
1Best Practices in Workers’ Compensation

Best Practices in
Workers’ Compensation
The complete guide for today’s people leaders



2Best Practices in Workers’ Compensation

Contents
Chapter 1 – About this guide

1.1 – Workers’ compensation and employers
1.2 – What to expect from this guide

Chapter 2 – Business Case for Strategic Risk Management 
in Workers’ Compensation

2.1 – Smarter Planning through Financial Analysis and Forecasting

Chapter 3 – Health and Safety Planning

Chapter 4 – Best Practices in Claims Management

4.1 – Occupational Illness and Injury
4.2 – Managing Workers’ Compensation Cases Strategically
4.3 – Policy and Plan Design
4.4 - Additional tools to strengthen your workers’ compensation strategy

Chapter 5 – Case studies from Morneau Shepell



3Best Practices in Workers’ Compensation

CHAPTER 1

About
this guide



4Best Practices in Workers’ Compensation

“If you want someone to do a good job, give them a good job 
to do.” ~ Frederick Herzberg

From Maslow’s hierarchy of needs to Viktor Frankl’s Man’s Search for Meaning, 
the notion has been established that people feel more valued and better about 
themselves when they’re making a contribution. So, when someone suffers an 
injury in the workplace, it’s in everyone’s best interest to get them back to work 
as quickly as possible. It’s good for both the employee and the employer, and 
from both a psychological and financial standpoint.

1.1 Workers’ compensation and employers

Workers’ compensation – just saying those words has a tendency to make 
employers nervous. Why? Organizations may not staff employees who are 
fully versed in the complexity of the workers’ compensation system, or when 
they do, expert resources in this area are often overworked or their expertise 
may be limited. By their nature as job-related illnesses or injuries, workers’ 
compensation claims often have complicating factors that require further 
investigation or represent greater legal, financial, and health and safety 
implications than a non-occupational claim, all of which may extend beyond the 
expertise of the staff members responsible for managing them (or stretch the 
capacity of qualified in-house experts). 

Each province is mandated to have a workers’ compensation system — each 
with its own legislative nuances — and nearly all employers are required to 
register and pay premiums. The complexity of this system can be challenging 
for employers to fully understand. There is also a common misconception that 
there’s nothing you can do to impact your premiums, and that’s simply not 
the case. There are a number of strategies you can implement to lower your 
premiums while simultaneously creating a workplace that values and protects 
the safety of everyone within your organization. 

Organizations challenged by workers’ compensation claims management can 
often benefit from the assistance of a knowledgeable third-party provider to 
help confidently navigate the many phases of an occupational claim in the 
context of the applicable provincial legislation. This guide can help you evaluate 
what your business is already doing well, and what steps you can take to 
improve either with your existing team or with outside help. 
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1.2 What to expect from this guide

There are many steps employers across Canada can take to protect their 
employees while also reducing premiums. This guide will take you through the 
elements of a claim, what can be done to reduce future claims and mitigate 
your risk, how to impact your premiums, and why creating a culture of safety 
is in everyone’s best interest, all with consideration to the areas that directly 
impact an employer’s bottom line. In this guide you will find best practices 
surrounding:

• Risk prevention and the importance of a risk mitigation strategy to 
prevent incidents and accidents;

• Using audits and data to positively affect your claim costs; and

• Managing cases and claims strategically to support an early return to 
work and optimize results from provincial experience ratings.

The pages that follow will dive deep and ask you the 
questions you didn’t know needed asking, outline how you 
can play an active role in reducing claims and workers’ 
compensation costs, and provide best practices for handling 
workers’ compensation claims from day one to case closed.
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2. Business Case for Strategic Risk Management in 
Workers Compensation

Quick question – off the top of your head, do you know what your company is 
spending on workers’ compensation? Would you even know where to start to 
find out?

Most companies don’t have a clear understanding of their full workers’ 
compensation costs, what comprises their total costs, or that those costs often 
include more than just the premiums assigned by your provincial workers’ 
compensation board. 

Add to this a common assumption: employers are required to pay premiums 
but are powerless to affect them. This is absolutely not the case. Think of 
your premiums like you would your car insurance – the more tickets you 
receive and accidents you’re involved in, the more you’ll pay in penalties and 
premiums going forward, but the longer you have a clean driving record with no 
accidents, the more your rates will drop. The premise is the same for workers’ 
compensation - your actions can either work for or against you, even within 
your industry’s assigned rate class. 

