
 

 

Who is entitled to claim workers’ compensation?  

Generally speaking, all persons undertaking paid employment connected to the state of South Australia who sustain 

an injury or illness arising from employment are entitled to claim workers’ compensation. This does not extend to self-

employed persons, work experience or volunteers (unless prescribed in the Regulations). Special provisions exist for 

those classed as a contractor.  
 
I have lodged a claim. What happens next?  

An Eligibility Officer from Gallagher Bassett will contact you to discuss the details leading to the claim and obtain 

information to determine if the claim is covered under your insurance policy.  

Where there is a likelihood of the employee taking more than 10 days off work or in modified duties, the Eligibility 

Officer will refer you to a Gallagher Bassett Return to Work Specialist.  

 

The Return to Work Specialist will contact you to arrange an initial worksite meeting at the 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 employee. The plan will detail actions for each person to 

undertake, all aimed to reach the goal of your employee’s recovery and return to work.  
 

Are claims investigated?  

Some claims are investigated when it is not immediately clear that it is covered by your insurance policy. The 

investigation may include requests for statements or other information, requesting a medical report from the treating 

medical experts, or arranging an independent medical examination.  
 
Who decides if the claim is accepted?  

The decision of whether the claim is covered by the 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 the claim will be communicated to you by either the Eligibility Officer or your Return to Work 

Specialist.  
 
What if I don’t think the claim is genuine?  

Inform the Eligibility Officer and Return to Work Specialist of your concerns. Ensure you provide factual evidence 

where possible as we are unable to act on subjective information or personal opinions. Once you have informed us 

of your concerns, actively participate in the return to work process. It is important that you not openly show your 

disbelief or concerns to the employee.  
 
Do my employees have to disclose any previous or pre-existing medical conditions?  

No. There is nothing in the legislation that requires a person to disclose any pre-existing medical conditions or prior 

claims. This remains a personal choice for the individual.  

Pre-employment medical examinations may assist to ensure a person’s physical suitability to a job.  
 
What records do I need to maintain?  

Keep copies of all documents relating to workplace injuries and claims. This may include the Claim Form, Work 

Capacity Certificate, or any other information provided by the employee, treating medical examiners and 

Gallagher Bassett. These records must be stored in a secure location which does not have general right of access.  

Some employers are required to maintain a register of injuries with appropriate coding. Information on this 

requirement can be obtained from SafeWorkSA.  

 

Do I need to maintain privacy and confidentiality?  

Yes. The legislation is very specific about disclosure of information, as are Gallagher Bassett’s processes.  

Your employee will be asked to sign a consent authority in the Claims Form to allow the Return to Work Specialist and 

Customer Support Hub to work with treating medical experts to ensure the best level of service is provided. Ensure 

you seek the employee’s permission prior to attending any medical appointments with them or discussing matters 

relating to their claim with anyone, other than Gallagher Bassett.  

 

 

 

 

 

 Frequently Asked Questions – Employers (SA) 



 
Why are there so many people involved? Who does what?  

Gallagher Bassett provide a targeted service to assist you and your employee with recovery and return to work 

following a workplace injury or illness. The following people may be involved:  
 

➢ Eligibility Officer is responsible for making initial contacts and triaging the claim and will guide the process to 

gather relevant information to determine if the claim is covered by the insurance policy.  

 

➢ Return to Work Specialist will meet with you at your workplace within seven business days of receiving the 

claim, where it is likely that the injury will take more than 10 days to recover. Their role is to work directly with 

you, your employee and treating medical experts to help facilitate recovery and return to work. The Return to 

Work Specialist will be your main point of contact. 

  

➢ Customer Support 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 

Support Hub will be your main point of contact.  

 

➢ Return to Work Services Provider may be appointed by the Return to Work Specialist or Claim Services 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.  
 
My employee is currently unable to work due to their work-injury. How can I best support them?  

Maintain regular contact with your employee and let them know what actions you have taken to help facilitate their 

return to work, when they are ready, including identifying suitable duties.  

Ask the employee if they would like to receive copies of memos, staff bulletins or meeting minutes while they are 

away. This helps them be involved in the workplace and current with any changes.  
 
Can my employee bring a support person to any meetings?  

Yes. Your employee is welcome to bring a support person to any and all meetings. If you are aware of a support 

person attending, please notify the Return to Work Specialist. A support person is not an advocate and cannot speak 

or act on behalf of the employee.  
 
My employee is returning to work following an injury. How can I best support them?  

Remember that a work-related injury or illness can be a difficult and sometimes emotional time for people. Regularly 

check in with the employee and meaningfully enquire on their wellbeing. Ensure suitable duties are appropriate and 

meaningful. Ask the employee if you can discuss areas they will need assistance with their colleagues. If your 

employee consents, this allows for extra support.  
 
Can I performance manage a person with a current claim?  

Yes, you can. It is important that normal industrial processes are followed, even when a person has a current workers 

compensation claim. If you change anything in your approach, make it more documentation of the process and 

interactions.  

Gallagher Bassett and ReturnToWorkSA are unable to provide advice on industrial matters.  

 
Can I terminate employment of a person with a current claim?  

There is a legislative obligation to provide suitable duties or employment to the injured employee, as far as is 

reasonably practicable. You may terminate the employment of an injured employee by providing 28 days written 

notice to the Return to Work Specialist.  

