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Evaluating the program
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Some numbers to get us started…

3,800
Number of people that have 
participated in My Recovery 
nationally

2,500 
claims 

p.a.

600 1,900

Participants Control

~2,500 claims each year on which to evaluate the program

28%
The evaluation focuses on NSW CTP 
participants.

The My Recovery program has been rolled out to 
QBE’s underwritten CTP and workers’ 
compensation portfolios. 

of all 
participants
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Evaluation is centred around three principles 

Success is about more 
than faster recovery

Program participants 
may differ in complexity 

to non-participants

Compensation data has 
practical advantages to 
client reported outcome 

measures
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The program is achieving participation rates just 
under 40% for eligible clients in NSW

Proportion of eligible customers that participated in the program*

• ~85% of clients are 
offered to participate  

• Initially, ~30% of clients 
are participated  

• Adjustments made by 
QBE’s Behavioural 
Science team in February 
2021

• Participation rates are 
now mid-high 30’s

• The program has 
enabled QBE to begin 
collecting psychosocial 
data at scale

*Customers eligible for the program are all claims that do not meet injury exclusion or claim type 
exclusion define in the appendix. Program participation defined as a customer who receives and 
completes all 7 questions on the MyRecovery video.
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The program has fast tracked the treatment1 of 
our participants by 15-20%

Time to first treatment, where treatment occurs within 2 months of lodgment2 • Prior to My Recovery, 
participants accessed 
treatment on average 
within 15 days

• My Recovery participants 
seek treatment within 13 
days

• Participants from the 
2021 are seeking 
treatment within 11 days.  

1Treatment includes Allied Health services, pain management, and pharmaceutical services
2Claims with accidents in 2020
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… it has generated a 50% uplift in the use of services

Average number of treatments used within 2 months of lodgment
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… and is generating a 25% uplift in the number of clients with an improved 
capacity to work

Proportion with positive movement in Fitness for Work 
status within two months by Employment Status

Proportion with positive movement in Fitness for Work status 
within two months by Reporting Delay

A positive movement in Fitness for Work status includes a change from no capacity to work to partial or full capacity, or a change from partial to full capacity 
to work. 
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