for Taking A Bulletproof
Injured Worker
Recorded Statement

ur goal in workers'

compensation is to

accept 100% of the
claims that we should, and 0%

of the claims that we shouldn't.

A high integrity workers' comp
claim investigation should
obtain as much information
as possible in order to make
the correct decision on

a claim. A highly trained
investigator, skilled lawyer,

or effective adjuster follow a
proven system and process
to interview an injured worker
following an injury.

fStuart Colburn defines this
process as Colburn’s 5 Cs.
+« COMFORT
* CONVERSATION
+ CONFIRM
+« CONFRONT

+ CONCLUDE

Stuart Colburn
Defense Attorney,
Downs Stanford

Comfort

The goal of the initial stage of the
interview is to establish rapport with
the injured worker and make them feel
comfortable.

Being a good listener is among the most
important requirements to ensure the
injured worker is comfortable. Only
through hearing and understanding
what the other person is saying can you
gain insight into their perspective.

Comfort tips:

* Be nice; you will catch more flies
with honey than vinegar

e Break the ice with light discussion,
ask how they are doing

 Take your time

« Solve the problems you can

Stuart Colburn: The start of this process
is actually to listen to what the injured
worker is saying. Look them in the eyes if
you're in person, ask follow-up questions.
If there’s a lull, say, “Go on, I understand,
tell me more.” All of the questions you ask
should be open-ended without judgment.

I don’t care how bad the story sounds,
let them tell the story. Let the injured
worker know that you actually care
about them, again, with integrity.

Making the injured worker comfortable
is an essential foundation and first step
to a successful investigation. If you fail
at this step, the investigation will suffer
regardless of how well the remaining
four steps are completed.

If you fail at making the
injured worker comfortable,
the investigation will suffer
regardless of how well the
remaining four steps are
completed.

Conversation
Effective
communication with
an injured worker
regarding the injury
is both receiving and
giving information to

engage in conversation and
define exactly what happened.

Stuart Colburn: A conversation means
open-ended questions using active
listening techniques, speaking with
integrity, and letting the injured worker
tell their story. Don’t interrupt to the
extent that you can and try to keep
them somewhat focused. Let them have
their say as the conversation section is
where you're going to obtain a lot of

information.
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