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Engaged people 

To support our customers, we need an engaged and capable workforce. Our engaged people have shown their dedication to our 

vision of making a positive difference to people’s lives by supporting our customers through this challenging year. 

This year, we saw a positive uplift from our 2019 People survey results, achieving an overall engagement index of 82 out of 100. 

We promoted health and wellbeing initiatives, offered flexible working arrangements, championed diversity, inclusion and 

belonging, developed leadership and technical competencies, and provided a safe working environment, to ensure our people 

have the capability to meet the needs of our customers now and into the future.  

Workforce overview 

 855 full-time equivalent employees 

 65% of our workforce is female 

 7.6% employee attrition rate 

People survey  

During the year, we continued our confidential annual employee engagement survey, measuring the sustainable engagement of 

our people. The survey provides insights into our culture by gathering feedback on our people’s views and experience at work.  

We achieved an excellent response rate of 90 per cent for our April/May 2020 survey.  

WorkCover’s overall engagement index of 82 out of 100 sits above the Australian benchmark with results across all 14 question  

categories also seeing a positive uplift from our 2019 results. Our results have been used throughout WorkCover to celebrate our 

strengths, identify opportunities for improvement and develop action plans. 

Health and wellbeing 

Our wellness program, WorkWell, includes a range of educational initiatives across the year to promote safety and wellness, 

enabling us to support and encourage healthy habits both in and outside of the workplace.  

The WorkWell program initiatives include: 

 Early Intervention Program offering physiotherapy and psychological support 

 Employee Assistance Program offering confidential and supportive counselling sessions for our people and their 
immediate family 

 monthly themed workplace health and safety toolbox talks.  

Flexible working arrangements 

WorkCover provides flexible working opportunities and better work/life balance for our people, while maintaining our 

commitment to customer service and workplace health and safety.  

In November 2018, we implemented our remote working capability, known as Contemporary Mobile Workforce, organisation-

wide with 330 people using this flexibility as of February 2020. Contemporary Mobile Workforce was vital to ensure we continued 

to support our customers during the COVID-19 pandemic. COVID-19 and Contemporary Mobile Workforce saw us increase our 

working remotely numbers significantly, with our whole workforce working from their homes from March – June 2020.   

We look forward to enhancing our flexible working arrangements to benefit our people and our customers.  

 

 



 

  

Diversity, inclusion and belonging 

In July 2019, WorkCover launched our Diversity, inclusion and belonging strategy.  

WorkCover brings together diverse talent and provides our people with the opportunity to add value to the meaningful work we 

do and make WorkCover a truly inclusive place to work. Across the business we are committed to diversity of thought, 

experience, perspective and gender. This diversity enables us to leverage unique insights to deliver truly personalised 

experiences for our customers.  

Some of our initiatives in this strategy include: 

 annual unconscious bias training and a commitment to gender diversity on recruitment panels  

 completing a quarterly pay equity review 

 maintaining our position as a Work180 Endorsed Employer for Women 

 providing our people with access to an Employee Assistance Program with specialist support for minority groups  

 following a fair and compliant procurement process and providing inclusive partnership opportunities 

 championing our annual calendar of United Nations sanctioned dates of significance. 

Reconciliation 

WorkCover began our Reconciliation Action Plan (RAP) journey in January 2020. The RAP program contributes to advancing 

reconciliation by supporting organisations to develop respectful relationships and create meaningful opportunities with 

Aboriginal and Torres Strait Islander peoples, and is informed by the framework provided by Reconciliation Australia. 

We have created a Reflect RAP, developing relationships with Aboriginal and Torres Strait Islander stakeholders, defining 

WorkCover’s vision for reconciliation and committing to actions and initiatives. 

WorkCover’s RAP Working Group was introduced in February 2020. The group is responsible for the development, 

implementation and reporting of the RAP. 

In May 2020, we introduced the inclusion of Acknowledgement of Country to all of WorkCover’s large internal and external 

meetings. We also hosted a virtual event for our people during National Reconciliation Week (27 May – 3 June 2020) to share 

articles, recommended viewing, learning opportunities and other activities. 

Recruitment 

During the year, 113 new starters joined WorkCover. Our talent acquisition strategy combines effective advertising and candidate 

profiling with digital platforms to attract and select talent that will positively contribute to better outcomes for our customers.  