In this section, we’ll discuss what affects your rates and why 
moving from a reactive to a proactive state can help reduce your 
overall costs, while simultaneously protecting your employees.

2.1 Smarter Planning through Financial Analysis 
and Forecasting

Collecting your experience rating data is one of the best ways to get a complete 
picture of your premium costs, but many employers fail to do this with 
consistency. For those employers that do look at their costs, most aren’t doing 
anything with the data that is collected. If you don’t know what leads you to 
where you are today, you can’t be in a good position to know what will happen 
tomorrow or how you can take positive steps to create a safer workplace 
with reduced premiums. Let’s start by taking a look at what factors into a 
comprehensive risk mitigation strategy.
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Risk Prevention

Accident prevention seems like an obvious strategy, yet many employers will 
wait until an incident or accident has occurred to take a look at the safety 
of their workplace and what that means in terms of workers’ compensation 
costs. What programs or strategies can be put into place to become proactive 
versus reactive? This is worth a look, as the key to protecting your employees 
and your bottom line lies in implementing improved procedures and practices 
that prevent accidents (see our checklist for recommendations about where to 
start). Based on the National Safety Council’s 2014 Injury Facts publication, it’s 
estimated that for every $1 invested in prevention, you would save $2-6 in direct 
and indirect costs for an occupational injury. 

Review existing policies and identify gaps.

Create new policies / update existing policies to fill gap areas.

Audit equipment (and analyze it alongside injury data).

Budget for equipment updates that reduce risk (bonus marks for increasing efficiency).

Review your structured safety program, including training as needed. 

Your Annual Risk Prevention Checklist
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Risk Identification

Knowing where your greatest risks lie is the first step to understanding what needs 
to change in your workplace. Are you accurately recording what matters most? 

Recording as much information 
as you can helps you identify 
common trends and patterns that 
can shed light on the areas that 
need immediate attention. For 
example, you might find that you 
have more accidents on a particular 
site, across sites within a particular 
province, or within a particular 
business area across all locations. 

Let the numbers tell you where 
your major losses or near misses 
are coming from so you will know 
exactly where you should focus 
resources that help mitigate 
risk. If you are lacking adequate 
data, an experienced third-party 
provider can work with you to start 
building a data picture based on 
some fair assumptions about your 
organization that can be refined 
over time as real data is collected, 
and technology can help you stay 
on top of the information you need 
in order to measure what matters. Because every work environment is unique 
and carries its own set of risks, an experienced provider will start a full risk 
assessment by taking steps to understand the whole business rather than just 
analyzing claims, creating a foundation of understanding that becomes even 
more well-rounded with the data you collect. 

Measure What Matters

• First aid injuries

• Near misses 

• Frequency of accidents

• Severity of accidents

• Absence duration for lost-time injuries

• Type of accident

• Location of accident (by site and by 
province)

• Business area

• % of total claims that are lost time

• Claims by area of injury or illness

• Other job-specific risks, such as 
ergonomic setup or machinery risk



10Best Practices in Workers’ Compensation

Risk Management

Once you have identified where your risks are, your business can introduce 
measures to reduce and/or prevent risk (e.g., improved safety policies and 
training programs, ergonomic adjustments, investment in safer equipment).  
The next step is to actively managing your risk. This includes continuous 
improvement of your strategies through auditing and regular review of 
best practices. Being an active participant in risk management includes 
early intervention and management of an incident or claim throughout the 
entire process with the goal of quick resolution. Experts can assist with risk 
management based on the needs, experience rating, and risk areas unique to 
your organization. Using absence and disability management software to track 
and report on your occupational claims can help inform your team and/or third-
party experts involved in your risk management efforts. 

Risk Containment

When an injury does occur, your team should be fully equipped to respond 
appropriately from day one. Tactics here include making an offer of modified 
work immediately to reduce lost-time injuries, third-party medical intervention 
to shorten or eliminate wait times for treatment, and strategic management of 
claims to contain the risk and get employees back to their regular job functions 
as quickly as possible. 

