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Messaging Matters

Clear is Kind. 
The IECCC Framework 
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Healthcare Humanist
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The BHAG What problem are we trying 
to solve?

The Solution had to be:

▶ Evidence-based

▶ Flexible and adaptable

▶ Easily implemented

▶ Relevant to all schemes
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The Common Challenge

 Communication

 Difficult discussions
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Informational and Interpersonal justice

Informational Justice     

 Focus on equitable access to 
data and information

Perception of fairness and 
equity in the process of 
claiming and managing their 
injury.

Interpersonal Justice 

Perception of respect and 
courtesy in interactions

Whether they feel heard, 
understood, and treated with 
dignity
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Informational & Interpersonal Justice

People who perceive they have been treated fairly by the 
scheme and during interactions stakeholders are:

▶  more likely to return to work

▶  have better health outcomes

▶  have reduced mental health issues 

▶  have increase trust and engagement
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Psychological Injury Claims

A lack of interpersonal justice may contribute to:

▶  negative perceptions of the scheme

▶  discouraging workers from seeking help 

▶  discouraging worker from returning to work
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Your role in shaping experiences

 You help shape the human 
experience of the system

 A trusted source of information

 Strong communication builds 
connection and momentum
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Effective Communications

Clear, compassionate 
communication supports 
better outcomes

Focused on improving 
conversations in critical 
moments
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A Culture of Collaboration

Developed by the industry 
for the industry

GIO, Allianz, ASORC, ARPA 
Members, PIEF and 
individual collaborators
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The Scenarios – some examples
1. Discussing suitable employment options and retraining with case 

managers

2. How do you align different agendas of workers, employers, and treating 
providers? 

3. Discussing and arranging Independent Medical Examinations

4. Explaining the role of workplace rehabilitation providers (WRP) to workers 
and other stakeholders 

5. Negotiating funding requests and approval for services with insurers
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Now…what do we do?

Help navigate these conversations

We needed a tool or resource which could:

Be used by most professionals

Be flexible and adaptable

Easily implemented
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Key components:
▶Provide the main fact or update 
▶what’s happening, what 

decision was made

Example phrases: 
▶ I’m calling because / to 

discuss…
▶We have an update regarding...
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Key components:
▶Dive deeper into explaining the 

why and how
▶background behind it and to 

provide context

Example phrases: 
▶The reason behind this decision 

is...
▶This is happening because...
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Key components:
▶Offer additional details or 

examples to solidify 
understanding

▶Encourage them to ask questions 
or voice concerns

Example phrases: 
▶Does this make sense?
▶ Is there anything that’s unclear?
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Key components:
▶ Invite the other person to provide 

input and suggestions
▶ Work together to outline next steps 

or agree on a plan

Example phrases: 
▶ What do you think would be the 

best way forward?
▶ Let’s figure out how we can work 

together on this? 
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Key components:
▶Set specific expectations for roles, 

responsibilities and timing
▶Align on timelines and key dates

Example phrases: 
▶Let’s schedule a follow-up 

meeting to check on progress
▶Here’s who will be responsible for 

each part
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Scenarios and Conversation Roadmaps

  From 70 scenarios, 48 roadmaps were 
developed

These not scripts. They are prompts and 
ideas

  Roadmaps are fully adaptable and flexible

  We encourage people to use their own 
words and to bring their personality and 
communication style
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• I’m calling to discuss your treatment plan for [worker] 

• I’m calling to make sure that you know about your 
responsibilities and what’s expected of you in the system.

• I’m contacting you to chat about [worker’s] progress under 
your care

Discussing capacity with the 
medical team
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• We rely on your medical knowledge and expertise to provide insight 
about the diagnosis, treatment regime and medical capacity. 

• We can then apply our knowledge to see what services we could offer 
to support [worker]

• I’ve been in touch with [employer] and they have offered to support 
[W] rehabilitation program by offering suitable duties / modified 
duties.

Discussing capacity with the 
medical team
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• What information do you need to make a decision about 
increasing capacity, and supporting their return-to-work?

• It seems that [worker’s] capacity has not improved during 
the past [timeframe], could you help me understand why?

• Would you like me to run through the suitable duties and 
modifications? 

Discussing capacity with the 
medical team
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• The current treatment regime doesn’t seem to be 
working, what could we look at changing / adjusting / 
tweaking? 

• Shall we focus on the next stage / initial stage, and work 
on how to get there. 

• I hear your concerns; would it be helpful if we [strategies]

Discussing capacity with the 
medical team
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• How can we support you with providing treatments 
which lead to tangible progress and increase in 
capacity?

• Do you have any questions about the workers 
compensation system? 

• The next step are [details]

Discussing capacity with the 
medical team
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What conversations are 
you having regularly 
that are difficult and 
challenging?
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Scan to download The 
IECCC Framework 
Worksheet

 https://www.itpaystocare.org/resources-1/messaging-matters
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Develop your 
own conversation 
roadmaps
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Your contribution matters
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