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A Workers’ Compensation Regulatory Framework (the Framework) approved 
by the WorkCover WA Board (the Board) is enforced within Regulatory Services 
as part of a focus on continuous improvement. The Framework includes all 
regulatory tools for internal and external stakeholders and service providers. 

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

Workers’ Compensation 
Regulatory Framework

Regulating employers
Regulation of workers’ compensation scheme participants to promote compliance with legislative requirements.

Service 1: Scheme Regulation

This scheme service is aligned with WorkCover WA strategic goal

1 – Strategic Scheme Management 

This scheme service is aligned with Government Goals

Sustainable Finances, Strong Communities, Better Places 

Under the Workers’ Compensation and Injury Management Act 1981, 
WorkCover WA is required to monitor employers and regulate the performance 
of service providers. This ensures employers are meeting their obligations and 
service providers deliver an appropriate standard of service to employers and 
injured workers. Projects and initiatives in this section reflect efforts to maintain 
a high level of service delivery to ensure all Western Australian employers have 
adequate workers’ compensation insurance and all Western Australian workers 
are supported in their recovery to return to work. 
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During 2018/19, employer compliance activities 
included: 

• expired policy enquiries

• assessment of policy cancellation requests

• investigations into suspected:

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

• late or irregular weekly payments to 
injured workers

• fraud

• proactive campaigns to educate employers and 
identify non-compliance in particular industries 
and suburbs (refer to page 48 for further 
information)

• regional compliance visits (refer to page 46 for 
further information).

WorkCover WA  
investigation model
WorkCover WA’s investigation model was updated 
and simplified last financial year to reflect a less rigid 
approach to investigation. The model continues 
to work well, with the number of investigations 
conducted increasing to 2,783 in 2018/19 compared 
with 2,512 in 2017/18. 

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

Investigation activities

Total compliance activities 12,116

Total investigation activities 2,783

Enquiries into policy cancellations 4,744

Initial enquiries into employers’ duty to 
insure 2,545

Enquiries into lapsed or expired 
policies 4,827

Letters of caution sent 57

Investigations resulting in no further 
action 2,291

Infringement notices issued 365

Prosecutions completed 70

Figure 18:  2018/19 compliance outcomes

Figure 19:  2018/19 KPI effectiveness indicator 
related to employer compliance

Description 2018/19 Target 
(T) and Result (R)

T = 6

R = 8

1.1
Ref.
p.112

Number of 
non-compliance 
events identified 
as a result of a 
claim on the 
General Account
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This activity is aligned with
 WorkCover WA strategic goal

1 – Strategic Scheme Management 

This activity is aligned with Government Goals

Better Places, Strong Communities 

WorkCover WA’s Regional Plan sets out visits to 
regions in Western Australia to ensure workers, 
employers and service providers are aware of 
their rights and obligations under the Workers’ 
Compensation and Injury Management Act 1981. 
This ensures injured workers are supported in 
their injury management and return to work and 
employers in the regions aren’t unduly impacted by a 
workers’ compensation claim.

As the regulator of the Western Australian workers’ 
compensation and injury management scheme 
(the WA scheme), WorkCover WA aims to ensure all 
employers, irrespective of where they operate within 
Western Australia (WA), comply with their obligations 
in relation to workers’ compensation and injury 
management under the Workers’ Compensation and 
Injury Management Act 1981 (the Act). 

To maintain a presence in the regional areas of WA, a 
Regional Plan is developed and implemented each 
year. 

Detailed information about each visit is available in 
Case study 1: Regional activity. 

This case study highlights WorkCover WA’s efforts to:

• reinforce key messages and awareness about 
workers’ compensation, employer obligations and 
injury management throughout regional WA

• connect with regional employers and residents to 
humanise and ‘put a face’ to the Agency

• encourage stakeholders to use WorkCover WA’s 
resources. 

Additionally, information from the Australian 
Taxation Office (ATO) was utilised to target potential 
non-compliant employers in the region being 
visited.  

WorkCover WA’s Facebook page was a significant 
contributor in notifying stakeholders that visits 
were being undertaken and Facebook advertising 
enabled the Agency to reach specific regions, 
industry groups and local government agencies 
to advise relevant employers and medical 
service providers. Up to 2,000 people viewed 
advertisements over a seven-day period leading up 
to each visit. Refer to page 68 to find out more about 
how Facebook was used for regional visits. 

In 2018/19 seven regional visits were conducted 
which were well received by employers, insurers, 
insurance brokers and medical service providers. 
Attending officers undertook workplace compliance 
inspections, educational seminars and meetings 
with stakeholders. 

Significant planning was involved in each regional 
visit to ensure they provided opportunities to 
conduct meaningful and effective compliance 
and educational activities. Contact was made with 
relevant stakeholders in regional areas ahead of 
time to:

• notify them WorkCover WA officers would be 
visiting the region to undertake compliance 
inspections and education

• remind them of their obligations under the Act 
and inform them of penalties for  
non-compliance

• enable employers to check their Certificate of 
Currency was up to date and ready to present to 
an officer if required

• arrange meetings or presentations and allow 
stakeholders to ask questions or raise concerns. 

Regional plan Case study 1: Regional activity
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Wheatbelt

Indian Ocean Territories

Kimberley 

In July 2018, officers visited Broome and conducted 
153 inspections. As a result of the inspections, 
three infringement notices were issued and three 
prosecutions commenced. Meetings were held 
with practice managers at two medical centres and 
officers also attended a question and answer session 
facilitated by an insurance broker and a local industry 
representative group. The session was attended 
by small business owners and officers were able to 
provide information about the role of WorkCover WA 
and answer questions about workers’ compensation 
and injury management. 

In October 2018, officers carried out 162 inspections 
in Wagin, Brookton, Cuballing, Popanyinning, 
Beverley and York which resulted in one employer 
being prosecuted for failing to have a workers’ 
compensation insurance policy. Officers attended a 
meeting with a Brookton farming group to discuss 
contracting arrangements regarding shearing 
contractors and the definition of ‘worker’ in the 
Act. They also visited local hospitals and medical 
centres where they provided information packs and 
contact information for WorkCover WA’s Advice and 
Assistance line.

Midwest

In March 2019, officers conducted 178 inspections 
in Geraldton and Dongara which resulted in 
one infringement notice being issued. Three 
more employers are currently under further 
investigation. Officers met with staff at two 
medical centres, an insurance broker and staff 
from a dental clinic. They discussed completing 
Certificates of Capacity, assisting patients when 
their claim is declined, the workers’ compensation 
scheme and the role of the GP.

Great Southern

In February 2019, officers visited Albany, Denmark 
and Mt Barker where they conducted 53 inspections 
which resulted in four infringement notices being 
issued. Officers also held meetings with the Shire of 
Denmark, medical centres and a pharmacy. Issues 
discussed with stakeholders at the meetings included 
payment of medical treatment before a workers’ 
compensation claim is accepted, the uninsured claims 
process and the resources WorkCover WA provides.

South West 

In August 2018, officers carried out 192 inspections 
in Busselton, Margaret River and Dunsborough which 
resulted in two prosecutions. Six more employers 
are currently being prosecuted from this visit. The 
officers visited 19 stakeholders including medical 
centres, allied health providers and insurance brokers 
to reinforce respective roles within the scheme 
and provide an opportunity for issues to be raised. 
Discussions with stakeholders focused around the 
importance of general practitioners (GPs) thoroughly 
completing Certificates of Capacity and insurance 
brokers providing insurer-issued Certificates of 
Currency to clients. 

Goldfields

In September 2018, officers visited Kalgoorlie and 
Coolgardie where they conducted 68 inspections 
and compliance checks. Four uninsured employers 
were identified which resulted in three infringement 
notices and one prosecution. Officers also met 
with the City of Kalgoorlie, medical centres and a 
pharmacy, where they discussed the role of the GP, 
the claims process and the resources WorkCover WA 
provides. Information packs were also delivered to 
industry representatives and an insurance broker. 

WorkCover WA has a Service Delivery Agreement with 
the Commonwealth Government. The current Service 
Delivery Agreement runs until 30 June 2021 and aims 
to ensure compliance obligations are being met in 
the Indian Ocean Territories and education and advice 
is available to local employers and injured workers.  

In November 2018, an investigator visited  
Cocos Island and conducted 22 inspections of local 
employers. The investigator also provided claim forms 
and information about return to work to staff at the 
Cocos Island Hospital located on Home Island.

