
Annual Report
2019/20

A workers’ compensation and injury management 
scheme that works for all.

workcover.wa.gov.au



The Good Governance Guide 
Checklist is on pages 94-95.

4 Welcome
8 Our Chair and CEO report

10 Our numbers

15  Section 1: Our agency
16 The Western Australian context

17 Our organisational structure

19 Our leadership

21 Corporate Executive

22  Our strategic plan

27 Our future outlook

28  Our legislation

29 Section 2: Our people
30  Workforce profile

30  Strategic Workforce and Diversity Plan 2018-22

31  Workforce capability review - future of work

32  Staff capability and development

33 Review of employment procedures

33 Equality and inclusion

33 Safety, health and wellbeing

35 Section 3: Governance 
36  Governance Framework

39  Customer service

39  Communications protocol

41  Performance Management Framework

44 Public sector reform

Contents
45 Section 4: Scheme performance
46 Open and transparent reporting

46 Comparative overview

47 Scheme performance report

51 Section 5: Agency performance
52 Service 1: Scheme Regulation

69 Service 2: Scheme Services

85 Section 6: Disclosures and legal compliance
86 Report on funds management

87 Other financial disclosures

92 Ministerial directives

92 Governance disclosures

99 Legal compliance

102 Government policy requirements

103 Section 7: Key Performance Indicators
104 Key Performance Indicator information

107 Key Performance Indicators

109 Key Performance Indicators of Effectiveness

116 Key Performance Indicators of Efficiency

125 Section 8: Financial statements and notes
126 Certification of financial statements 

131 Notes to the financial statements



Chris White 
Chief Executive Officer 
WorkCover WA 

4 September 2020

Sharryn Jackson  
Chair 
WorkCover WA 

4 September 2020

Acknowledgment of Country
WorkCover WA acknowledges the traditional custodians throughout Western 
Australia and their continuing connection to the land, waters and community.  
We pay our respects to all members of the Aboriginal community and their 
cultures, and to Elders both past and present.

Statement of compliance 
To the Hon. William (Bill) Johnston MLA, Minister for Mines and Petroleum; Energy; 
Industrial Relations. 

In accordance with section 63 of the Financial Management Act 2006, we hereby 
submit for your information and presentation to the Parliament the report of the 
WorkCover Western Australia Authority for the financial year ended 30 June 2020. 

The annual report has been prepared in accordance with the provisions of the 
Financial Management Act 2006 and, where applicable, a statement acknowledging 
the incorporation within the report of any special reporting requirements imposed 
upon the WorkCover Western Australia Authority by any other written law. 

The financial statements comply with the Australian Accounting Standards – 
Reduced Disclosure Requirements issued by the Australian Accounting Standards 
Board.

 

The design acknowledges Western Australian Aboriginal songlines. 
Songlines are sacred paths tracing astronomy and  

geographical elements to tell a story. 

These spiritual paths are the pathways to the Ancestors  
and are passed on from generation to generation. 

One of the first forms of communication across Australia, songlines have 
been a prominent feature of Aboriginal culture.

This report uses the term ‘Aboriginal’ to respectfully and inclusively refer to 
Aboriginal and Torres Strait Islander people.
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Welcome
This report provides an overview of the Western Australian workers’ compensation 
and injury management scheme (the scheme) over the past year. It details our 
achievements and successes as well as the challenges we face and opportunities 
ahead. It also outlines WorkCover WA’s contribution to broader government 
desired outcomes and compliance with legislation and policy.

This report is consistent with the Public Sector Commission’s Western Australian 
Public Sector Annual Reporting Guidelines (2019/20) and the Department of 
Treasury’s Model Annual Report for Tier 2 agencies.

In compliance with these guidelines, production and printing costs were 
minimised. We are committed to providing accessible services to our customers 
and stakeholders. The report is available online www.workcover.wa.gov.au and 
alternative formats are available on request.

This publication may be copied in whole or part, with acknowledgement of 
WorkCover WA.

