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Regulating  
employers

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 2016/17, Scheme Regulation activities 
included:

• expired policy enquiries

• assessment of policy cancellation requests

• investigations into suspected:

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

 à late/irregular weekly payments to injured 
workers

 à fraud

• regional compliance visits to the Peel,  
South West, Wheatbelt and Great Southern 
regions, and the Cocos/Keeling Islands  
(Indian Ocean Territories).

Figure 17 outlines the outcomes of the Agency’s 
2016/17 employer regulatory activities.

Compliance inspections

1,161

194

211

30

6,728

5,183

Compliance investigations

Letters of caution sent 

Infringement notices issued

Prosecutions completed

Enquiries into  
lapsed/expired policies

Enquiries into policy cancellations

678

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

Figure 17: 2016/17 compliance outcomes

This scheme service contributes to, and is 
aligned with:

Government Goals:

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

The above result indicates the low number of claims 
registered against employers who do not hold 
a current workers’ compensation policy to cover 
all their workers for workplace injury or disease. 
Whilst this is a decrease of seven from 2015/16, it is 
consistent with previous years. The nine claims for 
2015/16 included four long term claims for injuries 
sustained in previous years and shows 2015/16 to be 
an anomaly. The continued low number of uninsured 
claims can be attributed in part to WorkCover WA’s 
compliance activities and the consistent provision of 
information and education to employers and other 
scheme stakeholders. Refer to ‘Indicator 1.1’ within 
Section 6: Key Performance Indicators for further 
explanatory detail on this KPI.

Review of employer  
compliance activities
This project finalised work from the 2015/16 
Strategic Initiative – Employer Compliance Review. 
The project:

• ensured WorkCover WA had a contemporary 
approach to employer compliance

• explored the use of technology for efficiency 
gains

• ensured our organisational structure supports 
our compliance goals.

Figure 18: 2016/17 KPI effectiveness indicator 
related to employer compliance
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Employer Compliance Framework
In 2016/17, the Employer Compliance Framework 
was reviewed in its entirety, resulting in significant 
changes. The review resulted in:

• process improvements

• better use of technology

• extended use of data sources

• improved risk assessments

• a comprehensive review of the Enforcement 
Criteria in December 2016.

A trial of an alternative investigative model was also 
undertaken that is planned to be fully implemented 
in 2017/18.

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

(Reference page 96)

Target: 6 Result: 2

1.1
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Compliance case backlog trial
In April/May 2017, a streamlined approach to 
investigations was trialled on a backlog of 100 
outstanding investigative cases. The trial involved 
sending clear and transparent correspondence to 76 
employers to advise them of their legal responsibility 
to hold workers’ compensation insurance, and the 
consequences of not doing so.  

Where ‘low risk’ breaches were confirmed, 
administrative processes were utilised to  
fast-track an enforcement response. For higher risk 
breaches, prosecutorial investigative processes 
were continued. The trial was successful in 
achieving the correct balance of regulation without 
disadvantaging and imposing excessive enforcement 
processes on employers.

Dataset collaboration with 
Australian Taxation Office
To improve the targeting of employers at risk of 
non-compliance with their workers’ compensation 
obligations, WorkCover WA initiated a data sharing 
collaboration with the Australian Taxation Office in 
2016/17.

The collaboration involved the Australian Taxation 
Office providing WorkCover WA with data enabling 
improved identification of employers who employ 
workers, yet do not appear to hold a workers’ 
compensation policy.  Despite further work needing 
to be undertaken in 2017/18, early indications 
of successful outcomes from data matching are 
positive.

Review of WorkCover WA’s 
regulatory tools
Reflecting the strategic themes of the  
Strategic Plan 2015–18, this project streamlined the 
various functions of the Regulatory Services Division.

The project involved a review and integration of 
employer and service provider regulatory policies, 
processes and activities, resulting in a consistent 
approach to regulating scheme stakeholders. 

The Regulatory Framework embeds the Agency’s 
values and principles into all regulatory activities 
from employer compliance checks to service 
provider renewals and stakeholder education 
seminars.

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) and to monitor 
compliance of over 47,000 regional employers, 
WorkCover WA launched a new Regional Plan in 
2016/17 to ensure systematic compliance and 
regulatory educational activities within the regions 
for the 2016−2018 period.

Refer to Case study 1 on the following page for 
further information on our regional activities.
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Under the Regional Plan, WorkCover WA visited 
five regional centres in 2016/17, conducting 
compliance visits and inspections, and delivering 
education seminars to medical clinics, employer 
groups and regional insurance branches.

Peel Region
In November 2016, WorkCover WA held an 
information stall at the ‘Open for business’ event 
in the Shire of Waroona. The event was hosted by 
Peel Chamber of Commerce and drew over 100 
employers and business owners from the region. 
WorkCover WA also carried out 70 inspections in 
the Peel Region in October 2016.

South West Region
In November 2016, WorkCover WA delivered a 
presentation at the annual general meeting of the 
Collie Chamber of Commerce. Educational visits 
were also made to general practitioners, hospitals 
and local businesses in the area.

Cocos Island (Indian Ocean Territories)
WorkCover WA has a biennial Services 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 May 2017, WorkCover WA visited the Cocos 
(Keeling) Islands to deliver an education seminar to 
local employers and met with the Island’s medical 
practitioner. WorkCover WA also inspected 41 local 
businesses on the islands.

Wheatbelt Region
In November/December 2016, WorkCover WA 
carried out 119 inspections on businesses in 
Northam, York and Narrogin. WorkCover WA also 
met with local businesses and provided them with 
educational resources.

