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ACKNOWLEDGEMENT
OF COUNTRY
Worker Assist Tasmania acknowledges that 
Aboriginal and Torres Strait Islander peoples 
are the traditional custodians of the country 
across Australia.

Aboriginal and Torres Strait Islander peoples
maintain their wisdom and rich culture, 
the oldest continuous culture on the planet, 
despite having experienced genocide, 
dispossession and colonisation.

We recognise their continuing connection to land,
waters and culture and pay our respects to their
Elders, past and present. 

Sovereignty has never been ceded.
This land always was, and always will be,
Aboriginal land.
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OUR VISION
A dynamic, independent service 
known for improving the lives of 
injured workers and their families.

OUR MISSION
To inform and empower injured 
workers to navigate the system 
with dignity and confidence.

OUR VALUES
Compassion, Care, Commitment 
and Collaboration.



CONTENTS

Introduction 								       8

Message from Principal Solicitor					     10

Our Role in the system						      12

How we work to make a difference				    14

-	 What we bring						      14

-	 What we do							       15

-	 What we deliver						      16

2024-2025 Progress Highlights					     17

Who are our clients 							      18

Alignment to WorkCover Board Tasmania’s Goals		  22

Goal 1: Safer and Healthier Workplaces				    22

Goal 2: Supporting People Affected by Workplace Injuries	 26

Goal 3: Building a collaborative health, safety and injury 	 34

             management culture

Impact in Action							       42

Client Experience Survey Summary				    48			 

People of Worker Assist Tasmania					    50

Financial Snapshot							       52

Treasurer’s Report and Financials 					    53

Financial Statements						      54				  

	

WORKER ASSIST Tasmania  Annual Report 24 | 25 7



WORKER ASSIST Tasmania  Annual Report 24 | 258

Safe, supported 
and connected

Every conversation we have at Worker Assist Tasmania contributes to a safer, 
fairer, and more connected workers’ compensation system. 

Through early intervention, impartial advice, and trauma-informed support, 
we help Tasmanian workers navigate a complex system, recover with dignity, 
and remain connected to work and community. 

Our work brings the goals of the WorkCover Tasmania Board’s Strategic Plan 
2024–2028 to life: creating safer and healthier workplaces, supporting 
people affected by workplace injury, and building a collaborative culture of 
care across the system. 

Each story we hear, each question we answer, and each barrier we remove 
strengthens not only individual recovery but also the safety and well-being 
of the Tasmanian workforce as a whole. 
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Every day in Tasmania, someone is injured at work. 
Every day, Worker Assist Tasmania receives calls from workers, 
employers, health professionals, and family members seeking 
guidance, clarity, or simply someone who will listen and help them 
move forward.

This year’s report highlights the impact, innovation, and growth made possible 
through the continued support of the WorkCover Tasmania Board. Since 2011, 
the Board’s commitment has enabled Worker Assist Tasmania to provide 
independent, trauma-informed assistance that improves both individual 
outcomes and strengthens the scheme.

With this ongoing partnership, we continue to expand our reach. We engage 
with new workers, industries, general practitioners, and referral partners across 
the state. 

We are building stronger pathways to early intervention, promoting more 
transparent communication, and facilitating safer and faster returns to work. 
In doing so, Worker Assist Tasmania directly contributes to the goals of the 
WorkCover Tasmania Board and WorkSafe Tasmania Strategic Plan 
2024–2028:

1.	 Safer and healthier workplaces: by reducing psychosocial risks through 
	 education, building understanding, and sharing insights that make work 	
	 safer and recovery smoother.
2. 	 Supporting people affected by workplace injuries: by providing impartial, 	
	 person-led information that helps workers navigate the system 
	 confidently and return to work sustainably.
3. 	 Building a collaborative health, safety and injury management culture: 	
	 by strengthening relationships with employers, insurers, unions, GPs and 
	 regulators to ensure fairness, transparency and shared responsibility.

Worker Assist Tasmania operates as an information and advice service. 
We triage, guide, and empower workers by providing them with the knowledge 
and confidence to navigate the system independently or seek professional 
help when needed.

We provide independent, impartial information to help people understand their 
rights, obligations, and next steps within the workers’ compensation scheme.
When issues fall outside our scope, we refer promptly to insurers, legal
practitioners, medical professionals, or community services.

However, many workers return to us for further clarification or reassurance.
This is not case management; it reflects trust and accessibility. In a complex 
system, people often require more than one conversation to fully understand 
their situation.

Ongoing engagement prevents escalations of issues. It keeps workers 
informed, prevents escalation, and supports fairer and more efficient claim 
resolution.

My team make this possible.  Their compassion, professionalism, and 
dedication form the foundation of Worker Assist Tasmania. Every conversation 
they have and every person they help strengthens trust in the system and 
reinforces why this work matters. 

Mylinda Purtell
Principal Solicitor

    What Tasmanian workers are navigating

>   3,262 workers contacted Worker Assist 
>   1 in 3 contacts occurred within the first 60 days after an injury, 
     with most workers seeking help early, not at a crisis point
>   1,188 psychological injury enquiries demonstrate the emotional and mental 
     toll of modern work and the need for guidance.
>   1 in every 2 workers needed help interpreting documents from certificates, 
     reports, to insurer correspondence. 
>   91.5% were not union members and relied on our impartial advice as their 
     only source of support.
>   26 languages represented.
>   Provided assistance to our 10,000th client.
>   Our oldest client was 92 and the youngest was 17.WORKER ASSIST Tasmania  Annual Report 24 | 2510

Message from the 
Principal Solicitor
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The WorkCover Board Tasmania funds Worker Assist Tasmania to help every 
worker, regardless of background, literacy, or circumstance, navigate the 
workers’ compensation system with confidence and understanding.  

Our purpose is not to manage claims or provide ongoing case management.
We help people understand their rights and responsibilities, communicate 
effectively, and participate meaningfully in the process. 

Every day, our staff help workers interpret correspondence, understand medical 
certificates, or complete forms correctly the first time. These seemingly small 
interventions prevent larger problems, such as disputes, delays, and the 
emotional toll that uncertainty can create. By equipping people with the 
knowledge to act early and accurately, we reduce unnecessary escalation and 
strengthen trust in the system as a whole.

