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Acknowledgment 
of country

Worker Assist acknowledges the traditional 
and original owners of this land. 
We pay deep respect to those that have passed 
before us and to acknowledge today’s 
Tasmanian Aboriginal community 
who are the custodians of this land.

CLIENT STORIES*
Worker Assist highly values the confidentiality 
and privacy of its clients. No real names are used 
in this report and details have been amended 
to protect privacy.
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our year

For many injured Tasmanian workers, understanding their rights and responsibilities 
following a workplace injury or incident is confronting, confusing and at times they 
are unaware of who to turn to or what to do. Worker Assist works daily at demystifying 
the law surrounding workers compensation and walks people through the intersection 
of where the legal system meets the injured worker and their circumstances. 
At times this journey is challenging and difficult. 

The 2017/2018 year was a successful year for Worker Assist. We are proud to have 
been able to respond to more clients this financial year than in any previous year. 
We have grown our small team to include a second case officer (part time) to assist 
with our educational activities and telephone advisory service. This has given us 
greater capacity to assist injured workers and to educate the community on the value 
of our service. 

A key feature of the past 12 months has been the focus on the community legal 
education and engagement opportunities. We continue to reach out to different 
organisations, workers and potential workers within the community whom we can 
educate and inform on workers compensation and the return to work process. We 
have a strong community focus and want to improve this through educational means. 
Early intervention is integral when dealing with legal issues and we have demonstrated 
over the past 7 years the positive impact we have on the lives of injured Tasmanian’s 
as we support them through a difficult time both physically and mentally. Community 
connections and partnership with the WorkCover Board of Tasmania and other 
stakeholders have allowed us to gain a broader network of clients.

Worker Assist values are closely aligned to the WorkCover Tasmania Board. 
It is fundamental for the continuation of this service that closer collaboration with 
WorkSafe, community partners and other agencies continue. This stakeholder 
relationship is fundamental to a positive change.

Worker Assist is in a unique position to advise workers not only on their legal rights and 
obligations but also the possible breaches of the Act by their employer/insurer or 
rehabilitation/injury management provider. 
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Workers often contact the service to discuss the behaviour of insurers or when injury 
management personnel make the process difficult for an injured worker. By working 
together with WorkSafe, injured workers are supported and encouraged to raise issues 
or concerns.

Worker Assist values and appreciates its partnership with the WorkCover Board of 
Tasmania since the establishment of our service in 2011. Funding uncertainty has been 
a dominant issue for Community Legal Centres (CLC) across Australia over the past few 
years with limited resources and short-term grants all too common. We look forward to 
establishing long term funding to grow the service and ensure that the community is 
aware of their rights and responsibilities following a workplace injury or disease. 

While funding uncertainty and staff absences in our small team has posed challenges 
for us, we have responded with continued resilience, dedication and enthusiasm.  We 
thank our Committee of Management for their knowledge, guidance and support over 
the past 12 months, particularly the commitment to developing our long-term vision of 
the service.  

Worker Assist continues to play a vital role for injured workers looking for independent 
information, support and legal advice regarding workers compensation, rehabilitation 
and return to work. We fill a gap in a system that, if we did not exist, would mean many 
injured workers were left without these supports. Workers would be financially burdened 
with the cost of seeking advice elsewhere at often one of the most financially vulnerable 
times of their life. Demand would also increase on WorkSafe, employers and our already 
under pressure legal system. 

Worker Assist continues to be at the intersection for injured workers. While not all injured 
workers will face challenges and require our assistance, it is our duty to be there for 
those who do. 

We look forward to continuing this vital service into the future.

 

Mylinda Purtell
Principal Solicitor 
Worker Assist
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Vision ValuesMission

ABOUT US
Worker Assist Inc Tasmania is a community legal centre (CLC) providing independent 
information and advice to injured Tasmania workers since 2011. We specialise in 
dealing with the Tasmanian workers compensation system and asbestos related 
enquiries.   

OUR VISION
Worker Assist aims to empower injured Tasmanian workers, by providing access to 
free legal advice and information, so that they understand their rights and 
obligations when they have sustained an injury or disease at work. 