Industrial and employee relations 

Our commitment to fairness and transparency flows through to our approach to workplace matters, creating an open, 

communicative culture at WorkCover. We invest in the relationship with Together Union and engage in a consultative process, 

including a forum to openly raise and quickly resolve all employment matters including organisational change, benefits, policy, 

wellbeing, and safety. 

On 2 April 2020, in consideration of the employment impact of the COVID-19 pandemic and on the State of Queensland’s fiscal 

position, Premier and Minister for Trade, the Honourable Annastacia Palaszczuk announced that Queensland public sector wage 

increases would be put on-hold. To give effect to the Premier’s announcement, amendments to the Industrial Relations Act 2016 

were passed by Parliament on 17 June 2020 and received assent on 22 June 2020 (becoming operational on this date).  

Performance management framework  

WorkCover supports a culture of remarkable people who are connected to purpose and are empowered to deliver for our 

customers and stakeholders. The empowerment of our people comes from a structured performance management framework 

that provides a line of sight between large organisational and strategic goals through to individual performance measures so 

every team member understands their valuable contribution to WorkCover. The framework describes the behaviours and skills 
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necessary to perform a role, provides clarity on performance objectives and accountabilities, outlines policies and processes to 

support individuals and leaders when performance standards digress and reward structures to recognise positive outcomes. The 

framework is continually reinforced by a performance culture of living the WorkCover values and a leadership approach focused 

on coaching and development. Leaders discuss goals, achievements and development opportunities in monthly one-on-one 

meetings, foster team debate and collaboration to solve challenges and regularly celebrate successful outcomes.  

Growing the capability of our people  

WorkCover is committed to enabling a continuous learning culture that uplifts the capability of our people to meet current and 

future customer needs.  

Mental health awareness to support our customers and each other 

We offer an accredited program of Mental Health First Aid to all our people which helps in understanding how to recognise the 

symptoms of different illnesses and mental health crises, how to offer and provide initial help, and how to guide a person 

towards appropriate treatments and other support.  

Our people are provided with on demand resources to keep up to date with mental health concerns. We now have over 550 

qualified Mental Health First Aid responders. 

Personal Injury Education Foundation (PIEF)  

WorkCover’s corporate membership with PIEF provides our people with access to qualifications, professional development 

activities and online learning. PIEF’s vocational education options are suited to our people working in claims management. We 

had 11 employees undertaking the Certificate IV in Personal Injury Management; 9 employees studying the Certificate IV in 

Customer Engagement; and 12 employees undertaking the Diploma of Personal Injury and Disability Insurance Management. 

On demand learning 

WorkCover supports our people with an online technical and behavioural skills learning library to develop new and relevant skills 

and knowledge quickly and cost-effectively. 726 employees accessed online learning throughout 2019–2020. 

Study assistance 

The Study Assistance Program is designed to support and assist our people to learn and develop in their roles through study for 

qualifications, certifications or accreditations. We have 79 people currently studying through the program and 14 people who 

have completed their tertiary qualifications during the 2019–2020 year. 

Leadership development 

With coaching identified as a key capability required for all leaders, through the previous year’s 360º feedback process, The 

Coaching Habit program was delivered to 82 leaders across WorkCover in 2019. A workshop was facilitated, followed by ongoing 

peer learning and online coaching messages.  

Seven people embarked on a 10-month Emerging leaders program in 2019. The program involved coaching, workshops and 

modules on developing self, leading teams, leading the business, and on-the-job experience. We are continuing the program 

with seven new participants in 2020. 

We delivered a program of workplace discrimination, harassment and bullying training for managers as effective leadership is 

key to preventing bullying, harassment and discrimination in the workplace. 

Graduate program 

In 2020, WorkCover commenced our graduate program. The graduate pathways are designed to work on current issues and 

projects with developing skills and experience to help prepare our business for the future. Eight graduates were chosen to 

undertake two different pathway options: injury management or digital technology and design. 

Onboarding: The Academy 

The Academy is our on-boarding pathway for new Claims Representatives and Customer Advisors. The Academy provides an 

inclusive learning environment for our new employees where they can explore the skills needed to be effective in their role. In 

2019–2020, we delivered ten Academies to support 75 internal and external recruits.  
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