Our approach complements rather than duplicates, the work of insurers, 
lawyers, and rehabilitation providers. Our role is advisory, not adversarial. 
We do not appear in tribunals or courts on behalf of our clients. 
That distinction is vital. We maintain independence, provide straightforward 
advice, and strengthen the performance of Tasmania’s workers’ compensation 
scheme.

Our impact cannot always be measured in closed files or settlements. Much 
of what we do is preventative and intangible: the misunderstanding that never 
becomes a dispute, the anxiety that eases after a single phone call, the worker 
who feels heard and empowered to continue their recovery.

These are the quiet measures of success that strengthen the performance and 
sustainability of the entire compensation scheme.

By providing clear information and compassionate support, Worker Assist 
Tasmania helps create safer, fairer workplaces and a system that is 
person-led, responsive, and trustworthy.

Our role in 
the system

Worker Assist Tasmania is not a one-stop shop, nor should it be. Workers’ 
compensation is not linear or uniform. Each matter depends on its 
circumstances: who the employer is, which insurer is managing the claim, and 
how individual claims officers, doctors, and lawyers interpret their obligations.

We guide workers through this complexity with clarity and realism. Our goal is 
to help them understand what can be done, what cannot, and where to go next.

By meeting people where they are, one conversation at a time, we make the 
system more navigatable and humane. Through this everyday clarity and 
compassion, Worker Assist Tasmania helps to build not only safer and fairer 
workplaces, but a system that feels human, responsive, and trustworthy.
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How we work to 
make a difference

WHAT 
WE
BRING

Free, independent, trauma-informed 
expertise for the Tasmanian 
workforce. 

Trusted relationships with 14 years of 
continuous delivery, known for our 
knowledge, clarity, compassion and 
understanding. 
 
Accessibility and inclusion with 
support provided across all regions 
and diverse nationalities.  

Data and systems, including 14 years 
of longitudinal data, and assisting 
over 10,000 workers.   

A trusted reputation as the 
independent voice for workers, 
valued for impartiality and clarity.

Digital platforms and systems to 
make information accessible and also 
improve internal system processes. 

Commitment to continuous learning 
through client surveys, reflective 
practice and trend reporting to the 
WorkCover Board Tasmania. 

Skilled and compassionate team with 
two dedicated staff members who 
have been with Worker Assist 
Tasmania since 2016. Their 
continuity ensures that every client 
benefits from in-depth system 
knowledge and sustains professional 
relationships within the Tasmanian 
compensation network.   

Established partnerships with 
workers, employers, unions, medical 
practitioners, rehabilitation providers, 
WorkSafe Tasmania, insurers, and law 
firms built over 14 years.  

Sound governance and risk 
management:  

Our Board oversees our delivery, 
strategy, and resources efficiently, 
effectively, and responsibly, in a
manner that aligns with our purpose 
and the purpose of the WorkCover 
Board.  
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WHAT 
WE DO

We provide independent information, 
advice, and education on workers’ 
compensation and return-to-work 
rights.

Support and guide workers and their 
families through each step of the 
process with clear, trauma-informed 
advice, available by phone, email, or in 
person. 

We deliver education and training and 
develop plain language resources to 
build confidence and prevent harm.  

Maintain continuous access and 
consistent care through our Advisory 
phone line, even during resource 
constraints. 

Collaborate with health and legal 
professionals, including The Working 
Women’s Centre, to connect clients 
with appropriate support services. 

Advocate for system improvements 
through trend reporting and 
stakeholder engagement.
  
Evaluate service delivery and
strengthen governance through
continuous improvement and 
alignment with national standards. 

Provide data led resources insights to 
ensure we continue to meet rising 
demand and ensure sustainable 
delivery statewide.

Engage with the community through 
outreach and apply for extra funding 
to meet the rising costs of outreach.
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WHAT 
WE
DELIVER

Impartial, timely advice for every 
Tasmanian worker.

Early intervention that prevents disputes 
and supports faster recovery.

Better-informed decisions through clear, 
trauma-informed communication.

Restore confidence and dignity for 
workers navigating complex systems.

Stronger collaboration between workers, 
treating doctors, insurers and regulators.

Robust community partnerships that 
extend our reach and impact. 

Safer and more equitable workplaces 
through shared education and 
understanding.

Continuous feedback to the WorkCover 
Board, shaping fairer system outcomes.

Cost effective and sustainable service 
delivery, backed by sound governance 
and future-focused planning. 

Expanded support for women in the 
workplace, through a MoU with WLST, 
securing four more years of funding. 

Increased public visibility, ensuring 
workers know where to turn for help. 

+
+
+
+
+

+

+
+

+

+
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2024-2025
PROGRESS

Client Support

Assisted 3,362 clients at an average 
cost of $178.39 per client.

Welcomed 1,222 new clients, a 5% 
increase in new engagements.

98.14% of clients received direct 
assistance and triaging. 

Community Education

Delivered community education 
sessions reaching 748 Tasmanians, 
expanding awareness and 
understanding. 

Distributed 440% more educational 
materials reflecting growing demand 
for clear, trustworthy resources.

Medical and legal coordination

Facilitated 117 GP and specialist 
referrals, a 588% increase, improving 
coordination between medical and 
compensation systems.

The long-tail outcome included $10 
million in referred client settlements. 

Digital Access

Received 215 web enquiries, creating 
a “zero-barrier” digital access point 
for workers during and after business 
hours.

151 were accessed during business 
hours, and 53 were accessed after 
hours, indicating increased accessi-
bility. 11 were unknown.  

Client Satisfaction and 
System Impact

Maintained client satisfaction above 
target levels. Average 4.98 rating out 
of 5. Demonstrating trust and 
confidence in the service. 

Received 178 responses to our client 
experience survey, a response rate of 
28%. 

Submitted 8 trend reports to the 
WorkCover Board, leading to 
procedural improvements and the 
first fine issued to an uninsured 
employer in our 14 years.
  
Supported two families after 
workplace fatalities, providing 
compassionate guidance.  

Cost Efficiency 

Reduced cost per client by $5.29 
compared to 2023.



