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

Workers’ Compensation Regulatory 
Framework
The  Workers’ Compensation Regulatory Framework approved by the Board is the 
foundation of all activities undertaken by WorkCover WA’s Regulatory Services 
division.

The framework ensures regulatory activities are aligned to Government and 
agency strategies and are continuously improved. The framework outlines 
WorkCover WA’s regulatory vision, principles, objectives, strategies and expected 
outcomes.  It also formalises tools used to regulate stakeholders, including advice 
and education activities, and enforcement and compliance initiatives.
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Regulating employers During 2019/20, employer compliance activities included:

• enquiring into expired and lapsed policies

• assessing policy cancellation requests

• investigating suspected:

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

• failure to lodge an injured worker’s claim with an insurer

• late or irregular weekly payments to injured workers

• contravening a requirement made by an inspector

• failure to comply with a decision of a dispute resolution authority

• fraud

• educating stakeholders and identifying non-compliance in targeted areas 
(refer to page 57 for further information)

• visiting regional Western Australia to conduct regular compliance visits 
(refer to page 55 for further information).

This initiative is aligned with the WorkCover WA strategic goal

1: Strategic Scheme Management

This scheme service is aligned with Government Goals

Sustainable finances: responsible financial management and better service 
delivery. 

Strong communities: safe communities and supported families. 

Better places: a quality environment with liveable and affordable communities 
and vibrant regions.  

Under the Act, WorkCover WA is required to monitor employers to ensure they are 
meeting their obligations, and to regulate and monitor the performance of service 
providers to ensure they deliver an appropriate standard of service. Projects and 
initiatives in this section reflect efforts to maintain a high level of service delivery 
to ensure all employers in WA have workers’ compensation insurance, and injured 
workers in WA are supported in their recovery and return to work. 

Table 11: 2019/20 Compliance outcomes

Compliance activity Total number

Investigations 2,264

Letters of caution sent 161

Infringement notices issued 363

Prosecutions completed 59

Enquiries into lapsed or expired policies 4,332

Enquiries into policy cancellations 4,501
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WorkCover WA’s regulation of employers is also demonstrated through the 
following agency’s effectiveness KPI. 

* The target represents an estimate of two uninsured claims per 10,000 claims. 

The administrative investigations model adopted in 2017/18 continues to improve 
performance with many efficiencies now embedded into core business. 

WorkCover WA continues to refine the investigation model by targeting  
non-compliance by matching data with State and Federal Government agencies. 
In this financial year an automated process has been progressed to upload and 
process Australian Taxation Office and State Department of Finance data.  
The data matching process enables high risk potential breaches to be identified 
and investigated.

Identification of ABNs for policy holders without an ABN

To support the range of data matching strategies, an initiative was undertaken 
to ensure all policies in the WorkCover WA database had an Australian Business 
Number (ABN) recorded. The project successfully identified ABN details for almost 
all policyholders. 

This initiative is aligned with the WorkCover WA strategic goal

1: Strategic Scheme Management

This scheme service is aligned with Government Goals

Sustainable finances: responsible financial management and better service 
delivery. 

This project involved simplification of the WorkCover WA investigation model to 
provide consistency in decision making and streamlined processes. This resulted in 
better service delivery, and a doubling of investigations in the last financial year. 
These numbers were maintained in 2019/20.

Table 12: 2019/20 KPI effectiveness indicator related to employer 
compliance

Description 2019/20 Target/Result Reference

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

6 – Target*

0 – Result
110 - 111

WorkCover WA investigation model
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Regional plan

WorkCover WA aims to ensure all employers, irrespective of where they are located, 
comply with their legislative obligations. 

To ensure our presence in the regional areas of Western Australia, a regional plan is 
developed and maintained each year. 

In 2019/20, WorkCover WA expanded its regional compliance and educational 
activities beyond regional hubs and into smaller towns and outlying regions.  
Due to COVID-19 intrastate travel restrictions, some scheduled visits were 
postponed. 

This initiative is aligned with the WorkCover WA strategic goal

1: Strategic Scheme Management

This scheme service is aligned with Government Goals

Sustainable finances: responsible financial management and better service 
delivery. 

Strong communities: safe communities and supported families. 

Regions in Western Australia are regularly visited by WorkCover WA to ensure 
workers, employers and service providers are aware of their rights and obligations 
under the Act. Scheme participants who understand their respective roles leads to 
better outcomes for all parties involved in the claim and injury management process. 
This in turn can positively impact the environment they live in and the people around 
them. 
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Regional activity

In 2019/20 five visits were conducted and well received by employers, insurers, 
insurance brokers, workers and medical service providers. Regional activities 
included workplace compliance inspections, educational seminars and meetings 
with stakeholders. 

Significant planning was involved in each regional visit to ensure  
WorkCover WA officers were able to conduct meaningful and effective compliance 
and educational activities. Ahead of each visit, we:

• notified key stakeholders WorkCover WA would be visiting the region to 
undertake compliance inspections and education

• reminded employers of their obligations under the Act, as well as the 
penalties for non-compliance

• advised employers to check they had a valid Certificate of Currency 
available for inspection

• arranged meetings and presentations to answer questions or concerns. 

Using intelligence from various internal and external sources, WorkCover WA was 
able to target potential non-compliant employers in the region being visited.  

Our Facebook page was a significant contributor in notifying stakeholders visits 
were being undertaken. Up to 1,600 people were reached over a seven-day 
period leading up to a visit, including industry groups, local government agencies,  
businesses and medical service providers. 

Gascoyne

In July 2019, officers conducted a compliance visit to the Gascoyne region.  
The townships of Exmouth, Coral Bay, Denham and the City of Carnarvon were 
visited. Of the 238 inspections, 208 employers were insured, 18 businesses were no 
longer employing, and 12 businesses had closed.

Following the Gascoyne visit, concerns were raised regarding levels of  
non-compliance in the vegetable and fruit growing industries in the Carnarvon 
area. Plantation owner details were obtained which resulted in 118 potential 
employers identified and contacted by letter in September 2019. Due to travel 
restrictions associated with COVID-19, this initiative was placed on hold and will be 
progressed in 2020/21. 

Pilbara 

In July 2019, officers conducted a compliance and education visit in the Pilbara 
region and inspected workplaces in Port Hedland, South Hedland and Dampier.

Prior to conducting the visit, 38 potential non-compliant employers were identified 
using data matching and other sources. Confirmed breaches resulted in the issue 
of one letter of caution, two infringement notices and the prosecution of one 
employer. 

South West

In September 2019, officers conducted a regional compliance and education 
visit to Bunbury. Nineteen field inspections were conducted which resulted 
in 11 employers requiring further investigation. All 11 employers were issued 
infringement notices.

