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“Our story started in 
September 2015 with  
a burning ambition to  
change the way people  
think about insurance  
and care by providing  
world-class services to the 
people, businesses and  
communities of NSW.”

We have successfully established a direct relationship 
with the employers of NSW through our new 
technology platform and are developing a new digital 
portal that will enhance visibility and efficiency for hbcf 
builders. We will commence the implementation of 
our Claims Operating Model and develop an Account 
Management capability that will allow us to get closer 
to the NSW government agencies and departments 
that we self insure. We will also continue to optimise 
our Integrated Care model for our most seriously 
injured people which delivers world class treatment, 
care and support services to those most in need. 
 
Of course, our success wouldn't be possible without the 
dedication and commitment of our people to deliver 
person-centric experiences. Our passion to make a 
difference by exceeding our customers’ needs and 
expectations has fuelled us thus far, and we strongly 
believe that this will continue. With that, we are pleased 
to present icare’s strategy for 2020.

Kind regards, 

Michael Carapiet  
Chair

Vivek Bhatia 
Chief Executive Officer  
& Managing Director

message from the chair and CEO

design for the future. 

deliver today.

In the year ahead we will focus on 
enhancing our services to deliver an 
improved experience for our customers, 
enhancing operational efficiency and 
continuing to be a great place to work. 
Together, these priorities ensure  
we continue to make good on our 
commitment to the people of NSW.  

This strategic plan builds upon the 
progress that has been made in the 
short time since we started our journey. 
We are excited to launch into FY17/18  
as this is the year of execution. 
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purpose

We protect, insure and care for  
the people, businesses and assets  

that make NSW great.

vision

To change the way people think  
about insurance and care by  

providing world-class services to  
people, businesses  
and communities.

values dna

integrity  
courage  
accountability  
respect  
empathy

“ We measure our success   
by the lives we make  
a difference to.”

commercial 
mind

social 
heart

what drives us
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The people we serve are extremely 
diverse - we look after our community's 
workers, road users, homeowners and 
builders. We are also proud to protect 
and insure the assets of our great state, 
from the iconic Opera House to our 
schools and hospitals. 

We are passionate about changing 
people’s lives by being there for 
them when they need us the most. 
Our aspiration is to create the best 
possible outcome for every person 
and organisation we serve, delivered 
through a fair, respectful and empathetic 
experience that is focused on the person 
not the process.

who we serve

We are a social  
insurer whose purpose 
is to protect, insure 
and care for the 
community of NSW.

many people.  
one community.
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workers

road users  
who have been 
severely injured

people who have 
a work-related 
dust disease

homeowners

builders

NSW government 
agencies

We protect ~90% of public and private 
sector workers in NSW. 
We work with employers to keep their employees 
safe and well, and are there for them should they get 
injured. Through icare workers insurance and icare 
self insurance, we provide empathetic, person centric 
services to help them recover and return to work in  
a sustainable way.

We are there for drivers, pedestrians 
and cyclists who are severely injured on 
our roads. 
icare lifetime care provides treatment, rehabilitation 
and personalised care for over 1,200 people who have 
been severely injured in motor accidents.

We are there to look after those affected 
by work-related dust diseases. 
icare dust diseases care currently supports over 4,100 
people and their dependents by providing information, 
personalised care and comprehensive support when 
they need it.

We protect homeowners who 
undertake building work on their most 
important physical asset - their home.
When unforeseen circumstances strikes and the 
homeowner is left with incomplete or defective works, 
icare hbcf will be there. We were there for $14.6 billion 
worth of projects last year.

We stand behind home building 
contract obligations to owners. 
Working together with building businesses, icare hbcf 
helps these builders understand potential risks that can 
affect them and how to be in control of their finances.

We protect and insure the assets of the 
NSW Government.  
icare self insurance is there as a trusted risk advisor, 
providing tailored risk solutions, insurance cover and 
advice. We protect almost $180 billion of our most 
precious assets including the iconic Opera House, 
Harbour Bridge, hospitals and schools.  
We also insure the government’s infrastructure  
projects such as the building of roads, rail and dams 
against the consequences of loss and damage  
during construction.

icare  
sporting  
injuries 
insurance

Sporting  
organisations  
and athletes
128 organisations

Employers 
292,000

Property assets 
$180bn

icare  
hbcf

icare  
lifetime 
care

NSW Government 
agencies  
193

Home 
owners and 
builders 
$16bn of  
projects

Road users who  
have been  
seriously injured 
1,200

Workers 
3.6m

People with  
a work-related 
dust disease and 
their dependents 
4,100

icare  
workers 
insurance

icare  
self  
insurance

icare  
dust diseases 
care

employers We protect and insure 85% of 
employers in NSW. 
icare workers insurance and icare self insurance 
protects and insures the employees of 85% of 
businesses in NSW and 193 government agencies. 
We are there for employers to promote the safety and 
wellbeing of workers and provide support should  
an injury or illness occur.

who we serve
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As we continue on our journey to be a  
truly customer-centric organisation,  
we are guided by a set of Customer Design 
Principles that ensure that our services  
and experiences meet the expectations of 
our customers and align to our purpose, 
vision, values and DNA. 

• Human needs are the basis for our solutions
• ‘No’ is not the end of an experience
• We are empowered to make fast and individual decisions
• We treat customers as people, not as claims or policyholders
• We balance the needs of the individual and the community

• We provide opportunities for customers to make a difference
• We make transparent what to expect, when and why
• We show customers how their efforts improve their circumstances

• We coordinate the ecosystem to find the best outcome
• The customer experience doesn’t end within icare
• We are more than the sum of our parts
• We strive for outcomes that are sustainable

empathy simplicity

transparency bar

collaboration

We demonstrate empathy in action 

We make things transparent 

We collaborate for better outcomes “You always do what you say” 
“You make me feel understood and respected” 
“You help me find the right people and information” 
“You help me understand how things work and why” 
“You are there for me”

• We shield the customer from complexity
• We create simple solutions to complex problems
• We make it easy to get in touch
• We empower customers to take charge of their situation

• We challenge ourselves to constantly innovate
• We inspire others to be better
• We generate ideas, test and prototype with customers
• We look for smarter ways to do things
• We look to the future to create a better present

We make it simple

We set the bar

our customer design principles
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In FY16/17 we collected over $3.9 billion in premiums 
and levies and paid over $3.2 billion in claims.

workers protected across more than 
292,000 NSW businesses

icare workers insurance administers the Nominal 
Insurer, a private sector insurer responsible for 
providing workers compensation insurance to any  
NSW employer. It is the single largest workers 
compensation insurer in NSW with a 70% market share.

in claims paid under the self insurance 
and hbcf non-workers compensation 
fund schemes

icare self insurance and hbcf support a broad range 
of customers including NSW government agencies 
and their employees, homeowners, builders and the 
building industry, users of Government assets, NSW 
school children participating in sports, volunteer 
workers and more.

in treatment, rehabilitation and care 
services for lifetime care participants

icare lifetime care provides treatment, rehabilitation 
and care for people who are severely injured in motor 
accidents in NSW, regardless of who was at fault.

in benefits paid to people with work-
related dust disease

icare dust diseases care provides compensation for 
people with work-related dust diseases and their 
dependents, as well as ongoing assistance to support 
their quality of life.

in residential projects insured

icare hbcf provides a safety net for homeowners 
if building contractors are unable to honour their 
commitments due to insolvency, death or suspension 
of license.

in benefits, medical expenses and 
return-to-work solutions paid to 
injured workers

icare workers insurance and icare self insurance 
ensure that every person who is injured at work is 
given the treatment, support and care they need to 
sustainably return to work and their community.

of the State’s assets covered

icare self insurance, through sicorp, is the largest 
public sector self-insurer in Australia. It administers a 
number of funds for NSW government agencies and 
their employees.

We are proud to be one of the 
largest insurance providers in 
Australia, with over $32 billion in 
assets across our five schemes.

3.6
$124

$487

$89
$16

2.5
$185

million million

million

million

billion

billion

billion

our business
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icare  
self insurance 

  7,370 

icare  
self insurance 

 8,509 

icare workers insurance
   17,711 

icare  
self insurance 

950

icare workers insurance

  1,882 

icare  
self insurance

icare  
self insurance 

icare dust 
diseases care

icare dust 
diseases care

Premiums & Levies Collected ($ ‘000)

Investment Income ($ ‘000)

Total Liabilities ($ ‘000)

Claims Paid ($ ‘000)1

Total Assets ($ ‘000)

icare workers insurance

(estimated)
icare workers insurance

icare hbcf 

icare lifetime  
care

icare lifetime  
care

icare lifetime  
care

icare lifetime  
care

icare hbcf
43

icare has a diverse range of 
stakeholders that inform, shape,  
and support our strategic direction  
and goals.

