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Why, why, why?

« In November 2014, there was a substantial
Increase in workers compensation claims, for no
apparent reason

« There was a loss of control

* |ncrease was not limited to a specific location....it
was NSW wide

* |nconsistencies in reporfing, injury management,
medical capacity

« Offten delays in seeking medical attention

« Lack of support — managers (process), doctors
(recovery at work)



What action was taken?

Couldn’t ignore so;

« Reviewed the incidents, historical data, process
and reality

« Researched options to provide the best outcome
* Met with the program provider, Trintas Group

« Spoke with insurer regarding the program

« Requested funding from the insurer

* Presented to manager as a sponsor

« Consulted with union and other stakeholders
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What is the Staff Work Injury Hotline?

The Staff Work Injury Hotline is a premium early
Infervention program specifically designed 1o
facilitate an end to end service covering prompt
treatment, effective injury management and
rehabilitation.
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Program benefits

« Available 24/7 and it's FREE!

« Access to end-to-end service covering prompt medical
treatment and radiology, effective injury management and
rehabilitation following a workplace injury

« A phone callis all that is needed to access the program,
either by the employee, their manager or the person-in-charge

« Your initfial appointment is made for you at a specified and
convenient time

« Doctors are made aware of the demands of the employee’s
pre-injury role and the availability of suitable duties

« Doctors who are part of the Staff Work Injury Hotline network
have a sound understanding of the workers compensation
process and the impact a workplace injury can have on an
injured worker



How does the Staff Work Injury Hotline

work?

« Employee sustains a workplace injury, notifies their
manager or person-in-charge and calls the Staff Work
Injury Hotline (1300 303 952) if they require or will seek
medical aftention (hon-emergency)

* |Injured employee is friaged by an adllied health
professional (consultant) over the phone

* Appointment is made for the injured employee to attend
a doctor nearby to their workplace

* |njured worker attends appointment (the manager
should attend too, if possible) and if medically able,
returns to work

« Workers compensation process commences
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Injury Nofification, Reporting, Investigation & RTW
Process — Residential Care

[ Injured Staff Member ] [ Service Manager ) [ Regional Manager ] [Ex::HSIT:am':
) rnal Providers
' ™ ra ( )
] . Ensures local processes exist for immediate Staff Work Iniu
Sui‘f.l'.'l"im.'r';‘i”w first aid and/or medical treatment el
J . iwhere applicable) y notifies WHS &
_ p _ Manager following
Notifies manager ASAP Notifies Regional Manager by email, and initial contact
(no later than end of shift/ copies GM-RAC and WHS Manager. § )
work day) 1 Provides contact details of
If manager is not available — to notify \ injured worker by email within 24 hours
L a the person in charge) i WHS Notifies N
Insurer and
P — Motification fonMmSs (Staff incident Report & Insurer Regional Manager activates RTW
Calls the Staﬁf Work |I'I_|Llr'j|" Naotification Forms are sent to WHE Team) contacts iniured worker. If ~ ol
Hotline - ’ outside business hours,
1300 303 952 the injured worker is to be — ‘
rli possible, manager or their delegate attends, contacted on the next WHS follows up on
e L and discusses RTW options with doctor business day incident
Attends initial medical g linuesﬂgation & RTW
apis’f;'f‘rmﬂ‘ﬁﬁ"gﬁg;ﬁ;he " Undertakes Incident Investigation, and ’
Consull ta?1 t documents findings according to r Woork with WHS on
) organisations WHS Guidelines within 2 | effective RTW objectives
\ business days J
Provides report of investigation &
recommended actions ﬁ (
L within 2 business days . Fli =l WHS Issues
~ investigation and ensures "Safety Alert” Notice
: - appropriate comrective (if deamed nacessary)
[ Follows up regularly with Injured Worker ] actions are closed out J
Definitions

Lost Time Injury (LTI). Work injury or iliness resulfing in inability to work for at least one full day or shift any time following day or shift on which the injury occurred.
Medical Treatment Injury (MTI). Injury were medical freatment was given by a doctor - but no time was lost.



My

Injury Notification, Reporting, Investigation & RTW

Process — Community Care Services

[ Injured Staff Member ]

Sustains an injury
(LTI or MTI)

-,

Calls the
Staff Work Injury Hotline

1300 303 952

Logs incident with CCS Call)
Centre
&

MNaotifies Coordinator/
Service Manager ASAP
(no later than end of shift /
work day)

L.

