LEGISLATIVE COUNCIL
Question On Notice

Tuesday, 9 May 2023

1391. Hon Nick Goiran to the Minister for Emergency Services representing the
Treasurer

I refer to the issue of claims harvesting impacting the Insurance Commission of Western
Australia (ICWA), and | ask:

(a)  did anyone from ICWA give a presentation on claims harvesting at the Australian
Insurance Law Association (AILA) seminar held on 8 December 2021; and

() ifyesto (a), will the Minister please table the paper or presentation delivered at the
AILA seminar?

Answer
(a) Yes.
(b)  The slides of the presentation delivered are tabled.

=







BIBAISOY WIJSIM JO
UOISSIWINIO) IduBInsuy |

eljeJisny UJa)Sap)
JO UOISSIWWOY 82UeINSU|



4 BI[RIJSNY UII)SIA JO
UOISSTUITIO)) IDUBINSU]

oo| L |oo
sejouabe juswulanob painsul  |00|O0|oo]  SJejIom palnsul
L TS ove‘acl

s

"JUBWUJSAO0L) 31e]1s 10} s1onpoud mucm;:mm_
13ylo pue Alljiqel| [esauasd ‘uoilesuaduwod SISNIOAN e

JIBNOISIY T

SJOALIP palnsul

PLOLLG L |1

SO|0IYdA palnsul

Ghe'zeo'e

e
O

‘}jnej 1 Sl 9S|o aU0aWOoS Uaym _u_mo_ SWIe|d 1SOIAl
2aueinsul Aunful J0)OAN 'T

s}iun ssauisng 9103 OM] :JaiNSuUl JU”aWUIBAOL) d)els

ISSILUWIOY) 9oUBINSU| 8Y) JNogy




9
3
%
>
i
)
=
©
O

i S e B |

el

WomE T
e ] e

I o T e T e T B o T R
— Gy ool - wDun P

g

xapu| Auanbaua4

=
@

g,

i i P

[T

e

source

ty Optima 2021

=

Ei

*
&

mmission

Insurance Co

of Western Australia



14 BI[RIJSNY WIIISIA JO
UOISSTUIUIO)) dUBINSUT

ST

i Sah
peres e

- SR ST, e e S 5 e 5 S S A —— i % .l
S TR L

Py

- e
86 E3
BOD. : o

(i




G BI[BIJSNY WIIJSIAA JO
TOISSTUITIO,) 3DUBRINSU]

eajp
72-120¢ 12-0202 0Z-6T0 6T-8T02 8T-/10Z LT-970Z 91-ST0Z
0002
0052
b=
ol
3
o
[¢1]
=
000€ o
b 2
0]
o
3
n
00SE
I
P— 000%

9T-STOC S3UlS spusd] wie|p

91-G10¢ 2@9UIS
IMOJS) sSWie|n :Snoo




@ BI[RIJSTIY UII)SIM JO
UOISSTUIIo) oueansuy

4 £
v e

i
LE

Luio4 10 a1ey

sayseld 000°‘L Jod swien




L BI[21ISNY WIS)SIAA JO
UOISSTIIUIO.) 3DUBINSU]

‘obe sieaA oAl 9,7 0] paledwod

‘S)S02 BWaYIs |e]o] JO 9,9 JO uol|jiu GE$

1S02 0] pajewl)ss aJje swielo pajsaAley
pajoadsns ‘JeaA |eloueul) £€2-2Z20Z 94l 10 .

'P8bpO| SwWieo 810} JO % L€

pajuasaldal swielo pajsaAley pajoadsns
2207 dunr pue | zozZ Jaquads(] usamiag .

