














Supported in principle -The NSW Government supports the use of evidence-based 
decision making as part of appropriate claims management procedures. SIRA will 
develop a Claims Administration Manual to provide insurers more detailed claims 
management instructions. The manual will include principles of fairness and transparency 
in claims handling to ensure insurers adhere to procedural fairness when making a work 
capacity decision. 

Recommendation 19- That the NSW Government clarify the intended scope of 
s38A of the Workers Compensation Act 1987 and if necessary, extend the 
minimum weekly compensation payments for injured workers with highest needs 
to existing recipients of weekly payments, subject to an analysis of its financial 
impact. 

Supported -The NSW Government acknowledges the need to clarify section 38A of 
the 1987 Act and its application. The Government commits to reviewing this section and 
its application. 

Recommendation 20 - That SIRA use the data collected from icare and self and 
specialised insurers concerning the first cohort of workers affected by the 
operation of s39 of the Workers Compensation Act 1987 to identify workers in need 
of intensive case management and work placement, and provide these 
opportunities to eligible workers before the expiration of weekly benefits. 

Supported - In December 2016, amendments to existing Vocational Programs that are 
provided for under section 53 of the Workplace Injury Management and Workers 
Compensation Act 1998 were made to allow the section 39 cohort to access these 
programs. These include covering costs of training, workplace modification and work 
trials. SIRA has provided insurer guides, fact sheets and information sessions to ensure 
insurers are providing timely and appropriate support to workers through the transition 
process, including providing access to these and other supports to assist with return to 
work. 

Insurers are required to report to SIRA on the management and support mechanisms in 
place for workers in need of intensive case management and work placement. SIRA has 
commenced the provision of reports back to insurers on their performance against a 
range of requirements, relative to other insurers. Additional insurer guidance and forums 
will be provided where required. 

Recommendation 21 - That icare monitor the outcomes of the Work Injury 
Screening and Intervention protocol trial, and subject to results, roll out the 
protocol to all scheme participants. 

Supported in principle - icare is continuing to monitor this and other programs to ensure 
the results are validated before further roll out. 

icare supports and understands the benefit of early screening, identification and early 
intervention for those who may be at risk of delayed recovery/return to work. Preliminary 
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results from the WISE protocol are being validated by icare, which will inform the 
appropriateness of further application of the WISE protocol in the private sector, or 
explore other similar methods that support early identification and intervention. icare will 
continue to collaborate with its partners to identify and trial interventions that improve 
recovery at work. 

SIRA will review the research findings when they are released and continue to 
collaborate with its partners to identify and trial interventions that improve recovery at 
work. 

Recommendation 22 - That icare and SIRA expedite work on a mandatory 
surveillance guideline for scheme agents which sets objective standards for when 
surveillance should be used. 

Supported in principle- icare has drafted guidelines for consultation with its key 
stakeholders. icare notes that while a guideline is useful in setting standards, it is the 
responsibility of each insurer to specify how surveillance providers operate when 
undertaking work on their behalf. 

SIRA, in consultation with insurers, will develop a Claims Administration Manual that will 
apply to all insurers in the Workers Compensation System. The manual will establish 
clear and consistent expectations of all workers compensation insurers in the 
management of their claims, disputes and litigation processes and their conduct in 
dealing with workers to foster a more supportive relationship and environment. SIRA will 
also include objective standards for the use of surveillance in the manual. 

Recommendation 23 - That icare release the remuneration provisions in the new 
scheme agent deed, including incentive-based remuneration provisions. 

Supported- icare will make the new service provider deed available once it is finalised. 
This will include the remuneration framework. It is anticipated the new service provider 
deed will be available by December 2017. 

Recommendation 24 - That icare, in the new scheme agent deed, require scheme 
agents to comply with the NSW Government's Model Litigant Policy for Civil 
Litigation. 

Supported- This is already part of the current deed and will also be part of the new 
agent deed. 

From a system-wide perspective SIRA will develop a Claims Administration Manual that 
will include the principles of the Model Litigant Policy to act honestly, fairly and efficiently. 
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Recommendation 25 • That icare: 
• develop a single, comprehensive qualifications and training framework 

for all case managers, incorporating specific skills to identify and deal 
with mental health issues 

• make compliance with this framework mandatory under the new scheme 
agent deed. 

Supported in principle- This will be incorporated into the new icare claims service 
model. Since its inception, icare has built 23 e-learning and face-to-face training courses 
that have been completed by nearly 1 ,300 claims staff and front line customer managers 
in the icare eco-system. 

It should be noted that a large percentage of case managers have an allied health 
background and therefore previously undertaken relevant training in dealing with mental 
health issues. 

icare has developed a Competency Model to reflect the new Service Model to be 
implemented 1 January 2018. The competency model reflects customer needs and 
includes a specific mental health component, so that mental health claims are managed 
by staff with the appropriate skills and mental health background. 

The competency model will be supported by a comprehensive Knowledge Base and 
training program. The training program will be aligned with an appropriate qualification 
(e.g. Certificate Ill or IV in Personal Injury Management). Certification will be managed by 
an independent Registered Training Organisation (RTO). 

Employers will also receive a tailored training program and it is intended that this will also 
receive RTO certification . 

From a system-wide perspective SIRA will investigate the current arrangements and 
programs being undertaken by insurers and other workers compensation providers to 
better understand the key issues and develop a range of options 

Recommendation 26 - That icare, in the new scheme agent deed, include sanctions 
for scheme agents who fail to comply with the applicable guidelines on the use 
Independent Medical Examiners. 

Supported in principle - Currently, icare monitors the interaction between Independent 
Medical Examiners (IMEs) and claims managers through its Net Promoter Score 
program, which identifies areas for intervention by icare. 

Sanctions will be included in the new service provider deed (currently being drafted) as 
part of a service standard on conduct and governance. This is linked to a proportion of 
base fee that is at risk. 

icare is developing an Independent Medical Examiners (IME) Handbook as a reference 
tool to provide guidance and support to scheme agents. Regular Health Checks will be 
undertaken to ensure consistency in the IME process including identification of 
improvement opportunities. 
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The Government notes that this issue should be addressed from a system-wide 
perspective. In the latter part of 2017, SIRA will commence a review of the regulatory 
frameworks governing non-treating health practitioners in the Workers Compensation 
System. Non treating health practitioners include: 

• Independent Medical Examiners (IMEs) 
• Permanent Impairment Assessors 

Injury Management Consultants. 
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