In October 2019, officers conducted a compliance and education visit to  
Margaret River.

Thirty-seven field inspections were conducted which resulted in 15 employers 
requiring further investigation. Six employers received infringement notices and 
one business was issued with a caution. 

The remaining eight employers investigated were either not employing, were 
working directors where insurance is optional, or were no longer operating.

Educational information was provided to the Margaret River Markets for 
distribution to employing stall holders.
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Targeted regulatory education

WorkCover WA’s Education Plan aims to raise agency awareness and stakeholder 
knowledge of their respective roles, rights and responsibilities.

Industry campaigns and stakeholder engagement

Industry campaigns are planned using claims and premium data, and with 
consideration to the best way for reaching employers, brokers and industry 
representatives with key messages. 

Horticultural industry campaign  

In late 2019, an increase in non-compliance in the horticultural industry in the 
Gascoyne and Pilbara regions was identified. Non-compliance was attributed to 
the increased use of casual contract labour and growers failing to understand their 
legal insurance obligations. 

An educational campaign was implemented in early 2020 and included 
advertisements in industry magazines and other media. In addition, the 
Department of Primary Industries and Regional Development provided key 
messages to officers in the West Kimberley, Carnarvon and Kununurra.

Posts were published on our Facebook and Twitter accounts. The posts were 
promoted through Facebook targeted at users living in the Gascoyne and Pilbara. 

Gascoyne 

In July 2019, meetings were held with stakeholders in the Shires of Exmouth, Shark 
Bay and Carnarvon. Officers visited Shire Councils, the Small Business Development 
Corporation, a hospital, a medical centre and the Carnarvon Service Aboriginal 
Corporation. 

Pilbara

In July 2019, officers visited the Pilbara region and met with medical and dental 
practices, pharmacies, the Royal Flying Doctor Service and local government 
agencies. 

South West

In September 2019, officers ran an educational seminar at the Bunbury-Geographe 
Chamber of Commerce and Industry. Officers also met with medical practices, 
insurance brokers and the Fair Work Ombudsman.

Indian Ocean Territories 

A compliance and education visit to Christmas Island planned for May 2020 was 
postponed due to COVID-19. 

This initiative is aligned with the WorkCover WA strategic goal

1: Strategic Scheme Management

This scheme service is aligned with Government Goal

Strong communities: safe communities and supported families. 

Industry campaigns ensure employers in high-risk industries are aware of their 
obligations. This results in a positive claims process and a timely, sustainable 
recovery and return to work, which has positive effects on the workplace, injured 
workers and their families. 
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General practitioner engagement General practitioner education campaigns 

All regional visits conducted in 2019/20 included direct engagement with medical 
centres and GPs, either through meetings or delivery of information packs. Where 
GPs were unable to meet with WorkCover WA officers, practice managers and 
senior medical staff were encouraged to pass on key messages. GPs responded 
positively to the opportunity to increase their knowledge and understanding of 
the scheme.

Margaret River

In October 2019, officers held an information session for GPs at the Margaret 
River Surgery. Information packs were delivered to other GPs and hospitals in 
the area. Facebook and Twitter were used to communicate the upcoming visit to 
stakeholders. 

Busselton

In December 2019, officers visited Busselton and met with GPs, hearing service 
providers, insurance brokers and local government agencies. Educational resources 
were provided. 

Bunbury

In February 2020, officers met with a GP and allied health provider practice in 
Bunbury. Education was provided on the claims process, worker entitlements and 
medical treatment.

Approved medical specialist engagement 

Approved medical specialists are trained in the use of the WorkCover WA Guidelines 
for the Evaluation of Permanent Impairment and meet WorkCover WA’s eligibility 
criteria. In 2019/20, one training session was held resulting in the designation of 
seven approved medical specialists. 

This initiative is aligned with the WorkCover WA strategic goal

1: Strategic Scheme Management

This scheme service is aligned with Government Goal

Strong communities: safe communities and supported families. 

General practitioners who are aware of their scheme role and responsibilities are 
better able to assist injured workers with their initial assessment and provision of the 
First Certificate of Capacity, as well as support during the worker’s recovery. This is 
essential in ensuring a quick and sustainable return to work, and has positive effects 
on the injured worker, their family and the employer.
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Regulating service providers

 

To ensure primary stakeholders receive a positive workers’ compensation 
experience, the following scheme service providers must be approved by 
WorkCover WA:

• insurers and self-insurers

• registered agents

• workplace rehabilitation providers

• approved medical specialists 

• audiometric officers, audiologists and audiometrists.

Principles and standards guide service expectations and a range of tools are 
utilised to regulate, measure and report on service provider performance.  
In 2019/20, this included: 

• performance reviews of approved insurers and self-insurers to measure 
compliance and identify service improvements

• audits of approved insurers and self-insurers to evaluate processes and 
address systemic issues

• reviews of approved insurers and self-insurers to assess practices and 
make improvement recommendations  

• approval, renewal and reinstatement of workplace rehabilitation 
providers and registered agents to ensure practices are contemporary 
and fit for purpose

• assessment of allegations and investigation of complaints to enable 
informed actions to be taken

• building the capacity of stakeholders and service providers to educate 
and inform on best practice service provision

• reports detailing the results of reviews, audits and examinations to 
highlight areas of risk and ensure transparency and accountability.

This initiative is aligned with the WorkCover WA strategic goal

1: Strategic Scheme Management

This scheme service is aligned with Government Goals

Sustainable finances: responsible financial management and better service 
delivery. 

Strong communities: safe communities and supported families.

WorkCover WA conducts regulatory activity each year to ensure service providers 
are delivering an appropriate standard of service and comply with their obligations 
under the Act. This results in better support and services for injured workers and 
employers and ensures outcomes are transparent and fair.
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*Reflects the total number of approved service providers in the scheme as at 30 June 2020.

Service Provider Regulatory Framework

The objective of the Service Provider Regulatory Framework is to align existing 
policies and processes into a cycle of continuous improvement. Implementation of 
the framework has resulted in greater organisational consistency and regulatory 
continuity. During 2019/20 the framework was used to effectively regulate service 
providers by:

• articulating performance standards

• incorporating contemporary monitoring approaches

• proposing a range of regulatory and compliance responses.

At the core of the framework is an increased focus on linking regulatory activities 
to risk. In 2019/20, WorkCover WA worked with service providers to navigate and 
respond to the impact of COVID-19 on scheme performance by:

• examining risk assessments 

• analysing risk-based approaches 

• evaluating the regulatory response model

• providing more practical and direct specialist advice 

• creating a more comprehensive approach to strengthen practices.

A structural re-alignment enabled the Regulatory Services division to shape the 
way the agency responds to the new regulatory and risk models by:

• implementing a portfolio approach to stakeholder regulation

• a comprehensive and cyclical approach to audits and reviews. 

