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Purpose of your paper: To showcase early learnings from our collaboration with the Department of 

Premier and Cabinet Behavioural Insights Unit. In this project we developed an alternative case 

management model to support medically discharged NSW Police officers. 

 

Synopsis: The Behavioural Insights pilot forms part of Employers Mutual’s strategic program of work 

designed to seek innovative ways to drive improvements in our workers’ compensation portfolio.  

 

Why are we running this trial?  

 

The Police Force in New South Wales (NSW) serves an important role in society. By risking their lives 

they are able to protect the citizens of NSW and ensure a safer society. Due to the nature of the risks 

taken, being a NSW Police officer means injuries in the line of duty are common. The injuries sustained 

by a NSW Police officer can be significant, and may lead to medical discharge if it is believed that 

their return to work within the NSW Police force is not appropriate.   

 

Effective case management support for medically discharged officers is an important part of former 

Police officers’ recovery from injury. We know that the longer a discharged officer is away from 

employment, the greater the chances that they will develop common mental health disorders like 

anxiety or depression. These can increase a person’s risk of suicide1, marriage breakdown2 and poor 

employment outcomes3.  

 

Despite the provision of a range of support services, including: medical treatment, recognition of 

prior learning and vocational counseling, medically discharged police officers in New South Wales 

currently have a low rate of return to full paid employment. This low rate is of concern as 

employment plays an important role in our long-term health and well-being4. It also presents a 

substantial challenge to the management and ongoing sustainability of the NSW Police Force’s 

Workers Compensation Scheme, which has an estimated average claim size of $1.04m.   

 

While the liability for the overall claims portfolio is large, the number of discharged officers is relatively 

small, meaning that an improvement in outcomes for even a small number of officers will lead to 

significant return on investment, both in wellbeing for the officer and financially for the insurance 

scheme. 

The overarching goal of the current project is to gather evidence on the effectiveness of an 

enhanced case management package to improve the lives of the medically discharged police 

officers as well as to ensure the sustainability of the workers’ compensation scheme for the NSW 

Police Force. 
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What does the pilot involve? 

 

The pilot focusses on applying Behavioural Insights to client centred case management approaches 

to support medically discharged NSW Police officers. The key opportunity uncovered during the 

fieldwork was that many officers were passively engaged in their recovery. The pilot aims to 

empower people to take control of their recovery by focusing on three intervention areas; 

enhancing relationships between workers and case managers, enhancing the engagement of 

workers in their recovery, and enhancing case manager engagement with their work. Specific 

interventions are described in more detail below. These are being tested in a randomised controlled 

trial. 

 

Enhanced relationships 

between Case Managers 

and Injured Workers 

Injured workers: Enhanced 

engagement in their 

recovery 

Enhanced Case Manager 

Engagement 

“Courtesy call Fridays” to 

provide a focussed 

approach to building 

relationships. 

Use of structured goal 

setting and implementation 

plans in the Injury 

Management Plan (now 

called “My Recovery Plan”). 

Reflection forums among 

Case Managers. 

 

Workshops on mindsets, 

neuroscience5, and how to 

give effective feedback. 

Simplification of letters using 

“choice architecture” and 

EAST approaches to ensure 

messages are clear, and 

actions easy to complete. 

 Introduction of Bluetooth 

headsets to allow Case 

Managers more freedom in 

their work environment. 
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