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Welcome to WorkCover Queensland’s annual report for 2011–2012. 

WorkCover is committed to open communication with our customers and stakeholders. This annual 
report summarises WorkCover’s results, performance, outlook and financial position for 2011–2012. 

Under the Workers’ Compensation and Rehabilitation Act 2003, WorkCover is required to produce 
an annual report. This report has been prepared to meet the needs of stakeholders and the 
accountability requirements under the Financial Accountability Act 2009. 

WorkCover is committed to providing accessible services to Queenslanders from all cultural 
and linguistic backgrounds. If you have difficulty understanding this report, you can contact 
us on 1300 362 128 and we will arrange an interpreter to communicate the report to you.

To view previous reports please visit our website workcoverqld.com.au.
 
We welcome your feedback to help us improve future annual reports. To provide feedback, please 
visit www.surveymonkey.com/s/QQH3GR9 and complete the survey.

If you wish to speak to us about this report, please contact:
Communications
WorkCover Queensland
GPO Box 2459, Brisbane QLD 4001
Tel: 1300 362 128
Fax: 1300 651 387
workcoverqld.com.au
Email: info@workcoverqld.com.au

ISSN 1329–6539

© WorkCover Queensland 2012

Welcome
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31 August 2012

The Honourable Jarrod Bleijie MP
Attorney-General and Minister for Justice
State Law Building
50 Ann Street
Brisbane QLD 4000

Dear Attorney-General

I am pleased to present the 2011–2012 WorkCover Queensland annual report.

I acknowledge the hard work and dedication of our people, each of whom has helped us care about 
our customers and provide appropriate workers’ compensation cover. 

WorkCover Queensland’s Board of Directors demonstrated excellent stewardship in moving 
WorkCover towards a solid financial position at 30 June 2012. I acknowledge the contributions of the 
previous Chair, Mr Ian Brusasco AO, and previous Directors Mr Terry White, Ms Christine Lohman, 
Mr Bill Ludwig, Mr Ron Monaghan, Ms Helen Skippen and Ms Melinda Bailey, towards achieving this 
pleasing result. I am confident WorkCover’s current Board will show the same dedication in guiding 
WorkCover towards its vision.

I certify that this annual report complies with:
•  the requirements under the Workers’ Compensation and Rehabilitation Act 2003

•  the prescribed requirements of the Financial Accountability Act 2009 and the Financial Performance 
Management Standard 2009, and

•  the detailed requirements set out in the Annual Report Requirements for Queensland Government 
Agencies 2012.

A checklist outlining the annual reporting requirements can be found on page 89.

Yours sincerely

Glenn Ferguson
Chair
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Our industry
The Workers’ Compensation and Rehabilitation Act 2003 states every Queensland employer must 
have a workers’ compensation policy with WorkCover Queensland, unless licensed as a self-insurer. 
We manage 90% of all workers’ compensation claims, with self-insurers accounting for the remaining 
10%. Queensland’s workers’ compensation scheme has two components: ‘no-fault’ statutory 
claims, where workers have the right to apply for compensation no matter who, or what, caused 
their workplace injury; and common law claims where injured workers may sue their employer for 
negligence. 

Unlike other workers’ compensation authorities in Australia, WorkCover is not responsible for 
regulating workplace health and safety. In Queensland, this regulatory activity aimed at preventing 
workplace accidents is the responsibility of Workplace Health and Safety Queensland (WHSQ), 
within the Department of Justice and Attorney-General. WorkCover works with WHSQ to encourage 
employers to provide safe work environments for their employees, ultimately reducing their claim 
frequency and insurance premium. In 2011–2012, WorkCover began work with a new Government, 
Premier, and Attorney-General and Minister for Justice, the Honourable Jarrod Bleijie MP. 

The Queensland workers’ compensation scheme is independently regulated by Q-COMP.

Our business
WorkCover Queensland (WorkCover) is a government owned statutory body, operating as an 
independent, self-funded, non-profit and commercial enterprise. Since forming in 1997, we have been 
the main provider of workers’ compensation insurance in Queensland.  

Income is derived from premiums paid by employers and returns on invested funds. As a non-profit 
organisation, we return excess funds to employers and workers through premium rate reductions, 
improved benefits and better services. Despite being mandatory for every Queensland employer, 
unless they hold a self-insurance licence, we strive to be the insurer of choice in Queensland.

We are a customer focused insurer and aim for insurance excellence. Our strategy is simple: build 
lasting, valued relationships with our customers and stakeholders. This means understanding and 
meeting customers’ needs and evolving our business processes to suit these needs.

You can find out more about us at our website, workcoverqld.com.au, or call us on 1300 362 128. Our 
corporate office is located at 280 Adelaide Street, Brisbane.

Our services
A WorkCover accident insurance policy covers employers for the cost of work-related injuries and 
provides injured workers with weekly compensation, medical and other rehabilitation benefits after a 
workplace accident. By working with all parties including the worker, their employer and medical and 
allied health providers, we help the worker achieve a positive stay at, or prompt return to work. 

Our customer relationship model brings all areas of claims management together and aligns service 
delivery by industry.

WorkCover also offers household worker insurance, covering an injured household worker (such as 
a gardener); workplace personal injury insurance, providing protection for individuals who, other than 
workers, receive remuneration or other benefits for performing work or providing services (such as a 
director of a corporation); and other contracts of insurance.

In 2011–2012 WorkCover:
• insured more than 150 000 employers

• managed over 93 000 new statutory claims

• managed over 3 700 new common law claims

• employed 810 full time equivalent people.

Our 2012–2013 vision, values and goals
Our vision

To excel in workers’ compensation insurance to provide the best possible benefits and 
rehabilitation programs for workers at the lowest possible premium for employers.

Our values

Excellence  We seek to excel and pursue continual improvement.
Integrity   We aim to always do the right thing.
Responsiveness We respond in a timely and welcoming way and deliver solutions.
Respect  We are considerate of the rights and dignity of others.

Goals

WorkCover’s goals are to be:
• financially viable, well managed and efficient, balancing injured worker and employer needs

• a customer focused insurer

• an organisation of professional, engaged people. 

About WorkCover
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Introduction
This Statement of Corporate Intent has been prepared under the direction of, and is submitted by, the 
Board of Directors of WorkCover Queensland, in accordance with the Workers’ Compensation and 
Rehabilitation Act 2003 (the Act).
 
This Statement of Corporate Intent should be read with the 2011–2015 WorkCover Queensland 
Corporate plan.

Goals
WorkCover’s goals are to be:

Main undertakings
WorkCover is a government owned statutory body and is the main provider of workers’ compensation 
insurance in Queensland. A WorkCover accident insurance policy covers injured workers for their lost 
wages and medical and rehabilitation costs after a workplace accident, and covers employers against 
these costs and possible common law claims.

The main provisions of the Act provide the following for workers and employers:

It is intended that WorkCover will:

• financially viable, balancing injured worker and employer needs

•  a customer focused insurer

•  an organisation of professional, engaged people.

•  compensation

•  access to damages

•  employers’ liability for compensation

•  employers’ obligation to be covered against liability for compensation and damages under a 
WorkCover accident insurance policy

•  management of compensation claims by WorkCover

•  injury management, emphasising rehabilitation of workers particularly for return to work.

•  maintain a balance between:

 –  providing fair and appropriate benefits for injured workers, and 

 –  ensuring reasonable premium levels for employers.

•  ensure that injured workers or dependants are treated fairly

•  provide for employers and injured workers to participate in effective return to work programs

•  provide flexible insurance arrangements suited to the particular needs of industry.

Statement of Corporate Intent 2011–2012

Nature and scope of activities during 2011–2012

Goal Strategies
Financial Seek appropriate legislative change as necessary.

Appropriately price premium.

Contain the average cost of common law claims through targeted litigation strategies.
Continue to monitor and identify the drivers of common law claims and implement strategies to 
manage controllable drivers.
Continue to monitor medical expenditure and implement strategies to address these expenses.
Reduce energy consumption in line with Strategic Energy Efficiency Policy for Queensland 
Government Buildings.

Customer/
Stakeholder

Initiate regular combined stakeholder forums to share information about our business and seek 
feedback on our services.
Implement appropriate strategies to further improve our rehabilitation and return to work 
outcomes.
Review our customer relationship model to deliver a complete service.
Enhance key message communication with customers and stakeholders.
Work with industry groups and government employers to improve claims experience.
Reduce common law claim durations (excluding litigated claims).
Target industry to reduce claim frequency.

People Improve workplace health and safety and early return to work at WorkCover.
Put into practice strategies that will lift overall employee engagement, in addition to targeted 
actions for critical issues.
Continue training and developing our people so they excel at their job.
Complete the Enterprise Bargaining Agreement for 2011–2014.

Financial and non-financial performance targets
Performance indicators are focused at the corporate level. As part of WorkCover’s performance 
management system, managers and their people have indicators specifically directed to their 
business units. Actual performance against targets can be found in the Highlights section of this 
report.
Indicator 2011–2012 target
Financial

funding ratio
average premium rate
average cost of a statutory claim
average duration of a statutory claim
average cost of a common law claim
average duration of a common law claim
energy consumption

110%
$1.42
$5 800
32.5 days
$161 500
45 weeks
3% reduction

Customer/stakeholder

employer engagement
injured worker engagement
return to work
statutory claim frequency (number of claims per $M in wages)

4.0 out of 5.0
4.0 out of 5.0
90%
0.95

People

employee engagement
controllable employee injuries 

3.8 out of 5.0
3.5% of headcount
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Capital structure and payments to the consolidated fund
In accordance with the Act, WorkCover is taken to be fully funded if it is able to meet its liabilities for 
compensation and damages payable from its funds and accounts, and maintain capital adequacy as 
required under the Workers’ Compensation and Rehabilitation Regulation 2003 (the Regulation). The 
Regulation states that in order to maintain capital adequacy, WorkCover’s total assets must at least 
be equal to total liabilities (this correlates to a funding ratio of 100%). 

The Act allows for payments to be made to the consolidated fund. The WorkCover Board will make a 
recommendation to the Minister with respect to such a payment (if any) following certification of the 
2011–2012 financial statements. 

WorkCover makes monthly payments to Workplace Health and Safety Queensland to assist in the 
prevention of injury to workers. WorkCover also pays an annual levy to Q-COMP to act as regulator of 
the scheme and ensure the Act is adhered to.  

Borrowings made, proposed to be made
WorkCover currently has no borrowings and there are none planned for the immediate future. 
Investment funds are used to manage all cash flow requirements. WorkCover’s borrowing policy is 
outlined below.

Policies adopted to minimise and manage risk of investments and 
borrowings that may adversely affect financial stability
Investment risk

WorkCover currently invests all excess funds with QIC. WorkCover maintains a balanced investment 
profile with a long-term outlook commensurate with being a long-term insurance operation. Derivative 
instruments are used as part of the investment strategy to hedge foreign exchange risks and 
rebalance asset classes.

An Investment Management Agreement governs the arrangement. In addition, the WorkCover Board 
monitors investment on a monthly basis and receives at least quarterly presentations from QIC. The 
Board reviews the investment strategy annually. 

Business risk

WorkCover has a risk management program in place. Risk registers are maintained and monitored 
by each business division. Strategies to manage risk are incorporated into each division’s business 
planning process. The WorkCover Board is responsible for overseeing the risk management program, 
including reviewing and monitoring WorkCover’s top strategic risks. 

Borrowing risk

The Act provides the framework for WorkCover’s procedures for borrowing. WorkCover may enter 
into such arrangements to procure equipment up to an amount and on such terms as it considers 
appropriate. All financing arrangements will be made in conjunction with Queensland Treasury 
Corporation in order to establish that applicable rates are competitive and conditions are appropriate. 
Board approval is required for all financing arrangements over pre-defined expenditure limits. All limits 
are as stated in the WorkCover delegations.

Policies and procedures relating to acquisition and disposal of 
major assets
• In acquiring or disposing of major assets, WorkCover complies with the Financial and Performance 

Management Standard 2009 and Queensland Treasury guideline—Non-Current Asset Policies for 
the Queensland Public Sector. 