Case study takeaways:
• WorkCover WA visited seven regional areas 

in 2018/19 to provide education and conduct 
compliance inspections

• 828 inspections were conducted, resulting 
in 11 infringement notices and seven 
prosecutions. Six more employers are 
currently being prosecuted and three more 
are under investigation

• There is a high level of compliance by 
employers in regional areas

• The visits helped stakeholders become 
more aware of WorkCover WA, workers’ 
compensation and the resources available 
to them.

Information packs and contact information for 
WorkCover WA’s Advice and Assistance line were 
also left with stakeholders.
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Targeted regulatory education Campaign 1

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

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

Industry-focused campaigns are conducted as part of 
WorkCover WA’s Education Plan to educate employers 
about workers’ compensation obligations and the 
consequences of non-compliance.

For each campaign, industries are identified using 
claims and premium data and the best ways to 
approach employers, their insurance advisors and 
industry representatives are determined. The risk of 
non-compliance in an industry could be elevated 
because it is new or emerging, in a high-risk location, 
has a pattern of non-compliance or undertakes  
high-risk work. 

In 2018/19, three campaigns were undertaken. Each 
campaign identified and targeted an emerging 
industry or a high-risk industry. 

This campaign was run from July to  
September 2018. The solar panel industry was 
identified as an emerging industry and the meat, fish 
and poultry industry was identified as high-risk. 

Investigators from the Employer Compliance team 
conducted inspections of both industries and the 
Communications and Education team undertook 
educational activities within the solar panel industry. 

Inspections were conducted on 90 solar panel 
employers, resulting in one prosecution and one 
infringement notice being issued. Inspections 
conducted of 116 meat, fish and poultry employers 
resulted in one infringement notice and one letter of 
caution being issued. 

An article was published in the 2018 spring edition of 
Solar and Storage magazine, which has a readership 
of 5,000 solar, storage and energy management 
specialists. The article focused on reminding 
employers about the importance of having a workers’ 
compensation insurance policy and explained the 
consequences of non-compliance, including the 
potential costs of an uninsured claim. Facebook 
and Twitter posts were also published to remind 
employers in the industry about their obligations and 
emails were sent to solar panel industry associations, 
insurers and insurance brokers. 

This activity is aligned with
 WorkCover WA strategic goal

1 – Strategic Scheme Management 

This scheme service is aligned with 
Government Goal

Strong Communities 

Industry campaigns provide WorkCover WA with an 
opportunity to approach industries deemed to be at 
risk of non-compliance and make efforts to educate 
employers in these industries about their obligations. 
Ensuring employers in these high-risk industries are 
aware of their obligations increases compliance levels 
and has a flow-on effect with a smoother claims 
process and a quick and sustainable recovery and 
return to work if an injury were to occur.  

Industry campaigns
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Campaign 2 Campaign 3 

The supermarket and grocery industry was identified 
as the high-risk industry for the second campaign 
which ran from October to December 2018. The 
Employer Compliance team conducted inspections of 
employers and the Communications and Education 
team undertook educational activities within the 
supermarket and grocery industry. 

Inspections were conducted on 427 supermarket and 
grocery employers. The supermarket and grocery 
employers were all compliant, not employing or had 
ceased trading. 

An article targeting supermarket and grocery 
employers was published in the Master Grocers 
Association newsletter which is distributed  
to 2,000 people nationwide. The Master Grocers 
Association is an employer organisation representing 
independent businesses, including grocery stores, in 
Australia. 

Another article was published in the WA Chinese 
Chamber of Commerce’s newsletter which is 
distributed to 1,800 subscribers. The WA Chinese 
Chamber of Commerce is the voice of the 
Chinese business community and was selected 
to reach independent Chinese grocery stores and 
supermarkets in WA. 

A post was also published and advertised on 
WorkCover WA’s Facebook page which reached  
898 people.

The third campaign targeted the automotive and 
auto electrical industry through educational activities 
and compliance inspections and was run from 
January to March 2019. The automotive and  
auto electrical industry was identified as the high-risk 
industry for this campaign. 

Inspections were conducted on 93 employers which 
resulted in three infringement notices being issued.

Tailored content was created and distributed to 
external newsletters and industry magazines, 
WorkCover WA publications were mailed out and 
information was posted on Facebook and Twitter. 

As a result of these activities the following 
communication results were achieved: 

• the Motor Trade Association WA included 
information about workers’ compensation and 
employer obligations in their weekly electronic 
direct mail to subscribers

• Australian Auto E-News (AAEN magazine) 
published an article which was sent to  
11,000 readers and 2,625 website subscribers

• AAEN magazine also published two more articles 
in their subsidiary publications the Workshop 
Manager and Tyre Business Australia to reinforce 
key messages around workers’ compensation and 
employer obligations to more niche branches of 
the industry

• Facebook advertisement reached 1,750 people.
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General practitioner engagement Review of engagement with general practitioners

A review of engagement with GPs was conducted in 
2018. The review examined WorkCover WA’s current 
engagement with GPs and provided suggestions for 
future engagement.

The effectiveness of current engagement strategies 
was analysed through examination of website 
statistics from the gpsupport website and feedback 
obtained from officers who communicated with 
GPs on regional visits or through the Advice and 
Assistance line. The analysis indicated:  

• more than half of gpsupport website users 
accessed the page from other websites, indicating 
the current location of the link on the  
WorkCover WA website was not sufficiently 
prominent 

• GPs in medical centres and clinics were 
appreciative of WorkCover WA’s efforts to engage 
and happy to discuss questions or issues they had 
about workers’ compensation

• there is often poor communication between 
GPs in hospitals and injured workers after initial 
treatment.

As a result of the review, the link to the gpsupport 
website was moved to the top ribbon of the 
WorkCover WA website homepage. It is anticipated by 
making the website link more prominent, usage will 
increase as it will provide easier access to the website. 
A link to the gpsupport website will also be added 
to the footer of medical fee publications for GPs in 
2019/20. 

Officers attending regional visits also continued to 
ensure visits to medical centres were included in their 
schedule and practices were contacted ahead of time 
to arrange meetings and presentations.

This activity is aligned with  
WorkCover WA strategic goal

1 – Strategic Scheme Management 

This activity is aligned with  
Government Goal

Strong Communities

General practitioners who are educated and 
aware of their responsibilities in relation to injury 
management for work-related injuries are better 
able to assist injured workers with their initial 
assessment and provision of the First Certificate 
of Capacity. General practitioners play an integral 
part in supporting workers during their recovery 
and directing injury management activities. This is 
essential in commencing and informing a quick and 
sustainable return to work.
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Business insurance packages

Noise induced hearing loss General practitioner campaign 

As an extension of the GP campaign conducted in 
2017/18, advertisements were published in 2018/19 
to remind GPs about their roles and obligations in 
the workers’ compensation scheme. Advertisements 
were published in the September 2018 edition of 
Medicus, which is the journal of the Australian Medical 
Association WA, and the August 2018 edition of the 
Medical Forum magazine. Medicus has a readership of 
4,000 people and the Medical Forum magazine has a 
readership of 5,800. 

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

In response to these findings, WorkCover WA ran 
a targeted education campaign which involved 
submitting informative e-news articles to relevant 
associations and providers of these insurance 
packages.

While positive responses to the campaign were 
received, some employers still continue to believe 
workers’ compensation insurance is included in 
business insurance packages. As 12 months has 
elapsed since the campaign, further education 
options will be considered in 2019/20.

In 2018/19 WorkCover WA continued to offer advice 
and guidance to workers and employers across WA 
about noise induced hearing loss related tests and 
claims.

Figure 20:  Involvement in noise induced hearing 
loss in 2018/19

1,004

199

115

105

99

6

Workers identified with potential noise 
induced hearing loss claims

Full audiological assessments arranged

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

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

First election claims (10 percent 
permanent hearing loss)

Subsequent election claims (additional 
five percent permanent hearing loss)
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Regulating service providers
This scheme service is aligned with WorkCover WA strategic goal

1 – Strategic Scheme Management 

This scheme service is aligned with Government Goals

Sustainable Finances, Strong Communities

As the regulator of the Western Australian workers’ compensation and injury 
management scheme, WorkCover WA conducts regulatory activity each year 
to ensure service providers are delivering an appropriate standard of service 
and complying with their obligations under the Workers’ Compensation and 
Injury Management Act 1981. This ensures injured workers and employers are 
provided with the best support and service throughout a claim. It also promotes 
best practice which leads to the achievement of medical recovery and successful 
return to work. 

