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Additional  
Key Performance  
Indicator  
information
Certification of KPIs
We hereby certify the key performance indicators 
are based on proper records, are relevant and 
appropriate for assisting users to assess  
WorkCover WA’s performance, and fairly represent 
the performance of WorkCover WA for the financial 
year ended 30 June 2016.

Detailed information in 
support of Key Performance 
Indicators
Government Goals provide the high level basis of 
the Government’s intentions to improve the quality 
of life for all Western Australians, with the needs of 
Western Australians living in the regions a major 
priority.

Government goals are supported by strategic 
(whole of Government) outcome statements and, 
at departmental level, by Agency specific desired 
outcomes. Agency level desired outcomes clarify 
the contributions agencies are expected to make 
towards achieving government policies and 
priorities, and must be linked to the government 
goals.

Agencies deliver services to achieve these desired 
outcomes which ultimately contribute to meeting 
Government goals. This linkage creates a hierarchy 
in which the purpose of each service provided by an 
Agency can be traced to a Government goal.

WorkCover WA contributes to Government  
Goal 3, ‘Results-Based Service Delivery’ by 
delivering services aimed at minimising the social 
and economic impact of work-related injury and 
disease on workers, employers and the Western 
Australian community.

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

• providing advice and guidance on workers’ 
compensation and injury management

• active, responsive and transparent management 
of the scheme

• focused information, education and compliance 
activities

• fair and timely dispute resolution 

• a strong service focus.

WorkCover WA strives to achieve its outcome 
through the effective administration of the Workers’ 
Compensation and Injury Management Act 1981 
(the Act), the provision of quality policy advice to 
Government, and excellent stakeholder relationships.

Our Agency Desired Outcome relates directly 
to our vision and purpose: “To ensure a workers’ 
compensation and injury management scheme that is 
financially viable, contemporary and integrated whilst 
providing services that are fair, accessible, timely and 
cost effective for all participants”.

The Agency Services provided to ensure  
WorkCover WA achieves its desired outcome are:

• Service 1: Scheme Regulation 
Regulation of workers’ compensation scheme 
participants for compliance with legislative 
requirements.

• Service 2: Scheme Services 
Provision of effective and equitable dispute 
resolution and other services to scheme 
participants.

The following figure shows the WorkCover WA 
Outcome Based Management (OBM) Structure.

Greg Joyce 
Chairman 
WorkCover WA 
26 August 2016

Michelle Reynolds 
Chief Executive Officer 
WorkCover WA 
26 August 2016
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Results-Based Service Delivery

Greater focus on achieving results in  
key service delivery areas for the benefit  

of all Western Australians.

Government Goal

WorkCover WA’s Agency  
Desired Outcome

WorkCover WA’s Agency Services

To ensure a workers’ compensation and injury 
management scheme that is financially viable, 
contemporary and integrated, whilst providing 
services that are fair, accessible, timely and cost 

effective for all participants.

1. Scheme Regulation  - regulation of  
workers’ compensation scheme participants  
for compliance with legislative requirements.

2. Scheme Services - provision of effective and 
equitable dispute resolution and  

other services to scheme participants.

Changes to the Outcomes 
Based Management Structure 
WorkCover WA did not make any changes to its OBM 
in 2015/16. The last changes were made in 2014 and 
were included in our 2014/15 Annual Report. 
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Figure 24: WorkCover WA’s links to  
Government Goals through its Agency  
Desired Outcome and Services
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Key Performance Indicators

To ensure a workers’ compensation and injury management scheme that is financially viable, contemporary, and integrated whilst  
providing services that are fair, accessible, timely and cost effective for all participants.