Our profile 
WorkCover WA is a statutory authority accountable to the Minister for Mines and 
Petroleum; Energy; Industrial Relations and is the government agency responsible 
for managing the scheme in Western Australia. Our role includes: 

• providing strategic policy advice to government regarding workers’ 
compensation 

• regulating employers and service providers, and monitoring compliance 
with the Workers’ Compensation and Injury Management Act 1981 (the Act) 

• educating workers, employers and others about workers’ compensation 
and injury management

• providing an independent dispute resolution service for workers’ 
compensation issues.

Our purpose 
WorkCover WA’s purpose is to lead a contemporary, sustainable and integrated 
workers’ compensation scheme which is fair, accessible and cost-effective for all 
stakeholders. We do this by:

• delivering advice and guidance about workers’ compensation, injury 
management and return to work practices

• providing active, responsive and transparent management of the scheme 

• undertaking focused information, education and compliance activities 

• facilitating fair and timely dispute resolution

• applying a strong service focus.
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Our vision
Our vision is a workers’ compensation 
and injury management scheme that  

works for all. 

Our values 
Service

• We are clear about what we will deliver

• We consider our customers and their needs

• We commit, act and deliver

Excellence

• We are proactive, positive, flexible and act strategically

• We recognise change is constant and it can bring opportunity

• We build on opportunities

Respect

• We embrace diversity and individual differences

• We seek to understand and recognise people’s interests and rights

• We are fair and prompt in our actions and dealings with others

Integrity

• We are trustworthy and accountable

• We act in a consistent and impartial manner

• We are transparent in our decision making

Collaboration

• We work as a team

• We value the contribution of others

• We embrace a culture of open communication

Our strategic direction
This was the second year of WorkCover WA’s Strategic Plan 2018-2021. The plan sets 
out three goals directing WorkCover WA’s activities: 

Goal 1: Strategic Scheme Management

We will lead a responsive and sustainable workers’ compensation scheme. 

Goal 2: Digital Transformation 

We will implement digital services for our stakeholders. 

Goal 3: People, Culture and Systems 

We will build on the capability of our people, culture and systems.
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Our stakeholders
Workers and employers are the primary scheme stakeholders.

Many other stakeholders support the effective operation of the scheme by 
providing services to workers who have a work-related injury or disease and 
assisting employers to meet their obligations under the Act.

These stakeholders contribute to the scheme’s objective of returning an injured 
worker to safe and sustainable work. 

Key:

a. Primary stakeholders

b. Stakeholders who provide services for injury management 
and return to work

c. Stakeholders who provide claims assessment, claims 
management and dispute resolution services

d. Stakeholders who provide the services listed in both b and c

• General practitioners and medical specialists • Allied health practitioners

• Workplace rehabilitation providers

• Workers and employers
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• Approved medical specialists • Unions and other representative bodies

• Audiometric officers, audiologists and audiometrists • Insurance brokers 

• Legal practitioners and registered agents 

• Insurers and self-insurers
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Sharryn Jackson
Chair

Chris White
CEO

Our Chair and CEO report
WorkCover WA’s annual report outlines our achievements and challenges over 
2019/20. It was particularly pleasing to achieve significant outcomes, despite the 
challenges of COVID-19. The resilience and flexibility of our staff and stakeholders 
contributed greatly to delivering an effective and fair workers’ compensation and 
injury management scheme.

COVID-19 had a significant impact on WorkCover WA in the last quarter of 2019/20. 
In March 2020 we activated our Pandemic Plan to guide our decisions during 
the rapidly changing environment. Led by a ‘Crisis Management Team’ and with 
staff cooperation, we adapted operational processes to continue supporting 
injured workers and employers. This included staff working from home, some 
services needing to change at short notice, and technology, security and privacy 
issues needing to be promptly addressed to ensure the effectiveness of remote 
working. The capacity of the agency to quickly adapt to these challenges, and 
staff commitment and skill, is reflected in our key performance indicator results 
continuing to be excellent.