•  Major assets may be acquired via purchase, finance lease agreement, donations or transfer from 
other government entities. A business case must be submitted to the CEO and/or General Manager 
Finance seeking approval. The CEO will present any major initiatives to the Board for approval. 
Approval limits are as stated in the WorkCover delegations.

•  In disposing of major assets, approval must be sought from the appropriate delegated authority. 
Approval limits are as stated in the WorkCover delegations.

Accounting policies applying to preparation of accounts
WorkCover’s accounting policies are outlined each year in the annual report and are reviewed as part 
of the financial statements audit process. Further information on accounting policies is provided in 
WorkCover’s Financial Management Practices Manual.

Community service obligations
It is not envisaged that the government will require WorkCover to perform any specific community 
service obligations. 

Employment and industrial relations plan
WorkCover has implemented an employment and industrial relations plan based on human 
resources management practices that are able to respond to the needs of a dynamic environment. 
Human resource management issues such as the retention of key people, the development and 
reinforcement of a performance culture, the alignment of training and development activities with 
business goals and customer service are critical to the on-going success of the organisation and have 
been addressed in the plan.

Information to be reported to the Minister 
Quarterly reporting

A quarterly report will be provided to the Minister within one month of the end of the relevant quarter 
as required by the Act. The report will contain information regarding WorkCover’s performance 
against the Statement of corporate intent.

Annual reporting

A full annual report will be provided to the Minister in accordance with the Act and in compliance with 
the Financial and Performance Management Standard 2009, which requires WorkCover to give the 
annual report to the Minister to allow the report to be tabled in the Legislative Assembly within three 
months after the conclusion of each financial year.
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Acknowledging 15 years of operation
Over the last 15 years, we have demonstrated our commitment to being a customer focused insurer, 
balancing the needs of workers and employers. Our journey has been marked by having one of the 
lowest average workers’ compensation rates in Australia, while still providing excellent benefits for 
workers, achieving high return to work rates and consistently good customer satisfaction ratings. Our 
business environment is always changing—legislative, political, technical and social changes impact 
our business every day. We will continue to look at the way we work, the way employers work, the way 
workers live and improve the way we deliver excellent services.

The health benefits of work
WorkCover Queensland supports the Australasian Faculty of Occupational Environmental Medicine of 
the Royal Australasian College of Physicians position statement, ‘Realising the health benefits of work’. 
This year, we have focused on promoting the health benefits of work, encouraging stay at work, or for 
those who need to take a break from work, returning to work as soon as possible. As a result, we have 
seen positive return to work outcomes increase to 97.6% from 93.6% last year.

Customer and stakeholder relationships
As part of our commitment to communicating with our customers and stakeholders, we have continued 
to deliver actuarial briefings in conjunction with Q-COMP, and have hosted forums for customers and 
stakeholders on injury management, return to work and injury prevention. We will continue to offer 
and expand this service in 2012–2013. We have further strengthened our relationship with WHSQ and 
Q-COMP, promoting interagency initiatives.

New customer service model 
From 1 July 2011, we rolled out our new customer service model that focuses on end-to-end claims 
management and industry alignment. All of our claims management for a particular industry is now 
handled by one region, from the initial determination of a claim, through case management, return to 
work and common law. This new structure has improved return to work outcomes, and provides our 
people with a better understanding of employer and worker needs within an industry.

Performance overview
The scorecard below provides an overview of our performance, including targets from our Statement of 
corporate intent.

Aims What did we achieve?
Funding ratio of 110% Funding ratio of 119%

Appropriately price premium at average 
premium rate of $1.42

Determined industry rates based on industry claims experience, 
actuarially costed to maintain financial viability
The average premium rate in 2011-2012 was $1.42

Manage the average cost of statutory and 
common law claims:

Statutory claim target: $5 800
Common law target: $161 500

 
Statutory claim actual: $6 362 (2010-11: $5 574)
Common law actual: $150 403 (2010-11: $160 109) 

Monitor medical expenditure Development of surgery guidelines
Contracts established with private hospitals 

Aims What did we achieve?
Reduce energy consumption in line with 
Strategic Energy Efficiency Policy:

20% by 2014–2015

Reduced electricity consumption so far by 16% from 2005-2006 levels

Initiate regular stakeholder forums to share 
information and seek feedback

Stakeholder actuarial briefings held every six months
Stakeholder forums on injury management, return to work, claim 
prevention and premium initiatives held every six months

Work with industry groups Industry plans developed in conjunction with employer associations 
and unions
Held regular industry forums on industry specific issues

Implement enhanced return to work strategies 
achieving a 90% return to work outcome

97.6% of workers with time lost claims returned to work

Review customer relationship model to deliver a 
complete service offering

Implemented end-to-end and industry aligned customer service model

Work with government employers to improve 
claims experience

Participated in Regional Government Area Network Meetings, focused 
on targeted delivery of key messages relevant to industry trends
Presented at various safety workshops across government 
departments

Reduce statutory and common law average 
claim durations:

Statutory claim target: 32.5 days
Common law target: 45 weeks

Statutory claim actual: 28 days (2010-11: 26.5 days)
Common law actual: 54 weeks—higher litigation rate has prevented 
decrease (2010-11: 49.9 weeks)

Target industry reductions in claims frequency Held industry forums focused on injury prevention and claim 
management
Partnered with WHSQ on industry specific initiatives to improve 
workplace safety

Be a customer focused insurer with high levels 
of customer engagement:

Worker engagement 4.0 out of 5.0

Employer engagement 4.0 out of 5.0

 

4.2 out of 5.0 (2010-11: 4.2)

3.6 out of 5.0 (2010-11: 3.7)

Employee engagement 4.0 out of 5.0 3.7 out of 5.0 (2009-10: 3.7)
Provide quarterly updates for staff
Moved 200 staff from central business district to customer service 
centres
Updated role specific training in Customer Services

Improve our workplace health and safety 
performance by reducing workplace injuries and 
durations

Held quarterly Injury Prevention and Management Committee 
meetings to consider our own claims experience

Delivered monthly online ‘toolbox talks’ to staff on topics such as 
manual handling and repetitive injuries

Implemented Health and Safety Representatives to facilitate 
opportunities for our people to participate in decisions regarding their 
health and safety at work

Continue training and developing our people so 
they excel at their job

Promoted range of online training courses for Customer Advisors to 
assist with professional development
Continued to offer Insight Management program and access to 
Certified Personal Injury Professionals program
Provided access to external workshops focused on time management, 
mentoring and communication

Complete the Enterprise Bargaining Agreement 
for 2011-2014

The WorkCover Employing Office Certified Agreement 2011 was 
certified on 18 January 2012

Highlights
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We are pleased to present the WorkCover Queensland annual report for 2011–2012. This year has 
seen many changes as we continued to improve our service delivery to address the needs of our 
customers and stakeholders. Focusing on our relationships and methods of communication, we have 
implemented new strategies to help employers improve injury management and achieve positive stay 
at work and return to work.

New customer service model

From 1 July 2011, we started the first stage of a move to a new end-to-end customer service model 
in which all of our claims management for a particular industry will be handled by the one customer 
service centre, from the initial determination of a claim, through case management, return to work and 
common law. After undertaking a period of transition for our customers, all of our employers and their 
claims are now aligned by industry and we have the foundation for closer working relationships with 
employers and industry. Our industry alignment has enabled us to better understand our employers’ 
businesses and workers’ roles within their particular industry. With this holistic approach, we are 
seeing the initial outcomes of improved return to work rates and positive feedback from employers. 

Customer and stakeholder liaison

We continue to deliver well received, six-monthly stakeholder actuarial briefings in conjunction with 
Q-COMP, and have begun hosting forums for customers and stakeholders on our strategies for 
injury management, return to work and claim prevention. We will continue to build on the strategies 
implemented in 2011–2012 to provide better services for our customers and stakeholders. We have 
further strengthened our relationship with WHSQ and Q-COMP to promote interagency initiatives that 
will reduce workplace injuries and improve injured worker return to work outcomes, and look forward 
to continuing this work in the coming year. 

Realising the health benefits of work

WorkCover has embraced the Royal Australasian College of Physicians Faculty of Occupational & 
Environmental Medicine’s position statement, ‘Realising the health benefits of work’. This evidence 
based statement reports that work plays an important role in any rehabilitation process because 
‘doing’ promotes recovery and as such, we have actively been promoting stay at work, or for those 
who need to take a break from work, return to work as soon as they are certified functionally capable. 
Our return to work outcomes have increased again this year, reaching 97.6% for the year compared 
to 93.6% for 2010–2011 and we will continue to promote the health benefits of work.

Workers’ compensation scheme review

In June, the Attorney-General and Minister for Justice, the Honourable Jarrod Bleijie MP, announced 
the government is bringing forward the legislated review of the workers’ compensation scheme. The 
Finance and Administration Committee will review the scheme and report back to parliament by 28 
February 2013. As we have done in previous reviews, we will participate fully and in an open and 
transparent way. 

Change in government and Board of Directors

The 2011-2012 year has seen WorkCover work with a new Government, Premier and Attorney-
General and Minister for Justice. We have focused our efforts to support the government’s plans 
to grow a four pillar economy by improving our front line services and cutting waste and improving 
efficiencies. Our industry aligned service delivery model also addresses the government’s renewed 
focus on developing Queensland’s strengths of tourism, agriculture, resources and construction. 
We acknowledge the contributions of the previous Chair, Mr Ian Brusasco, and previous Directors, 
and are confident WorkCover’s current Board will show the same dedication in guiding WorkCover 
towards its vision.

Financial performance

WorkCover has continued to be fully funded. WorkCover Queensland’s operating result for 2011–
2012 was $199.637 million, after tax. Our operating result this year was most positively impacted 
by higher than expected wages growth and decrease in the outstanding claims liability. Common 
law claims expense this year was lower than expected due to lower registrations and lower average 
settlements. Statutory claims expenses partially offset this by being above expected levels due to 
return to work focus and higher than expected medical costs. We remain committed to maintaining a 
financially viable and stable fund and we will continue to develop, grow and engage all our people to 
ensure we deliver the best workers’ compensation system to Queensland employers and workers.

Investment return

In 2011–2012, the net return on our investment portfolio was 3.4% (2010–2011: 12.8%) as a result 
of a sound investment strategy but within a volatile global economy. Our investment strategy targets 
an estimated long-term return of 7.5% net of fees, by holding investments in a balanced portfolio. We 
will continue to work with our investment fund manager to effectively manage our investment risk to 
ensure our portfolio achieves its long term objectives.

Acknowledging 15 years of WorkCover Queensland

This year, WorkCover achieved the milestone 15 years of operation, moving from an under performing 
insurer in the mid-1990s, to one of Australia’s leading workers’ compensation insurers today. We have 
worked hard to become a leader in the workers’ compensation industry, and we would like to thank 
our Board members, executive management team and all of our people for their dedication and hard 
work. Because of their commitment and dedication, WorkCover can look positively to the future. We 
would also like to thank the Honourable Jarrod Bleijie MP, Attorney-General and Minister for Justice, 
and the Queensland Government for their ongoing support. We look forward to continuing the trend of 
delivering the best possible benefits to workers at the lowest possible cost to employers.

Chair and CEO report

Tony Hawkins
CEO

Glenn Ferguson
Chair
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Executive team

Tony Hawkins BCom, Dip Fin Mgt, FCPA
Chief Executive Officer

Tony has led WorkCover as Chief Executive Officer since 1998. He 
is a director of Workplace Health and Safety Queensland. Prior to 
this, Tony had 13 years insurance experience with the AXA Group 
and 14 years mining experience with CSR. As Chief Executive 
Officer, Tony continues to guide WorkCover with a clear focus on 
continuing excellence.

Trevor Barrenger BA
General Manager Business Solutions

Trevor has had extensive experience in the delivery of business 
solutions and technology systems in a number of global consulting 
organisations. He has had the opportunity to work on large projects 
across Europe, America and Australia, and his experience supports 
his ability to deliver technology solutions to meet WorkCover’s 
business needs and customer service outcomes.