Great Southern Region
In April 2017, WorkCover WA coordinated an 
educational visit to Albany with Local Government 
Insurance Services (LGIS) Hopetoun.  
WorkCover WA delivered a presentation to 
representatives from the Shires of Albany and 
Denmark, and held educational meetings with 
general practitioners in the area.
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.Case study 1: Regional activity
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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 present a higher risk of  
non-compliance with the duty to maintain workers’ 
compensation insurance.

Charities and not-for-profit 
organisations
In late 2015, an uninsured claim was registered 
against a not-for-profit arts organisation in WA 
and liability for the claim fell on members of the 
organisation’s Executive Committee. In 2016/17, 
WorkCover WA developed a communications 
campaign targeting charities, not-for-profit 
organisations and associations to mitigate the risk of 
future uninsured claims in similar organisations.

The campaign involved publishing a number of 
articles in industry magazines and online resources 
in early 2017. Messages were further directed at this 
sector during WorkCover WA educational seminars 
and WorkCover WA also provided content to the 
Australian Charities and Not-for-profit Commission 
to update their website and include detail about 
workers’ compensation in an educational webinar. 
The Australian Institute of Company Directors was 
also provided content for inclusion in their WA 
training courses.

Noise induced hearing loss 
In 2016/17, 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 19 outlines the Agency’s activities to monitor 
and manage noise induced hearing loss claims.
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Workers identified with potential 
noise induced hearing loss claims

208

220

153

139

14

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)

831

Figure 19: Involvement in noise induced  
hearing loss
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Regulation of service providers in 2016/17 included:

• renewal of seven approved insurers

• 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, 
independent registered agents, insurers and 
self-insurers

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

• 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 (see ‘Case  
study 2: Return to Work Conference 2017’ on  
page 64). 

Regulating  
service providers

This scheme service contributes to,  
and is aligned with:

Government Goals:

3 - Results-Based Service Delivery

Also: 
5 - Social and environmental responsibility

WorkCover WA strategic goals:

1 - Strategic scheme management

2 - Leadership

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

• insurers and self-insurers

• registered agents

• approved workplace rehabilitation providers 

• approved medical specialists 

• approved audiometric officers, audiologists 
and audiometrists. 

Table 3:   
Approved and monitored service providers

Type of service 
provider

Approved 
in 2015/16

Approved 
in 2016/17

Monitored 
as at  

30/6/2017*

Insurers 0 7# 9^

Self-insurers 0 0 24

Registered  
agents

261 221 227

Workplace  
rehabilitation  
providers

41 3 44

Audiometric  
officers,  
audiologists & 
audiometrists

50 58 480

Approved 
medical  
specialists

27 7 257

Totals 379 296 1,041

 
* Reflects the total number of approved service providers  
in the scheme as at 30 June 2017.

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

^ This figure includes eight private insurers and the  
Insurance Commission of WA.
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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.

Annual performance review
The performance of all approved insurers is reviewed 
annually by WorkCover WA. The Annual Review 
Report 2015/16 was considered by the Board in 
November 2016. The report provided an assessment 
of approved insurer performance under the 
following categories:

• economic and financial status

• service delivery and claims management

• settlements and disputes

• data submission.

All insurers were considered to meet service 
expectations. Two specific improvement areas 
identified for further monitoring included:

• increasing the use of internal dispute 
resolution processes

• improving timeliness and quality of policy data 
submitted to WorkCover WA.

Renewal of approved insurers
In 2016/17, WorkCover WA reviewed and renewed 
the approval of seven of the eight private insurers 
who are approved to underwrite the scheme. The 
existing approval of the seven insurers was due to 
expire on 31 March 2017. 

The renewal was completed in November 2016 when 
Ministerial approval was obtained to renew the 
seven insurers for a further five years effective from  
1 April 2017. Learnings from the 2012 renewal 
process facilitated a significantly more efficient 
process this year, involving a reduced administrative 
burden for both insurers and WorkCover WA.

WorkCover WA held debrief meetings with each of 
the insurers to discuss the findings of the renewal 
and review processes. These meetings were 
beneficial for all parties. 

Insurers’ performance will continue to be monitored 
over the next five years through WorkCover WA’s 
audits, annual performance reviews and ongoing 
monitoring of data.

Table 4:   
Complaints against service providers

Type of  
service  
provider

 
2013/14

 
2014/15

 
2015/16

 
2016/17

Insurers 4 11 7 4

Self-insurers 0 0 2 0

Registered  
agents

1 7 2 2

Workplace  
rehabilitation  
providers

1 2 7 0

Audiometric  
officers,  
audiologists & 
audiometrists

0 0 0 0

Approved  
medical  
specialists

5 2 0 2

Total  
complaints

11 22 18 8
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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 2016/17 there were 221 registered agent 
approvals, of which seven were for independent 
registered agents. 

Complaints against  
registered agents
There were two complaints about registered 
agents in 2016/17, both relate to one independent 
registered agent. One complaint was substantiated, 
the other did not proceed as the agent’s registration 
was cancelled.

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

Workplace rehabilitation provider approvals are valid 
for three years. In 2016/17, WorkCover WA approved 
three new workplace rehabilitation providers 
and audited 13. At 30 June 2017, there were 44 
workplace rehabilitation providers operating within 
the scheme.

Complaints against workplace 
rehabilitation providers 
No complaints were received against workplace 
rehabilitation providers in 2016/17, compared with 
seven in the previous financial year.

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.

