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Working together with our customers to 

improve outcomes 

This year, we have increased our customer experience rating, achieving an overall score of 7.6 out of 10 during the quarter ended 

June 2020. This rating is the result of our quarterly survey to gather feedback from both workers and employers about their 

experience with us and reflects the work we have completed so far to improve our customers’ claim journeys. 

We piloted new initiatives to reduce workplace injury risk, supported our customers during the COVID-19 pandemic, and 

championed small businesses. 

Our customer feedback and co-design projects are leading to changes that will continue to enhance customer experience and 

better assist employers and workers during the claim process. 

We’ve continued our commitment to regional Queensland with a new regional strategy, to ensure that our customers and 

stakeholders receive the same experience, no matter where they live. 

Reducing risk of injury 

One of the ways in which WorkCover partners with and supports our customers to keep Queenslanders working is by influencing 

and investing in injury risk reduction. 

In 2019, we introduced our Injury Risk Reduction program to identify, investigate and pilot initiatives that will allow WorkCover, 

in collaboration with our customers and stakeholders, to reduce our customers’ exposure to injury risk and associated impact. 

Pre-injury risk reduction 

Our prior discovery work into injury risk reduction involved consulting with Workplace Health and Safety Queensland, and other 

key stakeholders, and conducting data analysis to identify key risk areas. 

Since this discovery work, we have rolled out pre-injury risk reduction pilots with positive indicative return on investment 

outcomes. 

Pre-injury risk reduction initiatives focused on: 

 transport industry mental health 

 manufacturing industry mental health 

 harassment of retail workers 

 aged care patient handling 

 high risk employers 

 young workers 

 quad bike use 

 forklift use.  

Feedback from participants involved in the pilots as well as key stakeholders was very supportive. 

Post-injury risk reduction 

We have also developed two post-injury risk reduction pilots focusing on: 

 return to work in small businesses 

 return to work when an injured worker cannot return to their pre-injury employer. 

Discovery and design work for the Return to work – small business pilot was completed in March 2020, but implementation has 

been put on hold due to COVID-19 impacts to small businesses. This pilot will be reviewed prior to delivery in 2020–2021. 

We conducted research into incentive schemes and engaged the Queensland University of Technology (QUT) to co-design 

concepts to create sustainable new employment opportunities for injured workers unable to return to their pre-injury job, 

employer or industry. We will continue to analyse these concepts and implement recommended options in 2020–2021.  

 



 

  

Improving customer experience through feedback and co-design 

Over the past year, we have designed and implemented several projects, with the aim to improve our injured workers’ and 

employers’ experience and better support them both during their claim journey. 

We have identified the need to focus more on empowering our customers and helping them feel valued. This renewed focus is 

important as these emotions drive human decision-making, and play a significant role in the claims journey.  

We have modified the language of our reasons for decision communications to guide our injured workers through how the 

decision was made on their claim. These changes make it easy for them to also understand the next steps so they can make 

informed choices on how they will proceed after the claim decision point.  

As a result of both customer and stakeholder research, we have redesigned the common law return to work program. 

Employment Connect is the refreshed program and is providing better employability outcomes for our customers whilst their 

common law claim is ongoing.  

Introducing real-time customer feedback has enabled us to understand our customers’ experience throughout key points of the 

policy and claim journeys and evolve our capability to improve experiences with the aim of better claim outcomes for our 

customers.  

Our future customer journey state has been defined incorporating customer insights, channel use and organisation goals. 

Journey improvement opportunities are currently being integrated into strategic projects over the coming 2020–2021 year. 

Helping small businesses 

We provided financial relief to small businesses who were forced to reduce their workforce or close due to COVID-19 with 

premium reassessments and refunds. There was also a total of more than $75 million in premium savings for employers due to 

discounts for employing apprentices and 5% early payment discounts. 

We have worked in partnership with the Department of Employment, Small Business and Training and the Queensland Small 

Business Commissioner to share information and resources with small businesses, and to stay abreast of key areas of concern for 

these customers. 

One of our injury risk reduction projects was a pilot in the Toowoomba region where we shared an information pack about injury 

prevention and management with new small businesses. Customers gave positive feedback, saying that the information was 

beneficial, as was the accompanying safety consultant guidance. We are now rolling out this pilot more widely across the state.   

During Small Business Month in May 2020, we shared information and resources to help support small businesses. We also 

promoted CCIQ’s #SupportSmall campaign, which championed small businesses during a particularly challenging time with the 

pressure of COVID-19 and social distancing requirements.  

Engaging with customers and stakeholders 

To support regional engagement, we introduced our regional strategy, establishing a regional customer and stakeholder 

relationship management model. 

We delivered several webinars, email and online updates, and virtual presentations to be able to educate and share information 

during COVID-19 while maintaining required social distancing. Topics covered included: 

 occupational violence 

 silicosis 

 claim determination process 

 common law 

 return to work 

 

 duty of care owed by employers during COVID-19 

 mental injuries 

 injury risk reduction 

 legislative changes, including unpaid interns, early 
intervention support, apologies and expressions of 
regret. 

 

Key stakeholders, including unions, and industry, medical, allied health and legal associations, attended our three CEO 

stakeholder forums in early March 2020, where we shared our current strategies and sought feedback for future planning. 
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