A consistent action plan for equipping the employee and the person reporting 
the injury with the right forms and information to navigate the claim submission 
process is critical to driving a timely process and supporting quick decisions and 
earlier return to work. Organizations can manage this process through clearly 
communicated action plans; claims management software can help guide staff 
through the critical first steps after an event has occurred, including province-
specific requirements, to support the earliest possible return to work. An 
experienced third-party provider can work directly with the medical community 
on your behalf to expedite medical services or object to a decision based on 
additional information.
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CHAPTER 3

Health and 
Safety Planning
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Health and Safety Audits and Risk Assessment

A preventative/proactive approach is best for both the employee and the 
employer. Unfortunately, many employers still wait for an accident to happen 
before taking a serious look at health and safety. In a reactive workplace, the 
frequency of accidents is higher, and a higher frequency of accidents leads to 
higher claim costs and investigations into what lies behind the higher claim 
volume – the results of which could lead to monetary fines and in severe cases, 
criminal charges*.

Do your due diligence and know your legal obligations to evaluate the 
workplace and policies in order to foresee potential hazards, prevent injury 
and illness through training and adherence to prevention programs, and ensure 
appropriate management of those programs (including a disciplinary process). 
What exactly can be done to place importance on health and safety in the 
workplace?

• Perform regular safety inspections – this includes all equipment, 
facilities, personal protective equipment, and anything relevant to the 
safety of a task.

• Create safety policies and ensure employees are adhering to them 
through regular audits. Make compliance with safety standards a 
function of the job with consequences for employees who do not follow.

• Provide proper training to those who will perform safety audits to assist 
with compliance.

• Follow legislation mandated by provincial, federal, or local governing 
bodies.

• Make use of providers with expertise in prevention services who can 
gap-fill where deficiencies in staffing exist.

*Negligence: since 2004, the criminal code has been modified (Westray Bill) to include that 
anyone in charge of giving orders to others can be found guilty of negligence resulting in criminal 
charges if prevention was not taken, by action or omission, and “shows wanton or reckless 
disregard for the lives or safety of other persons.”

If convicted, the penalty could include substantial fines and/or imprisonment for the individual 
found to be negligent.
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Training

The law requires employers to provide employees with training to perform their 
job properly and safely. Employees must be made aware of the risks inherent 
within their workplace and/or tasks. Depending on the type of tasks performed, 
training may require annual or more frequent re-training in order to be 
compliant and to ensure workplace safety. Training can be completed in-house 
or by a third-party vendor, who will ensure training is complete and current.

Root Cause Analysis

When an accident does occur, a thorough investigation should be performed 
to determine the root cause. Were employees not paying attention? Were 
they not following procedure? Were they performing the task correctly but the 
equipment or machinery was faulty? Were they following procedure but the 
procedure itself was misleading or incomplete? At the end of the investigation 
you should be able to determine the root cause and will then be able to ensure 
corrective measures are implemented to prevent a recurrence.
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Creating a Culture of Health and Safety

When a workplace is safe, it’s because every level of employee is committed 
and involved in making it safe. The message of safety should start at the top 
level of your organization and be communicated consistently and frequently to 
every single employee. 

Keys to a Health and Safety Program that 
Makes a Difference:

• Regular review of policies and procedures

• Specific documents about how to 
perform tasks safely

• Creation of a health & safety committee 
with regular meetings 

• Frequent messaging to keep safety top of 
mind

• Buy-in and participation from all levels of 
management – walk the talk

Above all else, communication of 
health and safety messaging is 
key. Having a binder of policies on 
a shelf isn’t helpful if no one uses 
it. If these elements are currently 
in place and you’re still not seeing 
positive change, it’s time to start 
asking why: Is it time? Resources? 
Are the messages not being 
understood? 

An experienced third-party can 
step in and assist with creating or 
strengthening your company’s culture 
of safety and at the same time help 
you extract crucial data that will help 
you in other areas as discussed. 

Remember, in addition to a safe workplace that employees 
are confident in, every dollar invested in creating a safe 
culture saves $2-6 down the line in direct and indirect costs.
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CHAPTER 4

Best Practices 
in Claims 
Management
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4. Best Practices in Claims Management

“You don’t get injured workers well to put them back to 
work. You put them back to work to get them well.” ~ Richard 
Pimentel, Milt Wright & Associates, Inc.

So an accident happened in your workplace – now what? You need to be 
prepared to respond from day one to both provide appropriate care for your 
employees and minimize the duration of the claim. In this section, we’ll review 
best practices around occupational illness and injury and how to strategically 
manage workers’ compensation claims.

4.1 Occupational Illness and Injury

Whether an employee is absent because of an occupational injury or non-
occupational injury, your job is to work with them through your established 
processes to get them back to pre-injury work as soon as possible. Let’s start by 
discussing the different classifications of injuries and your responsibilities for each.