David Heley BAdmin, FCPA, DFP, FPA (Aff), Grad Dip CSP
General Manager Finance

David has more than 20 years experience in the finance and 
insurance sector. As Chief Financial Officer, David ensures 
WorkCover maintains a strong financial position. His division 
provides financial strategy, reporting and analysis, taxation, treasury, 
compliance, audit functions that support our business. David is also 
the Company Secretary.

Sharon Stratford B Phty, Grad Dip Bus Sys, Grad Cert Mgt
General Manager Customer Services

Sharon has over ten years senior management experience with 
WorkCover and has worked in the workers’ compensation industry 
for over 20 years. Her background and experience support her ability 
to achieve quality outcomes for injured workers, at the lowest cost 
for employers. She places a priority on engaging with stakeholders 
and delivering customer focused services.

 
Irene Violet BHSc (Rehab Couns), BA (Psych), MBA
General Manager Corporate Services

Irene has worked in the personal injury sector for over 17 years 
and in the last three years as a General Manager with WorkCover. 
She has driven continual improvements in WorkCover’s high 
volume processing centres to deliver a more responsive service to 
customers. She is also responsible for the customer compliance, 
communication, property and facilities management and human 
resources teams.

Glenn Ferguson
Chair

Glenn is a Director of Ferguson Cannon, Lexon Insurance and the 
Queensland Law Foundation. 

 

Justin O’Connor BArts
Deputy Chair

Justin is Chief Executive of the Queensland Hotels Association 
Union of Employers and is a Director at Intrust Super Fund and IS 
Financial Planning Pty Ltd. Justin is a member of the Queensland 
Responsible Gambling Advisory Committee and delegate to the 
National Executive of the Australian Hotels Association.

Melinda Bailey BComm (Hons), FCPA, FAICD

Melinda is the Chief Financial Officer of the southern-south east 
Queensland water authority, Allconnex Water/Gold Coast City 
Council. Melinda is a Fellow CPA and is a Fellow of the Australian 
Institute of Company Directors.

 
John Crittall BEcon (Hons) M Admin (IR) 

John is a Director at Master Builders, a role he has held for over 
nine years and is responsible for the key areas of industrial relations, 
workplace health and safety, legal and contractual services and 
training. John is a Director of the Workplace Health and Safety 
Queensland Board and a Director of QLeave. 

 
Barry Leahy BEcon

Barry is the Associate Director-General, Office of Fair and Safe Work 
Queensland, Department of Justice and Attorney-General. Barry has 
worked in the public service for over 30 years in a number of senior 
positions in industrial relations and occupational health and safety, 
including the Chief Executive Officer of Comcare from 2001–2004.

 
Ian Leavers 

Ian is General President and CEO of the Queensland Police Union 
of Employees and has held this position since 2009. He has been 
involved with the Queensland Police Union and as a Union official 
since 1997. 

Ian Winterburn Dip. Acc., B Econ., MB Econ. (Hons)

Ian is the Deputy Chairman of the National Retailers Association and 
has been a Board member for the past six years. He is also the Chief 
Financial Officer and Company Secretary for the Wallace Bishop 
Jewellery Group.

Board of Directors
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Aim
We strive to be a customer focused insurer, actively engaging with our customers and stakeholders. 
We encourage employers to focus on injury prevention and, in the event of an injury, a stay at or 
return to work outcome for workers. To achieve the best possible results for our customers, we 
constantly review and refine our processes and service delivery.

Our relationships
Our customers are the employers we insure and the workers we help to recover from work-related 
injuries. In our efforts to achieve quality results for our customers, we also work closely with our 
stakeholders including medical and allied health providers, industry and union associations, lawyers, 
as well as the wider Queensland community and our interstate counterparts.

Customer service commitment
In November 2011, we revised our customer service commitment. Our values of excellence, integrity, 
responsiveness and respect are expected to be incorporated into everything we do:

Stakeholder liaison
This year WorkCover Queensland continued to deliver six-monthly stakeholder actuarial briefings in 
conjunction with Q-COMP. The briefings are well received and provide stakeholders with up-to-date 
information on the scheme’s financial and claims performance. Attendees included unions, industry 
group representatives, members of the legal fraternity and government parties. 

We also delivered six-monthly stakeholder forums to share and seek feedback on WorkCover’s 
strategies, with topics including approaches to management of psychological injuries, workplace 
conflict, return to work, claim prevention, premium initiatives and customer communication. In 
addition, we held specific stakeholder forums such as:
• allied health associations to discuss specific issues and strategies including reporting, payment 

methods and vocational rehabilitation

• barristers as well as plaintiff and panel lawyers to discuss WorkCover’s common law claims 
management and litigation strategies

•  medical advisory panel to discuss best practice medical management of claims.

On a regular basis, we assist organisations with their injury training needs. For example, during the 
year we helped the Queensland Council of Unions (QCU) with training their workplace health and 
safety/rehabilitation union officials on the determination of asbestos related conditions. Feedback from 
the QCU was that the session was well received. 

In 2011, Deakin Prime held a series of Summit Conferences in each of the states and territories 
across Australia. The Summit Conferences brought together a range of industry stakeholders to 
gather feedback about their respective schemes. Deakin Prime particularly praised Queensland for its 
efforts. They noted that WorkCover’s stakeholders were significantly more positive than those of any 
other state. This was with respect to the perception of WorkCover being accessible for public input, 
interested in the opinions and options presented by stakeholders and responsive to public input. 

Customer and stakeholder engagement

Service

WorkCover’s aim is to deliver excellent customer service and to make doing business with 
us easy. We will always strive to meet your expectations by:
• personally answering calls during business hours 

•  listening first, then responding in a timely way 

•  communicating openly and in plain language 

•  providing contact details of a person to assist 

•  being fair and impartial in all our interactions. 

Engagement

WorkCover cares about our customers and stakeholders and wants to engage with you in a 
positive way for our mutual benefit through:
•  understanding individual requirements 

•  asking how we can improve 

•  providing regular updates 

•  proactively building relationships 

•  offering value added services. 

Recovery from injury

WorkCover is here to support the often difficult and emotional experience of a work-related 
injury. We are committed to assisting recovery at work and liaising with all parties involved 
to achieve the best possible outcome by:
• communicating regularly with everyone involved 

•  undertaking necessary rehabilitation required 

•  facilitating early, safe and appropriate return to work 

•  providing support to reduce the impact of the injury 

•  assisting to reduce the disruption any injury can cause. 

Information and feedback

WorkCover values the information and feedback you give us. We take all reasonable 
precautions to protect the information you give us and your privacy by:
•  storing your personal information securely 

•  allowing access to information quickly and easily.
We welcome feedback which can help us to improve the service we provide. 

“WorkCover seem to be consulting with us more regularly and taking our opinion more. They are 
coming to us and discussing industry issues and getting our response to proposed resolutions” – 
Employer Association, 2012
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Customer and stakeholder engagement surveys
WorkCover measures customer engagement, rather than just satisfaction levels, to ensure we are 
strengthening relationships with our customers and stakeholders. In May 2012, an independent 
market research company conducted surveys on our behalf.

Overall, positive results were obtained from the workers and stakeholder associations surveyed. 
Employer engagement did not improve this year and was impacted by increasing common law claim 
costs and premiums. The implementation of our new customer service model impacted on the results. 
It was noted by employers that this provides a positive platform for increasing engagement levels with 
employers in the future.

National involvement
We recognise the importance of liaising with our interstate counterparts to further improve 
outcomes for our customers and the Queensland scheme. This year, interaction with other workers’ 
compensation jurisdictions included:
•  contributing, along with WHSQ and Q-COMP, to the Temporary Advisory Groups progressing 

Safework Australia’s National Workers’ Compensation Action Plan 2010–2013 

•  participating, as Queensland’s representative, on the Heads of Workers’ Compensation Authorities 

•  being a member of the Personal Injury Education Foundation (PIEF) including representation on the 
Board and its strategy subcommittee, as well as the events subcommittee to assist with the national 
PIEF conference held in Brisbane in August 2012

•  communicating and consulting with other workers’ compensation authorities and insurers to further 
improve services and outcomes for our customers.

From 1 January 2012, harmonised workplace health and safety laws were introduced throughout 
Australia. WorkCover, together with WHSQ, kept employers and businesses up to date on all 
legislative changes through regular news items and social media communications.

New customer service model
WorkCover is committed to working with employers in all industries to improve injury outcomes for 
employers and their workers. During 2010–2011, we developed a new customer service model that 
focused on end-to-end claims management and industry alignment. From 1 July 2011, we started 
implementing the new model, whereby all of our claims management would be handled by the one 
region for a particular industry, from the initial determination of a claim, through case management/
return to work and common law. All of our customers are now aligned by industry to one of our North, 
South, East and West Customer Service Centres (refer Figure 1: Customer service model).

Industry strategies have been developed in conjunction with industry associations and unions, and we 
have begun implementing these plans.

Industry initiatives
Tourism and accommodation

•  The first industry forum for the Accommodation and Food Services industry was held in June 2012, 
hosted by Mantra Hospitality Admin Pty Ltd at Surfers Paradise on the Gold Coast. At the forum, 
the Group OHS Manager spoke about the positive changes the hotel group has seen as a result 
of taking quality and achievable steps relating to safety and injury management. The Chair of the 
Australasian Faculty of Occupational and Environment Medicine also presented information on the 
health benefits of work.

•  WorkCover is a regular contributor to the Accommodation Association of Australia’s newsletter. We 
have been invited to present in the coming year at their member meetings and we are working with 
the Queensland Hotels Association to educate their employers.

Agriculture 

•  Agriculture, Forestry and Fishing comprises 2.2% of WorkCover claims, however 3.9% of costs of 
claims. A focus for this industry has been on developing relationships with industry associations and 
working with WHSQ to identify higher risk sub-classifications, to educate farmers about prevention 
and return to work. 

•  As the beef cattle industry has a high number of employers and injuries, WorkCover attended Beef 
Week 2012 in Rockhampton with WHSQ and Department of Primary Industries. This event gave 
us valuable exposure to the industry and allowed us to present information on topical issues such 
as quad bike injuries, the health benefits of work and how employers can assist in the rehabilitative 
process.

Mining and resources 

•  Our mining industry team in our East Customer Service Centre conducted various visits to worksites 
to gain further understanding of the environment and key issues within the industry from an injury 
management perspective. We attended the annual Queensland Safety in Mining conference and 
fostered relationships with industry and union associations, and have focused on strengthening 
relationships with key employers in the industry by providing educational updates on the claims 
process, injury prevention and common law.

“I think the Industry Alignment is a good idea and hopefully employers and workers will start to see 
the benefit of this in the near future” – Employer, 2012

Customer Service Centres
North

Transport
Health
Timber

Arts/Recreation
Other Services

South East West
Manufacturing

Accommodation
Rental Services

Amusement Parks

Agriculture
Electricity

Financial Services
Telecommunications

Mining
Public Admin/Safety

Retail/Wholesale

Building/Construction
Labour Hire
Education

Admin Services

Figure 1: Customer service model
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•  Developing strategies to overcome barriers in return to work due to geographical constraints and fly 
in, fly out arrangements, is one of our key focus areas. We have been working with our employers 
to assist them in reducing their claims costs by getting their injured workers back to work early in 
meaningful roles, and keep them at work wherever possible following an injury. 

Construction 

•  In 2011, an Industry Reference Group was established by the Department of Justice to investigate 
the incidence and impact of sham contracting arrangements in Queensland’s building and 
construction industry, and make recommendations to the Minister for Education and Industrial 
Relations at the time. As a result of this investigation, WorkCover established the Contract 
Arrangements Team (CAT) in early 2012, to conduct random visits to workplaces and respond to tip-
offs and referrals. The CAT has been working very closely with the construction teams at the West 
Customer Service Centre, providing advice and education to employers within the construction 
industry, especially in relation to who is a ‘worker’ and assisting employers with meeting their 
obligations under the Act.

•  To assist and encourage a timely return to work, WorkCover is currently working in consultation with 
the Construction, Forestry, Mining and Energy Union, Master Builders Association of Queensland 
and four major Queensland principal contractors on a pilot ‘Blueprint for return to work’. The pilot 
will facilitate the development of a suitable duties register for all positions within the construction 
industry. As part of the pilot, principal contractors will have access to a collection of possible suitable 
duties developed in consultation with occupational physicians, unions and employer associations. 
The aim of this partnership is to achieve timely and sustainable return to work outcomes for the 
worker. 

