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Executive summary  

Assessment of scheme performance  





 

The NSW workers compensation scheme   

Injured workers and 
employers  

Natural 
supports 

e.g. 
family, 
friends 

Emergenc
y and 

medical 
services 

Insurers 

Therapy 
providers 

Customer, 
complaint  

and 
disputes 
services 

Legislation
, 

regulation 
and policy   

Workplace 
preventio

n 
strategies 

and 
supports   
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https://www.legislation.nsw.gov.au/#/view/act/1998/86
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Insurer arrangements in NSW 
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Total reported NSW wages ($ million and percent) by insurer segment
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https://www.sira.nsw.gov.au/workers-compensation-claims-guide/legislation-and-regulatory-instruments/other-instruments/standards-of-practice
https://www.sira.nsw.gov.au/workers-compensation-claims-guide/legislation-and-regulatory-instruments/guidelines/workers-compensation-guidelines
https://www.sira.nsw.gov.au/workers-compensation-claims-guide/legislation-and-regulatory-instruments/guidelines/workers-compensation-guidelines
https://www.sira.nsw.gov.au/workers-compensation-claims-guide/insurer-guidance/general-overarching-principles/overview-of-changes-and-reforms#workers-compensation-dispute-resolution-reforms-2018


Regulating the scheme  
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https://www.sira.nsw.gov.au/resources-library/workers-compensation-resources/publications/workers-and-claims/standards-of-practice
https://www.sira.nsw.gov.au/resources-library/workers-compensation-resources/publications/workers-and-claims/standards-of-practice
https://www.sira.nsw.gov.au/resources-library/workers-compensation-resources/publications/workers-and-claims/workers-compensation-guidelines
https://www.sira.nsw.gov.au/resources-library/workers-compensation-resources/publications/workers-and-claims/medical-dispute-assessment-guidelines
https://www.sira.nsw.gov.au/resources-library/workers-compensation-resources/publications/workers-and-claims/medical-dispute-assessment-guidelines
https://www.sira.nsw.gov.au/resources-library/workers-compensation-resources/publications/workers-and-claims/standards-of-practice
https://www.sira.nsw.gov.au/resources-library/workers-compensation-resources/publications/workers-and-claims/workers-compensation-guidelines
https://www.sira.nsw.gov.au/resources-library/workers-compensation-resources/publications/workers-and-claims/workers-compensation-guidelines


• 

• 

• 

• 

• 

https://www.sira.nsw.gov.au/resources-library/workers-compensation-resources/publications/workers-and-claims/medical-dispute-assessment-guidelines
https://www.sira.nsw.gov.au/workers-compensation-claims-guide/legislation-and-regulatory-instruments/guidelines/workers-compensation-guidelines
https://www.sira.nsw.gov.au/workers-compensation-claims-guide/legislation-and-regulatory-instruments/guidelines/workers-compensation-guidelines
https://www.sira.nsw.gov.au/workers-compensation-claims-guide/legislation-and-regulatory-instruments/guidelines/workers-compensation-guidelines
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SIRA - the workers compensation 

scheme regulator  

• 
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https://www.sira.nsw.gov.au/fraud-and-regulation/review-of-the-nominal-insurer
https://www.sira.nsw.gov.au/fraud-and-regulation/insurer-performance
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SIRA's Governance 
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https://www.sira.nsw.gov.au/corporate-information/about-us#governance
https://www.sira.nsw.gov.au/corporate-information/about-us#strategic
https://www.sira.nsw.gov.au/corporate-information/about-us#regulatory
https://www.sira.nsw.gov.au/corporate-information/about-us#current
https://www.sira.nsw.gov.au/corporate-information/the-board
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SIRA’s regulatory approach principles 
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About this report - Methodology and 

data  
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https://www.sira.nsw.gov.au/corporate-information/workers-compensation-reports
mailto:WCRScheme%20performance@sira.nsw.gov.au


Scheme performance framework 
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https://www.sira.nsw.gov.au/fraud-and-regulation/review-of-the-nominal-insurer/Response-and-actions
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Coronavirus (COVID-19) and the economic downturn  

Ageing workforce 

• 

• 
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Gig economy and changing workforce arrangements  



Compliance and Performance Review of the Nominal Insurer 

• 

 • 

• 

https://www.sira.nsw.gov.au/fraud-and-regulation/review-of-the-nominal-insurer#IndependentReviewer
https://www.sira.nsw.gov.au/fraud-and-regulation/review-of-the-nominal-insurer/terms-of-reference-for-the-review-of-the-nominal-insurer
https://www.sira.nsw.gov.au/fraud-and-regulation/review-of-the-nominal-insurer/Response-and-actions/21-point-action-plan-update-as-at-19-may-2020
https://www.sira.nsw.gov.au/fraud-and-regulation/review-of-the-nominal-insurer/Response-and-actions
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Scheme performance: Effectiveness 

Recovery and absences from work following an injury / 

illness  

 • 

 



Return to work (work status code) rate  

• 

• 

• 

• 



Figure 7 RTW rate (work status) 
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Self-reported returned to work rates  



 

Source:  Safe Work Australia (SWA) National Return to Work Survey (2014, 2016, 2018). Abridged Return to Work Outcomes survey (2019).  