Who are 
our clients?
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Age: 

35-45Femaleprofile

Employment snapshot: 
The largest groups were Professionals (22%), Advanced clerical and service workers (19%), and Intermediate 
clerical, sales and service workers (18%). Smaller numbers worked as Associate professionals (12%), 
Managers (6%), or in Trades (5%) and Labouring (4%) roles.

Interpreter use: 
Women accounted for 64% of clients who required interpreting services. 

Occupation: 
Most commonly in Health Care and Assistance (32%), followed by Education and Training (14%), 
Administrative and Support Services (11%), Public Administration (8%), Accommodation and Food 
Services (8%) and Retail Trade (6%).

Language needs: 
While English is the primary language, many speak Mandarin, Nepali, Indonesian, 
or Hindi.  71% were born in countries where English is not the first language. 

Country of Birth outside of Australia: 
Frequently born outside of Australia, including the Philippines, India, Nepal, and the UK.

Region:
Predominantly in southern Tasmania (53.6%).

Background:
Often balancing work, family responsibilities and recovery.  

How she finds us: 
Most commonly through online searches (28%) or through events and education outreach (21%). 

Each year, Worker Assist Tasmania helps thousands of people navigate injury, 
uncertainty, and the recovery process. 

Behind every statistic is a worker, a teacher’s aide, a truck driver, a support 
worker, or a store person. Someone is trying to make sense of a system while 
managing pain, pressure, and hope.

The following profiles are based on our 2024–25 client data. They reveal the 
people behind the numbers: who they are, the challenges they face, and how 
Worker Assist supports them in regaining confidence, clarity, and control.

When she contacts us: 
Typically contacts Worker Assist between 31 and 126 days after injury, 
often once confusion or communication problems with the insurer begin. 

Common issues: 
• S81A dispute (59% women)
• Information/assistance to lodge a claim (56%)
• Understanding the process (54%)

Additional vulnerabilities 
- 27% of surveyed female clients disclosed financial stress, and a similar number disclosed family violence at
   the same time as their claim. 
- Women are more likely to attend community events and interact with Worker Assist than men.  
- Seeks help interpreting insurer correspondence, clarifying her entitlements, and understanding what things 
   mean in practice.
- 80% of matters where there was no policy of insurance impacted a woman. 
- 64% of those who identified as Aboriginal or TSI were women. 

Likely issues based on country of birth; 
Chinese 	 48% seek information/assistance with no particular issue 
Nepalese 	 18% seek information and assistance regarding return-to-work or rehabilitation services.
Indian 		  22% seek assistance when weekly payments are not paid or stopped.
Japanese 	 46% have a query about the pay rate. 
Slovakian 	 35% have an issue with the insurer. 

Women are therefore more likely to have a higher loss of income, delayed treatment and uncertainty about who will help and when in comparison to men.  

Union Membership:
74% are not union members.



Male
profile

Age: 35-54
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Employment status: 
55% are employed full-time, reflecting more traditional and continuous work patterns.

Occupation: 
Most commonly in Construction (19%), Manufacturing (13%), Transport, Postal and Warehousing (11%), and Health Care 
and Social Assistance (11%), Public Administration and Safety (9%) and Agriculture, Forestry and Fishing (9%). 

Region:
Predominantly in southern Tasmania (53.6%).

Country of birth/Language: 
Nepal, New Zealand, Pakistan and England.

Union Membership:
25% were Union members

Employment snapshot:
Male clients were most often employed in Trades (16%), Labouring (14%), or Clerical and service roles (11%), with smaller 
proportions in Professional (10%), Associate professional (10%), and Managerial (5%) roles.

Background:
Men typically contact us later in the claims process, after a dispute, delay, or a stress-triggering event has occurred. 

How he finds us:
Most commonly through online search at 26% and through referrals from rehabilitation providers. 

When he contacts us:
Men often contact Worker Assist Tasmania after their claim has become complex, delayed, or contested. 
They are less likely to seek advice at the start of the process and more likely to be referred through 
formal or compliance channels, such as WorkSafe Tasmania (7%), rehabilitation providers (8%), 
or medical practitioners (5%).

Common Issues: 
Many men contact Worker Assist once a key event has triggered confusion or stress, such as 
receiving an insurer letter, being referred to an independent medical examination (IME), or having 
weekly payments stopped under section 86(1)(b), (c) or section 88.

“Women seek clarity early. Men seek help 
when it’s complex. Worker Assist supports 
both prevention and understanding.”

Issue Type:
Men are most likely to seek help when their claim is at risk or in the dispute phase; 
they are less likely to reach out for general information.  

Support needs:
By the time they reach Worker Assist Tasmania, many male clients have exhausted other avenues of support. 
We translate complex processes, identify issues, and reconnect workers with the appropriate part of the system, 
whether that is a GP, insurer or a lawyer. 



						    

Safer & Healthier
Workplaces Goal 1

Creating safer and healthier workplaces begins with access to information, 
early advice, and someone who can make a complex system feel human.

Worker Assist Tasmania is the bridge between workers and the system, turning 
confusion into clarity and isolation into understanding. 

Our work focuses on translation, navigation, and reassurance, helping people 
interpret their rights, obligations, and next steps with confidence.   

Key Achievements 2024–25

Early intervention and prevention

• 244 workers sought help to lodge or prepare a workers’ compensation claim. 
Only a 3% decrease from last year, showing consistent demand despite lower 
staffing levels.

• 206 clients contacted Worker Assist with no dispute or issue identified, 		
demonstrating proactive engagement before conflict arises.

• 117 referrals back to treating GPs or specialists (a 588% increase), improving 
coordination between clinical and compensation systems. 

• 215 web enquiry forms were submitted, with most during business hours, 
proving it functions as a zero-barrier access point when we are on the phones. 

• 29% of clients contacted Worker Assist within 60 days of injury, and half 
within 126 days, showing success in reaching workers early. 

• 7.5% of clients contacted us within 0 – 7 days of injury, a positive shift 
towards help seeking and a key behavioural safety indicator.

	 Mental health and psychological injury support

	 • 1,188 psychological injury enquiries were received, still the most 
	 significant injury type, despite a 9% decrease from the previous year. 