WorkCover WA encourages the use of insurers’ 
internal dispute resolution process to resolve 
complaints and disputes in the first instance.

In 2016/17, there were four complaints against 
approved insurers, compared with seven in the 
previous year. Of these complaints, one was 
substantiated, one was unable to be investigated, 
and two were found to be unsubstantiated.

No complaints against self-insurers were received in 
2016/17, compared with two complaints in 2015/16.
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Improving scheme 
performance

This scheme service contributes to,  
and is aligned with:

Government Goals:

3 - Results-Based Service Delivery

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

WorkCover WA strategic goals:

1 - Strategic scheme management
2 - Leadership

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

During 2016/17, WorkCover WA made 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.

Other scheme performance initiatives are outlined in 
this section.

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. A regulatory framework 
ensures high standards are maintained for the 
processing of hearing tests and audiological testing.

In 2016/17, WorkCover WA approved 58 audiometric 
officers, audiologists and audiometrists to operate 
within the scheme.

Complaints against approved 
audiometric officers, audiologists 
and audiometrists
There were no complaints recorded against 
approved audiometric officers, audiologists and 
audiometrists in 2016/17.

Approved medical specialists 
Approved medical specialists assess injured workers’ 
degree of permanent impairment 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 2016/17, WorkCover WA designated seven 
approved medical specialists and as at 30 June 2017 
there were 257 operating within the WA scheme.

In December 2016, WorkCover WA implemented 
a new set of WA Guidelines based on the National 
Permanent Impairment Guidelines. For further 
information on the new set of WA Guidelines see 
‘Implementation of National Guidelines for the 
Evaluation of Permanent Impairment’ on the next 
page.

Complaints against approved 
medical specialists 
Two complaints against approved medical 
specialists were received in 2016/17, compared to 
no complaints in the previous financial year. Both 
complaints were substantiated and WorkCover WA 
has provided education to the two approved medical 
specialists involved. 
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Implementation of National 
Guidelines for the Evaluation 
of Permanent Impairment 
The WA Guidelines is a statutory publication used to 
guide the evaluation of an injured worker’s degree 
of permanent impairment by approved medical 
specialists.

WorkCover WA has worked 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 2016/17, WorkCover WA finalised and 
implemented the fourth edition of the  
WA Guidelines, based on the national template.   
The WA Guidelines were published in the 
Government Gazette on 17 October 2016, with an 
operational date of 1 December 2016.  
WorkCover WA delivered a series of workshops 
outlining the changes for approved medical 
specialists and other scheme participants. 

Publication of the WA Guidelines was also supported 
by revised Guidance Notes and explanatory 
material. The explanatory material and format of 
the workshops enabled stakeholder queries to be 
addressed and shared amongst the group. Positive 
feedback on these events was received.

Through Safe Work Australia, WorkCover WA will 
continue to participate in the development and 
implementation of a nationally consistent training 
package, which may include options for mutual 
recognition. 

Focus on injury management 
and return to work
WorkCover WA continues to explore ways to 
improve injury management and return to work 
outcomes and practices for workers and employers 
by considering the role played by health and service 
providers operating within the scheme.

In recognition and understanding of the important 
role undertaken by general practitioners,  
WorkCover WA has participated in a national,  
multi-year project since 2015/16 led by Monash 
University. The project aims to develop clinical 
guidelines to assist general practitioners to assess, 
diagnose and manage work-related mental health 
conditions. 

The project brings together two related injury 
management focus areas for the WA workers’ 
compensation and injury management scheme  
(the scheme):

• the engagement of general practitioners 
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 were showcased at  
WorkCover WA’s Return to Work Conference 2017. For 
more information about the Conference refer to  
‘Case study 2: Return to Work Conference 2017’ on 
page 64.

         Senior Policy Offi cer, Tom Samuels, holding the new

                                  WorkCover WA Guidelines.
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Bereavement support project
The current legislation relating to entitlements for 
dependants of deceased workers is complex and 
difficult to navigate, particularly in the context of 
having lost a family member to a workplace accident.

A project was initiated in 2016/17 to improve the 
communication and engagement with dependants 
of deceased workers who may be entitled to 
compensation under the Act.

WorkCover WA has commenced consulting with 
insurers to seek further details about the current 
process and how it might be improved in relation to 
communication, timeliness and the level of support 
provided to dependants.

Outcomes from the project will be reported in 
2017/18, including expected updates to the current 
Workers’ Compensation Claim Form for Dependants 
of Deceased Workers.

Complaints Management 
Framework and procedures
A review of WorkCover WA’s Complaints 
Management Framework and associated procedures 
was undertaken in 2016/17 to:

• streamline the early triaging or processing of 
complaints

• set out relevant and specific guidance on 
progressing complaints against particular 
scheme participants by addressing the critical 
aspects of the investigative and determinative 
processes.

Completed in February 2017, the project resulted 
in the implementation of a single point of triage 
for all complaints and a four stage process for the 
management of service provider complaints.

The initial triage process involves a nominated officer 
contacting complainants within 24 hours with a view 
to resolving the complaint. A total of 26 complaints 
have been received since February 2017 and 21 were 
resolved at the triage stage.

WorkCover WA software systems have also 
been updated to better manage and record the 
complaints handling process.

Prescription medications for 
injured workers
In response to stakeholder concerns about  
the cost of prescription pharmaceuticals,  
WorkCover WA conducted a review of 
pharmaceutical costs and billing practices. Research 
revealed while most injured workers are eligible for 
subsidised medications under the Pharmaceutical 
Benefits Scheme (PBS), most workers were 
prescribed non-PBS prescriptions.