•  WorkCover this year has participated in a number of construction industry events such as the 
Queensland Tradies Expo in May 2012. At this two-day expo, WorkCover representatives provided 
advice and information to workers and employers in the construction industry. 

•  In March 2012, we held a forum for a group of medium to large Queensland employers, industry 
representatives and employer association groups from the construction industry. Topics of 
discussion focused on ‘who is a worker’, strategies to improve injury management outcomes with 
a focus on early return to work and emerging trends within the construction industry. WorkCover 
will continue to work in partnership with the construction industry to deliver regular forums on topics 
specific to the industry. 

• In response to customer and stakeholder feedback to help filter through the vast amount of 
information about workers’ compensation, we have continued to develop our website. We released 
a construction industry site to provide our employers with tailored news, events, articles and 
information relevant to their industry. The construction industry site allows those in construction to 
stay up to date on the latest workers’ compensation and safety information from their industry, enter 
into discussions on case studies and forum presentations and share information with their peers. 
The feedback received to date has been extremely positive, and we will continue to launch more 
industry sites throughout 2012. 

Transport 

•  Our first ‘Cover Stories’ short educational film focused on the transport industry, profiling a truck 
driver with a supportive employer who was able to provide varied alternative duties to help him 
return to work promptly, as alternative duties can be difficult to find in transport, making it an 
industry with longer than average claims.

•  In association with the Queensland Trucking Association, WorkCover delivered a presentation to 
its members detailing the harmonised occupational health and safety legislation and the benefits of 
recovering at work, specific to the transport industry.

• Alongside WHSQ and Q-COMP, WorkCover implemented a tripartite plan to improve injury 
prevention in the workplace and return to work outcomes in the transport industry. WorkCover 
continues to work with WHSQ at their Transport Regional Network meetings and regularly attends 
the Industry Standing Sector Committee convened by WHSQ.

•  WorkCover has been leveraging off and promoting the Zero Harm at Work program run by WHSQ 
with all industries, but particularly with those in the transport industry to look at sustainable and 
early return to work outcomes, with a focus on stay at work.

Manufacturing 

• There are a number of ‘role model’ employers in the manufacturing industry, such as Carlton 
United Breweries (CUB) and G&S Engineering, who we have been working with to provide positive 
examples of what can be achieved in terms of prevention and recovery. A forum was recently 
held at CUB for manufacturing employers, which included a site tour to see firsthand what CUB, a 
winner of many safety awards, has done to foster a safety culture. A video snapshot of the forum 
presentations were uploaded to the WorkCover website to enable those who were unable to attend 
to access this valuable information. We will continue to make use of the information and experience 
‘role model’ employers—small and large—can provide by holding more forums in the future. 

•  We have been working with OH&S providers to offer assistance to employers in establishing risk 
management solutions, and to help in developing suitable duties plans to ensure we achieve better 
stay at and return to work results. Return to work outcomes have increased in recent years in 
manufacturing, but there are still challenges ensuring a high durable return to work rate. WorkCover 
has been working with employers to find durable options in those manufacturing sectors that are 
experiencing growth.

• This year, WorkCover has been promoting a number of initiatives run by WHSQ for the 
manufacturing industry, one of which is the Participative Ergonomic for Manual Tasks program 
(PErforM). The program is for employers who experience high numbers of musculoskeletal injuries, 
with workers in the metals, plastics and meat processing areas identified as high risk. These 
campaigns involve engaging with industry associations and employers to develop specific solutions 
to reduce risks and educating employers on the benefits of investing in innovative solutions that will 
improve their safety and reduce their premiums.  

Labour hire  

•  WorkCover also hosted a forum for the Labour Hire industry. In attendance were employers from 
various medium to large businesses, as well as industry and employer association representatives. 
The attendees appreciated the opportunity to discuss common challenges and share strategies with 
each other, particularly focusing on early return to work.

Timber

•  During the year, we focused on initiatives to help improve injury prevention and injury management 
within the Timber industry. On 25 October 2011, WorkCover sponsored a workshop hosted by 
Timber Queensland which was attended by 60 employers. The workshop featured presentations by 
WHSQ as well as WorkCover, on injury prevention and management in the Timber industry.
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Health and Communities 

•  WorkCover partnered with WHSQ and Q-COMP to deliver the HealthSAFE Forum 2012. This forum 
focused on managing client initiated aggression and violence in a community setting, and allowed 
us to work closely with key employers in the Health Care industry on injury prevention and stay at 
work. 

• Further initiatives included WorkCover hosting a trade display at the Queensland Health 
‘Organisation Health and Safety Practitioners’ Network Forum’ in May 2012, and a joint presentation 
with WHSQ to the Queensland Health District CEO on national harmonisation OHS laws and 
workers’ compensation.

Working with our Government employers 

•  WorkCover actively participates in the Regional Government Area Network Meetings (ReGAN), 
which focus on the targeted delivery of key messages relevant to industry trends. Some initiatives 
have included education sessions for government agencies, regular face to face worksite visits and 
meetings with various departments to discuss claims management and specific issues.

•  In conjunction with WHSQ, WorkCover has been working to ensure executive management groups 
are aware of their department’s claims experience by presenting employer scorecards and industry 
performance summaries to assist with internal industry benchmarking and risk management 
assessments.

Easy to do business with us 
WorkCover continuously reviews and refines processes to deliver the best and most efficient services 
to our customers. We are increasing and enhancing online information available to our customers and 
stakeholders, reducing paperwork and providing flexible ways of doing business.

As we continue to work at making it easier to do business with us, our range of online services 
continues to grow. This year we introduced Worker online. Using this online service, workers can 
view, download or print remittance notices, and set their notification preferences. For example, 17% 
of new claims this year were lodged online, and our New Business online service, introduced in 
September, has already processed more than 6 000 new policy requests. 

With approximately 4 000 registered users, Provider online offers a customised set of services most 
relevant to medical, allied health and legal providers. Recent enhancements to this online service 
include the ability for providers to review, search and reconcile payment remittances, allowing for 
timely notification and a reduction in the printing of provider remittance notices by more than 50%. 
The new invoice submission service has also allowed more than 49 000 invoices to be submitted 
directly for immediate processing.

Through Premium online, employers are able to enter their wages details, generate a premium notice 
in real-time and pay their premium, all in one online session. In 2011–2012 more than a third of 
premium assessments were completed electronically through this service.

Almost 10 000 employers take advantage of our Employer online service. This service allows 
employers to access their business and industry performance scorecards, a premium simulator 
and up-to-date claims information. The scorecards compare the employer’s data against industry 
averages for a range of key performance indicators and enables employers to gain an understanding 
of how to better manage their premium. Industry performance information is also available to key 
industry groups to enable discussion on current claims performance of industry sectors.

Communication
Films

In order to promote important key injury prevention and management messages to our customers and 
the community in a cost effective way, we continued with our series of short educational films ‘Cover 
Stories’ and introduced a range of animated films for educational purposes.

Fostering a healthy culture
‘Fostering a healthy culture’ was the second instalment in our ‘Cover Stories’ series, featuring Carlton 
United Brewers (CUB). The film focuses on the innovative programs CUB have implemented to 
ensure their workers have fewer injuries, leading to lower claim numbers and premium costs.

Your accident insurance policy explained in 90 seconds
To simplify the various definitions outlined in the Workers’ Compensation and Rehabilitation Act 2003 
(the Act), we created a 90 second animated film about the no-fault nature of statutory claims. The film 
explains how the workers’ compensation scheme in Queensland works, an employer’s responsibilities 
and how WorkCover Queensland can help should an employee sustain an injury. 

Who is a worker?
Many sub-contractors and sole traders who have their own ABN may be considered workers 
according to the Act, and this film was produced to assist employers in determining who is a worker 
when declaring wages. This short animation also explains why employers need to have the right cover 
to avoid being under insured or uninsured and thus liable for claim costs.

The ‘Cover Stories’ and short animated films can be found on our website, workcoverqld.com.au or on 
our You Tube channel, WorkCover Queensland.

Conferences

This year WorkCover was involved in a number of industry expos, conferences and seminars. 
WorkCover attended and sponsored, in conjunction with WHSQ and Q-COMP, the following 
conferences:
• Visions Safety Conference—14-16 September 2011

• AMA Private Practice Conference—29-30 July 2011

• Australian Physiotherapy Conference—27-30 October 2011

• 10th National Conference on Injury Prevention—2-4 November 2011

Safe Work Week Awards—23-29 October 2011
WorkCover supported WHSQ’s Safe Work Week, designed to raise awareness about the importance 
of a safe and healthy workplace for all Queenslanders. Events were held across Queensland for the 
entire month of October, and we actively encouraged our employers from regional areas to attend. 
The Safe Work Week Awards were held in conjunction with the Q-COMP Return to work Awards, and 
recognise excellence in workplace health and safety. We would like to congratulate our employers 
who won awards at that ceremony.

Q-COMP Return to work Awards, Conference and Expo—26 October 2011
In October 2011, the annual Q-COMP Return to work Awards were held in conjunction with the annual 
Return to Work Conference and Trade Expo. This event recognised innovative ideas, leadership and 
dedication in helping injured workers return to work. WorkCover was a sponsor and held a trade booth 
at the awards, conference and expo. Many of our customers were nominated for awards, and our 
congratulations goes to all winners and finalists for their outstanding efforts.

Injury management
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Prevention and management
Injury Prevention and Management program

The Injury Prevention and Management program (IPaM) is a joint initiative between WorkCover and 
WHSQ, designed to help businesses develop better workplace health, safety and injury management 
systems. IPaM works with employers whose WorkCover premium rates were capped at twice the 
industry rate for three or more consecutive years. Around 1 200 employers have been involved in 
the program to date, with pleasing results including favourable claims frequency, cost and duration 
reductions resulting in premium rate drops and improvements in return to work outcomes.
 

Return to work
While we encourage employers to prevent injuries, when they do occur we aim to effectively manage 
the resulting claims and the recovery of workers. A stay at work, or prompt return to work following a 
workplace injury is the ideal outcome for both the worker and employer. Over the past two years, we 
have been focused on improving return to work outcomes, identifying suitable duties for workers at 
their workplace, and looking at alternative rehabilitation options when suitable duties are not available. 
As a result of these strategies, it is pleasing to see our return to work outcomes improve from 90% in 
2009–2010 to 93% in 2010–2011 to over 97% this year (refer Figure 2: Return to work). While this is 
a fantastic result in itself, improved return to work outcomes also assist to reduce common law claims 
experience and an employer’s premium.

We are committed to ensuring our workers recover from their injuries and are returned to a safe 
working environment in a timely manner. While the priority is always to return the worker to their pre-
injury role, this is not a possibility in some cases due to the injury or unavailability of employment. 
These cases are identified early in the claim and plans are put in place to provide alternate 
job outcomes for the worker, which often includes identifying transferable skills and supporting 
appropriate training that will lead to sustainable employment. We have focused on these programs, 
working with external providers where appropriate, to deliver improved return to work outcomes.

Realising the health benefits of work

WorkCover supports the Australasian Faculty of Occupational & Environmental Medicine’s (AFOEM) 
position on the health benefits of work (refer Figure 3: Australia and New Zealand Consensus 
Statement on the health benefits of work) and is a signatory to the AFOEM’s consensus statement. 
WorkCover has been using the research contained in the statement with our stakeholders to 
encourage stay at or return to work. 

Medical and allied health strategies
We continue to work closely with doctors and allied health providers and their associations to ensure 
injured workers receive optimal care and services to help them recover at work or return to work as 
soon as possible. These services also need to be affordable and deliver cost-beneficial outcomes. 

This year our medical and allied health strategy developed in conjunction with providers and 
associations has:
•  introduced a standard comprehensive clinical report with orthopaedic specialists to help share 

information necessary to progress cases and ensure the earliest and most appropriate return to 
work 

•  reviewed injury profiles to ensure up-to-date guidelines for our people when managing cases

•  signed up a number of additional hospitals to fixed price contracts for services provided to our 
workers.