	 • This sustained demand confirms the importance of trauma-informed, 	
	 empathetic guidance in keeping psychological injury claims well 
	 supported. 

	 Education and knowledge as prevention

	 • Delivered 28 community legal education sessions, a 21% increase, 
	 engaging 748 participants across Tasmania.

	 • Distributed 224 educational materials reinforcing prevention through 	
	 knowledge. 

	 • Internet referrals rose 28%, with 44% from Google searches and 28% 	
	 from our website enquiry page, showing that workers are finding us 
	 independently and early.

	 • Our digital education reach expanded to 102,000 Tasmanians, 
	 increasing public awareness of the service.

	 • Social media activity increased from 70 to 292 posts, focusing on claim 	
	 lodgment, psychological injury awareness and other significant issues. 

	 • These platforms now act as a virtual extension of our advice service, 	
	 reaching workers who cannot engage by phone or in person.
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Based on WorkCover Tasmania Board & 
Worksafe Tasmania Strategic Plan 2024-28.



	 Collaboration and system connectivity

	 • Engagement with insurers increased by 66% and with employers by 	
	 61%, enhancing collaboration and reducing avoidable delays in the 
	 return-to-work process. Client correspondence reviews rose 42% and 	
	 document reviews 95%, showing growing reliance on our interpretation 	
	 and reassurance skills. 
	
	 • Supported two families affected by workplace fatalities, providing 
	 practical and compassionate guidance. 

	 Reaching the hard-to-reach

	 • 74 clients were unreachable despite repeated attempts (up slightly from 	
	 70 last year). While small, this cohort is often the most vulnerable due to 	
	 unstable housing, financial distress, or digital barriers.

	 • Re-engaging: this group remains a key focus for 2025–26, aligned with 	
	 the Board’s commitment to inclusion and system accessibility.	

						    

Analysis & impact

In 2024–25, 206 clients contacted Worker Assist Tasmania to inquire about the 
workers’ compensation process, despite having no active issues or disputes at 
the time. Of these, 112 were women and 89 were men, showing broad 
engagement across both genders and industries. These proactive enquiries 
suggest that many workers do not require representation; they need clarity on 
their rights, obligations how to navigate workers compensation processes. 

By offering neutral, plain-language guidance, Worker Assist Tasmania helps 
prevent confusion before it becomes conflict. Each conversation delivers fairness 
at its earliest and most effective point, where understanding replaces anxiety 
and trust replaces frustration.  

During the same period, 204 workers utilised the new web enquiry form, resulting 
in 151 submissions made during business hours and 53 after hours (the remaining 
submissions were unknown). This indicates that workers are seeking support 
beyond the traditional workday, often when anxiety or uncertainty is at its 
highest. The after-hours usage reflects a shift in behaviour: workers are 
increasingly using online pathways as a psychological safety valve, seeking 
reassurance when other services are unavailable. 

At peak times, the web form acted as an overflow channel, ensuring every 
enquiry was captured and responded to. This also reflects a cultural shift: 
workers managing claims may find phone contact confronting and prefer digital 
engagement. 

Despite these improvements, 74 clients were unable to be contacted. This small 
but persistent group often reflects the most vulnerable members of the 
workforce. Their absence in engagement data underscores an essential truth of 
safety and health: a safe workplace begins with inclusion. Safer and healthier 
workplaces cannot be achieved if those at the margins remain unseen or 
unsupported.

Worker Assist Tasmania is committed to identifying new ways to reach these 
workers earlier, through stronger partnerships with community organisations, 
health providers, and unions and to ensuring that every Tasmanian worker, 
regardless of circumstance, can access the information and assistance they 
need to participate safely and confidently in the compensation system.

This commitment directly supports the WorkCover Tasmania Board’s vision: that 
safe and healthy work should be accessible to everyone, not just those who can 
reach us, but also those who currently cannot. 

The data paints a clear picture: safety 
begins with understanding and access. 
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Supporting 
People Affected by 
Workplace Injuries

Goal 2

Recovery from a workplace injury is rarely straightforward; it requires physical 
healing, emotional adjustment, and the ability to navigate a complex system.

Worker Assist Tasmania offers early, person-centred support that fosters 
compassion, clarity, and connection throughout the process.

We help injured workers understand their rights, manage their claims with 
confidence, and rebuild stability through informed decision-making.

Our trauma-informed approach strengthens recovery outcomes and reinforces 
trust in Tasmania’s workers’ compensation system.

Key Achievements 2024–25

Client engagement and accessibility

• Supported 3,362 clients in 2024–25, including 1,222 new clients, a 5% 
increase in new engagements from the previous year.

• Despite a 7% decrease in total client volume, case intensity grew, with a 24% 
rise in total actions. Reflecting greater complexity and longer-term support 
needs.

• Assisted 98.14% of all clients, with only 1.86% unable to be helped due to 
issues outside our remit, demonstrating strong triage and referral practices.

	 • 20 clients experienced significant communication barriers (low literacy 	
	 or limited English), and 27% reported additional vulnerability such as 	
	 domestic violence, unstable housing, suicidal ideation, or financial 
	 distress.

	 • 26 languages were represented across our client base, yet interpreters 	
	 were required only 11 times, confirming that our trauma-informed and 	
	 accessible communication methods meet diverse needs.

	 • Only 8.5% of all clients identified as union members, and 75% of those 	
	 who responded to the union question reported having no union 
	 representation - showing that Worker Assist primarily serves 
	 unrepresented and vulnerable workers.

Ongoing engagement and trust	

• 108 clients or their lawyers contacted us to 
provide updates or outcomes, a 28% increase 
on the previous year, indicating trust and 
recognition of our role as a neutral, ongoing 
support service.

• Received 282 direct messages, illustrating 
that workers increasingly seek confidential, 
low-barrier contact options when they need 
clarity or reassurance.

• Our trauma-informed model provided 
stability and guidance for vulnerable clients, 
ensuring they received both accurate advice 
and referrals to appropriate external 
supports when needed.
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Based on WorkCover Tasmania Board & 
Worksafe Tasmania Strategic Plan 2024-28.
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Improving recovery through documentation and insight

We’ve seen an increase across all clients and issues, with requests for 		
assistance and struggles to understand or respond to correspondence. 