 

Termination of employment does not necessarily release you from the obligation to provide suitable duties or 

employment, and these may be enforced beyond the termination date. Speak to your Return to Work Specialist if 

you are considering terminating the employment of a person with a current workers compensation claim. Specific 

exclusions exist for acts of serious and wilful misconduct.  

 

 

 

 

 

 



 
What is the first two weeks income support liability?  

Employers have the obligation to pay for the first two weeks of income support. This is not two calendar weeks but 

instead, income support payments made until twice the average weekly earnings rate has been reached. This 

obligation may be waived where Gallagher Bassett is notified of the claim (via receipt of a completed claim form or 

complete claim lodgement via telephone) within five business days of you being notified of the employee’s injury 

and you have provided sufficient supporting information.  
 
Where the waiver is applied, we ask that you continue to make payments to the employee and seek reimbursement 

from Gallagher Bassett. Your Return to Work Specialist can assist you with this claim.  

 

Income support payments must commence within 14 days of the claim being accepted, unless you have formally 

disputed the decision. Income Support payments must continue for ongoing acceptance claims whilst the 

employee continues to have an incapacity for work (partial or total) unless advised otherwise by Gallagher Bassett.  
 
How much income support should I be paying my employee? 

The average weekly earnings will be calculated based on your employee’s previous 12 months of earnings. Refer to 

the determination letter for this information.  

The total amount payable each week to your employee will include, earnings from employment (if any hours have 

been worked), allowances, bonuses, personal (sick) leave and income support (workers compensation). The total 

must match the current average weekly earnings rate, allowing for any step-down rates.  
 
My employee has two jobs. Who pays income support?  

The employer from which the injury arose is responsible for payments of income support at the rate set by Gallagher 

Bassett. This rate will include earnings from any other, concurrent employment.  
 
What happens to annual leave and long service leave accruals?  

In most cases, the entitlement to accrue leave does not change, even if your employee has had a work injury; and 

absence from work as a result of the injury is to be included in leave accruals. It is important to understand any 

relevant award or agreement that may govern staff leave entitlements.  

If your employee is entitled to accrue leave, and is totally incapacitated for a period of 52 weeks (either continuous 

or aggregate period), at the end of the period it is deemed that they have exhausted their leave entitlements for the 

period.  

Employees not entitled to accrue leave may be entitled to the monetary value of the leave.  

If your employee wishes to take annual or long service leave during their claim, they must seek approval from both 

you as the employer and also from the Return to Work Specialist.  
 
Do I pay superannuation?  

Salary sacrificed superannuation payments will be included in the average weekly earnings calculation as this is 

income the employee would otherwise have received. Standard superannuation contributions paid by employers is 

not included in average weekly earnings.  

Payments of superannuation are covered by federal laws and may depend on the terms of the award, industrial 

agreement, etc.  

Generally speaking, superannuation must be paid for any hours the employee has worked.  
 
Can I stop paying income support when the employee takes service leave?  

During periods of annual leave, income support payments can be suspended voluntarily or in line with section 50(7) 

of the Act. The employee may be asked to sign a consent to discontinuance form to cease or suspend their 

payments during personal or long service leave, however this remains their choice.  

Where payments are to suspend or cease, you will receive confirmation in writing from the Return to Work Specialist. 

Unless you receive this written confirmation from Gallagher Bassett, you must continue to make payments at the rate 

set by Gallagher Bassett.  
 
Can I claim a reimbursement for income support payments (wages) made to my employee? 

Yes. You may claim the income support component (worker’s compensation) up to the maximum average weekly 

earnings for the period that your employee was deemed eligible to receive income support.  

 

To do this you must complete a Weekly Payments Reimbursement Request (WPRR) form. 

 

Where do I locate the WPRR form? 

 

The Weekly Payments Reimbursement Request (WPRR) form can be located on the Gallagher Bassett website under 

the Employer tab along with the WPRR Smart Calculator and other tools - 

https://www.gallagherbassett.com.au/workers-compensation/south-australia-workers-compensation/employer/ 

 

 

https://www.gallagherbassett.com.au/workers-compensation/south-australia-workers-compensation/employer/


 

 

How do I complete the WPRR form? 

Within the WPRR form you will find a tab titled ‘How do I complete my WPRR’. There is also an FAQ located on the 

Gallagher Bassett website under the Employer tab, https://www.gallagherbassett.com.au/workers-

compensation/south-australia-workers-compensation/employer/ 

 

These guides include useful tips and information to assist you in the completion of the WPRR form.  

 

Should you have any further queries on how to complete the form please contact your Return to Work Specialist, 

otherwise you may contact our office on 8177 8450.  

 

Is there a time limit to submit a claim for reimbursement? 

Yes. All WPRR’s must be claimed within three (3) months from when you commenced payments to your employee. 

 

Can I provide feedback on my experience?  

Yes! Your feedback is invaluable to help us improve our service. Please contact 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/ 

 

We may also send you a short survey following any initial worksite visit on your claims; periodically throughout the 

claim; and at claim closure, on any income support claims. We encourage you to complete these surveys and 

provide us with your feedback to assist us to continue to improve and deliver great service. 
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