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Introduction
Australian Services Union (ASU) members work across local
government, social and community services, water and
statutory authorities like Parks Victoria and VicRoads,
energy, transport, shipping, travel and info tech. Our
members play critical roles in the provision of social and
community services and work across a range of part-time
and full time roles.
The ASU is unique in that they have guaranteed members in
every postcode of the State working in both large and small
employers. In many parts, the local council is one of the
biggest employers in the area. Conversely, a number of
community services businesses employ less than five
people.
Our members work in housing and tenancy, youth, child
and family services, community and mental health,
advocacy, community legal centres, neighbourhood houses
and community centres, ethnic communities, crisis support,
women’s specific services, indigenous services, job
networks, home and community care, childcare, working
for many different agencies in many different programs,
with many different job titles.
There is wide ranging diversity in the injuries suffered by
ASU members. We see physical and psychiatric injuries that
occur in a range of circumstances, including physical heavy
work and bullying and harassment in the work place and
being assaulted in the course of work. We have noticed an
increasing prevalence of psychiatric injuries.

We acknowledge that the scope of this review is limited to
the management of complex claims, but our comments go
to the experiences our members face daily, across all
interactions with WorkCover agents.
The Ombudsman’s reports identified a number of complex
claims were being mishandled by agents including evidence
of:
•
unreasonable decision-making by all five agents;
•
agents maintaining unreasonable decisions at
conciliation, forcing workers to take the matter to
court;
•
financial rewards encouraging agents to focus on
rejecting or terminating entitlements; and
•
limited accountability or oversight mechanisms of
agent decisions by WorkSafe1.
These themes are consistent with the reported experience
of our members with both complex claims (as currently
defined in the terms of reference of this review) and in
claims in general.
The result of the Agents’ behaviour for our members is
increased or amplified psychological impact of the injury
and at times, a general avoidance of the scheme. The ASU
hear common feedback that the TV advertisements and
posters in the work place, do not measure up to the reality
of the experience and the system is broken.

While the ASU understands that this is a review of the
WorkCover Agent model, we are in the position of being
able to provide comment on the experiences of members
and how it might differ, or not, across the two schemes.

The summary of our submission is:
1. The definition of a complex claim must be reviewed
and extended;
2. The management of complex claims should be
moved in house to the Victorian Workcover
Authority (VWA);
3. If the agent model is retained, they must remove the
current incentive scheme and replace it with one
that rewards prompt, good and sustainable decision
making and is based on qualitative measures around
the client service and best health outcomes of the
worker;
4. There must be greater oversight of Agents by the
VWA;

We welcome this review following the two investigations
by the Victorian Ombudsman.

Our responses to the questions in the Discussion Paper
appear below.

The ASU have members covered by the current WorkCover
agent scheme but also members at 30 local government
areas who are subject to the self-insurance scheme issued
by the Municipal Association of Victoria. That self-insurance
scheme is administered by a single chosen agent of Jardine
Lloyd Thompson (JLT).
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