 161% increase in review of Tribunal documents, confirming that workers are:

• Turning to Worker Assist Tasmania for help in understanding and navigating 
complex tribunal processes;

• Seeking clarity rather than conflict;

• Experiencing greater procedural fairness through informed participation;

• Reducing stress and confusion, supporting psychological safety and sustained 
recovery;

• Reviewed 204 medical certificates, a 200% increase from last year, enabling
early detection and resolution of issues before they escalated into disputes;

• 1499 document reviews (95% increase);	
	
• 42% more email reviews demonstrate the growing demand for help interpreting 
insurer correspondence, tribunal documents, and medical paperwork, a crucial 
factor in fair recovery and claim accuracy.

Complexity and coordination

• More clients now need multi-stage assistance, from initial claim support to 
post-dispute decision clarification, highlighting the growing complexity of 
compensation issues, especially psychological injuries. 

• We maintained strict professional boundaries while expanding our 
coordinating role, demonstrated through increased referrals to external 
community organisations and other legal services. This approach ensures 
ethical collaboration across Tasmania’s recovery network, preventing service 
duplication while strengthening continuity of care.

• Referrals to lawyers remained steady at 44%, meaning we were able to assist 
56% of people without legal representation.  

These patterns show a shift from high-volume advice to high-impact 
assistance. Overall, there are fewer clients, but each receives more detailed, 
personalised, and outcome-focused support.

Outcome through panel law firm referrals

Through timely referrals to our panel law firms, injured workers secured fairer 
and more sustainable outcomes.

In 2024–25, settlements resolutions by panel firms for Worker Assist Tasmania 
referred clients exceeded $10 million, delivering closure and financial stability 
for Tasmanian workers.
	
These outcomes reflect the strength of a model that connects workers to the 
right legal expertise at the right time, ensuring we triage matters effectively. 
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Supporting people affected by workplace injuries 
isn’t a single act; it’s a continuum of care.

It means reading between the lines of a claim, 
explaining what the law or a letter actually means, 
translating bureaucratic language into something 
understandable, and connecting workers with 
the proper medical or community support.

It also means protecting boundaries, ensuring that 
every person gets the help they need without 
being pushed beyond what’s fair, safe, 
or sustainable. Through these everyday actions, 
Worker Assist Tasmania transforms a complex 
system into one that workers can navigate with 
dignity, clarity, and confidence
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31

Analysis and Impact: 

Strengthening support and recovery through 
understanding

Tasmania’s workers’ compensation system relies not only on financial 
outcomes but on the quality, accuracy, and timeliness of human 
support.

In 2024–25, Worker Assist Tasmania deepened its role in supporting 
workers during the later and more complex stages. This was due to the 
clients’ claims ending. 

While early intervention remains a core focus, there was a marked 
increase in workers seeking help to 
	 • Understand insurer correspondence
	 • Navigate documentation
	 • Interpret medical and legal information. 

The shift is reflected in:
	 • A 42% increase in email perusals 
	 • A 95% increase in document reviews (1,499 occasions)
	 • A 200% increase in the review of medical certificates
 
These interactions go beyond administrative support; they are acts 
of translation that restore clarity, confidence, and control for workers 
managing recovery amid uncertainty. 

Face-to-face appointments also rose, especially among clients with 
literacy barriers or those for whom English is a second language.
In a system that is increasingly reliant on digital communication, these 
personal interactions remain essential for comprehension and trust.

Bridging clinical and compensation systems 

A significant development in 2024–25 was the strengthening of 
communication between workers, medical practitioners, and insurers.

	 • 117 clients were referred back to their treating GPs or 
	 specialists, a 588% increase on the previous year.

These referrals: 
	 • Shortened claim delays by ensuring medical information was 		
	 accurate and timely.
	 • Prevented disputes by correcting documentation errors early
	 • Reduced stress and confusion through direct clarification.
	 • Reinforced trust between workers and treating professionals.

Worker Assist 

strengthens support

and recovery through 

understanding
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Maintaining boundaries and strengthening 
the system

Worker Assist Tasmania’s coordination role became more visible in 
2024–25, not because the work is new, but because the need for clarity 
and the connected support has grown over the years. 

We continue to operate within clear boundaries: 

	 • We do not manage claims or provide legal representation. 
	 • We provide accurate information, options and direction
	 • We complement, not duplicate. 

This approach ensures ethical collaboration across the recovery 
network, preventing duplication (or repetition for the client) and 
strengthening continuity of care.  

Many of our clients return to Worker Assist Tasmania on multiple 
occasions. This reflects trust, not unresolved issues. In a fragmented 
system, we are often the only independent, trauma-informed service 
available.  Workers return because they know they will be heard, guided, 
and treated with respect.

When referral options are limited, we provide a stable link that keeps 
them engaged with the system, rather than causing them to withdraw 
or incur unnecessary costs through stagnant progress or an adversarial 
process that claims may impose.   

Worker Assist Tasmania primarily serves unrepresented workers, with 
75% of clients reporting that a union does not support them. By 
providing impartial guidance and accessible advice, we ensure that 
fairness and recovery support are extended to all Tasmanian workers, 
regardless of their union membership.

The trends show that we are not only improving individual recovery 
outcomes but also building systemic capacity. Our person-led, 
integrated model of support aligns directly with the WorkCover Board’s 
Goal 2: Supporting people affected by workplace injuries.
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Building a collaborative 
health, safety and injury 
management culture

Goal 3

In 2024–25, Worker Assist Tasmania strengthened its role as a connector 
across the system. Genuine recovery and prevention are collective 
achievements; they depend on every participant having access to 
accurate information, timely support, and the confidence to engage 
openly and honestly.

	 Key Achievements 2024–25

	 Education and outreach

	 • Delivered a 157% increase in community legal education sessions, each 	
	 lasting over one hour, held in workplaces, rehabilitation networks, and 
	 community forums.

	 • Attended national events in Hobart, including the Australian Drug and 	
	 Alcohol Network, expanding engagement with community and health 	
	 sector partners.