Near miss: an injury is avoided but near misses should still be reported so 
possible trends can be identified and actions taken to correct potential hazards 
or create/update policies, as well as for data collection purposes.

First aid injury: a physical or psychological injury has occurred but there is no 
lost-time, need to modify work, or need for medical attention beyond first aid. 
An incident report should still be filed for data purposes.

No lost-time injury: an employee suffers an injury but receives an immediate 
offer of modified work that allows them to maintain employment, whether 
it is a change to their current position or an alternate task. The employer and 
employee will work together to assist recovery to get the employee back to 
pre-injury duties.

Occupational Disease: an employee suffers a health problem (e.g., hearing 
loss, asbestosis, mesothelioma) caused by exposure to a workplace hazard. 
Occupational disease claims can be complicated and, as such an illness may 
develop months — or even years — after exposure, benefits can be claimed 
and paid well after the fact. An occupational disease may or may not result in 
lost time (e.g., hearing loss generally does not generate lost time). 
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Lost-time injury: an employee is unable to perform their regular or modified 
work due to the nature of their injury and loses time from work. As the 
employer, your job is to mitigate the duration of time lost using appropriate 
return-to-work strategies.

Fatalities: a work-related accident or occupational disease results in the death 
of the employee. In the event of a fatality, either due to work-related accident or 
an occupational disease, benefits are paid to dependents. Payment details vary 
by province. 

4.2 Managing Workers’ Compensation Cases Strategically

Though each claim will need to be handled on an individual basis, there are 
common best practices that should be utilized for each one.

Offer of Modified Work

An immediate offer of appropriate modified work* should be made to reduce 
the risk of lost-time injuries. Finding modified work for employees helps 
maintain a positive working relationship and facilitates job attachment, 
encouraging their return and reducing the costs associated with the 
replacement and re-training of a covering employee.

A modified work matrix should be in place for consistent and informed handling 
of a case. The modified work matrix should be available to all staff members 
that might be responsible for reporting on a workplace accident, providing clear 
guidance and next steps for the offer. Workplace incident reporting software 

*What Is Modified Work? 

Modified work is a temporary work assignment made to an employee who is recovering from an 
illness or injury and unable to perform their regular work duties. With the exception of Quebec, 
modified work can be offered at any time, and can be accepted or declined by the worker. A final 
decision is then made by the provincial Board regarding the suitability of the work. In Quebec, 
a modified work offer is made with clearance from a physician confirming that the employee 
can return to work in a less physically demanding job until they are able to make a full return to 
regular duties. 
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can help guide these employees through modified work offers, based on the 
area of injury or illness, with the click of a button.  

The benefit to offering modified work immediately is two-fold: those on 
modified work will receive appropriate tasks based on their injury site, and 
those who are responsible for handling the case can assign modified work 
consistently and with confidence. With assistance from a third-party provider, 
a custom modified work matrix can be created using the job functions and 
equipment specific to your workplace, and that matrix can be applied to 
workplace incident management software for consistent use across your 
organization.

Medical Referrals

Wait times for physicians and specialists are a major contributor to the amount 
of time it takes for an employee to return to work. Lengthy wait times leave the 
employee disconnected from the workplace, slow their recovery, and contribute 
to both claims and productivity costs. 

Work with a qualified third-party that has access to a trusted network of 
physicians and rehabilitation specialists to assist your employee through 
medical referrals and reduce the amount of time off work; the cost for 
employers to cover independent medical treatments can usually provide greater 
cost savings in the long run versus having an employee off work waiting for 
treatment, and early medical intervention can impact the quality of care for the 
injured employee. 

For organizations that have a modified work matrix in place, quicker access to 
medical advice alongside clear modified work options can expedite the path to 
a modified work plan, which can both impact the well-being of employees and 
reduce claim durations and associated costs.

Filing Claims 

There are a number of factors that go into filing a workers’ compensation claim; 
prompt reporting is key to mitigating costs and expediting the employee’s 
return to work. Gather as much information as you can during the accident 
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investigation to complete the forms as thoroughly as possible; this assists with 
faster resolution of decisions, which can translate to reduced costs over the life 
of the claim. Depending on your province/territory, you have anywhere from 72 
hours to five days to file, but some steps are critical to take before the employee 
leaves the premises and before the end of the shift in order to support a timely 
return to work and claim review process. 