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

• insurers and self-insurers

• registered agents

• workplace rehabilitation providers

• approved medical specialists 

• audiometric officers, audiologists and audiometrists. 

Regulation of service providers in 2018/19 included: 

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

• audits of insurers and self-insurers

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

• review of service delivery proposals 

• approval of a self-insurer

• revocation of a self-insurer

• investigation of complaints

• regular meetings with service providers and representative bodies

• delivery of regulatory education to influence best practice service provision.
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Table 7: Approved and monitored service providers

Table 8: Complaints against service providers 

Total                                       1,102

Total        18                               8 8 13

Type of service provider Number of service providers regulated 
by WorkCover WA as at 30/6/2019

Type of service provider 2015/16 2016/17 2017/18 2018/19

Insurers 8 (includes ICWA)

Self-insurers 25

Registered agents 237

Workplace rehabilitation providers 50

Audiometric officers, audiologists 
and audiometrists 511

Approved medical specialists 271

Insurers 7 4 5 13

Self-insurers 2 0 1 0

Registered agents 2 2 2 0

Workplace rehabilitation providers 7 0 0 0

Audiometric officers, audiologists 
and audiometrists 0 0 0 0

Approved medical specialists 0 2 0 0

Service Provider Regulatory Framework
WorkCover WA’s Regulatory Services Division developed a framework to effectively 
regulate service providers in a manner that: 

• is proportional to scheme risk

• articulates performance standards

• incorporates contemporary monitoring approaches

• aligns existing policies and processes

• proposes a range of regulatory and compliance responses

• promotes continuous improvement

• ensures organisational consistency.  

The foundation of a new risk-based approach includes risk assessment, regulatory 
activities for each service provider based on risk, a regulatory response model and 
resourcing requirements. 

The Regulatory Services Division will undergo structural changes in 2019/20 
to effectively implement this framework. Follow-on projects to review service 
provider performance standards and establish enforcement criteria and 
compliance responses will also commence next financial year. 
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Insurers and self-insurers

WorkCover WA approved insurers

Annual performance reviewWorkCover WA approved  
self-insurers

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

The performance of approved insurers is reviewed 
annually by WorkCover WA. The Annual Review  
Report 2017/18 was considered by the Board in 
November 2018. It provided an assessment of approved 
insurer performance under the following categories:

• service delivery and claims management

• settlements and disputes

• data submission

• audit results.  

WorkCover WA met with all insurers following the 
2017/18 review and discussed the findings and 
WorkCover WA’s expectations.

• AAI Limited (GIO Insurance)

• Allianz Australia Insurance 

• Catholic Church Insurances

• Guild Insurance 

• Insurance Australia (CGU Workers’ Compensation 
and WFI Insurance) 

• QBE Insurance 

• Zurich Australian Insurance

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

• Alcoa World Alumina

• ANZ Bank

• BHP 

• Bluescope Steel

• BP Australia

• Brambles

• Bristile

• Cockburn Cement

• Coles Group (approved 4 December 2018)

• Competitive Foods Australia

• CSR

• Healius (previously Primary Health Care)

• Holcim (Australia) Holdings

• Inghams Enterprises 

• ISS Facilities Services Australia

• Metcash

• Myer

• Onesteel

• South32

• St John of God Health Care

• Wesfarmers

• Western Australian Local Government Association

• Westpac Banking Corporation

• Woodside Energy

• Woolworths Group.
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Complaint investigations 
against approved service 
providers

Insurers and self-insurers

Registered agents

Complaint investigations against approved insurers 
and self-insurers

Complaint investigations against approved 
registered agents

Self-Insurer Claim Management  
Performance Report

WorkCover WA manages complaints about approved 
service providers in accordance with the Complaints 
Against Service Providers Policy. Information about how 
to make a complaint is available on the  
WorkCover WA website and can also be initiated by 
contact with the Advice and Assistance line. 

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

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

WorkCover WA registers agents who may represent 
parties in proceedings in the Workers’ Compensation 
Conciliation Service (the Conciliation Service) and 
Workers’ Compensation Arbitration Service  
(the Arbitration Service). 

Registered agents are approved and regulated 
by WorkCover WA and 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 2018/19, there were 191 registered agent 
approvals, of which three were independent 
registered agents. 

In 2018/19, WorkCover WA investigated 13 complaints 
against approved insurers, compared with five 
the previous year. Five of these complaints were 
substantiated. 

No complaints were investigated against self-insurers 
in 2018/19, compared to one unsubstantiated 
complaint in 2017/18.

There were no complaints against registered agents 
for investigation in 2018/19. 

The Self-Insurer Claim Management Performance 
Report (the Report) was first distributed to all  
self-insurers in October 2018. The Report provided 
statistics for the 2017/18 financial year about each  
self-insurer’s performance in the following areas:

• timeliness of decision making 

• disputation rates

• settlement rates

• claims duration

• lost-time claim incidence rates. 

The Report outlined each individual self-insurer’s 
performance (by number only for confidentiality 
purposes) and was designed to encourage 
self-regulation. 

A follow-up report based on quarter one and quarter 
two self-insurer cumulative claim data for 2018/19 
was distributed in June 2019 with the comparative 
claim data for 2017/18. 
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Audiometric officers, audiologists 
and audiometrists

Workplace rehabilitation providers

Approved medical specialists 

Complaint investigations against approved 
audiometric officers, audiologists and audiometrists 

Complaint investigations against workplace 
rehabilitation providers

Complaint investigations against approved medical 
specialists 

Audiometric officers, audiologists and audiometrists 
are approved by WorkCover WA to conduct baseline 
hearing tests and full audiological assessments for the 
purposes of the scheme. The Regulatory Framework 
ensures high standards are maintained for the 
processing of hearing tests and audiological testing.

In 2018/19, there were 511 approved audiometric 
officers, audiologists and audiometrists operating in 
the scheme. 

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

Workplace rehabilitation provider approvals are valid 
for three years.

In 2018/19, WorkCover WA approved five new 
workplace rehabilitation providers. As at 30 June 2019, 
there were 50 workplace rehabilitation providers 
operating in the scheme. 

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

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

In 2018/19, WorkCover WA designated nine new 
approved medical specialists and, as at 30 June 2019, 
there were 271 operating in the scheme. 

There were no complaints against approved 
audiometric officers, audiologists and audiometrists  
for investigation in 2018/19. 

There were no complaints against workplace 
rehabilitation providers for investigation in 2018/19. 

There were no complaints against approved medical 
specialists for investigation in 2018/19. 
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Clinical Guideline for Diagnosis and 
Management of Work-Related  
Mental Health Conditions
The Department of General Practice at Monash University undertook a  
three-year project to deliver and implement the Clinical Guideline for Diagnosis and 
Management of Work-Related Mental Health Conditions (the Guideline). 

The Guideline was developed to provide Australian GPs with the best available 
evidence to guide their diagnosis and management of patients with mental health 
compensation claims and provides information about:

• diagnosing and assessing severity of condition

• potential for a secondary condition

• work-relatedness

• what a GP should consider when providing diagnosis 

• management and return to work 

• GP workplace communication

• strategies for managing comorbid conditions

• strategies where mental health is not improving, or not improving as 
expected.  

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

The Guideline’s recommendations were approved by the National Health and 
Medical Research Council in December 2018.

The Guideline was endorsed by WorkCover WA and published in 
March 2019. It can be found at: https://www.monash.edu/medicine/spahc/
general-practice/work-related-mental-health-guideline.

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

During 2018/19, WorkCover WA made adjustments, in line with statutory 
requirements, to: 

• the entitlement limits of injured workers 

• recommended premium rates for workers’ compensation insurance policies

• fees payable to medical and allied health providers operating in the WA 
scheme.

Improving scheme  
performance

This scheme service is aligned with WorkCover WA strategic goal

1 – Strategic Scheme Management 

This scheme service is aligned with Government Goals

Sustainable Finances, Strong Communities

Efforts by WorkCover WA to improve scheme performance help to improve the 
understanding and management of issues impacting the Western Australian 
workers’ compensation and injury management scheme and its participants. 
Projects, initiatives and activities are then undertaken to positively impact the 
quality of service delivery by service providers and the experience of injured 
workers who rely on the Western Australian workers’ compensation and injury 
management scheme.
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Updated premium rate 
classifications

75% Loading Policy 

Guidelines for Labour Hire 
Arrangements

In 2017/18, following a review of the premium rating 
methodology, the Board approved transition to new 
industry premium rate classifications. 2018/19 was the 
second year WorkCover WA published recommended 
premium rates based on the new classifications. 
WorkCover WA assisted insurers and insurance brokers 
to apply the new classifications and the transition was 
achieved with minimal impact on policy holders.

