were delivered to 
31 injured workers.

Previously, seminars were held monthly at either 
WorkCover WA or IFAP’s premises in North Lake. 
A review was conducted in January 2018, which 
resulted in the seminars being conducted every 
two months at WorkCover WA only. This will be 
reassessed in 2018/19. 

Inter Insurer Injury Management 
Forum
The Inter Insurer Injury Management Forum  
(the Forum) consists of injury management 
advisers from approved insurers, the Insurance 
Commission of WA, LGIS, and representatives of 
allied health providers. 

The aim of the Forum is to develop the skills and 
knowledge of injury management professionals 
operating within the scheme. WorkCover WA 
participated in three meetings of the Forum in 
2017/18.

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. The committee is responsible for 
arranging presentations for public sector staff on 
injury management and return to work topics.

National Insurance Brokers 
Association 
WorkCover WA has an ongoing relationship with 
the National Insurance Brokers Association (NIBA) 
to educate insurance brokers about their role and 
obligations within the workers’ compensation 
scheme in Western Australia.  

For the last six years, WorkCover WA has held an 
Insurance Brokers’ Breakfast Seminar to update 
insurance brokers on the latest trends and statistics 
within the workers’ compensation and injury 
management scheme, and provide information 
about WorkCover WA’s activities. More information 
about the Insurance Brokers’ Breakfast Seminar is 
on page 63.   

In 2017/18, WorkCover WA assisted NIBA and the 
Insurance Council Australia Western Australia 
(ICA WA) with the development of a training 
program to educate insurance brokers in relation 
to WorkCover WA, the workers’ compensation and 
injury management scheme in Western Australia 
and claims management. 

WorkCover WA also attended a NIBA WA Divisional 
Committee Meeting in July 2017 to update the 
Committee on WorkCover WA activities and 
legislative changes. 
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