L a)

bunseAleH swie|n




8 BI[RIJSIY WIS JO
UOISSTUIIO)) 3DUBINSU]

‘JuswAed
uoljesuadwod Aue JO ||e 1O 1SOW awnsuo9
ueo jeyl sj|iq |ebs| abie| aq 0] pueisiopun am Jeym —
pue :sjnoAed uonesuadwod
abJe| Jo sesiwolid Buipes|siw Ajjenualod ayy —
:uoljeuwolul
|leuosJiad ul buipel; sanua Ag pasned wJiey ayj —
'JUNOD2E OJUl 8)e] 10U Op S]S0O 9SOY |

‘obe sieaA aAl} pajewnysae Aoljod Jad £¢ ay)
UO 8seaJoul Uy "wnjwald yoes Jo ‘% / 10 ‘2G'GL$ asn
0] pajewl}sa ale swiejo pajsanley — Aoljod Jad 1s09 .

(‘u02) BunsaAleH swie|n




6 BI[RIJSILY TLII)SIAA JO
UOISSIUITIO)) 3DUBINSU]

‘S1ybL mej
UOWIWOD OU 8ARY puk S}ijauaq Jo syjuow
XIS 0} pajiwi| ale saunlul JoullN "810¢
ul swied Ainfur ajoiyaa Jojow 0] yoeoludde
M3U e dn 189S JusWUJBA0L) 81e1S M\SN @y -

‘swireo Aued pJaiyy Asosindwod ajoIysA
Jojow Joj buiwue) swielo dljijoid jequiod

0} 1 0Z Joquada(] ul sw.ojal pajuswa|dul
JUSWIUIBAOL) 9]e]S pue|suaany) ay| e

uole|siba] MASN pue 10




0] . BI[RISNY WII)SIAA JO
UOISSTUIWIO.) 30UBINSU]

‘Swliejo uonesuadwod

SJIaylom pue swie|d asnge |enxas p|iyd

pnjoul bunsaaley swied Ainful jeuosiad
J0 sadA1 mau odas AASN pPUB 10 -

u

olsuedx3 bunsaaieH swie|)



Ll BI[RIJSNY WIS J
UOISSTUITIO)) DUBINSU] |

'SOWIBYIS SSalpad JUBWUIBA0L)
L8] 1JOYS Japun S| aouelnsul Ajjuading e

‘SWwie|o asnge |[enxsas 10}
19¥Jew aouelnsul Jo asde|joo ul pajnsal
sey suole}iwl] Jo 8JNJe]S JO [BAOWSY

(Juod) uojsuedx3
pbunsaAleH swie|n




¢l BI[RIJSIIY WIS JO
UOISSTUIIO)) IDUBINSU]

"uollewolul jeuosiad ul buipel) [1Ieund 0] — ubiedwe?d
uoloajoud slieye Jawnsuod Asrejusws|dwon

‘€202 p®1oadxs sabueys uone|sibo

‘JUBWIB2J0JUT]

‘Aouaiedsuel) 1509

'S9oUalJ8Ju0d Alosindwon

‘pled usaq aAey soaj |elis}al ou AJI148d 0) Wllj MeT
‘pauueq ag 0} S89} |elisjal Jo JuswAed

uole|siba Jo uonoNpoU|




el BI[BIISNY WII)SIA JO
UOISSTUIIO)) 3DUBINSU]

‘s|euolssajold yjjeay Jayjo pue sueidlul|o
UlIM uolje]jnsuod ul padojaaap Jayliny a9 0} sajijoud
— BJep UOISSIWWO0) 8oueInNsu| uo paseq — sajijoid
Ainlul 8soy) punoJe jjing SI uoijew.loul JO Yljleamy e
‘Aixadwos Ainlul se1ealb si alay) asaym
pue a|gejieAe alaym uoljewoul |eaiuljo Aq psuoddng —
‘sjuswabuelie bunodal paidwis
Buisn sauinlul J1ay) Jnoge sn [|9) 9jdoad painlu| —
salnful s.uosiad e Jo ain)jded BAI]03)J8 8loW YlIM SJBIS .

