Chair and CEO report:
Helping Queenslanders recover
2019–2020 has been an extremely challenging year for our customers with droughts, bushfires and the Novel coronavirus
(COVID-19) pandemic.
We have been able to support Queensland employers and workers during these difficult times, providing premium relief to
affected businesses and targeted return to work assistance for workers.
Prior to the start of the COVID-19 pandemic in March 2020, WorkCover was experiencing a growth in statutory and common law
claims costs due to changes in the claims mix, including increases in mental injury claims and medical and allied health costs.
The emergence of COVID-19 in March 2020 has been difficult for the Queensland community and economy with the slowing of
business activity and loss of jobs. WorkCover’s financial position has also been adversely impacted across key areas of
the business. The resulting decline in overall income and increases in claim costs has made it more challenging to support
Queensland workers back to work after their injury. Despite this, we have been able to maintain our strong return to work
results, with a final return to work rate of 93.4% and a strong customer experience rating of 7.6 out of 10 (Q4 2019–2020).
To address these challenges, we have been working with customers and stakeholders on several strategies to improve claim
outcomes and meet customer needs.

Responding to COVID-19
WorkCover provided relief to Queensland businesses who were experiencing increased financial concerns as a result of COVID-19
by offering them an opportunity for us to review and adjust their previously supplied estimated wages for 2019–2020 and reduce
or refund their premium as appropriate. These premium reassessments resulted in total refunds of $19.3 million to around 4,900
small and medium-sized businesses who were forced to reduce their workforce or close due to COVID-19. We also ensured a fair
treatment of JobKeeper payments in premium calculations.
We developed a strategy road map for return to work during COVID-19 to provide helpful resources for our people and customers
and ensure availability of return to work opportunities in this challenging environment. Our goal is to provide all reasonable
return to work opportunities during this crisis and beyond.
During COVID-19 restrictions, we enabled our whole workforce to work remotely from their homes from March – June 2020,
ensuring business continuity for our customers.
We delivered several updates to our customers and stakeholders during the COVID-19 pandemic to provide clarity and support.
We published frequently asked questions on our website, tailored to the needs and concerns of employers, workers and
providers.

Our financial and investment performance
WorkCover has incurred an operating loss of $450 million after tax for the financial year 2019–2020.
This loss has been caused in part by the emergence of COVID-19 in early 2020, which deteriorated our generally strong financial
position with poor investment returns. The net return on investments for the year was -1.94% (down from 6.44% in 2018–2019).
Prior to the impact of COVID-19, there was an increase in claim costs partly due to the increased complexity of claims like mental
injury claims, which can result in longer continuance on weekly benefits and increased associated medical, allied health and
common law costs. Legislative changes, which have ensured greater coverage and treatment of injured workers, have also
contributed to an increase in the net outstanding claims provision.
We are progressing several strategies to address these more complex claims, including our mental health injuries road map and
action plan and tailored care and support claims management model. We will continue to work with our investment fund
manager QIC to effectively manage our investment risk to ensure our portfolio achieves its long-term objectives.
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While we have suffered a significant loss, our disciplined financial management over many years has helped us weather the
challenging economic environment and maintain a strong equity position. WorkCover remains fully funded and maintains its
legislative capital adequacy requirement of 100% and statement of corporate intent requirement of 120%. This ensures that we
can continue to maintain a balance between delivering the best possible benefits and rehabilitation programs for injured
workers whilst providing the lowest possible premiums for employers.