Aftends initial medical
appointment amranged by the
Staff Work Injury Hotline
Consultant

Definiti

"

Regional Manager

e

[ Operations Manager J

Ensures local processes exist for immediate
first aid and/or medical treatment

. (where applicable)

-

Motifies Operations Manager & WHS
by telephone within 24 hours

.,

ot L
Motifies GM-CCS }

y L,

f

Ensures prompt formal notification (s:aff incident
l Report & Insurer Motification Forms are sent to WHS Team)

)

p
If possible, manager or their delegate attends,
and discusses RTW options with doctor

4,

[ Contacts injured worker. If outside business
hours, the injured worker is to be contacted on
A the next business day

-

i

Undertakes Incident Investigation, and
documents findings according to CHL WHS
A Guidelines within 3 business days

-

[ Work with WHS on
 effective RTW objectives

Provides report of investigation &
Recommended Actions

s

Follows up on

g investigation and ensures

P

L Follows up regularly with Injured Worker

appropriate corrective
actions are closed out

eam
External Providers,

Staff Work Injury
Hotline Consultant
notifies WHS &
Manager following
{ initial contact

WHS MNuotifies
Insurer and
[ activates RTW

i

p
WHS follows up on
incident
“nvestigaﬂon & RTW

WHS Issues
"Safety Alert” Notice

(if deemed necessary)

Lost Time Injury (LTI}, Weork injury or illness resulting in inability to work for at least one full day or shift any time following day or shift on which the injury cccurred.
Medical Treatment Injury (MTI). Injury were medical treatment was given by a doctor - but no time was lost.




Staff Work Injury Hotline Promotional
Material

If you sustain a work injury call
Staff Work Injury Hotline

* Available 24/7

» I's FREE. You don’t have to pay
for the service

» it's convenient - your first
appointment is made for you at
a specified and convenient time

» The medical practitioners are
trained fo ensure you receive
appropriate and timely care

» Speeds up return o work process

* Access to end to end service
covering prompt medical
treatment, effective injury
management and rehabilitation

T For further information about this program, Eé

please speak to your manager. Ea
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Injury By Occupation




Injury Location

Non Physical 3%

Neck 2%

Trunk 25%

Lower
Limbs
17%

AW
(T', _

*Multiple Locations 3%

Head 8%

Upper
Limbs
38%

Systemic 2%




Average Age




Action on Receipt of Call

H Self
Management

B Medical
Appointment




Return To Work Ouicomes

Initial Medical Certification

NO CAPACITY
CAPACITY (LESS HRS)
CAPACITY (FULL HRS)

PID

0% 10% 20% 30% 40% 50% 60% 70% 80%

B NON HOTLINE m HOTLINE
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What the doctor receives
\

PRIORITY
PRIORITY CARE APPOINTMENT DETAILS CARE

Hama: Hame: Cathalic Church Insirance - CCI
Contact: Postal GPO Box 4240, Sydney, 2001
Address:
Andress: Phoneg Number: 03 9934 3000
Phone Humiber: Fax: 03 8934 3450
Emall: NS Coinsurance.

hlhlmhﬂupﬂ'mbd_lnul'

* AADAD (Comprehenche Zerviee Level D)
*  WCOSE {Initial Coritficats of Capasclty Oniy)

For cubcaquent soncultations your regular State or Terrtboriec fes ciruoture applisc.

ACTIONS TO BE PERFORMED BY MEDICAL CENTRE

Action | Description Check

1 Medical practitioner to assess injured worker ASAP on arrival

2 Medical practitioner to review 1 page job analysis. [*attached)

3 Medical practitioner to contact
“Kathy Pahl on 0428 022 698™ during the initial consultation to discuss suitable
duties regardless of if there is 2 line manger present in the consult

a4 Medical Centre to forward “WorkCower Certificate of Capacity” and all requests
for imaging’ to Priority Care
Send to
Email: referral @prioritycare com.au  (preferred option) or Fax: 02 8016 0875

5 Worker to sign consent:
| consent Medical Centre to forward a copy of my initial WorkCowver Certificate of
Capacity along with referrals for imaging and treatment to Priority Care. |
understand that the purpose is to relay information to CCl in 2 timely manner.

| Signature: | Date
“This consent is for the record keeping of the medical cenitre only.

Suite 101, 24 Hunter 5t, Parramatta, NSW, 2150, ph: 02 BB10 4445, yowew prioritvegre com gu

Job Analysis (Brief)

L
Empiloyer Iwm lJoo oo lgnsg‘(nM(m)l
Ouhes
AIN & Care npmmymm mum PErsonal care tasks SUCh 35 ShOWeNng.
Supenvise residents mmuud-&a walking sticks o mobiise.
Assis! recicents In the manual whaeichalrs o umuasn wly
Required to assist with

taletng, this may require conducting transfers
mmdmwwwmmummeumum

using

nr(zpe:onopum - s -

mm&mmmmmd%mmmmnwam

Required 1o change catheters (AIN). emply bed pans, assist onloft and toliets, 9

and genenal o 1

vmdnnyns pads, workers may be required 1o roll the p on 3 bed, and this task
require the ssistance of two workess.

Am&msm resident becs and use 3 100t pUMP of Electic hand controis 10 adust bed

hesgnt. The ciean Ien is stored on troleys and the tralley Is pushad around 10 @ach InAIvdual room.
The dirty Inen Is placed in inen bags on the troiey and later Aisposed Io arger bins WIhin e faciites room

The PPE for this role:- UnIDm Which ConSISts of long TOUSErS, Shor Sleeve Shirt and Covened Shoes, DDEr gloves,
LoSstic 3pron.

