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In this report, references to 
ReturnToWorkSA refer to activities 
undertaken by the Return to Work 
Corporation of South Australia 
in managing the Return to Work 
scheme which became fully 
operable on 1 July 2015, replacing 
the old Workers Rehabilitation 
and Compensation Scheme.

The report meets our obligations 
under the DPC Circular PC 013 – 
Annual Reporting Requirements 
and the financial reporting 
requirements of the Public 
Finance and Audit Act 1987.

Where can I find 
out more?
You can learn about ReturnToWorkSA 
and the Return to Work scheme 
online, where this report and 
previous annual reports are available 
to download from www.rtwsa.com.

We are pleased to present 
the Annual Report for 
2015-16. 

About this report 
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Performance highlights

Effective economic operation of the Return to Work scheme

New legislation with a clear focus on supporting people to remain at and/or return to work 
following injury led to the ReturnToWorkSA Board creating a new clear and simple strategic 
plan for 2015-2018. Our mission is to provide a desirable, affordable and durable recovery 
and return to work scheme for South Australia.

The key strategic objectives to guide our mission are:

A new strategic plan

Realising the health benefits  
of work.

Ensuring the effective and 
economic operation of the Return 
to Work scheme.

This year was the first full year of the new Return to Work scheme. 

While there have been some planned transitional 
expenses, the financial impact from the significant 
reduction in the ‘risk free’ rate resulted in an  
underwriting loss this financial year.

($110m)

in premium revenue was collected 
from registered businesses to fund 
the work injury insurance scheme. 

$495m
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Net assets 

The Scheme’s net assets are the amount 
by which the Scheme assets exceed the 
liabilities. 

 
 
 
 
In previous years the Scheme’s liabilities  
have exceeded the Scheme assets. 

$325m

2015-16

$370m

2014-15

-$1.132b

2013-14

Investment return 

Our investment strategy is a fundamental 
component of ensuring the long-term 
viability of the Scheme. 
 
 
 

 
 
 

We are pleased with our result in a 
challenging environment impacted by 
international and local investment volatility.

$127m

2015-162013-14

$290m $228m

2014-15

 return on investment of 4.6%

Scheme funding ratio 
The scheme funding ratio is the ratio of our 
assets to liabilities.

 decreased by 1.4%

2014-15

114.3%

2013-14

71.0%

2015-16

112.9%

For the first time in the Scheme’s history,  
the Scheme has been valued as fully funded for 
four consecutive half-yearly valuations. 

Our scheme funding ratio remains positive  
and within our target range in times of  
volatile investment markets, record low yields 
for long term investments and the transition  
to a new work injury insurance scheme. 

Financial$



8 ReturnToWorkSA Annual Report 2015-16

Performance highlights

Realising the health benefits of work

67.7%
of claims made were 
reported by phone in 
June 2016

16,698
face-to-face visits  

on 6,224 claims
trained, 89 active 

on a given day

active caseload on 
a given day

107

2,023
Caseload average is

27

mobile staff

80% rate service more than 7 with 50% giving  
9 or 10 out of 10

Phone reporting 

Phone reporting was introduced in 
January 2016 to allow our claims agents 
to quickly identify which workers and 
employers are in need of help with 
recovery and return to work.

Personalised claims service 

Our claims agents and ReturnToWorkSA have 107 
mobile staff providing a personalised, face-to-
face service for employers and injured workers. 
Our regular Net Promoter Score surveys of these 
customers show the value of the new service.
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A more collaborative scheme 

Improving the claims process and supporting 
participants has been a key focus for our 
claims agents. By providing better service, 
the levels of complaints and disputes from 
participants is reducing.

The insurance scheme provides 
financial support to assist an injured 
person to be supported to recover, 
remain at or return to work. The table 
shows how our first full year of the 
service model and new legislation has 
performed in supporting people to 
have remained at work or returned  
to work:  

Injured workers at work at key intervals after injury

Remain at or returning to work – the first year 

4 weeks 13 weeks 26 weeks 52 weeks

This year 75.2% *83.2% **86.6% n/a

2014-15 76.2% 81.0% 86.4% 88.2%

2013-14 73.5% 81.7% 86.0% 88.2%

2012-13 72.2% 83.3% 84.5% 87.2%
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Complaints 
in 2015-16 

reduced  
by

New disputes 
about 

premiums 
reduced by

New disputes 
lodged  

about claims  
reduced by

24.8% 61.5% 52.3%

*9 months to March 2016.  **6 months to December 2015.

Employers registered for premium 

During 2015-16, there were 52,006 
registered businesses.

52,006

paying 
employers 

41,915

received up 
front discount

lost discount and  
paid a penalty

retained full  
discount

retained partial 
discount

3.6%1.5%80.6%
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Chairman and  
CEO messages
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2015-16 marked a new era for work injury 
insurance in South Australia with the 
commencement of the Government’s 
new Return to Work scheme. With 
it came great challenges, as well as 
tremendous change and achievement.

Our key challenge was to smoothly 
implement the new Scheme for new 
claimants whilst also managing the 
transition of the much larger group of 
claimants from the old Scheme. For 
ReturnToWorkSA and our claims agents 
the activity has been intense with 
new laws to learn, the introduction of 
a comprehensive new service model 
focussed on face-to-face support for 
employers and workers, implementation 
of new software and computer systems 
to support the new Scheme, and very 
importantly, assisting claimants from 
the old Scheme adjust to the changed 
benefits of the new Scheme.

I am very proud of our achievements 
this year in moving our culture from 
administering a medical-legal scheme  
to delivering a new Scheme that 
embraces the health benefits of work 
with a strong service ethic.

What is particularly pleasing is that 
both employers and employees are 
appreciative of this new service model. 
So that we could learn and improve, 
this year we surveyed new claimants 
and employers and 80% of respondents 
rated the service 7 or higher on the 0-10 
point Net Promoter Score. These survey 
results are reinforced by significant 
reductions in complaints and disputes 
lodged by new claimants.

This year we also introduced a new 
simpler premium scheme for employers 
which rewards those companies with no 
employees off work with injury, or where 
swift return-to-work opportunities are 
provided to injured employees. This was 
also the first year of the reduced average 
premium rate of 1.95% which saved 

businesses an overall $180 million to 
spend and invest in South Australia.

2015-16 marked an exciting beginning 
of a new era for work injury insurance 
in South Australia. But the work has 
just begun. Our Board recognises that 
a durable injury insurance scheme 
has to be both desirable to workers 
and affordable for South Australian 
employers. Our strategic approach for 
the next three years will see us continue 
to introduce key initiatives that focus 
on realising the health benefits of work 
as well as ensuring the effective and 
economic operation of the Scheme.

I want to personally thank all of the 
people who contributed to the success 
of this year: our CEO, Greg McCarthy, 
his executive team and all of the staff at 
ReturnToWorkSA as well as our claims 
agents and legal service providers. Your 
contribution, commitment and service 
have been invaluable.

Finally, Greg McCarthy is retiring in early 
December and I would like to place on 
record my sincere appreciation of his 
strong leadership and deep knowledge 
of the industry which has enabled the 
organisation to make unprecedented 
financial and cultural improvement 
during his tenure. Greg leaves a great 
legacy and one that I am confident 
his successor will maintain when they 
take over the helm as CEO on Greg’s 
departure. 

JANE YUILE 
Chairman 
ReturnToWorkSA Board

Message from Jane Yuile, 
Chairman 

“I am very proud of our 
achievements this year 
in moving our culture 
from administering a 
medical-legal scheme to 
delivering a new Scheme 
that embraces the health 
benefits of work with a 
strong service ethic.”
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Message from Greg McCarthy, 
Chief Executive Officer 

“No one wants to get 
injured on the job, and 
most people don’t 
really like taking time 
off unless they have 
to. This is why our 
focus has been firmly 
on supporting people 
to remain at work, or 
return to work as soon 
as possible following  
an injury.”