Communicating with general practitioners

Throughout the year, WorkCover has:
•  presented at the Australian Medical Association Queensland conference, the Central and Southern 

Queensland Training Consortium (1st year Registrars) and to regional GPs in Rockhampton as part 
of keeping the Rural Medical Education commitment

•  provided case by case liaison and education with individual GPs on ‘Realising the Health Benefits of 
Work’ research and identifying what a person can do, as opposed to what they can’t

•  increased its focus on case conferencing with GPs and consulting on return to work and suitable 
duties plans.

Working with allied health providers

Throughout the year, WorkCover has:
• together with other workers’ compensation jurisdictions, assisted in the development of the Clinical 

Service Capability Framework for Public and Licensed Private Health Facilities, which outlines the 
minimum support services, staffing, safety standards and other requirements in both public and 
private health facilities to ensure safe and appropriate supported clinical services

• presented lectures to final year physiotherapy and occupational therapy students to improve 
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Figure 2: Return to work

The position statement highlights if a person is off work for:

•	  20 days, the chance of ever getting back to work is 70 per cent 

•	  45 days, the chance of ever getting back to work is 50 per cent 

•	  70 days, the chance of ever getting back to work is 35 per cent.

Figure 3: Australia and New Zealand Consensus Statement on the health benefits of work
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understanding on workers’ compensation and injury management

• increased consultation and liaison with relevant allied health associations to ensure an increased 
focus on consulting with GPs on return to work and suitable duties plans.

Enhanced relationships with specialists

Throughout the year, WorkCover has:
•  developed and enhanced Hand, Knee, Shoulder/Elbow and Spinal Surgery Guidelines for billing in 

consultation with the relevant specialties and associations, ensuring our people are able to approve 
requests and invoices for surgery promptly

•  initiated a pilot program for Comprehensive Clinical Reports in consultation with Australian 
Orthopaedic Association and Australian Society of Orthopaedic Surgeons.

Common law 
Over the past year we have seen common law claim numbers stabilise. As increasing common law 
claim numbers were previously identified as a threat to the scheme’s viability, this trend is pleasing. 
Our common law claims management philosophy is to be firm but fair. Where employer negligence 
can be established, we make our best offer at the earliest opportunity and then maintain our position, 
but also defend non-meritorious claims without unnecessary delay or expense (refer Figure 4: Claims 
closed during litigation).

This year, this framework has resulted in:
•  reduced average damages, also contributed to by an increase in smaller claims and legislative 

restrictions for new claims in the amount of damages claimable

•  continuing higher litigation rates and longer claim durations for which we have introduced a litigation 
strategy to assist in bringing these durations down. 

We continue to look for ways to reduce the impact 
of common law claims on the scheme and to 
ensure workers receive appropriate benefits and 
services. As well as earlier identification and 
actioning of potential common law claims through 
the introduction of our end-to-end customer service 
model, we have introduced a return to work strategy 
for common law claims to provide rehabilitation as 
part of the common law process. This strategy has 
shown to help reduce economic loss, which is the 
biggest component of most common law claims.

Information on common law is sought by our 
customers and stakeholders. We continue to 
share information such as case summaries and 
precedents on our website and with customers 
directly. We have regularly shared our common law 
experience and claims management philosophies at 
employer and self-insurer forums, legal conferences 
and through relationship management with key 
plaintiff law firms and the key legal associations 
(Australian Lawyers Alliance, Queensland Law 
Society and the Bar Association of Queensland).
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Figure 4: % claims closed during litigation

To be an excellent customer focused insurer, we recognise that we need people who are engaged, 
believe in and are committed to our vision and values. Engaged employees are more customer 
focused, safer, and more likely to remain committed and loyal in the pursuit of excellence in workers’ 
compensation.

In 2012, we conducted our second employee engagement survey. The implementation of our new 
customer relationship model and industry alignment has allowed our people to develop knowledge 
and skills across a range of industries, as well as many of our people being able to work closer to 
home. Moving to the end-to-end, industry aligned model was a significant transition for our people, but 
similarly to our customers, we now have a good foundation. 

In addition to the survey we commissioned this year, the Personal Injury Education Foundation 
(PIEF) ran a survey to gauge the satisfaction levels of people working in the personal injury industry 
nationwide. Over 1 800 responses were received, with 11% of those being from our people. 
Pleasingly, our peoples’ satisfaction was the highest of all member organisations at 83%, and more 
people would recommend the industry. As an organisation, it’s important to us that our people are 
engaged and prepared to better service our customers and their businesses. 

Enterprise bargaining
The WorkCover Employing Office reached agreement with Together Queensland, Industrial Union of 
Employees on the terms of a new Enterprise Bargaining Agreement (2011–2014). 

On 30 September 2011, the WorkCover Employing Office Certified Agreement 2008 expired. 
Negotiations for a new certified agreement commenced in July 2011, with the negotiating committee 
meeting on a regular basis to discuss the log of claims that were exchanged. A new agreement, was 
certified by the Queensland Industrial Relations Commission in January 2012, effective 1 October 
2011. The agreement allows for salary increases each year for three years and sets out a range 
of initiatives aimed at ensuring our people continue to enjoy a supportive and progressive work 
environment. 

On 12 May 2012, the Workers’ Compensation Queensland Award – State 2012 was issued by the 
Queensland Industrial Relations Commission and replaced the WorkCover Queensland Award - State 
2003. The purpose of the award review was to remove out-of-date clauses and terminology, and 
extend coverage to relevant employees of the Workers’ Compensation Regulatory Authority.

Overview of workforce

•  810 full time equivalents

•  585 female employees 

• 84 part time employees 

•  Average number of service years is 7.04

•  Permanent retention rate is 86.3%

•  Permanent separation rate is 14.2%

Engaged people



25 26

IT tools
To enhance productivity and assist our people in their daily activities, we continue to provide our 
people with up-to-date equipment and access to the latest technology. 

Over the past year, WorkCover has:
•  delivered comprehensive dashboards to our front-line managers, tracking key performance 

measures on a daily basis and assisting decision making to drive improvements in customer service

•  deployed a modern VOIP telephone system, replacing an aged and support intensive fixed line 
system, improving the quality of service for telephone calls 

•  implemented new computer infrastructure in two modern data centres, and entered in an agreement 
with external print fulfilment provider for regular and large print production. This has allowed 
WorkCover to remove all core and specialist infrastructure from the 280 Adelaide Street building 
and removed reliance of owning and maintaining complex printing hardware and related ancillary 
equipment

• continued towards a ‘paper-less’ work environment, moving all personnel files to an electronic 
format

• provided customer facing staff with modern laptops and tablets allowing them to access tailored 
online service portals, which support core relationship management activities at stakeholder sites.

Q-COMP Return to work Awards
We are proud of the work our people do, and their focus on delivering exceptional outcomes for 
our customers. During the year, a number of our people were recognised for the great service they 
deliver. Q-COMP’s Return to work Awards are designed to celebrate the achievements of injured 
workers who get back to work, and the professionals that help them reach their goals. Six of our 
people were nominated in the Case Management Achievement award category, with Helen Creagh 
announced as the overall winner. Congratulations to:
•  Donna Moore

•  Helen Creagh

•  Mary-Ann Webb

•  Sybille Coleman

•  Travis Cole
These finalists demonstrated their commitment to building a strong return to work culture in 
Queensland and were selected from hundreds of entries across Queensland.

Wellness
At WorkCover, we recognise the importance of providing a work environment that supports the 
wellbeing of our people. Our wellness program encourages employee wellbeing in and outside of 
work, so that our people are healthier, more resilient and more productive at work.

All of our people have access to:
• our wellness program

• free flu vaccinations

• support and assistance through the Employee Assistance Program for employees and their families

• a wellness intranet site with information on healthy websites and quit smoking programs. 

To help our people balance work and outside interests we offer flexible working arrangements such as 
purchased leave, banked time, paid maternity leave, and part-time work arrangements.

Training and development
We encourage our people to take control of their own learning through on-the-job training and 
self-directed learning. Our people invest their time in learning about technical, compliance and 
professional development topics such as emotional intelligence, listening skills and consulting skills 
through our internal e-learning platform.

Certified Personal Injury Professionals program

The Certified Personal Injury Professional designation sets the benchmark for the personal injury 
industry across Australia and New Zealand. Since its inception in January 2011, 27 of our people 
have registered with the program, and WorkCover has helped facilitate some of the ongoing 
development activities run nationally.

Insight

Insight is our 12-week program designed to provide fundamental management information for people 
who have been selected for their potential, aptitude and interest in a management career with 
WorkCover. We had three managers successfully complete this program this year. 

Study assistance program

Our study assistance program aims to support and assist employees to achieve their career goals 
through tertiary education by providing leave and funding options from graduate diplomas through to 
masters programs.

During the year:
•  nine people graduated from tertiary education

•  23 people were approved for financial assistance to study 

•  29 students were reimbursed for their study during the financial year.

Development opportunities

Our people have the opportunity to undertake internal and external development courses on a range 
of topics:
•  International speaker Dr Richard Pimentel, an expert in placing people with disabilities with 

employers, presented to our Customer Advisors in September 2011 in conjunction with PIEF

•  Senior Constable Derrick McManus spoke to our people about his incredible experience surviving 
14 gunshot wounds during a siege in 1994 and gave tips and advice on how to motivate and 
encourage individuals to get back to work

•  Internal training programs for managers on the new harmonised national health and safety laws that 
came into effect on 1 January 2012

•  External workshops in time management, coaching and mentoring, communication, presentations 
and resilience and influencing workshops were also offered to our managers

• To support and reward customer service, we offered sponsorship for people who showed 
outstanding customer service to complete a module through PIEF. 
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Organisational
Organisational structure

After the implementation of the new industry aligned 
Customer Services Division, WorkCover reviewed 
the way the rest of the organisation would support 
the new model. To maximise the success of the new 
customer service model, WorkCover implemented 
a number of structural changes within the rest of 
the organisation, designed to improve consistency 
in customer service (refer Figure 5: Organisational 
structure and reporting). The changes were 
implemented in early January 2012.

Refurbishments

In 2011, the WorkCover Customer Service Centres 
underwent renovations and upgrades. In addition 
to accommodating staff relocation from our 280 
Adelaide Street building due to the new customer 
service model, these refurbishments improved 
safety and energy efficiencies and provided fresh 
and innovative work spaces. We will now turn our 
attention to plans for the future of the 280 Adelaide 
Street office building space. 

Community involvement
We encourage our people to support community groups, both local and abroad. Our people are 
dedicated to helping the community both personally and professionally and are keen to support 
community groups that share our values.

In 2011–2012 we held fundraising events or contributed in other ways to the following charities:
•  Youngcare

•  Foodbank Queensland

•  Jeans for Genes Day

•  Autism Queensland ‘Go Blue for Autism’

•  Lifeline Kids Helpline Book & Toy Christmas Appeal

•  SIDS & Kids Red Nose Day

•  RSPCA Cupcake Day

• R U OK? Day

Corporate Services
Irene Violet

Corporate Services
Irene Violet

Audit Committee

Attorney-General and Minister for Justice
Hon. Jarrod Bleijie MP

WorkCover Queensland Board

Internal Audit

WorkCover CEO
Tony Hawkins

Business Solutions
Trevor Barrenger

Our customers and stakeholders

Finance
David Heley

Finance
David Heley

Customer Services
Sharon Stratford

Customer Services
Sharon Stratford

Figure 5: Organisational structure and reporting

Organisational structure and reporting

Statistics

We received over 93 000 claims this year, insured more than 150 000 employers and managed 90% 
of workers’ compensation claims in Queensland.

The average cost of a statutory claim is $6 362, with the average duration being 28 days. The 
average cost of a common law claim is $150 403, with the average duration being 54 weeks. 