OUR VALUES
All Tasmanians should have access to free high-quality legal advice when they have 
been injured at work. 

The provision of this service are:
•   accessible to all members of the Tasmanian community; 
•   reliable and accurate information is provided; and 
•   provided in a caring, compassionate and understanding manner as we are
     impartial.   

OUR MISSION 
To work in partnership with the community, business and government, to provide free 
and independent legal advice and information to injured Tasmanian workers under 
the Workers Rehabilitation Compensation Act 1988 and claimants under the 
Tasmania Asbestos Compensation scheme.  The service will provide a safe, caring 
and supportive environment that is accessible to all of the community.
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OUR SERVICE 
DELIVERY

  
As outlined by successive Grant Deeds with the WorkCover Board of Tasmania, 
we are able to: 

•    Advise applicants about their rights and obligations when making a
      workers/asbestos compensation claim;
•    Assist the applicant to prepare and lodge a claim;
•    Make contact with treating doctors and assist applicants to obtain medical reports 
      where necessary;
•    Help applicants prepare for negotiations with the employer and insurer;
•    Provide a representative to attend workers compensation conciliation conferences 
      with the applicant to provide support to them;
•    Attend the dispute hearing proceedings with the applicant if required;
•    Refer applicants for more complex legal advice where necessary; and 
•    Provide general community education of the Workers Rehabilitation and 
      Compensation Act 1988 and the Work Health and Safety Act 2012. 

Our service

We provide continued assistance to injured workers, throughout their workers 
compensation claim without any limit on the number of visits to our service.  

During 2017/18, Worker Assist provided practical information and advice to 
approximately 918 new clients, or approximately 76.5 per month (including education 
activities). Worker Assist continues to provide ongoing legal assistance to injured workers 
and during this year we continued to assist 521 existing clients (42 existing clients per 
month)

Community Legal Education

We deliver community education predominately in the Hobart region. 
The aim of our community legal information sessions are to enhance and inform the 
community of their rights when experiencing a workplace injury and foster a safer, 
healthier and productive workplace. Further information regarding our Community 
Legal Education can be found on page 9.    

 

Hours of Operation

Worker Assist is open 
Monday-Friday 8:30am–5:00pm  
No appointment is necessary, 

and we are able to 
cater for walk ins 

requiring immediate 
assistance.
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OUR SERVICE 
DELIVERables

34%
in issues from 

2017/18

20%
of people contacted 
us through email or 

our website

5%
have contacted us
for a face to face

appointment

6%
in psychological 

claims from 2016/17
(252 to 236)

p

p

86%
of clients agreed

Worker Assist helped
them understand

their issue/s

91%
of clients rated our

service good,
very good or 

excellent

397
clients attended
community legal

education 
activities

1012
telephone

information &
advice sessions

46
referrals to Worksafe
regarding possible

breaches and
investigations

50Spoke to   
students 
about 
what is WorkerAssist 
at our first school
event

27%
of Insurers now refer

clients to WorkerAssist
Up from

189Spoke to 
people 
 at the 
  HSR Conferences 
    in Hobart &
        Launceston

Become a
Friend of the 
Multicultural 

Council
of Tasmania

Provided interpreting
services to worker
to attend medical
appointment with

IME

Referral of 

complex matters
to panel law

firms

105

5

Provided legal 
advice to 16% of all 

S81A disputes in 
Tasmania.  

Increase of 2% 
from 2016/17

11%



increase in new clients 
contacting the service 

from 2016/17

6%p
increase in clients 
returning to WA 

compared to 
2016/17

37%p

of WA clients were 
born outside 
of Australia

%

% %

our clients

of Union 
members 
were from 
HACSU24%

15 % United Voice
Hospitality

12 % Australian
Educational
Union

17.4%

people called due
to a psychological

injury

People sought
assistance or info

re. lodging a workers 
compensation 

claim

100 On average each 
client requires Worker 

Assist to perform

3.3 actions

Majority of clients
live in the Hobart
city council area

%

H

people called about
sexual harassment
in the workplace

of our clients 
are woman

51%

Majority of females
contacting the service

are between age

50-54

10 Majority of males
contacting the service

are between age

45-49

49
of our clients 
are male

of clients suffered
from PTSD

10
of PTSD workers

were first 
responders

40

of workers were
members of a 
Union

236

Largest increase in
injury from 2016/17:

