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Governance Framework
WorkCover WA maintains a Governance Framework aligned with the Public Sector 
Commission’s Good Governance Guide. The framework forms the foundation for 
all planning, reporting and governance activities, and draws from a number of 
sources to ensure relevant documents and plans are aligned with organisational 
and government goals. It also links service areas and projects to the vision, 
purpose and objectives of WorkCover WA.

Delegation of authority

WorkCover WA maintains a Manual of Delegations, Authorisations and Powers 
which outlines the scope of authority assigned to various officers under relevant 
governing legislation. The manual is reviewed annually, or as required, and the 
Board is kept informed of all management strategies and ongoing activities 
relevant to its delegated powers.

Committees

To contribute to the effectiveness of the Board and meet specific legislative 
obligations, an Audit and Risk Management Committee, a Costs Committee and 
a Medical Committee were established. The Board has currently suspended the 
operations of the Medical Committee, pending outcomes of the legislative review 
process. 

These committees provide objective review, administration and advice on discrete 
elements of the scheme. 

As part of governance arrangements, these committees are supported by:

• documented terms of reference and standing orders

• an appointed Chair who is also a Board member

• committee members with expertise relevant to their respective roles

• mechanisms for regular reporting to the Board

• appropriate administrative resources.

Audit and Risk Management Committee 

The Audit and Risk Management Committee provides independent assurance and 
assistance to the Board on WorkCover WA’s Risk, Control and Compliance Framework 
and its external accountability responsibilities. The Committee is chaired by a 
member of the Board and met three times during 2019/20. 

Costs Committee 

The Costs Committee is an independent committee established under the Act 
reporting directly to the Minister for Mines and Petroleum; Energy; Industrial 
Relations. It is authorised to make, amend or revoke a determination fixing 
maximum costs for legal and registered agent services. The Committee was not 
required to meet during 2019/20.

Workplace Consultative Committees 

Workplace consultative committees, chaired by a member of the Corporate 
Executive, offer avenues for staff to engage with senior management about policy 
and operational matters. The committees include staff members with relevant 
skills, knowledge or insights from across the agency. Minutes of internal committee 
meetings are tabled at Corporate Executive meetings and are published on the 
intranet. 
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Equity and Diversity Committee 

The Equity and Diversity Committee develops and maintains a workplace culture 
supportive of equal employment opportunity and diversity principles to ensure all 
staff are treated with fairness, dignity and respect. 

This includes developing initiatives to raise staff awareness and understanding 
about equity, diversity and employment strategies. 

The Committee met quarterly in 2019/20 and is pleased to report WorkCover WA 
has surpassed the public sector target in most diversity areas and has attained the 
following participation rates:

• 50% of women in tier 2 and 3 management positions 

• 6.2% employees with disability 

• 2.3% indigenous employees

• 16.3% culturally diverse background employees 

• 3.9% youth employees.

Equity and diversity is a standing agenda item at all Corporate Executive meetings. 

Emergency Planning Committee 

The Emergency Planning Committee is responsible for developing, implementing 
and maintaining emergency plans, response procedures and training.

The Committee met twice during 2019/20 and reviewed and updated the 
Emergency Response Procedure and Guide to include information about 
managing large visitor numbers and visitor mobility challenges.

A planned evacuation was conducted in a timely and efficient manner and in 
accordance with the Emergency Response Procedure and Guide. There were no 
unplanned evacuations in 2019/20.

Joint Consultative Committee 

The Joint Consultative Committee ensures consultation occurs between staff and 
management on major issues affecting the working conditions of staff. 

