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MetLife 360Health

Providing solutions to help prevent 
and manage serious illnesses at every 
stage of a member’s health journey  
so that they can live healthier for  
longer. MetLife 360Health, your 
health partner.
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MetLife 360Health defends you against serious illness, so you can live healthier for longer.
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360Health - Why?
Quality of life is top of mind for most. Research suggests that 
people want to live a long life but only if it is healthy; and many 
of us worry about becoming a burden on our family due to 
illness.

Interestingly, while we are concerned about serious illness 
there is often a sense of fatalism in that we don’t believe  we 
can do anything to prevent a serious illness. And most of us 
also believe that a serious illness will never happen to us or our 
family.

Our research demonstrated that 86% of Australians felt that 
increasing the number of healthy years was very important to 
them. If they had to choose, 66% of Australians would rather 
have a shorter, but healthy life rather than  a longer life where 
they had a serious illness like cancer, dementia or heart  
disease. Furthermore, only 49% of Australians are confident 
that they know what to do to prevent critical illnesses.

360Health and introducing the concept of your healthspan
People are living longer than ever before. This should be a 
good thing, but many of us are worried about getting a serious 
illness, like cancer, dementia or heart disease. Research  
suggests that our healthy years end, on average 10 years before 
our lives do. We only want to live a long life if we are healthy 
enough to enjoy it and don’t have to depend on others.

It’s time to look at more than just living longer and start  
focusing on living healthier, for longer.

As a leading, global insurance provider, MetLife is committed 
to partnering with you to increase your healthspan, not just 
your lifespan.

Our customers have told us that they want services that will 
provide them with access to information, specialists and  
services that are easy to access and that their privacy is  
maintained. To do this, we have developed 360Health, a  
combination of insurance and health related products and 

services to help you take steps to start preventing and  
managing serious illness. We work with experts to provide you 
with health education, access to the latest prevention tools, the 
best local specialists and the support needed at every stage of 
the health journey.

To ensure that 360Health meets your needs, we have focused 
on keeping the services free or at low cost and ensuing that 
they meet your specific circumstances. We are focused on  
providing you with health information, access to early  
detection support and when needed, early intervention and 
support to facilitate the best recovery possible from a serious 
illness.

360Health helps you start to take control of your health today, 
so you can live healthier, for longer.
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360Health
360Health is a holistic, integrated suite of tools, services and 
resources that complements our insurance products.

It facilitates better health literacy, improve health support and 
deliver better claims outcomes.

For our superannuation partners it enables better member  
engagement, improved interactions with members through 

their insurance and better health outcomes.

For employers it supports their employees  
engagement, improves retention and establishes better early 
engagement and health outcomes in the workplace.

MetLife 360Health for Employers

Prevention
Providing resources and health insights to be more informed on health and wellbeing, and 
prevent conditions occurring/progressing.

Early Detection
Support and guidance at the first sign of a condition to facilitate recovery where possible.

Return to Health
Access to advice, support and specialised services before and during the claims process, 
that complement treatment and support a health recovery.

Ongoing Care
Tailored and co-ordinated community support and services for longer term illness/injury.

Financial Support
Providing more than just claims payment with financial support for approved programs and 
services.
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Services  Overview
Below is an overview of the current service offering for superannuation funds. We are constantly piloting new services, leveraging 
our global network and working with our partners to expand into 2020. 

Early Detection
Improving the awareness of conditions,  
understanding the signs and symptoms of  
conditions and ultimately ensuring that when a person does 
become unwell we ensure as early an engagement as possible. 

The MetLife approach focuses on engaging with employers to 
give them a deeper understanding of the impacts of absence 
and the effects of even a short-term absence on the potential  
to return to work.

Services:
• Early Intervention programs for employers
• Medical Second Opinion Service

Prevention
By providing people with information, health resources and 
general health literacy, we aim to facilitate better preventative 
behaviours. This can range from reinforcing preventative  
activities such as breast screening, bowel screening through to 
enabling people to understand what they need to do to prevent  
serious illnesses such as diabetes. 

