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Workers Compensation as a people’ business – that was the subject of a September 18, 2008 article by Kim Doran.   Ms. Doran founded Quixote Group an independent business research and market firm.
Because RiskSAVER’s mission is to “mange the human side of risk” the title of her article made it required reading.  The article is short and starts with the assumption that Workers Compensation is a people business.  What does she mean?  She made the assumption that the industry by turning to technology and mass communication has taken the people out of the equation and made managing the system more difficult.
According to Ms. Doran her client Key Risk tells us that we must “First, recognize that workers’ comp is a “people business.”

Secondly we must give our adjusters smaller caseloads, create better call centers and provide higher levels of customer service…

Less Can Be More 
Develop a better way to manage workers’ comp claims. Key Risk links a commitment to lower case loads per claims profes​sional with a responsive claims call center. Focusing on customer service helps fa​cilitate claims reporting as well as reduces response time to basic questions.

Third we must integrate people with the technology.
Taking Out Unnecessary Costs 
A third factor is expertise in medical bill and utilization review. Integrate the people, expertise and technology needed to reach the best claim outcome while containing medical cost.

Next we need networks …

Network 
Applying local knowledge of area physicians and pharmacies adds a multi-layered medical and diagnostic provider network to better address the broad, as well as specialized, needs of injured workers.

Finally we need specialized key market areas …

The Right Stuff 
Developing highly specialized classes of business and having offices located in key market areas helps workers’ comp providers better understand the particular economic drivers incumbent to a region, as well as competitive factors impacting their businesses. Focusing on key industries, regions and practices can really pay off.

How any of these points support the opening premise that workers compensation is a people business escaped me.  What does it mean to be a people business?

RiskSAVER’s mission statement “managing the human side of risk” is focused on “people”; employees, employers, doctors, lawyers, adjusters, insurance agents; people!

The concept of workers compensation started as a risk avoidance and risk transfer model.  What started as a simple transfer of liability from an adversarial tort system to a no fault alternative has become an employer’s financial nightmare.  The modern workers compensation systems pits employers against employee, creates doctors who are forced to pick between good medicine and financial rewards, attorneys and judges that benefit from creating disputes and then resolving them, the insurance industry trying to maximize profits while holding on to market share, and legislatures who pick winners and losers.

Workers compensation is about people; people exposed to the financial risk of being in business, people exposed to the risk of minor and major injuries and the financial and social hardships associated with injury, and the insurance, medical, legal and political communities that work in conjunction with and in opposition to each other for their share of the premium pie created by the employer community.
We agree with Ms. Doran and her client too a point – workers compensation is a business and it is about people and relationships.  Successful workers’ compensation systems and programs have one common factor good communication.  Building an effective communication system that can bring together all of these diverse interests is the business challenge of all workers’ compensation system.

If you are a small, medium or large employer who feels that their system is not producing a good result, take a closer look at the various communication systems you currently utilize. In order to manage this risk, ask yourself, what is being communicated, how is it being communicated, to whom? Is the system working; is it effective; can it be improved?  This review process should increase your understanding of the strength and weaknesses of your current communication systems and give you a better understanding of the  complexities you face when trying to build a of good communication system.
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