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The information and statistics provided in the WIRO Solutions Brief are obtained from and 
held in the WIRO database and are accurate as at 12 June 2019. 
 

···················································································· 

STATISTICS AND OPERATIONS  
 
WIRO Solutions Group operational data (March and April 2019) 
 
WIRO distinguishes an enquiry from a complaint. An enquiry is a simple request for 
information, including information about the work capacity decision process, and may not 
require WIRO to refer it to an insurer. A complaint is an expression of dissatisfaction or 
grievance, that may require WIRO to formally request the insurer to provide information. 
The tables below represent the total number of complaints and enquiries received by 
WIRO during the months of March and April 2019. These tables do not include ILARS-
referred “No Response to Claim” matters. 
 

 
 

 
 
 

Throughout 2018, WIRO usually received 200-300 complaints and a similar number of 
enquiries each calendar month. The increased volume of complaints and enquiries is 
related to the government’s dispute resolution reforms. From 1 January 2019, SIRA 
ceased to deal with complaints and enquiries made by injured workers about their 
workers compensation insurer. WIRO is now the sole government organisation that deals 
with these enquiries and complaints. Understandably, many injured workers are still 
contacting SIRA, but these communications are being redirected to WIRO for actioning.  
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Point of contact (March and April 2019) 
 
WIRO receives complaints and enquiries in various forms. The tables below identify the 
methods of contact used by injured workers (or their representatives) in making a 
complaint or enquiry to WIRO during the months of March and April 2019.  
 

 

 
 

 
 
The increased volume of complaints and enquiries received by telephone and email are 
related to the dispute resolution reforms. Many injured workers are still contacting SIRA 
via phone and email. These communications are being redirected to WIRO for actioning. 
 
 
Insurer performance data (March and April 2019) 
 
The following tables represent the number of complaints and enquiries received by WIRO 
during the months of March and April 2019, categorised by insurer and insurer group. 
This table does not include ILARS-referred “No Response to Claim” matters. However, 
the table does include complaints that WIRO has declined to investigate. 
 
Prior to the dispute resolution reforms, WIRO would usually deal with equal numbers of 
complaints and enquiries. Since 1 January 2019, WIRO has observed that for most 
segments of the industry, the number of enquiries has increased faster than the number 
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of complaints. Many of these enquiries are basic questions from workers about how to 
make a claim or when to expect a response to a claim. 
 

 
 

 
 
The following tables represent the complaints received by WIRO during the months of 
March and April 2019, categorised by the primary issue raised in the complaint. The 
primary issue is determined by the WIRO staff member at first point of contact with the 
injured worker (or their representative). These figures have been broken down by insurer 
and insurer group. Please note that a complaint raised to WIRO may have more than one 
issue, but they are not displayed below. These tables include ILARS-referred “No 
Response to Claim” matters, which are given the primary issue “NRTC.” The table also 
includes complaints WIRO does not accept because the subject matter is outside our 
jurisdiction (e.g. a complaint about a lawyer or a complaint about general communication). 
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