Frequently Asked Questions

I have lodged a claim. What happens next?
An Eligibility Officer from Gallagher Bassett will contact you to discuss the details surrounding
your claim and obtain information to assist in identifying if your claim is covered under your
employer’s insurance policy.
Where there is a likelihood of you requiring more than 10 days off work or in modified duties,
the Eligibility Officer may refer you to a Gallagher Bassett Return to Work Specialist.
Your Return to Work Specialist will contact you to arrange an initial worksite meeting at your
worksite within seven business days of claim receipt.
They will develop a Recovery / Return to Work Plan and Graduated Return to Work Schedule
(if applicable) in consultation with you and your employer. The plan will detail actions for each
person to undertake, all aimed to reach the goal of your recovery and return to work.

Are claims investigated?
Some claims are investigated when it is not immediately clear that it is covered by your
employer’s insurance policy. The investigation may include requests for statements or other
information, requesting a medical report from your treating medical experts, or arranging an
independent medical examination.

Who decides if my claim is accepted?
The decision of whether your claim is covered by your employer’s insurance policy is made by
Gallagher Bassett, having consideration for all relevant information and the requirements
under the legislation. Unless further investigation is required, this decision will be made within
10 business days of claim receipt.
The decision on your claim will be communicated to you by either the Eligibility Officer or your
Return to Work Specialist.
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Why are there so many people involved? Who does what?
Gallagher Bassett provides a targeted service to assist you in your recovery and return to
work, following a workplace injury or illness. The following people may be involved in your
claim:
Eligibility Officer is here to help and listen. They will be your contact
throughout the journey and will obtain information in relation to claims for
new injuries. In the event that the claim is complex and requires further
information be sought, their role also involves undertaking this investigation
to reach an evidence based decision regarding compensability. During the
claim lodgement process, their role is to ensure an understanding of the claim
process, the support and entitlements available to stakeholders and early
referral to appropriate services.
Return to Work Specialist is here to help and listen. They will be by your
side to support and guide you through the recovery and return to work
journey. With your input, they will work with your employer and treating
practitioners to create a personalised plan tailored to your needs. They
welcome the opportunity to meet with you to commence any support needed
to achieve a safe and durable return to work.
Customer Service Hub specialises in reasonable and necessary medical
expenses. They will provide support to the Return to Work Specialist, where
involved. Where there is no Return to Work Specialist, the Customer Service
Hub will be your main point of contact.

Rehabilitation and Return to Work Coordinator, where appointed, is
based at your employer and forms the main contact to assist you and
Gallagher Bassett with the recovery and return to work process.

Return to Work Services Provider may be appointed by the Return to Work
Specialist or Customer Service Hub, if there is a specific requirement to your
case. This may include undertaking a formal job analysis or worksite
assessment and the development of a formal graduated return to work
schedule. Their involvement will cease once the specific service has been
completed.
Independent Medical Examiner is an independent doctor or specialist that
the Return to Work Specialist or Eligibility Officer may refer to. The purpose of
the examination will be explained to you prior to the appointment and we will
work with you to arrange a reasonable mutually convenient time for the
assessment. Your active participation in a reasonably arranged independent
medical examination is a requirement under the legislation. You will be
provided with a copy of the report within seven days of receipt.
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Who pays me if I am unable to work?
Once the claim has been accepted for income support, your employer will continue to pay you
and seek reimbursement from Gallagher Bassett. Where your employer is unable to maintain
your pay, Gallagher Bassett may make weekly payments of income support directly to you.
Income Support payments will incur income tax at the rate set by the Australian Tax Office.

What is included in my Average Weekly Earnings?
Your Average Weekly Earnings forms the basis for any future payments of income support.
There are many factors to consider in the calculation and some potential inclusions are: base
rate, allowances, non-cash benefits which have not been retained and overtime (where
specific criteria are met).
The rate of income support paid to you may change throughout your claim for various reasons.
For further information, speak to your Return to Work Specialist.

Do I receive a payment summary for any income support payments?
Yes, you will receive a payment summary for any income support paid directly by Gallagher
Bassett. Within 14 days of the end of the financial year, a payment summary will be generated
and posted to your nominated address.

I have more than one job, will I be paid for both?
Your Average Weekly Earning calculation will consider all income you receive, including
concurrent employment.