By giving people the tools and information through “nudges”, 
information and gamifying information transfer, we enable 
better retention and the potential for health focused behaviour 
changes. A key concept is the promotion of healthspan over 
lifespan. Our research indicates that people would prefer to live 
a shorter healthier life rather than a longer unhealthy life. 

Services:
• Health Toolkits
• Health Risk Assessments
• Prevention web content to support fund websites

Return to Health
When someone is unwell, our focus is to facilitate a return to 
health by providing them with the appropriate services,  
supports and motivation. Our claims program triages claims  
to the right person and then develops a strategy to support the 
member back to health and where possible, establish a safe and 
durable return to work. 

Services:
• Engage claims framework
• Nourish – rehabilitation framework including condition 

specific sub plans
• Health Connect

mowra
Cross-Out



MetLife 360Health for Employers

5   

Ongoing Care
We understand that in some instances a person may not 
return to health. Where a chronic illness, catastrophic injury 
or terminal/progressive condition precludes a health recovery 
we will still try to provide services and support to provide the 
best health possible.

Services:
• Nourish – health support rehabilitation
• Health Connect – community integration package
• Health Connect – carer support package
• Thought leadership – mental health and chronic illness 

management

Financial Support
In certain cases, we can offer tailored programs to support the 
health recovery of customers and provide support for short 
term programs that can facilitate health, vocational direction 
and rehabilitation.

Services:
• Grief counselling services
• Job seeking/support
• Retraining 
• Financial literacy services

Health Toolkits
Improving the health literacy of members

Developed in conjunction with a range of leading global  
medical experts, MetLife has developed a range of health 
toolkits aimed to support employers and superannuation funds 
develop better health literacy. Covering 9 major health topics 
each toolkit contains the following:

• Employer Guides
• Email Campaigns
• Articles and fact sheets 

5   
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360Health Website
Providing content and access to our programs and resources in a simple to navigate web page. This site can be used by  
superannuation funds and employers for general health based content, articles and health programs.
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Health Connect

 
 

Health Connect is a  
community resource  
program that connect  

members with relevant,  
free or low cost third 
party health services,  
online resources and  
resources available in  

the community.

Powered by:

In addition to the Nourish Rehabilitation framework and  
condition/symptom specific sub plans, MetLife offers support 
to all our members through a service called Health Connect. 

Health Connect is a community resource program that connect 
members with relevant, free or low- cost third-party health 
services, online resources and information available in the 
community. 

MetLife aims to address the lack of awareness of the myriad  
of community-based services/resources/information that  
members can access beyond medical treatment and financial  

payment, to facilitate self-awareness and self-help for their 
return to health and/or better quality of life. 

Case Managers have access to a range of modules  
that collate resources, tools and services from over 50  
providers/government agencies/not for profit organisations. 
These are packaged up for members in the form of a  
personalised email with links to the tailored services based on 
the symptom/condition specific issues facing the member. 
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The member was a 35-year-old female who was diagnosed with breast cancer and 
subsequently requiring a bilateral mastectomy and ongoing chemotherapy. Apart from 
the original diagnosis the member was also diagnosed with anxiety and depression and 
was being treated for this condition by her practitioner network. As a mother, her main 
concern was for her two children and their wellbeing. She lived in a rural setting so access to 
appropriate services was complex.

MetLife through our Health Recovery team and our third-party provider network were able to 
connect the member to a local community-based cancer support group run by the Cancer 
Council. MetLife also connected her to Gather My Crew, a service delivered via an online 
friend and family network diary system. This program promotes members to reach out to 
their friend and family network and develop a diary/roster for help and support. This ensured 
that there were people available to help her with her children’s school transport, providing 
the occasional meal as well as rostering visits to avoid isolation.

The member found this service to be of a great benefit and the support she received and 
as a result she was able to maintain her treatment schedule. We also provided information 
about other services that including how to access mental health plans to get professional 
assistance at a subsided rate.

The member returned to work in a part time capacity six months after the referral to our 
program and was very positive about the services we were able to offer.

Member

Case Study

Sample email to a member experiencing symptoms of anxiety and mental health related symptoms:
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MetLife 360Health

Early Intervention Programs for Employers

MetLife is focused on minimising absenteeism and improving 
employee health outcomes by developing robust early  
intervention programs by partnering with employers. 