In consultation with key stakeholders,  
WorkCover WA finalised a policy position outlining 
the Agency’s expectation that injured workers 
are prescribed medications under the PBS (where 
clinically appropriate and available) and that 
pharmacies will charge the applicable PBS rate 
for medications upon presentation of the injured 
worker’s Medicare card.

The increased use of PBS prescriptions will ensure an 
injured worker’s capped medical entitlements cover 
more of their expenses and reduce the overall cost of 
medication in the WA scheme.

Following consultation with key stakeholders, the 
project was finalised in 2016 with the publication of 
a notice outlining WorkCover WA’s policy position 
and a mail-out to all pharmacies operating  
in the State.
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Progressing  
legislative reform

This scheme service contributes to,  
and is aligned with:

Government Goals:

3 - Results-Based Service Delivery

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

WorkCover WA strategic goals:

1 - Strategic scheme management

2 - Leadership

Legislative Review
The Minister for Commerce and Industrial Relations 
prioritised the drafting of legislation to improve 
entitlements for the dependants of deceased 
workers. 

The drafting of a bill to develop a new workers’ 
compensation statute based on WorkCover WA’s 
Review of the Workers’ Compensation and Injury 
Management Act 1981: Final Report is expected to 
commence in 2017/18. 

Regulation amendment: 
Declaration by interstate and 
overseas workers
Section 69 of the Act requires a worker residing 
outside WA to prove their identity and incapacity in 
accordance with the regulations in order to continue 
to be entitled to weekly compensation.

Amendment regulations were developed to improve 
the regulated form and provide clarity in relation 
to the timeframes within which a worker must 
comply. Other changes, such as the flexibility for the 
declaration to be sent electronically, are intended 
to reduce unnecessarily strict requirements which 
can have an undue impact on an injured worker’s 
entitlement. 

The regulations were published in the Government 
Gazette on 4 October 2016 with an operational date 
of 17 October 2016.

Specific cancers contracted 
by firefighters
Division 4A of the Act provides for a rebuttable 
presumption that supports claims by firefighters 
employed by the Department of Fire and Emergency 
Services (DFES) who contract one of 12 specified 
cancers. These special arrangements came into effect 
on 13 November 2013.

Part 4 of the Firefighters and Emergency Volunteers 
Legislation Amendment (Compensation) Act 2016 
came into operation on 21 January 2017 and 
expands the current presumption under  
Division 4A. In addition to DFES firefighters, the 
presumption now covers:

• former firefighters employed by DFES

• current and former firefighters employed by 
the State such as Department of Parks and 
Wildlife and Forest Products Commission 
firefighters.

In 2016/17, a number of amendments were made 
to clarify the application of the laws to current and 
former State employed firefighters.
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This scheme service contributes to,  
and is aligned with:

Government Goals:

3 - Results-Based Service Delivery

Also: 
2 - Financial and economic responsibility

WorkCover WA strategic goals:

1 - Strategic scheme management

2 - Leadership

Resolving disputes
WorkCover WA’s Conciliation and Arbitration Services 
provide a fair and cost effective system to resolve 
disputes that:

• is timely

• is 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 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 matters. The 
Conciliation Services registered 4,116 Memoranda of 
Agreement in 2016/17. 

Initiatives of the Conciliation and Arbitration Service 
to improve service delivery in 2016/17 included:

• improved security arrangements, including 
development of a risk assessment tool to 
identify high risk matters

• introducing technology enabling parties based 
outside the metropolitan area to participate 
in conciliation conferences and arbitration 
hearings

• assessment of the case management resources 
supporting the Conciliation and Arbitration 
Service

• a continuation of the pilot of a pre-arbitration 
conference program, which brings together 
parties ahead of a scheduled arbitration 
hearing

• investment in professional development for 
conciliation officers and arbitrators, including 
managing mental health issues which arise 
in the dispute context, and making decisions 
regarding costs applications in workers’ 
compensation disputes.

Service 2: Scheme Services
Provision of effective and equitable dispute resolution and other services to scheme participants
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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 according to 
their substantial merits. 

Figure 20 illustrates 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.

Conciliation applications accepted

2,090

554

513

Conciliation cases completed

Arbitration applications accepted

Arbitration cases completed

2,083

Figure 20: 2016/17 Conciliation and Arbitration 
Services applications and cases*

Figure 21: 2016/17 KPI effectiveness indicators 
related to the Conciliation and Arbitration Service

             W
orkCover WA Senior Conciliation Offi cer Peter Brash.

Proportion of conciliations completed  
within eight weeks 

(Reference page 98)

Target: 97.0% Result: 97.1%

1.2

Proportion of disputes 
resolved within six months 

(Reference page 99)

Target: 90.0% Result: 87.9%

1.3

53

Opportunities and 
challenges

Disclosures and 
legal compliance

Key performance 
indicators

Financial statements 
and notes

GGG ChecklistIntroduction Agency in focus Scheme 
performance

Report on  
operations



Evaluation of the  
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 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.

In 2016/17, approximately 19 percent of arbitration 
applications underwent a pre-arbitration conference. 
The pilot was conducted on a controlled scale to 
allow for its impact, benefits and risks to be properly 
identified. The expected benefits included the ability 
to re-use hearing dates, possible early resolution of 
disputes and identification of notional cost savings.