	 • Development of new educational tools, including:

		  • “What to Expect When You See a Lawyer” – 
		  guiding workers through legal engagement with confidence.
		  • Workers’ compensation lodgement brochure – simplifying first 	
		  contact with the scheme, now a key outreach success.
		  Panel Law Firm Handbook – helping workers make informed 		
		  choices between firms. 
		  • All resources were designed in-house, maximising value while 	
		  maintaining consistent, accessible branding and cost efficiency.  
		  • Distributed 440% more education materials to clients, reflecting 	
		  strong demand for plain-language information. 

	 Collaboration and system integration

	 • Increased engagement with WorkSafe Tasmania
	 • 106%  increase in direct calls and emails, and 
	 • 172% increase in correspondence reviewed.  
	 • Strengthened communication with:
		  - employers (+61%), 
		  - rehabilitation providers (+212%), and 
		  - unions (+34%) 
	 • Continued growth in referrals to community organisations and external 	
	 legal services, reinforcing ethical boundaries, collaboration and 
	 coordinated network. 
	 • Submitted eight real-time trends to the WorkCover Tasmania Board, 	
	 leading to procedural changes such as reinstating rapid insurer 
	 information sharing between services. 
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Based on WorkCover Tasmania Board & 
Worksafe Tasmania Strategic Plan 2024-28.
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	 Diversity and Accessibility

	 • Clients represented 26 different languages, with interpreters required 	
	 only 11 times, confirming the effectiveness of our trauma-informed, 		
	 plain language communication. 
	 • Referrals from family and friends (6%), rehabilitation providers (7%), 	
	 and medical practitioners (4%) show growing community trust in Worker 	
	 Assist Tasmania.  
	 • 28% of new clients reached us through the internet, confirming digital 	
	 pathways as a key entry point for early advice. 

	 Digital engagement and communication

	 • Online visibility reached over 102,000 Tasmanians, with engagement 	
	 rates rising 311% (2.2% to 8.9%).
	 • Received 282 direct messages via social platforms, offering low-barrier 	
	 access for vulnerable workers.
	 • LinkedIn audience increased from 22 to 525, strengthening professional 	
	 and industry collaboration. 
	 • ABC Radio segment during Law Week reached 948 listeners, increasing 	
	 public awareness.   

	 Legal and system knowledge sharing

	 • Collaborated with panel law firms and TASCAT to convert case
	 outcomes (e.g. maternity leave and section 81A decisions) into learning 	
	 materials.
	 • Used case summaries in HSR training, community education, and 
	 social media posts to ensure system learning reaches both practitioners 	
	 and the public.
	 • Supported a worker in successfully challenging a non-disclosure clause 	
	 in a deed of release, restoring her right to share her experience and 
	 promoting transparency.
	 • Highest digital reach story was the Section 81a summary with a reach 	
	 of 2,942.  

	 System integrity and enforcement

	 • Used 14 years of case data to identify repeat employers operating 		
	 without valid workers’ compensation insurance.
	 • Partnered with WorkSafe Tasmania to support affected workers and 	
	 facilitate reporting, resulting in the first successful fine issued to an
	 uninsured employer in the past 14 years. 
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Analysis and impact:

Turning case law into system learning

Worker Assist Tasmania’s collaboration with panel law firms and the 
Tasmanian Civil and Administrative Tribunal (TASCAT) continues to 
strengthen the shared system knowledge. When significant decisions 
arise, such as the maternity leave ruling and key Section 81A 
determinations, Worker Assist analyses the outcomes and translates 
them into plain-language guidance for workers.  

These insights are embedded in:

	 • Health and Safety Representative training (HSR), 

	 • Community education sessions, and 

	 • Social-media updates 

By converting tribunal outcomes into practical learning tools, 
Worker Assist helps prevent repeat disputes, promotes consistency, 
and builds confidence in the process.  

This approach directly supports the Board’s Goal 3 priority: building 
a culture where knowledge, transparency, and lived experience drive 
continuous improvement across the system.
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System collaboration and trend reporting

In 2024–25, Worker Assist Tasmania shifted from quarterly summaries 
to real-time trend reporting for the Board.  This change enables faster 
investigation of emerging issues and more timely responses.  

Examples include: 

	 • Insurers are delaying medical expenses reimbursements until 		
	 the 28th day, causing financial hardship for injured workers.

	 • Providers requesting upfront payment due to insurer payment 	
	 delays. 

	 • Claim processing delays when certificates and forms are 
	 submitted separately. 

	 • A request to include our contact details on the Notice of Right 	
	 to Make a Claim (Form GF172), a simple measure that would 		
	 improve early intervention by connecting workers to support 		
	 earlier. (Awaiting this change by WorkSafe Tasmania). 

	 • Administrative barriers at the WorkSafe help desk have been 	
	 streamlined following our feedback. 

These submissions demonstrate Worker Assist Tasmania’s growing 
role in system learning and collaborative problem-solving. By raising 
these issues constructively and offering practical solutions, the 
service supports a culture of continuous improvement.  
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Breaking the silence: protecting the right to speak

A significant cultural shift this year was when we supported a client 
in challenging a non-disclosure clause in a deed of release. The clause 
would have prevented her from ever discussing her experience. With 
support, she successfully negotiated a revised deed that preserved 
her right to speak. 

	 This outcome:

	 • Restored dignity and agency to the worker

	 • Reinforced transparency as a strength, not a threat to the 		
	 system
	
• Ensured that lived experience remains part of the Tasmanian 			
collective knowledge. 

This reflects the essence of Goal 3: building a collaborative culture 
based on honesty, accountability, and respect for human experience.

Data-driven collaboration and system 
accountability

After 14 years of continuous operation, Worker Assist Tasmania holds 
a comprehensive long-term client dataset. This resource helps identify 
patterns of risk and non-compliance, including employers operating 
without valid workers’ compensation insurance. 
  
	 In 2024–25, collaboration with WorkSafe Tasmania enabled: 

	 • Faster verification of insurers’ details 
	 • Identification of repeat employers 
	 • Support for affected workers
	 • The first successful fine backed by our data. 
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Impact in action 
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Goal 1: Safer and Healthier Workplaces

Early help, calmer outcomes

When Michael* injured his shoulder at work, he didn’t know how to start a claim. 
His employer instructed him to use his sick leave and return when he felt better.