Table 27: WorkCover WA’s Key Performance Indicators for WorkCover WA and their relationship with the  
Agency’s Outcome Based Management Structure

Agency Desired Outcome

1.1 The number of non-compliance  
events identified as a result of a claim  

on the General Account

1.2 The proportion of conciliations  
completed within 8 weeks

1.3 The proportion of disputes  
resolved within 6 months

Effectiveness Indicators

1. Scheme Regulation - regulation of workers’ compensation  
scheme participants for compliance with legislative requirements

2. Scheme Services - provision of effective and equitable  
dispute resolution and other services to scheme participants

1.1 Average cost  
per employer 

compliance activity

2.3 Average 
cost to process a 
Memorandum of 

Agreement

1.2 Average cost  per 
approved and  

monitored  
service provider

1.3 Average cost per 
client contact  

to provide  
information and advice

2.1 Average cost  
to complete a 

conciliation

2.2 Average cost  
to complete an 

arbitration

Agency Services

Efficiency Indicators
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Summary of Key Performance Indicators
Key Performance Indicators of Effectiveness

Table 28: Key Performance Indicators of Effectiveness

# Indicator 2011/12 
Actual

2012/13 
Actual

2013/14 
Actual

2014/15 
Actual

2015/16
Actual

2015/16 
Target

1.1 The number of non-compliance events identified 
as a result of a claim on the General Account

5 3 4 3 9 7

1.2 The proportion of conciliations completed within 
8 weeks

96.7% 97.8% 96.8% 96.3% 96.2% 97.0%

1.3 The proportion of disputes resolved within  
6 months

86.8% 92.3% 89.5% 88.8% 86.8% 90.0%

Key Performance Indicators of Efficiency

Table 29: Key Performance Indicators of Efficiency

# Indicator 2011/12 
Actual

2012/13 
Actual

2013/14 
Actual

2014/15 
Actual

2015/16
Actual

2015/16 
Target

1.1 Average cost per employer compliance activity $235 $265 $198 $255 $281 $299

1.2 Average cost per approved and monitored service 
provider

$3,087 $2,871 $3,047 $3,250 $3,472 $3,581

1.3 Average cost per client contact to provide 
information and advice

$133 $120 $120 $120 $106 $101

2.1 Average cost to complete a conciliation $2,412 $2,579 $2,268 $1,966 $2,095 $1,993

2.2 Average cost to complete an arbitration $13,803 $13,014 $11,153 $10,042 $10,084 $10,100

2.3 Average cost to process a Memorandum  of 
Agreement

$381 $373 $389 $342 $339 $369
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Key Performance Indicators 
of Effectiveness
WorkCover WA measures its success in achieving 
its outcome through effectiveness indicators. 
Effectiveness indicators provide information on 
the extent to which the Agency desired outcome 
has been achieved, or contributed to, through the 
delivery of services.

The indicators relate directly to the two services 
provided by WorkCover WA: Scheme Regulation and 
Scheme Services.

Indicator 1.1 

Number of non-compliance 
events identified as a result of a 
claim on the General Account 
2011/12 

Actual
2012/13 

Actual
2013/14 

Actual
2014/15 

Actual
2015/16

Actual
2015/16 

Target

5 3 4 3 9 7

Description
WorkCover WA is responsible under the Act to ensure 
all employers are insured for workers’ compensation 
for their full liability.

Effectiveness indicator 1.1 indicates the number of 
new claims with payments made from  
WorkCover WA’s General Account (as a safety net 
payment) to workers, due to employers not having 
the required insurance to cover such payments  
(non-compliance).

A non-compliance event is defined as “an 
occupational safety and health incident to a worker 
or workers of an uninsured employer, which has a 
financial impact on WorkCover WA’s General Account 
by way of an uninsured claim payment”. 

Claims involving asbestos and industrial disease are 
made years after the causal exposure. Accordingly, 
these are excluded from the definition of an ‘event’ 
as they bear no reflection on the current insurance 
levels of employers. 

Common law damages claims paid from the General 
Account due to insurers declining to indemnify the 
claim are also excluded. This exclusion is limited to 
claims where a court finds the insured employer 
breached their insurance policy by recklessly 
disregarding the risk to the worker.

The number of claims in the scheme was consistent 
at approximately 40,000 per annum for many years. 
A benchmark of two uninsured claims per  
10,000 claims was established and has seen the 
target set at eight for a long time. A decline in the 
overall number of insured claims (36,878 in 2013/14 
and 34,155 predicted in 2014/15) has resulted in the 
target for 2015/16 being reduced to seven.

The information to inform this indicator is derived 
from two Agency information systems. The total 
number of claims is reported from the Q2 database 
which captures details of all claims as reported by 
approved insurers and self-insurers.