Maintaining average premium rate
Over the past six years, we have maintained one of Australia’s lowest average premium rates at $1.20 per $100 of wages, without
compromising the level of support and rehabilitation for injured workers. This is evidenced by our continued strong return to
work results (93.4%).
In addition to maintaining the average premium rate, we continued to offer a 5 per cent discount for early premium payment,
and the apprentice discount, where apprentice wages were excluded from premium calculations.
These actions saved Queensland businesses $75 million over the past financial year.
The following table shows the breakdown of our $1.20 average premium rate.
Common law claims

$0.37
Settlements

$0.32

Legal fees

$0.05

Statutory claims

$0.61
Weekly compensation

$0.28

Medical, hospital, rehabilitation

$0.21

Lump sum

$0.09

Other*

$0.03

Operating costs

$0.09

Safe workplace contribution

$0.07

Stamp duty

$0.06

Average premium rate per $100 of wages

$1.20

*Other, under statutory claims includes asbestos and firefighters allowance.

Tailoring care and support for injured workers
WorkCover’s in-house claims management model means we can tailor return to work and rehabilitation strategies to help
injured workers get back to work as quickly and safely as possible. This year, we progressed our approach to improve the way we
manage claims. This approach has been designed to better identify workers who may be at risk of a delayed return to work after
injury, and offer them the right assistance as early as possible, based on those risks. We made modifications to our system and
processes as some workers will need more support if their injury is more severe or their recovery time is longer.

Providing specialist claims management
This year, we enhanced our specialist claims management models to address mental injuries and post-traumatic stress disorder,
industrial deafness, mine dust diseases, silicosis and other latent onset conditions, permanent impairment, and catastrophic
injuries.
As part of our enhancement of our specialist claims management model, we developed a mental injuries road map and action
plan. We referred to Safe Work Australia’s Taking Action: A best practice framework for the management of psychological claims in
the Australian workers’ compensation sector in developing our road map to ensure we are following best practice in supporting
people affected by trauma and suffering mental injuries.
Our mental injury claims management strategy incorporates five key principles: early intervention and support, access to quality
treatment, ecosystem engagement and support, continuous improvement, and people support and development. We worked
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together with the Workers’ Psychological Support Service, a free, independent and confidential advisory service for Queensland
workers experiencing a work-related mental injury.
We now provide early intervention treatment and support for workers with mental injuries before their claim is accepted to
assist in reducing the severity, duration and recurrence of mental illness.
We promoted the benefits of mentally healthy workplaces through our LeadingWell Queensland collaboration, with partners
SuperFriend and the Office of Industrial Relations. LeadingWell Queensland has been developed specifically for senior leaders
across industries to focus on building mentally healthy workplaces through strategic development, positive promotion and
workplace culture.
WorkCover also participated in the Stakeholder Reference Group – Action plan for improving the workers’ compensation
experience for first responders with mental injuries following a review of the Queensland scheme and national reviews into first
responder mental health.

Optimising treatment services and outcomes
We have been working to optimise treatment services and outcomes to ensure injured workers receive timely and effective
medical and rehabilitation services to facilitate their return to work, at the right price for employers and the scheme. This project
has been informed by extensive research and consultation with stakeholders, and involves a multi-stage delivery from
2020–2022.

Partnering to create positive change
We collaborated with the Department of Natural Resources, Mines and Energy and Office of Industrial Relations to establish the
Mine Dust Health Support Service, a one-stop-shop hotline for current and former mine and quarry workers in Queensland. The
service is designed to give faster, seamless access to workers and their families impacted by mine dust diseases.
We assisted 890 Queensland businesses to improve the safety of their workplaces as part of our Injury Prevention and
Management program, with our partner Office of Industrial Relations. WorkCover also partners with Office of Industrial Relations
and other key stakeholders to educate our customers on improved safety, injury risk reduction and return to work.
WorkCover has worked in close partnership with the National Injury Insurance Scheme – Queensland (NIISQ) to ensure eligible
seriously injured workers receive high quality lifetime care and support. WorkCover and NIISQ have met regularly to ensure a
smooth transition to the new scheme and provide a positive experience to these workers during a challenging time in their lives.
With partners Office of Industrial Relations and the Chamber of Commerce and Industry Queensland (CCIQ), we presented at an
event in Mackay to showcase local employers who have undertaken programs to support positive rehabilitation and return to
work outcomes, as well as educated employers via webinars on their workers’ compensation obligations.