The Committee consists of the CEO, WorkCover WA’s elected union delegates and 
senior management representatives, and meets quarterly, or as required.  
The Committee met formally on one occasion in 2019/20 and consulted more 
broadly out of session on matters including:

• ‘Christmas/New Year reduced services’ Period Plan

• COVID-19 Safety Plan

• Working from Home Arrangements Policy

• IT Policy Manual

• OSH Manual

• OSH Management Plan

• OSH Policy

• WorkCover WA Code of Conduct

• Freedom of Information Policy

• Family and Domestic Violence Guidelines.
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Occupational Safety and Health Committee 

The Occupational Safety and Health Committee facilitates consultation and  
cooperation across WorkCover WA and in 2019/20 examined issues affecting the 
health and wellbeing of staff which included: 

• a holistic review of the OSH Risk Register which provides feedback to 
the Risk Management Review Group regarding identified risks, control 
measures in place and staff perception of risk management by the 
agency

• assisting the agency to manage COVID-19 with OSH representatives 
conducting inspections, promoting and monitoring good hygiene, 
physical distancing and safe and productive working from home

• supporting Human Resources to promote and coordinate an interactive 
OSH forum for all staff regarding resilience. 

OSH remains a standing agenda item at all Corporate Executive meetings and is 
discussed at divisional and team meetings throughout the year.

KPI Performance Reporting Committee

The KPI Performance Reporting Committee reviews and manages the agency’s 
Outcome Based Management (OBM) structure. The Committee also ensures 
the agency complies with government directives, guidelines and legislation in 
developing, implementing and monitoring organisational performance outcomes.

The Committee is chaired by the CEO and consists of the Corporate Executive and 
senior officers. The Committee meets quarterly and met three times in 2019/20.  
A fourth meeting was conducted out-of-session.

The Committee has integrated the agency’s Key Performance Indicators with 
operational processes to ensure KPIs are regarded as integral to the agency’s 
Reporting Framework. 

Each year since 2011/12, the Auditor General has acknowledged WorkCover WA as 
one of the ‘Best Practice Top 20 Small Agencies’ for the management and reporting 
of its finances and KPIs.

Risk Management Review Group

The Risk Management Review Group oversees WorkCover WA’s risk management 
processes and maintains the agency’s Risk Management Framework. The Group 
comprises staff with risk management obligations, and is responsible for: 

• identifying, monitoring and reviewing strategic and operational risks 

• encouraging and promoting greater awareness and understanding of risk 
management

• providing guidance on risk management.

During 2019/20, the Group met quarterly and continued to facilitate the growth of 
risk management knowledge, awareness and adoption across the agency. This was 
achieved through: 

• overseeing changes to risks and controls within the risk management 
register

• reporting against Key Risk Indicators linked to the Risk Strategy and 
Appetite Statement 

• ensuring risk owners monitor and review risks in accordance with set 
schedules

• reviewing risks during COVID-19 and altering working arrangements

• reporting regularly to the Corporate Executive, the Audit and Risk 
Management Committee and the Board. 
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Customer service
Customer Service Charter

The Customer Service Charter outlines our commitment to our customers and the 
service they can expect to receive when dealing with WorkCover WA. The Customer 
Service Charter is supported by the Customer First Feedback Policy and managed 
through an online Customer First Feedback system. 

Customer First Feedback 

WorkCover WA recognises feedback from customers is the most immediate and 
effective measurement of public perception of its performance. In 2019/20, the 
agency received five compliments, three complaints and three suggestions 
through the Customer First Feedback system. 

WorkCover WA’s Customer First Feedback System complies with the Australian/
New Zealand Standard Guidelines for Complaint Management in Organisations 
(AS/NZ 10002:2014) and Public Sector Commission Circular 2009-27: Complaints 
Management. The system provides customers with an avenue to deliver feedback 
about the agency’s services, decisions, procedures, policies and facilities. 

Customer feedback is reported regularly to the Corporate Executive to identify 
trends and implement positive change. A response to verbal feedback must be 
provided within five working days, and written feedback within 10 working days. 
More complex complaints are expected to be resolved within 30 days. 

Complaints against service providers

WorkCover WA places great importance on investigation of complaints about 
service providers who participate in the scheme. Management of these complaints 
during 2019/20 is detailed in Section 5: Agency performance.

Communications protocol
In accordance with the Public Sector Management Act 1994, WorkCover WA has a 
communications protocol which outlines the manner and circumstances in which 
the CEO and agency staff interact with the Minister’s Office.