The number of General Account claims is derived 
from the Agency Financial Management Information 
System (FMIS) which reports the commencement of 
any payments to a worker or service provider made 
from the General Account.

9292
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Analysis 
In 2015/16 there were nine non-compliance events 
identified as a result of claims paid by the General 
Account (see Figure 25). This is two more than the 
target of seven and six more than in 2014/15. Whilst 
the number of General Account claims in 2015/16 is 
an increase on the previous year, it does not appear 
to be indicative of any particular trend.  All claims 
have been reviewed to ensure emerging trends or 
issues are identified for possible remedial action. It 
was noted that of the nine claims paid in 2015/16, 
only two relate to injuries sustained in 2015/16 and a 
further three relate to injuries sustained in the 2015 
calendar year. The other four claims paid in 2015/16 
relate to injuries sustained in prior years. There is no 
particular trend for this delay in claim lodgement or 
payment and it will be monitored to determine if it 
was an anomaly in 2015/16.

The continued low number of claims paid by the 
General Account can be attributed in part  
to WorkCover WA’s compliance activities and the 
consistent provision of information and education to 
stakeholders. 

The estimated total cost of the 2015/16 claims is 
$404,044. The Agency attempts recovery action 
against all uninsured employers.

Figure 25: New claims on the General Account
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Figure 26: Proportion of conciliations completed 
within 8 weeks

Indicator 1.2 

The proportion of conciliations 
completed within eight weeks 
2011/12 

Actual
2012/13 

Actual
2013/14 

Actual
2014/15 

Actual
2015/16

Actual
2015/16 

Target

96.7% 97.8% 96.8% 96.3% 96.2% 97.0%

Description
The Workers’ Compensation and Injury Management 
Conciliation Rules 2011 set the time limit for 
conciliation at 56 days (eight weeks) from the day on 
which the Director accepts an application, unless an 
extension is granted by the Director for a period not 
exceeding a further eight weeks.

Time taken to complete an application for 
conciliation is measured from the date an application 
for conciliation is accepted to the date a certificate of 
outcome is issued by the Conciliation Officer.

This indicator is produced directly from data 
extracted from the Dispute Case Management 
System (DCMS) which supports the business needs 
of the Conciliation and Arbitration Services (CAS).

The target for this KPI has been set based on the 
previous year target and performance.

Analysis 
In 2015/16 96.2 percent of conciliations were 
completed within the eight week statutory 
timeframe (see Figure 26).  This is consistent with the 
target of 97.0 percent and the outcome for 2014/15.

There will always be some cases that cannot 
reasonably be dealt with within the initial eight 
week period. In these cases the Director may apply 
an extension of an additional eight week period. 
Of the 82 matters not completed within the initial 
eight weeks, 81 were completed within the extended 
timeframe. The longest matter, an asbestos related 
disease claim, was particularly complex and was 
completed eight days after the end of the extended 
timeframe.

Indicator 1.3

The proportion of disputes 
resolved within six months
2011/12 

Actual
2012/13 

Actual
2013/14 

Actual
2014/15 

Actual
2015/16

Actual
2015/16 

Target

86.8% 92.3% 89.5% 88.8% 86.8% 90.0%

Description
This KPI measures the proportion of disputes 
completed within a six month timeframe from 
the day an application for conciliation is accepted 
through to the day they are completed, either 
via conciliation or arbitration. For those disputes 
progressing to arbitration the 28 day statutory gap 
(or portion of ) in which an application for arbitration 
can be made is not included in the timeframe. 

Data for this KPI is drawn from the DCMS, and 
establishes the timeframe by counting disputes 
from the day a dispute is registered as accepted for 
conciliation through to the day the dispute is either 
recorded as completed (for conciliation) or closed 
and/or final orders issued, where the matter has 
proceeded to arbitration.

The target for this KPI has been set based on the 
previous year target and performance.

Key Performance Indicators | WorkCover WA 2015/16 Annual Report

Proportion of 
conciliations 
completed within 
8 weeks

96.7% 97.8% 96.8% 96.3% 96.2% 97.0%
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Analysis 
In 2015/16 86.8 percent of all disputes were resolved 
within six months (see Figure 27). This is marginally 
less than both the target of 90.0 percent and the 
2014/15 result. 