The last 12 months has been one of 
significant improvements for workers 
who are injured at work, and their 
employers. For workers, they’ve had 
better access to tailored recovery  
and return to work services and 
employers have paid less in premium  
for these benefits. 

With the introduction of the Return  
to Work scheme on 1 July 2015,  
the insurance premium paid by 
employers dropped by an average of 
20%, which translates to $180 million 
worth of savings for employers across 
the State. 

The average premium rate is currently 
1.95%, the lowest it has ever been in 
South Australia. This is certainly a step 
in the right direction, because for South 
Australia to be a desirable place to do 
business, we need to be competitive 
with other states.

Importantly, the Scheme is now also fully 
funded, which means we have enough 
assets to meet the liabilities from the 
claims made for work related injury.

To achieve this, we’ve made big changes 
to the way we help people who have 
been injured at work, and the employers 
whose insurance premium funds the 
Scheme.

No one wants to get injured on the job, 
and most people don’t really like taking 
time off unless they have to. This is why 
our focus has been firmly on supporting 
people to remain at work, or return to 
work as soon as possible following  
an injury. 

There’s plenty of research that tells 
us of the health benefits of work, how 
important it is for people to remain 
connected to their workplace after an 
injury. Not only does it speed up their 
recovery, it also helps with mental health 
and an overall sense of wellbeing.

It makes sense then that realising the 
health benefits of work is the first strategic 
objective that guides our organisation. 

Together with my management team, 
we’ve set out a number of key initiatives 
to support and achieve this, including 
continued focus on active claims 
management, early intervention and  
the successful mobile claims 
management model.

The benefit of having a mobile case 
manager visit a worker and their 
employer in the very early days of an 
injury cannot be underestimated.  
Having someone onsite who 
understands the specifics of both the 
injury and the workplace means they  
can help drive a quicker medical 
response as well as a more focused  
and tailored returned to work.

Employers and workers have been 
forthright with their feedback about this 
personalised service, and the difference 
it has made to both the worker in terms 
of managing their injury and recovery, 
and the employer with regards to helping 
their worker back to work and of course 
the reduced cost in terms of premium. 

The second and equally important 
strategic objective we have set is to 
ensure the effective and economic operation 
of the Return to Work scheme.
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To achieve this, we’re being really clear 
about what it means to be an insurance 
business, and our role as a regulator. 

We’re continually improving and looking 
for efficiencies in our return to work 
operations, especially around our 
systems and processes. 

As part of our active management of the 
Scheme, we have commenced significant 
investigations into contractors and 
labour supply businesses, unearthing a 
range of potentially fraudulent practices.

Using our significant data analytic 
capabilities in addition to intelligence 
gathering and surveillance work we have 
undertaken over 90 investigations and 
compliance audits on more than 600 
host employers. 

Our inter-agency relationships with the 
ATO, RevenueSA, ASIC and SafeWork SA 
means we are able to share information 
and quickly identify patterns of 
behaviour.

We have also developed a range of 
tools including an employer look up to 
enable host employers to quickly assess 
whether their labour hire contractors 
are registered with us, and this is being 
frequently used. 

We will continue to be vigilant in this 
area.

 

I reflect with a sense of pride on the past 
four years at ReturnToWorkSA. I have 
worked closely with the Government 
and my management team to turn what 
was a very broken medico-legal scheme 
in to a fully funded service that actually 
focuses on recovery and positive 
outcomes for both workers and their 
employers. 

As I retire at the end of 2016, I would like 
to take this opportunity to thank all the 
ReturnToWorkSA staff and the executive 
team for their dedication and willingness 
to work hard with me to turn things 
around. We are now definitely heading in 
the right direction. 

GREG MCCARTHY 
Chief Executive Officer



14 ReturnToWorkSA Annual Report 2015-16

About us
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ReturnToWorkSA is 
responsible for providing 
work injury insurance 
and regulating the South 
Australian Return to 
Work scheme (formerly 
the South Australian 
WorkCover scheme) 
under the Return to 
Work Act 2014.
The objective of the Scheme is to provide 
financial support to workers who suffer 
injuries at work and provide early 
intervention in respect of work injury 
claims to ensure action is taken  
to support workers to:

•  realise the health benefits of work

•  recover from injury

•  remain at, or return to work following 
injury (including after retraining, 
if required)

•  live independently and be restored  
to the community when return to  
work is not possible.

In delivering this objective we seek to 
reduce disputation and adversarial 
contests wherever possible whilst 
balancing the interests of  
workers and employers to ensure  
that employers’ costs are contained 
within reasonable limits.

We’re passionate about delivering a  
work injury insurance scheme that 
provides the right services at the 
right time. We work with people with 
work injuries and their employers in a 
financially sustainable way, to ensure the 
best possible chance of recovery and 
remaining at work or returning to work.

Our insurance role
We provide work injury insurance 
that protects more than 50,000 South 
Australian businesses and nearly 
500,000 employees in the event of 
a work injury. As an insurer we are 
funded by the premiums we charge 
businesses and any investment returns 
we can achieve on invested funds.

ReturnToWorkSA directly provides 
all insurance underwriting functions 
including premium price setting, 
the design of the premium system, 
premium risk management 
and premium collection. 

ReturnToWorkSA does not directly 
manage all claims. We have appointed 
two claims agents, Employers Mutual SA 
Pty Ltd and Gallagher Bassett Services 
Pty Ltd, who are contracted to deliver 
claims management services under the 
Return to Work Act 2014 and in accordance 
with the ReturnToWorkSA business 
model. We provide our agents with an 
integrated claims data and electronic 
records management system. South 
Australian businesses and workers can 
expect to receive consistent service 
irrespective of which claims agent is 
contracted by us to manage our claims. 

ReturnToWorkSA retains direct 
management of claims from injured 
workers who have suffered a traumatic 
catastrophic injury. In total our insured 
employers have approximately  
8 workers per year with such significant 
injuries. Our EnABLE team specialises in 
providing a personalised and intensive 
support service for these workers, 
their families and their employers.

ReturnToWorkSA and our claims agents 
provide essential services to people 
injured at work which include:   

•  effective claims management services 
to workers and employers to achieve 
the best possible recovery and return 
to work outcome, including face-to-
face support where appropriate

•  income support to cover lost wages

•  meeting the cost of reasonable 
medical expenses 

•  financial support in the form of  
lump sums

•  financial support for access to a  
range of return to work services  
where required.

Our regulatory role
Through effective regulation we protect 
the interest of workers and employers 
by monitoring and enforcing compliance 
with the Return to Work Act 2014 
(formerly the Workers Rehabilitation and 
Compensation Act 1986). We regulate the 
Scheme so that workers and employers 
receive appropriate, timely and effective 
services when a person is injured at work.

Our key regulatory roles include:

•  managing compliance with the 
employer obligations to provide 
suitable employment and appoint a 
return to work coordinator

•  managing registration and compliance 
of self-insured employers, who manage 
their own claims and associated 
liabilities as an alternative to insuring 
with ReturnToWorkSA

•  setting the fees and conditions  
for the provision of medical, allied 
health services, return to work,  
job placement, and other services 
funded by the insurers 

•  educating service providers about  
the Scheme and our expectations  
of service outcomes

•  responding to enquiries and managing 
initial complaints about scheme 
participants

•  investigating offences under the  
Return to Work Act 2014 such as 
dishonesty and fraud

•  ensuring permanent impairment 
assessments comply with the 
Minister’s Impairment Assessment 
Guidelines and the Return to Work  
Act 2014. 