Statutory and common law payments

2012 2011
$M % $M %

Statutory claims
Weekly compensation 270.2 22.5 236.8 20.0

Medical/rehabilitation 171.2 14.2 154.8 12.5

Lump sum 170.6 14.2 153.3 13.6

Hospital 68.1 5.7 62.9 5.0

Travel 6.6 0.5 6.0 0.5

Legal 1.2 0.1 0.5 0.1

Funeral 0.6 0.1 0.5 0.1

Gross statutory payments 688.5 614.8

 
Common law claims
Settlement out of court 45.0 3.7 460.2 44.1

Settlement in court 2.3 0.2 3.9 0.2

Legal cost for defendants 13.4 1.1 36.1 2.9

Outlays for defendants 0.5 0.0 11.4 0.8

Legal costs for plaintiffs 2.1 0.2 2.7 0.2

Outlays for plaintiffs 450.5 37.5 0.2 0.0

Gross common law payments 513.9 514.5

Total gross payments 1 202.4 100 1 129.3 100

Statutory claims and payments by injury location

Number of new statutory claims Statutory claim payments
2012 2011 2012 2011

No. % No. % $M % $M %
Back 17 436 18.6 17 466 18.8 114.6 16.6 103.2 16.8

Foot and toes 2 929 3.1 2 788 3.1 14.6 2.1 14.3 2.3

Hand and fingers 15 168 16.2 15 414 16.6 50.6 7.4 49.2 8.0

Head and face 9 375 10.0 9 320 10.1 36.4 5.3 35.6 5.8

Lower limbs 14 378 15.4 14 066 15.2 104.7 15.2 94.3 15.3

Multiple locations 2 423 2.6 2 370 2.6 32.6 4.7 30.0 4.9

Neck 3 741 4.0 3 631 3.9 24.5 3.6 19.4 3.1

Systemic 4 589 4.9 4 645 5.0 50.8 7.4 46.9 7.6

Trunk 4 644 5.0 4 482 4.8 91.6 13.3 70.9 11.5

Unspecified location 1 769 1.9 1 588 1.7 22.7 3.3 17.9 3.0

Upper limbs 17 100 18.3 16 889 18.2 145.5 21.1 133.1 21.7

Total 93 552 100 92 659 100% 688.5 100 614.8 100
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Statutory claims and payments by industry classification

Number of new statutory claims Statutory claim payments

2012 2011 2012 2011

No. % No. % $M % $M %

Accommodation and Food Services 5 447 5.8 5 497 5.9 29.2 4.2 25.2 4.1

Administrative and Support Services 2 892 3.1 2 886 3.1 20.3 2.9 20.5 3.3

Agriculture, Forestry and Fishing 2 063 2.2 2 130 2.3 26.7 3.9 23.5 3.8

Arts and Recreation Services 1 241 1.3 1 341 1.4 7.1 1.0 6.3 1.0

Construction 11 319 12.1 10 814 11.7 110.2 16.0 93.5 15.2

Education and Training 6 707 7.2 6 908 7.5 37.7 5.5 39.1 6.4

Electricity, Gas, Water and Waste Services 1 640 1.8 1 623 1.8 9.2 1.3 8.2 1.3

Financial and Insurance Services 640 0.7 652 0.7 3.6 0.5 4.0 0.7

Health Care and Social Assistance 12 113 13.0 11 711 12.6 90.8 13.2 78.7 12.8

Information Media and Telecommunications 464 0.5 470 0.5 2.4 0.4 2.3 0.4

Manufacturing 17 907 19.1 18 679 20.2 97.5 14.2 94.9 15.4

Mining 2 744 2.9 2 174 2.3 31.8 4.6 20.4 3.3

Other 861 0.9 1 421 1.5 10.4 1.5 12.4 2.0

Other Services 3 073 3.3 3 012 3.3 20.4 3.0 17.1 2.8

Professional, Scientific and Technical Services 2 027 2.2 1 955 2.1 16.3 2.4 11.6 1.9

Public Administration and Safety 5 662 6.1 4 755 5.1 49.7 7.2 39.5 6.4

Rental, Hiring and Real Estate Services 1 356 1.4 1 268 1.4 8.7 1.3 10.2 1.7

Retail Trade 5 830 6.2 5 767 6.2 34.0 4.9 30.0 4.9

Transport, Postal and Warehousing 4 723 5.0 4 458 4.8 53.4 7.8 50.0 8.1

Wholesale Trade 4 843 5.2 5 138 5.6 29.1 4.2 27.6 4.5

Total 93 552 100 92 659 100 688.5 100 614.8 100
Note: Other includes Household Worker, WPII, Voluntary policies

Statutory claims and payments by injury nature

Number of new statutory claims Statutory claim payments
2012 2011 2012 2011

No. % No. % $M % $M %
Burns 1 935 2.1 2 023 2.2 4.2 0.6 3.8 0.6

Fractures 4 908 5.2 4 963 5.3 82.0 11.9 77.7 12.6

Intracranial injuries and injuries to nerves and 
spinal cord

415 0.4 464 0.5 12.3 1.8 11.1 1.8

Mental disorders 4 038 4.3 3 992 4.3 47.9 7.0 42.5 6.9

Musculoskeletal injuries and diseases 48 414 51.8 48 292 52.1 313.1 45.5 286.5 46.6

Nervous system and sense organ diseases 2 017 2.2 1 920 2.1 18.6 2.7 17.2 2.8

Other injuries and diseases 10 309 11.0 9 230 10.0 131.7 19.1 100.0 16.3

Respiratory system diseases 590 0.6 526 0.6 13.4 1.9 16.0 2.6

Skin and subcutaneous tissue diseases 766 0.8 767 0.8 1.5 0.2 2.4 0.4

Wounds, lacerations, amputations and internal 
organ damage

20 160 21.6 20 482 22.1 63.9 9.3 57.6 9.4

Total 93 552 100 92 659 100 688.5 100 614.8 100

Common law claims and payments by injury location

Number of new common law 
claims

Common law claim payments

2012 2011 2012 2011
No. % No. % $M % $M %

Back 1 187 31.7 1 157 30.0 169.5 33.0 167.2 32.5

Foot and toes 70 1.9 80 2.1 11.5 2.2 12.6 2.5

Hand and fingers 266 7.1 331 8.6 36.5 7.1 35.9 7.0

Head and face 138 3.7 132 3.5 21.8 4.2 20.8 4.0

Lower limbs 513 13.7 434 11.2 62.6 12.2 63.1 12.3

Multiple locations 84 2.2 77 2.0 10.5 2.1 10.7 2.1

Neck 118 3.2 150 3.9 16.7 3.2 19.8 3.8

Systemic 345 9.2 336 8.7 40.3 7.9 37.8 7.3

Trunk 152 4.1 173 4.5 25.4 4.9 26.8 5.2

Unspecified location 27 0.7 27 0.7 3.8 0.7 3.6 0.7

Upper limbs 841 22.5 966 25.0 115.5 22.5 116.4 22.6

Total 3 741 100 3 863 100 513.9 100 514.5 100

Common law claims and payments by industry classification

Number of new common law 
claims

Common law payments

2012 2011 2012 2011

No. % No. % $M % $M %

Accommodation and Food Services 196 5.2 197 5.1 24.3 4.7 21.4 4.2

Administrative and Support Services 108 2.9 130 3.4 13.0 2.5 15.4 3.0

Agriculture, Forestry and Fishing 99 2.6 107 2.8 14.6 2.8 15.8 3.1

Arts and Recreation Services 47 1.2 40 1.0 5.0 1.0 4.2 0.8

Construction 462 12.4 517 13.4 91.4 17.8 86.7 16.9

Education and Training 126 3.4 115 3.0 14.2 2.8 14.2 2.8

Electricity, Gas, Water and Waste Services 44 1.2 45 1.2 5.9 1.1 6.1 1.2

Financial and Insurance Services 15 0.4 12 0.3 1.0 0.2 2.9 0.6

Health Care and Social Assistance 515 13.8 494 12.8 54.0 10.5 51.5 10.0

Information Media and Telecommunications 8 0.2 11 0.3 2.8 0.6 0.9 0.2

Manufacturing 831 22.2 802 20.8 106.7 20.8 101.1 19.6

Mining 148 3.9 139 3.6 30.5 5.9 31.9 6.2

Other 36 1.0 133 3.4 3.8 0.7 21.4 4.2

Other Services 92 2.5 115 3.0 14.7 2.9 11.2 2.2

Professional, Scientific and Technical Services 51 1.4 43 1.1 5.5 1.1 5.9 1.1

Public Administration and Safety 211 5.6 195 5.0 23.8 4.6 23.4 4.5

Rental, Hiring and Real Estate Services 43 1.2 49 1.3 6.8 1.3 7.4 1.4

Retail Trade 222 5.9 225 5.8 32.2 6.3 28.6 5.5

Transport, Postal and Warehousing 276 7.4 287 7.4 38.6 7.5 35.1 6.8

Wholesale Trade 210 5.6 207 5.3 25.3 4.9 29.5 5.7

Total 3 741 100 3 863 100 513.9 100 514.5 100
Note: Other includes Household Worker, WPII, Voluntary policies
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Common law claims and payments by injury nature

Number of new common law 
claims

Common law claim payments

2012 2011 2012 2011
No. % No. % $M % $M %

Burns 29 0.8 44 1.1 6.5 1.3 5.1 1.0

Fractures 334 8.9 329 8.5 57.2 11.1 63.1 12.2

Intracranial injuries and injuries to nerves and 
spinal cord

33 0.9 26 0.7 6.4 1.2 9.9 1.9

Mental disorders 319 8.5 322 8.3 38.9 7.6 35.1 6.8

Musculoskeletal injuries and diseases 2 315 61.9 2 458 63.6 309.0 60.1 306.9 59.7

Nervous system and sense organ diseases 69 1.8 76 2.0 6.4 1.2 7.6 1.5

Other injuries and diseases 207 5.5 197 5.1 30.8 6.0 23.5 4.6

Respiratory system diseases 40 1.1 45 1.2 6.0 1.2 8.1 1.6

Skin and subcutaneous tissue diseases 6 0.2 10 0.3 0.8 0.2 0.7 0.1

Wounds, lacerations, amputations and internal 
organ damage

388 10.4 356 9.2 51.9 10.1 54.5 10.6

Total 3 741 100 3 863 100 513.9 100 514.5 100

WorkCover Queensland’s corporate governance structure guides the way we manage our business, 
minimise our risks and ensure integrity. Our structure is supported by an integrated framework for 
governance, ethics, compliance and risk management. Reporting against this framework occurs 
monthly at board meetings.

Our systems are based on strong ethical foundations and our commitment to fairness, accountability 
and transparency. Our corporate governance policy outlines our commitment to best practice 
governance and the means by which we ensure this. This policy is available on our website.

Strategic planning
A four year Corporate Plan and Statement of Corporate Intent are prepared annually and approved by 
the Minister in accordance with the Workers’ Compensation and Rehabilitation Act 2003.

The Corporate Plan summarises our vision, values, goals, strategies and performance indicators. 
The plan forms the basis for divisional business plans, which define operational strategies to meet 
our business projections. The divisional business plans outline our key financial and operational 
performance indicators, which we monitor monthly. Our Statement of Corporate Intent outlines our 
objectives and major activities, and specifies various financial and non-financial performance targets 
for the financial year.

Board of Directors
The Board of Directors sets the strategic direction for WorkCover and tracks performance to ensure 
the organisation meets the financial and non-financial targets set out in our Statement of corporate 
intent. The Board reports to the Attorney-General and Minister for Justice, The Honourable Jarrod 
Bleijie MP.

The statutory role and requirements of the Board are set out in section 427 of the Workers’ 
Compensation and Rehabilitation Act 2003, and chapter 8 outlines the powers and functions of 
WorkCover. The WorkCover Board charter specifies the role and responsibilities of the Board in detail 
and is available on our website.

The WorkCover Board consists of seven independent non-executive Directors appointed by the 
Governor-in-Council who is responsible for selecting Directors, based on experience and knowledge, 
and determining their remuneration. As at 30 June 2012, the Board of Directors contracts expired. 
A new Board was appointed by the Governor-in-Council effective from 1 July 2012. Information on 
Directors’ and executives’ benefits is detailed in Note 28 of the financial statements.

