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Introduction
Comcare sometimes makes specific service commitments to individual employees in relation to their claim(s). You and any
other staff involved in managing the claim need to be aware of these commitments.

A commitment claim is highlighted in pink in Pracsys in the claims header next to the display for the primary condition.

 

 

You must view comments on commitment claims
Anyone who accesses a claim that has been marked as a commitment claim needs to review the ‘View Priority Comments’
function for comments describing the commitment made by Comcare to the employee. You need to do this before any
action is undertaken on the claim. Look in MCOM or VCOM in Pracsys and filter by comment category to ‘commitment
claim’.

If the notes indicate that there is a communication protocol in place, refer to Communication protocol for guidance on how
to communicate with stakeholders involved in the claim.
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Procedure to review a
commitment claim

Screen shot of commitment claim flag in Pracsys



When should a claim be flagged as a commitment claim?
You should consider flagging a commitment on a claim in situations where we commit to performing a specific service.

For example:
 

We commit to communicate with the employee in a specific way, such as all correspondence is in writing, no phone calls.
Please refer to Communication protocol for more information.
During the course of communication with an employee, you identify that the employee has vulnerabilities which may
warrant a commitment about how we provide service to that employee.
A common law settlement exists on the claim.
There is a specific agreement or undertaking about the management of the employee's claim, for example, for example
for the wellbeing of the employee or because of a CEO complaint or Ministerial representation.
Claims that belong to a cluster of claims which Comcare has agreed to service in a particular manner.

Before requesting a commitment claim flag be placed on the claim, you should consider other ways that will allow you to
address any issues the employee has raised, such as setting a diary reminder.

If you believe a claim should be flagged as a commitment claim, you should discuss this with your Assistant Director. Only
an Assistant Director or above can approve the adding or removing of a commitment claim flag.
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Can a commitment flag be reviewed or removed?
Not all commitment claims represent long-term agreements made between Comcare and the employee. You should
regularly review the reasons for a flag being created and any agreements that have been made. To do this, ensure that you
set action diary reminders for review, when flagging the claim. Consult with your Assistant Director about the appropriate
date to review the commitment.
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