Check that you are using the proper forms to obtain medical information; 
some provinces have mandated forms to ascertain the employee’s capability to 
complete particular tasks. Workplace injury reporting software can help guide 
the people leader through each step of filing a claim, including the information 
employees need to have in hand before leaving the premises to seek medical 
attention, and the information your organization needs to report to the 
physician, provincial board, and organization on the day of the incident. The use 
of consultants with deep regional and provincial knowledge can help ensure 
compliance and can also assist with filing claims to maximize cost savings and 
recovery potential, ensure accuracy, and act on your behalf in situations such as 
appeals or tribunals.

During the life of a claim, different provinces have different 
relief of costs employers can apply for. B.C. employers can 
only apply for relief after 10 weeks, but in Alberta relief can 
be sought at any time during a claim if medical appointments 
or surgery are delayed (within policy requirements). 

Third-party Medical Interventions

In many organizations, those responsible for claims management are people 
leaders or HR professionals, not medical experts. As a result, they are often 
apprehensive about offering an employee modified work or challenging 
medical restrictions. Uninformed employers may believe that if a decision 
has not been made, the employee should remain at home, but in most cases, 
this is not necessary nor is it in the best interest of either the employee or the 
organization. Bringing in third-party medical assistance can provide an objective 
medical explanation and can drastically reduce the time an employee is away 
from work. A third-party can also maintain objectivity throughout the claim process.
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When to appeal a decision

The appeals process is not intended as a 
reconsideration of the entire claim, but to review 
errors or oversights in the claim decision. Examples 
of when it can be beneficial to appeal include:

• If the injury or illness is not work related

• If new evidence becomes available, such 
as information from a healthcare provider

• Inaccurate or incomplete information was 
provided on the claim

• If relief of costs should be considered for 
claims involving pre-existing conditions

• If another employer should be paying 
part(s) of the claim

Appeals

Are you leaving money on the 
table? Using the right experts and 
knowing when to appeal claim 
decisions can aid in reducing costs. 
It is not up to your provincial/
territorial board to evaluate your 
claims for a better result or notify 
you when appeals should be made, 
so if you believe your company 
would benefit from making an 
appeal on current or past claims, 
speak to a specialist who can 
represent your best interests in the 
process.

The timeframe and process to 
appeal a claim decision varies 
by province; before beginning 
the appeal process, consider 
discussing the decision with an 
experienced adjudicator or case 
manager, who can assist at every 
step of the process or where required to complement the capabilities of your 
workers’ compensation specialists.

Many boards have access to diagnostic services (x-ray, MRI, etc.) as well 
as access to medical professionals and visiting specialists that can expedite 
services to injured employees. For example, a surgeon can be brought to a 
private clinic and often times it’s in employer’s best interest to cover this cost, 
as it facilitates a timely return to work. Many employers are unaware these 
options are available – another reason it is beneficial to consider partnering with 
a knowledgeable third-party expert.
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Employee Engagement

Historically speaking, the longer an employee is off, the less likely they are to 
return to work. Extended time away from work during recovery can lead to a 
sense of mental and emotional disconnection from the workplace. A timely 
offer of modified work is important for this reason, but when a return to regular 
duties or modified work are not possible right away, it is important to consider 
the mental state of an employee throughout their recovery.

The more an employee continues to feel connected to the team during the claim 
process, especially for lost-time injuries, the more likely they are to return and stay 
invested in their job.  For employees performing modified work, consider how to 
include them as full members of the team. For employees who have time off from 
work, remember to include them in staff events and maintain regular contact. 

Claims management software with employee and claim specific reporting 
features can help keep track of both case management and outreach efforts 
with regard to the employee. It can also provide people leaders with an 
employee package that feels tailored to the employee’s circumstances, is based 
on defined best practices, and helps guide the employee through what to expect 
while they are on modified work or off work, without additional administrative 
load on the people leader to create it. If you have questions about what level of 
contact is appropriate throughout the claim, a qualified expert can help.

4.3 Policy and Plan Design

Defined and clear policies

Having clear and defined policies in place will help everyone know what is 
expected and how to perform tasks safely. Make sure you are in compliance 
with provincial and Occupational Health & Safety (OHS) requirements when 
creating your site-specific policies, and be sure to remain informed about legal 
and compliance changes in all of the provinces in which you operate. Remaining 
up-to-date on legislative compliance can be a big task ongoing, and planning 
regular policy review (e.g., annually) can help to keep this top of mind. 

