
WIRO Wire - COVID-19 Matters 
 

Data as at 03/06/2020 
 

WIRO WIRE reports on logged complaints, enquiries and funding applications with a COVID-l9 issue. Minor 
variances may result from using live data. 
 

COVID-19 Matters 1 March 2020 – 30 June 2020 
COVID-19 has impacted on every aspect of the Australian community, including the NSW 
workers compensation system.   

Since 1 March 2020, WIRO has recorded details of every complaint, enquiry and 
funding application with a COVID-19 related issue to track the impact on injured workers and 
to inform policy and system responses to COVID-19.   
 
WIRO provided weekly reports to system participants with trend and issue information about 
the matters raised and case studies demonstrating the impact of COVID-19 on injured 
workers.   
 
This summary report presents WIRO’s data on COVID-19 matters from 1 March – 30 June 
2020. During this time WIRO received 213 complaints, enquiries or grant application matters 
with a COVID-19 issue.  
 
Common concerns arising from these matters include:  
• Issues about attending medical appointments and treatment, including complaints about 

being required to travel and attend medical examinations, issues about obtaining 
certificates of capacity and concerns about being unable to access treatment and 
rehabilitation services   

• Issues about suitable duties, including enquiries about the interaction between JobKeeper 
and weekly payments where a worker was still able to access suitable duties, concerns 
about workers compensation entitlements where a worker’s employer had ceased 
operations and suitable duties were no longer available and complaints about changes to 
suitable duties where employers sought to redeploy injured workers. 

 
From May 2020, there was a downward trend in the number of COVID-19 matters received 
by WIRO.  Reasons for this likely include reduced number of COVID-19 infections generally 
in NSW.  Other reasons include changes made in response to COVID-19 that address 
common causes of concern for injured workers, including: 
• The increased availability of telehealth services for injured workers 
• Increasing the categories of health professionals who can provide second and subsequent 

certificates of capacity  
• Legislative changes to establish a presumption that certain workers who contract COVID-

19 did so in the course of their employment. 
 
WIRO continues to monitor COVID-19 matters and will make further reports should significant 
trends or new issues arise.  

Table 1.1 demonstrates the total of complaints and enquires received by WIRO during the 
period of March-June 2020. Graph 1 displays the trend of matters from March-June 2020.  
 

Matters Received       Monthly Trend 
Month Complaints Enquiries Total 

Mar 21 59 80 

Apr 43 45 88 

May 20 14 34 

June 11 7 18 

Total 95 125 220 
Table 1.1 Matters received.    Graph 1: Monthly Trend. 
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Table 1.2 illustrates the top 3 COVID-19 issues received by WIRO during the period of March-June 
2020. 

Top 3 COVID-19 Issues March April May June % COVID-19 
Matters To Date 

Issues attending medical 
treatment/appointment 26 25 18 5 35.0% 

General Enquiry 28 26 6 7 29.5% 

Concerns about suitable duties 21 31 7 4 28.6% 
Table 1.2: Top 3 COVID-19 Issues. 

 
Table 1.3 outlining the ILARS applications received by WIRO during the period of March-June 2020. 

Applications for Grant funding - WIRO Independent Legal Assistance and Review Service 
Month March April May June Total 
Total 2 4 5 2 13 

Table 1.3: ILARS applications received. 
 
Case Studies 
 
Suitable duties  
An injured worker’s employer advised all employees that work hours would be reduced by 
50% due to business disruption caused by COVID-19.The worker, who had been injured in 
February and was performing suitable duties three days a week, was informed their weekly 
payments (95% of pre-injury average weekly earnings (PIAWE)) would also be reduced by 
half.  After WIRO intervened the insurer contacted the employer and confirmed that the 
worker’s payments after expiry of the first entitlement period of 13 weeks, would continue at a 
rate of at least 80% PIAWE depending on the number of hours worked each week. 

Suitable duties  
An injured hospitality worker employed on suitable duties was stood down as their employer’s 
business closed due to COVID-19 trading restrictions. The employer informed the worker they 
would be enrolled for JobKeeper payments and would no longer receive weekly workers 
compensation payments. The worker contacted WIRO to confirm whether their employer’s 
advice was correct.  WIRO confirmed that any JobKeeper payment made to an injured worker 
would be considered earnings for the purposes of determining a worker’s entitlement to weekly 
benefits. WIRO encouraged the worker to inform the insurer that they are receiving 
JobKeeper. 

Delay in treatment  
A worker injured in May 2018 had continued to work and had been provided with some medical 
treatment since the injury.  The worker required surgery as a result of the injury and was 
advised by the insurer that payment of medical expenses would end in May 2020 (2 years 
after the initial claim was made). The worker was concerned that approved surgery could not 
be completed before this date due in part to restrictions on non-essential surgery in response 
to COVID-19 and also due to delays by the insurer in dealing with their claim. WIRO contacted 
the insurer who advised that it had no discretion to extend the period of liability for medical 
treatment beyond May 2020. While WIRO made enquiries about the insurer’s alleged delay, 
the worker lodged a certificate of capacity stating they were unfit for work. Given the worker’s 
reduced capacity, the insurer commenced weekly payments and consequently, the time limit 
for the worker to obtain medical treatment was extended.   

Delay in obtaining certificate of capacity  
An injured worker who lived in regional NSW was advised by their insurer that their workers 
compensation benefits would be suspended if they did not provide a current certificate of 
capacity. The worker’s treating medical practitioner had closed their practice and the worker 
reported that as a result of COVID-19 they could not find a new practitioner. The worker was 



also being treated by a psychologist. WIRO provided advice about the recent legislative 
amendments which enable treating psychologists to issue subsequent certificates of capacity 
in certain circumstances.  WIRO recommended the worker discuss with their psychologist 
whether they could certify the worker’s capacity for work.       

Making a claim  
A hospital social worker contacted WIRO on behalf of a patient admitted with COVID-19 who 
sought information about their eligibility for workers compensation. The transport worker 
claimed that they had contracted the disease in the course of their employment. WIRO 
explained the recent legislative amendments which introduce a rebuttable presumption that 
COVID-19 was contracted by a worker in the course of employment if the worker was 
employed in certain prescribed types of employment. WIRO recommended the worker obtain 
a certificate of capacity and forward a claim to the insurer. WIRO also explained the 
timeframes in which insurers must decide whether to commence payments and accept liability.    

Application for funding 
An Approved Lawyer applied for a grant of funding for a care worker with a claim for a 
psychological injury. The worker was caring for a resident who was in isolation with suspected 
COVID-19. The worker advised they received no response to their enquiry about the 
availability of personal protective equipment (PPE), and after raising the enquiry their working 
hours were reduced.  The worker’s nominated treating doctor had diagnosed the worker as 
suffering from depression, anxiety and stress caused by factors including the lack of PPE at 
work.  WIRO granted funding for the Approved Lawyer to conduct early enquiries and provide 
preliminary legal advice. 


