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Excellence in Case Management

Case Management (CM) facilitates rehabilitation
Rehabilitation is client centred

Client has to actively engage in rehabilitation,
and adhere to planned interventions

In order to deliver outcomes, CM needs to
understand barriers from perspective of client

This understanding may enhance ability to
develop rehabllitation plans that are workable,
leading to excellent delivery of CM



What, how & where

To identify common reasons for
adherence and non-adherence to
graduated return to work (RTW)
programmes

Qualitative study using Interpretive
Phenomenological Analysis (Smith 2003)

Semi-structured interviews
Small participant number 6 — 10
New Zealand Post Processing Division



Data gathering

Data gathering in May 2005, small sample
4 interviews & 2 anonymous guestionnaires

Women working as mail sorters, with upper limb
Injuries, who had participated in GRTW
programmes

6 different sites
Same Occupational Health Therapist (OHT)
Same Care Manager



New Zealand Post

National and international provider of mail
Services

Accredited Employer under Accident
Compensation Corporation Partnership
Programme

Processing of mail one division — from arrival to
delivery branches

Heavy work, repetitive, time constrained,
oroductivity measurements throughout shift

—ollowing slides show examples of processing
area and equipment




Mail Processing Area

Bags of mail are emptied onto machine belt. A4 & large and fast post mail
IS thrown into another area. Standard envelopes are taken off belt and
sorted into trays at shoulder height above belt. Trays are lifted down when
full and place on another machine for hand stamping



Mail trays, barrows, cages of mail for processing. Mail trays hold 300 — 400
letters each. Cages are moved by forklift, one side opens.



Loaded Barrow

Barrow is loaded with trays of varying sized mail and parcels. Average
weight is 6 — 15kgs. May try to lift more than one tray.



Common themes from the
perspectives of the participants

« “She’ll be right” (Work place culture)
e “Last man standing” (Attitudes)

 “|s that all you are going to be able to do?”
(Guilt)

* “As you get older, it takes longer”
(Recovery Expectations)



“She’ll be right!”

Perception that there is a strong focus on productivity
“every month we talk about (the business unit) didn’t do
well and we must lift performance”. “Bosses are
worried for themselves, not their employees”

Increasing focus on Health & Safety “its good, its
Important that . . . the managers should be reminding
everybody to be aware of lifting”

Resistance to changing work practices “they’re still doing
it the old way because its quicker and easier”

Reluctance to report pain and discomfort “Not
comfortable filling it (incident report) in, even though it
has been drummed into them” .

Long delays — up to 3 years “l didn’t realise it had been a
year, but by the time | gone and seen someone about it .
. . - ayear had pretty much gone past”



“Last man standing”

Varying support from management: “Management were
really good.” “My team leader, he didn’t want to know”
“Employers making us feel we are needed . . . — self
esteem & encouragement goes a long way”

Subtle pressure to continue working: “Oh, you're injured,
what are we going to do now?” “Lots of staff got sick
working — they left because work made them sick.”

“I'm not able to do my full duties, so my particular boss
does not want me”

Nuisance to colleagues and management

Decreased self worth: “criticism, disbelief and sarcasm
(from manager)”.



“Is that all you're going to be able
to do?”

Colleagues have to pick up the load

Pressure to return to normal work “I probably didn’t carry
through as much as | could - because of the (peer)
pressure”

Differing degrees of involvement in RTW programme “I
was really involved” .“Whatever she said, | just kept to
what she said — | just stayed there”

RTW programme not workable in practice “I'd have to
kick the lady off for my 15 minutes — it becomes a
nuisance”.

Support and reassurance from case manager and OHT



“As you get older, It takes longer”

No allowance made for change in physical
abilities due to ageing: “it reminds me Its
not as flexible as it used to be”.

Expect things to resolve (without time off
or treatment) as they have done In past:
“you know your body has aches and pains,
and you just tend to ignore them”

May take a bit longer to hea
Long term effects on whole life




Conclusion

Importance of support from manager
Include all stakeholders in planning
Possible to address barriers

Qualitative methodology, so results may
not be generalisable

Published research supports themes —
Baril et al 2003; Franche & Krause 2002;
Beardwood et al 2005.

Further research required