When issuing a new or renewed workers’ compensation 
insurance policy, an insurer may decide to surcharge 
the recommended premium rate set by  
WorkCover WA, which generally occurs when an 
employer’s claim frequency or costs are deemed 
excessive. An insurer requires approval from the Board 
if they wish to charge a loading of more than 75% and 
the employer is entitled to appeal this loading.   

In 2018/19, the Regulatory Services Division produced 
the Assessment of Premium Rates and Industry 
Classifications: Loading and Appeal Policy (the Policy) to:

• inform and guide insurers, employers and 
employer representatives about relevant policies 
and processes 

• establish a set of expectations for stakeholders 
participating in the loading and appeal process. 

The Policy was published on the WorkCover WA 
website in June 2019 and accompanied by a 
supporting information sheet that outlines the 75% 
loading and appeal process.

The number of labour hire businesses has increased in 
recent years as part of a trend towards flexible and 
non-traditional forms of employment. 

Labour hire businesses are unique within the workers’ 
compensation scheme and require more focus on 
uptake of insurance, claims experience and injury 
management performance.

This project was aimed at reviewing the status of 
labour hire companies in the WA scheme to produce 
guidelines to clarify obligations of labour hire 
employers under the Act. 

A draft of the Guidelines for Labour Hire Arrangements 
(the Guidelines) was released for consultation in 
April 2019. This feedback was used to amend the draft 
Guidelines for publication.

The Guidelines and accompanying fact sheet were 
published in June 2019 on the WorkCover WA website. 
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https://www.workcover.wa.gov.au/wp-content/uploads/2019/06/WorkCover-WA-Premium-Loading-and-Appeal-Policy-final-12-June-2019.pdf
https://www.workcover.wa.gov.au/wp-content/uploads/2019/07/Process-Loading-and-Appeal-Policy_V2.pdf
https://www.workcover.wa.gov.au/wp-content/uploads/2019/06/Guidelines-for-Labour-Hire-Employers-June-2019-Fillable.pdf


Development of a new workers’  
compensation Act

Other proposed changes include:

• abolishing the ‘termination day’ for common law claims 

• streamlining the claims process for workers with asbestos diseases and 
improving access to lump sum compensation

• discontinuing the regulatory framework for registered agents

• consolidating the safety net funds for claims associated with uninsured 
employers, insolvent insurers and self-insurers and terrorism events.  

Drafting of the new statute is underway, following which WorkCover WA will 
release an exposure Bill for public consultation.

The current Act is complex and fails to provide sufficient clarity on fundamental 
concepts and processes. WorkCover WA is progressing a rewrite of the workers’ 
compensation legislation, with the goal of delivering a modern Act that is clear, 
accessible and understandable. 

Some of the proposed changes are listed in the ‘Report against 2018/19 Strategic 
Initiatives’ on page 21 including amending the definition of ‘worker’, updating the 
list of diseases and occupational cancers and improving insurer liability decision 
timeframes. 

Legislative review and 
amendments

This scheme service is aligned with WorkCover WA strategic goal

1 – Strategic Scheme Management 

This scheme service is aligned with Government Goals

Sustainable Finances, Strong Communities 

Progressing legislative reform results in improvement, modernisation, 
clarification and simplification of key issues and processes within the  
Western Australian workers’ compensation and injury management scheme. 
This leads to more efficient service delivery and better support and return to 
work outcomes for injured workers and their families. 

Entitlements for dependants of deceased 
workers 
The Workers’ Compensation and Injury Management Amendment Act 2018 came 
into effect on 1 July 2018 and has addressed a significant inequity in the scheme 
by increasing entitlements for dependants of workers who die in work-related 
accidents. These legislative changes formed part of the first stage of substantial 
amendments to the Act. 

A suite of resources, including a fact sheet and comprehensive guidelines for 
claimants, insurers and self-insurers was created to communicate the entitlements 
for dependants and outline the claims process. The resources are available on the 
WorkCover WA website. 

Internal procedures and processes have also been implemented to ensure 
dependants are provided with immediate and ongoing assistance throughout the 
claims process. 

Since coming into operation, claims data has indicated the amendments have 
expedited the claims process and provided greater compensation for the 
dependants of deceased workers. 
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https://www.legislation.wa.gov.au/legislation/prod/filestore.nsf/FileURL/mrdoc_40989.pdf/$FILE/Workers Compensation and Injury Management Amendment Act 2018 - %5B00-00-02%5D.pdf?OpenElement
https://www.workcover.wa.gov.au/wp-content/uploads/2019/03/2019-Workplace-Fatalities-for-dependents-of-workers-fact-sheet_V4_APPROVED.pdf
https://www.workcover.wa.gov.au/wp-content/uploads/2018/06/Workplace-Fatality-Compensation-Claim-Guidelines-for-Claimants-Final-Draft-July-2018.pdf


Specified Diseases Review  
(Firefighters Cancer Legislation)

Surgical Costs Working Group

Costs Determination Review 

Occupational Therapy Working 
Group

In November 2013 legislation was enacted to 
compensate firefighters who contract any one of 12 
specified cancers due to work-related exposure. 

The Minister for Industrial Relations is required 
to review the operation and effectiveness of the 
legislation every five years. 

WorkCover WA carried out the review on the Minister’s 
behalf and produced a report examining the claims 
data and insurer decision timeframes. It also sought 
relevant stakeholder views on the impact and 
effectiveness of the legislation. 

The review indicated the legislation is operating 
as intended, by facilitating timely access to 
compensation for firefighters who have contracted a 
specific cancer due to work-related exposure. 

The project is now closed and a report was tabled in 
Parliament in May 2019. 

As part of an ongoing focus on medical fees, the  
Policy and Legislative Services team invited insurers 
and industry representatives to: 

• consider options to clarify guidance regarding 
rules for surgery and radiology services

• develop a Surgery Request template to assist and 
expedite insurer approval processes for planned 
surgical procedures. 

WorkCover WA also consulted with the Australian 
Medical Association WA and specialty surgical groups. 

This collaboration saw the development of a revised 
notice regarding billing practices for medical and 
radiology services. 

The review of the Costs Determination considered:

• issues raised in relation to ‘off-scale’ practices in 
the Workers’ Compensation Arbitration Service 

• the amount allowed by the Costs Determination 
in relation to preparation for an arbitration 
hearing 

• other issues raised by stakeholders.  

The review produced a new Costs Determination 
incorporating minor updates to ensure its continued 
smooth operation.

The Policy and Legislative Services team convened 
a working group of insurers and industry 
representatives to assist with the development of: 

• a Treatment Management Plan to guide the 
delivery of hand therapy services 

• a WorkCover WA Notice to clarify rules and 
expectations around consultations, reporting and 
charges for consumable items.  

Following consultation, final versions of the 
Treatment Management Plan and WorkCover WA 
Notice were released in June 2019.

The Costs Determination governs the awarding 
of legal costs and agent services in the Workers’ 
Compensation Conciliation Service and the Workers’ 
Compensation Arbitration Service. The Costs 
Determination is made by the Costs Committee 
established under section 269 of the Act and 
approved by the Minister for Industrial Relations. 
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https://www.workcover.wa.gov.au/wp-content/uploads/2018/08/Billing-practices-Notice-Final.pdf
https://www.workcover.wa.gov.au/wp-content/uploads/2019/06/Occupational-Therapy-Upper-Limb-Treatment-Management-Plan-June-2019.pdf
https://www.workcover.wa.gov.au/wp-content/uploads/2019/06/Occupational-Therapists-201819_June-2019_Notice.pdf
https://www.workcover.wa.gov.au/wp-content/uploads/2019/06/Occupational-Therapists-201819_June-2019_Notice.pdf


Resolving disputes
Provision of effective and equitable dispute resolution and other services to scheme participants.

Service 2: Scheme Services

This scheme service is aligned with WorkCover WA strategic goal

Sustainable Finances, Strong Communities

Under the Workers’ Compensation and Injury Management Act 1981, 
WorkCover WA provides services to resolve disputes about workers’ 
compensation matters. Projects and initiatives in this section reflect efforts 
to maintain a high level of service delivery in this area, to ensure disputes are 
resolved in a cost effective and timely manner and all parties are supported 
throughout the process.