An examination after the first 12 months of the  
pre-arbitration conferences (2 March 2016 to  
31 March 2017) found:

• 85 pre-arbitration conferences were held and 
of these only three matters proceeded to an 
arbitration hearing

• the number of re-usable hearing days equated 
to 102 days 

• a notional saving of more than $600,000 to 
WorkCover WA was identified through the 
timely cancellation of arbitration hearings.

Stakeholder feedback on the pilot has been generally 
positive, with parties recognising the benefits of 
coming together, in a facilitated manner, prior to a 
formal arbitration hearing.

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 Service 
and workers’ compensation dispute resolution 
matters in general.

In 2016/17, the Dispute Services Users Group met on 
three occasions and considered a range of initiatives 
and issues including:

• outcomes of the Monash Review of the 
Conciliation and Arbitration Services (see  
page 55)

• the availability of medical specialists to 
conduct medico-legal assessments

• feedback on practice directions within the 
Arbitration Service

• participation in pre-arbitration conferences.

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 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 2016/17 with 
one WorkCover WA staff member successfully 
completing the 13 week program. This has increased 
the capacity of the Conciliation Service to maintain 
appropriate staffing levels and service delivery.

Conciliation and Arbitration 
Services Training Program
The Conciliation and Arbitration Services successfully 
delivered the first Advocacy Training Program 
in March 2016. In March 2017, a second training 
opportunity was offered for representatives 
titled Managing Mental Health Issues in Workers’ 
Compensation Disputes.

This event was attended by 43 legal practitioners and 
registered agents. Most found the session useful and 
believed they had gained new insight into managing 
disputes where mental health issues were present.

WorkCover WA will continue offering training 
sessions to those acting as advocates within the 
Conciliation and Arbitration Services.
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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 2016/17, in-house professional development 
opportunities were provided in:

• making costs decisions in workers’ 
compensation disputes 

• managing mental health issues in conciliation 
and arbitration.

External training opportunities were made available 
to arbitrators to enable them to meet continuous 
professional development obligations under the 
Legal Profession Act 2008.

Conciliation and Arbitration 
Services Digital First Roadmap
As part of the WorkCover WA IT Strategic Plan, the 
Conciliation and Arbitration Service has begun 
the journey to shift current services to an online 
environment by 2020. 

In 2016/17, WorkCover WA identified legislative 
and other impediments to moving services online 
and commenced communication with external 
stakeholders regarding the intended changes.

Evaluation of WorkCover WA’s 
Conciliation and Arbitration 
Services
A new model for workers’ compensation dispute 
resolution was established in 2011. To evaluate its 
success, the Australian Centre for Justice Innovation 
at Monash University was engaged to undertake an 
evaluation of the services in 2015/16.

The Australian Centre for Justice Innovation focused 
on the extent to which the services are cost effective, 
fair, accessible and operate in a timely manner.

Feedback was collected from stakeholders who 
use the services via focus groups and individual 
interviews. 

The review found the Conciliation and Arbitration 
Services met core objectives and services are timely, 
cost effective, fair and accessible when compared 
with similar workers’ compensation arrangements 
across Australia. The review also found the vast 
majority of stakeholders consider the Conciliation 
and Arbitration Services work well overall.

The following initiatives were undertaken in 2016/17 
in response to the recommendations of the Monash 
Review:

• Establishing performance standards for the 
Arbitration Service

WorkCover WA has established operational 
performance protocols for the delivery of 
services by the Arbitration Service Registry. 
These procedures help guide staff in the 
management of applications and associated 
documents. Standards have also been 
established for case management of disputes 
before the Arbitration Service.  

• Using technology to improve access to the 
Conciliation and Arbitration Service

In 2016/17, WorkCover WA established a 
pilot project enabling the use of digital 
communications technology in hearings. 
This enables parties to participate via video 
conferencing if they are based outside the 
Perth metropolitan area and are unable to 
attend in person.

• Understanding participant experiences

Following the Monash Review of the 
Conciliation and Arbitration Service,  
WorkCover WA has examined the best way to 
gain feedback from those who use the services. 
This project examined the use of technology to 
seek more immediate feedback from parties. 
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This scheme service contributes to,  
and is aligned with:

Government Goals:

3 - Results-Based Service Delivery

Also: 
4 - Stronger focus on the regions

WorkCover WA strategic goals:

1 - Strategic scheme management

2 - Leadership

Education  
and information

WorkCover WA offers education, advice and 
assistance to workers, employers and 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 continued to conduct initiatives 
in line with the External Communications Strategy 
2016–18, ensuring a systematic approach to all 
communications and education activities.

Injury management  
videos and resources
WorkCover WA’s Return to Work Conference held in 
May 2017 provided a well-timed platform for the 
launch of new WorkCover WA injury management 
resources, including four videos.

The injury management videos and resources aim 
to provide information and support for a range of 
workers’ compensation and injury management 
topics including making a claim, case conferences 
and post-injury return to work.

The videos are available under the  
Educational videos section of the WorkCover WA 
website. Additional videos on a further range of 
topics are scheduled to be released in 2017/18.  

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 2016/17, the Workers’ Compensation and Injury 
Management: A Guide for Workers (Workers’ Guide) 
was again the most requested publication by mail, 
comprising 65 percent of all publications ordered. 
The Workers’ Guide was also the most downloaded 
publication, recording 30 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.

         Communications and Education team m
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Workers’ Compensation and Injury  
Management: A Guide for Workers

Mail: 6,783 Web: 2,846

Injury Management: 
A Guide for Employers

Mail: 996 Web: 1,473

A Guide to Noise 
Induced Hearing Loss

Mail: 290 Web: 512

Insurance Brokers’ Code of Practice

Mail: 62 Web: 180

Workers’ Compensation: 
A Guide for Employers

Mail: 1,205 Web: 2,776

A technical note on contractors 
and workers’ compensation

Mail: 639 Web: 1,544

What happens if there  
is a dispute?