- 'sawll} esuodsal pue Juswasbeuew wiejd aAoidwi 0)
soljAjeue ejep Buisn aq ||IM UOISSILUWOY) ddueInNsSU| Y|

sa|ljold Ainluj




vl RI[R1ISNY WI3)SIAN JO
UOISSTUITIO,) IDURINSU]

‘paau Aay) 1eym ajdoad paunlul Buimeb

ul sAejap Alessadsauun Buinowal ‘JUBWISSOSSE 10} |ela)al
JNOY}IM paroidde aq Ued SUOIjUdBAIBIUI [BJIpBW JSO|N
‘apinoid Asy)

S92IAI9S 8y} 40} JuswAed Buiseyo uo Jou ‘spoau s .uosiad
paJnful 8y] uo snooj ued siapinoid 92IAI8S Jey) 0S ‘uosiad
paJnful 8y} o} Ajjeoiuoljoald Juas si pJed Bulwieo |elbip v
‘painlul usaq sey uosiad B MOuUY am Ja)e uoos paroisdde
9g ued sjuswieal] ajelidoidde ‘ssajijoid Aunlul Buisn

‘Alenooal 0] Asuinol Ji1ay) uo uosiad
paJnlul ue oddns AjpAnoeold o] pasn sajijoid Ainluj

(‘7u09) sajijoid Ainluj




Gl BI[BIJSNY WIISIM JO
UOISSTUITIO)) 3DUBINSU]

'1ybnos Sawo2)nNo JO ,Ssausjgqeuoseal,
aAlle|al ay) Jo ainjoid mau e Juasald ued ejeq —

‘ME| UOWWOD sulewal yoeouddy —
'1OUO0S PaJBAIIdP ‘SOWO0I)N0 Jalied —

‘swie[o asijeul) 0] asuepinb buipinoid ‘sswoa1nNo
wieo |ealdA] sulwlialap 0} pasn sajijoid Ainfuj

(‘7u09) saj|ljoid Ainluj




9l BI[RIISNY WIA)SIAA JO
UOISSTUTUIO ) 3JURINSU]

‘salinlul pue yseuo
JI9y} wod) uo anow ajdoad paunlul djsy .

"'SBWO02IN0 Jiey Buiyoeald ul UoIjoll)} SSOT
‘@ouslladxa buibebus ‘aAljIsod aioW Y «
‘AJBA0D8. 0] JUBAS YSBID WOU) BWI) SSIWIUIN
‘AJan02Bl U0 pasno0j ulewal sjdoad painlu|

sawo21nQ 9j1joid Ainluj




Ll BI[RIISNY WIIISIA JO
UOISSTUIUIO)) DUBINSU]

poausseideiune pojussaideym

JUsAg ysel) woly sheq
009 008 0ov 00¢ 00¢ 001 0

Alnfu] Jepinoys enssi] 4os

ainjoel sijed

sulie|n) pauasaiday Joj uonein( juswieal|

uoneJnq juswiead |




8l BI[RIJSNY WIIISIAA JO
UOISSTUITIO,) 3DUBINSU]

pajussalidaiunm poluesaldey m

uonein( swie|n
0001 006 008 004 009 006 00¥ 00¢ 007 00L 0

Ainfu) Jep[noysg ansst| 4o

ainyoei siAjed

seunlul |y

swie|) pejussalday Joj uoneing wiejn

uoleing wie|n




6l BI[RIJSNY WII)SIAA JO
UOISSTUIUIO)) IDUBINSU

‘salin(ul |je o) ue|d
Juswieal] e Aldde 0] sn Sa)]BAIOW SS92INS SIY|
‘Apnis 10 YJOom 0] paulinjal aAey 9,0/ JOAD —
"BaWoy paulinjal aAeY 9,08 JoAQ —
'SJUsI|O JO MOoYOo9 SIY]
10J Buiuue|d juswjeal) Jo |apow SIy) buisn Ag
‘Juswi)eal) Jo Junowe
pue adAj 1ybu ay) buisn ‘sauinfui s juedionued
3] 0] oljIoads ue|d juswieal) e Ajdde ap\ -

awayos olydoaiselen
9y} Ul Ss8ooNng




0¢ BI[RIJSNY WIIISIAA JO
UOISSTUIUIO)) 3dUBINSU

uonesusdwod |ejo|

D
&

ol

"Buinojbap 1o suing se yons sayixo|dwod
pue saun(ul snouas a|dijinw pey sialIinQ

(o]
-—

O o
N AN
Aouanbauj Juswiesl |

SENle) sJalju]

