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Improving outcomes through rehabilitation management systems: a continuous improvement guide
Appendix 6: Essential information for rehabilitation case managers

Active engagement with an injured employee, their supervisor and doctor throughout a return to work process is vital to the success of a return to work plan. We have learnt this from rehabilitation case managers who do this well. Good outcomes are achieved by using the following strategies.

On referral, have a face-to-face meeting with the injured employee and provide a clear explanation of the entire return to work process. Explain that your final goal is to support their return to meaningful work in a manner that is safe, durable and timely. 
In plain English, explain:

· the roles, rights and responsibilities of the injured employee, case manager, approved rehabilitation provider, supervisor and treating doctor
· what a rehabilitation assessment (s. 36, SRC Act) is, why an assessment is done and how it is used to help return an injured employee to work 
· what a rehabilitation program (s. 37, SRC Act) is, and how such programs are developed and used to return injured employees to work

· what paperwork needs to be completed and how this should be done.

It is important to: 

· make sure the injured employee knows that they should communicate regularly with you, their supervisor, the approved rehabilitation provider and the treating doctor

· make sure that the injured employee is aware of the ongoing need for them to participate in all facets of the return to work planning and implementation process until the goal has been achieved 

· consider the employee’s perceptions throughout the return to work process and address their concerns as appropriate. Provide an explanation to help the injured employee understand the outcomes 

· demonstrate transparency, consistency and professionalism in all your interactions with and about the injured employee.

Initiate early communication with the treating doctor

· Explain the return to work process, your role and that of the approved rehabilitation provider with the treating doctor. 

· Develop a relationship where the treating doctor knows you and the injured employee’s workplace are supportive and that you are there to help the injured employee to return to work safely—not just as soon as possible.

· Make a list of suitable duties and the demands involved in performing these duties and make a time for you or the approved rehabilitation provider to discuss these with the treating doctor.

Initiate early communication with the injured employee’s supervisor

· Make sure the supervisor is aware of their rights and responsibilities.

· Discuss the availability of suitable duties and provide this to the injured employee, the approved rehabilitation provider and/or the treating doctor.

· Agree to the nature and frequency of communication. Ensure that there are regular times to meet to help identify and manage issues early on, rather than react to problems. 

Initiate early communication with the approved rehabilitation provider

· Use an approved rehabilitation provider to conduct an initial needs assessment (s. 36. SRC Act) to identity and develop strategies to manage potential barriers that delay a safe and timely return to work. This is especially important if the injured employee is likely to be off work for more than 10 days.

· Use the results of the initial needs assessment or any other s. 36 assessment as a basis for developing a rehabilitation program. Use the approved rehabilitation provider’s expertise to help you decide on what are reasonable (evidence-based) time frames for this rehabilitation program, keeping in mind all the matters that need to be considered under s. 37(3) of the SRC Act. 

· Keep the goal for the rehabilitation program specific, realistic and achievable.

· Ensure that the ARP has a clear understanding of your expectations about the type and frequency of formal reporting and communication they have with you, the supervisor and the injured employee.

Proactive management of the rehabilitation program in the long term

· Conduct routine meetings with key parties to address and manage issues as they arise.

· Ensure that the rehabilitation program goal remains appropriate and achievable.

· Ask yourself whether the injury is progressing within evidence-based time frames. If it is not, identify and manage barriers with the help of the provider. When you have difficulties, consider a s. 36 assessment with an independent specialist (or a panel), or arrange a case conference with a claims service officer from Comcare.

For more information visit www.comcare.gov.au 






