
 

Information bulletin 

November 15, 2024 

Attention: Physiotherapy providers 

Subject: Customized Recovery & RTW program 

information session recording and Q&A 

summary 

We thank those of you who attended the information session regarding the new Customized 

Recovery and Return-to-Work Program and for sharing your questions and feedback.  

A recording of the information session is now available. 

Below is a summary of the questions from our session. 

Q&A summary 

Extensions to physiotherapy 

Q: If we are recommending a program referral after our initial block should we be doing an 

extension to account for the lag time? 

A: If physiotherapy treatment is still clinically indicated while awaiting a program referral, then it 

is reasonable to request the extension and indicate that a program would be beneficial and that 

the request for an extension is intended for continuity of care until the program start date. 

Q: Did you say typically on any claim only one 4-week extension will be approved? 

A: In general, most extension requests should be in the 4 to 6 week range to ensure updated 

treatment plans and clinical status are shared to allow for informed claim management. When 

https://www.youtube.com/watch?v=qCB_mwJZmg0
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claim owners decide whether to approve a physiotherapy extension request or to refer a worker 

to a program, they consider several factors. With respect to an extension request specifically, 

the following considerations will help to guide their decision:  

• Has the worker returned to work, or are they close to returning to work? 

• Is there a clear plan to support recovery, return to work and return to function? 

• Is treatment focused on functional recovery, with an active treatment approach? 

• Is the worker progressing as anticipated based on the injury?  

• If progress has been limited in the treatment period, is there a clear rationale for the lack of 

progress and a clear treatment plan to address this? 

• Would the worker benefit from an interdisciplinary treatment approach to support ongoing 

recovery and return to work? 

If the worker is not progressing as anticipated based on the injury, then consideration may be 

given to a program; whereas, if there is a clear treatment plan and progress towards return to 

work, then continuing in physiotherapy and supporting a return to work is the goal. For straight 

forward sprain/strain injuries, where progress is not as expected, if you are recommending an 

extension of physiotherapy beyond the initial 6 weeks, we ask that you consider the best 

treatment options at that point. If it is clinically reasonable that additional physiotherapy will 

support a worker in their recovery and returning to work within the extension period, then it is 

reasonable to request additional treatment; however, these are examples of where we will be 

looking at 4 week extensions, to ensure that the worker’s response to treatment can be re-

evaluated in a timely manner.  

Q: If the OR1 program is still being run in our area will the 4 week extension approvals still be 

standard, or will there be 6 week extensions? 

A: Extension requests will be reviewed on a case-by-case basis. If the worker is making 

functional gains and the goal of treatment is return to work, the claim owner may consider a 

further extension and have the worker continue in physiotherapy. However, if an 

interdisciplinary treatment approach is indicated to support the worker in their recovery and 

towards return to work, then a program referral may be considered. Essentially, they will be 
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looking for earlier referrals if the worker would benefit from an interdisciplinary rehabilitation 

program. 

 

Physiotherapy reporting 

Q: Is there access to the sample physiotherapy reports that were published a few years ago? 

A: Physiotherapy reports with detailed guidelines and instructions on how to complete them are 

available in the Physiotherapy Services Reference Manual. Please note that after downloading 

the reference manual you will need to save a copy in order to be able to access the reports. 

Q: Do we need to put in the injury section if we diagnose the injury as a simple strain or 

complex, as I am guessing this will change how many extensions we may get? 

A: In the field “Area(s) of injury accepted on this claim” you should enter the areas of injuries 

accepted by WorkSafeBC only. If your documented assessment findings indicate a more complex 

injury, when compared to the accepted area of injury or initial diagnosis, please provide 

additional detail of you clinical rational in the “Recovery and/or return-to-work (RTW) factors” 

section. Please note that the decision to authorize a physiotherapy extension is based on the 

totality of evidence on the claim file which includes all information available on the claim file; 

physiotherapy reports are one piece of evidence, there may be additional information on the file 

as well.    

General physiotherapy questions 

Q: Is our initial physio still the 6 week - 15 visits? 

A: There are no changes to the Physiotherapy Services Agreement; the physiotherapy treatment 

period is still up to a maximum of 15 visits or 6 weeks in length. 

Q: We have had clients disappear from our care with no notice and find out later that they were 

sent to a program. Will there be better communication going forward? 

https://www.worksafebc.com/en/resources/health-care-providers/guides/physiotherapy-services-reference-manual?lang=en
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A: There should be collaboration and conversations happening between the claim owner and 

provider in terms of the clients that you are treating and prior to a decision to transition a 

worker from physiotherapy into a program or other form of treatment. 