These range from customers, service providers,  
the community and industry to the media,  
government and regulators. Our approach is to  
ensure all our stakeholders are listened to with  
respect, without prejudice, and in a continuous 
dialogue which strives for partnership in addressing 
issues and co-designing solutions.

Our goals are to build with 
stakeholders:
• Understanding through continuous dialogue and 

sharing information,

• Trust through transparency and delivering on promises,

• Resilience by identifying, mitigating and resolving 
issues together,

• Collaboration by consulting on projects, policies 
and processes,

• Partnerships through connecting and cooperating 
on projects, and

• Empowerment by providing the forums for innovation  
and co-designing on programs and projects.

collaborate and 
partner
Creating a forum for industry 
teamwork by working with 
stakeholders to extend 
icare’s reach and solve 
problems together.

inform and 
increase 
awareness
Ensuring information is readily 
available and that we maintain 
transparency with stakeholders. 
Delivering clear, concise and 
relevant communications.

consult and 
involve
Facilitating a dialogue 
and ensuring icare is an 
approachable organisation 
by providing stakeholders  
the avenues for feedback  
and analysis and being 
respectful and responsive  
to these insights.

empower and  
co-design
Enabling innovation by 
empowering the creation of 
ideas and problem solving 
across the community and 
industry. Then working together 
to take these solutions from 
concept to reality.

icare achieves these goals 
through an approach 
based on four avenues of 
engagement.

1. Claims paid excludes 
any claims reserves 
movements (i.e. on a 
cash flow basis)

Note: Sporting injuries 
insurance is not included 
as it contributes less than 
0.02% to the icare business

  116 

87 

icare dust 
diseases care

  1,686 

icare dust 
diseases care

1,706

  2,205 

 15,640

icare workers insurance
  439

    1,092 

61

icare hbcf 
602

icare hbcf 
  1 

icare hbcf 
 290 

 461 

 3,359 

   421     5,171  

 1,047 

icare dust  
diseases care

89

icare lifetime 
care
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2016/17 Financial 
Highlights è

We aim to  
provide world-class 
services to  
the communities  
in which we operate. 

our financials our stakeholders
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To realise our vision of  
providing world-class services 
to people, businesses and 
communities,  
we must be aware  
not only of what is considered  
best practice today,  
but also in the future. 

The world in 10 years’ time looks 
remarkably different to that of today, 
posing challenges but also exciting 
opportunities for icare. 
 
These emerging trends have material 
implications for both our customers 
 and our organisation. 

many journeys.  
one destination.

our evolving external environment
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01  Advances in data analytics 
are fundamentally transforming 
insurance 
 
Artificial Intelligence (AI) has been described as both 
an inflection point and the next growth driver for the 
internet. AI adoption by insurers has been largely 
driven by the growth of available data and computer 
processing power with the aim of predicting potential 
issues before they arise as well as personalising the 
customer experience. 

Increasingly, advances in data analytics and machine 
learning are profoundly transforming claims 
operations, with some insurers combining multiple 
data sources with algorithms to provide more accurate 
underwriting and pricing as they move away from 
generic mass products. 

In light of this, predictive analytics and AI applications 
such as self-learning treatment pathways can offer 
icare the opportunities to continuously optimise 
how we get the right treatment to the right person 
at the right time, to drive the best possible customer 
outcomes. With a multitude of technological 
applications at our disposal, we must be agile enough 
to take advantage of opportunities to enhance our 
processes and products.

02  The way in which people work is 
changing 
 
Traditional ways of working are declining as a 
growing proportion of the workforce work flexibly, 
on-demand and for multiple employers. With greater 
use of technology and advancement towards a "gig" 
economy, the separation between work and home 
continues to be blurred.  

Whilst emerging employment models enable greater 
flexibility and control for many, for others this means 
under-employment, social isolation and rising stress 
and anxiety. The implications of these consequences for 
icare are significant.  

We must shift our focus from preventing and 
supporting physical injury to considerations of more 
holistic wellbeing. Taking a longer term view, we must 
also consider the extent to which new employment 
models result in certain cohorts of workers in NSW 
being under-insured. This necessitates that we 
reimagine how we protect and insure the workers and 
workplaces of NSW, ensuring that our propositions to 
our customers evolve with their changing needs.

03  Digital wellness and healthcare is 
coming of age 
 
The mass adoption of personal technology devices are 
accelerating pervasiveness of information technology 
in our everyday life. This, combined with an increasingly 
health-conscious society, is driving a health-tech 
revolution that is fundamentally changing how we look 
after ourselves.

The advent of wearables devices and sensors is 
enabling us to track and monitor not only every aspect 
of our health, but also our environment, 24/7. Together 
with cloud computing and the 'internet of things' we 
are able to connect all of these data points together 
giving rise to an explosion of new medical devices and 
healthcare propositions. 

We are seeing consumer-centric healthcare that gives 
the patient greater levels of choice and control as well 
as a dramatically different user experience. Combined 
with developments in data analytics and artificially 
intelligent assistants, healthcare is also becoming 
increasingly virtual, automated and personalised. 

Such developments offer us opportunities to better 
care for participants in rural and remote areas, while 
advances in assistive technology can empower them 
with greater independence and a higher quality of 
life. We are also cognisant of the opportunities that 
smart homes and smart workplaces offer us in terms of 
the ability to automate prevention, diagnosis and the 
creation of treatment and care plans.

04  New business models are shaping 
the insurance industry

Advancements in 
technology and data 
analytics are giving rise 
to new business models 
in insurance that are 
responding to, as well 
as shaping, consumer 
expectations. 

Whilst many of these are focused on more intuitive 
and personalised customer experiences, others are 
offering more innovative product propositions, often 
by aggressively unbundling the value chain.

These developments are shaping the expectations 
of those that we serve, rapidly shifting what the 
benchmark of world-class looks like. This not only 
demands that we evolve our organisation to remain 
agile in a fast changing environment, but also that 
we carefully consider our 'make, buy or partner' 
decisions for the critical capabilities that enable us to 
deliver the best possible outcomes and experience 
for our customers.

our evolving 
external 
environment
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Continuous 
innovation for our 
NSW community

Establish a trusted brand

Develop a partnering capability

Ensure best practice human centered design capabilities

Architect our business for agility

Leverage an advanced data analytics capability

ç implicationsIn response to these trends, 
we see five imperatives 
for our strategy that will 
enable us to change the 
way people think about 
insurance and care, and 
continuously innovate for 
our customers and the 
broader NSW community 
that we serve.
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• Strong leadership team

• Top talent attracted and retained

• Single organisation culture

• Understanding of our customers and 
the community

• Presence in the community

• Core policy and billing capabilities

• Customer and data-driven decision making

• Embedded culture of achievement and  
continuous learning

• Enhanced end-to-end person-centric  
customer experiences

• Core claims and care capabilities

• Authentic community engagement

• Impactful social investments

• Innovation in the delivery of insurance and care

• Adaptable workforce that is responsive to change

• Strategic partnerships that drive innovation 
towards customer outcomes

• Measurable positive social change

 
I know who icare is and  
what they stand for

 
icare understands me,  
I feel valued and respected

 
My insurance and care needs 
are met proactively and I feel 
secure and supported

Goal:

How to:

Customer:

We are embarking on 
the second year of our 
transformation to become 
a world-class insurance 
and care organisation. 

year 1 
FY16/17

year 2 
FY17/18

year 3 
FY18/19

Building foundational
capabilities and

understanding our customers

Redesigning and innovating to put
customers at the centre

of everything we do

Redefining world class
insurance and care for the

NSW community

Our focus is on 
building on the 
strong foundations 
we established  
last year by 
redesigning what 
we do and how  
we do it to put  
our customers  
at the centre.

our transformation
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ç our purpose & 
        vision

ç 3 target      
       outcomes

ç 5 customer     
       pillars

ç 5 enablers

 
 

Person-centric  
experiences 

 
We treat the people and employers 

of NSW with respect, empathy  
and fairness.

 
 

Financially 
sustainable schemes 

 
We meet our commitments to our 

customers, today and  
in the future.

 
 

Optimal outcomes 
for our customers 

 
We deliver optimal outcomes for the 

people, businesses and assets 
 of NSW.

Our purpose is to protect, insure and care for the people, 
businesses and assets that make NSW great.

Our vision is to change the way people think about insurance 
and care by providing world-class services to people, 

businesses and communities.

Organisation culture and people  
 

We empower our people to lead and sustain the evolution of our organisation.

Data and analytics 
 

We have a sophisticated understanding of our customers and our business, enabling enhanced  
decision-making and continuous performance optimisation.