The Conciliation Service and Arbitration Service are part of the Conciliation 
and Arbitration Services Division. WorkCover WA provides a fair and cost 
effective system to resolve disputes in a timely, accessible, approachable and 
professional manner. The dispute resolution process is also designed to:

• minimise costs to parties to disputes

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

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

The Conciliation and Arbitration Services Division is also responsible for 
recording settlement agreements related to workers’ compensation claims 
(i.e. Memoranda of Agreement and common law settlement deeds) and the 
processing of documents submitted in relation to common law elections.

3,264 Memoranda of Agreement were registered in 2018/19.
 
Initiatives of the Conciliation and Arbitration Services Division in 2018/19 
included online service delivery for conciliation, continuous improvement of 
processes and dependency claims. 

1 – Strategic Scheme Management 

This scheme service is aligned with Government Goals
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Continuous improvement

Dependency claims

In July 2018, Conciliation Service registry staff 
were invited to make suggestions for streamlining 
processes and reducing unnecessary activities. As a 
result, a process related to distribution of applications 
for conciliation was identified as not being valuable 
for the Agency or stakeholders. 

The process involved a ‘double check’ to ensure 
representatives for each party in a dispute were 
correctly named following the lodgement of an 
application for conciliation.

A trial was conducted over three months to assess 
whether discontinuation of the process resulted in 
any negative feedback from stakeholders or delays in 
processing. No negative feedback was received during 
the trial and no processing issues were identified. 
Consequently, it was determined the process could be 
discontinued without impact. 

Other continuous improvement activities have 
focused on timely closure of cases on the case 
management system after finalisation of disputes and 
improved file noting. 

In 2018/19  eight dependency claims related to 
workplace fatalities were lodged with the Arbitration 
Service. Of those, three were finalised by an Arbitrator 
within one month of acceptance. Some complex 
claims could not be finalised as quickly, as important 
evidence from a coronial investigation, WorkSafe 
investigation or other source was not yet available to 
the parties. 

Legislative amendments relating to dependency 
claims for workplace fatalities came into effect on  
1 July 2018. The amendments require the finalisation 
of dependency claims through the Arbitration Service 
by an order from an Arbitrator. 

As part of WorkCover WA’s Digital First Strategy, a 
project was undertaken in 2018/19 to implement 
online administrative conciliation services as a new 
module in the WorkCover WA Online platform. 

The focus of the project was to develop online registry 
services to reduce the reliance on paper-based 
processes and provide more direct accessibility to 
dispute information for parties involved. Processes 
transitioned to the online services include:

• application for conciliation lodgement 

• document exchange and dissemination

• related activities, such as conference scheduling 
and other notifications. 

Implementing online dispute resolution 
administrative services aligns WorkCover WA with 
other State Government tribunals and courts 
providing dispute resolution outcomes and ensures 
the Agency meets its targets under the Digital WA 
Strategy and progresses toward the digital maturity 
levels expected. 

More than 30 stakeholder representatives from 
law firms, insurers and self-insurers were part of a 
consultation focus group that participated in user 
testing of the system. Three focus group sessions were 
held in May 2019 to allow stakeholder representatives 
to test the system and provide feedback. Engagement 
during this process was high and feedback was 
positive and constructive. 

All core conciliation functions associated with lodging 
and maintaining an application for conciliation, as 
well as related responses and notifications, have 
been developed and tested by the project team and 
external consultation focus group. 

To effectively notify and communicate the changes 
with stakeholders, a seminar was held in March 2019 
to provide a preliminary overview of the new online 
services and provide the opportunity for stakeholders 
to ask questions. More information about the seminar 
is available on page 72.

The online conciliation services are scheduled to go 
live in August 2019. 

In 2019/20 WorkCover WA will undertake a project 
to implement online services for arbitration and 
settlements, which will build on the functionality 
created by the online conciliation services. 

Digital First –  
Conciliation Online 
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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 to resolve disputes unable to be resolved by 
conciliation according to their substantial merits. 

The following figures illustrate WorkCover WA’s 
achievement of these objectives, including numbers 
of applications accepted and cases completed. In 
Figure 22 KPI effectiveness indicator 1.2 relates to the 
Conciliation Service and 1.3 to the Conciliation Service 
and Arbitration Service combined.

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

Figure 21:  2018/19 Conciliation and Arbitration 
Services applications and cases*

2,083

2,079

626

601

Conciliation applications accepted

Conciliation cases completed

Arbitration applications accepted

Arbitration cases completed 

Figure 22:  2018/19 KPI effectiveness indicators 
related to the Conciliation and Arbitration Services 

Description 2018/19 Target 
(T) and Result (R)

T = 97.0%

R = 96.9%

1.2
Ref.
p.114

Proportion of 
conciliations 
completed within 
eight weeks

T = 90.0%

R = 84.1%

1.3
Ref.
p.115

Proportion of 
disputes resolved 
within six months 
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Dispute Services  
Users Group
The Dispute Services Users Group (the Group) 
was established to engage and consult with key 
stakeholders involved in dispute resolution at 
WorkCover WA including employers, workers, legal 
practitioners and insurers. 

The Group provides an effective forum for the  
two-way exchange of information regarding the 
operation of the Conciliation and Arbitration Services 
and workers’ compensation dispute resolution matters 
in general. The Group aims to meet quarterly, subject 
to the number of topical issues. 

In 2018/19, the Group met three times and was 
involved in changes to the Scale of Costs. They also 
discussed and considered:

• practical implementations of the new 
dependency claims regime

• online conciliation and arbitration services

• trends related to dispute resolution services and 
outcomes.

Pre-arbitration  
conferences
Pre-arbitration conferences are held on a voluntary 
basis in the majority of arbitration cases when a matter 
has been listed for a formal arbitration hearing. The 
focus of the pre-arbitration conference is to ensure:

• parties are ready to proceed to formal arbitration

• issues in dispute are clearly articulated

• all other avenues for resolution of the dispute 
have been explored.  

In 2018/19, 172 pre-arbitration conferences were held, 
with 88 percent of these disputes resolving without 
the need for formal arbitration. 

Victorian Accident 
Compensation Conciliation 
Service visit
WorkCover WA hosted the Chief Executive Officer and 
Deputy Senior Conciliation Officer from the Victorian 
Accident Compensation Conciliation Service in  
June 2019. Information about this visit is available on 
page 75.
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WorkCover WA  
education videos

Three videos were launched in 2018/19:

• Options to finalise my claim: a video for injured 
workers - explains when and why a worker may 
opt to settle their claim, the settlement process 
and factors to consider 

• Workers’ compensation insurance for contractors 
and subcontractors: a video for employers - details 
the contracting chain between contractors, 
subcontractors and employers and outlines 
workers’ compensation insurance obligations 

• Noise induced hearing loss - provides information 
for workers whose hearing has been affected 
due to a noisy workplace, explains the testing 
requirements of employers and outlines the 
process for claiming compensation.

Since the commencement of the education videos 
in 2017, a total of 12 videos and one translated into 
Chinese-Mandarin have now been published on the 
WorkCover WA website. They are available on the 
Educational videos page under the Resources tab. 

WorkCover WA makes ongoing efforts to promote the 
videos to stakeholders which has been well received.

WorkCover WA’s education videos provide an 
overview of important processes and topics relevant 
to workers’ compensation and injury management 
and were created to provide support and information 
to stakeholders in a simple, easily accessible and 
user-friendly format. 

WorkCover WA offers education and advice and 
assistance to workers, employers and other 
stakeholders through a range of methods and 
resources. 

Education and  
information

This scheme service is aligned with  
WorkCover WA strategic goal

1 – Strategic Scheme Management 

This scheme service is aligned with  
Government Goals

Sustainable Finances, Strong Communities

Providing education and information is a 
WorkCover WA service aimed at establishing and 
increasing stakeholder knowledge of rights and 
responsibilities under the Workers’ Compensation 
and Injury Management Act 1981. This section 
details educational services provided by the Agency 
in 2018/19 to ensure employers are aware of their 
legal obligations, service providers are aware of 
their responsibilities and workers are aware of their 
rights and entitlements, as well as the support and 
resources available to them if they were to sustain an 
injury at work.   
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Table 9: Education videos views in 2018/19

Video title 2018/19 views

Injured workers: what are my 
entitlements 1,448

Options to finalise my claim: a 
video for injured workers 1,071

Workers’ compensation insurance: 
a guide for employers 962

Making a claim 947

Return to work 871

Return to work: employer guide 867

Workers’ compensation insurance 
for contractors and subcontractors: 
a guide for employers

854

Case conferences 843

Dispute resolution: what happens if 
there’s a dispute 760

Workers’ compensation insurance: 
a guide for brokers 646

Certificates of Capacity: guidance 
for doctors 476

Noise induced hearing loss 395

Making a claim  
(Chinese-Mandarin) 91

Publications
WorkCover WA publishes a range of educational 
resources providing relevant and comprehensive 
information for stakeholders about workers’ 
compensation and injury management rights, 
obligations and entitlements.