The workers’ compensation scheme relies on service providers meeting the needs 
of injured workers and employers. It is pleasing to report service providers across 
the scheme demonstrated the capacity to quickly adopt pragmatic approaches to 
the challenges presented by the pandemic. The collaborative approach between 
WorkCover WA and service providers ensured clear and practical guidance 
was provided in areas including claim management, underwriting and dispute 
resolution.
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In June 2020 the Government introduced the Workers’ Compensation and 
Injury Management Amendment (COVID-19 Response) Bill 2020 to address some 
immediate and emerging priority issues in response to COVID-19. Some of 
the changes were brought forward from the broader rewrite of the workers’ 
compensation legislation. The COVID-19 Response Bill is expected to pass through 
Parliament in August 2020. Drafting of the new legislation is nearing completion 
and a draft Bill will be released for consultation in 2020/21. 

One of our key achievements this year was the release of Insurer and Self-insurer 
Principles and Standards of Practice. Developed in collaboration with insurers,  
self-insurers and other stakeholders, the Principles and Standards provide a clear 
set of service expectations aimed to ensure high quality services are provided to 
injured workers and employers. 

WorkCover WA’s aspiration is for all insurers and self-insurers to introduce, improve 
and implement controls to ensure the Principles and Standards are achieved to 
maximise the workers’ compensation experience of workers and employers. In 
2020/21 we will continue to collaborate and engage with stakeholders to develop 
principles and standards for workplace rehabilitation providers. Section 5: Agency 
performance highlights our work in this area.

While the long-term impacts of COVID-19 are uncertain, we are pleased with the 
performance and stability of the WA workers’ compensation scheme over 2019/20. 
Western Australia has the third lowest standardised average premium rate and 
third lowest disputation rate in Australia. Around 78% of scheme costs are spent 
on services and payments for injured workers which is on par with the national 
average. The number of short duration claims has continued to decrease, resulting 
in an increased focus on managing longer duration claims. Section 4: Scheme 
performance analyses the statistics and trends across the scheme.

Digital transformation is a significant aspect of WorkCover WA’s strategic plan 
and 2019/20 saw a major milestone achieved with the implementation of 
online services for conciliation, arbitration and settlement applications as part 
of the WorkCover WA Online portal. These new services enable injured workers, 
employers, insurers, legal practitioners and other stakeholders to have more direct 
and timely access to dispute information, whilst simultaneously reducing reliance 
on paper-based processes.  In the coming years we will further extend our online 
capabilities.

WorkCover WA has continued to be led by an effective and committed Board. 
After 15 years of service, Greg Joyce retired as Chair of the WorkCover WA Board 
in December 2019. During his tenure Greg made an outstanding contribution to 
the success of WorkCover WA and the workers’ compensation scheme. His strong 
leadership and wise counsel over many years was valued by members of the Board 
and Executive. We also farewelled another Board member Steven Burns and thank 
him for the deep knowledge of the insurance industry he brought to the Board. 
We warmly welcomed Sharryn Jackson as our new Chair and Llewellyn Jones as 
member of the Board. Section 1: Our agency introduces the Board and its members.

Our work at WorkCover WA continues to be dynamic, challenging and rewarding. 
Our vision for a workers’ compensation and injury management scheme that works 
for all is only possible through the hard work of our passionate and committed 
staff, to whom we say thanks. The challenges of 2019/20 have again highlighted 
their capabilities and commitment to delivering excellent services in an ever-
changing environment.
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19,062 
Requests for advice and 
assistance handled by 
the Communications and 
Education team.

2,264
Investigation(s) non-
compliance activities 
which result in a caution, 
an infringement notice, a 
prosecution or a decision 
that no further action is 
needed.

5,763
Publications mailed to 
workers, employers and 
service providers.

363
Infringement notices 
and prosecutions 
issued or completed 
against non-
compliant employers.  

1,219
Hours of internal and 
external staff training 
completed.