       Leg 
       injuries

5

6

On average we
deal with 

people contacted
us about a s81a 

dispute

106

110
issues per month

Top issues facing 
clients born outside 
of Australia – how to 
lodge a claim and 

when disputes 
occur



51%49% 82%
are aged between
45-65years of age

60% from 
the South

9% from 
the NW

31% from 
the North

93%
were enquiries

7%
were 

complaints

10%
of our clients suffered 
from PTSD & majority 
were first responders

2 issues
Clients contact our

service on average for

7

our TYPICAL CLIENT



Worker Assist Inc Tasmania greatly appreciates the continued partnership with the 
WorkCover Board of Tasmania. The continued funding since 2011 has enabled us to 
provide free legal advice and assistance to the Tasmania community.  

Without their support, injured Tasmania’s and their families would be limited in their 
access to free legal services regarding workers compensation injuries and asbestos 
related claims. 
 
We would like to extend our thanks to our supporting panel law firms, Ogilvie Jennings, 
Simmons Wolfhagen, Slater & Gordan, Bartlett’s and McLean McKenzie and Topfer. 
The state-wide support of these firms allows complex matters to be dealt with.

Collaborating with our panel law firms is an important strategy in identifying and 
responding to legal needs within our community. We have been pleased to be able to 
assist our panel law firms with injured workers needs from providing a detailed brief of 
issues prior to their referral appointment, arranging interpreting/translator services for our 
clients to attend medical appointments, facilitating client conferences in our building 
and assisting financially to enable client’s to refer maters to the Tribunal.

During the past year, the CLC Tasmania have collaborated in responding to the legal 
needs of the community and the sector.  We appreciate the funding provided by CLC 
Tas to contribute to our education videos to be developed in 2018/19. At a National 
level, we would like to thank the National Association of CLCS (NACLC) for their 
continued support and encouragement to Worker Assist. 

our funding & support
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Worker Assist’s community legal education (CLE) program strives to increase workers 
awareness of the law, their legal rights/obligations and provides an access point to legal 
services through training, seminars, workshops, conferences, stalls and social media. 

Our CLE program provides information, skills and direction for people prior to a 
workplace injury and this early intervention allows for workers to understand their own 
workplaces, increase in understanding when dealing with a workplace incident or 
injured worker. 

Highlights of our community legal education this year included:

•   Regular attendance at Health and Safety Representative 5 day training course at 
     Unions Tasmania. Our Principal Solicitor provides a 2 hour practical workshop on 
     dealing with a workers compensation claim in your workplace, support that HSR’S 
     can provide to fellow colleagues and a snapshot of Worker Assist.  

•   Attended our first school event at Elizabeth College targeting 16-18 year olds and 
     their understanding of what happens if you are injured at work.  

•   Attendance at various Union conferences as a trade table to discuss our services, 
     network and allow future referral pathways.

•   Speaker at rehabilitation providers breakfast/lunch events regarding issues faced by 
     workers and rehabilitation. This is extremely important as Worker Assist is able to 
     promote effective injury management and engagement by the rehabilitation provider. 

•   During WorkSafe month, Worker Assist attended the inaugural WorkSafe Tasmania 
     Expo held in Hobart.  

•   Presentations to the Independent Education Union and Australian Education Union 
     delegates conferences focusing on common issues faced by teachers in the 
     workplace. 

•   Attendance at the “Meet the faces of Government” organised by Fair Work and the 
     Multicultural Council Association of Tasmanian. Following this event, we noticed an 
     increase in enquiries coming from migrant workers.  

•   Distributing 4,614 Worker Assist brochures across 40 General Practitioner practices 
     across the state from June 2017- May 2018.  

our community 
legal education
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our community 
engagement

This year we have acknowledged that greater awareness of our service is required and 
to show our commitment to our local community Worker Assist staff attended various 
events promoting the service. These activities have generated new referral pathways in
the community.