These results are published in a long standing 
comparative performance monitoring report 
produced by Safe Work Australia and shows dispute 
resolution within the Western Australian workers’ 
compensation scheme performs well compared 
with other jurisdictions. The latest available national 
data shows the 2013/14 National and New Zealand 
averages were 63.9 percent and 77.7 percent 
respectively. 

Key Performance Indicators 
of Efficiency
Efficiency indicators relate Agency services to the 
level of resource inputs required to deliver them. The 
efficiency indicators for WorkCover WA are focused 
on financial resources and provide a per-unit cost.

There are three efficiency indicators chosen for each 
of the two Agency services. These indicators measure 
the overall unit costs of delivering the core services 
of dispute resolution and regulation of scheme 
participants.

Allocation of Agency costs
To ensure accurate allocations of costs to the KPIs 
across the Agency, a formal Agency cost mapping 
model is used. The model was last reviewed in  
April 2015 resulting in minor changes to the 
mapping of activities within the CAS Division.  
Budget figures used in the costing model are 
consistent with the Agency’s approved budget.

Direct costs for each activity are allocated to 
individual cost centres within the relevant business 
units in the first instance.  Indirect costs (overheads) 
easily attributed to Full Time Equivalent (FTE) 
positions, such as payroll tax, superannuation, 
workers’ compensation and employee entitlements 
are allocated across all Agency cost centres on an 
FTE basis. Other overheads, such as rates, water, 
electricity and depreciation of buildings are allocated 
according to the floor space specifically allocated to 
an area.

Certain expenditure and revenue in relation to 
the payment and subsequent recovery of workers’ 
compensation claims are not incorporated into the 
KPI calculation data. This is due to the nature of these 
transactions and the fact that WorkCover WA has no 
control over General Account and Supplementation 
Fund claims, which if included, would unduly skew 
key KPI data (for 2015/16 this represents 10 percent 
of the total expenditure consistent with the seven 
percent representation in 2014/15).
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Figure 27: Proportion of disputes resolved within  
6 months
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Service 1: Scheme Regulation
Regulation of workers’ 
compensation scheme 
participants for compliance with 
legislative requirements
WorkCover WA is responsible for monitoring 
compliance of employers, insurers and others 
participating in or affected by the scheme.

Indicator 1.1 

Average cost per employer 
compliance activity 
2011/12 

Actual
2012/13 

Actual
2013/14 

Actual
2014/15 

Actual
2015/16

Actual
2015/16 

Target

$235 $265 $198 $255 $281 $299

Description
WorkCover WA seeks to ensure every employer 
maintains a policy of insurance and complies with 
other obligations under the Act.

This indicator reports the average cost per employer 
compliance activity and is measured by dividing 
the full costs of the Agency’s Compliance Section, 
including overhead allocation, by the total number 
of employer compliance activities.

Each employer compliance activity is recorded 
in the Regulatory Services Management System 
(RSMS) which tracks all activity for each case. The 
total number of employer compliance activities for 
2015/16 has been extracted directly from RSMS.

The increase in the target figure for this indicator is 
predominantly due to an additional staff resource 
allocated to the area for 2015/16. Activity levels were 
determined based on an anticipated small increase 
in the overall activity consistent with trends in 
previous years.

Analysis 
In 2015/16 the average cost per employer 
compliance activity is $281 (see Figure 28). This is  
6.0 percent less than the target of $299 and 10.2 
percent higher than the previous year outcome.

The variance to target is predominantly 
attributable to a reduction in expenditure due to 
unfilled positions during the year. The variance in 
performance from 2014/15 is due to slightly reduced 
compliance activity compared to the prior year 
where a backlog of cases existed as well as slightly 
increased salary expenses. 

The outcome of this indicator shows the Agency is 
maintaining the level of service provided with some 
variance in activity levels over the past five years. 
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Figure 28: Cost per employer compliance activity
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Cost per activity $235 $265 $198 $255 $281 $299

| Contents page |



97

Key Performance Indicators | WorkCover WA 2015/16 Annual Report

Indicator 1.2

Average cost per approved and 
monitored service provider
2011/12 

Actual
2012/13 

Actual
2013/14 

Actual
2014/15 

Actual
2015/16

Actual
2015/16 

Target

$3,087 $2,871 $3,047 $3,250 $3,472 $3,581

 
Description
WorkCover WA is responsible for approving, 
monitoring and reviewing the performance of 
approved participants in the workers’ compensation 
scheme. 