Data and intelligence hub

The Regulation Oversight Governance Enforcement Response (ROGER) data 
intelligence hub was developed to receive, assess and respond to breaches of 
the Act, regulations and guidelines. ROGER has proven to be an effective tool 
for regulating service standards. We will continue to review how we gather 
intelligence from within the agency to ensure ROGER remains relevant and 
meaningful. 

Table 13: Approved and monitored service providers

Type of service provider
Number of service providers 
regulated by WorkCover WA as at 
30/6/2020*

Insurers 7

Self-insurers 24

Registered agents 227

Workplace rehabilitation providers 51

Audiometric officers, audiologists and 
audiometrists 511

Approved medical specialists 271

Total 1,091
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Insurers and self-insurers

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

WorkCover WA approved insurers

WorkCover WA approved self-insurers

Competitive Foods ceased to be a self-insurer as of March 2020.

AAI Limited (GIO Insurance)

Allianz Australia Insurance 

Catholic Church Insurance

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 of Australia Limited

Australia and New Zealand Bank Ltd

BHP Group Limited

Bluescope Steel Limited

BP Australia Group Pty Ltd

Brambles Ltd

Brickworks Limited

Cockburn Cement Ltd

Coles Group Limited

CSR Limited

Healius Ltd

Holcim (Australia) Holdings Pty Ltd

Infrabuild Trading Pty Ltd

Inghams Enterprises Pty Ltd

ISS Facility Services Australia Limited

Metcash Trading Limited

Myer Holdings Pty Ltd

South32 Limited

St John of God Health Care Inc

Wesfarmers Limited

Western Australian Local Government Association

Westpac Banking Corporation

Woodside Energy Ltd

Woolworths Group Limited
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Figure 13: Principles and Standards of Practice: the priority areas

Figure 12: Principles and Standards of Practice: the principles

Development of new standards and performance 
indicators for service providers

Insurer and Self-Insurer Principles and Standards of Practice

In collaboration with a reference group of industry stakeholders and service 
providers, WorkCover WA developed the Insurer and Self-insurer Principles and 
Standards of Practice (Principles and Standards). 

The Principles and Standards are a timely response to findings across a number of 
jurisdictions which highlighted changing community expectations regarding the 
role of regulators and the entities they oversee.   

The Principles and Standards aim to ensure insurers and self-insurers provide fair 
and equitable services to workers and employers, through the decisions they make 
and the actions they take. 

The Principles and Standards provide a cohesive set of service expectations to 
assist insurers and self-insurers with providing high quality services and effective 
experiences.

The principles are guiding statements applicable to all aspects of the workers’ 
compensation experience and are to be referenced when an issue is not directly 
covered by the standards. 

The standards articulate six priority areas which have the greatest potential to 
impact on workers and employers.  
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Figure 14: Principles and Standards of Practice: the performance indicators

Performance indicators enable WorkCover WA to assess and monitor the extent 
to which insurers and self-insurers comply with the principles and standards to 
achieve positive outcomes. 

Over the coming year, WorkCover WA expects insurers and self-insurers will 
introduce, improve and implement controls to ensure the Principles and Standards 
are serving the purpose of maximising the workers’ compensation experience for 
workers and employers.

WorkCover WA will be transparent in holding insurers and self-insurers accountable 
to the community for their performance against the service standards. 

Insurers

Approved insurer annual performance review

The performance of insurers is reviewed annually by WorkCover WA. The annual 
report provided to the Board assesses insurer performance against the following 
six categories: 

• service delivery and claims management

• settlements and disputes

• data submission

• audit results

• advice and assistance

• continuous improvement.

The key observations from the annual review were: 

• a resourcing decrease of 5.4% in FTE across all insurers 

• a reduction in claim numbers with 25,084 in 2018/19 compared with 
25,387 in 2017/18

• an increase in applications to charge premiums above the recommended 
rate

• claim settlement rates increased 

• insurers were partially successful in improving in a range of priority areas 
identified in the previous year. 
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Self-insurers

Approved self-insurers annual performance review

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

The sufficiency of financial undertakings provided by self-insurers is reviewed 
annually by WorkCover WA. This review includes an analysis of the claims 
experience and the actuarially assessed level of outstanding claim liabilities for 
each self-insurer.

The annual review assessed each self-insurer against the following five categories:

• timeliness of decision making

• disputation rates

• settlement rates

• claims duration 

• lost-time claim incidence rates.

The key observations from the self-insurer annual performance review were: 

• self-insurers had improved performance in meeting legislative 
timeframes

• self-insurers were resolving more disputes in a timely manner

• the settlement rate of claims remained relatively constant.

A Self-Insurer Claims Management Performance Report is regularly prepared and 
distributed to ensure self-insurers are actively monitoring claim performance 
and identifying areas of improvement. The report encourages self-regulation by 
encouraging self-insurers to compare their performance against:

• legislative requirements 

• performance indicators

• the performance of other self-insurers.

Self-insurer engagement

Engagement with self-insurers has increased with the introduction of the new 
Regulatory Framework. The agency meets with self-insurers every six-months 
to discuss expectations, performance and findings from reviews and audits. 
This initiative has improved the visibility of WorkCover WA’s efforts to enhance 
communication, share best practice and promote priorities. 
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Annual performance review

Audits

WorkCover WA’s systemic audits use a topic identification and selection process 
which integrates risk, materiality and coverage to establish priorities. The topic 
selection is the basis for gathering and analysing evidence to determine the scope, 
lines of inquiry, criteria and availability and reliability of audit evidence. In 2019/20, 
three systemic audits were conducted, each related to pended claims.

Systemic audit of pended claims by approved insurers

One of the principal aims of the workers’ compensation scheme is to achieve the 
rehabilitation and return to work of injured workers as early as possible, taking into 
account the nature and severity of the injury. Returning injured workers back to 
work in a timely, safe and sustainable way has financial, social, psychological and 
physical benefits, as well as positive outcomes for the employer and the scheme. 

Claims are ‘pended’ where a decision on liability cannot be made within the 
timeframes specified in the Act. When a claim is pended for an extended period, 
there can be detrimental impacts on the worker.  

WorkCover WA reviewed claims which were pended for more than 50 days after 
lodgment with the insurer. The 50 day benchmark reflects:  

• an initial 14 days to notify an injured worker if their claim is accepted, 
denied or pended by the insurer for more time to make a decision 

• a further 10 days if a decision was not able to be made 

• a further 26 days to administratively process the claim. 

The audit found that while long term pended claims have the potential to have 
a significant impact on the worker, there is no evidence pended claims are a 
systemic issue in Western Australia. It was found over a five year period, 130,837 
claims were opened and 0.7% of claims were pended for longer than 50 days 
before a decision on liability was made. 