Early Detection is a key element of MetLife’s 360Health  
framework. Research clearly demonstrates that the earlier a 
person commences return to health and rehabilitation  
programs the faster they can return to work. Also, there is 
strong evidence that indicates the longer someone is absent 
from work, the less likely they are to return.  Early detection is a  
collaborative opportunity and relies on significant employer 
engagement, development of specific pathways and early 
engagement with MetLife to drive better health outcomes. We 
are strong believers that this interaction needs to commence 
during and the waiting period and in parallel with any claims 
eligibility assessment.

The benefits of early intervention are clear and will include:

• Minimising the impacts of long term sickness and  
absenteeism

• Improving employee health outcomes by preventing a  
condition from progressing and support return to health

• Minimising employee absence

• Staff retention and productivity

 

Our early detection approach is driven by:

• A partnership approach between the employer and 
MetLife 

• Tailoring to the unique needs of the business environment

• Flexibility and tailoring of programs to the employee’s 
specific needs 

• A strong focus on the employee’s return to health and 
minimising time off work

• A belief in the health benefits of work and that the  
workplace is the best place to recover

• Dedicated support from a multi-disciplinary allied health 
approach

• Collaboration between all parties – the employee, their 
health practitioner, MetLife and the employer – to ensure 
an optimal return to health plan

• A level of trust and transparency, while ensuring the safety 
and privacy of the employee’s experience

Early Detection as part of services inside insurance

We provide you and your members with access to relevant,  
focussed programs, resources and support services to facilitate  
a positive health outcome before a condition progresses.

We aim to be made aware of a member’s situation at the very 
start of the claims process, once the employee has provided  
authority. We can then work with the member to understand 
their situation, and establish appropriate interventions,  
treatment and support to either maintain them at work, or  
return them to health and work as soon as possible. 

Interventions may include referral to third party services 
through Health Connect, exercise and/or mental health  
support, or return to work planning and workplace  
modifications to reduce time off work. Alternatively, we  
might recommend specific programs to deal with more  
substantial health issues that require specialist input.

9   
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Early Detection Process

What’s next?

• Commence RTH plan

What’s next?
• MetLife proposes ongoing strategy

• Schedule case review for 
appropriate timing

Outcome

Yes, suitable

Outcome
Timing not appropriate

MetLife assesses the suitability for Early Detection service during the waiting period

Employee has IP/TPD insurance with MetLife

Employee is exhibiting signs of a specific illness/injury

Employer/Member initiates the claims lodgement process with MetLife

Employer/Member provides to the employee MetLife Health & Recovery package consisting of:

• General condition specific information and resources
• Claims lodgement form
• Early Detection services consent form
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MetLife 360Health
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MetLife’s Health Recovery team, staffed with allied health 
practitioners work closely with our claims teams. Through case 
conferencing, coaching and guidance they provide insights 
into the best practice approach to deliver health, recovery and 
rehabilitation services. By understanding the member’s needs, 
they are able to facilitate both in-house support programs 
or where necessary a referral to our external rehabilitation 
programs.

MetLife works with six external occupational rehabilitation  
providers to deliver health, recovery and Return to Work ser-
vices. Each referral is customer-centric, ensuring that the reha-
bilitation consultant and service delivery is tailored to achieve 
the desired outcome. 

MetLife incorporates a variety of rehabilitation tools into the 
claims management process to assist with enhancing recovery. 
This includes assessments to determine physical and  
psychological ability, interventions to restore function and  
increase self-management, active planning of sustainable 
return to work, and building capability for redeployment  
endeavours. This may include:

• Functional Capacity Evaluation;

• Functional Upgrading Programs such as an Exercise  
Physiologist Gym-based Program;

• Vocational Assessment and/or planning;

• Case Management and Return to Work  
Services;

• Rehabilitation Counselling; and

• Employment Transition such as Transferable Skills  
Assessments.

All rehabilitation programs are underpinned by an  
understanding of the benefits of self-directed recovery and  
the role of self-efficacy on recovery. 