Michael searched online and found Worker Assist Tasmania’s web enquiry form, 
which he completed at 10 pm. By the next morning, he’d received a call from our 
Administration Assistant. We guided him through the process, helped him 
complete the form, and clarified that he would need a workers’ compensation 
medical certificate of capacity from his GP, not just a standard sick certificate. 
His claim was accepted within two weeks.

Michael’s story is one of 244 early-intervention cases supported this year, proof 
that clarity and timing prevent conflict before it begins.

“I just needed someone to tell me 
what to do, without judging me or 
telling me to get a lawyer.”

Goal 2: Supporting People Affected 
	        by Workplace Injuries

A clearer path through recovery

Sally*, a healthcare worker, came to Worker Assist Tasmania after months of 
confusion about her medical certificates.

Her GP had completed them inconsistently, her treatment was sporadic, and 
her insurer had stopped payments. We reviewed the certificates, explained 
what was missing, and helped Sally to communicate the requirements of a 
valid certificate of capacity to her GP. We also contacted the insurer to clarify 
the situation. Sally followed up with updated and backdated certificates, and 
within weeks, her payments resumed. 

Sally’s experience mirrors the 200% increase in medical certificate reviews 
this year. Each one is an act of prevention, resolving issues before they 
escalate. 

“They didn’t take over; they 
showed me how to fix it myself.”

Stories

* Client names have been amended for confidentiality.
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The value of understanding what you’re signing

Joe* contacted Worker Assist Tasmania after receiving a settlement offer that 
didn’t feel right. We reviewed the offer and obtained the IME report mentioned 
in support of the offer. This revealed that the offer excluded a Whole Person 
Impairment (WPI). 

Approaching retirement, Joe had been told that he “wasn’t entitled to anything 
after retirement” and felt pressured to settle.  We explained WPI to him, helped 
him gather his documents, and referred him to a panel law firm on his behalf, as 
he did not have access to a computer.  His retained firm remarked that “injured 
workers who have seen Worker Assist before our first appointment are also 
calm and have an understanding of the process they are facing.  It is a 
testament to their compassion and client-centric approach.” This was the 
same for Joe.

He later called to say his case had settled for $150,000, $120,00 more than 
the original offer and thanked us for our guidance.

This story captures the heart of our role: preventing financial and emotional 
harm through education and referral, not escalation. 
 

“For years, we’ve seen the heartbreak 
this section causes. People aren’t trying 
to cheat the system - they’re just trying 
to work when they can - one extra shift, 
one small fluctuation in hours, and 
suddenly their income stops.

They show up, they do their best, and are 
punished for it. That’s not fairness - 
that’s fragility built into the system.”

Mylinda Purtell

Earning more - and losing everything

Cindy*, a nurse on a return-to-work plan, stayed late to handle an emergency. 
That shift triggered a Section 86(1)(b) termination of her weekly benefits.  
Despite medical evidence of ongoing incapacity and irregular hours, the 
insurer claimed she was “fit for work”, based on earning more in one fortnightly 
pay period.  

We explained the legislation, current case law, and the behaviour of the 
insurers and referred her to our panel law firms. She was advised that the 
Tribunal was awaiting a decision on this issue, but she did not want to wait and 
be without financial support. She chose not to proceed with a formal 
application to the Tribunal and instead negotiated a settlement of her claim.

While this case was resolved, she should not have been placed without 
payments for the period between termination and settlement.  We’ve 
encouraged our panel law firms to take on s86(1)(b) referrals to the Tribunal. 
We are pleased to advise that at the time of this report, a change has occurred 
with a reinterpretation of the section. TASCAT found that when earnings 
fluctuate in situations like Cindy’s, it is unlawful to terminate weekly benefits.  

“I would have signed the first offer. I initially called to figure out 
what the terms meant, but luckily, I did, as you showed me what 
the claim was actually worth. I thought the insurer would tell me 
everything. But Worker Assist helped me to ask the right 
questions and directed me to a firm that could help.”
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Goal 3: Building a collaborative culture

Breaking the silence

Megan*, a state employee, was finalising her workers’ compensation claim when 
she was presented with a deed of release that included a non-disclosure clause. 

She felt uneasy.

“It didn’t seem right. I’d lived through something difficult, and now I was being 
told I could never speak about it again.”

Worker Assist Tasmania supported Megan in raising her concerns with her
lawyer, supported by material from the Working Women’s Centre (WWC). Megan 
discussed her concerns with her retained lawyer. Together, they negotiated a 
revised deed that preserved her right to speak publicly.  

“I didn’t want to be silenced. Worker Assist gave me the language and 
confidence to say that.”

This outcome challenges a culture of fear and reinforces transparency as a 
strength.  It supports the WorkCover Board’s goal of building a culture of 
openness and learning. We hope to see more of these in the future.

From roadblock to reform

An injured worker contacted Worker Assist Tasmania after discovering their 
employer had no workers’ compensation policy. Due to procedural changes, 
verifying insurer details now requires written authorisation, which can be an 
obstacle for clients with limited digital literacy or English proficiency.

In one case, it took 6 days to confirm basic information.  We raised the issue 
with WorkSafe Tasmania, providing examples of how delays were harming 
workers.  Within weeks, the verification process was streamlined. 

“We didn’t demand change; we showed how small administrative barriers were 
creating real human consequences,” said Mylinda Purtell.

This single adjustment has already improved response times and reduced stress 
for countless workers seeking clarity.



Worker Assist Tasmania’s commitment to accessible, safe, and respectful 
support is reflected in this year’s client survey results. During the 2024–2025 
financial year, 796 surveys were distributed, with 178 completed, resulting in a 
return rate of 27.7%. The feedback demonstrates consistently strong confidence 
in our service and its impact on workers navigating their rights and 
responsibilities.