Systemic audit of pended claims by approved self-insurers

A review of self-insurer claims pended for more than 50 days revealed they account 
for only 0.6% of total self-insurer claims. Of the long-term pended claims, some 
claims data had been incorrectly submitted and claims had in fact been finalised.

Targeted review of insurer pended claims greater than 1,000 days

A detailed analysis of 38 claims found to have been pended for longer than 1,000 
days was undertaken.    

In 75% of cases, the claim was initially accepted, and the pended status related to 
an alleged recurrence or aggravation of injury. In most cases, it was found workers 
had received entitlements and return to work outcomes in accordance with the 
Act, and treatment expenses had continued to be paid under the initial claim. 

In all cases, the review indicated the pended status could be more properly 
described as ‘disallowed’ (in dispute). This finding suggests long term pended 
claims are not a systemic issue in the Western Australian scheme. 
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Investigation of complaints against approved service 
providers

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

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

Insurers and self-insurers

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

In 2019/20, WorkCover WA investigated 22 complaints against approved insurers, 
compared with 13 the previous year. Four of these complaints were substantiated. 

One unsubstantiated complaint against a self-insurer was investigated in 2019/20, 
compared to no complaints in 2018/19.

Registered agents

Parties to conciliation and arbitration proceedings may be represented by 
registered agents. 

In 2019/20 there were 238 registered agent approvals, of which four were 
independent registered agents.

There were no complaints against registered agents in 2019/20. 

Workplace rehabilitation providers

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

In 2019/20 there were 51 approved workplace rehabilitation providers.

There were two investigations into complaints against workplace rehabilitation 
providers in 2019/20. Neither complaint was substantiated.

Audiometric officers, audiologists and audiometrists

Audiometric officers, audiologists and audiometrists are approved by  
WorkCover WA to conduct baseline hearing tests and full audiological assessments 
for the purposes of the scheme. 

In 2019/20, there were 554 approved audiometric officers, audiologists and 
audiometrists operating in the scheme. 

There were no complaints against approved audiometric officers, audiologists or 
audiometrists in 2019/20. 

Approved medical specialists 

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

In 2019/20, WorkCover WA designated seven new approved medical specialists 
and, as at 30 June 2020, there were 271 operating in the scheme. 

In 2019/20, there was one investigation into a complaint against an approved 
medical specialist which was substantiated. Appropriate enforcement action was 
taken. 

*Includes substantiated and unsubstantiated. 

Table 14: Complaints against service providers*

Type of service provider 2016/17 2017/18 2018/19 2019/20

Insurers 4 5 13 22

Self-insurers 0 1 0 1

Registered agents 2 2 0 0

Workplace rehabilitation providers 0 0 0 2

Audiometric officers, audiologists 
and audiometrists 0 0 0 0

Approved medical specialists 2 0 0 1

Total complaints 8 8 13 26
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Improving scheme performance 

In line with statutory requirements, WorkCover WA annually prescribes the 
following: 

• 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  
scheme.

Silicosis support 

Research in Australia and overseas found workers in the engineered stone 
benchtop industry can be exposed to levels of respirable crystalline silica which 
may result in a lung disease known as silicosis. To make a claim for compensation, 
workers are required to obtain a Certificate of Capacity from a doctor with a 
provisional diagnosis of silicosis. In order to relieve the financial burden on workers 
and expedite the process, an interim arrangement was made with insurers to pay 
for medical tests prior to accepting a claim. To date the number of claims is very 
low and the arrangement is subject to ongoing review.

75% loadings

WorkCover WA annually fixes the recommended premium rate applicable to 
an employer’s industry. Insurers may propose to ‘load’ this rate based on an 
employer’s individual risk profile and claims experience. The proposed premium 
can be appealed by employers if the loading is over the set limit and premium 
loadings greater than 75% must be approved by the Board before charging.       

In 2018/19, the Regulatory Services division introduced a comprehensive guide to 
applying for and appealing premiums greater than 75%. Following release of the 
Assessment of Premium Rates and Industry Classifications: Loading and Appeal Policy, 
75% loading application procedures were implemented to streamline the process. 

Review of Medical Fees and Regulatory Framework

This divisional project involved a comprehensive review of medical fees and 
services. In May 2020, the Board determined to defer this project until the new 
Act is implemented, and relevant work completed in other jurisdictions. While 
this project has been deferred, considerable data analysis and jurisdictional 
comparisons have been completed and will be used in the future. 

Business processes and standard operating procedures

This divisional project aimed to continue the work piloted in 2018/19. Resource 
constraints and a decision not to renew supporting software resulted in the project 
being discontinued. Alternative approaches have been adopted to facilitate 
recording of business processes and standard operating procedures.

This initiative is aligned with the WorkCover WA strategic goal

1: Strategic Scheme Management

This scheme service is aligned with Government Goals

Sustainable finances: responsible financial management and better service 
delivery. 

Strong communities: safe communities and supported families.

WorkCover WA aims to improve scheme performance by ensuring there is a high level 
of understanding and management of issues impacting the scheme and scheme 
participants. These activities positively impact the quality of service delivered by 
scheme stakeholders and the experience of injured workers who rely on the scheme.
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Legislative review and amendments

Development of new workers’ compensation Act

Significant progress on the drafting of the new workers’ compensation Act 
occurred in 2019/20. An exposure Bill is well advanced with stakeholder 
consultation expected to commence in 2020/21. More information about 
development of the new workers’ compensation Act is available on page 24. 

Orthopaedic Services Claims Advisory Review Panel

In 2019/20, the Policy and Legislation branch worked with the Australian 
Orthopaedic Association Western Australia (AOA WA) on the development and 
launch of an Orthopaedic Services Claims Advisory Review Panel (OSCARP).

OSCARP is an industry led initiative established to assess surgery proposals or 
quotes in relation to the application of MBS item numbers and descriptors with 
a view to providing informed, non-binding recommendations to insurers and 
surgeons. 

Following an initial six-month trial period, the AOA WA is currently considering 
options for the future of the OSCARP initiative.

Amendments to the Conciliation and Arbitration Rules

As part of the transition to online conciliation and arbitration services, the Policy 
and Legislation branch progressed amendments to the following: 

• Workers’ Compensation and Injury Management Conciliation Rules 2011

• Workers’ Compensation and Injury Management Arbitration Rules 2011

• Workers’ Compensation and Injury Management Regulations 1982.

The amendments provide for mandatory electronic lodgement of conciliation and 
arbitration applications and certain other documents by injured workers, law firms, 
insurers and registered agents.

This initiative is aligned with the WorkCover WA strategic goal

1: Strategic Scheme Management

This scheme service is aligned with Government Goals

Sustainable finances: responsible financial management and better service 
delivery. 