ReturnToWorkSA enjoys a working 
partnership with SafeWork SA to  
promote work health, safety and 
welfare. Our partnership is supported 
by a Statement of Common Purpose 
and regular joint executive meetings 
to ensure employers are meeting their 
work health and safety and injury 
management obligations.
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Preparing for the  
Return to Work scheme



17ReturnToWorkSA Annual Report 2015-16

The reforms to South 
Australia’s work injury 
insurance scheme have 
required significant 
transformation within 
our business, and within 
our claims agents’ 
businesses to deliver the 
legislative changes and 
new service standards. 

From July 2014 when the Government 
first introduced the proposed legislation 
to Parliament, we’ve focused on 
implementing changes to our operations, 
technology infrastructure, culture, and 
service offerings to successfully deliver 
the Return to Work scheme. During 
2015-16 we have continued to work 
collaboratively with our claims agents to 
provide training and support to staff to 
meet the new service standards required 
to be delivered by us and our agents.

Our claims agents have continued 
to provide service to people injured 
under the WorkCover scheme whilst 
implementing the new Scheme. We have 
actively managed their performance 
to ensure the delivery of better 
services focussed on return to work. 
Their performance was managed and 
monitored in a number of key areas,  
such as:

•  claim eligibility management

•  return to work strategies

•  determination of correct levels  
of financial support

•  accuracy and speed of benefit 
provision

•  benefit cessation

•  financial management

•  project planning and implementation 
for the Return to Work Act 2014. 

To support the new Scheme, we and 
our claims agents delivered information 
forums across metropolitan and 
regional areas for workers, employers, 
stakeholders (including employer 
associations and unions), legal 
professionals, Scheme service  
providers and other interested groups.  
These forums focused on:

•  the Return to Work Act 2014 and 
Scheme requirements

•  how the new Scheme will deliver better 
health and return to work outcomes

•  new face-to-face mobile case 
management service model being 
provided through our claims agents

•  the financial and support benefits for 
workers with an injury 

•  the new simpler and more affordable 
insurance premium system

•  how all Scheme participants could 
contribute to achieving better 
outcomes and scheme performance. 

During 2015-16 we provided a number 
of forums for stakeholders and service 
providers regarding the progress of the 
new Scheme. In particular, we have 
committed to continuing a regular 
six monthly scheme update forum for 
employer associations and unions. 

Since January 2015 we have also been 
regularly providing information to 
individuals with insurance claims who  
are directly impacted by the changes  
to financial benefits under the new 
Return to Work scheme. 

Under the new Scheme, people injured 
at work may receive income support to 
cover loss of wages for up to two years,  
or until retirement age if they are 
assessed as seriously injured. People 
injured at work may also be entitled to 
financial support for medical expenses 
for up to 12 months after income support 
ceases, or for life if seriously injured.  
For people who were not receiving 
income support as part of their claim 
on 1 July 2015 when the Return to Work 
scheme commenced, the Government 
made a transitional provision that 
enabled this group of people to receive 
an additional 12 months of financial 
support for their medical expenses.  
This financial support ceased on  
30 June 2016.

ReturnToWorkSA and its claims agents 
conducted a program of regular contact 
with affected workers and their medical 
and allied health providers in the months 
leading up to the change to ensure they 
were aware of the change to the financial 
support they would receive from their 
employer’s insurance premium with 
ReturnToWorkSA. Our aim was to ensure 
that all impacted people and groups 
were aware of this change well in advance 
and provided with information and tools 
to support the transition to their health 
needs being supported by private health 
insurance, personal funds or Medicare.
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New legislation with a clear 
focus on supporting people 
to remain at or return to 
work following injury led to 
the ReturnToWorkSA Board 
creating a new, clear and 
simple strategic plan for 
2015-2018. 

Delivering the new legislation and new 
service model in a relatively short period 
was a substantial business undertaking 
with potential for customer disruption. 
Our primary focus this year was to ensure 
that we delivered on the three key themes 
of the Government’s new Return to Work 
Act 2014 which commenced on 1 July 
2015:

1.  providing early intervention to support 
injured workers in realising the health 

benefits of work in recovering from 
injury and returning to work.

2.  supporting workers with life defining 
serious injury to participate in the 
community when return to work  
is not possible.

3.  employers costs are contained within 
reasonable limits with an expectation 
that the average insurance premium 
rate would be 2% of employer 
remuneration or less.

Our strategic direction: Our mission is to provide  
a desirable, affordable and durable recovery and 
return to work scheme for South Australia.

The key strategic objectives to guide our mission are:

Realising the health benefits of work. 

Ensuring the effective and economic operation  
of the Return to Work scheme.

1
2
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Aligning with the 
Government’s objectives  
and South Australia’s 
Strategic Plan
The State Government has developed  
10 economic priorities which underpin 
their vision for South Australia’s future  
to be a place where people and business 
thrive. The Return to Work scheme 
has an important role in supporting 
the economic prosperity of the State. 
Consistent with the Government’s 
economic priority number 7 South 
Australia – the best place to do business, 
the successful implementation of 
workers compensation reform in  
South Australia will contribute to  
the following objectives:

•  EP7:ST2 – work with industry to create 
simpler regulation that supports 
innovation, new investment and jobs, 
with an initial focus on the housing, 
food manufacturing and health and 
biomedical industries

•  EP7:MT1 – create the most cost 
competitive business environment in 
the nation

•  EP7:MT5 – create a system of regulation 
which promotes innovation and 
removes unnecessary burdens on 
business and the community, while 
safeguarding consumers and the 
environment.

Return to Work 
Corporation of South 
Australia Charter and 
Performance Statement 
Our strategic directions are underpinned 
by the Government’s Return to 
Work Corporation of South Australia 
Charter and Performance Statement. 
These strategic directions define the 
Government’s priorities, performance 
expectations and measures expected  
of ReturnToWorkSA.

A new Charter was prepared to support 
the new Scheme, and the Charter and 
2015-16 Performance Statement were 

approved by the Minister and Treasurer in 
August 2015. The Charter was tabled 
in Parliament on 8 September 2015.

Section 15 of the Charter requires 
ReturnToWorkSA to include in the  
Annual Report information on:

•  15.1.1 – achieving its statutory 
obligations and functions

•  15.1.2 – achievements in securing 
return to work outcomes for injured 
workers

•  15.1.3 – performance against the 
targets and expectations in Part 3  
Section 5 of the Performance 
Statement, including explanations 
where targets have not been achieved

•  15.1.4 – maintaining a prudent, risk 
based investment program

•  15.1.5 – compliance with obligations 
under the Act and the Corporation Act.

All of these matters are covered in 
this report. 

Performance Statement 

The following key priorities have now been achieved for 2015-16: 

The quality assurance framework to ensure whole 
person impairment assessments meet the legislative 
requirements of the Act and are compliant with the 
Impairment Assessment Guidelines must be maintained 
and reviewed.

Activity to monitor delivery of the mobile case 
management model, monitor mobile case manager 
caseloads against agreed contract levels and seek 
continuous improvement of its outcomes must  
be ongoing and regular.

Activity to monitor implementation of the Return 
to Work premium system and the SA Industry 
Classification system must be ongoing and regular.

The provision of a risk management partnership  
service to support employers with a high incidence  
of work injury claims must be ongoing and regular.

The ReCONNECT program to assist workers in 
navigating employment support and job placement 
services available to people who do not have a work 
injury claim must be established.

Activity to monitor implementation of the work 
capacity certificate with a view to identifying any 
potential enhancements must be ongoing and regular.

Assessment of the utilisation of health providers in the 
service model to ensure timely, value added services 
are provided must be ongoing and regular.

A strategy to identify, investigate and manage  
common law claims must be formulated,  
implemented and reviewed.
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Goal 1: Realising the health benefits of work

In the early days of the new 
Return to Work scheme we 
conducted seminars for six 
months with employers, 
unions, health providers, 
lawyers, return to work service 
providers and other interested 
groups. We introduced a 
new service model that 
was specifically designed 
to encourage early injury 
reporting and a face-to-face 
claims management service 
for workers and employers 
needing significant assistance 
with recovery, staying at work 
or returning to work. 