Partner management 
 

We have a robust and coordinated partnering approach and we proactively manage  
partner performance in delivering outcomes for our customers.

Technology 
 

We have a centralised technology backbone that enables a seamless  
customer experience and efficient and effective operations.

Community partnership 
 

We create societal value by engaging, collaborating with and empowering our community to  
address the social issues that make a meaningful difference to the people of NSW.

Partnering 
for safe and 

healthy 
workplaces

Offering 
propositions
that deliver 

value

Protecting 
NSW 

government 
assets

Supporting 
sustainable 

return to 
work

Ensuring 
optimal  

care

bold aspiration. 

focused plan.

Purpose Vision

We engage 
proactively with 

employers to identify 
and address 

opportunities to 
mitigate worker 

injury and create safe 
work environments.

We offer targeted 
customer 

propositions that 
are priced for risk, 

delivered through a 
seamless 

omni-channel 
experience.

We are the trusted 
risk advisor to the 
NSW Government, 
providing valued 

advice and 
solutions directly 

to its agencies and 
departments.

We leverage person-
centred smart 

pathways to get the 
right treatment to the 

right person at the 
right time, enabling 
sustained recovery 
and return to work.

We empower 
participants with 
greater control 

and independence, 
providing tailored 

care solutions 
through a single  

care model based 
on injury and  

lifestyle needs.

our strategy
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Why is this important? 
 
To change the way people think 
about insurance and care, we are 
committed to delivering person-centric 
experiences that are world class. 
 
How will we measure 
progress? 
 
Key Performance Indicator:  
Improvement in customer advocacy

Measured through:  
Customer Net Promoter Score (NPS)

Why is this important? 
 
We want the community to have 
fewer injuries, better return to work 
outcomes, greater independence for 
the critically injured, and reduced 
losses for the NSW Government.  
These customer outcomes form our 
five customer pillars against which we 
will execute our strategy. 
 
How will we measure 
progress? 
 
Key Performance Indicator:  
Improvement in customer outcomes, as defined 
by our customer pillars

Why is this important? 
 
We are focused on prudent financial 
management and driving efficiency 
and effectiveness throughout our 
business, ensuring that all our Schemes 
are financially sustainable. 
 
How will we measure 
progress? 
 
Key Performance Indicator:  
Maintained scheme solvency within  
target bands

Measured through:  
Funding ratio (Assets / Liabilities) by Scheme

Person-centric  
experiences

Optimal outcomes  
for our  

customers

Financially  
sustainable 

schemes

01 02 03

Goal: 
The people and employers of 

NSW feel that they receive 
services with respect, 
empathy and fairness.

Goal: 
The people, businesses and 
assets of NSW receive the 
best possible outcomes

(within the context of the 
Schemes).

Goal: 
The people and  

employers of NSW can rely on  
us to meet our commitments  

to them, today and  
in the future.

Each of our customer 
pillars reflects a specific 
customer outcome 
that we aspire to create,  
and is aligned both 
to how we view our business,  
and how we segment our 
customers. 

Customer Pillars #1, #2, #4 and #5 relate to our 
Personal Injury business, incorporating the accident 
and compensation schemes. Our first two pillars are 
focused on policy holders (public and private sector 
employers) and the latter two are focused on people 
who are injured. Customer Pillar #3 relates to our 
General Insurance business that covers the public assets 
of NSW and its government agencies and departments. 
 
In this way, our customer pillars reflect our
shift from a scheme-centric organisation to
a customer-centric one.

icare workers 
insurance 01 02 03 04

05

Injury (PI) and loss 
(GI) prevention

Product 
management and 
pricing

Origination, 
underwriting,  
and relationship  
management

Claims management

Claims assessment Treatment and recovery (PI), 
support and settlement

Personal 
Injury (PI)

General 
Insurance 
(GI)

icare self 
insurance

icare self 
insurance
icare dust 
diseases care
icare long 
term care

icare hbcf

Partnering for  
safe and healthy 

workplaces

Policy holders Beneficiaries

Protecting  
NSW government 

assets

Offering propositions 
that deliver value

Supporting  
sustainable 

return to work

Ensuring  
optimal care

In order to achieve our 
three target outcomes,  
we will deliver against five 
customer pillars.

three target outcomes five customer pillars
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We believe that it is our duty 
to protect the people of NSW, 
not just insure and care for 
them when accidents occur. 

icare protects over 295,000 NSW businesses, 193 
government agencies and the 3.4 million employees 
that work for them. This makes icare workers insurance 
the single largest Workers Compensation insurer 
in NSW, protecting 85% of businesses in NSW, and 
together with icare self insurance, protects over 89%  
of the NSW workforce.

Why is this important? What will we deliver?why what

how
to 

 
 
 

> We directly engage with employers on a 
regular basis, driven by data, to proactively prevent 

workplace injuries and promote  
workplace safety 

 
> Employers understand our risk-based pricing and 

their ability to influence premiums by reducing 
workplace injuries 

 
> We have well-established, best practice injury 

prevention practices that are personalised to 
employer segments and industry needs 

 
 

from    
 

> The worst performing 1,000 private sector 
employers (0.35%) account for 60% of  

income replacement claim costs 
 

> Employers are not fully aware of their performance 
relative to peers, or their ability to influence the 

premiums they pay 
 

> Intermediary support in encouraging safer workplace 
practices is ad hoc and not yet consistent 

How will we measure success?
KPI: Reduction in incidence of workplace injury 
Measurement Metrics: Total injuries per 10,000 employees  
Baseline (17/18): TBD 
Target (17/18): TBD

• Launch a Customer 
Support Centre that 
provides employers with 
a seamless customer 
experience (delivered)

• Establish a loss prevention 
and pricing operational 
model that facilitates 
effective engagement 
with our policyholders 
(delivered)

• Continue to develop new 
premium products that 
incentivise safety/injury 
prevention

• Develop an employer 
engagement model with 
employers, brokers and 
industry that facilitates 
regular communication 
with employers to 
promote workplace injury 
prevention and safety 
(FY17/18)

• Develop, define and 
establish a partnership 
approach with Safework 
NSW for high risk 
employers (FY17/18)

• Target the highest 
claims cost employers 
with personalised loss 
prevention education 
and advice, starting with 
the top 35 (delivered) 
followed by the top 1,000 
(FY17/18-FY18/19)

• Develop a Broker 
Engagement Strategy 
that engages and equips 
them to deliver consistent 
loss prevention advice to 
their employer customers 
(delivered)

• Identify and leverage the 
best practice elements 
from each Workers 
Insurance and Self 
Insurance scheme agent 
into single best practice 
model for icare (FY17/18)

• Leverage data analytics 
to deliver more targeted 
injury prevention support 
and advice (FY17/18)

• Develop a Collaboration 
Strategy that explores 
and recommends industry 
specific loss prevention 
programs and partnerships 
that would be of value to 
icare (FY17/18)

• Establish a process of 
continuous development 
by capturing key learnings 
from best performing 
employers and refine our 
loss prevention practices 
to target different 
segment and industry 
needs (FY17/18-FY18/19)

Develop a best 
practice injury  
and loss 
prevention 
capability

Proactively 
engage employers 
with premium 
transparency  
and injury 
prevention advice

Develop well-established, evidenced 
injury prevention practices for all 
customers and their trusted advisors

Partnering for  
safe and healthy 
workplaces

01 Proactive support 
in protecting their 
employees, working 
collaboratively to identify 
risks and promote 
safe and healthy work 
environments

03 Incentives that reward 
safe work practices, 
evidenced by returning 
~$188m in premium 
discounts in 2015-16 to 
NSW businesses that 
demonstrated safe 
working behaviours

02 Best practice injury 
and loss prevention 
practices, education  
and advice

Our commitment and value 
proposition to the business 
and government agency 
employers of NSW is  
to provide:

How will we transform for our employers?

We will 
deliver on our 
aspirations 
by executing 
a number of 
initiatives 
against three 
strategic 
priorities:

five customer pillars
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What will we deliver?

We will 
achieve our 
aspirations 
by delivering 
a number of 
initiatives 
against three 
key strategic 
priorities:

• Establish a baseline of 
employer insights to 
enable the personalisation 
of our offering (FY17/18)

• Co-design with employers 
a modular suite of product 
propositions that reflects 
a deep understanding of 
their needs and 
preferences (FY18/19)

• Define a consistent 
policyholder engagement 
strategy and approach, 
clarifying where we should 
be creating consistencies 
and providing an industry 
specific engagement  
(FY18/19)

• Establish an efficient and 
effective underwriting, 
policy and billing 
operation that leverages 
data, technology and 
simplified processes 
(delivered)

As the largest workers 
compensation insurer and 
the largest public self-insurer 
in Australia, we believe 
that to ‘be there’ for our 
292,000 businesses and 
193 government agencies, 
we need to offer valuable 
propositions that meet their 
evolving needs. 
 