Consider, as well, that the law is the minimum standard you want to meet – to 
be an employer of choice, go above and beyond the minimum standard when 
creating workplace policies. Keep informed about industry best practices and 
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consider what a culture of safety looks like in the context of your organization as 
you create policies that reflect the realities of your environment. When in doubt, 
consider the advice of third-party experts that have their finger on the pulse of 
legal and compliance changes and industry best practices alike. 

Educate and train employees

Your employees should know exactly what is expected of them with regard to 
their role and expectation of safety. 

Consider incorporating safe work as job requirements with consequences 
for failure to meet these requirements. For employees who are charged with 
maintaining or raising the standard of safety, have specific and measurable 
goals so they know what’s expected, and ensure training is provided. This 
should also include training for those responsible for handling injury claims so 
they’re prepared to act from day one
If training is a barrier for your organization, consider hiring an expert facilitator 
to deliver a training program, perhaps employing a train-the-trainer model to 
enable education at regular intervals (as a regular check-up or for new hires) 
while respecting budgets. 

Communicate policies

Having the best policies in the world is ineffective if those policies are not 
communicated clearly to employees. Information should be accessible to 
employees beyond training sessions so it can be referred to as needed. Setting 
an expectation that health and safety are of utmost importance at the senior 
management level will ultimately trickle down to employees by way of mid-level 
management, who have the most influence on employees. It’s critical to stress 
the importance of health and safety to these employees in particular. 
Third-party consultations can assist with effective communication strategies for 
your organization.

4.4 Additional tools to strengthen your workers’ 
compensation strategy

National Financial Position toward Experience Rating Program

If we think of workers’ compensation premiums the same way we think 
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of insurance, the fewer claims and better our performance, the lower our 
premium will be. An Experience Rating Program works on the same principle 
– it rewards employers for having a safe work environment (key metrics being 
frequency and severity) with reduced premiums or rebates. A third-party 
expert can conduct a review of your recent performance to determine how you 
compare to others in your industry and make recommendations on where you 
can improve.

Rate Group Classification

Earlier we talked about rate groups and making sure you’re in the right one – so 
why does this matter? Your company is assigned to a rate group, which is made 
up of other companies within a similar industry who carry a similar level of risk. 
Things that have an impact on your classification include:

• Provincial changes to the rate classification scheme.

• Business expansion into other provinces/territories.

• A change in your product or service offerings that could place you in a 
different rate group (or multiple classification).

Performing a full assessment of your current operations to determine your 
ideal rate group ensures you are paying the correct amount of premiums. If the 
recommendation is to move rate groups, tap into the expertise of a third-party 
provider to help you manage the request to the appropriate board. 

AbilitiConnectTM provides single source reporting for the total cost of absence across 
your organization, pulling in data across casual absences, as well as occupational and 
non-occupational claims, including the total cost of absenteeism and the % of RTW 
outcomes. When used with AbilitiAlert for Workers’ Compensation in particular, you 
have a singular view of total days lost, as well as the % of total claims that are lost time 
at the dashboard level. You can also see trends across demographics, area of injury, claim 
decisions, and more. Drilling down to individual claims, you can manage 
claim-specific documentation (including RTW offers, functional ability forms, and appeal 
documentation), see claim specific decisions and time lost details, and review key dates 
and interactions throughout the claim.
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Schedule 2 Employers

Are you a schedule 2 employer? These are employers who are directed by the 
province to self-insure and require a reserve in their balance sheet to cover 
payments on current or known claims. Knowing how much to reserve is based 
on your liability and can be determined through the use of data and predictive 
analytics. Experts in actuarial services are of particular benefit to schedule 2 
employers. 

Using Data Analytics and Predictive Analytics to Contain Costs

Data analytics uses information you’ve collected about the accidents in your 
workplace and their associated costs to paint a picture of where you are today 
and how you got here. Such data can help you identify trends, work toward 
solutions to current concerns and reduce claim risk, resulting in potential 
cost savings. To best capture this data, consider using a disability/absence 
management software solution that can guide people leaders through gathering 
the right information from the moment an injury occurs through to a full return 
to work, aid with better tracking and reporting, provide better administration 
to increase efficiency and effectiveness, and reduce your costs while improving 
program outcomes. 