Multicultural Council of Tasmania (MCOT)
This year we became “Friends of MCOT” following our attendance at the “Meet the faces
of Government” evening in March. MCOT supports the various multicultural communities 
around Tasmania.  The network helps to bridge the gap between different communities 
and encourage greater diversity through events, network meetings and educational 
opportunities.  

We contribute monthly to the E-Bulletin regarding workers rehabilitation and 
compensation issues and this is distributed amongst the MCOT networks. 

We celebrate Harmony Day by attending local events held by MCOT allowing us to 
network with different organisation and cultural groups to assist migrant workers when 
they have been injured at work. Since this relationship was established in March, there 
has been an increase from 3% to 10% in migrant workers contacting the service.   

International Workers Memorial Day 2018
Since 2014 Worker Assist has been proactive in supporting the day of remembrance for 
Tasmania workers who lost their lives due to a workplace incident or occupational 
disease.   This year Worker Assist attended the two events in both Hobart and 
Launceston as we marked this poignant day.   

Tasmania Association of vocational rehabilitation providers (TAVRP) 
Dark Side of Rehab Symposium 2018
In June 2018, the Principal Solicitor and Case Officer attended the Dark Side of Rehab 2 
organised by the Hobart branch of TAVRP.  Worker Assist had a stall set up to provide 
information about our services for future collaboration and referral pathways with 
rehabilitation providers and allied health professionals.  

Local shows
This year staff attended the Hobart, Devonport, Brighton and Huonville shows. This was a 
great opportunity to engage with the community about workers compensation issues, 
dispelling some myths and inaccuracies and allowing greater exposure of our service.  

Social media
Over the past 6 months, we have recognised that engagement with injured workers 
and their families through social media is imperative. Our Facebook engagement has 
increase over the past12 months by 86%. This platform of community education is able 
to inform, educate, engage and influence community attitudes towards workers 
compensation and safe, healthy workplaces.  
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CLIENT STORIES
Throughout the year, our case officers work with clients to assist them during 
their workers compensation claim. This can arrange from advice, minor 
casework or more extensive work prior to referring to our panel law firms. 
Below are some case studies of various clients we have assisted throughout the 
year, and the outcomes which may otherwise not have been achieved if 
Worker Assist wasn’t able to provide the services which it does.

Access to justice is often out of reach for migrant workers in Tasmania as they face 
major obstacles as they do not understand their legal rights. Their language barrier, fear 
of retaliation, unstable employment and discrimination impact on migrant workers 
understanding that they are protected if injured at work.  

Julie* a recent arrival from the Philippines was injured on a local farm over summer. 
Her employer advised that she could claim “workers comp” but she was unaware of 
what this meant.  She required medical treatment following the injury and her General 
Practitioner (GP) provided her with our contact details. Immediately following her initial 
contact, a face to face appointment was arranged with our case officer. 

Julie raised concerns that she had not been paid any wages, her employer was refusing 
to take her phone calls and she was confused and overwhelmed by the workers 
compensation system. It had been 2 months since the original injury when she spoke to 
Worker Assist. We were able to obtain through discussions with her GP, a worker’s 
compensation certificate and assist with completing the claim form to lodge with her 
employer. As a result of our assistance, Julie obtained weekly benefits and medical 
treatment following our intervention.  

Julie, has returned to Worker Assist a further six occasions for further assistance. 

Migrant workers experience significant barriers to accessing legal information and 
advice.  Our early intervention with migrant workers means that they can obtain 
accessible and appropriate legal services. We increase the likelihood that their matter 
will be dealt with properly and increase the likelihood of them obtaining appropriate 
medical treatment so that they can return to work. It is essential that there is readily 
accessible, technically competent advice given to workers to ensure they are not 
discouraged by the process when they have viable claims. 

Six issues within 84 days
Julie*
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Access to workers compensation benefits ensures that the workers and their family can 
be supported following a workplace injury. But before this support is provided the injured 
worker needs to complete a worker’s compensation claim form and obtain a certificate 
from the GP/treating practitioner. 

However, what happens if this person is in a coma?

Sharon’s husband was the main provider for the family and following a workplace injury 
she had not received any weekly payments from the Insurer as he had not lodged a 
claim.  After seeking assistance from hospital staff, the employer and family members, 
a colleague mentioned to Sharon to call Worker Assist. She was understandably 
emotional and experiencing high levels of stress. She was unable to pay the mortgage 
and bills as she did not have a regular income and was reliant on her husband’s income. 