Supporting implementation of legislative changes
Some of the amendments resulting from the Workers’ Compensation and Rehabilitation and Other Legislation Amendment Act
2019 were implemented in October 2019, with others commencing on 1 July 2020. WorkCover has worked with Office of
Industrial Relations and stakeholders to implement these legislative changes, including enhanced mental injury support and
ongoing rehabilitation support for workers who were unable to return to work due to their injuries. We also provided education
to employers about legislative changes prior to their commencement on 1 July 2020, including changes to the definition of
‘worker’ to include unpaid interns and reporting about rehabilitation and return to work co-ordinators and workplace injuries.

Supporting regional Queensland
Supporting engagement across the state, we developed our regional strategy, in partnership with industry associations, unions,
and primary health networks, as well as other stakeholders. We have established a regional customer and stakeholder
relationship management model and continued our Board regional meetings and local stakeholder events. Our balance of inperson visits with the use of technology, such as video conferencing and webinars, ensures that the experiences for workers,
employers and stakeholders are the same, regardless of where they live and has ensured they remained supported during the
COVID-19 pandemic.
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Outlook for 2020-2021
Moving forward, we will continue to carefully monitor and manage the impacts on our business from COVID-19 and other
emerging trends, while balancing the needs of our customers. We will focus on current strategies already underway which will
help improve our long-term financial position and ensure we deliver the right support to our customers.
We will fully implement the tailored care and support approach to our in-house claims management model to not only meet
customer needs and achieve better return to work outcomes, but to also manage claim costs. This approach involves evidencebased interventions and information gathering to better understand and mitigate any risks involved in assisting the injured
worker with their rehabilitation and return to work. In turn, this ensures a sustainable return to work, lower claim durations and
lower statutory and common law claim costs.
We will continue to develop specialist claims management enhancements to ensure the best outcomes for workers with mental
injuries and identify when is the right time to intervene to help with recovery and return to work.
Partnering with our key stakeholders such as Workplace Health and Safety Queensland, industry bodies, employers and unions,
we will work to identify the best ways to reduce the risk of injuries and their associated costs.
We will optimise our current medical treatment costs for better recovery and return to work outcomes, while ensuring positive
and consistent experiences for both injured workers and employers.
We are faced with a challenging economic environment, including an increasing unemployment rate, diminishing industries,
resulting in limited opportunities for return to work, especially for our small business customers. To address some of these
challenges, we will continue our strategies to provide return to work opportunities and create resources to assist Queenslanders
to recover and get back to work.
Our research findings and customer insights will inform strategic projects to further improve the claim journey for employers and
injured workers.
Our Contemporary Mobile Workforce strategy has been thoroughly tested in recent months with our entire workforce working
from home during COVID-19 restrictions. We will leverage this opportunity to review this strategy to identify future
improvements and how this can best work for both WorkCover’s people and its customers.
We will continue to strengthen and develop our valued partnerships and collaborations with stakeholders, including the
Queensland Government and the Office of Industrial Relations, LeadingWell Queensland, industry and union groups, the medical
and allied health professions, the legal profession, members of the Heads of Workers’ Compensation Authorities and Safe Work
Australia.

Thank you
We would like to thank and acknowledge the hard work of our Board members, executive management team and all our people
during a particularly challenging year. We particularly thank our outgoing Board Director Ben Swan for his contribution and
service, as well as our Board Deputy Chair Roslyn McLennan, who resigned from the Board in July 2019.
We pay tribute to Michael Roche, our Board Director and Risk and Audit Committee Chair, who sadly passed away in July 2019.
We would also like to thank the Honourable Grace Grace MP, Minister for Education and Minister for Industrial Relations and the
Queensland Government for their ongoing support.

Flavia Gobbo
Chair
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Bruce Watson
CEO
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