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07 April 2020 
 

Dear valued customer 

The coronavirus pandemic is a crisis unlike any other in recent times. 

We are continuing to closely monitor the impact that COVID-19 is having on our industry, and 
the response the NSW Government is implementing to combat this emergency. 

To ease some of the uncertainty for our customers and injured workers, the following 
procedures around workers compensation compliance are now in place:  
• Face-to-face consultations remain an option for a nominated treating doctor (NTD) 

consultation for all workers 
• Telehealth consultations are permitted should face-to-face be unavailable or unfavourable 
• If a consultation cannot take place either via face-to-face or telehealth, a Certificate of 

Capacity can be arranged via a telephone call to NTD as a fall-back 
• The duration of a Certificate of Capacity can now be extended up to a six-week period in 

appropriate circumstances – generally for those workers on long-term benefits (e.g. where 
a worker has already been in receipt of weekly benefits for two or more years). 

The extension of the Certificate of Capacity period can ensure continuity of weekly benefits 
payments being processed to workers. 

We acknowledge that some workers may potentially achieve an upgrade in capacity during 
this time, a factor which the NTD should take into consideration in their assessment and 
period of certification. We have included a flow chart for ease of reference and useful guide as 
to the new the certification process. 

Please do not hesitate to contact us if you have any further questions. 

Yours sincerely 

 
Narelle Caldwell 
General Manager, Insurance 