Our case officer met with Sharon at the hospital and provided her with advice on how 
to lodge a worker’s compensation claim, but also discussed weekly benefits, medical 
expenses and the possible scenario if her husband did not wake from the coma. Sharon 
has continued to contact Worker Assist regarding various issues. We are pleased to hear 
that her husband is home recuperating and looking forward to a return to work program 
to begin shortly.  

Family Matter
Sharon*
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All workplaces should be free from sexual harassment and for young workers 
understanding their legal rights is often daunting and complex.  

Josie sought assistance from Worker Assist following 18 months of sexual harassment 
from her employer that begun when she was just 17 years of age. She initially sought 
assistance from Legal Aid Tasmania and they advised her to resign.  Resigning would 
have significant financial impact to Josie and her safety was still at risk as he was also
harassing her outside of work. 

Supported by her parents, Josie contacted Worker Assist.  We identified that she should 
lodge a workers compensation claim, obtain a restraining order against her employer 
(with the assistance of the Women’s Legal Centre), contact Fair Work regarding her 
conditions of employment and arrange counselling through the SHE program. 
Josie’s matter reiterates how community legal centres holistic approach to resolving 
problems (not just legal) and how we work together for our clients. 

As a result of our assistance, Josie lodged her workers compensation claim, the claim 
was accepted and she received appropriate counselling. We remain in contact with 
Josie as she continues to have issues with her employer not paying her weekly benefits 
on time. Each time we are able to assist her we provide her with security that she has 
someone to turn to.      

Working collaboratively within our community
Josie*
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There is often a disconnect between GPs and injured workers and this often occurs 
following a dispute by the Insurer regarding the workplace injury. 

Belinda called Worker Assist following a distressing appointment with her treating 
general practitioner following the Tribunals finding of a reasonably arguable case (s81A).   

Her GP’s practice manager advised Belinda that the cost of the appointment was 
$187.00, well above the standard rate for a consultation at $75.00. Belinda had paid for
approximately 3-4 consultations with her GP, but was struggling financially as she 
remained on a total incapacity certificate.    

Worker Assist advised her of her rights and on the next consultation she questioned the 
practice regarding the fees. They advised her that when the matter “settles” the insurer 
will reimburse the cost of attendances.  Following our advice, the practice manager 
and GP apologised and the correct rate was applied. 

Belinda is relieved that she can now afford to see her GP regularly for treatment even 
though the claim was disputed by the Insurer. She is appreciative of the information and 
advice we provided as she was unaware of her rights following a disputed claim.  
She is considering filing a s42 in the Workers Rehabilitation Tribunal.

Debt spiral
Belinda*
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Providing independent advice and information is imperative to workers who often feel 
that each individual provider has their own agenda.  George contacted Worker Assist 
regarding his rehabilitation provider attending medical appointments.   
Following Worker Assist’s initial advice, George contacted us a further 8 times regarding 
other issues in relation to this claim.   

George was required to travel from the North West to Hobart to undergo surgery 
approved by the Insurer. We encouraged him to speak to his General Practitioner/
Specialist regarding the requirement for a support person whilst in Hobart and other 
issues he had not been advised about from his Insurer or even considered himself. 

George supplied a copy of his receipts and explanation for items to the insurer on his 
discharge from hospital. The insurer disputed his reasonable claim for expenses, however 
provided no reason for the decision.  

We provided George with advice not to accept the insurer’s proposal at a reduced rate 
and encouraged him to enquire about the reasons for disputing the items, the policy 
regarding the reimbursement of meals and an itemised account of the disputed 
expenses. Following George’s persistent enquires, the insurer provided full reimbursement 
for his expenses. Workers often feel compelled to accept the Insurer’s advice due to a 
lack of understanding of the Act and Worker Assist is able to provide an independent 
perspective on their rights.  

What is reasonable?
George*
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Appropriate, unbiased and easy to access advice is sometimes difficult to locate for 
injured workers.  When this occurs, workers often feel unsupported and do not obtain 
the correct treatment. This often results in an increase in time away from work.