Injured workers at work at key intervals after injury 

4 weeks 13 weeks 26 weeks 52 weeks

This year 75.2% *83.2% **86.6% n/a

2014-15 76.2% 81.0% 86.4% 88.2%

2013-14 73.5% 81.7% 86.0% 88.2%

2012-13 72.2% 83.3% 84.5% 87.2%

*9 months to March 2016.   
**6 months to December 2015.
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Personalised and 
mobile service model
The new ReturnToWorkSA business 
model is now the core focus in our 
contracts with our claims agents. 
We are proud of the commitment of 
ReturnToWorkSA staff and our claims 
agents to the new service approach. 
Whilst we and our agents have been 
on a steep learning curve in this first 
year of the new approach, the following 
outcomes over the year demonstrate  
our joint unwavering commitment  
to excellence:

•  Personalised service: By 1 July 2015 
our claims agents were ready with 85 
trained mobile claims staff available 
to provide  face-to-face service to 
workers and employers. At the end 
of the year there were 107 mobile 
claims staff throughout Adelaide and 
the major regional population centres 
with low average caseloads of 27 to 
enable intensive communication with 
our customers when it is required. 
6,224 customers have now received 
16,698 face-to-face services in the new 
Scheme.

•  In late January 2016 we introduced a 
simple phone claim reporting option 
for our insured employers. In June 2016 
67.7% of claims made were reported 
via phone allowing our claims agents 
to quickly identify which workers and 
employers were in need of help from a 
mobile claims manager. 

•  Service feedback from customers 
is a key feature of the new business 
model. Customer feedback measures 
form a significant component in the 
contract remuneration of our claims 
agents. From October 2015 we were 
able to commence regular surveying 
of employers and workers engaged 
with the mobile claims service. The 
surveys are designed to capture 
customers’ opinions whilst the services 
are still being received, rather than 
only on completion. This immediacy 
has resulted in a very high response 
rate of 22.4% (typically 15% or less). 
Importantly, the contemporary nature 
of the survey means that if people 
indicate they are not satisfied with 
the service we are able to contact the 
customer and discuss what we can do 
to fix their concerns. This aspect called 
service recovery is a critical element 
of the new business model. 80% of 
respondents rated the service they 
were receiving at above 7, with the by 
far the largest cohort of responses 
being at the maximum score of 10  
(See graph below). 

 Reducing disputation and adversarial 
contests is a key requirement outlined in 
the objects of the Return to Work Act 2014. 
Whilst the service feedback provides some 
encouraging qualitative and quantitative 
data we are unable to compare it with 
the past. Participant anxiety can also be 
measured by the levels of complaint and 
disputes from participants.
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Personal service 
Bronwyn Staples, team leader 
at Cara and supported by the 
ReturnToWorkSA insurance scheme

Bronwyn’s job involves hands on  
work supporting individuals with 
severe and multiple disabilities.

In 2016 she injured her back while 
supporting an individual in the pool.

“My case manager, Tracey, sat down 
with me and talked about something 
that nobody had told me until now – 
which is that she didn’t want to talk 
about the things that I couldn’t do, 
she wanted to talk about the things 
that I could do.

“I didn’t realise that there were so 
many things that I could go back to 
work and do”.

Bronwyn wanted to return to work 
as soon as possible, which thanks to 
Tracey’s assistance, she was able to 
do. While recovering she performed 
light duties and had another staff 
member assist her with heavy  
lifting tasks.

“The staff have been fantastic –  
Tracey contacts me all the time.  
I’ll even be able to get back in the  
pool and build up to supporting 
people properly again.”
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 »  New claim disputes registered at 
the South Australian Employment 
Tribunal (SAET) have reduced  
by 52.3% from 2015.

 »  Employer premium disputes  
are down by 61.5%.

 »  Complaints received are down  
by 24.8%.

•  Easing the anxiety of participants 
in the claim process has been a key 
focus for our claims agents. We have 
tightened our focus on the getting  
the insurance basics right:

 »  Now 90.8% of claims submitted 
for recent physical injuries are 
assessed within 10 business days 
– claims for mental health injuries 
and claims for injuries from a long 
time ago take longer to establish 
whether or not the person is 
eligible for assistance. We operate 
a ‘no fault’ insurance scheme and 
approximately 93.6% of claims 
were accepted in 2015-16.

 »  Now 94.3% of workers have  
their expenses reimbursed within  
14 days of receipt.

 »  Now 96% of employers receive 
wages reimbursements within  
30 business days.

 »  Now 91.1% of medical and allied 
health providers receive payments 
on their invoices within 30  
business days.

•  From a ‘medico-legal’ scheme to 
recovery and return to work.  
The new legislation settings, the 
reduction in the number of new 
disputes and the personalised, face-to-
face service have combined to reduce 
ReturnToWorkSA’s expenditure on 
independent medical reports. These 
reports provide an understanding 
of the liability aspects of a claim, 
rather than being aimed at improved 
treatment. There will always be a need 
for independent medical examinations 
in a work injury insurance scheme. 
However, the increased understanding 
and communication between workers, 
their employers, their doctors and our 
mobile claims managers has meant we 
now spend approximately $300k per 
month rather than $1m per month on 
independent medical reports.

•  Being at work outcomes. In 
challenging economic times remaining 
at work, recovering from injury and 
returning to the workforce are even 
more important. During 2014 and 2015 
we introduced a number of initiatives 
to help people recover at work and 
return to work following injury. The 
effort of transition to the new Scheme 
combined with fewer jobs in the 
employment market have created a 
challenging environment for injured 
workers and employers. It is pleasing 
to see positive signs in the ‘at work’ 
rate this first year of the new Scheme. 
The table above provides a summary 
compared to the last three years. 

Fast and friendly 
service
Phil Rice, Risk and  
Environment Manager, 
Intercontinental Adelaide

When two staff sustained knife 
injuries in the hotel kitchen, Phil 
used our new phone reporting 
service to report the injuries and 
claim for medical costs.

He was pleasantly surprised at the 
fast and friendly service he received.

“We were able to get the outcomes 
we needed in a faster way. Dealing 
with someone over the phone and 
being able to have a conversation 
was a much better process than 
completing a form and waiting for 
someone to contact us.”

workers reimbursed within 14 days of 
us receiving their receipts

employers wages expenses reimbursed 
within 30 day terms

medical and allied health services for injured 
workers billed directly to our claims agents are 
paid within 30 day trading terms

94%

96%

91%

Prompt decisions and payments promote focus on recovery and return to work

90% claims submitted for physical injuries are 
assessed within 10 days
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•  Retraining. Whilst most people injured 
at work recover and return to their 
employment, there are people who 
are unable to return to employment 
that they are already trained for 
and capable of doing. The Return to 
Work scheme allows the employer’s 
insurance premium to provide financial 
support to people in this situation. 
Whilst retraining may be expensive, 
people with resilience and strong 
personal motivation are able  
to make good use of financial support 
for training that increases prospects  
of employment.

•  Community participation and 
purpose. Each year ReturnToWorkSA 
receives approximately 14,000 new 
claims for financial support. Most of 
these people will remain at work or 
return to work. A small number people 
will have long term disability as a 
result of their injury. The Return to Work 
Act 2014 enables a life time care and 
support package for people with an 
assessed permanent impairment of 
30% or more. By June 2018 we expect 
that there will be approximately 500 
people who were injured under the 
replaced WorkCover scheme who will 
transition into this category of support.