MetLife has developed a condition-specific rehabilitation  
program for instances where a customer is experiencing  
significant psychosocial barriers to recovery or has a primary 
or secondary mental health diagnosis. This program is called 
Nourish. 

Nourish - Rehabilitation Framework

Nourish - MetLife’s health and functional recovery 
rehabilitation programs
Nourish was specifically designed for mental health claims and 
considers a holistic view of an individual, particularly by  
focussing on a customer’s overall functional capacity. 

The program aims to instil hope in our customers about their 
future and ability to live a meaningful life through maximising 
their functional capacity and as such, the primary outcome of 
Nourish is to enhance capacity in five distinct yet interrelated 
domains:  
 
 
 
 
 
 

1. Adaptive Functioning (e.g. Activities of Daily Living);

2. Emotional Functioning (e.g. Stress management and 
coping);

3. Cognitive Functioning (e.g. Memory and information 
processing);

4. Interpersonal Functioning (e.g. Social Skills and  
communication); and

5. Vocational Functioning (e.g. Capacity for partial/reduced 
hours up to full return to work).
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Nourish is aligned with the principles of  
personal-centred and recovery-oriented mental 
health practice to achieve this focus. That is, it  
supports and empowers customers to make their own 
choices about how they want to lead their lives and 
acknowledges that choices need to be meaningful 
and creatively explored. Nourish enables this choice 
by providing various elements of focus to assist a 
customer in their Return to Health journey. 

 
 

Nourish was  
recently recognised in  
the ALUCA award for  

Excellence in Rehabilitation  
and was rated number 1 in  

overall quality of rehabilitation 
services by end users in the 

NMG Group Risk Survey  
in 2018.
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MetLife 360Health

N      Nourishment
The aim of this element is to provide education to customers on practises 
and behaviours that promote or sustain health. This could include 
nourishment in the form of nutrition/diet, medication management, or 
exercise for function.

O Opportunities

The aim of this element is for all stakeholders to recognise that a Return to 
Health is not: 
• Necessarily about cure; 
• A return to premorbid level of functioning; or 
• The endeavour of an asymptomatic life. 

However, Return to Health is: 
• Having opportunities for choices; 
• Living a meaningful, satisfying and purposeful life; and 
• Being a valued member of the community. 

This includes encouraging self-directed change, intrapersonal awareness, 
and building skills for decision making, problem solving and goal setting. 

U     Understand You

The customer is unique and we must work in positive and realistic 
ways with customers to help them realise their own hopes, goals and 
aspirations. 

Although Nourish complements typical medical treatment interventions, 
it also extends beyond therapies by focusing on fostering resilience, 
autonomy and regaining a meaningful life despite persistent symptoms 
and/or substantial limitations. This also includes retaining hope, 
understanding of one’s strengths as well as weaknesses, personal 
autonomy, and a positive sense of self. 

R      Relationships

The aim of this element is to assist our customers to develop relationships 
through social, recreational, and vocational activities which are 
meaningful to them. This includes engagement in life-roles, discovering 
their social identity, maximising interpersonal functioning, and integration/
re-integration into the community. 

I Independence

The aim of this element is to provide education, skill development, or 
resource identification (using all other elements of Nourish) to enable 
independence in the five domains of functioning: 

1. Adaptive Functioning (e.g. Activities of Daily Living);
2. Emotional Functioning (e.g. Stress management and coping);
3. Cognitive Functioning (e.g. Memory and information processing);
4. Interpersonal Functioning (e.g. Social skills and communication); and
5. Vocational Functioning (e.g. Capacity for partial/reduced hours up to 

full return to work).  

S      Self-care

The aim of this element is to empower our customers so they recognise 
that they are at the centre of the care they receive and that they are 
accountable and responsible for their recovery outcomes. This includes 
sleep hygiene, exercise, activity, skills training and other coping skills 
required to assist with self-management and relapse prevention.

H      Help The aim of this element is suicide prevention, intervention or relapse 
prevention.

Nourish is an acronym comprising of elements that require consideration in leading to a return to 
health: 
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MetLife 360Health

Why Nourish?

