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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 

• Increase was not limited to a specific location….it 

was NSW wide

• Inconsistencies in reporting, injury management, 

medical capacity

• Often 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



What is the Staff Work Injury Hotline?

The Staff Work Injury Hotline is a premium early 

intervention program specifically designed to 

facilitate an end to end service covering prompt 

treatment, effective injury management and 

rehabilitation.



Injured 

Employee

24/7 
Notification

Early 
Assessment, 
Intervention 

& Triage

Transport

Medical 
Practitioner 
Assessment 

& 
Management

Priority 
Imaging

Workplace 
Integration

Model



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 call is all that is needed  to access the program, 

either by the employee, their manager or the person-in-charge

• Your initial 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 attention (non-emergency)

• Injured employee is triaged by an allied health 

professional (consultant) over the phone

• Appointment is made for the injured employee to attend 

a doctor nearby to their workplace

• Injured worker attends appointment (the manager 

should attend too, if possible) and if medically able, 

returns to work

• Workers compensation process commences



Injury Notification, Reporting, Investigation & RTW 

Process – Residential Care



Injury Notification, Reporting, Investigation & RTW 

Process – Community Care Services



Staff Work Injury Hotline Promotional 

Material
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Return To Work Outcomes
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What the doctor receives





Average Time From Injury To Medical 

Appointment

• 2 hours 46 minutes 

• Overnight clock stopped

Average Time For Insurer To Receive 

Certificate Of Capacity

• 17 minutes post medical 

appointment 



Average Hours Lost

136.6

7.9

2014 vs 2015



Average Paid

$9,385.47 

$1,338.93 

2014 vs 2015



So what have we learned? 

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 

intervention

• 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 what have we learned? (continued)

Continuity of care

• Continuity 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? (continued)

• 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 to 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 transferrable to other care providers



Testimonials
I 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 
introduced, 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 after a staff injury assists us to move 
through the process with ease, and what was often 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 I 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 this is our first contact with 
you, I 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 I must admit I was a little sceptical about using”. (Service Manager)

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



What’s next?

• We aren’t satisfied with the status quo

• Improved effiency and RTW outcomes

• i-pad applications



Technology

• i-pad app that allows for a RTW plan to be 

completed anywhere at anytime



Questions?