ReSkilling –  
a new initiative
The ReSkilling program is intended to 
provide effective skill maintenance or 
training to support an injured person in 
the following scenarios:

•  Where they are able to return to 
work with their pre-injury employer 
once fully recovered. However, during 
their recovery the person is unable to 
undertake alternative work with their 
employer. The ReSkilling program 
can assist with skill maintenance 
and provide a motivating work 
environment.

•  Where a person will not be able to 
return to work with their pre-injury 
employer. The person may be able to 
perform a modified range of pre-injury 
duties or may have to contemplate 
different work. The ReSkilling 
program will help the person identify 
existing skills, develop new skills and 
employment prospects suited to  
their skills and capacity.

The ReSkilling program is intended to 
support people so they remain engaged 
in a working environment and, where 
necessary, improve their employability 
during the recovery and return to work 
process. This program is focused on jobs 
and skills to complement medical and 
allied health treatment.

The program has the following 
services that can be utilised in 
various combinations to best suit the 
circumstances of each injured person:

•  skill maintenance and development

•  skill assessment, recognition and 
mapping

•  training – both accredited and  
non-accredited

•  employment placement and 
recruitment support.

Living with 
serious injury
Peter Wilson, Managing Director, 
Determined2 and Founder of the 
Immersion Therapy and Give-It-A-
Go Fun-Raiser Programs

In 2007, Peter was run over by a car 
at work, sustaining serious life-long 
injuries resulting in 47% permanent 
impairment. Peter has a total of 9 
years’ experience in the WorkCover 
and Return to Work schemes.

He considers his experience of the 
personalised customer service 
provided by case managers under the 
new Scheme as a vast improvement.

“The new legislation provides a 
valuable tool which gives me a lot 
more opportunity to create financial 
independence for myself and my 
family, while being nurtured and 
protected by my case manager. This is 
a lot different to before.”

“What makes Peter an inspiration to 
me is that he is essentially an ordinary 
person who faced traumatic injury with 
its long term consequences, and he is 
now doing extraordinary deeds that 
create a better life for many people.  
For a dose of optimism visit his website 
at www.determined2.com.au.” 
Rob Cordiner Deputy CEO 
ReturnToWorkSA.
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For a person requiring assistance in the 
short-term before they return to their 
pre-injury employer, the injured person 
may participate in skill maintenance 
or undertake training to increase their 
employability. If the person cannot return to 
their pre-injury employer they may undergo 
a qualification or certificate course.

Initially, the services are being delivered 
by five suppliers, who have direct links 
with key industries. Referrals to the 
program commenced on 1 June 2016  
and the program will operate as a  
pilot for up to three years. 

Enhanced technology to 
enable better service
The new service standards required 
enhanced technology to enable 
ReturnToWorkSA and claims agent staff to 
access key business applications whether 
they are in their office or on the road. 
Our ICT team worked closely with our 
business units to design and deliver:

•  1 virtual desktop for all ReturnToWorkSA 
and claims agent staff for our 
communication, claims management 
and payment systems

•  1 digital records environment for all 
ReturnToWorkSA and claims agent staff 
with any paper received being scanned 
into an electronic format for easy 
storage, searching and record retrieval

•  significant core system enhancements 
for improved efficiency in the delivery of 
important financial services to injured 
workers, employers and medical and 
allied health providers 

•  an online Learning Management System 
for ReturnToWorkSA and claims agent 
staff to enable consistent training on the 
core elements of the new Scheme.

Supporting Scheme 
service providers to 
deliver better health 
outcomes
ReturnToWorkSA supported medical  
and other service providers throughout 
2015-16 to help them achieve better 
health outcomes for their patients  
with a work injury. 

We contacted over 750 health providers, 
listening to their challenges and providing 
practical information and support.  
8 online education modules for  
allied health providers were released  
and we delivered more than 80 face-to- 
face education sessions around the  
state to over 1,100 health providers  
and practice managers. 

EnABLE – Supporting 
people with catastrophic 
injuries
We understand that workers who have 
severe traumatic work injuries require a 
high level of personalised support and 
case management. Together with their 
families, they need ongoing support from 
the time of injury to achieve sustainable 
quality of life outcomes commensurate 
with their abilities.

To provide a greater level of care to 
people with severe and traumatic 
injuries, we established a specialised 
unit made up of a small team of 
insurance claim consultants and 
disability support consultants. 
The team provides assistance under  
the EnABLE program which is designed 
to support and empower people with  
a severe traumatic injury.

A disability support consultant contacts 
the person injured and/or their family and 
employer as soon as they are aware of the 
injury to provide immediate assistance. 
Due to the traumatic nature of the injury, 
services and support often commence 
before a claim has been made.

Our disability support consultants work 
in partnership to plan and deliver an 

individually tailored care and support 
service that enables participants to 
achieve their personal goals, have 
greater control over their lives, build 
positive aspirations, maximise their 
independence and participate more  
fully in the community. 

Typically around 8 people each  
year suffer severe and traumatic injury.

We believe that focusing on recovery, 
and achieving a positive quality of life are 
important elements in providing lifetime 
care to workers with a severe traumatic 
work injury. 

Impairment assessments
Whole person impairment assessments 
are a critical element of the Return to 
Work scheme, helping to determine 
whether an injured worker is entitled to 
lifetime care and support (whole person 
impairment equal to or greater than 30%), 
and also factoring into the calculation of 
lump sum entitlements for economic loss 
and non-economic loss for workers who 
do not meet the criteria for serious injury.

ReturnToWorkSA conducts compliance 
reviews of permanent impairment 
assessment reports to ensure they are 
compliant with the Act and the Minister’s 
Impairment Assessment Guidelines, 
and also provides support to accredited 
Impairment Assessors through training 
and enquiry management.

In 2015-16, 1,083 permanent impairment 
assessment reports were received.  
Of these, 89.4% were performed under  
the new Scheme guidelines (the 
remainder were performed under  
old Scheme guidelines and primarily 
related to outstanding disputes).

Of the total reports received, 79.9% were 
compliant on first review. No reports 
were formally declared non-compliant, 
which means that all issues were able  
to be resolved through agreement.

ReCONNECT program
ReCONNECT is a free and voluntary 
service to deliver practical assistance to 
the small number of people who require 
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some ongoing support to transition from 
Scheme funded services to community 
based support services at the end of 
their claim. 107 clients were supported by 
ReCONNECT in 2015-16.

Regional engagement 
strategy
Our regional engagement strategy was 
developed to support people injured 
at work, employers, return to work 
coordinators and medical practitioners 
in South Australia’s regional and rural 
areas. The strategy includes a number of 
initiatives designed to support employers 
and health practitioners to assist people 
injured at work to achieve the best possible 
recovery and return to work outcomes.

Our claims agents have mobile claims 
managers resident in Mt Gambier and 
the Iron Triangle with drive-in support 
available to other regional areas.

Our workplace advisory team delivered 
face-to-face training to employers and 
return to work coordinators in Port 
Lincoln, Port Augusta, Whyalla, Port Pirie, 
Clare, Barossa, Berri and Mount Gambier 
on the following topics including:

• identifying suitable duties

• preparing return to work plans

• engaging managers

•  explaining the new Return to  
Work scheme.

While in these regional areas, the 
workplace advisory services team 
undertook numerous onsite visits  
with employers. 

Information sessions were also delivered 
for self-insured employers on topics 
including internal audit and corrective 
action, hazard management, and 
planning, measurement and review.

We also delivered a range of initiatives 
targeting medical practitioners and 
professionals including:

•  delivering musculoskeletal workshops

•  hosting forums for Practice Managers

•  communicating the health benefits  
of work and implementing the  
GP campaign 

•  introducing the new Work Capacity 
Certificate which is designed to help to 
identify what workers can do while they 
continue recovery following a work injury. 

Developing a new 
premium system 
We believe that to deliver a more 
affordable Scheme for employers it is 
important to have a premium system 
which supports injury prevention and 
remain at and return to work outcomes.