Source:  Safe Work Australia (SWA) National Return to Work Survey (2014, 2016, 2018). Abridged Return to Work Outcomes survey (2019).  

RTW1.      Have you returned to work at any time since your work-related injury or illness? 

Base:  Nominal Insurer: 2014 (n=626), 2016 (n=628), 2018 (n=607), 2019 (n=613). SSI: 2018 (n=39), 2019 (n=86). TMF: 2018 (n=97),  

2019 (n=214). TMF / SSI: 2014 (n=100), 2016 (n=95). 

Notes:  

1. Don’t know’ and ‘Refused’ responses are NOT excluded. 

2. 2018 data includes claims submitted in 16-month period (September 2016 to December 2017). 

3. 2016 data includes claims submitted in 16-month period (September 2014 to December 2015). 

4. 2014 data includes claims submitted in 16-month period (September 2012 to December 2013). 

5. Due to small sample sizes, the TMF and SSI have been combined for 2016 and 2014. 

6. Asterisks (*) indicate statistically significant difference from the previous year (p-value <=0.05). 

 

Self-reported returned to work rate by insurer type and 

injury type  
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Injured workers 
with a 
psychological 
claim reported a 
lower RTW rate 
than other 
cohorts 
 
Just over half of 
the NI claimants 
had RTW at 
any time since 
their injury.  The 
rates for TMF, 
specialised and 
self-insurers 
was higher at 
almost 70% 



 

Source:  National Return to Work Survey (2018). Abridged Return to Work Outcomes survey (2019).  

RTW1. Have you returned to work at any time since your work-related injury or illness? 

Base:  Nominal Insurer: 2018 (n=607), 2019 (n=613) and TMF / SSI: 2018 (n=123), 2019 (n=300). Fractures (n=201), Musculoskeletal 
Disorders (n=850), Other Trauma (n=394), Mental Illness (n=140), Other Diseases (n=71). 1 to 9 days (n=432), 10 to 19 days 
(n=338), 20 to 64 days (n=484), 65 to 129 days (n=273), 130 or more days (n=129). Small (n=449), Medium (n=482), Large 

(n=288). <180 days (n=71), 181 to 270 days (n=610), 271 to 365 days (n=358), 366 to 730 days (n=617). 

Notes:    ^Caution – low sample size (<30). Employer remuneration data not available for the TMF and SSI. 

               Asterisks (*) indicate statistically significant difference from the previous year (p-value <=0.05). 

Self-reported current return to work rate   



 

Source: National Return to Work Survey (2014, 2016, 2018). Abridged Return to Work Outcomes survey (2019).  

RTW1. Have you returned to work at any time since your work-related injury or illness? 

RTW2. Are you currently working in a paid job? 

Base:  Nominal Insurer: 2014 (n=626), 2016 (n=628), 2018 (n=607), 2019 (n=613). SSI: 2018 (n=39), 2019 (n=86). TMF: 2018 (n=97), 
2019 (n=214). TMF / SSI: 2014 (n=100), 2016 (n=95).  

  ‘Don’t know’ and ‘Refused’ responses are NOT excluded. 

Notes:  2018 data includes claims submitted in 16-month period (September 2016 to December 2017). 

 2016 data includes claims submitted in 16-month period (September 2014 to December 2015). 

 2014 data includes claims submitted in 16-month period (September 2012 to December 2013). 

Due to small sample sizes, the TMF and SSI have been combined for 2016 and 2014. 

Asterisks (*) indicate statistically significant difference from the previous year (p-value <=0.05). 

 

Self-reported current return to work rate by injury type  
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Source:  National Return to Work Survey (2018). Abridged Return to Work Outcomes survey (2019).  

RTW1. Have you returned to work at any time since your work-related injury or illness? 

RTW2. Are you currently working in a paid job?  

Base:  Nominal Insurer: 2018 (n=607), 2019 (n=613) and TMF / SSI: 2018 (n=136), 2019 (n=300).  