For NSW businesses, we offer incentive and risk-based 
insurance policies for NSW employers to cover the cost 
of supporting an injured worker after a workplace injury 
or illness. We are focused on delivering high-quality, 
consistent, transparent and predictable customer 
experiences by building a suite of offerings that 
rewards employers and focuses on injury prevention 
and the return to work of injured employees. 

Similarly, for our NSW government agencies, our 
offerings incentivises safe work practices via risk-based 
insurance policies for our participating government 
agencies. We also aim to provide the NSW Government 
with leading-edge assets and liabilities insurance 
products that are not available commercially, using 
a multi-provider model to achieve best-practice 
performance in claims management, actuarial and  
peer review, reinsurance, risk management and 
investment management.
 
Our commitment and value proposition to the  
business and Government agency employers of NSW  
is to provide:

Why is this important?

• Leverage data-driven 
underwriting that prices 
premiums for risk enabling 
a financially sustainable 
scheme (delivered)

• Implement a risk-based 
pricing model whereby 
all experience-rated and 
retro-rated employers 
are charged premiums 
that reflect their risk 
as manifested in claims 
experience (delivered)

why what
Establish an 
innovative  
product suite that 
is feature rich 
and personalised 
to customer 
segments

Optimise 
engagement with 
policy holders with 
a best practice 
relationship model

Price for risk to 
incentivise safer 
workplaces and 
better return to 
work outcomes

how
to 

 
> We deliver a consistent and 

seamless customer experience that 
leverages self-service capabilities and a trusted 

partnership model with brokers 
 

> We offer customers an innovative product suite that 
is feature-rich, modular and personalised to the 

needs of different customer segments 
 

> Underwriting that is data-driven and prices 
premiums for risk, enabling all schemes to be 

financially sustainable 
 

> We have efficient and effective underwriting, 
policy and billing operations that leverage 

data, technology and simplified 
processes 

 

from  
> Employers’ primary relationship is 

with their insurance agent or broker, with 
limited familiarity or direct engagement  

with icare 
 

> The employer experience across agents, brokers 
and icare lacks simplicity, consistency and transparency 

 
> Workers compensation can be perceived as a business 

tax as opposed to an employer proposition 
that delivers tangible business value 

 
> Our product proposition is largely standardised 

and does not address the specific need of 
different industries and segments 

How will we measure success?
KPI: Improvement in product advocacy 
Measurement Metrics: Employer product net promoter score 
Baseline (17/18): TBD 
Target (17/18): TBD

Offering 
propositions that 
deliver value

01 Single policy, billing 
and claims experience 
that is simple, seamless 
and transparent and 
empowers employers with 
self-service capabilities

03 Fairer premiums 
that more accurately 
reflects risk, incentivising 
workplace safety and 
return to work outcomes

04 An insight-driven 
relationship management 
approach that is 
responsive, collaborative 
and supportive

02 Innovative product 
propositions that deliver 
value for money and are 
personalised to meet the 
needs and preferences 
of different employer 
segments

How will we transform for our employers?

five customer pillars
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five customer pillars

What will we deliver?

We will 
achieve our 
aspirations 
by delivering 
a number of 
initiatives 
against three 
strategic 
priorities:

• Deliver a TMF Dashboard 
capability that empowers 
agencies with actionable 
information and insights 
(delivered)

• Establish a risk advisory 
capability that partners 
with specialist risk insights 
and research providers 
to facilitate whole of 
government risk insights 
and a better understanding 
of thematic risks which can 
be leveraged more broadly 
across icare (FY17/18)

• Develop a risk advisory 
digital knowledge hub 
for agencies comprising 
research, initiatives and 
information (FY17/18)

• Leverage data and analytics 
capabilities to support 
agencies in the building 
of their risk management 
capabilities and improving 
injury/loss prevention 
outcomes to reduce fund 
exposure (FY18/19)

• Develop an account 
management model to 
facilitate direct engagement 
with agencies to support a 
new claims operating model 
(FY18/19)

• Enable builders with 
greater access to self-
service capability and 
channel choice via a HBCF 
digital platform  
(July 2017)

• Enable agencies with 
greater access to self-
service capability and 
channel choice (FY17/18)

• Leverage icare’s 
centralised technology 
backbone to streamline 
and automate the 
declarations process 
(FY17/18)

We are proud to be the 
trusted risk advisor for the 
NSW government, providing 
tailored risk solutions, 
insurance cover and advice 
to agencies.
We protect and insure our state schools and the 
hospitals that care for those in need. We insure the
people using State roads as well as the safety of State 
icons such as the Harbour Bridge and Sydney Opera 
House. In short, we provide confidence - a safety net -  
that unforeseen losses in NSW will have minimal impact 
on the State budget and the NSW community.
 
We offer comprehensive general insurance coverage 
for all participating NSW Government agencies via our 
Treasury Managed Fund (TMF) which includes workers 
compensation, health and general liability, property, 
motor vehicle accident, and other miscellaneous
cover. In addition, we also offer a market competitive 
Construction Risk Insurance policy, which insures 
State Infrastructure construction projects through 
Construction Risk Insurance Fund (CRIF).  

icare self insurance line represents the largest public 
sector self-insurer in Australia, covering over $180 
billion of the NSW State’s assets. icare also offers 
Builders Warranty protection to NSW homeowners via 
our Home Building Compensation Fund (HBCF).
Our commitment and value proposition to our NSW 
Government agencies is to provide:

Why is this important?

• Refine our reinsurance 
program to cover 
emerging risks. For 
instance, Cyber, 
Environmental Impact and 
Workers Compensation 
Terrorism risks (delivered)

• Develop a medium to 
long term strategy and 
target operating model 
for HBCF to deliver more 
customer-centric services 
and achieve sustainable 
profitability (FY17/18)

why what
Empower agencies 
with actionable 
insights and a 
direct engagement 
model

Leverage our 
icare platforms 
to empower 
customers with a 
more consistent 
and seamless 
experience and
drive greater 
operational 
efficiency

Evolve our product 
offering to meet the 
emerging needs of 
our customers

how

• Engage the Claims 
Operational Model 
such that Agencies and 
Government Departments 
receive a better, more 
targeted claims experience 
through better triage and 
segmentation of simple 
vs complex claims for 
Workers Compensation 
and general lines 
(FY18/19)

• Build a specialised claims 
management capability 
that focuses on delivering 
general lines claims 
management internally 
(FY18/19)

• Refine our product 
proposition offered under 
our Construction Risk 
Insurance Fund (CRIF) 
and the delivery model for 
providing them (FY18/19)

to 
 

> We offer a customer-centric model, 
delivering valued advice and solutions 

directly to our NSW government agencies and 
departments, in partnership with specialised, high 

quality service providers 
 

 > The agency experience is intuitive and empowering, with 
processes that are simplified and automated 

 
> We offer leading-edge assets and liabilities insurance 

products that are not available commercially in the market

 
> HBCF scheme is financially sustainable 

 
> An end to end Construction Risk product 

that provides confidence and stability 
to public and private partners

from   
 

> Agencies’ primary relationship is with their 
service providers, with less direct engagement  

with icare 
 

> The experience for NSW Government agencies 
comprises multiple points of contact, duplication of 

activity and lacks simplicity, consistency and transparency 
 

> Agencies have a limited ability to self-service their 
policies and claims online 

 
> Our comprehensive coverage is not well 

understood by many agencies 

How will we measure success?
KPI: Reduce losses for the NSW state government 
Measurement Metrics: Industry benchmarked index; breadth of coverage, 
effectiveness of service and competitive pricing 
Baselines: TBD 
Targets:  TBD

Protecting  
NSW government 
assets

How will we transform for our NSW Government agencies?

01 A valued relationship 
based on trusted advice 
and thought leadership 
to support them in 
proactively identifying 
their risks and protecting 
against losses

03 A risk advisory policy, 
product and claims 
experience that is simple, 
seamless and transparent 
and empowers agencies 
with selfservice  
capabilities and data-
driven insights

04 Self Insurance 
coverage that is 
comprehensive and easily 
understood with inherent 
incentives for effective risk 
management practices

05 A construction risk 
product, pricing and 
claims management 
offering that protects 
the NSW Government’s 
infrastructure program, 
delivering secure and 
cost-effective construction 
insurance on behalf of 
the Government and its 
commercial partners

02 Partnership with 
agencies, providing  
peer to peer connections 
between agencies 
to improve NSW 
Government-wide 
outcomes and providing 
access to advice and 
services in the wider 
commercial and business 
environment
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What will we deliver?

