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Complaints and Enquiries: Matters Received

.
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Complaint 277 269 254 251 239 186 1476
Enquiry 279 348 363 339 329 262 1920
Grand Total 556 617 617 590 568 448 3396
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Complaints and Enquiries: Referral Source
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Complaints: How long do they take to close?
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Note: The time to close a complaint is measured in calendar and not business days.
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Complaints and Enquiries: Issues by Insurer
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THHA

Transport Service of NSW (State 1 2 3
Transit Group)
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Note: A matter may have more than one issue. The results show the top 15 issues.
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Complaints: New Complaint outcomes

Delay in determining liability 285 61 29 63 438
Medical treatment 111 35 14 36 226
Insurer inside timeframes ND 18 6 2 8 34
Insurer outside timeframes ND 19 4 1 4 28
IW referred to an IME 8 1 2 13
Liability determined inside timeframes 35 1 11 52
Liability determined outside timeframes 61 18 9 11 99
S66 11 3 16
Counter offer made 2 2 5
Insurer inside timeframes ND 1 1
Insurer outside timeframes ND 1 1 2
Liability determined inside timeframes 3 3
Liability determined outside timeframes 4 1 5
Weekly benefits 41 3 1 10 55
Insurer inside timeframes ND 6 3 9
Insurer outside timeframes ND 2 1 3
Liability determined inside timeframes 14 4 18
Liability determined outside timeframes 19 3 1 2 25
Whole claim 92 21 14 14 141
Insurer inside timeframes ND 12 7 1 4 24
Insurer outside timeframes ND 8 8 5 21
Liability determined inside timeframes 19 2 3 27
Liability determined outside timeframes 53 4 5 69
Delay in payment 121 21 5 31 178
CcoD 58 9 1 15 83
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Centrelink/Medicare delay 13 1 1 4 19
Insurer Admin error 29 4 6 39
Interest Obtained 2 2
Interpretation Dispute/Insurer within timeframes 7 2 4 13
Lawyer hasn't provided all documents required 7 2 1 10
Medical/Travel 63 12 4 16 95
Already paid 18 2 1 21
Claim disputed 5 1 6
Claim not received 5 2 1 2 10
Correct amount paid after Pl 33 6 10 49
Providers invoices not paid 2 2 2 3 9
Denial of liability 20 15 8 28 141
Incorrect notice given 5 1 1 3 10
Insurer maintain denial on review 58 10 5 17 90
Insurer overturns decision 20 2 31
IW required to attend an IME 7 2 1 10
ILARS Lawyer Complaint 2 2
Refer worker to the OLSC 2 2
IME/IMC 20 7 2 6 35
Complaint about the IME doctor 7 2 3 12
Inconvenient location 1 12
Insufficient notice provided 3 1 5
No contact made with treating doctors prior to referral 1 6
PIAWE 54 2 2 11 69
Insurer changes PIAWE 14 5 22
Insurer maintains decision 15 1 2 18
Review process explained 25 4 29
Rehabilitation 51 6 3 17 77
ADL assessment approved 20 2 7 29
ADL not approved 6 1 1 8
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Case conference cancelled 3 2 5
IMP 3 1 2 6
IW not complied with obligations 1 1

No current IMP 3 1 4
Insurer not complied with obligations 1
Rehab provided s41A 5 2 10
Rehab provider changed 12 2 16
Work Trial not suitable 2 1 3
RTW 36 9 1 10 56
Job Seeking Diaries 1 4
Too many jobs required 2

Not provided to insurer 1 1
Suspension s48A 1 1
Suitable Employment 33 8 1 10 52
Duties not suitable 12 1 1 14
RTW plan updated 2 1 10
S/duties not provided by employer 1 1 2 10
S/duties provided 2 4 12
Workplace assessment required 2 2 6
S126 29 13 4 11 57
Documents not provided 6 2 2 10
Documents provided 23 11 4 9 47
S39 56 3 12 71
Choice of 3 IMEs not provided 2 2
Insurer accepts worker is over 20% 9 2 12
Worker referred to an ALSP 47 8 57
Weekly Benefits 267 25 12 46 350
Correct amount paid after Pl 152 15 7 23 197
Delayed payment 61 4 2 14 81
Employer not passing on weekly payments 23 3 2 3 31