Fractures (n=201), Musculoskeletal Disorders (n=850), Other Trauma (n=394), Mental Illness (n=140), Other Diseases (n=71). 1 to 9 days 
(n=432), 10 to 19 days (n=338), 20 to 64 days (n=484), 65 to 129 days (n=273), 130 or more days (n=129). Small (n=449), 
Medium (n=482), Large (n=288). <180 days (n=71), 181 to 270 days (n=610), 271 to 365 days (n=358), 366 to 730 days (n=617).  

Notes: ^Caution – low sample size (<30). Employer remuneration data not available for the TMF and SSI. 

Asterisks (*) indicate statistically significant difference from the previous year (p-value <=0.05). 

Durable (3 months) return to work measure  







Customers at work rate   
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Outcome and recovery of customers  

2017       2018      2017      2018        2017      2018

Expect Want Intend
2017   2018      2017      2018        2017   2018 Expect Want Intend



• 

• 

• 

• 

• 

Management of reported claims 
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file:///C:/Users/VeseyM/Documents/Annual%20System%20Perf%20Report/2019/Metadata%20received%20and%20requested%20data/4430.0%20-%20Disability,%20Ageing%20and%20Carers,%20Australia_%20Summary%20of%20Findings,%202018.html


 

 



Change in the number of claims reproted 



Reported psychological claims 



Workers compensation fatalities 

 

 





Scheme performance: Efficiency  
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Percentage of system expenditure going to benefit workers 

• 

• 

• 

 

Percentage of system expenditure going to benefit workers by 

insurer types 

0%

20%

40%

60%

80%

100%

2015/16 2016/17 2017/18 2018/19

Benefits to and for customers as a percentage of payments 

Benefits to customer Benefits for services for customers recovery Expenses



Figure 31 Expenditure going to benefit workers by insurer types ($ Millions) 
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Claims liability status  

Claim decision status 
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Timeliness   

Efficient and timely claims management and liability assessment 

services  

Timeliness of reporting injuries to insurers, excluding occupational 

diseases 
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Timeliness of reporting injuries to insurers by insurer types  

Timeliness of claim liability decisions 
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Increasing use of provisional liability decisions.   
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System performance: Affordability  





Scheme performance - Viability  
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Adequacy of premium collection  



 Jun 2017 



Stability of claim costs 
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Stability of claim numbers and costs for psychological claims 
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Uninsured liability claims 



Workers Compensation Operational Fund  
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Scheme performance - Customer experience  

Customer overall rating of the workers compensation system 
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Disagree (0 - 4) Neutral (5 - 6) Agree (7- 8) Strongly agree (9-10)



• 

• 

• 
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5.6 5.8 5.9 5.6 5.5 5.7

The NSW Workers Compensation System ...

Poor (0-4) (5-6) (7-8) Excellent(9-10) Don't know

...is an 
equitable
scheme

...efficiently 
supports those 
making a worker’s 
compensation 

claim

....is 
affordable for 
employers and 
workers

...effectively
supports those 
who make a 
worker’s 

compensation 
claim

... is a 
sustainable
system

...provides a 
positive customer 
experience among 
those involved in 

the worker’s 
compensation 
claim



Employers’ experience in navigating the workers compensation 

system 

https://www.sira.nsw.gov.au/__data/assets/pdf_file/0005/584798/Independent-Reviewer-Report-into-the-Nominal-Insurer.pdf


Enquiries and complaints 

• 

• 

• 

• 

• 



• 

• 

• 

• 

• 

SIRA enquiries  

Licensed Insurers: Claims Lodgement Policy: Insurance Policy

External Decision: WIRO Recommendation Allied Health Providers: Approval of service provider

Weekly Payments: Payments Other



Disputes 

• 

• 

• 

• 

• 

Complaint drivers (SIRA) 

Medical: Payments Weekly Payments: Payments

Case Management Practice: Insurer conduct/behaviour Medical: Timeframes

Workplace Injury Management: Suitable employment Other





• 

• 

• 

• 

• 



https://nswgov.sharepoint.com/sites/SRPR-WCSAPR201819/Shared%20Documents/WCSAPR%20201819/Report%20Versions/WCSAPRR%20201819%20v%2021%20-%201148%20on%20June%202.docx#_Insurance_levy


• 

• 

• 

• 

SIRA

Peak Bodies

Government 
agencies

Employers

Service 
providers

Insurers

Regulators
Professional 
associations

Media

Legal 
Practitioners

Advocacy 
Groups

Workers





 

Scheme performance - Equity  

• 

• 

• 

Source: SIRA abridged Return to Work Outcomes survey (2019).  

WC5. The next questions ask about your experience with obtaining compensation for your work-related injury or illness. I will read you a number of 
statements. For each statement, please tell me whether you agree or disagree that…? 