Once data is available, you can analyze past and current trends (including days 
lost, % of claims that are lost time, provinces and business areas with higher 
incident rates, demographic data, etc.)  to predict your future risk, and measure 
changes in those trends when certain parameters are applied to predict what 
you can expect when implementing changes. The use of software can assist 
with both data gathering and predictive analytics to manage absences and 
claims effectively and can provide you with valuable insight into where future 
costs might be mitigated.



25Best Practices in Workers’ Compensation

Past claims have an impact on your future premiums. In 
order to avoid penalization for a year where you may have 
seen higher claims (and higher costs as a result), premiums 
are based on data over a number of consecutive years. The 
window of time is different by province; in B.C., for example, 
four years of claim history can impact your future premiums. 
This is a good incentive for having past claims reviewed by a 
workers’ compensation specialist, as well as implementing 
a proactive health and safety program to prevent workplace 
accidents moving forward.

AbilitiAlertTM is a workers’ compensation incident reporting platform that provides a 
consistent workflow for incident reporting (including first aid and near miss incidents), 
providing provincial and client workers’ compensation board forms (with automated 
submission) and custom reporting questions tailored to an organization’s operations. 
AbilitiAlert empowers the people leader to confidently report an accident in compliance 
with provincial reporting requirements, offer modified work duties before the employee 
even leaves the premises, and provide a printable employee package within moments 
to help the employee understand the next steps and what to expect before they leave to 
seek medical attention. 

Implementing Workers’ Compensation Incident Reporting Software to 
Manage Costs

When a workplace injury or illness occurs, there are two common realities. The 
employee does not know what they need to do or what conversations they need 
to have with their medical professionals to support their workers’ compensation 
claim, and the people leader often does not know all of the steps or forms 
required to submit a claim. The result may be a slow board decision (or one that 
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requires an appeal), a slower return to work, or both. 
A platform that is specifically tailored to logging, monitoring, tracking, and 
reporting workers’ compensation claims can help guide people leaders and 
employees alike through the workers’ compensation claim reporting process 
and the return to work process in a way that keeps the employee engaged 
with the workplace and supports a return to work as early as is safely possible. 
Beginning with incident reporting that incorporates all of the various provincial 
forms and organization-specific incident reporting and modified work details, 
people leaders can easily walk through a workflow that helps support and 
inform the employee (with a customized employee package) and ensures all 
necessary information is reported from day one, with automated submission 
to the provincial workers’ compensation board. Timely submission of claims 
is critical to both managing costs and effectively supporting the employee’s 
recovery, and providing the employee with the resources they need to navigate 
both their medical care and the claim process makes an already stressful 
experience a little clearer (while maintaining the connection between the 
employee and the workplace). 

The Future of Legislation in Occupational Claims

Changes in federal or provincial legislation can have a ripple effect on the 
workplace and can affect what is eligible in terms of workers’ compensation 
claims. Below are only a few examples that could impact the future of workers’ 
compensation claims, and each province/territory will be unique in their 
approach to legislation and it is important to stay on top of legislation in each 
province/territory to ensure you are compliant. Connecting with experts in 
workers’ compensation will allow you to stay current and proactive in the face 
of change.

Work-Related Chronic Mental Stress and Post-Traumatic Stress Disorder (PTSD)

Since January 2018, Ontario legislation passed to allow entitlement to 
compensation for work-related chronic mental stress caused by stressors or 
a series of stressors encountered as part of their employment. Examples of 
stressors include workplace harassment, bullying, as a result of a traumatic 
injury, or psychological impacts of performing their job (for example, the 
cumulative effects of stress on first responders, social workers, firefighters, 
etc.). Other provinces have also implemented similar legislation prior to Ontario 
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and in all cases are specific about the type of stress that is eligible for claims; 
for example, in Saskatchewan there has actually been a decline in claims, due in 
part to the specificity of legislation.

Consult a knowledgeable workers’ compensation expert to understand how to 
address chronic mental stress claims in your workplace and what strategies 
you could implement in advance of a claim to reduce the risk of chronic mental 
stress for your employees.