We will 
achieve our 
aspirations 
by delivering 
a number of 
initiatives 
against four 
strategic 
priorities:

• Leverage icare’s 
centralised technology 
backbone to simplify 
and automate the 
claims process for 
greater efficiency and 
effectiveness (FY17/18)

• Establish a new claims 
service model supported 
by a new partnership 
model for delivery of an 
improved customer service 
(FY17/18)

• Develop a tiered service 
model that segments and 
triages injured workers 
according to their needs 
and preferences and 
services them  
accordingly (FY17/18)

• Establish a Medical 
Support Panel that is 
credible and transparent, 
having the authority 
to deliver evidence 
based best practice 
recommendations for 
complex cases and 
disputes and provides 
medical guidance to assist 
relevant stakeholders on 
more accurate decision 
making (delivered)

• Offer a self-service 
capability that empowers 
customers to access 
information and 
coordinate actions online 
(FY17/18)

We believe that all of 
our customers should be 
supported as people, not 
claims. We want to ensure 
that the people we support 
get the right treatment and 
support at the right time, 
ultimately achieving the 
optimal outcome for that 
person.
 

Each year about 80,000 people are injured at work 
across NSW businesses and in the public sector. Of 
these, 93% are expected to return to work in some 
capacity, whilst the remaining cohort of customers are 
likely not to return to work due to their injury. The NSW
Workers Compensation scheme is complex and 
involves a diverse range of partners, providers and 
stakeholders. We see it as our responsibility to make it 
easy for people who have been injured to navigate the 
scheme, empowering them to make choices that drive
their outcomes. 

Our commitment and value proposition to people who 
are injured at work is to:

Why is this important?

• Leverage evidence-based 
medicine to inform 
standardised treatment 
pathways and encourage 
best practice (FY17/18)

• Establish a performance 
optimisation capability 
that leverages data 
analytics to guide 
continuous improvement 
across the claims 
management value  
chain (FY17/18)

• Leverage greater 
automation, predictive 
analytics and machine-
learning in the dynamic 
triage of claims, both at 
first notice of loss and 
ongoing (FY18/19)

• Implement a GP 
Engagement Strategy 
to collaborate with 
general practitioners 
on accreditation and 
learning programs 
focused on best practice 
to improve outcomes for 
customers and the broader 
community (FY17/18)

• Train and accredit a 
panel of providers that 
are incentivised and 
performance managed 
to align to customer 
outcomes (FY17/18)

• Develop a healthcare 
pricing capability to 
comprehend and analyse 
healthcare outcomes and 
costs (FY17/18)

• Design and offer MyCare, 
a suite of services to 
empower the injured 
person’s life post-injury 
with an icare end to 
end view of the entire 
treatment and support 
experience (FY18/19)

why what
Establish a 
technology-
enabled best 
practice claims 
operation

Deliver  
a consistent, fair 
and transparent 
person-centric 
experience

Develop smart 
pathways that 
continuously 
optimise the 
treatment plan 
and service level to 
achieve the optimal 
outcome for the 
injured person

Proactively engage 
and collaborate 
with our ecosystem 
of providers to 
deliver optimal 
outcomes for 
injured workers

how
to 

 
 

> A claims process that is fair, transparent 
and empathetic which empowers injured 

workers and employers 
 

> A claims operation that is efficient and effective, 
enabled by simplified and automated processes, data 

analytics and evidence based best practice  
treatment pathways 

 
> A service model that segments injured workers  

according to their needs and preferences and services 
them accordingly 

 
> Return to work and treatment plans are 

aligned to the customers injury  
and needs 

 

from  
 

> A claims process that can feel  
adversarial and 

difficult to navigate 
 

> icare having limited control over the customer 
experience due to it being fragmented across a number 
of insurance agents whose incentives are misaligned to 

customer outcomes 
 

> A customer experience that lacks consistency, 
transparency and empowerment 

 
> A service model that provides all workers 

who are injured with the same level of 
service, regardless of need  

or preference 

How will we measure success?
KPI: Improvement in sustained return to work 
Measurement Metrics: Reduction in RTW26 week baseline 
Baselines: TBD 
Targets:  TBD

Supporting 
sustainable return 
to work

01 Provide services 
to each person with 
empathy, fairness and 
respect

03 Focus on achieving  
the optimal outcome for 
the injured person

02 Deliver a claims 
experience that  
empowers our customers 
and provides choice 
regarding how their 
recovery is managed

How will we transform for our people who have been injured?

five customer pillars
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What will we deliver?

We will 
achieve our 
aspirations 
by delivering 
a number of 
initiatives 
against three 
strategic 
priorities:

• Launch a Partner Portal for 
Attendant Care Partners 
(delivered)

• Shared Support at Home @ Coffs 
Harbour construction complete 
(delivered)

• Medical Examination and 
Partner Choice for Workers 
Insurance expanded to 5 options 
(delivered)

• Launch My Plan care planning 
tool (delivered)

• Claims determination and 
application process timeframe 
improved (by 50%). 100% of 
non-complex claims determined 
within two days (once processed) 
(delivered)

• Improve customer experience by 
empowering frontline employees, 
supported by a decision making 
framework (delivered)

• Ensure all participants have 
individual holistic care plans 
covering all aspects of their 
needs (FY17/18)

People who are severely 
injured on the road or at 
work, or who develop a dust 
disease as a consequence  
of their work, are supported
to achieve the best possible 
quality of life and return to 
their community, in a way 
that empowers them with 
independence, choice  
and control.
 
Through our various service lines, we deliver  
treatment, rehabilitation and care services. icare 
lifetime care supports people severely injured in  
motor accidents. Our participants range in age  
from eight months old through to 93 years old.  
We currently supports over 1200 people, growing  
by upwards of 100 people annually. 

Why is this important?why what
Establish a 
single Integrated 
Care model 
that services 
participants by 
injury type  
and need

Grow our value 
contribution 
beyond the scope 
of our schemes

Innovate a world-
class centre of 
excellence for the 
care of severely 
injured people

• Ensure that participants have a 
single point of contact for their 
journey with icare lifetime care 
(FY17/18)

• Put end of life planning and 
support in place for our 
participants (FY17/18)

• Roll out a Healthcare Services 
Package for totally disabled 
workers, enabling faster access 
to improved medical information 
sharing, and screening processes 
(FY16/17-FY17/18)

• Ensure consistent customer 
experiences with simplified 
application and notification 
processes (FY16/17-FY17/18)

• Deliver a capability that Connects 
the Community to offer additional 
choice and control to the 
participant and achieve greater 
outcomes (FY16/17-FY17/18)

• Improve vocational and 
employment options for 
participants to ensure best 
possible life experience after 
injury (FY17/18)

• Deliver a care model that 
executes Coordinated Care 
Delivery and leverages the 
strengths of existing models 
to optimise and transform the 
model from being icare lifetime 
care specific to an icare-wide 
care service model (F16/17-
FY18/19) with FY18/19 being fully 
technologically enabled

• Enable multi-channel choice 
capability that delivers more 
avenues of engagement with our 
customers (FY17-19)

• Build a Shape the Marketplace 
capability that leverages scale 
and manage providers, vendors, 
relationships and performance 
across Care through more 
efficient processes and systems 
(FY17-19)

• Access to mobile screening 
service expanded to High Risk 
Small and Medium employers 
to simplify claims process 
(delivered)

• ACT Lifetime Care and Support 
Scheme expanded to cover 
ACT severely injured workers 
(delivered)

• icare workers care operations 
team established with migration 
of first cohort of workers 
from icare workers insurance 
(delivered)

• Deliver a new Grow and Enhance 
Care capability that can identify 
and integrate new opportunities 
to expand the scope of icare 
lifetime care across icare and/or 
the NSW community (FY17/18)

• Improve everyday living and 
care through ‘Intelligent Home’ 
modification and accommodation 
options provided to participants 
delivering independence 
(FY17/18)

• Give participants more choice 
and control through self-directed 
funding (with payments platform 
to be scaled up), vehicle leasing, 
home equity and payment 
options (FY17/18)

• Develop an Empowered 
Living capability to identify 
opportunities, incubate ideas 
and implement new and better 
approaches to delivering better 
Care outcomes (FY17/18-FY18/19)

More than 30% of  approximately 1,200 participants in 
our lifetime care scheme are currently under  
30 years old. icare dust diseases care provides 
healthcare, support and compensation payments for 
people who contract a work-related dust disease and 
their dependents. We also support workers who have 
been critically injured and are unable to return to work. 

