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TIER 1 TACTICS

1    Management       
      Commitment.  
Lack of management support will not 
allow your program to move forward 
and deliver positive results.  

Steps to gain management backing 
for your program include:

A    Determine what metric is 
important to management. 

B    Calculate the cost of a full-time 
equivalent employee and determine 
the potential savings from reductions 
in workers’ compensation costs.

C    Define the financial impact of a 
single claim and compare to something 
meaningful to your organization  
(ex. equipment).

2    Return-To-Work Policy.  
Once there is management 

commitment, develop or fine tune 
your RTW policy. 

Your RTW policy should state 
transitional duty is:

· Temporary, and should last 
no longer than 90 days.

· Similar to the  
employee’s current job. 

· Compliant with Americans 
with Disabilities Act.

· A condition of employment.

3    Train Supervisors.  
Supervisors must clearly understand 
how to respond to injuries as they set 
the tone for the claim outcome.

Supervisor training should involve 
the following elements:

1   Workers’ Compensation 101 

2   Post-injury response 
3   Transitional duty 
4   Communication 

Communicating on a personal level 
with an injured worker is key to positive 
outcomes, and supervisors are often in 
the best position to do this effectively.
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4     Hire the Right People.  
Reduce or eliminate employees who 
file workers’ compensation claims by 
utilizing the Merchant’s Integrity Test.  

The test is comprised of about 50 
direct questions regarding behaviors 
in the areas of substance abuse, theft, 
faking, and hostility.  The applicants 
answers give a clear indication if the 
prospective employee is qualified or 
not qualified for the job.  

5    Responding to Injuries.  
The actions in the initial moments 
after an injury determine the outcome 
of the claim. Having a consistent 
post-injury procedure dramatically 
improves results.

PROVEN TACTICS 
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award winning workers’ 
compensation management 
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sequence of implementation 

starts with Tier 1 and  
moves to Tier 3. 
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5   Responding to Injuries. 
(continued)

• Timely Reporting: Studies show 
the best outcomes occur when 
an injury is reported within 10 
minutes of its occurrence. 

• Injury Triage: On-demand 
decision support where injured 
employees report the injury, 
receive piece of mind, and medical 
guidance on steps to self-treat the 
injury, or seek further medical 
attention.

6   Bulletproof  
      Claims Investigations.  
A thorough post-injury  
investigation should include:

• Injured Worker’s Essential 

information. Name, date of birth, 
social security number, and wage 
amount should be completely 
documented. 

• Mechanism and context of 

injury. Complete and thorough 
details, not ‘injury to back.’ Include 
what, where, why, how about 
the injury and context of the 
environment. 

•  Prior medical sweep. Dictate 
in account handling instruction 
sweep of prior injury claims and 
obtain prior medical records 
when appropriate. 

7   Communication. 
The importance of 
communication cannot 
be overstated. Important 
aspects of communication:

Set expectations with 
employee brochure include 

the following:
• What is workers’ 

compensation
• How to obtain medical 

treatment
• How employee will be paid
• Return to work policy
• Statement that employee is 

wanted back at work 

Meet expectations with ongoing 
communication following injury:

A Send a get-well card
B Phone injured employee  

day after injury  
C Meet weekly with the  

injured worker 
Ongoing communication gives 
the opportunity to demonstrate 
care and receive valuable claims 
management information of 
progress, attitude, and determining 
next steps.
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8   Customized Account         
  Handling Instructions.  
Gain insight into customized options 
by visiting your claims handling 
organization:
• Chair side visit with adjuster. 
• Request a tour of their facilities. 

9   Get the Proper  
      Medical Care.  
Have highly qualified doctors and/
or clinics available to treat injured 
employees during all business 
hours. Provide transportation to 
the medical facility for all injured 
employees even if the employees 
look well and say they are okay.

Strategies to identify the best 
physicians for your organization:

A    Seek recommendations from 
nurse case managers.

B Use outcomes analytics. 
C Trial and error. 

Even if you cannot direct your 
employees’ medical care, you can 
usually suggest a physician 
who meets your criteria as an 
option for those employees who 
ask; this is referred to as soft 
channeling.

10   Medical Review.  
Leverage medical expertise 
regarding the injured worker’s 
treatment. 

Utilization review focuses on having 
a medical review of specific services 
in the injured worker’s treatment. 
It includes utilization review (UR) 
or peer review. These are formal 
reviews to determine medical 
necessity, appropriateness of care, 
and to identify inappropriate and 
questionable treatment plans.

Physician case review does not 
relate to a specific procedure, but 
rather a review of the entire case 
file. It is completed by a peer review 
physician to address whether the 
injured employee is receiving the 
most appropriate medical care for 
the injury incurred. 
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