Scott sought assistance from Worker Assist following a fracture to his neck and losing 
sight in his eye following a workplace injury. His General Practitioner referred him to a 
neurosurgeon in Hobart. The insurance case officer suggested that he could “opt out” 
of attending the arranged appointment with a neurosurgeon in Hobart and this 
concerned Scott.
  
We advised Scott of his right to choose his own treating medical practitioners. As a result 
of our advice, Scott travelled to Hobart and obtained the appropriate medical 
treatment not available to him on the North West coast.  

Unfortunately, insurers stepping into the shoes of medical providers is not uncommon 
and often creates unnecessary friction and loss of trust between the worker and the
insurer.  As a result of our assistance, Scott continues to see his local GP with the 
assistance of the Neurosurgeon in Hobart. He now has a new case officer. 

Loss of trust
Scott *
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Breakdowns in communication can cause significant financial hardship for workers.  
Simon contacted Worker Assist in July 2017 following a referral from solicitors in Hobart 
regarding a non-attendance at an IME organised by the Insurer. Due to the nature of 
his legal problem, the firm were unwilling to assist.

He had made an honest mistake in not correctly entering the details of his independant
medical examinator (IME) appointment in his calendar and turned up one week later 
tohis appointment. 

He received no phone calls or contact from the insurer regarding the non-attendance 
the week prior. Simon attempted to rectify the situation immediately contacting the 
insurer explaining the situation. Unfortunately, his claims officer was unavailable and 
never returned his calls.  

He later received three letters from the Insurer advising that they had attempted to 
contact him (on an incorrect phone number), that his claims officer had changed and 
that his payments had been suspended until the next available IME (a further 7 weeks 
away) when the specialist returned.

Simon had a family of 5 to support and a mortgage. Seven weeks without weekly 
benefits would cause extreme financial hardship and therefore it was imperative that 
Worker Assist intervene. We assisted Simon by drafting a referral to the Tribunal. However 
after a number of phone calls with the Insurer his weekly benefits were reinstated and 
his contact details corrected. 

He has recently contacted us to advise that his claim has settled. Without our initial 
work with Simon would have been unaware of his rights to access a whole person 
impairment and was unlikely to be able to continue to work in the same workplace. 
As a result of our assistance we were able to provide him with direction for his claim and 
he is now feeling less stressed about his future.       

Financial hardship
Simon*
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Preventing harm in the workplace is paramount, but all too often a psychological injury 
can develop following a physical injury in the workplace.  Injured workers are vulnerable 
in these circumstances and navigating a return to work is daunting in these particular 
situations. 

Charlie approached Worker Assist in February 2018 following a physical injury in a large 
organisation. Two months later, he still did not have a return to work plan in place 
following persistent enquiries with his employer. His medical certificate indicated that he 
is able to work 3 hours per day but his employer continues to advise him that he was not 
to return to the workplace. Charlie felt as though the system had failed him as he was 
continually alienated by the workplace. Charlie displayed signs of a secondary 
psychological injury during the meeting with our Case Officer.   

We assisted Charlie in seeking urgent medical assistance from his treating General 
Practitioner regarding his psychological symptoms. We were concerned for his overall 
health and well-being. As a result of our intervention, his GP included the psychological 
injury on his certificates and he is receiving appropriate treatment. 
Unfortunately, the Insurer has now requested that he attend an IME regarding the 
psychological claim and he is understandably anxious regarding the medical 
appointment. 

Charlie’s matter indicates a common  attitude by employers regarding return to work
plans that unless the injured worker is cleared for work they are not to return. 
This continues to be an area where community education is required. 

Mishandling a physical injury resulting in a psychological claim

Charlie*
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our impact on our
clients

We asked our community partners about the impact our work had on their ability to 
assist injured Tasmania workers. All of the respondents to the survey either were solicitors 
from our panel firms, insurers, medical providers or employers who manage workers 
compensation claims. 