The newly formed icare workers care consolidates 
the leading icare lifetime care treatment planning, 
management and care model to support severely 
injured workers from our Workers Insurance and 
Self Insurance service lines. Around 290 new claims 
for workers and 200 claims for the dependents of 
deceased workers are accepted annually. We provide 
treatment and care services by maintaining key 
partnerships with doctors, case managers and care 
services providers in the industry.

Our commitment and value proposition to our severely 
injured Care participant is to provide:

Ensuring 
optimal care

how
to 

 
> A single care model that services 
customers based on their injury and 

lifestyle needs with a consistent experience 
across providers and locations 

 
> A best practice participant engagement and service 
model that tailors the tier of service to the needs and 

preferences of a given participant segment 
 

> An efficient and effective case assessment and 
management operation that minimises duplication of 

functions where appropriate and employs  
a consistent approach

 
> A sophisticated approach to partnering with a 

network of providers to deliver optimal care solutions 
at a lower cost

 
> The use of technology and data 
analytics to empower the daily life 

of participants

from    
 

> Participants are serviced based on the scheme 
they were injured under, rather than their injury and 

lifestyle needs 
 

> There is some duplication of functions, activity and costs 
across schemes in servicing severely injured people 

 
> The quality, price and timeliness of services can differ 

between providers and between recipient locations, 
particularly in rural locations 

How will we measure success?
KPI: Improvement in participant goal attainment rate 
Measurement Metrics: % of scheme participants that progress 
against life goals and World Health Organization Quality of  
Life (WHOQoL) 
Baselines: TBD 
Targets: TBD

How will we transform for our people who have been injured?

five customer pillars

01 Empowerment through 
independence, choice  
and control

03 A fair, empathetic 
and easy to navigate 
experience working 
behaviours

02 A personalised service 
model that is tailored to 
the injury and lifestyle 
needs of the person and 
those that care for them
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to   
 

> One, fully embedded culture of high 
achievement and continuous learning that allows 

the best talent to develop innovative ways of working 
to deliver customer outcomes

 
> Focus on building future capability, through  
data-driven workforce planning and proactive  

talent management
 

> Strong leadership capability that empowers and 
coaches teams to succeed

 
> An adaptable workforce capable of anticipating 

and meeting customer needs

from 
 
 
 

> Multiple process and rule-driven cultures 
reinforced by a fear of failure 

 
> Recruitment focused on the capabilities required 

today, with ad hoc talent management 
 

> Leadership emphasis on managing people  
and processes 

 
> Inconsistent approach to setting performance goals,  

with limited alignment to icare’s objectives 
 

What will we deliver?

how is our organisational culture and people enabling our customer pillars?

How will we measure success?

We will 
achieve our 
aspirations 
by delivering 
a number of 
initiatives 
against four 
strategic 
priorities:

We believe that people-
centricity starts with the 
people who serve them, 
so we have created an 
organisation that is built 
around our people, ensuring 
that they are proud of what 
they do and become icare’s 
strongest advocates. 

We are committed to making icare a great place 
to work, and are focused on building an engaged, 
empowered and capable team that is supported by a 
strong culture of high achievement. Not only that, we 
are building an inclusive workforce that reflects the
community we serve, drawing our diverse team from a 
range of different disciplines and backgrounds, but who 
are all equally compassionate, creative, and dedicated 
to making a difference.
 
We are developing the people capabilities we will need, 
not just now, but in the future. In developing ourselves 
for continuous transformation, our strategy is to 
empower our people to lead and sustain the continued 
evolution of our organisation. We are developing a 
highly adaptable workforce that is able to quickly 
respond to changes in our business environment. We 
are focused on nurturing the best talent to develop 
innovative ways of working, and we encourage our 
people to think and act differently, to challenge
the status quo and make icare a global leader in the 
provision of insurance and care.
 
We are proud of our employees, all contributing to 
making icare a great place to work to achieve great 
things for our customers.

An engaged and capable team underpinned by a culture of high-achievement will enable us to:

Why is this important?why

how

what

• Establish internal communications 
and engagement across a number 
of mediums such as HUGO, 
Chapter town halls, in-forty5s, 
digital screens and icare news 
(delivered)

• Roll out eNPS across icare to 
continually measure and track 
employee advocacy (delivered)

• Introduce Human Centred Design 
capability development across the 
organisation (delivered)

• Develop and embed a compelling 
Employee Value Proposition 
(FY17/18)

• Develop and embed an inclusion 
and diversity strategy across  
icare (FY17/18)

• Establish a graduate program to 
source entry level talent into the 
organisation (delivered)

• Implement a Learning Management 
System to enable our people to 
continuously learn and develop 
(delivered)

• Develop a talent review and 
succession planning framework and 
process (delivered)

• Develop icare Academy (delivered)

• Establish a professional development 
and qualifications framework (FY17/18)

• Embed strategic and operational 
workforce planning (FY17/18)

• Develop a flexible augmented 
resource capability (FY17/18)

• Develop and embed a customer 
excellence curriculum (FY17/18)

• Establish a leadership 
development framework to 
identify and develop current and 
potential leaders (delivered)

• Roll out a Leadership Index 
across the senior leader cohort to 
measure and track our leadership 
capability (delivered)

• Develop and embed leadership 
programs for all levels of the 
organisation (Agility program 
delivered FY16/17, Synergy to be 
delivered 2018)

• Launch a performance 
management system that 
documents our performance 
goals and supports everyday 
performance conversations 
(delivered)

• Consolidate multiple payroll 
systems (delivered)

• Establish simplified policies 
and industrial agreements that 
will support the achievement 
of organisational objectives 
(delivered)

• Design and implement icare 
essentials online learning 
(delivered)

• Improve the quality of workforce 
data and metrics to enhance 
decision making (FY17/18)

• Develop and implement a new 
Human Capital Management 
system (FY17/18) 

• Develop contemporary and 
flexible workforce arrangements 
which support new ways of 
working (2019)

Create a positive and 
productive workplace 
underpinned by a single 
culture of collaboration, 
innovation and achievement

Develop a highly engaged, 
capable and adaptable 
workforce that will meet 
icare’s evolving needs

Develop a leadership 
capability that will 
drive high performance 
and accelerate our 
transformation

Ensure that we have the 
right policies and systems 
to enable our organisation

KPI: Improvement in Employee Advocacy 
Measurement Metrics: Employee Net Promoter Score (eNPS) 
eNPS Targets: +25 and above

Partnering for safe 
and healthy workplaces: 
 
Staff our new Customer Support 
Centre with the right people who  
will deliver a great experience  
and outcomes for employers

Offering propositions 
that deliver value: 
 
Leverage our human-centered 
design capabilities to deliver 
customer propositions that reflect  
the voice of the customer and meet 
their needs

Protecting NSW 
government assets: 
 
Underpin our new account 
management model for government 
agencies with a mindset of  
customer-centricity and  
continuous innovation

Supporting sustainable 
return to work: 
 
Staff our new claims operation with 
the right people who will treat 
people who have been injured with 
fairness, empathy and respect

Ensuring optimal  
care: 
 
Plan our future people capabilities  
for a reimagined care service model

Organisation  
culture and people

How will we transform for our people?

five enablers
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> Integrated centralised data 
repository across icare and our partners 

to create a trusted source of truth supporting 
reporting and analytics 

 
> A common understanding of what data means 

and a culture of using data-driven insights to inform 
and enhance our everyday decision making processes. 

Systematic use of sophisticated analytics will drive  
decision making and add value to our customers 

 
> Best practice reporting and analytics centre of 

excellence supported by a robust operating model 
and governance framework 

 
> Use of cutting edge analytics including 

machine learning and artificial intelligence to 
deliver deeper real time insights

from 
 
 
 
 

> Lack of centralised data repository, our  
customer and operational data is dispersed across 

icare and our partners 
 

> There is no single source of truth to drive decision 
making, with a lack of a common understanding, 

facilitating a distrust of presented data 
 

> Under developed reporting and analytics with limited 
formal governance of data quality and  

analytics activities

What will we deliver?

how is data and analytics enabling our customer pillars?

We will 
achieve our 
aspirations 
by delivering 
a number of 
initiatives 
against three 
strategic 
priorities:

Our ability to achieve world 
class experiences and 
outcomes in a financially 
sustainable way is enabled 
by our understanding of our
customers, our business and 
our partners. 

 

Empowering our people with data to base their 
decisions on allows icare to deliver improved
outcomes for our customers. 

We must be a data-driven organisation that leverages 
deep customer and business insights to make  
decisions. We will have an advanced data analytics 
capability that integrates internal and external  
data that we  will leverage to drive personalised  
experiences, great customer outcomes and robust 
financial performance.