Directors length of service

Directors First appointed Expired
I Brusasco AO, Chairman 17/07/98 30/06/12
T A White AO, Deputy Chairman 01/02/97 30/06/12
C Lohman 28/02/08 30/06/12
W P Ludwig OAM 17/07/98 30/06/12
R W Monaghan 11/12/03 30/06/12
H A Skippen 01/07/03 30/06/12

Corporate governance
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Directors First appointed Expiring
G Ferguson, Chair 01/07/12 30/06/14
J O’Connor, Deputy Chair 01/07/12 30/06/14
M Bailey 01/07/09 30/06/14
I Winterburn 01/07/12 30/06/14
J Crittall 01/07/12 30/06/14
I Leavers 01/07/12 30/06/14
B Leahy 01/07/12 30/06/14

The Queensland Government provides those Directors who were first appointed prior to July 2006 
with an indemnity for any liability incurred arising as a result of the performance of his/her duties. 
WorkCover also maintains Directors’ and officers’ insurance. The insurance conditions provide 
indemnity for costs and expenses incurred by the relevant Director or officer defending either civil 
or criminal legal proceedings or other liabilities that may arise from their position. It does not cover 
conduct involving a wilful breach of duty or improper use of information for personal gain.

To assist Directors in exercising their duties, WorkCover makes available independent professional 
advice as required and at the expense of the organisation. The Board also tracks its performance 
against the charter quarterly and the Chair facilitates an annual self-assessment of the Board’s 
performance.

Audit Committee

The primary role of the Audit Committee is to assist the WorkCover Board in monitoring our systems 
of internal control and ensuring integrity of the financial reporting process. The Audit Committee 
charter, which is available on our website, defines the role and responsibilities of the Committee. The 
Committee tracks its performance against the charter each meeting, with due regard for Queensland 
Treasury’s Audit Committee Guidelines: Improving Accountability and Performance.

The Audit Committee is made up of three independent, non-executive Directors. Internal Audit, 
External Audit, the Chair, the CEO and the General Manager Finance are invited to Audit Committee 
meetings at the discretion of the Committee. The Committee meets quarterly.
Directors’ meetings

During the year, WorkCover held 11 formal Board meetings and four Audit Committee meetings. The 
CEO attends all Board meetings and General Managers are often invited to present and discuss 
relevant issues. A register of Directors’ material interests is updated at each Board meeting to avoid 
conflicts of interest.

Board meetings Audit Committee meetings
Directors A B A B
I Brusasco AO, Chairman 10 11 0 0
T A White AO, Deputy Chairman 10 11 0 0
M Bailey 10 11 4 4
C Lohman 10 11 0 0
W P Ludwig OAM 9 11 0 0
R W Monaghan 10 11 3 4
H A Skippen 11 11 4 4

A: Number of meetings attended
B: Number of meetings eligible to attend

Senior executives
The CEO assesses performance of senior executives on an annual basis as part of the organisation’s 
performance review process. The Board also assesses the performance of the CEO as part of this 
process.

Stakeholder feedback 
Every year, WorkCover conducts a customer survey and receives feedback from its customers. In 
2011–2012 we also undertook a survey of some of our stakeholders seeking their feedback. Further 
details are available in the Customer and stakeholder engagement section of this report.

All complaints are managed in accordance with Queensland Ombudsman’s Guide to Developing 
Effective Complaints Management Policies and Procedures, which incorporates AS ISO 10002:2006 
Customer Satisfaction - Guidelines for complaints handling in organisations and the Queensland 
Ombudsman’s Guide to Developing Effective Complaints Management Policies and Procedures.

We believe that all customer feedback, positive or negative, presents an opportunity for improvement. 
WorkCover is committed to resolving customer complaints quickly and fairly, and we empower our 
people to resolve issues as they arise.

Mandatory on-line reporting
WorkCover has reported on-line information in relation to the following topics, in line with mandatory 
requirements:
•  information systems and record keeping;

•  consultancies; and;

•  overseas travel.
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Ethics
Ethics provide the overarching principles and rules that govern the behaviour of WorkCover 
Queensland’s people.

Code of conduct

WorkCover’s code of conduct, supports our values and provides a framework for high ethical 
standards. Our code of conduct has been written to align with the requirements of the Public Sector 
Ethics Act 1994 (PSEA). The code was implemented from 1 July 2011, at which point our internal 
processes were revised to be in line with this new code and internal training performed. The code 
is communicated to our people through the corporate induction program and is available on the 
WorkCover intranet and website. Annually our staff receive refresher training on this document.  Our 
internal policies and practices additionally align with this code and the PSEA.

The WorkCover Board is bound by ethical standards outlined in the Workers’ Compensation and 
Rehabilitation Act 2003 (the Act), which requires Directors to act honestly, disclose interests, exercise 
due diligence and not use information or their position inappropriately. From 1 July 2011, the Directors 
have been bound by the PSEA and as such, WorkCover’s code of conduct. Additionally, the Board 
follows the guidelines set out in Welcome Aboard: A Guide for Members of Government Boards, 
Committees and Statutory Authorities.

Environmental regulation

WorkCover is committed to minimising energy consumption in line with the Queensland Government’s  
Strategic Energy Efficiency Policy (SEEP) and as at 30 June 2012 has already met the 2015 
reduction targets from this policy.

WorkCover established an environmental committee during the 2011-12 financial year.  This 
committee has been tasked with the following goals:

•  reducing our use of energy, water, paper and other materials

•  reducing our waste and recycling more material where possible 

•  reducing our transport impacts by using technologies where appropriate

•  including environmental considerations in our general purchasing decisions and encouraging 
suppliers to reduce their own environmental impacts.

Systems and processes are also continually being reviewed and aligned to help reduce wastage and 
assist with continuous improvement.

Compliance
We maintain a number of policies and procedures detailing our compliance obligations in relation 
to relevant legislation, regulations, and codes of practice. We continually monitor our systems and 
processes to ensure these obligations are met.

Internal audit

Internal audit is responsible for assisting the WorkCover Audit Committee meet its charter and provide 
independent, impartial advice to executive management and the Board. This is achieved through the 
systematic and disciplined evaluation of the effectiveness of WorkCover’s risk management controls 
and corporate governance processes.  

Ethics, compliance and risk management

WorkCover’s independent internal audit function is currently outsourced to a specialised accounting 
firm. As part of the agreed contract terms with this firm, this function is to be performed in an 
economical manner. The internal audit charter outlines the objectives, duties, authority and 
responsibilities of the internal audit function. Both the strategic and annual audit plans prepared by 
the Internal Auditors are endorsed by the Audit Committee. This Committee operates with due regard 
for Treasury’s Audit Committee Guidelines, including through monitoring the effectiveness, efficiency 
and economy of the Internal Audit function. Significant financial and operational risks identified by the 
Internal Auditors are reported through to the Audit Committee, as per the Internal Audit Charter. The 
2011-12 audit program has been completed in line with budgeted time-frames and costs. 

Quality assurance reviews

Our quality assurance reviews are designed to confirm that the controls in place to manage risks are 
effective and identify potential areas for improvement to our processes, policies, and procedures.

Training

All staff complete regular training to remain up to date with compliance requirements in a number of 
key areas including code of conduct, privacy and workplace health and safety.

Customer compliance

To be able to provide a fair and balanced workers’ compensation scheme, compliance to the 
legislation by all customers is extremely important. To assist with this compliance, WorkCover have 
a dedicated compliance and prosecutions team. Their tasks include conducting audits, investigating, 
recovering, and prosecuting individuals and entities who contravene their legislative requirements, 
including failing to insure, defrauding the scheme and providing false and misleading statements.

During the year we investigated 63 cases of potential fraud, mainly relating to statutory claims. 
A total of ten prosecutions were successfully completed, 11 matters remain before the Courts for 
determination, and ten matters are being prepared to go before the Courts.

There is also a comprehensive audit program to ensure employers are insuring their workers and 
declaring the correct amount of wages. During 2011–2012, we conducted 1 575 random site visits 
through which we found 379 non-compliant employers representing 24% of employers being non-
compliant. We also carried out 1 947 audits during the year and identified 983 employers to be non-
compliant with the Act, representing 50% non-compliance. 

Risk management
WorkCover follows a risk management policy based on AS/NZS ISO 31000:30009 Risk Management 
– Principles and guidelines, which involves the establishment of an appropriate infrastructure and 
culture designed to systematically identify, analyse, treat, monitor and communicate key risks 
associated with its activities. Our risk management policy is available on our website.

Workplace health and safety

WorkCover has maintained a strong culture of employee awareness of health and safety. As a result, 
WorkCover continues to achieve a low incidence of claims.

Our workplace health and safety framework was audited for compliance with the Work Health and 
Safety Act 2011 introduced in January 2012.  In addition to updating our policies and procedures, 
training was provided for our people to educate them on the changes to the new legislation and their 
responsibilities.
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We also implemented a new system for recording workplace incidents. Reports from this system are 
used to provide information to our Workplace Health and Safety Committee for review and setting of 
strategies to mitigate the risk of injuries. These reports are also presented to the Board to assist in 
meeting their obligations of due diligence to our people and maintaining a safe work environment.

Workplace health and safety training is delivered on a monthly basis to all staff via toolbox talks.  The 
presentations are on topical issues such as manual handling, flu prevention and repetitive injuries. 

Business continuity management

Our business continuity and disaster recovery plan have been developed to ensure minimal disruption 
to our operations and our customers in the event of a major incident. These plans are reviewed and 
tested on a regular basis.

Financial performance

Our core financial goal is to maintain a fully funded financial position that allows an appropriate 
balance between worker benefits and employer premiums.

Financial results
WorkCover Queensland’s operating result for 2011–2012 was $199.637 million, after tax. Our 
operating result this year was most positively impacted by higher than expected wages growth and a 
decrease in the outstanding claims liability.

Financial results 2012 2011
$’000 $’000

Statement of comprehensive income
Net premium revenue 1 441 670 1 136 273

Net claims incurred (1 233 540) (1 492 624)

Underwriting expenses (net of claims handling) (22 033) (18 985)

Investment income 100 039 316 116

Other income 897 980

Other expenses (4 660) (4 718)

Income tax equivalents (expense)/benefit (82 736) 21 345

Operating result for the year after income tax equivalents 199 637 (41 613)

Statement of financial position
Total assets 3 409 853 3 284 958

Total liabilities 2 868 789 2 942 382

Net assets 541 064 342 576

Statement of changes in equity
Reserves 17 274 18 423

Accumulated surplus 523 790 324 153

Total equity 541 064 342 576

Premium revenue
Our net premium revenue was $1.442 billion for the year, representing a 26.9% increase on the same 
period last year (2010–2011: $1.136 billion). This increase was primarily due to uplift in the premium 
rate to $1.42 in 2011–2012 and higher than expected wages growth.

As part of our commitment to maintaining a prudent financial position, we have announced an 
increase to our premium rate to $1.45 for the coming year. This rate will allow us to continue 
balancing the needs of our policyholders with the needs of injured workers whilst ensuring financial 
stability.

Average premium rate per $100 of wages 2012 2011
Queensland 1.42 1.30

New South Wales 1.68 1.66

Victoria 1.34 1.34

South Australia 2.75 2.75

Western Australia 1.57 1.50

Tasmania 2.19 2.10

ComCare 1.40 1.25

Note: Figures are based on information from individual workers’ compensation entities.
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Net claims incurred
Net claims incurred was $1.234 billion (2010–2011: $1.493 billion).

Net claims costs decreased in 2011–2012 due to a reduction in the valuation of the outstanding 
claims liability. The valuation of the net outstanding claims liability decreased to $2.682 billion (2010–
2011: $2.763 billion). This is due to:
• a reduction in  the ultimate number of projected Common Law claims;

• an increase in the anticipated  Common Law claims finalised with no damage payment (nil 
finalisations);

• a reduction in  the expected Common Law average settlement size;

• a lower risk margin reflecting stabilisation of claims experience;

• removal of notification only statutory asbestos claims, which ultimately never receive a material 
benefit.

These improvements have been partially offset by a significant reduction in the discount interest rates 
since 30 June 2011. 

In addition, common law claims expense was lower than expected due to lower registrations and 
lower average settlements. Statutory claims expenses partially offset this by being above expected 
levels due to return to work focus and higher than expected medical costs.