Strong communities: safe communities and supported families.

Progressing legislative reform results in improvement, modernisation, clarification 
and simplification of key issues and processes within the scheme, leading to more 
efficient service delivery and better support and return to work outcomes for injured 
workers and their families. 
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Service 2: Scheme Services
Provision of effective and equitable dispute resolution and other services to scheme 
participants. 

Resolving disputes

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

• minimise costs to parties to disputes

• facilitate final and appropriate agreements between parties in relation to 
disputes (conciliation)

• enable disputes not resolved by conciliation to be determined with as 
little formality and technicality as practicable (arbitration).

In addition to assisting the resolution of disputes by conciliation, the  
WorkCover WA Conciliation Service is responsible for recording settlement 
agreements finalising workers’ compensation claims (i.e. registration of 
Memoranda of Agreement and Common law settlement deeds) and processing of 
documents submitted in relation to common law elections.

This initiative is aligned with the WorkCover WA strategic goal

1: Strategic Scheme Management

This scheme service is aligned with Government Goals

Sustainable finances: responsible financial management and better service 
delivery. 

Strong communities: safe communities and supported families.

WorkCover WA provides services to resolve disputes related to workers’ compensation 
matters. Projects and initiatives outlined in this section reflect efforts to maintain a 
high level of service delivery to ensure disputes are resolved in a fair, cost effective 
and timely manner.  
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Dependency Claims

In 2019/20, 22 dependency claims for workplace fatalities were lodged with the 
Arbitration Service of which 10 were finalised within three months of acceptance. 
There are currently 10 active dependency claims before the Arbitration Service 
which were lodged in the last quarter of 2019/2020 and the resolution of these is 
progressing.

Digital First – Conciliation Online 

As part of WorkCover WA’s Digital First Strategy, online lodgement services were 
implemented for conciliation in August 2019. 

The online conciliation services have provided an efficient and effective means of 
document lodgement and communication. During COVID-19, Conciliation Services 
were able to operate largely uninterrupted due to the online service capability to 
provide the following remote services:

• lodgement of applications for conciliation and supporting information

• document exchange between the Conciliation Service and parties to a 
dispute

• related activities, such as conference scheduling and issuing notices. 

The online conciliation registry services have been well received by stakeholders 
and feedback has been consistently positive.

The user-friendly platform provides up-to-date dispute information to all parties. 
Online services have provided the necessary flexibility and reliability to conciliation 
service stakeholders and staff to enable conciliation services to be delivered 
remotely during COVID-19.

Digital First – Arbitration and Settlements Online

This project was a part of strategic initiatives to provide a suite of online services 
related to arbitration, settlements and common law elections. The project was 
a continuation of WorkCover WA’s Digital First Strategy and built on functionality 
made available to stakeholders in August 2019.

Online arbitration registry services became available on 20 April 2020. Parties to 
a dispute are now able to conduct administrative transactions related to disputes 
via the WorkCover WA Online portal at both conciliation and arbitration stages. 
Functionality to lodge online applications regarding dependency claims was also 
implemented in April 2020.

Online services to facilitate lodgement of settlement and common law related 
documents were implemented in June 2020.

COVID-19 impacted on the availability of IT, frontline and external resources for 
development and testing of the various elements of online services. Despite this it 
was determined that online arbitration services should be progressed as a priority 
to facilitate remote document lodgement for all disputes and this was fast tracked 
to ensure essential functionality was available to stakeholders as soon as possible. 

Enhanced functionality and website appearance work was completed later in 
consultation with online service users. 
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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 not resolved by conciliation according to their 
substantial merits. 

The following tables illustrate WorkCover WA’s achievement of these objectives, 
including numbers of applications accepted and cases completed. In Table 16, 
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 lodgment in previous financial years.

Dispute Services User 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.

In 2019/20, the Group met five times. Four of those were regular quarterly 
meetings, and one meeting was an emergency meeting held to discuss issues 
relating to COVID-19, including document lodgement and telehealth options.

In 2019/20 the Group discussed and considered:

• conciliation online module feedback 

• dispute resolution statistics and trends

• termination day notices

• representatives’ authority to settle matters

• arbitration, common law and settlements online module 

• proposed legislative amendments 

• alternative methods of document lodgement and acceptance of 
telehealth reports in response to COVID-19. 

Table 16: 2019/20 KPI effectiveness indicators related to the Conciliation and 
Arbitration Services

Description 2019/20 Target/Result Reference

1.2 Proportion of conciliations completed 
within eight weeks

97.0% - Target

96.6% - Result
112 - 113

1.3 Proportion of disputes resolved 
within six months 

90.0% - Target

85.6% - Result
114 - 115

Table 15: 2019/20 Conciliation and Arbitration Services applications and 
cases*

Conciliation applications accepted 2,023

Conciliation cases completed 2,045

Arbitration applications accepted 636

Arbitration cases completed 588
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Pre-arbitration conferences

Pre-arbitration conferences are held on a voluntary basis in the majority of 
arbitration cases once 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 2019/20, 228 pre-arbitration conferences were held, with 91% of these disputes 
resolving without the need for formal arbitration. 

CAS paper-light transition 

The aim of this initiative was to review internal processes relating to assessing and 
recording settlements with an aim to increase efficiency and reduce reliance on 
paper files. In 2019/20 there were 3,105 Memoranda of Agreement registered and 
2,575 Deeds. Each of these has its own file which incurs storage costs, and existing 
practices meant that each file generated paper by way of letters, checklists and 
photocopies which required printing, filing and other handling. 

Challenges related mainly to resourcing constraints, including the redirection 
of IT resources to urgently implement online arbitration services and facilitating 
a transition of agency staff to working from home during the acute stages of 
COVID-19 in early 2020. As a result, the initiative was partially completed in 
2019/20 and will be finalised early in 2020/21.

Conciliation Officer Development Program

The Conciliation Officer Development Program is designed to develop a pool of 
suitably skilled WorkCover WA staff to perform the role of a Conciliation Officer.  
The Program gradually builds skills and knowledge over a 13-week period 
as a result of practical involvement in the management of disputes. Program 
participants observe conciliation conferences, learn statutory interpretation and 
application, interact with Conciliation Officers, receive mentoring from the Senior 
Conciliation Officer, undertake case management activities, liaise with the parties 
to a dispute and conduct supervised conciliation conferences. 

Participants are selected based on their knowledge and understanding of 
workers’ compensation legislation, claim entitlements and case management, 
communication skills and other relevant work experience.