Deep customer and business insights underpinned by advanced analytics capability will enable us to:

Why is this important?why

how

what

• Establish a data governance 
function that results in a common 
understanding of the data (FY16/17)

• Build an icare data warehouse 
to provide a single integrated 
data repositoryfor reporting and 
analytics across icare (FY17/18)

• Instigate reporting and analytics 
migration, by moving from  
out-dated legacy systems to 
a new icare data and analytics 
platform (FY17/18)

• Migrate historical data from 
current technologies to the new 
platform (FY17/18)

• Deliver a “Front-End” reporting 
and analysis toolkit to enable end 
users to self-serve (FY17/18)

• Introduce dashboards and  
self-service capabilities for 
services lines and finance, to 
promote internal sharing of 
knowledge (FY17/18)

• Establishing data governance 
forums, policies, standards and 
operating processes (FY16/17)

• Establish the Analytics  
Proficiency Centre, a data, 
analytics and insights centre  
of excellence (FY17/18)

• Leverage deep customer insights 
to tailor products to customer 
needs, resolve customer 
experience pain points, generate 
better risk pricing and determine 
optimal health pathways (FY17/18)

• Develop an enterprise data 
glossary to facilitate consistency 
and trust in data usage and 
visibility and sharing of our data 
assets (FY17/18)

Establish a central data 
repository that integrates 
data across icare to create a 
trusted source of truth

Establish a best practice 
reporting and analytics 
capability supported by 
a robust operating model 
and governance framework

Utilise data insights and 
sophisticated analysis 
to shape and inform our 
decision making

Partnering for safe 
and healthy workplaces:  

• Target our injury prevention 
efforts where they will have the 
greatest impact

• Educate employers as to their 
claims performance relative 
to peers and the potential 
premium discount from 
improving workplace safety

• Develop injury prevention 
practices that are  
evidence-based

Offering propositions 
that deliver value:  

• Enable us to price our  
products for risk

• Personalise our evolving 
product propositions 
to meet the needs 
of specific customer 
segments

Protecting NSW 
government assets:  

• Empower our government 
agencies with data and insight 
to enable them to proactively 
manage their risk

• Evolve our product offering to 
meet the needs of specific 
agency segments

• Triage claims to the optimal  
tier of service based on 
complexity and need

Supporting sustainable 
return to work:  

• Get the right treatment to the 
right person at the right time  
to optimise the outcomes 
for that person, driven 
by continuous, predictive 
experience-based optimisation

• Triage claims to the optimal  
tier of service based on 
complexity and need

Ensuring optimal  
care:  

• Ensure each participant  
receives the right level 
and type of service to 
meet their needs

Data and analytics

How will we transform for our people?

five enablers
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> We are a partner of choice – easy to do 
business with and are known for enabling our 

partners to drive great outcomes for customers
 > We have a sophisticated partner management 

capability with a consistent and coordinated approach to 
selecting, on-boarding and managing partners across icare

 > All our partners share our values and are  
incentivised to act in the best interests of  

our customers
 > We proactively and rigorously manage the performance 

of our partners, enabled by data and  
end-to-end process visibility

 > We have strategic partnerships to give us  
access to the data, capabilities and thought 

leadership we need to continuously 
innovate

from 
 
 
 
 

> Inconsistent partner management approach 
across different parts of icare with multiple 
agreements and inconsistent expectations 

 
> Partners, brokers and service providers are not fully 
enabled with data and digital technology to deliver 

to our target customer outcomes 
 

> Partner expectations and incentives are not fully 
consistent across partners and are not always 

aligned to our target customer outcomes

What will we deliver?

We will 
achieve our 
aspirations 
by delivering 
a number of 
initiatives 
against two 
strategic 
priorities:

We deliver value to our 
customers in the context of 
a broader ecosystem that 
includes service providers 
and other partners.

This ecosystem includes the insurance agents and
other third parties that support our insurance 
operations to our policyholders, as well as the 
healthcare providers through which we
deliver treatment, support and care to people who 
are injured. It also includes the many partners whose 
capabilities and expertise we leverage within our  
own organisation.
 
In order to achieve our aspiration of being world-class, 
we must proactively engage, collaborate with and 
manage these partners to deliver great experiences and 
outcomes for our customers, as well as high quality and 
cost effective services to icare. 

To do this, we will enhance our capabilities in selecting, 
onboarding and collaborating with partners and 
ensuring that they not only have the right capabilities 
to support us, but are aligned to our purpose and 
values. We will be proactive in managing their 
performance, ensuring that they deliver high quality 
outcomes in a cost effective way. And we will develop 
the partnering capabilities that will enable us to co-
design and innovate with our partners, in collaboration 
for our customers.  

how is partner management enabling our customer pillars?
A sophisticated partnering capability will enable us to:

Why is this important?why

how

what

• Develop a consolidated 
procurement policy across all 
icare schemes (delivered)

• Develop a partner management 
framework to guide the 
development of partner 
management activity and ensure 
sound governance practices 
(FY17/18)

• Establish a partner management 
centre of excellence with a 
consistent and coordinated 
approach to selecting, on-
boarding and managing partners 
across icare (FY17/18)

• Negotiate partner service 
contracts to achieve cost savings 
in targeted spend categories 
(FY17/18)

• Develop a partner management 
framework to guide the 
development of partner 
monitoring activity and ensure 
optimal performance (FY17/18)

Develop a partnering centre 
of excellence to enable a 
consistent approach 
across icare

Proactively manage 
partner performance 
in delivering customer 
outcomes in a financially 
sustainable way

Partnering for safe 
and healthy workplaces:  

• Collaborate effectively with 
brokers to identify and address 
workplace safety opportunities 
for employers

Offering propositions 
that deliver value:  

• Collaborate effectively with 
brokers to deliver a seamless 
experience for employers

Protecting NSW 
government assets:  

• Collaborate effectively with,  
and proactively manage the 
performance of third party 
experts such as assessors  
and investigators

Supporting sustainable 
return to work:  

• Proactively manage  
healthcare provider 
performance in delivering  
cost effective customer 
outcomes

• Collaborate effectively with,  
and proactively manage  
the performance of 
insurance agents

Ensuring optimal  
care:  

• Proactively manage  
healthcare provider 
performance in delivering  
cost effective customer 
outcomes

Partner 
management

How will we transform for our people?

five enablers
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> We have a single enterprise technology 
platform that enables us to undertake core 

activities and deliver a great customer and partner 
experience 

 
> There is seamless connectivity throughout an open 
ecosystem including icare, customers and partners,  

with end-to-end process and partner visibility 
 

> Our operations are highly efficient and effective  
with simplified processes, many of which are fully  

automated and straight-through 
 

> A technology experience which delights.  
Team members are able to innovate and securely 

collaborate with anyone at anytime

from 
 
 

> icare is reliant on the capabilities of third 
parties to undertake core insurance activities, 

such as underwriting, policies, billing and  
claims handling 

 
> There is limited data and system integration to  
connect customers, scheme agents, brokers and 

providers within and across service lines 
 

> Our technology landscape is fragmented and siloed.  
It is difficult to secure and reliant upon the agency 

arrangements in place before icare was formed 
 

> Often team members have a better technology 
experience at home than they do at work

What will we deliver?

Technology is at the heart 
of every modern financial 
services organisation and 
icare is no exception. 

 

An enterprise technology platform will, first and 
foremost, enable us to deliver more consistent, 
seamless and high quality customer and partner 
experiences. It will also give us greater control across 
our business and enable more efficient and effective 
organisational operations. What’s more, collaboration 
technologies will enable our people to be more 
innovative and agile, working seamlessly and more 
efficiently with parties both across and outside icare.

how is technology enabling our customer pillars?
A centralised technology backbone will enable us to:

Why is this important?why

how

what
Promote a culture of 
innovative collaboration

We will 
achieve our 
aspirations 
by delivering 
a number of 
initiatives 
against four 
strategic 
priorities:

• Implement an Underwriting, 
Billing and Policy Platform 
to establish an end-to-end 
insurance platform providing 
simple, intuitive customer and 
partner portals for distribution, 
policy management and billing 
(delivered)

• Develop an integrated Customer 
Relationship Management 
platform to improve customer 
understanding and partner 
engagement (delivered)

• Pursue a sound implementation 
of Claims and Care capabilities 
(FY17/18) 

• Establish an Enterprise Data 
Warehouse to support analytics, 
dashboard development and 
decision making (FY17/18)

• Improve the resilience and 
capacity of the icare data network 
(FY16/17-FY17/18)

• Transition icare applications and 
technologies from existing agency 
arrangements to safeguard icare’s 
interests and customer 
information (FY16/17-FY17/18)

