


Enhancing long term case management 

approaches using Behavioural Insights 

 Early learnings from the Employers Mutual collaboration 
with the NSW Department of Premier and Cabinet 

Behavioural Insights Unit 

 

This presentation has been prepared for the Actuaries Institute 2015  

Injury Schemes Seminar.  

The Institute Council wishes it to be understood that opinions put forward 

herein are not necessarily those of the Institute and the Council is not 

responsible for those opinions. 



We are moving away from medical model of recovery… 

Medical 

Model 

Diagnosis as the predictor of return to work (RTW) 
 

Medical, allied health and rehabilitation providers are 

the main focus 

 

Injured person receives services, is passively involved 
 

When diagnosis fails to predict RTW the injured person is caught in adversarial system 



……towards the biopsychosocial model of recovery 

Social and psychological factors as predictors of RTW 

 
Understanding and respecting an individuals’ social 
and psychological contexts leads to more tailored and 

successful recovery planning 

 

Active engagement of injured person essential using 

goal setting and ongoing support 

 

Recognition that long term physical injuries will most 

often be complicated by psychosocial factors 

 

 

 

 1 http://www.hwca.org.au/documents/Biopsychosocial%20Injury%20Management.pdf 
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Behavioural insights offers a positive, human-centred approach 

  Small changes, big impact 
 

The nudge concept became popular with the success of the Behavioural Economics guide 

“Nudge” by American Economists Richard Thaler and Cass Sunstein, challenging the 

conventional economic view of humans as “rational decision makers”.  
 

Choice 
Architecture 

Psychology 

Behavioural 
Economics 

The key to the “nudge” is choosing how 

we communicate, and which facts we 

draw attention to, in order to help 

people do things they actually want to 

do. 

 



NSW Government have taken the lead with their Behavioural Insights Unit  

The NSW Behavioural Insights Unit aim to 
 

 Support better service delivery for the benefit of those affected 
by complex social problems 

 Support the transformation of the service culture of the NSW 
public sector 

Headline results so far: 



Why are we running this trial? 

 

The challenges in 2014 
 

Our large portfolio of discharged officers were often disengaged from their recovery 

process due to the complexity of the financial support systems, often coupled with 

symptoms of PTSD. 

 

This situation led to suspicion and a lack of trust of case managers at Employers Mutual, 

and concerns being aired on social media. 

 

 

 

 To improve the lives of over 1000 medically discharged NSW police officers, their families 

and our communities.  

 

 To protect the sustainability of the NSW Treasury Managed Fund 

 

 
 

http://www.police.nsw.gov.au/


  

What does the trial involve? 

Case managers in the trial are assigned to an intervention or control group. 

Those in the intervention group are working in new ways which include: 

 

Increased investment in relationship building through regular courtesy calls 

“What can I can do for you today?”  

Engaging people in their own recovery using “My Recovery Plan” to develop 
personalised goals (replacing the traditional Injury Management Plan) 

Creating more positive mindsets about recovery with our case manager 

using Carol Dweck’s research on the power of a growth mindset along with 

emerging evidence around neuroplasticity 



Mindsets Theory 



Mindsets Theory 



http://bi.dpc.nsw.gov.au//assets/Behavioural-Insights/Library/Behavioural-Insights-Community-of-Practice-Flyer-EAST.pdf 
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Before and after shots of our introduction letter 
redeveloped using the EAST framework* 

*http://www.behaviouraldesignlab.org/latestreports/east-four-simple-ways-apply-behavioural-insights/ 
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Planning My Recovery  

In  3 months my goal is RESTORE FRIENDSHIPS FAMILY/FRIENDS 

FAM/FRIEND FAMILY/FREINDS 
 

 

JudeBorromeo 

Name of case manager: 

   

Dave Smith 

 

DOB:   

   

Name:   

  

Why do I want to get to this goal? 

  

 
To restore some of my confidence and enjoyment again when communicating and interacting with 

friends/family. To become the person I once was.  

 

Claim number: 

  

Early indicators of progress 

My case manager Vince is one 

of my most trusted confidants. I 

don’t consider him as a worker 
for an insurance company, I 

consider him someone I totally 

trust and respect.  

Here are two of our 

case managers Jude 

and Lisa! 

Mr M was very pleased with Vince 

as his case manager. Vince is 

easy to deal with, has great 

communication skills, shows he 

cares and doesn’t make it feel like 
he is just going through the 

numbers. 

Kanar has been "bloody 

awesome".. In addition to her 

wonderful approach I envisage 

gaining full time employment 

shortly which will mean that I will 

no longer require benefits from 

EML.  

Hey, thanks for the photo.  Yes, 

you look like how I 

imagined!   Funny how we 

visualise people from voices! 

Ok, my photo back to you….. 



What happens next? 

We are planning to scale up the interventions across the remaining case 
managers in the NSW Police medically discharged portfolio in 2016 based on 
the early positive indications seen in engagement of our workers and 
employees 

 

We will follow our intervention cohort over the next 12 months (with the 

support of our actuarial services team) to determine the effects of the 

interventions on weekly benefit spend across payment types 

 

We will share our learnings, and build on the learnings from other return to 

work projects to improve injury management practices in NSW 

 

 



What else would you like to know? 