In 2019/20 one WorkCover WA staff member successfully completed the Program 
and has been designated as a Conciliation Officer by the CEO under the Workers’ 
Compensation and Injury Management Act 1981.
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Table 17: Education video views in 2019/20

Video title 2019/20 views

Return to work 1,517

Injured workers: what are my entitlements 1,310

Making a claim 1,179

Options to finalise my claim: a video for injured workers 1,083

Return to work: employer guide 1,039

Workers' compensation insurance for contractors and 
subcontractors: a guide for employers 948

Workers' compensation insurance: a guide for employers 903

Case conferences 804

Noise induced hearing loss 722

Dispute resolution: what happens if there's a dispute 562

Certificates of Capacity: guidance for doctors 485

Workers' compensation insurance: a guide for brokers 451

Making a claim (Chinese-Mandarin) 102

Education and information 

WorkCover WA provides education, advice and assistance to stakeholders utilising 
a range of print and digital media. 

WorkCover WA education videos

Our online animated video series provides an overview of important scheme 
processes intended to support workers and employers through their workers’ 
compensation experience. The series has been particularly successful at 
simplifying complex processes, equipping stakeholders with the knowledge and 
understanding they need to navigate through the claims process. 

This initiative is aligned with the WorkCover WA strategic goal

1: Strategic Scheme Management

This scheme service is aligned with Government Goals

Sustainable finances: responsible financial management and better service 
delivery. 

Strong communities: safe communities and supported families.

Providing education and information is a WorkCover WA service aimed at 
establishing and increasing stakeholder knowledge of rights and responsibilities 
under the Act. This section outlines educational services provided by the agency in 
2019/20 to ensure employers are aware of their legal obligations, service providers 
are aware of their role in the scheme, 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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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 2019/20, the Workers’ Compensation and Injury Management: A Guide for Workers 
was the most downloaded publication and the most requested publication for 
mailout, comprising 72% of all orders.

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

Table 18: Top five publications mailed in 2019/20

Publication Number mailed

Workers’ Compensation and Injury Management: 
A Guide for Workers 4,166

Workers’ Compensation Claim Form 397

Workers’ Compensation: A Guide for Employers 324

Injury Management: A Guide for Employers 304

A Technical Note on Contractors and Workers’ 
Compensation 104

Table 19: Top five publications downloaded in 2019/20

Publication Number 
downloaded

Translated 
versions 
downloaded

Workers’ Compensation Claim Form 8,106 -

First Certificate of Capacity 2,206 -

Workers’ Compensation and Injury Management: 
A Guide for Workers 1,889 12

A Technical Note on Contractors and  
Sub-contractors 1,423 -

Worker’s Compensation: A Guide for Employers 1,419 47
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Figure 15: WorkCover WA website channel views 2019/20

Unique visits*** 
177,383

Total visits** 
319,836

Figure 16: Website visits 2019/20

New visitor 
(80.5%)

Returning visitor 
(19.5%)

WorkCover WA website

WorkCover WA’s website is the primary means of connecting with stakeholders and 
sharing information about roles and responsibilities in the scheme. Stakeholders 
are encouraged to subscribe to Latest News updates from WorkCover WA.  
In 2019/20, the agency sent 27 Latest News articles to 1,383 website subscribers, 
and a total of 125,887 publications, forms, reports and other resources were 
downloaded. 

In December 2019, WorkCover WA achieved consistency with WA Digital Services 
Policy and Website Standard by amalgamating the WorkCover WA conference 
website. 

**Total visits are the total number of people who visited the website in 2019/20 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 2019/20 and 
does not include when a user has visited the website more than once. 

Table 20: Top three website downloads 2019/20

Indexation of Workers’ Compensation Payments 2019/20 11,298

Workers’ Compensation Claim Form 8,106

Recommended Premium Rates 2019/20 5,306
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Figure 17: gpsupport website visits 2019/20

New visitor 
3,296

Returning visitor 
367

Amharic Croatian Korean Serbian

Arabic English Macedonian Tigrina

Burmese Italian Malay Vietnamese

Mandarin Khmer Persian (Farsi)

Language accessibility 

The website is a valuable resource for non-English speaking stakeholders with 
information available in the following languages:

 gpsupport website 

gpsupport is an online resource for general practitioners and medical practice staff. 
General practitioners play a key role in the worker’s injury management, recovery 
and return to work journey. The website provides information covering:

• injury management strategies 

• the health benefits of work

• certificates of capacity. 

Visits to gpsupport increased by 28% after the website link was given greater 
prominence on the WorkCover WA website and included on the general 
practitioner medical fees page. Direct referrals to gpsupport from the  
WorkCover WA website increased by 13%.
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Figure 18: Involvement in noise induced hearing loss in 2019/20

Workers identified with potential noise 
induced hearing loss claims: 
908

Successful claims for work-related gradual 
onset noise induced hearing loss:
59

Full audiological assessments arranged:
270

First election claims (10% permanent 
hearing loss):
53

Otorhinolaryngology (ear, nose and throat) 
assessments of occupational hearing loss 
arranged:
134

Subsequent election claims (additional 5% 
permanent hearing loss):
6

Social media 

Twitter

WorkCover WA uses Twitter to connect with stakeholders and the general public. 
‘Tweets’ are clear and concise and direct followers to the website for more 
information about trending topics. 

In 2019/20, WorkCover WA posted 61 ‘tweets’ and Twitter followers increased from 
526 to 571. 

Facebook

WorkCover WA’s Facebook page continues to become more effective as an 
information source and communications channel, particularly with the number 
of followers increasing and the use of Facebook promotion. In particular, regional 
stakeholders engage with us through our Facebook page. 

In 2019/20, WorkCover WA’s Facebook page likes increased from 194 to 255. A post 
notifying followers about an upcoming compliance visit to the Gascoyne region 
reached 1,279 people. 

Advice and Assistance 

WorkCover WA’s Advice and Assistance team is the agency’s frontline service 
for workers, employers and other stakeholders requiring immediate guidance 
on matters related to their workers’ compensation and injury management 
experience.

In 2019/20, the team responded to 19,062 enquiries by email, letter, phone, 
live chat and in person. Requests were received from a broad cross section of 
stakeholders and covered topics such as claims process, injury management, 
return to work, weekly compensation rates and entitlements, workplace 
rehabilitation entitlements and dispute resolution.

Noise induced hearing loss 

In 2019/20, WorkCover WA provided advice and guidance to workers and 
employers about noise induced hearing loss, testing and the claims process.
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Training and seminars 
In 2019/20, WorkCover WA delivered a range of events in the form of seminars, 
information sessions and presentations. Events inform stakeholders and the 
general public about their rights, obligations and responsibilities with regards to 
workers’ compensation and injury management. 

WorkCover WA seminars 

Welcome to WorkCover WA 

Welcome to WorkCover WA seminars are held quarterly to provide an introductory 
overview of WorkCover WA and its role within the scheme. The seminars offer 
attendees the opportunity to ask questions and discuss concerns with the 
Corporate Executive. 