WorkCover WA approves and/or monitors the 
performance of the following service providers: 
insurers, self-insurers, workplace rehabilitation 
providers, approved medical specialists (AMS), 
audiologists/audiometric officers and registered 
agents.

This indicator reports the average cost per approved 
and monitored service provider and is measured 
by dividing the full costs of the Standards and 
Monitoring Section, plus one third of the Regulatory 
Services Executive and the determined  
WorkCover WA overhead allocation, by the total 
number of approved and monitored service 
providers.

All information relevant to the approved and 
monitored service providers is captured in RSMS as 
the single data source. The data for this indicator are 
extracted directly from RSMS.

Analysis 
In 2015/16, the average cost per approved and 
monitored service provider is $3,472 (see Figure 29).  
This is 3.0 percent less than the target of $3,581 and 
6.8 percent higher than the 2014/15 outcome. 

Whilst the number of service providers has remained 
stable, the resources increased in 2015/16 to assist 
in the delivery of a new stakeholder performance 
audit program. The 2015/16 outcome shows the cost 
of approving and monitoring service providers has 
increased marginally over the past two years.
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Figure 29: Average cost per approved and 
monitored service provider
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Indicator 1.3 

Average cost per client contact to 
provide information and advice
2011/12 

Actual
2012/13 

Actual
2013/14 

Actual
2014/15 

Actual
2015/16

Actual
2015/16 

Target

$133 $120 $120 $120 $106 $101

 
Description
WorkCover WA has responsibility under the Act to 
promote awareness and disseminate information 
about the workers’ compensation scheme.

This indicator reports the average cost of providing 
information and advice in relation to all aspects of 
the scheme and is measured by dividing the full 
costs of the Agency’s Advice and Assistance Unit, 
including overhead allocation, by the total number 
of written advice notifications prepared and verbal 
consultations conducted for the year.

Written advice notifications and verbal consultations 
for the 2015/16 year are recorded in both  
WorkCover WA’s Contact Manager System and 
RSMS.  The Agency is in the process of changing 
all recording over to RSMS. This includes all inward 
telephone calls, in-person enquiries, appointments, 
and written enquiries. The total number of matters 
conducted is then extracted directly from the 
respective systems.

The target for this indicator was based on an 
anticipated small increase on overall expected 
activity and is consistent with trends in previous 
years.

Analysis 
In 2015/16, the average cost per client contact to 
provide information and advice is $106 (see  
Figure 30). This is 4.9 percent higher than the target 
of $101 and 11.7 percent less than the 2014/15 
outcome. 

The reduction in the average cost of providing this 
service is mostly due to a reduction in staffing levels 
which more than offset a reduction in activity. 

The Advice and Assistance Unit responds to 
approximately 22,000 requests per annum. The 
estimated number of responses used to determine 
the 2015/16 target was calculated by applying a 
small increase on the prior year outcome however 
this increase was not realised. The number of 
requests for advice and assistance is down by  
881 (3.9 percent) from 2014/15 mostly due to a 
reduction in telephone enquiries. This variance 
is attributed to the new WorkCover WA website 
launched in October 2014. The new website offers 
user friendly access to information and increased 
search capabilities. In 2015/16, the website attracted 
in excess of 270,000 hits.

9898

Figure 30: Average cost per client contact to 
provide information and advice
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Indicator 2.1 

Average cost to complete a 
conciliation
2011/12 

Actual
2012/13 

Actual
2013/14 

Actual
2014/15 

Actual
2015/16

Actual
2015/16 

Target

$2,412 $2,579 $2,268 $1,966 $2,095 $1,993

 
Description
This KPI measures the average cost to complete a 
conciliation. It is measured by dividing the full costs 
of providing the conciliation process, including 
overhead allocation, by the total number of 
conciliations completed.