Mail: 409 Web: 228

Total publications sent in 2016/17

Mail: 10,384 Web: 9,559

1 2

3 4

5 6

Total7

Figure 22: Publication distribution

                Com
pliance Offi cer, Karly Fitzpatrick, reading a 

                                   WorkCover WA publication.
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Resolving a dispute

Contact us

Service providers

News

Health providers

Employers

Workers

Resources

General website statisticsWebsite
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 2016/17 our Agency sent 
31 Latest News articles to 1,296 website subscribers.

Downloads
There were 98,945 unique downloads of 
publications, forms, reports and other information in 
2016/17. 

Variations to the Prescribed  
Amount 2016/17

5,638

5,174

3,086

Workers’ Compensation Claim Form

Recommended Premium Rates 
2016/17

Variations to the Prescribed  
Amount 2015/16

10,080

Figure 23: Top downloads 2016/17

Figure 24: Site visits

49.8% 
New  
visitor

50.2% 
Returning 
visitor

0

50000

100000

150000

200000

250000

275,439 
Total visits

142,108 
Unique visits

Figure 25: Views by WorkCover WA website channels

231,668

166,641

126,299

42,464

29,784

19,433

18,456

14,871
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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 WA scheme. 

Five news articles were published on the gpsupport 
website in 2016/17. Topics included:

• a general practitioner’s role in establishing 
return to work programs

• making referrals to workplace rehabilitation 
providers

• how general practitioners can use case 
conferences to assist injured workers

• the release of the new edition of the 
WorkCover WA Guidelines for the Evaluation of 
Permanent Impairment

• promotion of the WorkCover WA Return to 
Work Conference which was held in May 2017.

72.2% 
New  
visitor

27.8% 
Returning  
visitor

Return to Work  
Conference website
To maximise attendance at the Return to Work 
Conference, WorkCover WA launched a subsidiary 
website to provide prospective delegates and 
exhibitors with a one-stop shop for conference 
updates, program details, exhibition opportunities 
and venue information.

returntowork.workcover.wa.gov.au was launched 
in October 2016 and had a total of 5,451 visitors. 
The website formed an integral part of a successful 
promotional campaign which enabled the Agency to 
exceed its attendance goals.

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 
comprehensive information.

During 2016/17, WorkCover WA ‘tweeted’ 84 times 
and accumulated 373 followers including workers, 
healthcare providers, business managers, human 
resource officers and advocacy groups.

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

This year the Unit responded to 20,348 requests 
for advice and assistance by email, letter, phone 
and onsite at the WorkCover WA reception desk. 
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 2016/17, Advice and Assistance staff received 
training focused on:

• managing calls to provide timely and practical 
information 

• assisting callers who are experiencing difficult 
and stressful situations.Figure 26: gpsupport site visits
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Training and  
seminars
During 2016/17, 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.

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 2016/17, 
informing and educating 205 stakeholders about the 
scheme.

WorkCover WA continued to monitor feedback 
from attendees to ensure the content continues 
to meet the needs of attendees which included 
workers, employers, and scheme health and service 
providers. Feedback throughout 2016/17 has been 
overwhelmingly positive suggesting this remains the 
case.

Figure 27: 2016/17 Welcome to WorkCover WA 
seminar attendance*

Insurance Brokers’  
Breakfast Seminar
The 2016 Insurance Brokers’ Breakfast Seminar 
was held on 8 December at Crown Perth. This was 
the seventh 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 that discussed how 
data from wearable technology in the workplace 
can inform safety practices, recovery from injury 
and return to work programs, the seminar enabled 
insurance brokers to:

• 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.

The seminar was fully subscribed with 220 attendees. 
Feedback from attendees was extremely positive, 
with 100 percent of respondents indicating they 
would recommend the seminar to others. The 
presentation was rated as either ‘good’ or ‘excellent’ 
by 87 percent of respondents, with the same 
percentage indicating they had increased their 
knowledge about the WA scheme.

Employer

Key:

60.8%

Service provider 

Worker

Health provider

*Based on feedback from 92 attendees.

Other/no response

17.4%

8.7%8.7%
4.4%
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Approved medical  
specialist training
Approved medical specialists are medical 
practitioners approved by WorkCover WA to carry out 
particular medical assessments.

Approved medical specialists play an integral role 
in the scheme by assessing an injured worker’s 
degree of permanent impairment as part of the 
claims process. In order to become an approved 
medical specialist, medical practitioners must 
complete formal training in permanent impairment 
assessment, including a WA-specific session.

In 2016/17 WorkCover WA held one training session 
on the WA permanent impairment regime and 
registered seven new approved medical specialists.

Presentations
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 2016/17, 
WorkCover WA presented at BizLinks seminars in 
Gosnells, Bunbury and Perth CBD.

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 across all sessions 
indicating their knowledge of workers’ compensation 
significantly increased after the event.

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

During 2016/17, the Agency delivered 16 external 
presentations to stakeholders including small 
business owners, self-insurers, 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 
general practitioners, allied health providers 
and occupational therapy students. 