Three seminars were held in 2019/20 with a total attendance of 171. The seminar 
due to be held in May 2020 was cancelled due to COVID-19. 

Feedback received from seminar attendees included:

“Very informative and great time management. I was able to chat and get advice from 
WorkCover WA during the break which was wonderful too.” – Employer

“Great content, very informative.”– Health provider

“Very informative. Just the right amount of information for the time.” – Insurer

Self-Insurer seminar

In July 2019, WorkCover WA hosted a seminar for self-insurers to discuss the new 
Regulatory Framework and Conciliation Online service. During the seminar, the 23 
attendees met their portfolio managers from WorkCover WA’s Regulation branch.

Presentations on request 

In 2019/20, WorkCover WA delivered two tailored presentations to stakeholders at 
their request. COVID-19 had an impact on the number of presentations we were 
able to deliver.

Edith Cowan University

In October 2019, a lecture was delivered to second and third year Business School 
students enrolled in the Introduction to Occupational Safety and Health unit. 
Topics addressed included the Workers’ Compensation and Injury Management Act 
1981 and injury management roles.

In March 2020, a presentation was given to Occupational Therapy students 
covering the workers’ compensation scheme, WorkCover WA, injury management 
and the role of workplace rehabilitation providers.

In March 2020, a lecture was also delivered online to third year occupational safety 
and health, business, human resources and allied health students enrolled in the 
Workers’ Compensation and Injury Management unit. The presentation covered:

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

• workers’ compensation claim processes and the roles of different scheme 
participants

• claim entitlements and return to work.

Two further lectures were cancelled due to COVID-19.

Workplace rehabilitation provider

In February 2020, a seminar was given educating insurers, insurance brokers and 
health care providers on the emerging trends of Australia’s future workforce. 
WorkCover WA provided a review of the current state of the workers’ compensation 
scheme in WA, including current issues and future developments.
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External seminars 

WorkCover WA presents at external seminars each year to educate interested 
stakeholders about workers’ compensation and injury management. 

ARPA WA seminar 

In August 2019, WorkCover WA presented at a seminar hosted by the Australian 
Rehabilitation Providers Association (ARPA) and participated in a panel discussion 
with insurer and self-insurer representatives. The presentation provided an 
introduction and overview of the dispute resolution process and covered common 
issues requiring arbitration.

Australian Lawyers Alliance seminar 

In September 2019, the Registrar presented at a seminar hosted by the Australian 
Lawyers Alliance (ALA). The presentation provided a summary of key issues, 
trends, practices and procedures within the Arbitration Service. The audience was 
comprised largely of plaintiff lawyers and the presentation was well received.  

Early intervention forum

In October 2019, WorkCover WA participated in a panel discussion regarding 
the effect of early intervention on claim outcomes. Panellists included medical 
specialists, rehabilitation providers, occupational safety and health representatives 
and lawyers. The forum was attended by employers, insurers, brokers and 
workplace rehabilitation providers.

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

National collaboration

Heads of Workers’ Compensation Authorities

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 Providers and the 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’s ongoing work on 
a National Strategy for Silicosis and National Certificates of Capacity as well as 
participating in HWCA’s engagement with the Commonwealth Attorney General’s 
Department’s new First Responder Mental Health initiative. 

With 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. 

While the number of silicosis claims remains low in Western Australia,  
WorkCover WA has maintained an ongoing dialogue with national counterparts 
to ensure a collaborative approach is taken to address concerning numbers of 
silicosis claims experienced by other jurisdictions.  
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WorkCover WA also published a fact sheet to outline the ‘fast-tracked’ process for 
workers needing to make a compensation claim for silicosis and clarify insurer 
obligations to make certain payments when a claim is lodged. The fact sheet is 
available at: https://www.workcover.wa.gov.au/wp-content/uploads/2019/07/
Silicosis-Fact-Sheet-July-2019.pdf 

Australian Taxation Office (ATO)

WorkCover WA has continued to work with the ATO in 2019/20 to identify potential 
employer compliance breaches through data matching. A quarterly report of 
employers deducting PAYG for the first time 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.

Safe Work Australia - Strategic Issues Group – Workers’ Compensation

The Safe Work Australia Strategic Issues Group – Workers’ Compensation  
(SIG-WC) is a tri-partite group comprising senior officials from workers’ 
compensation jurisdictions, Safe Work Australia and union and employer 
representatives. SIG-WC assists Safe Work Australia in performing its functions with 
regards to workers’ compensation matters.

In 2019/20, WorkCover WA attended the quarterly SIG-WC meetings and assisted 
with the National Return to Work Survey, the Comparison of Workers’ Compensation 
Arrangements in New Zealand and Australia Report and the development of a 
National Return to Work Strategy. 

The National Return to Work Strategy has since been endorsed by Safe Work 
Australia and the Minister for Industrial Relations and is a national strategy to drive 
and leverage national action to improve return to work outcomes for workers with 
a work-related injury or illness. 

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

Personal Injury Education Foundation

WorkCover WA is a member of the Board of the Personal Injury Education 
Foundation. In 2019/20, WorkCover WA participated in the development of PIEF’s 
Learning and Development Community of Practice and Young Leaders in Personal 
Injury Management Forum. Meetings have been held to discuss industry training 
requirements and best practice. PIEF has developed a plan for online interactive 
workshops to replace face-to-face professional development during COVID-19.

State collaboration

Commission for Occupational Safety and Health

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

Edith Cowan University 

WorkCover WA sponsored and presented the undergraduate WorkCover WA 
Workers’ Compensation Award at the Edith Cowan University School of Medical 
and Health Sciences Awards Ceremony in February 2020. The award recognised 
the undergraduate student from the Bachelor of Health Science course with the 
highest final grade for the Workplace Compensation and Injury Management unit.

The award winner was presented with a complimentary ticket to the  
WorkCover WA Conference to be held in 2021. 

Injury Management Advisors Group

The Injury Management Advisors’ Group consists of injury management advisors 
from approved insurers, the Insurance Commission of WA, the Local Government 
Insurance Scheme 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. 
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In 2019/20, the Group provided input regarding fees for private hospitals and to 
OSCARP about surgery item codes and feedback on WorkCover WA’s Insurer and 
Self-Insurer Principles and Standards of Practice. 

WorkCover WA participated in three meetings held in 2019/20.

Public Sector Safety and Injury Management Steering Committee

WorkCover WA is a member of the Public Sector Safety and Injury Management 
Steering Committee, which consists of representatives from the Department of 
Mines, Industry Regulation and Safety, RiskCover, the Public Sector Commission 
and relevant unions. The Committee’s responsibilities include arranging 
presentations for public sector workplace health and safety staff on injury 
management and return to work topics. 