All conciliations are recorded in the DCMS. 
‘Completed’ is measured as the date that a 
Conciliation Officer records a Certificate of Outcome 
at the end of a conciliation process. The data for this 
indicator is extracted directly from DCMS.

The target for this indicator was based on the 
2014/15 outcome and trends over previous years 
which indicated a steady increase in conciliation 
activity.

Analysis 
In 2015/16, the average cost to complete a 
conciliation is $2,095 (see Figure 31). This is  
5.1 percent higher than the target of $1,993 and 
6.6 percent higher than the outcome of $1,966 in 
2014/15.

The number of conciliations completed for the 
period is 5.6 percent fewer than expected and  
3.2 percent less than 2014/15.

This result shows the previous trend of increasing 
numbers of applications for conciliation has not 
continued. Whilst the cost per conciliation indicator 
is marginally higher than the previous year and 
2015/16 target, it is less than in earlier years.

Figure 31: Average cost to complete a conciliation
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Service 2: Scheme Services
Provision of effective and 
equitable dispute resolution 
and other services to scheme 
participants
CAS provide a fair and cost effective system for 
the resolution of disputes that is timely, accessible, 
approachable and professional, and minimises costs 
to parties to disputes through either conciliation or 
arbitration.

The Agency is also responsible for recording the 
finalisation of workers’ compensation claims through 
the registration of Memoranda of Agreement 
(MoAs) and the processing of documents submitted 
in relation to settlement of common law actions 
initiated in the District Court.

9999
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Indicator 2.2

Average cost to complete an 
arbitration
2011/12 

Actual
2012/13 

Actual
2013/14 

Actual
2014/15 

Actual
2015/16

Actual
2015/16 

Target

$13,803 $13,014 $11,153 $10,042 $10,084 $10,100

 
Description
This KPI measures the average cost to complete an 
arbitration application. It is measured by dividing 
the full costs of providing the arbitration process, 
including overhead allocation, by the total number 
of arbitrations completed.

All arbitrations are recorded in DCMS. ‘Completion of 
an arbitration’ can mean a matter is discontinued or 
final orders are issued by an Arbitrator.

The target for this indicator is based on an 
anticipated slight reduction in the estimated number 
of arbitrations as the increase in activity seen in late 
2013/14 and early 2014/15 has not continued.

Analysis 
In 2015/16, the average cost to complete an 
arbitration is $10,084 (see Figure 32). This is 
consistent with the predicted target of $10,100 and 
the outcome for 2014/15 of $10,042.

This indicator shows efficiencies realised through 
the continued employment of sessional arbitrators, 
and active management of case allocations to both 
in-house and sessional arbitrators. 
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Figure 32: Average cost to complete an 
arbitration
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Indicator 2.3

Average cost to process a 
Memorandum of Agreement
2011/12 

Actual
2012/13 

Actual
2013/14 

Actual
2014/15 

Actual
2015/16

Actual
2015/16 

Target

$381 $373 $389 $342 $339 $369

 
Description
WorkCover WA is responsible for registering MoAs, 
where parties agree to settle a claim in the workers’ 
compensation scheme, either through redemption 
of weekly entitlements and medical expenses, and/
or through an assessment of a worker’s permanent 
impairment.

This KPI measures the average cost to complete a 
MoA and is measured by dividing the full costs of 
providing the MoA process, including overhead 
allocation, by the total number of MoAs completed.

Each MoA registered is recorded in the MoAs 
database which forms part of DCMS. The data for this 
KPI is extracted directly from this system.

The target for this KPI was set based on the previous 
year’s actual outcome and trends over previous 
years.  

Analysis 
The average cost to process a MoA for 2015/16 is 
$339 (see Figure 33). This is 8.3 percent less than the 
target of $369 and close to the 2014/15 outcome.

The variance to target is primarily due to lower than 
expected direct costs associated with staff vacancies 
within the business unit, combined with a reduction 
in transcription costs. 

Additionally, WorkCover WA had a number vacant 
positions across the Agency which contributed to a 
lower than expected corporate overhead allocation. 
The 2015/16 outcome shows the average cost 
of providing this service has remained relatively 
constant over the past five years (see Figure 33).
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Figure 33: Average cost to complete a 
Memorandum of Agreement
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