In 2018/19, Workers’ compensation and injury 
management: A guide for workers was the most 
requested publication by mail, comprising 64 percent 
of all orders. The workers’ compensation claim form 
was the most downloaded publication.  

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

Figure 24:  Top five publications downloaded in 
2018/19

Figure 23:  Top five publications mailed in 2018/19

Workers’ compensation:  
A guide for employers603

Injury management:  
A guide for employers525

A technical note on contractors 
and subcontractors273

Workers’ compensation claim form388

5,635 Workers’ compensation and injury 
management: A guide for workers 

 First Certificate of Capacity2,217

Workers’ compensation and injury 
management: A guide for workers1,963

A technical note on contractors 
and subcontractors1,290

Workers’ compensation: A guide 
for employers1,529

7,047 Workers’ compensation claim form  

30 translated dow
nloads

40 translated dow
nloads
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WorkCover WA website General website statistics

WorkCover WA’s website is an accessible and  
user-friendly platform providing information and 
resources about services the Agency offers as well as 
the rights and responsibilities of scheme participants. 
Stakeholders can subscribe to Latest News updates 
from WorkCover WA and in 2018/19 the Agency sent  
29 Latest News articles to 1,417 website subscribers. 

There were 112,292 downloads of publications, forms, 
reports and other information in 2018/19.

*Website download statistics differ from 2017/18 due to 
WorkCover WA changing data collection software, which was 
reported in the 2017/18 Annual Report. 

**Total visits are the total number of people who visited the 
website in 2018/19 and includes when a user has visited the 
website more than once. 

***Unique visits are the total number of people who visited the 
website in 2018/19 and does not include when a user has visited 
the website more than once. 

Figure 25:  Top three document downloads 2018/19*

Figure 26:  Website visits 2018/19

Figure 27:  WorkCover WA website channel views 2018/19 

9,144

7,047

5,688

Workers’ compensation 
claim form 

Indexation of Workers’ 
Compensation Payments 
2018/19

Recommended Premium 
Rates 2018/19

Description Total
78.9%
New visitor

21.1%
Returning
visitor 277,716

Total visits** 
149,278

Unique visits*** 

236,541Resources

162,443Workers

114,491Employers

45,222Health providers

39,376News

28,922Service providers

16,047Resolving a dispute

15,550Contact us
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gpsupport website Social media 
Twitter

Facebook

Facebook advertising  
for regional visits WorkCover WA continued to engage with GPs through 

the subsidiary gpsupport website in 2018/19. 

To improve user accessibility, the link to the gpsupport 
website was moved to the top ribbon of the 
WorkCover WA website in April 2019. It is anticipated 
by making the website link more prominent, usage will 
increase. Statistics about the success of this change 
will be available in 2019/20. More information about 
engagement with GPs is available on page 50. 

Five news articles were published on the gpsupport 
website in 2018/19 on topics including: 

• WorkCover WA Conference 

• regional visits 

• the Cancer Council’s occupational cancer 
e-learning module 

• invoicing workers’ compensation patients

• what to charge for workers’ compensation 
treatment. 

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

During 2018/19, WorkCover WA ‘tweeted’ 66 times. The 
number of followers in 2018/19 increased from 463 to 
526. 

WorkCover WA uses Facebook as a communication 
tool to inform stakeholders about upcoming regional 
visits. Prior to using advertising, Facebook posts were 
only reaching up to 50 people and generating no 
engagement. Staff needed to be able to effectively 
notify employers and residents in the regions that 
officers would be visiting and trialled the use of 
Facebook advertising, which has proved successful, as 
demonstrated with the Wheatbelt regional visit. 

When officers visited the Wheatbelt region to conduct 
inspections and provide education a Facebook 
advertisement specifically targeting the Wheatbelt 
region was run which reached 1,500 people. This 
generated 26 likes and resulted in 16 people 
commenting on the post and 44 people sharing it to 
their pages to notify their networks. Organisations 
sharing the post included local government 
departments, community resource centres and 
industry representative groups. 

Once officers had returned from the Wheatbelt, 
another advertisement was run to inform residents 
and employers in the region about the results from 
the visit, reinforce the importance of having workers’ 
compensation insurance and thank them for their 
engagement. The post reached 1,428 people and 
generated 63 likes, one complimentary comment and 
16 shares. 

Facebook advertising has been beneficial in 
reinforcing WorkCover WA’s presence and connecting 
with employers and residents in the regions. It will be 
continued for regional visits in 2019/20. 

WorkCover WA’s Facebook page is an additional 
source of information and education for stakeholders 
and is the Agency’s primary social media channel. 
The WorkCover WA Facebook page has become 
more prominent as an information source and 
communication channel in 2018/19, particularly 
with the number of likes increasing and the use of 
Facebook advertising. The number of likes on the 
WorkCover WA Facebook page in 2018/19 increased 
166% from 73 to 194. 

The top post was issued in October 2018 and notified 
stakeholders in the Wheatbelt region about an 
upcoming compliance visit. More information about 
how Facebook has been utilised for regional visits is 
outlined in ‘Facebook advertising for regional visits’.

Figure 28:  gpsupport website visits 2018/19

88.5%

11.5%

2,646

3,339

New visitor 

Returning visitor 

Total visits

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

This year the team responded to 20,660 requests for 
advice and assistance by email, letter, phone, live 
online chat, Ministerial correspondence and onsite at 
WorkCover WA. The requests came from a broad cross 
section of stakeholders and covered topics including 
the claims process, injury management, return to 
work, weekly compensation rates and entitlements, 
workplace rehabilitation entitlements and dispute 
resolution.

This case study highlights WorkCover WA’s efforts to: 

• embrace new technology and expand its 
communication channels to continue to provide 
excellent service to stakeholders 

• cater for a variety of stakeholder communication 
preferences. 

In 2017/18, a live online chat was trialled on the 
WorkCover WA website, enabling stakeholders to 
directly message the Communications and Education 
team online with their enquiries. 

The live online chat feature continued in 2018/19 
and is a great additional communication method for 
stakeholders. 

In 2018/19, 698 live online chats were received, with 
the most common enquiries including entitlements, 
the claims process, how to get insurance and injury 
management.

Stakeholders have responded well to the live online 
chat and were pleased to find they talk to a ‘real’ 
person, not a computer. 

Live online chat has also been well received internally 
by the Communications and Education team, as staff 
are able to engage directly with stakeholders. It has 
also provided newer staff with knowledge about the 
Act and the WA scheme, which has had a positive 
flow-on effect on their own work and role within 
WorkCover WA. 

Case study takeaways:
• WorkCover WA introduced live online chat to 

provide another direct communication channel 
for stakeholders to obtain advice and assistance

• It has been well received by stakeholders and 
many have been pleased to find they talk to a 
‘real’ person, not a computer

• Staff operating the live online chat have also 
benefited from this initiative, as they have been 
able to directly engage with stakeholders and 
become more knowledgeable about the Act and 
the WA scheme.

Case study 2: Live online chat 

This chat service 
is fantastic!
Live chat user

69WorkCover WA Annual Report 2018/19 - Report on operations

CONTENTS INTRODUCTION AGENCY IN
FOCUS1 SCHEME

PERFORMANCE2 REPORT ON 
OPERATIONS3 DISCLOSURE &

LEGAL COMPLIANCE5 KEY PERFORMANCE 
INDICATORS6 FINANCIAL  

STATEMENTS & NOTES7OPPORTUNITIES & 
CHALLENGES4 CONTENTS INTRODUCTION AGENCY IN

FOCUS1 SCHEME
PERFORMANCE2 REPORT ON 

OPERATIONS3 DISCLOSURE &
LEGAL COMPLIANCE5 KEY PERFORMANCE 

INDICATORS6 FINANCIAL  
STATEMENTS & NOTES7OPPORTUNITIES & 

CHALLENGES4



Training and seminars 

This case study highlights WorkCover WA’s efforts to: 

• engage with stakeholders

• provide an avenue for direct two-way communication about the latest 
trends and issues impacting the WA scheme

• support skills development. 