F\

(o
(8]

L0
(9]

sjusosad 0

0

oY

a|usoled 0P

wa4 uayolg :aidwex3 Ainluj




¥4 BI[RIJSNY WII)SIA JO
UOISSTUIWIO)) IJUBRINSU]

. dn mojjoy dn mojjoy
yuow g yauow g

§§3900.1d suie|n

Alonoooay

papasu
uoi1es11SaAUl Alagdins
41 A1a8ins L s juswijeal|
13yLny 8 qeysy |
< | I | |
+ SYyiuowg syiuowg syluowsg yseao

'JU0J) INWB 4 uaoig




¢c BI[BIJSIY WII)SIAA JO
UOISSTUIUIO)) 3DUBINSU]

"ysijbu3 uied

pue |lewa ‘SINS buisn ‘sjdwexa 104 ° joadsal pue

Ayredwas yum peajeady, buieq ate Aay) 18yl Aes 0] Aoy

9JoWw ale sjuewie[d mau ‘sjuewie|d Yjum ajeaiunwwod
9M MOy 0] sabueyo |eulsjul swos bupew aouIS —

"%9¢ 1e sjuewie|d DA\ UM |[elBAO
%61 :palisiies ssa| ale syuewlelo pajussaidal Ajjeba —

‘sbunjel uonoejsiessip Jaybiy yim a)e|aliod sanjea
uonesuadwod Jaybiy pue ‘sunt wiejo e Jjebuoj ay| —

:S]N0 a)e] Aoy .

‘(uonesuadwod SIoNJOM
pue Ainlul Jojow) sAaAIns Juewied [enuue-iq ]oNpUo)

9AING UOIJOBjSIIBS Jawolsn)



€c BI[RIJSNY UII)SIAL JO
UOISSTUITO)) IDUBINSU]

%6¢ O} %G1 WOol}

paddoip sey uoiediunwwod jnoge bululejdwod sjuewie|o palysnessi(] —
"040G 1e sn bunel sjuewie|d paysijgelss

UM ‘9,G/ 1 MOU sI sjuewie|d maN Aq sbuijel papirold uonewlopu], —
‘0202 Ul 9%,GG wol} dn ‘||etsano 9,79 1e Ajjualind "saAljejuasaldal
JIay} 0} Juss aouspuodsaliod ojul sjuewie|d bulAdoo aouls

papinoid uonewsojul, Jnoge uoiysanb ayj 0] Jamsue ul sbunels ul Yl —

‘SjuewIe|d YIM uoiedlunwwo)) .

"0/, 79 1 Mou sbuljel uonoejsies yjm
‘0/,1 1B SI JudlWi]eal] 0] SSI2. YlIM pPaljsiiessip ale sjuewie|o ||| MeN, —
‘Juswieal) [eolpaW 0] SSeooe
a]ell|ior] Mou am Aem ay) UM paljsies ale sjuewieo g Jojno ; —
;Juswijeal) [eoIpaW 0] SS8J0Y e

(‘1u092) SINO-9)e| Ao




ve BI[RX)SOY WIIISIAA JO
UOISSTUIUIO.) IDUBRINSU

% UOIJOB)SIBS ==

¢¢ R0 zz-1dy 1210 Lc-99d

‘00uapuodsaliod |ebsj ojul
paldoo sjuewieo pajussaldal ||y

o/ SJUBWIIRID MBU pajuasaidal JO ajel uoljoesies

9AING UOIJo.ISIIES JaWOo)Sn

ol

0¢

0¢

)7

09

09

0.