2,575
Recordings of Section 
92(f ) Deeds for finalising 
workers’ compensation 
claims via settlement.

319,836
Visits to the  
WorkCover WA 
website. 

8,833
Enquiries into cancelled, 
expired and/or lapsed 
workers’ compensation 
policies.

2,633
Concilations 
and arbirtations 
completed.

3,105
Registrations of Memoranda 
of Agreement for finalising 
workers’ compensation claims 
via settlement.

Our numbers
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Figure 1: WorkCover WA income for 2019/20

Table 2: WorkCover WA expenditure for 2019/20

Employee benefits expenses $14.391 million (63.31%)

Supplies and services $2.947 million (12.96%)

Depreciation and amortisation 
expenses $1.196 million (5.26%)

Accommodation expenses $0.907 million (3.99%)

Grants and subsidies $0.035 million (0.15%)

Claims expenses $1.872 million (8.23%)

Other expenses $1.386 million (6.10%)

Our finances
The majority of funding (78.66%) for WorkCover WA’s activities is derived from 
insurer contributions in the form of an annual levy on approved workers’ 
compensation insurers and employers who are approved by WorkCover WA to  
self-insure. 

Table 1 represents a consolidation of the General and Supplementation Funds. 
Refer to Section 8: Financial statements and notes on page 125 for more detailed 
analysis and disclosure.

Employee benefits (wages, salaries and superannuation) account for most of 
agency expenditure. The remaining funds were expended on supplies and services, 
accommodation, grants, uninsured claims and other expenses.

Table 1: WorkCover WA totals for 2019/20

Revenue $23.801 million

Expenditure $22.734 million

Insurer contribution  
$18.723 million (78.66%)

Employers’ Indemnity Supplementation Fund  
$2.029 million (8.53%)

Interest revenue  
$1.197 million (5.03%)

Other revenue  
$1.852 million (7.78%)

11WorkCover WA Annual Report 2019/20 



Our scorecard 
2019/20 performance snapshot 

The outcomes of WorkCover WA’s activities and services are measured by  
Key Performance Indicators (KPIs) indicating effectiveness and efficiency.  
The 2019/20 scorecard provides a snapshot of our performance for the year. 

Table 3: Indicators of effectiveness snapshot

No. Description 2019/20 Target 2019/20 Result Page Reference

1.1 Number of non-compliance events identified as a result of a claim on the General 
Account 6 0 110 - 111

1.2 Proportion of conciliations completed within eight weeks 97.0% 96.6% 112 - 113

1.3 Proportion of disputes resolved within six months 90.0% 85.6% 114 - 115
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Table 4: Indicators of efficiency snapshot 

No. Description 2019/20 Target 2019/20 Result Page Reference

1.1 Average cost per employer compliance activity $293 $350 117

1.2 Average cost per approved and monitored service provider $2,920 $2,614 118

1.3 Average cost per client contact to provide information and advice $68 $85 119

2.1 Average cost to complete a conciliation $2,150 $2,202 121

2.2 Average cost to complete an arbitration $8,856 $9,162 122

2.3 Average cost to process a Memorandum of Agreement $476 $505 123 - 124
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In progress

Development of a new workers’ compensation Act

WorkCover WA is progressing a rewrite of the workers’ compensation 
legislation, with a goal to deliver a modern Act which is clear, accessible and 
workable. Drafting of the new legislation is well underway and an exposure 
Bill for public consultation is expected to be released later in 2020.

Completed

Digital First – Conciliation Online 

As part of WorkCover WA’s Digital First Strategy, a project was undertaken 
to implement online registry services for conciliation. The online services 
went live on 5 August 2019.

Completed

Digital First – Arbitration and Settlements Online

This strategic initiative is built on the online functionality implemented for 
conciliation by converting most outward facing registry activities related 
to arbitration and settlements into online services. The arbitration online 
module went live in April 2020 and functionality for settlements and 
common law in June 2020.

Figure 2: Delivery of 2019/20 Strategic initiatives
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