Following 12 months of consultation 
with employer associations and 
employers about the high cost, 
obstacles and complexity of the 
then WorkCover insurance premium 
system, it was clear that a new simpler 
premium system was needed. The new 
system would need to promote injury 
prevention, recovery from injury at work 
and cooperation between employers, 
injured workers and their insurer.

In December 2014 two new premium 
options were provided to employer 
associations for consideration. Whilst 
both were simpler to understand and 
encouraged early and safe return to 
work, one option created less volatility 
for the premium paying customer. Almost 
all associations and individual employers 
preferred the less volatile option. 

The new premium system commenced 
on 1 July 2015 and coincided with the 
introduction of the new Return to Work 
Act 2014. In 2015-16 the average premium 

rate charged dropped from 2.75% to 
1.95% of employers declared wages, 
representing approximately $180 million 
in savings for employers in 2015-16. 

In considering the average premium rate 
to charge for 2016-17 there have been a 
number of important considerations:

•  volatility in the investment markets 
around the world 

•  a volatile and generally deteriorating 
‘risk free’ rate of return on funds – 
typically dependent upon the 10 year 
Australian Government bond rate which 
reached is lowest level ever recorded

•  difficult economic conditions for our 
business customers

•  a new Return to Work scheme with a 
substantially different financial benefit 
package for workers with injuries, 
including components that will take 
some years to mature such as new 
lump sum payments and a life time 
care package for seriously injured 
workers.

The average premium rate for 2016-17  
will be held at 1.95% of remuneration  
of South Australian businesses.

Providing free 
information and 
advisory services
We fund the Legal Services Commission 
(LSC) to provide a free information and 
advisory service to workers about work injury 
insurance matters and processes. Since the 
service commenced in August 2013, the LSC 
has received 690 telephone enquiries and 
arranged 180 advice appointments.

900
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The new insurance premium system applies to all registered employers 
regardless of their size and is designed to be simple and easy to understand, 
and promote a strong injury prevention and return to work focus in the 
workplace. The key features of the new premium system are:
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About the new insurance premium system 

 A simple premium calculation formula that is easy to explain  
and understand.

 Discount for ‘no claims’ and good return to work rates applied 
upfront to the base premium of all employers based on their size.

 Income support costs of claims only will be used in the premium 
calculation. Employers can influence the amount of premium  
they pay by focussing on return to work.

 Only paid income support costs of claims will be used in the 
premium calculation. Claims estimates will no longer be used.

 Discount applied upfront to the base premium of all employers 
based on their size.

 The same claims costs will not be used in more than one  
premium year.

 The adjusted premium calculation at the end of the financial  
year will be based on changes to remuneration only. 

1
2
3
4
5
6
7
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Fewer new disputes mean 
greater efficiencies and 
more time helping people.

Goal 2: Ensuring the effective and economic 
operation of the Return to Work scheme

New disputes about claims reduced by

Complaints in 2015-16 reduced by

New disputes about premiums reduced by

24.8%

61.5%

52.3%
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ReturnToWorkSA and 
our claims agents 
administrative efficiency
ReturnToWorkSA is operating in a new 
legislative environment after 27 years 
of relative stability. The new Return 
to Work scheme already collects less 
premium revenue from employers and 
will have fewer open active claims from 
injured workers by 2018-19 with a more 
intensive service model focussed on 
realising the health benefits of work in our 
community. In order to have a durable 
scheme for South Australia, the premium 
has to be affordable for South Australian 
employers. Employers’ premiums are 
a percentage of their remuneration 
paid to their workforce. Whilst most of 
the premium collected goes to paying 
claims expenses for people injured, the 
remainder goes to the operating costs 
of the Scheme. We expect to reduce 
our operating costs as a proportion 
of employer remuneration as the new 
Scheme premium revenue reduces and 
active claims numbers stabilise over  
the next two years. 

This year we have laid the foundation  
for improved efficiency with:

•  improved service resulting in fewer 
complaints and fewer labour intensive 
disputes

•  the adoption of electronic records 
for all claims and administrative 
operations

•  the adoption of one common computer 
systems operating environment for us 
and our claims agents

•  the provision of an enhanced business 
analytics capability for us and our 
claims agents using a dedicated data 
warehouse and Tableau for distributed 
reporting

•  the provision of an online learning 
capability for our claims agents in relation 
to critical new service capabilities

•  the development and piloting of an 
interface with medical practices for the 
electronic provision of high volume and 
important records such as the Work 
Capacity Certificate

•  the commencement of a portal project to 
explore ways of easier and more efficient 
transfer and processing of high volume 
transactions such as service provider 
invoices, employer wage reimbursement 
requests and medical reports.

Workplace advisory 
services
We provide training and one-on-one 
assistance to return to work coordinators 
for registered employers to support 
capability development. During 2015-16 
773 return to work coordinators attended 
training. Coordinators are also provided 
with free access to a range of online 
resources through our partnership  
with Return to Work Matters. 

Fraud and investigations
Our Compliance and Enforcement 
Unit use qualitative and quantitative 
information from a variety of sources  
to identify actual and potential  
non-compliance and offending. 

In 2015-16, our investigation activity 
culminated in 8 prosecutions.  
These prosecutions resulted in offenders 
having to repay significant sums as 
restitution and suspended prison 
sentences being imposed on 2 offenders, 
with custodial sentences for  
1 offender.

The Compliance and Enforcement Unit 
received 507 referrals of suspected 
fraud. Of these, 125 investigations were 
completed. 

Individuals found guilty of fraud under 
the Return to Work Act 2014 face increased 
penalties of up to a $50,000 fine or two 
years jail for each offence. 

Referrals, investigations and prosecutions 

2012-13 2013-14 2014-15 2015-16

Referrals 283 342 595 507

Investigations 64 89 137 125

Prosecutions 1 5 9 8
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Regulating registered 
employer obligations 
We continue to investigate potential 
breaches of the Act, with particular focus 
on employer obligations to appoint a 
return to work coordinator if they have 
more than 30 employees and to provide 
suitable employment in accordance  
with section 18 of the Act.

  

Regulating  
self-insured employers
We continued initiatives to support  
and regulate self-insured employers  
to ensure they meet their obligations 
under the Scheme. 

•  30 private self-insured renewals  
were completed

•  5 new applicants were granted 
approval by the ReturnToWorkSA  
Board and commenced self-insurance 
in 2015-16

•  2 employers ceased to be self-insured. 

As at 30 June 2016, there were 72  
self-insured employers registered  
in the South Australian Scheme  
(see page 31).

Measured at 30 June 2016, 36 per cent 
(26 of 72) of self-insured employers had 
achieved or been granted a renewal 
for a period of three years or more. 
This includes 10 self-insured employers 
granted a five year period of registration 
with effect from 1 July 2015.

Access and equity 
We are committed to providing access 
to our services and products to all South 
Australians.

We delivered the following access and 
equity themed information sessions 
to approximately 50 of our staff, 
claims agent staff and other scheme 
participants.

• working with interpreters

•  cultural diversity and cultural 
competency 

• disability awareness.

Resources available to our staff and case 
managers were reviewed and updated. 
Information on the Return to Work 
scheme is now available in 22 community 
languages.