What about my holiday?
The Return to Work Act 2014 details conditions for absences from South Australia, both
interstate and overseas. This does not mean that you can't travel, but you must discuss and
seek approval from your Return to Work Specialist first. Any income support payments may
be suspended while you are on annual leave.
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What about my annual and long service leave accruals?
In most cases, your entitlement to accrue leave does not change, even if you have had a work
injury and absence from work as a result of the injury is to be included in your leave accruals.
You should also understand any relevant award or agreement that may govern your leave
entitlements.
If you are entitled to accrue leave and are totally incapacitated for a period of 52 continuous
weeks, at the end of the period it is deemed that you have exhausted your leave entitlements
for the period and will only be entitled to leave loading (if relevant under your award or
enterprise agreement)
If you are not entitled to accrue leave, you may be entitled to the monetary value of the leave.
If you wish to take annual or long service leave during your claim you must seek approval
from both your employer and the Return to Work Specialist.

What if I retire?
For non-seriously injured, you have a maximum entitlement to income support for two years,
regardless of retirement age.
For seriously injured workers, the entitlement to income support ceases at the relevant
Federal Age Pension age (Please refer to the Department of Human Services website https://www.humanservices.gov.au/individuals/enablers/age-rules-age-pension)
Should you wish to retire before this time, speak to your Return to Work Specialist to discuss
your options.
Entitlement to medical and like expenses does not automatically cease at retirement age. For
seriously injured workers, this will continue for life. For non-seriously injured workers, this
entitlement ends one year after income support has ceased.

Should I claim on Medicare or my private health?
All claims costs should be directed to the Return to Work Specialist or Customer Service Hub
for payment. If you have already claimed through private health or Medicare, please notify
your Return to Work Specialist or the Customer Service Hub, as the other agencies may seek
to recover costs.
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Is my privacy and confidentiality maintained?
Yes. The legislation is very specific about disclosure of information. Gallagher Bassett also
maintains strict policies on access to information.
You will be asked to sign a consent authority as part of the Claim Form to allow Gallagher
Bassett to work with your treating medical experts to ensure the best level of service is
provided to facilitate your recovery. If you have any concerns on the consent authority, speak
to your Return to Work Specialist.

Can I have a copy of my claim file?
Under Freedom of Information or Section 180 of the Act, you may apply for a copy of your
claim records. Please contact ReturnToWorkSA to request a copy of your claim file.

Can I choose my own doctor?
Yes. You have the right to nominate your treating medical experts. Your employer may have
a relationship with a local or occupational medical centre. The benefit of attending a clinic
where this relationship exists is faster appointment times, greater involvement from all
parties, and working with providers who are highly familiar with the return to work process
and your workplace.
From time-to-time, you may be required to participate in an independent medical
examination. Your Return to Work Specialist or the Customer Service Hub will work with you
to arrange an appropriate day and time for the assessment and to explain the reason for the
referral.

Can I bring a support person to meetings?
Yes. You are welcome to bring a support person to any and all meetings. Please notify your
Return to Work Specialist prior to the meeting, so they are aware.
A support person is not an advocate and cannot speak or act on your behalf.
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What if I am not happy with my Recovery / Return to Work Plan?
The development of a Recovery / Return to Work Plan is a consultative process. Your input to
the final Plan is invaluable and we encourage you to voice any queries or concerns you have.
The Recovery / Return to Work Plan has a specific objective set which, in most cases, is for
you to return to your pre-injury duties with your pre-injury employer. All actions within the
Plan are designed to reach this objective.
If you require further clarification on your Plan, discuss this with your Return to Work
Specialist.

Can I provide feedback on my experience?
Yes! Your feedback is invaluable to help us improve our service.
Surveys – we want to hear from you!
We will send you a short survey following an initial work site visit; and periodically throughout
your claim, on any income support claims. We encourage you to complete these surveys and
provide us with your feedback to assist us to improve and deliver great service.
Want to provide additional feedback?
Should you have any other queries regarding your experience with Gallagher Bassett please
contact our office on (08) 8177 8450 to speak to a Team Manager, in the first instance.
Following contact with the Team Manager you may escalate any queries to our Customer
Feedback Team at:
Phone:

(08) 8394 4719

Fax:

(08) 8177 8451

Email:

CustomerFeedback_SA@gbtpa.com.au

Online:

https://www.gallagherbassett.com.au/contact/customer-feedback/
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