Underwriting expenses
Underwriting expenses include WorkCover’s management and operational expenses and the annual 
levies payable to Q-COMP and Workplace Health and Safety Queensland. To meet disclosure 
requirements under accounting standards, the claims handling expense portion of underwriting 
expenses is added to gross claims expense to reflect the cost of administering claims during the year. 
WorkCover continues to drive efficiencies throughout all our operations and we will continue to look 
for efficiencies that further improve services to our customers.

Investment portfolio
In 2011–2012, the net return on our investment portfolio was 3.4% (2010–2011: 12.8%) as a result of 
a sound investment strategy but within a volatile global economy. Our investment strategy targets an 
estimated long-term return of 7.5% net of fees, by holding investments in a balanced portfolio.

QIC manages WorkCover’s investments and as at 30 June 2012, the net market value in funds 
invested was $2.653 billion.

We will continue to work with our investment fund manager to effectively manage our investment risk 
to ensure our portfolio achieves its long term objectives.

Capital adequacy
The Workers’ Compensation and Rehabilitation Act 2003 and Workers’ Compensation and 
Rehabilitation Regulation 2003 outline specific requirements WorkCover must meet to be considered 
fully funded. In keeping with other workers’ compensation schemes, WorkCover is fully funded if its 
total assets are at least equal to its total liabilities. WorkCover satisfied this requirement at 30 June 
2012.

Looking to the future
We will continue to use prudent financial management to ensure a balanced, financially viable 
scheme for all customers and stakeholders. WorkCover also continues to monitor and review the 
effectiveness of the legislative reforms implemented in 2010.

Part of this continuing prudent financial management entails a focus by WorkCover in continuing to 
operate within budget, achieving value for money, and more generally, insuring WorkCover continues 
to minimise its costs and risks in relation to its liabilities and contingent liabilities. Premiums will be 
set, claims benefits reviewed, and operational expenses carefully managed in order to deliver this 
balance and we will continue our long term investment strategy built around a balanced portfolio.

Also during the 2012–2013 financial year, a Queensland parliamentary committee will undertake a 
review of the Queensland Worker’s Compensation scheme to ensure that the long term viability of the 
scheme is assured and that the scheme is efficient, responsive and cost-effective.
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Report on the Financial Report

To the Board of WorkCover Queensland

Independent Auditor’s Report
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Summary of requirement Basis for requirement Annual report reference
Accessibility • Table of contents

• Glossary

ARRs – section 8.1 pg. iii

pg. 43

• Public availability ARRs – section 8.2 pg. i

• Interpreter service statement Queensland Government 
Language Services Policy
ARRs – section 8.3

pg. i

• Copyright notice Copyright Act 1968
ARRs – section 8.4

pg. i

Letter of 
compliance

• A letter of compliance from the 
accountable officer or statutory body 
to the relevant Minister(s)

ARRs – section 9 pg. ii

General 
information

• Introductory information

• Agency role and main functions

• Operating environment

• External scrutiny

• Machinery of government changes

• Review of proposed forward 
operations

ARRs – section 10.1

ARRs – section 10.2

ARRs – section 10.3

ARRs – section 10.4

ARRs – section 10.5

ARRs – section 10.6

pg. 1

pg. 1

pg. 1

pg. 9

pg. 9

pg. 2

Non-financial 
performance

• Government objectives for the 
community

ARRs – section 11.1 pg. 9

• Agency objectives and performance 
indicators

ARRs – section 11.4 pg. 4

• Agency service areas, service 
standards and other measures

ARRs – section 11.5 pg. 7

Financial 
performance

• Summary of financial performance ARRs – section 12.1 pg. 38

Governance - 
management and 
structure

• Organisational structure ARRs – section 13.1 pg. 27

• Executive management ARRs – section 13.2 pg. 12

• Boards and committees ARRs – section 13.5 pg. 11

• Public Sector Ethics Act 1994 Public Sector Ethics Act 1994 
(section 23 and Schedule)
ARRs – section 13.6

pg. 35

Governance - risk 
management and 
accountability

• Risk management ARRs – section 14.1 pg. 36

• Audit committee ARRs – section 14.2 pg. 33

• Internal Audit ARRs – section 14.3 pg. 35

Governance - 
human resources

• Workforce planning, attraction and 
retention

ARRs – section 15.1 pg. 24

Financial 
statements

• Certification of financial statements FAA – section 62
FPMS – sections 42,43 and 50
ARRs – section 16.1

pg. 86

• Independent Auditors Report FAA – section 62
FPMS – sections 50
ARRs – section 16.2

pg. 88

• Remuneration disclosures Financial Reporting 
Requirements for Queensland 
Government Agencies
ARRs – section 16.3

pg. 70

Disclosure 
of additional 
information

• Additional information to be reported 
online

ARRs – section 17 pg. 34

Compliance checklist Glossary 

Term Definition
A

Accident Insurance Policy An Accident Insurance Policy is a workers’ compensation insurance policy for 
employers engaging workers. The policy covers the employer’s liability for workers’ 
compensation and damages arising out of a work-related injury sustained by their 
worker.

Asbestos related diseases Asbestos related diseases are caused by the inhalation of asbestos fibres over a 
period of time. Asbestos related diseases typically have long latency periods, that is 
ten to forty years from exposure to onset of the disease.

Average premium rate The average premium rate is a rate per $100 of wages, expressed as a percentage, 
calculated by averaging net premium assessed for the year as a proportion of total 
wages declared by all employers for that year.

C

Certificate of Currency A Certificate of Currency identifies whether or not an employer’s Accident Insurance 
Policy is up-to-date for the current period of insurance. Ordinary and government 
policyholders can generate their own Certificate of Currency through WorkCover 
Queensland’s online services. Employers that have policies for other insurance types, 
please contact WorkCover Queensland on 1300 362 128, to generate a letter.

Claims experience An employer’s claims experience is comprised of the statutory claims amounts paid 
under an employer’s Accident Insurance Policy for the preceding three years and the 
damages claims amounts paid under the policy for the two years preceding that.

Common law claim A common law claim is the claim made by an injured worker who commences common 
law action through the courts against their employer for negligence (they are 'suing' 
their employer). The courts award common law damages payments for economic 
loss, pain and suffering, legal costs, and medical and hospital costs. WorkCover 
Queensland may pay all damages awarded to the injured worker, including legal and 
investigative costs as part of its Accident Insurance Policy. 

D

Damages Damages are payments made under a common law claim that are classified as ‘heads 
of damage’. These are different types of damage that may be suffered by an injured 
worker. Examples are:
• general damages (compensation for pain and suffering) 

• economic loss (compensation for loss of past earnings or future earning capacity).

Declaration of wages form Where wage information from employers is required to conduct a premium 
assessment, a declaration of wages form will be sent. Employers can return their 
wage information by completing the form, calling WorkCover Queensland, or entering 
their wages online. In all instances, wage information must be provided to WorkCover 
Queensland by 31 August.

E

Estimated wages When calculating premium, WorkCover Queensland requires details of the actual 
wages paid during the last financial year and the estimated wages you expect to pay in 
the next financial year.

G

Goods and services tax GST is payable on your premium but, like most Queensland employers, you are likely 
to be eligible to claim an input tax credit from the Australian Taxation Office. To enable 
WorkCover Queensland to meet its GST requirements, WorkCover requires you to 
provide your ABN and your percentage entitlement to input tax credits (see input tax 
credit for further information about this). Payments of weekly compensation do not 
attract GST.

H

Health provider Health provider refers to any medical or allied health provider (for example a doctor, 
medical specialist, physiotherapist, chiropractor or occupational therapist) who 
is registered with the relevant professional board (e.g. Physiotherapist Board of 
Queensland).
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Host employer A ‘host employer’ is an employer who agrees to host an injured worker at their 
workplace when the worker is unable to participate in workplace rehabilitation with 
their original employer. These programs normally run from three to six weeks. A host 
employer is not obliged to employ a person after their program has ended.

I

Impairment The Act describes impairment from injury as being ‘a loss of, or a loss of efficient use 
of, any part of a worker’s body’. This includes psychological injuries.

Industry classification An industry classification system based on the Australian and New Zealand Standard 
Industrial Classification. Businesses are assigned an appropriate industry category on 
the basis of their whole-of-business activity.

Injury An injury, as defined by the Workers’ Compensation and Rehabilitation Act 2003 is,’A 
personal injury arising out of, or in the course of, employment if the employment is a 
significant contributing factor to the injury’. Some examples of injuries include:
• a cut or fracture; 

• a disease (example asbestos or Q-fever); 

• industrial deafness, 

• psychiatric or psychological disorders such as stress or depression; 

• aggravation of a pre-existing condition; 

• death from an injury, disease or aggravation of a disease.

P

Policyholder Is an individual or entity that holds an insurance policy with WorkCover Queensland.

Premium notice Is a notice that is sent to WorkCover policyholders detailing an amount payable on 
their policy following inception, renewal or re-assessment.

Premium rate The rate that has been used to calculate a premium for a given financial year. Wages, 
claims experience, the gazetted rate and the size of the business are taken into 
consideration when calculating the premium value. The premium rate is expressed as 
a dollar value per $100 of wages.

Q

Q-COMP Q-COMP is the Workers’ Compensation Regulatory Authority.

R

Rehabilitation Under workers’ compensation legislation, the purpose of rehabilitation is to ensure 
the worker’s safest and earliest possible return-to-work or to maximise the worker’s 
independent functioning. Rehabilitation for return-to-work (sometimes called 
occupational, vocational or workplace rehabilitation) can include treatment from a 
range of health providers, assessments of work capacity and suitable duties programs. 
Under legislation, workers and employers must take every reasonable step to 
participate in rehabilitation and return to work programs.

Results test Is one of the tests used by WorkCover Queensland to determine if a person is 
considered a ‘worker’ under Schedule 2, Part 1 ‘Persons who are workers’.

Return to work The worker’s timely, safe and medically structured return to pre-injury duties, or other 
employment, following workplace injury.

S

Self-insurer An employer who meets certain criteria to manage their own workers’ compensation 
issues. Contact Q-COMP for more information. 

Stamp duty Stamp duty is payable to the Queensland Government on many property and business 
transactions, including workers’ compensation insurance premiums. Stamp duty has 
been included in premiums since 1916. Before the introduction of the GST, WorkCover 
Queensland included stamp duty in the final premium amount shown on your Premium 
Notice. Due to the GST, WorkCover Queensland now clearly lists the stamp duty 
payable as a separate item on your Premium Notice.

Statutory (no-fault) claims A statutory or no-fault claim is when a worker is compensated for a work-related 
injury with payments and benefits prescribed in the Workers’ Compensation and 
Rehabilitation Act 2003. These payments and benefits are referred to as statutory 
compensation and may include weekly payments as income replacement, lump 
sums to compensate for permanent impairment, and hospital and medical expenses. 
Statutory claims are administered on a ‘no fault’ basis. That is, it doesn’t matter if it is 
the worker’s or the employer’s fault that the injury occurred-compensation is still paid.

Succession Succession may be applied when a new employer acquires an existing business, 
and the new employer has previously been associated with that business. Applying 
succession will mean the five year wages and claims history of the predecessor 
employer will be used to calculate the premium of the new employer.

Suitable duties program A suitable duties program (SDP) is designed to help workers return to work gradually 
through a supervised process. The program matches a worker’s abilities with 
appropriate work tasks and hours. The goal of program is to help workers return to 
their normal duties.

W

Wages Wages are the total amount an employer pays to a worker as defined by Schedule 6 of 
the Workers’ Compensation and Rehabilitation Act 2003.

Work-related injury An injury where employment was a significant contributing factor.

WorkCover Industry Classification 
(WIC)

An industry classification system based on the Australian and New Zealand Standard 
Industrial Classification. Businesses will be assigned an appropriate industry category 
on the basis of their whole-of-business activity.

Worker A ‘worker’ for the purposes of the Workers’ Compensation and Rehabilitation Act 2003 
is an individual employed under a Contract of Service (sect 11) or specifically included 
under Schedule 2 Part 1, unless specifically excluded under Schedule 2 Part 2.
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