Base: Nominal Insurer: 2018 (n=515-521), 2019 (n=602-613), SSI: 2018 (n=34), 2019 (n=86), and TMF: 2018 (n=87-89), 2019 (n=213-214). 

Note: 2018 data includes claims submitted in 16-month period (September 2016 to December 2017). 



• 

• 

• 

• 

• 

 



Source:  SIRA abridged Return to Work Outcomes survey (2019). 

WC5. The next questions ask about your experience with obtaining compensation for your work-related injury or illness. I will read you a number of 
statements. For each statement, please tell me whether you agree or disagree that…? 

Base:  National Return to Work Survey (2018) (n=648). Abridged Return to Work Outcomes survey (2019) (n=913).  

 ‘Don’t know’ and ‘Refused’ responses are NOT excluded. 

Notes: 2018 data includes claims submitted in 16-month period (September 2016 to December 2017). 

Asterisks (*) indicate statistically significant difference from the previous year (p-value <=0.05). 

 

• 

• 

• 

You have been able to
express your views

and feelings when the
insurer has made

decisions about your
compensation benefits

You have had
influence over your

compensation benefits

The way that the
insurer has been

making decisions has
not been prejudiced or

biased against you

The insurer has been
collecting accurate
information to make

decisions

The way that the
insurer has been

making decisions has
been honest

The way that the
insurer has been

making decisions has
been fair to you

2019 2018

Agree and strongly agree responses



 

Source:  SIRA abridged Return to Work Outcomes survey (2019). 

WC5. The next questions ask about your experience with obtaining compensation for your work-related injury or illness. I will read you a number of 
statements. For each statement, please tell me whether you agree or disagree that…? 

Base:  National Return to Work Survey (2018) (n=648). Abridged Return to Work Outcomes survey (2019) (n=913).  

 ‘Don’t know’ and ‘Refused’ responses are NOT excluded. 

Note: 2018 data includes claims submitted in 16-month period (September 2016 to December 2017). 

Interpersonal justice 

79%

68%
74%

79%

62%

72%

The person from the insurer has
provided you with the information you

needed

The person from the insurer has
carefully and completely explained the

way decisions are made

The person from the insurer has
communicated details at the appropriate

times

2019 2018



Source:  SIRA abridged Return to Work Outcomes survey (2019). 

WC5. The next questions ask about your experience with obtaining compensation for your work-related injury or illness. I will read you a number of 
statements. For each statement, please tell me whether you agree or disagree that…? 

Base:  National Return to Work Survey (2018) (n=648). Abridged Return to Work Outcomes survey (2019) (n=913).  

 ‘Don’t know’ and ‘Refused’ responses are NOT excluded. 

Note: 2018 data includes claims submitted in 16-month period (September 2016 to December 2017). 

Customers with multiple claims  

Multiple claim band Number of customers 

1 485,110

2 to 4 128,145

5 to 7 5,724

8 to 10 475

11 claims + 83

91% 89%91% 88%

The person from the insurer has treated you in a polite
manner

The person from the insurer has treated you with dignity
and respect

2019 2018



Compliance and enforcement activity - the regulators response to 

scheme performance  

• 

• 

• 

Providers 

• 

• 

• 

• 

• 

Insurers 

• 

• 

• 

• 

https://www.sira.nsw.gov.au/consultations/review-of-the-nominal-insurer


• 

• 

• 

• 

• 

• 

• 

• 

• 

• 

• 

• 

Late running wages submissions  

 

 

• 

• 

• 

• 

• 

• 

• 

• 

• 

• 

• 

• 

• 

• 



• 

• 

• 

• 

• 

• 

• 

• 

• 

• 

Feedback  

mailto:WCRSystemperformance@sira.nsw.gov.au


Glossary, methodology, data notes and 

acronyms 

https://www.abs.gov.au/ausstats/abs@.nsf/39433889d406eeb9ca2570610019e9a5/a77d93484dc49d63ca25712300056842!OpenDocument
https://www.abs.gov.au/ausstats/abs@.nsf/Latestproducts/7CFE0B0CDD60BA53CA257B9500133DD0?opendocument


• 

• 

• 

• 

• 







.

 

• 

• 

• 

https://www.sira.nsw.gov.au/__data/assets/pdf_file/0009/584919/Abridged-RTW-Outcomes-Survey-NSW-Workers-Compensation-System-Oct-2010.pdf


• 

• 

• 

• 



• 



• 

• 

• 



• 

• 

• 

• 

• 







 

• 

• 

• 

https://opengov.com/
https://www.safework.nsw.gov.au/
https://www.sira.nsw.gov.au/corporate-information/workers-compensation-reports
mailto:WCRSystemperformance@sira.nsw.gov.au
mailto:WCRSystemperformance@sira.nsw.gov.au



