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icare Customer Advocate to review customers experiencing vulnerability 
 
icare’s Customer Advocate will undertake a review of customers who experience vulnerability across all icare 
insurance and care schemes to improve its support of the people who need it most. 
 
icare CEO John Nagle said the Customer Advocate function is being recognised for its ability to reach 
customers at a personal level and understand their needs more deeply.   
 
“Building on the deeper insights our Customer Advocate provided in the 2019 review of the Nominal Insurer, an 
important component that our business must be able to deliver upon is best in class support for customers who 
experience temporary or ongoing vulnerability through the claims processes that we manage and oversee”, Mr 
Nagle said. 
 
“We recognise there’s different personal circumstances which can result in vulnerability, and that the interaction 
with claims management systems and processes may also contribute to customers becoming vulnerable. 
 
“It is vital we have the best management practices and tools that deliver the most appropriate support to our 
customers.” 
 
Customer Advocate Darrin Wright said the review will focus on understanding when greater levels of support 
are needed across all insurance and care schemes managed by icare. 
 
“I’ll be reaching out to customers who have engaged with icare services to learn more about periods of time 
where they believe they were vulnerable after lodging a claim and understanding how icare can evolve their 
service delivery models to provide better support to customers,” he said. 
 
This will be the third of four reviews by the Customer Advocate and is expected to commence in September 
2020 with a final report to be published by the end of the year. The Customer Advocate is currently reviewing 
the Home Building Compensation Fund (HBCF). 
 
icare provides workers compensation insurance to more than 326,000 public and private sector employers in 
NSW and their 3.6 million employees. In addition, we insure builders and homeowners, provide treatment and 
care to people severely injured on NSW roads; and protect more than $193 billion of NSW Government assets. 
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