External conferences, 
seminars and meetings
Chamber of Commerce  
and Industry
In August 2016, WorkCover WA presented at the 
Chamber of Commerce and Industry Member 
Information Session to 70 employers. All attendees 
received additional informational resources. The 
presentation covered employer statutory obligations 
and trends within the scheme, including topics 
such as stress claims, uninsured claims risks and the 
Agency’s regulatory activities. Attendees provided 
exceptional feedback about the presentation. 
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Consultation and 
engagement with 
stakeholders
Stakeholder networking events
WorkCover WA holds stakeholder networking events 
as a means of informing, educating and engaging 
key stakeholders who work within the workers’ 
compensation and injury management scheme. 
Events held in 2016/17 are outlined below.

A Conversation  
with WorkCover WA
On 1 September 2016, WorkCover WA held a 
stakeholder event titled ‘A Conversation with 
WorkCover WA’. At this event 65 stakeholders 
engaged with the Corporate Executive and senior 
leadership team about the current state of the 
scheme.

Industry partners and scheme members in 
attendance included representatives from the 
Asbestos Diseases Society, Unions WA,  
Law Society of WA, Industrial Diseases Medical Panel 
members, and approved insurers and self-insurers.

The event was framed around the question “What 
is your workers’ compensation experience?” with 
responses assisting to inform our Agency about the 
challenges stakeholders face during the workers’ 
compensation and return to work process.

WorkCover WA received positive feedback about the 
event from attendees.

Western Australian Shearing 
Industry Association
WorkCover WA presented at the Western Australian 
Shearing Industry Association Annual General 
Meeting in June 2017. The presentation focused 
on employer obligations and the roles played 
by different parties in a workers’ compensation 
claim. It also specifically addressed contracting 
arrangements, premiums and cross border 
arrangements, and corresponding publications were 
provided to the 60 attendees.

            Phil Ruthven from IBISWorld presenting at th
e F

ut
ur

e 
of

 W
or

k

                                 workshop held at WorkCover W
A.

Regional insurance  
brokers’ conference
In 2016/17, WorkCover WA presented at the EBM 
Regional Managers Annual Conference held in Perth 
for regional insurance brokers. The presentation was 
well received and offered attendees a clear insight 
into:

• the role of WorkCover WA

• current trends within the broader workers’ 
compensation and injury management scheme 
and their particular regions

• best practice service provision for their clients.
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Future of Work
A ‘Future of Work’ workshop was held at  
WorkCover WA on 12 July 2016. Further information 
about this event can be found under  
‘Initiative 3: Future of work – Implications for workers’ 
compensation’ located on page 20.

External exhibitions
In 2016/17, WorkCover WA participated in the 
following external exhibitions:

NIFNEX Small Business Expo
Small businesses play a significant role in the WA 
economy, representing approximately 97 percent of 
all business in this State. WorkCover WA exhibited 
at the NIFNEX Small Business Expo on 8 July 2016 
to help inform small business owners of their rights 
and obligations under the Act. The Expo brought 
our Advice and Assistance staff into contact with 
over 120 businesses exhibiting at the event, as well 
as over 900 existing and prospective small business 
owners who attended.

Perth Franchising Expo
WorkCover WA exhibited at the Perth Franchising 
Expo at Crown Perth on 7 May 2017. Attending the 
Expo formed part of the Agency’s ongoing efforts 
to educate existing and prospective franchisees and 
franchisors about WA workers’ compensation and 
injury management obligations. Over 900 people 
visited the Expo and WorkCover WA staff also made 
contact with the 57 other exhibitors present. The 
WorkCover WA booth staff were kept busy handing 
out publications and responding to over 100 
queries, with the majority coming from potential 
business owners wanting to understand their legal 
requirements and how to manage injured workers.

Perth Tradies Expo
Under the WorkCover WA External Communications 
Strategy 2016–18, the building and construction 
industry was identified as an industry with a higher 
risk of employers not holding workers’ compensation 
insurance. This risk is partly due to contractor and 
sub-contractor arrangements common to the 
industry. Targeting employers within this industry,  
WorkCover WA exhibited at the Perth Tradies Expo at 
Ascot Racecourse from 16–18 June 2017. This event 
provided WorkCover WA staff with the opportunity 
to liaise with tradespeople about their obligations, 
particularly regarding contracting and  
sub-contracting arrangements. 

Approximately 2,000 people attended the three day 
event, and WorkCover WA staff spoke to over 150 
tradespeople who wanted to better understand 
their legal requirements in relation to workers’ 
compensation. Attending staff also answered 
enquiries from prospective business owners and 
workers who wanted information about their rights 
and entitlements.

General Practice Conference  
and Exhibition
General practitioners play an essential role within 
the workers’ compensation and injury management 
scheme and have the opportunity to have an 
early influence on an injured worker’s recovery. 
Understanding the need to engage with and support 
general practitioners, WorkCover WA exhibited at the 
General Practice Conference and Exhibition at the 
Perth Convention and Exhibition Centre on 23 and 
24 July 2016. WorkCover WA engaged with over 200 
primary healthcare professionals at the conference, 
including approximately 150 general practitioners.
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WorkCover WA successfully delivered the Return 
to Work Conference (the Conference) at Pan Pacific 
Perth on 3 and 4 May 2017. Over two days, nearly 
400 delegates attended the Conference to view 
21 exhibitions and listen to 23 presentations by 
Australia’s leading minds and experts.

