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Purpose of your paper: To introducing a novel technique to improve return-to-work and other 

claimant outcomes in workers’ compensation through behavioural intervention. 

 

Synopsis: Return to work is a critical milestone within workers’ compensation schemes, for both the 

claimant’s welfare and the scheme’s financial performance. Consequently, a substantial focus of 

claims management is placed on promoting and facilitating better return to work outcomes for 

injured workers. 

 

Behavioural economics is an established technique to influence choices made by people in different 

situations.  It seeks to identify, understand and address irrational claimant behavioural tendencies to 

move towards more optimal behavioural outcomes.  Claimants’ choices are influenced by 

behavioural cues such as framing and social norms.  Behavioural insights utilises these cues to 

promote a mutually beneficial outcome to both the claimant and the insurer.  In this presentation, 

we will discuss how these techniques can be utilised in practice in an accident compensation 

context. 

 

Specifically in this presentation, we introduce how behavioural interventions improved return to work 

in a major workers’ compensation scheme by 27%, through focusing on claims management 

processes, communication styles, and empowerment of claimants through recovery.  This 

presentation also gives a high-level overview of how traditional actuarial models can be 

reinvigorated to measure behavioural intervention outcomes. 

 

Through our understanding of behavioural insights, and the specific case study we present, we also 

highlight the opportunities that exist across the accident compensation industry.  These opportunities 

include expediting return-to-work, reducing the level of mutually disadvantageous legal 

representation, enhancing customer engagement and administrative efficiency.  The level of 

liabilities and number of customers across the accident compensation industry is enormous.  

Behavioural insights can be used as an an innovative way to achieve better customer outcomes 

across the accident compensation industry. 

 

 

 

 

 

 


