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The Personal Injury Commission Act 2020 (Act) will commence on 1 March 2021 and introduces 
changes to the role, functions and operations of the Workers Compensation Independent Review 
Office (WIRO). This includes re-establishing the office as the Independent Review Office.  A summary 
of these changes was provided in the August 14 WIRO Wire:  

https://wiro.nsw.gov.au/sites/default/files/Personal%20Injury%20Commission%20Act%202020%20
Expansion%20of%20the%20role%20of%20the%20Independent%20Review%20Officer.pdf. 

Since August, WIRO has commenced steps to implement the reforms. A summary of key matters is 
set out below. 

CTP Complaints  

From 1 March 2021, the Independent Review Office will deal with complaints from claimants about 
the acts or omissions of compulsory third-party (CTP) insurers arising under motor accidents 
legislation. WIRO has been working with the State Insurance Regulatory Authority (SIRA) to provide 
clarity about these new arrangements. These arrangements include: 

• all complaints made by claimants about the acts or omissions of CTP insurers where a response 
or resolution from the insurer is required will be dealt with by the Independent Review Office 

• the Independent Review Office will provide information about complaints handled to SIRA for the 
purpose of its regulatory functions. 

WIRO is currently reviewing its Complaints Handling Policy, including consulting with insurers, the 
Law Society, representatives of workers and others about the current procedure and opportunities for 
improvement. We have also commenced consulting with CTP insurers to ensure effective complaint 
handling arrangements from 1 March 2021. 

ILARS  

The Independent Legal Assistance & Review Service (ILARS) is re-established as a legislative 
function of the Independent Review Office from 1 March 2021. The Guidelines for the approval of 
lawyers to be granted funding and the allocation and amount of funding for legal and associated costs 
will become disallowable instruments under the reforms. 

The NSW Parliamentary Counsel’s Office (PCO) has been instructed to prepare these Guidelines. 
Some minor amendments to the current ILARS Funding Policy (Policy) and Grant Amount Guide, in 
part arising from the technical review of the Policy undertaken during 2020, are presently being 
finalised for targeted consultation. Other than these proposed minor changes and any change to the 
form of the Policy and associated documents as a result of PCO drafting, it is anticipated that ILARS 
will continue in its present form following 1 March 2021. 

A separate Public Sector agency  

The Independent Review Office will be established as a separate Public Sector Agency from 1 March 
2021. WIRO is working with the Department of Customer Service to give effect to this reform. This 
includes putting in place the necessary governance, financial and other changes required to meet a 
range of legislative requirements for public sector agencies. 

  

https://wiro.nsw.gov.au/sites/default/files/Personal%20Injury%20Commission%20Act%202020%20Expansion%20of%20the%20role%20of%20the%20Independent%20Review%20Officer.pdf
https://wiro.nsw.gov.au/sites/default/files/Personal%20Injury%20Commission%20Act%202020%20Expansion%20of%20the%20role%20of%20the%20Independent%20Review%20Officer.pdf


 

 

 

Next steps  

The focus over the coming several months is to finalise our procedure for dealing with CTP 
complaints, settle the content of the ILARS Guidelines for tabling before the Parliament and taking all 
the necessary steps to re-establish WIRO as the new Independent Review Office. 

We will provide additional information each month through the WIRO Wire about the progress in 
implementing the reforms. 

Regards 

Simon Cohen  
Workers Compensation Independent Review Officer 
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