Over 80 interpreters and translators 
attended an information session on the 
Scheme to ensure they had up to date 
information when providing interpreting 
and translating services for the Scheme.
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The following private employers were self-insured at 30 June 2016

Accolade Wines Australia Limited James Brown Memorial Trust

Adelaide Community Healthcare Alliance Incorporated Kimberly Clark Australia Pty Ltd

Adelaide Brighton Limited Lion Pty Ltd

Advertiser Newspapers Pty Limited Little Company of Mary Health Care Limited

Aged Care & Housing Group Inc Local Government Association of South Australia

Arnott’s Biscuits Limited, South Australian Division Monroe Australia Pty Ltd

Arrium Limited Myer Pty Ltd

Arrowcrest Group Pty Ltd Nyrstar Port Pirie Pty Ltd

ASC Pty Ltd Origin Energy Ltd

Australia & New Zealand Banking Group Ltd Pernod Ricard Winemakers Pty Ltd

BHP Billiton Limited Philmac Pty Ltd

Bluescope Steel Limited Randstad Pty Ltd

Boral Ltd Resthaven Incorporated

Bridgestone Australia Ltd Royal Automobile Association of South Australia Inc

Broadspectrum (Australia) Pty Ltd Samuel Smith & Son Pty Ltd

Carter Holt Harvey Building Products Pty Ltd Santos Ltd

Catholic Church Endowment Society Inc Schneider Electric (Australia) Pty Ltd

Coca-Cola Amatil (Aust) Pty Ltd Skilled Group Ltd

Coles Group Limited Skycity Adelaide Pty Ltd

Competitive Foods Australia Pty Ltd SMR Automotive Australia Pty Ltd

David Jones Limited Southern Cross Care (SA & NT) Inc

Detmold Packaging Pty Ltd Stamford Hotels & Resorts Pty Ltd

Drake SuperMarkets Pty Ltd St Andrew’s Hospital Inc

E & A Limited Teys Australia Naracoorte Pty Ltd

ECH Inc The Flinders University of South Australia

Eldercare Incorporated The Smith’s Snackfood Company Pty Ltd

ElectraNet Pty Ltd The University of Adelaide

Electrolux Home Products Pty Ltd Toll Holdings Limited

Flinders Operating Services Pty Ltd Treasury Wine Estates Vintners Limited

Fullarton Lutheran Homes Inc University of South Australia

GM Holden Ltd Utilities Management Pty Ltd

Healthscope Operations Pty Ltd Veolia Environmental Services (Australia) Pty Ltd

Helping Hand Aged Care Inc Viterra Pty Ltd

Holcim (Australia) Holdings Pty Ltd Walker Australia Pty Ltd

Inghams Enterprises Pty Ltd Westpac Banking Corporation

Intercast & Forge Pty Ltd Woolworths (South Australia) Proprietary Limited
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Our investment program
Our investment strategy is a fundamental 
component of ensuring the long-term 
viability of the Scheme. The mission of the 
investment program is to contribute to an 
improved funding and pricing position for 
the Scheme. The current long-term return 
objective for the investment program is  
a return of CPI + 3.5 per cent. 

Board approved  
strategic asset allocation
Throughout 2015-16, the Board approved 
the continuation of the moderate risk, 
balanced portfolio approach.

Premium management 
and compliance 
Premium management focuses on the 
registered employers of the Scheme.  
Our employer compliance program takes 
a balanced and fair approach by actively 
pursuing non-compliance in the Scheme. 

The program undertakes a 
comprehensive audit program that uses 
targeted samples to verify an employer’s 
reported remuneration and reviews the 
nature of the business to ensure it has the 
correct classification for a corresponding 
industry rate. We have introduced an 
employer self-assessment (ESA) targeted 
at smaller employers which allows us to 
verify employer remuneration without 
the need to visit the employer’s premises. 
In 2015-16:

•  $495 million in insurance premium 
revenue was collected from more than 
50,000 registered employers 

•  $5.16 million in premium debt was 
written off for current and accumulated 
uncollectable debts in previous 
financial years

•  5,187 employers ceased registration 
during the year whilst 5,158 new 
employer registrations were received. 

•  1,184 employers were audited  
with $1.9 million identified in 
underpayments.

Premium disputes 
and review
Our dispute resolution process enables 
employers who are dissatisfied with a 
decision about a premium or certain 
related decisions to request a review. 

In 2015-16, we received 37 review 
applications compared with 103 in the 
previous financial year.

A total of 52 disputes and review files  
were closed during 2015-16:

•  21 were withdrawn or conceded 
in favour of the employer after 
reconsideration

• 18 were resolved by conciliation 

•  2 were determined by the premium 
review panel

• 11 were withdrawn at formal review.

The panel conducted 31 directions 
hearings and 2 full hearings.

Net Investment return at 30 June 2016

1 year 3 years per annum 5 years per annum

4.6% 8.5% 8.8%

Board approved strategic asset allocation

Asset Group Percentage of total investment portfolio

Domestic Cash 2%

Fixed Interest 12%

Inflation-Linked Securities 22%

Alternative Income 12%

Australian Equities 11%

International Equities 21%

Property and Infrastructure 20%
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Workforce planning  
and development

34 ReturnToWorkSA Annual Report 2015-16
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Number of  
Employees By Age 
Bracket By Gender 

Age Bracket

Male Female Other Total % of Total
2014 Workforce 

Benchmark* 

15-19 0 0 0 0 0.0% 5.5%

20-24 0 1 0 1 0.4% 9.7%

25-29 7 9 0 16 5.6% 11.2%

30-34 13 23 0 36 12.7% 10.7%

35-39 17 13 0 30 10.6% 9.6%

40-44 18 27 0 45 15.8% 11.4%

45-49 20 27 0 47 16.5% 11.1%

50-54 19 27 0 46 16.2% 11.4%

55-59 17 15 0 32 11.3% 9.1%

60-64 7 15 0 22 7.8% 6.7%

65+ 6 3 0 9 3.2% 3.6%

TOTAL 124 160 0 284 100% 100%

* It is not mandatory for ReturnToWorkSA employees to disclose information about their disabilities. Therefore some specific information associated with workforce 
diversity is not available.

Workforce Diversity

ReturnToWorkSA workforce planning and development

99%
of employees have had 
a performance revieiw 
in the last 12 months

reduction in public 
complaints

notifiable WHS incidentsZERO

24.8%
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Leadership and management training expenditure 

Training and development Total cost % of total salary  
expenditure 

Total training and  
development expenditure 

$435,689.78 1.630

Total leadership and management  
development expenditure 

$76,310.75 0.285

Leadership and management development 

Documented review of individual performance management 

Employees with … % total workforce 

A review within the past 6 months 99.17

A review older than 6 months* 0.83

No review 0.00

*Includes employees on long term leave eg. maternity leave. 

Performance development 

Executives by gender, classification and status* 

Ongoing 
Term 
tenured 

Term  
untenured 

Other  
(casual) 

Total

Classification M F X M F X M F X M F X M % F % X 

CEO 1 1 14 0

Executives* 5 1 5 71 1 14

Total 6 1 6 86 1 14

* An executive is an employee who receives a total salary of $115 938 or more or a total remuneration package value equivalent to $145 021 per annum or more and who 
has executive responsibilities or occupies a position having a work value of 670 points or more. 

Executives

Average days leave per full time equivalent employee 

Leave type 2012-13 2013-14 2014-15 2015-16 

Sick Leave 5.22 7.95 5.44 5.51

Family Carer’s Leave 1.37 1.34 1.47 1.24

Special Leave With Pay 0.15 0.02 0.01 0.00

Leave management 
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Employment  
opportunity programs 
ReturnToWorkSA continued to promote 
all externally advertised job vacancies 
through Disability Works Australia and 
the Indigenous Information Network of 
South Australia (Turkindi).