WIRO Performance Report from 1 July 2017 to 31 December 2017

Page 10



Insurer taking over payments (Payments paid to employer in error) 7 7
Overpayment deducted without agreement 5 3 8
Suspension maintained 5 1 1 7
Suspension overturned 12 1 14
Weekly payments suspended 2 1 5
Work Capacity Decision 11 1 2 15
Application not received by insurer/MRS 2 1 3
Incorrect notice provided 1 1
Stay not applied 1 1 2
WCD not received/delayed 5 1 1 7
WCD withdrawn 2 2
Grand Total 1022 163 67 | 237 1489
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ILARS: Grant Applications Received

Accepted 1155 1157 1097 1033 1039 819 6300

Declined 34 22 34 34 24 17 165

Pending 36 42 51 68 83 76 356

Closed admin 1 2 4 8 6 2 23

Grand Total 1226 1223 1186 1143 1152 914 6844

Approved or pending 1191 1199 1148 1101 1122 895 6656
Note:

*  The data reflects iLARS matters received up to 31 December 2016 and grants which have an accepted or pending status as at 5.31pm on 29 January 2018.

» Differences from previous publications reflect grant applications which have been declined by WIRO since the date of the report or pending application which have been accepted.
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ILARS — Injury Location for Grants
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Note: The data reflects iLARS matters received up to 30 June 2017 and grants which have an accepted or pending status as at 5.31pm on 29 January 2018.
-Differences from previous publications reflect grant applications which have been declined by WIRO since the date of the report.
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ILARS — Nature of Injury

i August September October November December
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Grand Total 1191 1199 1148 1101 1122 895 6656
Note: The data reflects iLARS matters received up to 30 June 2017 and grants which have an accepted or pending status as at 5.31pm on 29 January 2018.

-Differences from previous publications reflect grant applications which have been declined by WIRO since the date of the report.
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ILARS — Issues per Insurer

—  hung Ll

" Alane Ausrala Workers Compensation NSW)Utd | 13| 52| 26| 1s0| sl 22| 3| | 02| | 31| 1563

| QBeworesCompensaton 1 % 1% 1% 4y 13 4 1 s 2 261

GOGenerallmied 0| o1 29| 22| 3| 19 7 2| 2| | 7] 108
e m | |

" CoU Workers Compensation (W) 1id | 5| 17| wus| e 20| 5| 1| | 2| 1| 8] 5%
S | |

Cxchangng L [ T

Sefred 1 m o ol w0 w2 0 e 8%

CcoesGrowpud 4| ao| 3% as| 4l | | 3| | |

“woolworthstimies R s [ g s s| e
- | |

" Transpor for NSW Workers Compensationserviees ||| 22| 7 12| | 1 | 1| | 3| 4
I | |

" Westpac Banking Corporationtsd || s 7| 7| [ S

" Transpor Servie of W (sate TranstGrovp) || 1 8| 4| s | | | 1| | 1] a
I | |

broadspectum (ustaiapyld 2| 7| a7 [ i a
S | |

“Wolongong Gty Counil 1| 1 5| 3 5| [ Ly

WIRO Performance Report from 1 July 2017 to 31 December 2017 Page 15




b

------------

oy et A S ————
N | |
s propertyServicespylis | ol a1 T
CmlCoperstonNSW a4 1s 1 m
" orthern Co Operative Meat Comparylimited ||| 3| 2| 2| || |5 )
CSheshewenCiyConcl 4 a4 3 11w
ool Coastcounal T T T s [ T )
N | |
LRl servcespylimited | T T T
bdfctatonslNSWPyld & a1 s
uterbndshrecoundl | 5o
I | |
rimary Health Care imited | S T T
I | |
Cosmumies S T [
I | |
eweaste CiyCouncl | T
. | |
lverpool CiyCouncil T T T [T
—— | |
Unilever Avstrals(Holdings) Pry Limted I S ) S O S BT
o | |
Az Baing Growp Lmted || [
N

