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Regulatory Authority 

          Our reference:  

 

 

Dear 

Concerns raised by the Financial Services Royal Commission 

I am writing to you as a self-insurer within the NSW Workers Compensation scheme. 

 

I expect that you would be aware of significant concerns relating to insurer conduct raised by the 
evidence to the Financial Services Royal Commission over recent weeks. 

 

I have written to all general insurers operating within the NSW workers compensation, home 
building and compulsory third-party schemes in relation to these concerns. 

 

While the role of self-insurer is somewhat different to general insurers who offer policies to 
others, it is important that these concerns are also brought to your attention for consideration. 

 

As the regulator for statutory insurance schemes in NSW, I have noted a number of serious issues 
raised in the evidence to the Royal Commission. 

 

These include but are not limited to: 

 

 insurer claim handling practices, such as extended use of surveillance and other 
investigative measures, to justify denial of liability or cessation of payments 

 setting productivity targets for claims handling staff which meant claims handlers felt 
unable to spend time on properly managing claims, associated with problems in claim 
management including delays in payments to claimants 

 non-compliance with regulator standards and apparent failure to notify the relevant 
regulator of breaches when required 

 alleged misleading and deceptive statements that appeared on an insurance company 
website for several years and evidence that it was more important to protect the bottom 
line than to stop misleading customers 

 evidence of insurer practices that are not demonstrative of a customer-centric model. 
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While the evidence was focused on insurance products other than those regulated by SIRA, the 
matters raised in the evidence are of particular concern to me given the implication that the 
broader organisation and industry culture in general insurance is not adequately delivering 
claimant entitlements and customer experience in a way that accords citizens respect and 
optimises health and social outcomes. I am also concerned that the evidence to the Royal 
Commission suggests that compliance with regulatory requirements is not consistently 
prioritised. 

I believe it is appropriate to actively address these concerns about unacceptable conduct, 
culture and practices with all providers in the statutory insurance schemes in NSW. A broad 
commitment to meet high standards of service and conduct will be required to rebuild 
community trust. 

In coming months, I will be arranging a meeting between myself, senior officials at SIRA and 
yourself and any colleagues that you wish to have attend the meeting. The purpose of the 
meeting will be to discuss the implications of the Royal Commission evidence for service delivery 
in NSW statutory insurance schemes. For my part, this includes considering what additional 
regulatory measures SIRA should implement to ensure the objectives of the schemes regulated 
by SIRA are delivered and all regulatory requirements are met. 

In advance of the meeting, I request that you advise me in writing by 16 November 2018, of the 
steps your organisation is taking to ensure the issues raised by the evidence to the Financial 
Services Royal Commission are being addressed in your organisation. 

I seek your formal written assurance that there are no specific cases of claims in NSW statutory 
insurance that have or are being handled in similarly deficient ways to those admitted by insurer 
executives in evidence to the Royal Commission including the examples of such practices noted 
above. If you are of the view that examples of such claims practices do exist in schemes 
regulated by SRA, I require you to immediately disclose these matters and the remediation 
action you propose. 

I also seek your formal written assurance that claims management in the NSW statutory 
insurance schemes is being handled in accordance with all legislative and regulatory 
requirements and in line with community expectations. 

If you would like further information please contact my office on 02 8267 1931 , or, 

SIRACEOffice@sira.nsw.gov.au. Alternatively, Darren Parker, A]Executive Director, Workers & 
Home Building Compensation Regulation is contactable on email Darren.Parker@sira.nsw.gov.au. 

Yours sincerely 

 
Carmel Donnelly  
Chief Executive 
 

12 October 2018 
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