93% 25% 100%

of our community partners 
agreed that Worker Assist 
helped their organisation/
business/client or member

advised they referred 
people to our service 
a couple of times a
month

agreed that they were 
extremely satisfied with 
Worker Assist’s service

would continue to refer 
clients to our service

Worker Assist staff are highly experienced and experts in the area of Workers’ 
Compensation and hold a solid understanding of Work Health and Safety and Industrial 
relations issues.  An injured worker may have multiple issues across a range of legislations. 
Detailed and technical issues are addressed from conversing with injured workers about 
their workplace issues. It is critical for an injured worker to understand their obligation as 
a worker as well as have knowledge of what obligations an employer or insurer have 
under the Act.   We hope to educate and empower our clients through their journey, so 
they feel that they can ask relevant questions pertinent to their experience. Worker Assist 
staff can do that

“

“

85%
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By giving the worker accurate information about the workers 
compensation process, helping them identify what materials, 
documents and other information [is required] and what they need to 
ask about is valuable. It reduces stress for the worker as they know 
what to expect and it saves time and cost

The outcomes of 81A referrals, usually leading to an order declaring that the worker is 
not entitled to compensation, often leaves workers thinking they have lost their claim. 
It is essential that there is readily accessible technically competent advice to ensure 
they are not discouraged when they have viable claims.  That involves a preliminary 
evaluation of their circumstances within the legal matrix by staff familiar with the usual 
outcomes of s42 referrals

Without Worker Assist I believe many workers, particularly those who have disputed 
claims would just give up, being fearful of the cost of seeing a private lawyer, not 
knowing which lawyers have sufficient expertise and experience to give accurate 
advice and a reasonable forecast of the likely path ahead and which lawyers are likely 
to offer reasonable terms of retainer and are willing to support workers with no win no 
fee and disbursement support.  Generalist community services are unlikely to have that 
knowledge and experience

“
I am unsure how it is possible to improve such a great service, BUT I do 
suspect that there could be a need for more people to be able to 
handle the cases that come into Worker Assist. I say this because if the 
numbers of people that we refer to Worker Assist do so, and we are 
relatively small operation, then given the size of the possible client base it 
seems plausible that there is a need for more people

“
I spoke to Worker Assist today for the second time about a member who is having 
problems with the employer regarding a claim.  Worker Assist provided very useful 
advice which will help me resolve the matter

20



OUR CLIENT SATISFACTION

Our client satisfaction survey 2017 provides an opportunity for clients to tell us what 
they think of our services.  The objective of the survey is to measure client’s perceptions 
and experiences of our service and assist us making decisions about the service and 
the future provision of services. Our approach to this survey was to utilise the mobile 
numbers we had been provided and direct them to an online survey.  

The feedback from our 2017 client survey indicated:-

81% 86% 91% 87%

91%82% 82%

of clients responded 
that their injury or 
disease occurred in 
2017 & the 19% advised 
they were injured in 2015

of clients responded that 
Worker Assist was either 
very knowledgeable or 
knowledgeable about 
workers’ compensation 
issues

of clients rated our 
service good, very 
good or excellent

of clients agreed Worker 
Assist helped them 
understand their issue(s)

of clients advised we 
contacted them in a 
timely manner

of clients advised they 
would contact Worker 
Assist again

of clients would 
recommend Worker 
Assist to family/friends
/colleagues

The most common suggestions for improvement to Worker Assist services were increase 
of funding and resources 

“X was amazing! Couldn’t thank her enough. She was genuine, friendly, helpful and 
showed empathy and understanding. I’ve recommended Worker Assist to my 
Psychologist, GP and Psychiatrist who weren’t aware the service existed but have stated 
they’ll now pass the information on to their patients. Thank you so much.” 

“Having more staff. X was great but she was limited cause of no help.”

“The delivery of the service for me was spot on and doesn’t need improvement.”
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While not all injured 
workers will face 

challenges & require 
assistance, it is our 

duty to be there for 
those who do!
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FINANCIAL REPORT
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       Worker Assist Tasmania
       ABN 73 104 282 625
       212 Liverpool Street
       Hobart 7000

Phone       1300 027 747
       03 6216 7677

Email       workerassist@workerassist.org.au
Web       www.workerassist.org.au
Facebook      www.facebook.com/WorkerAssistTasmania
Instagram      workerassisttasmania

Office Hours      Monday - Frday
       9am to 5pm