08

06



Ge
B
m—.—whlwmdy UJI3]SIAA JO

(RNAREadit,

AF% o
ain]
H@ krm%wﬂ,m
o
.M.ﬂr
| 8
o
S3cd
P T
e ek -
= 435 5
) e IIE
e
! plen;lap.n«wi,r&q.sqim P “,tunn‘mnunahnns‘.,..nm .wm.n

ihun.._mn..un..mul.nnl‘..-ntun.vn.u: i

v 3

{3
[

I &, E&hm
o k= = o .ng

SAB U r_
®Um_>_ wCO_m_Omﬁ_ \ﬁ___Qm_ _
- - -







Insurance Commission of
Western Australia




About the Insurance Commissi

State Government insurer: two core business units

1. Motor injury insurance
* Most claims paid when someone else is at fault.

6 = —D 3,022,345 ol —3| 1,911,014
insured vehicles O) — | insured drivers

2. RiskCover

* Workers’ compensation, general liability and other
insurance products for State Government.
—

126,340 ~[0ol= 111
insured workers |00|C00|00|  insured government agencies
00| [ o0

-
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Claims By State
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Claim Trends Over 20 Years

Regstered Vehicles

VEHICLE GROWTH AND CLAIM NUMBERS IN WESTERN AUSTRALIAS MOTOR INJURY INSURAMCE SCHEME
[axchieg Class 5)
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Focus: Claims Growth
Since 2015-16

Claim Trends Since 2015-16

4000 e

3500
v
E
LY
(U]
y—
O 3000
| .
@
0
£
3
=z

2500

2000

2015-16 2016-17 2017-18 2018-19 2019-20 2020-21 2021-22
Year

Insurance Commission
of Western Australia 5




Claims Per 1,000 Crashes

Rate of Formal CTP claims per 1000 Reported Crashes
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Claims Harvesting

* Between December 2021 and June 2022,
suspected harvested claims represented
31% of total claims lodged.

* For the 2022-23 financial year, suspected
harvested claims are estimated to cost
$35 million or 6% of total scheme costs,
compared to 2% five years ago.




Claims Harvesting (cont.)

« Cost per policy — harvested claims are estimated to
use $15.52, or 7%, of each premium. An increase on
the $3 per policy estimated five years ago.

 These costs do not take into account:

— the harm caused by entities trading in personal
iInformation,;

— the potentially misleading promises of large
compensation payouts; and

— what we understand to be large legal bills that can
consume most or all of any compensation
_payment.

Insurance Commission
of Western Australia




QLD and NSW Legislation

* The Queensland State Government
Implemented reforms in December 2019 to
combat prolific claims farming for motor
vehicle compulsory third party claims.

 The NSW State Government set up a new
approach to motor vehicle injury claims in
2018. Minor injuries are limited to six
months of benefits and have no common
law rights.




Claims Harvesting Expansion

QLD and NSW report new types of
personal injury claims harvesting including
child sexual abuse claims and workers’
compensation claims.

10



Claims Harvesting
Expansion (cont.)

« Removal of statute of limitations has
resulted in collapse of insurance market
for sexual abuse claims.

« Currently insurance iIs under short term
Government redress schemes.

11



Introduction of Legislation

« Payment of referral fees to be banned.

* Law firm to certify no referral fees have been paid.
« Compulsory conferences.

* Cost transparency.

* Enforcement.

* Legislation changes expected 2023.

 Complementary consumer affairs protection
campaign — to curtail trading in personal information.

¥
Insurance Commission
\ : of Western Australia 12
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Injury Profiles

« The Insurance Commission will be using data analytics
to improve claim management and response times.

« Starts with more effective capture of a person’s injuries

— Injured people tell us about their injuries using
simplified reporting arrangements.

— Supported by clinical information where available and
where there is greater injury complexity.

« A wealth of information is built around those injury
profiles — based on Insurance Commission data —
profiles to be further developed in consultation with
clinicians and other health professionals.

_
Insurance Commission
of Western Australia 13
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Injury Profiles (cont.)

 Injury profiles used to proactively support an injured
person on their journey to recovery.