Ministerial correspondence

To ensure precise and timely provision of information to the Minister, and accurate 
recordkeeping, WorkCover WA actively manages all Ministerial communications 
as matters of priority. Detailed procedures exist to assist all officers involved in 
Ministerial communication. 

Statistical information regarding Ministerial communication is regularly reviewed 
by the Board and Corporate Executive.

Board Governance Policy: official communication

This policy governs the flow of information between members of the Board, Board 
Committees and stakeholders, as well as the dissemination of information from the 
CEO to agency staff.

This policy establishes communication approvals and authority, including 
authorisation to make public comment on behalf of WorkCover WA.

Public Interest Disclosure 

The Public Interest Disclosure Act 2003 facilitates the disclosure of sensitive, public 
interest information and provides protection for those who disclose and those who 
are the subject of disclosures. The agency publishes information about making a 
public interest disclosure. 

There were no public interest disclosures in 2019/20.
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Freedom of Information

The Freedom of Information Act 1992 gives a general right of access to documents 
held by state and local government agencies. The agency publishes a Freedom of 
Information Statement outlining the process for dealing with and responding to 
freedom of information requests.

There were 130 freedom of information requests in 2019/20 with the majority of 
requests being for claims records.

Communication policies 

WorkCover WA publishes policies which govern internal and external 
communications and ensures staff are made aware of these policies. 
Communications policies are supported by the Freedom of Information Policy, 
Records Management Policy and Code of Conduct.  

In 2019/20 a governance schedule ensured each policy was periodically reviewed 
for adequacy, currency and effectiveness including:

• External Data Release Policy 

• Dealing with Unreasonable or Threatening Customer Behaviour Procedure 

• Disclosure of Personal Information Policy and Procedure 

• Insurer Liability Procedure. 

Risk management policies

Enterprise Risk Management Framework 

WorkCover WA anticipates and mitigates risks to the agency and the sustainability 
of the scheme through an Enterprise Risk Management Framework. The framework 
guides WorkCover WA’s approach to managing risk.

In 2019/20, the agency continued to enhance its risk management maturity levels 
through the ongoing measurement and monitoring of Key Risk Indicators. 

Other risk management policies and procedures reviewed regularly include:

• business continuity plans, procedures and enactments

• performance against the Good Governance Guide for agencies

• the OSH Policy and OSH Procedures, OSH Management Plan and OSH Risk 
and Legal Register

• the Information Security Policy, IT Management Policy, IT Disaster Recovery 
Plan and Acceptable Use of Technology Policy 

• the Fraud, Corruption and Misconduct Prevention Policy, Fraud and 
Corruption Control Plan and Conflicts of Interest Register. 

Policies and procedures are reviewed on an annual or biennial basis.
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Performance Management Framework
Outcome Based Management Structure

WorkCover WA contributes to a range of State Government objectives related to 
the State Government Goal: Sustainable Finances, which demands “responsible 
financial management and better service delivery.”

Table 9 outlines the WorkCover WA Outcome Based Management structure, 
including the Agency Desired Outcome and Agency Services.

Table 9: WorkCover WA Outcome Based Management Structure

Government Goal

Sustainable finances – Responsible financial management and better service 
delivery.

WorkCover WA’s Agency Level Desired Outcome

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

are fair, accessible, timely and cost effective for all participants.

Indicators of Outcome Achievement

Key Effectiveness Performance Indicators 

WorkCover WA’s Agency Services

1. Scheme Regulation 

Regulation of workers’ compensation 
scheme participants for compliance 

with legislative requirements.

2. Scheme Services 

Provision of effective and equitable 
dispute resolution and other services to 

scheme participants.

Indicators of Service Delivery

Key Efficiency Performance Indicators 
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State Government Goals 

WorkCover WA contributes to the following State Government Goals.