Overal Job Occasional | Frequent | Consant Comments
~nalysis 1-33% 34-65% 67-100%
X can =
X
[ Sianang X TOr varous Beks
Pushpuing X ana shower chalr vanss from
-15kg of the resident. The inen
loleylw foroes when using the
Bendngwstng X
%g w&m 3
" Oher. X On even
Occasional stair dimbing.
Frequent bilteral upper imb gross and fine movements 1o
conauct vanous tasks between waist and shouioer haight.
gﬂmﬂqummumum
Suitable Duties
Al CAthoiic Heakhcare shes the team are commitiad 10 provision of “sutabie auties” In the worplace. We

concur that the workplaoe I the best place for progressive renabiliation and an essental elemant 1o achieving 0N2's
rEtUm 10 WOk 53y 3t WOk QO GIVEn TS We AWays endeavour 10 offer “sullabie Oulies” In accomiance 1o the
capacity cutined by the respactive medcal praciionss 3s par cenifoate.

Piease feal frae 10 contact the SUPErViSOr (0etalls on refermal form) 1 dIScUSS sutabie empioyment avaiabie 1o assist n
Taciitatng Our eMplOyee's racovery.

=




What the doctor receives

Phone: 1300 885 265 WWW.MINow.com.au
Fax: 1300 366 858 referral@mrinow.com.au

Loeaiions all armund Australia
Prompt reports enabling eary dagnosis & treatment

Medical Imaging Referral

Narne: *  Date of Birth: s

Address: *  Phone # *
Mobile #

Payment Method: * Required Fields

[J Workers Compensation [] CTP Claim ] Veterans Affair [ Pensioner [] Medicare

Insurance Company: Claim Number:

Examination Required

[ X-Ray [J Bone Mineral Density
O wmri [0 Wamography
O cr [0 Fluroscopy
0 utrasound [0 Mucdear Medicine
[0 cardiacCT [J  interventional Procedures
Clinical Motes
Referring Doctor Details
Mame: Provider Mumber:
Address: Email Address:

Phone ! Fax #:




Average Time From Injury To Medical
Appointment

« 2 hours 46 minutes
« Overnight clock stopped

Average Time For Insurer To Receive
Certificate Of Capacity

Wik
NSW WorkCover

* 17 minutes post medical E—

.
O O I I I 1- ' ' ' e I l -I- Please ensure all sections are completed. Tick if this is the initial certificate for this claim
PART A= MAY BE COMPLETED BY PATIENT
Patient’s first name

Last name




Average Hours Lost
2014 vs 2015

7.9
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Average Paid
2014 vs 2015
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So what have we learned? fgamff

The Worker Early Intervention Program has achieved significant

outcomes for employees and the organisation. Results under

the principles include:

Easy, appropriate and timely access to early

infervention

« Consistent employee injury reporting process

« Consistent employee advice and management providing
program credibility

Effective injury management

« Standardised training of Service Managers and employees

« Consistent injury management by Service Managers




SO tht hCIVG We |eCII'ned? (continued)

Continuity of care
« Conftinuity of resident and client care
« Reduced impact on Service workforce

Quality outcomes for injured workers

« Immediate referrals, integrated response for assessment,
treatment, work, and rehabilitation

 Reduced psychosocial and financial impact for injured
workers recovering at work




So what have we learned? .nineq

« Employees feel valued

« Employee supported at every stage of the process

« Change in employee expectations

« Employee engagement

« Active reporting to the Hotline is now standard practice

« Provision of task analysis and suitable duties o medical
practitioners upfront optimises employee return to work
outcomes

 Effective communication and collaboration is critical for
success

« Insurer supports work health and safety initiatives
« Program is tfransferrable to other care providers

;/ﬁ



Testimonials

| would like to thank you for the introduction of the Staff Injury Hotline. For a small facility of only 40
beds and 28 staff, we don’t often have staff injuries. Prior to the staff injury hotline being
infroduced, when we did have an injury, it had always been so long since the previous one that
we had forgotten how to deal with it. The staff injury hotline has really streamlined everything for us
and made things so much easier. The follow up that we get affer a staff injury assists us fo move
through the process with ease, and what was offen a very frustrating process is now much less
cumbersome. (Service Manager)

“Great process, received professional care”. (Employee)

“Since the commencement of the Staff Work Injury Hotline | am more aware of how the staff
member is and how we can best assist him or her to return to work. There is always an email that is
prompt and concise so that I am ‘in the loop’ at every step of the way. Feedback from staff is that
they feel they are cared for and valued in the process”. (Service Manager)

“They look after me very well and the follow up from the doctor was good”. (Employee)

“Thank you for your prompt notification and information about .... As thisis our first contact with
you, | would just let to like you know that ... was very impressed with the courtesy and
professionalism shown by the people she spoke to. As a Manager it is good to hear such positive
feedback on a system | must admit | was a little sceptical about using”. (Service Manager)

“The consultant | spoke to was courteous and understanding, he provided me with clear
information and followed through on his call backs”. (Employee)



What's nexi?

« We aren’t satisfied with the status quo
« Improved effiency and RTW outcomes
« |-pad applications




Technology

« |-pad app that allows for a RTW plan to be
completed anywhere at anytime




Questions?