Individuals who experience mental health issues, often miss  
opportunities to increase their functional capacity and  
maximise progress in the above-mentioned areas due to the 
impact of symptoms on their behaviour (lack of motivation, 

fear, fatigue, avoidance etc.). Psycho-social interventions aim 
to identify and change aspects of behaviour through education, 
skill development, resource identification and social support. 

How does MetLife deliver Nourish?
The program is focused on returning the customer to health by 
assisting them to understand and achieve functional goals  
centred around the above-mentioned holistic domains, rather 
than on work and return to work alone. 

Within a claims context, rehabilitation has traditionally focused 
on return to work services. This return to work focus may lead 
to customers being reticent to participate in rehabilitation  
services when they are experiencing complex symptomology 
and therefore the outcomes of such programs have been  
limited. By focusing on health and function during the eligibility  
assessment, there may be an ability to attract more customers 
to participate, and more importantly facilitate better health 

outcomes. Nourish is a program conducted by third party  
rehabilitation providers who are trained specifically by 
MetLife’s Health Recovery team.

In order to maximise the multi-dimensional process of  
recovery Nourish provides access to the following  
evidence-based, psychosocial interventions via third party 
providers to achieve functional outcomes within the Nourish 
acronym areas of interest. These psychosocial  
interventions include:

Psychoeducation Self-help
Support Groups 
and Community 

Integration

Skills  
Training

Capacity  
Support

Goal  
Setting

Activity 
Scheduling

Suicide and  
Relapse  

Prevention Case 
Management

15   
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What success looks like for Nourish?
The key internal KPIs for the program are: 

• Improve member experience (NPS and anecdotal);

• Establish a Return to Health plan within 10 business days 
after claims acceptance; 

• Deliver on an improvement in function using the  
WHODAS (WHO disability assessment schedule) measure. 
This validated measure is a generic assessment instrument 
for health and disability and produces standardised  

disability levels and profiles across all diseases,  
including mental, neurological and addictive disorders. 
It was chosen because it is short, simple and easy to 
administer taking as little as five minutes to complete and 
provides a standard score based on function. This testing 
is conducted at the time of referral and then at three 
months and Nourish completion; andFacilitate Return to 
Work in those customers achieving a functional threshold 
that supports a safe and durable return to work. 

Nourish data from commencement of program
Nourish was implemented in January of 2018 and more than 320 customers have gone through the program. 

The key call outs and measures of success for the program include: 

320
claims completed 46%

achieved sign off on work 
participation from their 
GPs to either engage in 
increase work hours or 
volunteer opportunities

93%
exited the program with a more 

robust medical management 
strategy in place

60%
achieved an improvement in 
function using WHODAS 2.0 

index

34%
returned  
to work
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Growth and development of the program
While the numbers are modest, we have been very careful with 
the referral criteria, consultant training and support. We have 
onboarded a substantial number of consultants nationally from 
one of our key providers. 

To expand the model, we are currently working with other 
providers to ensure we have a geographical spread and can 

provide a volume solution for all our partners.

This is pivotal on the current relationship to commercialise the 
model and training program.

Third party provider collaborative relationships
MetLife partners with third party rehabilitation providers 
through a collaborative partnership to deliver Nourish services 
to MetLife’s customers. Monthly meetings are held with the 
Account Managers and senior staff to continually drive  
effective communication and develop a mutual understanding 
of the partnership’s current and future needs. During these 
meetings, critical assessments of service delivery are dis-
cussed, such as: 

1. Insights gleaned from the previous month of service  
delivery and implications for future service delivery;

2. Innovation and learning from partnership working,  
inclusive of improving service outcomes, quality of  
service, efficiency and cost;

3. Outcomes of monthly reporting and continuous  
improvement of reporting to reflect progress; and

4. Organisational efficiency, capacity/capability and use of 
resources to protect time.

Key decisions are made jointly between both sides of the 
partnership. The shared vision and shared decision-making has 
cultivated trust-based relationships and as such, the respect 
for each organisation has positively influenced service delivery. 
Our providers have a large range of Rehabilitation  
Consultants and this team has a broad national coverage. The 
team is trained in effectively servicing referrals remotely (e.g. 
via videolink) and have already demonstrated results working 
with a cohort of customers who now reside overseas.