Campbelltown City Council 1 1 1 3

WIRO Performance Report from 1 July 2017 to 31 December 2017 Page 16



swns R T
membleshdswestmited 1
ectolocHome producs Pyl || ||
Cedeylimted a1
echo Enternment Group g ||| [

McDonald's Australia Holdings Limited

| BOCWorkers Compensationttd. 11
ol (Aust) Holdngs Py Limited |||
CNerhembehesCoundl
Corckworis g

Veolia Environmental Services (Australia) Pty Ltd - ! ! 1 1 [ ! ° | | | 1]
e e R —
e e e T S p—_—
e e R R —————_—
IR B S Y Y Y S B Y}
e e T ——
--ﬂ--

WIRO Performance Report from 1 July 2017 to 31 December 2017




S
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Grand Total 47 294 | 2709 | 1194 | 3210 154 21 6 315 5| 1255 | 9210

Note: A matter may have more than one issue.

The name of the insurer is provided by the injured worker’s lawyer and may change as the claim progresses.
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LARS — Primary Outcomes
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Note: Outcome data is for cases closed from 1 July 2017 to 31 December 2017.
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ILARS — Outcomes

LARS Funding Wihdrann so1 | ssos| | |

Not Recorded e suasnspas|
539 - Below Threshold s372797 o7 |

53,795 51,298 540,721 53,393
Resolved prior to WCC $52,272 $2,904 1496 $5,354,168 $3,581

Resolved by complying agreement after claim made — $37,582 54,698 $3,781,274 $4,617
S39 - Over threshold by agreement $825 $825 $94,918 $1,172
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5y the worker n favour o Worke T T e | i
5y the empicyer i favaurof Employe R I N R R

By the worker in favour of Employer _ $145,361 $8,551 _ $17,053 $8,526
Resolved after Intervention by ILARS Director T e saze0 $3,419

Grand Total 2190 $5,592,456 $3,038 3165 $19,254,280 $6,097

Note: Outcome data is for cases closed from 1 July 2017 to 31 December 2017.
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ILARS: No Response to claim by Insurer — directed by ILARS

e

NRTC 391 71 20 73 555
S287A 66 10 3 11 90
Claim accepted after enquiry 5 1 1
Claim accepted before enquiry 5
Claim denied after enquiry 25 4 4 34
Claim denied before enquiry 13 1 2 17
Insurer outside timeframes 14 3 2 20
Insurer within timeframe 1 1
Request not received 4 1 1 6
s60, weekly benefits 67 20 4 14 105
Claim accepted after enquiry 21 6 3 30
Claim accepted before enquiry 6 1 2 9
Claim denied after enquiry 11 6 3 22
Claim denied before enquiry 4 2 1 8
Insurer not on risk 4 1 6
Insurer outside timeframes 9 3 3 15
Insurer within timeframe 3 1 1 5
Request not received 9 1 10
S66 258 41 13 48 360
Claim accepted after enquiry 22 4 1 4 31
Claim accepted before enquiry 9 1 2 12
Claim denied after enquiry 60 8 9 78
Claim denied before enquiry 30 2 4 37
Counter offer issued after enquiry 41 6 7 54
Counter offer issued before enquiry 19 2 21
Insurer not on risk 4 2 6
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Insurer outside timeframes 3 12 72
Insurer within timeframe 17 7 2 27
Request not received 11 22
S126 2 2
Documents provided 2 2
Grand Total 393 71 20 73 557

NB: No Response to Claim (NRTC) matters are claims where the insurer has not responded within the required time frame.
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ILARS Payments

Professonalfees  $15800.482
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Note: Professional fees
includes GST
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Work Capacity Procedural Reviews: Matters Completed

Could not proceed 1

Referred to insurer 1

Dismissed 2 3 17

Upheld 1 1 2 1 5

Grand Total 4 3 24
Note:

*  Case Withdrawn relates to matters received then withdrawn by the Injured Workers or the insurer has withdrawn the WCD.
* Upheld refers to matters where the application for review was in favour of the injured worker.

*  This table shows the number of matters with a case type of ‘Work Capacity” which are Procedural Reviews of a Work Capacity Decision and will differ from the tables on previous pages

which show ‘Work Capacity’ as an issue in a matter.
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