Disability access  
and inclusion plans 
As part of our commitment to meeting 
the needs of people with a disability we 
undertook a range of activities including:

•  continuing development of our 
Disability Access and Inclusion Plan  
for 2016 – 2018

•  reviewing and updating our events 
policy to ensure that our staff are 
aware of their responsibilities to 
hold staff and stakeholder events in 
accessible venues

•  promoting how to request information 
in an alternative format on all our 
products and our website

•  promoting externally advised job 
vacancies through Disability Works 
Australia

•  delivering a disability awareness 
session to our staff and other  
Scheme service providers

•  continuing to provide training to relevant 
staff on how to receive and make calls 
through the National Relay Service – this 
service is promoted on all products 
and our website as a way for people 
who are deaf/have a hearing or speech 
impairment can access our services

•  developing the ReturnToWorkSA 
website to conform to level AA of 
the W3C Web Content Accessibility 
Guidelines 2.0. – the website is 
regularly audited to maintain  
that standard

Work health and safety prosecutions, notices and corrective action taken 

Number of notifiable incidents pursuant to WHS Act Part 3 Nil

Number of notices served pursuant to WHS Act Section 90,  
Section 191 and Section 195 (Provisional improvement,  
improvement and prohibition notices) 

Nil

Number of prosecutions pursuant to WHS Act Part 2 Division 5 Nil

Number of enforceable undertakings pursuant to WHS Act Part 11 Nil

ReturnToWorkSA workers compensation premium expense for 2014/2015 
compared with 2015/2016 

Year Premium expense

2014-15 $180,115

2015-16 $106,915

Work health and safety and injury management

•  organising workplace modifications  
as required for individual staff.

Public complaints 
There has been a significant reduction in 
the number of claim related complaints 
received by ReturnToWorkSA and its 
claims agents. During 2015-16, a total 
of 604 formal complaints were handled 
which is a decrease compared to 2014-15 
(803 received) and in 2013-14 (1,083).

Work health and safety performance (building safety excellence targets) 

Total new workplace injury claims 3

Significant musculoskeletal injuries – where lost time exceeds one working week 2

Significant psychological injuries – where lost time exceeds one working week Nil

Total significant injuries – where lost time exceeds one working week 2
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Corporate governance 
ReturnToWorkSA Board 
ReturnToWorkSA has a Board of 7 
members who are appointed by the 
Governor of South Australia on the 
recommendation of the Minister for 
Industrial Relations. The Board’s role is  
to set and approve our overall direction 
and performance. Board sub-committees 
also meet on a regular basis to fulfil  
their obligations in specialist areas.  
The ReturnToWorkSA Board comprised:

• Jane Yuile (Chairman)

• Joanne Denley

• Dr William Griggs, AM, ASM

• Chris Latham 

•  Peter Malinauskas (resigned and  
last meeting November 2015)

• Nigel McBride

• Yvonne Sneddon

•  Joe Szakacs (appointed and  
first meeting May 2016).

Darren Jones was the Treasurer’s 
Representative in 2015-16.

Executive Management Team
Our Chief Executive Officer is appointed 
by the Board to oversee the day-to-day 
operations of our organisation, together 
with the Executive Management Team. 
In February 2016 CEO Greg McCarthy 
informed the Board of his intention 
to retire at the end of his contract 
in late 2016. The Board authorised 
changes within the executive team 
to enable a smooth transition to 
Greg’s successor in late 2016.

The Executive Management Team 
as at 30 June 2016 comprised:

• Greg McCarthy, Chief Executive Officer

• Rob Cordiner, Deputy CEO

•  Michael Francis, General Manager 
Insurance

•  Julia Oakley, General Manager 
Regulation 

• Des Quirk, Chief Financial Officer.

Risk management
In order for us to achieve our strategic 
direction, it is critical that risks are 
identified and managed. We have a risk 
management system that includes a risk 
appetite statement and incorporates 
the corporate perspective (top-down) 
and operational imperatives (bottom-
up). Risks are actively monitored and 
managed by the Executive and the Board.

Internal audit and 
internal fraud
Our three year internal audit plan is 
reviewed annually to ensure it continues 
to reflect current issues impacting on 
ReturnToWorkSA, and to prioritise areas 
of higher risk. Internal auditing services 
are provided by PricewaterhouseCoopers 
(PwC) who report to the ReturnToWorkSA 
Board Audit and Risk Committee. 

In 2015-16, there were no instances 
of internal fraud detected.

Administrative matters
Access to information 
In 2015-16, access to information held 
by us was obtained under section 180 of 
the Return to Work Act 2014 (previously 
referred to as the Act) and the Freedom 
of Information Act 1991 (FOI Act).

Any person with a workers compensation 
claim (and/or their representatives) 
in South Australia has access to 
information relevant to their claim. 

The FOI Act gives any person a 
right of access to documents held 
by State Government agencies 
including ReturnToWorkSA.

In 2015-16, 1,536 applications were 
received for access to information.  
Of these, 1,183 (77 per cent) were 
lodged under section 180 of the Act  
(2014-15:1341) and 353 (23 per cent) 
under the FOI Act (2014-15: 390).

If an applicant is dissatisfied with a 
determination under section 180 of the 
Act  or the FOI Act they can apply  
for a review of that determination.  
In 2015-16, we received 3 internal reviews 
under section 180 of the Act and  
1 internal review under the FOI Act.  
We did not receive any external reviews.

Further information about 
Freedom of Information can be 
found at www.rtwsa.com.

Whistleblowers 
Protection Act 1993 
We maintain an appointed officer 
for administering the Whistleblowers 
Protection Act 1993 (WPA), under  
section 7 of the Public Sector Act 2009. 

In 2015-16, there were no instances 
of disclosure of public interest 
information to a responsible 
ReturnToWorkSA officer under the WPA.

Contractual arrangements
Information regarding ReturnToWorkSA 
contracts can be requested by 
calling us on the South Australian 
Tenders and Contracts website 
(www.tenders.sa.gov.au).
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 Consultants

Consultancy Purpose of consultancy Number $

Total under $10,000 3 15,148

Adelaide Research & Innovation Pty Ltd Evaluation of RTW Fund

Business SA Return to Work Fund Project

C3 Business Solutions Pty Ltd Consultancy Advice

Civil Contractors Federation SA Return to Work Fund Project

Deloitte Touche Tohmatsu Consultancy Advice

Durban Professionals Pty Ltd Consultancy Advice

Ernst & Young Consultancy Advice

Finity Actuarial Advice

Flinders University of SA Consultancy Advice

Michels Warren Pty Ltd Consultancy Advice

Motor Trade Association of SA Inc Return to Work Fund Project

Paul Laband Investment Consulting

PriceWaterhouseCoopers (NSW) Consultancy Advice

Radek Stratil Consultancy Advice

Safe Work Practice Return to Work Fund Project

The University of South Australia Consultancy Advice

Towers Watson Investment Consulting

Vassily Koinov Consultancy Advice

WorkXtra Finwich Return to Work Fund Project

Total over $10,000 19 2,362,208

Total 22 2,377,356
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Visit us:  
400 King William Street 
Adelaide SA 5000 
Phone 13 18 55 
Email info@rtwsa.com

Opening hours: 
8:30am – 5:00pm Monday to Friday

Mail us:  
GPO Box 2668  
Adelaide SA 5001 Australia DX660

Media enquiries:  
Phone (08) 8233 2324 
Email mediarelations@rtwsa.com

If you are deaf or have a hearing or 
speech impairment call us through 
the National Relay Service (NRS):

• TTY users can phone 13 36 77 
then ask for 13 18 55.

• Speak & Listen (speech-to-
speech) users can phone 1300 
555 727 then ask for 13 18 55.

• Internet relay users can connect 
to NRS on www.relayservice.
com.au then ask for 13 18 55.

Other languages: Call the Interpreting 
and Translating Centre on 1800 280 203 
and ask them to contact us on 13 18 55.

This interpreting service is available at  
no cost to you.

The information in this publication is 
compiled by ReturnToWorkSA. It is general 
information only. The data and facts referred 
to are correct at the time of publishing 
and provided as general information only. 
It is not intended that any opinion as to 
the meaning of legislation referred to is 
to be relied upon by readers. You should 
seek independent or legal advice as to 
any specific issues that are relevant to 
you, your workplace or organisation.
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