Case study 3: WorkCover WA Conference 

On 8 and 9 May 2019, WA’s workers’ compensation and injury management 
community gathered to share knowledge and information about emerging trends 
and the future of workers’ compensation and injury management. 

The Conference was an effective platform to focus on current themes and trends 
in workers’ compensation and injury management, providing delegates with an 
opportunity to learn about developments in workers’ compensation and how to 
adapt to the inevitable changes of tomorrow.

The event was a resounding success, with 436 delegates attending over two days 
to view 21 exhibitions and listen to six keynote presentations, one panel and 
16 presentations by Australia’s leading minds and experts about the future, people 
and change, risks and claims management, mental health, cultural intelligence and 
outlooks on health.

Highlights included: 

• The Hon. Bill Johnston MLA, Minister for Mines and Petroleum; Energy; 
Industrial Relations officially opening the Conference 

• Social researcher Mr Mark McCrindle providing insight into changing times 
and emerging trends and discussing how the world of work has changed and 
will continue to change 

• Professor Nick Haslam discussing the idea and evidence people from 
different generations approach work differently and exploring the implications 
for what motivates people of different ages to return to work 

• Occupational health expert and strategic thinker Professor Niki Ellis 
examining the changing way work is organised and people are managed 

• Mr Theo Venter providing a personal insight into the impact of workplace 
injuries and outlining how each scheme participant assisted him in his return 
to work 

• Motivational speaker Mr Michael Crossland sharing his inspiring story of 
overcoming extreme adversity to achieve incredible outcomes and teaching 
the importance of resilience, hope and optimism.

This event is aligned with WorkCover WA strategic goal

1 – Strategic Scheme Management 

This event is aligned with Government Goal

Future Jobs and Skills

The biennial WorkCover WA Conference helped to support the skills 
development of our stakeholders to get them thinking, considering and talking 
about the changes we will be facing in the future in workers’ compensation, 
injury management and the workplace. These changes will impact on the 
current workforce, as well as our future workforce in Western Australia.

During 2018/19, WorkCover WA delivered a range of events in the form of  
seminars, information sessions and presentations. The events informed stake-
holders and the general public about rights, obligations and responsibilities 
with regards to workers’ compensation and injury management. The events also 
promoted collaboration and mutual respect between stakeholder groups by 
providing insight into various elements of the WA scheme.
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The survey also found 92 percent of respondents were 
likely to attend the next WorkCover WA Conference. 

Feedback received from delegates from a post-event 
survey has been overwhelmingly positive.  
The program was well received, as:

92%

93%

86%

would recommend the Conference to a 
colleague

rated quality of speakers as good, very 
good or excellent

rated material presented as good, very 
good or excellent

Case study takeaways:
• 436 members of WA’s workers’ compensation and 

injury management community came together 
for the WorkCover WA Conference on   
8 and 9 May 2019 at Pan Pacific Hotel, Perth

• Delegates heard and participated in six keynote 
presentations, one panel, 16 presentations and 
21 exhibitions over the two days focused on a 
common theme of ‘Facing forward’

• Feedback from delegates has been 
overwhelmingly positive

• The post-event survey found 92 percent of 
respondents were likely to attend the next 
WorkCover WA Conference.
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WorkCover WA Seminars 
Welcome to WorkCover WA 

WorkCover WA seminar Employer Essentials seminar

Conciliation Online seminar

Welcome to WorkCover WA seminars are held quarterly 
to provide an introductory overview of  
WorkCover WA and its role within the WA scheme. The 
seminars offer attendees the opportunity to discuss 
individual queries and concerns with experienced 
members of the WorkCover WA Corporate Executive. 
209 people attended the seminars in 2018/19. 

The seminars are always well received and examples 
of the feedback WorkCover WA received in 2018/19 
included:

“I enjoyed the session very much. The presenters all kept 
the interest of the audience and were very helpful with 
questions after the presentation.” – Employer 

“An excellent informative session. The presenters were 
very knowledgeable and professional.” – Health Safety, 
Environment and Quality Advisor

“Great presenters. Simple and easy to understand.” 
– Insurer 

“Great session!” – Workplace Rehabilitation Provider

A WorkCover WA seminar was held as a follow-on from 
the Welcome to WorkCover WA seminars for interested 
stakeholders. The seminar was open and relevant to 
all stakeholders and content was more in depth and 
detailed. 

38 people attended the seminar in December 2018, 
where they heard from Regulatory Services Division 
staff about workers’ compensation insurance, 
contractors and subcontractors, the claims process, 
injury management, resolving disputes, noise induced 
hearing loss and the WorkCover WA website.

An example of the feedback received from the seminar 
included:

“I valued the wide range of topics covered by different 
presenters, as well as factual information provided.” 
– Employer

The Employer Essentials seminar was created to 
provide education to specific industry associations 
and their members about the importance of holding 
adequate workers’ compensation insurance. 

The seminar was held in July 2018 and covered 
workers’ compensation insurance, contractors 
and subcontractors, the claims process, injury 
management, resolving disputes, noise induced 
hearing loss and the WorkCover WA website.  
The 52 people who attended were also able to ask 
questions at the end of the session. 

Staff from various teams in the Regulatory Services 
Division, including Employer Compliance, Regulation 
and Communications and Education presented each 
topic.  

In March 2019, a seminar was held at WorkCover WA to 
provide a preliminary overview of the Agency’s online 
administrative conciliation services to be implemented 
in August 2019. The services are part of  
WorkCover WA’s Digital First Strategy and more 
information about this project is available on page 62. 

The seminar was attended by 46 legal practitioners, 
insurers, self-insurers and claims managers. Attendees 
indicated the session was useful and provided 
feedback about particular aspects most relevant to 
their businesses. 
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Presentations on request 

University of Western Australia 

Physiotherapy practice 

Edith Cowan University Insurance brokers

Training organisation

WA Prison Officers Union Conference 

WorkCover WA delivered 10 tailored presentations to 
stakeholders upon their request in 2018/19. 

In August 2018, WorkCover WA presented to 
postgraduate Exercise Rehabilitation students at the 
University of Western Australia about the WA scheme, 
injury management, the claims process, return to 
work, the role of WorkCover WA and entitlements. 

Two staff members from the Regulatory Services 
Division delivered a presentation to a physiotherapy 
practice in August 2018 and provided an overview of 
workers’ compensation, the role of WorkCover WA, the 
claims process, injury management, return to work 
and dispute resolution. 

WorkCover WA delivered a series of presentations 
to students from different courses at Edith Cowan 
University throughout 2018/19. 

In October 2018, a presentation was delivered to  
third-year business and law students in the 
Occupational Safety and Health unit about workers’ 
compensation responsibilities. 

In March 2019, a presentation was delivered to  
third-year occupational therapy students in the Return 
to Work unit about the role of WorkCover WA, the 
WA scheme, injury management and the role of the 
workplace rehabilitation provider.

A series of three presentations was also run during 
March and April 2019 for third-year occupational safety 
and health, business, human resources and allied 
health students in the Workers’ Compensation and 
Injury Management unit. The presentations covered: 

• the interaction between occupational safety and 
health and workers’ compensation

• workers’ compensation trends and realities and 
the difference between being insured, self-insured 
and uninsured 

• claim entitlements and return to work scenarios. 

Students also attended a Welcome to WorkCover WA 
Seminar in May 2019 as part of their course of study.

A presentation was delivered in March 2019 to 
insurance brokers, claims advisors and assistants at 
an insurance broking firm. Topics covered included 
an overview of WorkCover WA and the WA scheme, 
employer obligations, the claims process and the role 
of the insurance broker in a claim. 

In March 2019, staff from the Employer Compliance 
and Communications and Education team delivered a 
presentation to bookkeepers, tax agents and accounts 
staff at a training organisation. The presentation 
covered the role of WorkCover WA, workers’ 
compensation insurance, consequences of 
non-compliance and injury management. 