Legalization of cannabis

The legalization of cannabis in Canada is an ongoing process, but one that 
could certainly have implications on its use and impairment of employees 
in the workplace. Depending on when a person partakes, it could be in the 
bloodstream but not cause impairment, making it difficult for employers 
with drug test policies to navigate. Medical marijuana cannot technically be 
prescribed in the same manner as traditional medications (as it does not have 
a DIN), but can be medically authorized. So what does that mean for you as 
an employer? Does your workplace have a clear drug and alcohol policy in 
place? Would there be a benefit to reworking an existing policy to protect your 
company and your employees in the face of changing legislation? Consult with 
experts who have a breadth of information and are knowledgeable about the 
process and how changing legislation could impact your claims.
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In Summary

Whether you know a lot or a little about workers’ compensation, strategies for 
creating a safe workplace with predictable claims costs include:

• Partnering with an experienced third-party who is well-versed in every 
aspect of worker’s compensation and can assist your people leaders 
where required.

• Making use of available technology to track accidents, manage accident 
reporting the right way from day one, identify trends and maintain a 
consistent return to work program that sees employees back to work 
and contributing sooner – this is in the best interest of employer and 
employee.

• Utilizing third-party medical services that can reduce an employee’s 
absence and shorten the duration of their claim, remembering that 
covering the cost of this service is often much less than the cost incurred 
to have an employee off work and waiting for treatment.

• Implementing – and actively participating in – a health and safety 
program to create a culture of safety within the organization, one with 
support from the top of the organization all the way down.
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CHAPTER 5

Case Studies
from Morneau Shepell
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Case studies from Morneau Shepell

In this chapter, you will find case studies and examples, in summary form, 
featuring the measurable outcomes delivered from best-practices in Workers’ 
Compensation Management Solutions provided by Morneau Shepell. 

They feature the capabilities outlined throughout this guide – alternatives 
available to your organization. 

If you’d like a deeper perspective on these case studies and how similar 
solutions might help your organization, contact us for a free consultation today.
absencemanagementsolutions@morneaushepell.com
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Case Study #1 
An international food & beverage retail organization with 
hundreds of locations across Canada

$455,000 Initial saving from reviewing 
historical claims

$758,000 Average annual savings since 
working with Morneau Shepell

16:1 ROI for historical claims 
review

The Opportunity
• No access to technology in individual store locations and lack of central 

accountability for offer of modified work
• No true focus on results or improvements 
• Lack of senior level expertise in WCB
• Particular challenge in Western Canada

The Solution
• The project started with a historical claims review to reduce the costs 

and future impact of claims experience
• 37 key files were reviewed, $455,000 in saving were found in 4 files

• The historical claims review was followed by an outsourcing of claims 
management with a focus on early intervention and identification of 
immediate offer of modified duties through 24/7 call centre

• Improved program governance through effective communication and 
streamlined administration processes 

The Result
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Case Study #2 
An international food & beverage manufacturing company 
with over 9000 employees in Canada

$720,000 Average annual savings since 
working with Morneau Shepell

Moved from a surcharge position to a 
rebate position

66% Reduction in lost time claims

The Opportunity
• Multiple access points for Workers’ Compensation services with different 

processes
• Lack of central accountability for offer of modified work
• Separate programs for different divisions
• Surcharge position in 2013

The Solution
• Single integrated access hub to report all workplace incidents
• 24/7 live answer reporting and support 
• Integrated workflow management across all absence types
• Integrated reporting across multiple programs  
• Immediate offer of modified duties through 24/7 call centre
• Improved program governance through effective communication and 

streamlined administration processes 

The Result
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Case Study #3 
Historical Claims Reviews.  Even 1 Claim Can Have Significant 
Impact.

Example 1: Shipyard

The Workers’ Compensation Board denied relief of costs in regards to 
temporary benefits on a claim for an employee who was employed with a 
shipyard. The Board concluded there was no evidence of a pre-existing disease, 
condition or disability.

Morneau Shepell appealed the Board’s decision and after review of the 
disclosure file determined that there was evidence of pre-existing conditions 
which impacted and prolonged recovery and enhanced the worker’s injury and 
resultant permanent partial disability.

Our appeal and the Review Division Decision resulted in a claim cost credit 
of over $100,000 to the employer. The credit reduced the costs utilized in 
the experience rated assessment calculations and favorably impacted the 
company’s assessments over the next three years.

Example 2: Transportation and Shipping

A third party logistic and shipping organization with over 1800 contract centres
The Workers’ Compensation Board approved a claim for a car accident.  The 
organization did not initially know they could object to the claim.

In a review of the organization’s historical claims the Morneau Shepell expert 
was able to determine that due to a board rule there was an exception this 
claim.  Finding this error resulted in the claim being overturned saving the 
organization $426,000
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