Overall Satisfaction

Accessibility & Safety

Trust and future use

Resources provided

Quality of service
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4.84 out of 5

86.86% gave us five stars

100% felt safe using our service

99% would recommend or 
refer us to family or friends

99% said they would contact us again

70% were provided with helpful resources

and 30% didn’t want any

99% said we helped them understand 
their rights and responsibilities

1% said no

96% said it was easy to access our service

Participation & Impact

During the reporting period, 61 participants completed the Education and 
Training survey. The feedback demonstrates a consistently strong learning 
experience, confirming the effectiveness of our training delivery.

Client Experience Survey Summary

Education and training highlights 

98% rated the presenters’ knowledge 
of the subject as excellent.

94% rated the presentation of 
information as excellent.

“I wasn’t aware there were 
so many options available. 
Great games and a great 
facilitator”

“Mylinda was engaging, compassionate 
and kind. Answered all questions 
beautifully and gave HSRs the hope to 
connect others with life-changing 
information.”

“The level of information 
was relevant and timely 
for my workplace”

These results indicate a high level of confidence in both the expertise of our 
facilitators and the clarity with which training content was delivered.

“2hrs was not long enough.
It is a complex area that
everyone needs to know 
more about”
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People of Worker Assist Tasmania

Staff
As of June 30, 2024, Worker Assist Tasmania employed 4 full-time staff 
members. While we did not operate a formal volunteer program during the 
2024-25 period, we gratefully acknowledge the contribution of Megan Boot who 
came to us through the University of Tasmania. They contributed a combined 
415 hours of service, supporting our team and gaining valuable experience in 
the process. 

We are proud to share that Megan graduated and was admitted to the bar in 
August 2025 and is now working in the legal industry. Our host placement 
worker, returned after managerial change to his workplace and was grateful 
that he had the opportunity to come to Worker Assist Tasmanai. 

Committee of Management
Worker Assist Tasmania is supported by a multi-skilled professional board that 
helps guide the organisation’s strategy, governance, and delivery of services.   

Jessica Munday

President/Treasurer
Secretary, 
Unions Tasmania 
Appointed: 2016

Rui Webb

Secretary
Rehabilitation Provider
Appointed: 2020

Yvette Walker

Ordinary Member
Former employee and State 
employee in injury management
Appointed: 2024

Robbie Moore

Ordinary member
Industrial Manager, 
HACSU 
Appointed: 2020-2025

Ayden Demeijer

Ordinary member
Head of Service Delivery 
(ACT/TAS/NT/WA/VIC), 
Rehab Management
Appointed: 2024

Bharti Kour

Ordinary Member
Industrial Officer, AEU 
Appointed: 2024

Thank you

To our panel firms, who provide our clients with expert guidance to continue 
what we began. Your willingness to engage with complex, time-sensitive 
matters ensures that workers receive the necessary legal support at the right 
time and in a timely manner.  

Every outcome, whether through negotiation, tribunal determination or a fair 
settlement, reflects our shared commitment to dignity in recovery from a 
workplace injury or illness.  

“Our collaboration with panel law firms allows 
workers to move from confusion to confidence 
- and to take the next step when our role 
appropriately ends.

Worker Assist Tasmania’s strength lies in 
connection: ensuring no worker falls through 
the gaps between information, advice, and 
representation.

By maintaining trusted referral relationships, 
we keep workers engaged in the process rather 
than dropping out of the system altogether.” 

Mylinda Purtell 



Financial Snapshot

In 2024–25, Worker Assist Tasmania achieved a year of measured financial 
stability, recording:
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Total expenditure: 		 $581,342	

Operating surplus:		 $12,090 (2%)

Total income: 		  $593,432

This marks the second consecutive surplus following the deficit recorded in 
2022–23, demonstrating continued improvement in financial management 
and resource efficiency.

We maintained strong cost controls across administrative areas, achieving 
reductions in telecommunications and postage. These savings were driven by 
digital transformation initiatives, including: 

•	 The launch of an online enquiry form
•	 The transition to a VoIP telephone system
•	 The discontinuation of the 1300 number

Funding base and financial position

Worker Assist Tasmania received $564,684.16 from the WorkCover Board 
Tasmania (WCB) during the 2024–25 financial year, representing its principal 
operational grant.

An additional $28,748 was secured through external grants from:

•	 The Law Foundation
•	 Department of Justice, and 
•	 The Working Women’s Centre (WWC)

These supplementary funds enabled the organisation to maintain critical 
services, invest in staff development, produce handouts and deliver community 
outreach.

When considering the WCB grant in isolation, the organisation would have 
recorded a deficit of approximately $16,658 (-3%). This highlights the 
importance of diversified income sources and confirms that current core 
funding does not fully meet the actual costs of service delivery. 

Treasurers Report

I am pleased to present this Treasurer’s Report that confirms Worker Assist 
Tasmania  ended the financial year in a positive position, recording a small 
surplus of $12,090 against total income of $593,432.00.

This is the second consecutive year we have posted a small surplus which is 
pleasing given the deficits recorded in the previous years.

We thank the WorkCover Tasmania Board (‘the Board’) for their continued 
support of our service. Worker Assist Tasmania has minimal funding sources 
outside of the Board and, while the smaller amounts of funding received from 
other organisations help us continue the current level of service delivery, 
without the Board’s funding Worker Assist Tasmania would cease to exist and 
the many clients we help would have would find themselves without support.

As the President and Treasurer of Worker Assist Tasmania, I understand that 
every dollar we spend must deliver maximum impact. Together with the 
Committee of Management, we seek to balance mission delivery with 
disciplined financial stewardship.

We are deliberate in the financial decisions we take, always looking for 
opportunities to make our service more cost-effective so that it can deliver for 
the growing number of Tasmanians who suffer a workplace injury and who need 
our support.  

We continue to invest in our team and genuinely believe they are our greatest 
asset. This is reflected in our budget with most of the expenditure (79%) 
dedicated to employee costs.

The Committee of Management continues to monitor the budget closely to 
ensure that we can continue to deliver the core services that the community 
expect of Worker Assist Tasmania in line with our funding deed requirements.

In the new financial year, we look forward to continuing this work with the Board 
to support injured workers to navigate a complex system and return to work in 
their pre-injury capacity.

Jessica Munday
President/Treasurer 
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Financial Statements
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