« Using injury profiles, appropriate treatments can be
approved soon after we know a person has been injured.

« Adigital claiming card is sent electronically to the injured
person, so that service providers can focus on the injured
person’s needs, not on chasing payment for the services
they provide.

* Most medical interventions can be approved without
referral for assessment, removing unnecessary delays in
getting injured people what they need.

_
Insurance Commission
of Western Australia 14
- |




Injury Profiles (cont.)

* Injury profiles used to determine typical claim
outcomes, providing guidance to finalise claims:

— Fairer outcomes, delivered sooner.
— Approach remains common law.

— Data can present a new picture of the relative
‘reasonableness’ of outcomes sought.

¥
Insurance Commission
\ of Western Australia
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Injury Profile Outcomes

Injured people remain focused on recovery.
Minimise time from crash event to recovery.
A more positive, engaging experience.
Less friction in reaching fair outcomes.

Help injured people move on from their
crash and injuries.

16



Treatment Duration

Treatment Duration for Represented Claims

Pelvis Fracture

Soft Tissue Shoulder Injury

0 100 200 300 400 500 600
Days from Crash Event

m Represented ®Unrepresented

Insurance Commission
of Western Australia 17




Claim Duration

Claim Duration for Represented Claims

All Injuries

Pelvis Fracture

Soft Tissue Shoulder Injury

0 100 200 300 400 500 600 700 800 900 1000
Claims Duration

® Represented ®Unrepresented

Insurance Commission
of Western Australia 18




sSuccess In the

Catastrophic Scheme

* We apply a treatment plan specific to the
participant’s injuries, using the right type and
amount of treatment.

* By using this model of treatment planning for
this cohort of clients;

— Over 80% have returned home.
— Over 70% have returned to work or study.

* This success motivates us to apply a treatment
plan to all injuries.

19



Injury Example: Broken Fem

40

N w (98]
(631 o o1

Treatment frequency
= )
ol (@)

10

40th é)ercentile

60t percentile

Inliers

Insurance Commission
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v

Outliers

Outliers had multiple serious injuries and
complexities such as burns or degloving.
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Broken Femur (cont.)

crash 3months 6months > 9months +
I | |
Further
Emergency Rehab & )
Treatment surger investigation surgery if
I 2 needed
Recovery Post surgery rehab Stabilisation

. 3 month
Claims Process

follow up

Insurance Commission
of Western Australia

6 month
follow up
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Customer Satisfaction Survey

« Conduct bi-annual claimant surveys (motor injury and
workers compensation).

« Key take outs:

— The longer a claim runs, and higher compensation
values correlate with higher dissatisfaction ratings.

— Legally represented claimants are less satisfied: 49%
overall with WC claimants at 26%.

— Since making some internal changes to how we
communicate with claimants, new claimants are more
likely to say that they are being ‘treated with empathy
and respect’. For example, using SMS, email and

_ plain English.

Insurance Commission
of Western Australia 22
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Key Take-Outs (cont.)

 Access to medical treatment:

— 7 out of 10 claimants are satisfied with the way we now facilitate
access to medical treatment.

— ‘New MII claimants are dissatisfied with access to treatment’ is at 1%,
with satisfaction ratings now at 82%.

« Communication with claimants:

— Lift in ratings in answer to the question about ‘information provided’
since copying claimants into correspondence sent to their
representatives. Currently at 62% overall, up from 55% in 2020.

— ‘Information provided’ ratings by New claimants is now at 75%, with
established claimants rating us at 50%.

— Dissatisfied claimants complaining about communication has dropped
from 45% to 29%.

¥
Insurance Commission
\ : of Western Australia 23
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Customer Satisfaction Surve

Satisfaction rate of represented new claimants%
90

80 77

68
5/

60
50
40
30

All represented claimants copied
20 into legal correspondence.

10

Feb-21 Oct-21 Apr-22 Oct-22

— Satisfaction %
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Liability Decisions Made
Within 25 Days

Days to Liability KPI Performance
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