National Insurance Brokers Association

WorkCover WA has collaborated with the National Insurance Brokers Association 
to develop an online education package for insurance brokers. The package is 
expected to be launched in September 2020. 

Department of Finance

A Memorandum of Understanding has been established with the Department of 
Finance to provide WorkCover WA with access to state payroll tax data. The data 
will assist with compliance activities.

Significant issues impacting the agency
Responding to COVID-19 

The impact of COVID-19 on our agency and scheme stakeholders was 
unprecedented and unpredicted. WorkCover WA responded by encouraging a 
flexible and practical approach to navigating the different challenges being faced 
by our scheme participants. Usual service levels and quality were maintained 
throughout the period, communication was prioritised and in consultation with 
stakeholders, various measures were adopted to limit the impact of COVID-19 on 
the workers’ compensation experience. 

These included:

• ensuring employers became and remained insured against the costs of a 
workers’ compensation claim

• providing extensions of time to pay penalties

• reducing investigative activity  

• responding promptly to instances where employers failed to pay workers

• encouraging mid-term policy premium adjustment relief

• assisting workers and employers to manage return to work programs 

This initiative is aligned with the WorkCover WA strategic goal

1: Strategic Scheme Management

This scheme service is aligned with Government Goals

Sustainable finances: responsible financial management and better service 
delivery. 

Strong communities: safe communities and supported families.

WorkCover WA provides services related to workers’ compensation matters. Projects 
and initiatives outlined in this section reflect efforts to maintain a high level of service 
delivery during COVID-19.  
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• encouraging the use of telehealth consultations where appropriate

• fast-tracking the availability of online registry services for arbitration, 
allowing online lodgement of arbitration and dependency claim 
documents

• facilitating and managing remote conciliation and arbitration hearings 
and conferences and online registry processes.

Strategic management of the scheme 

There are a number of current and future technological, demographical and 
economic challenges faced by the scheme, including the constantly evolving mix 
of industry types and ways of working, the impact of increasing automation and 
the effects of an ageing workforce. 

Since February 2020, the effects of COVID-19 have also impacted the workforce 
and economic environment in Western Australia, with a likely flow on effect on the 
scheme.

WorkCover WA’s strategic initiatives aim to proactively and strategically address 
scheme challenges on a short and long term basis. 

Information technology initiatives

Information Technology Plan 2018-21

The WorkCover WA IT Plan 2018-21 was approved by the Corporate Executive 
and Board in 2018. The plan addresses the ongoing Digital First initiative and 
the strategic goal of implementing digital services for stakeholders. Key features 
include: 

• commencement of transition to cloud-based services 

• ongoing technology refresh projects to maintain a contemporary 
application development environment.

The plan underwent another review in May 2020 which resulted in adjustments 
to the timing of some initiatives. WorkCover WA will be focusing on progressing 
various cloud transition activities in 2020/21.

This initiative is aligned with the WorkCover WA strategic goals

1: Strategic Scheme Management

2: Digital Transformation

This scheme service is aligned with Government Goal

Sustainable finances: responsible financial management and better service 
delivery.

In an increasingly digital environment, WorkCover WA acknowledges the importance 
of ensuring systems and information technology within the agency operate 
effectively and efficiently and align with current requirements and expectations. This 
helps to ensure the best service possible is provided to stakeholders and security is 
not compromised.
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Information technology projects

Email system replacement

The purpose of this project was to replace WorkCover WA’s ageing email system 
with Microsoft’s latest cloud email system, Exchange Online, whilst minimising 
business/end-user disruption. WorkCover WA’s Microsoft Office productivity suite 
was also replaced with Microsoft’s Office 365.

This was the first full cloud migration implemented by the agency and enabled 
WorkCover WA to decommission three on-premise email servers. The new platform 
has been used to support staff working from home and in the office during 
COVID-19. The ability to access email from any device and communicate online has 
enhanced our ability to manage working from home arrangements and keep in 
touch with staff. 

Security audits 

To identify and respond to security risks to our IT environment, security audits are 
conducted. In 2019/20 two internal IT security audits were carried out.

KPMG IT general controls – service desk 

In October 2019, KPMG carried out an internal audit focusing on general 
IT controls. The objective of this audit was to consider the adequacy of IT 
general controls as they relate to the IT Service Desk. The report identified one 
performance improvement opportunity and no audit findings. 

Wireless penetration testing 

In February 2020, a wireless penetration testing audit was conducted. The result 
of this internal audit was that WorkCover WA’s wireless network was found to be 
properly secured and adhered to industry best practice, with the exception of a 
number of minor misconfigurations, which have been addressed and resolved. 

Core business systems technology refresh

An annual core business systems technology refresh project was conducted to 
ensure WorkCover WA’s core business systems continue to operate effectively, 
efficiently and securely.

The project focused on upgrading the underlying technology for WorkCover WA 
Online to the latest version and was completed successfully within budget. 

A similar project is planned for 2020/21, focusing on improvements to integration 
of core business systems to the Electronic Document and Records Management 
System.

Cloud infrastructure feasibility and options

Support for WorkCover WA’s current system hardware infrastructure expires in 
2022.  A cloud infrastructure feasibility and options project was undertaken in 
2019/20 to investigate high-level replacement options and determine feasibility of 
moving WorkCover WA system components to a cloud environment. 

This project provides clarity for the future of WorkCover WA’s system infrastructure 
and will inform a series of cloud transition projects commencing in 2020/21.

Permanent Impairment Processing System    

The Permanent Impairment Processing System was a legacy system not aligned 
to WorkCover WA’s future IT Strategy and technology platform and was due for 
replacement. 

The main benefit realised by this project is delivery of a single and consistent core 
business system and integrated with the WorkCover WA Online system. 

IT security projects

In February 2020, WorkCover WA undertook a project to explore options for further 
information security for WorkCover WA devices including desktops, laptops and 
servers. 

The project was completed ahead of schedule and the improvements to 
information security management will be realised as part of the implementation 
stage to be completed by July 2020. 
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Multi-factor authentication and password blacklisting for  
WorkCover WA Online   

Additionally, a project was undertaken to further enhance IT security as mandated 
for the whole of WA Government by the Office of Digital Government and 
to ensure IT security best practice. These controls were implemented in the 
WorkCover WA Online system. 

Replacement of Board Members Online

The purpose of this project was to investigate options to replace the Board 
Members Online portal and provide a recommendation for a replacement 
cloud-based option. The BMO system, built and managed in-house, had been in 
operation since 2005. 

The project has delivered a secure and user-friendly system which was able to be 
used effectively in the remote working conditions imposed as a result of COVID-19. 
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