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Improving outcomes through rehabilitation management systems: a continuous improvement guide
Appendix 9: Qualitative and quantitative measures for evaluating rehabilitation activities

Monitoring, review and evaluation should occur at different levels.

Review of approved rehabilitation provider services

The review of approved rehabilitation provider (ARP) services should be done by case managers or by the manager who directly engaged the ARP. Reviewers should consider the following qualitative and quantitative measures.
Qualitative measures
· response time between contacting the ARP and the provision of services

· effectiveness of the ARP in contacting all stakeholders to discuss issues and analysing those issues to arrive at effective solutions

· frequency and quality of reporting back to case managers following meetings with various stakeholders, particularly treating doctors 

· quality of options for resolving issues

· quality of service provision (i.e. not over-servicing)

· service philosophy (i.e. getting staff back to work being their primary concern)

· level of technical knowledge and expertise
· effectiveness in managing the return to work (RTW) plan

· effective outcomes in terms of injured staff obtaining suitable and durable employment following implementation of the RTW plan

· consistency in provision of services (i.e. having one provider manage the case throughout).
Quantitative measures
· return to work rate (the number of closed cases ending in return to work expressed as a percentage of total number of closed cases)

· duration of RTW plans (period elapsing between first RTW plan start date and case closure report date – note median duration is < 18 weeks)
· cost of RTW plans (RTW costs only – median cost < $1590).
Review of case management

The effectiveness of case management can be evaluated by feedback from client areas and employees. The human resource section should undertake the review of case management.

The quality of case management is often difficult to assess. However, feedback on the quality of the processes undertaken in managing the case, on the level of consultation, and on the initiatives undertaken to return the ill or injured employee to work, as well as the cost of the case are all indicators of how well a case is managed.

Review of the return to work plan

Reviewers should consider the following qualitative and quantitative measures.
Qualitative measures
· comprehensiveness of the RTW plan

· degree of consultation in preparing the RTW plan

· continuing communication between supervisor, employee, case manager and service provider

· satisfaction of employee with the plan and its outcome

· quality of outcome.

Quantitative measures
· return to work rate (the number of closed cases ending in return to work expressed as a percentage of total number of closed cases)

· duration of RTW plans (period elapsing between first RTW plan start date and case closure report date – note median duration is < 18 weeks) 

· cost of RTW plans (RTW costs only – median cost < $1590)
· number of RTW plans put in place for non-compensable cases.

Review of the policy and guidelines

The policy and guidelines should be reviewed and amended as necessary in the light of any legislative and broader policy changes, experience gained with implementation, and developments in the nature, incidence and costs of workplace injury and unscheduled absence in the organisation. 

Reviewers should consider the following qualitative and quantitative measures.
Qualitative measures
· the level of accountable and supportive leadership evident through inclusion in individual action plans and their assessment, and through staff feedback on whether they feel safe, valued and respected

· the extent to which managers and team leaders develop the skills and capability to identify and deal with employee issues in their teams and achieve quality return to work outcomes

· the extent to which employees take responsibility for maintaining safe, healthy and supportive workplaces (achieved through education, training and involvement in developing, implementing and/or evaluating injury prevention and management programs and systems)

· the degree and quality of case managers’ training

· the degree to which workplace factors facilitate or hinder desired outcomes. Such factors include

· relationships at work (i.e. between supervisor/team leader and employee and among colleagues). Is there an attitude of caring, interest and support?

· work design issues

· a work environment that encourages and supports a variety of work and rest breaks 

· a work environment where both employees and supervisors take responsibility for submitting incident reports in a timely manner and where supervisors take immediate steps to resolve issues

· a work environment where performance feedback occurs frequently and is done well, and where employees are recognised and rewarded.

Quantitative measures
The organisation’s performance (compared with the performance of all Australian Government agencies, where relevant) should be regularly monitored on the key measures outlined below.

	Measure
	Performance in x financial yeara

	
	<Name of the organisation>
	All Australian Government agencies

	Average time taken to lodge claims
	
	

	Average lost time rate
	
	

	Average weeks for RTW activity
	
	

	Proportion of claimants who actually return to work at the end of an RTW plan (%)
	
	

	Incidence of claims per $m payroll
	
	

	Average unscheduled absence per full-time employeeb
	
	

	Workers’ compensation premium rate
	
	


a
The data source for the first four measures is Comcare’s Customer Information System.

b
This measure will also be influenced by attendance policy and guidelines.