Customized Recovery & RTW program & OR1  

 Q: Where can we find the list of providers for the Customized Recovery and Return-to-Work 

program? 

A: On our WorkSafeBC website, under “Health Care Providers” we have a page for the 

Customized Recovery and Return-to-Work Program and a tab linking to the list of service 

providers for the program. 

Q: Where can we find the list of the rural OR1 providers? 

A: On our WorkSafeBC website, we have a page for the OR1 program and a tab linking to the 

list of service providers for the program. 

Q: How do you become a contracted provider for the Customized Recovery and Return-to-Work 

program or OR1 program? 

A: Please refer to the WorkSafeBC website page on becoming a provider.  Alternatively, you can 

reach out to Health Care Programs (HCSINQU@worksafebc.com) and we’re more than happy to 

have a discussion. 

Q: What criteria will the claim owners be using to ascertain whether the referral will be to OR1 

or Customized Recovery & RTW program? 

A: Essentially if there is the presence of vocational, psychosocial, and/or medical return to work 

factors that preclude return to work, the Customized Recovery & RTW program would be more 

appropriate than the OR1 program. 

https://www.worksafebc.com/en/health-care-providers/rehabilitation/customized-recovery-rtw-program
https://www.worksafebc.com/en/health-care-providers/rehabilitation/customized-recovery-rtw-program/service-providers
https://www.worksafebc.com/en/health-care-providers/rehabilitation/customized-recovery-rtw-program/service-providers
https://www.worksafebc.com/en/health-care-providers/rehabilitation/occupational-rehabilitation1
https://www.worksafebc.com/en/health-care-providers/rehabilitation/occupational-rehabilitation1/service-providers
https://www.worksafebc.com/en/health-care-providers/rehabilitation/customized-recovery-rtw-program
mailto:HCSINQU@worksafebc.com
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For Payment Status, Inquiries, and Issues:  

Check out our online View Payment Invoice Status service. 

If you are a My Provider Services user, log in for a more robust online Invoice Status and History 

service. 

WorkSafeBC Payment Services 

604.276.3085 

1.888.422.2228 (toll free)  

Is everyone who needs this information receiving it?  

To add additional team members, change a recipient email address, or be removed from the 

Information Bulletins distribution list for your program, please email hcsinqu@worksafebc.com.  

For more information about other health care programs at WorkSafeBC, visit us online at 

www.worksafebc.com/en/health-care-providers. 

https://pii.online.worksafebc.com/default?_ga=2.214406039.1276721007.1588196287-2050760435.1588196287
https://idm.worksafebc.com/siteminderagent/forms/login-wsbc.fcc?TYPE=33554433&REALMOID=06-7165c228-d8e9-4836-a88a-4fc3196e9c62&GUID=&SMAUTHREASON=0&METHOD=GET&SMAGENTNAME=-SM-88YTdRNgyZzxWAp9j72fsm5Kd6D%2fpt5zOctlme4JYf3GIPIFlbY6Ss4pE%2bnABhGRqZJDUbPR5O2X0UMYdfjkbz56IZ0xECUW&TARGET=-SM-HTTPS%3a%2f%2fidp%2eworksafebc%2ecom%2fsiteminderagent%2fredirectjsp%2fredirectop%2ejsp%3fwtrealm%3durn-%3Aopsaml2%26wctx%3dWsFedOwinState-%3D--xg6tM0bfn6sGWfbr--lSEW9hLyNlcqZ2qsUpL4SEgbeNSCJAQizRD5u5tMRLuew4wcxMsd7Qqxqiu0dl5hinA0Tfw6I_DX8qRHbDw7rH0C9AvfeMkNDEUa_RRsWDcP--B5wEyTKh41fphC9HlETh17A%26wa%3dwsignin1%2e0%26sigalg%3drsa--sha256%26SMPORTALURL%3dhttps-%3A-%2F-%2Fidp%2eworksafebc%2ecom-%2Faffwebservices-%2Fpublic-%2Fwsfedsso-%2F
mailto:hcsinqu@worksafebc.com
https://www.worksafebc.com/en/health-care-providers
https://events.worksafebc.com/sites/worksafebc/en/wsbc-health-care-professional-conference-2025