Highlights included:

• The Minister for Commerce and Industrial 
Relations, Mines and Petroleum,  
Electoral Affairs, and Asian Engagement,  
the Hon. Bill Johnston, officially opening 
the Conference

• Biomedical engineer, Dr Jordan Nguyen, 
offering insight into the future of health 
technology and how these advances may 
positively impact the health sector

• Social researcher, Ms Claire Madden, 
analysing the intergenerational transition 
in the workplace and how best to equip 
leaders to engage with a multigenerational 
workforce

• Laureate Professor Sharon Parker, Director 
of the UWA Centre for Transformative Work 
Design, discussing factors that drive good 
work design and their impact on the return 
to work context

The Conference was an overwhelming success 
that was delivered to budget with the number of 
delegates and exhibitors far exceeding projections. 

The program was well received, with the majority 
of evaluated respondents rating the speakers as 
very good to excellent and nominating the range 
of presentations as the most beneficial aspect of 
the Conference. 

The survey also found that 94 percent of 
respondents would attend the next WorkCover WA 
conference.

• Dr Rory Gallagher, Managing Director of 
the Asia-Pacific Behavioural Insights Team, 
sharing his experience on the application 
of nudge theory to encourage widespread 
behavioural change in a range of contexts

• Presenter of The Health Report on ABC Radio 
National and Tonic on ABC News24,  
Dr Norman Swan, chairing a lively 
interactive discussion panel on the benefits 
of early intervention. Panel members 
included Ms Candy Choo from LGIS, Ms Karin 
Lee from WorkCover WA, Mr Robert Aurbach 
from Uncommon Approach, Occupational 
Physician Dr Roger Lai, and Professor Michael 
Nicholas from the University of Sydney’s Pain 
Management Research Institute.

       The Hon. Bill Johnston MLA opening the Return to
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Case study 2: Return to Work 
Conference 2017
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Collaboration
The Agency collaborates with external parties who 
contribute to the effective management of the  
WA scheme. This collaboration is aimed at ensuring 
ongoing improvement of both State and National 
workers’ compensation outcomes.

International collaboration
Singapore’s Ministry of Manpower
In late 2016, WorkCover WA hosted a delegation from 
the Ministry of Manpower, Singapore Government’s 
workers’ compensation equivalent. The visit was the 
final stop in a study trip which saw the delegation 
also visit workers’ compensation and occupational 
health and safety regulators in Canberra, Melbourne 
and Adelaide. 

As many of the study group were recently appointed 
members to Singapore’s Workplace Safety and 
Health Council, they came to learn about Australian 
workplace safety standards, workers’ compensation 
schemes and return to work programs, with an 
emphasis on the building and construction industry.

The delegation attended presentations from 
WorkCover WA, WorkSafe WA, the Department 
of State Development, and the President of 
the Australasian Faculty of Occupational and 
Environmental Medicine regarding the WA 
experience and the health benefits of good work.

The Ministry of Manpower previously visited 
WorkCover WA in 2015.

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 provides executive 
and policy level support for meetings and national 
projects. WorkCover WA also maintains an active role 
in driving a strategic policy agenda and change.

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 2016/17 by 
SIG-WC include: 

• development of a draft ‘Best practice in 
psychological claims management in workers’ 
compensation’ framework

• commencement of a project to develop ways 
to support general practitioners to achieve 
better health and return to work outcomes for 
patients with a compensated injury

• 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 2016/17.

In 2016/17, PIEF provided return to work and case 
management training for professionals working with 
people with injuries (such as case managers and 
employer representatives). 

Australian Taxation Office
To improve the targeting of employers at risk of 
non-compliance with their workers’ compensation 
obligations, WorkCover WA initiated a data sharing 
collaboration with the Australian Taxation Office in 
2016/17.

For more details on this project, refer to the ‘Dataset 
collaboration with Australian Taxation office’ section 
on page 42.
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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. The committee 
is responsible for arranging presentations for public 
sector staff on a range of injury management and 
return to work topics.

Industrial Foundation for  
Accident Prevention
WorkCover WA’s cooperative partnership with the 
not-for-profit Industrial Foundation for Accident 
Prevention (IFAP) continued in 2016/17 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 2016/17, eight free IFAP seminars were delivered 
to 67 injured workers.

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 (OSH) 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 continued to work 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. HWWA had an 
exhibition booth at WorkCover WA’s 2017 Return to 
Work Conference.

During 2016/17, WorkCover WA received Bronze 
accreditation from HWWA acknowledging the 
Agency’s strong focus on providing a healthy 
workplace for its employees.

WorkSafe WA
In 2016/17, WorkSafe WA assisted WorkCover WA 
by distributing copies of the fact sheet Workers’ 
Compensation Essentials for Employers to 1,800 
employers across the State. This is a new initiative 
and a dedicated 1300 number was included on the 
fact sheet. Since March 2017, WorkCover WA has 
received 13 calls directly attributable to the initiative, 
with the number of callers steadily increasing each 
month. 

Discussions with WorkSafe WA have also confirmed 
referrals from WorkCover WA regarding potentially 
high risk employers are extremely useful as they:

• provide insight into types of injuries

• provide context for employers ‘on watch’ by 
WorkSafe WA

• inform WorkSafe WA whether employers report 
injuries required under the OSH Act

• inform targeted projects.

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

WorkCover WA participated in three meetings of the 
forum in 2016/17 to share experiences and discuss 
potential areas for scheme-wide improvement 
initiatives in injury management.

Australian Rehabilitation  
Providers Association WA
In its commitment to influencing best practice 
within workplace rehabilitation service provision, 
WorkCover WA supports the Australian Rehabilitation 
Providers Association (ARPA) WA through the 
sponsorship of its annual ARPA WA Excellence in 
Workplace Rehabilitation Awards. WorkCover WA 
provided gold sponsorship of the 2017 event and 
presented awards in multiple categories on the 
night. 
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