Transparency has also been critical in the feedback of  
information to our providers and influences organisational and 
individual learning needs. As a result, a sharp maturation of the 
partnerships has led to the following outcomes: 

1. Fast track of initiatives to address challenges around 
resourcing, strategies and processes;

2. Prioritisation and enablement of the co-development of 
solutions;

3. Sharing of technical ideas and cross-matrix of learning and 
increased professional capacity through exchange visits; 
and

4. Clear delineation of roles and responsibility of partnership 
leads and realistic  
expectations and goals set for each  
month.
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Case Study

 » 31 year old female.

 » Living abroad and working in a corporate managerial  
position who subsequently left her job after being  
diagnosed with severe depression and anxiety.

 » Has an IP policy with MetLife, with 18 months remaining 
in a two year benefit period, with a concurrent TPD  
policy.

Member

In assessing the claim, the MetLife Case Manager along with 
our in-house allied health professionals noted that the member 
could benefit significantly from our Nourish program and  
proceeded with referral in January 2018. Taking into  
consideration the location of the member, in order to make 
an easier and better member experience, the referral was for 
remote (video-link/tele-health) services. 

At the time of referral, the member reported the following 
symptoms: 

• Anxiety around picking up telephones from unknown  
callers (due to getting pranks/bullied via telephone from 
her previous colleagues);

• Panic attacks in large crowds;

• Thinking that she sees her past work colleagues in the 
crowd (physical resemblance, male); 

• Concentration difficulties;

• Memory (short term) and her thinking has slowed down a 
little (e.g. unable to make quick calculations); and

• Lowered self-esteem and self-worth/confidence. 

In assessing the member’s goals regarding learning  
management strategies to help manage her mental health  

condition, the following was recommended:

• Provide psychoeducation with the goal to assist her to 
better understand her condition; 

• Provide coaching to assist her with implementing coping 
techniques/management strategies to improve her daily 
functioning and ability to manage her condition at work; 
and

• Provide coaching to assist her with increasing her  
self-esteem and confidence in her workplace. 

As a result of The Nourish Program, the member managed to 
secure and sustain meaningful full time employment. She has 
reported positive changes and outcomes following various  
interventions over the last few months. She continues to report 
positive gains and ability to cope and manage her  
psychological symptoms appropriately. She has also  
commenced engaging in community activities and programs 
such as the leadership program, joining the gym, ability to 
travel to China for work, attend movies at cinemas, etc. She 
has also reported that she has successfully ceased medication 
and is reported to be coping well. 
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Score at Referral
At Initial Assessment 

9 March 2018

Score at 5th Month

31 August 2018

Score at Closure

29 October 2018

Understanding and 
 communicating 33.33% 12.50% 4.17%

Getting around 10.00% 0% 0%

Self-care 43.75% 12.50% 12.50%

Getting along  
with people

55.00% 30.00% 35.00%

Life activities
34.38% 25.00% 6.25%

Participation in  
society

62.50% 34.38% 31.25%

Overall Score 39.83% 19.06% 14.86%

Note: A score of zero indicates absence of disability so a declining trend in score indicates an improvement in recovery.

The member’s recovery is evidenced by the improvement of her WHODAS score throughout the process. 
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Sub programs within the Nourish framework
To complement our bespoke approach we also deliver symptom-specific and condition-specific services, MetLife have partnered 
with a range of other providers to curate a range of programs, designed to work collaboratively and complementary to the Nourish 
offering. These include:

The Revitalise Program is a partnership between Canceraid and  
                                   Recovre. The program commences with a 10-week health  
                                   coaching and support program designed to help our customers  
                                  with cancer care and managing their health.  This pilot stems from  
                               a collaboration between CancerAid and Recovre. This unique  
                         offering is delivered via by phone or video conference - meaning that  
                   Customers can receive the support from these Health Coaches in the 
comfort of their own home, using a laptop, iPad or smart-phone.  The CancerAid  
service is a science-based support program in which a coach specialised in  
oncology guides the customer through tangible tactics to help through cancer  
treatment, and re-engagement in meaningful life activities. The app component 
of the service deploys digital content to the customer on topics such as managing 
symptoms, exercise, diet, sleep, living well with cancer, goal setting, and engaging 
in activities and work after cancer.  CancerAid currently hire registered Nurses and 
Medical practitioners as coaches who have strong experience in dealing with  
oncology patients and thus able to convey the clinical merits of the program and  
discuss levels of evidence. The program is designed by current oncology specialists 
and in conjunction with leading international experts in cancer survivorship. This  
program provides the benefits of CancerAids personal health coach and the  
CancerAid app which is aimed at helping the customer understand treatment and 
health goal setting - whilst the Recovre service runs concurrently. Recovre’s allied 
health consultant provides rehabilitation and ‘return to work’ support aimed at  
helping the customer to navigate the path of recovery.

Revitalise 
Program
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This program, delivered by Acumen Health, is specific to mental  
                                    health and cancer related fatigue. This program focusses on  
                                   improving the symptom management of Customers who are  
                                  experiencing difficulties with fatigue, energy conservation and/or  
                                cognitive functioning as a result of their condition, with the  
                               expectation to foster an improved recovery and work capacity to  
                          support future employability. The Program includes an functional 
     gym program, psycho-education, activity tracking and medical case conferencing 
to ensure care co-ordination. Outcome measures include Multidimensional Fatigue 
Inventory (MFI), Visual Analogue Scale to Evaluate Fatigue Severity (VAS-F) and/or 
Sleep Fatigue Severity Scale; Chalders Fatigue score (for Chronic Fatigue Syndrome) 
as well as Montreal Cognitive Assessment (MoCA) score (where relevant) or Test for 
Information Processing (TIPS) score.

Fatigue and  
Energy  

Conservation 
Program

The aim of the Community Integration Service is for  
                                MetLife’s Preferred Provider to connect the Customers to  
                                resources and services in their local community area, as well  
                               as tele-health and/or online services that may assist in the  
                              resolution of barriers or constraints to health and recovery. It  
                            is designed to be a one-off service to assist with increasing  
                        functional capacity through community integration and social  
                  interaction. The primary outcome of the Community Integration  
Service is to link Customers with free or low-cost interventions specific to their 
condition, symptomology, psycho-social situation or requirements. The Community 
Integration Service is delivered in a way that is collaborative, person-centred, and 
individualised to meet each Customer’s needs and functional impairments.

Community  
Integration  

Program
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Financial Support - grief counselling, job seeking and retraining services
In certain cases, we can offer tailored programs to support the 
health recovery of customers and provide support for short 
term programs that can facilitate health, vocational direction 
and rehabilitation.

The services offered within insurance are governed by relevant 
legislation and we ensure that the services offered meet all 
requirements for superannuation and insurance more broadly. 
We only pay for services where they meet these rules and this 
can include in certain circumstances:

Grief Counselling
The provision of grief counselling as part of a broader  
rehabilitation offer may be appropriate in certain  
circumstances to support a member with coping with a recent 
diagnosis or in certain instances for a spouse where a  
member has passed away and they are experiencing specific 
grief symptoms. 

At all times our focus is on the member and their wellbeing 
and the provision of this support is not part of any treatment 
program but there to provide short term, tailored and focused  
counselling support.

Job Seeking
In some cases, where a member may not be able to return to 
work at their pre-injury employer but may have the capacity 
to work elsewhere, we are able to provide tailored job seeking 
support through our Nourish rehabilitation program. 

This support may include activities that consider resume  
construction, Interview techniques and support to look at  
vocational options that are appropriate for the capacity,  
capability and historical employment of the individual to match 
them to appropriate employment.

Retraining
In certain instances, the support for a short course or  
certificate may improve the employability of an individual or 
broaden their opportunities within the labour market to  
consider roles that they may not have been able to. 

These circumstances are selected very carefully and require 
approval from MetLife and must align with the person’s existing  
background. Such services are discrete and short in duration.
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360Health services are not provided by way of insurance (including health insurance) and the provision of these services is not dependent on the 
occurrence of an insured event under the policy. Access to these services will be at MetLife’s absolute discretion and MetLife reserves the right to 
discontinue or change the services at any time.
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