The General Manager Regulatory Services and  
General Manager Conciliation and Arbitration Services  
co-presented at the WA Prison Officers Union 
Conference in May 2019. They provided an overview of 
the WA scheme, the role of WorkCover WA and insight 
into claims lodged by prison officers over the past 
decade. The Conference was attended by  
60 delegates, including the Minister and Commissioner 
for Corrective Services. 
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External seminars External engagement and 
sponsorshipWorkCover WA presents at external seminars each year 

to educate interested stakeholders about workers’ 
compensation and injury management. External engagement with stakeholders provides 

an opportunity for WorkCover WA to communicate 
information about workers’ compensation and injury 
management to specific industries and stakeholder 
groups. 

Occupational medicine  
firm seminar 

BizLinks

Occupational Rehabilitation  
and Health Forum

Perth Tradie Expo

An occupational medicine firm hosted a seminar in 
February 2019 for stakeholders interested in better 
understanding how the issue of injury causation is 
considered in disputes, legal perspectives and by 
specialists providing medicolegal reports. 
200 people attended the seminar to hear from 
an occupational physician, legal practitioner and 
WorkCover WA’s General Manager Conciliation 
and Arbitration Services. The seminar consisted of 
presentations and a question and answer panel. 

BizLinks events are hosted by the Small Business 
Development Corporation (SBDC) and provide 
WorkCover WA the opportunity to educate small 
business owners about their workers’ compensation 
and injury management obligations. In March 2019, 
WorkCover WA presented at a BizLinks seminar at SBDC’s 
premises in Perth.

Each free BizLinks seminar involves 9-10 government 
agencies presenting to 20-30 attendees. 

In August 2018, WorkCover WA participated in the 
Occupational Rehabilitation and Health Forum  
(the Forum) run by Occupational Therapy Australia WA. 
The Forum was targeted at occupational therapists, 
rehabilitation providers, physiotherapists and 
occupational physicians and examined the current 
landscape of workers’ compensation. WorkCover WA 
distributed educational flyers in the event pack for 
attendees. 

In June 2019, WorkCover WA participated in the Perth 
Tradie Expo (the Expo) by utilising their marketing 
package. WorkCover WA educated tradespeople about 
obligations regarding contracting and subcontracting 
arrangements through educational flyers and an article 
in the Expo’s magazine. WorkCover WA’s education was 
reached by just under 10,000 people who attended the 
event. 
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National collaboration

WorkCover WA collaborates with external parties 
who contribute to the effective management of the 
WA scheme. This collaboration is aimed at ensuring 
ongoing improvement of workers’ compensation 
outcomes at a state and national level. 

Heads of Workers’ Compensation 
Authorities

Strategic Issues Group – Workers’ 
Compensation

Personal Injury Education Foundation

Australian Taxation Office

Victorian Accident Compensation 
Conciliation Service 

The Heads of Workers’ Compensation Authorities 
(HWCA) is a high-level forum for discussion, promotion 
and implementation of best practice workers’ 
compensation arrangements.

HWCA is comprised of 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. 

WorkCover WA is an active participant in a range 
of HWCA initiatives including leading the review of 
the Nationally Consistent Framework for Workplace 
Rehabilitation and the proposed implementation of 
a replacement principles-based framework to inform 
the delivery of workplace rehabilitation services in the 
future.

For further information visit http://www.hwca.org.
au/nationally-consistent-approval-framework-
workplace-rehabilitation-providers/. 

WorkCover WA was also involved in progressing HWCA 
initiatives on a National Strategy for Silicosis and 
National Certificates of Capacity.

In regard to silicosis, research in Australia and overseas 
has found workers in the engineered stone benchtop 
industry can be exposed to levels of respirable 
crystalline silica which are hazardous to their health. 

WorkCover WA has participated in discussions with 
national counterparts to ensure a collaborative 
approach is taken to address concerning numbers of 
silicosis claims experienced by some jurisdictions.  

WorkCover WA commenced developing a fact sheet 
to outline a ‘fast-tracked’ process for workers needing 
to make a compensation claim for silicosis, and to 
seek insurer support to make certain payments when 
a claim is lodged. The fact sheet will be published in 
early 2019/20.

The Strategic Issues Group – Workers’ Compensation 
(SIG-WC) is a tri-partite group comprised of senior 
officials from the workers’ compensation jurisdictions 
and Safe Work Australia and representatives from the 
Australian Council of Trade Unions and the Australian 
Chamber of Commerce and Industry. SIG-WC assists 
Safe Work Australia in performing its functions with 
regards to workers’ compensation matters.

In 2018/19, WorkCover WA assisted SIG-WC with the 
development of the National Return to Work Strategy 
and the National Return to Work Survey, as well as 
the implementation of the Psychological Claims 
Management Framework. 

For further information visit https://www.
safeworkaustralia.gov.au/workers-compensation.

WorkCover WA is a member of the Personal Injury 
Education Foundation (PIEF, www.pief.com.au) and 
continued to support programs developed by PIEF 
in 2018/19, including the Principles of Personal Injury 
Scheme Design and Evaluation. 

WorkCover WA has continued to work with the ATO 
in 2018/19 to identify potential employer compliance 
breaches. A quarterly report of employers deducting 
PAYG for the first time has been provided and is an 
additional source of information for campaigns and 
regional visits. WorkCover WA will continue to work 
with the ATO to optimise the use of data in regulatory 
activities.

WorkCover WA hosted the Chief Executive Officer and 
Deputy Senior Conciliation Officer from the Victorian 
Accident Compensation Conciliation Service (VACCS) 
in June 2019. 

The VACCS representatives toured 
WorkCover WA’s facilities, met with executive 
managers and operational staff from the Conciliation 
and Arbitration Services Division and sat in on dispute 
proceedings. They were also given a demonstration of 
the case management system and the new  
WorkCover WA online conciliation module. 

The visit was mutually beneficial and was a positive 
example of cross-jurisdictional collaboration and 
knowledge sharing. 

Collaboration
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State collaboration
Commission for Occupational Safety 
and Health

Healthier Workplace WA

Industrial Foundation for  
Accident Prevention

Edith Cowan University Injury Management Advisors Group

National Insurance Brokers 
Association

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

WorkCover WA has continued to work with Healthier 
Workplace WA (HWWA) to help promote better 
employee health.

In February 2019, WorkCover WA applied for  
re-accreditation as a Recognised Healthy Workplace as 
part of the Cancer Council’s Healthier Workplace WA 
program. 

WorkCover WA was assessed and achieved 
accreditation as a Silver Recognised Healthy 
Workplace, which was an improvement on our 
previous Bronze status. 

More information about WorkCover WA’s HWWA 
inspired initiatives is available on page 81. 

WorkCover WA reviewed its partnership with the 
Industrial Foundation for Accident Prevention (IFAP) in 
2018/19. Due to low uptake of injured worker seminars 
at WorkCover WA, the seminars were discontinued and 
are now only held at IFAP’s premises in North Lake. 

WorkCover WA sponsored and presented the 
undergraduate and postgraduate WorkCover WA 
Workers’ Compensation Awards at the Edith Cowan 
University (ECU) School of Medical and Health 
Sciences Awards Ceremony in April 2019. These awards 
recognised the:

• undergraduate student from the Bachelor of 
Health Science course with the highest final 
grade for the Workplace Compensation and Injury 
Management unit 

• postgraduate student from the Master of 
Occupational Health and Safety course with the 
highest final grade for the Workers’ Compensation 
and Rehabilitation unit 

The award winners were presented with a 
complimentary ticket to the WorkCover WA 
Conference held in May 2019. 

WorkCover WA also delivered presentations to ECU 
students throughout 2018/19. More information 
about this is available on page 73. 

The Injury Management Advisors Group (the Group) 
consists of injury management advisors from 
approved insurers, the Insurance Commission of WA, 
the Local Government Insurance Scheme (LGIS) and 
representatives of allied health providers. 

The aim of the Group is to develop the skills and 
knowledge of injury management professionals 
operating within the scheme and to consider various 
scheme issues and initiatives as they arise. 

In 2018/19 the Group provided input on a range of 
workers’ compensation related issues including a 
new treatment management plan for occupational 
therapy, fees for private hospitals, a pre-surgery 
request process and the formation of an industry-led 
pre-surgical review panel to advise on the appropriate 
use of surgery item codes. 

WorkCover WA participated in three meetings in 
2018/19.

WorkCover WA continued collaborating with the 
National Insurance Brokers Association (NIBA) to 
improve education and awareness of legislative and 
policy requirements of insurance brokers. In 2018/19, 
WorkCover WA co-sponsored NIBA to continue 
developing an online education package for insurance 
brokers, which is expected to be finalised in late 2019.
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