• Implement myWorkspace, a set 
of online collaboration tools 
for email, files, messaging and 
telephony for all icare team 
members (FY17/18)

• Become certified with the ISMS 
and ISO27001 international 
security control standards 
(FY17/18)

• Develop an integration capability 
which is capable of scaling to 
support interaction with the 
external ecosystem and is Internet 
of Things (IoT) ready (FY18/19)

• Identify and where appropriate 
expose de-identified data through 
the NSW Government data.nsw 
program (FY18/19)

Provide resilient and reliable 
enterprise platforms

Safeguard the integrity of 
icare’s information assets

Empower a transparent 
ecosystem by developing 
key solutions

Partnering for safe 
and healthy workplaces:  

• Automate processes to create 
efficient and effective policy 
and billing operations

Offering propositions 
that deliver value:  

• Empower employers  
with self-service 
capabilities

Protecting NSW 
government assets:  

• Automate processes 
to create efficient 
and effective claims 
management operations

• Empower agencies with 
self-service capabilities

Supporting sustainable 
return to work:  

• Automate processes 
to create efficient 
and effective claims 
management operations

• Empower injured workers 
with self-service 
capabilities

Ensuring optimal  
care:  

• Automate processes 
to create efficient 
and effective case 
management 
operations

• Empower participants 
with self-service 
capabilities

Technology

How will we transform for our people?

five enablers
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> We identify, define and measure 
the societal value we create and we have 

prioritised the strategies that will build further 
value, aligned with all of icare

> We have a consistent and rigorous approach for 
managing, measuring and reporting on programs that 

create societal value
> We actively work with, listen to the community 
and build the strategies and solutions with them, 

collaborating with key thinkers and stakeholders to co-
create collective impact strategies

> We promote empowerment and support 
community-led design methodologies

> We have the insights and infrastructure to 
execute relevant investment pathways and 
manage our partnerships to get the best 

outcomes for icare and  
the community

from 
 
 

 
 

> The social issues faced by our customers and the 
community are multifaceted and complex and  

we are not yet clear on the role that we should play 
 

> An emergent approach to making social investments 
with broad focus areas and investment principles to 

guide decisions 
 

> A lack of agreed way of measuring the societal  
value we create

What will we deliver?

We will 
deliver on our 
aspiration 
by executing 
a number of 
initiatives 
against five 
strategic 
priorities:

We believe that as a 
social insurer we have a 
responsibility to the people, 
businesses and communities 
of NSW to play a leadership 
role in creating a society 
that keeps people safe and 
well, and supports them in 
returning to work and life 
should they get injured.  
Our aim is not just to be the 
best in the world, but the 
best  for the world. 

To make a meaningful difference in our society and 
affecting positive social change, we must partner 
with our community in an authentic way. This means 
engaging, collaborating with, and investing in the 
communities that we support, investing in research, 
seeding innovation and scaling solutions to
drive social innovation.
 
Through UFirst, we are engaging with employers, 
workers with an injury, road users, families and carers 
to address social issues that require an adaptive
rather than a technical approach to change. In 
developing this research and design centre, we are able 
to give people opportunities to build the solutions
with icare and provide a safe place for exploration and 
collaboration. Together with evidence-based research, 
we bring stakeholders together to codesign
solutions that will help drive better social outcomes.
 
Through our Foundation we are making relevant and 
impactful social investments that will strengthen the 
mental and physical wellbeing of NSW. Our
investments will be informed by holistic strategies that 
improve the outcomes of our schemes, the systems 
adjacent to our schemes and the broader
ecosystem. We will develop relationships and secure 
partnerships with those who provide the insights, 
solutions and networks required to identify,
qualify and execute optimal investments.

how are community partnerships enabling our customer pillars?
A strong community partnership approach will enable us to:

Why is this important?why

how

what
• Establish 3-5 focus areas to target 

our efforts to improve individual 
awareness around individual 
contribution and responsibility 
to risk, the safety and wellbeing 
of NSW communities and the 
ability for communities to support 
people returning to work and life 
post injury (FY17/18)

• Establish a portfolio of initiatives 
to improve outcomes for the 
people, business and community 
of NSW, both within and adjacent 
to our schemes (FY17/18)

• Develop investment strategies 
that enable these initiatives 
(FY17/18)

• Establish a centre of excellence for 
Human-Centred Design that will 
enable us to work with our people, 
our customers, our partners to 
identify problems and co-design 
solutions with them (delivered)

• Establish UFirst, a research and 
design centre that provides an 
open, accessible service to help 
serve the needs of icare and its 
communities (delivered)

• Develop a social innovation 
capability with access to a wide 
range of technologies to engage, 
ideate, design, invest, implement 
and sustain shared value projects 
(FY17/18)

• Assess and access the required 
networks to develop strategic 
relationships that will allow us 
to develop and deliver effective 
social initiatives and investments 
(FY17/18)

Establish a social change 
agenda to stimulate the 
systemic change required to 
drive our target outcomes

Develop our organisational 
capabilities to foster 
strategic relationships

Establish and pilot 
portfolio of community 
initiatives to drive self-
sustaining systemic change

Develop our ability to 
measure the societal value 
we create

Consolidate and align our 
social investments towards 
key focus areas under a 
consistent governance 
framework

• Establish Craig’s Table, a program 
to reconnect injured workers to 
community and develop their 
confidence and capacity to return 
to work (delivered)

• Enable ‘GP social prescribing’ 
whereby GPs can link injured 
people with social, emotional or 
practical needs to a range with 
non-medical sources of support 
within the community (FY17/18)

• Research, seed and scale solutions 
that help small business to access 
fit for purpose mental health 
supports

• Establish a community voice 
feedback loop into Ufirst, through 
community workshops, to help 
drive community initiative from 
within the communities the 
problems exist (FY17/18)

• Establish metrics to measure our 
social contribution for each of our 
selected focus areas (FY17/18)

• Develop a process to track 
these metrics over time and an 
associated decision framework for 
our investments (FY17/18)

• Establish an icare Foundation 
that will identify and assess social 
investment opportunities that 
are aligned to our focus areas 
(delivered)

• Develop and invest in a pipeline of 
opportunities aligned to the icare 
strategy and Foundation objectives 
(FY17/18)

• Accelerate Foundation 
communications and stakeholder 
engagement inside and outside icare 
(FY17/18)

• Develop the fit for purpose 
Foundation infrastructure and 
operating model to suit all 
investment pathways (FY18/19)

Partnering for safe 
and healthy workplaces:  
• Promote mental wellbeing  

in the workplace to prevent 
primary and secondary 
psychosocial injury

Offering propositions 
that deliver value:  
• Collaborate with industry 

groups and other community 
stakeholders to co-design 
product propositions to meet 
employer needs

Protecting NSW 
government assets:  

Supporting sustainable 
return to work:  
• Reconnect injured workers with 

their community and build 
their capacity and confidence  
to return to work

• Link injured people with social, 
emotional and practical needs 
to a range of non-medical 
sources of support within the 
community

Ensuring optimal  
care:  
• Partner with health-tech and 

other providers to leverage 
technology to empower 
critically injured people with 
greater independence, choice 
and control

Community 
partnership

How will we transform for our people?

five enablers
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“As we embark on the  
second full year of icare’s 
journey, we remain  
incredibly excited at the 
opportunity before us.”

Our strategic plan leading into 2020 concentrates and 
propels our efforts in progressing towards our vision. 
The initiatives planned or underway to address the 
challenges outlined above are designed to accelerate 
icare’s advancement towards realising our vision by 
directing our energies towards activities that ensure  
we are:

• Partnering for safe and healthy workplaces

• Offering propositions that deliver value

• Protecting NSW Government assets

• Supporting sustainable return to work

• Ensuring optimal care

Together, our priorities above ensure we continue to 
make good on our commitment to the people of NSW.

While the journey ahead will undoubtedly have its 
challenges, the benefits for the people, businesses and 
communities of NSW are great. We are confident that 
our strategy for 2020 will set the bar and we invite you 
to join us on this journey. 
 
 
 

Vivek Bhatia  
Chief Executive Officer 
& Managing Director

embarking remarks

Since our inception, our attention has 
been on building a solid foundation
to support our future. In the years 
ahead, we will focus on forging a 
reimagined commercially-minded, 
socially-centered insurer that ‘changes 
the way people think about insurance 
and care’. 
 
To ensure we remain adaptive to 
emerging trends and the changing needs 
of our customers, our thinking prioritises 
the development of capabilities that 
enhance customer experiences, enables 
customers to take greater control over 
the care they receive and provides the 
flexibility that they need to adapt in a 
rapidly evolving environment.

we will be there to  
protect, insure and care  
for the people, businesses 
and assets that make  
NSW great
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