Sustainable finances: responsible financial management and better 
service delivery 

• updating workers’ compensation entitlements, recommended premium 
rates and service cost scales to ensure they are equitable  

• streamlining, digitising and implementing cost effective business 
processes 

• participating in whole of government workforce management initiatives 
aimed at achieving operational efficiencies.

Future jobs and skills: grow and diversify the economy, create jobs and 
support skills development 

• promoting opportunities for injured workers to develop new skills if they 
are unable to return to their original work duties 

• engaging with stakeholders through the biennial  
WorkCover WA Conference and regular seminars to develop skills in 
workers’ compensation, claims and injury management  

• providing professional development opportunities for WorkCover WA 
staff to undertake new tasks and roles to ensure operational efficiencies 
are realised through optimal workforce skills and experience. 

Strong communities: safe communities and supported families

• supporting workers if they suffer an injury or develop a disease at work 
and require time off work or medical treatment 

• ensuring an appropriate level of compensation and support for 
dependants of workers fatally injured at work. 
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Service 1: Scheme Regulation

Regulation of workers’ compensation scheme participants for 
compliance with legislative requirements.

Service 2: Scheme Services

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

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

• educating regional workers and employers about workers’ compensation 
and injury management 

• conducting regional compliance inspections 

• monitoring workers’ compensation costs and regulating compliance 
to ensure the business expense of workers’ compensation insurance is 
proportionate to the risk for employers. 

Shared responsibilities with other agencies

WorkCover WA does not share any responsibilities under the Act with other 
agencies. 

How we measure our performance 

In order to evaluate its contribution to State Government Goal: Sustainable 
finances, WorkCover WA measures its performance in the delivery of two services:

Key performance indicators

WorkCover WA’s effectiveness and efficiency KPIs are linked to services which 
indicate the extent to which WorkCover WA achieved its Agency Desired Outcome.

There were no changes to the Outcome Based Management Structure or KPIs in 
2019/20.  

Refer to Section 7: Key Performance Indicators on page 103 for full KPI information. 

Table 10: WorkCover WA’s KPIs

Key Effectiveness Indicators

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

1.2 Proportion of conciliations completed within eight weeks

1.3 Proportion of disputes resolved within six months

Key Efficiency Indicators

1.1 Average cost per employer compliance activity

1.2 Average cost per approved and monitored service provider

1.3 Average cost per client contact to provide information and advice

2.1 Average cost to complete a conciliation

2.2 Average cost to complete an arbitration

2.3 Average cost to process a Memorandum of Agreement
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Public sector reform
WorkCover WA has contributed to the following public sector reforms:

A strong economy 

Cost effective business processes were implemented to ensure workers’ 
compensation entitlements, recommended premium rates and service cost 
scales are updated for equitability. Recommended premium rates remain low in 
the scheme, enabling opportunities for businesses to expand and thrive. 

A bright future

Opportunities are provided to injured workers to develop new skills if they 
are unable to return to their original work duties. Developing stakeholder 
understanding of their rights and obligations ensures workers have a positive 
workers’ compensation experience.

A safer community 

Workers in WA are supported with compensation for lost wages, medical 
expenses and other related expenses to assist in their recovery and return to 
work. There is also appropriate support and compensation for dependants of 
workers fatally injured at work. 

Safeguards for injured workers occur by ensuring employers have workers’ 
compensation insurance. Broader regulatory approaches were implemented to 
ensure an appropriate level of service is provided to injured workers.

A liveable environment 

Regional employers and workers have access to all WorkCover WA education, 
training both in-person and online, with the opportunity to participate in dispute 
resolution at WorkCover WA using video conferencing and telephone link 
facilities. 

Aboriginal wellbeing 

A Reconciliation Strategy to raise awareness about the culture and values of 
Aboriginal Australians is a key workplace initiative which focuses on recruiting 
Aboriginal Australians under the age of 25. It also increases engagement with 
Aboriginal businesses on the procurement of goods and services. 

Regional prosperity 

Regional visits ensure employers in the regions can continue to operate 
and grow their businesses without being financially impacted by a workers’ 
compensation claim. 
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